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Satisfaction of Chiang Mai University Students Towards Services Marketing Mix of

Phutawan Place Dormitory, Chiang Mai Province
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ABSTRACT

This study aimed to examine satisfaction of Chiang Mai University students towards services marketing mix
of Phutawan Place Dormitory, Chiang Mai province. Questionnaires were used as the tool to collect data from 164
samples. Data obtained were, then, analyzed by the descriptive statistic, including frequency, percentage, and
mean.

The findings presented that the majority of 164 customers was the 3™ year female students in the age of
20-22 years old. They received 5,001-10,000 Baht for income and used motorbike for vehicle. Friend was
considered as a person influencing their decision on staying at Phutawan Place Dormitory. In an overview, they rated
the following services marketing mix factors of Phutawan Place Dormitory, Chiang Mai province at high level of
importance: promotion (at the mean of 4.28), product (at the mean of 4.25), people (at the mean of 4.20), place (at
the mean of 4.16), price (at the mean of 4.14), physical evidence (at the mean of 4.06), and process (at the mean
of 3.93), respectively. In the meanwhile, they rated their satisfaction towards following services marketing mix
factors of Phutawan Place Dormitory, Chiang Mai province at high level (at the mean of 3.58): product (at the mean
of 4.05), process (at the mean of 3.93), people (at the mean of 3.68), physical evidence (at the mean of 3.52),
price (at the mean of 3.50), place (at the mean of 3.33), and promotion (at the mean of 3.05), respectively.

The comparative study between level of importance and level of satisfaction that the customers gave to
services marketing mix factors of Phutawan Place Dormitory, Chiang Mai province revealed that factors namely
promotion and place fell into Quadrant A, which referred to attributes that required urgent improvement (at the
differences of 1.23 and 0.83 in means, accordingly). Attributes in the promotion factor were special promotion as
offered by the dormitory such as room discount when taking temporary leave (at the difference of 1.48 in means),
and dormitory website with informative and useful content (at the difference of 1.47 in means). Attributes in the
place factor were wide road in front of the dormitory that made transportation convenient (at the difference of 1.62
in means), adequate and safe parking lots (at the difference of 1.37 in means), and large and airy area of the
dormitory (at the difference of 1.24 in means).

Attributes of other factors being found in Quadrant A which were needed further improvement were

showed hereafter. Attributes in people factor were reliable and trustful security guards, honest and trustful staff of
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the dormitory, and attention of the dormitory staff. Attribute in price factor was damage insurance fee. Attribute in

physical evidence factor was indoor environment such corridor lighting, guide signs, and fire exit.
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