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MANUIN Y Questionnaire
On Customer Satisfaction towards the Service Marketing Mixed Factors

of Karen Silver Limited Partnership

This questionnaire is considered as a part of Master of Business Administration for
Executives program, Faculty of Business Administration, Chiang Mai University. The objective
of this questionnaire is to study customer satisfaction towards the service marketing mixed factors
of Karen Silver Limited Partnership. Data from the filled questionnaire will be analyzed and be
used as the essential approach to improve and set the appropriate service operation plan for Karen

Silver Limited Partnership in order to meet with the greatest satisfaction of its customers.

Direction: This questionnaire is composed of 3 parts as follows.
Part1 Personal information
Part2 : Information about customer satisfaction towards service marketing
mixed factors
Part 3: Problems and Suggestions for Karen Silver Limited Partnership as

obtained from customer comments.
I would like to take this opportunity to send you the sincere gratitude for your kind

cooperation in completing this questionnaire.

Ms. Chalisa Tawee-apiradeemanee

Researcher
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Part 1: Personal Information

1. Sex
[ 11.Male [ 12. Female

2. Age
[ ]1. Less than 20 years [ 12.20-30 years [ 13.31—40 years
[ 14.41-50 years [ 15. 51 years or over

3. Educational Background
[ 11. Elementary school [ 12. Secondary school
[ 13. High school and vocational certificate [ ]4. Higher vocational certificate/
Diploma/or equivalence
[ 15. Undergraduate [ ]6. Graduate

[ 17. Post-graduate (SPecify) ......ccoeevrreeriennnens

4. Nature of your main business or the business you are working for (can reply more than 1

answer)
[ ]1. Import-export [ ]2. Retailed business
[ ]13. Wholesale business [ ]4. Franchise business
[ 15. E-commerce business [ ]6. Others, please specify.......ccccvvevvevenene.

5. Your position at work
[ ]1. Purchasing officer [ ]2. Head of Purchasing Department
[ 13. Executive Administrator [ 14. Owner / Entrepreneur

[ 15. Other, please SPECIfY......ccivieiriiuecerieeiiietieetee ettt be s b s

6. Country (-ies) of your customers (can reply more than 1 answer)

[ ]1. Thailand [ ]2. America [ 13. Great Britain
[ ]4. Germany [ 15. Italy [ ]6. Australia

[ ]7. Netherlands [ 18. Spain [ 19. France

[ ]10. Canada [ ]11. P.R. China [ 112. Japan

[ 113. Hong Kong [ 114. Other, please SPeCify.....c.ccevvvevveeeiereereeereerenene.
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7. Who influences your purchasing decision to purchase ornaments from Karen Silver Limited
Partnership the most?

[ 11. Yourself [ ]12. Family members

[ 13. Your boss [ ]4. Customers

[ 15. Other, please SPeCify.......ccuveirerrecerreirierieeieeseeeereee e

8. Purpose of purchasing products from Karen Silver Limited Partnership
[ ]1. To sell them to others [ 12. To sell them to specific customers
according to their orders.
[ 13. To replace the sold-out stock [ 14. To reproduce the new product from the
Selected products of Karen Silver
Limited Partnership
[ 15. To demonstrate in Trade Fairs

[ 13. Other, please SPeCify .......coeivereerieireereerreereeeenees

9. The categories of products purchased from Karen Silver Limited Partnership (can reply more

than 1 answer)

[ ]1. Rings [ ]2. Earrings [ 13. Lockets/Pendants
[ ]4. Necklaces [ 15. Bracelets [ 16. Anklets

[ 17. Bangles [ 18. Foot rings [ 19. Key chains

[ 110. Silver nuggets (Beads) with .925 gm. [ J11. Silver belt

[ 112. Hill tribe silver nuggets / beads

[ 113. Equipments for knitting such as string, sling, and leather string

10. Which branch you purchase the Karen Silver products from?
[ ]1. Watergate center branch [ ]2. Chiang Mai branch

[ 13. Sumpeng branch

11. When do you purchase the products from Karen Silver Limited Partnership
[ ]1. At the time customers make an order.
[ ]2. At the time the stock is sold-out.

[ 13. At the time there are some special occasions.
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[ 14. At the time when there is any Fair Trade in Thailand

[ 15. Other, please SPECIfY.....coeiiiiiiieieeereeieeeeeee et

12. In a year, how often do you purchase products from Karen Silver Limited Partnership?

[ 11. more than once a month [ 12. once a month

[ 13. Once every 2-3 months [ ]4. Once every 4-5 months
[ 15. Once every 6-7 months [ 16. Once every 8-9 months
[ ]7. Once every 10-11 months [ 18. Once a year

[ 19. Other, please SPeCify......cccvriiriviiiriinirieieieiseeeee e srereeeneeens

13. Approximate amount of expense you spend when purchasing the products from Karen Silver
Limited Partnership in each time.

[ 11. Less than 10,000 baht [ 12. 10,000 baht - 50,000 baht

[ 13. 50,001 baht — 100,000 baht [ ]4. Over than 100,001 baht

14. Reason (s) for purchasing products from Karen Silver Limited Partnership (can reply more

than 1 answer)

[ ]1. Reliability of organization [ ]2. Fame of organization
[ 13. Previous works [ 14. Public relations

[ 15. Fully perfect products and equipments [ ]6. Price

[ ]17. Friendly and gook working staff [ 18. Proficiency of staff

[ 19. Proper and fair price [ 110. Post-service available

[ ]11. Other, please SPeCify........cceveeviivereveeeeeireieneenns
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Part 2: Information about customer satisfaction towards service marketing mixed factors of
Karen Silver Limited Partnership

Direction Please read the items below and check vina box in correspond with your level of
satisfaction. Please be advised that the highest satisfaction level = 5, high satisfaction level = 4

moderate satisfaction level = 3, less satisfaction level = 2, and the least satisfaction level = 1.

Levels of Satisfaction

5 4 3 2

Service Marketing Mixed Factors | The highest High Moderate Less The Least

1

1. Product/Service

1. .925 silver substance

2. Good quality of product

3. Produced by proficient silversmith

4. Handmade

5. All categories of product available such as rings,
earrings, necklaces, and etc. in correspond with the

need of customers

6. Diversity of design

7. Regular new arrivals

8. Products are served with the market need

9. Reliability and fame of the shop such as its long

run business operation and no cheat found.

10. Capacity in producing product according to the

need of customers (made to order)

11. Punctuality in producing and delivering

products to customers.

12. Other, please Specify........cccverererrriesenieniecnne
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Service Marketing Mixed Factors

Levels of Satisfaction

The highest

5

High

4

Moderate

3

Less

2

The Least

1

28

Price

. Fair price

. Cheap price comparing to other competitive shops.

. Price negotiation is allowed.

. Credit card payment available.

. Alternative price ranks.

. Clear price determination.

. Various types of payment available.

. Other, please Specify.......ccoouvvirvievieniniieiieienieene

. Place

. Convenient location

. Sufficient parking lot

3

. Alternative ways to access like email, and fax, and

etc.

4.

There are similar shops in the same area to bring

the better convenience to customers.

5.

As a result of arranging products according to its

categories and design, it is easy for customers to

select the products.

6.

A large number of products for display.

7.

Products are presented at trade fairs.

8.

Open — Close Hours

9.

Other, please Specify.......ccocereririrciecieneneieeens
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Service Marketing Mixed Factors

Levels of Satisfaction

The highest

5

High

4

Moderate

3

Less

2

The Least

1

4. Promotion

1. Products are nicely displayed in the window and in

the shop.

2. Electronic catalogue is available.

3. Advertisement through various media

4. Marking promotions available such as discount.

5. Premium for the special occasions.

6. Product delivery service.

5. People

1. Staffs are friendly.

2. Staffs have special knowledge of products and are

able to provide useful advises to customers.

3. Staffs are willing to provide services.

4. Staffs provide services to customers as fast as

required.

5. Staffs provide services to customers impartially.

6. The numbers of staff are sufficient enough to

facilitate any convenience to customers.

7. Staffs are able to provide services and solve any

problems for customers.

8. Other, please Specify........ccooeeverrieieneneeiieienienen.

6. process

1. Accurate product delivery.

2. Accurate, fast, and on-time operation.

3. Uncomplicated steps of service.

4. Convenient and fast contact.

5. Fast and accurate solving any problems for

customers.

6. Accurate calculation.
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Service Marketing Mixed Factors

Levels of Satisfaction

The highest

5

High

4

Moderate

3

Less

2

The Least

1

6. Process (Continue)

7. Providing service to customers impartially.

8. Product quality check was tested before

distribution.

9. Other, please Specify...........ccverveiienencne

7. Physical Evidence

1. The large and cleanliness of a shop.

2. The well-arranged and well-categorized of

products/services.

3. The convenience of parking lot.

4. The modernity of stationeries such as computer.

5. The interior decoration and atmosphere.

6. Clear shop’s title board.

7. Facilities offered in the welcome room such as

drinking water, tea, coffee, and etc.

8. Clear price card for each product.

9. Other, please Specify..........ccccoerviriinrieceenienns
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Part 3: Problems and Suggestions for Karen Silver Limited Partnership as obtained from

customers

Frequency of Found Problems

Problems
Often Sometime Rare Never

1. Product

1. Low percentage of silver substance.

2. Limited design and pattern.

3. Orders are not served with customer need.

4. Orders are late produced or late delivered

according to the determined due date.

5. Other, please specify.......cccovvrvvecivevieeciennnnne

2. Price

1. High weight of silver substance which

causes the higher price.

2. High price rate comparing to other

competitive shops.

3. Price negotiation is not allowed.

4. No credit offer to customers.

5. Other, please specify.......cccecveevevreecieenreennenn

3. Place

1. Location of shop is difficult to find.

2. Inconvenient transportation.

3. Shop sign is not outstanding and difficult to

Se€.

4. Limited space of shop.

5. No parking lot.

6. Inconvenient office hours to buy products.

7. Unattractive window display.

8. Other, please specify.......cccecvvvvrveriieriieennen.
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Frequency of Found Problems
Problems

Often Sometime Rare Never

4. Promotion

1. Insufficient advertisement and publicity.

2. No marketing promotion campaign such as

discount, product exchange, and premiums.

3. No suggestion documents or handbooks
about the information of how to keep or clean

silverware to customers.

4. Other, please specify.......ccocvvevvrvrinnene.

5. People

1. No enthusiastic staff.

2. Staffs do not have sufficient knowledge
about products to reply customers to any

questions or provide services to customers.

3. Impolite staff in offering services.

4. Delay providing solutions to customers.

5. Unreliable and dishonest staffs.

6. Staffs provide the unclear information.

7. Other, please specify......ccccevveereennnnnne.

6. Process

1. Product’s repair and change are not allowed.

2. Complicated steps of service.

3. Inconvenient and slow making contact.

4. Over due product delivery.

5. Inaccurate product delivery.

6. Other, please Specify......cccevieviereevreenreennen.




158

Frequency of Found Problems

Problems
Often Sometime Rare Never

7. Physical Evidence

1. Small and uncomfortable atmosphere.

2. No seats available.

3. Other extra service facilities such as copy

machine, and drinking water.

4. Other, please specify.......cceovvrvrrvrceerererrennnn

Other suggestions for service improvement.

Thank you very much for your kind cooperation.
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