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ABSTRACT

This independent study aimed to explore customer satisfaction towards service
marketing mix factors of Suriwong Book Center. Data collection was complied by 400
customers; then, the descriptive statistics in which frequencies, percentages, and means were
included was applied in order to analyze all given data.

Based upon the findings, most respondents were female aged between 15 — 30
years old. They were mostly students who were studying in high school/Bachelor’s degree with
less than 5,000 THB as monthly allowance. Their frequency in visiting the mentioned book store
was found at 2 -3 times per month in average. They did not have exact day to visit the bookstore,
but the most preferable time to visit was specified to 9.00 — 12.00 hrs. They would take more than
30 minutes and spend 201 — 300 THB in each time of their visit and favorite type of book that
they purchased was found in general book category. Beside Suriwong Book Center, Duangkamol
Book Center was referred as another bookstore where they went to.

In regard to the results of study on service marketing mix factor of Suriwong Book
Center, the respondents were highly satisfied with factors namely Physical evidence, People,
Price, Place, Product, Process and Promotion, respectively.

In Product factor, the first three sub-factors that the respondents were highly

satisfied with were shown as follows; selling new and clean books without any rumple or



laceration, having good reputation and being well known among large group of people and selling
books published by distinguished publishers.

In Price factor, the first three sub-factors that the respondents were highly satisfied
with were shown as follows; being able to pay by credit card, having varied prices of book,
together with having clear price tag and offering special discount for members.

In Place factor, the first three sub-factors that the respondents were highly satisfied
with were shown as follows; being located in the convenient location and having good
atmosphere in the bookstore, having convenient and sufficient parking lots and well arranging
books to facilitate customers to find the books.

In Promotion factor, the first three sub-factors that the respondents were highly
satisfied with were shown as follows; offering discount promotion in each festival, giving the
discount made on the purchase price set and having free book cover wrapping service.

In People factor, the first three sub-factors that the respondents were highly satisfied
with were shown as follows; being polite, friendly and honest to customers, being able to provide
proper answers to any inquiry, as well as ,being ready to serve customer and being eager to offer
services to customers.

In Physical evidence factor, the first three sub-factors that the respondents were
highly satisfied with were shown as follows; the cleanliness found in the store, the comfort and
cool atmosphere from air conditioning, and the cleanliness found around the building.

In Process factor, the first three sub-factors that the respondents were highly
satisfied with were shown as follows; allowing customers to read the book before making a

purchase, having modern and convenient payment system and being able to pay by credit card.



