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Siriwan Chaichareon. (2003). Customer's satisfaction with the services of Rattanakosin Thai
restaurant and cultural shows. Master Project, M.B.A. (Management). Bangkok: Graduate

Schoo!, Srinakharinwirot University. Advisor : Asst. Prof. Supee Limthai,

The purpose of this research was to study and compared customer's satisfaction with the
services of Rattanakosin Thai restaurant and cultural in five aspects in product, price, place,
promotion and general services classified by gender, age, education, occupation, income, position,
category of customer utilizing the service of Rattanakosin Thai restaurant, main purpose of visiting to
Rattanakosin Thai restaurant and frequency of visiting to Rattanakosin Thai Restaurant and Cutural

Show per year.

The questionnaire was constructed for collecting data. The samples sizes were 400
customers who 200 were Thais and 200 were foreigners. The statistical analysis were percentage,
mean, standard deviation, t-test, One-Way Analysis of Variance.

The research revealed that:

1. Customer's satisfaction with the services of Rattanakeosin Thai restaurant and cultural for
overall and each aspect were at high level except the aspect of place and promotion were at medium
level.

2. There were statistical significant difference level at .01 for overall and the aspect of
place and general service and at .05 level for the aspect of product for the satisfaction of the
customers with different gender.

3. There were no statistical significant difference for overall and each aspect but there was
slatistical significant difference level at 0.5 for the aspect of general service for the satisfaction of the
customers with different age.

4. There were statistical significant difference level at .01 for overall and each aspect and
at .05 level for the aspect of place for the satisfaction of customers with different education level.

5. There were statistical significant difference level at .01 for overall and each aspect for
the satisfaction of customers with different occupation.

6. There were statistical significant difference level at .01 for overall and each aspect
except the aspect of price at .05 level for the satisfaction of cusiomers with different income per
month.

7. There were statistical significant difference level at .01 for overall and each aspect for

the satisfaction of customers with different position.



8. There were statistical significant difference level at .01 for overall and each aspect
except the aspect of promotion at .05 level for the satisfaction of customers with different category of
customer utilizing the service.

9. There were statistical significant difference leve! at .01 for overall and each aspect
except the aspect of product and price were no statistical significant difference for the satisfaction of
customers with different main purpose of visiting.

10. There were statistical significant difference level at .01 for overall and each aspect
except the aspect of general service at .05 level for the satisfaction of customers with different

frequency of visiting per year.
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Haslnems uazﬁﬁ-ﬁfa‘?‘;t?'{ﬂ';‘ir’mmaé’aw‘%ﬂqfﬁqaﬁuﬂqwha 1 nstetinnseninvieadiengasing
Uszina Baduflunisdedudresniinediviudiearuns (Invisible export) maziflunssadon Gy
RIENUTENA NTRRRAUAT AANITUINTEN 7 ﬁ'ﬁnvimLﬁﬂq%ﬂﬁ%ﬁmﬁm?amu Fonauszland
szaglusznauazazdonlifarueIndnuatouaus anisnpudauniaamn gia uenaininng
Fudsauntsveninaifummindsuaaisaniniaeden wiou 4 fumsldfuanug ammdhlaly
TrnsssuiiBauwanuanseaniinafe gramninvioadeniuwdinaomeldiunlGunmsing
Uszina Feariidnutruaaefosnmitifunanisirssdutdduedrenn venaniinesaiinadadl
ununmdasnssfulifinisiie mingnssassmmn s Temdotinandrarans Adegluiesuld

< =) o AI’ J o et LYy [3 H
Wundszfugiiuiaonssuiwdnanaduredisz@ndwininviaadien
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uRURHUNRAUINITeL i lng

mnumumjwﬁmmmwiauﬁmlmﬁw?uuuuﬁ'mmmmgﬁmm:ﬁaﬂuummﬁﬁ afuii o
(W.71.2545-2549) Fanseafisanisdrzmalng (v ) Wueuvunsl¥an sy RO TWRIYA
Uszindlve (TORI) ﬁwm-rﬁnwmﬁar‘huumnﬁqwﬁmm u.uummmLLﬁ:umuu‘%qumwnﬁuﬁmn‘r"imﬁ
wnnzau ey

wennsaiwruinvienieamelulrsmAnedada 1 2543 Usznalnafitnviasdiasmg
Tnguazasitalszmavioufisamelussmadszann 60 §upks mudunuiuvieaiiorfome 200
&uiu wasfimofuannisieadfisndssinmnga 5 saudmuw wazwnWuseninveadionludn 6
Ydrawin (@ w.A. 2549) ﬂs:mﬁ‘l'nmazflinvimLﬁmfvfw’u'ﬂwuua:;‘m'wi'\qﬂ?:mﬂn?zmaﬁmﬁumq
vieaignludandasine 1 fndszmealszunn 93 §unfa sauduvisadfientanus 208 fufuuss as

v s ar ] J i
gnrnaf g lilitudssmandmieduduum

[ L% ] ol ] ad a W ‘& g
AI914 -1 “I']N"J‘IJHH‘VI‘EQL‘YI‘E]"J’H']'Jﬁl1~1°ﬂ1ﬁ‘llWI‘HVI’NL’il"lﬂ'ﬂ.uﬂ?ﬁlﬂﬁ‘lﬂﬁlﬂukﬂﬂ 2543-2544

\iau 1 2544(Au) i1 2543 (M) % nsdiuinade
uNIAN 807,222 763,883 +5.67 +5.67
NUAWUS 879,526 781,301 +12.57 +9.16
Hunax 817,764 753,670 +8.50 +8.95
POERLTY 801,858 666,021 +20.40 +11.52
WOMAN 684,245 621,519 +10.09 +11.27
Higuieu 685,326 624,039 +9.82 +11.06
NSNYNAM 797,561 733,147 +8.79 +10.72
Aaunau 783,026 728,553 +7.48 +10.30
eNgg f 739,177 617,639 +19.68 +11.22
ARIAN 757,295 690,775 +9.63 +11.07
WOARNNEY 882,698 836,624 +5.51 +10.47
fUNAN 943,128 834,089 +2.22 +10.72

7 9.578.826 B.651,260 +2.22 +10.72
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ar & P = a . -y & [
1919 2 huaneinvesieaulnafifunisludssmamanuay 5 1 aaudtl 2544-2548

g eld (@uumn) nvaafianauing (A uAu)
2544 269.325 56.70
2545 | 291,000 58.20
2546 298,000 59.60
2547 307,000 61.40
2548 315,850 63.17

N - nsvisnfipawialsunalne (2544)

o =l s )
LUAAITHARALNEINUNNTAAA Llﬂzd?u HAHNNINTARNA

167 NN (2542 : 11-12) nEMDINAYNENITARIA (Marketing Strategy) nihidinng
Wirdealontsnann (@aunannisnan) Lﬁ’ﬂmauauﬂaﬂ'ﬂuﬁawdlwm@nﬁﬁ maaldliamang
daurgEMINTIAT, (Marketing Mix) 1efi mefidudniineusussaniudisinissesgninguth
weld melumaniiguiineeeniuld wezfusinaduddrnmmzuaaiuingy smuddinigda
'ﬁwmﬂnszmaﬁuﬁﬂﬁﬁﬂmﬂﬁmﬁ’uwqi‘ﬁm‘mmi%atﬁﬂiﬁﬁﬂﬂuﬂ:mqnud@nﬁ'ﬁ ATLATHWENL TN

W Wiinarureuluduiusziiangfnssustiegnsios AGendrdiunannisnain Fadszneudne 4

P's
= ar - <2 =l v 1 I: .
1. w@insinat (Product) nunete mafiduAnfinausuetadnudaaniszasgnAinguii
el
2. 3@ (Price) wnate msfisawduilnaseniuliuasiuiiang mezneadiuinduan
3. n1rdad ming (Place) uue i n1sdndmune nszarufudn 1Haenndaeiy
WOANITUNTSED

4. msdauainnisnana (Promotion) Wumsliarsmensndnadlaldifnacsseuludu
AMuazifiangfinssuagwgndes nsdaaiunismatadsznaudog 1. mslawoun 2. nsszanduiug
3. MIAURTUNTIINE 4. MIPIBFIBFNAAR

o e -

A3qgsny aTimluazanie (2541 1 12-13) A uunAanudadtunisae (The selling

o s"ﬂ'd i o .X = ar T o <% él’ ¥ ]
concept) wwanuanifaudnduilnalasinllaclidsndninsfooeednig viaTausrliifeans
fualusaIntg Aaduaednsassadldanuneiatnlunismeuarnisdusiunimmainegradiui
AIUUWIATNAATUNIIAATR (The Marketing concept) Tilununanufntiiaudnitdaddnian
ATUTTRIRLNMNILTBIBIANNITAD N1sRatsonBaauanduuazaudiesnisreman st

=1 b= 5 } 4 ) ©y = 1 ) o
uaznisainarfianelaliiaauldedwiilsz@ni mwuszyszAninawiiagugadu
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YiTueil na A AYATY FBNITVIBUNENIRUATH whunngAeialiann

-l e rd

Alraenu VLARNURA NITAAA*Selling and SR (Profit through
— > - — 9

(Factory) {Product)} Promoting) sales volume)

(1) WUIRMHNARATUNITTNE (The selling concept)

RAIR nnjianudnAty R Aenrlfiadeaite wWunneAeinlzanam
e
(Market) | gl ArmdnduvasgnAil gy nInRIRTINAY L_p| walasaagnAn (Profi
through
{Customer needs) ‘ (Coordinated marketing) customer satisfaction)

(2) WUTATINARANUNISARIA (The marketing concept)
AMUrENaL 1 uaAIMATHLWBLIE NI INIANNAA A TUNIF TN LAS U ATNAA S NI TRAA

ATagr nTFmduaTAMY (2541 : 35-36) 1AllAntuvunggediudszannisnain
(Marketing mix %38 4P's) dmneiivAaulsmanseaafiasuantddaddnldiusiiasduesning
wanalauringuithwing Usznaudouaasiiedwselil

1. uRoTtu (Product) muneis RsfiauewrsinagsiaiiaausiaaiusdaaniseasgnAns
= - - rA =l o r e 1= o L. = o anet 174 v =
e landnAueiiausneenassifmudeliidnuild sdndnsfRelrznaudaadud wWinig

a P o a w  rw - - =t .
ANTNAR ADTUR BednsvtayARa nABA e iiasroLssTund (Utiity) HaniAn (Value) tuanumiaes
gnérAsasiinainWndndnsianunsomuld nsiuuanagnsinundniusida wenauiniiaia
tladusaliild (1) annuansitsasandnined (Product differentiation) usz (139) AMRUANAIMNINAT
w349 (Competitive differentiation) (2) AN INEIALTENOU (AMUANLR) 9a3u@n Tt (Product
ré‘. 1] et L v b I
component) 1gu Uszlamifugiu guiNanee Ao n17ussasing nsaudi wa4 (3) meiiuua
AUKNTOINARATUN (Product positioning) 1UNNIBaNLULEARATUYI92ILTEMA A UARIAIUMIIRA
wandnuaziiguathdnlsaasgnAuivnne (4) meimune@ninud (Product development) el
AR Sus ANz ImsiuarUFud{e 1R (New and improved) FesiasArflafivaruasnsnlunns
1. s poia X T o e - o s
muaummwmmma“umqnmlmmﬂwu (5) nﬂwmnmnuﬁquﬂ?mummnmm (Product mix) uas

SOUARS Y (Product line) Teazdusnasling1nluneui

‘ 1
=1 s

2. 3181 (Price) wNnefd pruAmdndudlugddndu sedu P ifiaediintiuundn

47N Product sandwsiunu (Cost) 2e4gn# duilnassnfioufiousiudgnian (Value) nanAmust
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3

AusAn (Price) LAY SrAmANgINdnTIAn \nAaiindulate ﬁﬁu:ﬁﬁwumnﬂqwﬁﬁmﬂm
FasAnileile (1) AATiFUY (Perceived value) luaiamyesgns ?nlaﬁmﬁf-n?mﬁd"m'\mﬂus*wmqn
FrlunnATeBRA T IgINT T AHRR AT (2) fumuAuiuazanlddeiifondes 3) nns
Wit (4) ﬂ'ﬂfi’ﬂ?ju’] nﬂqwﬁ'ﬁ'}uﬁma:‘h.infi'nm‘lumauf':

3. mMIdAATUNTAAIA (Promotion) Lﬂun'ﬁfﬁﬂﬁﬂgﬂﬂﬁ?LﬁﬂQﬁUﬁﬂQﬂ?:ﬂﬁﬂdF'é‘il'lf_lﬁu :%'a
Lﬁﬂﬂ%’]qﬁﬁuﬂﬁnmzwqammmﬁ‘% madarodnairaraliwinenaneiinisang (Personal selling)
uwaznsdinsiedaanslanlsilian (Nonpersonal seling) wwiasilelunsinrodaarsiivatesznisis
m’aLﬁanlﬂiﬁnﬁw"ﬁwmmﬂ?:mﬁﬂﬁﬂd"a’uﬁnmﬂﬁanlitﬂ?ﬂaﬁﬂﬁﬂﬂﬂ?uuuﬂ?:ﬂuﬂsxmuﬁu

o’ « |

(Integrated Marketing Communicatioan aMC)) TaeRansandannummnzaniugnAn wan e Auta
du Tauussgqmsjamnesauiuld wiasdledadiuiiday dad

3.1 sl (Advertising) Wufanssilumaaus e nAuafuasinuas (79)
AR LENNs WinRIMAR ﬁﬁmﬁnqﬁqé@u’imaﬁqﬂﬁuﬁﬂumi nagndlunstaunaniiondes
AU (1) nagnintsa¥ianssAulaum i (Creative strategy) uazgnsisnisinmun (Advertising
tactics) (2) naqm’ﬁﬂ (Media strategy)

3.2 msvwlagldminauane (Personal selling) Wlufianssunisudstnoasuazasla
naalaoldyana snludedanfudesiu (1) nagmin1rneiaetiwiinaruene (Personal selling
strategy) (2) nM3IANIFMUIEIUINE (Sales force management)

3.3 nsdaddunnsIt (Sales promotion) Mineda Aansmumsduauivenuiiaain
nfismsee maldwineune waznsifimuazninleeanduiug %emm?nn?:é}umwau
12 naaesld wian1sde TangnArdugameioypasiiuludemna nedaaiumsned 3 sUuuy e
(1) mengzsjududtng Foundn m?mm?un'iﬂmﬁ:.je@’u?%ﬁ (Consumer promotion) {2) Msnszdu
AUNAI (FaNg nwdam‘éumwwﬁxjaqﬂunmq (Trade promotion) (3) NMNFEFWATINILLNE Fun
11 nsdasunsnefijsgwiinause (Sales force promotion)

3.4 Ml uaznsdrzandNaug (Publicity and public relations) msldidaidunis
wuaaNAuAuAuE MR lideeiinsdnedy daunisdssm&uiug uunats Ao
wenenufsinmeunuTasasdmsuiafioaieiauaiiidsesdnsliAniundulangumita nslk

- grnihifanssuniiaansssa @i

3.5 NY1IRAIANIIATYE (Direct marketing u%e direct response marketing) L&z N9
ARALED NN (Online marketing) WuntsindedearsiudlmuiodeliiAantrnauaues
(Response) Taumse wiauu1sBadinassineg ﬁﬁnmmmml‘ﬁ'mLﬂ?unﬁﬂﬁmm‘imﬂmaﬁ'vé%ﬂu.ﬁ:‘ﬁ'\
ThAanseeuauasheiud Usznaudae (1) nsaeniainsdnd (2) masaineldsauunenss (3) nag
el unnmndon (4) nMemevnaingsiad Sng viawldefind JeqalalignAniifianssunsmeu

auns 1y Mgtleuanie
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4. NN193AAUMLNE (Place Wi distribution) uH 8 TAsaa¥reresdeaniedalsnoudng
aontTunasAanssy Mwawrdautandniuduasuinnsainasansiddimana aniuiinednsiust
sangAaIAIMNIE AAaan unsaas dauianssuidaslunisnszanudadud Ussnausion nas
U NTARIALRAT KREMITRLFNERUAIAIAAY NIFIRMUBRNsENaUfIe 2 dou Fiall

41 P9I NMIdadwning (Channel of distribution) Wiy WunaRiedninsiuas
] cfa‘ - - I's =3 < - ] o D ) <1 1. v oo
(vise) nzsudnsnnanfusTignaeuile Wdeaa lussuutamanisdadmieialsznausiadudn

Aunan §uilne viadlinngnamnssy

v

gusinAvTad Ly

ALNAMN

NNYAAUNITH

4.2 mausyunsnssanaiaduingnain (Marketing logistics) uinuile Aansaud
Hendestunaeiauirefudesusianduanildliusing viaglingranunssy
m?ni-:'aﬁﬂﬁuﬁﬁqﬂs:nauﬁaﬂmuﬁéﬁﬁm&ialﬂ'ﬁ {1) n1sauds (Transportation) (2) N3
WuFnu&udn (Storage) WaTNITARIAUAT (Warehousing) (3) NFUTNITAUAIAINGS (Inventory

management)

o o« ar =

LUIANNAALNGINUNITUINIG

ANUNTIETRINITUTNS ‘

aFuRuszuinenyd (nedszMidin 410, 2539 : 6) Hdaulawramsidnagussen
winstsn lwdaauazaan sanii gnies

Y e exaoar d’ Ld = = LY ar -1

gufumdediaumdinlalunyed Tngtindeanuimals anudasnsrasgfinihman vall
5 L = = - 1
Pusgivaumeundnla luawiuuszjmuagnaeanan

de oo d vl 4 m a .

gramnIsuiAasudiii e lignidentnedtedaBninagelulaqiu

fiangsa neunsIERuA tusaneduii viandinnseiedus

a Py . a 14 s a am P

Aanssn e lacneugu iuling azadnaune TWideyatmans Ufddanaiesue

fianssuiinasgnAn Wiudnsduwdnaudiung

AN nanede i litudau @iws dufiyaite. 2508 : 1) 6Fuauwels azaon
a1y s tgnAtwala (Customer's Satisfaction) F4gnAvnaAuiianinsiaanisuazAuAANIIENg

ar

N -
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\ g

UFn17 (Services) uiianssu uﬁﬂfziwﬂﬂ%fiqwﬁawa’lfaﬁﬁummmcﬁmmmﬁ@nm
Tnunmmsiianusidndny 4 ﬁnum:ﬁﬁﬁw’ﬁwaﬁiamiﬁwumnawﬁ'msmmm o}

1. ldmansodunasts (Intangibility) winislisunsansaniuv wiadnarusdnlanews
azfinisde dumsliimssaminetsauss gnilisnzoaanisaflilunisiuunisluguuy
Tadlunisananiin m"ﬁmﬁmmmm@awm:ﬁa tﬁaﬁ'iﬂawmmm'mngan'ﬁtﬁu'Jﬁ'uqmn'lwua:
UsrlemiannBmsiildy Weafuanudeiuvlumsdoluwizessni fyaaa wiasdla FanAlilu
msRinradasisnivdnsaliazsan 3;4LﬂdﬂﬁtﬂuéqﬁQfmﬂu?‘mﬁ:ﬁaﬁmmLﬁmﬂwﬁnﬂ?:ﬁ’u’lﬁﬁ

- Dﬂg
%ﬂﬂWNﬁTﬂmmau1Q%ﬂ1ﬂﬁQTu

1.1 g0 (Place) Fasmunsnaiuandniy upzaruazan ifudfunAnsdod
anufindeonane sanuuyiiAnanuasesfaunfuninse fidafsame fusseaniafiazaie
AufAnia

1.2 1AAR (People) wﬁnmumaﬁu‘%m?ﬁmﬁnﬂsuﬁaﬁqﬁmm:ﬂu YARNA wiien
Buuduusnla WA ny tﬁalﬁqnﬁmﬁmmwﬂ?:ﬁuh ua::tﬁﬂm‘m%aﬁ"pd'lu?nwﬁ%m:ﬁﬁw

1.3 \A%RNa (Equipment) gunsalnnaludinausziaiiuadoilszAnsnm finns
Wdmsiismda deliigniiensla

14 JapAamns (Communication material) Aalamuazionanznisiamnsing 1
azfipnenAdoaTLAN EIDNEMSTAND1E uazAnEUzIDIgNAn

15 Awanunl (Symbols) An FanrRudn wiowinawneAAud Al lunasly
vmaie Wi lnaGenieldgn Asiidnensdarnumnsifiefisnstauenne

1.6 §1A1 (Price) N1INIMUATIATINIFIRLINNG ANTH AN ANAUSZAUNIT I
Uinsdausazitesen st NS AL MsLansinafu

2. Lsigursoudsuannisliuinas (Inseparadility) nasliuFnndunisednusznig
Wilnalusnzdioaiu naafe fravinmeaunsoWidnsgnilunnsdulduiee Waendg
owsiasefifnsusiansiohisnnmalimduliuinumilinmrdewanuazizinalunan
By wnlinsneiniseslunsinialudessaansn

3. Tsuwvduau (variability) ﬁnwmxﬁmu‘émﬂajmiuau?ﬁufaq‘ﬁudwﬁmau‘émﬂﬂulmqﬂﬁ
Uinanilels v uazatirels fedns wineadmsludesdsyqu aruniwlunisiinsiuegiu
anwarlauazananianlunisiiuinasludaanamineu @'}’aﬁ’mﬁau‘i?ms@:ﬁmfﬁqmmhiuﬁuau
Tuwinns uazssumudaunsuiazdeniuins luuddmemeazfiesiinisanuauaninminld 3

> -
TUNDUAD
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3.1 madeu Anden uazlineusuwinaudiliinas muRaydduiuszeg
Wil Widnng 1y geinanenisiiu Traury uazsuians deaduluduntsiineusulunisly
Winsia

3.2 afwnesgunminelasinisdaiigiianisinau

3.3 Aaesiuaramelaliand laawiuntsld mmsfuiedanuusiinasdanuauuzans
gnémsdnzaadeyagnd uazmsufoudion vl ldFudeyaRantsusinfulginns sty

4. Lignansonul3le (Perishability) Uin1shigursarAmAvIF A milsududdu d

Arudaansiiatiniane n'ﬁ"lﬁu‘&ms’ﬁfi:'lﬂﬁﬂrgm uAfdneuzAugaIngldivey azmfiig
Uymiae winshiviuvialiiignAt

4.1 naqwﬂﬁaﬂ%’ummﬁmmwﬁa (Demand) fidadl

(1) nrrRasr A WLsANANa Y (Differential pricing) WoYiuratuiieanisaely
arinann naAe nwﬁ?qmmqa’lwﬂwmwﬁmms%ﬂmn Li.ﬂ:i%é?’lfﬂﬁ‘i’l‘m‘ﬂfldﬂ'ﬂuﬁﬂ\‘xn’li‘%ﬂﬁﬂﬂ

2 n?:ﬁg’u'lwﬂfnﬁﬁﬂ')'mﬁﬂqm?%ﬂﬁﬂﬂ {Nonpeak demand can be cultivated)
{nadpnianssuansIARAAUSTNNISLE

(3) msluEnmnadn (Complementary services) iiunisdalifinisiu  aqugl
fumsliEneansuasiAtesn 1y mallasdui g

(4) FTUUNIAEIRNULA (Reservation systems) ifle TR augnAn
weuRanmuemslis s auuasiey fuss FuR s i nsan

4.2 nagnfiteuUfunisiEn nause (Supply) S

(1) Wuwinaewianma (Part-time employees) 114“11')4'7'1'53'1mﬁmmmm:ﬁtﬁti’ﬂﬁ
Wmadnsunn i medndrandnaudaamaainisaususndaeinmidiidusinaewsinng

@) mafuadEnsuRiitsraninnlugeeaunnn (Peak-ime efficiency
routines) wﬁmmw’w’mﬁﬁmmﬁﬂmmﬁ’u 11 wina i E e mTLAs TN BT s AUsN
weInuting favin _

)] 'lﬁg‘iﬁ'in Afldrutaulun sWL$ng (Increased consumer participation) 11U
mauinisamsuuuy R aandiuaumineuinas 'lunsrf‘v?fﬁummgmﬁﬁcﬁlﬁu‘émﬂﬂu
ATUUAN

(4) nsluEnasdaRiusswingane (Shared services) 1iunssaniuszudnaimg
ams warlnusundiAsswunudanunisaeue lisafasdmiuglduinag

(5) NrrEnERIsuEANasaanluRLNAR (Facilities for future expansion) 141

Tasamspenatuitivasitindanuinluesutan weseasfunudaBesuna i

—
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gﬂtluunﬂﬁlqﬂﬁf 3 ﬂﬁ‘:n'\‘ialuﬁ.‘a‘ﬁqn‘lﬂﬁ'u%fl'\i (Three types of marketing strategy in
the service business)

= = ir i ql < : - -“ = 4
nmaagsiauinisdalfiaTaslievianismainnnalu (Internal marketing) Jauhinsiag
anduwininudhdosnarietendunismaimnieuen (External marketing) Taunnsieansiugndiuas

de o ogn
m?mmmwﬁuwu{nmzmwzﬁﬂ wazf1ne (Interactive marketing)

sduuvraemsnana 3 wuulugaaiunssunisliuinag (Three types of marketing strategy

in the service business)

U3

nseatanae i NZARIANIBLEN

(Internal Marketing) {External Marketing)

. _ Ay~ (s e
winew —p nmipamnduRutITwinggeiudoey . . gnén

(Employees) {interactive Marketing) (Customers)

mwdszney 2 pluuusssnimann 3 woulugeamnssumsiiinag (Kotler. (1997) Marketing

Management : 473)

1. nmeaaramelu (Internal marketing) N1smaamaturetiEvazsauianistinay
suupznzqslawinauanening lunnsafanuduiusiiugndn sutewdnaufitinisaiuayu
nstiunsTagTiiansinuuiuduiiy Lﬁﬂﬁ?’uammﬁqwahlﬁﬁ’uapﬁﬂ

2. nsARIANEUan (External marketing) Wunsiieiaslontanismanaielsiinig
gnAlunsdarTeNmsIiuinag nsiauuasan medaddie uazmsiuinsuignsn

3. msmmmﬁﬁ'uﬁ"uéﬁ’uﬁ‘zwi’mﬁ'auazé'mm (Interactive marketing) wunafienIs

o Pd o a X - o . X
a¥anntw Wnsiduideiie eiulurneddano ¥ udmedugnii gndtsssaniuvieliduae

]
v

Auanuenalazegndn gndaziiarsananininaeantsiuinisiagiansnnsndusing 4 Asil
3.1 A eMumALA (technical quality) 194 FENNUATNTZLAIUNTIRUADY
3.2 AuNIWHIMEIY (Functional quality) 1y fatniaandisesig lustuiuda

U

I o vy X
3.3 Aunmuinhgniansmdsziiuléineuda (Search qualities) [gulsznaA
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Wusiian wialauanstanuainnralunislidinas

3.4 Aunwinulszaunitnd (Experience qualities) ﬁaé’nmmm‘%‘n’wﬁ@nﬁ’ﬁmmm
Usniuldudennmsteringg iy madenlivesanunsinenfauntsuansngAadineiauinduns
duanuiidnamainsiuses udfifimmuduinuauinn slidlssfiumsdentdaoufinisdaneu
aFarig T4

; e . . o ok
3.5 Aummatndenaladniuaie (Credence qualities) At ANMUSLTNTAGTRLN

)
< ol

fartszduuaddlusmudafinu umnidniigndrastiiugumsauanndedefildsy

n’ﬁ*‘fi@nﬁ’w:a'smms"uﬂﬁ:ﬁ'\ AN wesMaIneAvie ity WhunannaInAmN
anAA1auialy (Expected Quality) RsefuUsTAuNTOR IEFuanmisiinng (Experienced Quality)
Lﬁmﬂumwmwmnuu‘%msﬁﬁﬂmmw (Total Perceived Service Quality) FaannsnaaliAnTy
Taenduvanns 6 Ussnséadl

1. maduiieandw usznirivinyraead Wudnag (Professionalism and Skill) gn#An
aunsofufanmisngldinnsiinad wasvineslurmuintsanansauifyuasiag = Wognefiuuy
e

2. Wiruad uazwgiinssupeiduinas (Attitude and behavior) gnAnazifinanuFanls
nmsnglignsaulaiazufilgweing 4 Aietudowinin Tuiing wasganuiloyu luiui

3. madwudnn u.a:ﬁm’mt"xmEju'lunﬂﬂﬁu?ms(Accessibility and Flexibility) gnAnas
FaAUANNAN LTI GIBIRNINITS WAzIAT RSN 18 amIne W LAY sTUILNNTIE NS RA AT e
ﬂ"'lmﬂﬂniﬂ“nﬁumqnﬁ'msmtﬁuﬁ

a. arwliaela uazamadedeld (Retiability and Trustworthiness) gnénanunsasudla
AnwamMsailiaTu waennmsigliEmMaU IR ailfanasiuls

5. nisudlvaniunisailvindugan wuni (Recover) tﬂﬂlmﬁmuﬁLﬁmwgm?rlﬁ'ilﬁlﬁmﬁ
Anliaaauii u‘?ﬂwgnjm'ﬁﬁm'lﬂmnﬂnﬁ wazflAnsannausleanunisohiy 4 WWwiuiaed
naufamunisailfinduganmunidaedsmsfimnzan

6. Aades upzAanuindede (Reputation and Credibility) @nﬁ'qﬂ:ﬁﬂﬁﬂlﬁmﬁﬂwm@

Wiuinnmsigldivinsaniiufianisfedlnonasn

Adudlsznaumanisuinig

Famars loAusmi (2538 ; 172) aunandaaiumnatulad e - du iy oFdwiain dou
Uszneumamniznag (Service Mix) diaussantiadeiiifiuasilszneutanidnisla fiuafuamn
PwpaaLEnniy  uazaratrosfianufimelavdane liAnanalifiwelaluanmignanly

annsouladauaniloaniu 3 ngulugj Al

] ar =

1. ngulladuiduananiuuinig (Pre-service Factor 15 Pre-delivery Factor) 1dur



21

- v Anfdny Feifuaneeuiiin (Company Image)
- pnwidetelianalalduonieh (Creditability of Company)
- AniEms A lFediereininng (Cost of Service)
- amnudanuniensuinag (Creativity of Service)
ngufianeauiinsiasiniddeiunininianuaaniatden ldsuiledoausn
wiernimiu 1 idqummuﬁ'wmQ’é’uu‘%nwﬁmqmmanﬁnﬁmﬁmi"u‘ﬂmm?v";’amn doynen do
18t uazdaiennzia

' v

2. ngutladeniinaenziuuinag (During-service Factor w30 During-delivery Factor) 180

- anmugzadnauisvuslduinng (Convenience)
- anupndiaiuglunsaiduaduneuuinig (Correctness)
. ot v o
- e wnsemnanNeeaiiinag (Courtesy)
- amufudeugenluiunauntsiuning (Complexity)
=l oo o e - "
- AMNYIEIAUTIRY RAZRDAGUINSUINN? (Carefulness)
- ANMEWABYD L IILIINNT (Carelessness)

e piifyny uazAnuaNiTngesiLUinag (Competence)

nguiinanuzFuLinst Hdedunindeniivin qadudminng feaniluqaiitiuime
aansodindulad ddlaanielianmadiasugnansiu 9 1 dandn gendn wiewifurnuane
i -’h'ﬂ:Lﬁu'iﬂnsiuﬁﬁuamm:é’uu?nwﬁmu‘lmgmmnmﬂﬁﬂ?u“imma' WUNIMDIY WENAY
usne
3. nﬁuﬂ@'ﬁ'ﬂ'ﬁlﬁuﬂuﬁdfuu?mmﬁfl (Post-service Factor 438 Post-delivery Factor) 1fun
- AnuaespdssfiuauAanirsgnAiauuIfuLEnIg (Conformance of
Customer Expectation)
- mw:;aumniﬂs*uﬁqwmu‘im? (Completeness of Service)
- ANuALdUAI ﬁmﬂmmwmeﬁm? {Consistency of Service Quality)
- mafuRrieAfesFuuresgnd (Complain Handing)
- ANANANRY (Cost Effectiveness) udsrngndldifuuimssuasutiouuds
nguliiandmsfuinisudianiugaiiianiaiadulavesdiuinigdi Tassuudaied

1 Lo =

Tafufuamauieiiliasi ligfuuinisinaauimelagadesiesinels
AMniFas Service Mix fanadrasuinn I ldmnszwindy gnifildneenisuinisaoas
o |¢ﬂ. - s a3 . ot or L o nr - g ﬁi o ar
WeauAT A0 sinruwiiesed aen asiiudtudwiugnAdnszduviaudnaindunasiadn
L [=3 = o L A4 9 !.’ 1 L 1 Lt o ﬂl o 1
srumanflulrsduiarsanduiugadinei@ofoty wsiladouionmsuinisdszidiudu 7 ssndunis

FunsunfarsunFouisuiuneu dadsnisnisuinisvanil uaasdagnAraslddusade vie
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wnsianans i nnfsuiuaraIands wianmsgwlulazesgndi usrgntazilstidiuanu
walaluusiaziiade (A 3 ngn) Twlaudaagsasssnumduarui@naning

wazdmiulumsided fsulAnmtsnrafanelazeansldiuinng o aafuudnig Taefl
waRafnarlaanInATIMmaneYinua

SATA (Albert. 1985:27) 18 IAMMMIETBY Moment of Truth (MOT) Wlunisda Service
America 71A8 * daanailania vieannuils 4 Agndlududaiudoula 1 18913 WilndZavse
anssazinafimuudanethiaacudsziula (Rensdng vierddmgliusnswinhy) viedundt 90
Audarime " 1 2 szum

1. Positive MOT g goanmiiduauimauds (gnér) amnuiawela

oy

2. Negative MOT Aa fadnaiidudainmsuda (gné) easinbifensla

o 2 o -3 -]

19 Moment of Truth (MOT) %$8 qadudaninag uqendidumiuiniiacudrAnlugsia
msliuEng wsenirudsiusuwsn diumalulatiudiilantaiasamuiuwiuiane ty nasaene
wiatheWareuaguitdszmalng mstivinssiniastasidnsbisnnsoimun Wilsansnm
-l [) ] o T .J - - [-3 1 e nl' o e
Weuwintusinadszing mssdszmalneiidedninges dmsusgidssng fanu winnsugaduind doy
AABNIIAIUIULTNNT (Service) NITUTNITUAINITENE (After marketing) WATREUMIwENT
wywe (Human Resource Development) 3adnlddnfuniwannsudnassnisandiugsiannelia uas
Tumasianggiasnanduluiagiuil maieuaumwauuintsdaiudamirauladnendustie

-, i = o a = v
fiaimsrsadduiusmwasansoiiawiatgnAnen 1 luscun s

nszuaumsandulafanlduinig Uszneudon

1. Arrdlu (Needs) qnﬁﬂﬁm’mfimﬂuﬁfqzﬁmﬁﬁqn?‘mﬁlﬁmﬁumﬂ‘ﬁuﬁ'\ uaz
yimatiy 1 Wy isniianusiudesmsdeaslinsusfinnseanudafustig

2. aadeans Wants) Wun amdesnsfiasaud uasugnisszumiy wy 1
HeamstilsTamaud siderdnasiu 1

3. Anguszaed (Objectives) HuafiAsduiieasuaues Needs uaz Wants As 135wl
arulszasdtisanisuauedusiuasiinsiiiugnAn

4. MInaa Marketing) asannenutammnifludauvihaesnimaaa dafunimmaiads
WanfutledadAydniadavils namie fudilafunisiuuszaszuindeniazinldignAia
AuFBnIsiasRaLAUeIRNS Y

5. ug99la (Motivation) adnduliiimsnszvinenouauesingurzasiiu vinlignduia

AnAdnala (Satisfaction) A1 Needs
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ATTNABINTTRUFIUDDIGNAN

winemsad i mstafigesinseiugnan duilusesGeuiudninneiuasAszue
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diafunsnng maam@unnﬁﬁﬁgnﬁ’wmmﬁ'vmwa%’uu?nwmﬁﬂu (Inedsziudan.2539:8)

1. gnAnfiasmsnannazaanaing 1l lidesaanuss lidenzanuuurefuiuseuns
wafurdmishiteean

2. gnideanislduntsuinisiifiqunm Tl 1ndess 1Euanunsla Ans
datle Faan1sliguine mﬁ"ﬁmm?u‘lﬁ uaziddy e dfunmefeusufilidnyusaninide
Liflvdaundngau dearauema

T
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3. gnidesntsmuiiuuasldeglunaseta areaw ustidoy uazlsensis

ANUARIMEILANG, ssnanBiuatyst 10 Ustnng Ae
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1. awnazidndeuesilanudidy dnlunsbianudrAryuniauduiasinliauguu

Hanala .
J J - = J o p 7 o«

2. Wandufirnfuwanieoiu §lkuinnma asusssnisdiudcpuioadoumuau
- o i 1 g Y O e < 3 4' Jd ] [
Aniusasgninriauudrieiwssdasdniaviannuuansn arsnndrlananen

3. aulamusannndifau madmsiaasliauaulasudiuninaduiine
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4. sunEsyianiauies 4 As nsin ignArfAndnenduyaraiaeiiaclinons

aula daudu guavidelivinns
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5. agndamaiuliywsng 4 iuiidagnaArbildfuauazaen fWindyweine - 3w
azfipans il ldiui

6. srTnIfTasAusIeEINRIgNN NI URIRAN axlunsuinsARdiaainnig

da g

WafAdag

7. asnlidnBEnmunndiredtuust Ands msuidnmsd i ldntsdaaaugndavite ns
WiAwuzlignAnfuFni

8.  awmbisaunisauauinindadiull i liiiearuidndedavideinaiy naiinnsi
ol Y = ﬂgv L3
AR AT AUATHANARALgNAY

9. pumldgeumalasuudas Sndinaouasdinane Gl avsiinnavinanudinlanu
faw uszdwnnmadsundastiuinlfaniusaegndnate wianidinsdresduiusasamia gn
Ffrziinnmaneninasiessding

10. Fidussnfeoniivagaaenaa Ay e lfifanisiinsfifssldidauennanun

andn UszanduiusunignAnana
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walAnsliu3nshA

ANTWIBINNEMIAR Ao Service 7 Snws HFerelUi (Funey fiBow.2537)
5= SMILING & SYMPATHY éuuiiuu.’%’u'lﬂuﬂ:Lﬁuﬂmﬁu'hgnﬁq

E= EARLY RESPONSE Wudnisetinesamin uazilaiisiedliignideae

R= RESPECTFUL uamsaninamuaiswiuiia Iiiasigndn
V=VOLUNTARINESS MANNER iiiinssispmnuiinla flgiulavia

|= IMAGE ENHANCING nsuamsaniadiunmnaiflighinisuazesdng

C= COURTESY fi31a1n15 gnw saulew dunsema

?
- o , .
E= ENTHUSIASM fanunseiiazeiulumaiinig Wiudnisuinndnfigndatauda

BURMHAAREINLAINAIANTINAEN U ANNATARTS

WuIAMAMREINUANNAIAWT

Ase Tanawad (2541:61) nanafia fnaaiinuef, U.ey. yud sexidniaa.ninsad 14
Anmuasidetigwiuardunudn qnﬁqmmwﬁdnmﬁn&q?ﬁqm?%:ﬁﬂﬁﬁ?mmuﬂuﬂqmaugﬂuuu
pamsWiinsselutacinels

1. Uimslegluanmlingex ArumarTIME s TadesTunananadaiva T
mslEnsmafiandateuiaenly

2. 1Wmsdh yngshaasiszauanumnilunsminanuse s gnAnesiaauisainuma
L‘i'*qmmmuﬁudoummmm:‘q?ﬁ@ﬂs':mw&u‘b.i widnfuszAuaznuiuliiuga gsfiaasfiassarmanin
Fastwoem

3. uﬁ‘hsmmaﬂwmﬁﬁnmm%ip y| WAL udnnsetnafinanaluudadnediu Aa azfios
AR sfinnasetdaudaielandy

NOHHANAINUI

[ Baunda uea wodl uas 1o WIPIGIINU (lnTund seanaTey, nide nAa
Ansrz0 uazwan URewafwug. 2539 : 9-10; $1efieqrnidacunda uen wedd uas i WITIGTINU.
1991.) nanaflapauataudasanisidFuuinisaesdlduinisitar 2 s2@u Ae Desired Service Level
ﬁﬂﬁ‘:ﬁumﬂﬁ%’umm‘?mi"?;z}‘lﬂ’ﬁu“?mwi’adw:’lﬁa*unw’l%u?n’w uRy Adequate Service Level Ag
szFumsEuN Mg nIanssaNU 1A

Zone of Tolerance ﬁﬂ‘ﬂ’laﬁﬂgj?:u’i’m Desired Service Level Uas Adequate Service Level
WutdasirzdunslsFuEnigdusmaiaruitonela easuandratulihuesazyaas

msilaeu Expectation Level snmsAngmuinansondsuudaiuadldnaanioan
(Dynamic) wazwuin Desired Service Level azfAuuwadluUdngn Adequate Service Level

Taduidudafivuaniinatandafidrafunatpetdne e Enduring Service

Intensifiers,Personal Needs, Transitory Service Intensifiers, Perceived Service Alternatives, Self-
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Perceives Service Role, Explicit Service Promises, Word-of-Mouth Communication and Past

Experience

Desired Service Level

Zone of Tolerance

Adequate Service Level

?:ﬁumfmmﬂwfdmmm]ﬁﬁﬂmq Berry & Parasuraman

’ o= Lo e - <4 o9
LUIAMHARATUAINHIND LAUasH O HIANINRINELA
ATMUUNIBAUNINE LS
a a - a al a & ' \ v
AMNAINeTa winels nasfianndnluszuuiinondddnlunefizeu vishiteusedsanin

- 1

- o : .
andnanamiAnlumauanviaseu Ae fhfianuftawela doudisianaidntunsauviieliseu
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o~ o _a P aa X a - - ol
dAnfinngngnafieanuianelavanedid uenaniifainnmyatanoiuiana laludnwush
v e d v oad 4 . 4. .
Fuiug wiedenlaaiuuuoAnEesdu 7 13u 95ty (Morale) naiawming (Boredom) UssaInAlueIA
. . v < a4 (A o W o v o
N7 (Organization climate) ({Bupin AruIwa LAl matavisluduANIIsAnIIAe AN
#awalaninll (General satisfaction) Fawsnefivaniuianalaludin doulussiuuaniujaiuany

- ' P N P L o o “ et o s
WQWﬂl@ﬂﬂ?:UUﬁQﬂNWL?ﬂﬂQW 89ANIT (Organization) WuAD ﬂ’]"lNW\iWﬂ‘IQVINﬂﬂi'\uu?ﬂﬂ')’}NW‘JWﬂ

Tl

%
Yot xd

indmmsldnsntearuiamela Sanescusznaladd

faqun Ty (2534 : 13) I@nd1ateanmianaladansliuinsanunssauzuesdn
(Go0d.1973 :27) 41 Anmianels munede anumwiasziuauitanela Jadurainainanuau
lasine q uaziiruafizadypaaraianssy

Araila (Cormilk.1947 ; 173) 41 Avaniewala wu1nia anwandiedn g - MdFuns
ROLAWE

8180 (D.Elia. 1972 : 173) 18larsmnavssanuiane ladniluanui@nasiusasludiu
ANuiawala wiaanmdalavspaadngeusnntauusluy

inadians (Oressler. 1983) eBunuiRnafuprufteweladn Wussduanui@nfidennnu
Faantsresaus vy madigenmi anufuas faomauysalwugs Swenos fausndeldiu

NI1IADLAUDIUATD
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\iunea (Kendall. 1969) ngnnteanniawaladi wuannuddngu - sswinanuaiauisin
qﬁﬂaﬁug'mmmnﬂimummi WASAYINEIDININIARINENTDUTNAE

finpae (Newcumer. 1956) I ANMINEdY AruRawalafinainnisnauauesAy
dimanns

fifun Uiaaan (2529:321) aqldidn arafianalalunisyfiiFie waneis m’mﬁ;’ﬁn‘?;‘nau
Wiohmelainreasrilsznaunasdgalaludnusing 1 1099 wazfUfiRemaildFunsnauaues
RINAINGBINTTTR NI

wqe $1Una (2533 :8) na191 ANItewala st ANEBINTT (Need) THuseqiii
i woRinssaflusmsasmnfiacficniugy dunaldsananen Amausznsuandsen

Aisn gnifuie (Direck Rerkrai, 1972:36) nanadn Antuiawala uanelia Aruailuniaan
mmuﬂﬂaﬁ'ﬁﬁaﬁqlmﬁauﬂq%qsz::qua"uuuﬂmlﬂLi‘]umnuﬁmah'lum?ﬂf]m?lﬁﬂéa&u

.............. HAUNY (8741 ﬁ'ufajau.' 2538 : 20 ; §1984910 Wolman.1973.) ldl¥aaiumuie
anuianelad Anutanals wnnadis Anian (feeling) ﬁm'mqmﬂﬂﬂum‘lé’i"uuaﬁm‘é@muqqu
e (Goals) ANMNETRINT (Wants) 1FBU3918 (Motivation)

.............. nenwealm (@san Guanx. 2538 : 20 ; §198931n Wallesteim. 1970.) 1A
ummﬂammﬁqwﬁhdwLﬂumw'g'ﬁn‘?ir.ﬁm%mﬁaiﬁs"unaﬁﬁﬁqmuqm@wmu u'?atﬂummfan%u
anthedieliFunadisa
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wuinarnRanelafiaonavneeg 3 1o Ae

1, Annfenele wnefe aounisaieansUfoRsieiiilunuiiyaeannauialy

2. Aanufisnala meils sziurnsaudiaiiulanuidesnis

3. awiwels wnefls mefvnldiulung via ausssenoinaesAag

20 (Vrom.1964:99) Nf1991 FAuAR uaz AuRtewalaludenilaaunsalfunuils
wrzhaassAnil wnet uaﬁlﬁmnmsﬁ‘uﬂmaLﬁ'\'lﬂﬁmuéqu'luﬁaﬁu ARG LNz Lana ity
Bemuitanelaludaiu tazimiludusuusnsliiunwaouhifewelatises

|PA (Davis. 1964:99) N&111 woRnsmnfieniuayfiawelaveayud Ae ATLNENENNA
axadRAaLAATEA Wie ATNNTZIUNIYINE Ve Nzl daaunwluienie Wenysdanusa
a¥pRasing  fandrnldudn peddenldfunuRoeleluitdinioinis

marﬁ’u( Dalton. 1968 : 48) NAN IR ARARULNETY ﬂgmfﬁnmmﬂﬂﬂﬂuuﬁadw@w‘%ﬂlﬁ

gauluypns 34999 vide annzwsdeniiandr s des
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184 (Morse,1955:27) nd12d1 Ao nianela wnufia nndamnatnefianunsoananuia
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Questionnaire for Analysis
Customer satisfaction with the service

of Rattanakosin Thai Restaurant and Cultural Show

The questionnaire comprises 2 parts as follows :
Part 1 General information of the person who fills out questionnaire.

Part 2 Satisfaction with the service of Rattanakosin Thai Restaurant and Cultural Show.

Part 1 Questionnaire about the information on status of the person responding to the

*

questionnaire

Explanation Please put a v mark in the appropriate 1

1. Gender 0 Male o O Female
2. Age O uUnder or exactly 20 years old O 21-30 years old
0 31-40 years old O 41-50 years old
O 51-60 years old J Over 60 years old
3. Education O Less than Bachelor degree O Bachelor degree
QO Higher than Bachelor degree
4, QOccupation Q Student O private business employee
O Head of household/housewife Q) Independent, Professional
e.g.physician Jawyer
O Business owner O workman/daily employee
O Government / State enterprise employee
5. income/manth O Less than 10,000 Baht 0 10.001-20,000 Baht
" 0 20,001-30,000 Baht O 30,001-40,000 Baht
O 40,001-50,000 Baht Q 50,001 Baht or higher
6. Position O Operating-level employee O Lower-management
O Middie-management O Executive

7. Categery of customer utilizing the service of Rattanakosin Restaurant
O Thai customer O Foreigner customer
8. Main purpose of visiting to Rattanakosin
Q cultural Shows O Group get-togetherparty L Thai dining
9. Frequency of visiting to Rattanakosin Thai Restaurant and Cultura! Show per Year

Q once O 2-3times QO 4-5times QO More than 5 times



Part 2 Satisfaction with the service of Rattanakosin Thai Restaurant and Cultural Show

132

Explanation Please put a v’ mark in the one blank space for each item that most appropriately

represents your satisfaction towards the service rendered by Rattanakosin Thai Restaurant and

Cultural Show.

Aspects of service

Satisfaction Level

Extremely]
Satisfied
5

Very
Satisfied
4

Satisfied
3

Less
Satisfied
2

Least
Satisfied
i

Satisfaction with Products

Eood and Beverage

1 Menu selections

2 Tastes of food

3 Beverage selections

4 Tastes of beverage

5 Dining table decoration

6 Dishes and serving accessories

7 Food presentation

8 Beverage presentation

8 Overall image of food

10 Overall image of beverage

Restaurant decoration and Cultural show

11 Interior decoration

12 Cleanness of dining roem

13 Cleanness of Restrooms

14 Light & sound equipment

15 Cultural performance

Satisfaction with prices

16 Price for quality

17 Beverage price comparison with similar

Restaurant

Satisfaction with of place

18 Location

19 Convenience and accessibility

20 Car parking lots

21 Overall image of place
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Aspects of service

Satisfaction Level

Extremely]
Satisfied
5

Very
Satisfied
4

Satisfied
3

Less
Satisfied
2

Least
Satisfied
1

Satisfaction with promotion

! S0 ormance

22 Competency of introduction Food and

Beverage

23 Personnel’s attention and work follow-up

24 Personality of sales person

Sales promotion

25 Food and beverage discount

Public relati

26 Data information through internet

27 Data information through brochures

28 Newsletter

Advertisement

29 Advertising through printing media

29.1 Journals

29.2 Magazines

30 Advertising through websites

Satisfaction with general service

31 Customer greetings of personnel

32 Personnel’s courtesy in servicing

33 Attention to customer

34 Speed of services

35 Competency in service

36 Personnel's dresses

37 English language competency

38 Overall image of servicing personnel

39 Service hours (18.00-23.00)

40 Overall impression of service

Thank you for your cooperation
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