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Abstract

The objective of this research was to study behavior, service selection, service usage preferences,
marketing mix factors (6Ps), decision-making in service selection, and satisfaction in service selection. The
population and sample consisted of 400 purposively selected consumers choosing to use store services in
Phuket province. The data collection instrument used was a questionnaire. Data analysis was conducted using
descriptive statistics, hypothesis testing with t-test, One-way ANOVA, and paired difference test.

The results revealed that most consumers were females aged 21-25 years old, employed as
government officials/employees, held a bachelor's degree and were married. The behavior of consumers in
choosing to use the services of modern retail stores showed that they spent 1-2 hours selecting the retail
stores, shopped at retail stores 7 times or more, during 12:00 PM. - 5:59 PM. Their reason for choosing to use
the retail stores' services was the variety of products. Their highest demand was for affordable pricing. Their
decision to use the services was due to the retail stores being the safest, and their highest satisfaction was
with the staff/service personnel. Consumers with different ages, occupations, education levels and monthly
incomes had significantly different demands for using the retail services at level of .05. Consumers who
differed in age, marital status, and educational level had a significantly different impact on the marketing mix
factors (6Ps) at level of .05. Consumers who differed in age, marital status, educational level, occupation, and
monthly income had a significantly different impact on decision-making in choosing different services at level
of .05. Additionally, consumers who differed in age, marital status, educational level, occupation, and monthly
income had a significantly different impact on satisfaction in choosing different services at level of .05.
Therefore, the above data can be used to develop retail businesses for better efficiency and satisfaction in

future service usage.

Keywords: Retail Stores, Retail Store Services, Phuket Province
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