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MANHIN U

uestionnaire

Subject: Customer Satisfaction towards Service Marketing Mix of Yoke Mung Mee Sri Suk

Shop in Chiang Mai Province

This questionnaire is a part of my study for the Degree of Master of Business
Administration, Chiang Mai University, Thailand. All of the data in this questionnaire is used
solely for educational purpose and will be kept confidential. Please take a few moments to
complete this questionnaire based on your experience. Your participation is very much
appreciated.

Thank you very much for your kind co-operation.

Mprs.Thanida Promthep
Master degree’s student of Business Administration Program

Faculty of Business Administration, Chiang Mai University

This questionnaire is divided into 3 parts as follow:

Part 1: Personal information

Part 2: Information regarding Customer Satisfaction towards Service Marketing Mix of
Yoke Mung Mee Sri Suk Shop in Chiang Mai Province

Part 3: Problems and suggestions
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Please mark \/ for an appropriate choice that corresponds to your answer or fill in the blank
Part 1 General information

1. Continent of origin

( ) 1. America () 2. Europe
2. Gender
( ) 1.Male ( ) 2.Female
3. Age
() 1. Less than 21 years ()2.21-30years
( )3.31-40years ( )4.41-50years

() 5. More than 50 years

4. Marital status

() 1. Single () 2. Married (' ) 3. Other (Please specify.................

5. Highest level of education
() 1. Lower than bachelor’s degree
() 2. Bachelor’s degree

() 3. Higher than bachelor’s degree (Please specify .......ccooviviviiiiiiiinininn.. )

6. Occupation
) 1. Student
) 2. Government official/ State enterprise employee

) 3. Private company employee

) 5. Housewife/ House husband

(

(

(

() 4. Business owner
(

() 6. Retired

(

) 7. Other (P1ease SPECILY ......ouininiii e )
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7. Average monthly income
() 1. Lower than 1,000 USD (Lower than 735 EUR)
( )2.1,000-1,500 USD (735 - 1,100 EUR)
( )3.1,501-2,000USD (1,101 — 1,467 EUR)
( )4.2,001-2,500USD (1,468 — 1,834 EUR)
( )5.2,501-3,000 USD (1,835 —2,200 EUR)

() 6. More than 3,000 USD (More than 2,201 EUR)

8. How many time have you been to Chiang Mai (including this trip)?

( ) 1.Once ( )2. 2 times
() 3.3 times () 4.4 times
() 5. More than 4 times (Please specify ..................... )

9. How long are you staying in Chiang Mai (for this trip)?
( ) 1. 1-3days
( )2. 4-6days
( )3. 7-10days

() 4. More than 10 days (Please specify ..................... )

10. How did you travel to Chiang Mai (for this trip)?
() 1. With a travel agency
() 2. By yourself / with friend(s) or family

() 3. With an organization/ Sponsored party

() 4. Other (Please SPeCify .......oviviiiniiiiii e,

11. What kind of souvenirs do you buy in Chiang Mai? (You can choose more than one answer)

() 1. Silk products () 2. Lacquer ware
( ) 3. Silverware ()4 Jewelry
() 5. Leather goods () 6. Other (Please specify
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12. Where do you prefer to buy jewelry products in Chiang Mai?
() 1. Night bazaar market
(' ) 2. Doi suthep market
() 3. Sankampaeng market
() 4. Shops in department store
() 5. No specific place/ depend on occasion

() 6. Other (Please SPECIfY .. ..oiuiriiiiiiiiiii e )

13. In which occasion do you tend to buy jewelry products in Chiang Mai?
() 1. Birthday
() 2. Payday
( ) 3. Wedding anniversary
() 4. Special holidays e.g. New year, Christmas
() 5. Vacation/ Holidays

() 6. Other (Please SPeCify .......ouiuiniiii i )

14. How did you know about Yoke Mung Mee Sri Suk Shop in Chiang Mai Province? (You can
choose more than one answer)

) 1. Family/ Foreign friend

) 2. Thai friend

) 3. Travelling guide book

) 4. Newspaper/ Magazine

(

(

(

(

() 5. Internet
() 6. Travel agency/ Tour guide

() 7. Recommendation from your hotel/accommodation

() 8. Know by yourself

() 9. Tourism Authority of Thailand (TAT)/ Government official

() 10. Other (Please SPECITY ......iniririiiii e )
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15. What kind of jewelry did you buy at Yoke Mung Mee Sri Suk Shop in Chiang Mai Province?

(You can choose more than one answer)

( ) 1. Diamond ( )2.Gold

() 3. Platinum () 4.Jade

() 5. Silver () 6. Precious rocks

() 7. Gemstones () 8. Pearls

() 9. Gold/Silver Buddha amulet () 10. Other (Please specify .................. )

16. What kind of products did you buy at Yoke Mung Mee Sri Suk Shop in Chiang Mai

Province? (You can choose more than one answer)

( ) 1.Ring () 2.Bangle

( ) 3. Earrings () 4. Necklace

() 5. Bracelet () 6. Cameo/Pendant

() 7. Buddha amulet () 8. Ivory

() 9. Other (Please SPeCify .......ouiuiniiiii e )

17. Who is the most influential person affecting your purchase decision at Yoke Mung Mee Sri
Suk Shop in Chiang Mai Province?

() 1. Friend/ Co-worker () 2. Family member

() 3. Boyfriend/Girlfriend/Spouse ( ) 4. Yourself

() 5. Sale assistant

() 6. Other (Please SPeCify .....oviriniii e )

18. How much is your total spending at Yoke Mung Mee Sri Suk Shop in Chiang Mai Province?
() 1. Less than 500 USD (Less than 367 EUR)
( )2.500- 1,000 USD (367 — 735 EUR)
( )3.1,001-1,500 USD (736 — 1,100 EUR)
( )4.1,501 -2,000 USD (1,101 — 1,467 EUR)

() 5. More than 2,000 USD (More than 1,467 EUR)
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19. What is your main purpose of buying products from Yoke Mung Mee Sri Suk Shop in Chiang
Mai Province?

() 1. Souvenir

() 2. Ornamental / Self-image

() 3. Business

() 4. Personal use

() 5. Other (Please SPeCify .. ..ouiuiriiiiiiiiiii e )

20. Why do you choose to buy products from Yoke Mung Mee Sri Suk Shop in Chiang Mai
Province? (You can choose more than one answer)

) 1. Good quality

) 2. Authentic/Unique design

) 3. Good value

) 4. Usefulness

) 5. Attractiveness of product appearance (color and design)
) 6. Souvenir for this trip

) 7. Good service

) 8. Reasonable price

) 9. Credit card accepted

) 10. Store layout

) 11. Interesting promotion

) 12. The store’s reputation

e e e e e e e e T e T e U e U e T

) 13. Other (Please SPeCify .......oviuiniii e )
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Part 2 Customer satisfaction towards service marketing mix of Yoke Mung Mee Sri Suk
shop in Chiang Mai province
Instruction: Please consider each following topic and mark \/ for an appropriate choice that

corresponds to your satisfaction level

Satisfaction Level

Customer’s Satisfaction

Very High
High
Medium
Low
Very Low

1. Product

1.1 The variety of products

1.2 The quality of products

1.3 The uniqueness of products i.e. style, design

1.4 The beauty/glamor of products i.e. colors, patterns

1.5 The attraction of product packaging

1.6 The reputation of the store

1.7 The product certification and refunding policy

2. Price

2.1 Reasonable price comparing to product quality

2.2 Flexible and negotiable price

2.3 Clear price tagging

2.4  Credit card accepted

2.5 Foreign currency accepted

2.6 Various product price range
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Customer’s Satisfaction

Satisfaction Level

Very High

High

Medium

Low

Very Low

3. Place

3.1

Appearance / arrangement of store layout

3.2 Conveniently accessible of store location

3.3 Sufficient parking space

3.4 Appropriate business hours

3.5 Noticeable of store location

3.6 Customers are allowed to browse around the store
freely

3.7 Detailed of store in website/Facebook page

3.8 Product delivery service

4. Promotion

4.1 Advertisement on flyers, newspapers, posters etc.

4.2 Informative store brochures

4.3 Sales promotion such as low-season discount,
seasoning gift sets etc.

4.4 Public relations via social media such as
Facebook page

4.5 Volume discount
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Satisfaction Level

=h 2
Customer’s Satisfaction = < % > S
| =233
> >
5. People

5.1 Sufficient sale assistants

5.2 Enthusiastic and caring of sale assistant

5.3 Politeness of sale assistant

5.4 Accuracy and service speed of sale assistant

5.5 Knowledgeable and informative of sale assistant

5.6 Equally customer treat of sale assistant

5.7 Honesty of sale assistant e.g. return the changes

correctly
5.8 Ability to communicate in foreign languages i.e.
English, French of sale assistant
5.9 Appropriate dressing / draping of sale assistant
6. Process

6.1 Customers greeting and welcoming

6.2 Speed of product sale/handling

6.3  Accuracy of product sale/handling

6.4 Clear and comprehensive product explanation

6.5 Transaction speed at cashier

6.6 Transaction accuracy at cashier

6.7 Speed of product inspection and certification

6.8 Providing a clear and informative receipt
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Satisfaction Level

Customer’s Satisfaction

Very High
High
Medium
Low
Very Low

7. Physical Evidence

7.1 Clear and noticeable of store sign

7.2 Cleanliness of the store

7.3 Decoration and atmosphere of store

7.4 Good ventilation system

7.5 Cleanliness of the restrooms

7.6 Comfortable and welcoming atmosphere

7.7 Reliable and modern jewelry certification

procedure

7.8 Providing complete and credibility product

certification information

7.9 Appropriateness of staff uniforms

7.10 Sufficient seats available for customers

Part 3 Problems and recommendations

Thank you for taking the time to complete this questionnaire.
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