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Abstract

The objective of this study aims to examine the relationship level of five psychological
service factors namely Customers, Service Providers, Service Organization, Service Products
and Service Environments with customer’s satisfaction as the result will be used to develop
and improve the course of carrying out the Spa business toward sustainability. The findings
were taken from a sample group of 400 people using Qualitative Research from questionnaires
and Qualitative Research utilizing Delphi Technique with 14 Purposive Samplings. The Key
Informants comprise of Spa business owners and executives.

The result from analyzing the information from customers’ opinions concludeed that the
factors of overall Service Provider, Customer Satisfaction, and Customers range ‘Most Agreed’
at the average score of 4.340, 4.310 and 4.199 respectively. The customers’ opinions on Service
Environment and Product Service range ‘Agreed’ at the average score of 4.199, 4.192, and
3.753 respectively and accept all research hypothesis.

The Qualitative Research found that the problems and obstacles of conducting spa
business comprises of management complication, service quality control, high investment
capital, location, the difficulty in building reputation, lack of skilled labor, consumer preference
that alter with the changing environment, proper quality of the entrepreneurs. Therefore,
entrepreneurs aim to accomplish sustainable development in spa business through five
psychological factors namely Personnel (Service Providers), Service organization development
emphasizing on development of knowledge and skills of the entrepreneurs (Service Organization),
Proper location for the business adjusting to the environment and customer's preferences
(Service Environments), Good quality product and service (Service Products), and Analyze

customer’s preferences and perform marketing activities to attract target customers (Customer).

Keywords : Thai spa Development, Sustainability, Service Psychology Method
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