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Abstract

The research objectives are to study satisfaction levels and service quality factors
of 7-Eleven convenience store employees in Nakhon Phanom Province that relate to
consumer satisfaction of baby boomers. The sample consists of 400 baby boomers aged
56-74 who shop at 7-Eleven convenience stores for products and services. The mean,
percentage, and standard deviation were calculated for each case. Multiple regression
analysis was used to test the hypothesis.

The results review that most of the samples are bachelor’s degree females, aged
between 56-60, worked in a self-employed business, and earn a monthly income of
25,001-35,000 baht. Quality Factors of Service of Convenience Store Employees 7-Eleven
that affects the satisfaction of baby boomer consumers was at a high level (X=4.11),
tangibles (X=4.21), assurance (X=4.18), responsive (X=4.16), empathy (X=4.05) and
reliability (X=3.97). The overall satisfaction of baby boomer consumers with the service
of 7-Eleven convenience store employees was at a high level (X=4.12). Satisfaction with
the services of 7-Eleven convenience stores was at (X=4.36), followed by satisfaction in
the selection of various products and services and satisfaction with the operation. The
employees at a high level (X=4.20). The results of the hypothesis test showed that a
service quality factor service Tangibles (Sig=0.001), Reliability (Sig=0.000), and Empathy
(Sig=0.003) significantly affected the satisfaction of baby boomer consumers’ statistical
significance at level 0.05.

Keywords: Service Quality, Consumer Satisfaction, Convenience Store, Convenience

Store Employee, 7-Eleven, Baby Boomer
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