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Abstract

The purposes of this research were; to study the customer satisfaction on products
and services of Fuji Japanese Restaurant and Zen Japanese Restaurant in Bangkok
Metropolitan area, and to determine factors affecting customers satisfaction and loyalty of
Fuji Japanese Restaurant and Zen Japanese Restaurant. Conceptual framework was based
on American Customer Satisfaction Index (ACSI).

Simple random sampling technique was applied to select 478 customers of Fuiji
Japanese Restaurant and Zen Japanese Restaurant in Bangkok Metropolitan area to answer
self-reported questionnaire. Data was analyzed by statistical inferential analysis consisted of
t-test, F-test and correlation analysis.

Research findings revealed that; Zen Japanese Restaurant’s customer satisfaction was
statistically significant higher than that of Fuji Japanese Restaurant, expectation, perceived
quality, and perceived value had statistically significant relationship with customer
satisfaction and customer satisfaction and recommendation had statistically significant
relationship with customer loyalty. These results implied that loyal customers would offer

recommendations for better services.

Key words: satisfaction, expectation, quality, value, suggestion, loyalty
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filoAuduazuinmaunld wiesiloddaiidedn American Customer Satisfaction Index (ACS)
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2.4 AuAYsAUMWIaUINSNgnALASY (Perceived Value)

Holbrook & Corfman (1985) (ns@islu anaving leSuussssy, 2558, w1 86) latu
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(Perceived Performance) fUAMNAIANIINIRDMAUAIMIBUTN19UUY (Expected Performance)
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= ¥ 1 [~3 'y Y a’lj
fanelavesgniaunsaudaduseiulasiail

1. ANUNBlAVRIANUALAINTALASUIINAITUSANS

2. mnunelasen1sUsEauUEUINIg

3. anunelasienisneusunaznisienlaldveslvuinig

4. anamelafiutayainiasilasy

5. mnunelasenmunInuINg

6. ANUNBLARBNNS MUSNNSABN1SITaNeluNISUS AT



14

a A

tadeinadermnuiianelavesgnn andudsignAnazuanoeanlunisuinuieauded
ssuSouitsuivasildmenisligdeanmnsandsundasiuldnuiodouinden wazaniunisaid
Antuluseninensuins Tiun sdesuriuims filaanin uae sedun1slfiuinis Ansstuainy
fioamsvesgndn, imAuing ngdsaiiiuanninuazsUuuuresmsuimsifieuiuna Auinsi
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M5 3.3 Lansnan19IlAs1eiUade (Factor Analysis) wazasu@eiala (Reliability) 289
LuvaeUY NiAgand 0.7 Fadumsasriowdn wuudeunIuanIaInduUsan

NIDUBUIANYDILUUINAB AR N s aLLazL T aD o le A

mM3daszitads (Factor Analysis) wazadnusdadold (Reliability)

Factor % Total Cronbach
[tems

Loading Variance Alpha

A21UAANIIABRUAILAZUSNTS  (Customer
0.6567 0.9246
Expectation)
SEVIRDIUTOT DY 0.8607
21N San Ly 0.8779
21M5d¥07M 0.8890
MSUSMSTTInED 0.8589
N3UINSTIQNABALIUEN 0.7940
MsuUIMsfignIm 0.7958
anuiiazenn 0.7326
UI58INAR 0.6432
UUNDIDAUNINYBIBUAILALUINTS
0.6936 0.8861

(Perceived Quality)
DIVNSUTAVIRA 0.8682
RN MR P RPGLAIR Y 0.9102
DIUNTELDIN 0.8933
suUSMsTignsiesusiug 0.7656
NsuSMsiiANEnIN 0.7081
ANA1YBIAUAIALUINS (Perceived Value) 0.8787 0.8609
@mmwsuaqmm31‘7i151%’uﬁmmmmzam (@173

0.9374

IDYFUTIAN)

AMSUSNSALSSUTAMULN AL 0.9374
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Factor % Total Cronbach
[tems
Loading Variance Alpha
A1uNInealavadgndn (Customer
0.6159 0.8947

Satisfaction

yuianelalusavfonns 0.8204
yMuianelaluanuanlvivese1nng 0.8478

yinuianelaluauarennveeI g 0.8547

Muianalalunisusnisnsnag) 0.7600

yiuitanelaluunisiiann 0.6989

yinuianwalaluaanunazenn 0.7452

yiuanelaluussennieang 0.7532

v v

daisuauuzyaignin (Customer

0.7766 0.8516

Recommendation)
lonanviuazventguuludafdnnissiunse

v & w 0.8218

IIGEeLLN
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0.8589 sesaunfunsuinisiianim 0.7958 n1suin1sfigndesusiudi 0.7940 aauilazen
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Jev M0 115058 5 51 75 164 183 3.98
1.00% 10.70% 15.70% 34.30% 38.30%
DITER 4 50 75 1155 194 4.01
0.80% 10.50% 15.70% 32.40% 40.60%
RRVMPGERR 4 av 75 165 187 4.01

0.80% 9.80% 15.70% 34.50% 39.10%

NSUSNSATIAES 5 25 85 194 169 4.04
1.00% 520% 17.80% 40.60% 35.40%

n1suUSANSTigndeausiug 1 13 92 209 163 4.09
0.20% 270% 19.20% 43.70% 34.10%

n1sU3n1sTgA M 1 11 78 213 175 415
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37

3197 4.1 (6ie)

1 2 3 aq 5 Anady

0.20% 1.70% 15.70% 40.00% 42.50%

U3I8INAR 0 4 74 193 207 4.26
0.00% 0.80% 1550% 40.40% 43.30%

aguuawia@mmwmm?mﬁ'ﬂu,azu'%mi (Perceived Quality)

DMNSSAT AR 1 3 67 248 159 a.17
020% 0.60% 14.00% 51.90% 33.30%

DMNSUAUAA LAY i 3 69 232 173 4.2
020% 0.60% 14.40% 4850% 36.20%

DIMIUAIUALD 0 8 70 239 161 4.16
0.00% 1.70% 14.60% 50.00% 33.70%

N15USNINQNAD LU 0 6 85 258 129 4.07

0.00% 130% 17.80% 54.00% 27.00%

N1SUINISNTAINEA M 1 6 82 223 166 4.14

0.20% 1.30% 17.20% 46.70% 34.70%

AuA1YaBUAUETUTNI3 (Perceived Value)

ANINDMIIN ASUTAUMLNZEY

; 5 6 96 274 97 395
(99132998 dNTIAN)
1.00% 1.30% 20.10% 57.30% 20.30%
N5USN5T L e SuUTa ey i 5 86 AL, 114 4.03

0.20% 1.00% 18.00% 56.90% 23.80%

auiiswalavasgni (Customer Satisfaction)

yiuianalalusawfenng 2 7 68 234 167 4.17

0.40% 1.50% 14.20% 49.00% 34.90%

yIuNane lalumuan ity e999s 0 6 70 232 170 4.18

0.00% 1.30% 14.60% 4850% 35.60%

yiufianelalumnudreInueens 0 6 74 232 166 4.17
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0.00% 1.30% 1550% 4850% 34.70%
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0.40% 1.50% 19.50% 53.30% 25.30%

vinuilanalaluuinisiiann 2 5 85 240 146 4.09

0.40% 1.00% 17.80% 50.20% 30.50%

uitsnelaluanufiazen 0 7 73 205 193 4.22

0.00% 150% 1530% 42.90% 40.40%
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0.00% 1.90% 13.60% 4290% 41.60%
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Tutindngng lnengudiegnedinnunanivedumiasuinis AMAINYDIFUAILATUTNIT AMAT

YIFUALATUIN TP UMINEALANAAURUNT Y waglamnuiianalaanniign

A1519 4.2 NS HATIEIAILUTINLUNANUSNWUENIIUTEVINTAEAS

- mende AN ARUAN #anela wugih £np
‘ZFJ 252 0.7298 0.7524 0.7088 0.7582 0.6465 0.7242
U 226 0.8238 0.8257 0.7898 0.8233 0.5745 0.7378

t-test 0 -5.8620 ** 55286 ¥ 54261 ** 50236 **  4.0299 ** 0.8382

LA
%18 182 0.7648 0.7810 0.7679 0.7853 0.6099 0.7452
m@q 296 0.7801 0.7907 0.7344 0.7913 0.6140 0.7217
t-test 1 -0.8978 -0.6878 21271 * -0.4347 -0.2211 1.4071
21y
g‘]l"m’j’] 157 19 0.7928 0.7842 0.7829 0.7331 0.5921 0.7105
16 - 25 1181 0.7216 0.7491 0.7264 0.7680 0.6156 0.7399
26 -30¢ 92 Q5301 0.7658 0.7364 0.7791 0.6168 0.7663
31-40% 143 0.8357 0.8255 0.7526 0.8287 0.6200 0.6914
41-50% 98 0.7465 0.7944 Ot/ ALY/ 0.7719 0.6114 0.7564
110NN 50 U
‘ﬁuiﬂ 15 0.8625 0.7867 0.7083 0.8095 0.5222 0.6750
F-test 2 7.0307  *¥**  3.8802 ey 1.2025 3.6908 **  0.7174 3.0204 **
STAUMIANE
MnrUSeyan
613 91 0.7332 0.7549 0. 7%l 0.7406 0.6071 0.7170
BGgywd 264 0.7808 0.7879 0.7448 0.7930 0.5944 0.7235
Gagiln 110 08014 0.8227 0.7580 0.8110 0.6485 0.7523
ﬂ%iy@,’]l{e}ﬂ 19 0.6995 0.6923 0.8077 0.8599 0.7115 0.7885

F-test 3 3.2826 ¥ 5.4036 L 00,1169 54822 ** 30901 ** 1.3302




M54 4.2 (7B)

a2

LRI VARV ABIATN ARIA anela wugih i
N
N5/
o 65 0.7808 0.7838 0.7423 0.7418 0.6231 0.7115
YnAne
15195/
.- - 86 0.7158 0.7419 0.7398 0.7741 0.6027 0.7849
3N
PUAIY
e 191 0.8200 0.8209 0.7592 0.8272 0.6409 0.7186
USENLeNTY
Mg 59 0.7013 0.7322 0.7161 0.7343 0.6158 0.7331
gIndwim 60 0.7807 0.8133 0.7604 0.8095 0.5389 0.7333
wal U 17 0.7610 0.7441 0.7279 0.7332 0.5490 0.6471
F-test 4 6.5531 a1 250l ik 0.7617 7.0634 *¥** 29319 ¥* 27447 **
1ela
i 10,000
65 0.7452 0.7546 0.7385 0.7203 0.5846 0.6692
UM
10,000 -
130 0.7106 0.7496 0.7288 0.7555 0.6250 0.7548
15,000 un
15,001 -
121 0.7601 0.7661 0.7593 0.7907 0.5902 0.7521
20,000 um
1NN
20,000 umn 162 0.8476 0.8457 0.7562 0.8422 0.6301 0.7199
Fuly
F-test 5 16.47058 = 2=F % 18 9518 =ttt 0.9418 1587136 07" 1.5450 4.2736 ***
PuAluNg
Suusenu
21915U8N
u/dane
PN 1
¥ L P 156 0.7871 0.7910 0.7700 0.7901 0.5871 0.6915
ASY/dUAN
1-2 a3y
228 0.7685 0.7871 0.7346 0.7851 0.6265 0.7445

dUmn9n



M15194.2 (ma)

a3

U e ABIATN ARIA #anela wugi N
11NN 4
¥ . 12 0.8021 0.8292 0.7292 0.8304 0.5903 0.6771
ASY/AUAN
F-test 6 0.5582 0.5914 1.4790 0.3922 1.3963 5.1548  ***
Arl4aneiade/
asdlums
Suusenmu
21915
N3 500
y 121 0.7270 0.7508 0.7665 0.7438 0.6274 0.7324
UIN/ASS
500- 1,000
2 251 0.8004 0.8058 0.7410 0.8018 0.6169 0.7261
UI/AS
1,001 - 2,000
2 93 0.7722 0.7952 0.7594 0.8260 0.5914 0.7634
UIN/ASS
111731 2,000
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1-2pdy
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3.4 pdy
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110NN 4
ﬂ%’/ﬂ/ﬁﬂmﬁ 3 0.7083 0.7333 0.8333 0.8929 0.5278 0.7500
F-test 8 8.8813 S B 79220 = 1.6742 0.8373 0.4171 1.5834
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