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ABSTRACT
TE158617

The objective of this research was to study customers satisfaction towards the marketing
mux of spa businesses in Meuang District, Chiang Mai province. One hundred and sixty five
cases were used in this study and data were ccllected by using a questionnaire.

This research has disrovered that the number of both male and female respondents used
in this study was rather close to each other. For Thai respondents, most of them were male,
working in private companies, aged between 20-30 with an income lower than 20,000 baht. Most
respondents like to use foot massage services and not members of any spa business. However,
they used spa services once or twice a month, consuming one hour or less of each spa’s service
session. These respondents prefer Thai massage to others, and prefered to use spa services
especially on weekends from 10:00 a.m. to 1:00 p.m. spending 1,000-1,500 baht for each service.
Normally, these respondents were influenced by friends in spa service selection but they also
would like to try different spa services at different places. For foreign respondents, most of them
were female, aged between 41-50, working at state enterprises. Their income ranges between
30,001-40,000 baht. Male respondents mostly used foot massage services, while females focus

mainly on face massage and facial care or nourishment. The foreign respondents were not
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members of any spa business. They consume spa services only once or twice a month, with the
length of time using each spa service less than an hour. Most of them prefer Thai massage using
the spa services on weekdays, from 10:00 am. to 1:00 p.m. and spending 1,000-1,500 baht for
each spa service. Most of them accompany their friends to use the spa service and, at the
occasion of answering the questionnaire of this study, it was their first time using the service at
the place or ever used the spa service only once.

Customers had high average of satisfaction with the following factors in the following
order: process factors, physical evidence and presentation factors, place factors , people factors,
price factors, promotion factors, and product and service factors.

The sub-factor tha, has the highest average level of satisfaction were as follow. For
process : having drinks as a part of welcoming customers. For physica evidence and presentation
: having clean restrooms and clean bathrooms. For place : having arranged working hours of the
place from 10:00 am. to 8:00 p.m. For people : staff were well qualified with job-training
cértificates. For price : having a rixed price for each scrvice on the spa menu. Fo: promotion : a
haiidbook or concerned papers were provided, and for product and services : having various
service selections offered in the spa menu.

These respondents had problems with services at a moderate level with the following
fectors in the following order- product & services factors , price factors, people factors, place
factors, promotion factors, process factors, and physical evidence and presentation factors.

The sub-factor tlat has the highest level of problems were as follow. For product and
service factor : there was rot enough good massage oil used. For promotion : difficult to find
information on the internet about place and service. For place : spa location was too far away
from a community. For price : the service charge was too high. For process : the process of
waiting for service takes too long. For people : service staff had no knowledge or ability in giving
standardized services and for physical evidence and presentation : the decor of the place was not

attractive and lacks of personality.





