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ABSTRACT

The purpose of this study was to study the services marketing mix factors affecting
consumer’s selection of fitness centers in Mueang district, Chiang Mai province. The sampling
group included 365 members of 13 fitness centers in Mueang District, Chiang Mai province who
were selected by convenience sampling and quota. The questionnaire was used in this study and
the data was statistically analyzed using frequency, percentage and mean.

The results of the study regarding consumer’s behaviors were as follows. Most
questionnaire respondents selected a fitness center which was located near their home or where
they lived and spent 1-2 hours per day there, during 5-6 p.m., 3-4 times per week. They applied
for one-year individual membership.

It was found from this study that the services marketing mix factors affecting
consumer’s selection of fitness centers, ranking from the most influential factor to the least were
as follows: personnel, process, place, product, price, physical evidence and presentation, and
promotion.

Regarding the sub-factors that affected consumer’s selection of fitness centers at the high

level in each factor were as follows:



For personnel factor, the sub-factors which influenced the consumer’s selection at the
high level were the staff were friendly and had a service mind; the staff was enthusiastic in
providing services; and trainers were experienced and able to demonstrate how to do exercises
and how to use exercise equipments correctly.

For process factor, the sub-factors which influenced the consumer’s selection at the high
level were the training process was safe; customers were taught how to use exercise equipments,
and the staff always said greetings.

For place factor, the sub-factors which influenced the consumer’s selection at the high
level were the fitness center was close to the customer's working place, home or school;
convenient, adequate and safe car parking area was provided; and convenient transportation.

For product factor, the sub-factors which influenced the consumer’s selection at the high
level were quality and safe exercise equipments; adequate exercise equipments for customers; and
availability of other facilities such as lockers, and clean, safe restrooms and shower rooms.

For price factor, the sub-factors which influenced the consumer’s selection at the high
level were discount for existing members who would like to continue their membership; discount
for group membership; and discount for first-time membership.

For physical evidence and presentation factor, the sub-factors which influenced the
consumer’s selection at the high level were the staffs have suitable and polite uniform; the center,
restrooms and shower rooms were clean; and pleasant background music in the fitness center.

For promotion factor, the sub-factors which influenced the consumer’s selection at the
high level were free-trial coupons; gifts such as luggage for new members; and give them
brochures.

The problems from using fitness centers were inadequate number of exercise equipments,

out-of-date or broken exercise equipments; and no discounts for membership application.



