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Duangjai Chatthipmongkol (2007). Consumers’ Satisfaction towards After Sales
Service of Alfresco (Thailand) Co.,Ltd. Master’s Project, .M.B.A (Marketing).
Bangkok: Graduate School, Srinakarinwirot University.

Advisor: Dr.Paiboon Archarungro;.

The purpose of this research was to study the customer satisfaction towards after sales
service of Alfresco (Thailand) Co., Ltd. The study sample were 385 people. The tools used for
collecting data were questionnaire which was then analyzed with several statistic techniques;
including percentage, mean, standard deviation, t-test, one-way ANOVA and Least Significant

Difference with using SPSS/PC for Windows Version 13.

The result of findings could be revealed as follows:

1. Most of the customers were male, age less or equal 30 years old, working in
private business company, holding a bachelor degree and average monthly income between
10,001 - 20,000 Baht.

2. Customers using after sales service of Alfresco (Thailand) Co., Ltd. had
satisfaction at good level in the aspect of service process, service quality, service price and
service staff.

3. Customers having different gender were different with overall satisfaction towards
using after sales service of Alfresco (Thailand) Co., Ltd at statistically significant level of 0.05.
For each aspect, customers having different gender were different with overall satisfaction
towards using after sales service of Alfresco (Thailand) Co., Ltd in the aspects of service
process and service price.

4. Customers having different age were indifferent with overall satisfaction towards
using after sales service of Alfresco (Thailand) Co., Ltd. For each aspect, customers having
different age were different with satisfaction towards using after sales service of Alfresco
(Thailand) Co., Ltd in the aspects of service price and service staff.

5. Customers having different educational level were indifferent with overall
satisfaction towards using after sales service of Alfresco (Thailand) Co., Ltd. For each aspect,
customers having different educational level were different with satisfaction towards using after
sales service of Alfresco (Thailand) Co., Ltd in the aspect of service quality, service price and

service staff.



6. Customers having different occupation were indifferent with overall satisfaction
towards using after sales service of Alfresco (Thailand) Co., Ltd at statistically significant level
of 0.05. For each aspect, customers having different occupation were different with overall
satisfaction towards using after sales service of Alfresco (Thailand) Co., Ltd in the aspects of
service process, service quality, service price and service staff.

7. Customers having different average monthly income were indifferent with overall
satisfaction towards using after sales service of Alfresco (Thailand) Co., Ltd at statistically
significant level of 0.05. For each aspect, customers having different average monthly income
were different with satisfaction towards using after sales service of Alfresco (Thailand) Co., Ltd

in the aspects of service process, service quality service price and service staff.
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Wasnilaldginana

% v

Iuszuutesnemsdadwihodsznoudin  ula  aunand ;dafim wiag 1519
2AFIWNTIN F90199:19T09n19@33  (Direct channel) NNPNAA  (Producer) VLﬂETGEJLI%Iﬂﬂ
(Consumer) %%a;ﬂ‘*ﬁmaq@lm%ﬂﬁw (Industrial users) uazlETasN198an (Indirect channel) g1n
WHA® (Producer) HIHABNAN (Middleman) "Lﬂﬂ'a;j:uﬂm (Consumer) %‘%a@’lﬁmaqmmumm

(Industrial users)
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I;Eﬂ%fﬂﬂ (Consumer) ED)
ABNAII

HlZn1sansunIsa
(Middleman)

(Producer)

(Industrial User)

andsznan 1 LUULRAITEININNIIIATININY

Fan: A3ITTH LEITAN (2546). ﬂ?iﬂ?ﬁ??ﬂ’??@?&’?@gﬂl%ijﬂfﬁ 55.

49 MINTZNUAIRUAT KIDNIRUUIFUUNIINITZANUAIRUAEAAA (Physical distribution

win Market logistics) wangfly ufApITEINUMTINUNK MIUJUANIAWLHYE  Uazn13

muqumimﬁauﬁwi’@qau J39UN1THAS LLa:?mq-*Tﬁa%wﬁﬁ]gﬂ ﬁnﬂﬁ;@L‘%uﬁuvlﬂrﬂ'ag@q@ﬁwlumi
U%InﬂLﬁamauauaammﬁaamwaagﬂﬁﬂ@mqiwi’aﬁw"lﬁ (Armstrong and Kotler. 2003) #3a
2K a ci ci U a dll % s a s 6 Y A “ Y oA A %
‘vsmalmﬂaﬂsiwLﬂmmaaﬂumimaaumUmmmnmmmn;&wamiﬂuaguﬂm ma;&’lwma
9AFWNTIN MINENBMFUANGNTY ash
1. MIVYRRS (Transportation)
2. MINUINBFUAT (Storage) UazN1IASIFUAN (Warehousing)

3. MILINTFUAAILAFE (Inventory management)
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> mM3lason l
msnelasld >
v WD vV
P v
. . 5 anen
WEG I DU £ 5
- o LA = (Customer)
UI1EN (Product) L MIRILEINNITNY o 2 3, )
> £ = WI00810
(Compan PRl (Sales Promotion) z g .
S STV Vel
(Price) 2
X T t
. mMIAILAL rx (Targe
e o & market)
UITTRUNUD >
NMIROFIINIINIIARG N
> (Direct mail and
Telemarketing)
Andsenay 2 WHHHILEAIANNTNAUTVBIFINUTZRUNIN150 870
#i31: Kotler.2003 Page 16
5.AKKRIDNINIY (People 130 Employees)
. y g oA & y £ g
‘wummﬁ]:ﬂizﬂm_lmUqﬂﬂam%mluaaﬁmﬁl%mmmu PIVLIINGAILGALINVD

%

NUSK1T wﬁfmmlunm:ﬁu %aqﬂﬂaﬁaﬂdnﬁmmﬁNa@iaqmmwmaamﬂﬁu%mi

2

LRVDILRTRLIHT

Lﬁ']”’maau,a:;gu%msﬁmuﬁwﬁtyasiwmnlumsﬁmuwimmﬂluﬂwﬂﬁu%ﬂ’ﬁ NIMRAUA
srnanihfiuszanuiuiatazaswinnuluynazey NIzUIRMIlwMslRLInIImaiims

Lm’)’Lmﬂ%’uﬂEa AIAUINS

WD AL N TR WI NI M LRI R TR S141

wﬁfmmé’lﬁu‘%mﬂﬂuqﬂﬂaﬁﬁaawuﬂumﬂﬁu‘%miﬁugﬂé’ﬂ@yma LRZWINNIT 1 L&

siuayufziwihlinmstagwnududg 9 Nazildnsuimmiuasudiuauysol
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LWINWNITLIRIININGIN TS ‘LLT:I'ET

fadandunInaLlaan (Selection) mM3inausu (Training) mijﬂalﬁ] (Motivation) WWalw
mmsna%wmmﬁawalalﬁﬁugﬂﬁﬂﬁumﬂ@mmﬁag]'mja{fu SRR R R PV= e PUa PTa BV
nauadnamanInasuauasdagnd Iaudesau Tanueananlunsuddym wazaanm

g BN lFnuLsEn lasdnuaziduaasi

1. MIUATRNB (Job Analysis) lasibatie drunse, Sruau, aouaudduas
ANNEINNTALANNE, UszaunTol, 2auLaany
2. MITWUNUINAIAK (Manpower Planning) AAALHANNGBINTAAIAUDBITINI
seniaLassuTamILas WA lagasdaddie e 2 dudae @qummwuazﬂ‘%mmﬁgamu
LA
3. NMIRIIRININIG (Recruitment) ﬁamsﬁuma.qmﬂaﬁﬁmmmmmmﬁwm Wi T
29ANNT TIaAMBUENBIANT
4. mMIAALREN (Selection) LHUNTLLIUNIIRINIANANUFANUAINTALAZA
RANZAENVDINFIAT fieail
- MIIURNAT
R EL T aas ATt Lﬁaﬁ@Lﬁaﬂqﬂﬂaﬁ"l,ajmmzawaaﬂ
- mInseanuuunesulusiag mﬂﬁﬁa;&a@hm auNaIsnIfoINs
- MIRalean naauedny 9
- nIwaudda m%tﬁaﬁuﬁmﬁhﬁaﬁm
- MIATIVFAUNNAIWINNY
- ﬂ’]iﬂiiﬁgLL@ida’;\i analinasasUfuaenn
5. NNSHNAUTULAZNITNAW (Training and Development)

|

6. mijﬂ\ﬂ,a (Motivation) LﬂuaaLﬁ”'mizéjmﬁa%’nﬁwwqaﬂsimaaqﬂﬂalﬁﬁﬂﬂwsﬂﬁﬂ'@
[ % ¢ & a Aaa A
uandezasd d9ll 3 35 A
- fudaLuNY U A19n9 luta
Qs n:l'd 1 I a v Aﬂ' g: o 1
- aaeuunwnaanduduld nadent®, d1unis
- naanauunwi Wt 1w mIendesnuLTe
7. mMINsaIfauLny (Compensation) Taudlaidu 3 Uszinn fa aauuwnwiniu
A, lugdniagsla luvd, lugdiselomiinenadns 9 drinsweiuin dwimus
8. MIFILFETNFUNNUAZAINLAEAAY (Health and Safety) N1IQUARUNTW, MIQUALH
a o P o
Inmsinnwndaseny
9. Aubuazn13fasnnd (Discipline and Grievance) tWariugualiwinaulfidaa

AIAULAZVIANINNTALEI LTI UIINAY
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10. M3Useinnan1sUuau (Performance Appraisal) Yi#asaInTUWRNIWANTInn
U ¢ ¢ I 1 g v a Y L= QI g/
WR2IZBZR I sadunszuiumilunisfdndiyanaludrunsdjodouuasnambaan

Tadnlunisdszilufie quninaasuuazanudszngivadljiaau

6.N3UWN3 (Process)  Lumssanauqanwlumiliuinsiugndldaias uas
aivanuiswalaliiugne (Customer Satisfaction)  nazuaunsliuImadudiudszaumg
mIaaffanuidgan  desanduninauiifilsaninmeiewndasiioriuasiolunvinlg
Lﬁ@m:mumsﬁmmmmuauu‘%msﬁﬁqmmwvlﬁ lasannmsliusmslasm ldne:
Usznausevanotuaas ldun  anIdauy miaaumuﬁagmﬁymﬁu MIAUIMIAINANY
fa9ms mytrszn udn Selusdssiuneudostszawidonlosiuasneg windduaaule

a v 4o a ' ° o a L&/ oA ') ' o
Vl,mLmeu@aummslaumlﬁmimmﬂuLﬂuwﬂszmlmmgﬂm

7.MTEINUATHFABDANBHLNI AL (Physical evidence and presentation)
FILIARANNWINIUATN  LALLT 91A13VRITINALINT GERRER LLazqﬂmnI Wi LAI8d
AauNIL@as  LATadanAy  eieasRusSNNT  nsanudsanun aauldl  aIuI0AID EIW

o 4 ' [y v o ¢ & a , A oa A v ) v
“ag  NIAnuad TNt sunNuT  LuuwWaIndld 9 fIEN 9 mmmﬂuamgﬂmlmﬂu

m‘%awmmmuq MATNVBINSIALIANT  nanfe Qﬂﬁ/'ﬁwa’lﬁﬂad wIaaauNIINENINL b
Tadsnitslunisfonlfusnns  aenu adLL’J@]ﬁaMVl’Nﬂ’WElﬂ']WQG(Z]%E%‘i']LLﬂZﬂ’JUG']&JLﬁ 249la

u‘%miuwzﬁqmmwmuﬁw

noefdmlszaunmsameduluifoaus:  diuetnsuninmnedraduiimansaiunld
fwuatladunanvesnnuiiwazasgliuinimmainmane visn sausald (Inouaud) $1ialu
ANUGN %aazﬁﬂﬁmmmfﬂmLLazﬂszLﬁmzﬁumwﬁdwalmmaaﬁu’ﬂnﬂﬁﬁ@iamuﬂi:aw
mIamnadgguestisn  dannsald  (nowsud)  da AW LI Mol seas
miamadulaiduauduazdulailugadan wanniImanIntnasniasnan ld3asess
waNuFURwInuANuNsnalalassi pasuTlnaduazyn A lwuI M haulszay
mmm@@i”ml@ﬁﬁmmﬁwﬁty@iammﬁawalagm wazaansnin Ul inuaulonoiessia
ﬁa%’mﬁﬁmmﬁ’ﬁtygaLﬁalﬁ;ju’%lnﬂﬁﬂawuﬁawalamﬂ%ﬂ%miﬁﬁ"fu ﬁaﬁawuﬁ%’mﬂﬁﬂszqﬂﬁ

LIAAINAINITAVINIDUUKIANNAG LUUROUDIN NIAUMUNALAZNITIAINTDLEkD LI
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2. URIRALAZN BN NLAIINUAMNNIND 12

AMNANILVDIAMNNIND 1D
gCIE (aud n3zlaunad. 2538 : 27; 871989 Woldman. 1973) asuneliin s
wala wauds mmﬁﬁﬂﬁmmqm Lﬁaﬂmi'}"l,@i”%'uwaém%mm}mjmmmmmﬁaamm‘%a
w3934l
Miasiie nnsal JoTedl 2538 1 4 ; §1989970 Wallestein. 1971) na1in anaia
& R n:l' a ;3/ d' Qs ) =3 1 =) R 3; v
walmﬂummgaﬂﬂm@muma"lmuNammmmmummqmmﬁ wWisANuFnIugaring
(Endstate in Feeling) N1ldTunad3anmuinndszasd
' ' o a a = o o o
2 (Vroom. 1964: 328) nan1in Miauaduszanuiawalaludmibamunaalfunuiuld iw
TENIRDIFNT ATRUNBDY Naﬁvl,éfa'mﬂﬁﬁi_qmﬂaLiﬂiﬂﬁdfmimluﬁaﬂfu NAUARAIWLINIZLRAI
TWAngn naNuNswalalugins  uaznauada I nauazlaadlwmngmwaylunawalulalugs
b
10LIRAW (AFUG n3zlaunad. 2538 : 39; 81989 Wallestin) nandinanuiawelaidu
R d' a J d' s o =3 1 A & R 3; v n:l' Qs ) =
mmgaﬂﬂmmumavlmuwammmummuqmmU maLﬂummgaﬂmuq@mwvl,muwamm
[ 6
ANIA0LU IR
LUAADNAN (TIRG mahjamtyﬁ]ﬁ. 2538 : 8; 81984 Mccormick) nan3inaNuAsnalaLiu
{ v 1 v g { v Qs ' va Q > Qf
LLiajﬂalwaawmﬁ ﬁmaaagﬁmummmaamsﬁugmﬁmwmﬁmmaaﬂuamalﬂamﬂuwaauqm
LLazﬁagalﬁ]LLazwmmwﬁﬂl,ﬁﬂaﬁaﬁvlajﬁaami
o . Y = o, = 2
fa (Good” 1973 : 320) ldldaamunsanudanalaliin anudswalanunois anw
AN wIaszauanNiinels Sadunainananuauladneg uazfiruadnyaaaldaenym
o8l
U
VAR (T80 1wanFanya. 2538 : 9; §19849 Shelly. 1975) lddnmuwidainiuaw
= ~ o = = v A v = A R
Nawala éma‘;ﬂvl,m']mmwawalﬁ]LﬂummgaﬂﬂLLmvl,mﬂuaaaﬂizmw fa mmgamlumamn
LR R & LR n:l' d' a J v o v A
LLazmmgaﬂlumaau mmgaﬂlumaufmLﬂummgaﬂmwam@muummlmﬂ@mmqm
A = A ' 2R A ' A & R Aa o [
anuguinduenugriuandrinnanuianniinauyg nsmaaiduanudannlszuudaunay
° v a A £ v & & .
qummmsnml%m@qum %%amwj?&nmammwwuvlﬁﬁﬂ asuuazAnianuguLn
mmﬁﬁﬂﬁaé’usﬁ'wfaml,a:mmqmﬁa:ﬁwa@'aqmamnmﬁLLa:izuummﬁuﬁuEﬂlaammfﬁﬂﬁa
2 A . = = a £ A =< a R
URGSENIN TTuuaNNIwala I@ymwwa‘wa’L%unmumm:uumwwawalaumw;aﬂ
mamﬂmﬂﬂdwmwjﬁﬂmaau
370k LEITON UazAmAz (2546 : 90-93) NaEnIDd mmﬁawalwaagﬂﬁw (Customer
. . I R ¥ a1 R A 1 R A I o 6 = a
Satisfaction) Lﬂummgaﬂmaagﬂmmwawalwsavl,wwawala FITUNIINTIINNTUTIUL AL
wwivnsiilunsinueesiadwsinuanunaniazesgndn (Kotler. 2003 : 61) fHan1T

9T ua N'ﬁmﬁmsﬂ@hﬂ’hmmmw"ﬁQﬂﬁ’]ﬁazvl,;iﬁaw ala TNANIIN WY D INRAN DU
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whﬁumwmwi’a§ﬂﬁwuﬁ@mwﬁawalﬁ]LLa:tTﬁNamsﬁwmumaaNﬁmﬁmsﬁgaﬂiﬁmw
mandin - gndnaziiannuiinalaaginnn aylnnumAanssngB)aanantnadn
sannagdldianudsnely winels anuian qmﬁwﬁ@u’%lnaiﬁ%’uawnaawumwi'aﬁaﬂ%
NRAN T

srunadszloianguanantad i WM I NUBIHARA DTN IAANALSS
dhodug ﬁl,ﬁmﬁaw:ﬁaawmmuﬁwmmﬁawalalﬁﬁugﬂﬁw I@mwmmua%ﬁaqmml,ﬁu
(Value Added) ﬁ%@m@i%ﬁuﬁlﬁ@mﬂmwﬁ@ (Manufacturing) Wwaz3INNIIARIA (Marketing)
@1aamuﬁwé’nmmﬁaqmmwimamw (Total Quality) Qm@h‘ﬁLﬁ@mﬂﬂmmmn@iwmami
WU9T% (Competitive Differentiation) s‘i?aqm@hﬁuaulﬁﬁugﬂﬁwzﬁmmﬂﬂh@qulmaagﬂﬁ']
(Cost) #30310NFUA (Price) 1hlas

ANULANAINIINTULITUVDINRAN TN (Product competitive differentiation) 1Jun13
AONUULANHHEH 9 °11aaN'ﬁmﬁmsﬁ%‘%aﬁﬁ'ﬂlﬁumn@hwmﬂLL°1ia°ﬁ'u Femnuuananainazdacd
Qmﬂ"}mUmmaagﬂﬁwLLazmmma%wmmﬁawalalﬁﬁ'ugﬂﬁﬂﬁ AMNUANFNNIINITUUIT Y
sznavaag

(1) ANMULANFAITWHRAN U (Product differentiation)

(2) ANUUANGINEHUINTT (Services differentiation)

(3) ﬂaﬁNLLmﬂ@iﬁdﬁﬁuqﬂaﬁﬂi (Personal differentiation)

(4) ANMULANA I BAINAN DL (Image differentiation)

mwmmneham&hﬂﬂué”sﬁmu@qmmLﬁ'm%m%'ugﬂﬁw (Customer added value)

AuANdaA I lua a1 V09gNe (Total customer value) tHun13uslugtvasdiiiu
NNGIULATHIND v\ﬁﬁﬁLLazNaﬂiﬂwﬁmaﬁmﬁ@%mﬁgnﬁwmwi’aﬁaﬂﬁ%’umﬂmm@
(Kotler. 2003 : 60) wiatdunanuvasnalszlomivoassadszloml (Utiity) annnaanmsivie
usm3lausmanits qm@hNﬁmﬁmsﬁﬂmsmwmﬂmmLmﬂ@mmam‘imia{fmaawﬁmﬁmﬁ%a
Urnaudiy  aNULANANMUNEAAT  ANUANANMULTNT  ANuLAnddBYAaINT
LARZAMUUANA NG BATNAN T @muLmﬂ@haﬁza§ﬁmﬁﬁalﬁﬁmmﬁw§mﬁ'mﬁ 4 QLT
fa qmméﬁuw'ﬁmﬁmsﬂ (Product value) AMAGIULINTT (Service value) AMAIGIUYARINT
(Personel value) LLazqmmﬁmmwﬁﬂmﬁ (Image value) qmmﬁ% 4 yzmITuGenin ATAAN

Nﬁmﬁmsﬁiwiumﬂmmadgﬂﬁﬁ
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AMNLANAINTY v o e e o
Ve “ e e @]mmNamnmfm'mslua'mmmaognm
MILVIVWRYINAANTUN
(Total Customer value)
(Product competitive differentation)

' v a a 6
AFULLANANIATUHNIAN TN @lmﬁ’](ﬂ’]uma(ﬂﬂm‘ﬁ

(Product differentiation) (Product value)

AMNUANAIGIULINNT AUANENULTNT

(Services differentiation) (Services value)

mwmmn@méﬁuqﬂmns

AMUANULARINT
(Personel differentiation) (

Personel value)

vl

ANMULANFWFIUATWAN = DY Qmmﬁmmwﬁnmﬁ

(Image differentiation) (Image value)

anisznau 3 ﬁﬁ]é’fﬂﬁLﬂm‘ﬁﬁmu@qmmLﬁuﬁ’m%'ugﬂﬁ']

]
=1

N : @377 LFITAY uazamaz (2541). msu‘%mimmm@gﬂlmj. Wi 44

6 g =<
mmmmsmmwwawa‘[a

=<

Inaiauazidsa (Thomas & Earl. 1995 :88) laliuuifaanuiinalaliin msiaanuis

g ad A A9 oo ' A v a Aa a Ao 990 o K & a A
walmﬂmwmﬂhﬂuag Lwamﬁ‘uwamaamﬂv\mmimLaﬂwﬂﬂ%gﬂmwawalﬁ] g
u’%ﬂ'm%ad']ﬁ@;mmLLazmﬂﬁmmLﬁﬂlalumwuﬁaammazﬁtymmaagnﬁﬂumﬂﬁu’%mi o
u’%mimaaaaﬁnsﬁaaﬁmwu%’uﬁmaulumsﬂ%’uﬂgaqmmwiﬁﬁwﬂszﬁm%waLLaz"L@TNaﬁasm
oAl o & o =< R & A A Ao o A o
datias asnumImmInnuiineladadunsasdiendanlumusnisaans

‘Lumﬁ@mmﬁdwa’Lwaagﬂﬁ”ﬁ@iamﬂﬁu‘%mimaawﬂfmm ﬁmmm‘lumﬁ@ﬁgﬂﬁﬁﬁ'ﬂ
81989n9adda R el 1afNdTzian. 2538 : 17)

1. anuilugisITnwesninig (Tangibles) wanufly AnsuzRidwIBANNGZAINNI
munw gUnind yaans uarisgmiadaiess

2. anusanwslale (Reliability) wansfs anusasnlumlduinsausyginld
9 a oA A
Huazianuingaie

' YL A . =2 A ad ' A

3. MINaUALEIAAKTUINT (Responsiveness) Wiy ANwBudnazTIBIvie
Q‘%’uu‘%msl,l,a:wﬁyauﬁaﬂﬁu’%mﬂuﬁuﬁ

4. ANTINULVDIFLALINT (Competence) wanpfia nsfianuanuaanInuasinee

TumsUifeam
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5. Anwilasindyluad (Courtesy) wanufla anugniwdaulou IiiAssaiiilauaniu
lavdarTuuing
oA oA N = oA oA 2 a A o ¢
6. aNULTaNa (Credibility) WaNadd anuUTane TunanaNuTagad A
avlavasgliuinng
7. anuduaddaeany (Security) nansfis anwuiandulaluanulseaisluiia
niwdau Taldes nIUnenanNiEnfeiduanouaztamIFudg 9 MINNINMITNHANUEY
PoITULINT
¥ K a =3 dl s a % ¥ A U v
8. NInAIINT (Access) Wanufle nInETULIMITANInIdlguImldie diu
ANNETAINlUNIRAR
9. ms@adafaas (Communication) HNNHT mﬂﬁ"ﬁagaﬁm@m 9 LLriEJJ”%'uu‘%m{l%
A @ A o o A Ao A o &
mifem s i lauaziuiatessnngTuyimtamnd
10. ﬂ'm‘*ﬁ'ﬂal,l,azg"ﬁmﬁuu‘%ﬂﬁ (Customer understanding) #angfla nMsvinanutilauas
FINETVLINT TIUVIANNABINNTVDIETULITNNTVDIN
A A a o = 'Y .
iwsaslalunsfiaauuaznisiannuiisnalavesgndl  (Tools  for  tracking and
measuring customer satisfaction) (HW3iTn13NzAaen  Tauazdumanudainiszasgndlag

3

fyamunoiaaiuenudanelaliiugndr  visnidedirgimIsumanufeniiniaaa

a
@ a 1 a

. { o o A o v o @ =
(Marketing concept) fiajsanuddigndnaziiynsjsminaiaassanaufisnalaliivgandr o3

q 99
P

o =< o o A o Ao ° o =<
mimwmw‘wa‘walal%ﬂugnmuﬁwumaamuamﬂ (1) msasanufawelalasnisas
AUNUVBIANGT (RATIAN)  WIBMILANDINIUAZIALAUVDITUAT Faaziinarin i lswasusun

a o U v o ad ad ;ﬂj 1 a ;3/ =) =
A089 (2) USEMazdasmnasneibslesdtledtnite wn amulumswammnmu #WIDUNS
a e [ a [ 6 1 dydl A & % A e U a [
FBVUBTNAWINEAN TN (R&D) mmunmwwammummEJVL@?Jaaummmmunumaaaum (3)
qﬂﬂaﬁLﬁmﬁaaﬁuﬁﬂ'ﬂﬂizﬂauﬁm gﬁaﬁu NHNITU ;jmwﬂa%’mmswﬁm LRTAWNANY N3
Lﬂummﬁawalalﬁﬁugﬂﬁw:ﬁNaﬂsmmiammﬁawalwaaﬂummﬁ@hU
ad a o =1 v o v ad o dy
’J‘ﬁﬂ’]i(ﬂ(ﬂ@]’mLLE\]&’J@IQ’J’]@JWGWQI’%T@GQﬂﬂ’] INNTavnle 4 % asht
1. UUMIALALBLAZTDLEO LS (Complaint and suggestion systems) 1Jun1amn
Toyariauadvasgndinuanuniadimsiuazninausessisn  JTywniieaiuniadimsiuazng
M9 TINITDLRUBUUSE 9 ‘ﬁ'n;ﬁﬁﬁ]ﬁwlf loun  swiay lsousy  lsawenuna  Aeaanens
PIIRIINTUA 989 ‘Jg"iﬁﬁ]mmﬁ ﬁ]:ﬁ'@L@ﬁ‘fwna'aa%’umwﬁmﬁumﬂgﬂﬁﬁ
o =1 v . . dn:? &
2. mims’mmmwawalwaag\}ﬂm (Customer satisfaction surveys) lunsaiiaziduns
o =1 (3 d! a 1 ad ..-.{' C™ ' 2 1 1l ' v
msfmmmwawalwaagﬂm FIANINTUINNANWU TR gﬂmafmlmy"l,maml%mm
' A o = A a o o a & v a v o a o
TIndauazuniyaswld TAFUANNFULTILBUUNY LﬂuwalmmmaagryLaugﬂmvl:ﬂ
d' = n:l'::a % A a o ndn:? a o (2 a d' £ =2
wyaslantioultuinfa MIWAAN  ADHUSENIZARIATUNLUURDLDIULNAAWAIAITNN
Walwaagﬂﬁ'} inafiadngg ﬁlﬁ’lumiﬁwsfmmmﬁawalwaagﬂﬁw Haadh (1) mslAazuuuany

=< v . . . AA a o 6 A a '
wawalwaagﬂm (Rating customer satisfaction) NiGaNRANUNHIDLINT I@ﬂaglugﬂmadms



19

Iazuuu 1w liwelaadnebs luwala liula wala welasdnaBs (2) mamaingndnlesu
a % 6 A a A l 1 v U L%
anuwalalundadusiniasimaniala  edwls  (3)  mimaldgndszydymanmsls
a (> 6 (=3 1 n:l' 3; a ] a 6 U
NRAAMNULAZLRBOLULLTHLAUANT 9 mazudlydymiiudondy  maydenzidywivesgne
. & v A Y wa o a o &
(Problem analysis) (4) LﬂumimugﬂmLwalﬂﬂumuqmauwma6] WRZNIIHNIN UV INRAN TN
a 1 & v o Aa o 6 . nddy [} v
FonndumslAacuuunsvinouueaindanmsd (Product performance rating) 3dHavaasle
nMuiaadan audsasndaio  (5)  iunsdveenuaslalunmiTadivasgnen
(Repurchase intention)

3. ndendalasngugnérfiduiilmans (Ghost shopping) ATHhaziTayaaanaiail
am’"ﬁluﬁ%aﬁﬁé’nmmw 1%"3me:ﬁﬁgﬂLLJﬁaLLaz'cgﬂﬁiaulums%aﬁuﬁwaw%ﬁ'ﬂLLazg]'LL°1J<1°iTu N3aW
Ny ninsnuFwiwIauinTwesuiEm

A &R v A a . ad a & A
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‘ﬁm : Philip Kotler ,Marketing Management,2000
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3.2 ®0i@ One-way Analysis of Variance ANOVA #3an153ta31eRanuulsUsiwms
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k-1 MS
MS
SS
nelulszanng n—k SS ,, MS, = w
n-k
393 n—1 SS,
ek LA '

HwungurasnedunihmMazaUFNNAZ Y



49

n LNUA muwmaamjuﬁaama
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