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The pufpose of the research was to develop a sustainable strategic plan for spa
businesses on Samui Island. ~ A field survey was carried out in order to record basic
information about spa entrepreneurs on Samui island, leading to the creation of
guestionnaires to study the behavior and satisfaction of the entrepreneurs’ clients. The
questionnaires was given to 400 respondents, 60 to Thais and 340 to foreigners, from
May 2008 to April 2009. After that, an academic seminar was also arranged to publish
the results of this research and to define strategic plans for spa businesses on Samui
Island .

The resul%t*s of the research showed that most of the 400 samples were female
and the average age was between 30-39 years old. 15% were Thai and 85% were
foreigners The education level was mostly to Bachelor's Degree, and most of them were
employees in private businesses. The respondent’s income was méinly between 3,001 -
4,000 USD/month with equal amounts of married and single persons. The customers
were mostly from EU countries and normally étay on Samui Island for 1-2 weeks. They
are mostly accompanied by their spouses. And the main significant reason for visiting
Samui Island is travelling. Most of them have tried a Thai massage service and reducing
stress is the main reason for receiving spa service, with a frequency of 1 time/week. The
fee was 500 THB or less and the service duration was for about 1 hour. They prefer t.o
receive the services in a day spa and the main criterion for choosing the spa
entrepreneurs was convenient. The reason for choosing a spa in a hotel/room was its
convenience, a Day Spa because of its various massage packages and beach or small
spas by the road bécau'se of the convenience and cheap prices. They also like to go to
spas in the afternoon to the evening time more than morning time. The popular periods
are 3.071 -5.00 pm. The morning period is selected mostly by elderly (above 60 years old)
and the respondents prefer to go to spas alone and use discount promotions, pay for
the service by cash and receive information via the internet. The personal data

significantly impacts on spa user behavior.
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The total satisfaction level with spa entrepreneurs on Samui Island is “highly
satisfied". Furthermore, there are "highly satisfied” responses for several factors; the
massageré, physical evidences and receptionists. However, the satisfaction for
promotions is in the middle level. Customer satisfaction can be examined by each of the
following factors.

1. Product factor was rated as "highly satisfied,” however there are several
aspects which should be developed which are having varieties of oil scents, renaming of
spas due tc the difficulty of spa name pronunciation and consumers having a chance to
test oﬂ scents before receiving the service. Interestingly, age, education ltevel, income
and country of respondents had a big influence on the service satisfaction.

2. The respondents had a high satisfaction level with prices, which was
considerably impévcted by a customer’'s education as well as promotion prices { should
be added. )

3. Place was rated as “highly satisfied” and the careers of the customers
influenced the service satisfaction. In addition, agents should be increased to expand
the distribution channels as well as the development of a website.

4. Promotion factor had a moderate satisfaction level. This should lead to
several aspects being improved; having adequate information for customers, sale
promotions being interesting, using the appropriate media, convenient access to
information and the frequency of sale promotions. The personal factors influencing the
promotion satisfaction are education levels and income.

5. People aspect - Receptionists were given a “high satisfaction” rating,
however they should develop their communication skills. Education and income had an
impact on customer satisfaction, similarly with therapists.

6. Process also had a high satisfaction rating, however personal factors do
not effect customer satisfaction. There are many issues to be improved ; Security system
s to keep customer belongings safe, assessing customer satisfaction after service and

providing spa service based on customer database management

7. Although productivity was rated as “highly satisfied”, adequate private
rooms should be provided. Personal factors do not influence customer satisfaction.

8. Physical evidence was also highly satisfied, however appropriate songs,
the cleanness of spa user's clothes and having a special room for changing clothes.

Age, education, career and income impact on customer satisfaction.





