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ABSTRACT

From the overall of contemporary retail and wholesale business of
Thailand that is going through economic recession, these businesses are adapting
themselves to stimulate the purchase of consumers. This results in a more aggressive
competition between retail and wholesale business owners. As for Cash&Carry,
which implies the stores that requires cash payment and self-service, there is only
one in Thailand, which is Makro. This store has also reformed its strategies by
adjusting the vision to “ To be Number One Food Solution Provider for professional
customers in ASEAN” which is customer centric and catching the attention of target
groups as the hotel, restaurant and banquet business operator or HoReCa that show
significant growth while food retailers were initially the main target. Therefore, for
intense competition in retail and wholesale business, there needs to be a study of
customer’s satisfactions in come to use the services in Cash&Carry stores and the
difference in satisfactions of each target group which will be beneficial in
development towards creating maximum customer’s satisfaction.

For the study of the research topic “The study of customer satisfaction
of Cash&Carry Stores” is a qualitative research. The case study is Makro and data
collection method is in-depth interview with the customers who are food retailer
and HoreCa owners who have come to use the services of Makro in Bangkok and

provincial areas. The study of satisfaction of Cash&Carry stores focuses on 4 main



(@)

issues, which are related to satisfactions such as products, price, service and
convenience.

The study showed that HoReCa owners have higher expectations than
food retailer owners, as the goods they buy are mostly fresh food, which need to be
used immediately. Therefore, the products must always be available, clean, fresh
and safe with guaranteed standards. On the other hand, the food retailer owners do
not place much importance on the products because they mostly buy dry products
that are normally standardized. Besides, there is a need to focus on varieties and
complete range of products in one visit to reduce the price sensitive aspect as both
groups of customers see the overall value as a part of their decision making process
for purchase. As for the services, HoReCa owners also have higher expectations than
food retailer owners as they need good services, polite and attentive staff, prompt
service and do not like mistakes as they don’t want to waste their time. As for food
retailer owners, they have low expectations regarding this, as they’re satisfied with
self service and other services in general. In addition, they’re also very
understandable towards staff and do not get offended on mistakes. They’re satisfied
with the staff that have close relationship with them. As for convenience, both
groups view them not very important and they expect only facilities such as toilet,
food court and parking space as well as cleanliness, sufficiency and safety.

In conclusion, the overall reveals that HoReCa owners have more
expectations in different aspects than food retailer owners. Therefore, this makes it
more difficult for Cash&Carry stores to satisfy them than to satisfy food retailer
owners. But if these stores are able to provide them more than they expect, they
have the opportunity to build customers loyalty. Therefore, there is a need to
develop various aspects such as product, price, service and facilities to conform to
the needs of customers to allow those who come to use the services of Cash&Carry

stores have maximum satisfaction.

Keywords: Cash&Carry, Food retailer, HoReCa
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