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The satisfaction of customers towards retails’ service

in Mae Fah Luang — Chiang Rai International Airport
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Abstract

This study was survey research with the objective to explore satisfactions and
recommendations of customers towards retails’ service in Mae Fah Luang — Chiang Rai
International Airport. Research samples were 400 customers who had been served by the
retails locating in Mae Fah Luang — Chiang Rai International Airport and later selected by

simple random sampling method. Tool for data collection was questionnaire and then analyzed



by SPSS. The statistical analysis utilized percentage, mean, standard deviation, T-test, F-test,
and Scheffe’s paring test, at the significant level .05.

The results revealed the overall customers’ satisfaction towards retails’ service in Mae
Fah Luang — Chiang Rai International Airport was in high level. The highest mean found in its
process, the sales staff as the second, and price was the lowest mean.

Recommendations given from customers regarding services available in retails at Mae
Fah Luang — Chiang Rai International Airport were; 1) products and services offered in the
airport were expensive, especially foods that should be adjusted to lower price and provided
more selections; 2) retail entrepreneurs should express willingly, happily, and friendly, and
standardize every service to be the same; 3) the service of 7-11 convenient store should be
available; 4) retail entrepreneurs should create retail surroundings not to be crowded, making
customers feel more comfortable and convenient when they look for the products or services.

Key words: Satisfaction, Retail service, Mae Fah Luang — Chiang Rain International Airport
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