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THESIS TITLE: SERVICE MARKETING OF PROFESSIONAL FOOTBALL CLUB IN
THAILAND

SARUNYOO YONGPANIT 5536291 SHSM/M

M.A. (SPORTS MANAGEMENT)

THESIS ADVISORY COMMITTEE : WANCHALEE NORIYA, Ph.D.,
POSCHANAN NIRAMITCHAINONT, Ph.D., RUANGRIT UPALANALA UMPUJH,
D.B.A.

ABSTRACT

This research aimed to study service marketing including the real situation
and fan club's expectation of Service Marketing of Professional Football Clubs in
Thailand. It is a mixed method research using 7P’s analytical tool. For the qualitative
research, the researcher investigated 6 persons who are the main information sources with
in-depth interview. The survey research used 400 questionnaires on the real situation and
fan club's expectation of Service Marketing of Professional Football Club in Thailand with
mean, S.D. and t-test dependent sample.

The results found that the service marketing of 3 professional football clubs
consisted of: Goods and Service 1) Image 2) Produce goods to satisfy fan clubs' demand
3) Construct standardized stadium and service area : Pricing- setting the right price for
goods and service: Service area and marketing channel- distributing goods and service at
stadium and social network : Marketing Promotion- there are variety of public relation
policies and sales promotion campaigns on special days: Personnel- insisting on staff
knowledge and personnel improvement policy: Service Procedure-serve fan club with
docile manner and be friend with every fan club: Physical- decorating environment around
the stadium outstandingly and keeping the service area clean.

The suggestions from this research are: The professional football club should
consider 7C’s theory (Customer Value, Cost to Customer, Convenience, Communication,
Caring, Completion and Comfort) which is provides a demand and customer centric
version alternative to the well-known 7P’s supply side model.

KEY WORDS : SERVICE MARKETING / PROFESSIONAL FOOTBALL CLUB
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SERVICE MARKETING OF PROFESSIONAL FOOTBALL CLUB IN THAILAND

SARUNYOO YONGPANIT 5536291 SHSM/M

M.A. (SPORTS MANAGEMENT)

THESIS ADVISORY: WANCHALEE NORIYA, Ph.D.,

POSCHANAN NIRAMITCHAINONT, Ph.D., RUANGRIT UPALANALA
UMPUJH, D.B.A.

EXTENDED SUMMARY

1. Introduction

Sport is consisted of normal activities or skills under the rules set by
unanimous agreement with the objectives of relaxation, competition, amusement,
success, skill development or many reasons together. Sport is activities that come with
competition and scoring. In 1987 His majesty king Bhumibol Adulyadej quote “Sports
have fundamental objectives to promote body strength enough to show athlete ability
for harmoniousness and better life quality. At the present, sports become crucial to the
other ways such as society, making people turn to do good for their health both body
and mind. Doing this make them live in the society with pleasure and make nation
glory especially in the international sports which foreign people also give an
importance to it too.Thus, sports is important to human and nations if we practice
properly with efficiency and competency, we can make ourselves and our nation
famous. If we do sports politely, we can also make our nation famous and promote
harmony within our nation.”

As for the sport development in Thailand, it followed the national sports
development plan within the national economic and social development plans for
sports explication under the control of Sports Authority of Thailand. Until now, there

were four national sports development plans; the first national sports development
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plan (1988-1996), the second national sports development plan (1997-2001), the third
national sports development plan (2002-2006) and the fourth national sports
development plan (2007-2011) while at the present using the fifth national sports
development plan (2012-2016) as the framework and guidance to achieve the goal of
sports development for fundamental sports development, sports for mass, sports for
excellence and sports for profession. It brings sports science and technology together
with the good governance in the integrated sports management to offer people in all
level an opportunity to exercise and enhance their fundamental sports skills correctly
and frequently. It also aims to create the tradition of sportsmanship and
harmoniousness while prolong the success of sports practice from the fundamental
sports development and the sports for mass to the excellence and profession in the
international level. (Ministry of Tourism and Sports, 2012)

As for the fifth national sports development plan (2012-2016), there is a
policy on sports development to profession which is quoted on the forth strategy with
the following objectives; 1) promote and develop universal sports and some traditional
sports as a sustainable professional level.2) develop athletes in every group including
personnel who are related to sports affair completely in both quality and moral.
Support the establishment of sports professional personnel institute and encourage the
fan-club confederation among sports professional organizations both in central and
provincial parts.3) develop the system and mechanism of professional sports
competition to universal standard with the proper and modern rules, orders and
statutes 4) develop professional administrative system by allocating budget for
professional sports welfare to protect and pursue rights or interest and predispose the
private sectors attend in professional sports promotion. For this strategy, it is quoted
about the 12 professional sports to expand the player bases and professional athletes
both on individual and team while one of these 12 sports is football.

There has been professional football competition since 1999 in Thailand as
the navigated project “Thailand provincial football league” which occurred during
1999 to 2004. After that, it was changed into “Thailand Premier League” and has still
been competing nowadays. To make the professional football competition success,
there are many factors to construe such as the potential standard of players and

football personnel-coach, referee-, the efficient administration in both tournament
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operation and sports business management-popular trend setting, public relation,
marketing, patents, communication etc., The main point is the professional football
club needed the efficient administration to make the team successful.(Sports Authority
of Thailand, 2007) However, the big obstacle is the low standards of Thailand Premier
League competition in many aspects especially on the fifth aspect of Thailand
professional football standard -the explicit and concrete income of professional
football club. It consisted of ticket, rights, sponsor, souvenir, player allocation and
funding from competition committee. The Asian Football Confederation has rated
football clubs standard in Thailand on the low rank which cannot reach to the standard
of its professional football club criteria and may affect in sending Thailand football
team competing on the Asian Football Confederation tournament.(Football
Association of Thailand, 2008) The score of Thai football club was rated at 221 points
from 500. It was at the rank of 12 from 21 nations which is corresponded to the Sports
Authority of Thailand summary that the professional football club in Thailand still not
success, lacking of knowhow on professional operation. Some football clubs cannot
reach to breakeven point because it does not have professional knowledge such as
fund raising, quality coaching, tournament operating, local trend setting, profit
earning, and rights management and service marketing.

After the rating from the Asian Football Confederation, there has been a
vigilant movement from Thai professional football clubs on the administrative
improvement to gain more income from football club products, ticket, rights, sponsor,
souvenir, player allocation and funding from competition committee. The researcher
realized on the importance of service marketing for football clubs in Thailand and
conducts the study on the top three football clubs in Thailand Premier League 2011-
2012 which are successful in enhancing their football club administrative standards;
SCG Muangthong United, Chonburi Football Club and BEC-Tero Sasana Football
Club. These three clubs have average 11,000 audiences per match and gain ticket fee
39,039,411 baht with the souvenir revenue 22,816,838 baht (Thai Premier League,
2012) they are the outstanding professional football clubs in Thailand with the new
record enhancing themselves on football club management and service marketing to

sustainable level.
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From the above paragraph, we can see that the football clubs in Thailand
need to bring the 7P’s Marketing mix -Product, Price, Place, Promotion, People,
Process and Physical Evidence- to urge its marketing situation. While those top three
clubs also use 7P’s as their strategy and success on it. The service marketing is an
essential tool for professional football clubs especially in Thailand. It can make them
reach the standard of Asian Football Confederation and earn revenue sustainably.
(Asian Football Confederation, 2008)

Due to the emerging of football trend in Thailand which leads to the
increasing of fan-club and professional football personnel, it influences the researcher
interested in studying the service marketing of football clubs in Thailand. The study
would emphasis on the real situation of service marketing and the expectation of fan-
club from the professional football clubs in Thailand. It could benefit to professional
football clubs administrators and football personnel to plan marketing strategy

correctly for serving fan-clubs and developing football clubs sustainably in the future.

2. Abstract

This research aimed to study service marketing including the real situation
and fan club's expectation of Service Marketing of Professional Football Club in
Thailand. It is a mixed method research using 7P’s analytical tool. For the qualitative
research, the researcher investigated from 6 persons who are the main information
sources with in-depth interview. While the survey research using 400 questionnaires
on the real situation and fan club's expectation of Service Marketing of Professional
Football Club in Thailand with mean, S.D. and t-test dependent sample.

The results found that the service marketing of 3 professional football
clubs consisted of: Goods and Service 1) Image 2) Produce goods to satisfy fan clubs'
demand 3) Construct standardized stadium and service area : Pricing- setting the right
price for goods and service: Service area and marketing channel- distributing goods
and service at stadium and social network : Marketing Promotion- there are variety of
public relation policy and sales promotion campaign on special days: Personnel-
insisting on staff knowledge and personnel improvement policy: Service Procedure-
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serve fan club with docile manner and be friend with every fan club: Physical-
decorating environment around the stadium outstandingly and keeping the service area
clean.

The suggestions from this research are: The professional football club
should consider on 7C’s theory (Customer Value, Cost to Customer, Convenience,
Communication, Caring, Completion and Comfort) which is provides a demand and

customer centric version alternative to the well-known 7P’s supply side model.

3. Objective
1) To study the service marketing of professional football clubs in Thailand
2) To study the real situation and expectation of fan-club to the service
marketing of professional football clubs in Thailand
3) To compare the realities to the expectation of fan-club on the service

marketing of professional football clubs in Thailand

4. Concept of the research

The researcher decided to use 7P’s as a conceptual framework as the
following

1) Product

2) Price

3) Place

4) Promotion

5) People

6) Process

7) Physical Evidence
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5. Expected result and benefit

1) To gain the service marketing knowhow of successful professional
football clubs in Thailand.

2) To realize the reality and fan-club expectation on the service marketing
of professional football clubs in Thailand which can be a database for the football
clubs to achieve their goals of service marketing.

3) To realize the guidance on service marketing which can be the

prototype for professional football clubs development in Thailand.

6. Research area

The population in the study is consisted of director or manager and
marketing manager of three professional football clubs: SCG Muangthong United,
Chonburi Football Club and BEC-Tero Sasana Football Club for 6 persons in total and
400 fan clubs of those three clubs.

7. Research Method

The study is “Mixed Method Research” consisting of two parts; 1)
Qualitative research 2) Quantitative research as the following;

1) Qualitative research: the researcher interviewed director or manager and
marketing manager of SCG Muangthong United, Chonburi Football Club and BEC-
Tero Sasana Football Club.

2) Quantitative research: the researcher used the questionnaires on the
reality and expectation of service marketing from 400 fan clubs of the three
professional football clubs: SCG Muangthong United, Chonburi Football Club and
BEC-Tero Sasana Football Club.
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8. Collecting of data

1) The researcher proposed the letter from the faculty of social sciences
and humanities to the three professional football clubs.

2) The researcher made the appointments and interviewed director or
manager and marketing manager of three professional football clubs.

3) The researcher distributed questionnaires to fan clubs.

4) The researcher collected and checked the completeness of the
guestionnaires.

5) The researcher encoded the 400 completed questionnaires for analysis

and statistics processing.

9. Data analysis

9.1 Qualitative Analysis
The researcher conducted the content analysis from the In-depth interview
and present the result into the composition.

9.2 Quantitative Analysis
The researcher used SPSS for Windows as the following
9.2.1 Analyzing the fan-clubs' opinions to the service
marketing of professional football clubs and convert into the average (X) and
standard deviation (S.D.)
9.2.2 Comparing the service marketing from reality and

expectation of fan-clubs with the T-test dependent samples.

10. Result of research

The results of study is consisted of three parts

Part 1. The service marketing of professional football clubs in Thailand.
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Part 2. The reality and expectation of fan-clubs to the service marketing of
professional football clubs in Thailand.
Part 3. The comparison between the reality to the expectation of fan clubs

to the service marketing of professional football clubs in Thailand.

Part 1. The service marketing of professional football clubs in
Thailand
The researcher brings 7P’s (Kotler, 2003) as a criteria for the conclusion

on the service marketing of professional football clubs in Thailand as the following;

1) Products

Goods and services are the important factors producing revenue to football
clubs. All the three clubs has unanimous visions on goods and services management
into 3 strategies 1.)branding 2.) providing what the fan clubs want 3.) building
standardized stadium and service area.

All the three clubs create their brands by emphasizing the professional
football clubs in domestic and Asian level image to their fans. They created the
universal awareness to their fans and emphasized through their signet, fame, image,
successful work, sponsorship, players, scarf, mug, fan's shirt, competing shirt, warm
up shirt, coat, cap, bag, football, umbrella, mascot, flag, bundle, clock and the other
commodities. All these goods must have the universal image making fans aware, trial,
memorize and believe in their football clubs with loyalty. Moreover, all the three clubs
also agreed in branding through their players and personnel, value adding on players
by making them higher from their costume and uneasy to reach. All three clubs also
agreed in building fans from native people who live near clubs with the policy of
choosing players from local area or clubs' football youth school.

As for producing goods fans want, all three clubs had surveyed fan-clubs'
demand through fans-meeting events, the meeting with fan-clubs representatives and
web-site together with using the social network channels. The clubs are proposing the
goods that customers need while each campaign must be concrete and some products

are limited edition to create the uniqueness and value.
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For the stadium and service area, the three clubs constructed the
standardized stadiums under the criteria of Asian Football Confederation (AFC).
There are separated stands for different fans- stand for annual ticket for example. They
also separate service area into sections along customers activities-souvenir section,
restroom section etc., which provide convenience for customers when attending to the

service area.

2) Price

The clubs have policy of setting the proper price on their goods and
services -ticket, souvenir, club member, food and beverage etc., There were two clubs
appointed the outsources that supply goods and services to other organizations on
setting the prices because they have commodities price database so that the prices they
set would be acceptable to customers in the overview. Moreover, the professional
football clubs also set the meeting between marketing department and fan-clubs
representatives on the souvenir prices and other services to make fan-clubs trust in the

clubs and price setting.

3) Place

All the three clubs agreed giving an importance on selling their goods and
services at their stadiums because they want to build their fans base in the local area.
They decorated their stadiums luxuriously in outstanding modern style with
convenient car park and infrastructure to impress their fans and make them more
confident in the clubs.

Moreover, the clubs also used many channels to sell their goods and
services especially through social network: Facebook, Twitter, Email and clubs
website while the traditional medias such as magazine, newspapers and television
programs also be channels to inform clubs news. Every channel they used must be
elegant, modern and luxurious to attract fans while they would emphasis more on

social media.
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4) Promotion

The clubs had policy on public relations to promote their campaign
accordingly through many media; television, radio, pamphlet, cutout, events and
convoy to build the good attitude on their fans.

As for the sale promotion, there were two clubs chose to set timely big sale
events during season to stimulate their fans on tagging news from the clubs closely.
While another club chose to discount its price ticket on the important holidays such as
Father day, Mother day and New Year holiday to motivate its fans loving in its signet

together with goods and services.

5) People

The professional football clubs give an importance to personnel who serve
their customers. They emphasis on personalistic, hospitable and image of their staffs
while giving service to make their fans reach to the highest satisfaction. With these
qualities of personnel could create the relationship between fans and their clubs. All
the three clubs agreed that their personnel could make them differentiated among the
other professional football clubs.

Moreover, the clubs also improve their personnel qualifications to serve
customers by training while in some part of service they outsource from the
professional service firms. The clubs reward the best personnel monthly to motivate
their staff.

6) Process

The clubs served their customers under the motto “Customer is the king”
the administrators would give policy to their staffs to serve customers fast, correct and
equitable making customers impressed and come back to attend the service again.

Moreover, the clubs have policy of service with docile and friendly
manners to every customer for example; take fan-clubs to the stand, answer questions
about their goods and services. There were two clubs providing shuttle bus between
park area to the stadium to add value to their goods and make customers feel good
with the staffs.
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7) Physical evidence

All the three clubs have the same policy on setting their stadium and
service area accordance with AFC standard by separating service area into section
along with the area usage. The clubs also decorated their service area luxuriously with
modern style because they believe that doing this can present the good image of
football clubs and make their fans impressed. The fans would receive the convenience
when attending the stadium and service area. The administrators also separated stand
into sections accordance with fans, for example, Fan-Pun-Tae zone, Family zone and
normal zone

Moreover, all the three clubs agreed on keeping the service area clean such
as ticket counters, restrooms, souvenir area and car parks which can create the

impressive feeling from customers.

Part 2. The reality and expectation of fan clubs to the service

marketing of professional football clubs in Thailand.

1) Products

In the overview, fan clubs expected goods and services from the clubs at
the highest level (X = 4.61). They expected on the clubs personnel, players, coach and

team managers to be famous (X = 4.85) and expected to the souvenir such as scarf,

mug, fan's shirt, competing shirt, warm up shirt, coat, cap, bag, football and umbrella
(X =4.73) while the latter was the creditability of clubs from the long verified history
(X =4.39)

In the reality, fan clubs realized the truth of goods and services at medium
level (X = 2.61). They realized the truth of clubs' image and fame (X = 2.91) the
latter was the creditability of clubs from the long verified history (X = 2.88) and the

clubs provided service on match audience properly (X = 2.84)

2) Price
In the overview, fan clubs expected price setting at the high level (X =

4.07) they expected the proper ticket price (X = 4.36) the latter was the price of
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souvenir such as scarf, mug, fans' shirt, competition shirts suitable to its quality (X =

4.32) while the latest was the club member fee (X = 3.81)

In the reality, fan clubs realization for the price in the overview was at low
level (X = 1.85) while the awareness on the proper price of snack, food and beverage
(X = 2.25) the latter was the proper ticket price (X = 1.74) and the last was the

proper price of souvenir (X = 1.72)

3) Place
The fan clubs expected on the service area and distribution channel in the

overview at the highest level (X = 4.57) they expected the proper souvenir area (X =

4.87) and the adequate infrastructure such as restrooms and car park (X = 4.85) which

was equal to the expectation on providing enough security guards on the stadium and

service area (X = 4.85)

In the reality, the fan clubs realized on the service area and distribution

channel in the overview at the low level (X = 2.48) after considering on matter, it was

found that the fans realized on the adequate infrastructure such as restrooms and car
park (X = 2.87) the latter was on providing enough security guards on the stadium

and service area (X = 2.80) and the proper souvenir area (X = 2.40)

4) Promotion

The fan clubs expected on the promotion in the overview at the highest
level (X = 4.59). They expected the public relation event through CSR such as the
sports equipments donation project (X = 4.89) the latter was the sale promotion such
as coupons, giveaway and tournament traveling package (X = 4.88) and the campaign

events (X =4.87)
In the reality, the fan clubs in the overview realized the promotion at the

low level (X = 2.36) while in each matter, they realized the sale promotion such as
coupons, giveaway and tournament traveling package (X = 2.80), the public relation
event through CSR such as the sports equipments donation project (X = 2.30) and the
campaign events (X = 2.30)
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5) People

In the overview, the fan clubs expected on the personnel at the highest
level (X = 4.65) when considering in each matter found that they expected on ticket
selling staff, souvenir staff and competition personnel gave service fast (X = 4.85) the
latter was staffs gave equity service to every customer (X = 4.84) and expected on the

competency of match narrator (X = 4.83)
In the reality, the fan clubs realized on the personnel at the medium level

(X = 2.59) when considering in each matter found that they realized on the
friendliness of personnel (X = 2.87) the latter was staffs having service mind
and sports knowledge (X = 2.84) and realized on the competency of match narrator

(X =2.78)

6) Process
In the overview, the fan clubs expected on the service process at the

highest level (X = 4.56) they expected on the standardized before kick-off preparation
(X = 4.88), strict rules enforcement among the audience (X = 4.88) and the service

provided to customers on first come first serve (X = 4.35)

In the reality, the fan clubs realized on the service process in the overview

at the low level (X = 2.40) while considering on each matter found that they satisfied

on the service process at medium level on the strict rules enforcement among audience
(X = 2.84), the standardized before kick-off preparation (X = 2.34) and the service

provided to customers on first come first serve (X = 2.33)

7) Physical evidence

In the overview, the fan-clubs expected on the physical evidence at the
highest level (X = 4.52). They expected on the full infrastructure supply (X = 4.88),
the modern style of building and service area (X = 4.84) and providing high

technology appliances such as HD-projectors and computer (X = 4.40)

In the reality, the fan-clubs realized on the physical evidence in the

overview at the medium level (X = 2.73). They realized on providing high technology
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appliances such as HD-projectors and computer (X = 2.83) the latter was the modern

style of building and service area (X = 2.80) and the full infrastructure supply (X =
2.78)

Part 3. The comparison between the reality to the expectation of fan-

clubs to the service marketing of professional football clubs in Thailand

1) Product

The margin between the reality and expectation of fan-clubs on the
products in the service marketing found that in the overview they are different
significantly at .01 (Gap = 2.00). After considering on the matter found that the first
three matters have significant margin at .01; the clubs personnel, players, coach and
team managers are famous (Gap = 2.04), the stadium and service area reach to AFC
standard (Gap = 2.01) and the football club brand/clubs products are recognizable
(Gap =2.00)

2) Price

The margin between the reality and expectation of fan-clubs on the price in
the service marketing found that in the overview they are different significantly at .01
(Gap = 2.21). After considering on the matter found that the first three matters have
significant margin at .01; the proper ticket price (Gap = 2.62) the latter is the price of
souvenir such as scarf, mug, fans' shirt, competition shirts suitable to its quality (Gap =
2.60) and the reasonable member fee (Gap = 2.10)

3) Place

The margin between the reality and expectation of fan-clubs on the service
area and distributed channel in the service marketing found that in the overview they
are different significantly at .01 (Gap = 2.08). After considering on the matter found
that the first three matters have significant margin at .01; the souvenir shop is proper
(Gap = 2.47), the competition site is outstanding and reachable (Gap = 2.09) the
transportation to the stadium is convenient (Gap = 2.05) and the security guard around

the stadium and service area supply (Gap = 2.05)
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4) Promotion

The margin between the reality and expectation of fan-clubs on the
promotion in the service marketing found that in the overview they are different
significantly at .01 (Gap = 2.22).After considering on the matter found that the first
three matters have significant margin at .01;the campaign events (Gap = 2.60), the
public relation event through CSR such as the sports equipments donation project
(Gap = 2.58) and the public relation through the clubs' famous football players (Gap =
2.10)

5) People

The margin between the reality and expectation of fan-clubs on the
personnel in the service marketing found that in the overview they are different
significantly at .01 (Gap = 1.95). After considering on the matter found that the first
three matters have significant margin at .01; ticket selling staff, souvenir staff and
competition personnel give service fast (Gap = 2.59), staffs give equity service to
every customer (Gap = 2.09 ) and expected on the competency of match narrator (Gap
=2.05)

6) Process

The margin between the reality and expectation of fan-clubs on the process
in the service marketing found that in the overview they are different significantly at
.01 (Gap = 2.15). After considering on the matter found that the first three matters
have significant margin at .01; the standardized before kick-off preparation (Gap =
2.54) the latter is the uncomplicated ticket selling (Gap = 2.12) and the service

provided to customers on first come first serve (Gap = 2.05)

7) Physical Evidence

The margin between the reality and expectation of fan-clubs on the process
in the service marketing found that in the overview they are different significantly at
.01 (Gap = 1.78). After considering on the matter found that the first three matters
have significant margin at .01; the full infrastructure supply (Gap = 2.10) the latter is

the modern style of building and service area (Gap = 2.04) and the stand separation
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accordance with fans characteristics, for example, family zone. Fan-clubs zone and
Fan-Pun-Tae zone (Gap = 2.01)

11. Recommendations
After studying on the service marketing of professional football clubs in
Thailand, the researcher would like to make the suggestion on the following subjects;
1) From the analysis on the service marketing of professional football
clubs in Thailand, the researcher found that the marketing mix is the important factor
to urge fan-clubs for making decision on attending to football club service and also
found the weakness of service which the football clubs in Thailand needed to improve

to reach the highest satisfaction of customers as the following;

1.1) Product

There should be the celebrity making process for its personnel
such as coach, players and staff to make fan-clubs recognize and be proud of their
team. Moreover, the clubs should hire the famous coach, players and other staff who

are prominent joining the team.

1.2) Price
There should be the special price setting for customers who
register as the team's fan club especially the ticket price to stimulate normal customers

becoming fan-clubs and expand the fan-clubs number.

1.3) Place

The clubs should increase the distributing channels for their
goods and service due to the emerging of football trend in Thailand. Moreover, they
should improve their channels to be modern and reachable to every customer including

the fast and safe delivery system to make them differentiate from the others.
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1.4) Promotion
There should be more promotion events such as the souvenir

grand sale or personnel PR in local festivals to increase customer’s recognition.

1.5) People
There should be more staffs at the ticket counters and souvenir
shop to serve customers faster and make them impressed when attending the service.

1.6) Processing
There should be the improvement on match preparation or
hiring the outsource which is keen on organizing the football competition to raise the

competition standard level and professional status.

1.7) Physical Evidence

There should be more infrastructures providing within the
stadium and service area such as internet-wifi to facilitate their fan-clubs. Moreover,
the football clubs should have their own stadium through the domestic and abroad
sponsorship to make their fan and staff proud of their team and gain revenue in the

long term.

2) From the standing point of business, using 7Ps — Product, Price, Place,
Promotion, People, Process and Physical Evidence- may be good for service
marketing in football clubs. However, if we emphasis on the customer standing point,
there should be 7Cs as the main strategies for professional football clubs as the

following

2.1) Customer value
When customers make choice for buying goods and service,
they would decide on what value or benefit they would gain from their money

spending. Thus, business must offer service they really need.
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2.2) Cost to customer

Cost or the amount of money customers are willing to pay
must be worth to the service they attend. If they are willing to pay at the high price, it
means they expect high service quality. Thus, for service price setting, the firm must
find the price customers are voluntary to pay and seeking the way to control the
operational cost so that those service prices cover the cost. From doing this, the

company can offer service at the price customers are willing to pay.

2.3) Convenience

When deciding to attend service, customers would need the
convenience from both information gaining and service attending. If they are not
convenient to contact business, the company should offer the convenience by

contacting and serving them at their office or houses.

2.4) Communication

Customers need benefit information from service company and
they also need to contact the company to inform, claim or ask for an opinion. The
company must choose the right media channel to communicate with its customers. If

the communication fails, it wills not success on promotion it campaigns.

2.5) Caring

When attending to the service, both necessary (ticket) and
luxury (souvenir), customers need the good care service from the football clubs. Once
they step into the clubs, no matter how many times they attend to the service, they

need the best service provided from every staffs.

2.6) Completion

Customers need the completed satisfaction from service
providers. As for the ticket, for example, the fan-clubs need the beautiful ticket with
the fixed seat on the stand altogether with the service process of ticket selling which
should be comfortable, fast and convenient. They will not recognize, nor aware, how

complicated process it was or how many employees the clubs need to hire for
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producing the best process but they only know that they must receive the best service
from the clubs once they attend.

2.7) Comfort

The surrounding of service place, no matter building, service
counter, pathway or bulletin board must create the pleasure to customers. Especially
on the luxury service that must alleviate all suffering of customers. There might be the

recreation activity or song on the radio to build the relaxing atmosphere.

12. Suggestions for the further research

1) There should be the study on the development of professional football
clubs' service marketing in Thailand to investigate knowhow for success service
marketing in football clubs business.

2) There should be the study on the service marketing of professional
football clubs in foreign countries, especially in nations which are famous in their
football leagues, as a guidance of success for professional football clubs in Thailand.

3) Should increase population of deep interview more than three

professional football clubs to gain more information.
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ICOA.No.l 2014/0621003 |

IDocumentary Proof of The Committee for Research Ethics (Social Sciences) I

Title of Project: l Service Marketing of Professional Football Club in Thailand

Principal Investigator: : Mr. Sarunyoo Yongpanit

Name of Institution: Faculty of Social Sciences and Humanities, Mahidel University

Approval includes: | 1) MU-SSIRB Submission form version received date 14 January 2014
| 2) Participant Information sheet version 14 January 2014
I 3) Informed consent form version 14 January 2014

4) Questionnaire Guideline version received date 14 January 2014

The Committee for Research Ethics (Social Sciences) is in full compliance with International Guidelines
of Human Research Protection such as Declaration of Helsinki, The Belmont Report, CIOMS Guidelines and the

International Conference on Harmonization in Good Clinical Practice (ICH-GCP)

Date of Approval: 10 March 2014

Date of Expiration: 9 March 2015

(Emeritus Professor Santhat Sermsri)

Dean of Faculty of Social Sciences and Humanities

Office of The Committee for Research Ethics (Social Sciences), Faculty of Social Sciences and Humanities, Mahidol University

Phuttarmonthen 4 Rd., Salaya, Phuttamenthon District, Makhon Pathom 73170, Tel(662) 441 9180 Fax.(662) 441 9181
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