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ABSTRACT

This independent study aimed to study consumer behavior towards using services at
Central Plaza Chiang Mai Airport. Questionnaires were used as the tools to collect data from 200
samples, who took services or used to take services from the Central Plaza Chiang Mai Airport, in
according to the quota sampling with age interval method. Data analysis was conducted by the
use of descriptive statistics, consisting of frequency, percentage and mean.

The findings showed that most respondents were female with Bachelor’s degree,
running their own business, earning monthly income at the amount of 10,001-20,000 baht, and
residing in Chiang Mai province. They came to the studied shopping mall for buying products
and services, having meals, and watching movies. At the shopping mall, their favorite spots were
shops and restaurants, Robinson Department Store, and Major Cineplex. Most of them came to
the studied shopping mall on Saturday and Sunday, from afternoon to evening (13.00-18.00 hrs.),
with the frequency at once in a week. They usually traveled to the studied shopping mall by
personal car with family, friends or lovers, spent 3 hours in average there, and spent money at the
amount of 1,001-2,000 baht. The main reason in taking services at the Central Plaza Chiang Mai
Airport was the widest and the most up-to-date variety of goods and services to be found in
Chiang Mai province. The influencing person was the respondents themselves and the key
sources of information influencing the decision to take services at the studied shopping mall were

referred to relatives, friends or fellows.



The results of the study on consumer satisfaction after taking services at the
Central Plaza Chiang Mai Airport indicated that the consumers ranked their satisfactions towards
this shopping mall at high level in the overall view. However, the following top three sub-
divisions of this shopping mall were ranked at the highest level of satisfaction: shops and
restaurants, Major Cineplex Theater, and Robinson Department Store.

Regarding the study on 7 service marketing factors, the findings presented that the
following 3 factors affected the consumers to use services at the Central Plaza Chiang Mai
Airport at high level: Product and Service, Price and Place, in orderly.

Hereafter were respectively shown the top 10 sub-factors affecting the consumers to
use services at the Central Plaza Chiang Mai Airport: the variety of products and services, the
trendy and clean decoration, the fame of the shopping mall, the overall images of the shopping
mall, the prominence and modernity of products and services, product and service qualities, the
clear price tags, the convenient location, to keep clean at all time, and the full facilities to be

offered.



