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Weethima Virapun. (2006). Customers’ Satisfaction toward Services of Canon Marketing
(Thailand) Co.,Ltd., Sathorn Branch. Master’s Project, M.B.A. (Marketing). Bangkok

: Graduate School, Srinakharinwirot University. Project Advisory : Dr.Panid Kulsiri

The purpose of this research is to study customers’ satisfaction toward services of
Canon Marketing (Thailand) Co.,Ltd., Sathorn Branch. The independent variable is
customers’ satisfaction in aspects of service process, employee, pricing, location, and
service quality. The dependent variable is customers’ brand loyalty in terms of repurchasing,
using service only at Canon service center, and giving recommendation to other people
about Canon service center.

Samples in this research include 379 customers of Canon service center, Sathorn
branch. They were selected by the method of convenience sampling. Questionnaires were
used for data collection. Data were analyzed by statistical methods of percentage, mean,
Pearson Product Moment Correlation Coefficient and Multiple Regression Analysis.

The study revealed that :

1. Customers were satisfied with employee and service quality at high level. The
satisfaction toward service process, pricing, and location was at moderate level.

2. Cutomers’ satisfaction toward services of Canon Marketing (Thailand) Co.,Ltd.,
Sathorn Branch were examined on their relationships with brand loyalty at statistical
significant level of 0.05. Results are as follows :

2.1 Brand loyalty in term of repurchasing of Canon products :

Repurchasing Canon printer is correlated with customers’ satisfactions toward
service process, employee, pricing, location and service quality.

Repurchasing Canon fax is correlated with customers’ satisfactions toward
service process, employee, pricing, location and service quality.

Repurchasing Canon scanner is correlated with customers’ satisfactions toward
service process, employee, pricing, location and service quality.

Repurchasing Canon camera is correlated with customers’ satisfactions toward
service process, employee, pricing, location and service quality.

Repurchasing Canon calculator is correlated with customers’ satisfactions
toward service process, employee, pricing, location and service quality.

Repurchasing Canon copier is correlated with customers’ satisfactions toward

service process, employee, pricing, location and service quality.



2.2 Brand loyalty in term of to have service at Canon service center is
correlated with customers’ satisfactions toward service process, employee, pricing, location
and service quality.

2.3 Brand loyalty in term of introduction Canon Product and Canon service to
another one is correlated toward customers’ satisfactions with service process, employee,

pricing, location and service quality.
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A (Uaofu gunsued. 25350 63 ; 81984370 Lash. 1989) lenananennezuas
> =Y ) 1 a W@ { v ) a o v ) 1 J
NABAG LI BUINNITINUTEN laNU3nwaz v N Ras a1 T i I nITUS AT Lo L1k

M39aaIILINIE199 IWgndn msfindnaudwmisiwanaziuldandudlugisgnén
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P =

' & A o A A Ao & @ 2 °
wwuswhganidununimig MIbALATa N aNI NI ULANGNN® NTENAUTY LazaI w1 b
Qs U U & v 1 Q 1 AI 1 ¥ AI Q ; {
mssulmaﬂmﬂms"l,mmunu mesamﬂummmﬁ%mﬁwmmﬂmmﬁauaalugﬂmi
Twusms LLﬂZﬂ’]ﬂﬁ%’]ﬁqiﬁﬁ]ﬁUQﬂﬁ”]‘ﬁ’]LLﬁQ‘fT’]Sﬂ ﬁwmﬁﬁﬁumﬂﬁmaawﬁfmmu@iazqﬂﬂa
=i o o o o A a A o
LaJsuauvlﬂmm’mmLLamﬁuﬂmiumimmiwgﬂmaa

[

WeH (Payne. 1993 : 9) lamnualuiaaansaensusnns biasd

-

Intangibility

(—

Inseparability The Heterogeneity

Service

-

Perishability

(—

mMwisznay 1 lueaansmennsuIng 4 Uszms (Payne. 1993 : 9)

\@WRan (Lovelock. 1988 : 263-269) "l@”l,ﬁl,l,mﬁmﬁmﬁ'umsu‘%msgﬂﬁ’]
(Customer Service) Vevsii

“MILINNIANAN (Customer  Service) WuNENA mazwihfinanimileannising
G %aLﬁm"ﬁaaﬁ'umsﬂﬁé’uﬁufﬁugﬂﬁnﬂquﬂﬂa HI%UNIINIIANUIAN BIBNTI
lwdd masimsgndudugduoumaljiia wiansdemalaofiilmunenan 2 dezns
Ao nmadufiunuadafitzdninm wazaivanaiiwelaliungnd’
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uwwna‘lun'lsl,ﬁmﬂss?mEmwmaams‘u%msgné’f'l

10 NianITand (2545) lananite wwamslumainyszanTaiweasnisusas
Qﬂﬁ']"l:?’j']

1. MIFTIRINHNINBNLRUNERY (Recruit the Right Employees) Wadnaasdaca
ﬁ‘ugﬂﬁ”ﬂ@mma WHNIBIIaasinenneslun1Tusns Inauadnadan1susns waszd
qmé’nmm:muqﬂﬂaﬁmm:ﬁu LT ﬁﬁ%mmmﬁqmw Firoanazay Huen

2. MINNAUTUNUNINUALANNZEN (Train  Employees Properly) lawn nstlinled

dl v dl = 1 6 a v dl U v
@384 ballaTasdiadns g punalinadie mﬂ%jmmngﬂ@aa maamumsgammwlmﬂzym
LANIERIN

3. mﬂﬁmmjuﬁgﬂﬁﬁ (Educate the Customer) gﬂﬁﬁmia:mmi’mﬂ"ﬁﬁﬂﬁ
atn9ls aw%’wﬁﬂugﬂmauaﬂmﬂwﬂ nIaunulUNUFWAINARA LTW @;ﬁa Vuaw
E%m%‘umsu'%mimm@lmyﬁﬁLﬂuﬁaaﬁm’]L@la%maawﬁmmu’%migﬂﬁﬁLﬁalﬁﬁa;ﬁm Yo
ﬂ’J’]&I?TLLﬁQﬂ@T’]VLﬁmi’NQﬂGTm

4. mﬂﬁﬂ’smjﬁ,lﬁwﬁfmm (Educate All Customer) wﬁfmmﬁaﬁf{'fmm”lmﬁq;m
o A A v & A Vo A v A @
psgndannnitazfiaindywivesgnduiutesniieng asngnenteiduunasdoys
G wﬁfmmﬁaa*’ﬁ’sﬂﬁ'mﬂﬁwuﬂmgﬂﬁﬂ nivauadnlifddauien Tronudwmilynl
a J d' v v A (c.l'de/
AR LwalvsQﬂmwﬂs:aumimmﬂum
a a U d & a a o . . . .
5. UseAnTnnaasnnnnis sodasnnfannunNDAaw (Be Efficient First, Nice

[-% 1 & a U 1 v v v 1
Second) mqﬂs:adﬁammuwaamsmmigﬂm fa m?mmmﬁzym%nuanmmnmw
mnmmmwmﬁu&lmmgﬂﬁ’] Iumm:ﬁﬂ’mﬁwLﬁﬂugﬂﬁﬂasmaﬁ’n,auaazﬁ'ﬂﬁm’mﬁa
ﬁ'ﬂuﬂammgﬂﬁﬁ@iau‘%ﬁ'ﬂ LRSEITILVIATDFINEG KRUA %%amwimwmgnﬁw

6. nIUIN1INMTuNIaIZIULezAaUaRaI8E19 TNz UL (Standardize  Service

o ° A A A & o ' o A o
Response Systems) oA n3tnaIadiie %ié]LLiJ‘]JWE]S&JL“lI’]&I’]"Ij’JUl%ﬂ’]iimiad“ﬂadﬁﬂﬂ’]
wianIdldsuangnd uananimIsanInaeuauasdymnizasgndildatesiaiag
LRAIDIUTEENTAWIWAITUSNNIAY

7. MIWAWIBLEUIEAN (Develop a Pricing  Policy) iadannnnsu3nnsnd
Qmmw”t&ia‘iuﬂuﬁaavxl%mmv[ﬂ u’%ﬁwﬁaamem:’j’mﬁlﬁu‘%mﬂugﬂLmulmvl,&iéfau%y
1 a A U a 1 a a ] & A " Y = a 1 Y
AUINNT wIadauFuAIUIANT MU susadadndsaiwaiin lddasiningednlwane
% masaumuuasinsdwyt mIasrasavsaatnd udn

8. Lﬁmﬁaaﬁ’u;ﬁ’ummaﬁ’mﬁ’uﬂu (Involve ~ Subcontractors if Necessary)

Wasanluuisasiniandediugisdendanuiiuiglunisuinig sxsisldaanm
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mauauaagﬂﬁﬂﬁm@ﬁa LazdUIzENTAWUINNIINIILINIMILAKLES LTHh AIUNKTILA
w3ndDuvasanonsiu (Dudu
9. MIUsziliuNan1IuInNTanen (Evaluate  Customer — Service) 8137 WUa

F98 NI LT nng 1 ¥ Wuan m%hl,l,uua%ﬁwvl,ﬂﬂ'agﬂﬁw LLﬁalﬁgﬂﬁwdaﬂﬁmm
ad d‘ya L 1 1 a A o =3 U 6V a o A
aﬁuumulﬁﬂuammwwmﬂquﬂmm Ao nwuudsaluang Hunldzdouniife
Lﬁammazmﬂlumsmwaagﬂﬁ”’]

10. MIBUTUHANTIUAG (Affirm Good Work) AaTtiufingluuuveasnsuinig
d' U ~ A U di a v d' v g 1 £ d'd a nn‘
ﬂgﬂmmmwmaﬂa Lwaiﬂm"l,ﬂ%mu'ﬂq@ LRZAIT AT ALAN NIRRT AN UAGTITY

1. dmuausinslumsdiudyimssimshdsidaunniasat (Take Corrective
Actions to Improve Defective Customer Service) 3% N1SRHNOUTUNUNNWANIAN NS
USUL R wed I ri s wlitnunz s miﬂ%'ﬁ_lﬂ;mmwanﬁaulumiﬁwmu LLazq@ﬁwmi

« da X .
Jaminuilymniiadudauiivzgnaalngle

A Aad ja vA a A o -1
mﬂumﬁﬂgum‘lumsusm‘mﬂsmnNamt‘m
Aa A a a 6 =1 % @ a
WBYT TUTRAD (LaNRITUITNEUMIENALITNNUNNY B.0.8., 2526) lalAinaile
ad | a wva a A o & v o
BUHUalwmsImsndszsunadusald asi
1. FOUNFLANN RLAIN KUY WLATRILINN
Le3uuawLagliwTan FUAWMNE §INNIA UAZYARNANW
a3 91alkunuiawn ldtandddyiniaat
JanunizfaIeawnazu3nng 8y NNy wIasueN
mmiﬂﬁﬁmanﬁmuﬁgﬂﬁwamammmu

Wmma:mmmg}ﬂﬁﬁ

N o o~ N

ABUFKAIAINGBINTITVDIZNAT vLaJLLammmiLﬁa%mﬂﬁ@ﬂﬁ%ﬁu o
azéfmLﬂﬁ'ﬂmmmm‘sma%’uu‘%mﬁnﬂgﬂﬁﬂLLa:agjlu?é’sﬁmmsnm:ﬁﬂﬁ Taglifia
ngyeidyy

8. \afinuunsndanluszninad§iieu ddefisnuusnsfimasyinly
andn dasudsligndmauitlandudlduinmunuan

9. Lfiagnﬁnﬁwm%’uu‘%mswﬁ”auﬁu IR NAAUADU-URT LAZFININY
mmﬁagﬂﬁﬂﬁﬁﬂéﬁiaag TangsBuwiorinme Lﬁ"auamdw%’umwuﬁgﬂﬁﬁaagj

10. nydifadymdadaudinugnedld
10.1 aaNuaana uwazialamaligndne Lﬁammﬁaﬂmum Lae

WINDNNRIABNIUAT A

10.2 fldaansaun ludymunlamsauas Idinginuwanin
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10.3 ﬁﬂgﬂﬁﬂmﬁmmm:iummﬁu Wﬂﬂmu%ﬂgagﬂﬁﬂﬂﬁaﬁaﬁu T
g IMWNaTa L AR B9
NYBHA/NINNITUINS
wqwﬁqmmwmﬂﬁu‘%m‘s (Kotler. 1996 : 478) 183 Paresuraman , Zethaml and
Berry 6’%3LL&Jomiﬂmimqmmwmﬂﬁu’%msaaﬂLﬂu 7 éw Tapfianwoizaait
1. Access wianahiisie mslfuinmsldadnsldgeenn

2. Courtesy #IaaNugNW ANudautauuazlinTemnavaIuing

w

. Communication#3aaNU/INIID LLazauHstﬂumiﬁamm LASRUNUTNU

. Creditability ®3annugafiald anudinsdavasgliuinng
. Security WiaAnuduaslsaanvvasgndlusmzlduing

. Customer Understanding #3aa1uidnlalugndn talagnednanlaan

N O O b

. Tangibles WiaduNaudald waziuilaminmoninaasifadumaninme

ﬂmsrﬁmam‘mmﬂﬁltﬁmﬁaaﬁ'um‘su’%mi

Aantaas  (Kotler. 1996) lananafionguisiwuaanisnisasiainiunialadiag
NNEIBNITUINT S'fio;ju’%msﬁﬁmﬁmmmﬁﬂﬂlﬂumiﬁwmqmmwmuu%ﬂ"mmwrﬂm
Tywians 9 lunuusmsla @a

1. gamsaanalasnisaignduazldanudrdgudandr Idanudidgde
{ a v o

ﬂ@;ﬂJLﬂ"lﬂﬂJ’] NN ﬂdﬁﬂiﬂ?ﬂﬁjﬁ%ﬁﬂ LRz INTZULINBARIANAA NN N BLEUAMUENTD

q
v &

20333791y nnzluuuinsin. msshuanufiswelevasgndndwinlasmaylu
madenlduimammzanuuandrs dnldfianudsanninnaduiudnfinagiuses
%uﬁﬁa;Jiimzé’uﬁﬂummgﬁmamﬁ'mﬂudmlmyj ABIFINAMNAIGIBNTETIININ
fswela iialiiAanisTadnuasgndmeida usznisuimsfidesrinlifiguslnanelng
TGN

2. mivinmIinsaaalasudieanidu 2 ngu Ae MIUIRIINIIAAIALAZNIT
WAFIUNEINIANG RsoninuaihminsuasuEwnuIMIaMaiadLiunua
muqum‘:ﬂﬁﬂ'@lﬁlﬁwaéﬂL%ﬁmmﬁﬁmu@

lunsvinsmiaanadniugsia FdAYAaMILINT 4P's Wieldidhfisana

@ a

v Aa v A e 6 v y v
@lﬂx‘]ﬂ'ﬁ‘ﬂLL‘Y]"i]?x‘i"IJ@\‘]E‘U{[cﬂﬂLLaz’J@Qﬂiz&dﬂ“ﬂadﬁdﬂizﬂaﬂﬂﬁi I@Uﬁ']&l'ﬁﬂLLﬂﬂ 4P’s VL@’I

i :‘lydl
aina 8
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21 Price Uim3lagnisFusnaanmeasaussnaianainazeiy layld
nedlunisasnadiundis Bu nsiivuaeiNesnszaunsuTnsuazliiin

matfan 1Aaneme Premium ﬁaﬁﬁmg\'jﬂdﬂ LL@imm'%msLLazqmmwﬁaaﬁmmwmﬁaﬂ

2.2 Place lasmaiianmvinanas teldgdasmsldvimadnsldnouguas
2.3 Product lagmsihefanmsilnd g wsalanunannansivaiduaifonly

= v A
nsRanltusnng
24  Promotion I@ﬂmiﬂi:mé'uﬁufmaqiﬁa Lﬁaiﬁgﬂﬁ’uﬁ@mﬁujﬁa
d'd a =} I3 d' U d' 1 Y A U
AMNEINIIDNG LLazm@mwaulﬁ]maLﬂu@mwamglﬂﬁmaaguﬂﬂﬂ%
3. WWININAENTLUNITTE8AIV89TINNANNIINTDIUNTLIAIUNAEAY
£ v A n:l' 6 A 1 £ =3 I o A
@1aamﬂlaaQ’L%mmiﬂguymmﬁﬁﬁmﬂummmmmiﬂwm Fndulanizawd i

ﬂ?iﬁﬂﬂﬂﬂ’)ﬂ&lﬁﬂ@ﬂ’]‘imadﬁﬂ@%LﬁﬂJLaN Lﬁﬂ“ﬂﬂﬁﬂﬁﬂﬂﬂﬂ%ﬂﬁ@ﬁmgﬁ Line extension

nazgﬂffmmmﬂa‘hw%’uqsﬁaﬂﬁ’u“’smi

31570 1735a% uazame (2541) lananain qsﬁamﬁu‘%msazlidmﬂsmu
M3Aana (Marketing mix) %38 4P's [Hwdgiuaud T9ilsznauds

1. WAaAmM (Product)

2. 71@1 (Price)

3. MI9adnng  (Place)

4. NMIFILRINNIIARNG (Promotion)

LazHaNINTHLAITIdaIeFueTasdiodn 9 uaey Sdsznoudas

5. yAAa (People) W38 WHN31% (Employees) Gadasardunisaataan

Selection) Hnausa (Training) N13341a (Motivation) tHal#mansaainsanudswalaliiu

—~

v

ﬂm"l,@TLmﬂ@mmﬁmjmia NHNINUADINANURINITD ANAUAANG FNITDADUANDIGE

v =

nan Jenwdesu Jenusunlumauidym wazaunassaiouldnuuiem

2D 2D

6. G8INNITRIIIUALINLEBOANHIUSNIINIEAIN (Physical  evidence  and
presentation) I@EJWEJ’]U’]N&%’NQMJT]WI@UTA%J (Total Quality Management ; TQM) LT%
IsaLLsmﬁaoﬁwmé'ﬂwmzmamUmWLLazgﬂLLuumﬂﬁu’%ms Lﬁ'aa%oqmmlmmgﬂﬁﬂ
(Customer-value proposition)vL&i’i’]ﬁ]:Lﬂuﬁ’mm’maza’m AUTIALID %’%awaﬂsﬂymﬁﬁu
9

7. {n3zuUIunT (Process) LﬁaEe'mwauqmmwiumﬂﬁu’%msﬁ‘ugﬂﬁ”ﬁ"l@?i’mL%’J

LLazﬂi:ﬁﬂﬁ]gﬂﬁ'} (Customer satisfaction)

2. uIAALNgINUAMNNIND 1D
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Faa (Hill. 1996 : 6) ldnaalianuianalazasgndn(Customer Satisfaction) Sad
v 1 1 dl a Q 1 é A o k% dl dl v a a =
ldndnidgmngifadndszauatimis fa Suwugndrnanss Wegndudunmisly 13fan
Aaa A ) | A o ' @ v a a Ve & A o
wenegnwnnitinenazmandilng assfignauilinauldlguinsdnudnav e duduss
U3IN39NE W I@ﬂﬁ'ﬂﬂgiﬁngagL%ﬁgﬂﬁﬂﬂﬂi:mmﬁi‘”aﬂa: 10 — 30 ¢all uaINWHIEWY
v Ié =3 [ v v { v { [ s a k%
mwiandlnaiden llddszlomiarls innzgndrfinmanldidialaldsuanuiwelalugudus:
a =3 =) = v 3 v v = v 1 U
vinsiemgldan Bedasudlalasdrdramaafiinnufiwelaldungnd

AanLaaT (Kotler. 1996 : 40) na1d1 anudanala luszduanuifnvesyana
v3agnen G'fiaLﬂuwammnmmﬁwLﬁﬂmz%’mmﬁuiwaﬁnﬂmiﬁﬁmu nIale®NTAN
e (Product’s Perceived Performance) ﬁ'ummmwi’waagnﬁw (Person’s Expectation)
Lfiaﬁmimﬁmwﬁdwa&lﬁl‘lﬁé'\‘iﬂﬂi“nﬁﬂ (Postpurchase Satisfaction) ﬁﬁ%ﬂﬂwaﬁvlﬁ%'umﬂ
’ﬁuﬁm%au’%mw‘iﬁﬂdﬂmwumwi‘wadg}ﬂﬁw a:ﬁﬂﬁgﬂﬁ%ﬁ@mmhiwalﬁ] (Dissatisfaction)
fwnasiiuanumanitwasgndnazildandiaanuiiwela (Satisfaction) wazdimin
Naﬁvlﬁ%'umnauﬁm%ﬁmigdﬂdﬂmwmwi'waaﬁﬂﬁﬂ ﬁlzv‘iﬂﬁgﬂﬁ%ﬁ@mwﬂi:ﬁﬂﬁ]
(Delighted) %Gﬂﬁ]’]&lLL@ﬂﬁﬁdﬁ%ﬂlﬂdi:ﬁUﬂ’J’]&lﬁdWalﬁ]ﬁlzddNa@iaﬂﬁiﬁ@auh%a%ﬂladg}ﬂﬁﬂ
LLazﬂizmﬁwﬁufﬁdmmﬁLLaz"lzjﬁmaaﬁuﬁm’aqma‘é‘lu@iﬂﬂ

szauanuinalazasgnduiannanuuandrarznitinadsslomianuiaimin
LATANANANTIZBIYAAR AUANANIIVBIUAAR (Expectation) tRAIINUTzaUMIlLAL]
Iuaﬁmmaaﬁfﬁa srunadszlominnguandfnfadusinianinnusesniaiueiiiaan
wnmIaanauazinedug ﬁLﬁﬂaﬁaaazﬁaawmmua%wmmﬁawalﬂﬁﬁ'ugﬂﬁﬂ@ywmmu
a%fwagaml,ﬁ'u (Value Added) msaé‘”mga@hlﬂmﬁ@mnmmﬁm (Manufacturing)  WaZaTn
NN3Aa1a (Marketing) iﬁwﬁdﬁﬂﬁiﬁﬁdﬁuiﬁuﬁuﬁuﬂﬁEl@h\‘]6] lasBanann1Iainegmnnsay
(Total Quality) %Jaﬁ’uﬁﬂﬁ]’mﬂ’n&lLL(ﬂﬂ@i’l(‘lﬂ’]dﬂ’]iLL?idf% (Competitive Differentiation) 38
ﬂ'ﬂﬁ'sJaulﬁﬁugﬂﬁwzéfaomnndmﬁunmaogn?ﬁ (Cost) ﬁunumaagﬂﬁwmﬂmﬁﬁaﬁm

FUA" (Price) Hblad

LANNDY WA LAAEN (Loudon and Della. 1976 : 579-581) @ lAuuwi@atisinuanu
= RN =< & \ A A v a & v a
dealwaaﬁﬂmvbm mwwa‘walﬁlLﬂumuvxm‘naglumzmumm@auiﬁlsﬁamaa;duﬂm
nanfe adlutugariiefeturainslsziiunanain1ide (Evaluation  Stage) ANNY
wa‘laazl,ﬁm“ﬂ’aaﬁ'umsﬁgmﬂmmmlﬂu%aﬁQﬂﬁwﬁaomsamuﬁmwa ANMULNEIND
=1 I d' v A Y o d? a v g; v
(Adequacy) 283auAINalaidunantanniinguilaaldiinissefudiug uda
wWisuifisududszsumiasilunmsvilnefudinu g ihanauauanisaslavasguilae daez
laAnananwlsznay 2
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ANUANARNNE

TuaINRaN U
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mwfwé’amﬂ

17U

A
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n13oa

PN
<: AUFNUAVDY
NRAA U
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wala

1l

laiwala

mwdszney 2 luaaauiiwalazasgndn (Loudon and Della. 1976 : 579-581)

mﬂgﬂmmma%mﬂﬁdﬁ ;ju'%lnmzﬁmﬂumwi’ﬂuﬁuﬁﬂﬁau‘%miﬁaumi%a

I@slmmmwfﬁmmﬁmamﬁnﬂﬁﬂmumwadQwﬁm Qmauﬂ'@ﬁaﬂsﬂmﬂ%&a LB

FuAMIaLINMINU Y wasnfigndldvinnisdensenilnaudy andrenaifiaanudianals

A | R e < X< @ a a o AN v a
wyaldNanalanle NIwNaNIINANUAIARII A RLINLUSIURBUREINNA LauS LA

FUAINIDLINTHI G LA

I@slNamaommﬁawal%zﬁﬂﬁﬁuﬂmLﬁ@ﬁ'ﬂ%ﬂ&lumamﬂ@'a'ﬁuﬁm%au‘%ms Y

& A & & A o A a o & a A o A A &
ﬂ']’]ll@]ﬂlﬁ]ﬂﬁ]zgﬁaq\j"l]u &lﬂ’n&mﬂ@]lu@li’muﬂ’mﬁﬂmu LLazﬁ]zUﬁIﬂﬂﬁuﬂ’]ﬂiaﬂiﬂqiu%6]

ALN96 813D LLa:mn;ju%ImLﬁmmmvl,sjwalﬂu%uﬁﬂ'ﬂ%aﬁmi AazvilitAaneanad b

A v = a s v A dly a v dl v o A a
luﬂﬁx‘lﬂ‘u@]E]ﬁuﬂ']%ii]ﬂiﬂ’ﬁvlllNﬂ’]qil@]B\ﬁﬂﬁiﬂ’ﬂzéﬁaﬁuﬂqLLE\IZL‘L]E\IU%TL]I‘EE]%E]E]%LL‘Y]% 3319

WHANTINNNTAE11 (Complaining Behavior) LAzUaNLELATIN LAV IRUMAIDUINITHU Y

IuL@awqamiumi@imfwaagﬂﬁﬂmminLLam"L@i”é'amwﬂi:nau 3
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wqaﬂﬁmﬁmﬁ@
anulinela
mMydadn lUes mIvan s mysaaTounly
Hae e @ wie ﬂ'&qﬂﬂaﬁaﬂu
AN

nwiazney 3 luaaaulinalazasgndn (Loudon and Della. 1976 : 579-581)
INNIWLUIzNaY 3 ’101INaTUY LA Lﬁagﬂﬁnﬁ@mmhiwala@iaﬁué’m'%a

a 2 a a 1 1 R 1 £ 1
UImilag gﬂmﬁ]wwqmmiummamvl:ﬂm 3 uwg lawn

1. ms@ia’jﬂﬂﬁa;jwﬁw%ag]’mﬂ@Umaﬁdmmhiwalaﬁmuﬁ wialivinazly
LaslLﬁagﬂﬁﬂﬁm']ms@'a’jwawnﬂLmazvl,&i"l,ﬁ%'ummaulammjw‘ﬁw%agﬁfmw

2. nmyvanlddaiNew g@ %%aﬂuj%'mﬁmﬁ'ﬁ_lﬂizaumizﬁé'mm%mnﬂmi
a a £ =) a 1 g; o v 1 g: dl ')/dl [ dll 1 n‘fd‘
U3l NARUAINIAUSNNILAE I LLazmlﬁqﬂﬂammuuLﬂasm"lﬂ‘*ﬁmaammu Tauaiwine
dﬁl,ﬂuaoﬁé'umwmnﬁqﬂ

3. nafestoulddiyanailann Iu esdnIvasTzNNeITes RewdaTu wie

nyzuaumMInnguanelunsdnlasuenuiieniganduanseuinms uew

A9 LE350 wazAtuE (2541 ©  44-48) LGTIUTINANMNANNBVBIANNNINDLD

) i . \ o R o Aa ~ a '
2893nA" (Customer Satisfaction) IN3zaUANNIFNVBIINANTHANNM I IBLIRDUTZAING
Naﬂsﬂmﬁﬁnﬂqmauﬁ'ﬁNﬁ@ﬁmﬁﬁﬂ%miﬁ’m’mmawamﬁ‘msﬁ ﬁ‘ummmwi‘waagﬂﬁ”ﬂ
izﬁummwalwaogﬂﬁ”’]Lﬁ@mnmmLL@m@haszijNaﬂsziﬂﬁﬁmﬂuNﬁ@ﬁmﬁuazmm

AANIIVBILYAAR NTANANIIVBIYAAR(Expectation) Lﬁmnmhzaumsnﬂm:mwj’luaﬁ@1
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2035T0 inmIaaauazdiodu g Minsadaszdesnseuainianuiswalaldiugndd

I@uwmmm%ﬂaqmmlﬂu (Value added) MIa9QMANNAIINNINGS (Manufacturing)

WAZANNNNIAANA (Marketing) T2N98N s wNnunLENa61s 9 lagdanannisaing

AWNIN (Total

quality) Qmﬂ'wLﬁmnﬂmmLmn@iwmomﬂvﬂa‘*ﬁu (Competitive

differentiation) Qm@hﬁuaulﬁﬁugﬂﬁwxﬁaamﬂﬂdﬂéfunumadgﬂﬁﬂ (Cost) AuNUVBIGNAN

1 A
fulngfia 3101
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