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Tenant Satisfaction Towards Service Marketing Mix

of Kalare Night Bazaar Chiang Mai
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ABSTRACT

This independent study aimed to examine tenant satisfaction towards service marketing mix of Kalare Night
Bazaar Chiang Mai. Questionnaires were used as the tool to collect data from 127 tenants of Kalare Night Bazaar
Chiang Mai. All data acquired were analyzed by descriptive statistics, including frequency, percentage, and mean.

The findings presented that most tenants were male in the age between 41-50 years old and married.
Their education background was Bachelor’s degree or equivalence and their monthly income was 60,000-120,000
Baht. They had operated their business, as the sole trader, at Kalare Night Bazaar Chiang Mai for 7-10 years. They
rented a 10-25 square meter-room at Kalare Night Bazaar Chiang Mai with 10,001-20,000 baht-rental fee per
month. The majority ran clothing business; followed by souvenir, and food and beverage businesses. They got to
know Kalare Night Bazaar Chiang Mai by friend’s recommendation and self-discovery. Reason of renting a business
space at Kalare Night Bazaar Chiang Mai was its tourist location where a large number of tourists were found.

The findings indicated that the tenants of Kalare Night Bazaar Chiang Mai rated high level of importance to

all 7 marketing mix factors: process, people, place, physical evidence, product, promotion, and price, respectively.
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They rated the following elements of all 7 marketing mix factors at the highest level of importance. In
product factor, it was the project’s fame as being well-known among tourists. In price factor, it was the variety of
payment channels i.e cash payment, bank deposit, and cheque payment. In place factor, it was the availability of
24-security guards. In promotion factor, it was the availability of live folk music every day. In physical evidence
factor, it was the appropriate light installation covering all areas of the project. In people factor, it was the staff who
served the tenants with polite and gentle manner. In process factor, it was the billing documents that clearly
informed the tenants on costs that they were supposed to pay before signing the rental contract.

The tenants of Kalare Night Bazaar Chiang Mai rated moderate level of satisfaction to all 7 service
marketing mix factors: process, place, people, price, product, promotion, and physical evidence, respectively.

They rated the following elements of all 7 marketing mix factors at the highest level of satisfaction. In
product factor, it was the project’s fame as being well-known among tourists. In price factor, it was the variety of
payment channels i.e cash payment, bank deposit, and cheque payment. In place factor, it was the location in the
heart of the city with convenient transportation. In promotion factor, it was the festive events to be held in special
occasions such as New Year / Valentines’day / Songkran festival / Christmas / Loy Kratong festival. In physical
evidence factor, it was the area decorations to be in line with each special festival. In people factor, it was the staff
who served the tenants with polite and gentle manner. In process factor, it was the clear and accurate invoice being
submitted to the tenants in advance by the 24™ of every month with the determination of due payment on the 5™ of
next month

Results of the Importance-Performance Analysis (IPA) revealed that the tenants of Kalare Night Bazaar
Chiang Mai rated levels of importance and satisfaction towards 7 marketing mix factors as follows. Physical evident
factor was listed in Quadrant A, which signified an attribute with high level of importance; but low level of
satisfaction. Place, people, and process factors were listed in Quadrant B, which signified an attribute with high level
of importance and high level satisfaction. Product and promotion factors were listed in Quadrant C, which signified an
attribute with low level of importance and low level of satisfaction. Price factor was listed in Quadrant D, which

signified an attribute with low level of importance.
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