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ABSTRACT

The objective of this independent study was to examine Satisfaction of Japanese
customers towards service marketing mix of Hillside Plaza and Condotel 4. The studied outcome
could be utilized for the purposed of strategic planning and service development in order to
satisfy customer needs. The studied population was Japanese customers reside in 70 units of
Hillside Plaza and Condotel 4. The data collection was conducted through questionnaire and
analyzed by using descriptive statistic which consisted of frequency, percentage and mean.
Following were the research outcomes.

Most respondents were male, aged from 51 years old, married and held High vocational
certificate level. They were retired with more than 125,000 Baht average income per month.
Their main purpose of coming to Chiang Mai was for long-staying purpose. They have come to
Chiang Mai for 1-3 times. The month they have come to Chiang Mai was December. Their
period of time per stay was 2-3 months. They would come back to rent a condominium in Chiang
Mai again. The rental price of their condominium was between 10,001 — 15,000 Baht. The size of
their condominium was 45 square meters or smaller. They made their own decisions on their
condominium renting. They found out information about their condominium from their friends or

relatives.



Based on studied results on customer satisfaction towards the service marketing mix,
they were shown as follow: The customer scored the overall satisfaction level at medium level for
the service marketing mix. The highest marketing mix factors that customer rated were shown as
follow: People, Place, Physical Evidence, Product, Price, Process and Promotion, respectively.
The ten highest-rated sub-factors were shown as follow: Ability of employees to give basic
guidance of facilities i.e. internet and cable-TV usage, Accessibility to shopping area, 24-hours
presence of security guards, Courtesy and friendliness of service staffs, Availability of CCTV
security cameras system, Enthusiasm of service staffs to serve customers, Accessibility to
entertainment area, Ability of service staffs to communicate in Japanese, Cleanliness of lobby

area’s lavatory, and 24-hours accessibility.

The problems that customers encountered most are stated as follows. In term of product
factor, the bathroom and the toilet were not separated. In term of price factor, the cleaning service
charge was too expensive. In term of place factor, there was no 24-hours service. In term of
promotion factor, the advertising on printed media, brochures and signs were not sufficient. In
term of people factor, the staffs were unable to communicate in Japanese. In term of process
factor, the room reservation process was sluggish. Finally, in term of physical evidence factor,

there was no room’s electronic locking system.



