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ABSTRACT

This study aims to: (1) examine and analyze the current situation regarding the
service quality of spas in Muang District, Chiang Rai Province, (2) study consumer behavior
of spas in Muang District, Chiang Rai Province, and (3) propose business development
strategies to enhance the quality of spa services in Muang District, Chiang Rai Province. This
study adopts a mixed-method research approach, with the main data sources being spa
operators and customers in Muang District, Chiang Rai Province. Data was collected through
in-depth interviews and questionnaires. The study found that the spa business
environment in Muang District, Chiang Rai Province, has a well-defined organizational
structure and continuous service and staff development. However, challenges such as a
shortage of efficient personnel and facility readiness were identified. In terms of consumer
behavior, the majority of spa customers are females who use spa services to relieve body
aches and fatigue, mostly during weekends between 1:00 PM and 4:00 PM. The proposed
business development strategies to enhance the quality of spa services in Muang District,
Chiang Rai Province, are as follows: (1) Offensive Strategy (SO) focuses on marketing and

developing unique products to enhance competitiveness and build customer trust,
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(2) Defensive Strategy (WT) emphasizes customer relationship development to impress
and satisfy customers, (3) Corrective Strategy (WO) focuses on improving spa staff to
enhance customer satisfaction, and (4) Preventive Strategy (ST) emphasizes the use of
technology and innovation in spa services to increase trust and reliability in service

delivery.
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