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53920762: MAJOR: M.COM.ARTS (MARKETING COMMUNICATION)
KEYWORDS: EXPERIENTIAL MARKETING / KHAO KHEOW ESTATE CAMPING
RESORT & SAFARL
NATTHITA KUNLASRI: STRATEGY AND AFFECTIVENESS FOR
EXPERIENTIAL MARKETING OF KHAO KHEOW ESTATE CAMPING RESORT &
SAFARI, CHONBURI PROVINCE. ADVISER: SUCHADA PONGKITTIWIBOON, Ph.D.

136 P. 2012.

The purposes of this study were (1) \to' investigate the strategies of Experiential
Marketing of “KHAO KHEOW ESTATE CAMPING RESORT & SAFARI”, Chonburi Province
and (2) to assess the effectiveness of those strategies in order to create the customer satisfaction.
The research was the qualitative research, using in-depth interviews with the management and
staff of “KHAO KHEOW ESTATE CAMPING RESORT & SAFARI”, and its customers.
Moreover, data was collected by documentary research ‘including the participatory and non-
participatory observations.

The findings were as follows:

1. There were S processes for Customer’s Experience Management of “KHAO KHEOW
ESTATE CAMPING RESORT & SAFARI”, Chonburi Province, starting from (1) Analyze
Customer’s Experience (2) Propose Customer’s Experience Structure (3) Create Brand’s
Experience (4) Create Customer Contact and (5) Create New Innovation continually. Further,
there were two ways managing customer’s experience which were (a) Physical Experience
Management and (b) Emotional Experience Management through staff and printed media.

2. The effectiveness of Experiential Marketing to create customer satisfactions was
assessed by comparing the expectations of customers before and during service with the
satisfaction of actual service. The findings showed that customer satisfactions of accommodation
or place, such as dining room or restaurant, were equal or less than customer expectations. On the

contrary, customer satisfactions of resort’s atmosphere and service were equal or higher than

customer expectations.
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