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ABSTRACT

The objective of this independent study was to examine Customer Satisfaction towards
Service Marketing Mix of International Financial Services of Hua Lum Pong Station Restaurant,
Chiang Mai Province. The studied outcomes could be utilized for the purposes of strategic
planning and service development in order to satisfy customer needs. The studied population was
400 customers of Hua Lum Pong Station Restaurant, Chiang Mai Province.

The data collection was conducted through questionnaire and analyzed by using descriptive
statistic which consisted of frequency, percentage and mean. Followings are the research outcomes.
Most customers were male, aged from 21-30 years old. They were single and held Bachelor’s
Degrees. They were private company officers. Their monthly incomes were 5,000 -10,000 Baht.
They came to Hua Lum Pong Station Restaurant 3-4 times per week. Friday was the day they
usually came to Hua Lum Pong Station Restaurant. They decided to come to Hua Lum Pong
Station Restaurant by themselves. They had 4-5 companions coming with them. They ordered
foods from the given menus. Their favorite foods were spicy salads. Their favorite beverages
were liquors/whiskey. Their favorite music was Indie music. Their average spending per visit was
200-400 Baht per person. They ordered alcoholic beverages served in the restaurant. Relaxing
was the main purpose they came to Hua Lum Pong Station Restaurant. The main reason the

picked Hua Lum Pong Station Restaurant was because they knew the owners/employees.



Based on studied results on customer satisfaction towards the service marketing mix, the
marketing mix factors which the customers scored the satisfaction at high level were as follows;
place, product and people respectively and the marketing mix factors which they scored the
satisfaction at medium level were as follows; process, physical evidence, price and promotion
respectively.

The highest-scored sub-factors that customers rated were as follows. In term of place
factor, they rated for the accessibility of the location. In term of product factor, they rated for the
genres of music played in the restaurant. In term of people factor, they rated for the enthusiastic
and caring service staffs. In term of process factor, they rated for the ease and possibility of table
reservation. In term of physical evidence factor, they rated for the good ventilation system. In
term of price factor, they rated for the clear price descriptions. In term of promotion factor, they

rated for the food/beverage guidance by service staffs.



