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Customer Satisfaction Towards Marketing Mix of Bo Sang Thai
Massage,Amphoe San Kamphaeng, Changwat Chiang Mai
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ABSTRACT

This independent study aimed to investigate customer satisfaction towards marketing mix of Bo Sang Thai
Massage, Amphoe San Kamphaeng, Changwat Chiang Mai. Samples of this study were identified to 382 Thai
customers of the studied shop. Questionnaires were used as the tool to collect data. The data obtained were, then,
analyzed by the descriptive statistics, including frequency, percentage, and mean.

The findings presented that most respondents were married female, whose age was equally found in the
ranges of 31-40 years old and 41-50 years old. Their education background was bachelor’s degree. They were
entrepreneur/self-employed and earned monthly income at the average amount of 10,001-20,000 Baht. Significant
reason of having Thai massage service was to relief themselves from painfulness/exhaustion. Type of massage that
they chose at Bo Sang Thai Massage was Thai massage. The respondents revealed that they regularly took
massage service, thus, when they had a chance like this time; they came to get massage service at the studied
massage shop. They selected Bo Sang Thai Massage because of a recommendation from acquaintance and made
decision to get massage service from this shop by themselves. They came to the shop on uncertain date and time,
at the frequency of 2 times per month. In each time, they took 2 hours for massage service with an average
expense of 201-300 Baht (per person). They normally came to take the service alone and selected hourly-based
service. They learned about Bo Sang Thai Massage from acquaintance and revealed that the recommendation from
its previous customer influenced their decision making. They agreed that the services of Bo Sang Thai Massage
were different from other massage shops and they would certainly return to get massage services from Bo Sang
Thai Massage.

The results demonstrated that elements of each service marketing mix factor that the respondents rated at
the highest level of importance were listed as follows. In product factor, it was standard and safety of the shop. In

price factor, it was clear announcement on costs of services. In place factor, it was convenient location to transport.
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In promotion factor, it was discount coupon for the next service. In people factor, it was politeness and friendliness of
staff. In process factor, it was to end a service within an expected period. In physical evidence factor, it was an
availability of air-conditioner which made atmosphere cool and airy.

The results indicated that elements of service marketing mix factor that the respondents rated their
satisfaction at the highest level were listed as follows. In product factor, it was variety of services such as foot
massage, body massage, herbal massage, and oil massage. In price factor, it was reasonable cost of service
comparing to service quality. In place factor, it was location of the shop being situated near their residence. In
promotion factor, it was discount coupon for the next service. In people factor, it was politeness and friendliness of
staff. In process factor, it was to end a service within an expected period. In physical evidence factor, it was an
availability of air-conditioner which made atmosphere cool and airy.

According to the Important-Performance Analysis: IPA, the results suggested that elements in Quadrant A,
which required an urgent improvement, included the convenient location to transport and the adequacy of

convenient and safe parking space.
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