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ABSTRACT

This independent study aimed at studying student satisfaction towards service
marketing mix of Hua Kati Tutorial School, Mueang Chiang Mai district. Data were collected
from 180 current students of the studied school; then, all data obtained were analyzed by the use
of descriptive statistics, consisting of frequency, percentage and mean; and Importance-
Performance Analysis.

The findings showed that most students were female, studying in the last year of
upper secondary school (Matayomsuksa 6) in Sciences scheme and earning grade point average at
between 3.01-3.50. Their parents earned monthly income at the amount of 40,001-60,000 baht.
Most of them decided to study at the tutorial school with the aim to enhance their grade and spent
approximately 4,001-5,000 baht per month for it. The majority selected to take Thai Language
course and had been studying at Hua Kati Tutorial School for more than 1 year. Due to the
recommendation from friends, they decided to study at Hua Kati Tutorial School and before
coming to Hua Kati; they used to study at more than 3 other tutorial schools.

Based upon the study on 7 marketing mix factors, the results indicated that in
Product factor, the highest importance and satisfaction were given to having curriculum in needed
and offering educational guidance to students, accordingly. In Price factor, the highest importance

and satisfaction were both given to the discount for more than 1 course registration. In Place



factor, the highest importance and satisfaction were given to the location where was located
nearby student’s residence and the contact channel which could be done via electronic network,
accordingly. In Promotion factor, the highest importance and satisfaction were given to the
advertisement via media such as flyer and brochure and the free trial class at a time, accordingly.
In People factor, the highest importance and satisfaction were given to the ability of teachers to
give understandable and clear explanations and the reputation of teachers in specific fields,
accordingly. In Physical Evidence factor, the highest importance and satisfaction were both given
to the bright classroom. In Process factor, the highest importance and satisfaction were given to
the teaching hour and the flexible period to start the class at any time although the registered class
had already run.

The analytical results on the Importance-Performance Analysis indicated that the
following aspects of each service marketing mix should be improved. In Product factor, aspects
needed to be improved were the creditability of the tutorial school, the warranty of school record-
- including the refund for those who failed in the university entrance exam, the curriculum fitting
with student need, the distribution of exercises and former tests, the distribution of documents
with complete and accurate contents, the high possibility of those who studied at the tutorial
school to pass university entrance exam or to earn better school record and the completeness in
offering classes for all subjects. In Price factor, aspects needed to be improved were the
acceptance of installment payment and the discount for those who paid the tuition fee in total at
once or those who applied in group. In Place factor, aspects needed to be improved were the
location where should be located nearby student’s residence, the sufficiency of parking space and
the convenient location to access. In Promotion factor, aspects needed to be improved were the
advertisements via media such as flyer and brochure, the distribution of premium for those who
applied in group, the free trial class at a time before making decision, the advertisement found in
forms of billboard and vinyl board, and the participation in social activities. In People factor,
aspect needed to be improved was the circulation of update information to student as done by the
persons in charge of public relations. In Physical Evidence factor, aspects needed to be improved
were the proper space arrangement for service area and the brightness of classrooms. In Process

factor, aspect needed to be improved was the closed teaching hour.



