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Thesis Title Factors Affecting Customers Satisfaction on Ordinary Hotels

and Boutique Hotels

Researcher Miss Nutthaporn Sungsomsak
Degree Sought Master of Business Administration
Advisor Supawat Sukhaparamate, Ph.D.
Academic Year 2018

Abstract

The purposes of this research were to compare customer satisfaction of ordinary
hotels and boutique hotels; and to study the factors affecting level of satisfaction of those
customers. Conceptual framework was based on American Customer Satisfaction Index
model.

Stratified sampling technique was applied to select 250 customers from ordinary
hotels and boutique hotels in Thailand to answer self-reported questionnaire. Data were
analyzed by bivariate analysis and structural equations model.

Research findings revealed that the boutique hotels customers were significantly
more satisfied than those of ordinary hotels; and perceived value and perceived image
had significant positive impacts on customer satisfaction. These results implied that if
hotel owners would like to improve the customers’ satisfaction in order to make them
re-visit the hotels again, they could replicate similar strategy as boutique hotels by
focusing on the service quality, security, personal need, and facilities, respectively.
Moreover, enhancing customers’ image perception, such as an easy to recognize hotel’s

name and good reputation of the hotel, should also be emphasized.

Keywords: Satisfaction, Boutique Hotel, Image
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5 53,385,230 67,103,929 86,240,602 101,171,395 117,351,337 123,021,835 136,006,051 145,179,569
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y09flduTn13u191nLAT 0481810791 American Customer Satisfaction Index (ACSI) Fa1fu
ww3eaflefilasunswaunlag Professor Claes Fornell He1u38n15 National Quality Research
Center uminendeiduny Usemeaansgowsni Tud a.a. 1994 lag ACSI azUsenaumelade 3
Usensil dewasianituftanelovesgndn (Customer Satisfaction) léin Annnwasu3nisd

o

anl#su (Perceived Quality) AuAvBIUIA15TIgNATLA3Y (Perceived Value) wayAa
AAnTauesgnAn (Customer Expectation) Tuwniziiienfufiidadedn 2 Ussmsiiilunaain
Aufisnelavesgna laun n13seaseuvedgnd (Customer Complaints) kazAINNRITNSNG
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Lﬁmﬂﬁ%aﬂﬁﬂwﬂa\‘i@uﬂﬁﬁ (Customer Complaints) (American Customer Satisfaction Index,

http://www.theacsi.org, 23 December 2016) faLUUSIABIAIUANT 1.3
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m‘wﬁ 1.3 LUUIa99 American Customer Satisfaction Index (ACSI)

#i117: American Customer Satisfaction Index. http://www.theacsi.org, 23 December 2016.
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Tag ECSI axUsznausmeiiade 5 Usznsit dwasionnufisnelavesgndn (Customer
Satisfaction) tawn Ananwal (Image) AIUAIANTY (Expectation) AMATNAIUENTALIS
(Hardware) Aaunniuyaans (Software) AaAiléy (Perceived Value) wag luvnipifeiu

< a v a A & =2 1% [ % 1 [ v a a
Aldadedn 1 ‘Ui%ﬂ’ﬁ'ﬂLUUN@QWﬂﬂ’J’]MWQW@iQ‘U@QQﬂﬂ’] IﬂLLﬂ ANNISNANALUUTANS

(Customer Loyalty)

Expectation =
Perc Customer
Satisfaction

Hardware

Software

AMd 1.4 wuusiaes European Customer Satisfaction Index (ECSI)
Fian: European Customer Satisfaction Index. https://www.researchgate.net/figure/The-

ECSI-model figl 232925481, 1 June 2018.



INMsILUUTIReIERIL LTI Ussgndlddmeiu neidedalduuudiaes

(% '
[ [ a

dusumsiselunsadl sanng 1.5

Perceived Customer

Quality Complaints

Perceived Customer

Value Satisfaction

Customer
Customer

Loyalty

Expectation

AW 1.5 wuu1aeii) ACSI uay ECSI anuszensdlnagni

d‘ ¥ Va o
u1: MyUszynaldveside

lnguuudnaeliazlsznauaigdade 4 Usen1sh denaseninuianalazesgnan
(Customer Satisfaction) lauA AN NYBIUTNINGNALATUAINNSIIUTNTLSUSY (Perceived
Quality) AasUINIsgnALAsUINNTTIUINsLsUT (Perceived Value) AuAIATS
YosgnAMAglnFuIINMslduINIslslsu (Customer Expectation) wagnmanwaliignAilasui

Y o a v aa v oA P ¢
1NN5EUTNSITsY (Image) wazluvausiAgaiunddadedn 2 Usenisiilunaannainuis
#olau09gnAT laun N1339938UVBIRNA1 (Customer Complaints) wagANATNANALILUINNT
anAlasuainnisldusnislsausy (Customer Loyalty) @931nanuiianalavesgnanil vin
I a | Y a v a v . v &
Julvlufiensavagdanalviiinansieassuvesgna (Customer Complaints) wagandululy

Y a

ArnauanagdaalimiinAuSTnANALUAUAY/USN1S (Customer Loyalty) wagfedsnaluas

salaa

AENwalnANgnAnel sV NTIBNAIY
1.2 aaylunisAne

1.2.1 gldusmslsssunaluuaglsusuydn sslianuiianala unndsiuvseliuas
PINLANANAULANAIINUDELS

1.2.2 Yadglavnedinanannuianalalunisisusnisisawsy wasinauntestiedln



1.3 Inquszas

1.3.1 WeiFouiisuanuiienslavesilivinslsausuinluuaslsusuyin

1.3.2 Wiefnwdadefidanuduiusiuanufionelalunisléuinislsausy Tngld
WUUAI883 American Customer Satisfaction Index (ACSI)
1.4 YBULIANITIVY

1.4.1 vouwaduiiud anufidldlunisifede Tswsuyfn wazlsmusuitluly

Uszinalng

e

1.4.2 vaumduion §iteldRnunaeanBennseunquiiusinegdal
1.4.2.1 AURaNelav0IgNA
1.4.2.2 quanmvesdud/usnsiignilasu
1.4.2.3 AuAwasdu/uinsiigndlesu

¥

1.4.2.4 pwanwalvesdua/usnsignanius

&

1.4.2.5 mmmwi’wmgﬂﬁw
1.4.2.6 Ta30938U
1.4.2.7 AuRsnanAtuauA1/uINg
1.4.3 Ypuwnn ulszrIng dnvieseivnilnewasyisisanuldusnislsausy
yAnuazlsasumly ludsemalneg
1% = g X < = Y A Y a @
1.4.4 vaunawIal lunsAnwiasadildunisfnyignarnunldusnisinusy
TsausuyAnuaslsausumily ludssindlne Aausiviaungelnieu 2559 - unsiau 2561
1.5 Usglevinainaninaglasu
4 vy a Ay a
watduwwimaluguseneunisissusuyinaelmivisedusznaunislsasuyingig
indeenTUTuUTInsEUINNsInnsiinsuisladendwmadonnuisnelavedliusnis lne
anansaran1sITeluasalluleneianudeinisvesgna wazideyadinaiuuiuuens

Tu3nis weludszlevdunasdnsgsialunisWauinagnsaiunisusnsdanislaedied

Yszanann
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N1INUNIUITIUNITU

¥
Ya o

lusddeliidelihmguiuwaswufaniie aldlunisinsen InedinnsAinwiviaded
a v ' o &
LAV P9l
a PR P
2.1 winAnka VUl ineITe
- w4 American Customer Satisfaction Index (ACSI)
- N8 European Customer Satisfaction Index (ECS)
- ngufauiianela (Customer Satisfaction)
a dd‘ -'-NI 4 Ql' U
2.2 WuIRnkasngul neIveaneIiulsusy
- Tsawsusnly
- Tsausuydin
2.3 MUIT8NNYI09

2.4 ASAUIIUITY

Al LLmﬁmLazwqwﬁﬁLﬁm%'m
2.11 ‘Vlz]iz}ﬁ American Customer Satisfaction Index (ACSI)

ACSI WupseslioTanufisnalavedgni Masntunelduufndunsnain lag

[

= ¢ A v o LY (3 Y LY d' IS
4 Mqﬂigﬁ\‘iﬂLW@IﬂUﬂ’ﬁ’JﬂFiﬂEJﬂWWI‘LﬁZ@UEJ\‘]ﬂﬂi ITAUYAFAINNTIU LAY IZAUUTENA LATDIUD

Hersumswanntuanlud a.e 1994 Tne Professor Claes Fornell H&1178N13 National Quality
Research Center 4nINgaedBunu Useinaanigaisni ngud) ACSI difuiitunumitdndry
AosTUUIATYEAavesansgoin eunanmsinanufiwelavesgnisinazdssadauunli
AOANANNITOTUNITVIBEUATILAZUSNIT b UNUegLiila %awaﬁaﬂdnﬁ?u%ﬁﬂmjma

UszNaUNITHasNanitsueIus e oNMIFIuIuaNI9TnANNAIUITANIINSTLUIT UV B IUT LN A

wenanluszAvesnns ASCI danuainisatiglesansiue) @amsansainanuinfves



fuslnafifidensaudiuiouinis AumyaseuiinliAnarulldfmeladedudwiouimadus
10 (clgWivs dousehugnay, 2548, i 1-7)

ACSI 181 Model fiusgnoufiedade 3 drfidinaioniufisnolavesgnd
(Customer Satisfaction: ACSI) Lo

1. A WIRIUINsTignAliu (Perceived Quality)

2. Qm@iwaqu%ﬂ'ﬁﬁqﬂﬁﬂé’%% (Perceived Value)

3. ANUANANIATBIQNAT (Customer Expectation)

Tuvazifertuiiitedodn 2 fflunaanmnufienelavesgnd loun

1. M339338uYRIgNA1 (Customer Complaints)

2. ANUASNANALUAUAY/UTNT (Customer Loyalty)

fenrnaruienelavesgnénd mnlululufimmauanazdmaliiAnauasining

lu Usn13 (Customer Loyalty) wavnilululuiianisavazdwmaliiinnisfeniouvesgndn

(Customer Complaints) ﬁﬂmwﬁl 2.1 (nAwa 5eR9A9A, 2551, Ut 56)

Perceived Customer

Quality

Complaints

Perceived Customer

Value Satisfaction

Customer
Customer

Loyalty

Expectation

AN 2.1 LuUINaee ACSI

1'71|m: American Customer Satisfaction Index. http://www.theacsi.org, 23 December 2016.
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2.1.1.1 AMANVBIUINTNGNATNATU (Perceived Quality)

Y

AN IMTEIUTN1INgnAlasualufdTavesnunmiignanlasuaing
usnsudsraunsallaenss laglinunmazgninaINANNRBINITHAY AU DIUYDIQNAT
Tuusiazsy

2.1.1.2 AuABIUIN1NgNALASU (Perceived Value)

Y

Y

mssuinnanveauinisludtinnunmlednsiieuiisunsliuinisiu

q

'
a (%

F1A9e wihsandnazludddAgunlunisiteduaiusnvegn wididednfinansenu
ABNAANTTUNITINYIUD

2.1.1.3 AUAIANI9YRegNAT (Customer Expectation)

AumanitwesgnAndumidinvesrnumanisignanisenunnaus
LaEUINIgT ANUAIANTLTETUAMYLNUNSIATUUINT BanndeyaannIslayaIuasnIs
vanuuuungauIn

2.1.1.4 NM13504138Uv9gnAT (Customer Complaints)

v a Y v & s & & v N !

n1s¥easguregnAazgninduilesidudvene uluUaaUnUTITEYIININ
wilasessvuludsanunliuinislaensafeaduuinisnglunsounaiinmua Auienela
eilAnudINUsIdaUiuNTTeS s UYRIaN AT

2.1.1.5 ANNITNANALUUINIS (Customer Loyalty)

[ v a I (% U Ql' 14 U ‘:l' a a

ANNAINANALUNITUSNNSANITIAUTENIINMTgnAB e uNIzLd kY

Walasuuinstudqlusuian wavanAgauazideiuninuinisuuinisivisunlaniu
[ v a £ [ 3 A o [ PN = [ d' Y
5181 Awsindnfvesgnandussdusenaundrdyiinansiiadlsaglafu (ACS),
https://www.theacsi.org/about-acsi/the-science- of-customer-satisfaction, 23 December
2016)
2.1.2 wqwﬁ European Customer Satisfaction Index (ECSI)

d1ufuluudtandEuropean Customer Satisfaction Index (ECSI) Juedosdlefild
dwsumsieanegiiegnamils daldfunseenuuuiannaniioduinasgiudniunadennagns
ansnanldegiauninzay Ineecs Tussdvasdnsanifiuedosdiofivaslunismbadefiddy
flansonsassmufisnslauazaudng n3asiiercs! dldsumsitulaeangnssuinsylsy

lngsuiloniuyatisiiion159nn1sAaNNKNElsULaEaeANTELTUINBAMAIN FINTUATEINBVDS
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mavninerdouaslsaFeuinugsia SennznssunssnumelavesECs! Iimunisnsinge
AFenivudraenasvgliduariiasizianug lagld3uduLuuuiainuuudiass ACS
(European Customer Satisfaction Index, https://www.researchgate. net/ figure/ The- ECSI-
model figl 232925481, 1 June 2018)

Tng ECSl agUsznoudiotads 5 Uszn1sil dwwasdeaiiufisnolavesgnin
(Customer Satisfaction) Lo

1. awanwal (Image)

2. AUAIPNIT (Expectation)

3. AMAINANUBIARIS (Hardware)

4. AAINAUYAAINS (Software)

5. AnAnfilssu (Perceived Value)

Tuvazifertuiiidedodn 1 Ussmsimdunaannanuiiswelavesgndn 1éun

1. AMNTNANALUUTAT (Customer Loyalty)

Expectation

Perceived Customer

V

alue Satisfaction

Hardware

m‘wﬁ 2.2 Luud1aee European Customer Satisfaction Index (ECSI)
fian: European Customer Satisfaction Index. https://www.researchgate.net/figure/The-

ECSI-model figl 232925481, 1 June 2018.
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o A 1 [

TAYECS] HU3NdINanaANUNIND laNLANFA1991N WUUINEDY ACSI F9i)

2.1.2.1 AMAMAIUYAAINT (Software)

Y & a a YV vo v Y a a Yo I3
ﬂmﬂ']‘v\l@’]uuﬂa']ﬂiﬂgLﬂUﬁﬂwgﬂﬂqlﬂ ‘Uiﬂﬂﬂ']{lfWUiﬂ'ﬁ‘VllﬂTU‘ﬂ']ﬂ@ﬂ?’\lﬂ{[,u

Y

A nMsuinsiulunundese msuinisinunin dndetie wasgnees

2.1.2.2 AUANAIUEIIAWIS (Hardware)

v A [

AuANAUBTTALISluNtazuasluTawanuvesdudgnAlasusly

Y Y

AN AuAnlasunsaniunisiesve audtuldgnuanduniglinssuiunisnanid

[
0% = 1

AMATN Lazdu AU AI1uUY L%aﬁa(European Customer Satisfaction Index,
https: // www. researchgate. net/ figure/ The- ECSI-model figl 232925481, 1 June

2018.)

2.1.2.3 amnanuwainanAlasu (Image)

Y

' ] '
a = a

amdnwaiifudsfiassiumndnferfuesdnsiiyanamliidn uieined
Usraunselreesdnstiug dumilnznseildlagerfonisiiauesndnvaivesesding
WﬁmsmmammaﬁﬂﬂiﬂEN'W (Frank Jefkins, 1973, pp. 164)
nNIsAnwINsUsEEndlduuuIassiviinanuiianelavesgnatuuuglsy
(Ecsh) Tumsimuaduiuinaudfianela andelawaznisldvinissivesgnén

A5 ulsansy 5 A7 Tudlaadsne Usenednsiu TagnaldanuinnIna nuldInamne

] 14

AuAWTignAnleiu uaznunmiignAlisudanariannufisnelaveagndn (Mojtaba
Kaveh, 2012, pp. 6103-6113)

nsAnwARuianelazegnd: MIIMTEikuLIIaesanisiaseEine lag
waIdenuInmanualdsrasenunmiignAlasu waznuawitgnlasudmasioni
#ianalavesgnan (Pardis Mohajerani, 2013, pp. 01-10)

n1sAnwAuiuiinyeudedinunglaguiuy ECSE n1suseendldlunia
Tsausulnenaidenuinmdnualdmadiomnudela armaaviswesgnaiuazauiis
W@Iﬁ]ﬁumgﬂ@ﬁ (Maria-Angeles Revilla-Camacho, 2017, pp. 23-32)

nRaNIsANE1ITeT19AY MeIdedanitadeluesvesnindnuaiiin

Uszgnaldiunuuinasswiviinanuianelavesgnaiuuasiudmsunuideidudl
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2.1.3 ngufAuNawala (Customer Satisfaction)

nmsdnvizestladenginssunislduinislsasuy gunimnisuingg drunay
MsnaInUinIsuazAmAIRTIAuAdmadeaufianelaresgnividsanAfliuing uas
AuAAsIAUMTIdsHasorufiswelavesgnav s ARFUInsTssususE s uThauandly
Jamdangamnuniuas wudr Jadesmunginssunisidusnsaussesiiarlunisidniinues
fdusnsifianauandnaiy desasemnufisnelavoslduing vaueiitadodumginssunisly
USmssuaualunsidinuag ingussasdvesnsidinvesdlduinnsiinnuuandietu

dewasionuiianelavesdlduinis wenaniidadeniugusssundanonituiianela du

(%
Y Y 1

Wawnangldusnsladuda deunsudunisdeusu n1sdeans msameidewd1nnn Ay
AvenveiBdin MsuSNsaIeANaEAINNTNInTg Y Jsdarasionuianelaveiin
Wlgu3Ing widwmsunuiduiauiidadesuauninveinisuinsuazauavensdualldle
denansenuranuianela (Sagaus wade, 2556, vt 1-146)
= =< Y a % o
mun1sAnwiaufisnelalunisldusnislsamerviaenyuvesauisriauluwe
nunnumuashazUsuuna laglduuudiass ACSI lumsindviinuianelavelduinig

wuladendenasieniuiesnelavegnmuInNgafoAmAINAITUSNT BaAMNMALITUINIS

1%
v Yy a

3‘U§°LluLﬂ@ll77\]’]ﬂﬂ’li‘U%ﬂWiﬁﬁﬂw’ﬁﬂﬁ@‘l_]ﬂuaﬂﬁ’ﬂllgf@ﬂﬂ’]iﬁ’ﬂumu&hugf'ﬂﬁ LAZANURNANAA

Y
WIBdounnIasaInsuUsNsiiinTutesngn sesaunpetaderunumglduinigug nala
oA Y a = = A Y v vo v Y a Y Ve
JudlegldumsidSsuiiguAruinsiuaunmalasuudigliuinissuilatennumunean vas

s1Pfisngly (¥18yAa 819We4, 2558, wti1 1-51)

o

Mun1sAnyIANRanelakazaudnfveslduInisaniuTnisuniu luias

nIUNNUAsLATUSUAMA HadINNTIRTIERTadendwmaianuianalavesg siaundiuly
WANTINNEMIUAT NuITaTsuRmvesduAvIanIsusMIARLduINslaTuiinasdonIu s

wolavesgnAINNslduInsinian YadenisetsaunaeladenunnnInesdunvsauinis

[
v A

Aldusnisiasus uazladediuaiiuaianiesgnamidnasaniuiisnelatdudrdusienn vl
wanNYTeauAunINveIEUAmMIBUTNTITdINan1ensatanuianelave wfldusnsde

dananiedeusiannuianalalagniuniadadesunuivesduamseusnsagldusnsiasu
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Wi fuladesuanunaviivesgnaidmanisdeusoninuienalaveliusnisdiuma

JadeaunnnIniarAnAYeIELAMToUSNSIRLEUSNSIISY (3w ssmfivendl, 2558, viin 169)

NNsAnwInguauiianela gIdenuirdadenuaiumanisiignaiisents

Y v Y (9

U3n1s Jaduiunnuniniignasus wasladesuamuaingnasug arudmananinuiianels

Y Y

v v [V VA 7 7}
v 1% v v A

auliinsdunmswmiendon uaztdelandmadennuitane launfiantu Matlaziued

v A Y

AUUTLLANVDINITUSNNSUIBAUAINANANADNSUUS NS

Y

a aa o % i o
2.2 wuRaLasgengItaf iUl sy
2.2.1 Tsausuialy
= 44' = Y a e
mun1sAnwsesnuiianelavesdldusnislugnaimnssulsausu: nsdifnw
gAY Usenadnsiu ien1sdisiannuianelavesdldusnislugnamnssulsausu Ingsey

v v ¢ ! = Y a [ Y Y a v ! (Y L3
ﬂ’ﬂll?ﬁllWUﬁi%%’J’Nﬂ’]WQJ‘WQW@I"\]‘UaQEﬂ“lﬁUiﬂ’liLUuG\’JLLﬂiﬁl’]ﬂJ LLﬁ%@?LLUi@ﬁi%i@LLﬂ AMNaNWE

'
1a

283n15MAUINIT AMUAIANTIVBIFLEUTNT AMNINNITUTNIT ANATHLTUSNTIASY AL

Y

[

93nAnARBFUATLAZUINIT WaENIT50958U TngUssasrdndevainsideaseiliiaiiaus
sUnvumuianelavesgnadimivanavnssulsauwsuluinigay Useimadnsiu fetung
nsfnwtiazinlignisdnnislsssuiaznsusuusmsgaannssunsviesiedludnsiu ngu

meogalaunaninvieaiieIniumanvieuiennshy Ussmedniiu medsnsguuuuite Ty

[V
(% vYa o

nsAnwIATatRIdelalnduiiegsuang1eiy 2 nau tnenguusnazidenunanngliuinisnin

' (%
v a1 W o Y

T5usuATsEAUNE19iY Tawn TSISUSEAU 3 913 4 AN WAL 5 A7 F95ULATINUIUNINLR 22

l5ausy ANANTUSYe N NENYAlveIn13IAUINIT AUAIANTIYRIlEUSNTT AMAINATS

a = v a1

U3N13 AnARLEUINTIASY wagAuasninAneduruas usnis dnnudAyneiiasuans

Y

v 6

arwduitusiueufianelavesgni-lugnamnssulsusuludssimadninu uenaninmay
fiusveansieassutumnuienelavesgnAndululudsay Ssmneivildsunisiesseuan
fléusnisein wildfuaufanelaanglduinisgs Fawavesnisidoluadsiuandiiuis
mdiussemiaufianelavesgninsededuiivarnuanslugnamnssulsausudniiu uas
ungaannsnesuelddninlugnriinulinngs Uszaunisal anmasindnflulsusumnniy
Taslawizageds fufonisfiaunigiunazuansliifiufisnufionalaresgndn (Alireza

Miremadi, 2012, pp. 134-152)
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IINNTANYUTBINTYIUNTANNITANNLATUINNSTTEUTNIT MuwuuTIaes ACS

Ingtnanuideaueoenuluguuuuves H-CSI Model fianunsausuantatanisussiiiuainuiag

Aa

wolavestnvioungansianinenisidnlguinislaiusy Jadenee AlTind msunuudnass

'
1A

H-CSI UsNauaiunmInyedn1suings anumanisweglduinis aueigldusnslasy

Y

Anuianelavelduinig dedeasauredlduinig wararudnangldusnisidenisuinig

NNAVDIUITENUIN H-SCI Model 1) Jadaiuamninaeinisusnisdinadoninuninnis

A

VoILEUINT AATElTUINsIATY wavanuiisnelaveslduinis 2) Yadumumumands

Y Y

VBIPLTUINIT daadonuANgLiuINITiATY Auianelavedldusnig wagaudnai

Y

Y a a1 a o v I Al Y a Yo ' ! =~ Y a
@%Uiﬂqiﬂm@ﬂquiﬂqi 3) {]QQSWWUQZNQ']WmSUUEﬂqivLﬁiU a\iNa@aﬂqr}MWQWQELT\]GU@QETL%Uiﬂqi

Y

4) Jagearuanuiianelaveliuinis dewwadedesoussuvesdlduinig uagaudnae

Y a a a o v v v = Y a | ' v aa Y a A
@%UiﬂqﬁmmaﬂqﬁUﬁﬂqﬁ 5) ﬁﬂﬁ]ﬂﬂﬂusuaiaﬂLiﬁu%aﬁﬁﬂ%Uiﬂﬂi aqmamaﬂqqﬂﬂﬂmmm%Uiﬂqiﬂma

Y

N15U3N15 (W.J. Deng et al., 2013, pp. 133-140)

I1nNsAnTaIANianelavestinvewevalne nidelswusuvuin 3 a1 Ty

I gy ¢ A = ) sal i = o

wangunnuvuAs IingUssasAiilefnydnuaenauseynsmansidiadoninuianeland
ABLIUITUIUIANAITEAY 3 AT TUUANTUNIUMIUAT UagAnwifgaiuauiisnelavesgnan
g1alnefdselswsy 3 a1 luwangaymumues nsanwluassiilunsidedalsunn lnenis

LANUUUADUAINLUUFNLAGNAT WAZHITEITUINKUUADUNINTINUA 300 YA tanizluiun

(%
(% v

a1ansuazsvan wazlun153deaseilidelaly t-Test uag One Way ANOVA lun1siiasen
Joya uasnan1sIvenuNdeyasulsznseans grauwuudauaudlnaidumendgs ong
9g5e1I 41-50 U Us1eldsialiou 45,001-60,000 UM A0IUAMNENTA LaETEAUNITANYIZS

NI1USYInT dmTuTayan1ungAnssunITITuSNISLIIUTEAY 3 A1Y WUTT §Rou

=

wuvgeunuaulvgidnwindin 1-3 A3y U gauszasadninivefinsieu/gsna 3audniin

o

drlngiduiieusinau suussnalunsidiinlsawsuegi 1,501-2,000 v AnueEsasly
wmwanantunsidenlsssy wagdlduinisiianufAnnagnaululduinsBnasalieanuserivla

Tun13u3nTs wasilleAnwiamnudesn1snudnglduinsiniuieinsmumsuInMsdnIa/dnuis

=3

UINNFRT098911TAIUABINITAIUNIOATOLALBITIALIE AINaIAY Aetiudazuladn A

9

v ¢

wolalunisldusnislsawsusedu 3 a1 luwangannuiuastulinudiusiuauaisny

999l59L5Y, ANFeAsOLNEANE, An15MAUSNsNUsETUle, HUSNISEnSa/ Fnwite waziiimuus

v v v aa

(Toiminl FodSNS, 2557, Ut 1-77)
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punsAnwIEesANman e nsneUauesvesinvienierrlvesenanw
N15U3N1508l 50U VUINNA1MATVLINE UMY LNBYEE JMTANYTUT kaLlung LN
fiu famiauszaruAstus fimquszasdiiiefinun waziSouiiouszduanuaaniuaznis
nevausasinviesisrymineifregaammslivinmsveddsusmuanawazunges Tu

v Aa ada o s 1

LWASINBYEEN JIMTANYIYUT Uazlvndtneiifiu JaminuszaiuAidus nqudletiefe
tiviealgrunlnesiuau 400 au m%aﬁaﬁﬁ%%’aﬁwmﬁwmﬁ%’ﬂuﬂ%’jﬁ B WUUABUANAIY
memiauaznmevaussesinvieafislvninesdenunmansuinisvedlsusivuianaisuas
YPglUUNSNN YL FIMIANYSYS kazlundnemifiu Jaminusearufstus Tdadaas
wssoan IiuA Andesay Aedy Adudssuuinsgiu @ tTest w30 ANOVA lunsiiasies
foya wan153dewun 1) dnvieufierfianeladonmnmnisliuinsveslsausuvuianatauas
yunges luundnovedl FIMInmesys wazslundneiifiu JamiauseaiuAsdus lne
awmsamegluseduain uazainmsnuisziuanudaiiuvesinvioniisarnlnedeiniosilo
AN MNNTUINS nuindnvienfiavlne Sanufleladeladosiienuainasuinsamsi
ynduegluseiuann 2) anmsmaaevaNuigiy nuitgudnuazduyanaesnd uazsold
uansnaiy lkdnviouiisryilnedldvinsvestsusuvuiananiua vruingdendanunanis
LAENITADUANBIADANAINNITIAUIN15 VLT s UIANAuazvUINgax WIS NNB Y E
FJInnsys uazlndnneiifiu SminUsearuAstus lduanseiuyne du diueny 010w
wazmsAnufiuansafuvilinuanwaz nsrevaussenanwAnslRuInsvelseusy
YUINANLAEIUINGOUTULYNTNNBYEEN JINTALNTTUS wavtundnenlIfiu Fanin
Usgaustusiuanaundususssuresmsuinis sumnudedelilale fumsmevausves
wifnou wagsumslimnuiulaunnnaiusgrsiioddymeadanszdiu 0.01 dufunisgua
witaldlauaneteiu U 'flu%’wua, 2554, 11 1-90)
2.2.2 13UsUYAn

O | a a 1%

AIUAN (Boutique) As1nAwVinIINAWIHSLAE vianetiai uIuAaNIv oA UAT

Y

=) a Ao 1 [ a v a o 1 R @) o of v
NIBUINTTNANIEEINL G’]aiJ']'Nﬂ'ﬁIﬁ\‘iLLillsLuaﬁiiaLﬂJ'ﬁﬂ']vLﬁ]LUaEJUﬂ']'J’] Boutique \Duannld

a @ a v Y a ] v o Ao £4 [ 1 a £4 =
93UANYYRITINARIUANNLINNYWIALEN Nevinsh d91uiuviosinlaliiu 100 vies §Ad1W
w3ns1 uagilienanvaiilaatauanizad Tuueasadsusuyine1asinviegnisendnteniiadn
Tsausuiley (Design Hotel) 30 lssusulaflalna(Lifestyle Hotels) fipsannuuiAn(Theme)

994015857191 5965 U UL ATV UL AU I81ARINNITAABUAILIDINDIAITLAN NS

UsgTRmanseiuiu In1sliusnisiuanizngu (Customized Service) Afaidugnuilagn
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Yevedlsaksudnvauziingglsasuinnit ninauisaiunsaldlatuseaziBonvesgniiug
avyana wazliaulnadadugnAmnau landlssusuaunalvg (eadnual aSey, 2556, i1 1-181)

Wefia1sanluAuURUUIBINITUTMISAINTST aunsaduundszinnvedlsausy
yin senilu 2 nqu dell (Andnwel gies, 2556, i 1-181)

1) TsausuyAniiidnvesianisuimsaues dulngdulssusuvesiusznouns

1 Y a 1 % 1% [ v 6 a

unnatakazyungeu 19uamuliuindn wagidrveadugniuszaunisallunisuims
Tsausuntng Issusudssianildniivunaldlvglin I91uuiedddsnn e1adiduiuiesiniiies
2-3 fioslUauis Ussuna 100 es wiunnsasnsendnuaiuazaladmnizdd neluiuguuunis
ANUAS UATUINIT

2) Tsasuyniusmsnanisiaguimslsasuiionndn saunsnisuimsingly

A 1 . a Ao av o M 1 a t% 1 13

S¥UULAseU1Y (Chain) Tssusuyinussanidniiviesdnuiuinuelidiiu 200 veq agralsiniy
Tsausuyfin Ausvisiaeuasdinisusmslsasuuuuiiondn uazwiulusinuniseenuuulndu
Lsausuydn sedu 5 A1 drumunisusnislduandnainlsausuvualngaly sansinuuag
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ﬂ‘VlEJ\‘iLV]‘EJ'JVNGU’Y]VLWEJLLﬁS“U’]’JG]'N?J’]G]‘VIL@I‘L!‘I/l’Nll’TWﬂIiﬂLLiJJ‘VDIULL@SIi\TLLﬁJU“@ﬂ 250 #9814

[
Y a

AgBN5IdenNgufiI9E 1w UULUITUAT ( Stratified Sampling ) Fudunisduédiegruiialn

Y

a v

TayaflaundnuAsuiIuLazATEUAGY lasAMaN v YRINAuRIBg kY Felidnuae

(3

= [y 1 a a A Y o = (Y] 1 as =
BUULRYINUY LYY ﬂu‘lcl/lﬁlﬁlgﬂﬁﬁu&iﬂuwﬁm@ﬂL“ZJ']WﬂIiQLLiJJIULL‘UUL@U'JﬂU LAEYI IR WY INNISU

satleulunsidendiinlssusuluiuuieafuuiy AseIRUsenouveINquiiog MMM 3.1

i (3 1 Y 1
f1919N 3.1 amﬂ'ﬁzﬂawamqumamq

Usziam Tsusuyin  Tsauswinly 59
13N 60 51 111
54.05 % 45.95 % 100%
Y1IANYR 66 73 435
47.48 % 52.52 % 100%
U 126 124 250

50.40 % 49.60 % 100%
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3.2 1A309aN Y luN15I8

[ v va o

3.2.1 NMSANEIAUAINIINLDNAISHAZINUIFETLNET99 Iag I8 laRNYIAUAIILAY

Y

FIWTINTOYANDNAITNIVING F18UNTIBUA TN INUSTIRg TR UL

v o
v A &

3.2.2 wuvaeuny lumsideasetiilunisdrsrannuiianelavesinvieaneiiarn
Inewagramenandldusnistswsuyin waglsausumluludsenalve Tnglduuuinassdvil
FaaufianelavesgnAuuueidiu Tnegideldasiswuuasuaiudiuau 250 ya neudadu

WUUARUNUNTHI VY WAz w18angy tnswuuasuauazysenaulume 3 @i fe

42U 1 ANDIUARNTDY
I | ~ I I 2 ! a Y oY a a & !
Wudniissyigpeusuaeumudimiveriarmine i ussred i melsusy Anvsell
' a ¥ Y} v
duil 2 YeyamilurewnauluvasunIY

Judeyamiluifediu dnvasmasznsmanivenguiiogne laun e ang gy
= - T | Y} & A
nsfnw Teldndedabiou waganunmeansa lngdnyuzvesuvaeuntasiluLuuiennoy

dauil 3 YayangAnIsUMTUNNLINSY

Judeyariluieatu wgfnssunsidiinlsusuvesngudiegne liun femislunis

RV

'
v

d1509MN IuAUIIn dnsvieaiindeny IaUsEaIRluNSIIRNLIILTY UAAANINTILN
Tsausy wazmawananlunisidenlduinisiswsy lnednvauzvesuuvasuaiuazsduiuy
=
\Honnay

daui 4 WuudI1aa9 American Customer Satisfaction Index (ACSI) fidaxasianIu

wanelaveuldusnislsausuyin

Judayaientiv wwuinaudfisnelauuudiaes American Customer Satisfaction
Index (ACSI) Nidanasaanuianalavesyldusnislsausuysn
Usgneumeladeniinnsandssieluil

1. Tadganuannumaniavesgna (Customer Expectation)
2. Ui uRAIMIBIUIN5NgNA1TU3 (Perceived Quality)
3. YadurunmuA1v83UIN1T (Perceived Value)

4. Yafuaunmdneal (Image)
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5. Yadusnumnuitanelavesgnan (Customer Satisfaction)

6. Uaduaunisioaseuvesgna (Customer Complaint)

7. U2duauANassnAnARean15UIN1S (Customer Loyalty)

FafinausTlunstinuneimdnvesnmsussdiudu 5 seiu Tasaumnevesnis
Tazuuudosdduan tosiign = 1 TWeufunniign = 5 Wanszyszduazuuulitudanuly
uiazdady dmsudomauildnanundamuaduldiunisinged Tnenistinseiade
(Factor Analysis) Aa83tAT1z1iCronbach’s Alpha Fap157971 3.2

I1NAN 3.2 wARINANITLATIERTaTY (Factor Analysis) wazainuiiadeld
(Reliability) veauugauaiy Iag#ia1sand Cronbach’s Alpha ffgandn 0.7 Fadunis
dzviowdn WuUABUINEINNTINAILUTININNTOULLIANTBILUUIIAd bR RE 1IN aNLAY
Fotiold

HAINNNTIATIEUA8 (Factor Analysis) UBILUUABUNIL WU AIUAIUAIARTS
¥93gnfn flA1 Cronbach’s Alpha fiAnee 0.8351 Bsilnuidediels uazA%Total Variance
winfu 0.6692 Auiiosnangmeunuuasunauisesnidu 2 ngulasnguusngmeunuuasuny

o w

TaudAgynstasuuInsnaaInlsasy Wiy 0.7838 wasngui 2 dneukuuasunuly

[ 14 [

AnuddAusEULSIvIANUUaeAsiuiniU 0.8354 AMUAINAINNIALUABUALBIAIINABINTS

dusn winfu 0.8283 wavduAssuemnuaznIn Winfu 0.8239 audndy
FUANNINYBIUTAN5TIgNAITUS Cronbach’s Alpha HA18g# 0.8229 Failaana

Wefelsl waze%Total Variance Wiy 0.6567 Auidlesnangmeunuuasuauudsesnidy 2

o w

! i 1% v - o o v
naulngnguusnEneukuugsuauliaudAgsessruuinwAulaensiy i 0.7468
oA B v o v a o v

wangudl 2 greuwuudeunulvinnudrAydsdnuisauasain Wit 0.8597 Auanunsaly
MBUAUBIAIINABINITAIUANNIAY 0.8232 wazn13bisuUINITNAINTTINT Wiy 0.8077
AUAU

AUANAIYBIUINIT Cronbach’s Alpha did1eg 0.8441 Fadlaauiiedald was
A%Total Variance Wiy 0.6834 duillesunaingmousuuasuaiuwisoeniu 2 ngulnengy
wsngmauwuuasuadlinudAylusesvesauansaluneuauenIuAoIN1Td UG
Wiy 0.8706  uagnguit 2 gnauiuudeunulianuddgaussuuinwauUasadiy winiu
0.8230 A991UEANALAIN WY 0.8218 WALNITIASUUTNITNAINLIWIY LWifiu 0.7892
AUAGY

v o ¢ . N ' = o 4 A % ]

AunINEneal Cronbach’s Alpha dd10g7 0.7989 Failaudeiials uwaze1%

Total Variance 11y 0.6247 dulloaunaingnauiuuaeuaiuwiisanidu 2 naulaenguusn
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| [

AnaukuUaaunulrAuE1AY U 0900 YR lTIusUNIERBN1TINT WU 0.7869 Uay

o o oA

mnuasyviinsedaninden ity 0.7657 daunaui 2 TrddfyiuEeesnuideidoves
15ausu Wi 0.8060 wavnstvignAnddiusanlufanssuveddsausy Wiy 0.8023 anudfu

suauitanelavesgnin Cronbach’s Alpha dA1egd 0.8804 Faflmnudediols
wazA1%Total Variance Winfiu 0.7389 lnenqunaunuuaaunuliininudidyaiuaiiuaiunse
TuneuauenufesnsdIui Wiy 0.8952 fudssruianuagaan Wiy 0.8661 fu
spuudnwinuUasndy Wiy 0.8416 wagsunslasuuinisinanlssusy wiidu 0.8343
AUAAY

A1UN15589158% Cronbach’s Alpha ﬁﬁi’]agjﬁ 0.9705 wagA1%Total Variance
Winu 0.9734 greunuuasuaiulianudidgludiiunisieaseusgindunianisuaslidy
M1IN59E1NAY HAwiiu 0.9866

LA¥AIUAINUANAYEIgNAT Cronbach’s Alpha df18g# 0.8955 waga1%Total

Y

1%
o o

Variance Winfiu 0.9054 gaausuuasuaidlianudidglusmulduinisgiwaznisiugdiligou

1 lguSn1segravniu Jawindu 0.9515
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A1519% 3.2 myieTzvidade(Factor Analysis) wazanandenole(Reliability) voawuuasuUaIm

Factor % Total Cronbach
Items

Loading Variance Alpha

A211A1ANT97899NA1 (Customer Expectation) 0.6692 0.8351
mslesuusnisiaanlsausy 0.7838
ANHENHNTO MU SABUALBIAINUABINTAING 0.8283
JEUUSNEIAMNUaDnAY 0.8354
FeSmasAUaEAIN 0.8239

LUNBIABAMNINUINTT (Perceived Quality) 0.6567 0.8229
mslesuusnsfisnnlsausu 0.8077
AUENNTALUNNTNBUAUDIAIILABINTA UG 0.8232
sruusSnwANuUasnsis 0.7468
AeSTunEANEATAIN 0.8597

3339958AMAT (Perceived Value) 0.6834 0.8441
nsldsLsnnsARanTs sy 0.7892
ANHENHNT N IADUANBIAINUABINITAINGD 0.8706
sruuSnwANuUasnss 0.8230
F901AUEZAIN 0.8218

yuuBsNNANwYl (Perceived Image) 0.6247 0.7989
AuiiTedosmadsiusy 0.8060
Fovadswusuitiresonsansn 0.7869
msbignAdidusiluianssuvedlsusy 0.8023
ANUATEILNABEILINGDY 0.7657

aunsnalanau3nig (Customer Satisfaction) 0.7389 0.8804
mslesuusmsfinannlsausu 0.8343
ANHENHNTA N SAD UANBIAINNABINTA WG 0.8952
JEUUSNEIANNUaNAY 0.8416
AesTusANNETAIN 0.8661

153891381 (Customer Complaints) 0.9734 0.9705
A5¥easeuagradunianis 0.9866
ns¥easeuegraliiluniems 0.9866

A21uANAYDIgNAN (Customer Loyalty) 0.9054 0.8955
lupswiolunaazlduinisg 0.9515

v vl

ANz DU lEUINS 0.9515
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Y

Fayaiildainnis@nwiAuainainudsde unaiu Feduinesidauazauiden

(%
[

a Y o = & A v = P ¢ a X
LNYIVBINUNIIANTIU L‘WEﬂﬁNasﬂaﬂﬂqiﬂﬂU'ﬂ,u@iﬂu ﬂ?qﬂﬁﬂuimﬂqﬂﬁlﬂeﬂu

3.4 M3Anszidaya
a ¢ v ° = . P
n1siaszviteyalagldlusunsudnsagy Stata: Data Analysis and Statistical
Software Version 14.0
3.4.1 mylasgvideyalagliatiadenssaun Fdldatngil
3.4.1.1 Seway LialdaSuranuaE UataINLULABUN NN 2 Anvae
AuUsErInsans Lawn e 818 seAunsAnet seldlafedieiiou wazanunInausa uaz
[} r.:l' ¥ a Y o ¥ ! ! o a o o I A Y o (%
dufl 3 Jeyangnssunisidintsawsy loua Yeenslunisdrsesiiin duuAundin dns

1A

Wouindofu AUsEaIAtuNIIUINNLITY YARATILUNTINNNLIITY LASWANANANbUNIT
A Y a
HonlduInislausy

3.4.1.2 Atade Weldlunisesurednvusdayainnisasuaiuneudn 4
WUUd1a89 American Customer Satisfaction Index (ACSI) idsnasianuianalavaslduinig

Tsawsuyin waglsausumivluusemelng
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a (3 1 a
A13199 3.3 LNAUTINITHLUARIUNUIYVDIALRAL

ﬂ"‘ll,ﬂgﬁl aneﬁmsuﬂamwwma
4.50 - 5.00 Wnitgn
3.50 — 4.49 1N
2.50 — 3.49 Junang
1.50 - 2.49 g
1.00 - 1.49 Yiouian

3.4.2 MINAABURNUAFIY
nuidgluasedmeafideladraunisiassadrafadu(Structural Equation

Model: SEM) ulglunisnaaevauudgiuvasiadesulsssinseans duladeainunimels

[

A9 udeaNuRgIulanvuald fadl
AUNATINA 1 (H1) : ANUAIAnTIveeanAItazAnAInYeIN1TlAuIN15ves

155U AMUFUNUSLTIUIN

1Al ¥

a d‘ L4 ¥ Y
AUURFINN 2 (H2) : AnuAaviavesgnAuazAumNanmIzlasuaInlsawsy

Y
Jruduiusidauan
a a d' 14 VY I v Yo A U v A
AUURFINN 3 (H3) : AsuTMTIgNATAS UiaennuA g Al Sullanadinius euin

Y

AUUAFIUN 4 (H) : AnnAgnarlasukazalIuianalavesgnand

ANMUFUNUSLTIUIN

Y A

a - 1Al v Yo =
duuAgIuN 5 (H5) @ quArgnAlaTukazAuianelavesgnand

ANMUFUNUSLTIUIN

b4

AUNAFIUN 6 (HE) : Ad1uAIanisesgnAuazAuiianalazesgnand

D

ANAUNUTTIUIN
AUNAFINN 7 (H7) : nmdnualuazanumanisvesgnaimudiniusidann
AuURgIUN 8 (H8) : nmanvalkarauianelavesgnAdesdmusigan
a =i = v 1% a Y
AUNAFIUN 9 (HY) : mIrufanalavesgnAtwagn1sieaieuvedgnaid
ANNFURUSTAY
Y A

AUNAZIUN 10 (H10) : AuiianalavesgnAtlaraIuaedninivesgnaid

ANMUFUNUSLTIUIN
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Y

aunAgIudl 11 (H11) : MmsfeaFeuvesgniuazanuasininfvesgnand

PGV EIRGLY
auuRgIud 12 (H12) : msdesiSeuvesgniuaznmdnualimmudniusdey
3.4.3 mMyleszvdeyalasldadfildeuutu (Inferential Statistic) iilenaasy

v

AULAFIU A

he

I

AIdgladinisasisiuudnaesaunisiaseaiia (Structural Equation Model:

¥ a =

SEM) itel#iins1evinannufienelavesgnéniidonisléusnslsausuimluuaslsausuyin
NS NLUUANNITLATIAT9(Structural Equation Model: SEM) Jumediansadfimedeanied
ldlun1snaaeu (testing wazUszurAl (estimate) AUFURUSITUNAKS (causal
relationships) Imﬁﬁfmqﬂizmﬁﬁaﬁ

1) ilen1smaaeuUng i (theory testing): a¥1aluinafeisn1sidseyuu
(deductive) #3an153381 89030 (quantitative research) L3ufuaInAs@nwinguiuay
AT rualieaauuAguianadulunanuduiusideag (causal model) Moz
dunsmaaeuandeyaiirusuliifinuaenadostunieli lagldnsiiaseriesduszney
\WBudU (confirmatory factor analysis)

2) \iloa$1amqui] (theory building): a¥1uuus1aeaseisn1513sgUuy
(inductive) 50153381 B9RUAMN (qualitative research) wailidayaussanueIvemisilines
Base (free parameters) SeUosasaftauufgiulowuenaiinsuivlnng lunsdiduilinas1dly
NMTAATIENBIAUTENDULTNE19I (exploratory factor analysis)

osAUsznoUNdAyvesuuuTassaunslasiaing Ae AnuduRusITsa e Jeuansly

nenudNiusI3aame (causal relationship) sewinesauusaeuenuagsiawusniely 919

LﬁuLLUUVI'I\‘iLaEJ'JLLaZLLUUL5UL%QUUﬂ NIBDUUUEDIMNULAZLUULEULTIUIN kazlilnan1sin wang

D9ANUFUNUSTEUINIT U EIA AU SAdNA LR
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Tumasunsinseadns (Structural Equation Model: SEM) fiadsnruaonades fil
1) AlA-aLAa3 (chi-square) Flaidied 5y Aar p-value gen3n 0.05
2) A goodness of fit index: GFI, adjusted goodness of fit index: AGFI,
comparative fit index: CFl ﬁﬁ’lﬁﬂLLﬁi 0.90 - 1.00
3) A1 standardized root mean squared residual: standardized RMR, root
mean square of error approximation: RMSEA fiansnin 0.05

4) f1 critical n: CN fAWYIAU ¥381INNT1 200 VBINFUAIDES



unn 4

NAN1SANYIIY

nn1sfneideluafiidilunis@nudaladendmadoniuianelavesflduinig
Tsausuily waslsausuydn dmsvunimafideasianinanisiiaseideya FaUsenausie
adAanssasun(Descriptive Statistics), N1SNAFBUANUAFIU (Hypothesis Testing) hay Ka

Anszranuduiusseninstadelaglduuudiassaunisiaseadng (Stuctural Equation Model: SEM)

4.1 HaN15IATITAADALTINTTUUN (Descriptive Analysis)
Aunsiaeninlsusy

nquieg1egnAnivinisdsranuindignounuuaeuaiionun 250 au inglduing
Tsausuyfin druau 126 Au Anludesas 50 wazliwelduinislssusuyfndiuau 124 au s

WuSeway 50

ANSLABNNNLTILTY

m neldusnislssusuyin

m Wiweldusnislsausuyfn

AW 4.1 LA INUNUTIIDES TIUUNRIUNTISIRENTNLTITY
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}% o/

MUY VIR
nauegsgnATIvinnsdsInuIiineuLuUasuaUTInLA 250 A lurilng

U 111 Ay Andudesas 44 wazaseRsIuIu 139 au Antdudeay 56

ey v

m lny
RN

Y 1 o a

N9 4.2 LLﬂﬂﬂﬂWWLLNUQﬁ IDYN ﬁ]’lLL‘lJﬂG]'liJ’sgiJiny"lﬁl

ATULWE
nquieg19anANiINIsd1sIINUI TR URUUAB U NTIIMNA 250 AU LWuLwAYIY

d1uau 125 au Andusesas 50 waswAndeduiu 125 au Anduipeay 50

LNF

o v

RN

AN 4.3 UAAININUNUIIIIBENT IMUARILLIEA
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¥
AUDTY

'
Y a o o

nauieEgnAMINsETIINUIERoukuUABUANTaIEA 250 AW nglaiiu 20 -

40 ¥ druu 195 au Anidusewaz 78 uazeny 40 - 60 YAulY S1uau 55 Au Andudesas 22

218
Kl

m LAy 20-40 9

40 - 60 By

AN 4.4 UAAINNUNUYTAIBENY TUUNALDY

¥ o/ =
ATUTEAUNTANN
NANFI9E19gNANYINNITAITIINUINTLADURUUABUAINVIAVLA 250 AU TEAUNTANY)

mniSans $awau 18 au Andudeay 7 seAunisAnwUSaaas S1uau 194 au Andu

Soray 78 uay sTAUNIIANYIZINIITYayes $1uau 38 au Anluiesas 15

STAUNISANE

a

B FnndTans

a

B e

o

a

B aanndsgng

AN 4.5 LAAININUNUIAIDEN TWUNANTEAUNITANY
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fusele

nauiieg19gnAMiNIsdITIInUINdigneuwuuasunINImNn 250 Au Sglaiadese
WOUAINIT 10,000 - 29,999 UMM F1uU 129 AU Aalusesas 52 wazsnulsiadssaiiou

30,000 — 49,999 vy WU $1wau 121 e andudesay 48

srelanassanoau

B #1n7110,000 - 29,999 UM

52% &
30,000 - 49,999 umauld

AT 4.6 LARINNUNUNTRI0E FunauTeldiadeseLe

AUADIUNTNENTH
NANAIBENANANYINNITATIINUINTEROULUUABUDINTIIMUA 250 AU an1UANLER
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dgaUNINAUIE
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4.2 wan1saasizndayangAnssunsidannlsausy
Fruvaanianisdsaaiinn

nausoEagnTiinsd Ty igneunuuasunanue 250 AU drsesiivingiiu
sl $1uau 33 au Andufesas 13 drseafiinsiiumainternet/Website $1121 175

Anluieas 70 wavdrsesliinmiumsuSsminfisanasdu q s 42 au Anluiesas 17

PBINIINIFAITBINNN

B Wséwi
[ Internet/Website

B AU NUSELen

a
uazdUY
AN 4.8 WARSNNLHUNHAIBENS FILUNAIUYDININITAITDINNA

FrusruauAuiigwn

nausteggnAnfivhnisdsranuidigneunuuasuaienun 250 au iRl
1w 1 Ay 9uu 52 au Antdusesay 21 Wwinlsaususuau 2 Ay 1w 87 Anlusesay
35 |WWALSIMTUTIUIU 3 AU F1UU 42 AU AnuSeEay 17 wasidendinlsawsusuiy 4 Au

Ul 9117 69 Au AnduSesas 27

AMUIUAUNYINND

o1 Au
o 2 Au
o 3 Au

w4 Auduly

1 o

AN 4.9 LAAININUNUTAIDENE TIMUNANUTILIUAUNIN
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AofuAINd1 500 — 1,000 UMW 66 AU Andudesas 27 dnsiAiesinsefy 1,000 -
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DNTIANRBINNABAY
| sn31 500 — 1,000 U
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M15197 4.1 MIUANKANURVRIBYAINWUUABUAY

1 2 3 4 5 Aade

maldguu3nisinannlsasy 0 1 36 9 117 4316
0.0% 0.4% 14.4% 38.4% 46.8%

ANUALNTAIUNISART ALAIALAAINITAIUG 0 3 36 106 105 4.952
0.0% 1.2% 14.4% 42.4% 42.0%

sruusnwanulaensiy 1 3 33 98 115 4.292
0.4% 1.2% 13.2% 39.2% 46.0%

AseurgeuaEzaan 1 2 26 99 122 4.356
0.4% 0.8% 10.4% 39.6% 48.8%

mslasuusnsiinannlsasy 0 a 22 110 114 4.336
0.0% 1.6% 8.8% 44.0% 45.6%

ANNENNTO LN TNDUAUBIAINABINTE UG 0 1 37 123 89 4.200
0.0% 0.4% 14.8% 49.2% 35.6%

s¥1ISNIAL lana e 2 2 37 106 103 4224
) 0.8% 0.8% 14.8% 42 4% a41.2%

FIPUAEIAINUAZAIN 1 3 34 111 101 4.232
0.4% 1.2% 13.6% 44.4% 40.4%

mslesuusnsinannlsausy 2 1 31 91 125 4.344
0.8% 0.4% 12.4% 36.4% 50.0%

ANUENLNSOIUNTNOUAUBIAINUABINNTA UG 3 3 32 118 94 4.188
1.2% 1.2% 12.8% a7.2% 37.6%

s¥1SnwAL lanade 1 5 a5 9% 106 4192
0.4% 2.0% 18.0% 37.2% 42.4%

?ﬁﬁﬁmammazmn 3 8 36 100 103 4.168
1.2% 3.2% 14.4% 40.0% 41.2%

Auiifeidosadlsaus 1 11 57 76 105 4.092
. : 0.4% 4.4% 22.8% 30.4% 42.0%

Ananadsamsuidiesanisansn 1 10 a0 102 97 4.136
0.4% 4.0% 16.0% 40.8% 38.8%

Astranadidrusaulufanssuaadsasy 5 15 61 95 74 3.872
. 2.0% 6.0% 24.4% 38.0% 29.6%

ANUASEULINAD A INANL 3 9 63 90 85 3.980
1.2% 3.6% 25.2% 36.0% 34.0%

msldsuuinmsiinannlsasy 2 2 30 95 121 4324

0.8% 0.8% 12.0% 38.0% 48.4%

ANUANUNTAIUNTITAAUALAIAILAAINITAIUR 1 a 31 117 97 4.220
0.4% 1.6% 12.4% 46.8% 38.8%

sruuinwAuUasasiy 1 4 as 106 94 4.152
. 0.4% 1.6% 18.0% 42.4% 37.6%

Feguneaudzan il 6 33 101 106 4.196
1.6% 2.4% 13.2% 40.4% 42.4%

ms¥easeustraiumanis 186 19 14 3 28 1.672
74.4% 7.6% 5.6% 1.2% 11.2%

nns¥aaseuadlaifiunianig 190 15 13 18 14 1.604
76.0% 6.0% 5.2% 7.2% 5.6%

Tupswialunmuaglduiniee 3 5 39 83 120 4.248
1.2% 2.0% 15.6% 33.2% 48.0%

AasazuuzlriBuinliving 4 5 36 88 117 4.236
1.6% 2.0% 14.4% 35.2% 46.8%
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A15199 4.2 NMFIATIZAAILUTIUNAUS NWULTNIIUTEINNTANERS

a8

W ANRT AMNIN AnA aMwanual Nanala ECNET) And
Ay
vy 111 0.7378 0.7078 0.7609 0.6461 0.7569 0.1234 0.7207
Y1IANVIR 139 0.7521 0.8116 0.8418 0.7783 0.8451 0.1876 0.8822
t-test 0.5058 4.5696 Hxx 3.8742 rrx 5.2478 HxE 4.1735 HxE 1.6231 6.5481 Hrx
p-value 0.6134 0.0000 0.0001 0.0000 0.0000 0.1058 0.0000
Uszanlssusuiidenlduinig
IiﬂLLiu’Uﬁﬂ 126 0.7456 0.7721 0.8233 0.6976 0.8288 0.1572 0.8263
ISQLLiNﬁjlﬂ 124 0.7459 0.7588 0.7883 0.7419 0.7827 0.1610 0.7944
t-test 0.0124 0.5686 1.6464 1.6903 * 2.1443 ** 0.0958 1.2071
p-value 0.9901 0.5701 0.1010 0.0922 0.0330 0.9237 0.2285
et
LY 125 0.7440 0.7680 0.8100 0.7150 0.8030 0.1300 0.8230
WY 125 0.7480 0.7630 0.8020 0.7250 0.8090 0.1880 0.7980
t-test 0.1445 0.2001 0.3358 0.3820 0.2732 1.4909 0.9463
p-value 0.8850 0.8420 0.7370 0.7030 0.7850 0.1370 0.3450
21y
laiu20-40 Y 195 0.7465 0.7539 0.7942 0.7103 0.7964 0.1605 0.8072
40 - 60 ?J?Tulﬂ 55 0.7436 0.8060 0.8466 0.7530 0.8392 0.1541 0.8224
t-test 0.9404 1.7392 BEx 1.7186 — 1.7228 > 2.0778 o 0.6361 1.6480 **
p-value 0.4500 0.0300 0.0330 0.0330 0.0050 0.7500 0.0450
szaunsAnw
fnUSeans 18 0.6960 0.7540 0.8270 0.7880 0.7780 0.2150 0.9100
U%iyiy”lﬁl% 194 0.7520 0.7600 0.7950 0.7040 0.7990 0.1320 0.7980
Qﬂﬂ’jﬁ'ﬂ%iyfy?m% 38 0.7380 0.7990 0.8540 0.7650 0.8550 0.2730 0.8260
F-test 0.5480 0.7450 2.1270 2.4120 5 1.9430 3.6940 ** 2.4820 *
p-value 0.5790 0.4760 0.1210 0.0920 0.1450 0.0260 0.0860
seldadestioiiou
Cﬁ:?ﬂ’j"\ 10,000 - 29,999 um 129 0.7396 0.7177 0.7618 0.6796 0.7627 0.1699 0.7754
30,000 - 49,999 ‘UW\%HIU 121 0.7526 0.8160 0.8523 0.7623 0.8523 0.1479 0.8481
t-test 1.5568 o 2.0610 o 2.2525 G 2.4348 7 2.2644 g 1.1133 1.7567 **
p-value 0.0360 0.0010 0.0000 0.0000 0.0000 0.2910 0.0100
A0UNN
Tan 151 0.7440 0.7400 0.7870 0.6740 0.7800 0.1390 0.7720
ama/wﬂﬁw/u,ynﬁuag‘ 99 0.7490 0.8041 0.8341 0.7895 0.8456 0.1888 0.8690



A15147 4.2 (519)

49

W ANRT AMNIN AnA aMwanual Nanala ECNET) And
t-test 1.2571 25809  *** 16544 * 30754 21259 16748 30465
p-value 0.1950 0.0000 0.0440 0.0000 0.0040 0.0400 0.0000
daamalumsdrsesitin
Tnséinst 33 0.7070 0.7420 0.8000 0.6650 0.7810 0.1290 0.7800
Internet/Website 175 0.7580 0.7850 0.8190 0.7170 0.8220 0.1890 0.8160
thuvnausemthiiies uay 42 0.7244 0.7017 0.7564 0.7714 0.7596 0.0571 0.8123
;-test 1.0158 6.0452  *** 45938  ** 86342 w4195 o 22106 * 71506
p-value 0.3860 0.0010 0.0040 0.0000 0.0060 0.0870 0.0000
1@y 52 0.7680 0.6790 0.7130 0.5940 0.7100 0.1000 0.6590
2 fu 87 0.7460 0.7460 0.8200 0.7180 0.8210 0.1820 0.8030
3 fu 42 0.7800 0.8200 0.8170 0.7710 0.8370 0.2320 0.8930
4 Auduly 69 0.7073 0.8216 0.8507 0.7852 0.8401 0.1304 0.8844
F-test 1.0940 56120  *** 64720 ***  7.7230 e 58380 13060 104210 =
p-value 0.3640 0.0000 0.0000 0.0000 0.0000 0.2620 0.0000
gus1viasin
ﬁi?ﬂ’j’\ 500 - 1,000 U 63 0.7167 0.6767 0.7491 0.6237 0.7282 0.1583 0.7100
1,000 - 2,000 UM 65 0.7250 0.7790 0.7920 0.6850 0.8070 0.0670 0.8100
2,000 - 3,000 UM 51 0.7120 0.7470 0.7990 0.7620 0.8070 0.1980 0.8630
3,000 - 5,000 UMY 68 0.8193 0.8534 0.8789 0.8139 0.8794 0.2180 0.8694
F-test 4.1560 o 9.4840 gt 7.2460 b i 9.1450 - 9.8530 o 2.7040 ** 5.7100 x
p-value 0.0010 0.0000 0.0000 0.0000 0.0000 0.0210 0.0000
aUszaIRlunSdinls sy
Wneiau 186 0.7500 0.7700 0.8110 0.7240 0.8100 0.1390 0.8220
g3 wawdu q 64 0.7346 0.7517 0.7918 0.7068 0.7926 0.2184 0.7771
t-test 20758  **  0.8368 0.9838 1.7544 0.8299 2.4552 o 93780 W
p-value 0.0370 0.5630 0.2410 0.1080 0.4710 0.0080 0.0110
yanafisaungae
AULREN 50 0.7370 0.7990 0.8230 0.7790 0.8130 0.1800 0.8600
AsOUAT? 121 0.7470 0.7660 0.8190 0.7370 0.8290 0.1890 0.8370
Wew/ftousua/aug 79 0.7495 0.7436 0.7742 0.6556 0.7652 0.1010 0.7392
F-test 1.7270 1.4780 20300 * 5.8290 e 12160 e 28000 - 61920  x
p-value 0.1440 0.2090 0.0910 0.0000 0.0030 0.0270 0.0000
wimaidendsinlsus
AIUEIBINY 87 0.7330 0.7570 0.7970 0.7330 0.8240 0.0990 0.8550
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A15147 4.2 (519)

W ANRT AMNIN AnA aMwanual Nanala ECNET) And
Wumaagean 94 0.7740 0.7660 0.7930 0.7020 0.7790 0.1750 0.7820
Buq 69 0.7233 0.7752 0.8344 0.7264 0.8198 0.2130 0.7936
F-test 29370 ™ 21640  ** 18120 % 1.2090 2.5470 ® 19130 ¥ 23320 %
p-value 0.0090 0.0470 0.0970 0.3020 0.0210 0.0790 0.0330

wanemn CE = Customer Expectations, PQ = Perceived Quality, PV = Perceived Value, IM = Image, CSI = Customer Satisfaction, CC = Customer
Complaints, CL = Customer Loyalty

* fdudnAtynneadf 0.10, ** fded g eadA 0.05, waz *** IdudAgneada 0.01

4.5 NM5ATIzRANNFUNUSvaIUABANG o
nsiangvnaauianelalunislduinislswsuyinuazlswsunily lngldaunis

Tassasadadu(Structural Equation Model: SEM) shglusunsy STATA lanan1siiasizit fadl

al v oA a °
M19199 4.3 LaAnIANAYUUTLLLUAMUVANIZANVDILUTUARD

ANEDA AnflAsnzay AfildannnTInTIzi
A1 p-value U89 x? test 9131 0.05 0.000
fin CFl fiAnsiaust 0.90 - 1.00 0.875
A1 RMSEA N3 0.05 wiedadlng 0 0.092
A1 SRMR N1 0.08 wediandlng 0.08 0.079
A TLI §9131 0.9 0.857

£ '
aady = L=

1INANSNN 4.3 WU ANEDRTIA 3 Tu 5 fasiAlnatAgsAMungay town A1 CFl d@n

'
a v ! i L3 (% I

0.875 SRMR fIfin 0.079 wazAn TLI Ffn 0.857 Fsnadasananeglunmsiniuls Feaguldn

KWUUINBBIRIPNNUIBDe A@1unsatnuntglunisiasieiauideila
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4.5.1 NATIZNEUNIS (Path Analysis) A2e Stata
N153ATIZAEUNT LTUNITIASIZANOATIVADUN BN NAaVIFILUSAUNTI ARG

wUSA1YL 1ABAER1TUI9INN1SUSEUIUAIAUUSEENTEUN19ANUFUNUSannae(Path

Coefficient) Tnaanialavasnuiduasstiduluniu a1 4.14

Perceived Customer

Quality Complaints

H5(+)
1.0391%***

Perceived Customer

H11(

Value Satisfaction

Customer
Customer

Loyalty

Expectation

AN 4.14 WNUATNLARIAINFUNUS T2/ ILU TR 9

(%

91NHANTINAFBUANNAFIULULUUTIA0IATIAFTNNUIN LaonARDITUALLAFIUNAS

TI9wuviedu 7 auungnu lawn auudgiui 1, 3, 5, 7, 8, 10 wae 12 uashiaenadesauumgiu

A9L38n 5 aundigu lawn auufgium 2, 4, 6, 9 waz 11 lnelsgazdennall

a a 4 14 Y a
#UUAZIUN T (1P ﬂ’J']llﬂ”lﬂ‘lfi’N‘U'eNQﬂﬂ’]LLaZﬂmﬂ’]W“U@ﬂﬂ']iiﬁU’iﬂ'ﬁ‘U@ﬁ

T5ausUTANUFTUNUSLTIUIN

= D a

NRATIENUIY AUAIANTIVBIGNAMALAUNINTDINTINUTNT TArdUUTean

Doy

v 6§ a o

ANUAUNUSIVNNNU 0.3066 FaTA1ANUANANUSITUUIN hasiiy

[ a

oA1AYNI9ETR a9nARIAY
GREELRINTIE ]
a = @ v 1 A v 155 =
AUNAFIUN 2 (H2) : ARuAIandIvagnAuazauatignA1azlasuanlsausud
AUFURUSITIUIN
NHAITENUI AuAIAnTIvesgnAuarAMAINgnA1azlaTUaINTIIusY diAY

FuUseANTAuFURNUSIHIAU 0.0113 FallArauduiusiduuln wilifidodidgunisada Tl

o

donndeInuaNuRgIunAall
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1'%

ﬂ&lilﬂﬁ’]‘m/l 3 (H3) : ﬂmﬂ’lWVIaﬂﬂ

1%

WiFuuaen m@hﬁgnm‘lﬁ'%’uﬁﬂmué’uﬁuﬁ’@qu

v £

nuaidenuin quainiignanldsunazquaiiignAnldsu Avduuszans
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2

3
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Research Questionnaire

Factors Affecting Ordinary Hotels and Boutique Hotels Customer Satisfaction Based on

American Customer Satisfaction Index Model

Clarification

1. This questionnaire is provided by a post-graduate student in Master of Business Administration
from College of Innovation Management, Rajamangala University of Technology Rattanakosin. It is for the
study named “ Factors Affecting Customers Satisfaction on Ordinary Hotels and Boutique Hotels”. The
results of the study can indicate attributes that influence customer satisfactions of Ordinary Hotels and
Boutique Hotels. Moreover, business newcomer and the existing hotel can use the result to improve its

services and management strategies effectively.
2. The gquestionnaire consists of 4 parts as follows;
Part 1 Screening questions
Part 2 Personal data
Part 3 Behavior of hotel’s customer data
Part 4 Factor that explore satisfaction preferences of hotel’s customer.

3. Please read the explanation for each part carefully and answer each question truthfully and
completely. All of your answers will be kept strictly confidential and will be used for academic purposes

only.



No.6)
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Clarification Please mark ¥ in the box as appropriate.
Part 1 Screening Questions

1. Please specify your nationality

2. Have you ever stayed in the Boutique Hotel?

U 1. No (Please answer questions No.3 and 4) U 2. ves (Skip to question No.5 and

These questions are for respondent who has never stayed in Boutique Hotel.

3. In Thailand, which hotel did you stay in / have you stayed in?

These questions are for respondent who has stayed in Boutique Hotel.

5. In Thailand, which boutique hotel did you stay in / have you stayed in?




Part 2 Personal Data

1. Gender

U male

2. Age

U Less than 20 - 40 years

3. Education

U Lower than Bachelor degree
4. Average monthly income

0 Less than US$ 300 - 1,000
5. Marital status

Q Single

U Female

W a0-60 years or over

U Bachelor degree

0 uss 1,000 - 1,500 or over

U Married/ Divorced/ Separated

Part 3 Customer Behavior of the Hotel

1. How did you book the hotel?

Q Telephone

O Travel agency and Other, please specify

U internet/Website

2. How long did you stay / are you planning to stay in the hotel?

O 1 night

s nights

) nights

U More than 4 nights

3. What was room rate per night for the hotel?

U Less than 500 - 1,000 Baht

01 2,000 - 3,000 Baht

L 1,000 - 2,000 Baht

L 3,000 - 5,000 Baht or more

4. What was the objective of your stay in the hotel?

D Vacation

5. Who accompanied you on this stay at the hotel?

a Alone

U Friend /Co-worker/Other, please specify

Q Family

Q Higher than Bachelor degree

O Business and Other, please SPECifY ..o

D Friend

6. What is the most important reason for choosing to stay in this hotel?

L The hotel looks beautiful

L convenience of Travel

U other, PLEASE SPECIY ...vieiiiieiee ettt
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Part 4 Factor that explore satisfaction preferences of Hotel’s customer.

This part consists of 7 factors of interest as follow;

1. Customer Expectation
. Perceived Quality

. Perceived Value

. Customer Satisfaction

2
3
4. Hotel Image
5
6. Customer Complaint
7

. Customer Loyalty
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For the respondent who has stayed in Boutique Hotel, please answer all questions based

on your experiences of your last stay in the Boutique Hotel. For other respondent, please answer

all questions based on your experiences of the last hotel you stayed in.

Please answer every question by using these scales, Least = 1 and Most = 5.

1. Customer Expectation

Scale Levels of Expectation

Most More Moderately Less Least
Expected | Expected Expected Expected Expected
5 4 3 2 1

1. 1 Prior to your stay, what is your

expectation for good services from hotel?

1. 2 Prior to your stay, what is your
expectation that hotel can meet your

personal need?

1. 3 Prior to your stay, what is your

expectation for hotel security?

1. 4 Prior to your stay, what is your

expectation for hotel facilities?
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2. Perceived Quality

Scale Levels of Perceivedness

Most More Moderatel Less Least
Perceived Perceived y Perceived Perceived
Perceived
5 4 3 2 1
2.1 After your stay, how was the overall
service quality that you received from the
hotel?
2.2 After your stay, can service quality of
hotel meet your personal need?
2.3 After your stay, how do you grade the
security level the hotel provided?
2.4 After your stay, how well the facilities
the hotel provided?
Scale Levels of Appropriateness
3. Perceived Value Most More Moderately Less Least
Appropriate | Appropriate | Appropriate | Appropriate | Appropriate
5 q 3 2 1

3.1 How appropriate was the price you paid
if compared with service quality you

received from the hotel?

3.2 Can the hotel provide services that
meet your personal need if compared with

the price they charged?

3.3 How appropriate was the guality level
of security the hotel provided if compared

with the price they charged?

3.4 How appropriate was the facilities the

hotel provided if compared with the price

they charged?
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Scale Levels of Image Perceivedness

Most More Moderately Less Least
4. Image
Perceived | Perceived Perceived Perceived Perceived

5 4 3 2 1
4.1 The hotel is well-known.
4.2 The hotel name is easy to remember.
4.3 The hotel offers customer opportunity to
join hotel’s activities.
4.4 The hotel is environmentally conscious.

Scale Levels of Satisfaction
Most More Moderately Less Least
5. Customer Satisfaction
Satisfied Satisfied Satisfied Satisfied Satisfied

5 4 3 2 1
5.1 Is overall service quality you received
from the hotel better than your expectation?
5.3 Is the number of service flaws you
encountered during your stay in the hotel
better than your expectation?
5.4 Are security measures the hotel provided
better than your expectation?
5.5 Are facilities you received during your stay
in the hotel better than your expectation?

Scale Levels of Frequency
Very Often Often Moderately Occasionally Never
6. Customer Complaint (more than (8-10 | (5-7 times) 2-4 (less than 2
10 times) times) times) times)
5 4 3 2 1

6.1 How often do you formally complain

about the service of the hotel?

6.2 How often do you informally complain

about the service of the hotel?
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Scale Levels of Opportunity

Most More Moderately Less Least Likely
7. Customer Loyalty
Likely Likely Likely Likely
5 4 3 2 1

7.1 If you are a responsible person for
choosing hotel for your next stay, would

you choose the hotel again?

7.2 Would you recommend staying in the

hotel to your friend or acquaintances?

Thank you very much for taking your valuable time to complete this questionnaire
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