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SERVICE QUALITY AFFECTING THE DECISION TO USE TRADITIONAL

CHINESE MEDICINE SERVICE IN BANGKOK METROPOLITAN REGION
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ABSTRACT

The purpose of this study was for examining the quality of service that impacts to the process of
consumer decision to Traditional Chinese Medicine (TCM) in Bangkok Metropolitan Region. A sample
was selected from the Thai citizens who has an experience with TCM around 400 people. The study was a
quantitative research by incorporating evidence from survey. Plus, one — way ANOVA and Multiple
Regression Analysis were used for data analysis.

It was found that most of participants age 31-40 years old, office employees, average income in the
range of 20,000 — 40,000 THB per month and they prioritize service quality: Tangible, Reliability,
Responsiveness, Empathy and Assurance in the highest level. In the part of decision making process showed
that Information research, Evaluation of Alternatives and Purchase Decision are in the highest level.
Meanwhile, Problem Recognition and Post-Purchase Behavior are in high position.

The findings indicated that age, occupation and average income per month did not affect to the
decision of participants to TCM. However, quality of service in part of quality of tangible, response of staff

and trustworthiness impacts to customer decision to TCM with statistically significant at 0.05 level

Keywords : Service Quality , Consumer decision-marketing process
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