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∫∑§—¥¬àÕ

* §≥∫¥’ §≥–æ“≥‘™¬»“ μ√å·≈–°“√∫—≠™’ ¡À“«‘∑¬“≈—¬∏√√¡»“ μ√å

§” ”§—≠ : §ÿ≥¿“æ°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å §ÿ≥¿“æ°“√„Àâ∫√‘°“√°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å §ÿ≥¿“æ
°“√®—¥°“√°“√μ≈“¥°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å

»‘√‘≈—°…≥å  ‚√®π°‘®Õ”π«¬*

°“√»÷°…“π’È¡’«—μ∂ÿª√– ß§å‡æ◊ËÕ ”√«®§«“¡‡ÀÁπ
¢Õßπ—°∑àÕß‡∑’Ë¬«∂÷ß§ÿ≥¿“æ¢Õß°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°-
∑√Õπ‘° å®“°π—°∑àÕß‡∑’Ë¬«™“«‰∑¬·≈–μà“ßª√–‡∑»
º≈°“√»÷°…“„π¿“æ√«¡¢Õßπ—°∑àÕß‡∑’Ë¬« æ∫«à“
Õß§åª√–°Õ∫§ÿ≥¿“æ¢Õß°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å
(E-Tourism Quality) ¡’ Õß¡‘μ‘ ¡‘μ‘·√° §◊Õ §ÿ≥¿“æ
°“√„Àâ∫√‘°“√°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å (E-Tourism

§ÿ≥¿“æ°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å‡æ◊ËÕæ—≤π“°“√∑àÕß‡∑’Ë¬«
Õ‘‡≈Á°∑√Õπ‘° å ‰∑¬

Service Quality) ª√–°Õ∫¥â«¬ §ÿ≥¿“æ°“√ÕÕ°·∫∫
‡«Á∫‰´μå §ÿ≥¿“æ°“√ÕÕ°·∫∫∫√‘°“√ §ÿ≥¿“æ°“√„Àâ∫√‘°“√
·≈–§ÿ≥¿“æ‡∑§‚π‚≈¬’ “√ π‡∑»∑’Ë π—∫ πÿπ√–∫∫
·≈–¡‘μ‘∑’Ë Õß§◊Õ §ÿ≥¿“æ°“√®—¥°“√°“√μ≈“¥°“√
∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å (E-Tourism Marketing
Management Quality)
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Abstract

Keywords : E-tourism Quality, E-Tourism Service Quality, E-Tourism Marketing Management Quality

This study aims to identify the components
of the E-Tourism Quality from Thai and
International tourists. The result from all the
tourists determines two dimensions of E-tourism
Quality. The first dimension is E-Tourism Service

Quality which consists of four factors: Website
Design Quality, E-Service Design Quality,
Technology Quality and Customer Service
Quality. The second dimension is E-Tourism
Marketing Management Quality.
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∫∑π”

°“√¥”‡π‘π∏ÿ√°‘®„π¬ÿ§¥‘®‘∑—≈ Õß§å°√μà“ßÊ ®”‡ªìπ
μâÕßμ‘¥μ“¡°“√‡ª≈’Ë¬π·ª≈ß¢Õß‡Àμÿ°“√≥åμà“ßÊ Õ¬à“ß
„°≈â™‘¥·≈–ª√—∫μ—«„Àâ∑—π°—∫°“√‡ª≈’Ë¬π·ª≈ß∑’Ë‡°‘¥¢÷Èπ
‡æ◊ËÕ„ÀâÕß§å°√Õ¬Ÿà√Õ¥„π¬ÿ§¥‘®‘∑—≈∑’Ë¢âÕ¡Ÿ≈¢à“« “√ àß
∂÷ß°—πÕ¬à“ß√«¥‡√Á« À≈“¬Õß§å°√‰¥âπ” “√ π‡∑»·≈–
‡∑§‚π‚≈¬’°“√ ◊ËÕ “√ (Information and Commu-
nication Technology: ICT) ¡“„™â‡ªìπ‡§√◊ËÕß¡◊Õ„π°“√
∫√‘À“√ß“π ‡æ◊ËÕ„Àâ∫√‘°“√∑’Ë√«¥‡√Á« ™à«¬≈¥§à“„™â®à“¬
·≈–‡æ‘Ë¡ª√– ‘∑∏‘¿“æ„π°“√¥”‡π‘πß“π „π¬ÿ§¥‘®‘∑—≈
Õß§å°√μà“ßÊ ‰¥â„™â™àÕß∑“ßÕ‘π‡∑Õ√å‡πÁμ‡æ◊ËÕ‡æ‘Ë¡™àÕß∑“ß
„π°“√§âπÀ“¢âÕ¡Ÿ≈ μ‘¥μàÕ ◊ËÕ “√°—∫≈Ÿ°§â“ ·≈–„Àâ≈Ÿ°§â“
 “¡“√∂‡¢â“¡“§âπÀ“¢âÕ¡Ÿ≈√«¡∂÷ß°“√∑”√“¬°“√ºà“π
Õ‘π‡∑Õ√å‡πÁμ Õ‘π‡∑Õ√å‡πÁμ®÷ß‡ªìπ™àÕß∑“ß∑’Ë™à«¬ √â“ß
§ÿ≥§à“„π°“√∫√‘À“√®—¥°“√¢ÕßÕÿμ “À°√√¡μà“ßÊ ∑’Ë∑”„Àâ
≈Ÿ°§â“ “¡“√∂‡¢â“∂÷ß‰¥â –¥«°

Õÿμ “À°√√¡°“√∑àÕß‡∑’Ë¬«‡ªìπÕÿμ “À°√√¡Àπ÷Ëß
∑’ËμâÕß¡’°“√„Àâ¢à“« “√μà“ßÊ ®”π«π¡“° ∑—Èß„π√Ÿª·∫∫¢Õß
¢âÕ§«“¡·≈–¿“æ∑’ËÕ¬Ÿà „π√Ÿª·∫∫¢Õß¥‘®‘∑—≈ √«¡∂÷ß
°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å∑’Ë “¡“√∂„Àâ∫√‘°“√‰¥â∑ÿ°∑’Ë
∑ÿ°‡«≈“  ”À√—∫ª√–‡∑»‰∑¬ π‚¬∫“¬‡√àß¥à«π¢Õß√—∞∫“≈
∑’Ëæ¬“¬“¡®–∑”„Àâ°“√∑àÕß‡∑’Ë¬«øóôπμ—«À≈—ß‡°‘¥«‘°ƒμ‘
∑“ß°“√‡¡◊Õß„πªï æ.». 2552 ·≈–μàÕ‡π◊ËÕß¡“∂÷ßªï æ.».
2553 ·ºπæ—≤π“°“√∑àÕß‡∑’Ë¬«·Ààß™“μ‘ æ.». 2555-2559
‰¥â¡ÿàß‡πâπæ—≤π“°“√∑àÕß‡∑’Ë¬«·∫∫Õß§å√«¡‚¥¬°“√
∑àÕß‡∑’Ë¬«·Ààßª√–‡∑»‰∑¬‡ªìπÀπà«¬ß“π¿“§√—∞∑’Ë¥Ÿ·≈
√—∫º‘¥™Õ∫‰¥â‡≈Áß‡ÀÁπ∂÷ß§«“¡ ”§—≠¢Õß°“√∑àÕß‡∑’Ë¬«
‰∑¬¥â«¬°“√º≈—°¥—ππ‚¬∫“¬μà“ßÊ ·≈–μ—Èß°√¡°“√
∑àÕß‡∑’Ë¬«¢÷Èπ‡æ◊ËÕ·°â‰¢ªí≠À“°“√∑àÕß‡∑’Ë¬«Õ¬à“ß‡√àß¥à«π
°“√„™â ‡∑§‚π‚≈¬’·≈–‡§√◊Õ¢à“¬ “√ π‡∑»„Àâ‡°‘¥
ª√–‚¬™πå„π‡™‘ß°≈¬ÿ∑∏å‡ªìπ·π«∑“ßÀπ÷Ëß∑’Ë ”§—≠∑’Ë
À≈’°‡≈’Ë¬ß‰¡à‰¥â

°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å‡ªìπ°“√„Àâ¢âÕ¡Ÿ≈
§âπÀ“¢âÕ¡Ÿ≈ °“√„Àâ∫√‘°“√ ·≈–°“√∑”√“¬°“√„™â∫√‘°“√
°“√∑àÕß‡∑’Ë¬«μà“ßÊ ºà“π‡«Á∫‰´μåÕ‘π‡μÕ√å‡πÁμ (Buhalis,
2003) °“√æ—≤π“§ÿ≥¿“æ„π°“√∫√‘À“√®—¥°“√°“√
∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å„πÕÿμ “À°√√¡°“√∑àÕß‡∑’Ë¬«‰∑¬
®÷ß‡ªìπ ‘Ëß®”‡ªìπ·≈–‡ªìπª√–‚¬™πå„π°“√æ—≤π“Õÿμ “À°√√¡
°“√∑àÕß‡∑’Ë¬«¢Õßª√–‡∑»‰∑¬∑’Ë®– √â“ß§«“¡¿—°¥’
·≈–°≈—∫¡“„™â∫√‘°“√μà“ßÊ ‡æ◊ËÕ„Àâ “¡“√∂„Àâ∫√‘°“√
·°àπ—°∑àÕß‡∑’Ë¬«‰¥â√«¥‡√Á«·≈–°â“«∑—πμàÕ°“√·¢àß¢—π„π
¬ÿ§¥‘ ®‘ ∑— ≈ ß“π«‘®—¬π’È¡’«—μ∂ÿª√– ß§å ‡æ◊ËÕæ—≤π“¢’¥
§«“¡ “¡“√∂°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å‰∑¬‡æ◊ËÕ»÷°…“
∂÷ßÕß§åª√–°Õ∫§ÿ≥¿“æ°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å
(E-Tourism Quality) ‚¥¬»÷°…“®“°¡ÿ¡¡Õß¢Õß
π—°∑àÕß‡∑’Ë¬«™“«μà“ß™“μ‘·≈–™“«‰∑¬ „π‡√◊ËÕß§ÿ≥¿“æ
°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å „π¥â“π§ÿ≥¿“æ∫√‘°“√
°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å (E-Tourism Service
Quality) ·≈–§ÿ≥¿“æ°“√®—¥°“√°“√μ≈“¥°“√∑àÕß‡∑’Ë¬«
Õ‘‡≈Á°∑√Õπ‘° å (E-Tourism Marketing Management
Quality) ¢ÕßºŸâ„Àâ∫√‘°“√°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å«à“
¡’Õß§åª√–°Õ∫„¥ ∑—Èßπ’È°“√„Àâ∫√‘°“√∑’Ë¡’§ÿ≥¿“æ‰¡à„™à
®–¡’‡æ’¬ß§ÿ≥¿“æ„π°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å¥â«¬
°“√¡’‡«Á∫‰´μå‡∑à“π—Èπ ·μà®–μâÕß¡’§ÿ≥¿“æ°“√®—¥°“√
°“√μ≈“¥°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å∑’Ë¥’√«¡‡¢â“‰ª¥â«¬
(UNCTAD, 2005)

∑∫∑«π«√√≥°√√¡

·π«§‘¥∑’Ë‡°’Ë¬«¢âÕß°—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√‰¥â¡’
°“√∑”«‘®—¬°—πÕ¬à“ß·æ√àÀ≈“¬¡“π“π μ—«Õ¬à“ß‡™àπ
‚¡‡¥≈ çSERVQUALé ¢Õß Parasuraman Zeithaml
·≈– Malhotra (1985) ∑’Ëª√–‡¡‘π∑—»π§μ‘¢ÕßºŸâ∫√‘‚¿§
À√◊ÕºŸâ „™â∫√‘°“√∑’Ë¡’μàÕ§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢ÕßºŸâ „Àâ
∫√‘°“√ ªí®®—¬§ÿ≥¿“æ°“√„Àâ∫√‘°“√¥—ß°≈à“«ª√–°Õ∫¥â«¬
10 ªí®®—¬ §◊Õ §«“¡ “¡“√∂„π°“√„Àâ∫√‘°“√‰¥â∂Ÿ°μâÕß
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(Reliability) §«“¡√«¥‡√Á«„π°“√„Àâ∫√‘°“√ (Respon-
siveness) §«“¡ “¡“√∂ (Competence) §«“¡ “¡“√∂
‡¢â“∂÷ß‰¥â (Access) §«“¡‡Õ◊ÈÕ‡øóôÕ (Courtesy) °“√ ◊ËÕ “√
(Communication) §«“¡πà“‡™◊ËÕ∂◊Õ (Credibility)
§«“¡ª≈Õ¥¿—¬ (Security) °“√‡¢â“„®≈Ÿ°§â“ (Understand
Customer) ·≈–°“√¡’‡§√◊ËÕß¡◊ÕÕÿª°√≥å·≈–∫ÿ§≈“°√
æ√âÕ¡∑’Ë®–„Àâ∫√‘°“√ (Tangible) ªí®®—¬∑—Èß 10 ªí®®—¬
‰¥â∂Ÿ°®—¥°≈ÿà¡„Àâ‡À≈◊Õ‡æ’¬ß 5 ªí®®—¬ §◊Õ °“√„Àâ∫√‘°“√
‰¥â∂Ÿ°μâÕß (Reliability) §«“¡√«¥‡√Á«„π°“√„Àâ∫√‘°“√
(Responsiveness) °“√‡¢â“„®∂÷ß§«“¡μâÕß°“√¢Õß≈Ÿ°§â“
(Empathy) °“√ √â“ß§«“¡‡™◊ËÕ¡—Ëπ„Àâ°—∫≈Ÿ°§â“ (Assurance)
·≈–°“√¡’‡§√◊ËÕß¡◊Õ Õÿª°√≥å·≈–∫ÿ§≈“°√æ√âÕ¡∑’Ë®–„Àâ
∫√‘°“√ (Tangible) Õ¬à“ß‰√°Áμ“¡ §ÿ≥¿“æ°“√„Àâ∫√‘°“√
·∫∫¥—Èß‡¥‘¡∑’ËºŸâ„™â∫√‘°“√‰ª„™â∫√‘°“√ ≥  ∂“π∑’Ë∑”°“√
¢ÕßºŸâ„Àâ∫√‘°“√®–·μ°μà“ß®“°°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å
‡π◊ËÕß®“°°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° åºà“π‡«Á∫‰´μå®–¡’
ªí®®—¬Õ◊ËπÊ ‡¢â“¡“‡°’Ë¬«¢âÕß ‡™àπ ™àÕß∑“ß„π°“√∫√‘°“√
∑’Ë‡ªìπ‡«Á∫‰´μå¢ÕßºŸâ„Àâ∫√‘°“√ §«“¡ª≈Õ¥¿—¬ §«“¡ßà“¬
„π°“√„™â∫√‘°“√ºà“π™àÕß∑“ß‡«Á∫ (Rotchanakitumnuai,
2008)

„π™à«ßÀ≈“¬ªï∑’Ëºà“π¡“‰¥â¡’°“√π”·π«§‘¥§ÿ≥¿“æ
°“√„Àâ∫√‘°“√‰ªª√–¬ÿ°μå„™â‡æ◊ËÕæ—≤π“§ÿ≥¿“æ°“√„Àâ
∫√‘°“√ºà“πÕ‘π‡∑Õ√å‡πÁμÀ√◊Õ§ÿ≥¿“æ°“√„Àâ∫√‘°“√
Õ‘‡≈Á°∑√Õπ‘° å ‡™àπ ‚¡‡¥≈ E-S-QUAL (Parasuraman
et al., 2005) ‚¡‡¥≈ eTailQ (Wolfinbarger and Gilly,
2003) ‚¡‡¥≈ SITEQUAL (Yoo and Donthu, 2001)
‚¡‡¥≈ WebQual (Barnes and Vidgen, 2000) ‚¡‡¥≈
e-SQ (Zeithaml Parasuraman and Malhotra 2002)
·≈–ß“π«‘®—¬Õ◊ËπÊ ¥â“π§ÿ≥¿“æ°“√„Àâ∫√‘°“√ºà“πÕ‘π‡∑Õ√å
‡πÁμ (Cox and Dale, 2001; Lee and Lin, 2005;
Liu and Arnett, 2000; Loiacono et al., 2002;
Ranganathan and Ganapathy, 2002; Van Riel
et al., 2001; Yang and Fang, 2004; Zeithaml et al.,

2002) ß“π«‘®—¬„πÕ¥’μ‰¥â»÷°…“∂÷ß§ÿ≥¿“æ°“√„Àâ∫√‘°“√
Õ‘‡≈Á°∑√Õπ‘° å ‡™àπ §ÿ≥¿“æ‡«Á∫‰´μå §ÿ≥¿“æ¢âÕ¡Ÿ≈
(Barnes and Vidgen, 2000; Lee and Lin, 2005)
„π¢≥–∑’Ë∫“ß«‘®—¬»÷°…“∂÷ß§ÿ≥¿“æ¢âÕ¡Ÿ≈ °“√ÕÕ°·∫∫
∑’Ë «¬ß“¡ °“√„Àâ∫√‘°“√∑’Ë√«¥‡√Á« §«“¡ª≈Õ¥¿—¬ ·≈–
§«“¡‡ªìπ à«πμ—« (Ranganathan and Ganapkoathy,
2002; Zeithaml et al., 2002) ‡ªìπμâπ

§ÿ≥¿“æ°“√®—¥°“√‡«Á∫‰´μå¬—ß‰¡à “¡“√∂ √ÿª∂÷ß
°√Õ∫·π«§‘¥¢Õß§ÿ≥¿“æ°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å
∑’Ë ™— ¥ ‡®π º≈°“√»÷°…“§àÕπ¢â“ß®–°√–®—¥°√–®“¬
„π∫“ßß“π«‘®—¬‰¥â»÷°…“‡æ’¬ß∫“ß à«π¢Õß§ÿ≥¿“æ ºŸâ„Àâ
∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° åμâÕßμ√–Àπ—°∂÷ß§ÿ≥¿“æ°“√„Àâ
∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å„π∑ÿ°°√–∫«π°“√¢Õß°“√„Àâ∫√‘°“√
(»‘√‘≈—°…≥å ‚√®π°‘®Õ”π«¬, 2007) º≈ß“π«‘®—¬π’È
· ¥ß«à“§ÿ≥¿“æ°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å ª√–°Õ∫¥â«¬
°“√ÕÕ°·∫∫∫√‘°“√ (Service Design) °“√ π—∫ πÿπ
≈Ÿ°§â“ (Customer Support) °“√ÕÕ°·∫∫‡«Á∫‰´μå
(Website Design) ·≈–‡∑§‚π‚≈¬’ π—∫ πÿπ√–∫∫
(Technology Support) ‡π◊ËÕß®“°°“√μ‘¥μàÕ ◊ËÕ “√
„πªí®®ÿ∫—π¡’°“√„™âÀ≈“¬™àÕß∑“ß∑—Èßºà“π‡«Á∫‰´μå ·≈–
‡§√◊Õ¢à“¬ —ß§¡ °“√»÷°…“§ÿ≥¿“æ∑—Èß 4 ¥â“π¡’√–¥—∫
§«“¡ ”§—≠„°≈â‡§’¬ß°—π °“√≈–‡≈¬§ÿ≥¿“æ„π¢—ÈπμÕπ„¥
¢—ÈπμÕπÀπ÷Ëß Õ“® àßº≈∂÷ß°“√¬Õ¡√—∫°“√∫√‘°“√
Õ‘‡≈Á°∑√Õπ‘° å

§ÿ≥¿“æ°“√ÕÕ°·∫∫‡«Á∫‰´μå (Website Design
Quality) ‡ªìπ§ÿ≥¿“æ∑’Ë‡°’Ë¬«¢âÕß°—∫°“√ÕÕ°·∫∫
™àÕß∑“ß°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å (Electronic
Service Channel) ∑’ËºŸâ„™â®–μâÕß„™â‡ªìπ™àÕß∑“ß„π°“√
„™â∫√‘°“√ºà“π™àÕß∑“ß‡«Á∫ §ÿ≥¿“æ‡«Á∫‰´μå∑’Ë∂Ÿ°ÕÕ°·∫∫
®–μâÕß¡’¢âÕ¡Ÿ≈∑’Ë¡’§ÿ≥¿“æ ¢âÕ§«“¡∑’ËÕà“π‡¢â“„®ßà“¬¡’
¢âÕ¡Ÿ≈∑’Ë∑—π ¡—¬·≈–‡°’Ë¬«¢âÕß„π°“√„™âß“π “¡“√∂§âπÀ“
¢âÕ¡Ÿ≈·≈–‡™◊ËÕ¡‚¬ß‰ª¬—ßÀπâ“Õ◊ËπÊ ∫π‡«Á∫‰´μå‰¥âßà“¬
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(Gounaris and Dimitriadis, 2003) ¡’°“√· ¥ß
¢âÕ¡Ÿ≈„À¡à ∑’Ë‡ÀÁπ‡¥àπ™—¥ ·≈–ÕÕ°·∫∫‡«Á∫‰´μå„Àâ¥Ÿ
 «¬ß“¡πà“„™â (Loiacono Watson and Goodhue, 2002;
Ranganathan and Ganapathy, 2002) √«¡∂÷ß
°“√¡’À≈“°À≈“¬¿“…“ (Tierney, 2000; »‘√‘≈—°…≥å
‚√®π°‘®Õ”π«¬, ªï‡μÕ√å √—°∏√√¡, ≈—¥¥“«—≈¬å ·°â«°‘μ‘æß…å,
2010)

§ÿ≥¿“æ°“√ÕÕ°·∫∫°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å
(Electronic Service Design Quality) „π°“√
ÕÕ°·∫∫ ‘π§â“À√◊Õ≈—°…≥–¢Õß°“√∫√‘°“√∑’Ë®–„Àâ∫√‘°“√
·°à≈Ÿ°§â“®–μâÕßÕÕ°·∫∫°√–∫«π°“√„Àâ∫√‘°“√∑’Ë¡’
¢—ÈπμÕπ∑’Ë„™âß“πßà“¬ (Yoo and Donthu, 2001) ¡’
¢—ÈπμÕπ‰¡à´—∫ ấÕπ ¡’∫√‘°“√∑’ËÀ≈“°À≈“¬§√∫∂â«πμ“¡
≈—°…≥–¢Õß°“√¥”‡π‘π∏ÿ√°‘® Õ“∑‘‡™àπ °“√ÕÕ°·∫∫
∫√‘°“√¢Õß∏π“§“√®–μâÕß¡’∫√‘°“√∑’ËÀ≈“°À≈“¬μ“¡
≈—°…≥–¢Õß°“√„Àâ∫√‘°“√∑“ß°“√‡ß‘π ‡™àπ °“√Ω“° ∂Õπ
·≈–‚Õπ‡ß‘π À√◊Õ°“√„Àâ∫√‘°“√∑’Ëμ√ßμ“¡§«“¡μâÕß°“√
¢Õß≈Ÿ°§â“·μà≈–°≈ÿà¡ (Customization) (Rotchana-
kitumnuai and Speece, 2004) À√◊Õ¢âÕ‡ πÕ°“√
∑àÕß‡∑’Ë¬«∑’Ë‡ªìπ‚Õ°“  ÿ¥∑â“¬ (Last Deal Program)
·≈–∑’Ë ”§—≠®–μâÕß¡’°“√ÕÕ°·∫∫∫√‘°“√∑’Ë √â“ß·√ß®Ÿß„®
„Àâ≈Ÿ°§â“¡“„™â∫√‘°“√

§ÿ≥¿“æ°“√„Àâ∫√‘°“√≈Ÿ°§â“ (Customer Service
Quality) ‡ªìπ§ÿ≥¿“æ°“√„Àâ∫√‘°“√·°à≈Ÿ°§â“ ‰¡à«à“®–
‡ªìπ™à«ß°àÕπ°“√„™â∫√‘°“√ √–À«à“ß∑’Ë„™â∫√‘°“√ À√◊ÕÀ≈—ß
®“°°“√„™â∫√‘°“√ ‚¥¬∑—Ë«‰ª‡¡◊ËÕºŸâ„™â‰¥â∑”√“¬°“√ºà“π
√–∫∫°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å  ‘Ëß∑’Ë≈Ÿ°§â“¡—°®–°—ß«≈„®
§◊Õ‰¡à·πà„®«à“√“¬°“√∑’Ë àßºà“πÕ‘π‡∑Õ√å‡πÁμ‰¥â∂Ÿ°°√–∑”
°“√ ”‡√Á®À√◊Õ‰¡à ¥—ßπ—Èπ °“√μ‘¥μàÕ°≈—∫¡“¬—ß≈Ÿ°§â“∑—π∑’
‡¡◊ËÕ∑”√“¬°“√‡ √Á®®÷ß‡ªìπ ‘Ëß®”‡ªìπÕ¬à“ß¬‘Ëß πÕ°®“°π’È
§ÿ≥¿“æ°“√„Àâ∫√‘°“√≈Ÿ°§â“§«√®–¡’∑—Èß√–∫∫°“√„Àâ
∫√‘°“√ π—∫ πÿπ≈Ÿ°§â“ºà“π™àÕß∑“ß‡«Á∫‰´μå √«¡∂÷ß

™àÕß∑“ß‡§√◊Õ¢à“¬ —ß§¡μà“ßÊ (Gounaris and Dimitriadis,
2003; Parasuraman et al., 2005; Van Riel Liljander
and Jurriens, 2001)

     §ÿ≥¿“æ‡∑§‚π‚≈¬’ “√ π‡∑»∑’Ë π—∫ πÿπ°“√„Àâ
∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å (Technology Support Quality)
√–∫∫°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å®– √â“ß§«“¡‡™◊ËÕ¡—Ëπ
„Àâ°—∫ºŸâ „™â ‰¥â®–μâÕß¡’√–∫∫√—°…“§«“¡ª≈Õ¥¿—¬·≈–
§«“¡‡ªìπ à«πμ—« §«“¡ “¡“√∂∑’Ë®–∑”„Àâ√“¬°“√∑’Ë≈Ÿ°§â“
 àßºà“πÕ‘π‡∑Õ√å‡πÁμ “¡“√∂∑”‰¥â ”‡√Á® (Gounaris
and Dimitriadis, 2003; Parasuraman et al., 2005;
Rotchanakitumnuai and Speece, 2004)

πÕ°®“°π’È °“√μ≈“¥Õ‘‡≈Á°∑√Õπ‘° å‡ªìπ ‘Ëß∑’Ë
®”‡ªìπ„π°“√∑”æ“≥‘™¬åÕ‘‡≈Á°∑√Õπ‘° å À“°¡’°“√∫√‘À“√
®—¥°“√ ∑’Ë¡’§ÿ≥¿“æ®– “¡“√∂ àßº≈„Àâ≈Ÿ°§â“æÕ„®
·≈–°≈—∫¡“„™â∫√‘°“√Õ’° ‚¥¬‡©æ“–„πÕÿμ “À°√√¡
°“√∑àÕß‡∑’Ë¬« (UNCTAD, 2005) ª√–‡¥Áπ¥â“π°“√μ≈“¥
∑’Ë ”§—≠ ‰¥â·°à °“√μ—Èß√“§“ (Pricing) ß“π«‘®—¬∑“ß
°“√μ≈“¥‰¥â„Àâ§«“¡ ”§—≠°—∫√“§“«à“‡ªìπªí®®—¬∑’Ë ”§—≠
∑’Ë∑”„Àâ≈Ÿ°§â“‡°‘¥§«“¡æ÷ßæÕ„® (Martin Molira and
Esteban, 2007) ‡æ√“–‡¡◊ËÕ≈Ÿ°§â“ª√–‡¡‘π§ÿ≥§à“¢Õß∫√‘°“√
∫àÕ¬§√—Èß∑’Ë®–§‘¥∂÷ß√“§“ °“√μ—Èß√“§“À√◊Õ‡ª≈’Ë¬π·ª≈ß
¥â“π√“§“Õ¬à“ß‰¡à¡’‡Àμÿº≈®–∑”„Àâ≈Ÿ°§â“√Ÿâ ÷°«à“‰¡à‰¥â√—∫
§«“¡‡ªìπ∏√√¡·≈–‡°‘¥§«“¡‰¡àæÕ„® ‚¥¬§«“¡ ¡‡Àμÿ
 ¡º≈ “¡“√∂æ‘®“√≥“‰¥â®“°º≈≈—æ∏å À√◊Õ°√–∫«π°“√
∑’Ë ‰¥â „™â∫√‘°“√π—Èπ«à“ ¡‡Àμÿ ¡º≈‡ªìπ∑’Ë¬Õ¡√—∫·≈–
¬ÿμ‘∏√√¡À√◊Õ‰¡à (Martin et al., 2007) ∂â“≈Ÿ°§â“√—∫√Ÿâ«à“
ª√–‚¬™πå∑’Ë ‰¥â√—∫°—∫√“§“∑’ËμâÕß®à“¬‰ªπ—Èπ‡ªìπ∑’ËæÕ„®
°Á®–¡’§«“¡‡ªìπ‰ª‰¥âÕ¬à“ß¡“°∑’Ë®–√—∫√Ÿâ«à“√“§“∑’Ë‡æ‘Ë¡¢÷Èπ
¡’§«“¡ ¡‡Àμÿ ¡º≈ (Herrmann et al., 2007) ·μà∂â“
°“√√—∫√Ÿâ«à“√“§“∑’Ë‡æ‘Ë¡¢÷Èππ—Èπ‰¡à ¡‡Àμÿ ¡º≈ Õ—π‡π◊ËÕß¡“
®“°§«“¡‰¡à ¡‡Àμÿ ¡º≈√–À«à“ß√“§“·≈–º≈®“°°“√„™â
∫√‘°“√ °Á®–√—∫√Ÿâ «à“‰¡à ¡‡Àμÿ ¡º≈ (Diller, 2008; Martin
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et al., 2007; Matzler Wurtele and Renzl, 2006)
´÷ËßÕ“®®– àßº≈‰¡à‡≈◊Õ°„™â∫√‘°“√°≈¬ÿ∑∏å°“√ àß‡ √‘¡
°“√¢“¬ §◊Õ °“√≈¥√“§“ °“√‡ πÕ√“§“·æÁ§‡°Á®∑’Ë¡’
√“§“μË” ÿ¥ °“√‚¶…≥“ °“√ √â“ßμ√“¬’ËÀâÕ ¢Õß‡«Á∫‰´μå
·≈–°“√∫Ÿ√≥“°“√™àÕß∑“ß°“√μ‘¥μàÕ ◊ËÕ “√°—∫≈Ÿ°§â“
(Buhalis and Law, 2008; Panos and Harmen, 2004;
Park and Gretzel, 2007; Wang Yu and Fesenmaier,
et al., 2002) ‡æ◊ËÕ √â“ß§«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“ (Gilbert
and Powell, 2003)

¥—ßπ—Èπ ß“π«‘®—¬π’È‰¥â°”Àπ¥¢Õ∫‡¢μ¢Õß§ÿ≥¿“æ
¢Õß°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å„π¡‘μ‘·√°§◊Õ §ÿ≥¿“æ
°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å (E-Tourism Service
Quality) ÷́Ëßª√–°Õ∫¥â«¬Õß§åª√–°Õ∫§ÿ≥¿“æ°“√
ÕÕ°·∫∫‡«Á∫‰´μå (Website Design Quality) §ÿ≥¿“æ
°“√ÕÕ°·∫∫°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å (Electronic
Service Design Quality) §ÿ≥¿“æ°“√„Àâ∫√‘°“√≈Ÿ°§â“
(Customer Service Quality) §ÿ≥¿“æ‡∑§‚π‚≈¬’
 “√ π‡∑»∑’Ë π—∫ πÿπ°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å
(Technology Support Quality) ·≈–Õ’°¡‘μ‘Àπ÷Ëß §◊Õ

°“√®—¥°“√°“√μ≈“¥Õ‘‡≈Á°∑√Õπ‘° å (E-Marketing
Management)

√–‡∫’¬∫«‘∏’«‘®—¬

ß“π«‘®—¬π’È„™â°“√ ”√«®§«“¡‡ÀÁπ¢Õßπ—°∑àÕß‡∑’Ë¬«
∂÷ß§ÿ≥¿“æ¢Õß°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å‡æ◊ËÕæ—≤π“
¢’¥§«“¡ “¡“√∂°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å‰∑¬®“°
π—°∑àÕß‡∑’Ë¬«™“«‰∑¬·≈–μà“ß™“μ‘ ‚¥¬„™â·∫∫ Õ∫∂“¡
∑’Ë‰¥â∂Ÿ°ÕÕ°·∫∫®”π«π 2 ™ÿ¥ ‚¥¬·ª≈‰∑¬‡ªìπÕ—ß°ƒ…
·≈–Õ—ß°ƒ…‡ªìπ‰∑¬ (Back Translation) ‡æ◊ËÕ„Àâ·πà„®«à“
·∫∫ Õ∫∂“¡∑’Ë„™â°—∫π—°∑àÕß‡∑’Ë¬«‰∑¬‡À¡◊Õπ·∫∫ Õ∫∂“¡
¿“…“Õ—ß°ƒ…∑’Ë„™â°—∫π—°∑àÕß‡∑’Ë¬«μà“ß™“μ‘ °“√‡°Á∫¢âÕ¡Ÿ≈
‰¥â‡°Á∫¢âÕ¡Ÿ≈®“°π—°∑àÕß‡∑’Ë¬«μà“ß™“μ‘∑’Ë¡“‡∑’Ë¬«∑—Èß„π
°√ÿß‡∑æ·≈–μà“ß®—ßÀ«—¥ ‡™àπ ™≈∫ÿ√’ ª√–®«∫§’√’¢—π∏å
„π à«π¢Õßπ—°∑àÕß‡∑’Ë¬«μà“ß™“μ‘‰¥â∑”°“√ —¡¿“…≥å‡ªìπ
¿“…“Õ—ß°ƒ… ·≈–„™â°“√ ÿà¡μ—«Õ¬à“ß·∫∫ Purposive
Sampling ‚¥¬‡≈◊Õ°π—°∑àÕß‡∑’Ë¬«∑’Ë‡§¬„™â™àÕß∑“ß
‡«Á∫‰´μå„π°“√§âπÀ“¢âÕ¡Ÿ≈°“√∑àÕß‡∑’Ë¬« ¢âÕ¡Ÿ≈æ◊Èπ∞“π
¢Õßπ—°∑àÕß‡∑’Ë¬« ¥—ß· ¥ß„πμ“√“ß∑’Ë 1
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º≈°“√«‘‡§√“–Àå
μ“√“ß∑’Ë 2 · ¥ß°“√«‘‡§√“–Àå§à“‡©≈’Ë¬ §à“‡∫’Ë¬ß‡∫π

¡“μ√∞“π·≈–Õß§åª√–°Õ∫¢Õßμ—«·ª√§ÿ≥¿“æ°“√„Àâ
∫√‘°“√°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å  (E-Tourism
Service Quality)

π—°∑àÕß‡∑’Ë¬«∑—Èß™“«‰∑¬·≈–μà“ß™“μ‘‡ÀÁπ«à“°“√
„Àâ¢âÕ¡Ÿ≈∑—π ¡—¬∑’Ë‡°’Ë¬«°—∫°“√∑àÕß‡∑’Ë¬«¡’§«“¡ ”§—≠
¡“°∑’Ë ÿ¥  ”§—≠√Õß≈ß¡“μ“¡≈”¥—∫ §◊Õ „™â¢âÕ§«“¡
∑’ËÕà“π‡¢â“„®ßà“¬ „Àâ¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«¢âÕß°—∫°“√∑àÕß‡∑’Ë¬«
§√∫∂â«π ·≈–„Àâ¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«¢âÕß°—∫°“√∑àÕß‡∑’Ë¬«¥â«¬
À≈“¬¿“…“ „π à«π¢Õß§ÿ≥¿“æ¥â“π°“√ÕÕ°·∫∫°“√„Àâ

‡æ» (§π)

À≠‘ß 153 57.1 199 40.9
™“¬ 115 42.9 287 59.1

Õ“¬ÿ (ªï)

πâÕ¬°«à“ 30 87 32.3 191 39.3

30 › 40 139 51.7 208 42.8

¡“°°«à“ 40 › 50 32 11.9 60 12.3

¡“°°«à“ 50 › 60 8 3.0 26 5.3

¡“°°«à“ 60 3 1.1 1 0.2

°“√»÷°…“ (§π)

μË”°«à“ª√‘≠≠“μ√’ 4 1.5 35 7.5

ª√‘≠≠“μ√’ 151 56.8 382 82.3

ª√‘≠≠“‚∑ 103 38.7 43  9.3
ª√‘≠≠“‡Õ° 8 3.0 4 0.9

∫√‘°“√∫π‡«Á∫‰´μå π—°∑àÕß‡∑’Ë¬«„Àâ§«“¡ ”§—≠°—∫
§ÿ≥¿“æ¥â“π°“√ÕÕ°·∫∫„Àâ¡’¢—ÈπμÕπ°“√„™â∫√‘°“√
ºà“π‡«Á∫‰´μå∑’Ëßà“¬  “¡“√∂§âπÀ“¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«°—∫
°“√∑àÕß‡∑’Ë¬«‰¥âßà“¬°“√ÕÕ°·∫∫ «¬ß“¡πà“„™âß“π

πÕ°®“°π’È π—°∑àÕß‡∑’Ë¬«„Àâ§«“¡ ”§—≠°—∫§ÿ≥¿“æ
¥â“π‡∑§‚π‚≈¬’ “√ π‡∑»„π‡√◊ËÕß‡¢â“∂÷ß‰¥â√«¥‡√Á« ¡’
‡∑§‚π‚≈¬’√—°…“§«“¡ª≈Õ¥¿—¬‡ªìπÕ¬à“ß¥’ √—°…“¢âÕ¡Ÿ≈
 à«πμ—«¢Õß≈Ÿ°§â“∑’Ë Ÿß°«à“§«“¡ “¡“√∂√Õß√—∫ª√‘¡“≥
°“√∑”√“¬°“√°“√∑àÕß‡∑’Ë¬«®”π«π¡“° „π à«π¢Õß
§ÿ≥¿“æ¥â“π°“√„Àâ∫√‘°“√ π—°∑àÕß‡∑’Ë¬«„Àâ§«“¡ ”§—≠
μ‘¥μàÕ°≈—∫¡“¬—ß≈Ÿ°§â“∑—π∑’‡¡◊ËÕ∑”√“¬°“√μà“ßÊ ·≈â«

μ“√“ß∑’Ë 1  ¢âÕ¡Ÿ≈æ◊Èπ∞“π¢Õßπ—°∑àÕß‡∑’Ë¬«

              ≈—°…≥–                      π—°∑àÕß‡∑’Ë¬«™“«‰∑¬                π—°∑àÕß‡∑’Ë¬«™“«μà“ß™“μ‘
®”π«π √âÕ¬≈– ®”π«π √âÕ¬≈–
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¡“°∑’Ë ÿ¥ √Õß≈ß¡“§◊Õ  “¡“√∂§≈‘°μ‘¥μàÕºà“π‡«Á∫‰´μå
‰¥â∑—π∑’‡¡◊ËÕ¡’ªí≠À“ ·≈–„™â‡§√◊Õ¢à“¬ —ß§¡„π°“√μ‘¥μàÕ
·≈–·∫àßªíπ¢âÕ¡Ÿ≈°—∫≈Ÿ°§â“À√◊Õ√–À«à“ß≈Ÿ°§â“

π—°∑àÕß‡∑’Ë¬«§”π÷ß∂÷ß§ÿ≥¿“æ¥â“π°“√®—¥°“√
∑“ß°“√μ≈“¥¢Õß°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å°—∫°“√
ÕÕ°·∫∫º≈‘μ¿—≥±å°“√∑àÕß‡∑’Ë¬«∑’ËÀ≈“°À≈“¬μ“¡°≈ÿà¡
≈Ÿ°§â“‡ªÑ“À¡“¬¡“°∑’Ë ÿ¥ ªí®®—¬ ”§—≠∂—¥¡“ §◊Õ „™â™àÕß∑“ß
¥‘®‘∑—≈„π°“√ª√–™“ —¡æ—π∏å°“√∑àÕß‡∑’Ë¬« ‡™àπ ‡«Á∫‰´μå/
‡§√◊Õ¢à“¬  —ß§¡  “¡“√∂ÕÕ°·∫∫‚ª√·°√¡°“√∑àÕß‡∑’Ë¬«
μ“¡§«“¡μâÕß°“√‡©æ“–¢Õßπ—°∑àÕß‡∑’Ë¬« „™â™àÕß∑“ß
¥‘®‘∑—≈„π°“√μ‘¥μàÕ ◊ËÕ “√°—∫π—°∑àÕß‡∑’Ë¬« ‡™àπ ‡«Á∫‰´μå/
‡§√◊Õ¢à“¬ —ß§¡ ·≈–„™âπ‚¬∫“¬√“§“∑’Ë∂Ÿ°°«à“À“°¡’°“√
„™â∫√‘°“√ºà“π‡«Á∫‰´μå

°“√«‘‡§√“–ÀåÕß§åª√–°Õ∫„™â«‘∏’°“√ °—¥ªí®®—¬
·∫∫«‘∏’Õß§åª√–°Õ∫À≈—° (Principal Component
Analysis : PCA) ·≈–À¡ÿπ·∫∫ Varimax ‚¥¬¡’§«“¡
·ª√ª√«π√«¡∑—ÈßÀ¡¥∑’ËÕ∏‘∫“¬‰¥â (Total Variance
Explained) ‡∑à“°—∫ 63.846% º≈°“√«‘‡§√“–Àå
Õß§åª√–°Õ∫æ∫«à“ §ÿ≥¿“æ¥â“π°“√ÕÕ°·∫∫‡«Á∫‰´μå
ª√–°Õ∫¥â«¬μ—«·ª√°“√„Àâ¢âÕ¡Ÿ≈∑—π ¡—¬∑’Ë‡°’Ë¬«°—∫
°“√∑àÕß‡∑’Ë¬« ¡’§à“πÈ”Àπ—°Õß§åª√–°Õ∫¡“°∑’Ë ÿ¥ √Õß≈ß¡“
‡ªìπ„™â¢âÕ§«“¡∑’ËÕà“π‡¢â“„®ßà“¬ „Àâ¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«¢âÕß
°—∫°“√∑àÕß‡∑’Ë¬«§√∫∂â«π ·≈–„Àâ¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«¢âÕß°—∫
°“√∑àÕß‡∑’Ë¬«¥â«¬À≈“¬¿“…“ μ“¡≈”¥—∫ (¥Ÿμ“√“ß∑’Ë 2)

§ÿ≥¿“æ¥â“π°“√ÕÕ°·∫∫°“√„Àâ∫√‘°“√∫π‡«Á∫‰´μå
ª√–°Õ∫¥â«¬μ—«·ª√°“√ÕÕ°·∫∫„Àâ¡’¢—ÈπμÕπ°“√„™â

∫√‘°“√ºà“π‡«Á∫‰´μå∑’Ëßà“¬  ¡’§à“πÈ”Àπ—°Õß§åª√–°Õ∫¡“°∑’Ë ÿ¥
√Õß≈ß¡“‡ªìπÕÕ°·∫∫ «¬ß“¡πà“„™âß“π ·≈–ÕÕ°·∫∫
„Àâ “¡“√∂§âπÀ“¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«°—∫°“√∑àÕß‡∑’Ë¬«‰¥âßà“¬
μ“¡≈”¥—∫

§ÿ≥¿“æ¥â“π‡∑§‚π‚≈¬’ “√ π‡∑» ª√–°Õ∫¥â«¬
μ—«·ª√°“√√—°…“¢âÕ¡Ÿ≈ à«πμ—«¢Õß≈Ÿ°§â“ ¡’§à“πÈ”Àπ—°
Õß§åª√–°Õ∫¡“°∑’Ë ÿ¥ √Õß≈ß¡“‡ªìπ‡¢â“∂÷ß‰¥â√«¥‡√Á«
¡’ ‡∑§‚π‚≈¬’√—°…“§«“¡ª≈Õ¥¿—¬‡ªìπÕ¬à“ß¥’ ·≈–
 “¡“√∂√Õß√—∫ª√‘¡“≥°“√∑”√“¬°“√°“√∑àÕß‡∑’Ë¬«
®”π«π¡“° μ“¡≈”¥—∫

§ÿ≥¿“æ¥â“π°“√„Àâ∫√‘°“√≈Ÿ°§â“ª√–°Õ∫¥â«¬
μ—«·ª√ “¡“√∂§≈‘°μ‘¥μàÕºà“π‡«Á∫‰´μå‰¥â∑—π∑’‡¡◊ËÕ¡’
ªí≠À“ ¡’§à“πÈ”Àπ—°Õß§åª√–°Õ∫¡“°∑’Ë ÿ¥ √Õß≈ß¡“‡ªìπ
μ‘¥μàÕμÕ∫°≈—∫¡“¬—ß≈Ÿ°§â“∑—π∑’‡¡◊ËÕ∑”√“¬°“√μà“ßÊ
·≈â« ·≈–„™â‡§√◊Õ¢à“¬ —ß§¡„π°“√μ‘¥μàÕ·≈–·∫àßªíπ
¢âÕ¡Ÿ≈°—∫≈Ÿ°§â“/√–À«à“ß≈Ÿ°§â“ μ“¡≈”¥—∫

§ÿ≥¿“æ°“√μ≈“¥°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å
ª√–°Õ∫¥â«¬μ—«·ª√°“√„™â™àÕß∑“ß¥‘®‘∑—≈„π°“√μ‘¥μàÕ
 ◊ËÕ “√°—∫π—°∑àÕß‡∑’Ë¬« ‡™àπ ‡«Á∫‰´μåÀ√◊Õ™àÕß∑“ß
‡§√◊Õ¢à“¬ —ß§¡ ¡’§à“πÈ”Àπ—°Õß§åª√–°Õ∫¡“°∑’Ë ÿ¥
√Õß≈ß¡“‡ªìπ„™â™àÕß∑“ß¥‘®‘∑—≈„π°“√ª√–™“ —¡æ—π∏å
°“√∑àÕß‡∑’Ë¬« ‡™àπ ‡«Á∫‰´μåÀ√◊Õ™àÕß∑“ß‡§√◊Õ¢à“¬ —ß§¡
ÕÕ°·∫∫º≈‘μ¿—≥±å °“√∑àÕß‡∑’Ë¬«∑’ËÀ≈“°À≈“¬μ“¡°≈ÿà¡
≈Ÿ°§â“‡ªÑ“À¡“¬   “¡“√∂ÕÕ°·∫∫‚ª√·°√¡°“√∑àÕß‡∑’Ë¬«
μ“¡§«“¡μâÕß°“√‡©æ“–¢Õßπ—°∑àÕß‡∑’Ë¬« ·≈–„™âπ‚¬∫“¬
√“§“∑’Ë∂Ÿ°°«à“À“°¡’°“√„™â∫√‘°“√ºà“π‡«Á∫ μ“¡≈”¥—∫
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1. ¡‘μ‘§ÿ≥¿“æ°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å

(E-service Quality)

1.1 §ÿ≥¿“æ¥â“π°“√ÕÕ°·∫∫‡«Á∫‰´μå .695

„™â¢âÕ§«“¡∑’ËÕà“π‡¢â“„®ßà“¬ 4.37 .672 .792 .567

„Àâ¢âÕ¡Ÿ≈∑—π ¡—¬∑’Ë‡°’Ë¬«°—∫°“√∑àÕß‡∑’Ë¬« 4.46 .651 .806 .569

„Àâ¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«¢âÕß°—∫°“√∑àÕß‡∑’Ë¬«§√∫∂â«π 4.26 .656 .742 .600

„Àâ¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«¢âÕß°—∫°“√∑àÕß‡∑’Ë¬«¥â«¬À≈“¬¿“…“ 3.99 .815 .540 .694

1.2 §ÿ≥¿“æ¥â“π°“√ÕÕ°·∫∫°“√„Àâ∫√‘°“√∫π‡«Á∫‰´μå .632

ÕÕ°·∫∫„Àâ¡’¢—ÈπμÕπ°“√„™â∫√‘°“√ºà“π‡«Á∫‰´μå∑’Ëßà“¬ 4.25 .712 .782 .496

ÕÕ°·∫∫ «¬ß“¡πà“„™âß“π 4.01 .700 .752 .546

ÕÕ°·∫∫„Àâ “¡“√∂§âπÀ“¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«°—∫

°“√∑àÕß‡∑’Ë¬«‰¥âßà“¬
4.20 .723 .742 .560

1.3 §ÿ≥¿“æ¥â“π‡∑§‚π‚≈¬’ “√ π‡∑» .708

¡’‡∑§‚π‚≈¬’√—°…“§«“¡ª≈Õ¥¿—¬‡ªìπÕ¬à“ß¥’ 4.14 .807 .745 .635

 “¡“√∂√Õß√—∫ª√‘¡“≥°“√∑”√“¬°“√

°“√∑àÕß‡∑’Ë¬«®”π«π¡“°
3.99 .776 .662 .687

‡¢â“∂÷ß‰¥â√«¥‡√Á« 4.19 .796 .754 .630

√—°…“¢âÕ¡Ÿ≈ à«πμ—«¢Õß≈Ÿ°§â“ 4.13 .823 .759 .629

1.4 §ÿ≥¿“æ¥â“π°“√„Àâ∫√‘°“√≈Ÿ°§â“ .688

μ‘¥μàÕμÕ∫°≈—∫¡“¬—ß≈Ÿ°§â“∑—π∑’‡¡◊ËÕ∑”√“¬°“√

μà“ßÊ ·≈â«
4.09 .788 .785 .604

 “¡“√∂§≈‘°μ‘¥μàÕºà“π‡«Á∫‰´μå‰¥â∑—π∑’‡¡◊ËÕ¡’ªí≠À“ 4.02 .841 .845 .483

„™â‡§√◊Õ¢à“¬ —ß§¡„π°“√μ‘¥μàÕ·≈–·∫àßªíπ¢âÕ¡Ÿ≈

°—∫≈Ÿ°§â“/√–À«à“ß≈Ÿ°§â“
3.96 .812 .722 .683

μ“√“ß∑’Ë 2 °“√«‘‡§√“–Àå §à“‡©≈’Ë¬·≈–§à“‡∫’Ë¬ß‡∫π¡“μ√∞“π¢Õßμ—«·ª√·≈–Õß§åª√–°Õ∫‡™‘ß ”√«®¢Õß§ÿ≥¿“æ
°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å

Õß§åª√–°Õ∫/μ—«·ª√   §à“‡©≈’Ë¬ §à“‡∫’Ë¬ß‡∫π πÈ”Àπ—°
Cronbachûs

Standardized

¡“μ√∞“π Õß§åª√–°Õ∫
Alpha Cronbachûs
if Item Alpha
Deleted
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μ“√“ß∑’Ë 2 · ¥ßº≈°“√∑¥ Õ∫§«“¡‡™◊ËÕ∂◊Õ
‚¥¬«‘∏’§«“¡ Õ¥§≈âÕß¿“¬„π¢Õß¡“μ√«—¥μ—«·ª√
(Internal Consistency Reliability) æ∫«à“ §à“§«“¡‡™◊ËÕ∂◊Õ
 Õ¥§≈âÕß¿“¬„π¢Õß¢âÕ§”∂“¡„π·μà≈–Õß§åª√–°Õ∫
¢Õß¡“μ√«—¥Õ¬Ÿà „π‡°≥±å∑’Ë Ÿß°«à“ 0.6 À“°¡’°“√μ—¥
§à“μ—«·ª√„¥ÕÕ°‰ª (Cronbachûs Alpha if Item
Delected) §à“ —¡ª√– ‘∑∏‘Ï·Õ≈ø“¢Õß§√Õπ∫“§ ‰¡à
∑”„Àâ§à“ —¡ª√– ‘∑∏‘Ï·Õ≈ø“‡æ‘Ë¡¢÷Èπ·≈â«¡’§à“¡“°°«à“
§à“ —¡ª√– ‘∑∏‘Ï·Õ≈ø“‡¡◊ËÕ·ª≈ß„Àâ‡ªìπ§–·ππ¡“μ√∞“π
®“°º≈°“√«‘‡§√“–Àå· ¥ß„Àâ‡ÀÁπ«à“ ¢âÕ¡Ÿ≈∑’Ë ‰¥â®“°
·∫∫ Õ∫∂“¡®“°°≈ÿà¡μ—«Õ¬à“ßπ—°∑àÕß‡∑’Ë¬«∑—ÈßÀ¡¥¡’
§«“¡‡™◊ËÕ∂◊Õ‰¥â¢Õß¡“μ√«—¥μ—«·ª√ºà“πμ“¡‡°≥±å∑’Ë
°”Àπ¥∑ÿ°¡“μ√«—¥

2. ¡‘μ‘§ÿ≥¿“æ°“√∫√‘À“√®—¥°“√μ≈“¥°“√∑àÕß‡∑’Ë¬« .785

Õ‘‡≈Á°∑√Õπ‘° å

„™âπ‚¬∫“¬√“§“∑’Ë∂Ÿ°°«à“À“°¡’°“√„™â∫√‘°“√ºà“π‡«Á∫ 4.05 .768 .597 .777

„™â™àÕß∑“ß¥‘®‘∑—≈„π°“√ª√–™“ —¡æ—π∏å°“√∑àÕß‡∑’Ë¬«
4.08 .692 .794 .718

‡™àπ ‡«Á∫‰´μå/‡§√◊Õ¢à“¬ —ß§¡

„™â™àÕß∑“ß¥‘®‘∑—≈„π°“√μ‘¥μàÕ ◊ËÕ “√°—∫π—°∑àÕß‡∑’Ë¬«

‡™àπ ‡«Á∫‰´μå/‡§√◊Õ¢à“¬ —ß§¡
4.07 .703 .797 .719

ÕÕ°·∫∫º≈‘μ¿—≥±å°“√∑àÕß‡∑’Ë¬«∑’ËÀ≈“°À≈“¬

μ“¡°≈ÿà¡≈Ÿ°§â“‡ªÑ“À¡“¬
4.10 .700 .746 .733

 “¡“√∂ÕÕ°·∫∫‚ª√·°√¡°“√∑àÕß‡∑’Ë¬«μ“¡

§«“¡μâÕß°“√‡©æ“–¢Õßπ—°∑àÕß‡∑’Ë¬«
4.08 .736 .726 .744

∫∑ √ÿª·≈–¢âÕ‡ πÕ·π–

º≈®“°ß“π«‘®—¬ –∑âÕπ„Àâ‡ÀÁπ«à“ π—°∑àÕß‡∑’Ë¬«
‚¥¬√«¡‡ÀÁπ«à“Õß§åª√–°Õ∫§ÿ≥¿“æ°“√∑àÕß‡∑’Ë¬«
Õ‘‡≈Á°∑√Õπ‘° å (E-Tourism Quality) ´÷Ëßª√–°Õ∫¥â«¬
§ÿ≥¿“æ°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° å (E-service
Quality) ·≈–§ÿ≥¿“æ°“√∫√‘À“√®—¥°“√μ≈“¥°“√∑àÕß‡∑’Ë¬«
Õ‘‡≈Á°∑√Õπ‘° å (E-Marketing Management Quality)
§ÿ≥¿“æ°“√„Àâ∫√‘°“√Õ‘‡≈Á°∑√Õπ‘° åª√–°Õ∫¥â«¬
§ÿ≥¿“æ¥â“π°“√ÕÕ°·∫∫‡«Á∫‰´μå  §ÿ≥¿“æ¥â“π‡∑§‚π‚≈¬’
 “√ π‡∑» §ÿ≥¿“æ¥â“π°“√ÕÕ°·∫∫°“√„Àâ∫√‘°“√
∫π‡«Á∫‰´μå ·≈–§ÿ≥¿“æ°“√„Àâ∫√‘°“√≈Ÿ°§â“ ‡ªìπ
Õß§åª√–°Õ∫∑’Ë ”§—≠„π°“√‡æ‘Ë¡¢’¥§«“¡ “¡“√∂„π°“√
¥”‡π‘πß“π¥â“π°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å

Õß§åª√–°Õ∫/μ—«·ª√   §à“‡©≈’Ë¬ §à“‡∫’Ë¬ß‡∫π πÈ”Àπ—°
Cronbachûs

Standardized

¡“μ√∞“π Õß§åª√–°Õ∫
Alpha Cronbachûs
if Item Alpha
Deleted

μ“√“ß∑’Ë 2 °“√«‘‡§√“–Àå §à“‡©≈’Ë¬·≈–§à“‡∫’Ë¬ß‡∫π¡“μ√∞“π¢Õßμ—«·ª√·≈–Õß§åª√–°Õ∫‡™‘ß ”√«®¢Õß§ÿ≥¿“æ
°“√∑àÕß‡∑’Ë¬«Õ‘‡≈Á°∑√Õπ‘° å (μàÕ)
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§ÿ≥¿“æ¥â“π°“√ÕÕ°·∫∫‡«Á∫‰´μå‡ªìπ§ÿ≥¿“æ
√–¥—∫·√°∑’Ëπ”‡ πÕ¢âÕ¡Ÿ≈°“√∑àÕß‡∑’Ë¬« ÷́Ëß¡’§«“¡
 ”§—≠∑’Ë®–μâÕß¡’°“√π”‡ πÕ¢âÕ¡Ÿ≈∑’Ë∑—π ¡—¬∑’Ë‡°’Ë¬«°—∫
°“√∑àÕß‡∑’Ë¬«„Àâ¡“°∑’Ë ÿ¥ ºŸâ „Àâ∫√‘°“√°“√∑àÕß‡∑’Ë¬«
Õ‘‡≈Á°∑√Õπ‘° å®–μâÕß„™â¢âÕ§«“¡∑’ËÕà“π‡¢â“„®ßà“¬·≈–
„Àâ¢âÕ¡Ÿ≈∑’Ë‡°’Ë¬«¢âÕß°—∫°“√∑àÕß‡∑’Ë¬«§√∫∂â«π ∑’Ë ”§—≠
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