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Abstract

This independent research aimed to study (1) the general conditions of personal factors, service
quality satisfaction, and brand image perception of public hospitals in Bangkok by service recipients, and (2) to
examine how service quality satisfaction influences brand image perception of public hospital service
recipients in Bangkok. The sample consisted of 400 service recipients from public hospitals in Bangkok.
Questionnaires were used as the data collection tool. Data was analyzed using frequency, percentage, mean,
and multiple regression analysis.

The results showed that (1) The majority of respondents were female, aged 18-30 years, with
a bachelor's degree as their highest level of education. Most were employed as private-sector employees and
had an average monthly income of 10,000-20,000 baht. (2) Respondents expressed a high level of satisfaction
with the quality of services provided by public hospitals overall. The aspect with the highest average
satisfaction was service reliability, followed by high satisfaction levels in service assurance, empathy towards
patients, responsiveness to patients, and physical attributes, respectively. (3) Hypothesis 1 testing indicated
that different education levels led to variations in their perception of the public hospital's brand image, with a
statistical significance level of 0.05. And (4) Hypothesis 2 testing found that satisfaction with the quality of
services across all five dimensions significantly impacted the perception of the brand image of public hospitals

in Bangkok, with a statistical significance level of 0.05.

Keywords: Service Quality Satisfaction, Brand Image Perception, Public Hospitals
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Abstract

This research was aimed 1) to study English language competence of entrepreneurs in promoting
tourism based on the sufficiency economy, and 2) to examine entrepreneurs' needs of English language usage
in promoting tourism based on the sufficiency economy Huay Sua Thao Village in Pha Bong subdistrict, Muang
district, Mae Hong Son province. Quantitative research methodology was employed. The sample group was
comprised of 40 tourism, entrepreneurs and stakeholders, who were selected through purposive sampling.
A questionnaire with a reliability coefficient of 0.97 was utilized as the research instrument. The data was
analyzed by the Statistical Package for the Social Sciences (SPSS).

The findings were revealed as follows: 1) English language competence of entrepreneurs including
souvenir shop introduction and food and beverage recommendation were found at a moderate level:.. Other
aspects, including greeting, community shop introduction, tourist attraction introduction, and direction giving,
were identified at a low level, while the introduction of sufficiency economy philosophy was determined to
have the lowest mean score. And 2) The needs for English language skill development were identified at the
highest level in all aspects, with community shop introduction being rated as the highest need, followed by

souvenir shop introduction.
Andn UQJ, : English Language Usage, Sufficiency Economy, Mae Hong Son Province
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The tourists’ expectations and satisfactions on street foods in Mueang, Chiang Mai

Thein Aung1 , Punnuch Chaipinchanaz* and Thosaphon Bunsiri®

Abstract

The purpose of this research is to combine survey questionnaires, researched data, and statistical
analysis to explore correlations between tourists’ expectations and satisfaction for street foods in Mueang,
Chiang Mai. This research also analyzes the relationship between tourists’ expectations and satisfaction for street
foods in Mueang, Chiang Mai. The objectives of this research are to study the tourists’ behavior of street foods
in Mueang, Chiang Mai and to analyze the tourists’ expectations and satisfaction of the marketing mix of street
foods in Mueang, Chiang Mai. This study uses a combination of statistical tools for descriptive analysis and
inferential statistical analysis by distributing the questionnaire to 385 foreign tourists who have experienced
street food in Chiang Mai. The questionnaire consists of 3 parts with a total of 33 questions. The questionnaire
is divided into 3 parts: the participants' personal information which contains multiple-choice questions, including:
Geographic location, Gender, Age and Educational Level, The tourist behaviors which contains the multiple-
choice questions, including 6W1H (who, what, when, where, why, whom, and how), tourist’s expectation and
satisfaction of the street food in Chiang Mai with marketing mix which contains rating questions, including

marketing mix 7ps (Product, Price, Place, Promotion, Process, People, and Physical Evidence).

Keywords : Marketing Mix 7ps, tourist behavior, expectations, satisfactions, street foods.

! Faculty of Business Administration/ Department of Business Administration Thein Aung
e-mail: Jerrychang.aung@gmail.com

2 Faculty of Business Administration/ Department of Business Administration Punnuch Chaipinchana
e-mail: punnuchchai@gmail.com

® Faculty of Business Administration/ Department of Business Administration Thosaphon Bunsiri

e-mail thosaphon_b@payap.ac.th



The 15th Payap University National Research Conference 2025 In Cooperation : UNRN and APHEIT
February 14, 2025 Payap University Research Office.

Background and Rational

Street food has been a popular and important part of many cultures around the world for centuries. It
refers to food that is prepared and sold by vendors on the streets or in other public places, typically from
portable stalls or carts. Street foods are an important part of local economies. In some places, they even provide
a source of livelihood to the unemployed. Street food is also a great way to support local food processors and
farmers. One of the main reasons for the popularity of street food is its convenience and affordability. Street
food is often quick and easy to prepare and can be purchased at a relatively low cost, making it accessible to
a wide range of people. It can also be found in many different locations, from busy urban centers to more
remote areas, making it a convenient option for those who may not have access to other food options. Street
food can also play an important role in supporting local economies, particularly in developing countries. Street
vendors often operate small businesses and rely on their sales to support themselves and their families. By
purchasing from these vendors, consumers are supporting local entrepreneurship and contributing to the growth
of small businesses. Many street food dishes are deeply rooted in the local cuisine and culture of the area in
which they are sold. By experiencing and enjoying street food, consumers can gain a deeper appreciation and
understanding of the culture and traditions of the area. However, it is important to note that there are also
potential risks associated with street food, including issues related to food safety and hygiene. Vendors need to
follow proper food handling and preparation procedures to ensure that their products are safe for consumption.
Thus, street food can provide several benefits to both consumers and vendors, including convenience,
affordability, cultural significance, and support for local economies (John, 2023).

Glasier (2023) concluded that street food is still popular in Chiang Mai. In fact, it's safe to say it's even
thriving, given the influx of modern food options and the global crackdown on street food. Sitting in a plastic
chair and eating a bowl of noodles is as much a part of everyday life as going to work or waking up in the
morning. It is essential to the survival of many Chiang Mai people. It attracts visitors from around the world for
a unique dining experience, while providing employment opportunities and boosting the local economy. It also
nourishes the community by making real food from scratch at affordable prices. Street food in Chiang Mai is
pretty much the same as anywhere else in the world. These cooks go to the market in the morning to shop
and gather the ingredients for the day. They then prepare and cook fresh vegetables and meats to quickly serve
waiting customers. When the day is over or they run out of food, they pack up and are ready to start the process
all over again the next day. From night markets to makeshift street carts, the city is full of food, and nearly all
of it is as good, if not better, than anywhere in the world. The key to finding the best food in Chiang Mai is
getting outside the walls of the touristy old city and exploring the surrounding areas where locals commute and
live. The Old Town of Chiang Mai is surrounded by amazing street food areas, markets and restaurants to satisfy
Chiang Mai's hungry working people. There are small restaurants all over the city, which are basically a storefront
with a makeshift kitchen in the front. Actually, these are street food vendors with roofs and refrigerators. Some
of the best food in Chiang Mai can be found at these open-air style restaurants. Since the restaurants are open

air, it's easy to see if local Thai people eat at these places before you decide to eat there. Delicious dishes are
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cooked all over the city from a variety of street food vendors. Other vendors make food from boxes welded to
the back of motorcycles. Some of the best local delicacies in Chiang Mai are made in a simple box and over a
charcoal grill. They simply proceed the foods and pass it on to hungry people as they pass by. You can also
find delicious street food in Chiang Mai markets. These vendors offer food styles that are either foods you can
eat while you shop, or other pre-made foods for you to take away. The market value of street food stalls in
Thailand amounted to around 180 million Thai baht in 2021. This was forecast to reach 186 million Thai baht
in 2022. Street food segment plays a big role in the food sector of Thailand, offering a variety of cheap food

items and convenience (Statista Research Department,2022).

Objectives

The main purpose of this research is to combine survey questionnaires, researched data, and statistical
analysis to explore correlations between tourists’ expectations and satisfaction for street foods in Mueang,
Chiang Mai. This research also analyzes the relationship between tourists” expectations and satisfaction for street
foods in Mueang, Chiang Mai.

1. To study the tourists’ behavior of street foods in Mueang, Chiang Mai.

2. To analyze the tourists’ expectations and satisfactions of marketing mix of street foods in Mueang,

Chiang Mai.
Hypothesis
H1: Mean level of Tourist’s expectations and satisfactions in product are different.
Ho: Mean level of Tourist’s expectations and satisfactions in product are not different.
Hy: Mean level of Tourist’s expectations and satisfactions in product are different.
H2: Mean level of Tourist’s expectations and satisfactions in price are different.
Ho: Mean level of Tourist’s expectations and satisfactions in price are not different.
Hy: Mean level of Tourist’s expectations and satisfactions in price are different.
H3: Mean level of Tourist’s expectations and satisfactions in place are different.
Ho: Mean level of Tourist’s expectations and satisfactions in place are not different.
H,: Mean level of Tourist’s expectations and satisfactions in place are different.
Ha: Mean level of Tourist’s expectations and satisfactions in promotion are different.
Ho: Mean level of Tourist’s expectations and satisfactions in promotion are not different.
H: Mean level of Tourist’s expectations and satisfactions in promotion are different.
H5: Mean level of Tourist’s expectations and satisfactions in physical evidence are different.
Ho: Mean level of Tourist’s expectations and satisfactions in physical evidence are not different.
H: Mean level of Tourist’s expectations and satisfactions in physical evidence are different.

Hé: Mean level of Tourist’s expectations and satisfactions in people are different.
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Ho: Mean level of Tourist’s expectations and satisfactions in people are not different.
Hy: Mean level of Tourist’s expectations and satisfactions in people are different.

H7: Mean level of Tourist’s expectations and satisfactions in process are different.
Ho: Mean level of Tourist’s expectations and satisfactions in process are not different.
Hy: Mean level of Tourist’s expectations and satisfactions in process are different

Scope of Research

Scope of Population The tourists who have tried the street foods in Mueang, Chiang Mai.

Scope of Content The scope of content for this research are the tourist’s behavior (6W1H), the
marketing mix (7P’s), the relationship between tourist’s expectations and satisfaction and street food situation
in Chiang Mai.

Scope of Area The old town of Chiang Mai province.

Literature Reviews

Tourists’ Behavior (6W1H)

Tourism Behaviors consider plans and behaviors for tourist spending on street food. The 6W1H is a
framework used to gather information and ensure comprehensive coverage of a topic. It consists of six "W"
questions (Who, What, When, Where, Why, Whom and How) and one "H" question (How much/many).

Tourists” behavior-Involves deciding to buy street foods from a vendor on the street for usage by
oneself or a group. It's a synonym for "consumer buying behavior," which refers to consumers as distinct to
business which is influenced by personal, cultural, social, economic, and psychological factors all have a role
in shaping consumer behavior, making them essential to any marketing strategy. Hypothesizing that behavior
can be defined as a directly or indirectly observed response, there are several distinct substantive domains of
human development (physical, perceptual, cognitive, language, personality, and social) (Esposito et al, 2017).

There are two main factors influencing consumer behavior, internal factors and external factors (Assael,
1998). The internal factors include psychological attributes comprising perception, learning, attitude, motivation,
personality and the living style of the consumer. The external factors mean environmental condition
characteristics such as the family, social class, culture, and the person’s reference group. Regarding these
external factors, the consumer behavior model includes those marketing mix factors that are also input factors

(Sereerat, 2009).

Marketing Mix (7P’s)

The marketing mix, also known as the 7Ps, is a framework that helps businesses plan and execute their
marketing strategies effectively. The 7Ps represent seven key elements that businesses should consider when
developing their marketing approach. According to Booms and Bitner (1981) the 7p factors: Product, Price, Place,

Promotion, People, Process and Physical Evidence are as follows:
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Product - this refers to the tangible goods or intangible services that a business offers to meet customer

needs and wants. It involves product design, features, quality, branding, packaging, and any additional services
associated with the product.

Price - price represents the monetary value assigned to a product or service. It involves determining
the appropriate pricing strategy, considering factors such as production costs, competitor prices, customer
perceptions of value, and desired profit margins.

Place - place refers to the distribution channels and locations where customers can access the product
or service. It involves decisions regarding the selection of sales channels (e.g., online, retail, direct sales),
inventory management, logistics, warehousing, and supply chain management.

Promotion - promotion encompasses the activities that businesses undertake to communicate and
promote their products or services to the target market. It includes advertising, public relations, sales
promotions, personal selling, direct marketing, social media marketing, and other communication strategies.

People - people represent the individuals who are involved in delivering the product or service to
customers. This includes employees, salespeople, customer service representatives, and any other personnel
who interact directly with customers. It's essential to focus on employee training, recruitment, and creating
a positive customer service culture.

Process - process refers to the series of steps or procedures that customers go through when interacting
with a business to purchase a product or service. It involves the customer journey, from initial contact to post-
purchase support. Optimizing processes helps ensure a seamless and efficient customer experience.

Physical Evidence - physical evidence relates to the tangible elements that contribute to the overall

customer experience and influence perceptions. It includes the physical environment, facilities, signage,
packaging, and any other tangible aspects that customers encounter during their interaction with the business.

A marketing mix is a set of related actions and solutions that enable meeting the needs of consumers
and achieving the company's goals. (Pranulis,1998) describes the marketing complex as follows: "A marketing
complex is a set of decisions and market influence tools used by a company to elicit the desired reaction in
the target market, meet consumer wants and needs and achieve its goals. (Rathod, 2016) considered that the
concept of Marketing Mix helps marketers to review and define key issues such as Product, Price, Place,
Promotion, People, Process & Physical evidence that affect the marketing of their tangible offering (Products)
and intangible performances (Service). As a marketing strategy to review competition in the market, the service
marketing mix which is also known as extended marketing mix is a significant part of a service plan which is

essential for optimum service delivery.

Expectation and Satisfaction
Expectation - expectation refers to the anticipation, beliefs, or desires that customers have regarding
a product, service, or overall experience. Customer expectations are pretrial beliefs about a product or service

(Olson and Dover ,1979).
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Satisfaction - satisfaction measures how well a product or service meets or exceeds customer
expectations. It reflects the customer's perception of the overall experience they had with a company.
When customers' experiences align with or surpass their expectations, they tend to be satisfied. Satisfaction can
be influenced by factors such as product performance, service quality, pricing, timeliness, customer support,
and the overall value delivered (Inabo & Writer,2022).

Customer Expectations- As the desires or wishes of consumers, that is, what they think a service provider
should deliver rather than what it offers. They stated that service providers must meet expectations and
recognize customer needs to achieve customer satisfaction in the service they provide. Customer expectation
plays an important role in a customer’s assessment (Cardello,1995). Customer expectation is closely related to
the perceived quality of the product. The customer expects quality in sensory terms (taste, sight, touch-relating
to texture), in terms of convenience, and in terms of the process (ecological/organic, natural production, animal
welfare, genetically modified crops, etc.) (Brunsg, Fjord, &Grunert,2002; the same perception of quality used in
the model by Grunert,2005, and by Ophuis & Van Trijp,1995).

Customer satisfaction (Perception)- It is the difference between consumer expectations and consumer
perceptions of what companies provide to them. Satisfaction follows the feelings of pleasure or disappointment
that someone appears after comparing the perception of the performance of a product and its expectations.
Satisfaction is described as a cognitive construct (Westbrook & Oliver, 1991) and involves affective responses (Yi,
1990) as well as behavioral tendencies (Wirtz et al., 2000); scholars view satisfaction as a summary of both
(Cliver, 1993). The underlying argument is that the difference in expectations and experience would lead to
disconfirmation; when the service expectations exceed the customer expectation, the customer feels satisfied;
when the service does not meet the expectation, the customer feels dissatisfied (Oliver, 1980). The model is
based on the notion that expectations shape satisfaction and results in positive word of mouth or

recommendations (Sun et al., Citation2021; Teo & Soutar, 2012)

Street food in Chiang Mai
Prepared or in a process of preparing food of a kind that is typically sold to customers on a street or

sidewalk and that is often designed to be carried and eaten while walking in Chiang Mai, a city in Northern

Thailand.

Research methodology
Population

The foreign tourists who have experienced street food in Mueang, Chiang Mai
Sampling

The target population of the chosen sampling method is a total of 385 foreign tourists who have
experienced street food in Mueang, Chiang Mai. The researcher collected data between 20 Nov 2023 and 15
Jan 2024 such as on Sunday and Sunday night market by the time 6:30 pm and around in Muang, Chiang Mai.

After recruiting and selecting the participants, the researcher greets them and asks for permission to answer the



m The 15th Payap University National Research Conference 2025 In Cooperation : UNRN and APHEIT
February 14, 2025 Payap University Research Office.

guestionnaire. The researcher also informs them about the title of the research and objectives. In case they are
inconvenient to answer the questionnaire, the researcher stops and apologizes to them. Cochran’s Formula for

unknown population using standard error of 5% (Cochran, 1977)

Z'pq
n, = o2
Z = 1.96
p = 0.5

e = 0.05 (standard error 5%)
_(1.96)% (0.5) (1 — 0.5)
o (0.05
n, = 385

Ny - Sample size

Z - The abscissa of the normal curve that cuts off an area Q at the tails;

(1 - Q) equals the desired confidence level, e.g., 95%)

e - the desired level of precision,

p - the estimated proportion of an attribute that is present in the population, and g is 1-p.

The value for z is found in statistical tables which contain the area under the normal curve.

e.g Z = 1.96 for 95 % level of confidence

Sample Size

In this study, simple random sampling is used to randomly select 385 foreign tourists who have

experienced street food in Chiang Mai.

Tools of Study/Instruments and research statistics

This questionnaire will be distributed to 385 foreign tourists who have experienced street food
in Chiang Mai. The questionnaire consists of 3 parts with a total of 33 questions. The questionnaire is divided
into the following parts:

Part 1 The participants' personal information. This section contains 1 fill question and 3 multiple-choice
questions, including Geographic location, Gender, Age and Educational Level.

Part 2 The tourist behaviors. This section contains 7 multiple- choice questions, including 6W1H
(who, what, when, where, why, whom, and how).

Part 3 Tourist’ s expectations and satisfaction of the street food in Chiang Mai with marketing mix.
This section contains 22 rating questions, including marketing mix 7P’s (Product, Price, Place, Promotion, Process,

People, and Physical Evidence).
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Research statistical analysis
This study uses a combination of statistic tools for descriptive analysis and inferential statistical analysis.

Part 1 Descriptive Analysis

Part 1.1 Descriptive analysis Demographic. This part has 1 question in filling and 3 questions in multiple
choices that concern with demographic such as Geographic location, Gender, Age and Educational Level.

Part 1.2 Descriptive analysis the tourist behaviors. This section contains the 7 multiple-choice questions,
including 6W1H (who, what, when, where, why, whom, and how). This part is analysis in descriptive in frequency,
percentage.

Part 1.3 Descriptive analysis the Tourist’s expectation and satisfaction of the street food in Chiang Mai.
This section contains 22 rating questions of the marketing mix 7P’s (Product, Price, Place, Promotion, Process,
People, and Physical Evidence). This part is analysis in descriptive by mean and standard deviation.

Part 2 Inferential Statistics for Hypothesis Testing

This part is hypothesis testing using in pair t-test. Hypothesis testing in the tourist’s expectation and

satisfaction of street foods in Mueang, Chiang Mai by inferential statistic.

Reliability

Researchers analyze the quality of the questionnaire and generally choose the reliability test and
validity test. The reliability test is evaluated by the Cronbach’s Alpha. The values of these two indicators range
from O to 1. It is generally considered that the larger the value, the better. As following for interpreting alpha
for Likert scale questions is: (Cronbach, 1951). From the tryout questionnaire are 10 questionnaires with 33
questions, analyzed by statistic software, and the result of Cronbach’s alpha is 0.8 (Internal consistency is Good)

and the internal consistency was acceptable.

The result of the research

Table 1 The result of the research

Hypothesis Result
H1: Mean level of Tourist’s expectations and satisfaction in product are different. Accepted
H2: Mean level of Tourist’s expectations and satisfaction in price are different. Accepted
H3: Mean level of Tourist’s expectations and satisfaction in place are different. Accepted
Hd: Mean level of Tourist’s expectations and satisfaction in promotion are different. Accepted
H5: Mean level of Tourist’s expectations and satisfaction in physical evidence are different. Accepted
H6: Mean level of Tourist’s expectations and satisfaction in people are different. Accepted
H7: Mean level of Tourist’s expectations and satisfaction in process are different. Accepted

Table 1 The result of the research shows that all hypotheses are accepted, the mean level of tourist’s

expectations and satisfaction in marketing mix (7P’s) are different.
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Table 2 Summary of Descriptive Analysis of Tourist Behavior

Descriptive Analysis Tourists’ Behavior
Tourists’ Behavior (6W1H) Options Frequency | Percentage

What type of street foods have you previously

Ready to eat meals 328 37.40
purchased
Where do you most often purchase street foods Random vendors 114 29.60
How do you typically find information on street

Online research 346 24.50
foods
Main reason of purchasing street foods Variety of choices 142 36.90
When do you purchase street foods most often During your vacation 234 60.80
Who frequently influences you to purchase street

Social media influencer 149 38.70
foods
Whom do you usually enjoy street foods with Friends 109 28.30

Table 2.(Summary of Descriptive Analysis of Tourist Behavior) shown that the type of the street food
that the tourists purchased are ready to eat meals 37.40%,the tourists often purchase street foods at random
vendors 29.60%, the tourists typically find information on street foods from online research 24.50%, the reason
of the tourists have purchased street foods because 36.90% of the tourists consider that there are variety
of choices, tourists purchase street foods the most often during their vacation 60.80%, there are several tourists
are influenced by social media influencers 38.70% and the tourists usually enjoy street foods with their friends

28.30%.

Table 3 Summary of inferential statistics for hypothesis testing of marketing mix 7ps of the tourists’

Expectation Satisfaction
No. | Factors comparison Standard Standard t p
Mean Mean
deviation deviation
1 | Product 3.066 0.370 3.880 0.386 -30.673 0.000
2 | Price 3.154 0.370 4.179 0.449 -36.652 0.000
3 | Place 3.098 0.389 3912 1.336 -11.631 0.000
4 | Promotion 2.323 0.399 3.029 0.212 -30.26 0.000
5 | Physical evidence 2.767 0.346 3.098 0.313 -13.758 0.000
6 | People 3.294 0.401 3.826 0.535 -21.223 0.000
7 | Process 3.254 0.258 4.266 1.204 -15.897 0.000
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expectation and satisfaction of street foods in Mueang, Chiang Mai. The result indicates that Table 3
(Summary of inferential statistics for hypothesis testing of marketing mix 7ps of the tourists’ expectation
and satisfaction of street foods in Mueang, Chiang Mai.) showed all indicates mean level of tourist’s
expectation and satisfaction are different at significant (0.05) as follows: a comparison between
expectations and satisfaction are all indicates of satisfaction greater than expectation and the tourists’

expectations of marketing mix 7ps factors are significant (p-value = 0.000) at the confident level 0.05.

Expectation Satisfaction t p
Factors comparison Standard Standard
Mean Mean
deviation deviation
1.Products
The quality of street food products 3.38 0.923 4.1 0.743 -13.045 | 0.000
The taste of street food products 3.33 0.894 4.1 0.756 -12.244 | 0.000
The hygiene of street food products 2.99 0.741 3.63 0.68 -13.231 | 0.000
2.Price
The street food product's price is justified by
3.37 0.881 4.3 0.702 -19.324 | 0.000
its positive qualities

Table 4 Inferential statistics for hypothesis testing Marketing Mix of the tourists’ expectation and satisfaction of

street foods in Mueang, Chiang Mai.

Expectation Satisfaction t p
Factors comparison Standard Standard
Mean Mean
deviation deviation
The pricing structure and options for street
3.06 0.482 a4 0.72 -22.756 | 0.000
food products are convenient to purchase
3.Place
Public transportation is available to deliver us
3.24 0.602 4.03 0.725 -16.902 | 0.000
to there
The street foods are easy to access 3.02 0.314 3.76 0.838 -17.172 | 0.000
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Expectation Satisfaction t p
Factors comparison Standard Standard
Mean Mean
deviation deviation

4.Promotion
Street food vendors offer you free stuffs 292 0.305 3.09 0.356 -7.431 0.000
Unexpected discounts from vendors due to

1.72 0.73 2.96 0.237 -31.687 | 0.000
certain reasons
5.Physical evidence
The appearance of the street food booth is

297 0.491 3.24 0.614 -6.968 | 0.000
clean
They provide waiting area to pick up your

297 0.491 2.96 0.406 0.401 0.689
food
6.People
The staffs of street food vendors are

3.42 0.657 3.9 1.025 -9.281 | 0.000
enthusiastic
Their service leads you convenient 3.41 0.576 4.3 0.639 -21.497 | 0.000
T.Process
The order pick up process is easy and

3.65 0.676 4.09 0.545 -9.979 | 0.000
convenient

Table 4 Inferential statistics for hypothesis testing of Marketing Mix of the tourists’ expectation and satisfaction
of street foods in Mueang, Chiang Mai. (Continued)

According to the result of the product factor, the quality and the taste of the street food products have
the highest expectations but the hygiene of the street food products has the lowest satisfaction.

According to the result of the price factor, the product price is justified by its positive qualities has
the highest expectations but the pricing structure and options for street food are convenient to purchase has
the lowest satisfactions.

According to the result of the place factors, the public transportation is available to deliver us to there
has the highest expectations, but the location of the street foods is easy to access has the lowest satisfactions.

According to the result of the promotion factor, the street food vendor offers you free stuffs has
the highest expectation but the unexpected discounts from vendors due to a certain reason have the lowest
satisfactions.

According to the result of the physical evidence factor, the appearance of the street food booth
is clean and they provide a waiting area to pick up your food as the higher expectation, but they provide a

waiting area to pick up your food has the lowest satisfaction.
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According to the result of the people factor, the staff of street food vendors are enthusiastic, and their
service leads you to have higher expectations, but the staff of street food vendors provide you with sweet and
comfortable services has the lowest satisfaction.
According to the result of the process factor, the order picks up process is easy and convenient has

the highest expectation but the lowest satisfaction.

Conclusion

According to the objectives of this research to study the tourists’ behavior of street foods in Mueang, Chiang
Mai and analyze the tourists’ expectations and satisfactions of marketing mix of street foods in Mueang, Chiang
Mai the conclusion as follows:

1. Tourists’ behavior of street food in Muang, Chiang Mai.

The type of street foods that the tourists mostly purchase are ready-to-eat meals at random vendors
with their friends and the information is searched online mostly. They choose to have street food during their
vacation because there are a variety of choices and most of the tourists are influenced by social media
influencers.

2. Expectations and Satisfactions of marketing mix of street foods in Mueang, Chiang Mai.

According to the result from table 3. (Summary of inferential statistics for hypothesis testing of marketing
mix 7ps of the tourists’ expectation and satisfaction of street foods in Mueang, Chiang Mai.) showed all indicates
mean level of tourist’s expectation and satisfaction are different at significant (0.05) as follows: a comparison
between expectations and satisfaction are all indicates of satisfaction greater than expectation and the tourists’
expectations of marketing mix 7ps factors are significant (p-value = 0.000) at the confident level 0.05
Discussion
The tourists’ behavior of street foods in Mueang, Chiang Mai.

The type of the street food that the tourists purchased (what) are ready to eat meals 37.4%, from
the result are the similar of Ji, (2019), and the result showed that ready to eat meals has the highest percentage
respondent thus from the results, we can see that ready to eat meals are mostly purchased.

The tourists often purchase street foods (where) at random vendors 29.6%, from the result are
the similar of Tacardon et al,, (2023), and the result showed that customers will consume street food if it is
accessible to them has the highest mean at 3.399 thus from the results, we can see that purchasing street food
if it is accessible turns out the vendor are randomly chosen.

The tourists typically find information (how) on street foods from online research 89.9%, from the result
are the similar of Mohamad et al., (2022), and reported the result showed that the many people like me should
use social media when planning and organizing a trip has the highest Mean at 4.010 thus from the results,
we can see that information are typically found through online research.

The tourists have purchased street foods (why) because 36.9% of the tourists consider that there are

a variety of choices, from the results are similar to Tacardon et al., (2023) that reported the result showed that



The 15th Payap University National Research Conference 2025 In Cooperation : UNRN and APHEIT
February 14, 2025 Payap University Research Office.
there are a variety of choices has the highest mean at 3.435 thus from the results we can see that the main
reason for purchasing street food is because there are a variety of choices.

The tourists purchase street foods the most (when) often during their vacation 60.8%, from the result
are similar to Tacardon et al., (2023) reported the result showed that | am very likely to eat Street Foods on a
regular basis has mean at 2.973 thus from the results, we can see that the purchasing street foods as part of
regular habits is not highest but also not the lowest.

Several tourists are (who)influenced by social media influencers 38.7%, from the results are similar to
Tayco (2021) reported the result showed that peer’s influence has the highest mean at 3.37 thus we can see
that tourists are influenced by the people as shown above.

The tourists usually enjoy street foods (whom) with their friends 28.3% similar to Ji (2019) reported the
result showed that the respondents purchase when they go to play with friend (95.1% of whom enjoy buying
street food in Bangkok).

The tourists’ expectations and satisfactions of the marketing mix of street foods in Mueang, Chiang Mai.

According to the result of the product factor, the quality and the taste of the street food products has
the highest expectations but the hygiene of the street food products has the lowest satisfactions that it is similar
with Suchanek et al., (2017) that have statemented the meeting of expectations should be the same as product
quality perceived by the customer

According to the result of the price factor, the product price is justified by its positive qualities has
the highest expectations but the pricing structure and options for street food are convenient to purchase has
the lowest satisfactions. Muhammad and Melinda (2021) in the conference paper presented that the influence
of price on customer satisfaction are positive and significant influence between price and customer satisfaction.

According to the result of the place factors, the public transportations are available to deliver us to
there has the highest expectations but the location of the street foods are easy to access has the lowest
satisfactions. Sumarwan (2003) cited that the location of a place of business that greatly affects a person's desire
of consumers to come and shop.

According to the result of the promotion factor, the street food vendor offers you free stuffs has
the highest expectation but the unexpected discounts from vendors due to a certain reason has the lowest
satisfactions. Kim et al., (2019) summarized for their result that there is a positive relationship between wine
promotion and customer satisfaction and that customer satisfaction significantly influenced behavioral intension.

According to the result of the physical evidence factor, the appearance of the street food booth is
clean and they provide a waiting area to pick up your food has the higher expectation but they provide a waiting
area to pick up your food has the lowest satisfaction. Hossain (2017) concluded the customer who have
expected the interior design of the restaurant and comfortable furniture at KFC restaurant.

According to the result of the people factor, the staff of street food vendors are enthusiastic and their
service leads you convenient have higher expectations but the staff of street food vendors provide you sweet
and comfortable services has the lowest satisfaction. While employees deliver service to customers, the latter

perceive these employees as representing the service they get, the organization itself, and the brand of/and
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marketers of the organization Hossain (2017) concluded the customer who have expected the good behavior
of the employee, no partial behavior at KFC restaurant.

According to result of the process factor, the order picks up process is easy and convenient has the
highest expectation but the lowest satisfaction. Consumers are satisfied or dissatisfied with product consumption
and the decision-making process in terms of product availability, pre-purchase information, and product
selection Hirunopaswong (2011) concluded that the customer expectation survey is provided to support the
process creation, customer expectation attributes in the service delivery process between the customer and

staffs are clearly identified and understood.
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Abstract

The objectives of this study were to analyze problems, investigate improvement guidelines, and
examine the process outcomes of requesting studio room services at the Faculty of Liberal Arts, Prince of
Songkla University. Flowcharts were utilized to represent current activities, assess their value, and analyze
problems by using the seven wastes of Lean. The process efficiency was then improved using ECRS'" principles.
Through the analysis, the study discovered the following instances of waste: waiting due to delays in the

inspection process and communication between service providers and end users. Defects include waste from
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printing documents and needless data recording. Overproduction denotes excessive production caused by
unnecessary data storage or inventory. Overprocessing is characterized by unnecessary production resulting from
redundant labor procedures. The instructions for optimizing the service request procedure for studio spaces
included creating an online request system with Jotform and showing the results on Google Calendar. The
improvement method reduced operational activities from 20 to 6, a reduction of 14 activities, or 70%. Operation
time was lowered from 364 minutes to 55 minutes, representing an 84.89% reduction. The transportation
distance was lowered by 100 percent from 420 meters. Additionally, the use of paper was completely reduced,
resulting in a 100% reduction. It can therefore be concluded that the utilization of information technology (IT)
via platforms like Jotform can enhance the ease of data entry and result verification through online systems,
while time management tools such as Google Calendar are crucial for minimizing delays, errors, and improving

operational efficiency.
Keywords: Process improvement, Lean, waste reduction, ECRS principles, information technology
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Online marketing communication influenced purchasing decisions of fashion products on

business platforms according to the new normal lifestyle of digital citizens in Chonburi
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Abstract

This research is a quantitative research. The objectives are 1)to study online marketing communication
which affects the decision to purchase fashion products on businesses platform according to the new normal
lifestyle of digital citizens in Chonburi Province. The sample group is 400 customers who purchase fashion
products through platform businesses in Chonburi Province. A questionnaire was used as a tool for data

collection. The statistics used for analysis include frequency, percentage, mean, standard deviation, one-way
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analysis of variance, and normal multiple regression analysis with statistical significance at the level of .05.
The results of the research found that

1) Most of the sample were female (64.00%), aged between 20-30 years (43.50%), had a bachelor's

degree (65.00%), were single (60.00%), were 48.50% private company employees/hired, had an income of

15,001-25,000 baht per month, totaling 205 people (51.20%), and had a family size of 3-4 people (54.50%).

2) Different demographic characteristics have a significant influence on the decision to purchase fashion products

on businesses platform at a statistical level of .05 namely age, occupation, education, and average monthly

income. 3) Online marketing communication has an effect on the decision to purchase fashion products on

businesses platform according to the new normal lifestyle of digital citizens in Chonburi Province at a statistical

level of .05. There are online advertising, online public relations, online sales promotion, and online direct

marketing.
Keywords: Online marketing communication, Fashion products, Business platforms
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