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ABSTRACT

TE141890

The objectives of this independent study were to study the customer satisfaction with
and the problems from using Herbalife herbal weight control products in Amphoe Mucang.
Changwat Chiang Mai. The population for this study was 357 Herbalife customers who used the
services of Herbalife distribution centers in Amphoe Mueang, Changwat Chiang Mai. The data
was collected from questionnaires and analyzed by frequency, percentage, and mean, and was
summarized as follows.

The majority of the customers were female of 31-40 years old, with weight ranging
from 51-60 kilograms, and height ranging from 151-160 centimeters. They obtained a Bachelor’s
degree and earned an average of 10,000-20,000 baht per month. They were private corporate
employees and they learned about the product from pamphlets. The reason for using the product
was to lose weight. Considering the standard ratio between weight and height, the customers'
weight was higher than the standard.

The customers ranked satisfication at a moderate level with products, process, physical

evidence, price, personnel, and place, while they ranked satisfication at an average low level with

promotion. The sub-factor of products which the customers ranked at the first level of
satisfication was variety of products. The sub-factor of process which the customers ranked at the
first level of satisfication was the first-time purchasing process. The sub-factor of physical
evidence which the customers ranked at the first level of satisfication was product accompanied
by quality guarantee from a famous foreign institute. The sub-factor of price which the customers
ranked at the first level of satisfication was standard price. The sub-factor of personnel which the
customers ranked at the first level of satisfication was personality and manners of personnel. The
sub-factor of place which the customers ranked at the first level of satisfication was convenient
location of distribution centers. The sub-factor of promotion which the customers ranked at the
first level of satisfication was sufficient advertisement through various media.

Problems in promotion, price, place, process, personnel and products were ranked at an
average moderate level of satisfaction, while problems in physical evidence were ranked at an
average low level of satisfaction. The sub-factor of promotion which was ranked at a first level of
problematic was advertisement through various media. The sub-factor of price which was ranked
at a first level of problematic was products sold in a set were expensive. The sub-factor of place
which was ranked at a first level of problematic was too few distribution branches. The sub-factor
of process which was ranked at a first level of problematic was customers not being informed
about how to return products which they had problems with. The sub-factor of personnel which
was ranked at a first level of problematic was salesperson’s visit to customers were not frequent.
The sub-factor of products which was ranked at a first level of problematic was expected result
from using products. The sub-factor of physical evidence which was ranked at a first level of

problematic was not cnough parking space at distribution branches.





