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uestionnaire

Title:Foreign Student Satisfaction Toward Service Marketing Mixed of ITM -

International Training Massage School, Chiang Mai Province.

This questionnaire is a partial fulfillment of the requirements for the Degree of Master of
Business Administration, Chiang Mai University, Thailand. All of the data in this questionnaire is
used solely for educational purpose and will be kept confidential. Please take a few moments to
complete this questionnaire based on your experience. Your participation is very much
appreciated.

Thank you very much for your kind co-operation.

Miss Sutthiruk Sitthisoonthorn
Master degree’s student of Business Administration

Faculty of Business Administration, Chiang Mai University

This questionnaire contains three parts :

Part 1 General information of a respondent

Part 2 Information about satisfaction of foreign students to service marketing
mixed of ITM — International Training Massage School, Chiang Mai
Province.

Part 3 Problems and suggestions.
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Please kindly tick \/ in front of whichever applies.

Part 1: General information of a respondent

1. Where are you from?

() 1. United States () 2. Europe

( )3. Asia (' ) 4. Others (Please specify..................... )
2. Gender

( ) 1.Male ( ) 2.Female

3. Age
( ) 1.Less than 21
()2.21-30
( )3.31-40
()4.41-50

() 5.51 orolder (Please specify...................... )

4. Marital Status

() 1.Single () 2.Married ( ) 3. Others (Please specify ..................

5. Education
() 1. Lower than high school
() 2. High school
( ) 3. Diploma
() 4. Undergraduate Study

() 5. Graduate Study or higher
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) 1. Students
) 2. Employee of government organization

) 3. Employee of government-owned corporation

(
(
(
() 4. Employee of private company
() 5. Business owner

() 6. Husband/Housewife

(

) 7. Others (Please specify...................... )

7. Average income per month
() 1. Less than 1,000 USD
() 2.1,000-5,000 USD
( )3.5,001- 10,000 USD
( )4.10,001- 15,000 USD

(' )5.15,000 USD or over (Please specify...................... )

8. Have you taken Thai tradition massage course before?

( ) 1.Never

() 2. I have taken Thai traditional massage course at other schools.

() 3.Ihave taken Thai traditional massage course at ITM - International Training
Massage School before.

(If your answer is 1 or 2, please skip to number 10)
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9. Which course have you taken at ITM - International Training Massage School? (You can
choose more than one).

) 1. LEVEL I: Foundation of Thai Massage

) 2. LEVEL II: Intermediate Thai Massage

) 3. LEVEL III: Advanced Sen — Energy Lines

) 4. LEVEL IV: Advanced Therapeutic

(

(

(

(

( ) 5.LEVEL V: Teacher Training
() 6. Thai Foot Reflexology Massage
() 7. Thai Herbal Hot Compress

() 8. Facial and Body Treatments
() 9. Aroma Herbal Oil Massage

() 10. Others (Please specify...................... )

10. Which course are you taking at ITM - International Training Massage School? (You can
choose more than one)

) 1. LEVEL I: Foundation of Thai Massage

) 2. LEVEL II: Intermediate Thai Massage

) 3. LEVEL III: Advanced Sen — Energy Lines

) 4. LEVEL IV: Advanced Therapeutic

(

(

(

(

( ) 5.LEVEL V: Teacher Training
() 6. Thai Foot Reflexology Massage
() 7. Thai Herbal Hot Compress

() 8. Facial and Body Treatments
() 9. Aroma Herbal Oil Massage

() 10. Others (Please specify...................... )

11. When did you take course at ITM - International Training Massage School?
() 1. February-May
() 2. June-September

() 3. October-January
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12. How long does it take to make decision about taking course at ITM - International Training
Massage School?

( ) 1. Right away

() 2.Less than 1 week

() 3.1-2 weeks

() 4. Longer than 2 weeks (Please specify...................... )

13. Average course registration fee.
() 1.Less than 150 USD
( )2.150-250USD
( )3.251-350 USD
( )4.351-450 USD

(' )5.450 USD or over (Please specify...................... )

14. Who has influence on you on choosing ITM - International Training Massage School?(You
can choose more than one)

( ) 1.Friend

() 2.Relative

() 3. Healthcare specialist ex. Medical specialist

() 4. Therapist from Thai traditional massage and spa.

() 5. Student/Therapist who took course from ITM - International Training Massage

School.

() 6. Student/Therapist who took course from other massage schools.

() 7. Others (Please specify...................... )

15. What are the reasons for you to take course at ITM - International Training Massage
School?(You can choose more than one)

() 1. Many different courses which suit student’s preferences.

() 2. Well known in Thailand and other countries.

() 3. Certification awarded.
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Reliable and being approved by the Ministry of Education of Thailand.

) 5.Standard courses which are easy to understand.

) 6.
) 7.
) 8.
) 9.

Qualified trainers and staffs.
Reasonable price.
Good timing on courses schedule.

Good services and course supports.

) 10. Good location.

) 11. Clear and concise information available on the website.

) 12. Others (Please specify...................... )

16. How did you know about our ITM - International Training Massage School?(You can

choose more than one)

(
(
(
(
(
(
(
(

(

) 1.
) 2.
) 3.
) 4.
)5.
) 6.
) 7.
) 8.
) 9.

From I'TM - International Training Massage School directly.
Thai friends

Relatives / Family / Friends

Guide Books / Newspapers / Magazines

Internet

Travel agency / Tour Guide

Hotel / Guesthouse

The Tourism Authority of Thailand / Government officers

Brochure

() 10. Advertisements

() 11. By yourself

() 12. Others (Please specify...................... )
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Part 2 Information about Foreign Students Satisfaction Toward Services

Marketing Mix of ITM - International Training Massage School, Chiang

Mai Province.

Please read through the following statements and decide how much you either satisfy or

dissatisfy with each topic by checking \/in the level of satisfaction provided.

Customers Satisfactions

Level of Satisfaction

Most

High

Medium

Low

Least

1. Products or Services

1.1 Offering alternatives and different courses. i.e. Thai
massage, Thai Foot Reflexology Massage,Aroma

Herbal Oil Massage.

1.2 Offering enough number of trainers to students

1.3 Number of students in a classroom

1.4 Number of study hours

1.5 Offering applicable textbooks which are easy to

understand with clear illustrations.

1.6  Applicable techniques and positions taught in

classes.




180

Customers Satisfactions

Level of Satisfaction

Most

High

Medium

Low

Least

1. Product or Service (continued)

1.7 Well known both in Thailand and other countries.
1.8 Certificate available after finishing each course.
1.9 Adequate of suitable learning tools i.e. chairs,
whiteboards, Human Body Mannequins.
1.10 Clean and safe learning tools i.e. towels, bed sheets,
clothes and aroma oil.
1.11  Unique courses offered which are different courses
from other schools.
1.12  Good size of massage bed.
2. Price
2.1 Reasonable price
2.2 Clear information on courses’ prices on the website
and brochures.
2.3 Discount available for the later course taken.
2.4 Convenient payment with credit card through the
website.
2.5 Course worth your money.
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Customers Satisfactions

Level of Satisfaction

Most

High

Medium

Low

Least

3. Locations (Place)

3.1 Easy to commute.

3.2 Floor plan of the school i.e. classrooms, students
common area, etc.

3.3 Easy to contact school by phone or email.

3.4 Convenient and safe entrance and exit.

3.5 Convenient parking.

3.6 Proper service hours (8.00am — 6.00pm.)

3.7 Clear and concise information provided on the

website.

4. Promotions

4.1 Advertisements on different media i.e. brochure, spot
on the radio, newspaper, poster

4.2  Public relation marketing i.e.Thai traditional
massage road shows, Love Charity Project,
environmental concern projects.

4.3 Gifts and giveaways offered in special occasions i.e.

New Year celebration, special events.
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Customers Satisfactions

Level of Satisfaction

Most

High

Medium

Low

Least

4. Promotions(continued)

4.4

Repeat customer discounts available.

4.5

Detailed brochures about courses and services.

4.6

Brochures are shown in visible spot and accessible.

4.7

News and promotions update through magazines,

books and brochures.

4.8 Discounts when taking multiple courses.
5.Staffs (People)
5.1 Trainers are professional in their fields.

5.2

Trainers have an ability to communicate well with

students.

53

Trainers are always friendly.

54

Trainers can provide accurate information right away

when needed.

5.5

Trainers show enthusiasm while teaching.

5.6

Trainers pay attention to students.

5.7

Certified trainers.

5.8

Staffs could quickly provide accurate information

about courses for students.

5.9

Staffs are friendly and helpful.
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Customers Satisfactions

Level of Satisfaction

Most

High

Medium

Low

Least

6. Services(Process)

6.1 Course standard as promised and advertised in
brochures.

6.2 Flexible conditions and rules when applying for a
course.

6.3 Proofs of class registering documents required i.e.
photos and receipts.

6.4 Students must exercise and pray together before
class starts.

6.5 Students must pray together after class.

6.6 Notification emails when courses are going to start
or new courses are offered.

6.7 Evaluation exams regularly set up for evaluation.

6.8 Special classes available for students who need more
practice.

6.9 Certification after graduation.

7. Environment(Physical Evidence)

7.1  Appropriate and beautiful interior design.

7.2 Nice outdoor environment.

7.3 A/C temperature is at comfort level.

7.4 Enough indoor light with good air ventilation.
7.5 Service space is well designed and accessible.
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Level of Satisfaction

Customers Satisfactions Most | High | Medium | Low | Least

7. Environment (Physical Evidence) (continued)

7.6  Staffs wear uniforms.

7.7 Visible school sign.

7.8 Visible sign in front and out of the school.

7.9  Appropriate security system.
7.10 Clean and adequate restrooms for students.
7.11 Reliable and being approved by the Ministry of

Education, Thailand.

Part 3 Problems and suggestions from a respondent.

Please tick \/in front of the problems you have encountered.

(Feel free to choose more than one)

1. Products and Services

1.1

1.2
1.3

1.4

1.5

1.6

1.7

(

)

Does not offer alternatives and different courses i.e. Thai massage, Thai Foot
Reflexology Massage,Aroma Herbal Oil Massage.

Does not have enough number of trainers to students.

Number of students does not suitable with the classroom. (too much or too
less)

Non-suitable courses and practicing hours. (too much or too less)

Textbooks provided are not applicable, difficult to understand or contain
unclear illustrations.

Techniques used and positions taught are not applicable.

School is not reliable or not very well known in Thailand and other countries.
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1. Products and Services (continued)
1.8 () Does not provide certificates after finishing courses.

1.9 ( ) Lack of suitable learning tools i.e. chairs, whiteboards, Human Body

Mannequins.
1.10 () Unclean and unsafe equipmenti.e. towels, bed sheets, clothes and aroma oil.
1.11 () Courses are not unique and do not different from other schools.
1.12 () Improper massage bed size.
1.13 ()  Others (Please Specify.........ccoevviviiiiiiiiiiieneinnsn. )
1.14 ( ) None
2. Price

2.1 () Feesaretoo expensive

2.2 () Does not provide price detail clearly.

23 () No discounts offered

24 () Inconvenience payment method.

2.5 () Courses do not worth the money spent on.

2.6 () Others (Please Specify.........ccooviiiiiiiiiiiiiiiiean. )

277 () None

3. Locations (Place)

3.1 Locates too far and hard to commute.

3.2 Space is not well designed i.e. classrooms, students common area, etc.

33 Difficult to contact school.

34 Inconvenient and not safe entrance and exit.

3.6 Service hours are not convenient (8.00am. — 6.00pm.)

3.7 The website does not provide enough information about courses.

3.8

(
(
(
(

35 (
(
{
( Others (Please Specify.........cooeviiiiiiiiiiiiiieanen, )
(

)
)
)
)
) Inconvenient parking
)
)
)
)

3.9 None
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4. Promotions and Marketing
4.1 ( ) Lack of advertisement on media i.e. Brochure, spot radio, newspaper, poster
42 () Lack of public relations for example, the charity projects.
43 () Does not offer gifts or giveaways in special occasions i.e. New Year celebration,

special events, etc.

44 () Doesnot provide discounts for repeat customers.
45 () Does not have brochure about courses and services.
4.6 () Brochures are not available in visible spot and not accessible.
47 () Lack of news and promotions update through magazines, books and brochures.
4.8 () Does not have discount when taking multiple courses.
49 () Others (Please SpeCify........ccovvviiiiiniiiiiiiiiiiiaann, )
410 ( ) None
5. Staffs
5.1 ) Trainers are not professional in their field.

52 ) Trainers are lack of ability to communicate with students.

5.3 ) Trainers are not friendly.

5.4 )  Trainers could not provide students with accurate information right away.

5.5 )  Trainers are not enthusiastic.

5.7 ) Trainers do not meet the standard or do not have certification.

5.8 ) Staffs could not provide course information when needed.

5.9 ) Staffs lack of service mind.

5.10

(
(
(
(
(
5.6 () Trainers do not pay enough attention to students.
(
(
(
() Others (Please SPeCify.........coviviriiiiiiiiiiiiiaain, )
(

5.11 ) None
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6. Services
6.1 ( ) Does nothave course standard as promised and advertised in advertisement.
6.2 () Conditions and rules when applying for the course are too strict and complicated.
6.3 () Proofs of class registering documents required i.e. photos and receipts are too
strict and complicated.
6.4 () Students do not want to pray together before class.
6.5 ( ) Students do not want to pray together after class.
6.6 ( ) Does not have notification emails when courses are going to start or when new

courses are offered.

6.7 ( ) Doesnot have evaluation exams.
6.8 ( ) No extra classes provided for students who need more practice.
6.9 ( ) Does nothave certificate after finishing courses.

6.10 () Others (Please SPeCify........ocoiviviiiininiriiiiiiiiiiinns, )

6.11 ( ) None

7. Environment

7.1 Interior design is not appropriate or not beautiful.

7.2 Outdoor environment are not appropriate.

7.3 A/C temperature is not at the comfortable level.

7.4 Not enough lighting and bad air ventilation.

7.5 Service space is not well designed and not easy to access.

7.6 There is no uniform for staffs.

7.8 School sign in front and out of school are not visible.

7.9 Does not provide appropriate security system.

7.10 Unclean and inadequate restrooms for students.

7.11 Not reliable and do not have approval from the Ministry of Education, Thailand.

7.12

(
(
(
(
(
(

7.7 (
(
(
(
(
() Others (Please SPECIfy.............ocveveiieieeseeeneeennns )
(

)
)
)
)
)
)
) School’s sign is difficult to notice.
)
)
)
)
)
)

7.13 None
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2. What recommendations for improvement, if any, would you suggest?

I greatly appreciate your time and effort responding to this questionnaire.
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