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ABSTRACT

The purpose of studying the students’ satisfaction toward services of tutorial schools:
case study of Watana tutorial school, changwat Chiang Mai was to assess the satisfaction of the
students toward the service of Watana tutorial school. The study group consisted of 106 students
who registered in Watana tutorial school from November 2002 till February 2003. The stadied
parameters in service marketing mixed were the product, price, channel of distribution,
promotion, personnel, physical and service process.The study also involved the significance
level of those factors that influence the decision making to buy the services. The questionnaire
was designed and used in data collection, and the data was subsequently analyzed by the
descriptive statistical method and compared with the data using t-test stafstics.

From the results obtianed, it was the proportion between male and female
respondents was about equal. Most of them are studying in the private secondary level. Most of
theirs parenls work in business secter or the government officers. Most of the respondents reside
~in the urban areas and the locations of their schools are located within 3 kilometers trom the
Watana tutortal school. Among the most favorite subjects that the respondents chose to study at
Watana lutortal school were Mathematics, Physics and English. The main purpose of the wtored

respondents was o gian advantage for competition to further study in higher level.



The results of the study also shown that the opinions of the respondents in service
marketing mixed of the excellence tutorial school were as follows;

With respect to product aspect, the factors that the respondents had the opinion in
high level of agreement were as follows; there are a lot of subjects to choose from
,corresponding to the needs of the student, a new teaching techniques that are not normally
found in the school was used to supplementary that in normal classes, other services that support
the learning. For the price aspect, the factors that the respondents had the opinion in high level of
agrecment were; bargaining the cost, suitable of the price compared with the quality aspect in
each subject. For the channel of distribution aspect, the factors that the respondents had the
opinion in high level of agrecement were; convenience in traveling, convenience in contacting
with the school, ability to communicate via electronic network, more details can asked from the
advisor at the school and direct contact to the offices or the parents, home. For the promotion
aspect, the factors that the respondents had the opinion in high level of agreement were;
availability of a leaflet or notice distributed to the schools, advertising at the school, special
complimentary to the customer, advertising in local mewspaper, advertising in radio and
television. For the personnel aspect, the factors that the respondents had the opinion in the
highest level were; the qualification and ability to deliver effective teaching of the teachers of
the tutorial school that made it easy for students to understand, respectively. For the physical
aspect, the factors that the respondents had the opinion in high level were; the comfortable
,shaded ,cool and green aréas available, clean classrooms with suitable lighting all the time,
separated area for services and convenient parking, no annoyance from surrounding area,
modemn teaching equipments, a spacious and well decorated place, respectively. For the process
aspect, the factors that the respondents had the opimion in high level were; sufficient number of
classrooms, clear working division, good supplementary, well-documented books, highly
efficient personal service and complete set of supplementary teaching equipments, respectively.

The satisfactions of the respondents m service marketing mixed of the Watana
wtorial school, it was found that ; For the product aspect, the respondents were  satistied with,
the well known reputation of the school, availability of subjects according to the needs of the
student and a new teaching techniques that can not be found in the school. For the price aspect,

the satistaction of the respondents were; the kower cost compare to the other tutorial schools, the



cost can be negotiated, suitability of the price compared with the quality aspect in each subject
and case of payment. For the channel of distribution aspect, the satisfaction of the respondents
were; direct contact with the offices or the homes of the parents, more details can be asked from
the advisor at the school. For the promotion aspect, the satisfactions of the respondents were; a
noticeable advertising board in the community area and advertisement in local newspapers. For
the personnel aspect, the satisfactions of the respondents were famous teachers. For the physical
aspect, the satisfactions of the respondents were; the well-decorated place, trusty-looking officer
in uniform and separated space for different services. For the process aspect, the satisfactions of

the respondents were well-documented and complete setof textbooks.



