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ABSTRACT

The objective of this independent study was to examine customer satisfaction towards
service marketing mix of real estate properties services of Chiang Mai Properties Co., Ltd. The
studied sample were categorized into 2 groups of customers which were 140 property owners and
100 property tenants.

The data collection was conducted through questionnaire and analyzed by using descriptive
statistic which consisted of frequency, percentage and mean. Followings were the research outcomes.

Most customers who were property owners were male, aged from 41-50 years old. They
were married and held Bachelor’s Degrees. They were individual property owners. Type of real
estate property they rented out was condominium with rental price between 10,000 — 20,000 Baht
per month. The reason they chose to use services of Chiang Mai Properties Co., Ltd. to rent out
their real estate properties was company’s responsibility. They knew about Chiang Mai
Properties Co., Ltd. from friend’s recommendation. They had been using services of Chiang Mai
Properties Co., Ltd. for more than 1 year but less than 3 years.

The studied results on customer satisfaction were as follows. The customers who were
property owners rated the overall satisfaction at high level for the service marketing mix. The
marketing mix factors that customers ranked were as follows; product, price, promotion, physical
evidence, place, people, and process, respectively. The highest sub-factors they rated were as
follows. In term of product factor, they rated for consulting services regarding real estate

properties pricing. In term of price factor, they rated for reasonable service fees. In term of



promotion factor, they rated for company’s advertisement on Chiang Mai Expat News Letter. In
term of physical evidence factor, they rated for visibility of the company sign. In term of place
factor, they rated for readiness of onsite services. In term of people factor, they rated for
knowledge of service staffs. In term of process factor, they rated for on-time payment to property
owner.

Most customers who were property tenants were American male, aged from 51-60 years
old. They were retired widowers, and held Bachelor’s Degrees. Their monthly incomes were
between 50,001 — 75,000 Baht per month. Type of real estate property they rented was
condominium with rental price between 10,000 — 20,000 Baht per month. The reason they chose
to use services of Chiang Mai Properties Co., Ltd was all-inclusive services of the company.
They knew about Chiang Mai Properties Co., Ltd. from internet. They had been using services of
Chiang Mai Properties Co., Ltd. for more than 1 year but less than 3 years.

The customers who were property tenants rate the overall satisfaction at high level for
the service marketing mix. The marketing mix factors that customers ranked were as follows;
physical evidence, promotion, price, product, place, process, and people, respectively. The
highest sub-factors they rated were as follows. In term of physical evidence factor, they rated for
atmosphere and interior decoration of the company. In term of promotion factor, they rated for
company’s advertisement on Chiang Mai Expat News Letter. In term of price factor, they rated
for reasonable rental price for condominiums. In term of product factor, they rated for various
selections of condominiums available. In term of place factor, they rated for readiness of onsite
services. In term of process factor, they rated for sufficiency and accurateness of service

information provided. In term of people factor, they rated for knowledge of service staffs.



