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ABSTRACT

This independent study aimed at examining customer satisfaction towards service of
M.A.C brand cosmetic staff in Bangkok. Samples of this study were identified to 420 customers of
M.A.C brand cosmetic. Questionnaire was used as a tool to collect data and the data analysis was
completed by using descriptive statistics, including frequency, percentage and mean.

According to the study, the majority of respondents were 21-30 years old single
female with Bachelor’s degree. They worked as an employee of private company and earned
monthly income at the amount of 20,001-30,000 Baht. The cosmetic brand that they currently
applied was M.A.C and the highest influencing factors towards their selection of the mentioned
brand were its quality and available colors. The highest factors influencing them to change the
previous cosmetic brand to the studied brand was service quality of its staff. In a month, they
averagely spent 2,001-3,000 Baht for cosmetic products.

The findings on service receiving of those M.A.C customers presented that most of
them spent about 1,001-2,000 Baht per month for M.A.C cosmetics. Type of M.A.C product that
they purchased was makeup such as powder, foundation, BB or based-makeup, eye shadow,
lipstick, brush, and etc. The department store where they mostly purchased M.A.C products and
received its services from was Zen Department Store. Reason in purchasing and receiving service
of M.A.C products was referred to its quality and colors. They mostly purchased or received

service of M.A.C brand cosmetic in makeup category. The frequency in purchasing M.A.C



products was once in the twice months. Person involving in purchasing decision was the
customers themselves and source of information where they learned about M.A.C products was
from the word-of-mouth from others. Opportunity to purchase M.A.C products was occurred when
their cosmetics rut out.

The study results on customer satisfaction towards service of M.A.C brand cosmetic
staff in Bangkok showed that in terms of reaction and admission, the respondents ranked their
satisfaction at high level to the clear and understandable answers for inquiries on products and
services. In terms of service, the respondents ranked their satisfaction at the highest level to the
staff proficiency in applying makeup suitably with customer facial shape. In terms of competence
in introducing products and services, the respondents ranked their satisfaction at high level to the
knowledge and competence of staff in offering makeup service. In terms of customer reception,

the respondents ranked their satisfaction at high level to the cheerfulness and service-mind of staff.



