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Services Marketing Mix Factors Affecting

Customer Decision in Selecting English

Courses at English Language Institutions

in Mueang District Chiang Mai

Miss Thasakorn Doungkham
*Degree . Master of Business Administration (Marketing)
: Ili‘d‘ependent Study Advisor Asst. Prof. Dr. Patchara Tantiprapha
ABSTRACT

The objective of this independent study was to study Services Marketing Mix
Factors Affecting Customer Decisions in Selecting English Courses at English Language
Institutions in Mueang district, Chiang Mai. The samplings are specific to 320 customers; the

~data derived from the samplings was analyzed using descriptive statistics consisting of frequency,
percentage and mean.

The findings show that the majority of respondents were 16-20 year-old female
students, whose educational background was at the undergraduate/vocational certificate level and
financial support was received from their parents. The results also revealed that the language
school where most currently studied General English Courses was AUA.

The following are the ranks of importance of the service marketing mix factors
affecting customer decisions in selecting English courses for English skills development at
English language institutions in Mueang district, Chiang Mai.

In product factor, the top three sub-elements that the respondents ranked of. the
highest importance were a well-known institute, the variety of programs which corresponded to

the customer’s needs, and the appropriateness of study materials (i.e. text book and CD).
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In price factor, the top three sub-elements that the respondents ranked of the highest

“importance were proper tuition fees when compared with lecture hours, credit card payment, and

the acceptance of tuition fee payments done by installments.
In place fagtor, the top three sub-elements that the respondents ranked of the highest
“importance were a convenient location with public transportation options, the location should be
“annexed to the main road with convenient entrance and exit gates, and the ease to make teleph(;ne
contact with the institution.

In prdmotion factor, the top three sub-elements that the respondents ranked of the
“highest importance were a special discount for an individual who registers for the next course, a
special discount for group registration, and billboard advertisements in the community notifying
about new course schedules. '

In people factér, the top three sub-elements that the respondents ranked their highest
importance on were the competence and expertise of the language teacher who could also provide
clear and easy-to-understand explanations to leamers, developed good relations with learners, and
offered equal practice to all learners.

In physical evidence factor, the top three sub-elements that the respondents ranked
their highest importance on were the air-conditioning system in the classroom, an appropriate
atmosphere, and the general cleanliness of the institute inside and outside the classrooms.

In process factor, the top three sub-elements that the respondents ranked their
highest importance on were curriculum revision to correspond to current situations and to be
modem, the convenience and ease of the course registration process, and the tests founfi during
the class and before advancing to the next level including both final examinations and speaking

assessments with teachers.





