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The Implication of Customers’ Expectation to Marketing Mix Factors and their Self-
Perceived Reputation toward SPA Business on their Purchasing Decision for the
Service in Bangkok Metropolitan. (88pp.)

Advisor: Assit.Prof.Patcharaporn Kasaphakorn, Ph.D.

ABSTRACT

This research aims to examine the influence of samples’ demographic
factors on their expectation on the marketing mix of SPA business as perceived
by the samples in Bangkok Metropolitan, to examine the influence of samples’
demographic factors on their self-perceived reputation toward SPA business, to
explore the relationship between the sample’s expectation on the marketing
mix of SPA business and their self-perceived reputation toward SPA business, to
explore the relationship between the sample’s expectation on marketing mix of
SPA business and their SPA usage behavior, and to explore the relationship
between the self-perceived reputation toward SPA business and their SPA usage
behavior. Four hundred samples were selected by using stratified random
sampling and accidental sampling. The sum, mean, and standard deviation were
tabulated and used T-test, One-way ANOVA, and Pearson Correlation were used
to test the hypotheses at the statistical significance of 0.05. The results of the
research are as follows:

1. The samples have “highest” expectation on employees, physical
environment, venue, and price while they have “high” expectation on products
and sale promotion.

2. Samples’ self-perceived reputation toward the service quality offered
by employees is the most significant factors shaping their self-perceived
reputation, and in the second rank they perceived SPA business as “a business
that requires innovation for the health for the service users continuously,” and

perceived SPA business as “meet the needs of SPA customers,” respectively.



3. Samples perceived information about the SPA service through
magazine most frequently, and used the Thai Spa Message most frequently; the
reasons for purchasing the SPA service are for relaxation and stress reduction;
they used SPA service once to twice per month and would spent about 1,000
baht per purchase.

4. In testing the hypotheses, the findings revealed (1) that the sample
characterized by differences in gender, educational level, income per month will
have significantly different expectation on the marketing mix for SPA business;
(2) The sample characterized by differences in age, educational level,
occupation, and income per month will have significantly different; (3) Samples’
expectation on the marketing mix in respect to service (product), price, physical
environment, sale promotion, and process are positively correlated with their
self-perceived reputation toward SPA business at the statistical significance of
0.05 ; (4) Their expectation on the marketing mix are positively correlated with
their SPA usage at Bangkok Metropolitan at the statistical significance level of
0.05; and (5) The samples’ self-perceived reputation in respect to the service
(product), innovation, service standard, and service quality are positively
correlated with their SPA usage in Bangkok Metropolitan at the statistical

significance of 0.05.

Keywords: Expectations, Demographic Factors, Marketing Mix, Spa Business ,Self-

Perceived Reputation.
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P = 0.6

z = 1.96 (Tisgfuanuidiediu 95% laglinsuanuasund auns z

test tables)

e = 5% = 0.05
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