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Orawan Pacheruk. (2004). Customer’s Expectation and Perception towards theService Quality of Day
Spa in Sukhumvit Area. Master Project, M.B.A. (Marketing). Bangkok : Graduate School,

Srinakharinwirot University. Project Advisor : Asso. Prof. Supada Sirikudta.

The purpose of this research is to study customer’s expectation and perception towards the
service. quality of day spa in Sukhumvit Area. This research is examining five dimensions of service
quality in terms of appearance of place and facilities, skilt of service provider , responsiveness of
service provider , personality and relationship of service provider and care for customers of service
provider. Moreover, this. research is to study the difference between customers expectation and
perception in each service category of day spa in Sukhumvit Area.

The sample used in this research is male and female who use day spa in Sukhumvit
Area. Multi — stage sampling is used as a way to select the sample. A questionnaire was
constructed and used as a tool to collect data. _Percentage, mean, standard deviation, One-Way
Analysis of variance and t-test were used as statistical method to analyze data The analysis was
conducted by using SPSS for Window Version 11.5. This research test at the statistical significant
level of 0.05.

The majority of sample group is female, aged between 21 - 30 years old, single ,
bachelor's degree, employed in private companies and having monthly income of 20,001-30,000
Baht. Most frequent using type of service is face massage. By Considering expectation and
perception towards each service category found that customers have highest expectation in skin
treatment, face massage , oil massage, hair treatment, Thai. massage and foot massage
respectively. Customers have highest perception in skin treatment, Thai massage, oil massage, hair
treatment, face massage and foot massage respectively. By Considering expectation and perception
towards five dimensions of service quality found that customers have highest expectation in
personality and relationship of service provider, skill of service provider , appearance of place and
facilities, care for customers of service provider and responsiveness of service provider respectively.
Moreover customers have highest perception in personality and relationship of service provider,
appearance of place and facilities, skill of service provider , responsiveness of service provider and
care for customers of service provider respectively.

A Comparison between expectation and perception towards service category and the
service quality of day spa in Sukhumvit Area show that the perceived service quality is lower than
expectation in all aspect, which means customers are not satisfied with the service quality of Day

Spa in Sukhumvit area.

Results from the research are as follows:
1. Customers who use difference service categories; Thai massage, oil massage, foot
massage, skin treatment , hair treatment have different expectation toward service quality in terms of

appearance of place and facilities, personality and relationship of service provider and care for



customer of service provider. However, there is no difference expectation in terms of skill of service
provider and response satisfy for customer of service provider.

2. The perception of service quality of customers who used difference service categories;
face massage, Thai massage, ¢il massage, foot massage, skin treatment and hair treatment are
the same .

.3. Customer's expectation and perception of service quality in terms of appearance of
place and facility, skill of service provider , response satisfy for customer of service provider ,

personality and retationship of service provider and care for customer of service provider is

difference .
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15 Maedavee 27

il 405
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1. AN ERAEINTIIN ( Descriptive Analysis ) lanldafiadiugiu laun
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. o - a @
1.2 nyamdazuuuaiy (Mean) 1Egas (A3 29AT0us.2541:40)

x o= PR

n
- iy , |
o X wnu ATRZUURIRAY
X unu HATINVBINTUUUTBYR
n why mmmaonejmﬁama

. o .. a -
13 nwdniuauuuiasgw (Standard Deviation : S.D.) laofigasaslh (g3 196

Jauz.2541:40)
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[¥TH)] S.D. i ﬂ']ﬂ?'\illﬂﬂ\'llﬂ“&ﬂﬂ?ﬁ'i%

2 o \ e o
Z X M HATINLBIASUUULAREAILNOTRIRDS

2 x o ar
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oo de o -
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o & ad i A a e '
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(Cronbach’s Alpha Coefficient) lauldgas (iaun RTIEN.2546 : 449)

o = k covariance / variance

1 + {k-1) covariance / variance
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L a U AMATBENTON UL INLURIUOTAN

k N IIWIRAINIY
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3. gHEsuNY (Inferential Analysis) fllumimasausuudison Ueoh
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T ' ‘ - 1 o o a o 2
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(AT WATOUZ2541 : 249 )
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~ . AT ea . . .
io F W fuanuasfdRensaniu F - distibution
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TapaEuIOMIAINIRLR 8N

| wnaannals sS of MS (SS/df) F
Ewinnga SSb p-1 MSb MSb
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Sst = ANaRBNaYINTNED 2 VDI IR
P = Fwaungduenaing

N = SUIUT BT IRNTHAW)

MSb = dauulIdin ITings

MSw = el molungu
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a L L B J
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