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ABSTRACT

This study aimed to examine customer satisfaction towards service marketing mix of Café
Amazon in gas station by Maejo Oil Service Company Limited, Sansai district, Chiang Mai
province. Data was collected by questionnaires distributed to 400 customers of Café Amazon in gas
station by Maejo Oil Service Company Limited, Sansai district, Chiang Mai province. The data
obtained were, then, analyzed by descriptive statistics, including frequency, percentage, and mean.
Hereafter were shown summary of the findings.

The findings presented that most respondents were female in the age of 21-30 years old and
self-employed. They earned monthly income at the average amount of 10,001-20,000 Bah. They
had drinks at Café Amazon in gas station by Maejo Oil Service Company Limited at the frequency
of 1-2 times per week in the morning time (6.30-10.00 hrs.). They usually consumed coffee or other
beverages at the Café Amazon and their favorite beverage was a kind of brewed coffee drinking
menu. Reason of choosing Café Amazon was the intention to fuel up/visit 7-Elevent/Café Amazon.
In each time of consuming products at Café Amazon, they spent up to 100 Baht. They learned about
Café¢ Amazon in gas station by Maejo Oil Service Company Limited from its sign. The majority of
respondents agreed to re-visit to this branch of Café Amazon and would also recommend it to
others.

Results of the study on levels of importance that the customers rated to service marketing

mix of Café Amazon in gas station by Maejo Oil Service Company Limited indicated that all



following service marketing mix factors were rated at high level of importance: product, price,
promotion, people, place, process, and physical evidence, respectively.

Results of the study on levels of customer satisfaction towards service marketing mix of
Café¢ Amazon in gas station by Maejo Oil Service Company Limited revealed that the highest level
of satisfaction was found in place, people, process, product, price, and physical evidence factors,
respectively. In the meanwhile, promotion factor was rated at high level of satisfaction.

According to the Importance-Performance Analysis Model (IPA), the findings showed that
elements, that fell into Quadrant A: attributes that the customers rated high of importance, but low
level of satisfaction, were the variety of beverages, the promotion as offered by the headquarter of
Café Amazon such as buying 50 Baht of drink to win the lucky draw for gold at the total amount
of12 millions Bath, and the application of PTT Blue Card membership card to redeem reward points

for a discount of drink, respectively.



