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A STUDY OF SATISFACTION BY COMPARING EXPECTATIONS AND PERCEPTION
OF THE SERVICE MARKETING MIX : A CASE STUDY OF GUESTS USING THE
SERVICE AT PARIDA RESORT, SINGBURI PROVINCE
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Abstract

This study aims to: 1) investigate the satisfaction of customers at Parida Resort, Sing Buri Province,
categorized as demographic characteristics, and 2) compare the expectations and perceptions of the
marketing mix among customers at Parida Resort, Sing Buri Province. The sample group consisted of 400
individuals who had used the services at Parida Resort at least once. The research findings revealed that customers
were highly satisfied with the marketing mix of Parida Resort, Sing Buri Province, in four key aspects, ranked as follows: price,
physical appearance, product, and distribution channels. However, they expressed dissatisfaction in three aspects, ranked as
follows: marketing promotion, service processes, and personnel. The hypothesis testing results revealed that 1) Differences
in gender, age, and occupation among customers led to varying perceptions of the marketing mix at Parida Resort, whereas
differences in monthly income did not have a statistically significant effect at the 0.05 level. 2) A comparison between
expectations and perceptions regarding the marketing mix showed overall differences. Specifically, customers showed
significant satisfaction in three areas price, marketing promotion, and service processes (p < 0.05). However, dissatisfaction

was found in four areas: product, distribution channels, personnel, and physical appearance.

Keywords: Expectations, Perceptions, Marketing mix, Satisfaction, Resort
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