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√â“π§â“ª≈’°μàÕ§«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“ „π°“√‡¢â“¡“„™â∫√‘°“√‡≈◊Õ°´◊ÈÕ ‘π§â“
·≈–„™â∫√‘°“√¢Õß≈Ÿ°§â“„π°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë ·≈–‡æ◊ËÕμ√«® Õ∫§«“¡
 Õ¥§≈âÕß¢Õß·∫∫®”≈Õß§«“¡ —¡æ—π∏å‡™‘ß “‡Àμÿ∑’Ëæ—≤π“¢÷Èπ°—∫¢âÕ¡Ÿ≈‡™‘ßª√–®—°…åª√–°Õ∫¥â«¬
μ—«·ª√·ΩßÀ≈—°®”π«π 3 μ—«·ª√ ‰¥â·°à §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° §«“¡æ÷ßæÕ„®¢Õß
≈Ÿ°§â“ ·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“„π°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë‚¥¬„™â√–‡∫’¬∫«‘∏’°“√
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≈—°™—«√’Ë ®”π«π 528 §π  ∂‘μ‘∑’Ë„™â„π°“√«‘‡§√“–Àå¢âÕ¡Ÿ≈ ‰¥â·°à  ∂‘μ‘‡™‘ßæ√√≥π“ ·≈–°“√
«‘‡§√“–Àå·∫∫®”≈Õß ¡°“√‚§√ß √â“ß

º≈°“√«‘®—¬· ¥ß«à“ ·∫∫®”≈ÕßÕ‘∑∏‘æ≈¢Õß§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°μàÕ§«“¡
æ÷ßæÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“„π°“√‡¢â“¡“„™â∫√‘°“√‡≈◊Õ° ◊́ÈÕ ‘π§â“·≈–„™â∫√‘°“√¢Õß≈Ÿ°§â“
„π°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë¡’§«“¡ Õ¥§≈âÕß°—∫¢âÕ¡Ÿ≈‡™‘ßª√–®—°…åÕ¬Ÿà„π‡°≥±å¥’
§à“‰§ ·§«√å ‡∑à“°—∫ 540.29 ∑’ËÕß»“Õ‘ √– (df) 295 §à“§«“¡πà“®–‡ªìπ (p-value) ‡∑à“°—∫
0.873 ‰§ ·§«√å —¡æ—∑∏å (X2/df) ‡∑à“°—∫ 1.954 §à“¥—™π’«—¥√–¥—∫§«“¡°≈¡°≈◊π (GFI) ‡∑à“°—∫
0.921 §à“¥—™π’§à“§«“¡§≈“¥‡§≈◊ËÕπ„π°“√ª√–¡“≥§à“æ“√“¡‘‡μÕ√å (RMSEA) ‡∑à“°—∫ 0.037
πÕ°®“°π’Èº≈°“√«‘®—¬¬—ßæ∫«à“ §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¡’Õ‘∑∏‘æ≈‡™‘ß∫«°∑—Èß∑“ßμ√ß
·≈–∑“ßÕâÕ¡μàÕªí®®—¬¥â“π§«“¡¿—°¥’¢Õß≈Ÿ°§â“ ·≈–ªí®®—¬¥â“π§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“¡’
Õ‘∑∏‘æ≈‡™‘ß∫«°∑“ßμ√ßμàÕªí®®—¬¥â“π§«“¡¿—°¥’
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The Influence of Retail Service Quality on Customer
Satisfaction and Loyalty: Case Study of Luxury

Department Stores

Abstract

The objectives of this research were to develop a causal relationship
model of the influence of the retail service quality on customer satisfaction and
customer loyalty of luxury department storesû customers, and to validate the casual
relationship model. The model involved three latent variables; namely, retail service
quality, customer satisfaction and customer loyalty. The quantitative survey research
method was used for this study and the research tool was a questionnaire to collect
data from 528 luxury department storesû customers as the sample size. The statistics
used in data analysis were frequency, mean and structural equation model analysis.
It was found that the model was consistent with the empirical data. Goodness of
fit measures was: Chi-square 540.29 (df = 295, p-value = 0.873); Relative
Chi-square (X2/df) 1.954; Goodness of Fit Index (GFI) 0.921; and Root Mean
Square Error of Approximation (RMSEA) 0.037. It was also found that the retail
service quality positively influences both direct and indirect way to customer
loyalty; and, customer satisfaction positive influences customer loyalty.
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§«“¡‡ªìπ¡“·≈–§«“¡ ”§—≠
∏ÿ√°‘®§â“ª≈’° (Retail Business) ∂◊Õ‡ªìπ¿“§∏ÿ√°‘®∑’Ë¡’∫∑∫“∑ ”§—≠μàÕ°“√æ—≤π“

‡»√…∞°‘®‰∑¬ ‚¥¬„πªï æ.». 2557 ¡Ÿ≈§à“∏ÿ√°‘®§â“ª≈’°‰∑¬‡∑à“°—∫ 2.7 ≈â“π≈â“π∫“∑ ‚¥¬‡¡◊ËÕ
æ‘®“√≥“®“°‚§√ß √â“ß∑“ß‡»√…∞°‘®¢Õß‰∑¬ æ∫«à“ ∏ÿ√°‘®§â“ àß·≈–§â“ª≈’°¢Õß‰∑¬¡’¡Ÿ≈§à“√«¡§‘¥
‡ªìπ 13.4% ¢Õßº≈‘μ¿—≥±å¡«≈√«¡„πª√–‡∑» (GDP) ´÷Ëß‡ªìπÕ—π¥—∫ 2 ¢Õßª√–‡∑»√Õß®“°
¿“§Õÿμ “À°√√¡ ·≈–°àÕ„Àâ‡°‘¥°“√®â“ßß“π¡“°°«à“®”π«π 4 ≈â“π√“¬ ®“°°“√®â“ßß“π∑—ÈßÀ¡¥¢Õß
§π‰∑¬ 38 ≈â“π√“¬ √«¡∑—Èß§“¥«à“∏ÿ√°‘®§â“ àß §â“ª≈’°¢Õß‰∑¬®–¡’Õ—μ√“°“√¢¬“¬μ—«‡©≈’Ë¬ª√–¡“≥
7-8% μàÕªï „π™à«ß√–À«à“ßªï æ.». 2558-2562 (∏π“§“√·≈π¥å ·Õπ¥å ‡Œâ“ å ®”°—¥ (¡À“™π),
2558)

‚¥¬°“√∑’Ëª√–‡∑»‰∑¬‡ª≈’Ë¬π·ª≈ß‡¢â“ Ÿàª√–™“§¡‡»√…∞°‘®Õ“‡ ’́¬π (ASEAN
Economic Community: AEC)  àßº≈„ÀâºŸâª√–°Õ∫°“√∏ÿ√°‘®§â“ª≈’°‰∑¬®”‡ªìπμâÕßμ◊Ëπμ—«∑’Ë®–
æ—≤π“»—°¬¿“æ∑“ß∏ÿ√°‘®¢Õßμπ‡Õß‡æ◊ËÕ√Õß√—∫°“√·¢àß¢—π®“°π“π“™“μ‘¡“°¢÷Èπ √«¡∑—Èß°“√
‡ª≈’Ë¬π·ª≈ß„π«‘∂’™’«‘μ·≈–æƒμ‘°√√¡°“√∫√‘‚¿§ ‘π§â“¢Õß§π‰∑¬‰ª Ÿà —ß§¡ ¡—¬„À¡à∑’Ë¡’§«“¡‡ªìπ
‡¡◊Õß (Urbanization) ¡“°¢÷Èπ ´÷Ëß∂◊Õ‡ªìπ‚Õ°“  ”À√—∫ºŸâª√–°Õ∫°“√§â“ª≈’°‰∑¬ ‡π◊ËÕß®“°
°”≈—ß´◊ÈÕ¢Õßª√–™“™π‰∑¬·≈–®”π«ππ—°∑àÕß‡∑’Ë¬«®“°μà“ß™“μ‘∑’Ë¡’·π«‚πâ¡ Ÿß¢÷Èπ Õ¬à“ß‰√°Áμ“¡®“°
º≈°“√‡ª≈’Ë¬π·ª≈ß¥—ß°≈à“«¬àÕ¡π”¡“´÷Ëß·π«‚πâ¡°“√·¢àß¢—π∑“ß∏ÿ√°‘®∑’Ë√ÿπ·√ß¡“°¢÷Èπ ‚¥¬‡©æ“–
∏ÿ√°‘®§â“ª≈’°´÷Ëß∂◊Õ‡ªìπ∏ÿ√°‘®∑’Ë¡’§«“¡ ”§—≠μàÕ√–∫∫‡»√…∞°‘®¢Õßª√–‡∑» ·≈–‡ªìπÀπ÷Ëß„π¥—™π’™’È«—¥
 ”§—≠´÷Ëß –∑âÕπ„Àâ‡ÀÁπ∂÷ß§«“¡°‘π¥’Õ¬Ÿà¥’¢Õßª√–™“™π ·≈–§«“¡¡—Ëπ§—Ëß¢Õßª√–‡∑»

°≈ÿà¡∏ÿ√°‘®§â“ª≈’°‰∑¬¡’°“√¢¬“¬ “¢“„À¡àÕ¬à“ßμàÕ‡π◊ËÕß ‚¥¬„πªï æ.». 2557 √â“π
 √√æ“À“√ (Supermarket) ‡μ‘∫‚μ¢÷Èπ√âÕ¬≈– 6.5 √â“π –¥«°´◊ÈÕ (Convenience Store) ‡μ‘∫‚μ¢÷Èπ
√âÕ¬≈– 4.5 Àâ“ß √√æ ‘π§â“ (Department Store) ‡μ‘∫‚μ¢÷Èπ√âÕ¬≈– 3.4 ·≈–°≈ÿà¡√â“π§â“
‡©æ“–∑“ß (Specialty Stores) ‡μ‘∫‚μ¢÷Èπ√âÕ¬≈– 2.7 (π‘μ¬ “√‚æ ‘́™—Ëππ‘Ëß, 2558) „π¢≥–∑’Ë
Õß§å°“√∑àÕß‡∑’Ë¬«‚≈° (World Tourism Organization) √–∫ÿ«à“ „πªï æ.». 2557 ¡’π—°∑àÕß‡∑’Ë¬«
‡¥‘π∑“ß‡¢â“¡“„π·∂∫Õ“‡´’¬π°«à“ 81.2 ≈â“π§π ·≈–¡’·π«‚πâ¡®”π«π¡“°¢÷Èπ‡√◊ËÕ¬Ê „π·μà≈–ªï
Õ—π∂◊Õ‡ªìπÕ’°Àπ÷Ëßªí®®—¬ ”§—≠∑’Ë®–°√–μÿâπ„Àâ¿“§∏ÿ√°‘®§â“ª≈’°¢Õß‰∑¬¡’·π«‚πâ¡¢¬“¬μ—« Ÿß¢÷Èπ  ‡π◊ËÕß®“°
°“√ ◊́ÈÕ ‘π§â“ (Shopping) ∂◊Õ‡ªìπ°‘®°√√¡∑’Ë‰¥â√—∫§«“¡π‘¬¡®“°°≈ÿà¡π—°∑àÕß‡∑’Ë¬«μà“ß™“μ‘„π‰∑¬
( ¡“§¡ àß‡ √‘¡‡∑§‚π‚≈¬’ (‰∑¬-≠’ËªÿÉπ), 2558)

ªí®®ÿ∫—π μ≈“¥∏ÿ√°‘®≈—°™—«√’Ë (Luxury Business) ¡’°“√¢¬“¬μ—«¡“°¢÷Èπ ¡Ÿ≈§à“¢Õß ‘π§â“„π
°≈ÿà¡π’È¡’ à«π·∫àß∑“ß°“√μ≈“¥ Ÿß¢÷Èπ‡√◊ËÕ¬Ê ‚¥¬‡©æ“–„π¬ÿ§∑’Ëμ≈“¥∏ÿ√°‘®≈—°™—«√’Ë„π°≈ÿà¡ª√–‡∑»
‡Õ‡™’¬‡μ‘∫‚μ¢÷ÈπÕ¬à“ßμàÕ‡π◊ËÕß ¡’·À≈àß™ÁÕªªîôß·Ààß„À¡à‡°‘¥¢÷Èπ¡“°¡“¬„πª√–‡∑» ·≈–¡’°“√π”‡¢â“
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μ√“ ‘π§â“≈—°™—«√’Ë„À¡à®“°μà“ßª√–‡∑» ‚¥¬ª√–‡∑»‰∑¬‰¥â√—∫§«“¡ π„®®“°μ√“ ‘π§â“≈—°™—«√’Ëμà“ßÊ
∑—Ë«∑ÿ°¡ÿ¡‚≈°„π∞“π–ª√–‡∑»∑’ËμâÕß°“√¡“≈ß∑ÿπ¢¬“¬∞“π°“√μ≈“¥·≈–∂Ÿ°«“ß„Àâ‡ªìπ»Ÿπ¬å°≈“ß¢Õß
μ≈“¥≈—°™—«√’Ë„π¿Ÿ¡‘¿“§Õ“‡ ’́¬π Õ—π‡π◊ËÕß¡“®“°μâπ∑ÿπ°“√º≈‘μ·≈–°“√≈ß∑ÿπ¬—ß‰¡à Ÿß¡“°π—°‡¡◊ËÕ
‡ª√’¬∫‡∑’¬∫°—∫ª√–‡∑»Õ◊ËπÊ „π‡Õ‡™’¬ ‡™àπ  ‘ß§‚ª√å ŒàÕß°ß ‡ªìπμâπ ( ÿ™“μ‘ »√’μ–¡“, 2558)
‚¥¬®“°¢âÕ¡Ÿ≈¢Õß°√¡ √√æ“°√„π ªï æ.». 2555 ª√–™“°√‰∑¬∑’Ë¡’‡ß‘π‰¥â∫ÿ§§≈∏√√¡¥“¡“°°«à“
5 · π∫“∑μàÕªï¡’®”π«π∑—Èß ‘Èπ°«à“ 8 · π§π (‰∑¬æ—∫≈‘°â“, 2557) ·≈– à«π„À≠àÕ“»—¬Õ¬Ÿà„π
‡¢μ°√ÿß‡∑æ¡À“π§√ ÷́Ëß∂◊Õ‡ªìπ°≈ÿà¡∑’Ë¡’°”≈—ß´◊ÈÕ Ÿß·≈–‡ªìπ°≈ÿà¡‡ªÑ“À¡“¬ ”À√—∫∏ÿ√°‘®≈—°™—«√’Ë

∏ÿ√°‘®§â“ª≈’°¡’≈—°…≥–‡ªìπ∏ÿ√°‘®∑’Ëª√–°Õ∫¥â«¬ ‘π§â“·≈–∫√‘°“√ª√–°Õ∫°—π ́ ÷Ëß°“√∫√‘°“√∑”„Àâ
∏ÿ√°‘®°“√§â“ª≈’°¡’§«“¡·μ°μà“ß®“°∏ÿ√°‘®∑’Ë àß¡Õ∫∫√‘°“√≈â«π (Pure Service) ·≈–‡©æ“–μ—«
 ‘π§â“‰¡à¡’∫√‘°“√ (A Pure Tangible Goods) ‚¥¬ß“π«‘®—¬∑’Ëºà“π¡“∑”°“√»÷°…“§ÿ≥¿“æ∫√‘°“√
„π∏ÿ√°‘®∫√‘°“√≈â«π (Pure Service) ‡™àπ ∏ÿ√°‘®∏π“§“√·≈–‚√ßæ¬“∫“≈ ¥â«¬¡“μ√«—¥
SERVQUAL (Parasuraman, Zeithaml & Berry, 1985) „π¢≥–∑’Ëß“π«‘®—¬∑’Ëºà“π¡“¢Õß
Dabholkar Thorpe ·≈– Rentz (1996) Vazquez, Rodriguez-Del Bosque Diaz ·≈–
Ruiz (2001) Baker Parasuraman Grewal ·≈– Voss (2002) ‰¥âæ—≤π“¡“μ√«—¥§ÿ≥¿“æ
∫√‘°“√ ”À√—∫∏ÿ√°‘®§â“ª≈’°‚¥¬‡©æ“– (Retail Service Quality Scale) ´÷Ëßß“π«‘®—¬∏ÿ√°‘®§â“ª≈’°
‚¥¬‡©æ“–°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë„πª√–‡∑»‰∑¬¬—ß§ß¡’Õ¬ŸàÕ¬à“ß®”°—¥ ¥—ßπ—Èπ ß“π«‘®—¬
π’È¡’«—μ∂ÿª√– ß§å‡æ◊ËÕ»÷°…“Õ‘∑∏‘æ≈¢Õß§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°μàÕ§«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’
¢Õß≈Ÿ°§â“ ‚¥¬°“√„™â¡“μ√«—¥¡‘μ‘§ÿ≥¿“æ∫√‘°“√√â“π§â“ª≈’° (Retail Service Quality Scale:
RSQS) ∑”°“√»÷°…“°—∫°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë

«—μ∂ÿª√– ß§å°“√«‘®—¬
1. ‡æ◊ËÕæ—≤π“·∫∫®”≈ÕßÕ‘∑∏‘æ≈¢Õß§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°μàÕ §«“¡æ÷ßæÕ„®

·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“ „π°“√‡¢â“¡“„™â∫√‘°“√‡≈◊Õ°´◊ÈÕ ‘π§â“·≈–„™â∫√‘°“√¢Õß≈Ÿ°§â“„π°≈ÿà¡∏ÿ√°‘®
Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë

2. ‡æ◊ËÕμ√«® Õ∫§«“¡ Õ¥§≈âÕß¢Õß·∫∫®”≈Õß§«“¡ —¡æ—π∏å‡™‘ß “‡Àμÿ∑’Ëæ—≤π“¢÷Èπ°—∫
¢âÕ¡Ÿ≈‡™‘ßª√–®—°…å

3. ‡æ◊ËÕπ”‡ πÕ·π«∑“ß„π°“√ª√—∫ª√ÿß§ÿ≥¿“æ°“√∫√‘°“√¢Õß√â“π§â“ª≈’°„π°≈ÿà¡∏ÿ√°‘®
Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë
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°“√∑∫∑«π«√√≥°√√¡
§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ (Customer Satisfaction)

§«“¡æÕ„®¢Õß≈Ÿ°§â“ À¡“¬∂÷ß §«“¡√Ÿâ ÷°∑’Ë· ¥ß∂÷ß§«“¡¬‘π¥’À√◊Õ§«“¡º‘¥À«—ß Õ—π‡ªìπ
º≈≈—æ∏å®“°°“√∑’Ë≈Ÿ°§â“·μà≈–∫ÿ§§≈‡ª√’¬∫‡∑’¬∫º≈≈—æ∏å∑’Ë‰¥â®“°°“√„™â∫√‘°“√À√◊Õ∫√‘‚¿§ ‘π§â“®√‘ßÊ
‚¥¬‡ª√’¬∫‡∑’¬∫°—∫§«“¡§“¥À«—ß¢Õß‡¢“ (Oliver, 1999) Fornell (1992) °≈à“««à“ §«“¡æ÷ßæÕ„®
À¡“¬∂÷ß ¿“«–°“√· ¥ßÕÕ°∂÷ß§«“¡√Ÿâ ÷°„π∑“ß∫«° ‡°‘¥¢÷Èπ®“°°“√ª√–‡¡‘π‡ª√’¬∫‡∑’¬∫
ª√– ∫°“√≥å∑’Ë‰¥â√—∫∫√‘°“√∑’Ëμ√ß°—∫ ‘Ëß∑’Ë≈Ÿ°§â“§“¥À«—ßÀ√◊Õ¥’‡°‘π°«à“§«“¡§“¥À«—ß¢Õß≈Ÿ°§â“ „π
¢≥–∑’Ë§«“¡‰¡àæ÷ßæÕ„® (Dissatisfaction) §◊Õ ¿“«–°“√· ¥ßÕÕ°∂÷ß§«“¡√Ÿâ ÷°„π∑“ß≈∫∑’Ë‡°‘¥®“°
°“√ª√–‡¡‘π‡ª√’¬∫‡∑’¬∫ª√– ∫°“√≥å°“√‰¥â√—∫∫√‘°“√∑’ËμË”°«à“§«“¡§“¥À«—ß ¡’ß“π«‘®—¬∑’Ëæ¬“¬“¡
Õ∏‘∫“¬ªí®®—¬∑’Ë àßº≈μàÕ§«“¡æ÷ßæÕ„® Fornell ·≈–§≥– (1996) Õ∏‘∫“¬«à“ §«“¡æ÷ßæÕ„®¢Õß
≈Ÿ°§â“‡ªìπº≈¡“®“° °“√√—∫√Ÿâ„π§ÿ≥¿“æ (Perceived Quality) °“√√—∫√Ÿâ„π§ÿ≥§à“ (Perceived Value)
·≈–§«“¡§“¥À«—ß¢Õß≈Ÿ°§â“ (Customer Expectation) „π¢≥–∑’Ë Cronin ·≈– Taylor (1992)
æ∫«à“ §ÿ≥¿“æ°“√∫√‘°“√ (Service Quality) ¡’§«“¡ —¡æ—π∏å∑“ß∫«°°—∫§«“¡æÕ„®¢Õß≈Ÿ°§â“ ‚¥¬
§ÿ≥¿“æ°“√„Àâ∫√‘°“√‡ªìπ°“√ª√–‡¡‘π¢ÕßºŸâ√—∫∫√‘°“√‚¥¬∑”°“√‡ª√’¬∫‡∑’¬∫√–À«à“ß°“√∫√‘°“√∑’Ë§“¥À«—ß
(Expectation Service) °—∫°“√∫√‘°“√∑’Ë√—∫√Ÿâ®√‘ß (Perception Service) ®“°ºŸâ„Àâ∫√‘°“√ (Parasuraman,
Zeithaml & Berry, 1985) ‚¥¬¡’ß“π«‘®—¬ π—∫ πÿπÕ‘∑∏‘æ≈‡™‘ß∫«°¢Õß§ÿ≥¿“æ∫√‘°“√∑’Ë¡’μàÕ
§«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“ (Athanassopoulos, 2000) Sivadas ·≈– Baker-Prewitt
(2000) ‰¥â∑”°“√»÷°…“§ÿ≥¿“æ∫√‘°“√∑’Ë¡’μàÕ§«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“„π√â“π§â“ª≈’°
æ∫«à“ §ÿ≥¿“æ∫√‘°“√¡’Õ‘∑∏‘æ≈∑“ß∫«°μàÕ§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“‰¥â
Õ‘∑∏‘æ≈®“°√–¥—∫§ÿ≥¿“æ∫√‘°“√·≈–§«“¡æ÷ßæÕ„®

§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ “¡“√∂Õ∏‘∫“¬‰¥â¥â«¬∑ƒ…Æ’°“√‰¡à Õ¥§≈âÕß°—∫§«“¡§“¥À«—ß
(Expectancy Disconfirmation Theory) ÷́Ëß„™âº≈≈—æ∏å®“°°“√‡ª√’¬∫‡∑’¬∫√–À«à“ß§«“¡§“¥À«—ß
(Expectation) °—∫°“√√—∫√Ÿâª√– ‘∑∏‘¿“æ¢Õß∫√‘°“√∑’Ë‰¥â√—∫ (Perceived Performance) ‡ªìπμ—«™’È«—¥
‚¥¬‡¡◊ËÕ∫√‘°“√∑’Ë ‰¥â√—∫¥’‡°‘π°«à“∑’Ë§“¥À«—ß‰«â º≈≈—æ∏å∑’Ë ‰¥â®–‡ªìπ§«“¡‰¡à Õ¥§≈âÕß‡™‘ß∫«°
(Positive Disconfirmation) ¢≥–∑’Ë∂â“º≈≈—æ∏å∑’Ë‰¥â®–‡ªìπ§«“¡‰¡à Õ¥§≈âÕß‡™‘ß≈∫ (Negative
Disconfirmation) ‡¡◊ËÕ≈Ÿ°§â“‰¡àæ÷ßæÕ„®‡π◊ËÕß®“°∫√‘°“√∑’Ë‰¥â√—∫μË”°«à“§“¥À«—ß (Oliver, 1997)

μ“¡·∫∫®”≈Õß The American Customer Satisfaction Index Model (ACSI) (Fornell,
Johnson, Anderson, Cha & Bryant, 1996; Johnson, Gustafsson, Andreassen, Lervik,
& Cha, 2001) §«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“π—Èπ‡°‘¥¢÷Èπ‰¥â®“° 3 ªí®®—¬¥â«¬°—π Õ—π‰¥â·°à (1) §ÿ≥¿“æ
¢Õß ‘π§â“/∫√‘°“√∑’Ë≈Ÿ°§â“‰¥â√—∫ (Perceived Quality) (2) §«“¡§“¥À«—ß¢Õß≈Ÿ°§â“ (Customer
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Expectation) (3) §ÿ≥§à“¢Õß ‘π§â“/∫√‘°“√∑’Ë≈Ÿ°§â“‰¥â√—∫ (Perceived Value) ‚¥¬ 3 ªí®®—¬¥—ß°≈à“«
´÷Ëß àßº≈μàÕ§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“  “¡“√∂«—¥‰¥â®“° 2 ªí®®—¬ Õ—π‰¥â·°à (1) °“√√âÕß‡√’¬π¢Õß
≈Ÿ°§â“ (Customer Complaints) ·≈– (2) §«“¡¿—°¥’„π ‘π§â“/∫√‘°“√ (Customer Loyalty)

§«“¡¿—°¥’¢Õß≈Ÿ°§â“ (Customer Loyalty)

Oliver (1997) ‰¥â„Àâπ‘¬“¡§«“¡¿—°¥’¢Õß≈Ÿ°§â“ (Customer Loyalty) §◊Õ §«“¡ºŸ°æ—π∑’Ë
¡’μàÕμ√“ ‘π§â“ √â“π§â“ ºŸâº≈‘μ °“√∫√‘°“√∑’ËÕ¬Ÿà∫πæ◊Èπ∞“π¢Õß∑—»π§μ‘∑’Ë™Õ∫æÕÀ√◊Õ°“√ πÕßμÕ∫
¥â«¬æƒμ‘°√√¡ Õ¬à“ß‡™àπ °“√´◊ÈÕ ‘π§â“À√◊Õ„™â∫√‘°“√´È”Ê „πÕπ“§μ Bowen ·≈– Chen (2001) ‰¥â
®”·π°§«“¡¿—°¥’‡ªìπ 2 ª√–‡¿∑ §◊Õ §«“¡¿—°¥’‡™‘ßæƒμ‘°√√¡ (Behavioral Loyalty) ·≈–§«“¡
¿—°¥’‡™‘ß∑—»π§μ‘ (Attitudinal Loyalty) ‚¥¬§«“¡¿—°¥’‡™‘ßæƒμ‘°√√¡‡ªìπ°“√· ¥ßÕÕ°∑“ß°“√
°√–∑”∑’Ë “¡“√∂ —ß‡°μ‰¥â ‡™àπ °“√ ◊́ÈÕÀ√◊Õ„™â ‘π§â“À√◊Õ∫√‘°“√ È́”Ê °“√∫Õ°μàÕÀ√◊Õ°“√·π–π”
ºŸâÕ◊Ëπ §«“¡¿—°¥’‡™‘ß∑—»π§μ‘ §◊Õ °“√«—¥§«“¡§‘¥·≈–§«“¡√Ÿâ ÷°ºŸ°æ—π¢Õß≈Ÿ°§â“μàÕÕß§å°√´÷Ëß· ¥ß
º≈≈—æ∏å‡™‘ß®‘μ«‘∑¬“ ‡™àπ °“√°≈à“«§”™¡‡™¬ ·≈–§«“¡μ—Èß„®∑’Ë®–´◊ÈÕ´È” „π¢≥–∑’Ë Oliver (1999)
Õ∏‘∫“¬§«“¡¿—°¥’‡ªìπ 4 ¢—Èπ §◊Õ ¢—Èπ°“√√—∫√Ÿâ (Cognitive Loyalty) ‡ªìπ√–¬–∑’ËºŸâ∫√‘‚¿§√—∫√Ÿâ
¢âÕ¡Ÿ≈¢à“« “√‡°’Ë¬«°—∫ ‘π§â“ ∫√‘°“√À√◊Õμ√“ ‘π§â“ ¢—Èπ§«“¡√Ÿâ ÷° (Affective Loyalty) ‡ªìπ¢—Èπ∑’Ë
ºŸâ∫√‘‚¿§√Ÿâ ÷°™Õ∫À√◊Õ‰¡à™Õ∫„πμ—« ‘π§â“ ∫√‘°“√À√◊Õμ√“ ‘π§â“ ¢—Èπμ—Èß„®∑’Ë®– ◊́ÈÕ ‘π§â“ (Conative
Loyalty) ‡ªìπ¢—Èπ· ¥ß∂÷ß°“√°√–∑”¢ÕßºŸâ∫√‘‚¿§∑’Ë¡’μàÕμ—« ‘π§â“ ∫√‘°“√À√◊Õμ√“ ‘π§â“ ¢—Èπ°“√
· ¥ßæƒμ‘°√√¡ (Action Loyalty) ‡ªìπ¢—Èπ ÿ¥∑â“¬∑’ËºŸâ∫√‘‚¿§· ¥ßæƒμ‘°√√¡§«“¡μ—Èß„®„π°“√
°≈—∫‰ª ◊́ÈÕ ‘π§â“¥—ß°≈à“«Õ’°§√—ÈßÀ√◊Õæƒμ‘°√√¡ ◊́ÈÕ´È” Dick ·≈– Basu (1994) ‰¥â∑”°“√·∫àß
ª√–‡¿∑¢Õß§«“¡¿—°¥’‡ªìπ 4 √–¥—∫ (1) ‰¡à¡’§«“¡¿—°¥’ (No Loyalty) §◊Õ ºŸâ∫√‘‚¿§‰¡à´◊ÈÕ ‘π§â“
¬’ËÀâÕπ—Èπ·≈–‰¡à¡’§«“¡™Õ∫„π ‘π§â“¬’ËÀâÕπ—Èπ (2) §«“¡¿—°¥’‡∑’¬¡ (Spurious Loyalty) §◊Õ ºŸâ∫√‘‚¿§
®–¡’°“√´◊ÈÕ È́” Ÿß·μà¡’∑—»π§μ‘∑’Ë‰¡à¥’μàÕμ√“ ‘π§â“ (3) §«“¡¿—°¥’∑’Ë·Õ∫·Ωß (Latent Loyalty) §◊Õ
ºŸâ∫√‘‚¿§®–¡’∑—»π§μ‘∑’Ë¥’μàÕ ‘π§â“·μà¡’°“√ ◊́ÈÕ´È”μË” (4) §«“¡¿—°¥’∑’Ë·∑â®√‘ß (True Loyalty) §◊Õ
ºŸâ∫√‘‚¿§√Ÿâ ÷°¥’°—∫μ√“ ‘π§â“π—ÈπÊ ·≈–¡’°“√ ◊́ÈÕ‡ªìπª√–®”Õ¬à“ßμàÕ‡π◊ËÕß

¡’ß“π«‘®—¬ π—∫ πÿπ§«“¡ —¡æ—π∏å‡™‘ß∫«°√–À«à“ß§«“¡æ÷ßæÕ„® (Customer Satisfaction)
„π∞“π–μ—«·ª√‡™‘ß “‡Àμÿ (Antecedent Variable) ·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“ (Customer Loyalty)
(Anderson & Sullivan, 1993; Hartmann & Ibáñez, 2007; Johnson & Fornell, 1991;
Lai-Ming Tam, 2012; Oliver, 1999; Rust & Zahorik, 1993) Õ¬à“ß‰√°Áμ“¡ §«“¡æ÷ßæÕ„®
¢Õß≈Ÿ°§â“‰¡à¡’Õ‘∑∏‘æ≈μàÕ§«“¡¿—°¥’¢Õß≈Ÿ°§â“„π∑ÿ° ∂“π°“√≥å (Miranda, Konya & Havrila, 2005)
Kumar, Dalla Pozza ·≈– Ganesh (2013) °≈à“««à“ ¬—ß¡’ªí®®—¬Õ◊Ëπ ‡™àπ §ÿ≥¿“æ°“√∫√‘°“√
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(Service Quality) °“√√—∫√Ÿâ§ÿ≥§à“ (Perceived Value) §«“¡‡™◊ËÕ¡—Ëπ (Trust) ´÷Ëß¡’Õ‘∑∏‘æ≈μàÕ§«“¡
¿—°¥’¢Õß≈Ÿ°§â“ (Wong & Sohal, 2003)

§ÿ≥¿“æ∫√‘°“√„π∏ÿ√°‘®§â“ª≈’° (Retail Service Quality)

Levy ·≈– Weitz (2007) °≈à“««à“ °“√∫√‘°“√≈Ÿ°§â“ (Customer Service) À¡“¬∂÷ß °‘®°√√¡
¢ÕßºŸâ„Àâ∫√‘°“√∑ÿ°Ê °‘®°√√¡∑’Ë‡°‘¥¢÷Èπ‡æ◊ËÕ √â“ß§ÿ≥§à“„Àâ°—∫≈Ÿ°§â“„π√–À«à“ß∑”°“√„™â∫√‘°“√Õ¬Ÿà ≥
»Ÿπ¬å°“√§â“À√◊ÕÀâ“ß √√æ ‘π§â“ °“√∫√‘°“√≈Ÿ°§â“‡ªìπ°‘®°√√¡∑’Ë √â“ß·≈– àß¡Õ∫§ÿ≥§à“„Àâ°—∫≈Ÿ°§â“
‡ªìπ°‘®°√√¡∑’ËμÕ∫ πÕß§«“¡§“¥À«—ß·≈–§«“¡μâÕß°“√¢Õß≈Ÿ°§â“ ‚¥¬°“√∫√‘°“√≈Ÿ°§â“∑’Ë¥’¬àÕ¡π”
‰ª Ÿà§«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’ (Customer Satisfaction and Loyalty) ¢Õß≈Ÿ°§â“∑’Ë¡’μàÕ»Ÿπ¬å°“√§â“
(Kursunluoglu, 2011)

√â“π§â“ª≈’° (Retailer)  “¡“√∂ √â“ß·≈– àß¡Õ∫§ÿ≥§à“‡æ◊ËÕ √â“ß§«“¡æ÷ßæÕ„®„Àâ·°à≈Ÿ°§â“
ºà“π°“√∫√‘°“√∑’Ë¥’ Lusch, Dunne ·≈– Carver (2011) °≈à“««à“ πÕ°‡Àπ◊Õ®“°§ÿ≥¿“æ·≈–§«“¡
À≈“°À≈“¬¢Õß ‘π§â“„π»Ÿπ¬å°“√§â“¢π“¥„À≠àÀ√◊Õ√â“π§â“ª≈’°μà“ßÊ °“√∫√‘°“√≈Ÿ°§â“∂◊Õ‡ªìπªí®®—¬∑’Ë
 ”§—≠„π°“√ √â“ß§«“¡æ÷ßæÕ„®„π°“√≈Ÿ°§â“ „π¢≥–∑’Ë Innis ·≈– La Londe (1994) °≈à“««à“
§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“‡°‘¥®“°§ÿ≥¿“æ¢Õß°“√∫√‘°“√·≈– à«πª√– ¡°“√μ≈“¥§â“ª≈’° (Retailing
Mix) ª√–°Õ∫°—π

§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“‡°‘¥¢÷Èπ‡¡◊ËÕ°“√„Àâ∫√‘°“√∑’Ë‡°‘¥¢÷Èπ “¡“√∂μÕ∫ πÕßÀ√◊Õ¡“°°«à“
§«“¡§“¥À«—ß¢Õß≈Ÿ°§â“ (Berman & Evans, 2010) „π∏ÿ√°‘®°“√§â“ª≈’° §«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“
®–‡°‘¥¢÷Èπ‰¡à‡©æ“–®“°§ÿ≥¿“æ¢Õßμ—« ‘π§â“∑’Ë«“ß¢“¬ ·μà√«¡‰ª∂÷ß§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õßæπ—°ß“π
‡™àπ °“√®à“¬‡ß‘π∑’Ë√«¥‡√Á«  ∂“π∑’Ë®Õ¥√∂∑’Ë‡æ’¬ßæÕ ∫√√¬“°“»∑’Ë¥’ –¥«° ∫“¬ ∫√‘°“√À≈—ß°“√¢“¬
°“√¡’∫√‘°“√°“√ àß¡Õ∫μ—« ‘π§â“∂÷ß∫â“π ‡ªìπμâπ §«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“∑’Ë‡°‘¥®“°°“√„Àâ∫√‘°“√¢÷Èπ
Õ¬Ÿà°—∫§«“¡§“¥À«—ß ª√– ∫°“√≥å·≈–°“√ª√–‡¡‘π§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õß∏ÿ√°‘®°“√§â“ª≈’° (Berman
& Evans, 2010) ‚¥¬°“√ √â“ß§«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“ °“√∫√‘°“√¡’ à«π ”§—≠‰¡à
πâÕ¬°«à“μ—«§ÿ≥¿“æº≈‘μ¿—≥±å·≈– ‘π§â“∑’Ë«“ß®”Àπà“¬„πμ—«√â“π§â“ª≈’°

π—°«‘™“°“√æ—≤π“‡§√◊ËÕß¡◊Õ„π°“√«—¥·≈–ª√–‡¡‘π§ÿ≥¿“æ°“√∫√‘°“√≈Ÿ°§â“ ‚¥¬ Parasuraman,
Zeithaml ·≈– Berry (1985, 2002) ‰¥âæ—≤π“‡§√◊ËÕß¡◊Õ»÷°…“™àÕß«à“ßº≈°“√¥”‡π‘πß“π¢Õß∏ÿ√°‘®
·≈–§«“¡§“¥À«—ß¢Õß≈Ÿ°§â“‡æ◊ËÕ„™â‡ªìπ·π«∑“ß„π°“√æ—≤π“§ÿ≥¿“æ¢Õßß“π∫√‘°“√ ÷́Ëß “¡“√∂ √ÿª
‡ªìπ¡‘μ‘§ÿ≥¿“æ 5 ¥â“π Õ—π‰¥â·°à (1) §«“¡‡™◊ËÕ¡—Ëπ (Reliability) ÷́ËßÀ¡“¬∂÷ß §«“¡ “¡“√∂„π°“√
„Àâ∫√‘°“√∑’Ë‡™◊ËÕ∂◊Õ‰¥â ·≈–¡’§«“¡∂Ÿ°μâÕß·¡àπ¬” (2) °“√®—∫μâÕß‰¥â (Tangibles) Õ—π‰¥â·°à
 ‘ËßÕ”π«¬§«“¡ –¥«°μà“ßÊ ∑’Ë “¡“√∂®—∫μâÕß‰¥â«— ¥ÿÕÿª°√≥å ∫ÿ§≈“°√ √«¡‰ª∂÷ßÕÿª°√≥å∑’Ë™à«¬„π
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°“√μ‘¥μàÕ ◊ËÕ “√μà“ßÊ (3) °“√μÕ∫ πÕß (Responsiveness) §«“¡‡μÁ¡Õ°‡μÁ¡„®„π°“√„Àâ∫√‘°“√
™à«¬‡À≈◊Õ≈Ÿ°§â“‰¥â∑—π∑’‡¡◊ËÕ≈Ÿ°§â“μâÕß°“√ (4) °“√√—∫ª√–°—π (Assurance) §«“¡ “¡“√∂„π°“√π”
¡“´÷Ëß§«“¡‰«â«“ß„® ·≈–§«“¡¡—Ëπ„®¢Õß≈Ÿ°§â“ (5) §«“¡‡Õ“„®„ à (Empathy) °“√¥Ÿ·≈‡Õ“„®„ à
≈Ÿ°§â“‡ªìπ√“¬∫ÿ§§≈ ´÷Ëß‰¥âπ”‰ª„™â„π°“√»÷°…“„π°≈ÿà¡∏ÿ√°‘®∫√‘°“√ „π¢≥–∑’Ë°≈ÿà¡∏ÿ√°‘®§â“ª≈’°¡’∑—Èß
°“√π”‡ πÕ ‘π§â“ (Products) ·≈–∫√‘°“√ (Services) §«∫§Ÿà°—π ®÷ß¡’°“√æ—≤π“¡“μ√«—¥§ÿ≥¿“æ
°“√∫√‘°“√„π∏ÿ√°‘®√â“π§â“ª≈’° (Retail Service Quality Scale) ‚¥¬ª√–°Õ∫¥â«¬¡‘μ‘§ÿ≥¿“æ
5 ¥â“π Õ—π‰¥â·°à §ÿ≥≈—°…≥–∑“ß°“¬¿“æ (Physical Aspect) §«“¡‡™◊ËÕ¡—Ëπ (Reliability)
°“√ªØ‘ —¡æ—π∏å√–À«à“ß∫ÿ§§≈ (Personal Interaction) °“√·°â‰¢ªí≠À“ (Problem Solving) ·≈–
π‚¬∫“¬ (Policy) (Dabholkar, Thorpe, & Rentz, 1995)

°√Õ∫·π«§‘¥·≈–°“√æ—≤π“ ¡¡μ‘∞“π°“√«‘®—¬

°“√∑∫∑«π«√√≥°√√¡¢â“ßμâπ ºŸâ«‘®—¬æ—≤π“°√Õ∫·π«§‘¥°“√«‘®—¬„π°“√»÷°…“§√—Èßπ’È
‚¥¬°“√æ—≤π“·∫∫®”≈Õß§«“¡ —¡æ—π∏å‡™‘ß “‡ÀμÿÕ‘∑∏‘æ≈¢Õß§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°μàÕ §«“¡
æ÷ßæÕ„® ·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“ „π°“√‡¢â“¡“„™â∫√‘°“√‡≈◊Õ° ◊́ÈÕ ‘π§â“·≈–„™â∫√‘°“√¢Õß≈Ÿ°§â“„π
°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë ºŸâ«‘®—¬‰¥â§—¥‡≈◊Õ°μ—«·ª√  ”À√—∫°“√«‘®—¬®“°°“√∑∫∑«π
«√√≥°√√¡∑ƒ…Æ’·≈–·π«§‘¥„π‡√◊ËÕß§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° §«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’
´÷Ëßª√–°Õ∫¥â«¬ μ—«·ª√·Ωß¿“¬πÕ° §◊Õ §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°ª√—∫„™â¡“μ√«—¥μ—«·ª√¢Õß
Dabholkar, Thorpe ·≈– Rentz (1995) Õâ“ßÕ‘ß„π Emel (2014) ∑’Ëª√–°Õ∫¥â«¬ 5 ¡‘μ‘μ—«·ª√
·Ωß §◊Õ (1) §ÿ≥≈—°…≥–∑“ß°“¬¿“æ (Physical Aspect) (2) §«“¡‡™◊ËÕ¡—Ëπ (Reliability) (3) °“√
ªØ‘ —¡æ—π∏å √–À«à“ß∫ÿ§§≈ (Personal Interaction) (4) °“√·°â‰¢ªí≠À“ (Problem Solving) ·≈–
(5) π‚¬∫“¬ (Policy)

μ—«·ª√·Ωß¿“¬„π§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ ª√—∫„™â¡“μ√«—¥μ—«·ª√¢Õß Oliver (1997)
ª√–°Õ∫¥â«¬ (1) ©—π√Ÿâ ÷°æ÷ßæÕ„®°—∫°“√∫√‘°“√∑’Ë‰¥â√—∫®“°»Ÿπ¬å°“√§â“ (CS1) (2) °“√∫√‘°“√∑’Ë‰¥â
√—∫®“°»Ÿπ¬å°“√§â“¡“°°«à“∑’Ë©—π§“¥À«—ß (CS2) (3) °“√∫√‘°“√∑’Ë‰¥â√—∫®“°»Ÿπ¬å°“√§â“„°≈â‡§’¬ß
°—∫°“√∫√‘°“√„πÕÿ¥¡§μ‘¢Õß©—π (CS3) ·≈–μ—«·ª√·Ωß¿“¬„π§«“¡¿—°¥’¢Õß≈Ÿ°§â“ª√—∫„™â¡“μ√«—¥
μ—«·ª√¢Õß Caruana (2002) ª√–°Õ∫¥â«¬ (1) Õ—π‡π◊ËÕß¡“®“°°“√∫√‘°“√∑’Ë©—π‰¥â√—∫®“°
»Ÿπ¬å°“√§â“π’È ©—π¡“„™â∫√‘°“√∑’Ë»Ÿπ¬å°“√§â“π’È‡ªìπ à«π„À≠à (CL1) (2) Õ—π‡π◊ËÕß¡“®“°°“√∫√‘°“√∑’Ë©—π
‰¥â√—∫®“°»Ÿπ¬å°“√§â“π’È ©—π®–·π–π”„Àâ ‡æ◊ËÕπÀ√◊Õ§π„π§√Õ∫§√—«¡“„™â∫√‘°“√∑’Ë»Ÿπ¬å°“√§â“π’È
(CL2) (3) Õ—π‡π◊ËÕß¡“®“°°“√∫√‘°“√∑’Ë©—π‰¥â√—∫®“°»Ÿπ¬å°“√§â“π’È ©—π®–¡“„™â∫√‘°“√∑’Ë»Ÿπ¬å°“√§â“π’È
Õ’°§√—Èß∂â“¡’‚Õ°“  (CL3) ‚¥¬°”Àπ¥ ¡¡μ‘∞“π°“√«‘®—¬∑—Èß ‘Èπ 2  ¡¡μ‘∞“πÀ≈—° ¥—ß· ¥ß„π
√Ÿª¿“æ∑’Ë 1
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√Ÿª¿“æ∑’Ë 1 Õß§åª√–°Õ∫¢Õßμ—«·ª√·≈– ¡¡μ‘∞“π°“√«‘®—¬¢Õß·∫∫®”≈Õß ¡°“√‚§√ß √â“ß
Õ‘∑∏‘æ≈¢Õß°“√∫√‘°“√≈Ÿ°§â“μàÕ §«“¡æ÷ßæÕ„® ·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“ „π°“√‡¢â“¡“„™â∫√‘°“√
‡≈◊Õ° ◊́ÈÕ ‘π§â“·≈–„™â∫√‘°“√¢Õß≈Ÿ°§â“„π°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë

 ¡¡μ‘∞“π°“√«‘®—¬
H1:  §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¡’Õ‘∑∏‘æ≈μàÕªí®®—¬¥â“π§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“
H2:  §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¡’Õ‘∑∏‘æ≈∑“ßμ√ß·≈–∑“ßÕâÕ¡μàÕªí®®—¬¥â“π§«“¡¿—°¥’¢Õß≈Ÿ°§â“
H3:  ªí®®—¬¥â“π§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“¡’Õ‘∑∏‘æ≈∑“ßμ√ßμàÕªí®®—¬¥â“π§«“¡¿—°¥’

√–‡∫’¬∫«‘∏’«‘®—¬
ß“π«‘®—¬π’È„™â¢âÕ¡Ÿ≈°“√«‘®—¬ ”√«® (Survey) ‚¥¬„™â·∫∫ Õ∫∂“¡„π°“√‡°Á∫√«∫√«¡¢âÕ¡Ÿ≈

‚¥¬ª√–™“°√∑’Ë„™â„π°“√«‘®—¬§√—Èßπ’È§◊Õ ≈Ÿ°§â“∑’Ë„™â∫√‘°“√°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë„π‡¢μ
°√ÿß‡∑æ¡À“π§√ °“√°”Àπ¥¢π“¥°≈ÿà¡μ—«Õ¬à“ß ”À√—∫°“√«‘‡§√“–Àå¢âÕ¡Ÿ≈·∫∫®”≈Õß ¡°“√‚§√ß √â“ß
Hair ·≈–§≥– (2010) ·π–π”«à“μ—«Õ¬à“ß§«√¡’¢π“¥μ—Èß·μà 200 μ—«Õ¬à“ß¢÷Èπ‰ª ”À√—∫°√≥’∑’Ë·∫∫
®”≈Õß‰¡à´—∫ ấÕπ¡“° ¢≥–∑’Ë Nunnally (1967) Õâ“ßÕ‘ß„π Kline (2011) ·π–π”«à“ ®”π«π
μ—«Õ¬à“ß§«√¡’¢π“¥‡ªìπ 10 ‡∑à“¢Õßμ—«·ª√ —ß‡°μ‰¥â ß“π«‘®—¬π’È¡’μ—«·ª√ —ß‡°μ‰¥â∑—Èß ‘Èπ 34 μ—«·ª√
¥—ßπ—Èπ¢π“¥μ—«Õ¬à“ß¢Õß°“√«‘®—¬π’È§«√¡’§à“Õ¬à“ßπâÕ¬‡∑à“°—∫ 34 Ó 10 = 340 μ—«Õ¬à“ß ºŸâ«‘®—¬‡°Á∫
√«∫√«¡¢âÕ¡Ÿ≈∑’Ë ¡∫Ÿ√≥å “¡“√∂π”¡“„™â„π°“√«‘‡§√“–Àå¢âÕ¡Ÿ≈‰¥â®”π«π∑—Èß ‘Èπ 528 ™ÿ¥ ‚¥¬‡°Á∫

H1

H3

H2

§ÿ≥≈—°…≥–
∑“ß°“¬¿“æ

§«“¡‡™◊ËÕ¡—Ëπ

°“√
ªØ‘ —¡æ—π∏å

§ÿ≥¿“æ
∫√‘°“√§â“ª≈’°

°“√·°â‰¢ªí≠À“

π‚¬∫“¬

§«“¡æ÷ßæÕ„®

§«“¡¿—°¥’
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¢âÕ¡Ÿ≈®“°°≈ÿà¡μ—«Õ¬à“ß≈Ÿ°§â“∑’Ë„™â∫√‘°“√„π°≈ÿà¡Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë„π‡¢μæ◊Èπ∑’Ë°√ÿß‡∑æ¡À“π§√
Õ—π‰¥â·°à ¥‘ ‡ÕÁ¡§«Õ‡∑’¬√å ¥‘ ‡ÕÁ¡‚æ‡√’¬¡ ‡ Á́π∑√—≈ ‡ÕÁ¡∫“ ´’ ‡° √æ≈“ à́“ ‡´Áπ∑√—≈‡«‘≈¥å ·≈– ¬“¡
æ“√“°Õπ ‚¥¬«‘∏’°“√‡≈◊Õ°Àπà«¬μ—«Õ¬à“ß·∫∫‡®“–®ß (Purposive Sampling) ‚¥¬°“√‡°Á∫·∫∫
 Õ∫∂“¡‡≈◊Õ°∑”°“√‡°Á∫μ—«Õ¬à“ß≈Ÿ°§â“∑’Ë¡“„™â∫√‘°“√°≈ÿà¡Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë∑—Èß 6  ∂“π∑’Ë ‡¡◊ËÕ
°≈ÿà¡μ—«Õ¬à“ß‡¥‘π∑“ßÕÕ°®“°μ—«Àâ“ß √√æ ‘π§â“‚¥¬μ—Èß‡ªÑ“À¡“¬®”π«π·∫∫ Õ∫∂“¡∑’Ë‡°Á∫ ∂“π∑’Ë
≈–Õ¬à“ßπâÕ¬ 100 ™ÿ¥ °“√‡°Á∫¢âÕ¡Ÿ≈„π™à«ß‡¥◊Õπ °√°Æ“§¡ ∂÷ß æƒ»®‘°“¬π æ.». 2558

‡§√◊ËÕß¡◊Õ∑’Ë„™â„π°“√√«∫√«¡¢âÕ¡Ÿ≈·≈–°“√μ√«® Õ∫§ÿ≥¿“æ‡§√◊ËÕß¡◊Õ

‡§√◊ËÕß¡◊Õ∑’Ë„™â„π°“√«‘®—¬„π§√—Èßπ’È§◊Õ ·∫∫ Õ∫∂“¡‚¥¬·∫àßÕÕ°‡ªìπ 4  à«π  à«π∑’Ë 1 ‡ªìπ
¢âÕ¡Ÿ≈¥â“πª√–™“°√»“ μ√å·≈–¢âÕ¡Ÿ≈∑—Ë«‰ª¢ÕßºŸâ¡“„™â∫√‘°“√  à«π∑’Ë 2 §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°
 à«π∑’Ë 3 §«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“·≈– à«π∑’Ë 4 §«“¡¿—°¥’¢Õß≈Ÿ°§â“ ‚¥¬„π à«π¢Õß°≈ÿà¡¢âÕ§”∂“¡
§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° §«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“„™â¡“μ√«—¥≈‘‡§‘√å∑ (Likert
Scale) 5 √–¥—∫ ‚¥¬¢âÕ§”∂“¡„π°“√«—¥§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°„π«‘®—¬π’È ºŸâ«‘®—¬ª√—∫„™â¡“μ√«—¥
§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¢Õß Dabholkar Thorpe ·≈– Rentz (1995) ®”·π°¡‘μ‘§ÿ≥¿“æ
°“√∫√‘°“√√â“π§â“ª≈’°ÕÕ°‡ªìπ 5 ¡‘μ‘ ®”π«π 28 ¢âÕ Õ—π‰¥â·°à §ÿ≥≈—°…≥–∑“ß°“¬¿“æ (Physical
Aspects: PA) ®”π«π 6 ¢âÕ§”∂“¡ §«“¡‡™◊ËÕ¡—Ëπ (Reliability: RE) ®”π«π 5 ¢âÕ§”∂“¡
°“√ªØ‘ —¡æ—π∏å√–À«à“ß∫ÿ§§≈ (Personal Interaction: PI) ®”π«π 9 ¢âÕ§”∂“¡ °“√·°â‰¢ªí≠À“
(Problem Solving: PS) ®”π«π 3 ¢âÕ§”∂“¡ ·≈–π‚¬∫“¬ (Policy: PO) ®”π«π 5 ¢âÕ§”∂“¡
 à«π¡“μ√«—¥§«“¡æ÷ßæÕ„® (Customer Satisfaction) ·≈–§«“¡¿—°¥’ (Customer Loyalty) ¢Õß≈Ÿ°§â“
®”π«π 6 ¢âÕ ‚¥¬ª√—∫„™â¡“μ√«—¥¢Õß Sirdeshmukh Singh ·≈– Sabol (2002) ·≈– Nijssen
Singh Sirdeshmukh ·≈– Holzmüeller (2003) ‚¥¬ºŸâ«‘®—¬∑”°“√μ√«® Õ∫§ÿ≥¿“æ¢Õß‡§√◊ËÕß¡◊Õ ‰¥â·°à
°“√μ√«® Õ∫§«“¡μ√ß‡™‘ß‡π◊ÈÕÀ“‚¥¬ºŸâ‡™’Ë¬«™“≠®”π«π 5 ∑à“π ¥â«¬«‘∏’°“√À“§à“ —¡ª√– ‘∑∏‘Ï
§«“¡ Õ¥§≈âÕß (Index of Item-Objective Congruence: IOC) æ∫«à“¡’§à“¡“°°«à“ 0.5 ∑ÿ°§”∂“¡
πÕ°®“°π’È¬—ß‰¥â∑”°“√μ√«® Õ∫§«“¡‡∑’Ë¬ß (Reliability) ¢Õß·∫∫ Õ∫∂“¡°àÕππ”‰ª„™â®√‘ß
(n = 40) ·≈–¢âÕ¡Ÿ≈∑’Ë‡°Á∫®√‘ß¢ÕßºŸâ„™â∫√‘°“√ (n = 488) º≈°“√«‘‡§√“–Àå§«“¡‡∑’Ë¬ß¢Õß¢âÕ¡Ÿ≈æ∫«à“
¢âÕ§”∂“¡∑ÿ°¢âÕºà“π‡°≥±å∑’Ë°”Àπ¥‚¥¬§à“§√Õπ·∫§Õ—≈ø“ (Cronbachûs Alpha) ¢Õßμ—«·μà≈–
μ—«·ª√·ΩßÕ¬Ÿà√–À«à“ß 0.762 ∂÷ß 0.891 ÷́Ëß¡“°°«à“ 0.70
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º≈°“√«‘®—¬
1. º≈°“√«‘‡§√“–Àå¢âÕ¡Ÿ≈∑—Ë«‰ª

®“°¢âÕ¡Ÿ≈°“√ ”√«®°≈ÿà¡μ—«Õ¬à“ß®”π«π∑—Èß ‘Èπ 528 μ—«Õ¬à“ß ¡’≈—°…≥–¢âÕ¡Ÿ≈ª√–™“°√
»“ μ√å¢Õß°≈ÿà¡μ—«Õ¬à“ß “¡“√∂ √ÿª‰¥âμ—ßμ“√“ß∑’Ë 1

μ“√“ß∑’Ë 1 · ¥ß≈—°…≥–¢âÕ¡Ÿ≈ª√–™“°√»“ μ√å¢Õß°≈ÿà¡μ—«Õ¬à“ß„π°“√»÷°…“§√—Èßπ’È

®”π«π √âÕ¬≈–

‡æ»

™“¬ 182 34.5

À≠‘ß 346 65.5

Õ“¬ÿ

‰¡à‡°‘π 25 ªï 72 13.6

26-30 ªï 148 28.0

31-35 ªï 123 23.3

36-40 ªï 98 18.6

41-50 ªï 69 13.1

¡“°°«à“ 50 ªï 18 3.4

√–¥—∫°“√»÷°…“

μË”°«à“ª√‘≠≠“μ√’ 109 20.7

ª√‘≠≠“μ√’ 298 56.4

 Ÿß°«à“ª√‘≠≠“μ√’ 121 22.9

§«“¡∂’Ë„π°“√‡¢â“¡“„™â∫√‘°“√Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë

πâÕ¬°«à“ 1 §√—ÈßμàÕ‡¥◊Õπ 53 10.1

1-2 §√—ÈßμàÕ‡¥◊Õπ 234 44.3

3-4 §√—ÈßμàÕ‡¥◊Õπ 206 39.0

¡“°°«à“ 4 §√—ÈßμàÕ‡¥◊Õπ 35 6.6
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®“°μ“√“ß∑’Ë 1 æ∫«à“°≈ÿà¡μ—«Õ¬à“ß∑’Ë∑”°“√»÷°…“§√—Èßπ’È à«π„À≠à‡ªìπ‡æ»À≠‘ß §‘¥‡ªìπ
√âÕ¬≈– 65.5 ¡’Õ“¬ÿ√–À«à“ß 26-30 ªï §‘¥‡ªìπ√âÕ¬≈– 28.0 ¡’√–¥—∫°“√»÷°…“√–¥—∫ª√‘≠≠“μ√’
§‘¥‡ªìπ√âÕ¬≈– 56.4 ·≈–‡¡◊ËÕæ‘®“√≥“§«“¡∂’Ë„π°“√‡¢â“¡“„™â∫√‘°“√Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë æ∫«à“
 à«π„À≠à‡¢â“¡“„™â∫√‘°“√ 1-2 §√—ÈßμàÕ‡¥◊Õπ‚¥¬§‘¥‡ªìπ√âÕ¬≈– 44.3

2. °“√æ—≤π“μ—«∫àß™’Èªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√¢Õß°≈ÿà¡∏ÿ√°‘®√â“π§â“ª≈’°

°“√«‘‡§√“–Àå·∫∫®”≈Õß°“√«—¥ μ—«∫àß™’Èªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¢Õß°≈ÿà¡∏ÿ√°‘®
√â“π§â“ª≈’°ª√–°Õ∫μ—«·ª√·Ωß (Latent Variable) ®”π«π 5 μ—«‰¥â·°à μ—«·ª√§ÿ≥≈—°…≥–∑“ß
°“¬¿“æ (Physical aspect) §«“¡‡™◊ËÕ¡—Ëπ (Reliability) °“√ªØ‘ —¡æ—π∏å√–À«à“ß∫ÿ§§≈ (Personal
interaction) °“√·°â‰¢ªí≠À“ (Problem solving) ·≈–π‚¬∫“¬ (Policy)

º≈°“√«‘‡§√“–ÀåÕß§åª√–°Õ∫‡™‘ß¬◊π¬—πÕ—π¥—∫∑’ËÀπ÷Ëß·≈–Õ—π¥—∫∑’Ë Õß¢Õß·∫∫®”≈Õßμ—«
∫àß™’Èªí®®—¬ªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° ‚¥¬°“√«‘‡§√“–ÀåÕß§åª√–°Õ∫‡™‘ß¬◊π¬—π ‡æ◊ËÕ¬◊π¬—π
μ—«∫àß™’ÈÕß§åª√–°Õ∫¢Õßμ—«·ª√ —ß‡°μ‰¥â„π·∫∫®”≈Õß°“√«—¥¢Õßªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°
æ∫«à“ §à“Õß§åª√–°Õ∫¡“μ√∞“π (Standardized Factor Loading) ¢Õß·μà≈–μ—«·ª√ —ß‡°μ‰¥â¡’
§à“¡“°°«à“ 0.5 §«“¡·ª√ª√«π∑’Ë °—¥‰¥â‡©≈’Ë¬ (Average Variance Extracted) ¢Õß·μà≈–μ—«·ª√
·Ωß¡’§à“¡“°°«à“ 0.5 ÷́Ëß· ¥ß∂÷ß§«“¡‡∑’Ë¬ßμ√ß‡™‘ß‡À¡◊Õπ (Convergent Validity) (Hair, Black,
Babin, Anderson, & Tatham, 2010) πÕ°®“°π’È §à“πÈ”Àπ—°Õß§åª√–°Õ∫¢Õßμ—«·ª√∑ÿ°μ—«
¡’π—¬ ”§—≠∑“ß ∂‘μ‘ (§à“ p-value πâÕ¬°«à“ 0.01) · ¥ß«à“μ—«·ª√ —ß‡°μ‰¥â∑—ÈßÀ¡¥‡ªìπμ—«∫àß™’È∑’Ë
 ”§—≠∑’Ë∫àß∫Õ°∂÷ßªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°‰¥â ‚¥¬μ—«·ª√¥—ß°≈à“«¡’§à“πÈ”Àπ—°
Õß§åª√–°Õ∫Õ¬Ÿà√–À«à“ß 0.71 ∂÷ß 0.89 ‚¥¬√“¬≈–‡Õ’¬¥· ¥ß¥—ßμ“√“ß∑’Ë 2
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μ“√“ß∑’Ë 2 · ¥ßº≈°“√«‘‡§√“–ÀåÕß§åª√–°Õ∫‡™‘ß¬◊π¬—πÕ—π¥—∫∑’ËÀπ÷Ëß·≈–Õ—π¥—∫∑’Ë Õß¢Õß·∫∫

®”≈Õßμ—«∫àß™’Èªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° §«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’
¢Õß≈Ÿ°§â“

μ—«·ª√ §à“Õß§åª√–°Õ∫ t-value AVE

¡“μ√∞“π

¡‘μ‘∑’Ë 1: §ÿ≥≈—°…≥–∑“ß°“¬¿“æ (Physical Aspects: PA)

1. √â“π§â“¡’°“√μ°·μàß∑’Ë¥Ÿ¥’·≈–¡’Õÿª°√≥åμà“ßÊ ∑’Ë∑—π ¡—¬ (PA1) 0.776 48.996** 0.741

2. √â“π§â“¡’ ‘ËßÕ”π«¬§«“¡ –¥«°μà“ßÊ ‡™àπ ÀâÕßπÈ”/ÀâÕß≈Õß ‘π§â“∑’Ëπà“ 0.741 41.933**

¥÷ß¥Ÿ¥„® (PA2)

3. ¡’Õÿª°√≥åμà“ßÊ ‡™àπ ∂ÿßæ≈“ μ‘° ∫—μ√ ¡“™‘° ·§μμ“≈ÁÕ° ∑’Ë «¬ß“¡ 0.752 26.777**

πà“¥÷ß¥Ÿ¥„® (PA3)

4. √â“π§â“¡’§«“¡ –Õ“¥ ¡’§«“¡‡ªìπ√–‡∫’¬∫‡√’¬∫√âÕ¬ ·≈– –¥«° ∫“¬ 0.827 40.705**

„π°“√„™â∫√‘°“√ (PA4)

5. ¡’°“√®—¥«“ß ‘π§â“‡ªìπÀ¡«¥À¡Ÿà ßà“¬μàÕ°“√§âπÀ“·≈–‡≈◊Õ°´◊ÈÕ ”À√—∫ 0.802 45.688**

≈Ÿ°§â“∑’Ë¡“„™â∫√‘°“√ (PA5)

6. ¡’°“√ÕÕ°·∫∫®—¥«“ßæ◊Èπ∑’Ë¿“¬„π√â“π§â“∑’Ëßà“¬ ”À√—∫≈Ÿ°§â“„π°“√‡¥‘π 0.776 61.675**

‡≈◊Õ°´◊ÈÕ ‘π§â“¿“¬„πÀâ“ß (PA6)

¡‘μ‘∑’Ë 2: §«“¡‡™◊ËÕ¡—Ëπ (Reliability: RE)

7. √â“π§â“ª≈’° “¡“√∂ àß¡Õ∫∫√‘°“√ (‡™àπ °“√´àÕ¡·´¡ ‘π§â“/°“√‡ª≈’Ë¬π 0.747 32.756** 0.762

 ‘π§â“∑’Ë™”√ÿ¥) ‰¥âμ√ß‡«≈“∑’Ëπ—¥À¡“¬°—∫≈Ÿ°§â“ (RE1)

8. √â“π§â“ª≈’° “¡“√∂„Àâ∫√‘°“√‡æ◊ËÕμÕ∫ πÕß§«“¡μâÕß°“√¢Õß≈Ÿ°§â“‰¥â 0.885 89.317**

√«¥‡√Á« (RE2)

9. √â“π§â“ª≈’°„Àâ∫√‘°“√‰¥âÕ¬à“ß∂Ÿ°μâÕßμ√ß§«“¡μâÕß°“√ (RE3) 0.828 71.007**

10. ¡’ ‘π§â“æ√âÕ¡®”Àπà“¬‡¡◊ËÕ≈Ÿ°§â“μâÕß°“√ (RE4) 0.744 32.446**

11. ¡’°“√„Àâ∫√‘°“√ø√’‚¥¬‰¡à§‘¥§à“„™â®à“¬‡¡◊ËÕ¡’§«“¡º‘¥æ≈“¥®“°°“√∫√‘°“√ 0.776 79.950**

¢Õß∑“ß√â“π (RE5)

¡‘μ‘∑’Ë 3: °“√ªØ‘ —¡æ—π∏å√–À«à“ß∫ÿ§§≈ (Personal Interaction: PI)

12. æπ—°ß“π¢Õß√â“π¡’§«“¡√Ÿâ §«“¡‡¢â“„®„πμ—« ‘π§â“·≈– “¡“√∂μÕ∫¢âÕ 0.792 75.083** 0.818

´—°∂“¡‰¥âÕ¬à“ß∂Ÿ°μâÕß (PI1)

13. °“√∫√‘°“√¢Õßæπ—°ß“π “¡“√∂ √â“ß§«“¡¡—Ëπ„®„Àâ°—∫≈Ÿ°§â“ (PI2) 0.781 57.159**

14. ≈Ÿ°§â“√Ÿâ ÷°ª≈Õ¥¿—¬‡¡◊ËÕ∑”°“√´◊ÈÕ ‘π§â“®“°√â“π§â“ (PI3) 0.778 52.289**

15. æπ—°ß“π„π√â“π¡’§«“¡æ√âÕ¡ “¡“√∂„Àâ∫√‘°“√‰¥âÕ¬à“ß∑—π∑’ (PI4) 0.733 36.638**
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μ“√“ß∑’Ë 2 · ¥ßº≈°“√«‘‡§√“–ÀåÕß§åª√–°Õ∫‡™‘ß¬◊π¬—πÕ—π¥—∫∑’ËÀπ÷Ëß·≈–Õ—π¥—∫∑’Ë Õß¢Õß·∫∫

®”≈Õßμ—«∫àß™’Èªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° §«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’
¢Õß≈Ÿ°§â“ (μàÕ)

μ—«·ª√ §à“Õß§åª√–°Õ∫ t-value AVE

¡“μ√∞“π

16. æπ—°ß“π·®âß√–¬–‡«≈“∑’Ë≈Ÿ°§â“®–‰¥â√—∫°“√∫√‘°“√‰¥âÕ¬à“ß∂Ÿ°μâÕß 0.809 70.443**

·¡àπ¬” (PI5)

17. æπ—°ß“π‰¡à¬ÿàß‡À¬‘ß ®π‰¡à¡’‡«≈“„Àâ∫√‘°“√≈Ÿ°§â“ (PI6) 0.708 58.223**

18. √â“π§â“„Àâ§«“¡„ à„®°—∫§«“¡μâÕß°“√¢Õß≈Ÿ°§â“·μà≈–§π (PI7) 0.851 56.412**

19. æπ—°ß“π¡’Õ—∏¬“»—¬∑’Ë¥’μàÕ≈Ÿ°§â“Õ¬à“ß ¡Ë”‡ ¡Õ (PI8) 0.757 63.258**

20. æπ—°ß“πæŸ¥®“ ÿ¿“æ‡√’¬∫√âÕ¬„π°“√ π∑π“∑“ß‚∑√»—æ∑å°—∫≈Ÿ°§â“ (PI9) 0.738 70.149**

¡‘μ‘∑’Ë 4: °“√·°â‰¢ªí≠À“ (Problem Solving: PS)

21. √â“π§â“¡’°“√√—∫‡ª≈’Ë¬π§◊π ‘π§â“ „π°√≥’¡’ªí≠À“ (PS1) 0.722 79.345** 0.834

22. ≈Ÿ°§â“ª√– ∫ªí≠À“ √â“π§â“¡’§«“¡‡μÁ¡„®∑’Ë®–·°â‰¢ªí≠À“„Àâ (PS2) 0.736 85.236**

23. æπ—°ß“π„π√â“π “¡“√∂√—∫¡◊Õªí≠À“°“√√âÕß‡√’¬π¢Õß≈Ÿ°§â“‰¥â∑—π∑’·≈– 0.835 74.412**

∂Ÿ°μâÕß (PS3)

¡‘μ‘∑’Ë 5: π‚¬∫“¬ (Policy: PO)

24. √â“π§â“¡’π”‡ πÕ¢“¬ ‘π§â“∑’Ë¡’§ÿ≥¿“æ (PO1) 0.831 39.584** 0.798

25. ¡’∫√‘°“√∑’Ë®Õ¥√∂Õ¬à“ß‡æ’¬ßæÕ ·≈– –¥«° ∫“¬ ”À√—∫≈Ÿ°§â“ (PO2) 0.812 40.369**

26. ¡’√–¬–‡«≈“°“√‡ªî¥∑”°“√∑’Ë‡À¡“– ¡ ”À√—∫≈Ÿ°§â“ (PO3) 0.718 50.784**

27. ¡’∫√‘°“√™”√– ‘π§â“ºà“π∫—μ√‡§√¥‘μ∑ÿ°ª√–‡¿∑ (PO4) 0.786 58.943**

28. √â“π§â“¡’∫√‘°“√∫—μ√‡§√¥‘μ¢Õßμπ‡Õß (PO5) 0.782 70.481**

À¡“¬‡Àμÿ: ***¡’π—¬ ”§—≠∑’Ë√–¥—∫ 0.01; **¡’π—¬ ”§—≠∑’Ë√–¥—∫ 0.05; *¡’π—¬ ”§—≠∑’Ë√–¥—∫ 0.10
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μ“√“ß∑’Ë 3 · ¥ß§à“ ∂‘μ‘· ¥ß§«“¡‡∑’Ë¬ßμ√ß‡™‘ß®”·π° (Discriminant Validity) ¢Õß¡“μ√«—¥

Construct §à“ —¡ª√– ‘∑∏å À —¡æ—π∏å
CR R2 AVE

PA RE PI PS PO

§ÿ≥≈—°…≥–∑“ß°“¬¿“æ (PA) 0.823 0.607 0.741 0.861

§«“¡‡™◊ËÕ¡—Ëπ (RE) 0.864 0.566 0.762 0.752 0.873

°“√ªØ‘ —¡æ—π∏å√–À«à“ß∫ÿ§§≈ (PI) 0.742 0.582 0.818 0.768 0.789 0.904

°“√·°â‰¢ªí≠À“ (PS) 0.811 0.669 0.834 0.782 0.694 0.719 0.913

π‚¬∫“¬ (PO) 0.753 0.772 0.798 0.738 0.792 0.712 0.654 0.893

À¡“¬‡Àμÿ: §à“μ—«‡≈¢„π‡ âπ∑·¬ß¡ÿ¡À≈—°¢Õß§à“ —¡ª√– ‘∑∏‘Ï À —¡æ—π∏å §◊Õ §à“√“°∑’Ë Õß§«“¡·ª√ª√«π∑’Ë °—¥

‰¥â‡©≈’Ë¬ 

®“°μ“√“ß∑’Ë 3 æ∫«à“ §à“√“°∑’Ë Õß§«“¡·ª√ª√«π∑’Ë °—¥‰¥â‡©≈’Ë¬  ¡’§à“ Ÿß°«à“§à“ —¡ª√–

 ‘∑∏å À —¡æ—π∏å¢Õßμ—«·ª√·Ωß∑—Èß„π·∂«·≈–„π ¥¡¿å‡¥’¬«°—π ·≈–æ∫«à“§à“§«“¡‡™◊ËÕ¡—ËπÕß§åª√–°Õ∫ (Composite

Reliability: CR) ¢Õß·μà≈–μ—«·ª√·Ωß¡’§à“¡“°°«à“ 0.60 ÷́Ëß· ¥ß§«“¡‡∑’Ë¬ßμ√ß‡™‘ß®”·π° (Discriminant

validity) (Fornell & Larcker, 1981 Õâ“ß∂÷ß„π MacKenzie, Podsakoff, & Podsakoff, 2011)

3. °“√«‘‡§√“–Àå·∫∫®”≈Õß ¡°“√‚§√ß √â“ßªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°∑’Ë¡’º≈
μàÕ§«“¡æ÷ßæÕ„® ·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“„π°“√‡¢â“¡“„™â∫√‘°“√‡≈◊Õ° ◊́ÈÕ ‘π§â“·≈–„™â∫√‘°“√
¢Õß≈Ÿ°§â“„π°≈ÿà¡∏ÿ√°‘®√â“π§â“ª≈’°

À≈—ß®“°∑”°“√«‘‡§√“–ÀåÕß§åª√–°Õ∫‡™‘ß¬◊π¬—πÕ—π¥—∫Àπ÷Ëß·≈–Õ—π¥—∫ Õß¢Õß§ÿ≥¿“æ°“√
∫√‘°“√√â“π§â“ª≈’° (Retail Service Quality: RSQ) „π à«ππ’È ®–∑”°“√∑¥ Õ∫§«“¡ Õ¥§≈âÕß
¢Õß·∫∫®”≈Õß ¡°“√‚§√ß √â“ß (Structural Equation Modeling) ¢Õßªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√
√â“π§â“ª≈’°∑’Ë¡’º≈μàÕ§«“¡æ÷ßæÕ„® ·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“„π°“√‡¢â“¡“„™â∫√‘°“√‡≈◊Õ°´◊ÈÕ ‘π§â“
·≈–„™â∫√‘°“√¢Õß≈Ÿ°§â“ ‚¥¬æ‘®“≥“·∫∫®”≈Õßμ“¡ ¡¡μ‘∞“π°—∫¢âÕ¡Ÿ≈‡™‘ßª√–®—°…å æ∫«à“ ·∫∫®”≈Õß
¡’§«“¡ Õ¥§≈âÕß°—∫¢âÕ¡Ÿ≈‡™‘ßª√–®—°…å‚¥¬æ‘®“√≥“®“°§à“ ∂‘μ‘ª√–‡¡‘π§«“¡°≈¡°≈◊π¢Õßμ—«·∫∫
°—∫¢âÕ¡Ÿ≈‡™‘ßª√–®—°…å ¥—ß· ¥ß„π√Ÿª¿“æ∑’Ë 2 ·≈–μ“√“ß∑’Ë 4
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√Ÿª¿“æ∑’Ë 2 ·∫∫®”≈ÕßÕ‘∑∏‘æ≈¢Õß§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°μàÕ§«“¡æ÷ßæÕ„®·≈–§«“¡
¿—°¥’¢Õß≈Ÿ°§â“ „π°“√‡¢â“¡“„™â∫√‘°“√‡≈◊Õ° ◊́ÈÕ ‘π§â“·≈–„™â∫√‘°“√¢Õß≈Ÿ°§â“„π°≈ÿà¡∏ÿ√°‘®Àâ“ß

 √√æ ‘π§â“≈—°™—«√’Ë

À¡“¬‡Àμÿ: §ÿ≥¿“æ∫√‘°“√√â“π§â“ª≈’° (RSQ) · ¥ß‡©æ“–μ—«·ª√·Ωß (Latent variables) „π≈—°…≥–°“√

«‘‡§√“–ÀåÕß§åª√–°Õ∫‡™‘ß¬◊π¬—πÕ—π¥—∫∑’ËÀπ÷Ëß·≈– Õß; ***¡’π—¬ ”§—≠∑’Ë√–¥—∫ 0.01; **¡’π—¬ ”§—≠∑’Ë√–¥—∫ 0.05;

*¡’π—¬ ”§—≠∑’Ë√–¥—∫ 0.10

μ“√“ß∑’Ë 4 §à“ —¡ª√– ‘∑∏‘ÏÕ‘∑∏‘æ≈∑“ßμ√ß ∑“ßÕâÕ¡ ·≈–§à“Õ‘∑∏‘æ≈√«¡¢Õß·∫∫®”≈Õß ¡°“√
‚§√ß √â“ß (§–·ππ¡“μ√∞“π)

§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“    §«“¡¿—°¥’¢Õß≈Ÿ°§â“

DE IE TE DE IE TE

§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° 0.814*** - 0.814*** 0.573** 0.149* 0.722**

§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ - - - 0.781** - 0.781**

μ—«·ª√·Ωß¿“¬„π §«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ §«“¡¿—°¥’¢Õß≈Ÿ°§â“

R2 0.576 0.613

À¡“¬‡Àμÿ:Õ‘∑∏‘æ≈∑“ßμ√ß (DE) Õ‘∑∏‘æ≈∑“ßÕâÕ¡ (IE) ·≈–Õ‘∑∏‘æ≈√«¡ (TE); À¡“¬‡Àμÿ: ***¡’π—¬ ”§—≠∑’Ë√–¥—∫

0.01; **¡’π—¬ ”§—≠∑’Ë√–¥—∫ 0.05; *¡’π—¬ ”§—≠∑’Ë√–¥—∫ 0.10
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®“°√Ÿª¿“æ∑’Ë 2 ·≈–μ“√“ß∑’Ë 4 · ¥ß«à“ ·∫∫®”≈Õß§«“¡ —¡æ—π∏å‡™‘ß “‡ÀμÿÕ‘∑∏‘æ≈¢Õß
§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°μàÕ§«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“ „π°“√‡¢â“¡“„™â∫√‘°“√
‡≈◊Õ° ◊́ÈÕ ‘π§â“·≈–„™â∫√‘°“√¢Õß≈Ÿ°§â“„π°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë „π‡¢μ°√ÿß‡∑æ¡À“π§√
 Õ¥§≈âÕß°—∫¢âÕ¡Ÿ≈‡™‘ßª√–®—°…åÕ¬Ÿà „π‡°≥±å¥’ §à“‰§ ·§«√å ‡∑à“°—∫ 540.29 ∑’ËÕß»“Õ‘ √–
(df) 295 §à“§«“¡πà“®–‡ªìπ (p-value) ‡∑à“°—∫ 0.873 ‰§ ·§«√å —¡æ—∑∏å (X2/df) ‡∑à“°—∫ 1.954
§à“¥—™π’«—¥√–¥—∫§«“¡°≈¡°≈◊π (GFI) ‡∑à“°—∫ 0.921 ·≈–§à“¥—™π’§à“§«“¡§≈“¥‡§≈◊ËÕπ„π°“√
ª√–¡“≥§à“æ“√“¡‘‡μÕ√å (RMSEA) ‡∑à“°—∫ 0.037 ∑—Èßπ’È‡°≥±å„π°“√μ√«® Õ∫§«“¡ Õ¥§≈âÕß
¢Õß·∫∫®”≈Õß°—∫¢âÕ¡Ÿ≈‡™‘ßª√–®—°…å §◊Õ §à“ c2 ‰¡à¡’π—¬ ”§—≠∑“ß ∂‘μ‘ (§à“ p-value ¡“°°«à“
0.05) §à“‰§ ·§«√å —¡æ—∑∏å (X2/df) πâÕ¬°«à“ 2.0 §à“ GFI ¡“°°«à“ 0.9 ·≈–§à“ RMSEA
πâÕ¬°«à“ 0.05 (Hair et al., 2010)

‚¥¬μ—«·ª√§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° “¡“√∂Õ∏‘∫“¬μ—«·ª√§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“‰¥â
√âÕ¬≈– 57.60 μ—«·ª√°“√∫√‘°“√≈Ÿ°§â“·≈–μ—«·ª√§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“√à«¡°—πÕ∏‘∫“¬μ—«·ª√
§«“¡¿—°¥’¢Õß≈Ÿ°§â“‰¥â√âÕ¬≈– 61.30

μ“√“ß∑’Ë 5  √ÿªº≈°“√°“√∑¥ Õ∫ ¡¡μ‘∞“π°“√«‘®—¬

 ¡¡μ‘∞“π°“√«‘®—¬ º≈°“√∑¥ Õ∫ ¡¡μ‘∞“π

H1: §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¡’Õ‘∑∏‘æ≈∑“ßμ√ßμàÕªí®®—¬¥â“π ¬Õ¡√—∫
§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“

H2: §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¡’Õ‘∑∏‘æ≈∑“ßμ√ß·≈–∑“ßÕâÕ¡ ¬Õ¡√—∫
μàÕªí®®—¬¥â“π§«“¡¿—°¥’¢Õß≈Ÿ°§â“

H2a: §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¡’Õ‘∑∏‘æ≈∑“ßμ√ßμàÕªí®®—¬¥â“π ¬Õ¡√—∫
§«“¡¿—°¥’¢Õß≈Ÿ°§â“

H2b: §ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¡’Õ‘∑∏‘æ≈∑“ßÕâÕ¡μàÕªí®®—¬¥â“π ¬Õ¡√—∫
§«“¡¿—°¥’‚¥¬ àßºà“π∑“ßªí®®—¬¥â“π§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“

H3: ªí®®—¬¥â“π§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“¡’Õ‘∑∏‘æ≈∑“ßμ√ßμàÕªí®®—¬ ¬Õ¡√—∫
¥â“π§«“¡¿—°¥’
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Õ¿‘ª√“¬º≈°“√«‘®—¬
§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¡’Õ‘∑∏‘æ≈∑“ß∫«°μàÕ§«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“

Õ¬à“ß¡’π—¬ ”§—≠∑“ß ∂‘μ‘ ‚¥¬¡’§à“ —¡ª√– ‘∑∏‘Ï‡ âπ∑“ß‡∑à“°—∫ 0.81 ·≈– 0.72 μ“¡≈”¥—∫ ´÷Ëß
 Õ¥§≈âÕß°—∫º≈°“√«‘®—¬¢Õß Wong ·≈– Sohal (2003) Kumar ·≈–§≥– (2013) Miranda
·≈–§≥– (2005) ∑—Èßπ’È§«“¡æ÷ßæÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“„π°≈ÿà¡∏ÿ√°‘®Àâ“ß √√æ ‘π§â“≈—°™—«√’Ë
¡‘‰¥â¢÷ÈπÕ¬Ÿà°—∫§ÿ≥¿“æ·≈–§«“¡À≈“°À≈“¬¢Õßμ—«º≈‘μ¿—≥±å·≈–√“§“¢Õß ‘π§â“·μà‡æ’¬ßÕ¬à“ß‡¥’¬«
„π∏ÿ√°‘®√â“π§â“ª≈’° §«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“‰¥â√—∫Õ‘∑∏‘æ≈®“°§ÿ≥¿“æ°“√∫√‘°“√¥â“πμà“ßÊ ‡™àπ
°“√μ°·μàß∑’Ë¥Ÿ¥’·≈–¡’Õÿª°√≥åμà“ßÊ ∑’Ë∑—π ¡—¬„π√â“π§â“ °“√®—¥«“ß ‘π§â“‡ªìπÀ¡«¥À¡Ÿà ßà“¬μàÕ°“√
§âπÀ“·≈–‡≈◊Õ° ◊́ÈÕ ”À√—∫≈Ÿ°§â“∑’Ë¡“„™â∫√‘°“√ §ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õßæπ—°ß“π¢“¬∑’Ë¥’ °“√¡’
∫√‘°“√À≈—ß°“√¢“¬À√◊Õ√—∫‡ª≈’Ë¬π§◊π ‘π§â“ √–¬–‡«≈“°“√‡ªî¥∑”°“√∑’Ë‡À¡“– ¡°—∫°≈ÿà¡≈Ÿ°§â“
°“√∫√‘°“√∑’Ë®Õ¥√∂Õ¬à“ß‡æ’¬ßæÕ ·≈– –¥«° ∫“¬ ”À√—∫≈Ÿ°§â“ ‡ªìπμâπ

‡¡◊ËÕæ‘®“√≥“®“°§à“πÈ”Àπ—°Õß§åª√–°Õ∫¢Õßº≈°“√«‘‡§√“–ÀåÕß§åª√–°Õ∫‡™‘ß¬◊π¬—πÕ—π¥—∫
∑’ËÀπ÷Ëß·≈–Õ—π¥—∫∑’Ë Õß¢Õß·∫∫®”≈Õßμ—«∫àß™’Èªí®®—¬§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° æ∫«à“ §ÿ≥¿“æ
°“√∫√‘°“√√â“π§â“ª≈’°¥â“π§ÿ≥≈—°…≥–∑“ß°“¬¿“æ (Physical Aspects) Õ¬Ÿà„πÕ—π¥—∫ Ÿß ÿ¥°«à“¥â“π
Õ◊ËπÊ ¥—ßπ—Èπ √â“π§â“ª≈’°®÷ß§«√¡ÿàß‡πâπ§«“¡ ”§—≠°—∫§ÿ≥¿“æ∫√‘°“√¥â“π§ÿ≥≈—°…≥–∑“ß°“¬¿“æ
‡π◊ËÕß®“°‡ªìπ ‘Ëß·√°∑’Ë≈Ÿ°§â“ “¡“√∂ —¡º— ·≈–‡ªìπ°“√∫√‘°“√∑’Ë‡ªìπ√Ÿª∏√√¡ ‡™àπ °“√μ°·μàß ∂“π∑’Ë
‚¥¥‡¥àπ  «¬ß“¡ ¡’ ‘ËßÕ”π«¬§«“¡ –¥«°μà“ßÊ ‡™àπ ÀâÕßπÈ”/ÀâÕß≈Õß ‘π§â“∑’Ë‡æ’¬ßæÕ ¡’°“√
ÕÕ°·∫∫®—¥«“ßæ◊Èπ∑’Ë¿“¬„π√â“π§â“∑’Ëßà“¬ ”À√—∫≈Ÿ°§â“„π°“√‡¥‘π‡≈◊Õ°´◊ÈÕ ‘π§â“¿“¬„πÀâ“ß ¡’°“√®—¥
«“ß ‘π§â“‡ªìπÀ¡«¥À¡Ÿà ßà“¬μàÕ°“√§âπÀ“·≈–‡≈◊Õ°´◊ÈÕ ‡À≈à“π’È‡ªìπμâπ

§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°¥â“π§«“¡‡™◊ËÕ¡—Ëπ¡’§à“πÈ”Àπ—°Õß§åª√–°Õ∫ Ÿß‡ªìπÕ—π¥—∫∑’Ë Õß
√â“π§â“ª≈’°§«√¡ÿàß‡πâπ„Àâ∫√‘°“√‡æ◊ËÕμÕ∫ πÕß§«“¡μâÕß°“√¢Õß≈Ÿ°§â“‰¥â√«¥‡√Á«·≈–μ√ßμ“¡‡«≈“∑’Ë
 —≠≠“‰«â πÕ°®“°π’È §«√¡ÿàß‡πâπ°“√æ—≤π“§ÿ≥¿“æ∫√‘°“√¥â“π°“√ªØ‘ —¡æ—π∏å√–À«à“ß≈Ÿ°§â“·≈–
æπ—°ß“π´÷Ëß¡’§à“πÈ”Àπ—°Õß§åª√–°Õ∫ Ÿß‡ªìπÕ—π¥—∫∑’Ë “¡ ‚¥¬®—¥À“·≈–Ωñ°Õ∫√¡æπ—°ß“π„Àâ¡’§«“¡√Ÿâ
§«“¡ “¡“√∂„π°“√„Àâ¢âÕ¡Ÿ≈¢à“« “√‡°’Ë¬«°—∫°“√∫√‘°“√·≈–º≈‘μ¿—≥±å  “¡“√∂„Àâ¢âÕ¡Ÿ≈∑’Ë∂Ÿ°μâÕß
 √â“ß§«“¡‡™◊ËÕ¡—Ëπ·≈–√Ÿâ ÷°ª≈Õ¥¿—¬‡¡◊ËÕ¡“„™â∫√‘°“√ √«¡∑—Èß¡’®”π«πæπ—°ß“π∑’Ë‡æ’¬ßæÕμàÕ®”π«π
≈Ÿ°§â“∑’Ë‡¢â“¡“„™â∫√‘°“√

 ”À√—∫¡‘μ‘§ÿ≥¿“æ∫√‘°“√√â“π§â“ª≈’°¥â“π°“√·°â‰¢ªí≠À“·≈–π‚¬∫“¬ ºŸâ«‘®—¬¡’¢âÕ‡ πÕ
·π–«à“ √â“π§â“ª≈’°§«√¡’°“√·°â‰¢ªí≠À“„Àâ°—∫≈Ÿ°§â“Õ¬à“ß√«¥‡√Á« ‡™àπ °“√√—∫‡ª≈’Ë¬π§◊π ‘π§â“∑—π∑’
„π°√≥’¡’ªí≠À“ Õ’°∑—Èß√â“π§â“ª≈’°§«√¡’∫√‘°“√∑’Ë®Õ¥√∂Õ¬à“ß‡æ’¬ßæÕ ·≈– –¥«° ∫“¬ ”À√—∫
≈Ÿ°§â“·≈–°“√‡ªî¥„Àâ∫√‘°“√„π‡«≈“∑’Ë≈Ÿ°§â“ –¥«° ‚¥¬§ÿ≥¿“æ°“√∫√‘°“√¢Õß√â“π§â“ª≈’°∂◊Õ‡ªìπ
 ‘Ëß ”§—≠∑’Ë àßº≈μàÕ§«“¡æÕ„®·≈–π”‰ª Ÿà§«“¡¿—°¥’¢Õß≈Ÿ°§â“„π√–¬–¬“«
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¢âÕ®”°—¥°“√«‘®—¬·≈–¢âÕ‡ πÕ·π–§√—ÈßμàÕ‰ª
ß“π«‘®—¬π’È∑”°“√ ”√«®‚¥¬°“√‡°Á∫¢âÕ¡Ÿ≈°≈ÿà¡μ—«Õ¬à“ß≈Ÿ°§â“∑’Ë „™â∫√‘°“√„π°≈ÿà¡Àâ“ß

 √√æ ‘π§â“≈—°™—«√’Ë„π‡¢μæ◊Èπ∑’Ë°√ÿß‡∑æ¡À“π§√ º≈°“√»÷°…“ “¡“√∂π”‰ª„™âÕ∏‘∫“¬Õ‘∑∏‘æ≈¢Õß
§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’°μàÕ §«“¡æ÷ßæÕ„® ·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“„π√–¥—∫ª√–‡∑»‰∑¬‡∑à“π—Èπ
‚¥¬°“√»÷°…“§√—ÈßμàÕ‰ª§«√∑”°“√«‘®—¬»÷°…“‡ª√’¬∫‡∑’¬∫‚¥¬„™â°√Õ∫·π«§‘¥‡¥’¬«°—ππ’È°—∫°≈ÿà¡
ª√–‡¿∑√â“π§â“ª≈’°Õ◊ËπÊ ‡™àπ √â“π –¥«° ◊́ÈÕ (Convenience Store) √â“π§â“¢“¬ ‘π§â“‡©æ“–Õ¬à“ß
(Specialty Store) ‡ªìπμâπ ‡æ◊ËÕ„‡ª√’¬∫‡∑’¬∫«à“§ÿ≥¿“æ°“√∫√‘°“√√â“π§â“ª≈’° àßº≈μàÕ§ÿ≥§à“∑’Ë√—∫√Ÿâ
§«“¡æ÷ßæÕ„® ·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“·μ°μà“ß°—πÀ√◊Õ‰¡à

‡Õ° “√Õâ“ßÕ‘ß

∏π“§“√·≈π¥å ·Õπ¥å ‡Œâ“ å ®”°—¥ (¡À“™π). (2558). √“¬ß“π¿“«–‡»√…∞°‘®·≈–·π«‚πâ¡Õÿμ “À°√√¡:
∏ÿ√°‘®§â“ àß§â“ª≈’°.  ◊∫§âπ®“° http://lhbank.co.th/content/upload/documents/-
8587657858782727808∏ÿ√°‘®§â“ àß§â“ª≈’°.pdf

 ¡“§¡ àß‡ √‘¡‡∑§‚π‚≈¬’ (‰∑¬-≠’ËªÿÉπ). (2558). ‚Õ°“ ·≈–Õπ“§μ§â“ª≈’°‰∑¬¿“¬„μâ AEC.  ◊∫§âπ
‡¡◊ËÕ 19 ∏—π«“§¡ 2558, ®“° http://www.tpa.or.th/tpanews/upload/mag_content/90/
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