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The purpose of the study was twofold : (1) to reveal the attitude of service users toward
spa service at The Westin Grande Sukhumvit Hotel, and (2) to identify the faciors affecting their
attitude.

Accidental sampling was used to select the sample of 150 service users of Vareena Spa.
A questionnaire was employed as the rescarch instrument. The data were analyzed by using
descriptive statistics and inferential statistics (i.e., t-test and F-test).

The findings were listed as follows:

1. General characteristics of the respondents. Most of the respondents were female.
Nearly half were 36-45 years of age. Almost all of them were Thais. Also, more than half were
employees ac private enterprises and earned an income of 25,001-50,000 baht.

2. Overall attitude. Overall, the respondents were found to have a moderately positive
attitude toward spa service of Vareena Spa. When individual components of the attitude were
considered, the respondents were found to have a good attitude toward the personnel, followed
by the venue, service, and additional services. However they were still not satisfied with
marketing promotion, which needed improvement.

3. Types of service. More than half used massage service most often. The majority
became Vareena Spa members because of their friends’ recommendations. More than half were
determined to use the service once a month. Nearly all wanted to come back for services again.

All of them would recommend anyone they knew to use the services at Vareena Spa. Also, most
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came for service for better physical appearance. Nearly all were convenient to use services on
Sunday.

4. Factors related to the service users’ attitude. The factors significantly influencing the
service: users’ attitude toward spa service were income and type of service. Those in a low-
income group (10,000-25,060 baht) had a better attitude toward spa service than those in a high-
income group (50,001-100,000 baht). Moreover, those who used oil massage service had a better
attitude than those who used traditional Thai massage service, herbal massage service, and foot

massage service.

Recommendations

The following were recommernded:

1. The Vareena Spa management should adjust its market promotion strategy to meet the
service users’ needs through providing rewards, special discounts or privilege ; direct mail; email.

2. More public relations and advertising channels should be used to increase the number
of service users.

3. Charges for different services should be reasonable.

4. Adequate parking spaces should be available.

5. The concept of customer relations management should be put into practice.

6. Special promotion should be held to attract the members to use services on Tuesday
through Thursday, since the number of service users is still small on these days.

7. Sale promotion should be carried out to increase the number of its members by
encouraging the existing members to persvade their friends and acquaintances to be new members

at Vareena Spa.





