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ABSTRACT

This research aimed to 1) to compared the level of customer satisfaction in
Bangkok Metropolitan Region classified personal factors in terms of gender age marital
status occupation working experience and income (average per month). and 2) to studied
the level of service quality of medical representatives influencing customer satisfaction
in Bangkok metropolitan region. The sample groups of this research were pharmacists,
nurses, assistance of pharmacists and specialists. Total 378 samples were analyzed.
The statistics conducted on the data analysis were frequency mean variance test. and
multiple regression analysis. The results showed that 1) the respondents had a different
level of factor of customer satisfaction (satisfaction, intention to repurchase, and loyalty)
according to personal factors (gender age marital status occupation). and 2) service
quality of medical representatives that influencing customer satisfaction were empathy
and assurance. Service quality of medical representatives that influencing intention
to repurchase were empathy assurance and reliability. In addition, service quality of
medical representatives loyalty were empathy reliability and assurance.

Keywords: Service quality, Customer satisfaction.
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