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Abstract

Factors influencing the volunteer motivation of people in Sam Khok District Pathum Thani
Province. The objectives of this study were: 1. To study the motivation that leads to cooperation in
volunteering. 2. To study the development guidelines to motivate people to volunteer in the Sam
Khok district community. The data was collected using a questionnaire with a sample of 400 people in
Sam Khok District, Pathum Thani Province. The statistics used in the research include frequency,

percentage, mean, standard deviation.

The results of the research are as follows: Overall value volunteer motivation is very high ( x
= 4.11 S.D. = 0.62) Overall understanding volunteer motivation is high ( ><_: 4.07 S.D. = 0.74)
Development volunteer motivation is high ( X = 0.28 SD. = 0.85) Overall social volunteer motivation is

high (x = 3.935.D. = 0.87) Overall protection volunteer motivation is high ( X = 3.90 S.D. = 0.81) Overall

career path volunteer motivation is high ( x = 4.03 S.D. = 0.84) and benefits from the approach to
developing volunteer motivation Executives or entrepreneurs in the organization can use the results
of the research as a guide for strategic planning of the organization and human resource management

to reduce the problem of lack of motivation for employees to continue their volunteer activities.
Keywords: Motivation, Volunteerism, Sam Khok District
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Abstract

This research aims to synthesize the content, processes, and outcomes of the strategic project driving
local development towards sustainable development by the Faculty of Management Science, Surindra
Rajabhat University, in alignment with the BCG economic model, and to produce and disseminate
knowledge of the strategic project for local development by the Faculty of Management Science, Surindra
Rajabhat University, through storytelling in electronic book media. The study employs qualitative and
action research methodologies, incorporating participant observation, in-depth interviews, brainstorming
sessions, and content synthesis. The key informants include community members, community leaders,
project stakeholders, representatives of subdistrict administrative organizations, community development
officers, and agricultural officers, selected through purposive sampling, totaling 50 participants. The
findings reveal that: 1) the strategic project driving process aligns with the BCG (Bio-Circular-Green)
economic model across various dimensions; and 2) the E-book produced under the strategic project
serves as a communication tool for local development strategies. It enhances knowledge sharing and
learning within the community, reflects local identity and values, supports marketing and branding efforts,

fosters collaboration across sectors, and documents knowledge for sustainable development.

Keywords : Storytelling, Strategic Projects for Local Development
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Abstract

The objectives of this research were to 1) analyze costs and incomes from products, 2) analyze
returns and break-even point. This research use sample group consisted of 20 members in dried fishes
chili paste production business of Satree Tabao community enterprise, Ban Tabao, Prasart District, Surin
province. This research using purposive sampling method. This research instruments included
a structures interview. This research use accounting formulas were used to analyze the data.
The research results revealed that the total costs were equal to 15,37.23 Baht, manufacturing overhead
per product per time were equal to 100 Gram/Package were equal to 76.89 Baht/Gram/Package,
including 42.29 Baht/100 Gram/Package for direct raw material costs, 30.00 Baht/100 Gram/Package for
direct labor costs, and 4.60 Baht/100 Gram/Package for manufacturing overhead. Gross profit per time
were equal to 4,622.77 Baht, gross profit per month were equal to 23,113.83 Baht, gross profit per

manufacturing overhead were equal to 30.06% and gross profit per sales were equal to 23.11%.
Keywords: Occupational groups, Break-Even Point, Cost, Dried Fishes Chili
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Abstract

The objectives of this research are 1) to study the factors that influence truck drivers' intention
to resign, 2) to study problems that occur with employees, complaints, or various benefits that
employees need. This may influence the truck driver's intention to resign, and 3) to study ways to
retain employees Drive your car to stay with the organization for a long time. By collecting data from
an online questionnaire (Google form) by having the driver scan the QR code or questionnaire link via
mobile phone. to go in and answer the questionnaire From. The number of drivers in the company is
119 to analyze descriptive data (Descriptive Statistic). In addition, multiple regression analysis (Multiple
Regression) to study the relationship of each variable studied according to the set assumptions

The results indicate that the majority of respondents were aged between 26-35 years (57.10%),
had completed high school education (31.10%), were single (47.90%), had 1-3 years of work experience
(36.10%), and had a monthly income between 15,001-20,000 Baht (46.10%). Respondents generally
expressed opinions regarding various factors influencing their intention to resign, with high overall
agreement. Analysis reveals that motivational factors and interpersonal relationships with colleagues
have the highest average values. Regression analysis shows significant differences in personal income
among truck drivers, affecting their intention to resign at a statistically significant level of 0 . 0 2 7
Additionally, motivational factors related to job characteristics, personal job success, and organizational
support have a positive relationship with the intention to resign among truck drivers at a statistically
significant level of 0.05

In addition, factors influencing the intention to quit of truck drivers include personal factors
such as income during the first three months being insufficient to cover expenses, motivational factors

such as the job duties not matching the employees' knowledge and skills, factors related to work
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success due to the company's goals being too high for employees to achieve, and work-related factors
arising from the relationship between old and new employees, where there is division and a lack of
training from experienced employees.

The strategies for retaining employees within the organization include developing employees'
potential by enhancing their knowledge and skills relevant to their roles, providing continuous training
for new employees, and involving employees in the development of rules and KPIs to set appropriate

and achievable goals.
Keywords : Intention to resign, Motivation Factors, Hygiene Factors, Employee Retention.
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Abstract

This study has two objectives: 1) To study debt repayment problems of debtors of the
Government Savings Bank, Angthong branch after entering into the debt repayment moratorium.
2) To study approaches to solve debt repayment problems of debtors. Data was collected from
193 accounts of debtors who were currently in debt repayment relief measures with outstanding
loan of one installment or more using purposive sampling. using a multiple choice questionnaire.
And use the criteria to determine the level of influence of the problem by finding a wide range of
class interactions. The results of the study found that the majority of outstanding debt accounts
are career development loans with outstanding loan amounts of one million baht or more. There
is an installment payment that must be paid each month not exceeding 5,000 baht, and the
debtor has had chronic outstanding loan problems sine the COVID crisis. Currently unable to
repay debts normally. In addition, the debtor has monthly expenses that are at least higher than
the income received per month. 10,000-30,000 baht The solution to the problem can be done by
considering the problem. Give advice and set debt repayment measures according to debt

repayment ability and set new debt repayment conditions.

Keywords: measures, debtors, outstanding debts, problems, guidelines
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Abstract

This research aimed to investigate the impact of digital accounting skills on success
accounting career of corporate accountants in the Northeastern region of Thailand. Data were
collected from 83 corporate accountants in this region using a questionnaire. Descriptive statistics
were used to summarize the general characteristics of the data, while multiple regression analysis
was conducted to test the hypotheses and explore relationships between the independent and
dependent variables.

The results revealed that most respondents were female, under 30 years old, and held
a bachelor's degree or equivalent. Their assessments of overall digital accounting skills, professional
skills, learning skills for skill development, and emotional and thought management were all rated
highly. Similarly, their evaluations of overall work success, career advancement, work quality, and
job satisfaction were also high. The research findings indicated that: 1. Digital accounting skills,
specifically professional skills, had a positive impact on overall work success, career advancement,
work quality, and job satisfaction, with statistical significance at the 0.05 level. 2. Digital accounting
skills involving emotional and thought management positively influenced overall work success and

job satisfaction with statistical significance level at the 0.05
Keywords: Digital Accountant Skills, Success Accounting Career, The Northeast of Thailand
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Abstract

This research aims to 1) study personal factors affecting the decision to use the parcel delivery
service of Flash Express Co., Ltd. in Surin Province, 2) study marketing mix factors affecting the decision
to use the parcel delivery service of Flash Express Co., Ltd. in Surin Province, and 3) study service
quality factors affecting the decision to use the parcel delivery service of Flash Express Co., Ltd. in Surin
Province. The sample group used in this research was 385 parcel delivery service users of Flash Express
Co., Ltd. in Surin Province. The statistics used for analysis were percentage, frequency, mean, and
standard deviation. Hypotheses were tested using t-test, One-way ANOVA, and Multiple Regression.

The research results found that personal factors such as gender, age, education level, and
average monthly income did not affect the decision to use the parcel delivery service of Flash Express
Co., Ltd. in Surin Province. The result of the analysis of marketing mix factors affecting the decision to
use the parcel delivery service of Flash Express Co., Ltd. in Surin Province found that the factor that
had the most influence on the decision to use the service was price, followed by marketing promotion,
physical characteristics, products, and distribution channels, with statistical significance at 0.05 percent.
The result of the analysis of service quality factors affecting the decision to use the parcel delivery
service of Flash Express Co., Ltd. in Surin Province found that the factor that had the most influence
on the decision to use the service was responsiveness to customers, followed by knowing and
understanding customers, trustworthiness, and concreteness of the service, with statistical significance
at .05. The researcher believed that most users of Flash Express Co., Ltd. in Surin Province value fast
service and guaranteed delivery time, as well as trustworthiness in the organization. Therefore, the
organization should consistently establish service standards for the organization to be trustworthy and

build confidence in customers when deciding to use the service in the future.

Keywords: Service Marketing Mix, Service Quality, Decision Making
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Abstract

This study aimed to examine the effect of the service marketing mix on customer satisfaction
at art training institutions in Guizhou Province, People's Republic of China. The study involved surveying
401 guardians of students enrolled in these institutions. This research collected data through an online
questionnaire distributed via QR codes using simple random sampling. The results of multiple
regression analysis on the subjects, who were mostly female, had bachelor's degrees, had 4-6 family
members, had a monthly income of 5000-8000 yuan, and lived in Guizhou Province, showed that
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various elements of the service marketing mix, including price, product, promotion, place, process,
personnel, and physical aspects, significantly influenced customer satisfaction. The findings of this study
hold value for guiding future research and development in the competitive art training industry, as they
can contribute to enhancing customer value and fortifying the competitive position of these

institutions.

Keywords: Service marketing mix, Customer satisfaction, Art training institution

Introduction

With the continuous development of China's economy and society, the income level of
residents is also gradually improving, and the investment in family education is also increasing. In
addition, parents after the 1980s and 1990s paid more attention to children's education. China's current
per capita GDP is constantly increasing, and the scope of primary art education is expected to expand
rapidly. The art education sector in China is still in its infancy; however, exceptional businesses may
quickly annex them. To stay competitive, the government also provided strong policy support for
children's art education, making children's art quality the focus of current parents' education.
Government policy encourages art and science to inherit Chinese tradition and supports future
traditional Chinese calligraphy and paintings (Li et al. 2022). There are many new entrants in the training
industry business market in China. The research on service marketing in my country's training industry
has matured. Many large training institutions have begun to use and develop a set of marketing models
and systems suitable for themselves. However, most of these systems are systematic, suitable for
training institutions with large brands, and rarely customized service marketing research for small and
medium-sized training institutions. In 2020, the market size of the Chinese art education industry will
reach 259.8 billion yuan, and the compound growth rate of 2016-2020 will reach 9.53% (Zhuanzang.
2023). Despite this rapid growth, there remains a pressing need for marketing strategies that cater
specifically to the unique challenges faced by small and medium-sized training institutions in the art
education sector.

The service marketing portfolio, the prosperity of 7 Ps, Booms and Bitner (1981), can also be
applied to a service company and an intensive environment. Services have unique characteristics, such
as intangible, heterogeneous, inseparable, and perishing. In addition to the four traditional elements,
three essential elements are added: personnel, processes, and physical evidence. Hung (2020) pointed

out that products are measured by university affiliation, employment opportunities, previous academic
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achievements, and internships provided by universities. Ivy (2008) explains that the 7Ps consist of
premium, prominence, promotion, price, plan, prospectus, and people. Over the years, prominence
has been given to the image of admissions, a factor that confirms its importance. Promotion is the
marketing communication of business schools and is divided into two areas: traditional and traditional
media promotion. Newspaper advertising, publicity, and electronic media form the promotional
elements of the business school's marketing mix. Prospectuses are direct mail-related promotions. The
flexibility of paying tuition dominates the price. The plan is the scope of the service portfolio's product
element, degree, and professional selection. People are the elements of people in the service sector.
Providing face-to-face tuition fees may be more suitable for the location of the service portfolio and
the opening date of promotional activities.

In a fiercely competitive market, the organization is centered on the customer. Customer
satisfaction is an abstract and vague concept. Customer satisfaction has become an essential differential
factor in marketing strategies. Kotler and Keller (2013) define customer satisfaction as a sense of
satisfaction or disappointment when consumers compare the perceptual performance or results of the
product with their expectations. In psychological variables, personal beliefs, attitudes, and evaluations
may affect customer satisfaction, which differs from person to person and the satisfaction between
products. By measuring customer satisfaction, the organization can understand how they successfully
transport products to the market (Munteanu et al. 2010). According to the uncertain expectation theory,
customer satisfaction results from comparative customer expectations and views. Customers can be
satisfied only when service facilities meet or exceed customers' expectations (Kazungu and Kubenea.
2023). Student satisfaction has become essential for educational institutions as they increasingly view
themselves as customers. Student satisfaction is also often used to indicate quality and quality (Chen.
2017). Based on the prediction rate between students and institutions, the prediction rate involves the
two commitments of students: the goal commitment to obtain the degree, and the decision to obtain
the degree in a specific institution constitutes a sense of satisfaction that can be used from the number
of students and income (Carter and Yeo. 2016).

Recent studies highlight that arts learning enhances overall educational outcomes and
provides unique knowledge and skills (Shi & Nicolas, 2023). There has been a notable increase in
individuals enrolling in various art training courses to meet social, entertainment, and personal needs.

The rise of the Internet and new information technologies is expected to drive significant growth in art

NIANTIEIMEINTINNT WINendesvsigasuns U 9 adudl 1 unsiau - wwieu 2568



Journal of Management Science Research, Surindra Rajabhat University, Vol.9 No.1 January — April 2025 | 100

education, both for primary education and adult instruction. Consequently, institutions must engage in
effective resource planning and utilization to maintain or enhance their market position (Li et al., 2022).
While research on service marketing in China's training industry is well-established, it predominantly
addresses large organizations with significant resources. There is a noticeable gap in understanding how
small and medium-sized art training institutions can effectively use service marketing strategies to
improve customer satisfaction and retention. This study aims to fill this gap by focusing on art training
institutions in Guizhou Province, exploring how service quality and marketing mix influence customer

satisfaction, and providing practical insights for these smaller entities in a competitive market.

Research objectives
To investigate the effect of service marketing mix on customer satisfaction of art training

institutions in Guizhou, People's Republic of China.

Conceptual framework

According to the existing literature, the research conceptual framework is the effect of the
service marketing mix on customer satisfaction. There are seven elements of the service marketing mix
and one element of customer satisfaction. The conceptual framework and the relationships between
the latent variables of this study are presented in Figure 1. Therefore,

Hypothesis 1: Service marketing mix has a positive impact on customer satisfaction.

Independent variable Dependent variable

Service marketing mix

= Price

- Product

= Promotion |:> Customer satisfaction

- Place

- Process

- People

- Physical Evidence

Figure 1 Conceptual Framework of this research
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Research methodology
Population and sample

The participants recruited in this study were guardians who paid the course fees of an art
training institution for their children in the People's Republic of China. This sample research is for
guardians of the art training institution students in Guizhou, People's Republic of China. Then, this study
purposively selected four art training institutions and 2,800 students from the Y.B. art training
institutions that offer a variety of courses in art training, relate to the service marketing mix, and tend
to meet different satisfactions of the sguardians. One student must include one guardian on the
registration application to enroll in an art training institution. This study sample was a voluntary guardian
representative of a study participant. Sample selection in the Guizhou province survey sample size
adopted a random sampling method. The ratio of observations to variables is 10-20:1, which has also
been suggested, meaning that 10 observations are made for each observation (Hair et al. 2010). To
calculate the sample size in this study, the questionnaire with 43 items (questions) would require 430
respondents. 401 respondents completed a 43-item questionnaire. Results provide valuable insights
into the factors influencing guardians' selection of art training institutions for their children in China.

Research instrument and instrument quality

The study was designed as quantitative research. Self-administered online and offline
questionnaires were employed as instruments for this study. This questionnaire, partially adapted from
theory and based on past literature, was segmented into four variables. Questionnaires were used as
research tools to collect primary data from the study sample.

This questionnaire was composed of four parts. First, demographic profile of the
participants: gender, age, education, family member, monthly income, and child's age. Next, 33 items
questions will appear around the impact of the service marketing mix of arts training institutions. All
questions are modified from Carter & Yeo (2016), lvy (2008), Khorsheed et al. (2020), and Munteanu et
al. (2010). Then, ten items about customer satisfaction modification from Carter & Yeo (2016), Chen
(2017), Eberle et al. (2016), lvy (2008), Lim et al. (2020), and Ozkan et al. (2020). Questions asked
respondents to rate their extent of satisfaction using a five-point Likert scale ranging from 1 = very
dissatisfied to 5 = very satisfied.

We used the Rovinelli & Hambleton (1976) formula to calculate IOC values for our
questionnaire. Feedback from three experts was used to modify the questionnaire and reduce the
number of questions from 43 to 39. Questions with scores below 0.5 were removed from the final
questionnaire. This study used reverse translation to confirm the accuracy of the questionnaire's

translation. The translation quality was evaluated by comparing the English version with the backward-
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translated Chinese version (Brislin, 1970). An expert committee evaluated and approved the
questionnaire's methodology, which was then approved by the ethics committee on 13 September
2023.
Data collecting
After approval from the ethics committee, the researcher designs, creates, tests, and
maintains the online questionnaire with the advisors. The researcher will distribute questionnaires by
link to the guardian. A simple random sampling method was employed to collect data from
participants, and the data was collected to investigate the effect of service marketing mix on customer
satisfaction for two months.
Data analysis
The reliability coefficient of this research will use Cronbach's alpha coefficient method to
verify the quality of the research instrument (Cronbach, 1951). To test the internal consistency of this
questionnaire by Cronbach's value, Hair et al. (2010) suggested that the cutoff point to estimate the
reliability of one construct is 0.70. In this study, Cronbach's alpha coefficient value of overall
questionnaire was 0.940, which is acceptable in Table 1.

Table 1 Results of the Cronbach's alpha coefficient of variables

Variables Number of items Cronbach's alpha coefficient

Service Marketing Mix

Price 5 0.744
Product 5 0.860
Promotion 5 0.837
Place 4 0.784
Process 5 0.796
People 4 0.837
Physical evidence 5 0.876
Customer Satisfaction 10 0.893
Overall 43 0.940

Research results

The simple random sampling method was employed to collect data from participants. The
data collection period lasted two months; the researcher will check the returned questionnaires for
online surveys. The study is based on the different places in Guizhou Province, involving multiple

regions. Table 2 shows that 47.9% were males and 52.1% were females. The respondents in this study
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are mainly in the 21-30 age range, accounting for 48.6%, 33.2% under the age of 20, and 14.7% between
the ages of 31 and 40, while the proportion of people over the age of 41 is relatively low, only 3.5%.
Regarding educational attainment, most respondents have a higher degree; 58.4 percent have a
bachelor's degree, 7.7 percent have a bachelor's degree or above, and 33.9 percent have a high school

degree.

Table 2 Information for participants

Participations’ Information Frequency Percent
Gender Male 192 479
Female 209 521
Age Under 20 years old 133 33.2
21-30 years old 195 48.6
31-40 years old 59 14.7
Above 41 years old 14 3.5
Education High school 136 33.9
Bachelor's degree 234 58.4
Bachelor's degree above 31 77
Family Member 1-3 person 129 32.1
4-6 person 245 60.1
7 above person 27 7.8
Monthly Income Level 2,001-5,000 yuan 137 33.1
5,001-8,000 yuan 196 48.8
More than 8,001 yuan 68 18.1

This study used the Pearson correlation coefficient to investigate the correlations between
Price, Product, Promotion, Place, Process, People, Physical Evidence, and Customer Satisfaction, as
shown in Table 3. Moreover, the average customer satisfaction is 4.026, which indicates strong
agreement. The average service marketing mix is between 3.034 and 4.042. All dimensions are in a

string agreement, but only the price is in a medium agreement.
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Table 3 Results of Pearson's correlations and descriptive statistics

CS PR PD PM PL PC PP PE
(&) 1
PR 502%% 1
PD 47T .345%% 1
PM L4757 .320%* .284%* 1
PL L4797 311% A401%% 326%F 1
PC .500%* .360%* 281%% 270%% 256 1
PP 498** .354%* 284%%  350**  .340**  .280** 1
PE 502%* .352%* 350%% .342%% 306 266%% 347 1

Mean 4.026 3.034 4.042 3.672 3.635 3.756 3.953 3.858
S.D. 0.697 0.677 0.792 0.898 0.973 0.832 0.809 0.822

Note: ** Correlation is significant at the 0.01 level (2-tailed), Customer Satisfaction (CS), Price
(PR), Product (PD), Promotion (PM), Place (PL), Process (PC), People (PP), and Physical Evidence
(PE)

Multiple regression analysis was used to test this study. Hair et al. (2010) recommended that
the variance inflation factors (VIF) range from 1.97 to 2.36, lower than 10. The VIF result indicates that
the remaining predicted variables in the multiple regression model might contain all variables with
undetected multicollinearity and independent variables. The following service quality is divided into
five dimensions to analyze the regression model.

In the research on customer satisfaction, we analyzed seven factors: Price, Product, Promotion,
Place, Process, People, and Physical Evidence. The impact of these factors on customer satisfaction
was measured through regression analysis, with the following results:

Process: The coefficient is 0.379, with a standard error of 0.061; its standardized coefficient is
0.226, the t-value is 6.237, and the significance level is 0.000. The process is one of the most crucial
factors affecting customer satisfaction, having the most significant impact on enhancing customer
satisfaction.

People: The coefficient is 0.367, with a standard error of 0.081; its standardized coefficient is
0.170, the t-value is 4.523, and the significance level is 0.000. This indicates that the quality and attitude
of service personnel have a significant positive impact on customer satisfaction.

Physical Evidence: The coefficient is 0.303, with a standard error of 0.064; its standardized
coefficientis 0.179, the t-value is 4.742, and the significance level is 0.000. This shows that the physical
environment and tangible goods businesses provide can effectively enhance customer satisfaction.

Price: The coefficient is 0.270, with a standard error of 0.064; its standardized coefficient (Beta)
is 0.161, the t-value is 4.222, and the significance level (Sig.) is 0.000. This indicates that Price has a
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significant positive impact on customer satisfaction, with customer satisfaction increasing by an average
of 0.270 units for each unit increase in Price, a statistically significant result. Additionally, the tolerance
for Price is 0.728, and the Variance Inflation Factor (VIF) is 1.373, indicating that its multicollinearity
issue is insignificant.

Place: The coefficient is 0.269, with a standard error of 0.068, its standardized coefficient is
0.150, the t-value is 3.968, and the significance level is 0.000. This shows that location choice has a
significant influence on improving customer satisfaction.

Product: The coefficient is 0.256, with a standard error of 0.067; its standardized coefficient is
0.145, the t-value is 3.842, and the significance level is 0.000. This suggests that product quality also
has a significant positive impact on customer satisfaction.

Promotion: The coefficient is 0.236, with a standard error of 0.058; its standardized coefficient
is 0.152, the t-value is 4.093, and the significance level is 0.000. This indicates that promotional activities
can effectively enhance customer satisfaction.

Overall, all seven factors significantly positively impact customer satisfaction, with Process,
People, and Physical Evidence having a more pronounced effect on enhancing customer satisfaction.
These results provide essential bases for businesses in formulating strategies to improve customer
satisfaction. Businesses should focus on these critical factors by optimizing products and services,
strengthening promotional activities, improving service processes, enhancing the quality-of-service
personnel, and improving the physical environment, among other measures, to comprehensively

enhance customer satisfaction.

Table 4 Results of Multiple Regression Analysis

Unstandardized  Standardized Collinearity
Model Coefficients Coefficients t Sig. Statistics
B Std. Error Beta Tolerance VIF

(Constant) 2.961 1.637 1.808 071

Price 270 .064 161 4.222 .000 728 1.373
Product .256 067 .145 3.842 .000 741 1.350
Promotion 236 .058 152 4.093 .000 766 1.305
Place 269 .068 .150 3.968 .000 741 1.350
Process 379 .061 226 6.237 .000 .805 1.243
People 367 .081 170 4.523 .000 747 1.339
Physical Evidence  .303 .064 179 4.742 .000 748 1.337

Note: Dependent Variable: Customer Satisfaction

As shown in Table 4, the service marketing mix (Sig=.000) significantly affects customer
satisfaction. Due to the different individual unique contributions of different variables, it can be seen

that the beta value of online shopping experience (Price = 0.270, product= 0.256, Promotion = 0.236,
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Place= 0.269, process = 0.379, people = 0.367, and physical Evidence =0.303), and the higher the B-
value, the higher the contribution of customer satisfaction.
Therefore, the multiple regression model of service marketing mix and customer satisfaction

is as follows:

Y, =2.961+0.270X ,,; +0.256X 0y +0.236X 0, +0.269X , +0.379X o +0.367X ,,, +0.303X 5,

prom

According to this equation, we can calculate the corresponding customer satisfaction under
any service marketing mix within a reasonable range. However, there are some professional doubts
about calculating customer satisfaction based on only a few variables of the service marketing mix
(Price, Product, Promotion, Place, Process, People, Physical Evidence). Therefore, we only consider
these variables indicators of the service marketing mix, through which some customer satisfaction can

be explained.

Conclusion and discussion

This study explores the impact of the service marketing mix on customer satisfaction in art
training institutions in Guizhou, China. High satisfaction levels were noted, especially with teacher
quality and overall services. The analysis showed a strong positive correlation between service
marketing mix and customer satisfaction, emphasizing the significance of marketing strategies. The study
findings suggest that art training institutions can improve customer satisfaction by focusing on the
service marketing mix and adopting a customer-centric approach.

Process: The study results show that process significantly positively affects customer satisfaction.
This result coincides with a previous study by Camilleri (2021), which revealed that the process within
higher education institutions (HEIs) encompasses various aspects of service delivery, from teaching
methodologies to student and staff involvement in service execution. These processes are crucial for
managing marketing within the organization and ensuring the accessibility and quality of services like
faculty interactions, admissions, and support services.

People: The results of the study show that people have a significant positive effect on customer
satisfaction. The results are consistent with Brkanli¢ et al. (2020), which indicated that the human factor
positively impacts student satisfaction. The multiple regression analysis proved that the human factor
was significant for achieving student satisfaction. This can include encouraging current students and
alums to share their positive experiences, significantly enhancing credibility, and attracting new

students.
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Physical Evidence: The study results show that physical Evidence significantly positively affects
customer satisfaction. Consistent with the existing literature, physical Evidence and customer
satisfaction have a significant relationship (Abbas, 2020). This research focuses on the quality of services
in higher education institutions from students' perspectives and identifies several crucial elements,
including teaching quality, facilities, and support staff quality, which align with the concept of physical
Evidence in marketing.

Price: The study results show that Price significantly positively affects customer satisfaction. A
study conducted by Lim et al. (2020) found that Price significantly influences product brands in higher
education. The finding has important implications for higher education marketing theory and practice.
The results are consistent.

Place: The study results show that place significantly positively affects customer satisfaction.
This study emphasizes the role of place in higher education institutions' strategic planning and
competitive positioning (Nasreen & Afzal, 2020). The analysis examined factors such as the institution's
distance learning capabilities, showcasing how location, accessibility, and education delivery mode are
crucial for attracting and retaining students. The results are consistent.

Product: The study results show that Product significantly positively affects customer satisfaction.
This study result showed that Product significantly influences choosing a school (Iskandar et al., 2021).
It indicates that the customer's decision to choose a school will consider the quality of the Product,
such as the educational program.

Promotion: The study results show that Promotion significantly positively affects customer
satisfaction. This result is consistent with a study by Huang (2021), which discovered that sales
promotion is another factor that affects parents' selection decisions. One research by Brkanli¢ et al.
(2020) showed that Promotion positively correlates with students' satisfaction in higher education.
Promotions are not considered significant predictors of student satisfaction.

This study focuses on the seven key dimensions of service marketing portfolio and provides
empirical evidence for the impact of service marketing on customer satisfaction. The study also
highlights the potential impact of customer satisfaction on arts training institutions. According to the
study, customers believe that the quality of service provided by the company meets their
expectations, indicating that customers' expectations of service quality are consistent with what they
perceive. This means that mobile phone providers are providing the quality of service that their
customers expect and thus satisfying their customers. This finding is in line with Subrahmanyam &
Shekhar's (2014) study, which also identified the quality of service as a vital factor affecting satisfaction

and loyalty. The best service provided by arts training institutions satisfies students and makes them

NIANTIEIMEINTINNT WINendesvsigasuns U 9 adudl 1 unsiau - wwieu 2568



Journal of Management Science Research, Surindra Rajabhat University, Vol.9 No.1 January — April 2025 | 108

loyal to the school. Othman et al. (2020) found that after-sales service and marketing communication
have a significant positive impact on Umrah service directly and indirectly through customer
satisfaction. These are two essential aspects of service marketing mix that can be studied in other parts
of the world where Umrah services are provided. The study's findings provide a basis for further
validating customer behavior and contribute to understanding the relationship between the service

sales mix and customer satisfaction.

Recommendations

Contribution for academic and practical

This study developed a satisfaction questionnaire for training institutions to identify factors
that determine customer satisfaction. It explored the relationship between small and medium-sized
marketing mix and customer satisfaction while focusing on art training institutions in Guizhou Province.
The study identified problems in training institution marketing and enriched theoretical research on
enterprise marketing and management.

The Chinese art training market is expanding, and institutions must focus on offering quality
programs and excellent customer service to enhance customer satisfaction effectively, prioritize
optimizing service processes due to their substantial impact. Streamline and refine operational
procedures to minimize wait times and ensure efficient service delivery. Next, invest in comprehensive
training programs for service personnel to elevate their skills and service quality, which is crucial for
positive customer interactions. Improve the physical environment by ensuring it is clean, organized,
and visually appealing, as this significantly influences customer perceptions. Additionally, adopt
competitive pricing strategies to offer value and align with market expectations. Strategically select
service locations for their accessibility and convenience to the customer base. Consistently maintain
high product quality by incorporating customer feedback and staying abreast of industry advancements.
Finally, enhance promotional activities through targeted campaigns and special offers to attract and
retain customers. Addressing these factors systematically will lead to a comprehensive improvement
in customer satisfaction.

Recommendation for future research

This study used quantitative research methods to examine the impact of the service marketing

mix on customer satisfaction. The study's limitations provide avenues for future research, including
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conducting research and promotion targeting a broader population or industry with caution.
Longitudinal studies are more effective in collecting data before and after the course.

The study focused on the crucial role of service quality in customer satisfaction. Identifying
other variables, such as the organization's value, image, or reputation, is equally important.
Incorporating these variables in future research can help organizations improve their services and

determine the factors that influence customer satisfaction.
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Abstract

This study aims to 1) examine and analyze the business environment of spas in Mueang
Chiang Rai District, Chiang Rai Province, 2) propose strategies for spa business development in
Mueang Chiang Rai District, Chiang Rai Province. This study is qualitative research, with primary
data provided by 3 spa entrepreneurs and 3 customers in Mueang Chiang Rai District, Chiang Rai
Province, using in-depth interviews and content analysis. From the study, it was found that some
spas lack efficient personnel, communication skills, foreign language skills, modern product and

service identities, and technological advancement.
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Additionally, some spas are still relatively unknown. Therefore, the following strategies for spa
business development are proposed: 1) Aggressive Strategy: Focusing on marketing development,
product and service identity enhancement. 2) Survival Strategy: Focusing on customer retention.
3) Defensive Strategy: Focusing on technology and innovation development. And 4) Improvement

Strategy: Focusing on personnel development.
Keyword: Business Strategy, Spa Business, Chiang Rai
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Abstract

This research aimed to 1) study the current status of entrepreneurs who were successful in
exporting shallots in Sisaket Province and 2) study the guidelines for promoting and developing shallot
products in Sisaket Province to meet standards. This research is a mixed-method research. Data were
collected through in-depth interviews with 10 key informants and questionnaires with a sample of 50
people. Qualitative data were content analysis. The quantitative data were analyzed using frequency,
percentage, and standard deviation, and presented descriptively. The research results found that: 1)
The current situation of entrepreneurs who have been successful in exporting shallots in Sisaket
Province has a customer database of the original group being leading department stores, large
restaurants and large hotel businesses have been partners for many years and export with the same
operators who are major players in the shallot market. 2) Guidelines for promoting and developing
shallot products in Sisaket Province to meet standards. It was found that shallot products meet GAP
safety standards, which is an improvement in product standards and prices that made this results in a
large export volume and a guideline for promoting and developing shallot products in Sisaket Province,
with the overall level being at a high level (x =4.22, SD.=.708). When considering each aspect, it was
found that in terms of the quantity of shallot exports, the price was most appropriate for the quality.
(x =4.72, SD.=.706) . Next, the price of shallot products is at a high level. (x =4.48, SD.= .665). In terms
of marketing promotion, it is at a high level. (x = 4.16, SD.= .697). In terms of processed shallot products,
it is at a high level. (x =4.14, SD.= .751). The development and promotion of shallot technology is at a
high level. (x =4.08, SD.= .721). It was also found that entrepreneurs have increased demand for the

export volume of shallots both domestically and internationally.

Keywords: Export promotion, product development, shallot products
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Abstract

Participatory Action Research and Group Management for the Development of Peanut
Products, Ban Pan Community Enterprise Group, Dong Sing Subdistrict, Jang Han District, Roi Et Province.
The objectives are: 1. To study the condition and the potential for participatory group management in
the peanut production process. of the Ban Pan Community Enterprise Group, Dong Sing Subdistrict,
Jang Han District, Roi Et Province. 2. To develop an integrated community enterprise management
model for producing and distributing processed peanut products. of the Ban Pan Community Enterprise
Group, Dong Sing Subdistrict, Jang Han District, Roi Et Province. Collect data with the relevant
population. and is a community enterprise group of Ban Pan, Dong Sing Subdistrict, Jang Han District,
Roi Et Province, totaling 45 people. Integrated research methods By quantitative research, data is
collected from a sample group. Qualitative research uses in-depth interviews. Data analysis used
average values. standard deviation and content analysis. The results of the research found that group
management includes: 1) management There are still a small number of group members. Low working
capital due to lack of product development Products should be developed to have more variety. 2)
Distribution Increase distribution channels to be able to meet market needs. 3) Production: There
should be continuous development of the production process. 4)Finance: Sufficient financial resources
should be provided. Prepare accounts according to standards and product development section The

brand should be created to be unique. Create standardized packaginsg.
Keywords: Community Enterprise Group, Group Management, Development of Products
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Abstract

The objective of this research aims to develop a malware detection and alert system in
potentially dangerous files or links sent via the LINE application, using VirusTotal technology to
analyze risks through scanning with multiple security systems. The system is designed under the
name of SecureLine to quickly and accurately check and alert users about risks using 1,000 samples
of data, consisting of 840 links and 160 files, to enhance cybersecurity.

The results of the system performance evaluation test using 1,000 samples of data to
check files or links communicated via the LINE application showed that the file and link safety
results were 95.00 percent, meaning that the system can effectively detect risks of potentially
dangerous files and links. In particular, when considering the results of the system analysis from all
samples, checking the number of 840 links, the safety results were 95.24 percent, which is higher
than the general average. And checking the number of 160 files gave a safety result of 93.75
percent, which is still significantly and clearly effective in checking file safety. In addition, the results
of the study also help understand the operation and efficiency of the system in real situations and
provide important information for future system development and improvement.

Keywords: Secureline, Malware Detection, VirusTotal, Cybersecurity, LINE
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fFunction processinputText(text, ewvent) {
const ckURL =
text . .matchi

SCFrhttps 2 iAW LANS T+ | Qe L [0S ]+ | Chttps 2 s LR ]+ ) | Cwiew - [~n ]+ 20 g
S I T o
return ckURL.map{ (url) => {
tTry {
const params = i
url: wrl,
const apilrl = "https:/ /feww.wirostotal.com/apilfv3dfurls";
const options = {
method: "“post™,
contentType: "applicaticn/x-wiww-Form-urlencoded™,
headers: {
“x-apikey™: WIRUSTOTAL AFI_KEY,

;:vay_l::va::l: EBuildurlfPFarams (params),

const response = UrlFetchapp.fetch{apiurl, option=J);
const jsonresult = JIS0OM.parse(
response.getlontentText(])
J.data.id.toStringd);
const result = jsonresult.split(™-"3[1];
const output = getVirusTotalDataURL(result, ewent);
return output;
¥ catch {(errorl
return error . message;

3P
Ffunction buildurlParams(params) {
return Object.keys{params)

.mapf (key) => key + =" + encodeURIComponent{params[key ]}
cdodin(TET i

fFunction getvirusTotalDataURL((result]) |

const wurl = "https:iy fwaww.virustotal.comfapi/ w3 urlsy"” + result;
const headers = {
accept: "applicationsison”,
“w-apikey”: VIRUSTOTAL_API_KEY,
const options = {
method: “get™,
header=s: haaders,
try {
let response = UrlFetchapp.fetch{url, options);
Let jsonResponsese = J1S50M.parse(response.getContentText()};

return jsonResponse;
¥ catch {(ereorc)
return Srror.message;

Ul 1 dundsedddnvesiusunsuiililumsnsaseumnutasndouazeuideswesdan Tngld
Virustotal APl (Virustotal, 2023¢) Tsunsuilldlunsasivdeuanulaonsouwayanuideswosass Ingld
Virustotal Ipduuududiunilwesszuuililunsnsissouanudasniovesdaiiglddemnsiu LINE
Messaging APl Tngld VirusTotal APl titeTias1zsrindsfivaniudimudenidoll ssuuimnyautu
NMATEIUNIRTIRTULarkisfeudeanauleuaswuusnlulia iy processinputText() 14 Regular

sal

Expression (RegEx) Tumsduguazsaarifigunun hitp, https, 138 www. andeaudiglidean udads
Aarfvaiiilugs VirusTotal API iievenisiesest Ingldidive HTTP wuy POST dsfioyaargnuiantu
application/x-www-form-urlencoded w1uisAguU buildUrlParams() Lﬁadﬁauﬂaaamgnéfaq wdaandu
flari#u getVirusTotalDataURL() a¢ld Token (id) 7ilé5uann APl iefawanisiasest wu ananinidede
yosdaiuariuedesilefiudvindusunse neufisdimsudadoudldsinu LINE Renfuanudsses

faitiu Msvihanuvesssuuiinediuanudasadelunisdoaisiiu LINE lnensudadeugldineaiuieni

anafudunse Fumnzdmiunisfnwuasimunaiosdislunslesiuteanaulaues
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function processFileContent(messageld, name)} {

const LineEndpoint =

"https::/Siapi-data. linse.mes/vw2 /ot messages” + messageld + “JScontent™;
const LineResponse = UrlFetchbappe . Ffetchd{lineEndpoint, {
headers: 4
Aauthorization: "Bearer " 4+ CHANMEL ACCESS TOKEM,
¥:
Ty
const blob = lineResponse.getBlob{l;
CoOnNsStT ouTput = getwirusTotalODataFile(
bBlob.getBytes{0 .,
name

blob.getContentiyvze ()
bl
return cutput;

catcoch {errmorl {

return error.message;
Function getwvirusTotalDataFile{fileContent, FileMame, contentType} {
const url = "https:/  fwea . wirustotral  com apifwis i Ffilaes";
constT boundary = “boundary__ " 4+ Utilities.getuuidd();
const pawyload = Utrilities.newBlob(
- e
boundary -+
B
"Content-Disposition: form-data; name="FfFile"; Filemame="" 4+
FileMams +
Thrhn T s
“Content-Twee: -+
contentTyze +
Thrhnhrhn T 4
filedContent -+
i W Rl
- e

boundary +

23

constT options = {
method: "POST™,
headar=s: {
Tx-@pikewT: WIRUSTOTAL APl KEY,
"Content-Type™: "multipartsSform-data; boundary=" <+ boundarw,

baylnad: pavload.getBvtes(].

T

const wirusTotalResponse = UrlFetchapp.fetchi{url, options);
const analysisId = AISOM.parse(wirusTotalResponse.getfonmtentText(J}.data.did;
const analysisResult = getWwirusTotalAnalysis{analysisTd);

return analvsisAResult;
catch {errorsl)
return ercor.message;

Function getvirusTotalanalysis{analwvsisIdly 4

const wurl = "https: / fiweww .. wirustotal . comfapisvIfanalysesys" + analywsisId;
const headers = {

Ul 2 dundsedddnvesiusunsuiililumsnsaseumnutasadouazeuideswedlg Tagld
Virustotal APl (Virustotal, 2023¢) TWsunsuiildlunisasageunnulasnsouasanuidesesing Tngld
Virustotal Tanilandu processFileContent() waz getVirusTotalAnalysis() Tuaideil funumdagylu
nsessimudsanlndiglddsihuwoundindu LINE Tnsszuuasld virusTotal APl Tunséuinan
W& myavaeuliawis wasfmadnseiuuudnlud® tnglndsing 9 1Wu PDF wie ZIP asgnuasdudeya
Tuguuuy multipart/form-data tielansnsadasin HTTP ldmanassiu wieuuuudeuazvinvedlild
9nifuazds analysisid isldluniaidenualiasizsiann VirusTotal API Sunouimuniigneonuuuls
mnzanfunsiauasesioudafeuitlowesluriunnslénuais Tnsemzuuunanvledy LINE 3

Pafinanuiulawasanudasadeliuidldnuldegiaivsydnsam

o o
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Abstract

The objectives of this research were to study 1) the Facebook usage behavior of residents
of Pattaya municipality, Chonburi Province; 2) the Facebook literacy of residents of Pattaya
municipality, Chonburi Province; and 3) the relationship between level of Facebook literacy and
level of satisfaction with Facebook usage of residents of Pattaya municipality, Chonburi Province.
This was quantitative research. The sample population was 400 members of various Facebook
groups who lived in Pattaya Municipality, Chonburi Province. They were chosen by multi-level
random sampling. The data collection tool was an online questionnaire. A link to the questionnaire
was sent to the samples digitally. Data were analyzed using the descriptive statistics of reliability,
frequency, percentage, mean, standard deviation and Pearson’s correlated coefficient.

The results showed that 1) The samples used Facebook every day, for an average of 30
minutes per time, most often via their smart phones. The majority of samples used Facebook most
often just before going to sleep at night, followed by in the morning, while using the bathroom,
and during meals, in that order. They had a high level of satisfaction with using Facebook. The
things they liked, were, in order of importance, that it is easy and fast; that they can get up-to-date
information; that they can use it to creatively express their individual identity; that it is a fun way
to use free time; that it is a very fast way to communicate their ideas with others; and that it can
be used to generate income. As for their utilization of Facebook, the majority of samples used it
to find news and information the most. 2) The samples had a high level of Facebook literacy
overall, including media analysis skills, media access skills, media evaluation skills and media
utilization skills. 3) Level of Facebook literacy was correlated with level of satisfaction with

Facebook to a statistically significant degree at 0.01.
Keywords: Media literacy, Facebook, Facebook usage behavior, Satisfaction
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Abstract

The objectives of this research are 1) to study the conditions of effective performance-based
budget management in educational institutions under the Vocational Education Office, Ubon
Ratchathani Province 2) to compare the conditions of effective performance-based budget
management in educational institutions. Under the Ubon Ratchathani Vocational Education Office,
classified by position and work experience. Size of educational institution 3) To study problems and
guidelines for effective performance-oriented budget management in educational institutions. Under
the Ubon Ratchathani Provincial Vocational Education Office The sample group is There were 14
educational institution administrators and 246 teachers. The research instrument was The whole
questionnaire has a reliability of 0.984 and the interview form. Statistics used in data analysis include
percentage, mean, standard deviation. T-test and f-test and content analysis The results of the
research found that 1) effective results-oriented budget management in educational institutions
Overall, the operating conditions are at a high level. 2) Results of comparing opinions. Classified by
position and overall work experience Found that there was no difference Classified by educational
institution size, overall, it was found to be significantly different at the .01 level. 3) Problems and
approaches to performance-focused budget management. Carry out results of research on budget

management methods that focus on efficient results in all 7 areas
Keywords: Performance-oriented budget management, Effective, Vocational education
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Abstract

This research endeavors to 1) investigate the demand behavior for spa services of high-income
tourists based on the new normal 2) evaluate the efficacy of service management in spas of high-
income tourists based on the new normal and 3) propose managerial strategies for spa of high-income
tourists based on the new normal to promote Thailand’s health tourism industry. A mixed-method
approach is used for this research. The quantitative research population are Thai high-income tourists
aged above 18, 442 samples, who have used spa services from 2018 through 2023. Data collection is
facilitated through an online questionnaire. Statistical analyses encompass frequency, percentage,
mean, standard deviation, and regression analysis. Moreover, the qualitative research population
comprises 12 individuals actively engaged in spa business management. Data acquisition is conducted
through in-depth interviews and subsequently analyzed utilizing data categorization techniques. The
results of the demand of spa service using found that the service needs based on hygiene principles
had the highest average scores (4.72). The results of the efficiency of spa service management found
that the management aspect of cleanliness and hygiene standards and the aspect of location and
environment had the highest average scores (4.62). When using the results from quantitative research
and data analysis from in-depth interviews to confirm quantitative research results, can be determined
strategies for spa services based on the new normal to enhance Thailand's health tourism industry for
high-income tourists, comprises of: (1) Designing customer experiences that foster holistic relaxation.
(2) Prioritizing privacy-oriented amenities to cater to service users' needs. (3) Implementing personal
data management or health advice systems focusing on mental well-being and stress alleviation for
service recipients. (4) Incorporating knowledge about local ingredients to highlight their benefits,

thereby adding value to products and services. And (5), ensuring compliance with health principles,
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including obtaining certifications for health standards in spa establishments, and enforcing strict

adherence to health measures by spa employees.

Keywords: Spa Business, Spa Management, Health and Wellness Tourism, New Normal

Introduction

The tourism and service sector has emerged as a pivotal industry in Thailand, significantly
contributing to the nation's revenue in recent years. Thailand has solidified its position as a premier
global destination, attracting a substantial influx of tourists annually. Artthakhan et al. (2020) stated in
the Pacific Asia Travel Association (PATA) that Thailand's tourism industry generated tourism receipts
totaling 1.9 trillion baht in 2019, accompanied by a significant volume of international tourist arrivals,
reaching 39.8 million individuals. This surge in tourist arrivals has propelled Thailand to the 8th position
globally in terms of tourist arrivals (Saxon et. al, 2021), underscoring its significance in the broader
tourism and service sector. Furthermore, the emergence of wellness tourism as a burgeoning trend in
travel has garnered attention in recent decades (Koncul, 2012). The Global Wellness Tourism Economy
report by the World Bank (2018) revealed that the percentage of global wellness tourists expanded at
an average annual rate of 6.5% from 2015 to 2018. This growth can be attributed to the burgeoning
middle class worldwide, leading to heightened consumer demand for healthier lifestyles, a growing
fascination with experiential travel, and escalating airfare costs, alongside an increase in alternative
travel options. Collectively, these factors contribute to the flourishing of the wellness tourism industry.
In the same report, Thailand was highlighted as a leading destination in the wellness tourism industry.
Wayne and Russell (2020: 33) reported that Thailand received approximately 12.5 million wellness
tourists in 2017, securing the 13th position globally and the 5th position in Asia in terms of wellness
tourist arrivals. Additionally, the report estimated that the wellness tourism sector contributed over
USD 12 billion (approximately 390.8 billion Thai Baht) to Thailand's economy, signifying its substantial
role in bolstering the country's economic framework.

The spa and wellness service industry plays a crucial role in Thailand's economy, providing
significant employment opportunities and revenue while experiencing consistent growth. Thailand has
been forecasted a prominent global destination for spa and wellness services, ranking 16th worldwide
and 5th in Asia in 2020 (Bangkokpost, 2018). Siam Well Group (2022: 5) analyzed s of SMEs in 2022
revealed that the Thai spa and wellness sector reached a value of approximately 3.5 trillion baht, with
an impressive average growth rate of 8%. This sector is integral to Thailand's health tourism industry,
attracting international visitors and making a substantial contribution to the nation's economy. Studies

indicate that spa and wellness tourism can attract new segments of international tourists and stimulate
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spending among high-income travellers, further solidifying its position as a key driver in Thailand's health
tourism sector (Han et al., 2020: 424-440).

However, the COVID-19 pandemic has had a devastating impact on the tourism and service
industry since 2020, primarily due to government-imposed travel restrictions aimed at controlling the
virus's spread. These measures have resulted in decreased travel confidence among both domestic
and international tourists, with the spa business being particularly hard-hit. More than 70% of
establishments have permanently closed, leaving only 20% operational, while approximately 80% of
the sector's workforce is currently unemployed (International Labor Organization, 2020: 5). Under the
easing measures following the resolution of the COVID-19 situation, this type of establishment must be
very strict in maintaining a suitable environment before resuming services, and ensuring the confidence
and safety of users' hygiene. The focus is on safety, reducing contact, screening, and maintaining
distance between individuals. (Thanit & Sreedara, 2021). Therefore, entrepreneurs need to understand
the changing behaviors of consumers and be able to design services that make users feel safe and
confident in hygiene. Aligned with the government's initiatives to develop entrepreneurial capabilities
in the health tourism sector outlined in the national master plan and strategies for rejuvenating the
tourism and service industry, with a focus on enhancing experiences for high-quality tourists.

The researcher is interested in studying the behavior and demand for spa services, as well as
the efficiency of service management in spa establishments, in order to present management
guidelines for spa businesses targeting high-income tourists in Thailand based on the new normal. This
aims to develop skills and enhance the capabilities of spa operators in Thailand on an international

level, amidst the changing demand for services due to the impact of the COVID
Research Objectives

1. To investigate the demand behaviour for spa services of high-income tourists on the basis of
new normal.

2. To evaluate the efficacy of service management in spa of high-income tourists on the basis of
new normal.

3. To propose spa service management guidelines on the basis of the new normal for high-

income tourists to promote health tourism in Thailand.

Conceptual Framework

The independent variables in the study are the demand for services at spa establishments
among high-income tourists and the efficiency in managing services at spa establishments for high-
income tourists in Thailand based on the new normal. The dependent variable is spa service
management guidelines based on the new normal for high-income tourists to promote health tourism
in Thailand.
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The demand for services at spa establishments
among high-income tourists
Demand for experiential services

Demand for convenience amenities

Demand for health-related information or guidance
Demand for learning about local ingredients from

indizenous knowledge

Demand for services conforming to health principles Spa service management guidelines

on the basis of the new normal for

high-income tourists to promote

The efficiency in managing services at spa health tourism in Thailand

establishments for high-income tourists in Thailand
under the new normal

Organizational management and administration

Personnel management

Product management
Service product management
Venue and environment management

Standards in cleanliness and health management

Figure 1 Conceptual Framework: Spa service management guidelines based on the new normal for

high-income tourists to promote health tourism in Thailand

Hypothesis
Hypothesis 1: the different personal factors had different effects on the service management

efficiency of spa establishments for high-income tourists in Thailand based on the new normal.

Hypothesis 2 : The different of the demand for spa services among high-income tourists had
different effect on the service management efficiency of spa establishments for high-income tourists

in Thailand based on the new normal.

Research Methodologies

The study utilized a mixed research methodology, combining both quantitative and qualitative
approaches. Quantitative research involved gathering data through questionnaires to analyze the
behavior of high-income tourists and assess the management effectiveness of spa establishments
targeting this demographic. Meanwhile, qualitative research consisted of conducting in-depth interviews
with stakeholders in the spa industry to validate the quantitative findings, ensuring their credibility.
Additionally, qualitative research aimed to propose guidelines for service management in the spa sector
amidst the new normal, particularly for high-income tourist groups, with the ultimate goal of advancing
health tourism in Thailand.

Population and Sample Group
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Quantitative research will be employed to fulfil the research objectives in two main areas:

1. To investigate the demand behaviour for spa services of high-income tourists on the basis of new
normal. 2. To evaluate the efficacy of service management in spa of high-income tourists on the basis
of new normal. The purposive sampling technique was employed to select participants for the study,
targeting affluent Thai tourists aged 18 and above who had previously visited spa establishments
meeting the quality standards set by the Department of Business Development in tourist destinations
from 2018 to 2023. Krejcie and Morgan (1970: 607 - 610) formula was used to determine the sample
size, with a 5% margin of error, resulting in 383.83 sets of questionnaires. To ensure data completeness,
researchers increased the number of questionnaires by an additional 15%, totaling 442 sets to be
collected. The distribution across regions was as follows: Bangkok with 176 sets, Phuket with 36 sets,
Chiang Mai with 194 sets, and Khon Kaen with 36 sets. Qualitative research was employed to fulfil the
research objective in the third aspect, focusing on proposing guidelines for service management in spa
establishments under the new normal conditions to promote health tourism in Thailand for high-
income tourists. The researchers utilized the purposive sampling method, selecting 12 individuals
(Sawangdee, 1984: 3) with a vested interest in the spa business in Thailand. This sample comprised 6
representatives from the public sector and 6 representatives from the private sector.

Research tools and research instrument quality

To meet the requirements for fulfilling research objectives 1 and 2, researchers utilized a

questionnaire distributed via the google forms platform to gather data from tourists. This questionnaire
was administered to 442 tourists within the research area and comprised four distinct sections. For the
section 1, respondents provided demographic information, including gender, age, highest level of
education, and average monthly income, presented in a checklist format. Section 2 focused on the
utilization behavior of spa services, with questions presented in a similar checklist format to section 1.
Section 3 delved into the service requirements within spa establishments through five key questions
which are experience-related needs, convenience-related needs, quality information or
recommendations, interest in learning about local ingredients, and requirements for corrective services
aligned with health standards. Finally, section 4 assessed the management effectiveness of spa
establishments across five areas which are organizational management and administration, human
resources, product quality, service offerings, and management of cleanliness and hygiene standards.

There are three experts assessed the research tool's quality, resulting in a quality level of 0.92.
The tool's reliability was tested by administering the revised questionnaire to 30 tourists who were not
part of the sample group. The Cronbach's alpha coefficient method yielded a reliability score of 0.854
representing the good reliability of the scale according to Cronbach’s alpha coefficient scores and
explanation that Alpha coefficient must reach 0.70 or higher (Cronbach, 1990: 204).

Data Collection

The data collection for this research involved gathering information from two sources:
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1. Data from questionnaires: total of 442 sets of questionnaire data were collected
through the Google Forms platform.

2. Data from in-depth interviews: Information was gathered from individuals who have
a vested interest in the spa business in Thailand through in-depth interviews.

Statistical analysis
After questionnaire collection, the completed questionnaires are screened and categorized. The
statistical analysis for this research will be conducted in two parts:
Quantitative research

1. Descriptive Statistics: This analysis aims to describe the research findings using
measures such as frequency, percentage, arithmetic mean, and standard deviation of the independent
and dependent variables.

2. Inferential Statistics: To study the relationship between the dependent and
independent variables, inferential statistics will be employed. Specifically, regression analysis will be
utilized for statistical analysis to examine this relationship.

Qualitative Research

In the qualitative domain, typological analysis is employed by researchers for
comparing and analyzing content data through four essential stages: Interpretation, Constant
Comparison, Data Synthesis, and Generalization. Additionally, qualitative data processing methods,
such as content analysis, are utilized to identify themes by tallying repeated words and exploring both

manifest and latent content.

Research Findings

These approaches systematically structure the research findings and recommendations to
propose strategies for managing spa services under the new normal, with a focus on attracting high-
income tourists to bolster Thailand's health tourism industry.

1. The behavior of high-income tourists receiving services at spa establishments was
examined through a survey of general respondents. The findings reveal that a significant majority of
tourists, comprising 350 individuals or 87.50 per cent, were female. Among them, 205 individuals,
accounting for 51.29 per cent, fell within the age range of 23 to 39 years. Regarding educational
attainment, 196 individuals, constituting 49.0 per cent, held bachelor's degrees. Additionally, the
average monthly income of respondents ranged from 30,001 to 40,000 baht, with 273 individuals,
representing 68.3 per cent, falling within this bracket. In terms of service utilization behavior, the
majority visited spa establishments 1-2 times per month, with 201 individuals accounting for 50.2 per
cent. Among the services availed, oil massage was the most popular, with 241 individuals utilizing this
service, representing 60.3 per cent. Furthermore, the peak time for service receipt was between 16:01

and 20:00, with 203 individuals, accounting for 50.7 per cent, opting for services during this period.
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2. Analysis of the demand for services at spa establishments among high-income tourists

in Thailand based on the new normal reveals the following results, categorized by aspect: The overall

demand for services at spa establishments among high-income tourists in Thailand based on the new

normal is notably high (mean = 4.14). Upon examining specific aspects, it is observed that the demand

for services adhering to health principles is the highest, with the highest average score (mean = 4.72).

Following this, the demand for experiential aspects ranks next with a high average score (mean =

4.14), followed by the demand for convenience amenities, which also maintains a high average score

(mean = 4.07). according to Table 1.

Table 1 Overview of demand for services at dpa establishments among high-income tourists in Thailand

based on the new normal

The demand for services at spa establishments - Std. ]
among high-income tourists * Deviation Ratings

Demand for experiential services 4.14 646 Good
Demand for convenience amenities 4.07 737 Good
Demand for health-related information or 3.74 .903 Good
guidance
Demand for learning about local ingredients from 3.98 .935 Good
indigenous knowledge
Demand for services conforming to health 4.72 .556 Excellent
principles

Total 4.13 755 Good

3. For the performance evaluation of service management in spa establishments for

high-income tourists in Thailand based on the new normal, the income-stratified analysis results are as

follows: The overall performance in managing service provision in spa establishments for high-income

tourists in Thailand under the new normal is rated as highly efficient, with the highest overall mean

score (mean = 4.52). Considering income, the aspects of venue and environment, as well as standards

in cleanliness and health, received the highest average scores (mean = 4.62). Following this, personnel-

related aspects attained the highest mean score (mean = 4.61), while organizational management and

administration aspects also achieved the highest mean score (mean = 4.53), according to Table 2.
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Table 2 Efficiency in managing services at spa establishments for high-income tourists in Thailand based

on the new normal

Efficiency in managing services at spa

establishments for high-income tourists in X S.td: Ratings
Thailand under the new normal. Deviation

Organizational management and administration 4.53 703 Excellent
Personnel management 4.61 651 Excellent
Product management 4.44 .759 Excellent
Service product management 4.32 .798 Excellent
Venue and environment management 4.62 660 Excellent
Standards in cleanliness and health management 4.62 7102 Excellent

Total 4.52 712 Excellent

Hypothesis Testing 2 : personal factor, the highest level of education attained have a significant
effect on the efficiency of managing services at spa establishments for high-income tourists in Thailand
based on the new normal significantly at the 0.05. Meanwhile, gender, age, and average monthly
income, which vary, do not significantly affect the efficiency of managing services at spa establishments

for high-income tourists in Thailand under the new normal, according to Table 3.

Table 3 Personal factors effect on the efficiency of managing services at spa establishments for high-

income tourists in Thailand under the new normal

Adjusted Value
Personal Factors

Std. Error Beta Sig.
Gender 202 -.008 867
Age .058 119 065
The highest level of education attained .051 192 .002
Average monthly income .042 .007 .903

Hypothesis Testing 2 indicates that the preferences for spa services among high-income tourists
in Thailand based on the new normal vary across several dimensions. These differences, encompassing
experiential preferences, convenience amenities, health-related guidance, and adherence to health
protocols in service delivery, impact the efficiency of spa management for this demographic. These
variations are statistically significant at a significance level of 0.05. While the varying preferences for
learning about local ingredients from indigenous knowledge do not affect the efficiency of spa

management for high-income tourists in Thailand based on the new normal, as indicated in Table 12,
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the predicted efficiency in managing spa services for this demographic remains consistent at 68.60%.

according to Table 4.

Table 4 The demand for spa services among high-income tourists effect on the efficiency of managing

services at spa establishments for high-income tourists in Thailand based on the new normal

The demand for spa services among Adjusted Value
high-income tourists. Std. Error Beta Sig.
The demand for experiences .048 109 .031
The demand for convenience amenities .052 301 .000
The demand for  health-related .037 -.161 .003

information or recommendations

The demand for learning about local .030 .007 .883
ingredients from indigenous knowledge

The demand for services that adhere to .049 498 .000
health principles

When conducting in-depth interviews with stakeholders involved in spa businesses, the
following questions were addressed based on quantitative research findings (Spa business Stakeholders,
2023):

1. Issues regarding service demands in spa establishments and health.
2. Efficiency concerns in spa service providers' management.
3. The preferences for spa services among high-income tourists in Thailand.

Based on new normal circumstances, which varied, influencing the efficiency of spa
management for high-income tourists in Thailand, the analysis of data from 12 participants through
Content Analysis yielded the following results:

The analysis of customer demands in spa establishments and health reveals a clear emphasis
on adherence to health principles. This entails maintaining cleanliness throughout the facilities,
ensuring equipment is in optimal condition, and using products certified as safe by relevant authorities.
Customers also prioritize the cleanliness of spa staff. Furthermore, they value a positive service
experience, which includes skilled service delivery, personalized attention to their needs, and the
provision of appropriate recommendations. Additionally, customers appreciate convenient amenities
such as parking facilities and comfortable service areas.

In terms of efficiency concerns in spa management and health, the findings underscore the
paramount importance customers place on maintaining high cleanliness standards and implementing
health-oriented management practices within the establishment and its surroundings. Furthermore, in

terms of personnel and organizational management, customers prioritize uniqueness and individuality
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in the establishment's facilities and environment. They prefer locations that are convenient and safe,
with an emphasis on creating a relaxing atmosphere, potentially enhanced by music. Regarding
cleanliness standards and health management, establishments must adhere strictly to legal
requirements. This includes maintaining cleanliness without any unpleasant odours, ensuring
equipment and products provided are safe, and having knowledgeable staff proficient in using various
equipment and products safely and effectively.

The analysis of high-income tourists' preferences for spa services in Thailand based on the new
normal indicates that diverse service demands positively affect management efficiency. Variances in
experiential preferences, convenience amenities, and interest in local indigenous ingredients positively
influence service management efficiency. However, the requirement for precise health-related services
and adherence to health principles detracts from management efficiency. Furthermore, stakeholders
recommend that operators promote safety and health measures to instil confidence in service
recipients. Utilizing online social media platforms for advertising and promoting these measures is

advised.

Discussions

The study's findings regarding the factors related to the demand for services and the
performance evaluation of service management at spa establishments among high-income tourists in
Thailand based on the new normal can be summarized as follows:

Enhancing efficiency in managing spa services for high-income tourists in Thailand based on
the new normal primarily focuses on meeting overall experiential needs. There is a strong consensus
that spa establishments should provide a relaxing experience for their clients. This aligns with the
findings of Azman and Kim (2010: 36), who conducted a survey to identify the motivators for spa and
health tourists in Malaysia showed that the primary drivers of health and spa tourism are individual
requirements and lifestyles. The results of this study indicate that health-oriented tourists have a
significant preference for relaxation and enjoyment experiences when visiting spas and health

establishments.

Enhancing efficiency in managing spa services for high-income tourists in Thailand based on
the new normal primarily focuses on meeting overall convenience amenities. There is a strongest
consensus that spa establishments should provide amenities that prioritize privacy and personalization.
This aligns with the research conducted by Tipian (2022: 90), which studied the spatial components of
massage and spa businesses during the COVID-19 crisis, focusing on a case study of Day Spas in Bangkok.
The study found that operators should consider highly suitable and private spatial management within

the establishment. Operator should create the impression in spa by focusing in three areas: 1) the
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reception and waiting area, 2) the massage service area, and 3) the hygiene area within the

establishment.

Moreover, in term of the demand for health-related information or recommendations, spa
establishments should guide mental health and stress relief to their clients. This corresponds to the
research conducted by Chen et al. (2013: 25), which surveyed the service needs of spas within the
health tourism industry in Taiwan. The study found that personalized advice on health and beauty
care was beneficial for individual clients. In terms of the demand for learning about indigenous
ingredients, spa establishments are advised to highlight the benefits of using such ingredients, aligning
with the findings of Parwati et al. (2017: 222). They investigated the demand for spa and health products
sourced from local origins, revealing that incorporating local ingredients adds value to the products
and services of various spa establishments.

Lastly, concerning the demand for services compliant with health principles, this aligns with
the research of Cao & Nguyen (2021: 20) regarding the service preferences of spa and health operators.
Their study found that factors related to cleanliness and health were highly prioritized by tourists,
particularly in the wake of the COVID-19 virus outbreak.

Provide a
comprehensive
relaxing experience for

service recipients.
< 7 -
Services th her .
services that adhere Convenience

2 |zl Eindples amenities that focus

have certification .
on providing
personalized
accommodation for

users.

under the Health-related
Learning about local information or

ingredients from recommendations

indigenous knowledge regarding mental

adds value to health and stress relief
products. that are tailored to

individuals.

Figure 2: Spa service management guidelines based on the new normal for high-income tourists to

promote health tourism in Thailand

o o
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Recommendations
Recommendations for applying research results
The efficiency of managing services at spa establishments and health can be summarized
into the following guidelines for managing spa and health businesses to gain a competitive edge:

To optimize service management at spa establishments catering to high-income tourists in
Thailand amidst the new normal, it's paramount to focus on meeting experiential demands. These
establishments should strive to deliver a holistic relaxation experience to their clientele. This
encompasses extending warm greetings, providing attentive service, and curating a soothing ambience
through carefully selected music, lighting, and scents. Ensuring a tranquil environment, especially during
massage sessions, is essential. Offering distinctive products and personalized massage techniques
tailored to individual preferences can further elevate the relaxation journey.

Regarding convenience amenities, spa establishments should prioritize providing private
facilities to cater to the needs of their guests. This may include offering private treatment rooms, secure
storage lockers, well-equipped shower and bath areas, as well as separate changing rooms for men
and women. When it comes to health-related information and recommendations, spa establishments
should offer personalized guidance on suitable products and treatments. This may entail suggesting
skincare routines, muscle relaxation methods, or dietary advice customized to meet the specific needs
and preferences of each guest.

On the contrary, overselling products or aggressively promoting health courses can make
customers uncomfortable and create negative perceptions of the establishment. When it comes to
educating customers about local ingredients, spa businesses should emphasize the advantages of using
indigenous ingredients to enhance the value of their offerings. Additionally, incorporating local products
can enrich tourists' cultural experiences during their spa visits, thereby elevating the overall tourism
experience and supporting local industry growth.

Moreover, to meet health standards, spa establishments should obtain certifications attesting
to their adherence to health regulations. Staff members should strictly follow health protocols, and
spa facilities should be adapted to ensure service delivery that inspires confidence in customers while
complying with public health guidelines. Employees need to be well-versed, skilled, and meticulous
in their use of products and equipment. Regular inspections and maintenance of cleanliness standards
are imperative, and internal spaces should conform to public health safety measures like SHA+ to
ensure the business's resilience and continuity.

Based on the research findings, it is possible to understand the patterns of demand for spa
services and the level of efficiency in service management of spa establishments for high-income
tourists in Thailand based on the new normal. Spa providers can use all the information to design
strategies to manage the services of spa establishments to get a competitive advantage. Moreover,
the government sector can use all the information to plan guidelines for managing the services of

spa establishments.
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Recommendations for future research

To gain a competitive advantage in terms of spatial competition, operators should prioritize
the importance of conducting a study on the preferences for spa services among high-income
tourists in various regions to account for potential variations influenced by regional conditions
and lifestyles and utilizing the findings from this research to develop marketing
communication strategies targeted at enhancing awareness among the identified target

audience.
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