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Niwat Anyamanee (2008). Customers’ Expection towards Maintenance Service of Maple
Solution Co., Ltd. Master's Project, M.B.A. (Marketing). Bangkok : Graduate
School, Srinakharinwirot  University. Project Advisor : Dr. Warangkana

Adisornprasert.

The objective of this research is to study the level of customers’ expection towards
maintenance service of the company by examining the level of expectation towards 7
service marketing mix factors namely: product or service, price, sale distribution, marketing
promotion, personnel, physical characteristic, and processing.

The reaearch population are 22 institutions which have been customers of Maple
Solution Co., Ltd. During the period of 2004-2007.

The results of the research have been found that most of customers are in the
government and the private section, use the service of the design and construction from the
company. Most of customers’re representatives have 6 -10 years of working experience and
have earned a the Bachelor Degree. The analysis of the expectation for the maintenance
service can be concluded as follow:

The level of expectation toward product or service is in high level in which after sale
service is the first warranty factor that that customers expect for.

The level of expectation toward price is in high level in which customers expect for
the resonable price compare to quality and service at the most.

The level of expectation toward sale distribution is in the highest level in which
customers expect for the flexibility to contact with the company on Saturday and Sunday or
major holidays at the most.

The level of expectation toward marketing promotion is in high level in which
customers expect for annual fee discount and special discount for continuity of service at
the most.

The level of expectation toward personnel is in the highest level in which customers
expect for the knowledge and the ability of the officer at the most.

The level of expectation toward physical characteristic is in the high level in which
customers expect for the quality of spare parts replacement at the most.

The level of expectation toward process is in high level in which customers expect

for the promptliness of service process at the most.
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Instrumentality

ANUFURUTIEHING
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3. AMUANTBINAANS (Valence of Outcome) LAARATLILINUANIANLDINAANS 178
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4. mesnesAlsznaudndosiu ngeacnuaandninesued) yaraasyum
pounenew iU sl dRwnTell auagiunisiatsunesdlszney 3 ag1efe A
ANANTY ANHNENENN NAN1TUTRULAZAMANTeHAGNT Yaraarlinafilladuesdtlszney
1 1 v a‘d‘O 4 & 1 da’ ¥y v o z
uwsiazatanelsaniunsainni e 1 uazsanesAdsznauimanlidn s fuLuiug e Igns
Tnevialaeamnguipnnainnudsae: (E-P) x (P-O) x (Valence of Outcome) = ugeqsla
AryTd AntdPiMaie. (2537 53) lAnananemnuiAnnuaianisaesimes ogn 13
o dsj
i
NOEIANAIANTS (Expectancy Theory) 184934 (Vroom) HedALlsznauueang s
o o A
dnAtyannaznina

=S = aa o '8
Valence unnaliy Auienalavasyppafilsonadng (Outcome)
) = A A caa o | =
Instrumentality 118D LAFRNNagnInl M shazinlilgauanala
Expectancy  usnefieAnnnatandsnalufayaratiu - yanalaauseaniane
AWAEDLNIATL AINENENNAUTULANUN WFANENELNNNTLNIAQEAT IAITNTN  INDADLAUR
% A al dl [ v dl dl Yo v [ Yo
ANRINIVFaReNAAndsld e ldiuniIneuaueudn AuAaudIyARsalAFIAYIN

= A vq o o X A o
Wanala mmmmnuﬂmmmﬂumw@;wﬂﬂ@ﬂLi'ﬂm AannLsznau 2



16

ANAanala X ANNANANTS

¢

useqdla

)
D
)
o
oD
b

A ve A a o
uaf ldFuviTaiivunaianauds

¢

=<
ANAanala

nwdsznay 2 :wqwﬁmmmm‘wiﬂ
00 : Aryrd AuAgA. (2537).  AumIaudsresginaseesianisdadusan lunanssunNaIaN

VOUANYIUIN | AN UBWIZN IO INITUUADUAUYININ T LIFNPIIWNIILAT NN 53

' v = o = A a PP v
nanalasagdlidn  ngudanuaiands  AanisgelanifinainyrraniaNseenig
] dl 1 ¥ o a Qddﬁl Yo 1 dll dll Y @ a o ] dl
wanetg wazEadninABuNMsRarliTuNaRa UL Y Wemaudofifndulani dounad
ve o© @ o A = = o § v a = | @ v =~ 2 o
IsuiuduanGamils  aenaazmliiiaaunalavzeldnaladly  witiussqelaldivinana

& @ I vy
mwmewmﬂu@m\mmmmﬂq

fladzlunsiinuaANAIARIT
A9z leANAseInd (2539 @ 21) Minaalddn AnundseesgnAniiatuannilady 7
dsznadall
dl al . (P :J/ o o N '
1. TRLAEN NNAUVBIBIANT FINTNANIIABHN"]

. ARRINENIUE WLFNIS [ nasusianig 91919

A a 1 a

a [ dl dl 4
AUAUTALITNNT U UTLNANNG R BVia

St

2
3
4. AR
5. anmuandenlutnsiu
6

. N’W]'iﬁquﬂfLAﬂ’]W‘ﬂ’ﬂ\i@lﬂﬁ’]L@\i



17
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P3ALAEIU 19BN (Christian Gronroos. 1990: 27) NA199IN9LEN1TABNANTINTAYA
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LA ULAENNTEN TIN5 ULTN19A N AN ANNEFINAaNT azinlgadlunisiansun a9
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1. nguiladaiuanauns3uLisnIg (Pre-Service Factors 1138 Pre-Deliver Factors)
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AunraunuLEnng IS iNawavta g luniauaale

NUAAYLRIFINANTIWLENNS

ARRALADS (Kotler.1997) Na1q91 ﬁq@ﬁ@lﬁﬁmiﬁmuﬁéﬁﬁm 3 1l3znns lEun nnauia
ANHNLANFANNINNNTUANDY (Managing Competitive Differentiation) ﬂ’]ﬁ“i_l?‘w]?@ﬂmw\l“ﬂmﬂw
170119 (Managing Service Quality) uazmstislsz@ansnmlunislsnns (Managing
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1. U3nNsfLLaLe (Offer) T9NDY ANBOLLANUUSANTIN (Innovative Features)
wensnsanguaeiuiallineiansanainanumauisaesgnidelssnausos
- msbiuEnisiugudutn  (Primary Service Package) lAun 1i3nns
dgl dl v 1 Yo a
fugungnAirndazlifuainianis
- aneuzns LTI (Secondary Service Features) HuA 13n199
a = QI a % A a dg/ nI/
nansdiisAn uenuiaanLFn1siuguialy
2. NNIAINALLTNIT (Service Delivery) NHAmNNat easinana liuiandgudedis
TnensnauauedmINAIAnds  TuanunIwnslitInIsesuslnANIuNINYAAINgT 4NN
¥ Y a
WIARAN WAZNITUIUNNT ILIENS
3. awanend (Image) nisafunnanend  dwmiugsialiusnisdosdaydnend
(Symbols) wazm3N@UAN (Brand) lesenAuiAresie n1slamuazl st dNiusuaznig
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ARANTNITANIAD L i

tlaqg gAY ARINITUENNG

W1I149NHU LAY AL (Parasuraman ; et al 1985:44) 16vinn19 Focus interview L

= QI d‘ ¥ 4 o o a a A o 1 del Y a
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angsna 4 dszinw Miun gafaswiang gsiatinsesin ganauauinduannineg ganadan
o =2 1 I8 1% dl a a A = 1
1139 waMsAnHIwLdY  inawsiredgnA dlunnsdstilivanininnistinig visalsendd
FANIMUARADLNINNNTLIFNTS (Determinants of Service Quality) tsznausag 10 tsznis An
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dananatnuaznsliiEnisiasnan aunsey

2. MIFDLAUBY (Responsiveness) MNele AafinlauazAunianaasntinay
Tunislisnnseeingsmis Tnagnilidessanas

3. AuEAYINTIUNTY(Competence) MNNAITN HANNTLATIN®EY LW ARINAINNID
Tun1sliEnng auaunsaluaniiainisnagliisnig

4. NTENDNL3NNT (Access) UNNEDN ANAZAYN lUN1IRARB LA 1HUEN1358
Suiisnislaazmon lidudanulil

5. foenAt (Courtesy) UNNEDN NsuARIANgNNFBELHITNNT waznsinag

¥ [ dl = a dld
ARUTUNLUNIZANNLYAANNINNA
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6. N1948419 (Communication) WNNEDN NMIABANITOYATUANTDULINLATAN UL
nuLENslignAdinlalidng
1 dll A O ey =K dll a & dll o &
7. Audd@ene  (Credibility) vnNede T0LA8929909ANT ANNTRARE LAz
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9. nnenlald (Understanding) M8 ANNENENNAAzdN 9N NAaIN13183
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awtl uaziaudlnafiay (NuanenangluinesINigsT 2539 1 350 ; §14E9A1N
% Yo a A Y a 1 Y o a 1 o
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aanlipudneniegsia Teldwdewiy Wy genaaanisiy §Fuusnisdesnisanuilaensis
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o o a

FaLsT (Albrecht 1987) lA@uanunAaNandy TIRdad1AaednIsLEn19NALA

gldiEn1ednmasdsznaudnaiadandn 3 fade AGeNI AMWALNWNNIILENNT (Service
. = ] o = Y ] v a Y ]
Triangle ST) Teusiaziladenlsauiaieuduusaziuaesanmasnsiumin Tnanialuuseg
dl A Y a al d’ o o o d’ dl = 2’/ [~3 1 9 d’
nanduaien fliisnismnuadadsiiadesinlasonils arumaasiziiuiayldasusnu g
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o o o a A ¥ o ! % A
wanddnylunisussqilmanetinig . Ae nsaiuanndsziivlaungnénive
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gliFN1e A N13AANIe WIaN19LEMNsnu e litlade i mRs LN LI siiAN
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I's a A a oA dl %
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Friendly System)

3. WiIneU (Staff) nnalis uesawinaulunnszduanNFulaTa fifidou
Aendasiunisliininas azfiasassw Wanwazdfungfinasy nasnaualadnnainemlsd

=) '

andntinfannsii3n197A (Service-Conscious)
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geniasie wuTnuazuteiuNINT PMaimuIyAaInT R AN LAz idssAnEn a1 Tlueting
gadnuFunisainenniunanalanazaoindsziiulaliungunldusnaslaiduetnends
sznauag
m = Q&/ ¥ ! < < '

S = Smiling & Sympathy Aa n1sainuduanlai lalaw Wiuaniulasa
AINNATLINENENTBIGNAT

E = Early Response A8 Nspauauassandilszasdnasgninatnemaiaivlalae
a o 2 =
Huldigainizanin

= = o A v a a v
R = Respectful ANITLAANDANINAINNULNSD IﬁLﬂH?mQﬂﬂ’]
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V = Voluntariness Manner Ag aneuznisliusnsuiuuddaslawasifislanld
RITIE

| = Image Enhancing A8 m:?u,zqmﬂ@ﬂﬁﬁlamﬁﬂmmwwmimmsﬁ‘tﬁu‘émi
WAZLETNNWNA L LBIRIANTAE

C = Courtesy A8 fisenaaulay gnmuarlungenh sautaNtaumu

E = Enthusiasm A8 NAMNNIZALNTLAY WATNILFBTE5UIUEZNNILTNT AL iL3NNg

UINNIN NAAPIILAND

NITUTUITAUNINAISTLALENIS (Managing Service Quality)

mfluumﬂmmqmmwmﬁﬁﬁms (Service Quality)

panLaad (Kotler. 2000: 438) Na1909 AMUNINLEN397 Tunnsuandustugsnatznigy
TnsgesaiainslduindesfidennndaunnBnsigiusinsmanss paa
pavTareAmLENesdF BN snandszaumsalitin umnemssiudn E1usnied

Y VYo a

IFuagawiniuvzannnanzn1sfmeaudsld gFuusniafiaaonuianala deesivla uaznduan
H13n13anAT
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AMUNINNNILENTT  uNnalennslssiliveesdidinanaaiuanumids  wieeAw
WMHBANINBNLENNT (Zeithaml. 1988: 2-22) Hew131491d01 uazAnlFlauaNNFANIIAUNN
2BILTNIANNANTLE (Perceived Service Quality) we9fiiElnAfiAe Nsisidundanisgs
AN ALANNARAYRIN1T LI TR (Parasuraman ; et al. 1988: 12-40) {lu
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HAANSIAATUAINNTHLINEUTLEINA  92UI19AINAIANIIIBININILALATLIADANIN

N17L3NNT kaYAILIN1IANANEN LA TUA3 (Parasuraman ; et al. / 1994: 201-230)
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(1) Te9INILNINAMNAIANTITBIHLETINA Uazn195uFraene1Fvng (Gap

between Consumer Expectation and Management Perception) aziinluldiiietnasiunsls

1 1 v
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(3) TBINIENIWNANHULAUNINNNTIILETNT UATNIIEINALLENNT (Gap
between Service — Quality Specifications and Service Delivery) azAaauldidancnensladly
Funnstnevsnvinlfliannsainnulisenadeiunnigiu viaLNsAFaTimnudLaly
nmsguresudazuld i AsslinanluniseesiuilsgnAnvisesuiiznisiiadaeting
990157

(4)  TRITNIZUINNITAINALLTNNG LAz TFARaRRAN TN (Gap

between Service Delivery and External Communications) A2M8AIANa3ELTInAaziduia
NIMANYATBIFIMNUTNEY  UAZNNFIHE N URILTEN nsdeanstunnauen  iedins
NINANEIAEHNANIZNUABAINAIANIITBINAN
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nsAnsedeasiaaAyA ANNFIBINIIRIUY AR
(Word-of-mouth (Personal needs)

communication)
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dszaunisniluain

(Past experience)

vv

AurvitaLisnnsnananda(Expectation service)

AA

189974 5 I
HslnA (GAPS) 1smsfisuf (Perceived service)
i <
U
(Consumer) Y
. 189974 3 Q P By - .
Jdnnsmana NNIAINDULINITNNIADANINDULATUAS NN9HAFBAAAITANNNIEUBNNL
(Marketer) (GAP 3) (Service delivery including pre-and fu3lna(External
post contacts) communications to customers)
A
L 189974 4
TR 1
(GAP 4)
(GAP1) nautlapaumunnanisfuiilunisssyamuninnig
1isn9(Translation of perceptions in to
service-quality specification)
A A
TR 2
(GAP 2) v
mMadpn1snsiuiieannaandeaesdiiing 9 o v =
HHARTON WiLFNNg

(Management perceptions of consumer

v

expectations)

nndsznay 3 TmaAUNINN13LINNT (Service Quality Mode)

Rk Philip Kottler (2000). Marketing Management. P.439.
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NITIQTIHU lHusNen waziless (Parasuraman, Zeithaml and Berry; RN

Schiffman waz Kanuk, 2000) lAeenuuuin1sinAMNIWNIILENNS (SERVQUAL scale) Taadn
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A a o

TO9INIENINLENINGNAITLFUATLTNINGNAIAIANTY LU ugIuLeY 5 HF Aededuse
ANHAZAINNIANLNEININ (Tangibles) ANTaDa e (Reliability) AIMNATNITOABLAUA
(Responsiveness) AMKNULUAY (Assurance) wazAdxidnlagndn (Empathy) Insisnaazidan
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1 aa d’j
WANTCHR ANU

M19 1 WARANHF MN1FIAAMNINAITLENNT (SERVQUAL scale)
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1 RISIUIBIANAZAINNNIENL AP AN TN EN NI RIS LA
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2. pnuitiedinld (Reliability) ANANHNsaRA 1 BN s AR T AR AN
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3.ANNANNTNADLIAUAY A lafaz gt R LA B30t eI 15

(Responsiveness)
4. ANLUUEU (Assurance) nisliAnnEAnNgN N TBINENI LAY

AmaunTa lunraenauAnldnglanazaana

4 Lane s
e N LanAn
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5. AnudinlagnAn (Empathy) N199UARNAITBINANIBENNADLANIZIY

i1 : Parasuraman Zeitham! ;& Berry.(n.d) Delivery Quality Service: Balancing Customer

Perceptions and Expectations. P.40 (Citing Schiffman ;& Kanuk (2000)

ATUNINTBINNTIALENNT HANMOLY Al
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(3) ANENNTD  (Competence) uﬂﬂ@ﬁlﬁﬂ?miﬁmﬁmm%ﬁmtylm:ﬁ
ANNIANNAIN TR T
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A Ay . = = dl
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Auditorium

Interactive Museum
Musical Theatres
Knowledge Center
Pre-production Rooms
Theme Park
Performance Center
Convention Hall
Audio/Video Facilities
Sound Recording Studio
Executive Conference Rooms
High-End/Home Theatres
Entertainment Spaces

Industrial Acoustical Applications
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References

* InenaapsEeARall NuINeIRENAR / Auditorium 353 seats, Musical

Theatre
® FEMNNW19INAU 8K / 10,000 Sq.m. Convention Hall and Exhibition Hall
® paAuannsnauatlszinalne/ Auditorium 300 seats Musical
e anAsanansuuslseinalng / Auditorium 600 seats, Multi-Purpose Hall

L4 uuﬁwmﬁ’mmﬁ’gmuqﬁ’um / Board Meeting Room 45 seats, VIP Room

1* floor Management Dept. Office, Auditorium
® v‘iﬁLﬁﬂu%’EUﬁa / 50 seats Cabinet-Conference Room

e 13N Unn.dnm nuwdw / 23° floor, 19 seats Board Meeting Rom,
Executive Waiting Room, 13 seats Meeting Room
e 158 Unn.anm wugu / 3° floor 120 seats Meeting Room

a o

® N5ENSIINANANAANSHALINALLLAE / Executive Conference Room

al o o e

® 15HN NNN NWuaa 911A / 13 seats Board Meeting Room & Mini
Auditorium

® n15isziuAsrand / 25 seats Board Meeting Room

® 15N WNN g‘ﬁaﬁ [N / 27 seats Board Meeting Room, Mini Auditorium

®  JUIINERANUWAR / Musical School (Siam Paragon) 48 Rooms

® %Jn@ln l,l,‘1/\|3~|§?l§li n%’ﬂ / Multi-Purpose Hall and Recording Studio

® nsznsIINEAIEnRsuazinAlulat / Public Address System

® N5ENTIWANUIAN / Public Address System

® AudNUgIAINTTHRAINATUTAETINITWIINTNE / Architectural Design

® FoNUUNALUIAENTLTARNLNAINTZUASLUNE / Recording Studio

® 131N nAN AasUaLsTU ANNA (NUIT) / Interior Design

® LN ANFTUNSNTURI / Audio — Visual Design
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Tsat5auanuqa@ail / Drama Center

15938 UUNUITIRSINE AUNARNET / Meeting Room

Bangkok Patana School Foundation

Ts99ULNALINTINNUNS / Meeting Room
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