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Customer Satisfaction of White Bear Camping in
Amphoe Chiang Dao, Changwat Chiang Mai
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ABSTRACT

This study aimed to examine customer satisfaction of White Bear Camping, Chiang Dao district,
Chiang Mai province. Data collection was done through online survey, distributed to 300 old customers of
White Bear Camping and the obtained data were analyzed by the descriptive statistics i.e. frequency,
percentage, and means. Summary of the study results are presented as follows.

The findings indicated that for the customers, the service marketing mix of the White Bear Camping,
Chiang Dao district, Chiang Mai province with high level of importance included price, product, and physical
evidence and presentation factors, respectively. The service marketing mix with moderate level of
importance included service process, promotion, people, and place factors, respectively.

The findings also indicated that the service marketing mix of the White Bear Camping, Chiang Dao
district, Chiang Mai province with high level of customer satisfaction included physical evidence and
presentation, product, people, and service process factors, respectively. The service marketing mix with
moderate level of customer satisfaction included place, price, and promotion factors, respectively.

According to the analysis through the IPA (Importance-Performance Analysis Model) technique, the
service marketing mix of the White Bear Camping, Chiang Dao district, Chiang Mai province listed in the
Quadrant A was price factor; in the Quadrant B were product and physical evidence and presentation
factors, in the Quadrant C were place and promotion factors; and in the Quadrant D were people and
service process factors.

Elements enlisted in Quadrant A, which signified attributes that had high level of importance; but
could not satisfy the customers, were to have a wide range of room types in different rates to choose; to
accept credit card for room payment; to have enough signs to facilitate the travel to the resort; to promote
the resort through websites, Facebook, or social media; to regularly sustain relationship with customers, for
example sending messages informing the customers about special promotions offered; to have staff who
were willing to provide services, able to solve any of facing-problems, and promptly responded to any
inquiry through Facebook/social media within an hour after the inquiry was posted; and to have a resort

sign that was easy to see from road, respectively.
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