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Supada Vadhanasuk. (2008). Users’ Expectation and Perception of Service toword
Outsourcing of Bangkok Nettoyer ( Thailand) Co .Ltd. Master’s Project.
M.B.A. (Marketing). Bangkok: Graduate School, Srinakharinwirot University,

Advisor: Associate Professor. Supada Sirikudta.

The research was aimed to study users’ expectation and perception of service
toward outsourcing of Bangkok Nettoyer (Thailand) Company Limited. The sample size
of the research was based on 80 companies which using outsourcing services from
Bangkok Nettoyer Company Limited. Data was collected through questionnaires. The
statistics for analysis were percent, mean, and standard deviation. Analysis of
Differences were analyzed by using the t-test, one-way ANOVA, Least Significant
Difference (LSD) and Pearson Product Moment Correlation Coefficient were applied as
the statistical analysis tools. The SPSS Windows was utilized for data processing.

The findings were as follows:

1. Demographic Data: Most service users were company limited or public
company, having registered capital between 1,000,001 and 5,000,000 baht, being
restaurants service and operating between 1 and 10 years.

2. Users’ expectation of service toward outsourcing of Bangkok Nettoyer
(Thailand) Company Limited was at the highest level. Considering in each category such
as providing the qualified candidate, managing all users’ problems, being reliable, being
empathy and the company’s physical evidence were at the highest level. Whereas
overall users’ perception of service toward outsourcing of Bangkok Nettoyer (Thailand)
Company Limited was at highest level. Considering in each categories such as
providing the qualified candidate, managing all users’ problems, being reliable, being
empathy and the company’s physical evidence were at highest level.

3. The level of users’ expectation of service was higher than the level of users’
perception of service toward service quality. In others words, users were not satisfied

with service quality of Bangkok Nettoyer (Thailand) Company Limited.



4. The difference in users’ demographic data such as company type,
registered capital, business type, and time period of business operating influenced the
difference in users’ expectation of service toward outsourcing of Bangkok Nettoyer
(Thailand) Company Limited with statistically significant at .05 level.

5. The difference in users’ demographic data such as company type,
registered capital, business type, and time period of business operating had no
influenced on difference in users’ perception of service toward outsourcing of Bangkok
Nettoyer (Thailand) Company Limited with statistically significant at .05 level.

6. There was the statistically difference in significant users’ expectation and
users’ perception of service toward outsourcing of Bangkok Nettoyer (Thailand)
Company Limited at .01 level.

7. The correlation between users’ perception of service toward outsourcing of
Bangkok Nettoyer (Thailand) Company Limited and users’ behavior was as follows: The
correlation between users’ perception of service and users’ behavior in category of time
period of agreement with Bangkok Nettoyer (Thailand) Company Limited was in negative
direction at moderate level with statistically significant at .01 level. In addition the
correlation between users’ perception of service and users’ behavior in category of
servicing fee payable to Bangkok Nettoyer (Thailand) Company Limited was in positive

direction at slightly low level with statistically significant at .05 level.
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ENREATNEREY
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2a ¥ = MIAAfDa0aNT
AAVSTEORE )
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ANUTENAL 5 WAAILLILIANABATAIIY GAP 5

11 : Parasuman, A.; Zeithamal, Valarie A.; & Leonard, Berry L. (1990). Delivering

QualityService Balancing Customer Perceptions and Expectations. P.71.
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(Paasuraman, Zeithaml; & Bewy.1989:129)LﬁﬂﬂQﬂuﬂﬁmuﬁﬁm®Q§lﬁiﬂﬂﬁ@@EuﬂWWﬂﬁi
UFNsRNINNgIANFLFAINLENT I8 FuAse (ES>PS) Hiistnaaslinalanisusnisiiliiu
wazA N linalaasiunI NI A INANNTBTEALANAIANIILAZ AN TLITATY 11N

AHANANTIT8R LT INARDATUNINNNILENNS HANWINAUANTLFAsIRINNI9LEN97 145

Y a

434 (ES = PS) fuslnpazidnnalasieinisiiznig uazuinaaniufaannisusnisilézy

a

a A o ! [ ¥ a 1 a < a2 dld
”’ﬁ‘\‘mﬂ’\&ﬂﬂﬂ’ﬂﬂfJ’]Nﬂ’]ﬂV‘N‘ﬂ@\‘]QU?Tﬂﬂm‘ﬂﬂ’]ﬁ‘U?ﬂ”lﬁ‘ (ES>PS) Aaziidunisusn1sng
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a v a

= ! = o ¥ a 9 A X A
@mﬂqWLﬁu@ﬂqqﬁquﬂ\?W'ﬂlﬁm NU@Iﬂﬁﬂqﬂﬁ')\ﬁ LL@ZQU?Tﬂﬂ’ng@ﬂWﬂIQ PANNINUULNR

a

ANANNTBTTALAINAIAUIIUAZAINFUFEITULIENNT (Paasuraman, Zeithaml; & Berry.
1989: 133)

HAANNNNSANENRANUAN §11TNN9921l2IiuAMAINNNILTN991491Ta AT

= a d‘ o a o a dl Yy Aa o A = o d‘

annsilsauguLEnsn IFuasaiuuEni g lusnnsaandavitedsnsoun Tnaditladed
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FANFUAARANNAIANIIURIANAN 4 1sznng
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'
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tsrnngusn e AeNcUslnAsuianiainnisuanilindailin nudnnisuaniinsa

u

o o

ihnifluiladednAtyRduansenusionuAIANIIEan1ILEN197899NAY

o

dsznnafaes Ae ANBINIIdauyAAATIAz NN MAAINgUdtuazan w0l

b

D

A

dsznisnanu Ae Uszaunisallusnnaasdising

tsznsfid Ae neRaansdsyandaiug iy wduthatlszaduiug lhssnisnis
G ELIRVENVEV EIVERE Lﬂuﬁ@ﬁﬂﬁﬁ“w'ﬁwaﬁi@miﬁwummmmmw‘i\iﬁi@ﬁmﬂmpﬁ%
13017

SERVQUAL (GAP  5) Lﬂul,ﬂ%qﬁ@z%m?uﬂﬁﬁm@mmwmﬁﬁm?mum’m
AIANTITRIGNAT %l\‘iLﬁﬂ@’]ﬂﬂ’]?’a“ﬁ/ﬂﬁﬂ‘ﬂﬁ%\iL%Q@Mﬂ’]WLL@::L%Qﬂ?‘N’]M@EI'NL‘ﬂuﬁ‘::‘]_l‘i_l u
anideiléiuén SERVQUAL untezenefldludoudl 2 sesuuuaeuniaded 1-23 iWuns

HedEgunNaaiuaNAIaudsaznsi Ui InAsvlsviduaun wnNsLEN s aaNIg

= a dl Vo a o a dIQ/ a o A
LiﬁiﬁlllLVIEIUU‘ET']’W?VIVL@?U‘\]'Nﬂ'].lll'j‘ﬂ’]'ﬁ/lIallﬁﬂﬁﬁqﬂﬁ')ﬁﬁﬁ"ﬂﬂﬁ‘qﬁ‘ﬂu’]

WUIAALNEINUANNINNISLENNS

W13149755U 1IUsNe4. uaL ULT (Paasuraman; Zeithaml; & Berry. 1985: 44) g

%

#11N19 Focus Interview tWaAnun@angnanliaauddnylunistsziiugnininnisusnig

u

e‘d‘ v Y a a a A = al 1 dl 1 o O
Lﬂmeﬂ‘ﬂ@ﬂﬂ’ﬂﬂ]‘]_l?ﬂ’]?ﬂ?:ﬁLNH@Mﬂ’]WﬂW?U?ﬂ’]? NTRLTENDNDEINUUINT AINTURAATUNTN

N17L3N1T (Determinants of Service Quality) Usznavusiag 10 Usznnshe
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%

1. ponienald (Reliability)  un1ede n1sUfiRulietsaianelad
Yy a Vo ¥ dl
dananatauaznsliusnisldnsamunanfisyy
2. N1IAALAUBY (Responsiveness)  UNEDG ANLANTALAZANNFRNYRY
wiinaulunisinisadnesnisa Tnugnénlisiassanas
3. ANIAINTIUNRY (Competence) NN HAoNFuasiiney 1
pNaNnsnlun g liiEnig Avnaiunsnlunisdeans mnuatnisnluauiizinisnas
TiLsnng
4. ANTMNDNL3NNT (Access) UNNEDN ANNAZANlLATRARaLaZLdN 1FU3N19
visafuTnstiazaanlldudaunulyl
5. d5ende (Courtesy)  MNNADN N1FUAAIAMNGNINGaL [H1FN19 waznIe
THLBN IR aUFUNIANNZANRYARNN NG
A . . = P Y X
6. N1949419 (Communication)  UNIEDY N19AANTTRYATUANYBLLUALAL
anmauzauLInslignAdnlalaedne
P A . R - 4 o o
7. ANUNLTaNa (Credibility)  MNIEDN TOLALNUB989ANT ANTRARNLT LAY
a = all ] dl A
AUNTNBNULETNNIHANNENATTR DD
ol/ . =X dl o dl ¥ %
8. AINTUAY (Security) M1EDS N9UIIARNNTEURINEANIAENUATTRANEE
Tdsiulasing
9. nnienlald (Understanding) MN18D9 AMNNENENNNAZ N D9ANNFRINNT
4 L4 o o 1 %4
299gnAN WAL AN ATYURgNAIYNAL
10. n19@i19ANdudesls (Tangibles) wunade nsEzaNdanglnandlinias
AU THLIN19UAENNI9 AN LN IRLTNNIEI 890 42800 FINNIYARNNINTBINTTNIUWE
IHUFN9ANUUIAANEATLATLNINNITUZNT ANNITNUNLAUBNITLTNNINN AN TNGIEA

WunanAnldat g aNauassaliiad Na1A ALAAIAINITNAUAIADLFADAINNAIAUTI

a

¥

2939gnA1 (Customer Expectation) M luszduineaiuzaluszauganinngnAiaiandsienty

a

dll 4 = dl ¥ o
LW@VLQQMJ’T’]W@WNE‘]’]QJ‘V]QﬂﬂWﬂW@‘MQ\‘]

NITUTUITAMUNINLENNSIALFIN (Total Quality Service Management)

1. WNUAzFaInseMinNAUANINIAAINANAN TR NANNNFaBIANS

q
1

2. Wnlapnaiandsnuiasaasgnan
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3. FRUAUBNANANANIIIBIQNANRENANANBUAT N TN B EINNAT9ATIA

4. aduaRUNIIRAIUIINTBINTINIL NaaF19ANANATR9gNANEINITLETNG

a o 4
1. WaenUNn
8. NITUIUNIT (Product)

(Process) II 2 51
@ @ (Price)
7. mIadauazms

o v oo MIUTHITAMNING Y v o
Huguoanyme T 3. MIIAT MUY
o <:> (TQM) TagA1ieds <:::>

. ) (Place)
(Physical evidence aNuianelaveagnm

and Presentaiton)

. ﬁ 4. MIAUFTUNTADNA
6. mIvuausIasans
) (Promotion)
(Presentation) 5. AU (People)

N39WITNU (Employees)

ANLITNAL 6 LAAIUANNITLTUNIANNINIINTBINITLTNNT (Marketing Tools for Services)

AN Timm, Pual R. (1997). Customer Service Career Success Customer Satisfactions

hall. p 98.

AUNINNNSLIALIENNS (Service quatity) Av@NATYAIMTluN9a519ANUANFNS

203590an191HUENNg Aa n1sinmszdunisliuEnisimilendngua InaiauanunInnig

|
= ¥

TiFn1smugnAaandald dayasine nasiuaunmnisiitsnsngnAsiesns
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Tusu3da3ell IETnnanaa9n19 LTI IAMNINIINTBIN19LENNT An NglHAIN

14 1

azaanniaidnla naauitlulsslamilaatinnalss lamiiaualiunanfasinansemasasunay

k1l

= o

inla Ined ldA1andsdmauunuyaainsmnszataasessnsidaudidnlunislinisisnig

7

= ¥ o

= -13’ a dld [« -ﬂl A 1 9/911de 1 '3 a
mmmﬂmmwmaLmumﬁ‘mm?wmuﬁmm‘@\m@fﬂqaimwmmm UANANTINAAQITHN

)

q

A

A a o o‘d‘d
FIRNA LASINANTNANBITUNA

d2uilsznaun1anisusnig (Service Mix)
A7u3enauN1aN19LENT (e leANATYEMIL 2549: 172) Aa ussAntladedi
HuasAlsznauaesrdnisgle <) NHEAABANNINIEILEN91 <] deaaiieannianalavize
1 v a =K % Zl/ % ] o (=] 1 1 [ dal
naliifinAnianelaluanenizesgniniuld asnisoutitiaduaanidu 3 ngulug) ) Al
® ﬂ@juﬁﬁwﬂﬁmﬁuﬁ‘ﬂ’w (Pre-Service Factors) %78 (Pre-Delivery Factors) l8iun
- Company Image = AWNAUNAR AN TRIAeNLTEN

dl = v v a o
AslEanaldnnelalsaaatiaem

Creditability of Company
- Cost of Service = ALITNTT AN T[N e FULTNNg
- Creativity of Service = ANLUanludaeslInng

o nguiladuNAnaurduL3N19 (During-service factors) 138 During-delivery

factor
- Coveniency = ANNEzAINALNY lUNNTLILTNg
- Correctness = ANYNFRY uiuen TuseaziBEn
n1sliEnig
an dld Y oa
- Courtesy = N3NNI MNAINBIE HLEN 9
- Complexity = panNgeendudaulunissuLTnig

- Carefulness ANHNLTL AT LAZAIHAD-

Aowluansiisnig

- Carelessness ANHNLAWLADUBY WALITNT

- Competence Hile pRtlayayn uazANaINIeD
YoH WALTNg

o nguTlateRTHANAINTIFULENNTU&Y (Post-service factors) Wiad Post-delivery
factor Mo

- Conformance to Customer = ANADAARDINLAINNANANIIUD
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Expectation ANANAUNITULENS
- Completeness of Service = mmmu‘lal?aimuﬁaummu?ma‘
- Consistency of Service Quality = ANNNANAUAIIN ANUNITLTNS
- Cost Effectiveness = ANANAIRWITE i 1eaLENNg

doutlsznaupeenisuinig iWudsunilslunisgdnauninwnisliuinng (Service
Quality) A@nATyAanilalunisa¥isaonuuansnsaasgsianisliiinig Ae nsinunseiu
n1sLENsNmtandnguaedu tneauenmuniwnislitEnisaNgnAIAIandaly gnAnay

naladnlasuludeaniandaanig

¥
[ % ] ]

uanugIuganugiFarainisuinisninunw

L5 u

' '
o A =

waniuguiiluwinlatinligaaudrfaaasnistsnisniaunan Tnatienaigd
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“43n19" ﬁmmﬁummﬁmqwdw “SERVICE” d1Uanfa8nesLaazfadua1tufuaad

A9ALTYNALUBIAINNANSA IN191ITNNT

S = Satisfaction aNunanela
E = Expectation ANUAAN I
R = Readiness - ANUNS Y
MIVITNMSI
V = Values ANV
| = Interest anuaula
C = Courtesy Al luas
E = Efficiency ANUNYsEENTIN
o/ dgj o [~3 =
nnUsEney 7 ugaamaniugiuzesnnngiialunistsnig
01 1 WuANeAuglaviussINIg . (2545). AFANEINITUTIT (Mdael 1-7).
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2. WUIARLATNORYNEINUAIMNNINE LAl uIUuLENS

ARRLADS (N9 FURAMAA; uazAY. 2546 1 7; §1989a1N Kotler. 2003)

na1291 A unalaaedgnAn (Customer Satisfaction) AuagiutlsylamivizanniAniugle

Y a o o dl = o al dl 1% o dJ rd‘ Yo a o rol

annslduansiel WeauiuasngnAnaiands Tennniselaminldfuanuansineian
2

A o Ny v w2 . a o ecw Y o el vo
nangaea1aniald faearidnlinelalundndneiin lunemsstnuiunnissTaminliiu
2 = a 1 dli/dw o S./da’ =] = o
ABAAARIVTRNIUNINTNTAANAN Jaaariannalavzadlsyiinla
A3a99nu 133Nl uazAy (2546 @ 90 - 93) NANMDN ANNINWalaTasgnAn
(Customer Satisfaction) LluaauiAnuesgnitdianalavzelinanala dailunadnsann
n13fFeUeUsEnInsuiluni st usendainuEiiuANAIAnda9gnAn (Kotler,
¥ o a o c 1 o [ ¥ a =R
2003 : 61) HIHANIININIUIBINAAAUTYINALANNAIANTIgNATIATIIAAINNNG A Las
HHANINNNNUTINRAATUITGINd1AHANANIININgNANTAzIiAAY NN laainauIn
a a o | 1 ¥ P2 =< =2 PGS
a7 A nuusAnuaznnEAInaadsiuainnsagtddipnuiiene’la uniens Annian
! d'sz a Vo o dl Y a o &
AnANHUTINAlEFUAINANAandas I HA R e
dounalselaaiannauanANAA W ¥Tan19MNeIaeINaRAusiiuInNIg
[ dl tﬂ' dl 2 v v =3 Y o % v
nananazeneau] Mingadesazsaamenainaiauianelaliiugnin Tnenaeinaing

ATUALIN (Value Added) AMUANANTANAAINNIIUAS (Manufacturing) WAZAINNITAATA

q
1

(Marketing) rﬂ@@mw'ﬁmuﬁnmm%’w@mmwimmw (Total Quality) @mmﬁtﬁmﬁﬂmm

'
oA

WANGINaNIaNNTwaedu (Competitive  Differentiation)  sansAnfinauliiugnAnazfas

q

%

NINNINFUNUIDIGNAT (Cost) ¥3B31ANAWAT (Price) SN

ANLLANFINNINNTUINTUIRINA AT (Product Competitive Differentiation)
duntseenuuudnenizsine] 2eendndusivzeusEnldunnsieanngudeadu Fapanu
Lmeﬁmﬁu%ﬁmﬁ@mﬂ'ﬂumamwm@ﬂﬁhLL@zmmmm%‘Nmmﬁqwﬂﬂﬁﬁuqﬂﬁﬂﬁ
ANNWANANNNIINTTaedulsznaudag (1) AMNUANFANATUHNARST LT (Product
Differentiation) (2) AANHNWANFANNAIULIZNNT (Services Differentiation) (3) AHNWANFNY
ANUYAAINT (Personal  Differentiation) 4)  ANNLANANATRAINANED] (Image
Differentiation) mmumrwh\aLumﬁlﬂuﬁfsﬁmummmLﬁuz%w%uqﬂﬁﬁ (Customer Added
Value)

o

uANans TN lua8R1gNAN (Total Customer Value) tHunsiuilugtaes

e oD

o a

a v dl o v a a dl % o dl Yo
WQL\‘IMVIW\‘IQ’]HM?‘]&@H@ NUIN LL@XNZ\]‘]J?%IEI%M‘VI’NWW%@WQVIEI’W‘V@TWW\ﬂﬂﬁﬁqqm’ﬂ$1®?u‘ﬂﬂﬂ
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nam vireidunasanvesnalsslamiiseassadseland (Utility) anuansusivizensnisie
Lnnewile @mm’qNamﬁmsﬁﬁ@wmwmmmLLMﬂﬁiﬂ\‘mwma‘LLﬂﬁummmamﬁmsﬁ%'\1
U32NoUA%E AMNUANANATUHARTT ANIANFINAIULTNT ANNLANFINAIUYAATINT
LAZANNNLANFNAIUATNAN O] mwmmnﬁm%ﬁ5ﬁuﬁﬁ@1ﬁﬁm@mﬁw§mﬁmsﬁ4 AN
LTUTWAS AMANATUHAR AT (Product Value) AMMANAIULITNIS (Service Value) ARLAT
AIUYAAINT (Personnel Value) — WATAMIANAIUAIWANEDL (Image Value) @mm«ﬁ% 4
dszniesauFendinmupAnaniueisn lua e n189gn AN
ANLLANANNNINNITULNT U RINA R0 (Product Competitive Differentiation)
dunnseenuuudneniesine] 20snandusivzausEmliuansdieangudadu GRTPREY
Lusmfﬁi’m&u%ﬁmﬁ@mﬁﬂu@’mmmmqné’"}LL@zmmmzﬁ’mmmﬁqwahiﬁﬁuqﬂﬁﬂﬁ
ANNWLANFNINI9NITRANT Ul sEnauAae (1) ANTNWANFNIANBRARA TS (Product
Differentiation) (2) AIMXNUANAINAIULENT (Services Differentiation) (3) AMINUWANFNIAY
1JAaTN3 (Personal Differentiation) (4) AYINLANGNNAIUNINANEAI (Image Differentiation)

o ©°

v |
pNuansgman i AmuaAuANRNAMTLgNAT (Customer Added Value)

AAHAR T N lUuaN8mNI89gNAN (Total Customer Value) Lun135u3lugy
v A v a 4 Q} o ¥ a Aa dl v 1%
12959 IUNiATgRa w9 wazkalselaminiaduaninengnAaiaudanas iy
A e A s . a o e A a
A nmann virallunaTnaesnalsylemivizaassoilselami (Utility) aanu@nsdieivizasisnig
1AUTNIINT AIUATNAAATUTTNANTIUIAINARTHLANFAINNNTUE ST UIDINA AT T3

Usznausiag AVINUANFNIAUNARI T AINNUANANAIULENT ATINWANFNNAIUYARINT

v 1 3
v a v =

LAZAMNUANANAIUNINAN ] ANUANANTNAAIUE NalHAnAMAINER T 4 ANu
KU AB AIUANAUNARADET (Product Value) ARUANAULENNT (Service Value) ADAN

AUYAAINT (Personal Value) WATAMIAININANENL (Image Value) ARUAIYN 4 1Uszn19993

Fendn AnsANARTusanluarmIa9gNAN
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AHNULANANNIINITUUIT LD qmﬁiwﬁmﬁmsﬁiqﬁlumﬂmmm
WRBAEUT anA
(Product Competitive Differentiation) (Total Customer Value)

ANHUANFINA UL AR U AANANUNARS U
(Product Differentiation) = (Product Value)
ANHUANFNNATULIFNNS AANAIULITNNS
(Services Differentiation) = (Service Value)
AINNLANFINNAIUYAAINT ANAIANULARING
(Personal Differentiation) = (Personnel Value)
AINNLANFNAIUNINAN D] ARIANATUNIWAN O
(Image Differentiation) = (Image Value)

nisenau 8 uaasiladeffluganivunaniAiNA11TLgNAT (Customer Added Value)
ANNANNUTIZUINAMNUANFANNNNTUINTUIAINARATUS (Product Competitive

Differentiation) WazAmAINARI DTN lUANEANIB9gNAN (Total Customer Values)

wseada lunnsfnaNuazn1sdnANNanalaasgnén (Tools for Tracking and

. . . @ aa dl a [ % v 2
Measuring Customer Satisfaction) LIUIEN1INALAANIN TAUAZAUNIAINABINITUDY
. = Y o i

4 = [ =3
anAtaadansaunnelinaaieaNfiane laliiy

Q a

a o

% = KR o A a
anAn 1 HVIVIH@H@%QJ’]M?@LL‘LA’WMVHQ
, A o o o 9 = | A4 e =
n13Aanm (Marketing Concept) NINAIMNANATYNGNATRTHIANINNILLNDATINAITNN

walaliiugnén Tansa¥wanunanalaliiugnAndidadunsesantiedenn (1) n19adie

a
'

AHNenalalatN1TanFUNUABIgNAT (ANTIAN) YFBNITIRNLIENITUATANLALIBIAUAT T
arinanilinnlsretfivanas (2)  UsEnazfesannInad1eanilelneaaladauiie iy
a g A A a o [ % a o o 1 dyd oA il/
aUlUNITUAANINTY YERRNNIRARLAWMUHARS YT (R&D) ALAaINHNANTENLITY
elfreTEnuarFunuIasduAn  (3) yaARaTNadtesiuLsEM dsznausae ghedu
o % [ a QI =K Y o % = |
Wiineu guneiladenisuan uazaunaa nsidauianalalifugniasinansznuse

= =
ANNINa laasAuLaNilAae
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[ %

ad a o =3 v o 4 ad agll
Qﬁﬂ’ﬁ‘lﬂ@ﬁ]’]QJLL@ﬁQ@ﬂQ’]NW\?W@I@%@\‘]@IﬂW} mmmmlm 4 95ANY

1. sruUNNIRARLKLAzdBIaUa WU (Complaint and Suggestion Systems) fu

%

nsundeya fiAuARIa9gNAALIAUNAAAMITLAZN19MN9IUI9LTEN Tryunfaaiy

v
HARATITLATNIINNU FaRedaianeuuzsing | TnadnwEannaesfuANARLINaINgNAN

¥

2. nMednsamduiienalagnAn (Customer Satisfaction Systems) lunstiilay

'
¥ =K = o 14 !

| ] =3 a a dl ' 1 [ L4
Lﬂuﬂ’]ﬁ‘@'ﬁ’)@ﬂQWNWQW@I"W‘ﬂ\‘IQﬂﬂ’VH\?@ﬂfJWQﬁLL?ﬂ‘VI ﬂW‘]_IﬂQ_,IV’YJ’W @jﬂﬂﬁ@quiﬁﬁyiﬂ\lﬂ@ﬂiﬂ

a ¥

! A o dl dsj a % 3 dl | Y A o Y
Audandanazinilasulyl FeduAiaingunaseauunu unalisdnsesgodagnan

a

dl A Qia ¥ A a o Qdagll a o ¥ = dl %
14 ireeiienfanlduinAenimdanatn TERLEEMAAATINLLLA LN NN AUII AN

v
A o A

= % a 1 dl o = %
wanalazeagnn watipsnee Nldlunisdisanauienelazesgndn Hasl

2.1 nmsazuuuAuNenalaresgnAn (Rating Customer Satisfaction) M
slananAneiveeLsnig Tnaatlugdaesnisliazuuu 1 linalastinetie linala Tiula
Nala walanengga

2.2 manuagnanlaiuatunalalundnineiisatisnisvise il atngls

2.3 nsanbignAnsrytleymiannnisldnandne waziauauusilsviausiie
ai ?/ =l 1 a s % .
NazuflatlyuiiuGandn nsdmseitlyuaesgnan (Problem Analysis)

2.4 flunsnngnAnive Az uuuAUANTR N7 LAZN1INNULRIUART T

[
caaa

Fandndunisliazuuunisinanuresnaniue dadazdaslinsuisangen qaaudsres
NARAUT (Product Performance Rating)

2.5 flunisdrsaranuslalunisiednaaignén (Repurchase Intention)

1 1%
v A adad

3. madengalaangugnAniifutinuung (Ghost Shopping) 3atazid@niyaaai
dld o

! S./da’ EoN L8 < 1 dp a % a o 1 1
mmwuﬂw_fﬁ@m NENIN EL‘VI’JLV’W?’]%‘VIQ@LL"INLL@%"Eﬂﬂ’ﬂusluﬂ’]ﬁ‘sﬁ@@uﬂ’m‘ﬂﬁﬂﬁﬂmLL@ZZ@LL&N

4 WaNissz YTy AR UAUANMTELTN19909LFEN

o

4. nsdmsgiinegnAnfgoydeli (Lost Customer Analysis) Tunstiazaingnzii

|
v a a

wsedununignAnpnilasuldldnausnan wu 13 1BM Idldnagnilinansiuda

V% %

] dl o d‘ ] a a 1l a o [ dll A
awene M lignAudasula wu sapnganuld winisldane wandueiliinaeie

u

%'/ =] =KX o a Y v
FINNBNRATANBITNBATINTH AL QNATAIE]
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3. WUIRALAINOHNAINUNANTTNEUTINA

u

4

a Y a - Yo 1 X
ANUNNEEIN ANsINALFINA B9l lRAa NNl dAsie i
17 NN (2542: 30) NA1997 WEANIINELFINA (Consumer Behavior) 11y
=K dl % o [~ Y a v a
NN3ANHITBIN1IRBLANBIANNFABINITUAZANALTIL (Needs) 2a9f1FInATHIAAAIY
wala (Satisfaction) Wnniseainazmavauesfisinalininaunalalaiu asaflusiasmi
A lagistna mazdnlididnladnfusinenalas Tddladnandesniserls saudsls
lalravdela AluannranevduasnNsasnisraaan e

A3ngend 1aaiend; uazAniy (2546: 192) ldasunalidn womnssndisina unieds

'
a v a

a o % a dsj 1% a a v a dl
WO ANTINNELIINANINTIAUNY N19AA 19T N9l nstsziliuna TuAuALazUTNN9T
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e t W ANADEN N384 11 t - distribution
! Q‘I ! ai
L, unuAvedulszaansngui 1
o . o
W,  unuAvedutlszainangui 2
G°,  wnu ArAnNulsluaeanguilszanai 1

NN,  unu auanguilszengii wazauianguilszangy 2
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A131994A9Z AN KL TLFIUNN ALY (One Way ANOVA)

71

wirasaaulsdsin df SS MS F
C k-1 SS
TRINNGN(B) SS s MS g, = (B)
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0.81-1.00 UMY HANNAUNUSAS



74

4. meé’mmzv‘immmif“sLﬂmzﬁﬁ’ﬂm

aa a aa a

N193LATIZT ALY @Lﬂuﬂ’]ﬁ‘%ﬂﬁ"}“’ﬂ@ﬂ[ﬂLﬁﬁW??muﬁ ﬂUﬂ’]T'JLﬂﬁ"]”MZQﬂ[ﬂL‘N@uN’]u

v v
o A 9a o

LL@%ﬂ’]ﬁ‘ﬁﬂE’]ﬁuﬂ%’W AT N7 LLWJLG‘W?’RM?I@N@

a

=\

5. 406N L LUN15ILATIZ R aYA
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