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ABSTRACT

The purpose of this independent study was to examine Parent Satisfaction towards
Service Marketing Mix of Wichai Wittaya School, Chiang Mai province. Research samples were
specified to 255 parents of its current students and questionnaires were used as the research tool
to collect data. The statistics consisting of frequency, percentage, mean, standard deviation and T-
test were applied in order to analyze those collected data; then, to find out the differential values

between parents’ expectation and parents’ perception towards service quality of the school.

The results of the study showed that the majority were female in the ages between 35-44
years old, self-employed, holding Bachelor’s degree and earning monthly income at the amount

of over than 60,001 Baht.

Hereafter were shown factors and sub-factors that the parents satisfied with. The parents
satisfied with the Price factor, especially for the following sub-factors: the availability to pay for
the tuition fee via banks and the possibility to pay for tuition fee by installments. In addition,
they also satisfied with People factor, especially for the sub-factor mentioning that to have

foreigners in the school’s executive board.

Hereafter were shown the top-three sub-factors of all marketing mix factors, ranked by
the differential values between parents’ expectation and parents’ perception that the parents
dissatisfied the most. In Product factor, they dissatisfied with the EQ-based teaching approach

that the school should be emphasized, the clean and safe food for lunch to be provided by the



school and the fame of school which should be trustworthy and widely well-known. In Price
factor, they dissatisfied with the worthwhile fees comparing to what students shall be received,
the cheaper tuition fee comparing to other similar schools and the acceptance of credit card
payment for tuition fee. In Place factor, they dissatisfied with the convenient entrance and exit
gates, the school location where was far from restaurants, pubs and bars and the arrangement of
waiting area for parents. In Promotion factor, they dissatisfied with the circulation of school’s
news via SMS on mobile phone, the accessibility to school’s information through school’s
website and the regular distribution of school’s events and activities via the newsletter. In People
factor, they dissatisfied with experienced teaching staff, rapid responsiveness to parent’s
problems or complaints and the immediate information on student’s academic record and
behavior to be reported by teachers when required. In Process factor, they dissatisfied with the
academic guidance service to be provided to student individually, the opportunity for students to
participate in class activities and the serious establishment and enforcement of school’s rules and
regulations: mobile phone is prohibited, dressing and hairstyle must be done in according to
school’s regulations, for example. In Physical Evidence factor, they dissatisfied with the
cleanliness of school, the appropriate teaching area without noise and the good preparation for

learning equipments which shall be ready to be used.



