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Abstract

This independent study aimed at exploring Customers Satisfaction Towards Service Marketing Mix
of Claire clinic, Chiang Mai Province. Conceptual frameworks of this study were based on Satisfaction theory,
Importance Performance Analysis (IPA) and Service Marketing Mix. Data collection was compiled from the
guestionnaires of 200 customers selected by quota sampling technique and service recipient status as new
customers and repeated customers. Data were analyzed by descriptive statistics composing of frequency,
percentage, mean, standard deviation; inferential statistics comparing of t-test and Importance-Performance
Analysis (IPA)

The study found that, most customers lived in Chiang Mai, were female, aged 21 - 40 years old,
single and graduated Bachelor’s Degree. They were employees of the private company whose monthly
incomes were 30,001 -50,000 Baht. They knew about the service via word of mouth, most of customers
were the existing customers and willing to come back to use the service. Most of customers got Botox
service and most of them would recommend the Claire clinic to other people.

The results of the study about the importance of the marketing mixed of Claire clinic, Chiang Mai
Province found that the factors which important at high level were product, price, place, promotion,
process, people and physical evidence.

Customer satisfaction towards services marketing mixed of Claire clinic, Chiang Mai Province were
at high level which were product, price, place, promotion, process, people and physical evidence.

The results of the relationship of the marketing mix and the satisfaction of customer towards Claire
clinic, Chiang Mai Province Limited by importance performance analysis (IPA) found that the clinic responded
to the importance factors as well. The most of factors in marketing mix were in Quadrant B (Keep up the
good work), these features were importance to customers and had a good response which were product,
process, people and physical evidence and presentation. Price, place and promotion were in Quadrant C

(Low priority) which less importance to customers. Therefore, the improvement plan could be done later.
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