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Suree Pongpitakmetha (2004). Overall patients’ perception and satisfaction toward part-
time service quality of out-patient department ,Siriraj hospital in Bangkok
metropolis. Master Project, M.B.A. (Marketing): Graduate School,

Srinakharinwirot University, Advisor: Assistant Prof. Dr. Apiruth Tangkrachang

The purpose of this research is to study the overall satisfaction, loyalty and
perception of service quality toward part-time service quality of out-patient department,
Siriraj hospital in Bangkok metropolis for an aspect of service offered by nurses, service
and medical fee in nursing, quality of doctors who treat, medical equipments, waiting
time to see doctor, service offered by welcome staffs, building& location and parking
area available to patients who utilize the service of out-patient department of Siriraj
hospital. Furthermore, it is to study the personal information such as gender, age,
education level, profession, income per month, total time period in being hospital's
patient, experience in using service at other hospitals and department that patients were
in. In addition, it is to study the relationship between service quality and overall
satisfaction. Moreover, it is to study the relationship between overall satisfaction and
loyalty of patients who come and use the service offered by out-patient department of
Siriraj hospital.

The sample used. in this research is patients who use the service offered by
out-patient department of Siriraj hospital age 15 years old and above, both male and
female. The sample size is 396 individuals. Questionnaire was used to as a research
tool. Various statistical techniques were utilized to analyze the data such as percentage
value, mean score, standard deviation, t-test, one way analy,sié of variance (one-way
ANOVA) and Pearson product moment correlation coefficient.

The results are informed as follows :

1. From the analysis of personal information of patients who come and use
service offered by out-patient department of Siriraj hospital in Bangkok metropolis
mostly are female. Most of respondents age between 30-44 years old, hold bachelor
degree, work as civil servants/stated owned enterprises’ employees, income between
6,501 — 12,000 Baht, total time period in being hospital's patient is at 1 — 5 years, ever
experience with other hospitals and mostly come to use the service from department of
medicine.

2.  From the analysis of perception towards service quality of patients who

use the service mostly found that in the aspect of quality of doctors who treat is in the



excellent level. The aspects of service offered by nurse, service and medical fee in
nursing, service offered by welcome staffs, building& location and parking area available
to patients who utilize the service of out patient department are in the good level. For
the aspect of waiting time to see doctor, perception is in middle level.

3. From the analysis of satisfaction of patients who use the service of out
patient department from Siriraj hospital found that most have satisfaction in a good
level.

4. From the analysis of loyalty of patients who use the service of out
patient department from Siriraj hospital found that most are in the excellent level and
tend to come back and use service again. Moreover, it fall into good level in the aspect
of suggest or persuade others to come and use service and will tend to increase the
frequency.

5.  From the analysis and comparison found that

5.1. Patients who differ in gender have different overali satisfaction towards
the use of service from out-patient department of Siriraj hospital at a statistically
significant level of 0.05

5.2. Patients who use service at out-patient department of Siriraj hospital and
differ in age have different satisfaction at a statistically significant level of 0.05.

5.3. Patients who use service at out-patient department of Siriraj hospital and
differ in education level have different satisfaction at a statistically significant level of
0.05.

5.4. Patients who use service at out-patient department of Siriraj hospital and
differ in profession have indifferent satisfaction.

5.5. Patients who use service at out-patient department of Siriraj hospital and
differ in income have indifferent satisfaction.

5.6. Patients who use service at out-patient department of Siriraj hospital and
differ in total time period in being patient have indifferent satisfaction.

5.7. Patients who differ in experience with other hospitals have indifferent
overall satisfaction toward using service at out-patient department of Siriraj hospital.

5.8. Patients who differ in experience with other hospitals have indifferent
overall satisfaction toward using service at out-patient department of Siriraj hospital.

5.9. The aspects of perception such as service quality of nurse, service and
medical fee in nursing, quality of doctors who treat, medical equipments are correlated

to overall satisfaction at a statistically significant level of 0.05.



5.10. Overall satisfaction is correlated and have the same direction to loyalty
of patients who use service at out-patient department of Siriraj hospital satisfaction at a

statistically significant level of 0.05
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52 ilasumulu (Internal Factors) Tadbnslurihliudazynansznausuasia
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°?im :  Robbins , S.P.(1998). Organizational Behavior: Concepts Controversies and

Applications. (8 th ed.) New Jersey: Prentice Hall, Inc.
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uo@ (Morse. 1958) anuAIwalefia ‘éo‘lﬂﬁmuﬁ’ﬁuﬂaﬂmﬂm"ma%nmawgmﬂﬁ
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qWBI f‘ﬁmumﬂmw:arjﬁlmsiauﬁmﬁuﬁmmiﬁmﬁumﬂsjumnmaﬁ'u

234 (Vroom. 1964 : 99) lens1 viruadussamaianaledmile awsaldunu
nule stﬂ~maaqmmvmmﬂmwan"tﬂ mnms‘numaLm‘lﬂummm‘lumuu naund
Sutanesugasliisin amwanaeiewelsludotn  ussviauadlushusuazuaaliiin
gmwanalifawale

fia (Good. 1973 : 13) lenan anurwalaninaty qunmw L] WIDITOU
w83 anuTay anuwele  duduwsinanusuladisg muﬂmaaumaﬂamuu

.
F=1

aminapglanosanine (2537 : 59) leandath anufawals nansis nIng
WBlnelddssiumildnaanne  wimuildnaamsiineldaiuninfianald

me a03lyol (2539 : 36 - 37) nam i Lﬂuﬁ;oﬁiﬁﬁmmwﬁﬁnﬁaa%’wo'lﬁt,ﬁﬂ
anunalouriayed e nwenswiaa  myemsdruuanafiwele endlums
anwrimiwennwde  sehuuuladiufidesmifiesilwifeenufowals  wszemaguun
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o ar

2 a & v -
Ni&‘l:l’?j L“Elﬂﬁ)’]ﬂﬂ?ﬂﬂ']ﬂ?ﬂ‘iﬂfﬁl muuagmnﬂ muummwowa'l%:mwu‘lﬂmn Nga

Lﬁaﬁmsﬁ'ﬂni‘wmnw‘éa'ﬁm.%’wiua;jj

oLl unzuamaaiioud (Aday and Andersen. 1971 : 52-80) l@lianuiiuzas
anufawalainlsznoudasiugm 6 Ysrmafmanuanuiawale 28T ENUM N
WEUA u.a:mwg:‘%nﬁgﬁwvlﬁ%'umnmm'%ms dindefifiezyimduszuuusnnimenng
uwng

anuianaladaims (Consumer Satisfaction) @a anuAawalazasihe
sznauaiy

1. anuanaladannuazaINNlauaInn1suIMs (Convenience) wenaaniiu
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1.1 mlsnsTeaaslugnmuims (Office waiting time)
1.2 ms'l.@’ﬁ'umﬁ‘nmgumfiaﬁm’mﬁmms (Avaliability of care when need)
2. anuiIneladamIUszauvasnuuinig (Base of getting to care)
2.1 msiﬁ%’un‘%mmnﬂs:mn‘luamuﬁuﬁas] fa dilhwaansaseiulimsld
Qnﬂs:m‘ﬂ mummﬁaamwmgﬂ'w (Getting all needs met at once place)
22 uwndbinnusulalugunmwassdihe (Concem of doctors for over all
heatth) & shusrame uaziale
2.3 unnglaunisdaaunan1sine(Follow up care)
3. amnuianaladassendouazanuaulazasfliuims (Courtesy) oun nsuaad
51imé‘|'s_l°fi'mwﬁﬁtﬂuﬁ’mawa\1Q‘lﬁ'u‘%ms uasugaseaEulawidlosagie
4. mmﬁowa'lwiaﬁagaﬁ‘lﬁ%’umnQ’lﬁu‘%ms (Medical Information) fis m3l¥daya
\Amrusmgmaiuae (Information about treatment) Tounmrdifenluannivihe
Mslien
5. anuisnaledenmmwiing (Quality of care) Tevur qmmwmaomsg}uaﬁgq
maﬁ;}"ﬂ’:s}'lﬁ‘?umnﬁ’ﬂu:maagﬂm?iﬁ@iaT'sawznma
6. anuiineladasnlideialduinng (Out of pocket costs) launienlddpens g
'F'i;jﬂdmhu‘lﬂﬁ'wmﬁnmmﬂmﬁuﬂw
mnmﬂwmmmmmﬁowa‘lﬁl'?i;jﬁnm‘lﬁﬂunu"ﬁ'ﬁ wovsayylédn anu Aawe
lwmuﬁammj‘énﬁ’mmnwaaQ’%’uu‘%m's@imh:aum*mfﬁtm"lﬁ%‘u'-innan'mu'%mmﬁnfu
\wmyasuauasnuRBIM TR FamurTnaannueisasiuinmauazialesla

3.7111351'uaztm'zﬁmﬁmﬁquﬁmmé’u‘%fnﬂ

4 wndnsmuilnn (Consumer Behavior) WA NTANNTINTEILIUMTARER L
ua:msns:ﬁwaapju?[mﬁtﬁmﬁ'aaﬁ‘ums%attazms‘lﬁm’h wiaduwdenssuiiisndeanu
mssauszmildiuiussiinaifansumsasnnudasnauazanafnalavasduilne a
sznaudastuasulunmsaadule mnaumseaaulauasnienaImisaaulons?
(Semenik. 2002 : 557) wiadluwnansinvasfuilnalunsdum  (Searching) mida
(Purchasing) M3l (Using) n7uszilin (Evaluating) uazmsdudnldaan (Disposing) &us
15MS uazaufia  (Schiftman and Kanuk. 2000 : G-3) (&5  29damem. Manms
lwwan. 2546 : 33)

_ ] = A £ -3
wadinssnguilna (Consumer behavior) wanuii wodnTsnduilnaiing

A 4 = L4 o r = F‘ ]
AUNT ﬂ'l'S%ﬂ Mt nsulezsudiv nﬁilﬁﬁﬂﬂﬂaﬂﬂm‘ﬁ LARZATITUIWRIT D3N8
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AMNUFBINNTVDIDT (Schiftman and Kanuk. 1994 : 5) wiswunofis nsdnmfiswndnasu
m‘sé‘ﬂ?mlﬁ!un:msns:ﬁwaoﬁuﬂnﬂﬁtﬁ'mﬁums%aLLazms‘l'&‘auﬁﬂinnTmﬂm{hL’ﬂué‘aa
ﬁnmm:":mﬂ:ﬁwnﬁnssuﬁu“ﬂme‘hUmqnaﬂmﬂﬂszmmd’nﬁa

1. wpdnsmvasuilnafinadanagnimsamavasgifie

2. IRalWFaandaIfuuwIANNAATIMIAME (Marketing concept) finiarhlw
gnﬁﬂﬁowa‘lﬁl e'hﬂm@;ﬁfﬁoﬂ"aaﬁnmﬁawqﬁmswaaﬁu’%‘[m Lﬁaﬁ'ﬂéam:@'fuﬁanaqnfms
amafisaauanasenuiiwalivasfuilneld  @FHom w@iseal.  msuSwismsama.
2541 : 124)

Lneanganisuguilnag

Tueawg@nsTuguilna (Consumer behavior modet) uJumiﬁnmmmahwmlw
fiansaaauladondaimad T.ﬂuuqﬂtsuﬂua"nnnﬁﬂtnmmm:@u (Stimulus)  AirhltiAa
ANNGBINT ‘ﬁan‘s:«ij'mhunT’urﬂ.uﬂfrmg“ﬁnﬁnﬁmaapjﬂ"ﬁa (Buyer's black box) FaBay
o ] o .é’ L) L= w t v L . -] v! s e
msmnaaqmmgwaﬂmap&mn"l.umm'mmﬂﬂ:m"lm mmgﬁmunﬂmaaamaa:’lmuanﬁwa

s ] VJ Lo D; =1 Qe

TnAnwmeg 9 Vo9Ta udrazlininausueiueadn (Buyer's response) W3 MNIAR
a ot W\
ml.l'«mmma (Buyer's purchase decision)

ﬂﬂtsu@lmjaﬂmﬂauagﬁ"'aani'"(a'fu (Stimulus)- iAaanudasmarian  usivhlw
mﬂmwanauaa (Response) §13tim uluiaaiisaan3ondn S R Theory lapiivioazidonues
nqygmu
1. ﬁans*ﬁu (Stimulus) ﬁoni‘:@}'ummﬁﬂ%maamnmﬂlu‘iﬂonﬂﬂ (Inside Stimulus)
ua.,mnivﬂumnmuuan (Outside stimulus) ﬁnmmmmwﬁmﬁu‘lmmf‘iﬂﬁan?ﬁ'umn
uan Lwa‘lﬁwuﬂnﬂmﬂmmﬂmm‘maﬂnwm mn?mnafnLﬂummo‘lm’lmnmn'rsmaaum
(Buying motive) ﬁmmﬂnmmo'lwaﬂ'mmﬂwa Ltaflmmmﬂm‘lwnammGrmm (815unl)
Als mﬂs:ﬂumnuanﬂi:naumu 2 8ufio
1.1 ?iam:@j’umommmﬂ (Marketing stimulus) Lﬁuﬁon's:éjuﬁﬁ‘nnﬁﬂmﬂ
mm‘snﬂ'suqmazﬁmﬁ'ﬂlﬁﬁ-j‘fﬂ Lﬂuﬁonsiﬁuﬁtﬁ'm’fl'aaﬁ'nd'mﬂ‘smmmmwmm
(Marketing mix) Usznauaap
114 Fonszdusundadnet (Product) i aanuUUHAAARAAIY
mmwmﬁam:sj’ummﬁaoms |
1.1.2 ﬁmi-ﬂumuﬂm (Price} 1w msmnuﬂﬂmmmhmm*m
furdadne lasRosanongnandwihnang
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1.1.3  §Inszqueunsdatesmanisiming  (Distribution %38 Place)

iu JasminpuRan i lnataie ey ﬁ:mnun'Qu‘%'[nﬂﬁa'hl.ﬂum'sm:sfuﬂ'nu
aINTIANTa

1.1.4 ‘Eiam:sj’u@?mmiﬁom‘%mmwmﬂ (Promotion) 1B% MIlaiwan
gilEue  MIEOMUNINNNVRIWENNWING  N1SAA UAN uan  wan MR
ﬁuﬁuﬁﬁuﬁﬁ’uqﬂﬂaﬁ‘flﬂméﬁf ﬁa'hLﬂuémszﬁumﬂuﬁmm‘i‘%ﬂ

1.2 ﬁan‘s:ej’u‘ﬁ'u §) (Other stimulus) Lﬂuéqm:iumwgnﬁ’aam‘m:u?[nﬂﬁag
muu.anaoﬁms%au‘%ﬁ'nmnqu'lai”lﬁ ﬁom:ej’umshﬁ"lﬁuﬁ

1.21 éans:@iunﬂatﬁswgﬁa (Economic) % nazmaswgiia mald
maoQ’u‘ﬂnﬂmahf:ﬁﬁw‘ﬁwa@iammﬁmmﬂamﬂﬂa |

12.2 ﬁom:sffumamﬂ‘[u‘[aﬁ (Technological) 1Bw inalulaglnidu
mn-nauﬁuﬁ'ﬂ'[uﬁﬁmmmn's:ﬁumﬁm‘n’aqmﬂﬁ’lﬁ'v‘%hﬁmaoﬁmm'smnﬁu

123 ‘éanizq”umongummm:mnﬁaa (Law and political) 1w
ngvxmuLﬁ'w""saaﬂmﬁﬁuﬁﬂﬂﬁuﬁmﬁm:ﬁﬁw‘ﬁwaeiam'sl.ﬁn WIDARAUGDINIVEY [
ifa

1.2.4 ﬁemzﬂ:‘umﬁeuumm (Cultural) u wsusTsailsulzondlng

] = 2 LR Y o & A‘ =) L 3 z
lwnamadg inansquldduilnafiannudasmidafudlunaniany

AsnszduNIBUBN , i >
Buyer’s black box MIABLRUBIVOILTE
a .~ a v d
MNIEAUNIMIAANG  FInTzquBu 9 BT LN PP
o s - -3
HARITUA 1ATgna v g a
. —» | anudaninda B gmonaen
Im malulad o v
.. - BT e tunITe
iy nMsidled 3+
D om - USununsde
MIAEUNMITANG INUTITY
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é’numwnovﬁa %umaumiéfm‘ﬁu‘lwaa;ﬁa
edpduiansis : M3l
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WNANTIUMENEIMT0

- - [y & A
mwilsznay 3 wRIGLMUUNOENTTUNTE (;d'us'[nﬂ)



19

= v; = .
Eﬂltﬂmzﬂuﬂquﬁﬂﬁm‘dﬂia (guﬂnﬂ) [Model of buyer (consumer) behavior]
@ Aﬂn T ) = A‘ L] . . s H
ua:i‘h'«azmuamwsmaqum‘smms*nammgm‘[na (Factors influencing consumer’'s buying
behavior) (Kotler. 1997 : 172)
[] o -1 - u: =2 < vA’
2. ndpsdmiaamuEniindavasiTea (Buyer's black box) Anuiiniinfiavas dae
H L] Q A L ) - A" [ L o A L
mFouaiiowndaddn (Black box) mgNﬂmmag-mn'lumm‘mmm'lﬂ FINDINBIBVAY
[ - r- ~ v% Lk = o v% B o o B v;
wamnuiiniinfavasite  anuiRnilnfeussl a'lmnaﬂﬁwamnanmmmaa;ym was
m:mumsén’mﬁu‘lamm;é’%a
a v: - - b A‘ =) e = o
2.1 anWmMzUaIgTa (Buyer characteristics) anmmmmp&’mauamwamnﬂmu
d1 9 fa tedpdmiaussy thivdudey fhivdmynna uszilcodm  3a9nm
d - ) Ot ) L L .dﬂn - [ = LY =Y
Farwazdsaluudszanwusacndntiluwirvatimianiidninasannansia Quﬂnﬂ
“ a & [ o \ ., w &
22 nazuaunsaasulaonasiTa(Buyer decision process) usznauuiu
aaufia Mty anuaaams (yw) msﬁ'umﬁaga mrUsziliunaniatian MsAARY"
e = ar g A a ' ' [P
To%o  uazwn@nTsuaionaimsde  Fneazdoaluwdaznszurunizeznariioluiada
L] r=) ‘(!
ni:mumsmau'lﬁmmama

Ld

v; L= LA -
3. NMINDUAUDIVBILTE (Buyer's Response) vﬁamsmﬁu'la%amaagu{[nﬂman

A
d8 (Buyer's purchase decisions) gn?lﬂﬂ%:ﬁmiﬁﬂ‘ﬁu‘lﬂuﬂ‘i:Lﬁu@hﬁ 5] Faft

3.1 mMAoNKAAAIWA (Product choice) daatnd msankAanusia LN
fimaufanfa wusansas u:%ﬁﬁ’u"’sagﬂ Wudu

32 muBananfus (Brand choice) ehatns HiguIlnadenuusandas oz
WonivalnWiluad u:d 9ay ‘

33 malanduny (Dealer choice) oW Auilnevzi@ananiroasiniu
Mlardadudinatnudnla

34 madanialuniiTe (Purchase timing) nagns vgu‘ﬂnﬂﬁ]:l,ﬁamam
1 nanedu vilaliiu Tumsdonuaansnd

35 mmdenSuimsida  (Purchase amount) ehatha ;jn‘ﬂnmxtﬁana:
Sanilindos eolna wianiilna (8% adumen. wénnaslumwmn. 2546 - 33)

A [] et L") Qs l=: -, = [ =3 4
tadsdran (dumaluusziladaniauan) niidnswadangdnssuniido
k= )
zosfuilna
A o daa a ' - v e ] s v o
mmnmﬂammuamwamawqm‘s‘mEuﬂnmwaﬂﬂnnmnnmmﬁnmaams‘uaag
' [y . o “ o Y v {  wd [
vilnamaduae 9 Lm:Lwam:mﬂmni:e}umomwmﬂ'lummzﬁu lﬁﬂﬁd‘nﬂ‘lﬂiuﬁ{l
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ns:s‘juman*nmwm‘%aéans:e}'uﬁu~] vhun’fw*fluﬂﬂujl‘ﬁnﬁnﬁmaags’ﬁa%atﬂ?:Jumi’lau
ném@'i'lﬁ'gmﬂ'l.ajmmmmﬂﬂ:m'lﬁ’ nwaoé’mnua:ﬁfnmsmmﬂﬁﬁa AURTIENHISTE
;ﬁnua:a’nufanﬁnﬁm‘lﬁ%’u“aﬂ‘ﬁwaﬁ'ﬂﬂﬁn msﬁnmﬁaé’nﬁwmaag‘{e‘i‘i’aﬁtﬂmﬂmmzr«a:ﬁ
Uszlpmidwmiuinmsasaf enTiua e In1Tuas s N B IaIgnNm Wafesdasinszay
NHMIARAFN m:e]’uua:ﬂuam'nnﬁaamwaagﬁaﬁLﬂmﬂwmn”lﬁ'gnﬁm

é’nwmmm;ﬁa‘lﬁ%‘uﬁnﬁwamnﬂaﬁuﬁnué’mumsu tlfpdufiny  19pdIu
yana uazifavemissudaing,

1. 8@ W IMUSTIN  (Cultural Factor) Lﬂuﬁm_,ﬁnﬁrﬁttazﬁqﬁm&ﬂu‘ﬁﬂﬁu
TﬂUﬁtﬂuﬁﬂau%’uﬁnnjuﬂﬁﬂﬂﬁmﬁqLﬁuﬁ"‘uﬁ'muﬂua:muqquﬁnﬁwammszﬂué’mu
wits (Stanton and Futrell. 1987 : 664)

1.1 Saussiufiugn (Culture) Lﬂuﬁnumﬁugﬁwmqﬂﬂaluﬁ’oﬂu

1.2 JAUSIIUNENLan (Subculture) wangdla i’mummmaoudaménﬁﬁﬁnum
mw'mm:uﬂn@i'mﬁ'w‘ﬁaﬁag“imu‘lué’mmmﬂ‘lmy,'ua:aﬁwﬁ'u‘iau SaursTutanfiainiu
gﬂumagﬁmam't.mxﬁnﬂnfﬁugﬂwaaugﬂﬁ anwolimusTIagas

1.3 TuppiFIny (Social class) WuBfy MIutksIGnsasFinusantiinszay
gﬂuﬁtmnmaﬁ'ﬂﬂuﬁam%nu.@ia:’&"uﬁ‘mm:ﬁﬂmu:amaLﬁmﬁuua:ﬁuﬁﬂlu‘f;’ué‘oﬂuﬁtmn
datwezildnunzfiuandin msutiiunfaulaoi Wiainasineld niwdau wis
aw Fumedsnuiludnidanitififisninadamsdaaule

2. flosadmisan (Social factors) iuifadsfiAedasludintlszintu  uacll
ﬁw‘ﬁwa@iawqﬁnﬁum'ﬁa snuznIfiaNdIznoudIongudIds  asauaT  unumus:
amu:mmﬁ‘i‘r’a

2.1 ng§udBy (Reference groups) Lﬂumjuﬁqﬂﬂmﬁ'z"lmﬁU':ﬁ'aa@‘hu nejud
szfianiwasionieund anufafin ussdisuvesyaaslungudads

22 aIBUAI1  (Family) qﬂﬂaluﬂmm%"aﬁaiﬂﬁ'ﬁﬂﬁwamnﬁqﬂ@iaﬁmﬂﬁ
AanuAaAnLRzAinuTaILANS

2.3 unumuazan ke (Roles and statuses) qﬂﬂmztﬁmﬂmﬁ'wmuna;u Gl
A78URTT  NHNENEI  URTROMIUGIY qﬂﬂaﬁﬂ:ﬁnnmﬂLm:amu:ﬁLmnghoﬁ'u‘lmwia:
ngy

3. ilodsduuana  (Personal factors) m‘sﬁﬂﬁu‘lwaagﬁa‘l@'ﬁ’nﬁﬂ'ﬁwamn
SnemcEIuYARRTBINUIIG UGN 9 Tl ang Tuspuiginidia avdw lomams
wIpgna MIane JluwumMIdmdia uelnmu wesuwIANNReEIUYAAR
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3.1 811 (Age) mqﬁumnGhoﬁua:ﬁmwﬁaommﬁﬂﬁwﬁ@iﬂaﬁu

3.2 15TIansauai?  (Family life cycle stage) Winduasumssnssiiavas
qﬂﬂaluﬁ’nummaomsﬁﬂsaun%": masrdialuudaztuaawiudifiidninadany
daams3 Viaunduszdrisurssyanarhldiieanadesmsluniaimsiuaswg@nTy msdaf
HANANNH

3.3 27%W  (Occupation) m%wmaoLwiﬂ:qﬂﬂail:ﬂﬂ"lﬂg’mﬂm‘htﬂuua:mm
FasmsBuMuazUSMIfiuandnanm

34 Tﬂmﬁmdmivgﬁ% (Economic circumstances) wia Tole (Income)
Iamﬁmammgﬁﬁmaaqﬂﬂaa:ni:ﬂmia%uﬁ'mazn‘%m'sﬁm'\ﬁ@lﬁulﬂ‘%a

3.5 mifAnw  (Education) gﬁﬁmiﬁnmqaﬁLLmIﬁ'm:u%Inﬂnﬁmﬁmﬁﬁqm

]
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[

3.6 fi'wﬁﬂw"’:aqmm (Value) u.a:gﬂuuum‘s@‘i'm%?m
4. 1la9an193ainaa (Psychological factor) n’mﬁans%‘amaaqﬂﬂa'lﬁ%'u‘éﬂ“ﬁwamn
ﬂ%é’ﬂﬁmﬁm"‘mmﬁqﬁaémﬂuﬂafﬁ'amn'lué’aﬁn“‘s‘[nﬂﬁﬁan'ﬁwaﬁawqﬁnssumsvﬁau,ﬂ:mﬂ-ff
qum

41 mINla (Motivation) wanaiis wé’oéamzsju (Drive) ﬁag}imu‘luﬁaqﬂﬂa
FsnszduliunanUfi@ (Stanton and Futrell. 1987 : 649)

42 m33uj (Perception) Lﬂuns:mums*'i'mLwia:qﬂﬂa"l@ﬁ'nmnﬁanaﬁ 0
szfivy ua:ﬁmwwmnﬁ’aymﬁa‘?’ia:ﬁ%‘wmwﬁﬁmwvxmU wIananafienIzuInNIIAIN
hla (matlasv) maaqﬂﬂaﬁﬁ@ia‘[anﬁmmﬁuag

43 mMi3uuj (Leamning) wansily mswaswwlaslunndnssy  waz m3a)
anuldudssvaswgdnssuaniseaunisoifiiiwin msﬁwjﬂjaaqﬂﬂatﬁﬂﬁutﬁaqﬂﬂa'lﬁ
%’u‘éom:ifu (Stimulus) azazt@NIInaLaEUad (Response) FifiAannei ﬁonizs}'u—nwi

aDURHDI [Stimulus — Response (SR) theory]

]
o

A a . = a P i o o P’ d A o
44 anudafia (Beliefs) (lluanufafiunnabafiativaiufilefmin sailu
naunInUszsuMIatluafa
45 Yiauad (Attitudes) wineds  nymdimduenufanelanialifiswaleves
“s W & w A e o ' a A A - P
yaas  anuiindwensusluazuwi iunsjianlnadannufeniefelafonils  (Kotter.

'
[

1997 : 188) mamnﬂﬁqm’nmfﬁnﬁnﬂmaoqﬂmﬂummlﬂﬂmﬁo (Stanton and Futrell.
1987 : 126)



22

46 YARNMW (Personality) uazvnufWiaud (Freud theory) wanefIAnNMME
ﬂ"ﬂuﬁmﬁnmﬁ'umnﬁmﬁ'ummqﬂﬂa %oﬁ’l"lﬂg'm'rsﬂauauawiaéamﬂﬁauﬁﬁumlﬁumﬁau
WRUURZFDANRBINY

47 uwifinuainwiad (Self concept) wurwdy mmj"?mﬁnﬁmﬁqﬂﬂﬂﬁ@iaﬂu
Lam?ammﬁﬂﬁqﬂﬂaﬁﬂ’hqﬂﬂai)"u (Faan) danufaindeauatasnls (E3Tsm 185

Farl. nrsuSwismTeatalng. 2541 : 130)

nszuamnsanduladonsduilan
= A‘ L V=Y
mm'mmmﬂau‘lwamaoguﬂnn (The consumer purchase decision process)
I3 o o & o & 1) ¥ & =t € o Lo L
Jwareurueanluniaadulade °uumaummm:uﬂiz'[wummu;ﬁmﬂm'\ RRIEOIGeE
FILESUMIaa laom ludsznauans 5 Tunanda
1. myuifgw
2. m'sﬁum'il’aga
3. myUssiAuHanILien
o a &
4. minaaulade
F=1 Lo J
5. MUz IUNANIYRRINITD

@
c = g &
= — @ 5 = C =S
S S @ = o O 5 g
£ & =° 3 2 3 g 2 ‘e F
= 9 PR s ® e g s =z
o 2 W z > —= g = o
ga; 8 E> E S Q x4 o C> df;; P © [ 3),
- 18]

R = = & 2 iz 3 g g
A v n © - C = ©
c E 5
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[

O o ; WA
mndsznou 4 uaﬂsﬂszmummﬂm'lwamaaanﬂnﬂ

a e & 4 a & A [
1. ns3uiifawr (Problem recognition) Wutuaswusndufiativilodiniiu]
13 + i = ‘ [} & - J

fIATNLANENITERINEMWATUAZEMALENDEINARA ATINLANA NIRRT §IU5D
» L] . [ £ [ a“ [ YR Y = o & L - A’
witywlianénla Bedmssinlifuilnannuinnudinduussanudasnmszenmio®

. L4 [ [ A - A‘ L o4 Qe L Y F] el [l
Widulaadislaananilale maﬂnLﬁuan']w‘luﬂﬁﬁgnumaagm‘[nﬂﬂm"luﬁawa‘la
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guilnafififgm Tafaiuisdnndmivinmsamafiazuushgndvinaniigm
wladanudesnilundaime
2. n1sAWMIBOYA (The information search) Lﬁa;jn‘ﬂnmzﬁn'hﬂtymﬁLﬁm'ﬁu
ﬂ‘%a%'ug"ﬁamwe'fmm'iﬁtﬁm‘fumn Tuf 1 Lm%:ﬁ'umﬁaa&aﬁﬁ'imﬂmﬁauﬁﬂmmﬁ#u m3
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mifumdayasznaudis 2 35 As
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3. n1sUszidinuaniailan (Alternatives evaluation) mnmsﬁumifa;dmﬁmﬁ'u
aniudluiuaeud 2 azgﬂmmﬁmsmmatﬁanﬁﬁﬁ'ﬂnmw lag@Avonfanguuainm
guvads i dunmlumsRasanandud ﬁ‘%aﬁaimﬂummm"lumiﬂsztﬁunaGlﬂ?m,ﬁ'l
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HAaAMA dunu anuvey mwsnsol mmnu‘lmmvauq
4, m‘m@nﬁu‘ln%a (Purchase decision) waInUsziliunaniafandd & us?
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nazgu (Stimuus)  lamlzmfunagusaifondusidn 9 msasuladeaniotoady
AWMU uazmsr‘hnuﬂﬁ'ﬁuﬂﬁﬂaeg{uﬂnﬂﬂ'zmG‘falaﬁaﬁﬂﬂﬁuﬁmﬁw:augmi
ialalugassa nrsuESUNIIaRagUuLILN 9 elwAansaagulade
_ 5. ﬂ1‘5ﬂ‘i:lﬁ%ﬂﬂﬂ1ﬂﬂ5§ﬂ17§a (Post purchase evaluation) NITUIUNIAAE
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nnngedasagdnssunsde wnlfluafinsuFeudisunsauww lfuwg@inssuves
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wwusuais ussinide (Penchansky and Thomas. 1981) elwuwanudianaluis
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paamIuinsgumw windlu 6 Uz fia
1. m'mwatﬁm'nmu"sn'rsﬁﬁag (Availability f8 ATUNaLR BTN N T NI
ag;ﬁ'mmuﬁaamwaagﬂm
2 RIARIMEILIMT (Accessibility) @8 auasnInfiazlfundsninnsldesng
gzaon lapdilsfednwusfidivaundnins ueemadwmevedliuing
3. AN RULAS S MR AINVBIMEILTNNT (Accommodation) leilr
Lm&iou‘imiﬁpjﬂwuan%’u*jﬂﬁmmmmn wasdidsiwsanuszandolduinng
4. m’»ummsnmméﬂqu'l.umsﬁa:Lﬁﬂfi'flq‘i‘a'wﬁw%'un‘infls (Affordability)
5. M3YaNSUAMMNIBIMSILINTS.  (Acceptability) Faluddutomsvaniu
SnwazaIfiuInIaiy
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mw wnziluiefivanfanslduinms ussanuRewelavasgie
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Nas% TUINIAST (2528 : 12) wanmIlALEmslenn
1. winamyseandasnuanadaimszeuaaaudulna  ndnde szlomiuas
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‘l‘ﬁl,ﬂums%’m'lﬁuriqﬂﬂanéu‘lmmﬁwﬁﬂmumww:
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2. wamsusziiin Ao éaﬁgnﬁ‘nﬂ‘mﬁuaanu’uﬁn‘lm"lﬁn‘inﬁsﬁguu.ﬁa Wagn
Hawils @a
2.1 mnnaﬂmﬁug«n’hﬁimw%"ﬁ sfimanuiaEndy “Andiflniedn” waz
anfaziunduanliuimadn
22 winuadssdudninfimnandalinen andezianin wazlsiuit laiandn
us?” anfogndil
2.3 winuamstminlifierluandraanfiananioud gnﬁ"m:j""an'i’uﬂumi
Wimssssuen 9 lifieanulszviula
aplhnonweanims - fe msiSsuiisuszning “ﬁqﬁgnﬁ'ﬁﬂ’laﬂi’a'li" N “Hans
Yemdiw ndsfiatudde
Funs uwddla (2543 : 9) ﬁ'i'munaoﬂ'ﬁiznauu%ammqﬁfia‘lﬁlﬁﬂwqﬁnisu
szwivmsfedazasditims wezdiunineaniu 3 tizian fe pedlznaufiiaan
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wod Tnan anfusa (2536 @ 12) ¥ims wansil mansehfidialudeena
dmmds mslWanutiomds mdufinnsfiiwls=land

Tumstiusmsuasitmy wﬁfmm'?i'lﬁ'n"‘smsf:’um:ﬁaqﬂSﬁnﬁa‘éaﬁQnﬁ'\LLeia:ﬁﬂ
AMand éammmaw‘i‘waagnﬁnma‘lﬂmﬁauﬁu é’ofum‘s‘lﬁu‘%mse”rm%’ug}nﬁ’m@ia:ﬂzl
ﬂ:ﬁaaﬁmsﬂmﬁuﬁqﬂ"unwaams‘lﬁn‘inwﬁnﬁaﬁ‘lﬁ%’u WRZMILINNTIRBINIZNDENY
wuaduaNatme tslwiAesmudssivleatinisiaiilas

Fh5oe 1ESTa (2541 340 — 342) MILIWIAMIAUANAWININIUMITH 371
m‘s@\mﬂmao;&"u’mun‘%mﬂ:ﬁaaﬁﬂﬁuﬁﬂﬁmﬁmm@lm’ﬁLmnﬁmmnﬂuﬁoifu unmsann
ﬁflmnﬁazaﬁolﬁlﬁm}bLmnﬁhwam‘%n‘nsazmwiwimluﬂ'nug’?m‘uaagnﬁﬂ MIWAIUINH
M ms‘lﬁ’u?n’nﬁmﬁag;miaﬁu s ldlagmiliamnwnsliims  (Service
Quality) L&"Juéoﬁﬂﬁ’ry‘é‘}mﬁﬂunﬁﬁﬂoﬂmLmﬂw'wwmﬁ"sﬁﬂ fa  matnIEaumMIIR
vimsfimitagua '[amﬁuaqmmw'lﬁu‘%msmnﬁgnﬁﬂmmi’ﬂ’i‘ Tﬂuﬁ'a"m"lx'mqiﬁwun
lafimunmniweeamlivims fimanmsasil de

1. 1Amsfithiasa (Offer) lagRasananunenisuaignem Fadsznaudhe 2
Ueems fa

1.4 msldvimiugmiinge Gldun Fafigndamiecldfuanioms
12 dnumemslivimessy  Idun  wWmsfidensiiiudnlvuenmitasn

nsuimsAugwialy

2. MIaEINauYIMy (Delivery) ﬁﬁqmmwazi'lamj'ummvlﬁmﬁan'jﬂﬁmja lapsaau
suasanumandiluganwmibivimavasduilan

3. mwanwol (mage) msEPuawansalmmiuSEndldudms  lavends
fyansol andud TagandoetasfontsTunnnlszmduiug wazmsiamsminisana
B 9

4. ANHOLAUIANITY (Innovative Feature) Wumaiguavinisludnwasfiduw
ﬁﬂ%f“}nLmn@hqmnu‘%mwaogimiai’uﬁ"'ﬂﬂ

ui1990 wimmgnuuw, Engady WAZWYS (Parasuraman,Zeithaml and Berry.
1990 : 25) "l@';’ﬁ'eumuazﬁﬂam‘%aaﬁmmuﬂmﬁuqmmwm‘m‘%msﬁL‘%un'ij ‘SERVQUAL'
(Service Quality) FamusmirliSiaszd usswIANNFIRUSlasaTLIGq@A W 10
fu InAaiding 5w eafl

1. ﬂ'ruui‘]ugﬂﬁswmu‘%ms (Tangibles) nIUSmsfieaninsuanesanuniu
fnwazmamamw (Jufifidudadld  dnngliidu  &eswisenuazain AuuImy
sanTniuildagnetaan ussie  manTndudald i a1ens &MU aunsol wwdnaile
maluladfiviuady szuumsaadofasms
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2. LB afiaveIuinnT (Reliability) ;ﬁun‘%miﬁmwL“Eaii'w.i'lnﬂ‘su“smsﬁ'lﬁ%u
flamnagnapaudugunanzay ﬁmwmi'lmuannﬂ%u'oﬁm%'uuf‘sn'ﬁ

3. ANUEINTA KM INDURUIANUABRINIVIFIUINTT  (Responsiveness) AW
Wmmdan  uanfulsnsliuins  sunsaseuswassnudasmsvasiniuuimaldie
Y vjs"uu‘%n’rs'lﬁ%’um'ma:mn AUIINTD

4. mil¥eanuiule (Assurance) glivinisiienauelels Sanufarumao i
AU ﬁ'l‘lﬁ;ju"‘sm'stﬁﬂmmﬁuh‘lumﬁuu‘%ms fanuigetia fEnvssads  Tine
ol Liganudada

5. maolald (Empathy) RUImadndemsuingg Sanathlainaniin
Ta lalgdannadasniruesdiuuims

10 & 5 3G
Tangibles =—> Tangibles
Reliability =—> Reliability

Responsiveness = > Responsiveness
Competence
Cl‘Cez?ilil::;:l)l: ty /> Assurance
Security
Acce:ss .
Communicaton | > | Empaty
Customer

nnisznau 5 ﬁﬁmsﬂmﬁuqmmwn‘%mi

o
7\ : Parasuraman, Zeithamal and Berry. (1990). Delivery Quality Service : Balancing

Customer Perception and Expection. New York : The Free Press.
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finn : Kolter, P. (2000). Marketing Management. New Jersey : Prentice Hall.
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Company Reputation
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Brand Reputation
Brand Competence
Trust in Company
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Peer Support
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|ABeaTeduLiion (Content validity) AMAIONABITBINLRALAN uazTaLFuaLuEI RN
ughadiudsoudly ialvmeandeiiuianlszmd anuawany ussnduising

5. ﬁﬂunuaumuﬁ"l.ﬁﬂ%”uﬂqmrﬂmﬁnu%’auuﬁ’:’lﬂlﬁ‘gﬁ%mmry RaRITINaTIe
aaﬁﬁnﬂ%’alﬁauy'stﬁﬁauﬁﬂﬂmam (Fry out)
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2. ll“:ﬁ'l'ﬁlt"ilﬂ')ﬁﬂ'\flﬂﬂf]usqu'ﬂagallnET']UQ’IL“%n']‘ﬂﬁUﬂ]Blﬁlﬂ PIUIU 2 AU
- o s & o w [ » { =
lwE]‘lVlﬂ']'SGnLuuﬂ'\ulﬂﬂ?’)ﬂi’]ﬂmﬂﬁﬂ‘lﬂgnﬂﬂﬂ Lﬁﬂ\?ﬂsd AUARALORAW

4. M3vanszideyanarminisidoya
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(Statistical / Package the social Sciences )
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aanlsdase aamlsan anen Y
auudigmdon 1 snuadeysduuans  anufswelalasrmmasfihefanls  ttest
LK UINIUNHNR I ERaNuannIRIvay
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TsansnunadinTe
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oI vimmwundihonanuaniiatyas
(RnawINRiIRLRe) Tsansnunadine
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Tsanenuna@sma
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p unu vua:
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NN 3UIRANUTNIRUN

1.2 gassuadunuatiia ( Arthmetic mean wia X ) wialfudanunanovas
al o = . w & P o
wuuRaUMANEUT 2, Aeufl 3 uazaeui 4 laplEgaiaol (a3 wdiaus. 2541 : 40)
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n wIu mmmaan@:uﬁvaﬂw
o . L FICEY
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— o o o a o
APUANIBVILUUFDIUDIUADUN 2, Faun 3 Le: ADUN 4 Tmulmgmmu (gad 26
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nEx’ —(Tx)>
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k covariance/variance

cronbach's alpha =

1 + (k-1) covariance/variance

Wa k UNy IUINEI0NY
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k UnU WIUngY
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