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Kongsak Sopitarpa (2006). Customers’ Attitude and Satisfaction Toward WORLDTECH
Electronic After Sale Service Center. Master’s Project, .M.B.A
(Management).Bangkok : Graduate School, Srinakarinwirot University.

Project Advisor: Dr.Rugphong Vongsaro;.

The purpose of this research is to study the customer attitude and satisfaction
toward WORLDTECH electronic after sale service center. The study sample are 252
customers : The tools used for collecting data is questionnaire which is then analyzed with
several statistic techniques : including percentage, mean , standard deviation, t-test, one-
way ANOVA, and Pearson’s Product Moment Correlation Coefficient and processed by
SPSS/PC for Windows Version 13.

The result of findings can be revealed as follows:

1. Most of the customer are male age in between 31-40 years old, working as
the employees in private company with bachelor degree educational background. They
mostly have basic salary up to 20,001 Baht and most of them send DVD portable to repair.

2. The consumers of WORLDTECH service center has attitude at very good
level for the after sale service regarding to the customer service staff and they also has a
good attitude to WORLDTECH in the aspect of physical appearance , customer service
working process , customer service quality , service’s promotion and location. However, the
customer reveals their attitude toward WORLDTECH at middle level in term of service
charge’ rate.

3. Most customer are used to receive service at WORLDTECH service center.
They firstly contact to service call center when their electronic device has a problem. The
majority of customers prefer to use service on Monday to Friday at 8:00 a.m. to 12:00 p.m..
They decide to select WORLDTECH service center because of fair service rate.

4. The customers are likely to continue using service and to recommend the
WORLDTECH service centers to others in the future.

5. Customer have comment and suggestion on service center in term of
insufficient branch, product quality, service process, the availability of car park and dealer
shop.

6. Customers with different age group and different type of product brought to

repair have different behavior of receiving service from WORLDTECH.



7. The customers’ attitude on WORLDTECH service in all aspects of services
marketing mixes have significant positive relationship with customer satisfaction trend of
receiving after sale service from WORLDTECH, except the aspect of service promotion
which is not significantly correlated with customer satisfaction.

8. The customer attitude on WORLDTECH serviced in all aspects of services
marketing mixes have significant positive relationship with customers’ behavioral trend of
receiving after sale service from WORLDTECH.

9. A significant relationship was seen as well between the customer behaviors of
receiving after sale service from WORLDTECH and their behavioral trends in continuing the

service and recommending the WORLDTECH to others in the future.
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3.2 nInelaglEwiniusie (Personal selling) dunimeainrivyaeany
dl' qzd? d' < ] [ qzd? a o 6 A a A A aaa 1
yanaiNawsnswslagsend unduithnunolde i dusinTauinmIa WU jizende
M uaa (Belch and Belch. 2001:) v3aiilunmsiauanslasnisnuanaiialiiianns
MY UATETNANUFUAUTIUAALANAT (Armstrong and Kotler. 2003:) genuludaftaz
e adny
3.2.1 nagnsn1avielas lEwiinauan e (Personal selling strategy)
3.2.2 NTIUIWINUIBN1T8 (Sales force management)
' a . [ n' nid A A v
3.3 NIAILEINNTVIY (Sales promotion) 1HuFsslandgmediianingzgu
Wi 891118 (Sales  force) HaAdN%UNY (Distributors) Qu%Iﬂﬂﬂ wgaring (Ultimate
consumer) laafigassnuneiialiifian1sneluriuiinula (Beich and Belch. 2001:) 1w
wiasllanszduaiudaindenlfaiusyunislarausznisnelasldwininuaie
(Etzel, Walker and Stanton. 2001:) g wninnzquanuaulamnesaslivianisde

Iﬂﬂgﬂﬁ’muq@ﬁw sm'%ayﬂﬂaﬁusluﬁaamamsﬁ'@ﬁimmsl NIFIEINNITV8N 3 59Uy y
U

Gh)

3.3.1 msns:éjug?uﬂnﬂ L%Uﬂ’i’]ﬂ’]iﬁ#ﬂﬁ%&lﬂ’]i‘ﬂ’]ﬂﬁﬂgGE;fEJT‘U%IJ’]ﬂ (Consumer
promotion)

332 NIINITAUAKNN eHhbe ﬂ’h??'(\‘iLﬁ%&lﬂ’]i‘ll’]&lﬁ&;ld’siﬂuﬂaﬁd (Trade
promotion)

3.33 msm:éjuwﬁfmmmm 138N mia'aLﬁ‘%ﬁﬂﬁiﬂlﬁﬂﬁgagwﬁfﬂawumﬁm
(Sales force promotion)

=

3.4 MIWINUAENIUTLTFUNUT [Publicity and public relations (PR)] §
MNRIN A
v .. I3 1 A o a o 6 A a A
3.4.1 N3N (Publicity) 1Jun1stawa LN N UNEAN AT 0L M InTaa I
FuA T auTENA lidains Insdnedn (lunsdjifisssenadesliniidieiny laoru
FONTZMULROINIOFORIANN (Arens. 2002 n3bAU1 D uAanIIUniIv 89ns

UTTT RN T
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3.4.2 N 35 TIRUNUT [Public relations (PR)] wmangfisainuwenanslums
Foa 13NN uHUl A LB IR N IR AL R AR I ART A A 08I NNT AaNEAN W WaRe
wlen ﬂIﬁLﬁ@ﬁUﬂ&j&llﬂﬂ&j&mﬁd (Etzel, Walker and Stanton. 2001:) ﬁgmjwmmﬁ'a
AN oI NN IWNAIYID NAAATATIV BILIEN

35 N1Ieaan19asy (Direct marketing 1#5gs Direct response marketing) 15
Tawwm sl fiiamsneuswaslasass (Direct response advertising) wa=n13aa1a s au
AT IRIO M I o L%au@j\j (online advertising) %x‘]ﬁﬂ’)’] U &I']EILL@]ﬂ(?’]"NﬁIu@T\‘]ﬁ

3.5.1 N1Ina1an19e59 (Direct marketing 115s Direct response marketing) v
mia@@iaﬁamsﬁun@mﬂmmﬂLﬁalﬁlﬁamsmu suad (Response) lasas9 wIan U8 a9
33113019 9 NnMIam e lTFuaSuNEa A lasase ﬁu@%mmzﬁﬂﬁﬁ@mmauaum
lwiudt visfidesan dogmdayagnduaznislidesns 9 iedaanlasassiugndn tsuld
Folawonuasunaaiaan (Arens. 2002:)

352 nalawmelfiAan1snauawaslasnss (Direct response advertising)
L‘fluﬂﬂamiﬂWiImumﬂﬁ'fianﬁuQéﬁu ARSI £V WalwAansnayguasnsulanassly
ISP RPLER Faanaazlaananuaevsofodu g i daums Any Insvast wIaile
T aun (Arens. 2002:)

3.5.3 s lasltuaaaden

3

v & a A v A a ¢ £ Y Aa
3 5.4 NMIVILN INIna Ny wIBNIIRa AU magalﬂ%gﬂmummmms
ADURUDI LT 1%@Jﬂaa LANG g
4.N13301M W8 (Place 135 Distribution)
BUNAY 1A /TN 9T a9 NG9 Usenau e e g a1t azAan Iy LHNa e auee
A o & A a & o o Ao A o & ' o A
NR A MY 38UIN1791 N0 98 T LU0 ana snduiinfanusisangaataiihnunode
DU WNITARIG FIBNINITNNTI8IWNIINTLDA1TUA UTenaual1 e ANTUYWES AT
ARIAUAT UAZNITLNLINERUAIAIANT N1I9ATMUN BRIz NaUa2E 2 Erud1Aa T
4.1 TEINWMIIAIMUNEY (Channel of distribution 455 Distribution channel #3g
Marketing channel) #anufd nguveIAARvIaTITINANULATTaINUNMTIAR oY
a A" a >3 6 A I3 di L% a > 6 v A “ Y A A U
MTNANTIUNRAN i wIaLTunisafautuNA an WA NENA @”Lﬂm;duﬂﬂﬂma gi:'l:?jma
p3fa (Etzel, Walker and Stanton. 2001) #38RanufaldUNMINKAAAMA waz (w3a)
! a n{d' a > 6 4:{' A L%
mma'ﬂﬁ‘ma@nmsmglmﬂaﬂuuavl,ﬂmmm@
lusz UUTaIMINITIa M ULz nauaL HHAA AUNAT gu%Iﬂﬂ ﬁ%agﬂ"ﬁma
S U . v A v o A
9amWNIIN 9019918709190 39 (Direct channel) 3NEWAA (Producer) ludiu3lng
(Consumer) %38k 1EN199a8 1NN (Industrial users) uazldtaantadan (Indirect
channel) 3MNENAA (Producer) FuA%NATY (Middieman) VLﬂﬂ'o;ju%Inﬂ (Consumer) %3

Al 9gamwnIIN (Industrial users)
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YV a

HuSln@ (Consumer) %38

u

HWA® AWBNANY

(Middleman)

RlZn W aaaIwn I3
(Producer)

(Industrial User)

MNUsEnay 3 wy PLEAITEINIINITINT RUNE

fiun: ATIT WII0NE, (2546). MILIHIINIIAE AL Al MY WY 55.

4.2 MINTTNUAITUAT HIBNIFRUEBUNIINTZWAITFUAFAA19 (Physical
distribution 55 Market logistics) R dﬁuﬁLﬁﬂ’Jﬁaaﬁ'ﬂm‘i’J’mLNu ﬂ’]iﬂf]ﬂami
ATULH Y Lm:mimuqumsmﬁauﬁw"ﬁ'@]qau Jadpn1Inda uazfudd1sagy an
@@L’éuﬁuvlﬂﬁaq@q@ﬁwﬂiumm‘ﬂnmﬁamuauaamméfaamwaaQﬂﬁﬂ‘[@w"wi’aﬁﬂs

(Armstrong  and  Kotler. 2003) #3811 809NaNITNNLAITBINUNTLARE UL BIA7

] o ~

WA usiNERR 0 lUEuTlne viadldnsgaamniin nsnnsdfudnddny i
g J
a9t

1. MIVWR (Transportation)

2. MINUTNTUA (Storage) LaZNIINRIT WA (Warehousing)

3. MILINIRUAIAILAR S (Inventory management)
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M3} (Advertising) l

\ 4

5w e el TWibn

«
A 4

\ 4

(Personal selling)
o v
. £ c @lﬂﬂ’]
S WRANTWN £ o (Customer)
1 a ‘@ b
| (Product) MIFILFINMIANY o ¢ 23 o
(Company) > - 1 £ % | vaeame
01 (Sales Promotion) = .8
e
| B S Wiy
(Price) =

(Target market)

»
»
»
»

v s e 6
ﬂ’]{l,‘ﬁ BT TE T RN WD

\ 4

\ 4

(Public and public relations)

NNIRAENINNMIANG

(Direct mail and Telemarketing)

Mndsenoy 4 bHRILFAIANNIFN AUV IFIUUTLRUNIMIAANG

ﬁ'm: Kotler.(2003) Marketing Management : 16

nouf s wlrzsumiaatadaduntouuszldnue thsuwsvanaangauiaunIn
ianldmuuadadenanves naundvaslduin1sguduin1sWORLDTECH ludiumig
& o v Qs 1 a L Q/ a Y A { 1 1
Frzildmansndaduadizifinsdurauadve s uilnanddediulzauniraaa
4 U89 UHLINTIIWORLDTECH Ml Linamyuindudszaunsaaiaduladu
saudsuazdulaidugadon uannnidizunsaiimaantainaidlyiamzvng
mw R usnuanuisnelalasswuazumlduwg@nsmvesfuilnaauasyi gl w
wnmmuinsuwlszannmsamaawlaniniu s andannuiswelawazuwaliy
a ) ¥ o dl' 1 a o nid o s A v
waanswgs wnzgananih lldmvueulounafe sy hdsndenudaygnali
a = =< v a Y Aa dld; & ; Aa di‘ll v 6
vilnalanuisnalauazuwildunndnssunislduininaan neauwidpitlalszynd
UWIAA AN VTR NTAVUWIANUAA LULFOUDNN NMT0AUNUNALAZNITIA N
DL RE b

o

wwinNAaLNgIny & wlszaamanisaatatinivugmwndang lun1sinisise

& n:? 1o < A ¥ =S A A9 vo [ a ~ Y A Aa '
AIIN LL(?’I’%]’WLTJ%Y]’%Z@I@G?IT]H’]NGY]I‘U’J m‘mummmmmaagﬂmmmiﬂmamuﬂizau

2K o & v a =) a o a Y A A v =
MIGA[/A ‘1]\‘1‘1]'1L'ﬂ%(ﬂﬂx‘]&lﬂ’]iﬂﬂH’]LLﬂt‘YﬁJ‘Y]'J%‘YIQ HQ‘YI?I%Q@]“U?NEdeiIﬂﬂLW@l%‘ﬂT]Uﬂ\‘]
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] ]
A A

TaRaI2INABAG NI RUAFIRLTZ NAUY I NAUARLNAN AT LY TZAL M UAALA 1
2835031nA
s A o o a v AI
2nqugLngINUNARAGuaINUIlaa
ANBUIN AKA A
) a . = v A A a v A v a =
NAUAR (Attitude)  Wu1BD9 mwiumammwugl,wﬂ%qumiiuﬂ
o o o { ' { . A a ~ .
gaanaaInuansusnninalandeifsnalanidesslafoniis  (Schiffman  and
Kanuk.1994 : 657) #3aa1awanaiis mikaasnuianmelunaziawiyaasiiannuliy
a A ' ' a ' a o a o o a A &
Bod walarda liwalagauisdy @ aNFUAT U3N1T w1 Uan thasnidunavad
ATZUIRNITMIIAING ﬁﬁuﬂavlilmmméﬁm@;vﬁu'l@ﬂ@ ﬂmal,l,@ié”ladl,l,am’hqﬂﬂa
1 =S o
nantw ez lsuazvinazls
o Aada  a A o 1 Aa ~ . @ ad
1. NARAAN VA RINUI A1 FINTH (Object)’I,umﬁmmwawﬂuﬂ@ﬂgo
gﬁuﬁnmzmmmammaz'mﬂ’?ﬁcm sznaudly wwiauaaniIsuslnalanizagg
PIOLWIANNAANFUNUTNLNITAR A LT NRAN U THAY DI WAANDAH AIIFUAN LINT
& o v a o & A A vy A
ML NI IENR AN W NN LB 1M Fanas viza e ian
2. vauadlanuliudeafiannaious (Atitudes are a  learned
predisposition) #n13ANaIAWIN Haua@in1aFoudld Sanunuan e vauadinmada
o a a v = A o a o ¢ v AN ve
AUWAANTTNNILILU] LA N UTzaU M IBtlay AL A NY WA A TLH magaﬂmumn
qﬂﬂaé‘mmzmsL?J@%'mnﬂﬁamamu
3. Neauad liifouudae (Attitude have consistency) 8 N1 TIA BINABARD
ARANNREAARBINUNG ANTINN UEAdaanu I Tuw i Il uasn wanauad baidnduda
M3 s1uInLUaywitlagle
e ma X . . " L
4. nawadinaduluudazaniun1sal (Attitude occur within a situation)
Q =Y =% J . .
‘nﬂuﬂmLﬂmumﬂ’l,um@mmfua:gﬂmmu‘[@ HRDIWNNTEL #01wA1TE (Situation)
£ o ' a a ' o @ .
T IRUIIAK, mqmirﬁ%’%aiamaﬁmﬁaﬂwmzmwn:manm FANTWAADAMVFUNWDTIZWING
NABAGLAT WA NITN FDIUATTRANIZBE198719 Li“;lummqlﬁgu‘ﬂmﬁwqanﬁuﬁvl,li

ROAARDINUN AUAGA Lol

Tuaalassasronanad
lauLaalas I3 auA® (Structural model of attitudes) NNIYNANNLEN T
A UFIWUE ST B ez waans sy Bnaednenlaains lutasiiefnwnielasains
PaINAUAR NIMRuAFIULTzNaUe AR ARL N Taza TN ﬂwqammﬁmmmm @au
sz Taluaanauadiidagrans sz lasudazluias Snauadfiuandraiufoafu
§131 3 NOLV I AUARLAZAE NNT FadIudns QLrditinn ssanda dausuRuE SR

a =) = o n?
ﬂ‘H;I(ﬂF_I JNURSLBH AT
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1luea09fUzna U AA® 3 U52nT (Tricomponent  attitude model) AN1BT
> Qé v 1
luean aua@aIlsenaudIn 3 @
' o . 2 ' ~
1.1 #uredanNLla (Cognitive component) RN FIBAWIVDI
lutaaadiaUsznauiaua® 3 Usznsdiuaad ﬁdﬂ’;’]&lf (Knowledge) mi%'llq%; (Perception)
{ i 2 o a \ A a a P i
uazAMUTaN (Beliefs) THuIlnaldannuAaniefslafanil (Schiffman  and
1 v =3 1 1 é = v = v
Kanuk.1994: 658) &1uaadanustbatdudindsznauainun TINABANNS LAz MITU]
dl U Q v Q =Y v dl dl v
Mmmmmsﬂs:auﬂszmuﬂuﬂizamﬁtﬂmma@aﬂﬂuﬂml,awagamﬂ g1 D990
2 o ' o o ° { . A
VORHIVENGHE mmgﬁua:wammum amﬁugﬁ]zm%u@mﬂm%aﬁa (Beliefs) 3
U a é v v 1 a { =
RUNUDI FAWEIUR mlﬁlmaawaumwgmwna gavasyaaauasiinslsslinife Ny
mufa viefslagamits (Schiffman and Kanuk.1994: 657) Tufifle nsfifuilnad
L4 a A' d A n' J a 1 ) 1 a
NAlA AFaFINGI AMENTAVBITINEINTANOANTINIANZE mw:mvl,ﬂgwaawﬂaww:
2814
1.2 §7U3839ANNEN (Affective component) #uBfe drnuvaIluiAa
& @ a A v &R & . A ) .
asflsznauviAuad@ 3 dsenBmsiaunsensucl (Emotion) #38A1W3aN (Feeling) 189
v a { \ a a a = X '
@uﬂmﬁﬁ@ammaw’%a 791a&Inils (Schiffman and Kanuk.1994: 657) &428487150 8%
R a 2 LA @ v a d' a % a n' n' d! L2
LLazﬂ'nwﬁaﬂumiﬂuwﬂmanguﬂnﬂ Fol sz iuwnauade ofslazanis lagnislw
=< A = A A & v A & v & o A
azhunaNUNwalandaluniwala GnIatad RuaI a0 bR WAL 1Tudw xMNWN
Nyt snUaINDh Laun AUFY AWM AN AMNTINYD AVNIIE AN
Uszvanala mﬁ%’m"lﬁs:qdwamwmsmﬂfmzmm‘mLﬁuﬂszaumsgﬁﬁmm W30 oA L
ﬁ 6 = % a ndd Aa wea 2 s a =1
F9UTERUNITONRE DNANTZN UM I HIA 1D meﬁsﬁx‘iqﬂﬂaﬂQH@lﬂ’]ﬂ"ljﬂ’]i’a(ﬂﬂizmuwaﬂ\‘]
v A A a £ o e A A a A
NAuAARaRI A FIN Loy andeLniaLa Bud- iowe
1.3 fAUVBINHANIIN (Cognitive component %38 Behavior %38 Doing)
=< \ P & @ a A o = ' I A
RN D FINNIV0IluLARD IR LT NN AUAG 3 UIen13d9aey andinn vz uwla
v A = a v A Y ad)] ad A 1 o AdAa 1 A a = A
LLWJI‘I«LSJ‘YH]&SJWE]@mﬁ&ME]Gaiﬁf[ﬂﬂ A3 T1la T TN I aN AU ANTAaR I ORIV WIaaD
nunefaanuadlanezde (Intention to buy) (Schiffman and Kanuk.1994: 658) 37N
g 1 =Y a { a é’ g; =Y g;
AN NAN B EIUY B IND AN TIN TN DIN NI TN NIAATUTINNIND AN TTUUAZANNAI 1D
431 vV Aa v g; 9/431 o U dl a 1 3
mamaaam‘[mmsmuuummmﬂwadasﬁammmuﬂﬂmwaﬂszLuummmﬁmﬂmaa
mis‘%awﬁmﬁmﬂmaagﬁiﬂﬂﬁ%awqammaﬂwl@ammﬁa
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WRANIIN

(Conation

A

R
AWIEN
(Affect)

AL

(Cognition)

o 6 uz a
amdsznay 5 LuUdeadeIal znaun aua e

"?'im: Schiffman and Kanuk.(1994). Consumer Behaviour:285

2.Im@aﬁﬂuﬂ'€1@mauﬁ'aumszzrm (Multi-attribute ~ attitude models)#uN 81714
L4 Qé o 1 a a v a a
luieariauaddimnaduiiznovvasauadvasfuilnaluslvesgmandanianny
Tatolunianmein didanss (Schiffman and Kanuk.1994: 663) luiaaiidlug3de
AislnauazdNUJ I8 nrsmansamanizdsiiaue dlugdvesguanianiaany
A A Av o a a = o o add o .
Jateh latRenassynsiUfewud add1un uwunnves lulaanauadddsinaua lag Martin
. . v o Aav A o A g A A a o &
Fishbein uazane lain1siseneinuSesinanslues T9iMoazduaadit
2.1 luieanauadnidadilafanils (The attitude-toward-object model)
A ' a Aa v A { ' a o a [ .
wanefe Wieadsmuaimauadveuilnanldenianmnnioasndud (Schiffman
and Kanuk.1994: 657) lUl@ahAanzaNEIRIUMTIaNauadniidaviaw adwdan s
a A Aa v Aa v A Ju a ¥ A AA Aa [ 6 A
WinviTeanFudiladudmiig anlueaiiauadvesfislnah Idendanmueinionn
A v o« v A A A A A A A da
fudtdundiimiisaesnmsliag (W3an13919) wasmydeiliukaewiianenliee
va a @ s \ . A ' A o a < A !
auantdnianmsiianizadng nddnagwnisduilaalasmldiienunealadenin
a v d' d' 1 = aa:d' A d' a I3 (= a 1 R
FudBan itz au e quania i sswa dand sl duuinuazriauad lidswala
1 a v dl weR 1 A oy
doanaudniwniinlinale nianmauitay

[ ad A a A . . v
TN auadNNdaRla R HIvad Fishbein Bl NRUMS

n
NAUAG MAFINIS = 2b.e

i=1
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a

° v o A a Py [V ) { " A ~ 2
Taus M al % NAUARILFIN = N1TIAAZLWLTINVDINAWAANN G DR ILAFINT

(TU NEANAM ATFUM 98 Y)

b = auda(Azuum) maamwm%aﬁmﬁmﬁ'uqmamﬁamaﬁﬂ@ﬁ'wﬁa
(Qmauﬁrﬁ' i)

e = ﬁmﬁfﬂmméﬁﬁmﬂaaqmﬁuﬁaﬁ i

2 = UEeW wmmmaa@mauﬁaﬁﬁ’] ”mué'f}al,ﬁ@mﬂ b, a o4y €

5
1l

Fwuguantassnl iR on

2.2 lueanauadnddangdnssuacnslaast1aniis (The attitude-toward-
behavior model) iuluiaafiauaiiaundvasfuilnanddanninTauanizadig
(Schiffman and Kanuk.1994: 657) aziiuinlutaatill uiinuaduaiuasaniidawnmnsu
A o a a = A =« o A a & aa A=a
vi3antInszinludslafmi uniiindwiauaddedeiu 33 vailaanulaaadiide
Anwnfieanunetasnuad1dlnadadawn@n TINad19uiase daa819 MINITIWE 9
a Aa A a Aa d‘f 6 3 aldydl 1 < £ a
neanAfvas tNeNUNANTIUNTTasaunS 3 a1mun lwnsdiiiainiurnauadde

WO AN TINTILFAITINGANTINAITR UNUN o] WA A RR e T UG

n
) A A A
NAUAR IURINI = 2b e

i=1

laufMual NERAR(WANTIN) = AZLUUTINVBINARAGN NFa WORNTTY

A Ada a

b = audy@zunn) vasmuTeiiafiidewndnvanadilaa fanil(quaula
=

ni

e = WMAINANEIAYVBINDANTIN |

2 = UFGHNATINIBIWOANTINDUAMN by AL e

munganssunltRaTm

n
2.3 I&Jmamwﬁmﬂﬁmqw 8-n13UJJU@ (Theory-of reasoned-action model)
W oI e laanu FuWutIzndeauad (Atlitude) a21ua9la (Intention)
a . . yo J a
WEANIIY (Behavior) (Schiffman and Kanuk.1994: 667) ﬂqwﬁﬁm%umumﬂmmﬁm
294 Fishbein wazAmedaaadinUseaud sz manudilavesdwlsznaunaunad
I3 v dl a Adg a nidg a o
sanidulasiasaNeanuuuNTa TN N AT LA MIANAALLUN ANTTNNATY Danwue
A [ s a 6 1 A 1 v
wilauwnu luiearianafasadszneu 3 dszms nanfe aznudiudsznauvasamnadnla
(Cognitive component) 81%13znauuaIAN &Jq‘jf?m (Affective component) Laz&wlsznay
PYDIWDANTIN (Co native component) LG s'navlsﬁmwﬁmié’@gﬂl,l,uus?mmn@i’m’m

Tuearn auadadalsznay 3 UsemMT aIuNwiIaIea bl i
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P
AL T NITWE ANT TN
ildgnaansians !
\ @ AAA a
NABAAN VA D WOANTIN
( - e & (Attitude toward the behavior)
MU IS WU WA AN D -
\\
A\ 4
ANuaIlage WEANIIN
(Intention) (Behavior)
4 o
=} a 1 v a
ANULTD NINHU DY
L%W’]:ﬂﬁj&lﬁ@’i’lmiﬁ%a v
. laiaasnszvwgdnssn miﬁ@gm@iﬁug@] -
(Subjective norm)
( A
n133slaanngy
989

mwisznay 6 nounislfingua-mIUfi
‘ﬁm:Schiffman and Kanuk.(1994) Consumer Behaviour.249

a

LHuA G Ins1uERIN e fvesninlaslfingua 13U n13de n1ILing

Aad = A

a g a £2 1 1 & g 1 Qs a
WA wIsanFudetlasdanis luias fwusddinaasungAnssundnganae
mwailade didnlimaaanuissaiadoilumsia udedalafanudgidoaula
99 TIF AN A AT L WEDIUNITDLANI LY WX aIANUAT LAz NN TIWLT 98
A o ' & A A o Aada a v a o Y o
Foinlugaruasladefifevirua@niid ewn Gnvsuesuilnauszusmagiudmgaay
(Subjective norm)
a i =2 A ' a
3. nufn1Inaaad (Theory of trying) wanafis nMaiddsustuuulmivamyn]
luaansliinguansUju@ (Theory-of reasoned-action model) laun1sldnnaaas

a . . s dq, A dll a G
WOANIIN (trying of behavior) #aUsAIINARBIRlGiNaaTLNBUAY (¥5R) ARAZLY
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WM@AN1I0k(Schiffman  and  Kanuk.1994:  667) 1nnaunsliinananisljiazas
. . o v s 1 v Aa 2 AI g
Fishbein  azviWinanzauiugaswansvasuilnaldddau lasuaasluzdaainis
A A < A o \ A o A wa = o ad a
naaasfaztilag undnngfaanimgumildinguanisdfudendulydodiied
[ 6 1 a dql/ Aa [ {d = a d' a 1 d?/ A o 1 dql/ ra
WA AWEITY RamsTerAaduridud unndnyrafiiianawnni@e soildgn1sTausslall
a A o & a o = . . . o {
RTIHUHINGANTTN whae9lsiaulaulaaues Fishbein laiinansaunuaawmniile
anﬂSS&ILaW’lzE]Ei’]dgﬂﬁ’]vl,ﬂ%f@m;h%&lﬁﬂ LT mm%’a@uﬂnmzwﬂa 29730 NN A2
Mz ALYt
a a o @ A o o A
nejniinaaasuilaagneanuuuliidn lif mdasiunaronsdidinis
AL NTI aNaan T Ll w1 LaTHas= udanunenNnIzusIna 1gu n1sve lunTdl
, & & Adaa o ' o a o Y A @ A o
TRl sANNARITAVINIRINAD UAS (WI0) FITANIGIUTILIARD VDI 09 NUNT
o A v A= o v a £ o Ao o A A \
nyzvhnlanaanwsnm dninwienlildldifedu dasunamanlunsdiifommenas 1w
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Zb e

Zb e

NARAGNNFaAINUESD

(Attitude toward success)

/

-

AN ARIIA

ANNELTD

(Expectation of success)

J

4 A ) A
ANNDVIMI mMINa[DIN
= 1 a
naaadluafa N1uhiN a6
(Frequency of (Recently of
past trying) past trying)
- J
\ 4
o ] A 4
[ a
anuailanaz
mainaaad
Na|a .
(Trying)
(Intention to try)
- J

NARAANUADANINLAR
(Attitude toward failure)

NARAANYFANIITN AR B

(Attitude toward trying)

NARAANUFADAINIULARY

(Attitude toward failure)

NARAANYAANIZLIHMT

(Attitude toward porcess)

UIIN AU uFIANNAsa
NN ARD Y

(Social norm toward trying)

mwilsznau 7 LLﬁ@NVlf]Hf]ﬂ’]in AN

‘ﬁm: Schiffman and Kanuk.(1994) Consumer Behaviour: 252

2
o A

nniTpduuw Aauaznge i snuiaue aguilaadwdunu g3dnldin

U

a a 6 0 a @ v ) U ' v
LL%’Jﬂ(ﬂLLE‘]37]§]H§]9\1ﬂﬂ3$ﬂ9'1.|°lla\ﬁ’lﬁ%ﬂ@l 31Jizmsauvl,mm E‘T’J%ﬂ')']ll:jiﬁﬂ ﬁ’J%ﬂ'J’]NLT’]I’%

MIBVINYANTTY AINANIINFIWLATEIN au UL FB UL AN alTInTeALAINNAALA U B

guﬁu%Iﬂﬂ TagAaTLHANNAALAY LA NIZUIWAT MR LINT qmmwmﬂﬁu?mi e

MmNy amuﬁmﬁu%ms IUMIFILRINMIANA Hﬂﬁ?ﬂﬂ%ﬂ'ﬁlﬁﬂ%ﬂ'ﬁ UM NWERS




21

RILIAA Y maagnﬁ”ﬁﬁmsl%u%msguﬂu'%miWORLDTECH Tagsinurruaaanlsn
N EINUNAUA Y adgm@T’]ﬁml%U%msquﬁu’%ma‘WORLDTECH aaanInUINILT
132N aUNITILATIER LAZa AT SHANITI T TINNIIATNT AL EUAL WD [N M T
a d' s a A ® a o a o a e g; a‘r 1 0 I3 d' v
wwamnuAansanunawedtduns ndranluninmaissase i uadsudunazdo
=< aa A < o & A o adad =a =< o o o =<
fnwmnudau giidunsawianmaliviaued nadeiaearunwala luiatanalss
a dd' d' = = d' % =
Wunnunivuwifauasngedniisanuannuiswelaieldninuisananansaasg
ANMURINDLD LN ANTIAANNRIN B ARDNIU a5 09 5ol WN1T B aeINLEE NNTT AT

=9 U
wawa%maagnm

3UWIAALAENYBAN NS NUAMNNIND 1D

ANMNARNIYYDI ﬂ')'l&l‘ﬁ\‘l‘ﬂﬂslﬁ)

WARNINA TUN TR % (2525:5477) lalkanununpuasdnii “wale’
WNBD awla TaU LN
= < . A a A =2 a2 & = A4 a
euiine laludiuniaranaauad Smanads anwuian ilanawndaeds
A A & & o a A A A =
lofanis anazilungmeal yana Jaq FvemIasnui lasasusuaslugunis
A | R =W o A A = A a ~ v A &
walanda lidawalafld nshyensaziianuianelademlafoni daslidszaunand
NNATINION OO WA FIRUN N W (y%w dauiﬂﬂgm. 2522: 108-109)
JAUNU (Wolman.1973 : 384) afinelidn aradawala wanedis awiand
MW LA IATUNAE FIauIaimInEmINde INIWIa Uil
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AINUANA N Do e . .
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(Total Customer value)
(Product competitive differentation)
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9

(Product differentiation) (Product value)
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(Services differentiation) (Services value)
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(Personel differentiation) (Personel value)
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(Image differentiation) (Image value)
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4uwIaNRALAN BN BN ANIINELSTAA
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Auilna (Consumer)  wanuils Qﬁﬁﬂamﬁaams%a (Need) §81uaie
(Purchasing power) ¥lsflAiawn@nssuni3%e (Purchasing behavior) uazwa@nssunisles
(Using behavior)
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(Problem recognition)
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(Purchase decision)
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(Evaluation of alternative)
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(Postpurchase behavior)
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k WY WIBA DNV ILUURDUDIY
COVARIANCE uni i @asaa a1l i usesninsfm any

VARIANCE un%h  fmads2a9audsd iusesdnany

a 6 1 @ a &£ ] AN o =S [ A
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2. 5 tazViTaNa
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(W)
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a7t 3 uasdofi 4

2.1.3. MR NNLYTUTIUN9LE82 (One way analysis of
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(:z6U g AUNIAnE 01w Teld Ussianvasfiud)
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—
g P N F1AE LWL AR
f W% HATINVDINE WTTINUR
n N TU QY aanﬁjué’hazha

31.2 mIimanzuukaiy (Mean) ialfulannunanava sfayadiu

49 @nTIneaugluinsrsanin . 2542 : 255) laolgluuuusaunuaiun 2

X = X
n
A ' ~
e X LYY QS L LANE]

2X U NATINVDIAS LHUTIIR A

n LN mmmaaﬂﬁjué’hama

3.1.3 maadgaunNIa I3 (Standard  Deviation) LNl gy s
AR VBITEYRAIUAS (wﬁ‘ﬂm&'ﬂqhﬁﬁﬁﬁm'ﬁiw. 2542 : 255) laoldlu
UWUURBLDNEINA 2

SD. = n2x’ - (XY

nin-—1)

Wo  SD. unu MIdoiUnINAIIINYBINULUNENAIBEN
WNTh A LG RS é'ﬂumjuﬁaaﬂ'w
n LN ﬁhmuam%ﬂluﬂajuﬁaaﬂ’m

n—1 unu wIuaulidase

2 & 0o o
(EX) VI WRIINVB IO LW UVNHRUAL NN RIRD Y
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2 ] > o >
2X WNY WATINVDINZ LAWBLG RN NNIRIRD
n LN mmwmaamjué’aama

32 &DanlElumInaRaUANNAY

321 MINAFAUM t-test MNARAL A ULANGIV I LRRL TR 2
ngw Mludasziu limasevansuemadszanimaad @n1inmaoglaiosysansng.

2542 : 360) tHaldnasausunfgiudai 1

nsme el wwinn (0°, = 07,)

t = Xy - Xo
211 1
FEL]
ny 7]
df = n+n, -2
‘ﬂl > a nf Qs %] 6
Wt N FNUIZINDTIRINANUD
X Wt MR BA8L1INANN 1
- ' A o ' oA
X wnw Mafoaagnguh 2
2 '
S WK e YUsdsIus

N, Ny UMW BN ENFUTaE NN UAzIM ANJNA0E WA 2

df unw aveaNuLdudase

nsmaa Nl (07, # 62)

t = X, - X,
m
N
5.

of = non
FLET
oo
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do  t Wt SULTRNS ARTUNWE
X, wnu e L%ﬁiﬂﬁ?aﬂ’ldﬂﬁiwﬁ 1
X Wi mﬁ"ﬂé"saﬂ’mmjuﬁ 2
g, N e unsaiue aamjuéﬁaﬂwﬁ 1

2 1 1 o 1 {
S, N e unlsaiue aaﬂqumamaﬁ 2
N, Ny, WN mmwmjué‘aamaﬁ 1 LLaz*’um@ﬂqm’aamaﬁ 2

df UK 89e1n N DU I

322 MINARAURNNAFIUNAFAUANUUANGIIIZA TN ARV ING Y
danfiinnndt 2 ngulasld F-Test n133iasnzdadmuuysUsaumaiod(One-way
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