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ABSTRACT

This independent study aimed to study customer satisfaction towards service
marketing mix factors of Karen Silver Limited Partnership. Research population was
determined to 188 wholesale and retailed entrepreneurs as its customers. Data collection was
done through the questionnaires, then, the collected data were analyzed by the narrative
statistics which composed of frequency, percentage, and mean.

According to the study, most respondents were female in the ages between 31 —
50 years old with Bachelor’s degree, working for business which was categorized in a wholesale
type and being in a position of owner or entrepreneur. European countries were determined as
the major target group which the products were sold to and people influencing the respondents
to purchase products from this shop the most was referred to customers. The respondents, in
addition, indicated that the most preferable category which they purchased from the shop was
pendants. They annually came to purchase products once in a couple months when product
stock was sold out and spent 10,000 — 50,000 baht in each time. The reason of purchasing
products from the shop was indicated to the availability of all product types as well as other
related equipments.

Regarding the study done upon customer satisfaction towards service marketing
mix factors of Karen Silver Limited Partnership, the respondents paid high satisfaction

respectively to the following factors.



In terms of product, the high satisfactions were paid to the shop’s reliability and
reputation, the availability of all categories of needed products, the variety of product designs,
the availability of products to be in correspond with the market needs, the punctuality in
producing and delivering products according to the determined due date, the regular new-arrival
products, the capacity in producing made-to-order type of products, the standard found through
925 silver substance, and the good quality of products which neatly produced by skillful
silversmith.

In terms of price, the high satisfactions were paid to the clear price determination,
the acceptance of credit card payment, the various choices of payment, and the alternative price
ranks.

In terms of place, the high satisfactions were paid to the variety of products to be
displayed, the good arrangement of products according to its categories which was easy for
customers to find in-needed ones, the proper open and closed hours, the availability of similar
businesses located in the same area to facilitate customers, its convenient location, the
alternative ways to access to the shop like i.e. email and fax, and the sufficient parking lots.

In terms of promotion, the high satisfactions were paid to the outstanding and
beautiful window and inner decorations.

In terms of people, the high satisfaction were paid to the proper numbers of staff
to facilitate customers, the impartial service providing, the friendliness of staff, the enthusiastic
service providing, the good product comprehension and good advices of staff, the good services
and solutions suggested by staff, and the rapid service.

In terms of process, the high satisfactions were paid to the equal service offered to
all types of customers, the accuracy of cahier process, the convenient and fast contact made to
the shop, the accuracy of product delivery, the availability of quality-check before distributing
products, the uncomplicated service process, the accurate and fast and on-time operation, and
the fast and accurate solving customers’ problems.

In terms of physical evidence, the high satisfactions were paid to the shop’s
decoration and atmosphere, the facilities offered in the welcome room such as drinking water,
tea, coffee, and etc., the clear products’ price labels, the clear shop’s title board, the modernity
of stationeries like computers, the large and cleanliness of a shop, and the convenience of

parking lots.



