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ABSTRACT

The objective of this independent study was to study the Customer Satisfaction
Towards Service Marketing Mix of Chaicharoen Hardware Store, Chiang Mai Province. The data was
collected by questionnaires from 200 Chaicharoen Hardware Store’s customers. The data was
analyzed using descriptive statistics, Frequency, Percentage, and Mean.

The result of this study found that the majority of the respondents were male aged
between 36 — 45 years old, with lower than high school education. Their jobs were employee, the
average income was below 10,000 baht per month.

According to customer satisfaction towards service marketing mix of Chaicharoen
Hardware Store, Chiang Mai Province, the respondents gave an overall average of satisfaction at a
high level for 6 factors the following order: Process Mix, Product Mix, Price Mix, Physical Evidence
Mix, Place Mix, and People Mix, respectively. And a middle level overall average of satisfaction was
Promotion Mix.

In Product Mix, the sub-factors which ranked at the three highest averaged of

satisfaction level were goods exchange policy, product standard and quality and image of store.



In Price Mix, the sub-factors which ranked at the three highest averaged of
satisfaction level were flexibility of disbursement product, have a price choice for each of product
quality and have correct clear labels of price tag.

In Place Mix, the sub-factors which ranked at the three highest averaged of
satisfaction level were ease for telephone contact and fast shipping, located near the active and proper
time to open.

In Promotion Mix, the sub-factors which ranked at the three highest averaged of
satisfaction level were provide information on how to use the product, purchase displays in stores and
advertising media such as radio, newspapers, outdoor billboards etc.

In People Mix, the sub-factors which ranked at the three highest averaged of
satisfaction level were staffs are trust and reliable, staffs provide a good care of delivery and staffs
have a good personality and beaming.

In Physical Evidence Mix, the sub-factors which ranked at the three highest
averaged of satisfaction level were form of purchase display in store is beautiful, with orderly
products arrangement and the size of the corridor give a convenient shopping and stores have an
adequate facilities while waiting for service such as tables, chairs, TV, newspapers.

In Process Mix, the sub-factors which ranked at the three highest averaged of
satisfaction level were have the flexibility to issue a receipt that the client or agency needs,
uncomplicated buying process and correctly and fast procurement process in accordance with the

customer's order along with shipping was on appointments time.



