A A % J kY a a
iﬂiﬁﬂ'sﬂil‘sz)f;T‘JN‘IJi%Q’Uﬂ1§mgﬂﬂ1ﬂl®ﬁ§iﬂﬂi®!®“ﬂﬁ mh
CRURIETR VS
Communication to Manage Customer Experience of OQasis Spa

Chiang Mai Branch

WIUAT HANUDU **
U \l
UNANED

£

= y Ao s A = = A A 9
ﬂWﬁﬁﬂHWﬂjQull’]?]ﬂﬂjgﬁ\iﬂLW@ﬁﬂHWﬂQﬂizU?uﬂWiﬁluﬂWﬁ'ﬁﬂi’ﬂﬂW’t’]ﬁi]\i

q
a

Uszaunisaigndivesgsneleteda a1 arvudesIny Taslduulnanis
' ! A o a <3|
fod1s msdeaimsaain m3vsmslszaumsaivesgniuag dyyzInemwniy
= = Pt Yoy = a v o o
uuInmsany msdniasell 18145 msAnyuFeguain Taelsuundunival
= 9 o S [P 1 a ' d’l I
ppuiiTasead ey dunamsaiodns lilidiusw vaznuvdnnzdiiont i
4 A =
1nTeaie lumsfnm
= 1 a = 1= Y o Y
HamsAnEINUd Tetedd a1l anvugeslnuimsadalszaumssign
Mulszaumsainumenniazlszaumsainannuian Tagldihanuadinw
a @ [ =3 ] = 4 adaa 9 = g
YoAalzuaz IMNEIIN ANWYNUIA FEud1e ANUTURYeInF gAY Fuily

(BN 4

v o Y A A o A A ¥ Y a '
IHUHLAZDAANHAUATUUN mﬁamﬂummry}mz !‘W@ﬁi’]ﬁﬁiﬂgﬂﬂ“ﬂﬂﬂizﬁﬁﬂﬁm
Aa = ' s a
na WQWﬂﬁl%ﬂﬂlLUiumlaS‘giﬂﬁ]

d’l =1 o U a Y ] 1 %

UDNIINU IINNITANKIYINUI I@L@“ﬂﬁ ?f‘]_h llﬂiJﬂ"I'iLl‘]J\iﬂZjllaﬂHﬂw‘ﬂN

¢ Q ' Yy 1y v P4
mamwmmﬂizﬁumimaamﬂu 5 nay Ulﬂl!,ﬂ ATUYNAINT (People) ATUFANNUN
‘]J?ifﬂi (Product) ﬁ’mﬁm (Price) ﬁ’mﬁmuﬁ (Place) llﬁgﬁ%ﬂﬁﬁ\l%ﬂ?ﬂiﬂ"ﬁ
. - vq @ Y o 9 2

#981a (Promotion) AU ﬂ1uuﬂﬂ1ﬂ‘5llﬂi‘ifﬂ?iuﬁﬂﬁ’i]@ﬂﬂ?ﬂﬁﬁu? NINN T84

A a an ll A A k2 t3 YR I A
niuiag Asennsem HUUIA i:fﬂTWll1ﬁi‘)ﬁ1'5lW@ﬁiNﬂigﬁﬂﬂ1imﬂ31ﬂzﬁﬂlﬂuﬂﬂi

Az & = a A A Ay s -
* unanuiliudIumiannmsAnpaaszised « Mmideasiediwlszaumsaignai veagIne
a ~ ' a ~ v a < I
Torode ath arvuFoalw” veauduar vanauu Tael we.as.andu SaugduigaiiuernsdniSnm
Mm3AnE1dase
“ NAMAATUHTUTRA VHIINGITET N B39 (2555)

Journal of Management Science Chiangrai Rajabhat University 99
Vol.8 No. 1 (January - June 2013)



100

' a ) A o & a v v 3 v o s 3 v A
oUQU 33918 Mumdaasaainins laniuanuilusadnvaivazanuwiludrvun
1 A4 9 1 1 A [ o ?,’ o Aa 43!
UANAI9INNDY 1auA MuIANTendnyalinme WU UIANAAGATVUNUR WY
A 1 Y = o 1 J
wassznounsuranuasiuuldlasmuiz sahldguszaunisaives
VoA A A & P Y= A a A 9 v =
ANuL¥ede oy uazlinals JANHOUADUNAANAULAZAUAY AIUTDIUN
' A P sa MYy A A "y ) v
mmmmqamumaﬂqﬂnsmuam\lammm“lu Aiiied sud 1w 01astu sl
Y 2 501 @ 1 o
sy Inelusuun @eanas nauaigu”lwmazumuwau MIUAINYUDINUNITY
Y a A 2 g o A o U o Y2 Y= A
AWYYATLVY wﬂuﬁiynulzwuﬂﬂgﬂsmumimmmganﬁum ANUITNAIY TUITU
< J 1 9 a I
WUTUIY T8 0UDU HOUADY AUIYAN auely ausimvesleesa adudums
P P ] Y YR = Y 1 a A1 o A AN Yo
aswﬂizaumimwmmuiwgnmgaﬂnammmlﬂmuwmﬂﬂmmmwmmiﬂmu
P} o SAmg Y Y Aq Y a Yy a A
Lmzasnmwanymmiwgﬂmwhmms HAZATUAINTTUADAITNIINITANA
a Y t’x’/ Y ..
Towdd aﬂﬂm%’mmimqmmmwmﬂgﬂuuu NINWAIUMST IUBUT (Advertising)
[ Y4 . . 1 a . Q/
M35 TUNUT (Public Relations) MIAUFTUNITVIY (Sales Promotion) N15IAIIY
a v v Aa .
HAAIFTUAT (Roadshow) NIFIANINTIUNINITAAIA (Event Marketing) Lag
A B A P o 9 Y= Aa A s
FEUVANI¥N (Membership) maasnﬂszaummmmnummgaﬂwﬂ wouuluesans
1 a @ L [
uazANURNA luRAas A Idnugn

o

o w A v 7 Y A
a1Afy : NITADAT, ﬂﬁﬁiNﬂi%ﬁUﬂﬁmﬂJﬂﬂgﬂﬂL Ti’)Li’J"’]ﬁ‘T ﬁ“]h

Abstract

This study aimed to investigate the communication process to manage customer
experience of Oasis Spa, Chiang Mai Branch based on theoretical concepts including
Marketing Communication, Customer Experience Management, and Semiotics. This
qualitative study used structured interview and non-participatory observation as a means
to collect the data. Content Analysis was employed to analyze the qualitative data.

The findings showed that : Oasis Spa, Chiang Mai Branch incorporated physical
and psychological strategies using outstanding features of Lanna arts and cultures as well
as gentle, simple, and charming lifestyles of Lanna people. The Lanna identities were
employed by means of semiotics to empower the communication with the customers for

positive experience, brand satisfaction, and brand loyalty purposes.
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In addition, the results indicated that Oasis Spa divided the customer experience into five
categories, that is, People, Product, Price, Place, and Promotion. For the people domain,
the staff showed physical communication through face and body gestures, friendly smile,
courtesy and tactile manner in order to build friendly, warm, and sincere human
relationship experience for the customer. For the product domain, the concentration was
on the Lanna identity, a distinct feature making it different from products of other
socio-cultural areas. The products demonstrating Lanna features included unique massage
gestures, special-formula massage oil, and specially composed music. The product under
this theme led the customers to the new kind of experience with reliable and confident
atmosphere as well as relaxing and stimulating exposure. For the place domain, the spa
décor focused on Lanna identity incorporating woodworks, Lanna textiles, and Lanna
umbrella. The design on Lanna theme including a wooden house depicting the lifestyle
of suburb local people, Lanna music, fragrance of herbs and aroma oil, staff dressed in
green underscored semiotics that led the customer to peaceful, cool, pleasant, awesome,
warm, and relaxed experience and sensation of body and mind. For the price domain, the
holistic design of Oasis Spa was aimed to communicate the rewarding experience for the
customer in that the price was worth the service as well as the recognition the customer’s
image. Oasis Spa employed several forms of Marketing Communication including
Advertising, Public Relations, Sales Promotion, Roadshow, Event Marketing, and
Membership. These activities were incorporated with an aim to build positive attitudes,

confidence towards the spa house, and rewarding service for the customer.

Keywords: Communication, Enhance Customers Experiences, Oasis Spa.
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