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Supavee Munkong. (2008). Customers’ Opinions on Salespersons’ Services at Vorachak Yont
Company Limited Phaholyothin Road Branch. M.Ed. (Business Education).
Bangkok: Graduate School. Srinakharinwirot University. Project Advisor:

Mr. Sittakorn Choosup.

The purposes of this research were to study the customers’ opinions on the
salespersons’ services at Vorachak Yont Company Limited Phaholyothin Road Branch in 4
aspects, i.e. personality, service before purchase, service during purchase, and service
after purchase; to compare the customers’ opinions by sex, age, education level, monthly
income level, and occupation.

The samples of this study consisted of 300 customers of Vorachak Yont Company
Limited Phaholyothin Road Branch. The instrument used for data collection was a 5-level
rating scale of questionnaires. The statistics used for data analysis were percentage, mean,
standard deviation, t-test for comparing the means of two groups, and One-Way Analysis of
Variance for comparing the means of more than two groups, followed by post hoc LSD
tests.

The research findings were as follow.

1. The customers’ opinions on the salespersons’ services at Vorachak Yont
Company Limited Phaholyothin Road Branch as a whole and individual aspects at the
high level.

2. The customers with different sex had the same opinions on the salespersons’
services at Vorachak Yont Company Limited Phaholyothin Road Branch as was no statistical
significant difference.

3. The customers with different ages had the same opinions on the salespersons’
services at Vorachak Yont Company Limited Phaholyothin Road Branch as was no statistical
significant difference.

4. The customers have different education level had significant difference opinions
on the salespersons’ services at Vorachak Yont Company Limited Phaholyothin Road Branch
as was no statistical significant difference at level .01 When considered individual aspects,
it was found that their opinions on the aspects of personality, service before purchase,
service during purchase, and service after purchase were significantly different at level .05

5. The customers have different monthly income level had significant difference
opinions on the salespersons’ services at Vorachak Yont Company Limited Phaholyothin

Road Branch were significantly different at level .05 When considered individual aspects, it



was found that their opinions on the aspects of service during purchase and service after
purchase were significantly different at level.01 whereas their opinions on the aspects of
personality and before sale service were not significantly different.

6. The customers have different occupation had significant difference opinions on
the salespersons’ services at Vorachak Yont Company Limited Phaholyothin Road Branch
as a whole at level .01 When considered individual aspects, it was found that their opinions
on the aspects of personality, before sale service and during sale service were significantly
different at level.01 whereas their opinions on the service after sale service aspect was

significantly different at level .05
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funtduuanla wu@ﬁnvlwmz Lﬁalﬁgﬂﬁmﬁ@mmﬂszﬁ'ﬂa LAz AR MNLTaNWINUSNNINTo9
Rl

[

A A . 6 v o o A a A a Y Aa A [~

\Ava4da (Equipment) guninfazdasriuadiilszannaw Inslwuinisnisiein
A o v &
LWﬂiﬁQﬂﬂ’le‘WEﬂ%

Ta@Fas3 (Communication) Felawanuaziansimilaisaneng wdadsanases
NUANHIALYAILINNINLR WAL LLazé'ﬂmm:maagnﬁ’l

% Qs 6 A d‘ a U A d‘ = £ n‘ Y A

sryanwol (Symbols) fia TaasFud nialaTasnangaduanltlunisliuinig
‘ﬂl YY A a lﬂl v
LWﬂlﬁEdUiIﬂﬂLi&lﬂ“HavL@Qﬂ

3107 (Price) MIMBRUATIANMTIRUIANT AITTANNANIZENALITZAUNNTIALSNNT
TALAWLALINUADNITINMUAITZALUIANTNLANGA1ING

2. ldaunsoutsuannsiiuInng (Inseparability) n1slAusnstdunsndauaznig
uslnaluamzi@uinunainfa ;&’mwﬁaﬁUmmmlﬁu'%msgﬂﬁﬂummzﬁfuvlﬁﬁﬁoﬁﬂ
LﬁaamﬂgifmULL@ia:‘mﬂﬁé’ﬂwm:mwwzﬁﬂﬂmminslﬁﬂuﬁulﬁu%mﬂmuvlﬁ LNTIZF D INRG
LL&:‘]J%I.ﬂﬂI%L’JmLaU?ﬁ%ﬁﬂﬁﬂ’]iﬂl’]EJ?IJ%ﬂ’]iE]QI%’JG@”]T%]I%L%EN‘UENL’Jm

' ' . . [ a ' ' & e 0w a

3. laiusiuau (variability) Snwmzaain1suInishiuiuen Iuednivdrguiouinng
wWulas azlwusnisidaly Nlvw wazadialy @Taﬁfu;j%au%mﬁzﬁaaj’ﬁammvlﬁLLu',u,aﬂu
U3INI wazseunNgaunaunazifenivuinslundvesfuisuinisazdesiiniaiuqu

s X »
amnvild 2 Junaufe

A319R0L AALRANUAZENAUTUNI NN TRUSNNY sauﬁowmﬁé’uﬁuﬁmaawﬁfmmﬁ
Twusnns

@ aomsaﬁ”nmmwalﬂﬁaﬂﬁﬁ T M I T M ITUWIA LN LAz aLakalL D

o ° o 'Y ~ a ° oo ~ @ evad

andnsiTatayavedgndl uaznaSoufisurililddeya inamauiludiudalw@au
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4. lisnunsadul3le (Perishability) uansasysms anunsanaanu i laimnlou
fuidu tanudasmidsinsuanslduinnie lifidan uddanalduiwanasrin 1w
a A a 1 A 1 v
Aadlgm Aa vimsliviunialufignen

NAYNSMINAIAFIRTUSINIMUINS

qiﬁﬁlﬁlﬁu’%miﬁ]ﬂ%ﬁhuﬂizafummm@ (Marketing mix) ¥38 4P’s  LTulAINU
Fudn Gudlsznauday

1. NAAA M (Product)

2.31@1 (Price)

3. NMY3AdMUNY (Place)

4. MIFIFEUNTANA (Promotion) UaznanaNTMudISsondaesasiiadung i@
sfiaﬂizﬂauﬁwqﬂﬂa (People) #3aWting1w (Employees) H9dasandaminaiaan (Selection)
n3HnauIw (training) N1334la (Motivation) Lﬁaiﬁmmsna%’nmmﬁawalﬂﬁﬁ‘ugﬂﬁﬂﬁ
wandgnhagusadn wiknnudasiianuaun Sriauaana suNINaaUAUaIAaaNeN &
anufa3iEu fenumansalumusym uazmnansnaedfouliiunism

1.1JAAR (People) WIBWHNI Fadasandunmsnaian mifinousa migsh il
mm‘ma%'mmmﬁawalﬂﬁﬁ'ugﬂﬁ’]vl,@ﬁmﬂ@ifmmﬁaﬂLL°11<1 WHNNUABIUANNEINNID INAUAR
ﬁﬁmmsmauauawiagﬂﬁ’l fauAe3isn Sanumansolumaudiym wazaansaaiig
ARoulAnuLIEn

2. G2IUMIRIIUAZINLEBEA NHUSTIIMENN (Physical evidence and presentation)
laswenenuairsgmnnlassay (Total Quality Management (TQM))

3. N3ZUIWNNT (Process) w‘i"aa&awa‘uqmmwlumm’%miﬁ'ug}ﬂﬁﬂﬁimL'%d WRZRINY

ﬂ?ﬂNﬂi&ﬁUIﬂlﬁﬁU@ﬂﬁ”] (Customer Satisfaction)



mIasauaziiaue
ANHULNMYNN
(Physical evidence and

presentation)

3191

(Price)

AUNT oW NI

(People/ Employees)

nanf

(Product)

MIUITNIS AUNTNTIN

(TQM) TagR1ilade

] P
ﬂ’JWlJWQWE]Gl‘ﬂ“UENQﬂﬂW

(Customer’s

Satisfaction)
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MIAUATY
MIAAA

(Promotion)

NITUIUNIT

(Process)

AFIAIHUY

(Place)

mwilsznay 2 LLNumWLLammﬂ"ﬁLﬂ%mﬁa‘mammamﬁm%’uqiﬁw‘%ms (Marketing tools

for services)

AN F3570 LEITAY; UazAtUe. (2546). mm?mimmm@gfﬂmi U?ﬂﬂgﬂmi.

RN 434,
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stduuunagns 3 Yszn135lussian1sliuinas (Three Types of marketing
strategy in the service business) (F313504 L&330%; Uz, 2546: 435-440)

a a (Y L% { & . o A o

msamnagsiinmidedldiaiasiianansaaanalu (Intenal marketing) Gau3sm

GaIDNAUWININKITITIY LA DIaNAENITAAIAN1EHEN (External marketing) I@]Elﬂ’]iﬁé]ﬁ’]i

TWANA WazMIAMAN TN UIARIE NI WL TauAZ {28 (Interactive marketing) lasfinzazi8ua

¢
:D-ee

1. mIaanam el (Internal marketing) M3aanan e luwaLsEnazTINGINIHNa U
LL&:ﬂ’]ﬁ’ﬂdl’ﬂWfﬁ]ﬁ%%’]Elll%ﬂ’]‘i Iuﬂnia%dﬂmwé’mﬁufﬁugﬂﬁw imﬁawﬁfmmﬁaﬁuamgu
mbrusnslasldiAan1IvinausIunw il Lﬁaa%’wmamﬁawalﬂﬁﬁ'ugnﬁﬁ

2. MN3AaNaA8wan (External  marketing) LHunslgiaSaslanisnisaanaivali
U3ns Qﬂﬁﬂumﬁ@L@ﬁwmﬂﬁu’%ms AMIMIARATIAN NTIATIRUNY LAZNITIRLIAITUA
ane
U v

3. mmm@ﬁé’uﬁ'ufﬁ'mwdw;ﬁauaz;jmﬂ (Interactive marketing) Ka8f4 N3
mnqmmwmmﬂmﬂmLmnam@mﬂmmz‘n;dmsflmmmsnugﬂm g}ﬂmﬁ]:ﬂamuma"lw
t-‘-g/ 1 U v a v a ~a v
muagﬂum’mﬁowalﬁmaagnm gnma:wmimqmmwmaam‘ﬂ%mmﬂ@me‘smmnmu
646 A9

> AMNINENWNALLA (Technical quality) LTw ATMITAUNY ADNITONIN
> ADNTWENIAINT (Functional quality) 11w iana3eumssnen dumyinena
a A [ a ] & . '
> qmmwmmsngnmmm‘mﬂ‘szmuvl,@ﬂausﬁa (Search qualities) vt 1u
Urzmeniiosfigm o laugasnsanuaINITalunTvusng
> A WU szauNIal (Experience qualities) fia anwoLIN1INgNAIENANT
U3zt AW lERAINNMTTOLINNT L% NANIITHIAAANLAILIALNE
A A ) I a .. A [ R ¢
> qmmwmanavlm’mﬂmsd (Credence qualities) A8 ANWUZNNTODLINIE

ﬂs:LﬁuLLiTa]z”L@”lﬂﬁu%msLLﬁqﬁmuLﬂum']ujﬁnﬁgﬂﬁwzﬂiuﬁuqmmwmmL%aﬁ an LAy
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USHN

(Company)

msaananel
) NITAAIANYUDN
(Internal marketing)

(External marketing)

Cleaning / Financial / Restaurant
Maintenance banking

industry
WIHNI% » MIAMANFNRUSAUTEN IR TaUAZHINY ——» andn
(Employees) (Interactive marketing) (Customer)

mwisznay 3 JUuuueIaaa 3 LLuuluq@m%ﬂﬁumﬂﬁu‘%mi (Three Types of Marketing in

Service Industries)

f131: Philip Kotler. (2003). Marketing Management. pp.585.
NundraegIne ML 3 Usznsfe

1. mml,l,@ﬂ@hamﬂﬂl,niaﬁ'u (Competitive)

2. N wn13l#LINT (Service quality)

3. Ys=AnsawlunsliuInng (Productivity)

ABLNINNNTUINNT (Service Quality)

NIUIHITANMUUANAIINIINITUD ST (Managing competitive differentiation) 314
m‘mm@maaQ“mw‘%msazﬁaaﬁﬂﬁwﬁmﬁmﬁu@m@mmﬂ@;LLﬂioil'u Hwmssundiezanale
Lﬁuiaumﬂ@mmaw%miaU’NL@iuﬁ'ﬂlummfﬁﬂmaagﬂﬁw MINAIUIQ AN mslWusmsf

witaniiguisdu munsavldludnsuediag asil
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1. QunWMIIRLINNT (Service  quality) ?iaé’mﬁ'zy’émﬁwaamsa%wmmLmﬂ@ha
vas73fiImIlLInIfe ﬂ’]ﬁﬂma':ﬁumﬂﬁu%msﬁmﬁaﬂdngLLﬁiaiTu lasiauagmnInn1g
TWuimiaugndrmandsly dayacdnsg Lﬁ'mﬁ'uqmmwmﬂﬁu‘%msﬁgﬂﬁﬁﬁaam‘m:"L@Tﬁrm
Urzaumsniluefa :nnmayathnedethn mnihelasanvasgsiansliuinmgndazwela
gunlesulndefiiundasnis (What) o sowiifilandasms (Where) luEﬂLLUU‘ﬁILT’]ﬁE}dﬂ’Ii
(How) ﬂfﬂmi@]m@ﬁmﬁﬁmﬁ%Lﬁalﬁmmﬁammsﬁmiéf@aulwfau%mﬂaag}ﬂﬁﬂ@zlﬁ"’svl,ﬂ
laidpsfauuulaiany gﬂﬁwﬂ%mmeﬁ@iavlﬂf:ﬁmsmwﬁaqmmwmaamﬂﬁu‘%mi

11 USmsfivniane (Offering) I@ﬂﬁﬁmmﬂmmmwfwaagﬂﬁﬁaﬂizﬂauﬁafJ
2 dsznsfa
1.1.1 mﬂﬁu’%miﬁu@mﬂum (Primary service package) @9ldun §aﬁ§n i
mainazldasuanians
1.1.2 anwoensIWUSMILE5 (Secondary service features) leun 1S3
ﬁ'cnms*ﬁLﬁ&lLaulﬁuaﬂmﬁamrﬁmsﬁugmﬁ"ﬂﬂ
1.2 NIFINBVUINT (Delivery) ‘ﬁ'ﬁammwaﬂ'waaﬁnauavlﬁmﬁaﬂdﬂ@jLL°1i\1°ﬁ'u
lasnniaauauasanuaianisluquainnisliuiniszesduilne anuaaniaufeain
Urzsuminilusfadinanislaramnveissia gndufengifalivinmslasfiainasinionds
AMNMITLMIIALIANT meﬂzm‘%ﬂuLﬁUuu‘%msﬁ%'ujgan’j’]mwumwi’waaL°m gnﬁwﬂﬂ?
U3msTingn
1.3 nwanual (Image) MIgf1sn wsnsaldwsuusenildusnislagands
San®oL (Symbols) AT1&UAT (Brand) lagandaiasasiamslawanuaslssmaunniuas
MIFOFIINIARINAH Y
14 SnBoeuWIANIIN (Innovative features) tHwmMstanausMylua oy
Lmemﬁ@‘%L%'mmn@mﬁnﬂu%ﬂﬁmaaﬂmja“ﬂ'uﬁ"a"l,ﬂ KON IR TNFTIIANULANFNS
luaanmwan sl NF AN WAz AT EWAT

2.I&JL@1aQ§Lm’1W°IJa\‘m’mJ%ﬂ’15 (Service — quality model) Parasuraman, Zeithaml
and Berry ldrmualuiaagauninnislininig Fasiuanudansfisdnlasiunssiuey
Qmmwmﬂﬁu‘%miﬁmw% s?j'an“]umm@ﬂﬁmidawauu‘%ms"l&iﬂimm's’mﬁn‘%ﬁ] TIuga
F89919 5 G5

2.1 ﬁaajw‘s:wjnmmmwi'waag;lTu%Inﬂ LLazms%'uj’Lumsﬁ'@mimaa;ju%lnﬂ
(Gap between consumer expectation and management perception) tehedansllanansn
a%ﬁamﬁ'ufﬁgnﬁwmwi’a"ﬁ Aazifiatosnsiiau

2.2 B0419IMITLFNNIITANT LazAnBUzUAWNIIRLINT (Gap between
management perception and Service — quality specifications) HN89aN1381992UA LAY

dasn1angndring ueldldmnuamasgiunmsvhauwanizedng
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2.3 ﬁaaﬁﬁ:mwé'ﬂwm:qmmwmﬂﬁu’%mi URZNNIRINBULINNT (Gap between
Service — quality specifications and Service delivery) witnawd bilasunmsinausuazly

susnrnuldseassasnunasuiliiiaanudandinuanasgu
2.4 Te9INNITRINNTHINOLLINNT Waen1Ihasdafas1Tnewan (Gap between

Service delivery and external communications) m’mmwi‘wao;ju’ﬂm"lﬁ‘fuwammumﬂ

AN ULRZNT I BNV ILTEN
2.5 1897193 WI9UININTUT WazuInNINANands (Gap between perceived
. . ! 1 ¥ a & d v A [ 0 A o '
service and expected service) Tadivtufialuiiiaguilnaldianisrinuvesuisnuaz il

Li’lu"l,ﬂm:ummmwi‘aqmmwmﬂﬁu‘%m‘s (Service quality) =UANBIEAIH
1, ﬂ'mﬂﬁ"]ﬁagﬂﬁﬁ (Access) u’%miﬁﬁaﬂﬁﬁugﬂﬁ’]ﬁaaéﬁmﬂm’mazmﬂlu

ALIRT amuﬁuﬁgnﬁﬁ fa "L&ﬂﬁg}ﬂﬁﬁﬁaaﬂaﬂmu PN AIURNNZEN LNBLIAIDIANNENNITE

yaImM i iignd
2. mi@adafass (Communication) Hn1saTunzatsgneas lasldnimd

anddnladng
3. AMWUEAID (Competence)  yAMNINIRLINIdaslANNE I Uazdl

a 6 A I a =
WUT Ja0LTwnwtod ¥

ANUIANUEINNID WY
4. anuiinla (Courtesy) uAaINIdaIduyBTFY

F T
5. ANuLIana (Credibility) UTENUAZYARINIABININNTASTNANNLT DL

v =) =) dlddl v 1 U
uazau l9laluusnng I@mauammsqu@l% urigndn
6. anu'linala (Reliability) u3nmslwnugndrdasiianusinauauazgndas

7. MINBUALEIRNAN (Responsiveness) WININUAZA a9 IR LINT wazuilym
uwignAeEANNTIAETIINNAINAGaINT
8. auUaaans (Security) U3NINIRGBIUTIANNEUATIY AULREIUAZ

u‘%msﬁgnﬁﬂﬁ%’u wazvin b

Uryniend g
9. m‘m%nu%mﬂﬁﬂuﬁﬁ%’n (Tangible)

ANAALIUAINWNINLITNIAINEND |6t
10.m3d7lauaziangndn (Understanding/Knowing  customer) Wilnanueas

WenenunlafiaNudaIn aagﬂc«fﬁ LRz IHAMN AW LINDLUALAIANGDINITAINGTD
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ﬂa%’aﬁmum@mmwmﬁﬁu‘%mi (Service quality %38 Servqual) MNANHULVBINUNIN
M3lAUTMS 10 Uszms mmma‘gﬂL‘ﬂuﬂﬁ]%'ﬁﬁmmqmmwmﬂﬁu‘%mﬂﬁ 5 13Ny

v

1. anudafield (Reliability) Wluanuaunsafiazdudunmsliusnsemafiaygld
aamﬁqmmwuazgﬂﬁaamjuﬂﬂ

2. MINAUEHEIE19TIS?  (Responsiveness) luanuidulafiezdisimaauas
TWuimauniglsuinvwiagndnatnariunaed

3. anusdnlald (Assurance) Dunsuaastsanuiuasuysdduiuivaiglvuinig
ﬁﬁﬁlﬁ;ﬁ%ﬂ%ﬂﬁﬁﬂ'ﬂyL%aﬁuiuu%ﬂﬁiﬁazvlﬁ%'u

4. T8930 (Empathy) La‘jumigLLaLaﬂﬂmmzmwauiﬁ]ﬁ;ﬁﬁu?miﬁ@ia
A5TEen

5. AaNBWLNINNILATIN (Tangibles) Lﬂué'nwmzﬁﬂﬁnglﬁl,ﬁu WIaFIRENT0TY

@ v 4 @ ¢ A A A
@IQ\TVL@ LT 'Jﬁ@l q‘].]ﬂim LATRNNE 21A1IRDTUN '].qlﬂﬂﬂ

ANMNRIABBINTIANTUINNS
a a v a dld = s & ¥
sum@ w3384 (2536: 15) MIlimIninsnauaziiguninaindiyana Gidad

v Q/Aﬂl

mﬁ'ﬁmﬂﬁﬂnaqwf NNB2 ULazANNUBULTEUWANI 9 ﬁazﬁﬂﬁ"ﬁuﬂﬁ]gﬂm Hndasagiia nie
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ANTANITUINNIRINNIONIZAN b NInannIIRasa lTenI1INIIAadanIaN1anad
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a d'd I d' A 1 qzq/n:l'n 1 a 6 a a d' =} %
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v 04 6 & a < dgl/ A Y A di v é a
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 MIAMITUSNITIU LA BIa&INIW
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N o o0 b oW N

-vinwelumsdfuanwnauinmsludinan
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