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50921527: MAJOR: SMALL AND MEDIUM ENTERPRISES MANAGEMENT; M.M.
(SMEs MANAGEMENT)
KEY WORDS: REPURCHASE, DOG & CAT CARE SERVICE SHOP
NUNGRUTAI LUCKSANAUD: SERVICE QUALITY OF REPURCHASE
INTENTION FROM DOG & CAT SHOP SERVICE IN CHACHOENGSAO. ADVISOR :
SOMBAT DHAMRONGSINTHAWORN, D.B.A. 67 P. 2008.

The objective of this study was to study the relationship between service quality and customers’
repurchasing dogs and cats care service.

There were more than 100,000 persons who lived in Chachoengsao province. To gain validity and
reliability data, this research used convenience sampling method to select the population and picked the sample
group by following Churchill’s instruction. The participants were 200 dogs and cats care service providers in
Chachoengsao province. We also used questionnaire as a tool to collect the data. The researcher had collected the
data every weekend during December, 2008. This study was applied SPSS for Windows for analyzing frequency,
percentage, average, standard deviation, F-test (ANQV A) and Multiples Regression in describing the data.

The result showed that the most influencing factors for customers’ repurchasing intention for dogs and
cats care service in Chachoengsao province was service providers’ reliability. The customers paid most attention on
this item. As we could see that the questions in this topic had high average values. The third highest average value
were in the following statements respectively: “Your dogs and cats care service shop was reliable”, “Could your
dogs and cats care service providers served you satisfaction service.”, and “you assured that your present dogs and
cats care service providers had high quality service.”. The least important factor in affecting customers’
repurchasing intention for dogs and cats care service in Chachoengsao province was the customers’ worrying in
wasting their time when they were buying dogs and cats care service.

The result also indicated that service quality would impact customers’ repurchasing intention for dogs
and cats care service in Chachoengsao province. The most influencing factors were customers® assurance, service
provideré; ex-npathy, tangibles and service providers’ reliability, respectively. Non-impacting factor was the service
providers’ responsiveness. The last factor was customers’ intention in repurchasing intention for dogs and cats care
service in Chachoengsao province. The results pointed out that most of customers were brand loyalty customers. As
we can sec that the statements like “Would you continue to repurchase dogs and cats care service from your present
service owners?” had the highest average value; for the statements like “ You would not change your mind to buy
dogs and cats care service from a new service providers.” and “if you would like to buy dogs and cats care service,
you intended to repufchase the service from your present service providers.” had the same average value. We
could explain the customers’ brand loyalty as the customers believed that their present dogs and cats care service
shop were convenience for them, the service providers could provide them fast and satisfied services and the dogs

and cats care service shops were nearby their houses.
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