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ABSTRACT

The purpose of this study was to investigate the determinants of service quality
and their relative importance as perceived by consumers in Chiang Mai. This study is rooted
in the theoretical framework of role theory and a conceptual model of service quality. A survey
research design was used and data were collected by using structured interviews. The
sample used in the study was obtained by purposive sampling, consisting of 409 consumers
who had been recent users of one of four types of services; that is hospital, laundry and dry
cleaning, theatre, and commercial bank.

Two hypotheses were tested in this study: (1) consumers differing in
demographic faciors would rate the importance of determinants of service quality differently,
{2) consumers of different types of of services would rate the importance of determinants of
service quality differently. Results indicated that the first hypothesis was partially supporied;
that is consumers with different sex, age, and marital status rated the importance of
determinants of service quality differently. Nevertheless, no significant difference of ratings
was found among consumers with different occupation, level of education, and level of
income per month. The finding did not support the second hypothesis; that is no significant

difference of ratings was found among consumers buying different types of services.



Moreover, this study discovered some new determinants of service quality,
which extended the previous investigation about service quality dimensions. This study offers
some valuable implications for managing their services to achieve maximum customer

satisfaction.



