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Marketing Mix Factors Affecting Customer Satisfaction in Service Usage

A Case Study of Dunkin’ Donuts, Makro Rangsit Branch
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Abstract

This research aimed to 1) study personal factors, namely gender, age, educational
level, and income, of customers using the services of Dunkin’ Donuts at Makro Rangsit branch
2) examine the levels of marketing mix factors and customer satisfaction with the services of
Dunkin’” Donuts at Makro Rangsit branch and 3) investigate the marketing mix factors
influencing customer satisfaction with the services of Dunkin’ Donuts at Makro Rangsit branch.
The study was conducted as a case study of Dunkin’ Donuts at Makro Rangsit branch. The
population of this study consisted of customers who used the services of Dunkin’ Donuts at
Makro Rangsit branch. The sample size comprised 400 customers, determined using Cochran’s
(1977) formula. A questionnaire was employed as the data collection instrument. The
questionnaire was validated for content validity using the Index of Item-Objective Congruence
(I0C) and tested for reliability using Cronbach’s Alpha coefficient. The statistical methods used
for data analysis included descriptive statistics and inferential statistics.

The results revealed that the majority of the respondents were female, aged between
41-50 years, held a bachelor’s degree, were selfemployed, and had an average monthly
income of 10,001-20,000 baht. Overall, the marketing mix factors were rated at a high level,
with the process dimension showing the highest mean score, followed by price and promotion,
while physical evidence had the lowest mean score. Overall customer satisfaction was also at
a high level, with the highest satisfaction related to the speed and accuracy of service delivery.
Hypothesis testing indicated that most demographic factors did not significantly affect
customer satisfaction, except for age, which showed a statistically significant difference at the
0.05 level. In addition, the overall marketing mix factors had a statistically significant influence

on customer satisfaction.
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