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Customer Service Experience Affecting Intention to Use
Pharmacies in Chiang Mai Province
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ABSTRACT

The objective of the present study is to examine the impact of customer’s service experience
satisfaction affecting intention to use pharmacies in Chiang Mai. The customer’s service experience including
atmospheric elements, technological elements, communicative elements, process elements, employee-
customer interaction elements, customer-customer interaction elements, product interaction elements.
Data were collected by questionnaires distributed to 400 consumers with 200 consumers for stand-alone
and 200 consumers for chain store. The results are explained by descriptive statistics and inferential statistics
by using one-way analysis of variance and multiple regressions analysis. Most of respondents were female,
30 - 39 years old and single. They also held a bachelor’s degree and worked in private companies. Their
average monthly income were 30,001- 40,000 baht. Most of respondents use regulatory pharmacies. They

used pharmacy service less than once a week, during 2-6 p.m. The most frequent product is regular
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medicine for normal symptoms. The results show that technological elements and product interaction
elements are positively affecting to intention to use pharmacies in Chiang Mai in descending order, with a

significant level at 0.05.
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