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ABSTRACT

This study aimed to examine satisfaction of membership customers towards marketing mix of Wincosmetics,
Waroros Market branch. Data were gathered from the distribution of questionnaires to 400 membership customers of
the studied shop. Data obtained were analyzed by the descriptive statistics, including frequency, percentage, and
means. Hereafter were shown summary of the study.

The findings presented that most respondents were female in the age of 31-40 years old. They were
married and carried bachelor’s degree as the highest education level. They were employee of private company and
earned monthly income at the average amount of 10,000-20,000 Baht. They regularly visited Wincosmetics at
Waroros Market branch and purchased cosmetic products in direct sales— product brands such as Mistine, Cute
Press, Avon, and Aron, at the frequency of 2-3 times per month. They visited to the studied shop on Saturday —
Sunday, during 12.01-15.00 hs. at the most. In each time of their visit, they spent 500-1,000 Baht in average.
Person influenced to their decision to purchase products from the studied shop at the most was mentioned to the
respondents themselves. They learned about Wincosmetics at Waroras Market branch from the recommendations
made by friend/acquaintance. They purchased products from the studied shop for self-consumption. Reason of
purchasing products from Wincosmetics at Waroras Market branch was variety of product brands to be selected.

According to the study, the membership customers rated following marketing mix factors of Wincosmetics at
Waroras Market branch at high level of importance: price, place, process, product, promotion, physical evidence, and
people, respectively. The findings also indicated that the membership customers rated their satisfaction towards
following marketing mix factors of Wincosmetics at Waroras Market branch at high level: process, price, product,
people, and promotion, respectively. In the meanwhile, place and physical evidence factors were rated at moderate
level of satisfaction. Results of the study done by Importance-Performance Analysis (IPA) showed that attributes
found in Quadrant A, which represented an attribute with high level of importance but low satisfaction, were clear
price tag, large and convenient parking space, service hours of the shop that were convenient for customers (from
8.30-18.00 hrs.), advertisement on website, Facebook, or other social media, and rapid process to offer after—sales

resolution to customers.
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