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ABSTRACT

The purposes of this research study were to 1) study the importance of
customer service quality 2) examine the quality of service that affects the purchasing
decision of customers. The study was in connection with the case study of Charoen
Tham Watsadu 2 Partnership, Mueang District, Uttaradit province. The population in
the present study were 862 customers who used the service and made purchases with
Charoen Tham Watsadu 2 Partnership in terms of retail, wholesale and building
contractor services in Uttaradit province. In this study, the quantitative approach was
employed and a number of 273 respondents as the sample of this research study were
selected by using purposive sampling technique. The descriptive statistics used in the
data analysis were frequency, percentage, mean, standard deviation and multiple
regression analysis.

The results showed that the overall mean of customer service quality collected
from the case study of Charoen Tham Watsadu 2 was at the highest level. When
considering each aspect, it was at the highest level in all aspects as well. In this regard,
each aspect was reported as follows: customer confidence (X=4.78), reliability
( X =4.77), customer care ( X =4.75), customer responsiveness ( X =4.74) and
concreteness of the service (K=4.71), respectively. On the other hand, the quality of
service affecting the decision to purchase construction materials was statistically
significant at 0.01 level, namely customer care and reliability whereas ensuring
customer confidence was the only one aspect with a statistically significant level of
0.05. Service quality can be explained the changes in decision to purchase construction
materials as 72.60% (R” = 0.726).
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Service Quality, Purchasing Decision, Charoen tham Materials Limited Partnership
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