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Abstract

The objectives of this research were 1) to compare consumer satisfaction with the marketing

mix between online and retail stores, and 2) to compare consumer shopping behavior between online
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and retail stores. The samples were 100 residents of Bang Pa Sub-district, Mueang Ratchaburi District,
Ratchaburi Province, aged 18-45 years, randomly drawn from a population of 1,996 people. The
questionnaire was used as a tool for data collection. The statistics used for data analysis were
percentage, median, sum ranks, Wilcoxon signed-rank test, and Cochran test, with a significance level
set at 0.05.

The study found that most of the respondents were female (60%), aged 30-45 years old (48%)
and earning 10,001-20,000 baht/month (51%). In terms of consumer satisfaction regarding marketing
mix elements, the study revealed the following. Product: Consumers showed a higher level of
satisfaction with the variety of products, product preferences, and product modernity in online stores
compared to retail stores. Price: Consumers expressed a higher level of satisfaction with product
discounts in online stores compared to retail stores. Distribution channel: Consumers reported a higher
level of satisfaction with the convenience of purchasing and the variety of payment methods in online
stores compared to retail stores. Promotion: Consumers exhibited a higher level of satisfaction with
promotional activities, continuous profit returns to consumers, information dissemination, advertising,
and publicity in online stores compared to retail stores. The results of the comparison of consumer
buying behavior from online and retail stores revealed that the frequency of purchases in a month,
the value of purchases in a month, and the proportion of customers who shop during holidays at retail
stores are higher than customers who shop via online stores. On the contrary, during the promotion

time, the proportion of customers who shop online is higher than customers who shop at retail stores.

Keywords: Satisfaction, Online Store Purchasing, Retail Store, Ratchaburi Province
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