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ABSTRACT

The purpose of this independent study was to study Customer Satisfaction Towards
Service Marketing Mix Factors of Pae Srivichai Restaurant, Amphoe Nakon Chai Si, Changwat
Nakhon Pathom. Questionnaires were used as the tool to collect data from 200 customers who
dined at Pae srivichai Restaurant, Amphoe Nakornchaisri, Nakornphathom Province, by quota
sampling method. The samples was divided into 2 groups, 100 samples were customer who dined
at Pae Srivichai Restaurant less than once a month and 100 samples were customers who dined at
Pae Srivichai Restaurant. The data were analyzed by using frequency, percentage and mean.

The results indicated that most respondents were female aged between 31-40 years old,
with Bachelor’s degree. They live in Bangkok. They were mostly private company employees
earning average monthly income at the amount of 10,001-30,000 Baht. They took service on
holiday during 6.01 p.m. — 9.00 p.m. They knew Pae Srivichai Restaurant by introducing. The
respondents went to Pae Srivichai Restaurant as a group of 1-5 people. They took order by
reading from the menu, spent between 1,001-2,000 Baht. It was found that the respondents paid
the first on sub factors of all service marketing mix factors were as follows. In product factor, the
highest important was for the clean food, In price factors, the highest importance was for the
appropriateness of quality and price. In place factor, the highest importance was for the adequacy

of the tables and the customers. In promotion factor, the highest importance was for the price



reduction. In people factor, the attendants gave correct service. In process factor, the cashiers
worked correctly and quickly. In physical evidence factor, the toilets were clean.

All service marketing mix factors that the respondents ranked their satisfaction at the first
level were shown hereafter. In product factor, the highest satisfaction was the clean food. In price
factor, the highest satisfaction was for the clear price description. In place factor, the highest
satisfaction was for the convenient parking at the restaurant. In promotion factor, the highest
satisfaction was for the food guidance by service staffs. In people factor, the staffs worked
correctly. In process factor, the highest satisfaction was the appropriateness of setting the table. In
physical evidence factor The highest satisfaction was the good ventilation system.

According to the Importance-Performance Analysis : IPA, the findings presented that
sub-factors, as found in Quadrant A : the sub-factors that were urgently needed to get improved,
were the interior decoration, the cleanliness of the restaurant, the clearity of fascia for seeing, the
standard of the work system, caring service staffs, the rapidness in service, the appropriateness of
the service time and the enthusiasm of staff to serve customers, respectively. These mentioned
sub-factors were found in Physical Evidence factor.

According to the Importance-Performance Analysis : IPA, the results of the study were

classified according to the customers who dined at Pae Srivichai Restaurant less than once a
month.
The finding presented that sub-factors, as found in Quadrant A : the sub-factors that were urgently
needed to get improved, were the clearity of fascia for seeing, the interior decoration, the safety,
the rapidness in service, the standard of the work system, and the greeting and welcoming guests,
respectively. These mentioned sub-factors were found in Physical Evidence and Process factors.

According to the Important-Performance Analysis : IPA, the results of the study were
classified according to the customers who dined at Pae Srivichai Restaurant once a month. The
findings presented that sub-factors, as found in Quadrant A : the sub-factors that were urgently
needed to get improved, were the cleanliness of the restaurant, the good personality of staffs, the
standard of the work system, caring service staffs, giving coupons to the customers, the
enthusiasm of staff to serve customers, the reduction in the price and the rapidness in service,

respectively. These mention sub-factors were found in people factor.
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ANUrZaNvowIa lums 4.13 3.94 A
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un) w1n)
anuioaneves TR lRuS n1s 4.18 4.07 B
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un) un)
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WUNNU (1) (1)

anuiiyadnamiidvesming 4.10 3.81 C
(W) (1n)

ANuENeMAveIN N lums 4.16 4.05 B
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enlana) (awa) | Quadrants
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EORICATRL (W) (W)
arazaInlumsveasaiidm 3.94 4.02 D
W) ()
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M919N 5.3 Jadvdosnaa1ul TLaUMIAAIAUT NMTVBITIUDIHITUNAT ITE B

Tardauasilguneglundas Quadrants

UNDUATHEFAT

ANUMAKIY | ANNTanele
fodavian todugos Minag Minde IPA
milawa) miawa) Quadrants
Quadrants A (Concentrate Here)
MuBINams | anumngavveaanlums 4.13 3.94 A
AV AIRT W3 M) )
auyaans | anunszavsesulumsliuims 4.17 3.99 A
(u1n) (1n)
auyaans | anuguarorlaldlumslduims 4.16 3.94 A
1N) (1n)
fuyaans | anusaaivesniinaulums 4.14 3.94 A
THu3ms (1) (n)
funszuums | anudunasguluszuums 4.17 3.92 A
11911 n) 1n)
dumsatuay | miveuiiuthoyedn ldvann 4.18 3.89 A
HNAUDANHUL u1N) un)
NMIMEMN
Sumsatanay | maanudeusanielunas 4.20 3.81 A
Wiaueanyae | Meuen (n) ()
NMIMEMN
Mumsadiuay | anvazeinvesu 4.25 3.87 A
HUAUDANHUL 1N) un)
NMIMIAIN
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d’ 1
M1319N 5.3 (7D)

ANUMATIY | ANuTanele
fodevian todugos Minag Minde IPA
miawa) milawa) Quadrants
Quadrants B (Keep up good work)

Mupdasuy | sEnAvedeIrg 430 4.13 B
u1N) (u1n)

Murdadud | punnvesingay 4.29 4.11 B
1N) (u1n)

Muraasaal | anvaalnivedsImis 433 4.18 B
(170) (W1n)

Mupdasuy | ANUAZDIAUBIDINII 439 421 B
1) (1n)

fMurdadudt | AUMAINKABYDUNYDINIS 4.18 4.07 B
(11n) @n)

MusIM AN ANYBIT LB T 4.24 421 B
AUNIN (u1N) un)

MusIM AN ANYBITIA LD TY 4.18 4.25 B
STEETRLY (€L)) (€L))

MuUTIM MsTTheuens 1Mo RTAY 421 432 B
(11n) (1n9)

Mureanams | anulasassvesiv 4.16 4.03 B
1AM UG (10) (N)

Suresnums | anuitsaeveslaeiliizmg 4.18 4.07 B
IAH YUY 110) (110)

AuYAAINS AMUFNIN BOUTDNUDINITNIIY 421 4.10 B
(1N) (11N)

muynans | anwugnaesvesminaulums 4.24 4.19 B
Iusms ) (310)
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lﬂ' 1
M135149N 5.3 (7 D)

ANUMAKIY | Anuianele
fodevian todugos Aunde Aunde IPA
milawa) miawa) Quadrants
Quadrants B (Keep up good work)
fuynaIng ANUEVMAVDINI AU IUMST 4.16 4.05 B
Ifusmsgna Wn) (31n)
9 ad 9 1 <3
MuUnsEUINMI | madine s ldegasiaiEaag 4.12 4.07 B
gnADa Wn) (110)
9 a a 9 1] 9 =
AunszuIums | msnaduldedagndessiaig 422 4.05 B
vouAwFas (110) €I
) ] ' Aa 9
aumsaaay | mssameimanameluiiug 4.19 4.18 B
Huauoanyue 1) (1)
NAMYAIN
v ] Yy % A0y
Mumsaaay | anvazenveieainiall 4.30 4.11 B
vuauednvae | 1usms w1n) (Wn)
N1NMYAIN
Quadrants C (Low priority)
Musim msivatgszausimliiiaen 3.92 3.98 C
(110) (11n)
MUFPINWMT | AnuazaInlums@unaniu 4.02 3.75 C
IAH YUY (110) (Wn)
Muduasy M3 Ty MaHURY 9NN 3.76 3.55 C
NITARIA Theena g 1n) un)
Muduasy s Tawanlumisdoriungd 3.71 3.38 C
MInaA M) @hunag)
9 1 a <3 o
auaNATY M3 Tawanniady lad 3.77 3.52 C
N1TARIA uN) un)
Muaaay MIANTINBINIT 4.08 3.87 C
NITARIA 1n) un)
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lﬂ' 1
M1319N 5.3 (7D)

ANUMATIY | ANuTanele
fodevian todugos Minag Minde IPA
miawa) milawa) Quadrants
Quadrants C (Low priority)
aududsy | mssiniasaauanlinugnm 4.03 3.82 C
NITARIA sz laamni u1N) un)
AuYnaINg ANWNPINDVDITIUIUNIT NI 4.09 3.86 C
Tumsldusms (110) Wn)
AuynaINg AnusANuEmIInveINIinaulu 4.08 3.93 C
mslnusms () (Wn)
AUYAAINT ANz anlumsuain1evos 3.97 3.92 C
WUNNU W) (1n)
AuyYAaINS anuiyadnamitdvesmingy 4.10 3.81 C
(W) @nn)
Funszuiums | mainmenasdeusuilognauan 4.10 3.95 ¢
whanludu ) ()
fumsadiaas | msliusmssumesitia 13ae 4.08 3.98 C
Mauednyae | voadu W) (110)
MIMIMN
Quadrants D (Possible Overkill)
Sumdadaust | anuinzauvensuzily 4.09 4.04 D
1N) (11N)
MusIMm AN ANYBIT LD TY 4.07 4.14 D
ulszan@ednu ) Wn)
duresnams | anwazainlumssensaiziu 4.08 412 D
G ORICATRL (n) )
Muauasy MstnIinULuLIie s 4.03 4.04 D
N1TNAIA uN) un)
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lﬂ' 1
M1319N 5.3 (7D)

ANUMAKIY | Anuianele
fodevian todugos Aunde Aunde IPA
mlawa) miawa) Quadrants
Quadrants D (Possible Overkill)
k) o
AUYAAINT anuansalumsuuziie s 4.01 4.04 D
YDINHNU u1N) un)
kY [ Y
MUNTLVIUMT | anvazadnlumsvedlazalaniin 3.96 4.05 D
& Wn) (31n)
aunszuiums | msvalazlignanisldedis 4.04 4.10 D
Mz ay 1n) (11N)
) v Yy A '
aMumsainuey | ussomameluiunevguuay 4.07 4.02 D
o [ I @
Hugueanvae | Wunues @1n) (1n)
NMIMN

MaNemie: M3ulananInag 4.50-5.00 = NAFA,ANNEY 3.50-4.49 = WIN,AUNAY 2.50-3.49 = 1uNa1 AuRGY

9 oA y A
1.50-2.49 = UBY, ARAY 1.00-1.49 = UDINGA

10913799 5.3 WU JodvgosaIu g el Quadrant B : Keep up good work 1a@

% { ] { 3 a % 4 v X
adehog1u Quadrant B uinfigane Masedunannmal sesasuine daveduynaing g
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Tu Quadrant B (g
J998808a1A13593891190¢ 11 Quadrant C : Low Priority 1a81/a9890g 11 Quadrant
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C 1nNga Av Jadeauaaaiunsnain &30g 11 Quadrant C ABUNNTATY #AIINITDINITN
WNUINZ191115 F9An0g 11 Quadrant D : Possible Overkill 509841170 Tadud1u
1 ] @ 1 a [ 4 ' . a ]
yna1ns ua linuilatedosaunannsial 0glu Quadrant C tae Fa 1¥u5n13 laifinaw
o I Y A Y ' 1o ' ¥ o w 1 A < 4 S
sutludesSuud lvedrusearu uanasudludiauae i iesrmilusnlsgnounil
anudingasgna luszAum
J998808d1A159999818n92 08 11 Quadrant A : Concentrate Here Tagiladgnod 1u
A A v 9 9 o v 4 v A
Quadrant A ¥1nAigafe Javsarunisaiuazinauedanyuznianienn 1aunisents
R A ¥ A S 9 A g v
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5 v 1 P v A A A v 1 A <
nilvdedoniieafao@ernogly Quadrant A Ao asadosizesnnuiluinasgiuluszuunms
° A Y a o w = Y a 9 Y
M wazizesnNumIngayvesna lums 1Husms awday Fanedlduinsdes
o Y Y o ' @ a o 4 1 a
anuddglumaud lvisulyelansean druifasedumdanust ausa uazamuduasy
M3aan 9z 1inveglu Quadrant A
[ o v ' . . o a v 4
Todvdoadinuganioaz gy Quadrant D : Possible Overkill Taoiaduaunans mai
AUTIN AUFOINWNTIAT MUY Auduaiunmsaain muynains uazitodiunmsadi
° o = v A v A A ' v Y
nagdnauednyuznanenn Jivduiisaladufernedlu Quadrant D dauilaveaiy
v A [ % a 1 o [
n3zUIuns 928 2 Jeveeglu Quadrant D Haf 1 U5 s lifianusuiudeGoud luedis

9 1

1 1 1 Y o o 1 A I 4 A A Y 9 °
15992 uansun ludauae 1 iesonidluesdisznovnlinnudiayaegnmluszaud
P /&
Wereunuilaseusmsau o
8 a a a 4 a
deNnsanauuIAamsnzianuianela Aremaiia Importance-Performance
] Y
Analysis (IPA) $unaumsusulsenueimsiunad dedindudouas 1 a3 (gnalal
Us231) msani1d lagmsiiaianuaaniaazanuiane lhyuFeumeusuluuaay
' ] v

Auauananogly Quadrant o) TasgadavoNUNIEADY Ao AINAYTINYOIAIUAIANI

1 l-ﬂ' 1 dl 7 =< 1 d‘ é 1 % )
(ANRDY 4.02) LAZAVRDTINVOITEAVANUNIND 19 (ANDY 3.86) Faa@ w1580

I o w [ {
oonilu 4 Quadrant Av Quadrant A, B, C i1a% D e1yaiay AIM15 190 5.4
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M9199 5.4 Jadvgpsnpa Ul TLAUMIAAIALT MTVDIS U IMITUNATITY BUNOUATFOFT

@ [

widauasguiiegluuaaz Quadrants Swunmumsansulszmueimsiuun

v v
A v

a (3 T A (% b4 | [
AIVUNINIUADUAL 1 A (Qﬂﬂﬂ?ﬂ]’i%%ﬂ

ANNMAKIY | anuiianele
toadawan tldugos Minae munde IPA
milawa) milawa) Quadrants
Quadrants A (Concentrate Here)
Mureanams | anulasassvesiu 4.09 3.78 A
IAH Y (110) (Wn)
AuynaINg ANNIIAGweIminNL e 4.04 3.79 A
Tusms () @1n)
Funszuiums | masinmeouasfeusuilognd Ay 4.02 3.85 A
Winludu (n) (a1n)
aunszuums | anwidumnasguluszuums 4.04 3.79 A
19U w1n) 1n)
dumsauay | nmsueuiiuiho¥euldFamy 4.16 3.77 A
HNAUDANHUL n) un)
NMIMIMN
Sumsataiay | maanusadunameluias 419 3.80 A
Wiaueanyae | Meuen (a1n) )
NMIMEMN
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d’ 1
M1919N 5.4 (M1D)

ANUMATIY | ANuTanele

fodevian todugos Minag Minde IPA

miawa) milawa) Quadrants

Quadrants B (Keep up good work)

Mupdasuy | sEnAvedeIrg 4.20 4.06 B
u1N) (u1n)

Murdadud | punnvesingay 4.27 3.94 B
1N) (u1n)

Muraasaal | anvaalnivedsImis 4.26 4.07 B
(170) (W1n)

Mupdasuy | ANUAZDIAUBIDINII 435 4.03 B
1) (1n)

fMurdadudt | AUMAINKABYDUNYDINIS 4.11 3.98 B
(11n) @n)

MusIM AN ANYBIT LB T 4.14 3.99 B
AUNIN (u1N) un)

MusIM AN ANYBITIA LD TY 4.06 4.07 B
STEETRLY (€L)) (€L))

MuUTIM MsTTheuens1IMeIIsRTAIY 4.10 421 B
(11n) (1n)

Fuseanums | anudisaeveslgzilduznms 4.10 3.93 B
1AM UG (10) (N)

auyaa1ns | anwunszdeieiulumsliuiog 4.12 3.95 B
(11N) (11N)

auyaa1ns | anuquawrlaldlumslduiog 4.08 3.87 B
(1N) (11N)

auynans | anugmw seutieuveniinau 4.19 4.01 B
uN) (u1N)
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d’ 1
M1919N 5.4 (M1D)

ANUMATIY | ANuTanele
fodevian todugos Minag Minde IPA
milawa) miawa) Quadrants
Quadrants B (Keep up good work)
fuynaIng AnugnAvsvaIminanlums 4.18 4.10 B
TWusms Wn) (31n)
auynaIng | anuavemavesniinanulums 4.07 3.92 B
Ifusmsgna Wn) (31n)
Munszuiums | madasemis ldedesiasuag 4.11 4.02 B
gnAeg (Wn) (1)
munszuaums | minaduldedigndessinGa 4.16 3.93 B
Vo LABFYS Gnn) (1)
Mumsaanay | anvazeiavesiu 421 3.90 B
UNAUDANH UL (1n) n)
NIMEAIN
Sumsatauay | msaomeinmenanielui 4.16 4.10 B
Waguoanyue (170) WN)
NEMYAN
Sumsatag | awazeiavesieninia’ly 4.30 3.9 B
Tavednyae | IWusms 11N) un)
NIMEAIN
fumsadias | msliusmadumesitia 1¥ae 4.04 3.93 B
Wuauednyy | ¥eeiu (1n) (1n)
NN
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d’ 1
M1919N 5.4 (M1D)

ANUMATIY | ANuTanele
fodanian todugos Minag Minde IPA
milawa) miawa) Quadrants
Quadrants C (Low priority)
MU msivaeszaunaliiaen 3.77 3.78 C
u1N) (u1n)
Furoanums | anwazainlums@unmanii 3.84 3.59 C
IA9H U (110) Wn)
MuUreanMs | anummzavveaalums 4.00 3.70 C
AT 11U 1¥sms (170) (W1N)
Muaaasy M3 TaHNMIEUIT AN 3.66 3.45 C
MIAA1A Theena o 1) dhunaw)
Muaaasy ms Tawanlumidoruiion 3.61 3.28 C
mMsnaa (W10) (thunag)
Muduasy M3 Tamanmadylyd 3.68 3.42 C
NITARIA (u1N) (thunav)
Muduasy MIAATINDINIG 3.87 3.63 C
NITANAIA (u1N) un)
auduasy | m3iniasaauanldnugnm 3.80 3.61 C
MIAaA Usgi laomme (11n) (10)
Muaaasy REE A NI TEAY R ORTY R T 3.90 3.81 C
N15A1A (un) (W1N)
AuYAAINS ANUAGINDVDITIUIUNI NI 4.01 3.80 C
Tumsldusms 110) (110)
AuYAAINS anusanuasnveswiinaulu 3.95 3.75 C
ms 13 g (1N) un)
AuYAaINg AnumnzanlumsuAIn1evos 3.90 3.79 C
WA 11n) N)
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d‘ 1
M1919N 5.4 (M1D)

ANUMAKI | anuianele

fodevian todugos Aunde Aunde IPA

mlawa) miawa) Quadrants

Quadrants C (Low priority)

auyaans | anulynannmnaveaniinau 3.97 3.64 C

u1N) (u1n)

Quadrants D (Possible Overkill)

MUMIIAUT | ANz auue I rusn 1% 3.99 3.94 D
1N) (11N)
MUz ANV TUVDIT AU DNEVN 3.92 3.99 D
Hulsznni@ennu (110) 1)
MuUPPINIMI | anuazanlumsseasaniiu 3.94 4.02 D
A1H UG 1) (1)
AUYAAINT ANVANTD IUMITUUZII0IMIT 3.89 3.98 D
YDINHNUY n) un)
Y 1 Y
AMuUNTZUIUMI | anvazadnlumssealazalamin 3.85 3.91 D
i (170) (170)
aunszuiums | msdalazlignanisldedis 3.91 3.95 D
N A (119) (110)
Y 9 Yy A '
aMumsainuey | ussemaneluiunevguiay 3.94 3.86 D
o o I [
Huaueanvae | Wunues (11n) (110)

NWNYNIN

WaNemie: M3uananInag 4.50-5.00 = INAFA,ANNEY 3.50-4.49 = WIN,ATNAY 2.50-3.49 = 1uNa1 ANRGY

Y oA y A
1.50-2.49 = UBY, ARAY 1.00-1.49 = UDENGA

A < v 1 1 ' a 9
AMNATTNN 5.4 Ll]uﬂ”liﬁ?ﬂﬂﬁ]ﬁ]ﬂﬂﬂﬂ@]ﬂﬁ?ﬂﬂigﬁiJﬂ']ﬁ@]ﬂ']ﬂ‘ﬂiﬂ']'iﬂl’f)xﬁ']ﬂ’f)ﬁ’ﬂillw

=

37

% % A o

b unounsToes Seniaunsilguiiegluudas Quadrants SuwmamWATIITUTENIY
o113 i uune 3Fedniufenas 1 ats @nm hidszs) woa Jedegesdrulnnoglu
Quadrant B : Keep up good work Iﬂﬂﬂ%%ﬂ‘ﬁ@iﬂu Quadrant B NWﬂﬁfjﬂﬁ’e) Javedunansaa
nazaIuYAINT 509090 Tessaumsadiwaziitauednyuznanmenn diudesedin

1 v o 1 aS A [ 1 =\ v A d' 1 A [ 1 d'
FOINNWNITIAIVIUY 3JL°INENﬂﬁ]i]fJEJ@fJLWfJQﬂﬁ]ﬁ]EJLﬂEJ’JVI@QiH Quadrant B A1® 1998808(504
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4] ! a X a [ 1 [ 1 1 ]
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