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Abstract

This research aimed to 1) study and analyze the potential of the Ban Kiew Community-
Based Tourism Group, 2) develop wellness tourism products and community products, and 3)
design wellness tourism routes linking tourist attractions within Mae Tha District, Lampang
Province. The target group consisted of 30 members of the Ban Kiew Community-Based
Tourism Group. Data were collected through interviews, observations, and knowledge-sharing
activities.

The potential assessment revealed that the Ban Kiew Community-Based Tourism
Group had potential for wellness tourism management, particularly in terms of local wisdom
and safe agricultural products. However, the group lacked participation from younger
generations, resulting in a shortage of local interpreters and the absence of a clear tourism
development plan. In terms of opportunities, government agencies had promoted wellness
tourism. The development approaches focused on improving the quality of tourism services,
creating added value, and developing distinctive community products that reflected local
identity.

The wellness tourism products and community-based tourism activities developed
included herbal foot soaking, scented sachet making, bua loi with Wolffia globosa (Kai Pam),
traditional Ta-Laew basket weaving, and eco-printing. The community products developed
included Wolffia globosa chili paste, organic banana powder, products made from perilla fabric,
perilla-and-bamboo blended fabric products, and bamboo products. For marketing
communication, a group logo was designed, along with one-day and two-day, one-night
tourism routes and a tourism route program guide. In addition, video media were produced

and disseminated through YouTube and Facebook.

Keywords : Product Development, Health Tourism, Community-Based Tourism
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Abstract

This research aimed to examine the influence of attitude, subjective norm, perceived
behavioral control, and hedonic motivation on craft beer passion among consumers in
Bangkok, based on an integrated framework combining the Theory of Planned Behavior (TPB)
and Hedonic Consumption Theory. The sample comprised 404 craft beer consumers in
Bangkok. A questionnaire was used as the instrument for data collection. The data were
analyzed using frequency, percentage, mean, standard deviation, and multiple regression
analysis.

The findings revealed that male and female respondents were represented in equal
proportions. Most respondents were between 31 and 35 years of age, held a bachelor’s
degree, and worked as civil servants, gsovernment employees, or state enterprise employees.
Their average monthly income ranged from 25,001 to 35,000 baht. Most respondents had
consumed craft beer for at least 19 months, consumed it once or twice per month, and
preferred drinking at bars or pubs specializing in craft beer. The multiple regression analysis,
based on the most parsimonious model, indicated that attitude, subjective norm, and hedonic
motivation had statistically significant positive influences on craft beer passion. Together, these
three factors explained 61.40% of the variance in craft beer passion (R? = 0.614). Attitude
exerted the strongest influence, followed by subjective norm and hedonic motivation,
respectively.

These findings contribute to the advancement of knowledge regarding consumer
behavior in niche markets. They also provide practical recommendations for craft beer
businesses in designing responsible marketing communications, fostering positive consumer
attitudes, utilizing social influence mechanisms, and creating appropriate consumption
experiences in compliance with relevant laws and ethical principles governing alcoholic

beverages.

Keywords: Craft Beer Enthusiasm, Attitude, Subjective Norm, Perceived Behavioral Control,

Hedonic Motivation
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UTTVINGIUBERIAY wazn13SuINITAIUANNANTTY

Tuusunvosasmifded winduusmuvasmsinnadiezdumamadnalupsndides
wnndeaaslagensengAnssunistelagmse WALUIAAYBING BNITIANUNG ANTTUEIAEIUNTD
THoSuneld asanmnuvadvadunadndveinszuiunisusediunienude SnSnanisdeey waz
ms¥uifanuannsalumsuilan Sadulladeiuguitlugmstidansuasanugniuiusdnsus
luszuzam

R GOGERFREAN msﬂizLﬁusuamﬂﬂaGiawqaﬂﬁﬂul,%amﬂw%L%ﬁa‘u (Ajzen, 1991) n1n

Y a

Auslaasuiinnisuslaansididesinuan Inma1n wazueuUseaunsaiiuaneie aznalvia

e

Y a

fauafidewan dadufiugiuddyresnisadienunniufundadus suifenarsdualivayy
LUIAAFINAT LYU Rivaroli et al. (2019), Calvo-Porral et al. (2020) wag Wang (2020) Wu11
fuslnafifiviruniidsuandensmdide Suulihmaaessdndausilv uslaath uasfineugniuty
wusudlusedugs asveuliduinfauedlilddmaiiosonisdndulade uidaduiladofdaasal
fuilaaanngenumadlualuaswdides mnmsduamzimguiwazauisefiumn Jeanndi
firuediidvEnadeindennuvadvaluas e fvesiuilae uadldfmuaaunfgrunmside il

H1: viruaAsiansnadauIndenuvasivaluasindidesvesgusiaalulansunnumuns

2. USTVIAZIULTI8RId Mu1eDe N135U3UIUAARRBLIINAGUNTEAIINAIANIIRINYAAS
dfusaui (Aizen, 1991) ilefasarluuiunvesasnfides nuirdnsasidssaniddnuasiu
duddeszaunmsalfinisdadulauilaaldsudvinasnnisuuziveaiiou nnsuaniudsuniiy
Anwiluguey wazfanssumisdsaannnnindudimily wansAnwives Rivaroli et al. (2019), Wang
(2020) wag Sieawphikul et al. (2022) afuayunsafiudl Svdwasniiieu ey waznguiuilaa
asiAides funumdrdaronimmaasiwdniast n1suslnadt uaznisaiedndnvaivesguilan
F9ELNOUNUIIIAFIUTBMIFuasananauliAnauyniukazauvadlvadens e sla
fatiu nnsdiasiginguisasndngrudeszdny §ideTeeaiiussingrudednidoiisnina
Fanserruvadvaluasmdides uayldimunaunfisunsise fd

H2: UsngIUTednIdeiiansnadiuindeainuvasivaluasvddesvesiusinaluien
NFUNNUNIUAT

3. MITUSMIATUANNEANTTU MUEDe N155UVBIYARRINAWBIININEINT ANUAINTOLAY
Tonaisanalunsianangfingsy (Aizen, 1991) Tusaiaasidides Jadeniusian foamedndmviie

AumaINaeveINansiue wazlenialunsdnsinfanssy saudussduszneuiviliusinasus
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Pnuaansndifesmfidesiddiedu suves Rivaroli et al. (2019), Carbone and Quici (2020),
Lerro et al. (2020) ua Sirieawphikul et al. (2022) Winaaenadoiuin fuslaaisuiinasmsdes
il fuunltunaaesdud fdmudanluianssy uasiaaugniutundnsusianntu fady
NMIFUATIEINGETNTIaUNLUNgANTTILAT NUATE TN {3dTaA1adansTusnisniugu
weRnssufidvdnadauinerunativalunsdides wegldimunausfigiunside dil

H3: A5Fuin1sAuAungAnIsuanSnalsuInseauvadnaluasmiidesveusing
TULANFUNNUTIUAT

uuaAnBeusegsladeguiley (Hedonic Motivation)

mnAnesusgdladguion fsngrusnannguinisuslaadeauien ves Holbrook and
Hirschman (1982) dsoSuneimgAnssunisuilnavesyuwdildduindousemnnasuusslovdly
aveifivsetnafien uiduinanusegdanisersualilasiouriuniugy arsmwanmdu anudugy
wazdszaumsalldsuandildsuainnisuilaerduiuazuinng Tneduslaalinuefuys saunsal
mwan uazmnunefldsuanmsuilaannniaudnuasmihiivesiandusifiesoguien

luvsunvesasaides wuAndinaiiauisaesutenginssuvesiuslnaladuediaf
iesnas i desilundnsneifiidnvazidaszaunisal fuslaaldlduarmifisssaniivie
aunmvendes uidsumamanuulaniva anuaynau msGeufiierfuussanveades uay
mMsildnsluansaumeyuruvesiitureunsdiles Geageuliviuinaumiguilaaldsud

1

Faguonsunl dnu wardndnual iefinnsandiutuuudetausssuduilon msuslaaasmiddes
Fudunszurunisadredndnualuaznisuanseoniennuduaindnvesyuvugiunsndides
(Menezes Filho et al., 2020) nanafe Uszaunisainlasuainnisauasmidesldldadrafis
Fanelalugranainds wigagreasiamuEniy Aunaiila wazaunuededyanyalie
win e daduiiugiuddguenisiaugarmadinaluasmidides

véngrudssrindainniddefiinanlinasenndesiuin ussgsladguioundutadoddny
Andnsulguslaainnnsidiusiunazanugniuiuasmdides Tng Hollebeek et al. (2014)
oSuneinUszaunsainisensusiduasunisiidiussuveguilanfuuusud vaedl Thumell-Read
(2016) wuiguilnansdideslinuariuuszaunisaimsfuuasnnsiidiusasluguvusinniinis
WlnaufiaUselavilldany dau Carvalho et al. (2018) way Waehning et al. (2022) 51891unsafiuin
ALY ANAYN LazANALFLIINATAaRssavIAlu TniansidsanAanssuiiAsideaiu
asidided iludladeiidaaiunnuygniu msuilnadn uazarmnsgiedosudendndusi 91nns
duaziunfAnnguiuasnangiudausednedngny awnseesuielidn wsepdladeaniondiladuy
dewusagelalunisuilaauhiu uidadunalnddyideulssaumsninsinlfifnaumniunig
p1suniuazianlugaruvadiualunsides dudu fideTemaiusigilaideguionianinaia
vinderumadlyalunsiddevesiuslnaluamnsanmumuns uastmunaufgiun1side fai

Ha: usegslageguilonidnsnaidavindeanunasinaluasindilesveguslaaluln
NIUNNUNIUAT
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wuAnAuvasivialuasiles (Craft Beer Enthusiasm)

ruvadtviatuasdes vineds seiuvaseuaula anuyniunsensual wagnsilaiusi
ot saiflosvesiuilnafifiensdides Fsazviousiunmsuaiamanug msvnaosudndaseiln
mMaihswRenssuiAgtestuasmidides wagnmsuanidsulszaumsalivyuwuguslan (Murray
and O’Neill, 2012: Thurnell-Read, 2016) 71l auvasivadilaninefanisuslnayssasafisaodig
Ao wiunugnituiiinduisluduniiuda o1sual uasngAnssy aunatefudiunises
gnanualkayInTInveuslna INMIFLATILINTIUNTIN WU Anuvadtraluasvdidesanunse
osuelfannmsysanmsnseulAnd IRty 4 Usens 1aud (1) nquinisuilaadeauion daesune
1 fuilnauaamanugy anmAuiy wazUszaunisalideensualainnisuilan (Holbrook and
Hirschman, 1982) (2) nawiiausssuguilan fiesursiinsuslaadunssuiunisaresnanual
AURUNY LLazmsLﬁudauwﬁwaaﬁmu (Amould and Thompson, 2005; Menezes Filho et al,,
2020) (3) wnAnnsidmsmvefuilan Juwesianuyniuiunansarusouusudina1nnsil
druswlulifisuaiumn o1sual wasngAnssu (Brodie et al,, 2013; Hollebeek et al., 2014) uaz
(4) Wi Serious Leisure flosuieinguilaaiidanuaulasgisaiedsazamunan fauinwd uas
asesnanwaliufanssufinudusou (Stebbins, 2001; Thurnell-Read, 2016)

dlefansandauiu anduldimguineddlfesursanunadinaluauazussiu unus
azviousdUszneuiidenlosiu nande ussgdladsguion ugaduduivihlrguilaauaronm
Uszaunsaiiuandnaainasmdides vaefinsildusmiuadndusiuazyuvuguilan Gaeiamnls
Ananuynitusgasioiiles dunsaisdndnualuaznsifuaundnvesinmsssuasndides sivli
anugniufanafmuiuanamasnaiiaamnesoguilaaluszezen Jaanunsnesunglei
amumadlnaluassldifefidunadnsvesnsruiunsmisensunl dinu uazimusssuiindenasy
fuslanlifiAnanuyniusasmstidusuiuasmiidesedisdetios

naNgIuLTIUsEInYatuayuLUIANAING 108 19dRRARAR R U 1y Gomez-Corona et al.
(2016) wuaamasivaluidesusznousefifsiueisual dsay wagiamusssu vazdl Bonfanti et
al. (2023) 5uneE1U Dualistic Model of Passion a4 Vallerand et al. (2003) 31 AUV AIEUN
uazUszaunsaidsuanainnsuilaadutladoddgindnduliguilaaiuunluganuvadualds
naundu Faduanumaddvaiitinainanusn anuaulasgisuviass wazamsnnausaIuiug
Fuiudinldoganga fadu §3feTaasuin anumadualuasmidefldunadnsiiinannis
weunauasIglalisguiion nslidusinveuslan uaznsruiunsaiedndnuainisdenuuas
Jwusssu Bsdamaliguslaafnaugnity amnunssiioTedu waznsidiusmiuasmdfofodn
savilaq falusunudn ensuel waznginasu

WANUUNTIVY

Useunsuasnguilagng

Uszpnsfldlumsifondsd Ao Ussrnsludsumdlneiifiony 20 B3uly fendoegluias
nssmmmIuAs uaiiuszaumsallunisanasmidides Gdimmudnuiiuidna fidedsimunuuin
#og1a neldgnsnsAuinvuianguinegns dsimunseduanudesuiifosas 95 n3ofisziu
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ffodnAymnsadd 0.05 (Yamane, 1967) 91nA3AUIANGNFIDE19 WU F1UIUVBINAUFIBENT
g Ao 385 Moehs Wuethates sglsAmu iledesturuiiananslumsinneideyauay
Useidiura §3elsvinsiivdeyassadnua 404 deen

mﬁ%’aﬂ%ﬁ%ﬁ%milﬁaﬂmjuéf'gaEJNLLUUI;J'mﬁ’EJmmmeﬁu (Nonprobability Sampling)
feIBnsidenuuuazaIn (Convenience Sampling) tlosanUszansithuneiduguilannsmd
Jesdadunguianzuaghianmnsafimuanseuussnnsidaauls egslsfnm fiseldananuen
1D89UDINTABNNGNAIBEY (Sampling Bias) IneiviuanuauUfivesdnoukuudaunueg19daiay
1éun diosfiony 20 BiulU erdeegluumnsammaniuas uasdusraunmsallunisuilnaasmdides
sunafvrusdeyannguslaelunareiiui wielfnduiogisiinnumainuaiswazaiunss
agvioudnuwarvesiuslaaasmddosTuwmnsamamunsidanniign i 33msdennduiiogie
Fananazidesitafiunisdrsdmaludsssanadanun wifiodivmgautunisdnudsseins
amznguLazaenndetiuinguizasduenIfunsal

wssileflilumsiiusiusiudeya

wiosfiefldlunisfiusiusndoyalunisitendsd 1dun wuvasuniu (Questionnaire)
$1u7u 1 at Taglassadauuuasuny wsoenidu 5 du fail

dudl 1 Maudanses tiedansesfiiasiunsiddesuazdansesdfiivadlualuas e
dielyinsneunuuasuaaludrudalusiussasnmgaae

dwdl 2 deyavinluvesimeunuvasunl

dudl 3 wuasuamieiuladeidmwasionnumasiualuasmidides loun sauad ussin
FITEIIF N13FUIMIAIUANNGANTIY wazlIealaeauiley

dwdl 4 uwuasuauiAnfumuvadivaluas i e

dudl 5 delauouuz

NsNAFaUANATNLATETIDATE

MsnageUALTesiuvauaiesile (Reliability) ilonsivasunuusiugveaniediodnoy
aunsalddaldegreustiudr Faudunismaaouanumdesudieadudszansaseudausann
(Cronbach’s Alpha) TneduUszansaziianszning 0.00 - 1.00 tngluwuvaeunuazdedlamsan
T3N3 0.70 MukwInIwes Nunnally and Bernstein (1994) uag Hair et al. (2019) 3a9zdieléin
wuasunuiinindede §ideldvaaeunuuasunnilasnisuanuuuasunalyingusiegnadilaly
nAueE19938 Sy 39 ey ldedarh ity 0.923 Gaegluinaust Adey

nsiuTIuTtaya

Fifeldinsfununudeya Tnemsiuuvasunmdueiesdedmiunisifivsiusy
Youa uazidoniBnsduinegnanuazen dadunsdennguiedislnedfaiannuazain §idev
nsiienduiieg19nkuuas ALY S UUd15I308ulat 910 Google Form waguan
wuvasunsuaIetisdsaneaulall liun iamadniifsdesiunsiuasmdides daduunda
vesiiiszaumsalifentesiundnfusiasmidides uasudiuuifvuali

Rom Yoong Thong Journal ISSN 2985-0193 (Online) Vol.4 No.2 (May - August 2026)



258153U8 N9 ISSN 2985-0193 (Online) Uil 4 aliuil 2 (wquaaw - Fevnax 2569) / 28

nMsAnszviteyauazafinnly

fidelaimunitnmslinseideyaanuuuasuaulagldaifidanssamn dsuszneulusie
MsmAIAINR A1denay Aade uavAduidosuuiasgu Welvldteyaideuunaniedu
ANUUTVDINGUAIDENS uaﬂmﬂﬁé’aﬁmﬁ,mwﬁaﬁaL%aaumu 1 on1531ATEinTI9deY
ANUFUTUSYeIAIuUT Ineldanduiusuaaiiesdu (Pearson’s Correlation Coefficient) kagnns
nageuanuAzulaglinisiinsizvinnnssnyan (Multiple Linear Regression) 91875 Forward

Selection, Backward Elimination, Stepwise Regression e Enter Regression

NAN338
: = v v ¢
d7uv 1 YayanuUIzYINIANEnT
HANNSANWINUTT NUFIRE9T I 404 AL LNAYBLABNAET LYY Nauay 167 AU

aluSorar 41.34 sangu drudimdsliuszasdssyiwadiuau 70 au Andudesas 17.32 diulvg
91y 31-35 U $1uau 102 au Ansdudesas 25.25 dszaunsfinuUSeyey1ns 9w 204 au Al

e ) I

Fegay 50.50 ngue1¥ndulng) Ae 11519015 WUnUuessINUnusEIawAe 91udu 131 Au
Amduferay 32.43 fis1elaiade 25,001 - 35,000 UABLeU S1uau 108 AU Anudeay 26.73
Suuslarasidesuudilidesnin 19 Weou s1uu 127 au Andudesas 31.44 faudlunis
Wlanasdided 1 - 2 adsaiiou s1uau 170 au Andudevay 42.08 wardouuslnaluuiusery
fiferudeimyiuasndides Sy 110 au Aadudesas 27.23

f a

duil 2 dayasuiiAuAf UTTIngIUReERIde N13Fuin1sAruaungAnTsa w3egelaLts

'
a1 1

gullen Ndwwardanunasivaluasdidesvasduilnaluluangannumuns

[J 6

AUUALNUINNITUTLTULUUNINSIAIUUTEUIUAT AULUUVDY Likert wazldinaailuniswuy
SEHUNTMIAMUNINVBITUNTAIATUY TaiIrUANISLUaAMNMINEININISIAANLAALTULS fatl

ARAY 4.21 - 500  Vinuds Wugeetes
Ads 3.41 - 420 Vel WiRe

Aade 2.61 - 3.0  wued BEE

ARAn 1.81 - 2.60  Vinuds laiiiusne
ARds 1.00 - 1.80  vineds Liiuseogneds

A1919 1 uansAnadsnazdiudosuuninsgiunaimsiuvesdadendasonnuvaddvalu

avvhlys
Jaduiidawarennuvasivaluasmides X S.D. FZHUAUAALIAY
1. viruad 3.47 0.898 WUy
2. USTIRgIUTOR I 3.27 0.877 128 9
3. MsSuinsmuAUNgAnT Iy 3.66 0.975 WU
4. usapslaeguiloy 3.73 1.027 WAL
39 3.53 0.944 WAL
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91nA1519 1 Ui ndusegwilsyiuauAnusetladefidwmaiemumadvaluas i des
Tnesmeglusziuiiusae Tnefidadewindu 3,53 (X = 3.53, SD. = 0.944) WeRasaiduses
wui usegslandeguilon fieadogegn (X = 3.73, SD. = 1.027) Jeegluseiuiiume sesaun Ao
Ms¥uinsAIuAuNgAngsa (X = 3.66, S.D. = 0.975) wazsieund (X = 3.47, SD. = 0.898) B8y
Tusduiiusouiu vurvssiagrudednide fldededign (€ = 3.27, SD. = 0.877) Feegflu
FLAULRE

§9uil 3 NMsVadBUANNAZIY
A58 2 uansAnduUsEAvSanduiudseninsnisnunungAnssudnuieund ANUUTIVIAFIULT
§n3de Funnsiuinismugungingsy uazussgsladquilenidnadonnumasivaly
asdlesveusiaaluunnsunnamuns (Pearson Corelation Coefficient)

fianus Pearson Correlation (r) Sig. (1-tailed) STAUAIUAUNUS
AUViFUAR 0.732 0.000% gann
ANUUTTVING UL TdY 0.707 0.000* geun
AIUNTTUINITAIVANNGFNTTY 0.658 0.000% GR
wsa9aladaguiluy 0.672 0.000* G

*uanstudAyMsenanszaAy <0.01

N9N9 2 wansAduUseAvSavduiudseninanisnusungAnssusuiauad Fuussin
FuBednide sunisiuinismuauwgingsy uazusagdladsquienditinarenumadlaluns s
Wesveaguilaalutvnnsunnuviuas lagldad Pearson Correlation Coefficient Wu31
fulsdasgyniilanuduiudidauanduammadnaluaswiddesessdifoddymeadansefu
0.01 1ilofi91TuII18F L WU FrufiruafdAdudssanSanduiudgeiian (= 0.732) Tail
anuduiuddsuanluszdugann sesaen Ao fuusITingIBssAde (r = 0.707) Befiauduius
Feuanluseiugann dnsndeduusegdladequilon (r = 0.672) Fsllenmduiusidauanlusedugs
LazfuNsSUINsMURUNGAngsY (r = 0.658) BeilmnuduiudiBsuinluseiugs muddu egnad

o o A

HadAgNszau 0.01
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s

M1319 3 LansA1duUsEanSanduiusnnansEninadoyan1TIMNUNGRANTTUATUTIALAR AU
UTIINgIULTERTdY wazusapsladeguiluniivenuvadivaluasndidesvesuilan
lulnngannamiuas faeds Forward Selection wagds Stepwise Regression

Model fiauds B Std. B t Sig.  Tolerance VIF
Error

1 Al 0.937 0.119 7853 0.000*
AUTTAUAR 0.717 0.033 0732 21521  0.000* 1.000 1.000
R = 0.732, R? = 0.535, R%q = 0.534

2 esdl 0.624 0.117 5344 0.000*
AUTIAUAR 0.453 0.044 0462  10.232  0.000* 0.484 2.065
AIUUTIINgIU 0.376 0.045 0375 8294  0.000* 0.484 2.065
L90RIdY
R = 0.777, R* =0.603, R%q = 0.601

3 fnnddl 0562  0.117 4812 0.000*
AUTIFAUAR 0.346 0.054 0354 6384  0.000% 0.314 3.182
AIUUTIIngIU 0.342 0.046 0341  7.441  0.000* 0.460 2.174
EAGERGA
wsegdlateauilon 0.145 0.044 0170  3.311  0.001* 0.367 2.727

R =0.784, R* =0.614, R’ = 0.611

*uanstudAynsananszau <0.01

NP 3 wansArduUszansavdutuswygaissrinsdoyani TN NN Ans s UTAUAR
fuusingudednide warusadadguieniifinadeniumadnaluasviide fvesguslaeluium
nsamamuas 1agl438 Forward Selection waw Stepwise Regression WU KANTIATIEiwaN
davilvinadonnassiu laglu Model 1 ALUTAMUAUARAINITADSUIEAIULUTUTINYBIATY
vaslyalunswidideslé¥esas 53.50 (R2 = 0.535) wasileorfiudnusiuussingudednidely
Model 2 ¥ilanuannsalunsesuneiiutududesas 60.30 (R? = 0.603) 1nialu Model 3 e
usuysussgsladsguiion wuih ansaesuismnuulsUsIusesauvadivaluassidesldies
ay 61.40 (R? = 0.614) Lﬁaﬁmimwmﬁwizﬁmémmaammg’m (Standardized Beta Coefficient)
89 Model 3 wuin Yadusuiiaund (B = 0.354) finsnaseanamadlvaluasimdifefuniige
sosaunfe Yadesuussingudednids (B = 0.341) wazussydlaigeauiion (B = 0.170) muadiu
Tnefuusienuiiansnadauinuasiifodfaynsadaiisyiu 0.01

\ilofi91501A7 Tolerance wae Variance Inflation Factor (VIF) #u31 fi1 Tolerance aéj
58319 0.314 — 0.460 uazen VIF ag5ening 2.174 - 3.182 Feagluinaminsouiuls wansinliny
Yaymanudusiudsyninenlsdass (Multicollinearity)

il nsdieTesinnnesnuAn (Multiple Regression) dwsunageuauufigiu lnsiUdsudioy
35 IATIEI 4 33 18uA Forward Selection, Backward Elimination, Stepwise Regression Wag
Enter Regression iileynAunzanveslinns muiuanduniss 4
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M99 4 wanaAduUseAnsanduiusnmaamns 4 35

ERIGEREY Model R R Square (R%) Adjusted R

Square

Forward Selection 1 0.732 0.535 0.534
2 0.777 0.603 0.601

3 0.784 0.614 0.611

4 0.786 0.618 0.614

Backward Elimination 1 0.786 0.618 0.614
Stepwise Regression 1 0.732 0.535 0.534
2 0.777 0.603 0.601

3 0.784 0.614 0.611

4 0.786 0.618 0.614

Enter Regression 1 0.786 0.618 0.614

wewn: J33eidentd Model 3 Wulumandniliesnndulumaiiianumuizauwaznsedu lngli
A1ANEINIaluNsesuglndfesiulieagayiny wilddnwiuiusdasytosndn

21191979 4 wansan1nieuiisunisiinsisinisannesnvgaiia 4 33 TduA Forward
Selection, Backward Elimination, Stepwise Regression lag Enter Regression dedmdanluinad
wnzanlunsesuieauvadlvaluasmdideivesiusiaaluwansunnumiuas wuidl §ideden
Model 3 o433 Forward Selection waz Stepwise Regression \Julinandn ilesandulueaid
ANMUALIEANLAENTETU (Parsimony) lnaUsenaunieniwlsdasy 3 aa Laun Jadeauiruni
Hadusuussing udednide wazussgddadsguien FsarunsnefutsanuuysUsIuvesay
wadlualuasinddeslaosas 61.40 (R2 = 0.614, Adjusted R? = 0.611) wazilAduUszans
anduiuswygas (R) i1ty 0.784 ulfinlumagninevesiis 4 Bazamsadfiunruaiuinsolunis
a3u1gANULUIUTIUVRIRIwUsAuL T uSesay 61.80 (R2 = 0.618, Adjusted R2 = 0.614) TneLiiy
fuusfunssuinismununginssuiiian uwidauaiusalunisesuneiulufiesiosay 040
Yuzfisuaufulsdassiutudn 1 f dedu §ide3adentd Model 3 mumdneunszduvednna
iesanannsnesuiedeyaldlndidssiulumaiifian uifianuFsudiemunzansenisiauna
wazderonsUszndldidanagndmegsiannnni

aAUIINAN1IIAY

NnHanageUALLAgLislaanan WU auuRgiui 1 aunfgiud 2 uavauuRgiud 4
lasunsaduayu nadfe viAual UsITIngIUERIdY Lazusealadegulionlansnaldauinse
aumadinalunsmdidesedsiifoddaynsadi druaunigiud 3 wuiildnswaideuinegied
tedrAglulumain wildldsunisdndenlveglulumandnauvanenunseduredng Jaunse
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Abstract

This research aimed to 1) examine consumers' perceptions of service marketing
communication, digital innovation, emotional engagement, and purchase intention, 2)
investigate the effects of service marketing communication, digital innovation, and emotional
engagement on purchase intention, and 3) examine the mediating role of emotional
engagement in the relationships between service marketing communication, digital innovation,
and purchase intention on online platforms. This study employed a quantitative research
design. The sample consisted of 400 consumers who had experience purchasing products
through online platforms in Chiang Mai, Chiang Rai, Lamphun, and Lampang provinces. A
questionnaire was used as the research instrument. Data were analysed using descriptive
statistics, including percentages, means, and standard deviations, and inferential statistics
through structural equation modelling (SEM).

The findings indicated that respondents rated all variables at a high level. Digital
innovation received the highest mean score (M = 4.12), followed by purchase intention (M =
4.01), service marketing communication (M = 3.95), and emotional engagement (M = 3.89).
Service marketing communication and digital innovation positively influenced emotional
engagement, while emotional engagement positively influenced purchase intention, with all
effects statistically significant at the .001 level. However, digital innovation exerted a significant
negative effect on purchase intention, whereas service marketing communication had no
direct effect on purchase intention. The structural equation model demonstrated a good fit
to the empirical data. Furthermore, emotional engagement served as a mediating variable,
whereby service marketing communication indirectly influenced purchase intention, while
digital innovation influenced purchase intention both directly and indirectly through emotional
engagement. These findings highlight the important role of emotional engagement in linking
service marketing communication and digital innovation with consumers' purchase intention

on online platforms.

Keywords: Emotional Attachment, Service Marketing Communication, Digital Innovation,

Purchase Intentions, Online Platforms
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Wity wilruddyfutademsonsusiuazanuduiusfunususviounanesa e
pg9lsfinmy udsefiduunldanudfytuiedeiidwaronnudsled suuunanresa
ooulatludnuazusndiu nanfe fnmsfnsunumvesmsioarsnimmaauinistentsinaulate
(Chaffey & Ellis-Chadwick, 2022) nMsfinynavesuinnssundviadeUszaunsaliasnganssuguslaa
(Verhoef et al,, 2022) wagnsAnwIATIyNfUsoTHATRoMm LA FTeAwRslate (Japutra et
al,, 2022) BsdfailamATednnudesiiysannisisnsdomanamainuinig uimnssuddva aruynity
ynaensunl wazauislatedudlilunuusaenion TnsamenisAnyiunumasseugnitumg
orsunflugrugiuusdviunelfuiunduilaauuunanlesussulaivessunalne falu {353
aulafazfng unumveseuy e sNallugIusfuUTAoNAITE I SABEsMIRANAUT S
uaruianssufavaiidsmademiudalatoduduuunanwosueaulal wWevianudlanalaiinig
aﬁuayuui’mmwﬁ%ﬁadwa&iamméﬁgqﬂ[,a]e?}jammﬁﬁiﬂﬂ W%’amﬁ%mwaawmmmmmm@ﬂﬁumq
osuallugruziudsdenandluiiumesiuilaauuunaniosueeulat iiemuinagnsmansnaia
uarmMsoaniUULIADsteaulatTiannsnat e nITeieuasnsiunsinaulatovesuilan

UszaIAluN13IY

1. WeAnwisyfuanuAnfiureinisdeansnisnainuinis uinnssudiva aauyniuma
p1suniuazALdlateAudULLIanla Tusaulay

2. \flefinundvEnavesnisieansnisnainuinis uinnssudiva wazauynuMIe1 TR
dwmaonrudilatoduduuunaniosuosulat

3. Wiednwunumveseugnunsesuallugusfudsdenansssitansdoansnisna
UimsuazunnssuAiraluganuidlatoduduuunanesuoaulat

N1INUNIUITIAUNTTY

1. WYIAANTABAIINNIAANAUZNS AD NSzUIUNSAEMERdoya 919ANT LATANANUEINS
Uimsiuaieslouaztessmsdeansiioadimssud andila uasiimuaAiAseuinng (Chaffey
& Ellis-Chadwick, 2022) Lﬁaamﬂms‘u’%miLﬂuﬁaﬁ%’w’faalﬂé’uazﬁmmLLUiﬁqu@mﬂﬂwﬁﬁiﬁ
Fuslastinnalsiwiusulumsdaguls nisdeansdsdunumlumsaiisrugndes ammnidede an
mnaliuuey uazann1ssuinuidsanounsindulavessuilaa (Zeithaml, Bitner & Gremler,
2018) lnguudfAnues Chaffey and Ellis-Chadwick (2022) Lﬁumiﬁ'amimwmmﬁ%ﬁaquyimmi
Wuunasresueeulal vl Lovelock and Wirtz (2016) Wianuddayiunisdanisainuaiands
uazmsasannuduiusfuguslnaiuesoslonsioansnsmainuins leun nslavan msdaas
398 MIUTEETUS Msvielasyara NsRaNANIINSS waznsieansuuunsionn azvieulyt
Wufansdeansfisiuszavsnndosaninsnadinrendesuuazaurviunguilae fadutiaduddy
Tuusunvesunanwesuesulat :uisoves Zaenal and Latief (2026) wuin n1sAeansnisnatnr1y

Rom Yoong Thong Journal ISSN 2985-0193 (Online) Vol.4 No.2 (May - August 2026)



258153U8 N9 ISSN 2985-0193 (Online) Uil 4 aliuil 2 (wquaax - Bevnay 2569) / 41

InfiaunniaraseiuanuaulavesuIlnadwaBauindon kNN g

q

ABUMUAUUFRAIPLaaUla

¥

1
ansualuaztluganundlagedui

aa o A

2. wuIRAUIANIIUATNA Ao NsUszendldinaluladRdviaieWauFuA USN1s NseUIUMNs

1 1

vIesUluUgIiamiainsaas A iLneRnsuazEUTlnA (Bharadwaj et al., 2013) lnguuiAn

Y
aa v I

489 Nambisan et al. (2017) ldveneyusesvasuinnssuadvainliladndnegiiesnisiimalulagunly
wildunszuIunIsTINaseRuAT serinsduslan gimun wazdliusnsiuunasvlesuadva asviou
Tifuduianssuddtansevaquiaifdiumalulad nssuauns wasUszaunsaivesdld a1nns
FUATIEIUIAAYEA Yoo et al. (2010); Bharadwaj et al. (2013); Nambisan et al. (2017) {338 mun
aaAusznourainnTsuAIialy 4 a1 loun lawn 1) Aundnsdoet 2) dunssuiuns 3) Auusnis
uay 4) fulszaunsnl IneaseungusaieanAdauAnITRANALA nsfindseansamnis
fuiunu masnssdunisliuing uasnmsadssaumsaifineuaussanudesmsuesduilon Snvs
41338v8e Manoharan (2024) wui1 msussgnalduinnssuadvialuguuuuvesdygiuseaug (A)
Swfumsiemsdiainassduazmaaidesheiinuszaunsaivestiuilnauazdmaldsuindenim
FflAudfisdy

3. wuaRAANURNWUMMSeNsal Ao AnuiEnduinuasauduiusmiensualidenles
swdwmﬂﬂaﬁuﬁwaw%Lwiuﬁ au%’uifdﬁqﬁ?mﬂumu%ﬁwmﬁmu (Belk, 1988) wu1AnUD4
Fournier (1998) tauainmnuduiusseninaguslanduwusudiianuusaaieanuduiusseninuana
Usgnauearmin anugnity wasaudniinlugnisinvianuduiusuasnisted wuieat
LUIAAYBY Thomson, Maclnnis and Park (2005) ﬁammmgﬂﬂﬁumﬂmsmﬁwLﬁumaé’mﬁuﬁ‘ma
91sualseniguIlaniuwuTuA KU 3 aeddsenau lawa anusnlas amnuvadlva wavaiuidan
Foulos eazvioutsnnuidninususmdudiunisvesiinuuazifdinvesfuslan deun Park,
Maclnnis and Priester (2008) l§aBune1 eugniuvnsensusidutiaduddyivinliguslandoanis
Snwanuduiusfunusuduasduunltudenlduusudify ufaziiniadendulunain TuuTunAda
Ay NTUMNseNsuailAnInUsEaUMsaiBsunigfuilaaldsuannisuduius fuuusuduie
uwanvlesuooulay] Fsreaduaiianialingdas anuidndudmils uazanudiusluszozen &
AT Japutra et al. (2022) wuin armyniunsensualdaasunstidusnvesiuilaauasiiiy
arsilate TnefuilnefifinnuynitunsorsunireuusuifunltdnauladouasSnwauduiug
funusuiluszezeannniguilaaimly

a. wwaRaanuAsladodudn Ao Anundonvesfuslnalunmsinduladoduduieuinislu
UAR 6?5&Lﬂuﬂﬁsﬁmmmﬁﬁmawqaﬂiiumssﬁaﬁﬁﬂé’ (Ajzen, 1991) luvunnsgemedudsn
Yoanseaulan] wwaAnues Paviou (2003) a5 arwiilatoduegiuailinga anudaonde
¥9955UU Warns¥uinnuidss iesanguilaaliamnsansisaeududasdld vaziuuifnves
Schiffman and Wisenblit (2019) 18431 mm@zﬂﬁaL‘i“]ugﬂwaﬁwmLﬁmmmawqamimﬁLﬁmmﬂ
msuszdiutiadomeiauni anufianels mssuinam analinde uazdszaunsaliinun asviey
TfuimnuidateinnnmsussdiudoyauasUszaunisainounisdndulate nmsduasgy
WWIAAYBY Ajzen (1991); Schiffman and Wisenblit (2019) ﬁ%ﬁaﬁmummﬁﬂizﬂausuaamm@]’jﬂﬁ]%a
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14 4 ¢hu Usznoude 1) mwsalationdn 2) mmwssladumdeyanoude 3) anuddannaesde way
1) puddlagesn Tnsauideves L, Spence and Wu (2025) W31 115332 8usuuuioalngd
fuslaaaunsaldneuldinuunanilosuesulatuaransadodudnléiufivazvulad [Hunis
naunanuautufiniiunsdendedudastisainindeie uarnszdunnudilateasuilan

NIDULUIAANITINY

NAIINNITNUNILITIUNTTURAEUITeTAETanudn n1sdearsnisnainu3nisdidl
Uszdngamaigasnanissus AT eI LLasﬂizaumsaiﬁﬁLLd;:iﬁIm (Lovelock & Wirtz, 2016;
Chaffey & Ellis-Chadwick, 2022) vauzfinsuszgndliuinnssuadviaaunsasnszsiulszaunisalues
AuslaauazadsamAituunanresueaulall (Bharadwaj et al, 2013; Nambisan et al., 2017)
Usraunsalilsuandinanildiudaasuliinanugniunisersualissninguilaaiuiusuavse
wwamvlasu (Thomson et al., 2005; Japutra et al., 2022) 6‘?}&L.’flui'Ja%’aﬁwﬁ@ﬁﬁwiﬂﬁmmﬁgﬂﬁaﬁuﬁw

gaulatl (Ajzen, 1991; Pavlou, 2003) Al {38 MAUINTOUKIANNNTITUALINNUAANLRTILNST
Iy el

a
RUFGRGAN
A1IRANAUINTT
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AUAILTYD
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81518l AuAn
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AN 1 NFOULUIARNITIIY
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N : anlagdidy

HUNAFIUNTIY
H1: MIFRENININAINUSNNTAHATUINADAINUKNTUN IR TH]
H2: AN5EREITNITHANNUINITAINALTIUINABAIUAILATDAUAN

aa o 1

H3: winnssuATvadmadauIndenuyniunIesua)
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Ha: winnssuATviadmaidauindeniunslatoduen
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He: ArmEnTun1se sl duiuusdonarsvesanuduiudseninanisdoans
mInaInUInTstumLsdlateduduuuanesueaulay
H7: augnfumsensuaiivindusuysdonarswesuduiusseninauinnssudia

fuanudilatodudnuuunanosuoaulat
Anlun1sIY

Usz11n3Ae ﬁU%Iﬂﬂﬁﬁﬂivaumazﬂums?gjja%uﬁﬁshuuwamWa%maau"Laﬁ 19U Shopee,
I_azada TikTok, Facebook Marketplace uag Line Shoppmg aghatien 1 a% melugreszesia 3
Foufiiuun nguiegnadie fuilnafiiiuszaunisainsdedudkiuunaniesuesulat endoagly
Friadodlul Boee du wazdune iesaneglusuifoamsugisfimsanamie dafimstiuin
fuvinsAdviauaziaviaaiisassanfidnenmgslunsimunsuuuuiaznisnainuinisesuladl
(FInnuatfuieR, 2566)

nsfmuaruIngusiesns MuATEEER LTS 4 du ldun 1) msdeansmanaiauinig
2) uinnssuddvia 3) mnuynitumsensul uay 4) ausdlaedudn Inefiduusdunamuomn
40 o ivermuaruIAnguRIBEIINUTITRs Hair et al. (2019) uuzih MFATituudiaes
aun13lAs9ase (SEM) Arsiivunangusiegaiigsnaseduiuminusduns tneldinaet 10 winves
Fnusulsdunaiielinsuszanadmnimesianuaissuaziiaaninded Yszneuiy
Kline (2023) Lawa31n153AT1EMLUY Covariance-Based SEM (CB-SEM) Aasiluuinnguaiogisly
ffani 200 fre819 wagmaindauieE AT UFauTeMUUTARe ity suATedie
fvuAngufIog1s $1uau 400 A (40 x 10) Fuitesmeuasnzaudmiumslinszidoya ndsn
fuffiteldmmadeumiuanysaikasanugniesesdeyanountsimunsianasiinszideya

nefeadsdidunsidodeiina lnslduvuasunmbueiesdiolunafunusudeya
Snwairdodnnuunuuinnsdindszanmen 5 sefu auiuaAnues Likert (1970) daiauniuan
MTNUMIUITTUNTTL UAR Mqw]] uazsddeiAedes Taelsthuuuasunulunsiaaoumumss
L%ql,ﬁammm:il,%wuw $1uaU 3 vy FallenudeaguasUssaunseifiieites wWislisudeuds
Redianuanysaliaznsvgeuld nan1sussiuAdvianuaenndotsenitademauiuingussase
(100) fifeg5ening 0.67-1.00 Fsganitunasi 050 Fefioduvuasunudarunsadaioniuas
30 lUIH1E (Rovinelli & Hambleton, 1976) aniufideldiuuuasunislunaasddd (Try Out)
funguinegne d1uau 30 au TellauantAlndiAssiungusnegnseta ulilingusegadildlunis
340 Tnewduiinsdodudooulmiuariquantinssmnnasinisdnidenveanuide tienmadey
mudalauestemaiuuazmeanudesiuvesaiosdefonisiuineduyssansueanvense
uuiA wuin daeudesiulassauintu 0.89 warsiesuiiaegszning 0.78-0.91 Fsgeninausii
sonsUld wansiuvvasunmiamnuidesiueglussiuuazimnzandviunsifusuudeyadss
(Hair et al., 2019; Taber, 2018)

nMsnusIUTImteyaideasauuuasuaueaulailkiy Google Forms wieutuasingusrasd
veamsidouarnsinwiaudurestoyadnounuuasuniu Mnduduiumafvieyalagldnsdy
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fegranuuliionduninuuiazilu (Non-probability Sampling) fe3snsideniuuiangas (Purposive
Sampling) AnLdanLamizffiiuszaunisaitodudosulall wasmsunsdeiLuuasuniuniudedany
ooulayl léuA Facebook, Line uagnguilismiiisatos Mszoznanfvteya 3 1iou wnsiaw -
fiuney 2569) Tnelssunuuasunuitanysalstu 400 4 dadulunuswousodisiiimun

mMyinsidoya fideldaifidamssaun liud Aueds (%) uazdrudeuusnsgiu (SD)
Anmgiteyailuuasesuanudniu felusunsu SPSs Tagldinaminisutsinsnguuues Best
(1977) TnensuusszsuanuAnfiusendu 5 seau laun Anade 4.21-5.00 wngis ssé’ummﬁqm,
3.41-4.20 5¥AUNN, 2.61-3.40 STAUUIUNE1, 1.81-2.60 S¥AUNDY kay 1.00-1.80 weﬁ’uﬁaaﬁqm
LagMTATIERiuuTaesEun1slaswaie (SEM) luguiuu Covariance-Based SEM (CB-SEM) fng
TUsunsa AMOS LilenaaeuausAgiuuazAdRuSTE I ys lasUsziliuauaonadedves
LUUINADIRINAN X2/df (< 3.00), CFI wag TLI (> 0.90) ke RMSEA (< 0.08) Fadunasiuuusians
Auasandestuteyaifausedndluszfuiveusuls (Byme, 2016; Hair et al, 2019) Tunsdli
wudaessusudtliaenadasiudeyaidelszdng fAdefinnsandiuuuuiassingendesddil
Modification Indices (MI) 31nlUsunsa AMOS wagiguaianguiuseneunisanaula ol Ui
wuudtaeszdniumsianznsdiianuduiussenineianunainindeuresdinusdunavio
auduiusiiutuausoesuieldisuwin nqud wienan1s3de Weluuudiassdniy
auwgaunalilaviuiuuinasdlagendengnanisadfdissograuies (Byme, 2016; Hair et al,
2019; Kline, 2023)

NAN15IY
1. wamﬁmswﬁ%’agaﬁ'fﬂﬂ B
moukuvasuaudngdunandgengszning 30-39 U faounmausa n1sfnwgege
Tusgauusyesvsodisuwin Wundnauniasy/enyu/spiamna sesaunde 91319013, §509
dusn/fune, Tnidewdndne wasudthu/metu fseldededeiiou 25,001-35,000 U Taede
Fuduuunanesuosulall 1-2 afiied Uik sesaunAe 3-4 afeiedUat 1-2 Adsraiow Laz
Juogfuaniuman lumsddodudinuunaniosusaulauialddredonduadesini 500 vin
unamvlesueeulauiilitedudvesfian Ao TikTok Shop 1nfign sesatufie Shopee, Lazada,
Instagram, Facebook, Lineshopping wag Website (Vulasivosiua)
2. NANNSIATIZHILAUAMUAATUVBINITADEITNITAAIAUINTT UTANTTURITA AL
unusansuniuazaunsladeAuduuunanasueaulay
NAN1TIATIZENUTN Frouwuuaeuaiudanudmiusenniadeedluszduuin oy
winnssuRaviaiidnadounn WususuLsn (& = 4.12, S.D = 0.985) Se%EanAe ANLAlateauA (X =
4.01, S.D = 0.860) N1540A1INNTNAIAUINT (X = 3.95, S.D = 0.908) Uaz ANNENTUNNDTTUA] (R =
3.89, S.D = 0.924) MUAPU
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% v

3. HANNTAIATIEVBVEWAYEINTARANINNIAANAUINNT uTANTINATYA uAzAALNRLNIG
onsuaifidsnasennunsledoduduuunanwasuaaulay
{ideldmsraaoum unsaBsdauun Discriminant Validity) ileUszifiuindiudsudsusiazsh
fanuuananeiu tnelainasives Fornell and Larcker (1981) #315u1910A1 VAVE 909Usiagsiauys
wils FadoatlinnnninAavduiugserinasaudsuns wansifuusussiuannsaesuefUsle uay
fohilmunsadsduuneglussiuiseniuld famens 1

A1319 1 LEAINITATINEDUAIUATITILUNUDIAILUTUHS

fiauus SMC DI EA PI
ﬂﬂié@ﬁﬁﬂﬁ@lﬁ?@ﬁﬂﬁ (SMC) 0.810
UInNIIUAINA (D) 0.782 0.875
ANURNRUND5UD (EA) 0.737 0.778 0.809
musslagodudn (Pl) 0.418 0.488 053¢ |  0.814

v Afnanduinmueaduasiniidesues Average Variance Extracted (VAVE)

211919 1 WU ArduUsAnsavduiususaiuusegsening 0.418-0.782 Tagan VAVE
GuaﬂLLGiazé'hLLUﬂuLLu’mLLmﬁﬂ'wqaﬂdﬂmmé’mﬁuﬁ‘ﬁuﬁaLLUiguTuLLaaLLazﬂaﬁmﬁLamﬁu WARII107
LLUiLLNQﬁmm&mL%ﬁTWLLuﬂagiuszﬁuﬁLumwzau wazausatludiasngrnuuInansaunislasIasi
Tudupeusisly

Aidensivaeulunanisianeun1siaTgrikuuitaesaun1slnsasng (SEM) laguseidiu
AULRIILAINAY Cronbach's alpha waz Composite Reliability (CR) Famsunndn 0.70 (Cronbach,
1951; Hair et al,, 2021) WaASIVADUAINUATHTIUITIUIINAT Standardized Factor Loading (> 0.50)
ey Average Variance Extracted (AVE > 0.50) (Fornell & Larcker, 1981; Hair et al., 2021) Wanns
AAIEINUI FuUsiuaudslateaudn Sdefaudedt 3 AfAthwinesdussneumnf 0.464
Fasniunasiiinviun (< 0.50) mudeiauauas Hair et al. (2021); Byme (2016) Hdeeindanny
§INd1790n091NNTIATILT AU DTRaY 39 To 9nfn 40 48 Taedudsanudsladedud
Aunde 9 90 variifiudseudinsiferany 10 o wazthfmdTafidunasiNAnsEiLuUsIass
IAseaseneld

HANITIATIZAlUIZEZLINNUIN AvTlamudenadosvadlua an p-value, X2/df, RMSEA,
RMR, NFI, CFI, GFI uaz AGFI §slaifulumuinasifingnnun A39839W150u1A1 Modification Indices
(M) teuuussluiaa Tngdudunsnielimdnnsifivanasesfunamguiuazanuaenadeads
dommasteran Alsnmsuiuielimduiiaruaenndesituiiosogiufion S1uau 3 4 1dud e3
> el (Ml = 26.60) 199 nToR101uT @0 TnBIAUSENBULA BN Y €20 <> €21 (MI = 20.30)
WosnndesouiidomindiAnsiu wae €38 <> €39 (VI = 18.20) osnidustanginsiluda
Ay SadenndesfuLuanIeves Byme (2016); Hair et al. (2021) flidusitaiunsaliounny
panadouteaint nldiflefnguasesiuridluilmgquinasidadent nendsfulunanuiy
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wuinassdianuaenndesiuteyaideszindegluinasia Inefien X2/df = 0.956 daflaniosnii 2,
p-value = 0.778 dAu1nn30 0.05, GFI = 0.931, AGFI = 0.913, TLI = 1.004, NFI = 0.939 way CFl =
1.000 §iA1311AN77 0.90 euedi RMSEA = 0.000 uay RMR = 0.032 datioandn 0.05 uandliifiuii
wuuassdianuaennaesiuteyailitUsedndanudelauaves Hair et al. (2019); Byme (2016)

isil A Tucker-Lewis Index (TLI) gty 1,004 Fsgandt 1 aunsaiiatuldlumnsada
deuuudrassilanuaenadesiuteyaideuszdnsluseduge esan TL L Hufudiidunlaeg
Wiguilsuiunuudnassdasruazusunlgesrdassvesuuudiass dsldiioiduaiuinunfives
LUUSNa0Y Fathl wuudnaesdedlmnuaenndesiuteyaileusedng (Hair et al,, 2019; Kline, 2023)
wazAn X2/df Sty 0.956 Fasnndn 1 waddsnaldldveddensusulamauniuly (over-
mod|ﬁcat|on/overﬂttmg) Luaamﬂmwﬂsuiumamm 3 90 Tngandaiann (M) uay WNNATEISY
G]’]Mﬂi@‘ULLU?ﬂ@LL’ﬁ \lomuestemany sudeiauenes Byme (2016) wusihliuuuuusiassuy
WugﬂumaqmwaﬂgmmmmLLazmamameqwg flfTounnunainindouyngaudeiausves
TUsunsu Sniedsmadnenlassadnavesnuusiassmunsousnannsiseld fadu d X2/df fisse
agvioudwuuInaesausaeiulgdeyaideuseinyla Usenauiu Adaiinuaenndosduliniy
inausianun Jsagulduuudeedassaifinumngandmiunsageuansfigi fanmi 2

Sarvice Marketing
Communicaticns

R

Xadf = 0.956, p-value = . 778, GFl =.931 , AGA = .213, CFl = 1.000, NF =939,

C
AMSEA =000, AMR =032, TU = 1.004, HOELTER = 458.000

A 2 leaaunisiassaiisansnuduiusiazaiuaenanenaunfuveslinaiudeayaids
Usgdndseninediuys
N« {33
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M99 2 LARINANIT AT LULARAUNSIATIAS LN DN AFDUAINEUNUS TENINIAILU TR

Antecedents Consequence B Est. SE C.R. P
SMC EA 0.482 | 0.570 0.110 | 5.160 0.000"
DI EA 0.465 | 0.395 0.075 | 5.268 0.000™
SMC PI 0.208 | 0.212 0.141 | 1.500 0.134
DI PI -0.330 | -0.241 |0.103 |-2.345 |0.019°
EA Pl 0.653 | 0.562 0.131 | 4.303 0.000™

v o

nunee: Aedde *** p < .001, * p < .05

q

INATIN 2 WU NITFBAIINITNAIAUINIT (SMO) wazuinnssuadvia (DI) Hauduius
Feuanseadnuyniunisesual (EA) egsdldedAgnieadd (B = 0.482 uaz 0.465, p < .001)
woNAINT AUENNUNIeITHA] (EA) Fellanuduiusiisuinseniiunslageduan (Pl) agnedl

teddymeada (B = 0.653, p < .001) vauedl wianssuAdvia (D) Tawduiudidsaudeanusisla
Fodud (PN) (B = -0.330, p < .05) dunsdeaIsn1InaIAuINg (SMO) luifidvswanemsssoniny
Aslatodum (P1) (B = 0.208, p = 0.134)

A1519 3 NANISIATIEVDNTNANINTI DNTWAN1IDDU WaLdNTNATIU

faudsny
fanusAu dnswa AURAWUNNG Aunslade
215ual (EA) audn (P1)

Direct Effects 0.482 0.208

MsdoansnisnaInusnis (SMQ) Indirect Effects 0.000 0.315
Total Effects 0.482 0.523

Direct Effects 0.465 -0.330

UINNTIUAINS (DI) Indirect Effects 0.000 0.304
Total Effects 0.465 -0.026

Direct Effects 0.000 0.653

mmgﬂﬁumqmimi (EA) Indirect Effects 0.000 0.000
Total Effects 0.000 0.653

R? 0.837 0.320

27NM1519 3 WUI1 NISERAITNITAAIAUINIT (SMO) ﬁ@m%wamqmmammrgdﬂﬁuma
21510l (EA) winiu 0.482 wazliflidnSwan199ou 9LINTWasUINAU 0.482 LarfaAINUAIladD

aa aAa

Aupn (PI) wuaniidnswan1ensawindu 0.208 ualiiidedAgnieads d8nswan1sdeuviniu 0.315

aa v a 1

danalvidnsnasiuwiniu 0.523 dmsuuinnssudadvia (D) wudn d8nsnan1ansaianuyniumia
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9n5un] (EA) Wity 0.465 wazlalfiavsnanedendemnaliovsnasiuminiu 0.465 uwazdennuidlaie
guA1 (P) NUIMTBNSNANIINTUTIAUWIAU -0.330 TBNSNAN1DDUTIUINAIAY 0.304 dnalu
ANBNATINWIAY -0.026 druauynRUNI9eITUal (EA) fisvsnanamssonudislatedudn ()
WU 0.653 Iglaifidnsnanieveu JTdnSnasiuwindu 0.653
Sofiansanaduuszaninsiinun (R2) wudn anugnifumnaensual (EA) fld1 R2 witdu
0.837 W@AI31 NM3FAIINIMAIAUIANT (SMC) wazuinnssuRasia (D)) amnsaeiurennunlsusiu
voanuyniusensualldiosay 83.70 vaziinudsladodudn (P) Se1 R2 Wity 0.320 annsn
o3UNAILUSUTIUwRIANRs et eAuA ldZeras 32.00

4. n1531AT1ERUNUINTRIAIURNWUN19R 15Ul lunTsITaNlessEndNensHaans
n13AaIAuINIsHazudInnsIuAdNaluganunslaeduduuunaniasueaulaivaduilan

11919 4 mamiwmaawmmmmmmgﬂﬁumﬂmimﬂugmsﬁL“fJu&h LUINANY

LUNg Est. SE Lower | Upper B t-value | p-value
SMC — EA — Pl 0.130 | 0.033 | 0068 | 0.198 | 0315 | 3.923 | 0.000
DI — EA — P 0.180 | 0.042 | 0.100 | 0263 | 0304 | 4334 | 0.000

o o

nangwe): ddedfity ** p < 0.001, ** p < 0.01, * p < 0.05

o

NI 4 WU MSFRENINIAMAUSATS (SMO) SBvdnamsdendemudilagodud (P)
NuANLATUNsensual (EA) eghslitduddynisada (B = 0.315, p < .001) YU TisvEnanem sl
WedAny (B = 0.208, p = .134) uansliiiiuin mmr;dﬂﬁumqmimiﬁmﬁwﬁL“f]ué’fal,ms?%aﬂamiwdw
mﬁamsmimmmu%mﬂﬂajmmﬁ’jﬂﬁ]%aﬁuﬁ’lasmawjai dusuuinnssuaava (DI) wuin A8vEwa
medoureruaIlaTedus (P) NUANENTUYNO1THe] (EA) egnditeddgnieadd (B = 0.304,
p < .001) wansloiiiiua mmgjﬂﬁumqmﬁmjv‘fmﬁﬁﬁLﬂué’umiﬁaﬂmw’mﬁau SeMinensdedns
mananauimsluganuddadodudn

A15719 5 aUNaNSVARR UANNRFIUNTINY

AUNAZIY B p HAANS

H1: MSE0aINITNAIAUSNMIAHALTIUINABAMURNTUN
Rt

*

0482 | 0.000° | auuayU

H2: nsdeansmsanausnIsdamalsuIndennuddladedua | 0.208 | 0.134 | laduayu

H3: WinNIsuAIVAdINaITIUINABANUNNTUNID THN] 0.465 | 0.000 | avuayy
Ha: WinnssuATiadmaLdauIndormnuRalagodun -0.330 | 0.019" | lavdvayu
H5: aEniumesualdmadauinsenunslatedua 0.653 | 0.000" | @aduayuy
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AuNAZIY B p HAANS

H6: Anuynitunersualivihiluduysdenanives
L U s ! ﬁl a U gj dgj XK U
AU SEIMsaeasMInaIAUsMItuALAslage 0315 | 0.0007" | aduayy
duAuuinanesueaulal

H7: anuynitunversualivihidudulsdenanives

v o

PNUALTLSTEMI U IRN TR UANATlaTodUATUY 0.304 | 0.000" | avuayy
wnannesuaaulal

e Adeddisy ** p < 0.001, * p < 0.05

aAUTENANTIVY

Faguszasddod 1 ieRnwrsziuANAiuYensBaNsNIIRaIAUINTT uTanssy
#3va AnugnuIseuaiuazauRsladeRuduuunanasuaaulai

HaNFATIEENUT Frauwuudeunulinudnmiulussauinnyndade Ineliaudnuiu
fuuinnssuadrasglussduanidudusuusn Wesanmsiumaluladidrandreifinawazain
snslun1nfsdun aenadasiunuifnved Nambisan et al. (2017) 88u1831 winnssuAvviady
myafauendlifudus Usns uasUsraumsalgnAriuniswausaumalulagadviaduianssy
ynagsia ailinsuimstimunngs aunsodidsgndldinntu aenadeafuauideves Kim
and Yumn (2024) wuin uinnssuRiviauuunantle B nesiisstaeifiumuazen annatlunisfum
Auduarylinstedudiedu axieuliiiuin fuslaefuuildudenldunanviesueoulatiifa
viuady nevauedlasingy wazaunsaliuinisliegraminzgay

sesaundo anuiladodudegluseduan uanddifiudanruala arudalafiasie
wazarmsalandusngedluowian enadlesnangusladuiasiunsdedudiooulatiinndy $us
femuazaan $I0u57 waranansawTeudleudud s1a1 nsudhdustudusing q e saudianis
I¢suBvBnandiinvnsauAn dalldudieaneialiuiueylunistodudn fuuafaves Schiffman
and Wisenblit (2019) a3u1eiuilnaazidendoduiuazuinisluounan tinannisussdudiu
viruad aufianela n1sfudnuer awulinsde wazuszaunsaiildfunounti aenndosiy
$ATe84 Yang (2024) Anuin mssuiusslend anudiglunisldou s1an wagiimuafiBauinves
fuslnasiounantleudaouidsevinlvissduauddladeduiesulatdifistu wagaideues Li et al
(2025) wui MsteAuAHuTeseaulaufifuIlnaldsuAwayn TiTdusulufanssuiidueda
Sussiwemmhdetouasialemalunsingonvesaies

Sdiusiouniie nsdeasnisnatnuinisegluszduunn azvieuinguslaniuidoyadudn
U3n15 waglusludurugomanisieansing 4 egsdiuszansan denndasiuwifnues Zeithaml
et al. (2018) a8U1wd1 Mstedudesulaidejuilnaliannsnduiaduiaidld Sududeserdonis
doasfinsounquitstoyaiui aruindeiievesiud uardsraunsainisldnuiioatuayunis
finduladfe wozuuIRAUas Chaffey and Ellis-Chadwick (2022) s¢131 msfoasrinunndasmnatie
a¥$umsiud arundnla uasviruaRiiasiouing Siaenndesiuaniseves Zaenal and Latief (2026)
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WU Lﬁawwuuﬁaé’Qﬂmaaulaﬂﬂusﬁ@zum,t,azmﬂﬁ’m’muéfamﬁmmﬁju'ﬁm SUDNNUIT8VB9 Lee,
Pan and Hsieh (2022) wuin ssuvaunuldneudaludfansalideyaldsing gndes uagliuinms
paeanan dsaliaruiimels enulinga wasanuddlatofiatu dedu fussnaumsmetamninig
doansnisnanauinisedsieiilos Insgatiunslvdeyafidniou gnies novaussesasinii uas
ahaufduiusiuguilanedsaiaeiowduainsnandesiy

Anugniunersualegluszauinn agvieuiguilaalilafiasananznunndumuag
5101 widslianuddyfulszaunisainsldou anuazanlunisddeduin nsusnisfisina
uaznsdeasiiuiuies fadrsadieanuidndeuin anulinda uazanugniusiounanesy
soulall denndasiuuuiAnves Thomson et al. (2005) afuledtaugnRuNIteITHAlTY
mnudtusiguslnedsenusudiaiioududunisvesnues suAnanuszaunsaiialunslidud
wazuimailugngAnssudean wu anudAnd msdetn uarnisatiuayuuuTus (Schifferstein &
Zwartkruis-Pelgrim, 2008) wen91ni] Bagozzi et al. (2016) iauein nsveduoaulatimsduasums
Ujduiusszninegldduunanlosuiieatnsnnulindlanazuszaunisaififianuvang degqe
ESuaenuyNITuNIe1sNAlreEUSINA @annReeiuIuITLVed Lee et al. (2022) WuI1 113
UszgnaldUeyanuseiug (AN ﬁﬁﬂizﬁw%ﬂWwamqialﬂmmwuiﬁﬂiﬂé’%mLLazmeﬂﬁmmﬂﬁImm
Sumeeuladla

IgUszasAdan 2 N15ANBIINTNAYRINITHRAIINITAAIAUINIT UIANTIUAINA uay
AUENHUNIITUAlNdsNadaranunslateduAuuuwanWasuaaulall

)}

NaN15ANYINUIN N15FA1TANTRANAUINNSEBNENaDAIyN UM 901 THAlDENd]
foddymsada azviouindoyagufuazuinsitanu asudu dndedio uaznsiufduiusiaas
Pelvifuilnafenuddnlinda weellenuduiusiBendeuususuiounamiosuooulatiinndy
A0AAADINULUIAAUDY Morgan and Hunt (1994) La@ue11 nsAeansfiduszansainazadeniny
Pndauazanuynitusznineesdnstugndn Tnelamnznsdeansitimwatinane anuaidla uay
A1U7150NDUANDINBAIINABINITVDINANLYIENRUIAUFURUS LUgTeAUAUR NN U]
WuLAEITULUIAAYEY Bagozzi et al. (2016) Lauadn AUyNUMIseIsualluuTunAIiaIinINA1g
Ufdutusszrinadldtuunanlesu Sedaelifuiloaiaanuidndenlomsersuaiintusagnis
Shwanuduiusluszerend daeandesiunuidevss Lee et al. (2022) seyin szuvaunuilanay
SalusfA (Chatbot) fideansldduazidlaosunigndrefunugniusonusuduasifiuaudila
Foaudvuunaneduosulal waza1udisewes Zhang and Abdullah (2025) finuinnisaeans
NMINAIAUSNNSHBNSHadeAUNTUN19eTsUl Tnglanzn1sasenoumuARIY WU social media,
influencer anansaLinANEnUM TNl TUgNAN LY

NANSANIMUIN MsFoansmsnainuinisiiBvEnaluindeninuyniumaeisualegned]
ffoddaymeadin agviouiinslideyaduduaruinisiidnou asuiu undelle uaznisiifdusius
e

78 Heliguslaafianulingda anuidnlndle uaranunniusieunanesuesulatl aenndesiv
WWIAAYBY Morgan and Hunt (1994) L@ue31n15d@a1NHUTEENS A INLaEALNLENDYIBAT19AY
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Thndlauagimunmnuduiudssitesdnatugndauinauyniunisensual uanaini Bagozzi et
al. (2016) a3urgINAURARUNI9OITUAIlUUTUNATALARA NN TUSFURUS sen I I e1udiv
uwanvesy Feaztawaiemnuduiuslussoren aonndesiuauideves Lee et al (2022) wuin
Chatbot fianansndeasuazidlassuaivesgnéld dreifiunruyniudeuusuduazaudilato
Audn vaefiauiveves Zhang and Abdullah (2025) wu11 M3AeEINIINAIAUSNS TnBlanIEnIs
afanoumudikudedsnueeulaiazimssdviwa (influencers) TBvBnaiBsuinsonuyniiunis
RREHENATRIRT

o w

winnssuRIvialinanenuyniunesualogaiiud Aynsads aziewiinisuszendly

o

a s

waluladndia 1w szuusuzihduatanizyana Jayg1usevg (A) Chatbot seuudiseiiy was
mseenuuuunanesuiliuaainuazInga YavensziuUszaumsaivesguilaauazaing
ANNIANTIUINABLNARNBSY donAdsiURLIAAYEY Davis (1989) s¥ydn Msiuitauseleviay
anudrelunsléuvennaluladdamalifuslaainimuaiidsuindossuy Jsanunsaiamnlug
AayLYNGe15uslE uonaINil Nambisan et al. (2017) 83Ued1 AMMEZAIN AINNTIANTI AN
Hudiyaea uazmamovaussuuudealniannaluladdda Wutladuddgiidigaineniny
Usgrivlauazanugniiusiowusun denndesiuiuideves Bilal et al. (2024) wuit winnssuATvad
dvswalnonseienuyniunisesual lagliieafinanuazainlunsldan widsiaduaing
ANudUTUs e sualse Uil Aiuunasvlosuoaulal

mmgﬂﬁumamimaﬁﬁ@m%‘waLGTN‘U’Jﬂﬁiammﬁxﬂﬁaﬁuﬁﬂaéwﬁﬁaﬁﬂﬁ’zy,waﬁﬁ losann
fuilandifanuidnlinede uaganudenlosmadaladuuwanesuiiuunlinuss iududuay
u3nsludauin annsiuienudes wasfiuanudesulunsdadulate aonadosiuuuifnues
Fournier (1998); Thomson et al. (2005) 8Fu1gdnauduiusvnsensuaissniusiaaduwusun
rolmAnnuEn Aailingde wazanudesmssnuinuduiusly vngiiuuAnues Belk (1988);
Park et al. (2008) 3z LmawuﬂmsmmLwiumﬂumwuwammaa eiluunldudenlduusud
Aty wigivmadondu wenani wan1sAnundiaenndestuauite vesde we1iswi
(2567) wuegnu e sHalTEvEwALTsUaINdeAwdlatiadn wareAferes Li et al. (2025)
wuhanusniusensunideunanesueeulatisfiuaudilanduinlduinsuasnisdetves
AUILAA

fiail efinnsanauduiusssninnisdoansnisnaiauinanazuianssuRdnanudn
fruduiusulussiudeudnegs (r = 0.782) WesanilnuAsdesiulsraunisalnsldauves
fuilam 1wy spuuuusiAudndaaiey Chatbot wazszuuudsteyadalulf@ Feiiiaunumdiy
mﬂiuiaﬁLLﬁ%']i%ﬁﬁﬁ’Uﬁﬂﬁﬂ agalshinu Fideldnsiaaauiym Multicollinearity lnefiansasen
VIF Wuawaaiusvmumaamiulm (Hair et al., 2019) wandliiiiuitansenuve InNIsUAIaonI N
mﬂ%almlmLﬂ@mﬂﬂzymmwmwama@mLLUiaaiz wiagveuiinsiuiiarUszaunisalvesuilag
fifideutmnasuidvaluuiumesmstedudesulat

o v as g

YIRNISUAINATNanaANNAIlIR A UA D819l Te @A UNI19ED R waluAUANNUSITIaU

]

aa v

Felidulumuanuigiunasl? azviouliinwi winnssuadvialilaludadefiduasunusilaie
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ausluuinadniduogfunisiusvesuilnadeusslonivasamudrelumsldnuveanalulad a
WARYEY Davis (1989) Ainaniuiinaluladastiefinyssansnmussunanosueeulayl usivn
fuslnasudissuuiinnududou fdunsumsldnunniu viaiaaufnaiefuauaende
vostoyadiuyana orviliAnmssnamsAnuazanausilldlunisindulatodudlé wasuudn
194 Bhattacherjee (2001) fitauadn waluladiduluniuauaanisiugiuveadflduinisdalal
reliAaussgdlaifisiAusenginssy maudazinaifiosiemnuinelavionisldnuseiomnnnnii
mastndulatolagnss

nsfeansnmanainuinslifidninanisnsstenudilatodudn asviouiudinisdoasay
Preasren1sivd Wideya uaznszduenuaulavesuilng uidshifemeiagndnsulvifinaudiila
Fouuunanveiueaulat osmnguslnraunsadhfsdeyaat nranounas Wy Fiengldnuais
msieuifigunan anuAaiuuudedsauooulat uagAuuzihainyanalndde Jdvianuddydu
foyaanfuslaasofuninniinisdearsainguszneunis aeandesiuuuIfnyes Petty and
Cacioppo (1986) flesunedn fuilaafifdeyaifivsweazlinsuszifiudangranazdeyaidedn
1nniINNsABUANBIBNTSARANTININITRAALTBIeENLAEY wazluIARYEs Court et al. (2009)
iauedn nsdeansnismatnfiunumddnludiusudurenssuiunisinaula wiaussladelasy
dMEnaINgadula (touchpoints) naneau wu $37eeulal Ussaunisalnsldau wagnisuanse
rudeddvia 1nnitmsdeansvesiusznaunislagnse

Fguszaeddai 3 iefAnuunUIMYaseMugnuNIsesuallunisdenlesszninenis
ﬁlamsmsmmﬂu‘%msuazuﬁ'ﬂnssuaﬁﬁa“lﬂgimmé?ﬂa%aﬁuﬁmuLLwaMWaiuaau‘laﬁ%mﬁﬁu‘ﬁm

NANNTITENUIT Agnunsensuaimi i duduysdsiuanuduiudseninans
doasmanainuinistuenusidladeduiegaditoddynaada uandvidiuin nsdeansnismaa
UimafissedhafisrentliannsonseduliAnanuidatedudlilaenss uidonisdearsanusn
aanulindgda arulndde wazanudserivlauiguilan azneliiAnauyniunisensuaiuas
ihluganussladedud aenadasiuuunfnuas Mehrabian and Russell (1974) a5u1841 And1an
AMeuandmaseaniItznsesusinoukanseanilungAnssuneuausd MINHUIENUNITAINITH
domslidoyadnaunaraidla fuilnaveianuseivlauasdunltdnauladedudluounen uudn
9 Morgan and Hunt (1994) 1ausin nsdeansegnsassle ashiaue uaznsguagninegisdeiilos
ﬁzhsja%?mm'maﬂﬁuLLaxdaLa%quamsmms%a uananil feaonadosiuuIdeves Zaenal and
Latief (2026) wuin anugniiumisensualdufulsdmiunuduiugsznitanm snainsnudedsn
poulatfuaualade uazaidees Chitkati and Dabphet (2024) wuin nnsdeatsiiugmss
3nSna (influencers) a1u13aa¥1eadIugniuN e suniLardsnanonisindulado dadu
fuszneunmsmstatiunsieasiiainsanuidnidsuin anulindda uazarwdusiussorenin
MsmeUauBiTIAgd nMsdeansiiuiing uaznisguagnedsieios innimsgatiunisue
G THNR NG
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AsRnRUNsensLalym i ud sdsiuanuduiusseninsuianssuAiviaduaiy
Filadeduedediduddymeadn aveuinfuilnalildmeuauasiouinnssuiitaainussansam
vounalulaBifissosnaies udaziinnwidladodiomaluladausnadissraunisalideuan wy
AwazaIn ANTInsd Anadudinia warnisguatanzyana duhlugmnugnifumsensusiuas
anuisladodudn aonadasfuuuIAnues Park et al (2008) p¥ursinAuENudBLUTLATY
puduitusiBeensunififidninadenginssunistevesuilag aonndosiu nuideves Lee et al
(2022) wui1 MsUsEnAlY Al Chatbot Frerfiuanudiansla arilinde wazarmgnitumsensua]
dumariondilode vnuzflnuIdeves Bilal et al. (2024) wuih welulad Al Faesnseduszaunisal
wagmisfidusmmesiuilna ledaugniunsesuaidusuusdeinlugausdlate wudeaty
Japutra et al. (2022); Li et al. (2025) wu31 imalulad Al ansnsalasuaseaupniumaensuaiuae
duenudiladevesiuslae dafu fusznounismaimuiuinnssuAiviadlaiondu ssansnw
nsliuinms widsdsaiauszaunisaideuanuazaruyniiunisensual ileduaiuaaladoves
Auslaalussezen?

dadnfinvasn1side

n9fonssilld@nunguiuiloalu 4 Swvtaniamile ldun Feslval Bose du uas
1019 uazmsiiusiusndeyarunuuasuauesulatifissdomaiion Ssenadaasionisensds
Ham I lugasensluianing

39ARMN3 InaaINN153

oadnnudlminisidenudn luusunnsdedudiuuunanviesueeulat fuslnalilddngula
NANUTUETY ANdzAIN WseUszdndanvsunaluladiiissotuned waliaudiAgyiu
Uszaunsaineensualiinainmsldau wu snslingda amsdseiivle anufdnlnddn wagnns
SuFiunannesuaansanevaussaufesnsvesuesls Insrugniumsensuaidunalnfiden
u"’a’mﬂsimﬁ%ﬁaLLazm':??iamﬁmimmmu%mﬂilf;jwqaﬂismms%aﬁa Fatty audsladoduduy
uwanvlesuooulavialilfiAnnnmaluladvidensdeasifisd s udifnaneuannsalumssay
walulafuazmsdeasifieairsnnugnitumesnsualivguslaa

JalauauuL

1. daiauauuziguleung

AassuarmhenuiieItes Wy mhenudiaiuasugiordanaznisiau SMEs

asatiuayunsimunsruuTereesulafituruielumslénu mudaondy waznisduases
foyadiuynna ieminuanisidenuin uinnssuRdeosdmaiausonusdlate mnfuilna
Suffsmmududeuriornulitulalunislénu danfu asduasulifussneunseeniuumeliladd
donndasiuUsEAUNMIAlLAZANLABINTTYBIUSIAA

2. forusuuziiotihmans3deluld
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2.1 TalausuuzTagsna fuszneunisginaeeulatasiianuddydunisaieming
griunsosualfuduilan esnidulefeiiivinadonudilatogaiian (B = 0.653) Tnsaas
fimunnsdeansfiaiuauduiusiugni mugiumsldmaluladadvaildaung anenududeon
Y9955UU azairmudesiusumnasnsdy ieliuinnssuidvaaansaaiuayulssaunisal
Fauanuaznsindulatovesiuiloald

22 Foiausuusiddivinis mifedrsdusuunumveseugnitunisensunise
waAnssufuslanoeulay fiaulaaunsniluuszenddnuisieluuiundu Wy Social Commerce
%30 Live Commerce

3. daiauauuzdmiun1sidelusuian

msveeiuiiivioyalugagiinaduionduiuilnafiddnunsuandieiu e iouiiiey
nadwsuaziunuasalunisidmansideludsssrnsluniwsiy uenaint msfnuiauys
s 1wy anulinstedumalulad mnudnadiuanududiuds wazanunioulunisld
welulad oodurgunuimesuinnssuAifaderiuddlatelidaiaudsdu sudsmsfiansunms
IeuvuRamunaszzeunuNTIdeLIUNMARAYNY WeAnwinsiasuulawemginssuguslaa
Soweluladidsuly
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Abstract

The COVID-19 pandemic created considerable uncertainty and placed substantial
pressure on business performance, potentially increasing managers’ incentives to engage in
real earnings management. This study aimed to examine the influence of board characteristics
on the likelihood of real earnings management through the sale of fixed assets. Data were
collected from 116 companies listed on the Stock Exchange of Thailand in the service industry,
one of the sectors most severely affected by the COVID-19 pandemic, during the period from
2020 to 2022, yielding a total of 348 firm-year observations. The data were analyzed using
logistic regression analysis.

The findings revealed that companies with larger board sizes and higher proportions
of female directors were less likely to engage in real earnings management through the sale
of fixed assets. However, no significant associations were found between the proportion of
independent directors or CEO-chair duality and the likelihood of such earnings management.
In addition, companies with a higher return on assets (ROA) and those audited by Big Four
audit firms were also less likely to engage in real earnings management through the sale of
fixed assets. These findings provide additional empirical evidence regarding the role of board
characteristics in overseeing real earnings management within the context of the COVID-19

crisis.

Keywords: Board Characteristic, Real Earnings Management, Covid-19 Pandemic,

Service Industry
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mamwi"lLﬁumuw%amimmmmqmsﬁmﬁdﬁmiqLi’]mmaﬁéfaqmi (Graham et al., 2005;
Roychowdhury, 2006) Ingaunsauvieandu 2 guwuu laun n1sdanisiilseiusienisnedng
(Accrual-Based Earnings Management: AEM) LmzmﬁmmﬁﬂaﬁLLﬁﬁ]’%qr;huﬁﬁmiiwwqiﬁﬁ] (Real
Farnings Management: REM) (Ali & Kamardin, 2018) &1 REM 1Jun1sususasunanisaniiueu
3IVBIVTHN LU MsiauadInansIMduA1 NsHanAuAIRBINIT NsanAlddnglunaeiilia w3e
nsvedundnganns welinamlsduluaudmunefidieuinisdesnis (Roychowdhury, 2006;
Gunny, 2010; Shiran et al, 2023) iissanmsdanisilsinufanssuasaisatostunisindulania
5570 Fsmmanuldsnniimsdanisiilsiusenisasing uarldsuauaulaf uduniendanis
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a LY

Usgmeldngmang Sarbanes-Oxley Act (SOX) Tull 2002 Favilsigusmswunnldnisdanisrnlsd
Wi9395n 3 (Cohen et al., 2008; Graham et al., 2005)

msvedunindarsfiunisianisinlsiuia3sinuRanssuniegsia (Fixed Asset Sales
and Real Earnings Management)

mﬁ@miﬁﬂiﬁLm”a'%qmuﬁaﬂﬁumqqiﬁammiaLﬁmsﬁumﬂmié’mﬁﬂwaqﬂwu%miﬁ
dsnansgnusiensAnfiuanuaiewesudsm Iag Al and Kamardin (2018) 85u1ednnsdanisrinlsd
wiassanunsanussenilu 3 Usuu taun (1) nsdndulaniufanssunisaifivgiu (Operating
Activities Decision) 1¥u N15LAURAINAATIANEUAT NITHAAAUANADINTT wazn1TaneldTely
naefita (2) madindulariuAanssunisdanidu (Financing Decision) 1y Mtavufu uay (3) N3
#naularuAanssunisaanu (Investment Decision) 194 N15918FUNSNE195 Fafierdunns
‘LJ%‘UL‘LJ?wimaa%ﬁami@i’wLﬁmmsumﬁammhuﬂ”ﬁé’mﬁuiaéﬁumiamu (Shiran et al., 2023)

wiinsuedunindansenainiulfaulnianmsuiulasaiiegsie mauBsuuag
walulad viensifinyszansamlunssduanu uiluusaaunsalfuimseradonvieduning
fiflyaegaviedinanils esuiflsannsveduninduanifiuilslunatyd fiinsdaduls
dnamenalildiAnainanudndumagsitluszezen willinguszasdiitelinanisainduamuduly
mudminedifesnts Jstefuguuuuniwesnsdnnisilsiwiaswiufanssunisgsde (Bartoy,
1993; Black et al., 1998; Herrmann et al., 2003)

sAdeluefanui guimsiivualiudenvisdunindansidlenanisdniunusiiniii
mansalvdesgneliussnadusunaritls Tnsiamzlutisfiasvgiafinnuliviueuvdeiningd
famsveAunindannsntioduiilsfineny Wiuanimeades wasfiuanuaasalunistissaily
szaz'gu (Campello et al,, 2010; Herrmann et al,, 2003; lannariello et al.,, 2007) fl’jﬂﬁ Bartov
(1993) ua¢ Black et al. (1998) Saglifiuinisnedunindifugsnssuiifduyunmansvgiauas
lgAonssufiAntudulsed Sufngrlfideusdndonndyuanafufunamssidusunniing
ALUgIAINUUNG

o61l3finy Msszyimseaunindidunsinnsilsiwiasemadudsufuilazuns
onidies esanmsnedunindenadunsindulansgsiafvangaluunaniunisal Fanuidely
onnldlausidiafivarnvatey 1wy msldmlsvdevianuainni svedunindiiisufuaunindsau
(Herrmann et al., 2003) Mslgilsannnisusdunindiisuiusiaiiu (Bartov, 1993; Black et al,,
1998) Lagn1sltuuus1aeues Gunny (2010) ag1alsiniy Shiran et al. (2023) WHUIMUINIG
fananenadilianansouenmsveAuningfiieununsiidunuunfeenanmaeauningia
fnquszasdiiiodnnismlslionadniau Faldiauslifionsaunuismiisuimlsnnmsueduning
0113 Sawfunslaifimstoaunindndummeauny vdefimsamunaunulussduiidaaund osn
agviouinuinildneduningditoysuasuussaniamnsduiunumuund mnuddunisan
gudunindiioduitlslussesrdu fadoidudnuurvoinisianistilsiuisiwiuianssmisgsia
IFdmauBedu daiu msfnwafiiiadenlfuAnves shiran et al. (2023) sldlumstanisdnnag
Arlsfiuia3esinunsuedunsndanis

Rom Yoong Thong Journal ISSN 2985-0193 (Online) Vol.4 No.2 (May - August 2026)



258153U8 N9 ISSN 2985-0193 (Online) Uil 4 aliuil 2 (wqua1ax - Fevnax 2569) / 65

NSRAIENNAFIUNITIY

aneldngufifunudsesuisinanznssumsvigmiunalndfylunisifuquanas
anaaoumstniunuvesiheuims weantdymanudaudemanausyloviseninafevuiu
fU3113 (Fama & Jensen, 1983; Jensen & Meckling, 1976) uazaInnsnuniulssunssuluefin
NUIAUANYUEYIANENTTUNSHRAsaUTEANTA M TUNISARAINLAEAIUANN AL TELILY DI
U3msld egnslsfmunanisdnvindrdgaliannsaagulvluiianadersuld lneanieludg
Inginsalledn-19 MsAnwedsifeliiaunanisuannguiuezaideiiieatessil

1. dadaunnenssun1sdese (BINDE)

AznssuMsdasziunumdAglumsiiugua esniduyaraidanududaszan
ANeUIMIshazaIunsonsRasunIsaiunuliegeliuse@nsnin (Fama & Jensen, 1983; Gillan,
2006) lagsansAnw1ues Musa et al. (2023) wuindadiuaniznssunsdasziisannisinnisiilsd
wia3ald agnalsfinu Hsu and Yang (2022) wag Ricapito (2024) ndulinundngufidaiaulute
IngAladn-19 uwiwansinwazdiliaenndesiu uingliuuifanisiiuguaianis fiduaindn
dadrunuznssunsdaseiigaaztasanlenalunaiinnisinnismlsfiuviaawiunisvedunsng
0173 et wuaauuAgud 1 fed

Hy: dnduvesauznssumsdasyilinuduiudidsaviulenalunisiiansdnnislsd
WRTIUNTVIBEUNTNGN13T

2. mMsmsswisAIUEndnsUsEsuns N sUTEnAUYsEsudmidihiluimns (BDUAL)

AMglananNIsMAUKANINIT NITUENAILMUIUTEEIUNTTUNTUTEN (Chairman) uaz
Usgsrudmifiuins (CEO) axtaeifiumnundudassvesnuenssumsuaziaiulsyansamlunig
M3I9ERUNMNANIBUINIT (Fama & Jensen, 1983; d1nauANeNITUNISAIAUNANNING LA AaIn
ndnviing, 2547) lumenssiudna masssiumisiiddnnuiuioailinisinaulanugudes
flyapafoddu dawalinisiduguaanUszansainuazifisnloniafidieuimsagldsiunalunng
FnaulafieUselovtivasnuies (AlBegali & Phua, 2023) agslsiinu nan1sdnwilueindsldanunse
a5Ulneg1stniau Ime Hsu and Yang (2022) wag Ricapito (2024) linuanuduiusseninenismse

q
o ]

Fumisaudunsdanisilsfiuviede usnanisdnwiazdaliaeandesiu uigidoainiinisuen
Gﬁwmﬁgaaaq%ﬁzmLﬁuﬂszﬁw%mwmaamsﬁflﬁ’U@LLaLLazaGﬂZamaiumiLﬁmmﬁmmsﬁﬂﬁﬁuﬁﬁq
Hrunisuedunindaisdududunindfidanuddydeonanisaniduauluouian Fadmun
auufgIud 2 il

Hy: N19A1998 MR UTENI19UsE51un s 5uN5USENAUUsEsud e fiusnasd
auduiusidsuinfulenalunsfanisdanisiilsiuiasenunisuedundndanis

3. YUIAVDIAULNTIUNITUIEN (BSIZE)

yuavesnnznssunsuTEnidutiedvddyiasvioudsdnoawlunsmiuguaians
Tnganznssunsitduumanzangonysznousisyanaiiiinnumnainuateiuaug Ay
L%EJ’J“U’]EUU wazUsvaumsal fetheiinuszansnmlunisinaunaylieusnwundieuims (Gillian,
2006; A11UNUAMENATIUAITANAUNANNTHDLAZAAIANANNTNE, 2547) NaN1TANBIVDY Hsu and
Yang (2022) wuipnenssunsiifdvunalvgdieannisdnnisilsfiuiaseld luvaed Sonda and
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[y

Sutrisno (2022) nauldnuANuduTusAINa1 wimansAnwluefnazdsliaonanaeiu uigide
menaznssuMsiTvelvgazddnenlunsiifuguanasiamunissniuaus esheuims
Ifegnafluszansamanniu Suheantonialumsiiansdansilsiuiaswiunismedunsngas
uayMunaNLRgIui 3 il
Ha: 9u19909a0znssunsiauduwusiBauiuloniadlunisiinnsdanisiilsiuvass
HIUNSUBEUNSNE 125
4. FAFIUVIIAULATTUNITINANGS (BGEND)

INAITNUNIUITIAUNTTUIUDAANUI AEATINNITINANEITAINTOUADY Taagli
mnuddgyiuatesssu mnuldsdla wasnausglovivosfidwldduds Ssvoifiuuszanniwly
nsmfuguananisuazanngAinssun1sdnnisiilsvesdeuinis (rawan & Lasdi, 2023) og14lsf
au wansaneluefndeluidululuieniafoadu Tng Khan et al. (2022) ndunuanuduiuslu
Aranenseaiudiu way Ricapito (2024) lanuauduiusainan eg1alsiniy wiikan1sAnwiaz sl
AONAADINY Lm'ﬁ%%ammwé’mammmuzﬂ'iimmimeﬁqﬁngﬂhaLa‘%mﬂsz%w%mwmaamiﬁﬁu
guanazanlomalumsiinnisdansilsfiuvisdesiumsunedunindnns Ssimuaausfgmd agiai

Hq: dndiuvesnmznssunsinangsiinnudunusidsaunulonalunisiianisdanisils
Auiaseinunsvedunsndanas

UoNINAUENYULYBIAMENTINNTUTENTU T ufLUBaszudnueansidouda Tu
miﬁﬂmm%’jﬁﬁ%ﬂiﬁﬁmumﬁaLLUimuame‘?}anzﬂaUé’w UTPnaT9aulgvualg Bigd (AUDIT)
Snsnauniauseduning (Leverage: LEV) 8n5 Wanauwnusadunsng (Return on Assets: ROA)
LAY YUIAUIE (Firm Size: SIZE) iufuusauau 1ileannauddslusiinnuindadedananens
denasiousegslavelenalunisdnnisiilsfiuioss fegrau viswiildsunsasieaeulaeuity
asudgTuuinlng (BIGY) sndinainimnnsifuguaiganazaimnsnannginssunisdanisilsle
(Shah et al., 2019) Lwimﬂmiﬁmﬁﬂé’uwudwmsmaaaauﬁvﬁmaﬂﬁamﬁﬂﬁﬁﬁmiLﬂﬁaulﬂi%’ﬂWi
Jansrinlsiurtadaununisdanisilsinusenisasing (rawan & Lasdi, 2023) anigiiu3emiinige
wﬁ@mazu’%ﬁmmdmﬁLm'ﬂﬁuLN%@LLiaﬂﬂﬁu‘lumﬁwsmuwamsﬁwLﬁuqmmmdw druuIemid
AaNuausatuntsyiilsaaindusegddalunisdanisitlsanas (Hsu & Yang, 2022; Khan et al.,
2022; Musa et al., 2023; Ricapito, 2024; Sonda & Sutrisno, 2022) U®n3a1 ﬂﬁ/Lﬁ@ﬂ’JUﬂﬂJﬂﬁﬁu
LANFNYDIANYUENTATUSIAILALHANTENUIINMTUNTSEUIAYeslAdn —19 Tlo1aunns1aiiy
sgrhamnegsislugramnssuuing sufinisasulasesanmwindouniaasugialuusasd
qwu’i%’aﬁ%ﬂé’muqmaﬂizwumﬂwmmﬁﬁ% (Business Sector Effects: SECTOR) Loy NANT¥NUVDI
U (Year Effects: Year) Tuluudnaasse

INAITARUIFNLRFIUT19AU Tegnansaaguauduiusseninadinysdase duds
AIUAY LavfuUTnueINTide dauandlunsounufnnside daniwd 1
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AUsdesy Aausany
Audsnaula »| NM3TANIMLINUVRTINILAINTIUNGIAA
« ARAIUYDIAIENTTUNNTDESE (BINDE) PIEITNTVLAUNSNEDNT (REM)

e NIATTINUIAIUTENINUTEEUY
ASTUMIUSENAUUsES UM AIUS NS
(BDUAL)

¢ YUNAVDIAULNTIUNTT (BSIZE)

o ANAIUVDIAULNTTUNITINANAS (BGEND)

AuUsAuAY
e USENATIvEUTTVUIA e (AUDIT)

e Sasrduniausedunsndsau (LEV)

e YUIAUTEN (SIZE)

e 9RTIEIUNARBULNUABAUNSNE (ROA)
7RG 3N9 (SECTOR)

U (YEAR)

AN 1 NSOULUIARIIUITY
I« {37

/AN

msiteadsidifunsifo Ui Wlofnumnuduiusseninnadn iy eInuENTIINTT
UitmAulemalunisiinnisdanisilsfiuviasesiunsedunindans lnelddoyaniogivesusem
spngileulunainnannsndunalssinalng nquanannssuuinis Tuya sl wa. 2563-2565 uag
Aaszvidayamenisannegiuuladaing (Logistic Regression)

UsEnsuasngualagig

Uszmnslunisdnuiadaiidevidnaanzdenlunaiandnnindursdsznalng ngy
PAAIMNTIUUING U Aud 2565 $1uau 127 U3 Tnengusegnaazdeaiuuitmiifisoussozinm
SoyfAugaiud 31 funen ldegseminamsitugfanis uazideyaiiduiudensinumasudiunaen
4297 w.. 2563-2565 denalildnguiiegnadugainesiuan 116 uidm sruviedu 308 Juidm
(Firm-year observations) Asanilumisng 1
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A1519 1 UsEansuagnausiiegis

e Yusem Sowaz
Usnannzideulunaananninduisseinalne
NALEAAIMNTINUINNG 127 381 100.00
i Uemildlafisoulvat o Jufl 31 Suneu (7) (21) (5.51)
#n UisnilegsemineitunAans 2) (6) (1.57)
vin Usemiiideyalsinsudu (2) (6) (1.57)
AamBasuIUNGNRRE st ugATinY 116 348 91.35

msfusIuTIndaya

Foyatierfuiilsannnisvedunindands wazn1sPenduAuiivainsunisiiugesuem

TOUAANAN YL VBIAULNTTUNITUTEN WaUayan19anIsRudaUsenaunie aunsndsiu dnsidiu

nilAusoduning uardnimanauunuiedunsng 3UTINAINGUTRLA SETSMART diudayauiem

v A ¥ o | a o ]
Wi’Jf\]ﬂ@UUiyflﬁ'JU’i’J@J"i]’]ﬂLLU‘ULLﬂ@ﬂi’]EJﬂ’]i“lJ@%aﬂigﬁﬂ‘U LWUU 56-1 One Report U83UTYNINNLLUEU

AUty lunisAne

AIdelaMMuARILUTAN AILUIBaTY warALUIAIUANIINLWIAA N Y] wasnuideluedn
Weldlun1snegevauufgunisive IneseasBunvaInITIndLUIUAREAY kAAIRINITIN 2 el

M99 2 ALk UsAbElun1sAneN

AUS Uszunm

1590

REM ALLUTHNY

BINDE funlsdaseiiaula
BDUAL  fuwUsdasznaula

BSIZE funlsdasziiaula
BGEND  fuwUsdasyiaula
AUDIT  suwdsaiuay

LEV fkUsAmuny
SIZE fauUsAIuA
ROA fkUsAmuny

= 1 @lefidlsannsvedundndanisuarlifinnsdeny
M‘%@%@ﬁﬂu%amﬁﬁaaﬂiﬂ way = 0 3y
FnduNTIUNNTBEsYADNTIUNS VLS

= 1 10 Chairman waz CEO WuymaaLiediu
way 0 = Bu 9

$MAUNTTUNSVBIUITN VLR
é’m’aummmnwmz’@ﬁaﬂﬁm*ﬁﬁgmm

=1 Lﬁau%ﬁmﬁaauﬁm%@u Bigh waz = 0 Bu 9
whAuT A AUNI NS
ANABN1STINGTIUYNAVDIAUNSNETIY
lsanssedunsndsiu

SECTOR  éuusaiuau (Fixed Effect)  fuUsniuueanuiIngsia
YEAR fuusauay (Fixed Effect)  fuusyiuvest) 2563-2565

a [ aa a a o
nsiaTeideyauasannnldluniside

[ 7

[J [

NsAnwIATIHLUINTIATIEitayaeenilu 2 diu fall
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1. afALBanssaiun (Descriptive Statistics) §3d81ddade Adfsogiu drudesiuy
1IATFIU ANANEA WazAgean Liloedursdnuazvesteya TnofuundsuTualdiunisuiuan
AnUNRARYAS Winsorization fiszfufesay 1 uag 99

2. aARLG904uY (Inferential Statistics) N13Anw1ASIdlFA1anduRuS Voo sdu
(Pearson Correlation) tlensa9aounuduiussznineuls naaoudeyafnusifen (Bivarate
Test) AENITIATIEAAIULANAIITENINNNGUAIBE19978 Independent Sample t-test wag Chi-
square test WATNAABUANUAFIUAIENITIATIEANITAAn08laTaRngd (Logistic Regression) W3y
UsganauA1 Robust Standard Errors LieuAtiyvanuaainadeunardgyymanuulsusiuvesniny
raawedoulin Tnenuudaesillilunsfinuuandldsd

REM;, =  Po+ B.BINDE;, + B,BDUAL;, + B3BSIZE;, + B,BGEND; , + BsAUDIT;,
+ BeLEV;, + B,SIZE;, + BgROA; , + Z 8; SECTOR, + Z Ve YEAR, + €,
j t

HaN13398

HAN1TIATIZREDALTINTTUUN

WUNAADNALTINTIUUIVRIILUTAN FILUTBATE UagsiuUIatuA veeduIuteyaTId
348 YuTm uanslidanisnei 3 uandlsiiiuiinguiedefinnsdanisdlsiuiaseinunisue
Aunsndnnns (REM) S1uan 36 Tudtn vieAnilufesas 1034 vesnduinedieviavun azvouinnis
Famstlsludnuadanaidummmaniiintutoslurasiai@ne uenanddmuiuidnlungs
Fregnefivunnresnnenssung (BSIZE) wasusyana 10 AU uwaslidnaiunssunsinands (BGEND)
Uszanaidoray 22.43 vsspasnssunisanun sasivsimdnilnaldusnsanusdnaeutadvue
Tviny Bigd (AUDIT) ¥evaz 64.94 Fsazsioufianmuniniunisnivaeusadideudiegs

faiinendinisiinsgiadidaesann §33ulddidunsiinneaandeyunu enadey
auufgunsIde Tneduannsiessianduiusveafivsdu iensivaeunnuduiusideiy
synineiulsuazyseiliudaun Multicollinearity ﬁ]’mﬁ?uﬁﬁlmwﬁﬁé’fagaﬁaLLUiLﬁm (Univariate
Test) iler3ouiiisuanuuansaszninanguuidniduaglifinisdnnisilsiuviaTesitunisue
dunindans wazgavinedsiiaszinisannesladafind (Logistic Regression) iiNonaasuanfgiy
mMsidaelinmsmunuavinavesiuysauauasiLsiufusangsiauas UfiAnw
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M1914 3 HANTIATIENTRUAARRLTINTIUUT (Descriptive Statistic)

Ay MUY Anads  doudewuu  Adige Andfsegiu Aigege
A19819 INIFIU
REM 348 0.103 0.305 0.000 0.000 1.000
BINDE 348 40.988 8.321 25.000 40.000 63.640
BDUAL 348 0.175 0.381 0.000 0.000 1.000
BSIZE 348 10.376 2.467 6.000 10.000 17.000
BGEND 348 22.425 13.209 0.000 22.220 53.850
AUDIT 348 0.649 0.478 0.000 1.000 1.000
LEV 348 0.426 0.209 0.070 0.410 0.880
SIZE 348 8.759 1.532 5.900 8.705 12.820
ROA 348 6.134 12.583 -34.930 4.885 55.880

¢ _aa

NANTTIAATIZHADALYIDYUIUY

6 1 [ a

a é U %} 6 =l 6 U 1 LY} d' = 4‘ a
NN HATITIAAUUTEANTaNFUN LSV N SFUs NI LU AT lun5AnY LieUseliu

ANFNNUSIU DI UTENINAILYT Lazasrvdoulymanuduiussznineinysdass lunisis 4

s
a

wuihfnlsdaszdmlnafanuduiusiuluszduidaunats Tnglifigiuuslafifiaduuszan
anduiudgaiundi 0.80 FadunasifienaneliAntym Multicollinearity
funoudalufideldimstinmzidogaduuaforlumss 5 WewTeuifieunuunnig
yesnudnuzszinnguifiuaylifinsdanisilsiwiasnunmsued uningons nanmmegey
feadd ttest wandliifuinussniiinsdanisilsfiurieselvunnvesnuenssunisusem (BSIZE)
LardndIuTDIANENITUNTIMANGY (BGEND) sindnudtnitldinisdanisilsegnefidodfymng
ddAiszU 0.10 uenani ViTMiidnsanisilsdadiSnsnaneuunuseduning (ROA) f1nda
UiEnildfinnsdnnisiilsednsfituddynisadffisedu 0.01 vaefinanisvaaau Chi-square Wuin
dndruvasusimiildussnasutaTuunalvg (Bigd) fanuduiusiunisdanisilsegefiduddy
nsadiffisziu 0.05 wanvinguuisniliinnsdansmlssinsliuinsnsnaeutyianuitnasy
Uny¥ Bigd gani pealsfimumanisiinseianaduiissmsiessieuuaniadedusening
aosngu TedndudemeaoufenmslinseinisannesladafndiiieUsiiudvEnavesnudnuaizues
AngnssuMsUTMAglFnsauaLiuUsBuT ey auiuandlumsn 6
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AN5197 4 HAN1SIATITENAUNUSYRLNESEY (Pearson Correlation)

AauUs REM BINDE BDUAL BSIZE BGEND AUDIT LEV SIZE ROA
REM 1.000
BINDE 0.065 1.000
BDUAL 0.017 -0.027 1.000
BSIZE -0.102* -0.339%%* 0.068 1.000
BGEND -0.099* 0.186*** -0.092* -0.033 1.000
AUDIT -0.126** 0.029 -0.041 0.002 -0.134%%* 1.000
LEV 0.023 -0.072 0.067 0.171%%* -0.097* 0.283%** 1.000
SIZE -0.029 -0.222%% 0.040 0.563%** -0.144%x 0.345%%* 0.422%%* 1.000
ROA -0.141% -0.002 -0.007 -0.033 -0.058 -0.048 -0.231%% 0.019 1.000

* xx ) seauilediAgy 0.10, 0.05 wag 0.01

VaNgWg: REM Ao Muusvunisdanisilsiuiadeinunsuedunsndans lnodmunen
Wity 1 deuidniitilsanmsneiunindansuarlifimsdoduvdeiinisteuluyaitdesndy
waziniu 0 dwsunsdlau 9|, BINDE f® é’mdauﬂﬁmms@asxGiaai’wmuﬂimmsﬂy’wm, BDUAL A
é’hLLUiﬁumiﬁﬁwTﬂmemu TagmuuAAIWINNAY 1 mNUsE5IUNTIINS (Chairman) wagdsesu
m‘mmmimi (CEO) Wuyaraifeniu wagwindu 0 dmunsdldu 9, BSIZE AD IIUIUNTIUNITVDS
U3titanun, BGEND e dndiunssunisinandedediuaunssunisvavian, AUDIT A daudsqu
gundinnuasutnd laefwuarviiiu 1 deusdnldsunsnsnaeulagdninauaeutyduue
v (Bigd) wazwiiiu 0 dmSunsdiou o, LEV fle savidlassadreonienisiiu fmusaminuilausiy
FOAUNSNYIIY, SIZE AD YUIAVBIVTEN TA1NA1a0NTSANSTINYIA (Natural Logarithm) v
AuUNSNETI, ROA A 8nTmManauULNURBEUNINE AwIaINilsansredunsndsiy

M19199 5 Nan1TIATIEvivaLaiilUsAgd (Univariate Test)

fuUs  nguiegrsdiiinsdansils ngudragailiifimsdannsils  ttest
dwau  Anade  dundesuu Swau Anadie  dandeauu
UINTFIY NINTFIY
BINDE 36 42.574 7.556 312 40.805 8.396 1.209
BSIZE 36 9.639 1.973 312 10.461 2.506 -1.902*%
BGEND 36 18.574 14.061 312 22.870 13.058 -1.854*
LEV 36 0.441 0.262 312 0.425 0.202 0.351
SIZE 36 0.441 0.262 312 0.425 0.202 0.351
ROA 36 0.911 13.947 312 6.737 12.298 -2.653%**
fuls  ngusiegsiiiinsdansils ngudageilifinnsdanisinls Chi®
WU 1@en liidan 1WA 1§en Taiden
BDUAL 36 7 29 312 54 258 0.102
AUDIT 36 17 19 312 209 103 5.538**

X xx %) seautadAgy 0.10, 0.05 wag 0.01
NNHaNTIATIEinsanassladaindiilenaaeuaunfigiunsite uandunssd 6 §iels

Lauawamﬁmiwﬁﬁ”’qLmuﬁﬂaawﬂauazme‘haaﬁﬂ%’ummmmmLﬂ?iaummgf]mwu Robust

Standard Errors WieuAtlymanunainindeutazdamanuulsusiuvesanunaiaindeulsins
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(Heteroskedasticity) uagiiloUszifiua1uimanzauveuuus1ans wuIHan15NA#ey Hosmer—
Lemeshow 19@1 p-value Winfiu 0.454 uansinuudnassianugennasidsanawazidniulamiu
Uoya LneilA1 Nagelkerke R-square 111U 0.234 @2iauIMUUTIaee@1U13003UENITLAANTT
Fan1stlsfiwiaselduszanadesay 23.4 luvariinisnageu Wald Test fiduddgynisadn (g =
38.910, p < 0.001) ?iué’fu’jwﬁaLLUsSassﬁy’wmWIULLUURTWaaas'amﬁ’udwasia@hLLUimmasmﬁﬁaﬁﬁcy
yaszfiuvuiassdimanugnaeslunisweinsalsi (Overall Prediction Correct) fatay 90.23 uasdl
Afiudlddulés ROC (AUC) Wity 0.7931 wansieglunasifdauanansalumssuwunyssinn
miresegsldogagniedluszduiia uenaini @1 Mean VIF fviiy 234 Savsdilanuilymn
Multicollinearity seninafudsdasy {idedudenlinansiiaseiainuuuiiass Robust Standard
Errors {Wundnlunsedusenan1side

A159 6 KaNTIASITINISanaeeLUUladaRng (Logistic Regression)

fiauus \A30anuNed Logistic Regression Logistic Regression Odds
AN (Robust S.E.) Ratio
I p-value I p-value (e ﬂ)
Intercept - -2.506 0.285 -2.506 0.136 0.082
BINDE - 0.041 0.129 0.041 0.100 1.042
BDUAL + 0.105 0.835 0.105 0.829 1.111
BSIZE - -0.203* 0.059 -0.203* 0.086 0.816
BGEND - -0.043%* 0.011 -0.043%** 0.006 0.958
AUDIT +/- -1.6617** 0.001 -1.6617** 0.002 0.190
LEV + 0.381 0.733 0.381 0.751 1.464
SIZE + 0.237 0.191 0.237 0.222 1.267
ROA - -0.0617** 0.001 -0.0617** 0.001 0.941
SECTOR Taid] v v
YEAR i 4 v

Number of Observations

Chi-square (LR Test)
Chi-square (Wald Test)

348
42.020%** 0.000
38.910%** 0.000

Nagelkerke R-square 0.234
Mean VIF 2.34
Hosmer-Lemeshow (p-value) 0.454

Overall Prediction Correct 90.23%
Sensitivity 8.33%

Specificity 99.68%

ROC (AUC) 0.7931

X xx o) seautedfy 0.10, 0.05 wag 0.01
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5§ a v

HANSANEITUAISIS 6 WUTT VUINVDIAULNTINAITUTEN (BSIZE) danuduiusidsaunu
Iamaﬁ,um'il,ﬂmﬂ’mmm’ﬁmliwLm%ﬂmumsmaaumw&Jmaiamquuamﬂﬁumaaaﬂigé’u 0. 10
(B = -0.203, p = 0.086) Faatfuayuauufgiuil 3 azviouinuivnifiae ﬂiimmisuum‘l‘w
qurmuﬂ’mmmsmiimLma]iqamaq TadiAn Odds Ratio WU 0.816 ManeAIINISHNE LI
n3suNStu 1 A axsililenmaiansdanisiilsanasssunaiovas 18.4 defuualitadedy
At wonanidndIuTesnnEnsIuMIMAMd (BGEND) fianuduiusidsaviulonalunisifianis
Fansinlsfiuviassegaiifoddynisadifisediu 0.01 (B = -0.043, p = 0.006) TeatiuayuauuAgIu
71 4 i1 Odds Ratio Wiy 0.958 uansinsiindadiunssumsmandiudosas 1 azanlond
WWanisdnn1silsasuszanudosas 4.2 Tunenseiuliu dndiuresnuyniTun1soase (BINDE) waz
N13A59R N IAIUTEN 19U EEIUNTTUNSUTENA VU TEs 1AM Aiu3nas (BDUAL) lainy
mnuduiudodeiifodAamneatn Ssliatuayuauuigiud 1 uavausfigiuil 2 mudiiy

dniudiudsniual wua Usniildsunisnsivaeulneuiomasutydvuialng Bigd
(AUDIT) flenainnsdnnisilsiiuiiadewnninesaifoddynieadafisesu 0.01 (B = -1.661, p =
0.002; Odd Ratio = 0.190) vauefidnsnanauunuieduning (ROA) daruduiusidsavetned
ﬁaﬁwﬁmmaaﬁaﬁisﬁu 0.01 (B = -0.061, p = 0.001; Odds Ratio = 0.941) dusnsduniause
Aunng (LEV) wazvuinu3um (SIZE) TdnuanuduiudedeiidudAgnisaia

faiiudifuuuaziinuudugngs uiilefansandiaiula (Sensitivity) iSosay 833 oy
A1A21ULANIZL1E29 (Specificity) fi¥esas 99.68 uansliiiuityadoyaiidnvusliauna
(Imbalanced Data) 91nvan15alkAing1n (Rare Events) anguinognsiiiinisdanisilsidndauiiies
Yovar 10.34 3T elsinnsmaasunIuLnss (Robustness Test) LisiAnfsuuusiananis
Insgvinsannesladafnddmiumenisaliingin (Rare Events Logistic Regression: Relogit) (King
& Zeng, 2001) Fsazlfasunslumidenanismaaeuninunnswesuusiasssely

NANISNAFAUAIIULNTIVDILUUTI884 (Robustness Test)

[V

HaMTIATIEiNMIanaegladafnddmiumgn1saliinen wanwmIunge 7 qedl
M1319 7 NaMIATIBYINIsaRneswuuladaRndd msumnn1salinen (Relogit)

Ay Ssmnefiaand Relogit Odds Ratio

I p-value (eﬂ)
Intercept - -2.208 0.170 0.110
BINDE - 0.038 0.109 1.039
BDUAL + 0.160 0.730 1.174
BSIZE - -0.182 0.107 0.834
BGEND - -0.039** 0.008 0.962
AUDIT +/- -1.527** 0.002 0.217
LEV + 0.334 0.771 1.397
SIZE + 0.216 0.244 1.241
ROA - -0.056*** 0.001 0.946
Number of Observations 348

*** ) szautlediAgy 0.01
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HANITIATIZRAINAITN 7 WU FLUTERAIUVDIAMENTINAINANYS (BGEND) naanau
FUsAUANDES AUDIT way ROA Sunsuansiianisvesnnuduiusuagsedulioddnmisadn
3%AU 0.01 @0AAABIATINUAULUUI1a091aN BUSUTIAIINLATY (Robustness) U99HaaNS0E198
Toddey ogalsfniu dususiulsrunvennEnIsunsUIE (BSIZE) nuindlevhnisusundniig
LOULBE9INIUIAF 88 19MAN1 50l (Rare-event bias) Wé uiinArdulssansdansdifianiadaay
WuiefuLuusIaeman wissRueddynsadnanandniies (p = 0.107) egnslsAniunisfian
duuszavsuaziiannesnuduiusiinaonndastuuuusiaomdn wandlifiuiinanisdnwd
mnuungslunmsn uasdeagundnueanidelailfiuasunyasesaiituddry

aAUs18NaN1SIVY
HANTSANYIATILYILDTUIUNUIN AMANBULVBIAULNITIUNITUTENABNSTANISA LT
WIS UNISVIEAUNTNE DT MeldantunisalvesnIsengszunvelain-19 fuduyiwiaii

a [y

Uselunguanannssuuinisseandnyiuanuliiiueuiazusainasulunsaiidunuy #an1sdnw

o

[ ]

NUIVUIATOIAULNTTUATUSTNUAZENEIUVDIAZNTIUNTINARG S AUENRUSITsauiulanIa
TumsiAnnsdnnisilsiuind vasiidadiutesnniznssunTdaseLagnTAsaiLmisauTEning
Usgsunssunmsuisniuusesrudmifivimslidnuanuduiusegiefidoddy nan1sfne
fananagiiouinssAvsavaamasifuguatansldlétusgfulassaimosnmznssunisfiesesng
Fen uituagfuamnuannsnvesanznssumslunsufianifisisuguanielfanmandeud
anuliluiueugs JsaonadosiunuiAnemauifiumy
FainanisAnuldnuanuduiussenindndiutesnmenssunsdassuazn1mssiums
musEnieUszsunssunsuTEniudsesudmihivimstulenalunsdanisiilsiuiads Jala
atfuayuanNAzIud 1 wazanufgiud 2 uiimguifunuareduigiinssunisdaszuagnisuen
UNUMTEHINUTEsIUNTINNTUTInAvUsEs i uimsagdaantymanudandanig
wauszlovtinaziinuszansawlumsiifugua udluraesnsunsszuinveslain-19 Fagsiades
WA AUt AR IUNITANTNULAZRTINARUATUAN WA 8998 197U Wnuneddgyuedie
Uimsenadsuainmsifiunailslugnisinwianuegsenvesesdns dwwalinisdndulaifieadu
mMseduningansgnuesinfunsindulaidanagvdifieuszdulszaosgsiannnniinisuaism
Usgloyidiunuvasieuins Yseneududeusmsdindianulalseuimudeyamiionnznssunis
Tnslamglutrsfianimndenniagsiaudsunasednasai 3seravilvnalanisii dugua

a Aa =

Fananldanunsadudinnssansiilsiuiasldogneiiussanznm nanisAnuniissaenndesiu Hsu
and Yang (2022) uag Ricapito (2024) filiinwuanuduiusosiafidodfyszvinsmadnunezdnan
funsamsiilsiiuriasdutisnisundssuinveslain-19

AMSUTUINVDIANLNTTUAITUSEN Nan1sAnwInUINdAMNduiusdsaunulanialunisiie
msdamsilsfiuiadslunvudiaeman featuayuanufgiudl 3 uiinmageuaLLnTIfe
WUUS1a09 Rare Events Logistic Regression 3gsinliseautadfanaanioys LANANIUD
AuduRuSS ARy axvieudnruinvesanznssunssnsiuunldudisanlonialunisdanisilsd

Wiasald lnanan1sfinyatvayuiuifnvemgudAununesuiednnuenssunMsnivuamunsay
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ansafindseansnmlunmsienauazasasunmssiunuveshsuImskiunsuanidsuniny
Anuiu AuvannvansveseuiuasUszaunisalldediediusraninmanniy Inseniznsdndula
Aeafunisvsdunindons daduginssuiienadwmadedneanlunsduiunuluszeyenn 39
TdudesihunsfinnsaedissunsuanaunssunMsvaleiie dedunusinandidenndesiuna
myeTgiteyafuUsfsinuiTImiliinsdansilsiswiunssunsiedsgeniinguiiiing
Fan1sials Fananisdnwiildaenndesiu Hsu and Yang (2022) way Ricapito (2024) finuin
AnuznIsINMsTLIRlngTIannsdanistlsiuiass

HANTANBISINUAILAEINEAFIUVDIABIENTIUNTINARY S ANNFURUSITsauiuTanaly
mMaian1sinnisiilsiiuiaseesliteddy wardmdinadonndeaiulunismaaauninuwnse 34
atfuayuauNAgIui 4 Jsaansaesuneldneldnguifunuin mnuainuaisvesesduszney
AtiznIIINITIELNUsEAnEAmlunsiAuguataznmsIvaeudieuImg Tasauideiun
wuiiAnnssunsavgivnlililianuddyiuanuseuasy anulusdla uasnauseloyives
fdulddudennniu dwmaliAnnisdefniuuaznimsaaeumsdndulavesisuimsogneseu
sy Tnslanzmsdndulafifestosiunsneaunindnnstenagnliiduaieaiolunisianismls
uenINi wamsliemeiteyadulnfeadmuinisnilidnsdanishlddeduanenssuname
nisganiuiTmiisinisdnnnsinls dslliamnsaenndostunanisiinmeiauuvudiasandn uas
A9nAZDIAUNANIIANYIYDY Irawan and Lasdi (2023) ILAUDIIAINUNAINVATENILNAVDS
ANENTIINTAEIBENTEAUANNINNIAAUgUaLazanngAnsTuNsInn sl susiaTe

dwduiudsmuny nansAnwinuiuisnildiunmaaaeuln Uinasutyduuelng
(BIGA) uazu3Emiiiisnsnaneuunuseduning (ROA) geazilenainnisdanisilsfiuviadssinndi
ogsfifudndny Jsazvioulifiuinnalnnsifuguasinaeuenuazransdiiunuvesianisdiud
drudrganusgelavesiheuimslunsdanismls Tne USsnaeutaydvuavafinnudeinguay
1ATIUNMIATIREUTiLM vz ividmifinanisdndunuiiaudndulesniiiesldng
famsilsfiuraiaiiesnusedunariils SsmanisAnwiedsiidaenndomanisinumaes Shah et al.
(2019) uag Musa et al. (2023)

Tnsagy wan1sdnwadeddliduinnielfaniunisainginisunissuinvediain-19
ﬂﬁzﬁw%mamaqmiﬁﬁugLLaﬁamﬂﬂﬁﬁuaQﬁumaﬁimm%nmmzﬂﬁmﬂ']'smwé’ﬂﬂ'ﬁﬁ']ﬁ’ual,t,a
LEBEN9LAEN LLGiG’?Tuagjﬁ’ummmmmsuammsﬂismm{lumiﬂﬁﬁawﬁwﬁﬁﬂﬁuauauagmaﬁ]aaumi
dndulavesinsuinisedisiiuszaniain lnslannzangnssun1sidvuiamun zauuaziniy
warnnatenna d99zirsanlenialunisinnisiilsiiusieTesiunisvisduningniasld
Yufoatu auamnsnsieaeutyuazaanisdiiunuvesiamsdadunalndifyiitiean
wssglalunmsdanisiils wanisAnwiadsilfmsatuayunguifuniluniune osingilaia-19
uazvenendngudsrindiieafuunuinuesnuenssunmsuisnaensinnisilsiuiasasinuns
yedunindonsedadulssiuiifingdnunlusdida
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dalauaug

FaauauuzTunisun lUufun

nanisanwiadal wandldifiuinusonansldaiuddyiunisinunesdusznauaes
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e lesanidunalnnisiduguaitasanlenmalunsdnnisilsfiuiessiumsueauningans
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Jaruauuzdmun1sIdeTuauian
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Abstract

This research aimed to 1) study the different demographic factors that influence the
decision-making of Generation Y and Generation Z consumers in choosing Pilates services in
Pathum Thani Province, 2) study the factors influencing the decision-making of Generation Y
and Generation Z consumers in choosing Pilates services in Pathum Thani Province, and 3)
study the relationship between the decision to choose Pilates services in Pathum Thani
Province. Data was collected using an online questionnaire from a group of 400 consumers
aged 20 years and older who had previously practiced Pilates in Pathum Thani Province. The
data collection instrument was a questionnaire that had undergone content validity testing,
with a value of 0.7. The statistical methods used for data analysis included validity coefficient,
percentage, mean, standard deviation, t-test, F-test, and multiple regression analysis at a
significance level of .05.

The results of the data analysis showed that 1) demographic characteristics, including
age, marital status, education level, and monthly income, 1) Differences in gender and
occupation did not significantly affect the decision-making of Generation Y and Generation Z
consumers in choosing Pilates services in Pathum Thani at the .05 statistical significance level.
2) Healthcare factors significantly affected the decision-making of Generation Y and Generation
Z consumers in choosing Pilates services in Pathum Thani. The factors with significant influence
were exercise, nutrition, and health check-ups. The factor with no influence was rest. Since
the hypothesis was greater than.05, it was rejected., and 3) Service quality factors significantly
affected the decision-making of Generation Y and Generation Z consumers in choosing Pilates
services in Pathum Thani. The factors with significant influence were the tangibility of the
service and customer care. The factors with no influence were reliability, responsiveness to

customer needs, and providing customer assurance. The hypothesis was rejected.
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Abstract

This research aimed to 1) examine the operational procedures of employees in the
Export Packaging Department, and 2) identify approaches to reducing overtime work in the
Export Packaging Department of an automotive parts manufacturing factory in Saraburi
Province. This study employed a case study approach. Data were collected through direct
observation of operational activities within the Export Packaging Department. The research
instruments included the Material and Information Flow Chart (MIFC) for analyzing workflow
and information flow, the SAN TEN SET system for workload analysis by comparing Cycle Time
with Takt Time, and the 5W1H technique for identifying root causes and developing process
improvement measures.

The findings revealed that employees worked under a standard schedule of eight hours
per day but spent approximately 4 hours and 20 minutes per day on non-value-added
activities. Most of these activities resulted from unnecessary movement between workstations,
representing Motion Waste and becoming the primary cause of overtime work. The 5W1H
analysis identified two major causes: (1) an inappropriate workplace layout that did not
correspond to the operational workflow, and (2) an insufficient number of employees to
support export packaging operations according to customer demand. To address these issues,
the workplace layout was redesigned to align with the operational sequence, while available
subcontractors were assigned to assist with carton preparation, thereby reducing non-core
tasks performed by permanent employees.

Following the improvement, unnecessary movement between workstations was
completely eliminated. As a result, overtime labor costs during regular working days and
holidays were reduced by an average of 428 baht per week (20,544 baht annually). In addition,
the company avoided approximately 284,000 baht per year in additional labor costs. These
findings demonstrate that the integration of Lean Manufacturing tools with the 5W1H
technique effectively improved operational efficiency, eliminated waste, and reduced labor

costs in the Export Packaging Department.

Keywords: Operational Efficiency Improvement, Export Packaging, Automotive Parts
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NSULUIAALUNISIA8 (Conceptual Framework)
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CT =208 SEC/1PCS.

b | ATT =176 SEC /1 PCS

T.T =131 SEC/1 PCS.

MAN 1 erocunilissamangu

AN 2 UHuni Yamazumi chart
N« {37

ledisnMsiaszitoyanuuEunil Yamazumi Chart fakandlun1ni 2 Fausenaume

1
Y v o w

3 TnddnluntsussfiuUssavsnwnssuaunsvinay el

1. Takt Time nuneds szeziranfildlunsnandudiseninglidenndasiunudoinis
10390 Tnguandluglveamulsiaisedun 1 1 dlddunanilunisimusdonsieanuily
mav‘hmuiﬁmmsmauauawiaﬁﬁél’qe?}laﬂumqﬂﬁﬂlﬁaammmzam Tneasnseuam fadl
Takt time = Laivinuseuy

FUIUAFITBAD I

(%
Y

2. Cycle Time vanefs szoznanaieiildlunisussaduddomioe fuddumeuiFudu
wfsdunouanrhevesnszuiunsussaud Tnsuandluglvomsnaiedud 1 Ju Ssaunsn
Awadleann
Cycle time = svozailumsunaduidusfunouusnaufisiunouandie
3. Waiting time 318914 5¥84381bUN1550ABYTENINNTEUIUNITUTIFAUA UL
iy Faduiianaibireliifegualunszuiunsieu Taganmsadunildan
Waiting time = Takt time - Cycle time
4. Activity time e szaznafililunsufoRnuussauidentae Taeduanain
nahuadTfuaIMTiusIne warinnsunauduiungmsinudety fe@mnsn
Funalld fail
Activity time = (138171191 UNG + A15VI9IUANIAT) X TIUIUNZAITVINY
Fdsdanetu

Rom Yoong Thong Journal ISSN 2985-0193 (Online) Vol.4 No.2 (May - August 2026)



215815938983 ISSN 2985-0193 (Online) Uil 4 atuil 2 (Wuniau - RanaAu 2569) / 102

2. NMFAATIENAYATINUNINTFIUNEN (Standardized work combination table)
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3. NFAATINAWUNUNNNTINUIATFIU (Standard work chart)
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Abstract

The Thai food delivery market has reached maturity, with market value contracting by
1.0 percent in 2024. Retaining existing customers has therefore become more important than
acquiring new ones. Meanwhile, no study has yet examined loyalty among educational
personnel, a group with limited time and stable regular income in medium-sized cities. This
research aimed 1) to investigate the level of service marketing mix (7Ps) factors and the level
of customer loyalty toward food delivery services among educational personnel in Mueang
District, Chumphon Province, and 2) to analyze the influence of service marketing mix (7Ps)
factors on customer loyalty toward food delivery services in the same population. This
quantitative research collected data through an online questionnaire from 400 educational
personnel under the Chumphon Primary Educational Service Area Office 1 who had used food
delivery services at least once within the past three months. A two-stage non-probability
sampling procedure was employed, comprising convenience sampling through the distribution
of the questionnaire via internal organizational communication channels, and purposive
sampling based on predetermined selection criteria. Data were analyzed using descriptive
statistics and multiple regression analysis with the Enter method at the .05 significance level.

The findings revealed that: 1) the service marketing mix (7Ps) factors and customer
loyalty were at a high level overall, and 2) the seven service marketing mix factors jointly
explained 71.1 percent of the variance in customer loyalty (Adjusted R? = .711, F = 141.380,
p < .001). Factors exerting a statistically significant positive influence at the .05 level, ranked
from highest to lowest, were process (Beta = .305), physical evidence (Beta = .238), people
(Beta = .149), and place (Beta = .103), whereas price, product, and promotion showed no
statistically significant influence. These findings indicate that service delivery factors are more
important in building customer loyalty than traditional marketing factors. Practitioners should

therefore prioritize the design of the service delivery experience.

Keywords: Service marketing mix, Customer loyalty, Food delivery, Educational personnel
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AN SAYR ANNAALY LATAIUVAINYAIEVBITTUD M THALIIY

5901 (Price) vaneds Sruauiudiglivinisdesinodmsumsdiemsriiuuinsiianane’
ATEUARNTIANDIMNT Adnds TaufemnuduanilaFeudiouiugunmitladu

Yaan19n5iaswiing (Place) anefs arwazainlunindndsuinisiianained ivludu
fuiliuintg AnunseuRguuesiufidnds wazaumanasvestsndlunisAnsada g

nsdaLESuN1sAana (Promotion) munefs Aanssumisnisnarafifliuinisilanaiaes
vhanlfiflonsedunislduing enit dauan TsTudu mslivesuon wagmsUssanduiusinuteama
$IN99)

yAans (People) mnefs fifidmieteslunmslruinsilanaines laud winnuiags
(Rider) wagtdmihiliiuinisgnd aseuaguisaugam anduiloondn wazaanmmsliuinig

N3EUAUNT (Process) ey drduAanssylunmsliuinisanaieidusnisdaeins
wfamsiuemns aseuaguAEazmInluNIdste AnuTnEalunsiads Anugniosuesidsie
LAZTIENTOMNT kAENITARAINADIUENTINES

dnwaznenenw (Physical Evidence) sinefis Asilanunsasuslduasasiiouianmnin
NSUSNSHAMELIDT 9171 UTTAAIDIMNT NMINEANEBIMNTUALIIY AINALRIATDIRUNTAIINEY LA
ANNYTUNINIUY
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v A v = Ly 1 QIJ Y a d'

AUANAYRIgNAT (Customer Loyalty) visngfis Anugniulayausaiuresldusnis
aeldusnsfiandie3nngiiusnisinegiwieilies saudsmnusadlafiaglduinisdiuaranuiulad
wluzdIuINTIviNeu

#ALAALI83 (Food Delivery) mingfia Usn1sdsuazdnde1mnstan laggldusnisanunsads
9IMINIUYRINING 9 LA woundatuilawiiies (Wi Grab Food, LINE MAN) nstnséniidsiu
P = Y] A o ¢ | P YR Y]
U IMSlaense Msen1saaNIudeFIANpaulat (19U LINE, Facebook) kalinisindsanunsbuda
anunRlduINIsAmMUA

YABINTNAITANYT MU18De AF 919158 wazymansatuayunuiRauluaniufine
daindrdnauaiiunnis@nwidszoudnuiguns wa 1 luiiundnnaiiies Jamiaguns N3
UszaunsalldusnmsiiawmaiieTedales 1 aslugae 3 Woudikiuan

N1SNUNIUITIUNTITY

MsfnIdILUTEANTNINIMANAUIANS (7Ps) AidiBvswasioanuinAvesildusnsilanaiie’
Tunguynainsmanisne suneifles Smingums orfegrungquiuazsmAdeiifeades 2 daundn
oA wnAnduUsTaImIINIImaIAUINg uazkuAnAuAnFvesgndn ead1snsouuAnuas
AUURFIUNNTIY

UUIAREIUUTTHUNINITARIAUINNS (TPs)

Booms wag Bitner (1981) UNiausnsouLUIAAAIUUTEAUNIINITAAIAUIAIT (Service
Marketing Mix) 158 7Ps 1ngu81891nn50ULLaAn 4Ps nafinuas McCarthy (1960) sUssnaudig
ARSI (Product) 1A (Price) H8an19n139A3 Ny (Place) kagn1sdaasun1snaia (Promotion)
uazliindn 3 ssduszneufiddrydmiussiauinng 1dun yaains (People) nszuaums (Process)
LardnwMEN19N1eA1IN (Physical Evidence) ﬂ’WiLﬁmaﬂﬁﬂizﬂaUﬁg\‘]ﬂ’mﬁLMG!NaiEN%J‘Uﬁ]’]ﬂ
é’ﬂwmvLawwvmaaﬁiﬁw%mﬁﬁmﬂ@hﬂmﬂauﬁw Taun auludaanu (Intangibility) ATULANFII
(Heterogeneity) N1SHARLAEY ‘Uﬂmwmmu (Inseparability) bag n151doudany (Perishability)
(Zeithaml et al,, 1985) yaansfienuddnilesananninuinistuegfurnusuasnginssuesy
Tuinslagass nssvrumsimnuddgiosngnAndandmwsulunssuiunswdnuing was
dnwarnsmenmiinnudidyidesnntisaieanudeiuuaranauliwiuouiiAnanainulid
FINUVBIUINNT (Zeithaml et al., 2018)

WuIARAMUANAYRIRNAN

ANUANAYDIQNAT (Customer Loyalty) Jutldedfyfidmanennudduasainudisa
035370 Tnslannzlunaiaifinsudstugauasdfliuinismatsste Oliver (1999) Tiieudn A
fnf vaneds anussiuegnedntafiestiodviogavyundefusiviouinsivoimsedsasiauely
ounAn dwaliiAnnstonusudifutudiaeidninannaniunmsaiiagannaumersumianisaaiai
o1ovhliAnngAnssunsiasuutas Oliver (1999) Suausiiiuiind amnufnfvesgndniinisiiam
Huddutunou Usenouse 4 sves 19 enusnfidanissus (Cognitive Loyalty) fignéniusinuy
suddiAnimadendu anudndiBensunl (Affective Loyalty) flandinauddndurounasyniu
AMUANALTILAAUT (Conative Loyalty) ﬁQﬂﬁﬂéj\‘i&Lf\]ﬁ]ﬂ%U%migﬁ WazAUANALTINITNTEYIN (Action
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Loyalty) maﬂﬂﬂ%imimamw suztiele uenand Dick uaw Basu (1994) @uenIaULLIARAINL

v aa

ﬂﬂﬂVlUSilJ’]ﬂ’]ﬁllG]L“NV]ﬂuﬂﬁ]LLau‘Wi]G]ﬂﬁiﬁJLsU’]ﬂ’JEJﬂu IG]EJ’E)ﬁ'U'WEJ’Nﬂ’J’]QJﬂﬂﬂVlLLVlQi\‘lLﬂWUULiJE]NUSIﬂﬂ

VIQVIF]UF’W]LSNU’JﬂﬁQLLﬁuWﬂ@ﬂiiMﬂ’]i‘U@‘(j’]UaﬁﬂN

)}

Wanilun1side

n53eassdidun1538e13Usun (Quantitative Research) Tusukuunsifeidsdsae
(Survey Research) Wiio3iAs1sanEnavesdiulszaunisnisnainudnis 7 s fdinennnudnives
fldvinmsiiawaneslunduynainsmienisfinm sinewdos Swdaguns Taofseasdondl

Useunsuasnguaagng

Usgnslumside Ao yaansmensanuujoRauluaaudnu Aafinddnenuaniiui
msfnwUszaufnugams wa 1 lufiufisineidos Smiaguns Aiussaunsalldvinsilandioe’
oehation 1 asilutng 3 Woudiduan dslimsudunuiiuiuou $ifedsmusrunnguieilag
14¥gnsu0s Cochran (1977) dm3unsdiszwnslinsiusuiu fszfuaiuidesuiesas 95 uaz
Amnuanaadeufiveufuldliiudosas 5 dunaldvunnguiienadusi 380 au fAfeTafu
susandeyadiuiu 400 ya Feaonndosduinusives Tabachnick & Fidell (2013) Aif1vundn
N > 50 + 8m o m Aeduiusuusdass (N > 106) dwsunsiszinisanaeenmga

N13guA79819

ARdeldnsguiieganuuliondeaiuiiiazilu (Non-probability Sampling) Taesiniiuns
Hu 2 Fupou 1Hud

1. ﬂﬂiduLLuuaﬁﬁaﬂjﬂmﬂzﬂaﬂ (Convenience Sampting)I@mﬁmwmwﬁauﬂamu
wuaeunueaulaifimeunslugemisnisioasnelumieny Fnsignidentfidesainnga
UsgmnaidmneufoRaunszasegauaniuAnyinanswiduiuil Jedaelfidfanduiiegidld
ogevhialazUszndanm

2. N13dUkUVLAIZIT (Purposive Sampling) lagmvuanaaiAniianngudieeie 3 Usenis
loun 1) Wuyaainsmamsanuiludsiadriinauaiuiinsfnuusson@nuigung we 1 Tuiiud
Sunauilos Smingums 2) Tsvaumsalldvinisiiawdneiodadon 1 adiluts 3 Weufiiuan
uaz 3) adnslansunwuuasuaiy 'Jﬁﬂﬁumﬂmmﬂaumammwivaumsmmqnwmﬂgm'mm
Anw ammﬁmmmmaaumﬂwmauwlmﬂivaumm waziiuANUR AL ilonvestoya

Fail mssmuanasiuszaunsalivinmanteluga 3 oy Jugnaunasenineminy
AsBUARNUBINANIIRE LAY AILuEesTaya Hesmninasifidundndasdaglduinisldves
ponly shliseauanudnditaldgainitennuduais sasfinasifiennidasaneuudugluns
seanUszauni1salvesyneu (Sudman & Bradbum, 1973; Clarke et al., 2008) i ﬂfjuﬁaasmﬁiéf
Sovay 67.3 lHUinshausiduaiay 1 adiiuly warfenar 41.0 Muinssus 3 aditadunsituly
JeaflmudnuazveanisdugnAtUszdnvesgsiafinniiaes
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inzaailafllunnsise

wwasilefild Ao wuvasuauesuladfififeRannduainnmunuuafnuasnuided
Reades wounsiugianesu (Google Forms) Usgnaushodanudansda wiadu 4 g léun
dudl 1 Aorwdansespou S1uau 1 1o Wledmanediiuszaumsallduinisluts 3 Woudkiuan
dudl 2 doyauszrnsmansuazwgingsunisliuinig $1uau 9 9o loun ma o1y sedumsAnw
9130 szeznansUfTRNL Teldindedeiou deameilduinindundn anudlunislduinng
wazAlddreindesenta daufl 3 duvszaumenismanauinig 7 §1u S1uu 28 4o (Frues 4 o)
WALIINUWIAAYDY Booms & Bitner (1981) saufiunuifnasuluusiazaiu laun Kotler & Keller
(2016) mSUAUNEASILALNTELETUNITAAN Zeithaml (1988) d115UA1Us1AT Lovelock &
Wirtz (2016) #1915UA1U%09119113399MUNE NTEUIUNIT UagUAAINT wae Bitner (1992) dsy
FudnuamINenm uazdinil 4 anudnivesdlduinng s 5 4o faunanuuiAnmuing
4 288904 Oliver (1999) ATOUARUAIUANALTINITTUF ANANFAT 1 THa] ANUANALTLARUY
AMUANALTINITNTZIN kaTNERANITUNITUBNSID

Foraniludid 3 uazdrud ¢ Mumsidmuszanue 5 sefumuuuAaues Likert (1932)
Tnefsuanasinisulanariadsnnnisduiueuniwesdunsniadu fil aads 4.21-5.00
wneie seduLInTign 3.41-4.20 sERUNIN 2.61-3.40 SedUUIUNANY 1.81-2.60 SEduUTion waz
1.00-1.80 szdutiosiian

N13ATITFBUAININYBLATB D

fAfomsadeunmnusaTaiioly 2 F1u fio 1) Anunsadailom (Content Validity) T
WENTIAMAl 3 v NA1TUIANNABAARBITENINNTBAINAUTRUTEaANITITY fneRvilniy
donmda (Index of Item-Objective Congruence: 10C) Wuin afanuis 33 4 ik 10C 9EENIN
0.67-1.00 Hnun@ (> 0.50) nde uaz 2) Amnudiesiu (Reliability) Tnsthuuvasualunaasdd
funguiiidnvaugadroadsfungudaogisdiuiu 30 au lnsdiasiziaduuseansuoanives
ATEUUIAAILNATIUEY Nunnally & Bernstein (1994) 7ildsinndn 0.70 wu3n Aanuidesiusiadu
0g38MI9 . 722-929 uagArAIdoiusaiatuiniy 873 Sagendnmeiyndn uansin
wuaeuaudmuidesiufivaedmiumaiiunusudeyasis

nsnUITIUTIdaYa

FAfedndunsidununadeyassuvuasunmesulat iesannnguiiegisu oy
nszawegimantuAnumatswidluiug nislidesmaseulaifeeliindeineulfogawiduay
Usemdanan nsaenndesiudnuasramnauiogaiiduasiunsldnuumanrlesuseulatogudy
nUsraunsailduinisiaindiies lagdndunisiiugiianesy (Google Forms) lugianau
UNFIAY B9 NUAIUS WA, 2569 wazUszanunuiugusmsanuAnuikazgussaiuauvesdiney
nfiufin1sfnwUszounuigans wa 1 iomsunsuvasuniusutemnenisieaisniely
g loun naulad ndumedn wagBudvesanufnw laedidelasunisneaukuuasuniuee
sorflesaulduuvanuanuitauysainsy 400 9a el szuuguiaresufuunlidnoudesiudiony
dansosludiudl 1 deu uazdesnsuasunntenouds Fslufidgmdeyaviamevienuuasuniud
lalawysol uazthuuudauauia 400 gauldlumslinresidona
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ANSAASIEATaUA

Y

AIdeliasgideyamelusunsudnsaguneadn wiadu 2 @ diuuwsn fe adfidonssnun
Usgneuse mnud Sevay Aledy wagdrudonuuinnss eesuisdnvrueanduiioiauay
syiumsfuiesuusfidny diuiaes Ae adfdsouunu ldnsiesginsanneemvam (Multiple
Regression Analysis) WUU Enter Method Lﬁamaauaumagm fmuaseR U@ ENEan 05

Tunstinsresinsannasnne §ifemsaaeutennandewiu 6 Usenis wui iulusia
fomnas 4 Usznis liun mnuduiusidadu Fafia1smnainununmn1snsz1e9eningd1niL
AIALARDUINATHIURUAMEINTARNATEIL WU AuARIALARBuNsTNEsoUIdUAUElagliUTIng
sUuuulAs mrududaszvesaiuaaiaiadeu (Durbin-Watson = 1.917) 113U51A91nAI32
Ld@unsany (Tolerance = .216-.348, VIF = 2.872-4.630) LLazmiﬂimmﬂmﬁmﬂﬂaﬁﬁ%m‘ﬁwagﬂ
(Cook's Distance gugn = .458 Faninnadt 1 mudaiausves Cook & Weisberg, 1982)

drutonnasiilaidulupuinaeid 2 senis 1oud anmdudnfvesnisuanuasniiy
AaIALAABY (Shapiro-Wilk: W = .925, p < .001, A3131ut = 320, Av1ulae = 3.487) wazAli
LUsUTIUASTYRIANNARTALARDY B9NARBUFILAT Breusch-Pagan TngilAs1ein1snanesved
M EDIURIANUAAALARDURUR LT aTE T 7 i wudtedAyn19ada (R? = 186, F(7, 392) =
12.780, p < .001) LaRIIANLLUSUTINTBIRLAA AR Al AT

fAdeRasant nmssdedennasiiaesUssnsfangainuanssnumau (Ceiling Effect)
vAsin LesaInnsuanuasvesiuUInaiimguiousindy 5.00 dududigianvesnnsin
Tneiifneuuvvasuaiudiuiu 131 au Andudesas 32.8 Aflazuuunnudnfimiifu 5.00 uay
nsuanuaafinuiifuay (Skewness = -956) wansindoyanszqniifivatsgevosuingin
ADAREDITULNLAMNTINTZABTIUTINgUOULAGINULaNaIA LA NE oI RNTY vilFaay
usUsIvRIANAAaIAdeuARAdluT A NEINTalge

a 1

7198 N15azlindannadndnaluyin lANduUsEaNSN1I50ANBELARAILLEULDEY LAAINARDAN
YA o ¢ a “i’jl

mwmmmmﬁaummgmuazmimﬁauﬁaﬁﬁ@ N’J*\]EJ‘N‘B“’WEN’]TJNﬁW]%JV]Ui’]ﬂ{‘] asIey

Y

GRRREIRS
nsamuaedfylilumdededninvesnisivy

NAN133Y

! o v o v

dauil 1 Jayanaluvesgnaunuuaauniy

nauAIBg 1981w 400 A drulvgduwamds S1uu 243 au @Eadudosas 60.8) uay L
e §1uu 157 au @adudovas 39.3) fongszwing 31-40 U undian Andudesas 42.5 59983
Aoany 21-30 U Anwlufesas 31.3 seaumsfnudiulvgeglusedumnintsygins Anduiosas
31.8 sosaunfeszauUSyans Andudesaz 25.5 Usznauen@ndiswnisuiniian andudovay
69.0 WazNiNIIUIIVNIT/YABINTNINISANYT Andudesas 31.0 Iszuziiain1sufuiRnuuinnin
10 Y unnfian Aniudosas 35.5 uazliseldndenasion 9,000-18,999 v wniign Anlusesay
36.0

dmTungAnssunslEuIMsfiawalaes grauwuvasuaudulvgflduinisiiu Grab Food
o, v a & v & Y Y a & v = = v
Wundn Anduiosay 62.3 s09a901A0 ddlaunsanuituenmis Anduiesay 18.5 Aadnudlunisly
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U3ms 1-2 adsdedUaiannitan Anidudosay 26.3 sesasnie 5 alwedusvituly Andudosas
24.3 uagiifuiuduiidiedends 101-200 v wnlan Andufesas 333 sesasufie 201-300
v AnluSesay 24.5

FowSsuiisungnssunisldaneveanguineseiunwsanvesszma nuin nguiioeis
$1u1u 214 Au Aadudesar 535 dalddiedensagendn 200 v uazsiuau 116 eu Anidudosas
29.0 fiAldd1egandn 300 U Vrdigudidonansine (2567) i AldTsedsdensivos
fléusnsilananeslussiuussimaegiszana 185 i Tusuanuinuin nguiegissuu
269 au AnLdudesay 67.3 1¥uInshaudduaiay 1 adeduly uazdruiu 164 au Andu
$ovay 41.0 THu3masaud 3 adsteduanituly snsfinmoesssmalud 2567 Suultliina
nsdsanasienar 3.7 uazfliuinsiesas 48 svyirllulifudsevnsidosas (gudisendnsine,
2567) Feyafanaiagyiouin yaansmemsanwlusuneiiies Smingums iWunguglduinsns
fannuduazszdunislidglidinindnadsvosfuilnaluniwsuresdssna ufavegluiiud
dloswwinnansinn

AUl 2 sTAUANUAATIUADEINUTLAUNIINITAAIAUSNIS (TPs)
mamﬁLm’wﬁszé’ummﬁmLﬁmaaﬁmauLLUUaaumuGia?i’mﬂizaumqmimmmﬁmi (7Ps)
719 7 91U WEAAIAIAITI 2

M1319 2 Adkard U T8 RULLIATFIUYREINUTEAUNIINTNAIAUTNIT (7Ps) NMINTINTIEA

fu X S.D. wlama 10U
1. AuUKAR N 4.10 0.94 11N 3
2. ANUTIA 4.00 0.95 110 7
3. AUFBINNATINTNUNY 4.08 0.94 110 5
4. AUNITENLESNAIINATN 4.03 0.98 110 6
5. ATUUARAINT 4.13 0.95 gl 1
6. FAIUNTTUIUATS 4.11 0.90 110 2
7. PUSNBELIINEATN 4.10 0.91 110 il

374 4.08 0.83 N

NA919 2 WUl dreukuudeuauiinuAniusedIuUsEaun19an1InaInu3nIg (7Ps)
lnesiuegluszauuin (X = 4.08, SD. = 0.83) LilBNIITUITIYAIU WUTT AMUYARINTHALAGYEIEA

(X = 4.13, S.D. = 0.95) 5998931A8 AIUNTTUIUNS (X = 4.11, S.D. = 0.90) Aunanse (X = 4.10,
S.D. = 0.94) AuANYaLNIINIEAIN (X = 4.10, S.D. = 0.91) AIUYBINIINITIATIMUNE (X = 4.08,
S.D. = 0.94) pun1sdwasunIseann (X = 4.03, S.D. = 0.98) LLazﬁmi'}mﬁﬁhLa?{aﬁwqm (X = 4.00,

S.D. = 0.95) MUARU
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1 =] (4 a < 1 v A Y a

daul 3 seAuAUAnLIUdaAUANAvaEldUINS

NANMTIATIZWTZAUAUANLAUYR IR ULUVABUANABANANAVDINITUINSTAnELe%
LARIAIASI9 3

M1319 3 ANRRYLArdIULITEAUNINATTIUYRIAUANAYDIITUITNIS

AanuinAvasgliuing X S.D. wlana
1. Woinsmsiliusziininnedu 4.05 1.15 1N
2. $Anfiawelauarurouuusudiily 4.11 1.03 N
3. idlalusnmstisielulusunng 4.16 1.00 1N
4. Tgusmshuudaudediiusludusnd 4.13 1.03 1N
5. BufuuziuImsligou 4.20 1.02 1N
39 4.13 0.89 €N

a1

INANTN 3 WU Frauuvasuauiiaudnarensidusnisiiawaiesinesiueylusedu

'
1 a

11N (X = 4.13, S.D. = 0.89) iafa1saunsede wuin Jenilenaduvasgane BuawuriuInsviou
X = 4.20, S.D. = 1.02) 583831178 fsbalgusnsiaeluluswian (X = 4.16, S.D. = 1.00) l4USN15HAY

wdaudaiilusluduanin (X = 4.13,SD. = 1.03) ﬁﬁﬂﬁawalmaz%u%auLwiuéﬁisif (X =4.11,

o

SD. = 1.03) uaztdeiusmsnldusysiniisedu (X = 4.05, SD. = 1.15) Auasu

d9uil 4 NAN1INAFBUANNAFIU

HANITILATIENNITANABENYAM WU Enter iieNAauBvENavesdIuyseaun19nIsnaIn
U3N13 (7Ps) Nilsieausinfverliuinsilainfiies sgazidenuanininisne 4
M13149 4 ANARANITIATIZVINITANNRENYAMVBIEIUUTEAUNINITAAIAUTNNT (TPs) THBNTNase
ANUANAYRINITUINTTALAGLIET

s B Std. Error Beta t Sig. NANSNAADUANNAFIY
Aasil 431 122 3.539 .000
1. Wiinsioust .051 043 054  1.183 237 gl
2. 99 082 050 088  1.623  .105 laidl
3. doanansdndming 098 050 103 1.968 .050* i
4. MsAWASUNITAAA .002 .045 003  .0564 957 1aifi
5. yAang 138 049 149 2.803 .005* il
6. NTFUIUNS 301 .057 305  5.274  .000% Hl
7. ANYAUENINLAN 232 051 238 4.585 .000* il
R = .846, R? = .716, Adjusted R? = .711, F = 141.380, Sig. = .000 *Tdfaynaadffiszdiv .05
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1NA1999 4 WUl aun1sannesdtediAgnisana (F = 141.380, Sig. = .000) A2LUBaTY
3 7 ranansndaufusduisanuuUsusneseusnivesgliuinisiandineilifesas 71.1
(Adjusted R? = .711) daudszaunisnisnainuinsiisidnsnanisuindennusnvesgliuinng
ogsiiduddynieadafisedu 05 & 4 1w Fosdduardulszaninisoanesunsgiu (Beta)
nunlutdes laun d1unsguIunis (Beta = .305, Sig. = .000) ATUSABULENIIATYATN

(Beta = .238, Sig. = .000) AMUYAAINT (Beta = .149, Sig. = .005) WALAIUYDINIINITIATINUNEY
(Beta = .103, Sig. = .050) Fanu1eA1111 Lilasunsdtinady azdawalinudnfvesldusnig

Wiguna drutladedusy q 16w dundnsst fusian wasdunsdaasunisaann liflanswa
agnaifedfyneada esnnfiddeudfaunnndt .05

o9innsiinsesiadailldis Enter Method Feuindauusdassiis 7 Madhdaunmsndonru
AduUszavsnisannesvesudaziuUsiududissinangldteulsifduusdusgluaunisde
madeuaunisnensaifeowansiauusasuia 7 damiivnnglusuusiaes el msfidauusla
Lififedfynsadininganuisaindiliannsoaguldinaduussandunndnanngud Jl§
vangamIAdsyavsisviiiuaud Tagldeduussansnmsonneeilildinmsgi (B) 9anaa
4 annsndeuaunswensainzuuuAu LAl

N

Y = 431 + .051Xq + .082X5 + .098X3 + .002X4 + .138X5 + .301Xg + .232X7

A X7 a o Y a a a = Y a o ¢ = v =
iie Y Al mnudnfavesdldusnisilaingdiies Xq A AuUKEAdMel Xg fiB U511 X3 AD
AIUYBINNATIATINUNY X4 AB AUNITARATUNITNAIN X5 FID ATUYARINT X AD AIUNTEUIUNTT

Wag X7 A9 AIUANWAENINNIEATN
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Abstract

This research aimed to 1) analyze the components and potential of cultural capital in
the Lampang Old Town under the creative economy framework, and 2) synthesize guidelines
for creating economic value from cultural capital among community entrepreneurs. This
qualitative study was conducted in the Lampang Old Town, covering Sob Tui, Suan Dok, Hua
Wiang, and Wiang Nuea subdistricts. The key informants consisted of 10 cultural entrepreneurs
selected through criterion-based purposive sampling. Data were collected through in-depth
interviews, participant observation, field notes, and documentary research. The data were
analyzed using content analysis and analytic induction.

The findings revealed that the cultural capital of Lampang Old Town comprises two
major categories: 1) architecture and 2) knowledge and practices concerning nature and the
universe. These cultural assets serve as essential resources for developing entrepreneurs’
products and services. Value creation was achieved through a systematic process involving
identity analysis, product development, brand and packaging design, and marketing
communication, resulting in new products, enhanced product value, and increased
competitive differentiation. Furthermore, entrepreneurs’ capabilities in product development,
marketing, and the application of marketing technology were identified as key factors
contributing to successful value creation from cultural capital. In addition, the Social Return
on Investment analysis indicated that entrepreneurs who systematically integrated cultural
capital with product development and marketing communication tended to generate greater
economic and social returns.

The study concludes that creating value from cultural capital requires the integration
of cultural resources, a systematic value creation process, entrepreneurial capability, and the
effective application of marketing technology. It also highlights the importance of establishing
knowledge transfer systems and collaborative networks among entrepreneurs to strengthen

the sustainability of the grassroots economy based on cultural capital.

Keywords: Cultural Capital, Value Creation, Community Entrepreneurs, Lampang Old Town,

Creative Economy
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Abstract

This research aimed to examine the levels of employees' perceptions of Total Quality
Management and operational performance, and to investigate the influence of quality
management factors on the operational performance of the Thai Revenue Department.
Utilizing a quantitative survey methodology, data were collected via questionnaires from 400
personnel selected through convenience sampling. Data were analyzed using descriptive
statistics-percentage, mean, and standard deviation- and inferential statistics via multiple linear
regression analysis.

The findings revealed that employees' overall perception of quality management
within the organization was at a high level. Teamwork attained the highest mean score,
followed by continuous improvement and customer focus, respectively. Hypothesis testing
demonstrated that the quality management factors collectively explained 29.20% of the
variance in the operational performance of the Thai Revenue Department with statistical
significance. Teamwork exerted the strongest positive influence on operational performance,
followed by customer focus, while continuous improvement did not exhibit a statistically
significant relationship with operational performance.

The findings suggest that management should prioritize strategic investments in
fostering cross-functional teamwork and enhancing proactive, taxpayer-centric service delivery,
alongside empowering operational staff to contribute suggestions for eliminating redundant
workflows. These efforts would effectively drive the organization toward excellence in

accordance with the Public Sector Management Quality Award (PMQA) criteria.

Keywords: Total Quality Management, Operational Performance,

The Thai Revenue Department
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ANUFNRUSTEnien1sTanIsaunmlag saufuaMnInAIsALiuNasaesuiglanly
LIANFIUNINEINTVBI83ANT (Resource-Based View) F311993158 UV YyAaNg wazTmusssy
A miesdnsdaukuniinsdinnsaunwlaessnURTR iundnensneluiifiaue men
wazidsunuulienn SaamnsaadrsnnuldivTousunanisdnduauliunesdnsldediededy
(Barney, 1991) @9nAR oI ULLIANTAAIUEINITOLTINGIR (Dynamic Capability) ﬁ%’jﬂﬂ’liﬂ%‘tlﬂ?&
ot1asoiiloanaznisinnuduiiugagliesdnsuiudiuaznevaussienisivasuulasves
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anmuIndeuldidu (Wang & Ahmed, 2007) Fvdsnadeiilosludiquarnnisduiuanuluiian
unAatsaesindugiummnufiigiseldosuisnalnaruduiussenintsiuUsiunagsauysnaly
msAnwadl

MNMINUTILITSUNTINTIABITmUI uddesunisiansquanlassalutiunves
mirsaunasginedlngdsdrinogluviunvesesdnsunasesdiurosdudunisdaiung
(a3edly a9, 2566) WipgaianIAleNUBY 1Wu anfuininindu (eesuing asyesaunuu way
ARy, 2566) Yniraiteisssmadiulng@nwluudunvesniagranmnssuneains (Riaz et al,
2023) vidomignunaismiluiiliiagasdnuazen (Alsharari and Daniels, 2024) Tngddlaising
msfnwfhirtadonisdansamnilaesauia 3 du léud nslianuddyfugné msuduuss
ogeraiiles wazmsvhauduiin indnvsufiluuiunemevesnsuassning dadumiioamiil
dnwaizaulanemasnunsdaiunSigniuduiunnguineegiaasania uazilassaiienis
Hafuliyriuanininesinsunasesdusiesiunionaensuy vuideadeilfajudusudosig
fanana TneAnwidvnavestladonisinnisnuamlnesiui 3 duildmadegunimmssiiuny
vosnsuassnslasany elilddefunuiiasviouuiunmsuimsiansaSvesszmelneoeis
w1934 fRdedndnauaulalunisyihnsfinunisanufaiiu wazdvsnavesladunisdnnisamnin
Tngsauiidsnasenuninnsidiunuvesnsuassning diansensianisada dadofuledi
unumadylunstuindeunadnsinan densAnwilaonadoafuunugnsmansvomnuasTning
1'71'34:&Lﬁumiﬂﬂiwﬁ’umﬂﬁu%mmazmﬁﬂLﬁ‘umﬁasmLﬁuﬁismaﬂﬂ'ﬁ'ﬂa (NSUESININT, 2566) 1ng
NANSANY9EY BV IRIARNS A TUUNUINYBINITUSINTTANIAMATHTRg IR BAMATNANS
Fluauesesdniniasging wSeusatiuayunsivusulevisuazuuiufiilunsiauinis
UTn133An1snnsglviaenndeafunansssuniviawazinae PMOA duaziilugnisensedu
UsgAnsnmnsliuinisansisazeedsiy

o/

ngUseeA

1. efnwiszdumnuAnfiudenisdnnisauninlagsiy wazaanmAsAITuLYee
NIUATINING

2. \lefnwidnsnavesiademsdanisaaninlaesudidinasonanimnsdiiunues
NIUATINING

ASBUKUIANTIUNISIFEY

N139ANIAMN LAY AMAINNTANTUIY
1. gunsiinnudrfsyiugndn Msbiusnag
2. pun1suTulssegemeiion ::; POUAUBIRBATABINTS
" o @ AMNINAITIAUINNT
3. pun1Ivinudunu “ Y-
ﬂﬁ&‘j‘U'J‘L!ﬂ']{LM‘Uiﬂ'ﬁ

Y a
SEELIAINITIALSNNS

AT 1 NTBULLIAAIUNITIVEY
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IINNTNUNIUITIUNTTURALIUIToMASITRS {ITladunTIeniuysauaun1sdanis

U %4

AN laesan 3 e laun nastienuddgiuandn nsusulegssiaiios waznsviuluiiy

Tned1sdanunAnvasesdusznausau (Common Core Dimensions) iUsIngaenndosiluiuise
789 Powell (1995) uay Talib et al. (2013) Usgnoufiuauideddnuiluuiunmmiienuniaiguas
nsdmnundvetive (gszde YA, 2566; Alsharari and Daniels, 2024) @3usihUsnIuAIUAMAIN
N13A TN §ITHYTUINITUUIAAAMENYAEAMAINNITUTNT (SERVQUAL) ¥Bs Parasuraman
et al. (1988) SafufdindsyanBnmnsduiunuresmisnuniady Suuneenidu 5 36 lHud
N15IUINIS NSABUANBINBAINABINTT ANAINNITINUINIT NTEUIUMSIAIUINIT LagTsusiInd

AsusnIg nseumnAnfinanIndugiulunisivusaunfigiunisivessi

FUNAFIUNTIAY

[ [y

auAgiud 1 Jadesunslinnuddniugnidmaidauandenmuninnisdiiuauyes
NIUATINING

aunAgui 2 Yadefunsuulssedisdailesdmaldauindoguaimnisdiiuauves
NIUATINING

auudgiui 3 Yededrunsvhowdufiudinadavindeguainnisiiiuaiuyes
NIUATINING
R

1. miﬁ'ﬂmsqmmwiﬂﬂsfm (Total Quality Management: TQM)

wuAnuarsrUUNTIANITAAmTIsessnsTinsuasIn iU szgndldifeauay

szuumahaulasimuiesdnsluganuduida Tnegadunisuiuasuuunin 3BnsuftRnu

o w [y 1%

wazanmuwinaenlun1sinny Ysenaumedadendn 3 au loud nslvanuddgiugnan s
Uiuugsegnsiaiiles waznsvianuduiiv
2. AUNNAT5ANTIUIU (Operational Performance)

Naans nads9 w%aﬂisam%mwﬁlﬁ@%umnm'iilﬁﬁ’ﬁmusuamﬂamﬂué’qﬁ’@
nsuassnIng Tasfinnsanandsddin 5 fununseuuuideniside T (1) nsliuinag ) ms
MBUAUBIRDAIIUABINTT (3) AMAINAITIAUTNT (4) NTeUUNTIIUSNIS wag (5) SEEelIaIng
Tu3nng Majsadaneilusla armgndfes waganafewelaliriussvuugSuuins

3. nM3liauddgyiugndn (Customer Focus)
n1sdadulssnvuguifnsesianisvsegidendlugiusidiuladiudondnves
nsuasTning lagliaudiagiunisdnwiduiusaindud n1siolalduaziuileaiiusosnis
mwan videteteaduvesiuuimsegiane wieraniamnnsuinislingge
4. msUFuUgeegesiaiilas (Continuous Improvement)
msfiyransuagmisnuniglunsuassmnsdiauiuilumsiadvnedionauinis
yhay fnsairsmssudiferiuunnsununimedieings aasaaunislasunisiineusuieadu

Rom Yoong Thong Journal ISSN 2985-0193 (Online) Vol.4 No.2 (May - August 2026)



msmsiugmaq ISSN 2985-0193 (Online) TR (WeuA1IAN — §9K1AU 2569) / 150

ivU‘Uﬂ'ﬁﬁmﬂ’liﬂmﬂ’l‘wiﬂﬁli?uamﬂL‘WEN‘WE] Weuanunisnsviendlvily wavandumeuiiddeuseis
athiawe
5. pMsvinauludin (Teamwork)
nsTidlefuuiReuvesyaansnsuassning lnealenaliaundnluesdnsidiusy
Tumsiausuug wansmuAaiu saudndulawazunledem dnsnsganesuialunisiienu wagl
nsdeansUszauniinifietuindoudhuinsvesesdnssauiu

N1SNUNIUITIUNTTY
LLmﬂmLamqwg]ann‘umsammiﬂmmwiﬂamu (Total Quallty Management TQM)
N139AN1SAUNINLAETIN (TQM) L‘UuﬂﬂmmimmimwmLuuﬂ’ﬁﬂiuﬂi@mmawms

sehafuszvuietuiedoulugarundudalunissniuenu Tnslunsdnuadsildduuniuls

asveanilu 3 Uadenanmunsounwifinmside laun
1. n5l#arud1Agyiugnén (Customer Focus) #98n198auunnvad Kotler and Keller

(2016) IdBnTAATIEsiANFINMITRIETUUINTeEEnda nsumsdanisdedesFeussaiy

STV Wagmsaieuduiussufiszeren WemevaussaumemisesUszvvulidend
2. msUFuUgeegesiaiilas (Continuous Improvement) TngUszendldisasioniis (PDCA)

ANULUIARYDI Mayangsari, Ulwiyah, & Qoyyimah (2023) Lﬁaaiuﬁuﬂﬁaﬂ%umauﬁﬁz};w%’au AnNAIY

andelunszuiumsin uasmsdadhmnedununmidnauressasmissnuegvariaue
3. mavhnudufin (Teamwork) Faaenadasiuiuafnves Robbins and Judge (2019) Tu

nmadalanaliyrainsiidausanlunisuansanudaiusaufudadule nmsadssuvdeasid

UszdnSnmnieluiiy uaznissiudienuufUiRnuwuutnuansu (Cross-functional Teams)
adUsznewis 3 fulidefuamdnddmesnsdansnuamlnesiufidealanseionis

Wasuudamginssunisininuresynains warlassaisiiugiuduanniniiozdsdrinadenadng

vidoanmmsAliuanuvesesdnsluvinefian (Riaz et al, 2023) lngnisdanisnanindsingiusn

1NNAIIUVDY Deming (1986) ViLauaNfﬂi@mmw PDCA (Plan-Do-Check-Act) {lunalnndnlunis

Ufuugsnszaunisegnafussuuuardeiiios mugfuuuiAnes Juran (1988) fuiugh "Quality

Trilogy" $uUs¥NBUMIBNITINUHUAMATH NITATVANAMAIN KazN1TUTUUTIAMAIN Teiieans

uAniderdusngruddnivilinisdanisauainimuianuuafedunisauauaun mE

walla (Quality Controt)iﬂgiu%'mpmiu%miﬁ"]’mﬂﬁ%ﬁy’qaqﬁﬂsﬁmamqmﬁaﬁmqﬂmﬂ'ﬁ

NTEUIUATT UaZTAIUGTIUDIANT (Bhuiyan and Baghel, 2005) TuitesAausenautinisnnisianeenu

FuuUnTAreINITIAN1IAMAIMLIUANA1IAUAILUTUNTDINISAN YT 18U Powell (1995) LauadInIs

IAN13AUNINUTENBUMEBIAUTENBULTINAANTTU (Behavioral) lokA A1dzgiveelusnis n1sdl

drusamveantinau uazimusssesdnsiigaununiw nnniesdusznoulanadaiiosediafen
Yl Talib et al. (2013) IfdauamgrmAdodumsdansqunmlassaluniating uas

wuiriladefunsjatiugnd mevihauduiiy wagnsuuusedseies iuamesduszneud

Usingiuwfulesigalulunanisianisamuninvesnauinsuagiisnuniads Ssdenadesiy

ﬂiaULLmﬁmﬁ;ﬁ%’aLﬁaﬂii’flumiﬁﬂw'm%y’qﬁuaﬂmﬂﬁ 1UI98999 Sadikoglu and Olcay (2014) 649

Rom Yoong Thong Journal ISSN 2985-0193 (Online) Vol.4 No.2 (May - August 2026)



25815948999 ISSN 2985-0193 (Online) Ui 4 atiuil 2 (wqunnay - Benau 2569) / 151

wansbiiuinnisinisdnnisaun vl Taluesinsilddwadavindenanisaniuanuluynda
wanely lnedadaunadiu 1wy nstneusuntnumsensUsuUenssuIunis 0vlisvsnananadns
FuntanssunnniradnsiBauftinislaenss Salniudnusidulunisinvdvinaveusas
psAUszneumMsianisaunmuenusefiu wiufazinnsannisanisaunmlunmsiodi
Fen sudumeiinidfesditiunssgndlflunmsmeaeudvinavestaded 3 fuuenainiu
Matinnsd1edeauiones Riaz et al. (2023) Tunisinwinded] flGBag1duauddyde
Tassa¥eanuuudiassssuunaindafnnsesain 28 Jadsluviungnavnssuneairsnidunusi
nsAmdenlaenss Wesanusundinandudnuazausuulasens (Project-based) F9s1991n
Snwazauszsuaylasiaiaetidutysuuafemiisnunady fidsiudendudsis 3
silagdananesAusznausas (Common Core Dimensions) ¥83Msinn1samn mlngsudiusing
donnanstulunseunuaAaiialy (Powell, 1995: Talib et al,, 2013) uavaonnaoafuuSUNIIUITe
nasguazn1Elnelaense (@3edy ¥as, 2566; Alsharari and Daniels, 2024)

uwuAnuangufiRedfuannIANTATue (Operational Performance)

AMTUAMIMYIAUIUANAINNTANTUIIU (Operational Performance) ¥8IniIgunIATy
A338laysuNITLWIARAMENYEANAINNITUTATS (SERVQUAL) 484 Parasuraman et al. (1988)
St inusyanBamnisdudunuretesdng IneduunesdusznaunisUssdiueondu 5 du
léuA 1) msliusnns (Service Delivery) Fssjafunnugndesiazannsgrulunisdsouau 2) g
MOUAUDIRDALADINT (Responsiveness) Aoaundounaranuiulavesdminglunistiemie
{3UU3ns 3) auammsliuing (Service Quality) SeazviousnnsgIuLazANNgNFBIYBINNTUTANS
Tunwsan 4) nszurunsliudns (Service Process) ffunudaian UiRnutuney uazainm
Tussla wag 5) svoziiansliuing (Service Timeliness) Bamnefisanusaiuaynsnsweiial
PIUNTOULMTFIUTIVNS Taliosdusznaviis 5 FudenndasfunseuninAnlunisife waeiew
Fvinigdermunld

aonndasriuLIAnes Tana nausEngi uazany (2565) inuinaunmmsAiunuyes
mhserinfunSldldiaisuanadugniautmnonituy wifesnseunauinszuiunisuas
srprnanfiaseanufioelauazansuyuusdliiuussssuiduan@de dfn 5 Fuilfegminanld
Hugrulumsiauniedosfioinseduamnimmssidunuvesnsuassninslunisinumnadsdl

U3UN Uleune ULasuNuImMuUTNNveINsuaIInING

Tugnuuiunuazulouensusm sy nsuassnnsilumhenundnseduananiideviais
dn1siluesAnstuiridaiunidegialusdlanazilusssy eas1aafosnimniinisnas
(nsuasININg, 2568) N1sfvzussatmunefnandndudesedonalnnisimuinunimnisuims
§9N1501A55 (PMQA) munantnaeivesdinguamenIsunIsimLIsTEuUUsI9n1g (2562) iy

« IS Y] v o = ' 1 [ 3 IS =2

wn3esdleananveAuldieduindounulsanusivnisinglugnisidussdnstnaussaurgs da
Uszwudugudnans uwasiinnsusuugenssuaunsinnuegismeiiie
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arwaenadoadsulovisiusngdaauly uuufofswns nsuasswins seey 5 Y (e
2566 - 2570) fiUszmATiAMIITagnsAansyaliun1suFUednsi1uLUIAR "Taxpayer Centric'
vion1svdliidubesinsuaznevlandanudesnisvesfidons mugluiunisenszéu
nszvrunsliENsifinuTInSuaraisradnddanin (nsuassning, 2566) fatu n1sihdade
nsdnnisaanlaesa (TOM) Wilufifdugné msdfudganssuiuns wagnmshamduiia an
Uszgndldlunisinuifeadsd Teioifunagnidfyiieztisasiounazndndulfamninnis
AU INTUATININTUTIQNAGUVEM LT PMOA uazukugvsmansiifmualilutlagtu

/antun1sivg

UsevInIuaznguAlagn

Uszrnsildlunisideaded 18ud yaansidudmiivesdinanuassmnsiiuil daia
NIUATINING Uszneusme $1319m15 gnanadsedn wifnausvns wazgninadansn andeyaves
ddnudmaninensyana nsuasININg SuaulssansTanidu 22,968 au fideduinaun
nausegnalasldgnsves Yamane (1973) fszduanuaaimadon 0.05 Tdvuianguiaegsdus
$1uau 393 fegne Vil itedesfuilymuuvasuaulianysiuagiuauindofovosdoya
FRvedensvuinnguétegiadu 400 au (faen 1fvddaw, 2542) Tumsitusiusiudeya {35
ffiunsiuiuvasunueeulat TnsvenrusmilefUszaunulssadinnuassninsiuiily
nsnsgatedanuuuasunuludyaansludein wasliyaainsneuwuvasuaunuauadasla 39
1438n15guiegnauuuagaan (Convenience Sampling) iilasaniidslifisnedeyaainsriomndu
nsouf813 (Sampling Frame) uazyaansusazaulalldiloniagnidenvinfeutuludada v
'3'§m'§tc’jm§haeiml,wawaﬂLﬁuﬁafé’wﬁ’mé’wﬁmﬂssmwﬁwaamﬁ%’aﬂ%ﬂﬁu flaandildiinisauau
dndrunguineganuliagiiarans Ussanyaaing seaumunus waskigay SntaeraiAnmy
AIALARBUININNNTIABNRDUM BN (Self-selection Bias) Fe3Teldszyuuimauilalilusade
orausuurdniumsidendwioly

insesileflilumsidouaznisnsradaunainin

w3osdflofildlun1sifuadsiifiouvuanuniu (Questionnaire) fiuszgndainnisnuniy
TsunTTaruIdeTiRedes Taslassadauuvasuauutseenidu 2 dawu il

dudt 1 Yaduduyanavesneunuuasuny leun e sefunsne Usuinnyaains uay
szovnaiRn nefidnvamdutesnuwuuienney (Checklist) savidu 5 1o

duil 2 Jadenisdanisauninlassiy wazaanwIALdLLYeINTUATINING (Faus
1) Sanwasiluninsuszuan 5 s2au (5-Point Likert Scale) fidnwauziduninsuszunan 5
seifU (5-Point Likert Scale) Tavisdu 35 4o

Aowthuuuasuawiludafiuass fiselfinuvasunuauesiefmssgandiitensivasunny
asadaiien (Content Validity) Inevedsdiainuaenades (100) waztlunaaeuainundesiu
(Reliability) funguiilailinguiiog1sdiuau 30 au Lilemardulszansuoarivesnseuuin
(Cronbach's Alpha Coefficient) Sawan1snsrageunuiaduiauaenades (10C) agsening 0.67-
1.00 uazAANdssuestuvasUnalnesIndAwiaty 0.84 wiady 1) nislimuddyiugndn
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a0 1

firegil 0.78 2) n13U5UUTIeEesaLiles TA10g7 0.80 3) nsvinauiduiiy fid1egi 087
1) A mnsafiuny eyl 0.90 Fesiunaeiinnsgruiieensuldi 0.70 Au Hair et al. (2019)
AeulUdnnudeyasss
nMsAnszviteyauasafanly
iesrununvuasuanuiianysainsu 400 ya fiderindeyauuszutanadielusunsy
AoNIMasE 593U Tneuwuinsinszvaineandu 2 du fe
1. aBALaNsAIUN (Descriptive Statistics) 1fifloasunsdnvazteyatiadudruyaname
fA¥oray (Percentage) uazldliamesziuanudniusefuusdulasfulsnu fenismeanady
(Mean) uagd1uidsaiuuansg1u (Standard Deviation) tngldinmusinisuuanumsneaaioniy
wuAnYaIyRTY Faven (2560) Fail
4.21 - 5.00 MY
3.41 - 4.20 Mg
2.61-3.40 vanei
1.81 - 2.60 vanils

1.00 - 1.80 wunefiy dszauanudnviuveglussduiiosian
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urnuAnLiueglusziunian
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ee

urnuAnLtueglusgiuin
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suAuAniuegluseiutiay
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N

uenni {IdelaAneiam (Skewness) wagaAmnsilds (Kurtosis) Litensaaaounis
wanuIvestayailanwalndifeaiuniswanuasuuun® (Normal Distribution) vieli tngls
INusives Hair et al. (2010) fifmuaideyaninisuanuasunilussiuiisensuldmstmmandey
Tuga9 £2 uagAranulaseglugg +7

2. f0AINAYNIY (Inferential Statistics) l43ATIEMIN1TARNBENYAMKUULIINT DU UNNGT
wUs (Multiple Linear Regression Analysis, Enter Method) Wenaaeudvinaresdadunisinnis
aunnlagTiudia 3 §1u fdsmadenmunnnisdndusureansuasswing (Fusniu) fsedu

HodRgyn1eada 0.05

HaN1339Y
=] v o 1w '
aaudl 1 dayaniluvangudagns
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AaUN 2 ANAATINYBIYAAINIHENITIANIIAMATWIAYS X

M1519 1 Aede @ulsuuuninsgiu LazseiumuAniuIaIARINIRONISINNITAUNNLAETIY

ms{]’ﬂmiﬂmmwiﬂﬂi’m X SD  AUNU1Y  Skewness Kurtosis
nstiauddgyiugnen 374 596 1N -0.41 0.18
mMsUfulgsesasiailes 3.76 574 1N -0.38 0.22
msviheduiiy 4.13 494 1N -0.62 0.54
33U 3.88 .555 an

NAITN 1 WU HANTIATIZATZAUAINAATINYEIYARINTAHBNISINNTANNMINETIY
vos0sAns Suundu 3 fu loun mslimnuddyiugnén nsusudgeedseiilos uaznisiau
Juity wudrlunmsiungudiegrslinnudaiiuegluseduuin (Mean = 3.88, SD = 0.555) uay
foyatinsuanuastndifesnd TasAn Skewness wag Kurtosis vesnsnuagluinasifivonsuls

definrsaundusosu wuin nguieeslisziuanuAniiugeanludunsii s duiiy
agluszduun (Mean = 4.13, SD = 0.494, Skewness = -0.62, Kurtosis = 0.54) laglviauddayiv
nslialenaliypainsiidruiinlunisuansaudniiu swdudadula wasviaunuuduasny
599891178 é’wumsﬂ%’wgaaéwa@imﬁm aglusyduun (Mean = 3.76, SD = 0.574) Tneiudings
afunsiuiiaznsilneusuiisafunmsiansqunnlaesiuegailesme wazsunsliniuddy
fugnii egluszduunn (Mean = 3.74) lngifuiinisinuduiusninnaz 3uilstofosiouves
fSuuinisediaue i a1 Skewness Muauluynduasrieuliifiuinyaansdiulngduual il
ANUANTLLEIUINABNSINNSANNNLAYTILVDIBIANS

ABUT 3 AUANLALYBIYAIINTADARNINANTANTLIUYDINTUATINING

M504 2 Aedy doudssuuannsgIu kazsAUAYINANWILYBIUARINSABAMAINANSANTUIY

Qmm‘wmsﬁﬂ WU X SD AAMUNUIY  Skewness Kurtosis
NSIAUIANS 380  0.53 110 -0.50 0.25
mimauauawiamméfmmi 3.90 0.51 N -0.40 0.30
AMAINNNTIAUINNT 387 043 1N -0.55 0.32
NSTUIUNITIAUIANS 375  0.56 110 -0.35 0.31
SEYEIANTIAUSANT 372 0.58 110 -0.45 0.20

394 381 052 1N

INAITN 2 NUTT NANITIATIZATZAUAINAALAUTDIYAAINIAOAMNINNITANTUIIUY DS
nsuasINIng S1uundu 5 ey laun n1sliusnig nMsmeavausIranUfeIns AMAINNISIAUSNNT
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N3EUIUNIIAIUNTS wagszaziaIn1sliuins wuitlunmsiunguiieg innudnmivegluszau
1N (X = 3.81, SD = 0.52) uazdoyainisuanuaslnalAgauni laem1 Skewness hag Kurtosis v84
ynduegluinnsieensuldmu Hair et al. (2019)

defiarsandusioiu nuinguiesislisssuanudniiugianlufunisnevausie
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Abstract

This research aimed to design a raw material container storage system in accordance
with chemical safety principles, reduce the variability and travel distance associated with
locating raw material containers, and develop a standardized Work Instruction (WI) for raw
material container storage and retrieval in a cleaning chemical manufacturing plant. The
existing storage system lacked a systematic layout, resulting in unnecessary material handling,
inconsistent retrieval routes, and the absence of standardized operating procedures. The study
applied Systematic Layout Planning (SLP) in conjunction with the Globally Harmonized System
of Classification and Labelling of Chemicals (GHS). Data were collected on chemical
classifications, storage area characteristics, material usage frequency, and worker travel paths.
The data were analyzed using Flow Process Charts and Activity Relationship Charts (ARC) to
develop an improved storage layout and standardized work procedures.

The results indicated that the proposed storage layout effectively grouped raw
material containers according to GHS chemical compatibility, thereby supporting compliance
with chemical safety principles and reducing the risk of improper chemical storage.
Furthermore, the redesigned layout reduced the total travel distance by 13.62%. Performance
evaluation of the new layout showed a significant reduction in the variability of container
retrieval time, with retrieval times differing significantly according to One-way ANOVA and
confirmed by Fisher's Least Significant Difference (LSD) test (p <.05). In addition, the developed
Work Instruction (WI) standardized storage and retrieval procedures, reduced operational
inconsistencies, and contributed to improving the overall efficiency of the raw material storage

system.

Keywords: Systematic Layout Planning (SLP), Raw Material Container Storage,
Chemical Storage, Globally Harmonized System (GHS), Work Instruction (W),

Cleaning Chemical Manufacturing Plant
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Abstract

This research aimed to 1) To examine the structural equation model of causal
relationships among service marketing, destination image, and travel decision-making toward
secondary cities, and 2) validate the structural equation model of the causal relationships
among service marketing, destination image, and travel decision-making toward secondary
cities among Generation Y tourists. This quantitative study collected data from 320 Thai
Generation Y tourists who had visited at least one secondary city in Thailand within the
previous year. A questionnaire was employed as the research instrument. Data were analyzed
using descriptive statistics, confirmatory factor analysis (CFA), and structural equation modeling
(SEM).

The findings revealed that the structural equation model demonstrated a good fit with
the empirical data (Chi-square = 47.71, df = 42, p-value = 0.25, RMSEA = 0.02, CFl = 1.00, GFI
= 0.98 ). The hypothesis testing results indicated that service marketing had a significant
positive direct effect on destination image and on travel decision-making toward secondary
cities. In addition, destination image exerted a significant positive direct effect on travel
decision-making toward secondary cities, all significant at the .05 level. Furthermore, service
marketing indirectly influenced travel decision-making through destination image, mediated
the effect of service marketing on travel decision-making toward secondary cities. The findings
suggest that integrating service marketing strategies with the development of a positive
destination image can effectively enhance travel decision-making toward secondary cities

among Generation Y tourists.

Keywords: Service Marketing, Destination Image, Travel Decision, Secondary Cities,

Generation Y
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MNLANLEzIATERINa1 Jeaunseasdlainnisnainusmadutlededdgivieadng

o

AaAazUszauNsainseiien 4senvdanadenmdnvalyamuisdatenanaznisindula
viewfigivestinvieniisn JuhuwnAndiudszaunisnainuinig 8Ps snivuaduiiulsdase
(Independent Variable) 1l evagaudninad fisonmdnwalganunevateniswaznisdndula
vioudivailessos
2. MwanwalaavaneUa1enige (Destination Image)

amansaiganungatgmaduniduludeddgnisnisaainnisveniel lag
Crompton, JL (1979) iiutinivnisnguusniiiausinnmdnualgamunetatsmainaintasisyes
mde AnuAn uaganuUsyiulafidnvionfienfideunasvieaiion sean Echtner wag Ritchie
(1991) IFesureinmdnuaignmnetasmeseneudensesdusznaudminiiuasesdusenau
1393031 91Uv03 Beerli Wag Martin (2004) siierfusudnsdandn (Seminal Work) sunmdnwal
YanangUatens talauainnmanwalyanuiedatenislsenauaie 3 46 lawd aunissus
(Cognitive Image) AuBTTUNIAINIAN (Affective Image) LLazﬁmmméﬁgﬂﬂL%qwqﬁﬂﬁu (Conative
image) Tneiiianudfisifuesuienginssuvesinvioadeslfednsdivssaninm  suitesuadoves
Stylidis, Shani 4ag Belhassen (2017) wuinmansaiganunglaienisdanalnensaauiisnela
anudlanduandoudn uagn1suanse vuedl Kladou uar Kehagias (2014) Flistuinnisius
Amdnuailsuintigiiiunnaainsalunsutsiuvosuasionilen
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TuiundsemelneaAdeves usini sud (2568) idnwinvieaiiorlusuneidosny
Ffaas wudiamdnvainsead sududadeddawwaroanudslandunvead saghvs
tinviondien Seaenndostutedunulusdvana dfunmdnuaiyanuneuaensdsdadunaln
Ay idouloansiuivesinveaiivalugnginssunisdnaulavieadien nsAnuadsiiTaiuundn
a1udAveq Beerli and Martin (2004) ufvuan ndnwalganuielatenindudwlsaaniu
(Mediator) sgviensnaiauinmsiagnsindulaviosilen

3. nssndulasioadien (Travel Decision-Making)

msfndulavionfisndunszuiumsiidhviesiiodlifinnsanuazidenmadeniivnzan
fgelumsiiums Tnsendeteya Arwdeanis usegde uazdeddnsns q Tunisdadula

wuAnfiugiuiumgAnssugusinazes Engel, Blackwell wag Miniard (1995) uaw Kotler
uay Keller (2016) o3unginszuiuntsiadulavsznoudie 5 tuseu léun msuimiusioams n1s
wansdoya msvsadunaden nmsdndulede uasngAnssumdinisde luuiunnisvienudie
Mathieson wag Wall (1982) uag Um way Crompton (1990) asurginnisandulatiunielasu
avanaandaduinudninel deu 1Asegia MINa1n waznEnylveIganiieUatenie lngianiy
TugaRdviafitinvieafienanansnitrdsteyauazisufisunadenldognemng dwmsuiinveaiien
Generation Y S?f&LﬁUﬂd@JﬁLﬁUImmﬁuLwﬂiuiagﬁaﬁa Benckendorff, Moscardo wag Pendergast
(2010) nuin nguisnanlimuddyTudoyaseulay 331 uazUszaunsalvesdldauseduneu
Andulaaunie danalvidaduaunisnainusniskaznmanealyanungUatenadiunumafyse
nsdnaulavieaiien msfnwadeilastmuanisinaulavioniiondiesseafushudsniu (Dependent
Variable) iilefnunavinatesnsnainuinisuaznmdnuaigamangUaemsiifsefaudsi

ety 91nNIMUNIUITIUNTIINUT nsnaauinsidutiadeddgfianunsoatisnman
wazUszaumsaimsvieniisdidliuntnvieaiion vasfinmdnvaiganuneUaemadunadnsaes
ms3uiuazuszaunisaldanan uasiidviswasiornudesiunaznsindulaiiuma uenaInt Muide
Frununnatfuayuimseaauinsasnsadsmadensdndulavioniieiimemsiuasnadousiu
AENwalIANIEUa1EN1

agndlsfiny ATvdlngdafnwanuduiussnaluviundleviondiomsdn vie
Anwisuunduned vazfinis@nuluriuniessesvesszmelne lnolanzlunguiinvieadien
Generation Y ka¥NISNARBUUNUINAIUTAINIUVBININANAIANLI8Ua18M I UTLAAaUNTS
Tnssadne (SEM) Saflogognednin dadu fafedaimunsouuunAansidelnoimualinisnain
vinsidumudsiu amdnualgemnevaremaduiindsdeing uaznsdadulavieniioniesses
Duduusan

/AN

1537871 0un137 9818 905 (Quantitative Research) Tnefiiad aadion i do1du
LuvasuALAiKuMsRasaNTesITAselunywdaninendedunesinadine avitlususes
HE-026-2569
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UszvInsuaznguAlagn

Uszwns Ae dnvieadienv1ilne Generation Y Ansenined wa. 2520-2539 071g5emins
30 - 45 U wazineiiumavieaiioniiossedluusemalng auusznieilosses 55 Smiavainis
vioufloausUsemalng egnetios 1 damin neluszozinan 1 B

NANAE1N AALFBNIINUITEYVINTAINAITIAY FUTUNISANUATUIANGUAIBEN §ITE
NATUIINALNBINDADNITIATIZALLLABENNTIATIAS (Structural Equation Modeling: SEM)
aunAnInauTives Hair et al. (2010) fauelildvuindiegisUsyann 20 wiesd uiuduusdans
18 deruiseiiifuusdunnldsiuau 16 fuus Sefosnsuunniiognadusii 320 au (20 x 16 =
320) Usznoufuinasiialufiuusilinnsinszed SEM Iduuadognesaus 200 Auduly fodu
vangudodndlunuideddaisia 320 eu Sidetdanufismenaslismnansnaaounis
adif (Statistical Power) agﬂmzﬁuﬁaam%’ﬂﬁ

\n3asiladtBuazn1smannwATasilodde

mﬁé’feﬂ%”,ﬁisﬁ’i’uwaaumuLﬂum‘%aaﬁdsﬂumiLﬁum‘umwﬁaaﬂa WAL INNITNUNIY
I33ansTuLasUITeTiA 899 0e lnoutseonidu 5 noudsll moud 1 %’ayjaﬁalﬂ%wﬁ’mau
LUUEBUNIN AUl 2 N1snatnuinis meudl 3 nwdnualammaneUaenng neudl 4 mdadula
vieufieanlesses noudl 5 Jaiausuuzvesinvieaiivy lnedednuneui 2,34 Wuwuuunsia
UszanauAn (Rating Scale) wiln Likert Scale 5 s¢dfuU aust 1 = udhetiosfian fa 5 = iudeun
g Tnefinsasaaeuanuasudaien (Content Validity) NENTIAUIAAIUNITUTNITTIND
F1uau 3 v Ussflusdviinuaenndesesdarany (00) Sahmusninasisensulaidesnit 0.50
Tnefien 10C sz 0.67 - 1.00 niuthuuuaeunuluneassldfungusegefifidnumslndides
FUngufi08199399119U 30 Y Ll evaaoua T ofudeA duU s AT uearveanseLLIA
(Cronbach’s Alpha) AMUN15AAIAUINTT 0.979 AU NENYaAENeUaIen1iladses 0.803 fu
nsnaulavieniiendiosseweninrioniien Generation Y 0.938 wonandlddiiunisdinses
asdUsEnoudadudy (CFA) Wenmaasuaunsadilasadna A1 Composite Reliability (CR) way
A1 Average Variance Extracted (AVE) AMuNauaiuInggu

M3fusIUTITaYa

FAfeddunsifurusadeyannngusiedns dadulinvieadivavilne Generation Y 4
Anseningd n.a. 2524-2539 uaztagiiumevisadisadesseslulsemalneegiades 1 Sanda
aeluszezinan 1 Yikumn Taelduuuasunueeulay iWuedssfiolunisiiudoyaids kuszuy
Google Forms lumaiiusiusindeya f3dewmeunsuvvasuaururesmisdodsausoulat laun
Facebook, Line Ingliinsidendegnauwuuliondoanuinsiliudmenisdendieganuazain

\esanniinieaiilen Generation Y lsiiumsvisnfisdiessedulszmalvedulszns
filinsrusuauiuiuey {ideiadengmeunuvasuaumuniuazanuazawasiasle wwnzdidl
AnuaLTRARTIINAEinIIAAI (Inclusion Criteria) fiftwun Tnefituneuntnfususiadeya dail

Tuil 1 AvusauansAvosidoya (nasinisdad) tdud duinieaiesiilng
Generation Y filinszninad w.a. 2524-2539 waziaifiumavieadisaiiossedulszmalneagng
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Yow 1 da¥n aneluszezinan 1 Uik wdeuiemuaiaiudnnses (Screening Question) 151y
dusuveanuuasuany WleRnamzgidaaaAns LN

Fuil 2 weunsuuvdeuauoeylatiNIusEUY Google Forms Mavasvnsdedinusaulal
laun Facebook wag Line Ingidianngusiag1emiuainuaznin (Convenience Sampling) mﬂpﬁ
adnslaneuwuuasunuaziinauTRn SN UTINTARL

Tuil 3 asrnaeunazavAuAUAndoya Tnog Idafudun1s (1) nsadeuaatuaTUdIL
anysaiveILUUABUMNYNYA Andanameyaiineuasuiiu (2) Anndeuuasdadoyadieen lay
AN IP Address wazULUUNIINBU (3) 151980V Straight-line Response Aouuvaaunuiiien
MmsusERURImnYe Feoreazieunishisudenim (@) nsvasunarilineunuuasuay lagdn
foyadildnantiosndn 3 witeendshninartudfivsaduly uay (5) dunfunafvivsudeya
ldnguiegsiihunasiasunsrnaifvue $1uau 320 Ay

vl fATensemindededidadunuduiunuveanguiiodne Sudesnannsldiing
\HondieegemuANaEnIn (Convenience Sampling) H1utaeaulal nadfe NqUAI9E19913
funlineudsslulufirmassinviouiionfifianuduiuiunislddedinuesulatuaziinisidris
Sumesidnluszdugs Feo1alinseunguiinyieniisn Generation Y vinngugogag19auy 3ol
lngianie ﬂmmmﬁaaaiuwummﬂﬂamaumﬂ%amﬁmamﬂm uaNIINT NILUIUNITNEUNS
L.LuuaaumumuLmamaaaummaqm%uaum}ﬂLLU'Uﬁaummaaulaumasuawm'mmaLLWimuﬂqm
yuruiesiinreeulaviazimaiiisrdesiunmsvieadivadesses welildngusogrsivarnuangun
Ju il mafunuradeyaidosrlumssidsludssmnsinvioadien Generation Y Tngsu
anue uaznugiliauideluouianiiansunldisnisduiied 1suu vordeainuiiandy
(Probability Sampling) w‘%aﬁ%milﬁwﬁaaﬁa al! agmiam,ﬁm (On-site Survey) diesuanundudiuny
VBINGUAIBENS

dmduanmanisteatunisnevsuaznismeuiilifinunim §3ssimualiszuy Google
Forms aunan1snauldifiss 1 adase Google Account fvuaandusinlunisvinuvasuny
3 it danaudsduiiedostunisinude uasnfindiniursaeuanuasnndesnislu (Intermal
Consistency Check) @anmdasiunuiufjufives Meade and Craig (2012)

nsATIEdaya

mMdeadaiiinneidoyaiildanuuuasuaudelusunsuduasumeaifuaslusunsy
Ainseilumaaunisiaseains Tnefvuasefuteddunneadad .05 wazuuinshnsegiesnduy
2 du fal

duil 1 melengilumaaunisiassaiisneanu wagaaailag lngldinasmiainm
WlsitAu +3 wagArmnalesliiAu +10 Gefioindeyainsuanuasdilndlisunfuazivanzausions
AT (Kline, 2011)

dauil 2 malmsviadadeousnuiemaiansieseilunaaunislasaains (Structural
Equation Modeling: SEM) titemauinguszasdnsideded 1 wazdedt 2 dudunaidu 2 Fupouna
LUIMI9T84 Hair et al. (2010) Idun duneudl 1 n1snsavaeulunanisia (Measurement Model)
Fremshasgiesrusenaudediudu (Confirmatory Factor Analysis: CFA) wiaUseidiuninunsads
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q14 (Convergent Validity) uaga11ud esfuvasluinanista laefinnsunaniminesdusznou
AT (Standardized Factor Loading) Faust 0.50 Tl Arpadesudszney (Composite
Rel|ab|hty CR) #aust 0.70 JulU wazAnadsAuLUsUTIuaTals (Average Vanance Extracted:
AVE) Faus 0.50 Juld (Fornell & Larcker 1981; Hair et al., 2010) way Fumoudl 2 nsmsradeu
Tuwalaseadne (Structural Model) iediasziuundninaniamse (Direct Effect) Bvswanisdou
(Indirect Effect) wazdninasan (Total Effect) szminsiands ndeustmagouunumnsidudanys
del1u (Mediating Variable) 9090 mdnuwalyanungdateniuiedses Tngmnsadnsnaniensauay
neseudieddgnieais derdunisdeiuuisdiu (Partial Mediation) wauindianizdnswa
yedondithiuddty foidunsdsinuanysal (Full Mediation)
NMITIvEUANLABAASBINaNnAUTatlaaiutayaldsEdny (Rdefansananduiiay
AOARADIMAEFAIUTZNBUAUAILLUINIGTBY Hair et al. (2010) wag Schumacker and Lomax (2010)
Fuundu 3 nqu ldun (1) dedanuaenndesdaduysal (Absolute Fit Indices) Usenausig
Arla-auaas (@) Alifideddyn1eada (p > 0.05) Avla-auadsdusing (x2/dp faundn 2.00 A1
RMSEA waz SRMR aendn 0.05 waxen Gl fiu AGFI saust 0.95 3ulU (2) diimnuaonndeads
Wisuifieu (Incremental Fit Indices) Usznaudae A1 NFI, NNFI, CFI, IFl waz RFI sausl 0.90 Zulu
ﬁgaﬂiuLmaa]zﬁadwﬁmmaamé’amamﬁuﬁ’usﬁagaL%QUwﬁhﬁﬁaméﬁjﬁﬁaﬂmgmummsﬁﬁﬁmum

NN
71319 1 aguraliinalaseasng

Fuus YDA A A A CR AVE
JEERGERN Standardized T-Value Loading
Estimates
N1IRAR X1 0.78 16.25 0.78 0.93 0.64
UIN13 X2 0.79 16.69 0.79
(SM) X3 0.77 16.47 0.77
X4 0.73 15.26 0.73
X5 0.74 15.23 0.74
X6 0.85 18.29 0.85
X7 0.86 18.84 0.86
X8 0.86 19.07 0.86
AWanwal IM1 0.92 Non-sign 0.92 0.88 0.72
INNUY IM2 0.85 20.92 0.85
Janenng IM3 0.76 17.33 0.76

(IM)
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s YDA A A A1 CR AVE
JEEERGERN Standardized T-Value Loading
Estimates

nsanaula DC1 0.79 Non-sign 0.79 0.87 0.57
Voo DC2 0.83 20.23 0.83
(DQO) DC3 0.62 11.33 0.63
DC4 0.77 14.51 0.77
DC5 0.75 14.31 0.75

PNAITN 1 NUHANTIATIE0IAUTENBULTIBUEU (Confirmatory Factor Analysis: CFA)
Lﬁammaaummma@aéwﬁw (Convergent Validity) vadluinanisin wuidn daudsdunalayndaien
thwiinesdsgnausnnsgu (Standardized Factor Loading) ogjsewing 0.63 & 0.92 Saganininaust
0.50 Mufl Hair et al. (2010) Lausly wagilraifinaaou (t-value) isdudfamsadiinna (eniiu
fuUsseBaesusazesrusznaufignimundessliifiedmusainavessiudsuns Jelifinsmeny
M 1) uanaiuusdunaldusagiansaasiousuysudsiifetesldogistinramneg

dlofinsaneauidoiudslasadig (Construct Reliability: CR) Wudﬂﬁgmmaaﬁﬂssﬂauﬁ
AegsEning 0.87 F9 0.93 Fagandnnasi 0.70 uazAmNuLUTUTILRALTARALS (Average Variance
Extracted: AVE) fifnegsening 0.57 3 0.72 sgenininausi 0.50 mudi Fornell and Larcker (1981)
Avun Feasulainlunanisinvesiaulsnisnainuinis (SM) ananuaiaaraneUaienis (IM) uag
msfmdulavieadivaidlesses (DC) mnaniisadslassaranazaunsadegidroglunamifioensuls
TaanueFUsnou

nakinaLanyin wdesdleflFiamudsulaisanuiicunsadagiduasanudotuids
Tnssadegluinasinisensuld Fsagulsilunanisiadanummzannazamisoiluldlunis
BATzvANdNTuSa g ulnaaunisiasiasiala

M1319 2 ARRY @UTELULIINTIIN LASRANITNAZDUANUIEINTATUUNVBIRILUIIATIATS

Variables SM IM DC VIF
Mean 4.049 4.230 4.266
S.D. 0.683 0.651 0.629
SM 0.800
IM 0.768 0.850 2.437
DC 0.748 0.841 0.760 2.437

PNANSN 2 HANTIATIERAERRLD sed Ui msdndulavieadisadiosses (DO) fiduade
qqﬁqm (Mean = 4.266, S.D. = 0.629) 99831178 MuanwalganEeUatena (IM) (Mean = 4.230,
SD. = 0.651) WAENSAAIAUSANT (SM) (Mean = 4.049, S.D. = 0.683) AUATU WEioRaNTUNUNSND
ALFURUSSEMINFLUs U UTN AnduUsEans anduiusseninafandsursiiansyning 0.748 -
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[V (%
Y Y

0.850 MatlmuUswsassialiiinnuduiusiugalneiiaranduiuslaiu 0.90 (Hair et al, 2010) faw
Felaladausifvaiu vauzdian VIF 3aA1921319 2.437 Feanniunaaiinivue dgvieuinlinutym

v v

ANUFUNUS B EUNTENIeiIulsBasy

11314 3 ANllATIAERRAdRBtliaTuTeYaLTaUsEINY

Al NUFINTITRDITAUN Andild QURITORETYY!

1. szAumuNaunau (Goodness of Fit)

1.1 Chi-square - 47.71 UL e
1.2 Degree of Freedom - 42 WL
1.3 Relative Chi-square <2 1.13 WU
1.4 GFI (Goodness of Fit Index) >0.90 0.98 H{OULNEU
1.5 AGFI (Adjusted GFI) >0.90 0.94 H{OULNEU
1.6 RMR (Root Mean Squared <0.05 0.010 WU U
Residual)

1.7 RMSEA (Root Mean Square Error <0.05 good 0.021 HULN e

of Approximation)

2. UHANUNAUNAULTWUSULNEU

(Incremental Fit Index)

2.1 NFI (Normed Fit Index) >0.95 1.00 HULN e
2.2 NNFI (Non-NFI) >0.95 1.00 UL
2.3 CFl (Comparative Fit Index) >0.95 1.00 WA U
2.4 SRMR (Standardized RMR: Fitted < 0.05 good 0.020 HULN e
Residuals Matrix)

2.5 IFl (Incremental Fit Index) >0.95 1.00 BINLN 49N

1NAITN 3 HANIATIEBUAIINABAARBINANNAUYBIlULAaANNTTLIATIA19i U BY ALY
Usgdng nuin Tumanuduiusideanvn g isewmud uiieruaenndesnaunduiudoyaids
Uszdnvaglunueia lagiiansananaila-auweds (x2) wirdu 47.71 fiosrndase (df) windu 42 way
Arla-auaasduing (x2/df wirdu 1.13 Feflendosndn 2.00 anasiiisvun Adediassdua
nauNAY GFI Wiy 0.98 waz AGFI Wi 0.94 Ardudisinuesrdsdesiad svesdiufinde (RMR)
Wiy 0.010 wazAdrdsInveAed s deswesnuranedoulagUssaias (RMSEA) wiaiu
0.021 Fsilengiing 0.05 munasifitviun

wenand 1 efiansansydaunannduidauisuiiou (Incremental Fit Index) Wuin
A1 NFI, NNFI, CFI wag IFI SiAnsindu 1.00 uazan SRMR fiasinan 0.05 dadulumsnasifinivun
a1 wansliiuinlumaiinnnumangaunefiudeyaidauszdnveoglunanid Jaaunsatrluld
95 UNANNFUNUS IR TENTNTAAINUTNNT AnanwalganiteUaten1s wagnsandula
vieadieuiiessamasinvieadien Generation Y I
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11.54™ SM1 M1 - 28
11.13=  SM2 \ ] IM2 |=s3.52
\5-37 20.86
10.9em  SM3 €. IM3  |=11.27
12 33m=  SMA4 DC1  |=e3.c1
11.esm  SMS DC2 === .4z
1o0.08™  SM6 DC3  |=1z.8s
5 .30 SM7 DC4 —410.88
.06+  SME DCS  |=11.32

Chi-Square=47.71, df=42, P-value=0.25177, RMSEA=0.021

AT 2 A1 T-values INNANITIHATILILEUNI
N : {37

HANI3ILATIZW L UUTI809aUNITIATIES 19 (Structural Equation Modeling: SEM) #U31
wuudnaesiinnuasnnaesiuteyaslseinvegluinamia laediAn Chi-square = 47.71, df = 42,
pvalue = 0.251 way RMSEA = 0.021 uandlifuinuuusiassfiwauiduiannumnzalunis
95UIUAMUFUN UG TE NS

HloRsUIEUMNBTENaTENIEILUTURE N N15AaIAUENS (SM) SiBnSnaniamsads
mﬂm'amwé’ﬂwaj@wmwmawm (IM) (t- value = 18.29, p < 0.05) uaﬂmﬂ'ﬁu N159A1AUINTT (SM)
Sedanalaonseenisinaulavieadisadiosses (DO) (t-value = 3.84, p < 0.05) VLT nnEnwal
amneyatenis (IM) T8vsnadauindenisdndulavieaiivaiiesses (DO) (tvalue = 2.18, p <
0.05)

NanITIATIEATInaaveuliiui nsnanusnindulededfyivisadan ndnueifia
TifugamneUatens uardssadensdndulavieniisndiossesvesinvioniies Generation Y s
N19nTUaEN1IS N IUAMENwalgavLsUaten1e Featuayuauufziunisi e fivualily
Lmuai’waaﬂl,%ammqﬁ
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0.25%  SM1 IM1  |=*0.08
0.2] = SM2 \ 0.€3 IM2 - 13
. fIJ'
\ 58
0.22%  SM3 | 7% 0.54—= IM3 |=0.21
0.57
0.5 SM4 |0 DC1  |=e0.12
0. 55
0.2+  SMS /}' 0.e1—== DCZ |[=0.16
/J, .4z
0.16%  SM6 0.7 .54\“ DC3  |[=*0.28
/ -3,53\\
0.17%={ SM7 \ DC4 [=0.20
o.19%  SMA DC5  [=.0.22

Chi-Square=47.71, df=42, P-value=0.25177, RMSEA=0.021

AT 3 A1 Standardized Coefficients MARANITILATIZILAUN
I : {37

HANTIATIELIRRaNNTSIATIas1anUd Wnalinnudenndesiudeyaidausedny
Tusgaud (Chi-square = 47.71, df = 42, p-value = 0.25177, RMSEA = 0.021) lagn15ma1ausnig
(SM) @igngnaldsuinsenindnuaigavineuatenie (IM) asfign (B = 0.93) 504A4NABBNENAYDY

nsra1auInIsdnentsandulavisaiieailosses (DO) (B = 0.63) uagBnsnavesnmanvaiyaniny

e

D

Uanemsfidisenisindulavieadioadiossos (B = 0.38) awddiu wenanil AundnesAdsznau
vosuusdunaléfidagseving 0.42-0.74 Tsogluinasivansuld asiouinidfaaunsnesuied
wUSHH bR a1y T,ﬂEJﬁa%ﬁ’mﬁﬁ511/1%@&?51]3%%@&@@ Tawn n1siidausIn (SM8; A = 0.74)
AUANIANNET IML; A = 0.63) uagmsuanamdeya (DC2; A = 0.61) AUy

[y

A1519 4 NANSVAFBUANLAFIUNTIVY (ANFUUTEENTEVENAINTEIY)

AUUAFIU Coef. t-value HaN1VIAHDY
- v . GG
Hi: MIAAIAUSNTT — MwanuwaiaamngUatenis 0.92 18.15% -
: G
- o sa 4 GINIGINY
Hz: M30a1aUsn1s — nsdndulaviesiieniiliosses 0.59 3.99% N
G
Ha: nwdnwalavaneUatenns — n1sandulavieaiien atuayuy
- ) 0.42 2.66** -
dloesad auLAgIu
Ha: 113981003015 — Amdnwaln — nssindula 0,39 atfuauu
(Mn9da) ' auufgu

AR ** 1
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Abstract

This study examined university students' satisfaction with WeChat Official Account
applications in Xi'an City, Shaanxi Province, China, based on the system quality construct of
the Information Systems Success Model. It had two objectives: to examine the levels of system
quality across five dimensions (adaptability, availability, reliability, response time, and usability)
and of satisfaction, and to analyse the influence of these system quality dimensions on
satisfaction. Data were collected from 400 university students who had used a university
WeChat Official Account, selected through proportional stratified sampling, using a five-point
Likert-scale questionnaire. The data were analysed using descriptive statistics and stepwise
multiple regression. The results showed that both system quality (mean = 2.21) and
satisfaction (mean = 2.12) were rated at low levels. The stepwise regression model was
statistically significant (F = 406.344, p < 0.001) and explained 80.3% of the variance in
satisfaction (Adjusted R2 = 0.803). Usability (B = 0.281), response time (B = 0.256), availability
(B = 0.223), and reliability (B = 0.223) were each significantly and positively associated with
satisfaction, while the adaptability dimension could not be reliably assessed, as its scale did
not achieve internal consistency. These findings suggest that usability, response time,
availability, and reliability are significant system quality factors associated with student
satisfaction. As the four dimensions carried closely comparable weights, universities seeking to

improve satisfaction should strengthen them together rather than prioritising any single one.

Keywords: System Quality, User Satisfaction, WeChat Official Account, Information Systems

Success Model, University Students
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Introduction

The digital economy is a novel economic paradigm driven by digital technology,
leveraging technological capabilities to enhance efficiency and generate added value across
sectors including manufacturing, transportation, sales, and services. In the realm of education,
institutions are progressively transitioning toward becoming "digital universities" to align their
operations with the rapid changes observed in today's educational landscape (Maltese &
Giunchiglia, 2017). Amid the challenges posed by the COVID-19 pandemic, universities have
been compelled to continually adapt to digital services (Choudhury, 2020), expanding digital
infrastructure to support teaching, learning management, research activities, and online
community services. In this context, easily accessible applications serve as vital conduits
through which students access information and services. (Alenezi, 2023)

WeChat has emerged as one of the most influential digital platforms in this transition.
It is @ multifunctional social media, messaging, and payment application used by over half of
China's population, ranking among the top social networks globally. By the second quarter,
the combined monthly active users of Weixin and WeChat had reached approximately 1.29
billion worldwide (Tencent Holdings Limited, 2022). The platform supports approximately 20
million active WeChat Official Accounts, which serve as effective tools for content promotion,
follower engagement, and service delivery. In recent years, WeChat has garnered increasing
attention from university information departments and student associations because of its
convenience, rapid accessibility, diverse interactive functions, and flexibility. As of 2018, a total
of 1,634 universities nationwide had established official WeChat public platforms (Li, 2018),
through which they deliver campus news, academic information, and a range of student
services such as campus-card linkage, grade inquiries, and course selection.

Despite this widespread adoption, the value of a university's WeChat Official Account
depends not only on the services it offers but also on the quality of the system that delivers
them. In the Information Systems Success Model, DeLone and McLean treat system quality as
a key determinant of user satisfaction, separate from information quality and service quality
(DeLone & Mclean, 2003). System quality concerns the desirable characteristics of the
information system itself. Among the attributes DeLone and McLean (2003) identify as valued
qualities of a system are adaptability, availability, reliability, response time, and usability, and
this study adopts these five as its dimensions of system quality. When a system is unstable,
slow, or hard to navigate, even rich content and responsive service may leave users
dissatisfied. For university students who depend on WeChat Official Accounts to obtain
academic information, system quality is therefore likely to be an important factor in their
overall satisfaction.

While the DeLone and McLean model has been applied to WeChat Official Accounts

in Chinese higher education, prior studies have mostly approached the platform through
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service content, user engagement, or composite indicator systems. Zhang and Lu (2023), for
example, applied the updated D&M model to academic-library WeChat Official Accounts, but
they used the Delphi method and grey relational analysis to select satisfaction indicators
rather than to test the effect of system quality on satisfaction. The question of how the
individual dimensions of system quality (adaptability, availability, reliability, response time,
and usability) relate to student satisfaction has therefore received limited direct attention. This
question carries practical value, since establishing which dimensions are associated with
satisfaction helps universities decide where to focus platform improvements. The present
study addresses this issue by analysing the influence of system quality and its dimensions on
university students' satisfaction with WeChat Official Account applications in Xi'an City, Shaanxi

Province, China.

Research Objectives

1. To examine the levels of system quality (adaptability, availability, reliability,
response time, and usability) and satisfaction with WeChat Official Account applications among
university students in Xi'an City, Shaanxi Province, China.

2. To analyze the influence of system quality factors (adaptability, availability,
reliability, response time, and usability) on university students' satisfaction with WeChat Official

Account applications in Xi'an City, Shaanxi Province, China.

Conceptual Framework

This study draws on the Information Systems Success Model of DeLone and MclLean
(2003), focusing on the system quality construct and its relationship with user satisfaction.
System quality is examined through five dimensions: adaptability, availability, reliability,
response time, and usability. Each dimension is treated as an independent variable, and
satisfaction with the WeChat Official Account application is the dependent variable. The
conceptual framework is presented in Figure 1.

The study examines system quality rather than the model in full, on both theoretical
and empirical grounds. Information quality concerns content that university units produce
independently of the platform, and service quality concerns support from an information
systems function that students do not engage with directly, so neither construct describes the
platform itself as students encounter it. Empirically, Petter et al. (2008) found the system
quality and user satisfaction association among the most consistently supported in the model,
and Abdullah et al. (2025), in Malaysian public hospitals, reported that system quality
predicted user satisfaction while information quality did not. The five attributes DeLone and
McLean (2003) identify within system quality are therefore treated as separate predictors

rather than as one composite construct.
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Independent Variables Dependent Variable

System Quality

1. Adaptability

2. Availability

3. Reliability R Satisfaction with WeChat

4. Response Time official account

5. Usability application
(DeLone and MclLean, 2003)

Figure 1 Conceptual Framework
Source: Adapted from Delone and McLean (2003)

Research Hypotheses

H1: Adaptability has an influence on university students' satisfaction with WeChat
Official Account applications in Xi'an City, Shaanxi Province, China.

H2: Availability has an influence on university students' satisfaction with WeChat Official
Account applications in Xi'an City, Shaanxi Province, China.

H3: Reliability has an influence on university students' satisfaction with WeChat Official
Account applications in Xi'an City, Shaanxi Province, China.

H4: Response time has an influence on university students' satisfaction with WeChat
Official Account applications in Xi'an City, Shaanxi Province, China.

H5: Usability has an influence on university students' satisfaction with WeChat Official

Account applications in Xi'an City, Shaanxi Province, China.

Literature Review

System Quality in the Information Systems Success Model

System quality is one of the core constructs in the Information Systems Success Model
of DelLone and McLean. It refers to the desirable characteristics of an information system itself,
as distinct from the information it produces or the service that supports it (Petter et al., 2008).
Petter et al. (2008) describe system quality in terms of attributes such as ease of use, system
reliability, flexibility, and response time. Earlier work in the same tradition treats system quality
as a measure of the technical performance of an information system, covering its operational
characteristics and the efficiency of its processing.

In the 2003 revision of their model, DeLone and MclLean identify adaptability,

availability, reliability, response time, and usability as attributes that characterise the quality
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of a system (DeLone & MclLean, 2003). These five attributes form the basis of the present
study and are defined as follows:

1. Adaptability refers to the capacity of a system to accommodate change and to
evolve in response to new requirements and technological developments.

2. Availability refers to the extent to which a system remains operational and
accessible to users with minimal downtime.

3. Reliability refers to the consistency with which a system delivers accurate and
dependable results without failure.

4. Response time refers to the speed with which a system processes user requests
and returns feedback.

5. Usability refers to the ease with which users can learn, navigate, and interact with

a system.

System Quality and User Satisfaction

User satisfaction is one of the six interdependent dimensions of success in the model
of DelLone and McLean (2003). It differs from the three quality constructs in that it records the
user's evaluative response to a system rather than a property of the system itself, and it is
directed at a particular system used in a particular setting rather than at technology in general.
Within the structure of the model it occupies an intermediate position: system quality,
information quality, and service quality shape satisfaction, and satisfaction contributes in turn
to the net benefits users derive from the system. Petter et al. (2008) note that satisfaction is
often adopted as a stand-in for success as a whole, partly because it is convenient to measure,
and they caution that this practice obscures the separate contributions of the quality
dimensions. The present study follows that caution by treating satisfaction as the dependent
variable while retaining the five system quality dimensions as separate predictors.

The relationship between system quality and user satisfaction is well established within
this tradition. In their review of ninety empirical studies, Petter et al. (2008) found the
association to be supported in every one of the twenty-one studies examined at the individual
level of analysis. DeLone and MclLean position system quality as one of the determinants of
user satisfaction, on the premise that a system that performs reliably and responds efficiently
supports a more satisfactory user experience (DelLone & McLean, 2003). In a study of hospital
information systems in Malaysian public hospitals, Abdullah et al. (2025) used structural
equation modelling with 1,376 respondents and found that system quality had a significant
positive effect on user satisfaction (B = 0.480, p < 0.001), while information quality did not.

In the WeChat context specifically, Wang et al. (2023) applied structural equation
modelling to identify the factors shaping user attention toward a WeChat Official Account, and

found that information quality and system quality were among the primary determinants,
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while service quality had limited influence. This finding is relevant to the present study in two
respects: it supports the treatment of system quality as a meaningful determinant in the
WeChat setting, and it suggests that the system dimension may matter more than the service
dimension in this platform. Tian and Xu (2017) likewise examined satisfaction with WeChat
Official Accounts and reported that system quality, alongside information quality and service

quality, significantly influenced user satisfaction.

WeChat Official Accounts in Higher Education

WeChat Official Accounts have been studied as service platforms in Chinese higher
education, though largely from perspectives other than system quality. Zhang and Lu (2023)
applied the updated Delone and McLean model to academic-library WeChat Official
Accounts, using the Delphi method and grey relational analysis to identify key satisfaction
indicators, and reported service responsiveness, information timeliness, and system security
as the most important. Other studies have approached student use of WeChat through
engagement and social outcomes rather than system performance. Zhang et al. (2019)
examined how WeChat use intensity relates to college students' campus life satisfaction
through bridging social capital, while Liang et al. (2025) drew on uses and gratifications theory
to explain university students' engagement with WeChat Official Accounts. Neither treated the
platform as an information system to be evaluated on system quality dimensions.

What this body of work leaves unaddressed is the level at which system quality has
been examined. Tian and Xu (2017) tested it as a single composite construct, and the indicator
rankings reported by Zhang and Lu (2023) reflect expert judgement rather than relationships
estimated in a sample of users. Whether adaptability, availability, reliability, response time,
and usability carry separate and distinguishable associations with satisfaction when estimated
together in one model has not been established, and the present study addresses this

question.

Research Methodology

Research Design

This study used a quantitative research design to examine the influence of system
quality on university students' satisfaction with WeChat Official Account applications. Data
were collected through a survey questionnaire and analysed using the SPSS statistical package
with descriptive statistics and multiple regression analysis.

Population and Sample

The population was undergraduate and junior-college students at higher education
institutions in Xi'an City, Shaanxi Province, China, who had previously used a university's
WeChat Official Account. According to the Xi'an Bureau of Statistics (2023), the city had
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63 higher education institutions with a combined enrolment of 835,600 students
(46 undergraduate institutions with 582,663 students and 17 junior colleges with 252,937
students).

The sample size was determined using Taro Yamane's (1967) formula with a 5% margin
of error, which yielded a required sample of 400 students. A proportional stratified sampling
procedure was applied. Institutions were first classified into two strata, undergraduate and
junior college, and the sample was allocated in proportion to the population of each stratum,
giving 279 respondents from undergraduate institutions and 121 from junior colleges. Fifty per
cent of the institutions in each stratum were randomly selected, and the online questionnaire
was then distributed to students in the selected institutions until the target number for each
stratum was reached.

Research Instrument

The questionnaire began with screening questions to confirm that respondents were

university students in Xi'an who had used a WeChat Official Account. It then collected
demographic information on gender, age, education level, and major. System quality was
measured through five dimensions (adaptability, availability, reliability, response time, and
usability) using 15 items, and satisfaction was measured with five items. All system quality and
satisfaction items used a five-point Likert scale ranging from 1 (strongly disagree) to 5 (strongly
agree).
Mean scores were interpreted using five levels based on equal class intervals of 0.80. For
system quality, scores of 4.21-5.00 indicated "strongly agree," 3.41-4.20 "agree," 2.61-3.40 "not
sure," 1.81-2.60 "disagree," and 1.00-1.80 "strongly disagree." For satisfaction, scores of 4.21-
5.00 indicated "definitely satisfied," 3.41-4.20 "likely satisfied," 2.61-3.40 "uncertain about
satisfaction," 1.81-2.60 "unlikely to be satisfied," and 1.00-1.80 "definitely not satisfied."

Validity and Reliability

The content validity of the questionnaire was assessed by three experts using the
ltem-Objective Congruence (I0C) index. All items obtained IOC values between 0.67 and 1.00,
with an overall index of 0.92, exceeding the 0.60 criterion. Reliability was assessed through a
pilot test with 50 students who were not part of the main sample. Cronbach's alpha (Cronbach,
1951) was 0.943 for the system quality scale and 0.873 for the satisfaction scale, both
exceeding the 0.70 threshold for acceptable reliability (Nunnally, 1978).

Reliability was further examined at the dimension level in the main sample (n = 400).
Cronbach's alpha was .752 for availability, .763 for reliability, .797 for response time, .777 for
usability, and .853 for satisfaction, all above the .70 criterion (Nunnally, 1978). The adaptability
dimension returned an alpha close to zero, with inter-item correlations ranging from -.032 to

.020, indicating that its three items did not form an internally consistent scale in this sample.
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Findings involving this dimension are therefore interpreted with caution, and the implications
are considered in the Discussion.

Data Analysis

Descriptive statistics (frequency, percentage, mean, and standard deviation) described
respondents' demographic characteristics and their levels of system quality and satisfaction.
Stepwise multiple regression then examined the influence of the five system quality
dimensions on satisfaction, retaining only dimensions with a statistically significant
contribution. Significance was set at 0.05.

Stepwise entry was used because the study addresses an applied question, namely
which dimensions of system quality are associated with satisfaction in a setting where the five
dimensions are substantially intercorrelated. The Information Systems Success Model treats
system quality as a determinant of satisfaction but does not order its sub-dimensions, so no
theory-based entry sequence was available. Because stepwise selection is data-driven, the
model was re-estimated in two further ways to examine its stability: simultaneous entry of all
five dimensions, and hierarchical entry with demographic controls in the first block (Table 5).
Before interpreting the regression results, the assumptions underlying multiple regression were
examined. Multicollinearity was assessed through tolerance and variance inflation factors.
Independence of residuals was supported by a Durbin-Watson statistic of 1.953. The
distribution of the standardized residuals was approximately normal, with skewness of .419
and kurtosis of .132, both within the +1 range generally regarded as acceptable. Linearity was
examined through the plot of standardized residuals against standardized predicted values,
which did not indicate a curvilinear pattern. Homoscedasticity was assessed using the Breusch-
Pagan procedure, in which the squared residuals were regressed on the four retained
predictors, and the test did not indicate a significant departure from constant error variance,
F(4, 395) = 2.091, p = .081.

Because all variables were measured with a single self-report instrument administered
at one point in time, the potential for common method bias was assessed using Harman's
single-factor test. Principal component analysis of the twenty items measuring system quality
and satisfaction, extracted without rotation, produced a first component accounting for
50.64% of the total variance, marginally above the 50% level commonly used as a reference
point, and three components had eigenvalues greater than one. Responses were collected
online and anonymously, and no identifying information was requested. The implications of

this result are considered in the Limitations of the Research.
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Research Results

1. Demographic Characteristics of Respondents

Of the 400 respondents, 218 (54.5%) were male and 182 (45.5%) were female. By

age, 189 (47.25%) were 18-22 years old, 130 (32.5%) were over 22, and 81 (20.25%) were
under 18. In terms of education, 279 (69.75%) were studying at the bachelor's degree level
and 121 (30.25%) at the diploma level. Respondents came from thirteen major categories, the
largest being Mathematics and Humanities (56 each, 14.0%), followed by Chemistry (51,
12.75%) and Economics and Management (39, 9.75%).

2. Levels of System Quality and Satisfaction

The levels of system quality across its five dimensions are presented in Table 1.

Table 1 Mean and standard deviation of system quality dimensions

System Quality Dimension Mean S.D. Interpretation
Adaptability 2.71 0.51 Not sure
Availability 2.07 0.94 Disagree
Reliability 2.10 1.00 Disagree
Response time 2.07 1.03 Disagree
Usability 2.09 1.01 Disagree

Overall 2.21 0.78 Disagree

As shown in Table 1, the overall mean of system quality was 2.21 (S.D. = 0.78), which
falls in the "disagree" range, indicating that on average respondents did not perceive the
system quality of university WeChat Official Accounts favourably. Among the five dimensions,
availability (2.07), response time (2.07), usability (2.09), and reliability (2.10) all fell in the
"disagree" range. Adaptability recorded a higher mean (2.71), but this value should not be read
as a substantive level, because the three items forming this dimension did not constitute an
internally consistent scale, as reported in the Validity and Reliability section. The higher mean
was produced mainly by one item concerning security updates, which received an "agree"-
level rating, while the remaining two items stayed at the "disagree" level.

The levels of satisfaction are presented in Table 2.

Table 2 Mean and standard deviation of satisfaction

Satisfaction Item Mean S.D. Interpretation
1. Generally satisfied with the WeChat Official Account 2.11 1.19  Unlikely to be satisfied
2. The experience met expectations 212 1.26  Unlikely to be satisfied

(
(

3. Willing to give a high evaluation 2.13 1.23  Unlike
(

(
ly to be satisfied
4. Satisfied with the account currently used 2.10 1.23  Unlikely to be satisfied
5. It is wise to choose the commonly used account 2.16 1.23  Unlikely to be satisfied
Overall 2.12 0.97  Unlikely to be satisfied
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As shown in Table 2, the overall mean of satisfaction was 2.12 (S.D. = 0.97), within the
"unlikely to be satisfied" range. Respondents were therefore generally not satisfied with the
WeChat Official Account applications they used. These descriptive results address the first

research objective: both system quality and satisfaction were rated low in this sample.
3. Influence of System Quality on Satisfaction
Stepwise multiple regression was used to test the influence of the five system

quality dimensions on satisfaction. The overall model is presented in Table 3.

Table 3 Analysis of variance for the regression of system quality dimensions on satisfaction

Source SS df MS F Sig.
Regression 304.965 a4 76.241 406.344 <0.001
Residual 74.113 395 0.188
Total 379.078 399

As shown in Table 3, the regression model was statistically significant (F = 406.344,
p<0.001), indicating that the system quality dimensions were jointly associated with
satisfaction with the WeChat Official Account application. The coefficients for the individual

dimensions are presented in Table 4.

Table 4 Stepwise regression coefficients for system quality dimensions predicting satisfaction

Dimension B SE B t Sig. Tolerance VIF
(Constant) 0.123 0.054 - 2.253 0.025 - -
Usability 0.271 0.039 0.281  6.937 <0.001 0.303 3.305
Response time 0.242 0.038 0.256  6.350 <0.001 0.304 3.291
Availability 0.231 0.044 0.223 5295 <0.001 0.278 3.591
Reliability 0.217 0.041 0.223 5289 <0.001 0.278 3.594

R =0.897, R?=0.804, Adjusted R? = 0.803, SE = 0.433, Durbin-Watson = 1.953

Note. Tolerance and VIF are reported for the four dimensions retained in the model. When all five
dimensions were entered simultaneously, the tolerance and variance inflation factor for adaptability were
.736 and 1.358.

As shown in Table 4, four of the five system quality dimensions made a statistically
significant contribution to satisfaction and were retained in the model, which together
explained 80.3% of the variance in satisfaction (Adjusted R? = 0.803). Adaptability did not make
a significant contribution and was not retained.

Multicollinearity was not a concern in this model. Tolerance values ranged from 0.278
to 0.304 and variance inflation factors from 3.291 to 3.594, all within conventional limits. The
value for adaptability was the lowest of the five dimensions, which indicates that its exclusion

from the stepwise model is not attributable to redundancy with the other dimensions.
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Because stepwise selection is data-driven, the model was re-estimated under two further
specifications to examine whether the results depend on the selection procedure. The three

specifications are compared in Table 5.

Table 5 Comparison of three model specifications

Dimension Stepwise [3 Enter B Hierarchical 3
Usability 0.281 0.270 0.270
Response time 0.256 0.248 0.248
Availability 0.223 0.220 0.222
Reliability 0.223 0.222 0.219
Adaptability not retained 0.042 (p = .104) 0.041 (p = .115)
Adjusted R? 0.803 0.803 0.802

Note. All coefficients for the four retained dimensions were significant at p < 0.001 in all three specifications.

The hierarchical model entered gender, age, and education level in the first block.

Table 5 shows that the four retained dimensions carried almost identical weights across
the three specifications, with standardised coefficients differing by no more than 0.011, and
that adaptability failed to reach significance in both specifications in which it was retained. The
demographic block entered at the first step of the hierarchical model was not significant
overall (F(3, 396) = 1.738, p = .159) and accounted for 1.3% of the variance in satisfaction. In
the first block, gender showed a small association with satisfaction (B = -0.105, p = .036), but
it did not remain significant once the system quality dimensions were entered (p = .966), and
none of the three demographic variables was significant in the final model. Adding the system
quality dimensions increased the explained variance by 79.3% (F change = 319.982, p < 0.001).
The findings therefore do not depend on the selection procedure or on the demographic
composition of the sample.

Each of the four retained dimensions was significantly and positively associated with
satisfaction. A one-unit increase in usability corresponded to a 0.271-unit increase in
satisfaction, and the corresponding values were 0.242 for response time, 0.231 for availability,
and 0.217 for reliability. The standardised coefficients ranged from 0.223 to 0.281, a span of
0.058, and their ordering is not treated here as a ranking of relative importance, since the order
of availability and reliability is not stable across the specifications reported in Table 5. The

regression equation in raw-score form was:

Satisfaction = 0.123 + 0.271(Usability) + 0.242(Response time) + 0.231(Availability) +
0.217(Reliability)

4. Summary of Hypothesis Testing

The results support four of the five hypotheses, as summarised in Table 6.
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Table 6 Summary of hypothesis testing

Hypothesis Result
H1: Adaptability has an influence on satisfaction with WeChat Official Account Not
applications. supported

H2: Availability has an influence on satisfaction with WeChat Official Account applications.  Supported

H3: Reliability has an influence on satisfaction with WeChat Official Account applications.  Supported

H4: Response time has an influence on satisfaction with WeChat Official Account
o Supported
applications.

H5: Usability has an influence on satisfaction with WeChat Official Account applications. Supported

Note. The result for H1 is treated as inconclusive rather than as evidence that adaptability is unrelated to

satisfaction; see the accompanying text.

These results address the second research objective. Usability, response time,
availability, and reliability were each significantly and positively associated with satisfaction.
Adaptability was not retained in the model, but this outcome should not be read as an
absence of influence. As reported in the Validity and Reliability section, the adaptability scale
did not meet the internal consistency criterion in the main sample, so its non-retention cannot
be interpreted as a substantive finding. The coefficients for the four retained dimensions are
estimated from scales that met the reliability criterion. Although the absolute levels of system
quality and satisfaction were low, variation in the four retained dimensions still accounted for

a substantial proportion of the variation in satisfaction.

Discussion

The present study examined the influence of five system quality dimensions on
university students' satisfaction with WeChat Official Account applications in Xi'an City, and
the results address both research objectives. The stepwise regression model was statistically
significant (F = 406.344, p < 0.001) and accounted for 80.3% of the variance in satisfaction
(Adjusted R? = 0.803). This finding is consistent with the core proposition of the Information
Systems Success Model, in which system quality operates as a determinant of user satisfaction
(DeLone & MclLean, 2003). It corresponds with Tian and Xu (2017), who reported that system
quality significantly influenced user satisfaction with WeChat Official Accounts, and with the
broader IS Success literature synthesised by Petter et al. (2008), in which system quality
attributes were repeatedly associated with user satisfaction across study settings. Earlier work
in the WeChat setting also supports the relevance of the system dimension on this platform:
Wang et al. (2023) found that system quality was among the primary factors shaping users'
attention intention toward WeChat Official Accounts, which indicates that the technical
performance of the platform matters to users even when the outcome under study is not

satisfaction itself.
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Among the five dimensions, four made a significant positive contribution and were
retained in the model, with standardised coefficients of 0.281 for usability, 0.256 for response
time, and 0.223 for both availability and reliability. These values span a range of only 0.058,
and the order of availability and reliability reverses across model specifications, so they are
treated here as closely comparable rather than as an ordered set. What the pattern indicates
is that students respond to the platform as a working system rather than to any single property
of it: the ease of navigating it, the speed with which it responds, its accessibility, and its
dependable operation all register in their overall evaluation at a similar level. The finding for
usability is consistent with Petter et al. (2008), who identified ease of use as one of the most
frequently supported system quality attributes in relation to satisfaction, and with the
emphasis DeLone and MclLean (2003) place on usability as a characteristic that shapes the
user's experience of a system. The contribution of response time is consistent with Zhang and
Lu (2023), who examined WeChat Official Accounts of academic libraries and identified service
responsiveness and information timeliness among the most important satisfaction indicators.
A comparable pattern was reported by Abdullah et al. (2025) in a hospital information system
context in Malaysian public hospitals, where system quality had a significant positive effect on
user satisfaction (B = 0.480, p < 0.001). Although that study concerned a different platform
and user group, its result reinforces the present finding that system quality is consistently
associated with satisfaction across information system settings.

These four results support hypotheses H2 through H5. They also carry a practical
implication that addresses the second research objective. Because the four dimensions carried
closely comparable weights, improvements to interface design, system responsiveness,
accessibility, and dependable operation are all likely to contribute to student satisfaction, and
none of them can be identified from these data as the single most productive point of
intervention.

Adaptability did not make a significant contribution and was not retained in the model,
so H1 was not supported. This result should not be read as evidence that adaptability is
unrelated to satisfaction. The adaptability scale did not achieve internal consistency in this
sample, and the pattern was already visible at the item level: the item concerning security
updates averaged 4.08 while the remaining two items averaged 1.93 and 2.11. The three items
behaved as unrelated indicators rather than as a single dimension. The collinearity diagnostics
reported in Table 4 further show that adaptability had the lowest variance inflation factor of
the five dimensions, so its exclusion cannot be attributed to redundancy with the other
predictors. Because the construct was not measured reliably, the absence of a significant effect
is attributable at least in part to measurement, and no conclusion about the influence of

adaptability can be drawn from these data.
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The levels of system quality and satisfaction warrant further comment. Both were rated
low. The overall mean of system quality was 2.21, in the "disagree" range, and the overall
mean of satisfaction was 2.12, in the "unlikely to be satisfied" range. The distribution of
satisfaction scores adds further detail to this picture. Rather than clustering around a uniformly
low level, respondents fell into two groups: 278 respondents (69.5%) rated their satisfaction
at 2.00 or below, while 65 respondents (16.3%) rated it at 3.60 or above, with comparatively
few respondents in the middle of the scale. The low overall mean therefore reflects a large
group of clearly dissatisfied users alongside a smaller group of satisfied users, rather than
moderate dissatisfaction shared across the sample. The low levels and the positive association
are not contradictory. The descriptive results, which address the first objective, describe how
favourably students currently evaluate the platform, while the regression results, which
address the second objective, describe the direction and strength of the relationship between
system quality and satisfaction. Because the four retained dimensions accounted for a
substantial proportion of the variance in satisfaction, raising the quality of these dimensions is
the most direct route to improving satisfaction, even though the present levels of both are
low.

These results contribute to the literature on WeChat Official Accounts in three ways.
Earlier studies in this setting treated system quality as a single construct or ranked indicators
by expert judgement, whereas the present findings show that four of its attributes carry
separate and closely comparable associations with satisfaction, which indicates that the
construct operates as a set of related but distinguishable properties rather than as one
undifferentiated quality. The results also show that a platform can be evaluated poorly by its
users while the relationship between system quality and satisfaction remains strong, so low
absolute levels and a strong association are not in conflict. Finally, the behaviour of the
adaptability dimension indicates that the attributes DelLone and McLean (2003) list within
system quality are not equally straightforward to measure, and that work applying the model
at the level of individual attributes needs to establish the internal consistency of each before

treating it as a dimension.

Recommendations

Recommendations from the Research Findings

To improve student satisfaction with the WeChat Official Account, universities should
focus on four aspects of system quality: usability, response time, availability, and reliability.
Usability can be improved by simplifying the interface and clarifying the navigation path, so
that students reach the information they need with fewer steps. Response time can be
improved by making the platform load faster, especially when connecting to linked university
web pages. Availability can be improved by reducing downtime and keeping access stable, so
that the account is usable whenever students need it. Reliability can be improved by making
the service more consistent and secure, so that students can depend on the platform and
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trust the information it provides. Because the four dimensions carried closely comparable
weights in this sample, universities with limited resources should treat them as a single
programme of improvement rather than addressing them in a fixed order.

Limitations of the Research

This study has six limitations that should be considered when interpreting the results.
First, the sample was confined to university students in Xi'an City, so the findings may not
generalise to students in other regions of China or to other user groups, whose evaluations of
WeChat Official Accounts may differ. Second, the data were collected at a single point in time,
which provides a snapshot rather than a view of how satisfaction changes as the platform and
its users evolve. Because of this design, the analysis establishes association rather than causal
order, and it remains possible that students who are more satisfied with the platform also
evaluate its system qualities more favourably. Third, the study relied on self-reported
questionnaire data in which the independent and dependent variables were measured with
the same instrument from the same respondents. The single-factor test reported in the Data
Analysis section produced a first component slightly above the 50% reference level, so
common method variance cannot be ruled out, and no marker variable was included in the
questionnaire to allow a more precise assessment.

Fourth, the questionnaire did not record how frequently respondents used the
platform or their level of digital literacy, so these variables could not be included among the
controls. Fifth, the adaptability scale did not achieve internal consistency in this sample, so
the study cannot determine whether adaptability is associated with satisfaction, and the
conceptual boundaries between usability and response time and between availability and
reliability were not tested directly. Sixth, the stepwise regression procedure selects predictors
on a data-driven basis, and although the model was re-estimated under two further
specifications with consistent results, the exclusion of adaptability reflects this specific sample
and should be confirmed in further studies before it is treated as a general pattern.

Recommendations for Future Research

The adaptability construct requires a redesigned measurement scale before its
relationship with satisfaction can be tested. Future work should develop a balanced set of
items for this dimension and establish their internal consistency before the dimension is
entered into a model. The model could also be extended beyond system quality and
satisfaction to include other constructs of the Information Systems Success Model, such as
information quality, system use, and net benefits (DeLone & McLean, 2003), in order to trace
the fuller path from system quality to outcomes. Replicating the study in other cities and at
other types of institution would test the generalisability of the findings. A longitudinal design
would allow the direction of the relationship to be examined, and a mixed-methods design
incorporating interviews or usability testing would provide the explanatory depth that a
quantitative survey cannot offer on its own.
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