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Natchaomn Wantongchai. (2004). Customers’ satisfaction, behavioral trend and loyalty toward the use
of Express Mail Box service at Windows Print shop located on Ramkhamhaeng road,
Saphansoong, Bangkok metropolis. Master Project, M.B.A. (Marketing). Graduate School,
Srinakharinwirot University.Project Advisor: Assist. Prof. Dr. Apiruth Tangkrachang.

The purpose of this research is to study personal characteristics of consumers that affect
the loyalty towards the use of Express Mail Box service at Windows Print shop located on
Ramkhamhaeng road, Saphansoong, Bangkok metropolis. Furthermore, it is study the relationship
among present consumers’ behavior, consumers' satisfaction and loyalty towards the use of service.
In addition, it is to study the relationship between overall consumers’ satisfaction towards the use of
service and overall behavioral trend towards the use of service in the future.

The sampie used in this research is consumers who use the service from Express Mail Box
at Windows Print shop located on Ramkhamhaeng road, Saphansoong, Bangkok metropolis. The
research tool used to collect data was questionnaire. Various statistical techniques were utilized to
analyze the data such as percentage value, mean score, standard deviation, high-low chart, t-test,
one-way analysis of variance (ons-way ANOVA) and Pearson product moment correlation
coefficient.

The results are

1. From the analysis of personal information of consumers who use the Express Mail Box
service from Windows Print shop located on Ramkhamhaeng road, Saphansoong, Bangkok
Metropolis found that most of respondents are male. Moreover, most of the respondents age
between 24-32 years old, hoid bacheior degree, work as a freelances and income between 5,000-
15,000 Baht.

2. From the analysis of consumers’ information involved the use of Express Mail Box
service from Windows Print shop located on Ramkhamhaeng road, Saphansoong, Bangkok
Metropolis found that most ever use the service from privately owned postal service like Express
Mail Box service for an average of 1-3 times per months, in the period of 10.01-13.00 o'clock. The
average spending was between 51-100 Baht per time and mostly used the service of bill payment
such as electricity bill, phone bill and water bill.

3. From the analysis of information involved overall consumers’ satisfaction found that
they were satisfied in some aspects such as location and place was in the high satisfaction level.
Yet the services offered by employees and equipments & generat forms are in the satisfaction level.

4. From the analysis of overall satisfaction towards the use of Express Mail Box service at
Windows Print, it was in the satisfaction level.

5. From the analysis of loyalty towards the use of Express Mail Box service at Windows
Print found that they are increasing in volume and most use word of mouth to spread the news to
others to come and use the service.

6. From the analysis of overall behavioral trend in the future towards the use of Express

Mail Box service at Windows Print was in the perhaps to use trend.



7. From the anafysis of data to test hypotheses

7.1, Differences in gender affected the loyalty towards the use of service
differently at a statistically significant level of 0.05.

7.2. Differences in age affected the loyalty towards the use of service
differently at a statistically significant leve! of 0.05.

7.3. Differences in education level affected the loyalty towards the use of
service indifferently at a statistically significant level of 0.05.

7.4, Differences in profession affected the loyalty towards the use of service
indifferently.

7.5. Differences in income affected the loyaity towards the use of service
differently at‘a statistically significant level of 0.05.

7.6. Present consumers' behavior is not correlated to the loyalty towards the use
of Express Mail Box service from Windows Print shop located on Ramkhamhaeng road,
Saphansoong, Bangkok metropolis.

7.7. Overall consumers' satisfaction towards the use of service is correlated and
have the same direction to the behavioral trend towards the use of service in the future statistically

significant at low level correlation 0.01

The recommendations arrived from this research is for the entrepreneurs who
owned this type of business to use the outcome concluded from this research adaptively to improve
the working process to be more efficient and to support the increasing volume of shop, compstition

and the spreading of target markets in order to have a successful business.
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1. szuunTfiAouuaztalauauws (Complaint and Suggestion Systems) uniwlloys
a A v A Y e o o e = a A e ° 14
wﬁuﬂwmgnmmmnnuannmrﬂua:mmwmmaemw\ T ufmturdadmiuazn1siem  13uns
Tarusuuza i 9 lasdawnioundasiumufiaiuanngnan
¥ 4
2. nsdmeeufionelegndn (Customer Satisfaction Systems)  lwnsdikeziunsdsie
- v 4 A + na - o ) v W [ ) - [ 4
snafanelavesgnirdsdniitusnidnwudgmwii gnmmulmy'lmau'lm'nuﬂuuauazumx.laau'lﬂ
f-r -y L3 w d g ¥ A S L ) [ A A AA L - 3 A‘i:
Fafumoingmusisauuny Lﬂunahummmgn_;taugnm'lﬂ wsasdanisulfinnfaniitoeane 350
o S U A L d » - 13 A o
uiEnerRpaaisuuuyssUmuNesumAuRInalonasgni  inaiiadneg Alglunmssennans
97 hd !
walvwasgnen Ui
1Y v R . Ada v a e
2.1 milinzuunauianalavasgnd (Rating Customer Satisfaction) PldeHAnnMMNID
13m3 Tasaglupluasmsiiazunu win Ysinoleatirebie Liwola Liwila wala welsatnsie
22 msmu‘hgnﬁ'ﬂa‘?nﬂﬂuwa'la'lwﬁnﬁ'm'ﬁw?an‘%mm?a'lai peigls
1 3 L A=) Qo 1 A
2.3 n'\mwlng.mﬁﬁs:qﬂtymmnmshmaﬂnm'ﬁ uasiEnauusysziAnd19 g Nazunladgm
wwiiond mylienzdilgwiagnd (Problem Analysis)
& v o a v e . a v & A "
2.4 umsougniieiazunugmantifine g uazmainausaskinnme Sondudums
W ° =3 Lo - J i w » - v
WazuuwmsiamsemEaioe tiestilinnuieedan qwuﬁwawannm‘ﬁ (Product Performance
Rating)
o . 2 ¥ 3 . _
2.5 dumsirennuaslalunsdastuasgndt (Repurchase Intention)
- ¢ » v d . aad A A 1 | wd
3. nmidendelaunguanfifiiiuiihmane (Ghost Shopping) ITHezgyaaanmaieniugze
d G s ) A’ -y . = W ) v @ x A e
nldnuAIW 'l.mmﬁ:n‘qﬂuioua:?ﬂaaulumsmaauﬂwawmnuazgu-nwu wiaunszyilgwuneniu
Fumniausn1svesuTen
4. n'n'u,ﬂn:ﬁﬁagnmaquytﬁu'lﬂ (Lost Customer Analysis) lunsdlitaziiamzviniasunwol
L = A A L4 ) » A 1 - W L4 ; A 1] A o L J A
anfudunRowlyldnmdudise wu U3En 1BM 'la"lmnaqm’mwanﬂnﬁammqmaq nvlwgnda
o . a ~ ) a Y - & A a o P
whewla wiw megaiinll Wmsline nAnAmn Biugetia Manseeefinmieen T mIggay
gnﬁ'lﬁ'w
- - o JYa o - a d [ - ~ v o ¢
msanmuitsaluitnhumfsuasngueinganuanadwslsanlilunsefunuanusunug
I3 A Ad ] v a ] > o Ll (4 [
wwinanufawelafdivemslivimiluudazdszian  mslivimsueswinaw  gunsolussuuuvady
° d & A v o d v a °
vruafinsuasan it veauilnananlduinis Express Mail Box $1w Windows Print ausTaIfilumd 11m
SEWIUES NTANNANIUAT
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o =3 o/ P=S Y q’l‘
‘m]*&;,]uaztm'mﬂﬂ'quemﬁugd‘ni na
o LY A ] »~ & . A‘
arumutsssnaanssuduilng defifldenumanslisaiella
1 » ~ LN . < =S a
\§3 9wt (2542 : 30) naad wadinssuguSlne (Consumer Behavior) wmsfinwi3es
mInaumaInNuiaImIuazaeduiin  (Needs) vesuilnaldiinauwale (Satisfaction) wnn1s
ameszneumusuilnaldifannuneleldun  Ssdulludesnanumdnleduilne  wnezdlihleh
fuilnadalas Lidhleihandesmsesls seufsle Lizeudsla Alismansanausuasnnudasnisuasin
e
an e ¢ v A v ~ v oo P ~ A
Aavon 16550l uszemie (2546 @ 192) 1eeBunlii wodnssuduilne wanoty wodnssun
LAY o L - A‘ Ld - ) ¥ o A .
duilnavintsdum nfie mata nsld nmdsndiues Iududuaziinsémeineznousussnie
Y o & A A [ a
#89n13VB" (Schiffman and Kanuk. 2000 : G - 3) nIatilutunansunganuanuie Yszaunisol s
A o (% -y v A o v A
) ms'l-naumua:mmwmguﬂnﬂmanm.lzmaam1ummmsuama‘wmwe’lwmnn (Solomon. 2002
-~ = ° LA A A w a z
528) vﬁwmnﬁamsﬁnmﬁaqunsmmsmaulaua:msns:mmmguﬂnﬂmnﬂwaanumwaua:
m3lfaud inmsamsdsiuiudasfinmuaziienzinainmsaduilnadomgwmetszns néida (1)
wqﬁnﬁwmgﬁinﬂﬁuaﬁanaq‘nfmmmemaaqsﬁaua:ﬁuaﬁﬂlﬁﬁqsﬁ%ﬂszmm'\ue‘hﬁ‘a ﬁ"maqnfma
v A L4 A v » & =
mmmemunInnaumsasnnuRInelanesiiilanld  (2) weldFeansasiuuminufaneminae
N o L L d A‘ o L - LY A Qe A‘
(Marketing Concept) fa m-smlngnﬁ'wﬁawah mzjmvzumﬁomLﬂunaaﬁnqumnﬁuguﬂnﬂmawm
> A -~ -»
ns:qw’%anaqnﬁmwa‘mwmmmnauaumﬂ'nuﬁawelwaecjuﬂnﬂ'la
A 3 1] - > A
UURALIN WRTANDUY  (Blackwell and others. 2001 : 6) n&MI wqmn:sugnﬂnﬂ WD
a A o o A LY d o t.i ar ) L4 A =y .= - a A G J A
fanssunyaaaduinms Weldiy Wellan wezdisdudiwldrendsfudiuaziinms wiabniunwiede
.3 o 1 . - 3 ° ! A L4 »
wqmnnmjuﬂnﬂmugnnm';ﬁeluuaﬂLﬂumsﬁnu‘n'lm'luﬂuﬁeam WaknmIsmenTuis  mesah
o‘vAInA:AU(A a  w A v & ™ o 51.: u1
Miuduilnatedonfnnusmiaanaud (Bde) wu wnmsamemansodumgin  Whiunanlums
£ J s A 3 LS -
wWamuszenayninmusaianiwariaguilnalumameania
aamaed (N3 Audedndly uaceoiz. 2546 @ 67; 19BN Kotler. 2003) na1i
wqwnswmwammﬂuﬂnﬂ (Consumer buying behavior) mnuﬁawqmnswmwwaaEuﬂmﬂuqﬂmu
“a ar A . A a o A ° a PR 0 o v a v , &
‘lmw:u‘]uqnﬂaﬁaﬂﬂGaunmms«nafmmua:mmsmmumsuﬂnﬂmum guﬂnﬂﬂuqﬂmummu
Nuntuiiuamaguilnn (Consumer market)
o W 5 -« Lo L ) . LU= Pl A L)
NnuwIRtuasgEgaInaieiuasylain qumsw;duﬂnﬂ winpfla  wo@nssuguilnadl
:: 1] - 1 = A’ - 3> A W a
FUNBUMI ) MRAANARfauMInAulataFuALNelRiianNuRIwale

lunang@nvsaguilna

Tumannfinssuduilnn  (Consumer Behavior Model) Lﬂumsﬁnmﬁamqgﬂaﬁﬁ'ﬂﬁtﬁﬂmi
soduleBananiunt '[ﬂuﬂqﬂLéuﬁua1nnﬁsﬁtﬁﬂ‘§ans:v§'u (Stimulus) AvlwiRenudaents éans:v‘}'u
mum'lum'mfanﬁnﬁwm;ﬁa (Buyer's black box) i'sml‘s'umaﬁaunsimﬁ'\é‘m;Enﬁm?aﬁmu‘lajmmm
manzuls m’mﬁnﬁnﬁwau;ﬁaa:‘lw’mﬁn‘mamnﬁnu&dwq maagéa Baazilugmaneumuases
é‘éﬂ (Buyer's Response) %?anﬁﬁﬂﬁu‘lv%ammé%a (Buyer's Purchase Decision) ?‘ﬂk‘éuﬁuﬂaﬂmﬂaﬁm&i
ﬁ‘éamsvj’u (Stimulus) Wiinaasasmsnan udnliiiaminauames (Response) Sanuluinaiissns
Funi SR Theory lnsfimpazBuemsannuieeil
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1. ﬁans:viu (Stimulus) ﬁans:vfumaLﬁﬂm‘rmmmnmuluhamn (Inside stimulus) ua:éans:vju
MAuuen (Outside stimulus) inmmmm:ﬁmaulaua:%’wéens:vj’umwan Lﬁ‘alﬁ';juﬂnmﬁﬂmw
fBInINAnATN éans:ﬁuﬁaiﬁLﬂﬂmqgahlﬁt,ﬁﬂnﬁéa&uﬁ'l (Buying motive) éeaw'l-z?mqwagalalﬁ'ga
faumauaniadminine (ensul) A8 éans:vj'umnuanﬂs:nauﬁm 2 @mfs

1.1 éons:ejumamwmﬂ (Marketing stimulus) Lﬂu%:enszviuﬁﬁnmmmﬂmmmmuqu

unzAasanlviidu L*ﬂuﬁlamzv}’uﬁLﬁuﬁmﬁuéeﬂs:aumamsmmﬂ (Marketing mix) Ussnausag

1.1.1 E{;anszv}'ué'wuﬁﬁﬁmﬁ (Product) LE% aanuuuuﬁnﬁmm"lﬁ'mm’msﬁans:ﬁu
amusaIMIte

1.1.2 ‘éans:vj’uﬁmﬂm (Price) 13w MIfmuamaFumviiwinzauiusanius lan
wonvangnaihwang

1.1.3 éem:vim"'\wﬁmmamsﬁ'm‘i'mms_l (Distribution %38 Place) 1 IndMuL
Nﬁnﬁmm"lﬁﬁ"zﬁoLﬁa'lﬁ'mma:mnuﬁg‘:n?‘[nﬂﬁa':hLflun'lsnszvfuﬂ'rmﬁaams%ra

1.1.4 §ans:vfu61unﬂsdaLa‘iumwmﬂ (Promotion) 17w mislasanasinaua Al
ANUNENLTUVBINUNIINYIY NMITRA UAN UIN unN msa%"na'nué’uﬁufﬁuﬁﬁuqnﬂaﬁ"ﬂﬂ weniAa
Lﬂuﬁans:vjuﬂ'nm‘fmnﬁga

1.2 Ei'ans:vjuﬁuq (Other stimulus) Lﬂuﬁans:vj’uﬂﬂud’aams;‘;’uﬂnﬂﬁagmﬂuanaaffms

%ou?ﬁ'nmuqu‘l;ﬂﬁ 5@m:v§'umzh§ 1oun

1.2.1 'éens:vfumammgﬁa (Economic) 1% maziasugha melduesduilag manild
anTwasionNRBINTVEIANR

122 Fnszfumanalulad  (Technological) 173w  inaluladlmishuehin-naudu
é’nTuzTﬁmmmns:ﬁuﬂ'nuvamwm;j’u‘%‘[nnlﬁh?u‘%mmaaﬁmmsmnﬁu

123 Renszduwmangmanoussmnidies (Low and political) 1% ngwanoiiuwioss
mﬁ%uﬁ"llﬂﬁuﬁm'ﬁoa:ﬁSw“ﬁwaviamsw‘i'w?aaﬂﬂ'z'mﬁmn'lwaaqj’éa

1.2.4 éans:vjumﬁwuﬁssu (Cultural) 13w wnusTsuisulszwdlnolumaniasiiag
a:ﬁnans:o}'ulﬁ;juﬂnﬂLﬁﬂm‘xajﬁmn‘ﬁ%&ﬁuﬁ'ﬂumﬁmaﬁu'u
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umwu‘laanumwmuua"')wuﬁwu .
: (Socioculmral Envnronment)

(Cultural)

1 ﬂaasmmmuﬁwu

2. ilasugmdrian
(Social)

ﬁannsj'umam ] mm*aum&q
(Marketing stimuli} (Other stimuli)
nRa N \AsHghe
Pt “mealulsd
mydwse mndias
MIRASBUNIANR Seusyiy

48y

1.3 Sudnu(Social class)

1.1 ‘Yﬂmﬁ!u#ﬂg’lu(cmture)
1.2 Fanurysutna(Subculture)

2.1 ndudhade
(Reference groups)

2.2 avausia (Family)

2.3 UNINNUBASRATW
(Roles and statuses)

1. msufilym (Problem recognition)

4

2. mafuwiaya (Information search)
4

3. madiunansiian (Evaluation of

alternatives)

4

4. msaiulade (Purchase decision)
4

5. WpanIIUMENEINIge
(Postpuchase behavior)

o qﬂnﬁumwmmmaauh (Postdecision behavnorli

o e e e e .-

BN ifawd'muaaa (Personal)

3.1 a7 (Age)

3.3 87T (Occupation)

w3amwé (Income)
3.5 mifne (Education)
3.6 AfisauasIuUuMIdITIe (Value and Lifestyle)

3.2 wariientauaia (Family life cycle)

3.4 Toamamatasszfia (Economic circumstances)

4.1 m33la (Motivation)

4.2 m5uj (Perception)

4.3 m33uuf (Leaming)

4.4 amu\Tsiia (Beliefs)

4.5 NAuUnA (Attitudes)

4.6 1JARNMWN (Personaiity)

4.7 uuIfaYeIAULDS (Self concept)

mauummsﬁ. (Responu = R)

MSRANHARNTAN
MIEBNAT
n'mﬁang"mn

mmam«hma (Purchase)
1 n'mmam (Trial)
2.

n’n‘ua'm (Repeat purchase)

P
vslun1ige

P
Uhnmnyiga

qﬁnﬁumwmmwa
(Postpurchase behavior)

mwysznou 2 usseluinsedwiuussntsdnaulavesduilag (A Simple Model of Consumer
Decision Making) (Mchiffman and Kanuk. 2000 :7)
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fanszdumewen (Stimulus = S) Buyer’s black box m-mauuuawmﬁfu (Response = R)
‘éms:ofumn} AL éanni’uﬁuq misadnlefe
(Marketing stimu) - (Other stimuf) ndosdmia

winAm e anuiininfanes
o  malulad -

madmie nsding ¥ nalun1Tve

msduﬁaf?:mn'm LEY JaunTa (Buyer's nmme "qanﬂuui‘f‘ln’n‘é’a
o 9ay characteristic) " (Postpurchase

ﬁ behavior)
i

é‘nstuzsouji"ﬂ (Buyer's characteristics) funaumsﬁ'aiu'lwmgﬁn {Buyer’s decision process)
1. mafuiilgw (Problem rmcognition)
4

1. thapduTaurma ussiladiduiaau (Social) 2. mysiumiiays (Information search)

2. thipsuyana (Personal) 4
3. flkiuauieane (Psychological) 3. mydsiiunaniden (Evaluation of altenatives)
0
4. mysnaulada (Purchase decision)
4

. o &
5. WHANTIUWAINNTTD (Postpurchase behavior)

tlodumeman thdudmyaaa tfodumeuln
{External factors) (Personal factors0 (Internal factors)
1. thoudminmsssa 2. thudmiiau 3. tlotuamypan 4. fhourmininmn
(Cultural) . (Social) (Personal) {Psychological)

1.1 FammIsaius 2.1 n§udBs (Reference 3.1 274 Age) 4.1 m3wls (Motivetion)
{Culture) groups) 3.2 2397539300832 4.2 n3iud (Perception)
1.2 JausTsudan 2.2 aauada (Family) (Family life cycle) 4.3 M358 (Leaming)
(Subculture) 2.3 UNUMUAZRD NS 3.3 278w (Ocoupation) 4.4 anaiieiia (Beliefs)

1.3 Fusay (Social class)

(Roles and statuses)

3.4 lamamaaTesie
(Economic
circumstances) #38

78§ (Income)

3.5 n3dn (Educations)

3.6 erifiguussguuunm
#diuiin (Value and
Lifg style)

4.5 NAUAA (Attitudes)

4.6 UABAMMW (Personality)

4.7 LWIRRVDIAULEY
(Self concept)

- VA‘ LA
mwmdsznay 3 uansgUduuungAnTIuRTe (HUSInﬂ) [Model of Buyer (Consumer) Behavior]

a A - Lt ) -~ A’ A
uas‘ﬂﬂﬁlUﬂﬁﬂﬂﬁﬂﬂﬂﬂ“qmmﬁﬂﬂ'ﬁ'ﬂﬂmSGEUSInﬂ {Factors Influencing consumer's buying
behavior) (Kotler. 2003 : 184)
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3 o = Wt A a vz “wt A A v: A
2. nassimIaAwANiinAnues®e (Buyers black box) safaniinfevasfseuouisiion
' o A L » ' w “ (3 A ud"
NeBIAN  (Black box) mguam’%agmu‘lummmnnu‘lw JerpanpasumanainiinfauoadEe
mwﬁnﬁnﬂm;aagunalﬁ%’uannwamnanummgm usznszummsRnFwleveide
o wd . ar wd' a A &,
21 Anmocvesfsie (Buyers characteristics) anwaurnadmalaniwamniladusineg fe
o W ar W a ~ “ v a A A ' a
thisdwinusssy thiadudsay thisdmyans uastlesusmininnm FITIVRSID IR IMUARS AN MRS
' A W o daa o ) - v A
namtdlwirdelhdnnisninadennfinssuguilag
PSRN Y | . 2
22 nszuminiadulaienedtide (Buyers Decision Process) tsznaumptunaufa
221 mIiuiarwdaims (gw)
222 mMIfuntiaus
2.2.3 mydsziliwmamaiien
o o A
22.4 minaaulage
- g ;
2.2.5 WOHANTIUMUWRINITE
A 13 1 L 54 L3 o vd’
gempandoaluudszniziaunseznanislwiadensrnumsdadulevesie
3. MINDUIUBIVANFD (Buyers response) mammﬂauhqswaoguﬂnnmag«m (Buyer's
. . v A ar o I3 . o
Purchase Decisions) fu3lnaasfinmssindulaludszifiudneg doid
3.1 mufenuindm  (Product choice) sRethsmIBenwdndmsiemndn fusloadl
a a ' Ad o = & Y
NSLRENAD UURANHDY u:‘mmmtﬂgﬂ wuntly 1iluen
" > Qe " v LD 3 A W
3.2 nmsiRanaTAus (Brand Choice) #1889 mguﬂnmﬁanuuaﬂnam wiRsniviala
ww IS Toadt wzd udu
3.3 mwienfiny (Dealer choice) Meths HuslnaziRansnineasswdudilanioiud
Indthuiula
a & .. ™ v A a o o ‘s
3.4 muideniimlun1s®e (Purchase timing) fatihs Huslnasxfaniandy nanetu wie
Py .
iu lumssenuaansas
- A‘ a . LY - 1 A’ A )
3.5 muRenUfinmn1idie (Purchase amount) Mathy HuilnmeziRenitezdeniindes
A a P
f39lna wionislna

L= = B

ihdamavenuarifhiamelunfidndnadenndnssaduiina

e &~ oo daa - . a & a .
thizmolu ([[aduswmininm) nlisniwanown@inssuduilng (Intemal factors (Psychological)
f ~ Vv a a R | o A d (Y ar
Influencing consumer behavior) iadudmasinm (Psychological factor) 11w Yaduiithuatasnu
Wl A o L I3 A a v v A A L 2 a A 4 a . &
snuininfsvssfuilnalumsifendefuimesynesezldsudninannileiodmining sefeindw
g i, daa o ) - A‘ > &~ L g
taismeluiguslnaniidninadenianisunssauaznmslddudr dedumelulszneudas (1) maple
o W [ A ~ Y =3 g
(2) M3 (3) msFuuf (@) ananietie (5) viruad (6) undnmw (7) uwafinzasnuisslaninuszidon
e
falk
. . « a A e & wva P P v
1. m3pla (Motivation)  iluanindnlamalunasynes Famsnauliiianwgnisuialvussg
whwany (Solomon. 2002 : 530) msgslufiamapludiiyana uiaeazgnnsznunniaumowen 1w

[ T s -~ v Ao w A A - Y oA a
INTTTY  TUMIFINY ‘v\?amm:qununmmmﬂlmﬂsaaﬁamammmﬂLwans:v;u'lmdm'[nﬂmﬂm'm
ABIMNT
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2. ma3ui (Perception) Lﬂwfunauﬁqﬂﬂaﬁmﬁug (Receive) dasziliny (Organize) Wiams
vua (Assign) mwvsmwm'éam:vj’u TnoanduUssamaudanan (Etzel, Walker and Stanton. 2001 :
G-9) vﬁ‘aLﬁuns:mumsﬁuvia:qﬂﬂmﬁanaﬁ (Select) mszifiny (Organize) usz@inanal (Interpret)
Lﬁmﬁ'uéans:vju (Stimulus) tRalWifeamansnefigaandseiu (Schiffman and Kanuk. 2000 : G-9) %38
winsanszuawnsanudale (mnilesy) waaqﬂﬂaﬁﬁﬁahnﬁmﬁmﬁyag

3. m3Tuui (Leaming) WaNwfl n’mﬂ&luuuﬂmlquﬁnssmjuﬂnﬂ §otﬁmnnmn?uujua:
dszaunisol (Etzel, Walker and Stanton. 2001 : G-6) wWiananude %unau%ogﬂﬂa'lﬁﬁ'm'rmjua:
Urzrunsatlilflumideanlefadud uaswodnssuntsuilan (Schiffman and Kanuk. 2000 : G-7)
‘n‘s'av\muﬁamsu]‘é'uuuﬂmlquﬁnﬁw?am']uT.umSuwquﬁnswmnﬂs:anmsrﬁﬁmummsﬁnuj’
‘naa‘qﬂﬂaLﬁﬂ%mﬁaqﬂﬂa'lﬁ?uéans:vfu (Stimulus) uasasiinmInauaued (Response) B3fne MM
NIzAU-MINBUANEY (Stimulus-Response (SR) Theory) ﬁnmmmﬂ‘l@?ﬂszqnvﬂiﬂqﬁﬁi‘fﬁwmﬂmﬁmq
drusrdranwiadanidasiunime (ﬁa'i'uﬂu'éans:oj'u) et liiRemsanaulogousslSauaniu
i (umsnausuas) naBouiiinnnintwanaiuatng (du nauad anuiede uszuszaunsailn
a8n atha‘lsﬁmuﬁam:ﬁuﬁﬁﬁniwaua:ﬁ'ﬂﬁlﬁﬂmsﬁuuﬂé’fm:ﬁmﬁqmd‘rlumymmaognﬁﬁ RN
myvanensTusIsT N Imelusimswenuesatweziiniwarn iifiamaGuud u’fﬁmﬂﬁéﬂ‘ﬂnn‘lﬁ'
neassldaudazinilinsuoy Lwr\:mmnmfugnﬁ'ﬁc‘i’am&mﬁmﬁagaﬁuﬁ’t ﬁﬁgnﬁﬂai%ﬂﬁuﬁnﬁaz'laj
Weammessldausnuoy

4. amaFeds (Beliefs) wanude ﬂ’nuﬁﬂﬁgﬂﬂaﬁﬂﬁaaﬁmﬁ'ﬁdﬂémﬁa (Kotler. 2003 : 198)
n‘%au‘]um'\uﬁﬂﬁqﬂﬂaﬁﬂﬁalulmﬁmﬁuﬁ'a'lﬂﬁlmﬁa%aLﬂuwammnﬂs:aumsm'luaﬁn uaslinasions
ﬁﬂﬁula%ammg{u‘ﬂnﬂ

5. Yiauad (Attitudes) wanufis muszfiunnuiewslonialimewalavasyans aauiandmu
svsuclunzuw lfumsufianiussionudaniafaladonils (Kotler. 2003 : 199) wWiananpfie unalin
11mmsﬁuuj’ﬁamanauaaviaﬁalﬂémﬁa wisnnuaanianwacusasnnunalaniolinels  (Etzel,
Walker and Stanton. 2001 : G-1) wrwadiluwdniianiwadonude lusnsdeiuwanudeidioning
fariauni ﬁ'ﬁuﬂﬁmmgnﬂnﬂﬁ'nmsﬁ'ﬂﬁulﬁléaazﬁﬂmué’uﬁ'ufﬁ'u mnﬁmsaaﬁﬁuﬂﬁfmﬁﬂmnﬁagaﬁ
udazawlasy nEfe Lﬁv‘mnﬂs:anmmfﬁGw\ﬂuaﬁmﬁmﬁ’uﬁuﬁ'\ wisanuiinfazaiaas uasia
mnﬂ’a'mﬁuﬁ'ufﬁﬁviamjuéﬁaﬁe 1B% W s 1iew qﬂﬂa'f'uﬁwluﬁaﬂu dludu  dinnseaedenisli
;j'u?‘[nﬂéaﬁuﬁ’mmtm innuameiimafania (1) shoiausduesfuilnaldrenadasivfudrnas
e (2) ﬁﬁnsmﬂ‘hﬁﬁuﬂﬁmmg‘?ﬁ[mLﬂua{mh u.a"ﬁeﬁ'mmﬁuﬁ’ﬂﬁ'aaﬂﬂé'mﬁ'uﬁﬁuﬂﬁmaa;juﬂnﬂ
Iﬂuv‘i’ﬂﬂmsﬁ'mm%ué’ﬂﬁaaﬂﬂé’ﬂdﬁ'ﬂﬁ'ﬂﬂﬂﬁﬁ"n’lé’d'\nm"\mmjﬁUuuﬂmﬁ'ﬁuﬂﬁmm;juﬂnﬂlﬁtﬁﬂmw
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