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SERVICE MARKETING MIX AND MOTIVATION RELATED TO
BEHAVIORS AND OVERALL SATISFACTION OF JAPANESE
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Abstract

This research aimed to study the consumer service usage behavior at Japanese
restaurants, categorized by individual characteristics, relationship between service
marketing mix and consumer motivation on using service at Japanese restaurants and
relationship between consumer service usage behavior and overall consumer satisfaction
at Japanese restaurants in Amphoe Mueang, Surat Thani. The sample size of the study
was 384 consumers. The research was applied research using descriptive statistics to
determine the basic statistics, including average, percentage and standard deviation,
inferential statistics to examine the differences with t-test and one-way ANOVA and
Pearson product moment correlation coefficient to test relationships between variables.
Questionnaires were used as research tools to collect sample data. The results showed
that most consumers were females aged between 20-29 years, undergraduate, single,

less than 15,000 baht per month income and school/ university students.
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Consumers with different ages, marital status and incomes had different service
usage behaviors at Japanese restaurants in shopping center in term of frequency of
using service per month.

It found that there were relationships between service marketing mix, in term of
promotion, and consumer service usage behaviors at Japanese restaurants, in term of
frequency of using service per month, which were in the same direction and at low level.
It also found that there were relationships between service marketing mix, in terms of
process and physical characteristics, and consumer service usage behavior at Japanese
restaurants, in term of expense for entering Japanese restaurant at a time, which were in
the same direction, in the opposite direction and at low level, respectively.

Emotional motivation was related to consumer service usage behavior at
Japanese restaurants, in term of frequency of using service per month, in the same
direction and at low level.

Consumer service usage behavior at Japanese restaurants, in term of expenses
per visit, was related to the overall satisfaction in the opposite direction and at low level.

The suggestion for implementation in this research is that Japanese restaurants
in Amphoe Mueang, Surat Thani should focus more on student customers by attracting
them with attractive promotions, standardized service and appropriate atmosphere in the
restaurants, in order to encourage motivation on using service in Japanese restaurants.
This will lead to attracting more school/ university students and their parents to the

restaurants increasingly.

Keywords: Service marketing, Motivation, Satisfaction, Service, Japanese restaurant.
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