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Abstract- The purpose of this research was to study the influence of Customer Experience Management, Competitive Strategy
and Customer Satisfaction on Customer Profitability in health spa business in Upper Northern Region of Thailand. At present
the tour industry, especially the health tourism is very popular which known as spa. Thai identity which was presented in
Upper Northern Region of Thailand was marked as the sale point. It was outstanding from the general spa. Due to the
change of marketing which highly competitive, it is necessary to add value and skill in the service for customer’s
satisfaction. Disseminate the good experience from the customer is the best way to show how the service is. Hence the
different competitive strategy gives rise to the satisfaction and influence on profitability. For this reason, profitability helps
the proper model development in further business management. According to the national strategy which is emphasizes not
only the business tourism and spa but also the customer’s benefit. This mixed research is developed from many review
literatures involved the customer’s experience, competitive strategy and satisfaction that influence on the customer’s
profitability. The studied sample sizes were the business spa customer in Upper Northern Region of Thailand : Chiangmai,
Chiangrai, Nan, Maehongson, Lampang and Lampoon. Calculated sample sizes was provided by parameter derived from
Cohen [1], together with G*power 3.0 program. Total cases were 300 cases and quota sampling by province. Questionnaires
are made and issued by postal and self-collection. Quantitative analysis was performed to find out the relative factor by
structural equation from Structure Equation Model (SEM) which formulated by PLS-Graph. Qualitative analysis was
performed by interview and analysed the contents to support the quantitative research that concerned to health business spa.

Keywords- Customer Experience Management, Competitive Strategy, Customer Satisfaction, Customer Profitability,
Health Spa Business

I. INTRODUCTION was the health promotion, it covered body, social,

emotion and spirit. It was famous for the foreigner
Tour industry has a highly expand and play an too. The conceptual framework for customer
important role to the national economics, especially =~ experience management and competitive strategy in

the health tourism which is currently very popular. the service business can make the satisfaction and
Thailand has many advantages in spa and message  Profitability. Spa business as the service business, it
which is be promoted from government and private was not further materialized study.

sector. Health spa business is one of the potential .
business which tends to expand continuously. Its ~ APprove of the free competitive market was
annual growth rate is average 5-6% and the necessary in order to add the value and develop the

marketing value is 15-16 thousand million bath per ~ Skill.  The —concept of ~Customer Experience
year [2]. Management which response to every field service
Business spa in Upper Northern Region of Thailand ~ Will gain up the satisfaction and the customers will
presented the northern style identity as the sale continue to talk to their friends, hence the new

point. It was the strategy to form the place imageand ~ customers will come. In addition, the new innovation
culture in the spa industry. It can represent 5  Should be considered to make the difference of

competitive strategy. So the concept of how to add
value and develop the skill was necessary. The
researcher would like to study customer experience
management, competitive strategy and satisfaction
affected on customer’s profitability in health spa in
Upper Northern Region of Thailand. The relative
analysis is also done to lead to the appropriated
model for business administrative management
followed the national policy and strategy.

characteristics : body, taste, smell, sound and touch.
Applied Art, culture and tradition of the North was
the part of the business spa [3].

The standard and registered business spa in the
Upper Northern Region are Maehongson, Chiangmai,
Nan, Lampang, Chiangrai and Lampoon.
Particularly, Chiangmai will be the medical hub and

service by the government policy. The business spa
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1. PURPOSE

1. To study the influence of Customer Experience
Management, Competitive Strategy and Customer
Satisfaction on Customer Profitability in health spa
business in Upper Northern Region of Thailand.

2. To study the relationship among Customer
Experience Management, Competitive Strategy and
Customer Satisfaction that affected on the customer’s
profitability from spa business in Upper Northern
Region of Thailand.

3. To propose the appropriated model for the
customer’s profitability from spa business in Upper
Northern Region of Thailand.

111. SCOPE

Collected dada are 300 cases to study the influence of
Customer  Experience  Management, Competitive
Strategy and Customer Satisfaction that affected on
the customer’s profitability from spa business in
Upper Northern Region of Thailand.

IV. LITERATURE REVIEW
A. Spa Business Context

Health Spa Business is the engage business involved
how to maintenance and health promotion .It consists
of the message and water-used for health. Additional
service such as streamed treatment, exercise, diet
therapy, yoga, meditation, herbal or other selective
medical treatment maybe included.

Spa is the Latin word "Sanus per Aquam" or Sanitas
per aguas mean the water therapy. On the other hand
it means the holistic health treatment by using water
together with the selective medical treatment. Five
sensation which is image, taste, smell, sound and
touch is the main factor which can create the balance
of body, mind, emotion, social and spirit. Besides
spa is the relax place for the holistic health. The
main factors of spa are water and message that
resulted to the relaxation and pain-released passed
through body, mind and spirit. Spa business proposed
many selective programs for health included services,
products and duration. The cost of each spa depends
on its service and experience. The Public Health
declaration informs the business spa definition into 3

types as followed: 1) Health spa 2) Health message
3) Cosmetics message

B. Related variable words

1. Customer experience management is the
overall process which the customer effects to the

products or services by strategy. It gives the valued
experience to the customer in such a duration called
“communicated duration” or “ touched point”. It is
the tool for the entrepreneur to keep the old

customers’s experience such as service, advertising
matter and multi-media communication at the touch
point [4]. It pointed to the customers’s experience
during their communication or service on the
products. Positiver impression was made to the
behavioral intention. Besides the good experience
made the customers enjoyed and took a part in
buying products and service at the touch point. This
new experience will be accumulated impression and
relationship later. It is relevant to the study in the
current survival business that aim to the customer’s
experience in buying and emphasized on the
individual need.The important roles are Service
marketing Mix and Atmosphere Service. It brings to
the customer’s experience and resulted to satisfaction

and higher business benefit. [5] Venkat Ramesh.
(2007); [6] Cruz, P..et al.(2010); [7] Kamaladevi

B.(2010); [8] Peter C. Verhoefet al, (2009)
informed Customer Experience Management result to
satisfaction and profitability.

2. Competitive strategy expressed in

advantage [9] which referred to 1) Minimized
the management cost. It is the resources management
techniqgue for economy and efficiency in

organization. 2) Made the difference as the
organization’s signature response to the supreme

customer’s satisfaction. 3) Interesting point
strategy for the specific customer who need the
variety.Competitive strategy is relevant to the study
of the service innovation in Malaysian’s business

spa. It is benefits and go to success except for its
advantage [10]. [11] Noornina Dahlan.(2011); [12]

Seyed Mahmood Hosseini, Narges Sheikhi.(2012)
informed the competitive stragy resulted to the
customer’s satisfaction and profitability.

3. Satisfaction is the resulted level of
customer’s feeling that got from product’s properties
that is benefits and expectation . It is derived from

their old experiences. Nevertheless the value-added
could be put in the benefit of product’s properties. So
this will be more than the customer’s expectation.
The highly satisfaction made the customer emotion
and feel good to the brand product. It resulted to the

customer’s loyalty and highly service. Satisfaction
level responsed to both product’s properties and
service quality.

The development of quality service in
satisfied business spa showed the relationship
among the quality service, perception of value and 2
ways - communication affected on the customer’s
satisfaction. Quality service gave the positive effect

to direct and indirect satisfaction (through the
customer’s perception) . [13] Helgesen,
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Oyvind.(2006); [14] Bryan Chun-Man Cheung.

(2012); [15] Ming Chang Lee.(2000) informed the
satisfaction made the profitability.

Variable analysis gave rise to the following
hypothesis :-
Hypothesis 1 : Customer Experience Management
related to customer satisfaction.
Hypothesis 2 Competitive strategy related to
customer satisfaction.

4. Customer Profitability is to measure the
outcome of business efficiency that evaluated from
the customer’s reservation and conducts the new
group customer. This relation made the value-added
and could be calculated to the financial unit called
long-term value. It resulted to the organizaion’s
profitability so any movement of benefit-gained was
important such as mount-word comunication or made
the relation or impression both the old and new
customers.

Review literature showed that mount-word
communication and suggestion of the products could
form the customer acquisition. Outstanding products,
service with innovation or convenience were prior
considered. Particularly the service, the first one that
made the customer’s impression. In addition the
loyalty customers would support the organization
continuously and promply explain the product
quality. They can pay the higher price to exchange
the best service, therefore the value-added was the
goal to preserve the customers.For example the spa
business, the old customer took a lower expenditure
than the new one. [16] K. Tawinunt, T.

Phimonsathien and Wanno Fongsuwan.(2015); [17]

Marc J. Epstein.(2000) informed the preservation of
the old customer and made the new group of
customer effected to the product’s benefit.

Variable analysis gave rise to the following
hypothesis :-
Hypothesis 3. Customer
customer profitability.
Hypothesis 4 : Customer Experience Management

related to customer profitability Hypothesis 5:

Competitive strategy related to customer
profitability.

satisfaction related to

V. THE METHODOLOGY AND MODEL

This mixed research was integrated the quanlitative
research by interviewing and quantitative research by
surveying/ All were developed from the collected data
based on reviewing literature that involved Customer
Experience Management, Competitive strategy and
Satisfaction affected on Customer Profitability in
health spa business in Upper Northern Region of
Thailand. Besides the conceptual framework was also
performed and divided to2 catergories as :

1. Quantitative research has the steps as
following; Measured Development, questionnaires
issue. evaluation of Descriptive Statistics structural
equation model using PLS Graph program. Suggestion
derived from the close-questionnaires and finally
compare to the qualitative research.

2. Qualitative research wes performed by
using semi- structural interviewing derived from
reviewing literature on the influence of Customer
Experience Management, Competitive Strategy and
Customer Satisfaction on Customer Profitability in
health spa business in Upper Northern Region of
Thailand.The researcher was scrutinized
improvement and finally the result from structural
equation analysis was discussed and concluded.

VI. THE CONCEPTUAL FRAMEWORK

could be concluded

literature

Reviewed
following:-

as

Customer Experience

H4

Management

Customer Customer

Satisfaction Profitability

Fig 1 Conceptual framework

VII. SUMMARY AND CONCLUSIONS

The success of profitability in spa business came
from many factors mixed together, Especially
Customer Experience Management that emphasized
the whole customer experience from marketing and
service. Comfortable atmosphere increases the
customer’s emotion in every touched point. In
addition to make a difference by local identity
context made the value-added service and
competitive advantage resulted to the satisfaction
responsed to the customer’s need and correlation.
Hence it is sustainable and obtain the benefits to the
organization in the future.

REFERENCES

[1]
[2]

Cohen, J., “A Power Primer. Psychological Bulletin”
12(1),155-159, 1992,

Kasikornthai Research Center, “Health tourism : Thai’s
opportunity to enter ASEAN market”. [Online], Available:
http://www. ksmecare.com/ [7 January 2014].

Chaoprayoon Panprae et al,“ldentity of Lanna Spa” .

(3]

[Online], Available:
https://prezi.com/bwgtnn50603j/presentation. [9 February
2015].

[4] Bernd H. Schmitt, “Customer Experience Management: A
Revolutionary  Approach to Connecting with Your

Customers”. New Jersey: John Wiley &Sons, 2003.

Proceedings of The IRES 10" International Conference, Prague, Czech Republic, 27" September. 2015, ISBN: 978-93-82702-05-4

21


http://www.
https://prezi.com/bwgtnn

The Conceptual Framework: Influence Of Customer Experience Management, Competitive Strategy And Customer Satisfaction On Customer
Profitability In Health Spa Business, Upper Northern Region Of Thailand

(5]

6]

[’

(8]

[9]

[10]

[11]

[12]

Venkat Ramesh, “Impact of Customer Experience on
Satisfaction, Brand Image and Loyalty: A Study in a
Business- To-Business Context”. Ottawa: ON ASAC, 2007.
Cruz, P., et al., “Heavy users of e-banking and Customer
Experience Management: Evidences on intrinsic
Motivation”. International Journal of Electronic Business, 8,
(2), 187-209(23), 2010.

Kamaladevi B., “Customer Experience Management in
Retailing”. Business Intelligence Journal.3(1),37-54, 2010.
Peter C. Verhoef,et al, “Customer Experience Creation:
Determinants, Dynamics and Management Strategies”.
Journal of Retailing. 85, 31-41, 2009.

Porter, M.E., “Competitive  Strategy: Techniques for
Analyzing Industries and Competitors”.  NewYork:
FreePress, 1980.

Noornina Dahlan, “Service Innovation in the Business
Models of the Spa Industry in Malaysia”. Asian Business
Research Conference, Melbourne, Victoria, Australia,23-24,
2011.

Noornina Dahlan, “Service Innovation in the Business
Models of the Spa Industry in Malaysia”. Asian Business
Research Conference, Melbourne, Australia, 23-24, 2011.
Seyed Mahmood Hosseini,Narges Sheikhi, “An Empirical
Examination of Competitive Capability’s Contribution
toward  Firm Performance: Moderating Role of Perceived

[13]

[14]

[15]

[16]

[17]

* % X

Environmental ~ Uncertainty”.  International ~ Business
esearch,5(5),116-131, 2011.
Helgesen,Oyvind, “Are Loyal Customers Profitable?

Customer Satisfaction, Customer (Action) Loyalty and
Customer Profitability at the Individual Level”. Journal of
Marketing Management.22(3), 245-266, 2006.

Bryan Chun-Man Cheung, “A Study of the Interrelationship
of SPA Guests’ Motivation, Perceived Service Quality,
Value, Satisfaction and Behavioral Intentions”.
Dissertation.Business & commerce Management.Oklahoma
State University, 2012.

Ming Chang Lee, “The Causal Relationship between Service
Quality, Customer Satisfaction and Profitability in Taiwan
Banking Industry”. National Chung-Hsing
University.International Journal of Management. [Online],
Auvailable:https://www.questia.com/library/journal [April
1,2015].

K. Tawinunt, T. Phimonsathienand and Wanno Fongsuwan,
“A Structural Equation Model of Customer Relationship
Management Factors Affecting Customer Retention of Long-
Stay Travelers in the Thai Tourism Industry”. Research
Journal of Business Management. 9 (1),1-24, 2015.

Marc J. Epstein, “Customer Profitability Analysis”. Canada:
The Society of Management Accountants of Canada, 2000.

Proceedings of The IRES 10" International Conference, Prague, Czech Republic, 27" September. 2015, ISBN: 978-93-82702-05-4

22


https://www.questia.com/library/journal

ISBN: 978-93-82702-05-4

PROCEEDINGS OF

T'he IRES

INTERNATIONAL CONFERENCE ;

k|

3 World
4 Research

2 1 4 r.i




Publisher: IRAJ

@ 2015, TheIRES 10" International Conference, Prague, Czech Republic

No part of this book can be reproduced in any form or by any means without prior written
permission of the publisher.

ISBN- 978-93-82702-05-4

Type set & printed by:

R. K Printers
Bhubaneswar, India



About IRAJ Research Forum (IRF):

The IRAJ Research Forum is an International non-profit academic association under
‘Peoples Empowerment Trust® with the stated goals of promoting cooperation
among scientists, defending scientific freedom, encouraging scientific responsibility, and
supporting scientific education and science outreach for the betterment of all humanity. Tt is
the one of the world’s largest and most prestigious general scientific society. ‘

Objective of IRF:

% To provide a world class platform to researchers to share the research findings by
organizing International/National Conferences.

< To use the research output of the conference in the class room for the benefits of the
students.

< To encourage researchers to identify significant research issues in identified areas, in
the field of Science, Engineering, Technology and Management.

< To help dissemination of their work through publications in a journal or in the form of
conference proceedings or books.

< To help them in getting feedback on their research work for improving the same and
making them more relevant and meaningful, through collective efforts.

< To encourage regional and international communication and collaboration; promote
professional interaction and lifelong learning; recognize outstanding contributions of
individuals and organizations; encourage scholar researchers to pursue studies and
careers in circuit branches and its applications.

< To set up, establish, maintain and manage centers of excellence for the study of /on

related subjects and discipline and also to run self supporting projects for the benefit

of needy persons, irrespective of their caste, creed or religion.

<

About ThelRES:

The Institute of Research Engineers and Scientists (TheIRES)is a non-profit
organization that promotes the Engineering and Technology, related latest developments
and issues to be discussed and experimented through interactions amongst the researchers and
academician across the globe at a common platform in association with The IIER, Academics

World & ISER.




Conference Committee

Program Chair:

Dr. P. Suresh

M.E, Ph.D. Professor and Controller of Examinations,
Karpagam College of Engineering.,

Coimbatore, India.

Jaikaew, Ardchawin
M.B.A. Program, Payap University, Thailand

Prof. Teerin Ketvichit
Lampang Hospital, Thailand

Conference Manager:
Mr. Bijan Kumar Barik
Mob: +91-9776047497

Conference Convener:
Miss. Priyanka Yadav, TheIRES
Mob: +91-7205807246

Mr. Amareswar Sahoo, The IIER
Mob: +91- 9007375847

'

Publication and Distribution Head:
Mr. Manas Ranjan Prusty, IRAJ, India

Prof. Goodarz A\hmadi,
Profcssor, Mechanical and Aeronautical Engineering, Clarkson University, USA

~

Dr Chi Hieu Le,
Senior Lecturer, University of Greenwich. Kent ME4 4TB United Kingdom

PROF. (ER.) Anand Nayyar
Department of Computer Applications & LT KCL Institute of Management and Technology, Jalandhar
G.T. Road, Jalandhar-144001,Punjab, India.

Prof. R. M. Khaire,
Professor, Dept. Of Elex. and Telecommunication, B, V University, India

Dr.P.Suresh,
Professor, Karpagam College of Engineering, Coimbatore, Tamilnadu

Mark Leeson

Associate Professor (Reader)

Area of Expertise: nanoscale communications,

evolutionary algorithms, network coding and communication systems

Dr. P. K. Agarwsl
Professor, Deptt. of Civil Engineering, MANIT Bhopal ,Ph. D: IIT Kanpur
M.E: Civil Engg IIT Roorkee, Membership: Indian Road Congress (IRC), Institute of Urban Transport (IUT)

Shahriar Shahbazpanahi

Islamic Azad University,

Department of Civil Engincering, Sananda), Kurdistan, Iran, PhD (Structural Engineering),
University Putra Malaysia, Malaysia ,

2009-Present :

Harun Bin Sarip

Head of Research and InnovationDept, UniKL-MICET

< Doctorate: Université de La Rochelle, France

Member . International Society of Pharmaceutical Engineer, Singapore Chapter



[

Dr.Bilal Ali Yaseen Al-Nassar

Tme World Islamie Sciences and Education Umiversity (WISE)
= a2y of Business and Finance

“ecartment of Management

rrxmanon System (MIS)

1=man- Jordan

Dr. Md. Al-Amin Bhuiyan
Lssaciate Professor

Zexe of Computer Engineering
4.2 Faisal University

+ shssa 31982, Saudt Arabia

Prof. (Er.) Anand nayyar

Zecennment of Computer Applications & 1.T.

XL Insutute of Management and Technology, Jalandhar
- T Road, Jalandhar-144001

*_raab. India

Prol. Aleksandr Cariow )
mscrrution or Company: West Pomeranian Umiversity of
Teranology, Szezecin

Dr. P. K. Agarwal
F=atzssor. Deprt. of Civil Engineering, MANIT Bhopal ,Ph. D: [IT Kanpur
A £ Civil Engg IIT Roorkee, Membership: Indian Road Congress (IRC), Institute of Urban Transport (IUT)

Dv. VPS Naidu
*==cipal Scientist & Assoc. Prof., MSDF Lab, FMCD
T¥IR - National Aerospace Laboratories, Bangalore, India

Mr. P. Sita Rama Reddy
T==2v Scientist ,Miperal Processing Department, CSIR - Institute of Minerals & Materials Technology

Saubaneswar, India, M.Tech. (Chem. Engg., lIT, KGP)

Dr.P.C.Srikanth,

>oressor & Head, E&C Dept, Malnad College of Engineering, Karnataka
<enior Member I{’,HE, Secretary I[EEE Photonics Socicty,

v Tech: IIT, Kanpur, Ph.D: In IISc Photonics lab

Prof. Lalit Kumar Awasthi, .
>ofessor, Department of Computer Science & Engineering

“zu:onal Institute of Technology(NIT-Hamirpur),

=D, IIT. Roorkee, M. Tech, HT, Delhi

Dr. Chandra Mohan V.P.

*ssistant Professor, Dept. of Mech. Engg., NIT Warangal,
“Warangal. Ph.D : Indian Institute of Technology(I1T),Delhi
M B A Alagappa University

Prof. L.Suneetha,
Associate Professor, Rept. of ECE, AITS, Tirupati, India

Dr.s. Chandra Mohan Reddy,

Assistant Professor (SG) & Head,Dept. of Electronics & Communication Engineering, INTUA College of Engineering, Pulivendula,
h DJ.N.T. University Anantapur, Anantapuramu

Gurudatt Anil Kulkarni,

[ C HOD E&TC Department, MARATHWADA MITRA MANDAL’S POLYTECHNIC

* * Kk

foan A



V4l

[

2

4 f

TABLE OF CONTENTS

TITLES AND AUTHORS

Non Genetic Effects And Prediction Equations For Milk Traits Of Shami Ewes In
Erbil-KRG-IRAQ

» HN. Hermiz, SH M.Ameen, T.R.AL-Khatib, A M. Ahmed. D.A. Hamad

Effect Of Transglutaminase On Gassing Power And Specific Loaf Volume In
Wheat-Barley Flour Blends Baking Quality

» Amjad B. Soulaka, Evan Butrus Illia

The Participation Of The Network To Promote The Marketing Potential Of
Ruamjaiphopeang Community Business Group At Cholae Sub-District, Mae Taeng
District, Chiang Mai Province, Thailand

» Jaikaew, Ardchawin, Wingwon, Boonthawan

Loyalty As Mediator On The Relationship Among Service Quality, Satisfaction,
Corporate Image And Behavioral Intention Of Health Tourism Customers In
Upper Northern Region Of Thailand

»  Panchakhan Nutthaporn, Natepradit Napawan, Sukpatch Kassara
The Conceptual Framework: Influence Of Customer Experience Management,

Competitive Strategy And Customer Satisfaction On Customer Profitability In
Health Spa Business, Upper Northern Region Of Thailand

7> Kaewtem, Yongyuth, Natepradit Napawan, Sukpaich Kassara

Relationships Between Service Quaity, image, And Customer Satisfaction Affecting
Intended Purchase Behavior Of Low-Cost Airlines Service In Upper North Region,
Thailand s

»  Srantripop Kornnatapornkrongpop, Noithonglek Thanakorn
The Development Of Causal Structural Relationship Of Factors Affected To
Performance Of Agricultural Cooperatives In Thailand

» Ganoei Nikorn, Noithonglek Thanakorn, Kungwon Surachai
The Influence Of Reputation, Service Quality Satisfaction, Mass Media And

Satisfaction Facters On Perceived Value In The Cultural Tourism In The Upper
Northern 1 Region Of Thailand

» Kwanchai Bumroongkit, Thanakorn Nothonglek, Manus Suwan

Causal Factors Effecting Toward The Business Success Of E-Commerce Of Smes In
Thailand

»  Teerin Ketvichit, Boonthawan Wingwon, Boonchanit Wingworn
Mathematical And Computer Modeling Of Movement Of The Executive

Mechanism Of The Adaptive Multipurpose Operating Part Of Earth-Moving And
Construction Machine

»  Kayim T.T.. Golubeva T.V,, Kaiymov S.T.

Page No.

-4 - 3¢ AC

5-9

10-14

15-18

19-22

23-26

27-33

34-37

38-41

42-45

TRA L .

7

s

TR

Y

ko,
o&a




12.

13.

Theoretical Approach: The Impact Business Intelligence On Innovation

»  Shadi Habis Abualoush

Effects Of E-Learning Based Population Education Program For Low Birth Rate

And Aging Society In South Korea
»  Sogjeong Lee

* * k

)Ut’ A e,

o

46-50

51-55



