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Abstract

The objective of this independent study was to research the customer’s satisfaction
towards Retail Mix of Bank Hardware Shop, Chiang Mai Province.

The data was collected by questionnaires from customers who purchased goods in
order to repair or decorate home by themselves .The number of samples, 234, were sélected by
using a convenience samples of people who come to Bank Hardware Shop, Chiang Mai Province.
The data was analyzed by using descriptive statistics, frequency, percentage and means.

The results of this study found that the majority of the respondents were male, age
between 31-40 years old, married, with undergraduate education. They had their own business.
The average family income was between 10,001 to 20,000 baht per month. They are living in the
self- built homes.

The purpose of purchasing at Bank Hardware Shop, Chiang Mai Province was to
repair and renovate their housing. The types of equipment they purchased were water supply
devices, faucet and hoses. The amount of money they spent each time was between 101 to 506
baht. Most of Bank Hardware Shop’s customers used to buy good at other home improvement
shops such as Home Pro and Global House.

According to customer satisfaction towards retail mix of Bank Hardware Shop,
Chiang Mai, the respondents gave an overall average at a high level and all four factors can be

sorted, as followed,;
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Integrated Marketing communication Mix, The sub-factors ranked at the three
highest averaged of satisfaction level were sales staff’s friendliness, problems solving skill and a
proper advice.

Regarding the sub-factors of good and services marketing mix, mix factors of goods
and services. The three highest average of satisfaction level were; easy and fast order processing,
customers listening as well as accurate and fast service procedures.

Regarding the sub-factors of distribution marketing mix, mix factors distribution of
goods. The three highest average of satisfaction level were; easy to reach location, obvious signs
of stores, and exact working hours.

Regarding the sub-factors of price marketing mix, mix factors on price. The three
highest average of satisfaction level were; flexible price up to order quantity, discount on cash
purchases, and the price level varied by quality of products.

All respondents were satisfied withvoverall retail mix. They are willing to return to
shopping at and will recommend friends / acquaintances to become Bank Hardware Shop’s

customers.





