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Abstract

This study aims to examine the behavior and satisfaction of tourists who use the
services of Central Chidlom Department Store in Bangkok, focusing on analyzing demographic
characteristics, service usage behavior, and satisfaction in various aspects. The study also
provides recommendations for improving services to better meet the needs of tourists. Data
collection was conducted through questionnaires distributed to a sample of 300 tourists,
comprising both Thai and international visitors. The collected data were analyzed using
descriptive statistics, such as averages and percentages.The results revealed that the majority
of tourists were female (60%), aged between 26-35 years (40%), with international tourists
accounting for 70% of the sample. Regarding service usage behavior, most tourists visited the
department store 1-2 times per month, primarily for shopping (60%) and dining (30%). In terms
of satisfaction, tourists rated the quality of products the highest (average score 4.5/5), followed
by staff service (average score 4.3/5). However, transportation and accessibility received the
lowest scores (average score 3.8/5).Recommendations from this study include improving travel
facilities, such as adding more signage for directions and upgrading parking spaces, organizing
promotional events targeted at tourists, and providing staff training to enhance language skills
to better accommodate international customers. The findings of this study are beneficial for
the department store's management in improving services and developing marketing strategies

to effectively respond to tourists' needs.
Keywords : Tourist behavior, Satisfaction, Department store, Central Chidlom, Bangkok
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