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WIAINNN: Richard and Michael (1996) “International Hospitality Management Corporation Strategy in

Practice” p. 321.
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2.6 WULAMNINNNTLENS (SERVQUAL Model)
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UVAIANN : Zeithaml, Parasuraman, and Berry (1990) Delivering Quality Service: Balancing Customer

Perceptions and Expectations, p. 21-22.
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UVAIANN : Zeithaml, Parasuraman, and Berry (1990) Delivering Quality Service: Balancing Customer

Perceptions and Expectations, p. 23.
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WHARITNA : Zeithaml, Bitner, and Gramler (2003) Service Marketing: Integrating Customer Focus Across

the Firm, p.93.
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WHARIANN : Zeithaml, Bitner, and Gramler (2003) Services Marketing: Integrating Customer Focus Across

the Firm, p.107.
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of Variance
ANOVA
lade 6 AuraIAMMINNNSIALENNS | Sum of Mean
inéﬁﬂﬂmsmmsmz Squares df Square F Sig.
ANUANHUZNIY Between Groups 13.030 6 2172 | 7.139 | .000
NEATWIBIING \itnin Groups 119.554 393 304
(AEANTANENTOUY
Total 132.585 399
A 1 U N 1 9Between Groups 20.654 6 3.442 7.826 | .000
ABLANEN Within Groups 172.873 393 440
Total 193.528 399
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Within Groups 216.588 393 551
Total 244,531 399
Eﬁ’mmmﬁ@ﬁu Between Groups 17.440 6 2.907 7.608 [ .000
Within Groups 150.144 393 382
Total 167.584 399
ANUAIHAINTY Between Groups 23.979 6 3.997 7.149 [ .000
TunadinDsgnin Within Groups 219.702 393 559
Total 243.682 399
Eﬁﬂuﬂg?u‘flﬂ‘]_l Between Groups 31.756 6 5.293 4.084 | .001
RASHIRTNT \Within Groups 509.345 393 1.296
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Analysis of Variance

ANOVA
lade 6 AUIBIAMNINNNSLALENNS | Sum of Mean
inéﬁﬂﬂmsmmsmz Squares df Square F Sig.
ANUANHUSZNIY Between Groups 9.464 5 1.893 6.057 | .000
MIBMNIBITUE Within Groups 123.121 394 312
1AEIA1IA1B1TOUS
Total 132.585 399
A11N"9 Between Groups 20.185 5 4.037 9.176 | .000
ABLANEN Within Groups 173.343 394 440
Total 193.528 399
FruAniala  Between Groups 36.578 5 7.316 | 13.860 | .000
Within Groups 207.953 394 528
Total 244.531 399
F1UANLTRNYN  Between Groups 22.641 5 4,528 12.309 | .000
Within Groups 144.942 394 368
Total 167.584 399
ANUAIHAINTD Between Groups 29.585 5 5917 10.889 | .000
w19 dn0egnAn wignin Groups 214.096 394 543
Total 243.682 399
fungsuiliey  Between Groups 25.787 5 5157 | 3.943 | .002
MAZHIRINTT  \Within Groups 515.313 394 1.308
AIUANAITN
: Total 541.100 399
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Tne@nsansnsoeing 14 Analysis of Variance

ANOVA
lade 6 AurasAnMINNNsIRLENNssal  Sum of Mean
éﬁﬂﬂmiﬂﬁﬁﬁimz Squares df Square F Sig.
ANUANHUSZNIY Between Groups 50.554 5 10.111 | 48.443 | .000
MIENINIANTDE \Within Groups 82.025 393 209
1AEIA1IA1B1TOUS
Total 132.580 398
ANUN13 Between Groups 65.112 5 13.022 | 39.856 | .000
ABLANBY Within Groups 128.408 393 327
Total 193.521 398
FruAniala  Between Groups 78.894 5 15.779 | 37.511 | .000
Within Groups 165.312 393 421
Total 244.206 398
F1UANLTRNYN  Between Groups 62.220 5 12.444 | 46.509 | .000
Within Groups 105.152 393 .268
Total 167.372 398
ANUAIHAINTD Between Groups 82.175 5 16.435 | 40.066 | .000
w19 DegnAn wignin Groups 161.208 393 410
Total 243.383 398
E-ﬁuﬂg?u‘flﬂu Between Groups 330.570 5 66.114 [123.671| .000
MAZHIRINTT  \Within Groups 210.097 393 535
AYLIANANY
K Total 540.668 398
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Analysis of Variance

ANOVA
lade 6 AurasAnMNNIsIRLENIssaa| Sum of Mean
Tnad1s818190ue Squares df Square F Sig.
ATUANETUENS  Between Groups 9.732 6 1.622 | 3.120 | .005
MIENTWINIDG  \Within Groups 204.335 | 393 520
1AEIA1IA1B1TOUS
Total 214.067 399
ANUN13 Between Groups 18.862 6 3.144 4.012 .001
ABLANBY Within Groups 307.958 | 393 784
Total 326.819 399
FruAniala  Between Groups 11.919 6 1.986 | 2.907 | .009
Within Groups 268.570 393 .683
Total 280.489 399
F1UANLTRNYN  Between Groups 22.713 6 3.786 4.550 .000
Within Groups 326.950 393 .832
Total 349.663 399
ANUAIHAINTD Between Groups 9.962 6 1.660 2.685 .014
w19 dn0egnAn wignin Groups 243.057 | 393 618
Total 253.019 399
E-ﬁuﬂg?u‘flﬂu Between Groups 14111 6 2.352 2.763 | .012
MAZHIRINTT  \Within Groups 334.493 | 393 851
AYLIANANY
K Total 348.604 399
Uaansie
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Analysis of Variance

ANOVA
lade 6 AuIBIAMMNNNSIALENIS506 | Sum of Mean
Tnad1s818190ue Squares df Square F Sig.
ANUANHUSZNIY Between Groups 3.078 5 .616 1.150 | .334
MIENINIANTDE \Within Groups 210.988 | 394 536
1ALIANTANEITOUE
Total 214.067 | 399
A11UN"T Between Groups 9.631 5 1.926 |[2.393| .037
ABLANBY Within Groups 317.188 | 394 .805
Total 326.819 | 399
FruAniala  Between Groups 4.104 5 821 [1.170| .323
Within Groups 276.384 | 394 701
Total 280.489 | 399
F1UANLTRNYN  Between Groups 7.954 5 1.591 1.834 | 105
Within Groups 341.709 | 394 867
Total 349.663 | 399
ANUAIHAINTY Between Groups 2.023 5 405 | 635 | .673
w19 DegnAn wignin Groups 250.996 | 394 637
Total 253.019 | 399
E-ﬁuﬂg?u‘flﬂu Between Groups 9.531 5 1.906 |[2.215] .052
MAZHIRINTT  \Within Groups 339.074 | 394 861
AIUANAITN
: Total 348.604 | 399
Uaanny
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NMIMALIAUY ANLANANA et eldad Aty uatiaf 0.037 Nreaudiaandn 0.05 (0.037 <
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i 0.052, 0.105, 0.323, 0.334 la¥ 0.673 AMNAIALAT Sig fiszdunnnndn 0.05 (0.052, 0.105,
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vsnsng ineansanansniy tneld Analysis of Variance

ANOVA
lade 6 AurasAnMNNIsIRLENIssaa| Sum of Mean
Tnad1s818190ue Squares df Square F Sig.
AIUANETUENG  Between Groups 75.786 5 15.157 [ 43.196 | .000
MIENTWINIDG  \Within Groups 137.902 | 393 351
1AEIA1IA1B1TOUS
Total 213.688 398
ANUN13 Between Groups 122.406 5 24.481 | 47.084 | .000
ABLANBY Within Groups 204.340 | 393 520
Total 326.746 398
FruAniala  Between Groups 75.350 5 15.070 | 28.881 | .000
Within Groups 205.064 393 522
Total 280.413 398
F1UANLTRNYN  Between Groups 59.412 5 11.882 | 16.093 | .000
Within Groups 290.165 393 738
Total 349.577 398
ANUAIHAINTD Between Groups 64.055 5 12.811 | 26.656 | .000
w19 dn0egnAn wignin Groups 188.875 | 393 481
Total 252.930 398
E-ﬁuﬂg?u‘flﬂu Between Groups 15.551 5 3.110 3.670 [ .003
RASHIATNNT Within Groups 333.049 | 393 847
AYTLUANANITY
' Total 348.600 398
Uaansie
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Ho: n1sfuuarAdNAIAndsTesdfuLinimisenmunInnisliuinissnginuans
ansnsnue linansgnusiardnanelalagsanuecdiuisnig
o Y o Y o a dld 1 Y a v
Ha: n1sfuduazANAIARdIsTesdfuLinismisenmunInnisliuinissnglnuans

A15190ur HuansznusiapaNanalalagsanneddiuisnig
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A15199 4.37 UARINNIIALITaYAT89NNITLEUATANAIAUIILREFLLEN SN R AR AN N
Y a Y & A o == |
nsliitsnissnginaansansrsnclusnunnianzdiueanaeslssimelng Alnansenusianiu

wenalalagsan Inaldnnsdimszinisnanasnyy (Multiple Regression Analysis)

Coefficients®

Unstandardized | Standardized
Coefficients | Coefficients
Model t Sig.
Std.
B Error Beta

(Constant) 554 .168 3.296 | .001
n1s5us
AIUANHUENIINIENINTI905 Ineans] 1.127 | 073 1255 |15.457/.000
ANB1IUE
ATUNTAALAUD -510 | .071 -.687 -7.214|.000
Frupnuidela -174 | .053 -263  |-3.258].001
ﬁﬁummﬁ@ﬁu 247 .080 310 3.102 | .002
AuarnaNngnlunisdiniiegnéi -139 | .059 -210  |-2.345.020
ArunnesidauuasuInINITAILANAIIN| 034 | 022 077 1565 |.118
Uaansit
ANAIANI
AIUANHUENIINI8NINTeITnG At AN -.136 | .065 -193  |-2.082|.038
ANETOUY
ATUNITAALAUD 279 .070 488 3.972 1.000
Frupnuidela -270 | 102 -437  |-2.642].009
E-hummﬁ@ﬁu 102 .054 184 1.898 | .058
AuANaINnIn lunsdinTisgnAn 183 | .080 281 2.285 | .023
ArungezilauuasuInINITAILANAIIN| 100 | 023 180 4.318 | .000
Uaensiy

a. Dependent Variable: SumSatisfaction
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dl 1 [ o Y v A v o %
ANANFN 4.37 NuFTRREN9LE 5 AU AR AMUANHIUENNNIEATNTR9TDE Inedns
4131704% (0.000) FA1UNNTABLAUDY (0.000) AuANLTaTA (0.001) ANuANNLTEaNT (0.002)
wazfiuarnaunnlunisdiniegnén (0.020) waziladuaauAIAuds 5 F1u Aa F1unng

paLaued (0.000) frungrzillevuazuingnisAduAnAINLaansit (0.000) Fuaanidels

14 [

(0.009) AnuAr AN luN9dinfegnAn (0.023) LazFuANEUENNNIBNNTBNIDH IAYANT

A18190UY (0.038)  Auanszynuedldud Aty nans Nevauiiaandn 0.05 MuEAININ

a

ANNATIU Ho gnuias Aviulanedniadais 10 A1urean195u5uazANAIAndIT9

49

o a a

uisNanHsieAunNsliitiNInlnaaisansn s Huansenusanauianalalaesan

220

o o o

209§5ULENNT NezAuiudnAty 0.05
tadanisiuiinungsuilauuazinnsnisasLaxaNtaenie uariladaaana1ands

FUANNLTeN Y THREANTENUATNATA N1 0.118 WAy 0.058 NILALNINNGN 0.05 (0.118 waL

P

0.058 > 0.05) UuNEIAMNINANNAFIU Ho gnaaniy sedulansdndaqe i 2 ANUTRINTTFUS

a

LazANAIAUIIRNEFULTNNIRAIaAMN NN LiITN 9906 Insiansanssaue IiRaNszNL

o o

sanNanalatassonaasdfuiisnig NsvaAuiudidny 0.05
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4.2.6 TayalnEINUNITASINEaNNITTINUIEAILLsANNNIwa laradgFuLEnsTar s (V)
AEAIUUTAIINAIANIIVRIAFTUUTNITNT 6 AU (X,-X,) wazFauilsn1siusuas
BSULENISNI 6 AU (X,-X,,)

A15199 4.38 ANdszAviandiriuing (R) dutlaz@nsnisesuny (R°) uaznimaseuiudnAty

nwans Inaldnismszinisnanasny (Multiple Regression Analysis)

2

R R Adjusted R SEE F Sig.

192 627 622 318 110.294 .000

ANANNUTIENd AL TRATY (X,-X,,) TuFaulsmn (Y) windu 792 Tnagasiauls
faszaruTnasunaANLdslsuludanlsnnlitenay 62.2 uaznimaaaunLlENATYNI

#4050 oL .05

FN919N 4.39 AulsrAEnanas (b) LArNIMARALNLANATYNNATA

Unstandardized Standardized

Model Coefficients Coefficients
B Std. Error Beta t Sig.
8 | (Constant) .624 121 5.140 .000
NI9FUZATUANHRUENINIEAIN | 1.056 067 1.176 15.701 | .000

199906 A ATANTTOUY

N19FUZAUNNIMBLIALDY -.382 057 -515 -6.740 | .000
mmmmwﬁﬁmmmﬁﬂﬂu .105 .037 .189 2.823 .005
ﬂ')’]llﬂ’]ﬂﬁff\‘iﬁﬂuﬂgﬁ‘zlﬁﬂuLLZ\]Z .066 .022 .118 3.017 .003

quﬁ‘ﬂﬁuﬂ’]ﬁ‘ﬂfJUﬂNﬂQ’}N

Uaansie
nsFusFuAMITala -.167 045 -.252 -3.719 | .000
AINANAUIIAUNNIAALAUDY | 131 044 229 2.952 | .003

o [ % =

ANNIIMAGBLNLINENL sz AnTanneennfanududiAyn1eans weuiluannisg

o

o

o v dgl
nuneld fat

1) aunianennsnimnuienalaltaasonaesiFuiisnisidsenisliitsniss

v
o

o & A o o a ~ Y o o
@]Tm?;lma?mm?mﬂummwu%nﬁﬁmmuﬂﬂﬂﬂ]mﬂ?:ﬁmﬂTVlf;l Iﬂﬂi"ﬁﬂzuuumﬂ @’]NW?QWEMLL@ N2
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Y'(mmﬁwm%‘lmmw) =0.121 + 0.067(N135UTANUANTHUTNIGNLNIN

a

s ¥

194306 1A8A19818190U%) + 0.057(N195UFAUNNIARLAUBY) + 0.037(ANINAIANTIANY

1
o

ANITENY) + 0.022(AvNAIANTIAUNgITITELLATNIRTIIuNITAILANAINL AaRsTE) +
0.045(M95UFAUANNLTETA) + 0.044(ANAIANIIHIUNIFDUALEN)
e =3 Yo a dld 1 Y Aa
2) @mnsanensaianuienelalaesanesdiuLiEnimiseanisliitsnisg
% dal dl o v
snflnaansansnsnuluianiunnianzdueenaesszinalng Tnaldazuuuninsgiu aaniem

Y o

= dgj
eulfsatl

©

Z'(AuNanelalnesan) = 1.176(N135U5H AN HDILN NN URITD

u a

1
o

Tnaansansnsnsz) + (-0.515)(NM3FUEFUNNTMaLAWEN) + 0.189(ANNNAIAUIIAILANLABIIL)
+0.1 18(¢m34mmm”qﬁmﬂ{]iuﬁﬂuLmzmmﬁmm&muaummﬂmmﬁm) + (-0.252)(mi§u§

ﬁmmmﬁm%) + 0.229(ANNAIANIIAUNITAALALAY)

427 URaYANLINUNITRAUILUINITIUNISHRIUIANINNIS IAUEN155DRAIALIANS
asrsusluaniuinanziuaanaaslsznalng

A1519% 4.40 agtnanisdunimnlinuninnislitEnageng laaansanssie 6 Anu



