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The objective of this independent study was to determine customer satisfaction towards
service marketing mix of Wawee Coffce Shop in Amphur Muang, Chiang Mai.

Data was collected via questionnaires distributed tc 240 customers of Wawee Coffee
Shop. It was then analyzed using descriptive statistics, frequency, percentage, and means.

The results indicated that most respondents were malc business owners, 20-30 years of
age, with undergraduate education. Their monthly incomes were THBS5,000-10,000. The results
showed that respondents usually went to Wawee Coifee Shop, Nimmanhemin branch at least 3
times a month between noon to 3 p-m., Monday to Friday. For each visit, they spent less than 100
baht for coffee & products at the shop, and the type of service was consumption on premises.
Respondents pointed out that the signage of Wawee Coffee Shop and satisfaction with the service
led them to this shop.

For the overall service marketing factors, the respondents were satisficd as follows. The
Customers were satisficd to high levels for the following factors: pcople, physical evidence and
Presentation, place and process. The customers showed moderate levels of satisfaction towards

Price and promotion.

For product, the respondents were satisfied to a high level regarding: taste, freshness,
and cleanliness.

For price, the respondents were satisfied o a high level towards product quality at
reasonable prices.

For place, the respondents were satisficd to a high level towards convenient location;
appropriate service hours, and proximity of the location to customers’ residences or work piaces.

For promotion, the respondents were satisfied at a high level towards the overall services
received from staff, and syggestions from previous customers.

For pcople, the respondents were satisfied tc a high level towards staff’s manners and
hospitality as well as unbiased scrvice; staff’s proper personality and dresscode; and adequate
staffing.

For physical evidence and presentation, the respondents were satisfied to a high level
towards cleanliness of the café; interior decoration; and fricndly atmosphere.

For process, the respondents were satisfied © a high level towards the accuracy of

preducts served (and other products), responsive service and uncomplicated ordering process.





