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iunr: nou auo{ n ?turn:'uaunv aart hinohfi rvriedu xofl (Morse, 1953) uacrfl u

naruidn (Feetiog) fifiatruqt ruioaurrrldiunadrrirnrru1nrjoluru (Goals) narrudoInr:

(Wants) uiou:l1.rte (Motivatioo) (Iaduuu (Wolman tgzt, dtdllu qinni luroiq, zs+O)

mr ?aamqgauaufl o.t lu ?ogmtng ?,uo.t

c a- I il u t '
lu n 1, ? ri utto { "rlloffsciaun6iln r rna lofi iin arlfrrlfru dffua a rrfi lno1or o r

e.jrt4a.rtilnil0{tils2r1?nl{utrtilfl ntorfl nur lilruouurll?ol5 rlnilrcunt nl{ril?urillunr,
t, o a d jj y . 4'ldorfruuuaa-a ilqu[i uas{1u?:torn::ufrrfrur{o{urJrsnounlrAnul Inuurilnr:rillduo

2.3 Yrquanrruinrr
aa

2.4 mquafl?ur.tfllJYtNnl:nam

2.5 nltno'ranr:riolrdua

2.6 ?lo{'ruiflufirfi urflol

2.7 n:ouuuan'a1unr:f,nur

2.8 fluuA!lutolnr:ffnur

!

2. I tru? Ao tds arYun a r uf[.r n olo (Satisfaction)

2.t.1 n?trfilnt t orritir "nanrfr'lnc10"
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a a traf jar o a2.1.2 a?lrlTr{iloIoxo'{flurlnailun'onl:5uu5nrt

finrdn (Millet, 1954 : 397-400) ldnrirarduafiuaaruficilololurrulinr:

Gatisfacrory Service) uioaaruarruundovf, rr: udruinl:rfurfl ufirnohrfohilnuiaorn

t. nuh?uinrrotittrirfi tru @uitste Service) a'o nr:l#uinr:fi fi naulqn'rr:u

2. arrurruoRmrmsrarorrirhidrrsrfi u1a:

r. nn l#uinr r fi : a nri e riud ora a r Criruely Servie) a' o n r: l#ui n'1, n rr dnu ils
ocra.

n?rJtauuriln?u

l. nr: h?uinr: otirtnotfi u{ (Ampte Service) n'o aaudoInr: rfi ulnoludru
i a . Jt

fl0'nril qnomr ?nqqun:unN1

S. nr:h?uinr:otirwioruiort (Continuow Service) nundtrsurrQno

o. nr: h?uinrr fi fi n auth?ilf1 (progressive Service) a'o nr:rfla ul{ntiliRl,
drurliurorq ornnr}?fi a auroiqflraurirhJrdoq

z.t 3 a r nrf i.rnolo rlo.rrinri ornrjuafi fi si ouilciwiolds a

r r nuu a 6 a t o { A ?'lu tr' { n o 1 c r o.r {iu u i n r: ei o n r : u i I n a fi u dr o v du o { ril
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f,{ilolotol{uiInnldurnniufiu drtuqrfionr:rioufiuaufl:fihiunn,n'romuuaa'ndru'o

nr:tirrfiuq: fitrioufiuafirjruiwionr:afr.rn:ruf,ryrolrtorrinrioufiual#urnfiqndau

nr:l#uinr:h?n:.rtiunJ ruurutunr: r6unrw rrioufi ua nrdofi w b{rinrioufi uandururrfi ualu

ao*dtfudn leunJnttutf,nlunr:fiuuttorrinrio.rrfiua 6o f,?uqxdulurrnnr:rioqfisa
Ay . e q9lr . J o ofi{urirfiunr:lfriru dlriuarur:nriurfiruunil:smmroraarufrrnolotouinrioqfiuriifidu
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nDmuilNUllto{lilU? lnn{U
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- I:r,,rrirnr'o
- ii.rriurfir uayiianarn'u rfludu

IovriulnualrJuda narrufi.rnoh (Satishction) r'uflunartfdnludruuan
(neufilnoto) tol{fiuriuuinr:ornnr:ldiuuinr:sirq 1 lauaarufirnotttor{iuuinr:
rvrfl uiloo'ufi airdqtolnr:drriuqrn'01#rJ:vrunarurirSotfl uotimrrnleunnuinr:fi ocaiN

aauf;cllohldidudod

rl nnl#uinrrodrwirfi tru (Equiabte Service)

2) n?turflr,oRm

r) nmh?uinnfi : aari a riudorear (lirnety Service)

a) nrih?uinr:otir.nmrfi w (Ampte Scrvice )

s) nrntr?uinrrotir.rn'onio{ (Continuos Servie)

ol nmhfuinrrfifiaanrflranrir te.go.ive Service )

Jo A r i e a
fr rluq:n-enr:rioqfi uaudaneur'rrrohrosf n?ioqduaecra'orrnnr:ra^umrs

urrioqduatuaoruiiriul fiorldiuuinr:fiaflraaruquuirinrio.rtfiuafi6nrrndnuusta.r
-. r j 9 t utturilriolrfruarol narru{trirfiunr:o.r4urio.rrfiua nrr'ldiuuinr:luurrilrio.rrfiua nio

n' en:ruluurci wioqfi se rfl udu

z.2 ilum?rufi ouavnqufi rfiuafi'unuriolrfi u e

z2.r rm6ards?ir'unurio$njse

nr:riotrfi ur Crourim) ilutoo'{ nr:fi nnuuiorJ:ymrulfrtjr6uurdouft anrufi
rutl Conr:riiu?xltul'o{ rf,or6uuqrn',,or,Cou lrJr{neioufunqrd.rrorduuoe:uucu.r? uaso10
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inurrranf lau{u,6ou*rdrfi ar,r:ol#nr nuumu,uci.rld4 qrluuu
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h: roranru naoa tuflolufi fi uqurf,aft

3. florufiil:rnoun',rdudrueunarucyeanuririnriolrfi ua :vudr.rr[rrino{lu

il:srma l&uifi{rur:u l:suru rinnrnr: flruorur: nruusturi{ xuto{drvo'n uarq:60
oj.eal

ulr?ru? rtila{uutil{nN1

4. lr: {{'ruRlnqnfltxn:: runr:yioqrfi ua

5. dnu ors nrr f,nrirrauo fi ufir ua suinl: m r{d1un'lrrio lrfi ua
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aaio
l. {1uu: nrrrilu{lufl unT?ln'nuosnruilnarfi nfiunfoufiudo hiorrri rmun

y . Y-yJ .e ,rart a r,
n?argio{n'Drniuou't6 iuoqifiu{lftrinrrdlf,ornr:ur'ols uocdo{nr: ov'lr

2. {rruinu d uuufi 'lrio r r fi ruuailiurillruo' a.r?rf1ld nr:rrl#uin r:
niohiduo{fiur.r'oulttor{1#uinr: nr:riruunililrfl.rruria.rurir 6.rhiorrrfirld uoncln

nr f, mas runaurirnclfl utrilriu

3. r nruinu rfl umufi hi fi dafi udr hi fi Ho nan d.rd {t#u i n r: o s ldn' o n ? 1 u il'{

rnohnarrufdndrirdldurl#linr: drrfu qornnrro.r.rru6ufl ufi rrirfiqurn

l. luuinr: rfl u.rrufi dorn'E nunou6tuo.rlufi'ufi {t#uinr:dornr:'lrTaur'o
rlg'rin'lurYufi 6lriu fl#uinr:osdonrforufitsnouduo{anoar?a'r un;rucorieiunartn
dYc.
fr o;dom:muriuunrin (uaaol rnNq, 2543 )

23.2 nrrriau$6ueflunr:uinr:
Jai

sooiiau rravauo-u1(ud6.,2539; citing Hotkin and others, rggO ) ldoru.nl
qtra.agcaadgt'

nr:l{uinr:dr rde ern{iuuinr: 6nnr:rE uufluuinr:riu

Inunr:tiuu{ rltrodr nrrril6uunq6n:rrfiriouflmora: d.rnr:uJ6uu

n qn' n : r rrfu rfi n e rn n n ldfuil r s mln rr ol dqrfu nr: ri uu ffi u dn ii rdq 3 rJ : s n r: n' o

r. nr:6uufrfl unr:nJduunqn'n::r Inu

t. I nJduuornhirauifrnuinr: rfl uffinuinr: rfu

t.z njduuornhimuuinr: rfl urouuinrr ri,
t: nJduuornhiraul#uinu rfl ul#linr: rfu

z. nr: 6 uuirfl u nmnjd uuurja rfi ioudxn ra: rfi off,nf, otoruinr: otir.r

rioufluora:uda u?rsnirda.rranrhlrfiuunr fitiwo#ornia.rnuunrdrrowinmriuqndor

t. nrrriuufrfiarrn{iuuinr: ldiurj:c6runrrstfi urtiuuinr: hiiroclaunrr
,t t ai YAa?uflurowmou ilro lnu{ouuon

,rnolnd uufr{ (uat., 2539 ; citing Loarf, 1980) ldrauonqufi nr:riuuirrn
..i^-.,f -.-d-.y- 4 -.- - _^q-- ^^i- _, 1,4_ A- r a o itfoulta'qft dqerur:ofruroGuuaanrifrnfificionmuinr: urndrfrqimrutr:urm'lrJaauti

riuuinr:tiou1 uda tvrfirt#urludfinnaurfdnotirlnotirwdr niu6uafiunarru{dnfirirur
Inrsqu
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ni.rfi t qornrrnuuinr:

ai.rfiz qornrruuuinrr

Ay
ra:0{lru10nuAl

ai.rd I raforuuronrrCr

oornrrirurldrinr:

--+ aornrrhurl$uinr:

- aornr{rull#uinr:_{>

ffiunmila 3 nu6uuf,rrndoultfilrfi

duf , purf, Loarf. (1980). Consumer Behaviro . 3n ed. Forth Worth : The Dry den press, [nc.

0 I n il q u ii n I r 6 o u ie rn r.r' o u 1 t fi I r f r dt#, fi , ; -, 6, u i n r : r fi e n a il f dn d 6

iliohidcionr::-uuinr:ldnrnriruinr:riu}Jaau{fiuduirfin:vduaarrfdndA niohia
riuriour rdu nr:Iiluurn'rnr:guainuraru'loflouro{flo1fiuin1rri.,rirr-,.rorn rfirt#
9eaaudsa.-',4ooqdq,,dai_
4,uutnlttnno?1rrIflnrur.loTouooantnttandou o-tt{'adultro-on"[f,aorfruinrrriruu

nruldraiourtrunr:drto.tu1{0rn rfludu vrquflnr:6oufrioultrrnfi.rrfr druor'urudr

{fu u in r : u a n r a a rru fdnn'r n o 1 o u io hifr .r n o 1 o lu n r : :-u u i n r : ci o lrj

an-uruof (uflr. , 2539 ; citing Skinner, rg90l ldrauovrqufinr:riuufrSoulr
-or4a9@uinrrn:yfirirrilunrrr:-uu{aarrudur{uf:sudxnrrnrcrfir (operant) f,unaornnr:nrcfir
(consequence) ltateto0'lnnt:n:sfirluodnccrflud'ariruunuuahlufincnrcfiuiora'nn:crir

tuournn
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ru rh?udcciurio hi iuuin rr Ju 6 nl u ou ran

iqelro
ilfl unlfifr 4 a?ardufi urrslt? Nntrn: r?t't r{a 0 lnnunr;fi rmvuuahlulunn iuu inr:
;
tiut : Skinner, L.L (1990) Coosumer Behavior. london : Pitman Company.

dr e u r : n ri ru 10 ;u lun ?rrr fdn d fi eio n r:u in r: 1 dd n'o {iu u i n 1, d rrr ? u

,ririouiifiIonldao{l#uinr:lnriairu:n gio0lnrfufitcnduurfurinr:6nluafrriohJ

daurrqHafirfiacrnaarun'unolt fliorJ:cfiu1olunr:uin',,dldirri, rdu rauiurJ:u?r'ru
Att I y

o ru r r fr f ruu u q udat oh lu : etrn'T o { o'm r: uar n tr u in lr x o {il rin { ru rfi rl#rdrl r
iurl:vnruorur:luirurfudrv6r nio raordruriruinrrrorfiuorrr:lnuudafirnohtu

uinr:toqiruoltt'lt uasnr:tr{uinr:towrinuu rirh?ournr{ruriuuinr:rorflruo'nrrI
Ia
tmu0n

9-aJ
{ruurnlrn lulruurnD

A a A €.. .q ja. st, e e -ufl un rilil 5 orril 0 n o{a?uil{Tto lrfi nnorrua triun r: nd'uuriuuinrr

tittl : Skinner, L.L (1990) Consumer Behavior. London : pitrnan Company.

,,J a < rv i a
{tuu:nffi ullu2 tuuil0Ju'truu, nlron
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uflunrild 6 o'ttitotornaruf;rtolrfi fi eiouuahitnr: hinduuriuuinr:

z.t3 nrrdoiuloiuuintt

rlrfiati uurouo'r1 (ilnt. 2539, citing Fule and others .lns) ldrf,aurnqufi

duornnr:ira:rriuuif,u rmyrEundrrrqufinnfinfiuloiuuinr:" ddordrJ:vnoufidrufruf
J - e e l. r

a{niluaunu a{o{nutsnou siolrjfi

o.rdrJ:cnoufi t r?orfiooirnior?oryadraarrrduafiunrruinr:,fiudofi

{iuuinr:iuir6uafiuuinr:1dz ffi 6o

t. rrnil r c eu nrr oiyr rsn : r rrr ruo'r {iuuinr: ldl#o iuar durioto ln u
o J s I o - ,, 4 J e' y-

ciur{dfluurnrruu tsun:{ udernanr:iuidrdrriunrrfluaaru6o{n1:to{nuiliohi rroc

ouo.7yaq
11010fixn1:u: nuuuulnu0utfl u{ t9l

2. trnil:scunr:oiyrrldou utruo'l {furinr:lditdoryarit?fl'lt01n
r{ruonuirtor{du udarfirtr{rfinnr:iuidrdrriuu:rfiunarrudo{n'Ero{nuiliohi rtacilolo

f,uuinr:riurrnrlourf,ur'[n doqoriraar:,flufirn:vdul#{iuuinrrfindlrnfolnurunr:dr
J a 1r4 att. a l.if o J
rIu uosrnnn ?.luianrour'lto lllToulnan ?ultolru luu, n1' uu

o{dil:unoufi z raiosiluunl: dr rirh?{iuuinr: fi ndr q orRfl xo{uinu
.j 9 ao o . 9a j ,i q o J

tniorururunr:drfromr'nodonaruffrnuovnarurfioriuluuinrrriu luflo1tiunrrlrrusn
A rcty9,c a -s . I y 9-qrrtlg--a-- 3- 4^ -^r-^--i---- j

uinr: re{{1fi{tuurnl:f,5mfmornr0{'r{u'lun1'nl ruYrlt?r4:uutnltuno{ tTu u'luull
d 6 J , dy d y ,t a ,i I q I
unornru6 fi{nonD lr{luu0sd{rr?oa0un0{rrrnto{lluun1'f, '110{u1{ 0ln tuunu

)o a a =ry i l. r a d
Eruu: n,l:Ullu2 lUulrot luurruu, nlron.JJ o ir.aIdil or:uinr:fi lrifr rnoIo
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o r drj:v n oufi 3 mnan'fi fi siornio unr runr: dr rfl u a a rl fdnro u hirou ria

uinrr mnnn'fificio,.irorrlunr:drtsfio'mGnadoaarurjsr7ufiosl#uinr:rfurio'lrJ

o.r 6rJ rs n oufi a a a ru rf, o riuluu in rr rf, un r: rJ : s ur^u uo v do fi u 1 o d ru in r:
-i-----t--^^-.-.y^-^-- I ^ d i. 4 & q a a t9s , j
Uu nt{nun?run0{nm10tl4[JtnTilI0 UJ a?.lut1oUu tuutnDn60mnu l65Uuracr:rduafiu

A e i<, I I t - I <o a €9b, a I.69 a ,"uinr: uau n ?rufli?lr lilun ota r o{ rf uunu a lr 2unu .r{uamrfl a h?l{r io hil#uinr: riu
eiohJ

lt i .
o{au: sRoum s n a rurl {fuuiodnfi ulrl#ui nrr rfu dfi o'vrGnoru 1c mron n a'

fifidoraio.rruunmdl uoya?ur!{riulunr:'l{ ri.rnaeiorqn'nrrunDl#uinr:lufiqa

i o.rdrJ:vnoufi 6 nr:l#uinr: rflrtirruuqafrufi{iuuinr:6afiu1nt#

uinrrvrqufinr:ri'efrulol#tinr:tou{rfratl arur:nor;'uudr{iuuinr:ldrirdoryneir.r1 rur

ira : rc drilcodn fi ul e 1un rr l#u in u

ttu?naqomlilurRlt

n?txilrllsuinrt

uin r: (Service) u u ruo'l r qn'n : r u n'0 n:, u fl io n r: n: c rfi rfi q n n o r.r dl
rirt?rrirlanord.rInufirfluulu ,,urrrluofolnlunrrd.ruouuinr: 6:cilrd rsa'rfi:sfnrf,

2s39)
:oq

uon0lnu n1: nlililaumtt lux0 {{tluutnlrnluumt! luqnfl lilnrril ISo

gof/.'2iluu6{ flai,o{nttRrsrir dlrfiarrnnrril6'dur{ufuutmrirynrh:rrdrl{trfluinr:
Y s e a . yqY s o I AIrnr Qnn 1 ttar tnun't: fluu dr{un 0 nff u x0{nqu rllf n1r fl uufl qunuluo {dn1, tfr o duo {

n2ruflo{nutolqnf,r (6nar:ddu Edvardssoo, tggr dNdllu iurf,q uriailru ua&f,ors,

2s42)

n ri r a I n u ailI u i n r : ao o il q n'n r r u fi {lriu i n r : d rru'u n r: I a u ldiurj : s I tnrf

2.3.4

oi i
0mnrrnrsynuu riloduornarudornrrtorfil{rinr:a

rl:ymmtornrruinr:

nr: frnurisrJrcrRm{'ruuinr: rcdaul#rflrlona rrudo.rnr:to r#1#uinr:1d
tdaaAuACtAOraA

0r,1{6 unrT?u tunlrurl,tDinnlrurnr: tnun-tr:on,ilrtrunrJrsmmuinr:"tud'run'rq 6o

iu fi ...... :..L...$,.fl,.. ?$?...--
tot, n ! rfi c, u....9. ;1 L.€].9........?.9

o\d,
4 rt ts.1111

u sgr.J

IrrDi.Sloqn r
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t) dnuils o.rdn r: n'o r: ur o rnin oil: v ard I n :.rafir o r dn rr ua s ru'n r o r
A

N.l'il'Nffi

. 2)dnuorvtosnr:uinr:n'or:srrludlrnlrdunlunr:f,nuintruacntt

uantil6uuuinr:

t) n a ru drr riu f 6'u {1#t in r : fr- o r : E t e r nau'n r o { n ? ru du r{u d ua E : s du n r
d. r t*li, - 

t

ii riau dau m r{lfuinr: lurin r: riul
c) dnug;toqnarrudolnrr fi orronludrunlruds{n'1, uoua?rufruuil:lu

nr: iuuinr: t o{l#uinr uav s) nr: f,n1iluutnr:uinr: unc a;nrr fienr: u in r: (Kurtz &

Clow, 1998 : 15-16 dr6rlu iurfiq ufiarJru uasaots, 2542 :2t)

qordnuor; tern rruin r :IontirU nAod
a at du

t. nonn-nfi oonil fi dnu orc iudorldtrn

2. eraHa'nfi a a rufl a mil aru rii urruu uav u qilrruufi ,fl u,i'rie rfi tru}in: s fiu

umrgrutnldtnn

t. rrurinr:rindorri{r,ou uiogndufia unnilnn niol#rjrc Iwf trn6 ndr

nio fil#ui n r: Inur{ufi fi ara'n o o nrl l
4. nr:uin r: r6n oti r aruq : si ruro fi nu hfuoc iuuinrr,fl unf.r., rarri rriu

hi eu n orfi urinn unr:uinr:rorlfldt

5. q omrvruinr: Ioufra lrjfa 0 ma ?ilil'wroh t or {1#uinr: uciurs 6i?ut o {

uin'narur:oisldrrnrnildfi rimus rduaaurir 6ruru{t#uinr:

o. n r: l#ua s fu u i n r : r v m'n du fi d oru' o o {lut ou rt nu i ra sr fi rE u n d r I n dr ria

uinu (Service lnteraceldmrofitourtnnirwiounu dutiu{rJ:vnounr:ovriruua niodnuuv
t

aogad
utc0m?lowtnDuu1

z. lun:cueunrrl#uinr: {l#rinr:rinfi unurvr riorflurrfi riaur'erufi on:rr
lurorct#uinrrirl,nuu

s.{h?uinr:rin1{r[nscrioaaru.inrra4onrd:1unu1t?uinr:

g.wruinr:hiarur:onn'noonurfi ocumlmu'oununa'nfi udrld

t0. uuuinr:do.rorfrunninfi uh uaraliqddnto$-h?uinr:rfl uodmnn

t t. o.rdn:fi }?uinrr ocfi ri fl#dru unrdurluluriautoqaarn: grndrdruotul

al
nunfnf,nt

12. nr:fnrj:;frninorornr:l#uinr:tn1 rfi rldurnturirtorfrarot nio
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n?rilfiillrn o{qornril

q fl nrr (Q,uatity) mr ufr { rs duxo{ n ?tu6 ra'a dlfi naruaona dolriuru rn : g ru

otinfotnu (Schmete, tggo dmdllu iurf,q ufirrJru rrn;eu&, zs4z)

n? rrlfl il rsro{qomrilnrrurolt

Egidio, 1990 drdllu 5urf,q ufrarJnr uauaots, zsa lfrat:ntfluuqornlil

uinr:dr fl ailfllur: ofi ryauornorrioaaruarouiltor{l#linrr

flnu orvqor n Drui n r rlaa*ilil
dnu orv qornrnu inr: fi z a'nuEcfi drdrga'o

t. qornrnfif,.rdorfi (must be quality) murudl qornrrrfiInuilnn'dolfilu

fi u drrfuo ti rr au r; : oi rf, u d r fi q n drn rs u {r th hi fi q or n rurfi n d q n dr r v lri6 o rd a t r o

q*o*fufi ,fl uqornrn:;fu rfi rqnd{uiInal#lunr:dnfiuto

z. q or n nnfi nr 1o h?sio (Anractive euat i ty) rfl u d.r fi q n drhj ldn rn r i.r d r o s fi

lurufinfisrqi dlrflua'.rfirfiuna'rnaruaroni.r drfrurridrovhififihitflul: ueidrfiqornrilxu'o

fifiocriol#tn'oaatuf;utu rJ:vr{uto uavrfirl#rfionr:dofiutol#.f;rro.rqndr dsrntoraarr.iru

}Jfi o rr wuJduuurJarnorurfl un'lrln rouirtorEndrfi fi eio qornrnriuld

2.4 mqua6f?u&rflilynrtRlrnalo (Marketing Mix)

tuflo1riufifinr:urirdulunaranr:drriuotir.rluu:.rtu{nl fl1un1rr{n'n ,rur{0fiufi

nr:nJduurtdo{to{fln1?cuaadoutunrrrirq:ficm'aduotir.rurnuro uosflrf,udfio'nr'raeio

ntr?l{u}ruuovnr:ilfrfn'nrunaqnf,nlrnrrou,urfrfiaaruadu{udou,n'udu rfirfu?fifl0f,u

?1l.tRltnolaurlflr frufininrrrudrf,qronrvdeduurodtlsnuiu rfirhin:ouuuan?rua'n

m r.rd'rudaurj: v arum rnrrerornril6uuurjarlrJ

dauireuilr.lnltnntn (Marketiag tvtix) Iau?Ta 1 '[rJcvirn:rsr{rfiuafiuna'nriord

(Product) l1o1(Price) nrriln'irnrilu (Place) rtasnr:rilraiunr:narn (promotioo) uio 4p',
, j i, '

tteiruoenllvuaodorumrlq:fiofinrrnlduuuiloloti'l{ulnu1u riurfirt#ilrf,ufiraurfluilrilufi

urJroqjluciauil:sarunr:naror6uldfiaarrrdrf,qrrr'rd, duluiifiorarilrronrEeluflofiu
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eirrl oonrfluflnfruriaufldumrrnrrnalo 4 flrfio nio 4p's il:cnoudau (t) na'nriord

(Product) (2) tml (Price) (l) nr:frnirrilru (Ptace) (e) nrrri.rraiunttnam (Promotioo)

(:g.n:.ra:' ardusrflr )

uruolnd r tituiltzaililNnunoro 4p's

q s ! r ; dar , J dt
fl 1il:Ufl ?Ufl tIUllNnrAAmnlryt o{tyt u? fl n 6I ?uil:s dunl:narofi'{ a o{dilru nou

rufioui.rniur^ra'nf,srs{fiudr InwYa r tJ ffiuqriorooyfi:ruay16uotorriaunGru?rNnrsrarofifi

a?uttnnci'l{tiuhJ ou' Ha'nfiotqitounrd.rvioqfiua rflua-.r6.rqnhvrr.tnr:rio.rtfiua nr:r{ro'.r

m{a{mo{fliu? dtorr2un?alflsa?ilmsnr:uinr: dudu

l. flinfio&i@roduct)

nn^n fi sr drfl u il o f, u n dn lu ri a u H ar il'r { n'r r n n'r n rn : r s o s tfl u fl o f,ufi f, in
aaudrriotovra^afiorqi lunr:efi.raarurJrc?iuh uaynarufirno1o}flfirl{uiInnlunr:

As A s I ty - s eJ j
ui lnann=nriotttnotlvt,66tuflanrisrqfiriutsrfruariunrcu?un116'nfrulc.iraruno-nfiord

(product rines) rvil:cnordaufiuduavuinr:osl:rhr liuti#u u::qf,orr{ Qiln'muocBorn

nr:ielruriro lRace;
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a art a a v a v a
d{il6 0{il0'ttuilnu?nufl an fl o#n

Ha^nrisrd(product)lunruln'ri6rinnr:narnfi tvna'nnioirfi ritondnfi nrqi
A o rl a i t j j v - !

TUn tacsno{fl015oIlfl{nN1 mrno?t o{ n{u

(n) uu a n a ru n'n dtu eta'n riu q{ ( Prod uct concept I u ifyr do lfi n a rru fd ro v 1 :
.{ : j , I ai tY a o d au I 1 u .
ruufl{nn0ufluo{a?lun0{n1tx0{4u: lRn la HanRflflt o{uruynsno{ua?]Utrnr0u?1

rrfinfiorcifi tuf, ufi udr uinn 11 aaa norrrfi uiouuanaun^ndorfi nr: fi iluntJl#rnifn
(x) 

Q E duli6 ( Prod uct attribute ) r s #o tn r ru d rnfi n fiordrfu n o'nu tc m o v 1 r
a sa . I o qa d < d a
uq0l6ruunou1{ It anuus?rl.tnluR'm ilflnfl lftu !?s lulo n'l'tun a?lu.t'lu n?lultu

vrudrulJdmlduuutorlrn'nfi srqifi io{tudatorriuror

141 lnuiu t orHn'nfiilql ( product feature ) r: rdo lfd rfi u drr o u:'rfi ov 1: uiu

rfl un^reru ( Di fferenti at :o n ) n'j r fi u dr 6u rnio 6l q o q n drhil#fi u dr r o u: r

({) HarJ:ylonffildrrnna'nriarci (product benefit) n'o ciaufirflu

norJ r c Iumiuriqndrfi rin dutu n a ru idn t o r q n dr rniq o o nrfl u 3 il : c mm noo

t ) rr n il : c I utrifi H a'n risrq{f; r fi (oe fensiv e be ne fi t) rfi rl#tri rfi urdE u u qi u ri l
s a git . 19 € ifuluriornarn rdu :ouurido.rfrrn5o.rrJiuo1nlf, iytgrytd :vuuru:n nos qloufirf,u

n:vcnh'hh rflufru

z)HarJrclurdn'rsu(Extrabenef i0fi rirtiuru'ondr{uridunr'orfi rh?ruc
r . e t I C o - .<

rjurirriu rdu r ouurio ro rfi ruq.rau fi : riurj fi uou co ru rv h,lfl r

l) Horl : s I umirairu rf, n1 rlo u.l (rringe bencfi t) drnltt{fi, drun nei r.r hJ
.reJqidrtArrrqr'

ornduri.r{u frrdudqdnlrioul fiuoneitolnqiu{rriu rriu qnoulilfelo rn'oafirnarruifrn
Aa- , as
monilflilt lnfl

laul
d?Ufl dilfl An n0#n (Product mix)
.ae44-9

ri a u n at n a-n fi orqfi ti] u a a ru il a'r n r nlut o {t du f, 1 u :"fu I a u r{a tJ o c { r ?t d r u
aeit-a!av/a6

HanRilflulnn2l I auo d?ufl flum rlHan iuql 0'touU {0 onnrutun n tU iu nlu t,u ln ntu
y q . I d _^--- - - - 1 -lr- y - a o I t q r 9, o a e d0nuuu0a0liluluilronlua?1utnu?r0{nut0{flonriflqltrnossras tru r.irfiroruflani'ilql

d It y. as o j ;
tururl firsdolidruifvrovrirutlrlfiuuu 6iu iliofirl:cmvrrira{ ocfirfifi 6turn frnfiu
4 t, i aai<air .i < r 4 r a u truunu n1'n[:1uner nlu nxum r:un?riludaunetarierdord (product mix)
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arsfl inflofli (Product line)
6 r - s /Aa r o qt A r, a*
fi onciltoua=nn'srdfr Iumu ruil o ruilrs milfi 1?rr?rfi nouauo uui{uiInn

adrulriuuiotrul#f,uqndrnrjufiurfru drrinnrrnaredoildnnr:fidr fiudrfiostrolddor

finar.l:slunifiunndrornfiudroju Inufindnrnsrqilunr:m'onnail:ylumirdoriurl#rflu
a o r - e 4-- -!

lnx uilto,a ]u?ru{r{an nEfl (Positioning) fl Nn1,noln q{il
a ic - c s Il. loonlamGrlnoJdluruQnnl

2. ra'on 1nfi uiuo tjmufi o ir lauii {uri rfis ld ldEari uurir rfu u io rfl u
.sy

lattnnn'lrl tauuil

3.ro'on1afi ldnJiuurdurno'te'mroriuyrvrfi uurynrrninqn'uaa

2. trnl (Price)

riaurJ:vnudnrrmr(Pricemix) rfluci'lunaruri':l6uafi6urfiu:ru:-utol{nn'nlu
a o rld .

xile6r,?fiufidlurirunaruilNnunomdruduqutor{uilnnfirct*lunr:dnfiuleuiInaa'udr

vntt?l{ilflualu:ln't

rioud w amunudru r rnrn a : rcrnirno rooo nrfl u

l) narnnrilrrJruu ruiiautt dru: rn I (Price sensitive market) rfl uno rofi

n{unlrururofihiautofiuilrsrduocu uiuuinr:uioqonlrvlumivrr'rdou ucioutordo{:rnr
t.-tg o 4 as I I t .i A I a r ae iq

rflr'lsoeilutunl:vlu:u?r0cfltl{natlYr6nl:nalouu fl{urnil0sn0{iln110r1?luruYr0gtu

n or andurfl rrlu 1ufi dult dru : ra ruio hi n rno {lun o rn n rju uJ ru r rufi au 1o dru: rn r

norlildnunornfifio nurururirb?duqufiudrrirqn drdurlunr:l.rinrirfiarur:ofil#uluuru

nud.r:rnrh?rmnsiNriu (Price discriminuion) fiuqndrld rt:rslunornnrjuulhuurufiaulc

dru:rnr uifnirrflufiwdolfirrarrConr:udlrlu (comperitive price) uiot#:rnrfir:r

riundr:rardaufr'elrJrirdrt#tiuo{ (ongoing price) rdu draar:ilanfuaciuril utrirfi

ocdoffi runorn dr: rnrfiudrtoluifnrrnndr{urirfi hiarrur:orrold

2) n o 1nx o{ a-udrddl: ra rla urrlun rITr tri (knage sensitive market) n o m
t,

nrirufi ondrfiorn:rcl#raiuqninurnndro::od:slumiludatorfiudriiu#cir narudrri o

tora'u#rrJ:r,ondugiidrdraurroairrnrnnnrilufiudrld6rrnruil!nufidu don',rAo
6 u a I . :- .

:'rf 'rfl 'nf ru flunrut smmuu{nru r: olru{o onrfl u 2 n: 6 a'o
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)
2.1 nn'md{rrnrlaurriunnnnrri 1t-rge sensirive market) noo qornnr

t e r. J4 r q ! I . r a , - J ^e a o d iol0t3rm1nu uf,?'tR'lTrTr0uaR?1 lduo?riln?l lJfluuo{u1nR?1 0{ruu urgyt0rt,i1rilufi

e rdo{ilururuodmSrlunr:fircaflr.rflrilrrdAudrl#6 rriu f,ofiudr ur:rri'srdfiufrrfi
cavaeqaytuaAat,
0liluru ilun{lul,lu r{n0 nnfl xo{ilun{u nlr 0aunn{3Iu61 u : s?nn?lunJuu lt0 {fl u61

rfludu

z.z. narsluu{frudrqornnt (Quatity sensirive marker) nurufrl rrlu
a ,r 4 d lfr . u I I d . I .qunilx0{flual uquRTvruo{n4u ta0ul{rate u rau [u1n?1ll?n?'t {a{ {{ltu1ua?'lu?'l

y es a 4 r e -4^^.-s. -- - a ,, A L - 3 qu 9 e a e lJa
4Ut tnnUuAclot{utll0afuuflqudualmquRuran2l d{rluurgmdo{ilotutna-nd'uqi fiil
n ? tuun ngi't{ (Product differentiatioo) fnro ufi art r: o ddo ar: h?{ui l n a m r tud lAu flit o l
uirtnun r ndrt or{uriun, rv as l,

oaJtlutil n r: n o m riu nlt vr 0 ri tmagel ruri o n r' r q or n fl (euali ry) tn r ru q or n rn

(Quality)rduuuuuld{ru uei lrnage rfludrfiaflxudarfinrflu{ririuur ur.rnf.rdqrfiqornu

rvirf,uueinrnncri6ndr6arur:oGun:rnrldg.r d.rrfu nrnrrori6rrirdqurn rn:rcrflunaru
.ia

tt6nnNiluuu{

3. n lro'eii ffi rirs (ptace)

n r: f,a d rnrilu (ptace) n'o na lnfi r6ua do.r flu nr : ri rhflfi u drrn ojo udro o rn

{na'erhld.r{uilnnld.irufiqn Inuduo{fiuanrufid.rfidorr{ru'rd{nrrnre crurf;snrunru

dowrlnrrf,o6rmriru rJ:cmm tfinto.rdornrs Ieurtrmuancjuqndrrrlrruru ilqn'nrrrl
i ;l y !

n1:fio uocfidrtorqn6l uon0lnfr nr:iln{ruriruf,.rosdo.rt#aarldrrfi'qtiu:;uun1:r,ud{
--.9/- -- I s a ,, a . zi J s . 9/ a an110sRltctunm{aa{ nl:Uttf 1:rfuril ttaslatot.lun'rtd0d'lt rl laua1il[da 6=onrruiur:
<AAlAoaa
Iaian-ndfi fi rvfr mr-nnrrvdeuonduquh?riu{r.ra'n

flo1riu nr:rflndoqvrNntrxlutilri1 findnnr: I dusrou a'o (r) nrrr#ro'l

(2) i, uld (31 inu rl{dcaarrudufrufflu qndr



nlu ut g0tff !@l,tStultta
F ^ 6. 7 .

Bulnrlurq;tout0t_rlsru (,) *un 
zcn$rpu[*3F3ru 

(g) 0r,Lsru

rt srI]Bsru (z) rroB]al 3,ru 0) 0c*,I1@u * !,F,f G uruus,run sBi]r, sru gu lrout

t g ru-cun o gr,Lu (€) rw b E u*rrFrnl sru (a u ft op auu r*n lru ( r ) @gnr.p € n 
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Segmentation,,ur";J:1:',::J;".,*l:,il:l:*il;;#;:;,;:Tffi :;
)taa^4rt

n?luldRunaa tilunu

- nr: utildruurr nr: nalnn 1x dnuotvt o{Tr qn'nr: unt:uiIn n

na'nfiard (Behavioristic Segmentation) nr:tnilarudnuotcuqn'n::unr:lilnator

rinrioqfiua lfiui
(n) Io nrat, n',, du (Purchase occasion) ttunet ufnqilr s ol dt os

nrrrn^u?rlir niu nmq: fi c nr: rinaiou

(t) n'rruda{utnoil:slutri (genefirs Sought) fi aa:ldiuurnfi qo
aaag,ri.sAtraqa.-A

t'tnn1t!, tRn3runlil0{rltu1 rru unqtn0n0{n'lrutnlt:enuq{ utn'l:fl?un?ililIflt1
dtv{9

,?nrr? 3rc6?n6luluQnn0{ UArnr{r?a'l luunu
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oul{ t: Rn ]u t lnR lt uu{fl ?url1{n'lrna 1an'15 Yr 0 {rrvr u? I l{nu tvlru ? let{Yl

d r i r,r r r r j 4 i h d u . i ltgnyt0{tfiu?lu?'l03tru{d?unlreromn'l5vto{rYtu?nJuou't{ t:nn]U unmo{tYru?4nauno{n'lt

rJ:vnoudau
I . e a o a9.- a?lilQUAlnur{U tUnl' lro'tu
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- nmuoRUE&rlJuruotr tilq un'l]uil:0ur,0{ ln:{flrl{Tru!1u
,A- n.l'euot,o{
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oJJ- t:itrrtilnuilu{

j j . I o u r ua t- florufr d.rrioafrrrirdqmxil:vin^flTlnf
AE- nontrilIt'titlorutttu
d-adaad9,- d{uurlt{ unsl?nnol{au tilunu
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2.s.2 daunourrlnrrnamnrrrioqnjsr

ernfl o f,udauflfluyrl{ntrnom (4pO dlflunrrr{rnuenatlmd uovarlunu

mrdrunrrnarndrt.tiuna'nf,ordrialtJ arrr:orirurriruunordrJ:vnouvrr{ nr:naranlt

riorrfiuald Inudeur.raun'l{nlrnornnrrriorrfiua iluru0'r ordrJ:cnou?tarucl otirqfi

{rJ:rnounr:q:6ot#rflurndorr'o uionoq;nfn.onrruu,.daauqrldurnuSonauquhild

(uonrrfioorn 4ps) rdohiq:Fnnr:rioufiuarJ:sauaarrdrrio lduri n6nfisrqi:rar dor
ecrl-aigrt

fl Nn'r: rnelilulu nlr d{rnrunltnala d(ltt?naol,fl l{n'luRllt Rrsu 2unffi fr 0 nlr ant?u

e n'n fisrq{ a a rru d a u u'o n t r q : n' o rfl u du
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4s4a'
mrlu6={rI1nd'nueitolnq{tytuul{1un:luarunrrinrioufiuzrra circil:crmg 2. rnooyt: tuo'{

aaruintfiuuavn?TJtI'{?rolotouinrioqfiu'lnaeiNilrcrilf, 3. rdorrn'amt{}tiou'tgr:nr:fi

ovrJiurJqlufltnnrdnuolnl.rryrnrurrunr n'ruRroun?tunf utcfluuoenlavrilas Iaufiii
4llo

nTtdnutC?unrrdr:at (Survey Research) rludaodr.r ornrinrio.rrfiu?Tl?eit{ilrurilf,lurxn

nI {tt1iluil 1un r d ru au 450 au da un r: l#uuu aouoil (Questionnaire) tfl ura io.rfi o 1u

nr:tfil:au:aufloryauav irtu'unr:rfrudaotituuuorfiuntrruilroetflu (probabitity Sampling)
1 19 Y -aa a o 9 .r=tarrvil{orya6aue0=ntt{ttttoru't uacrirauoi'lunumil:ynountruila ntruuururit
-S. q9 -aa i- - a 9 toru1u lror lrfl onrx{0qu1urr{0mndOunuunt 1u6?u nlrxld1 one-way Aaalysis of

variance iGnr:ifruiqrflunr:dr:anfloqotrnunri,rrJgu4fi erimary data) uasqn^u4u'

(Secondary aaa) drtiufloqorJgu4u'rfut#it'nr:if,orir dr:an (Survey Research) rndolu'od

1#1u nrr rfi u: au : a u do ry o lu n rr i f,ua fr fi rf, uuuu eouo rrd a ruit n (crose-eod

Questioonaire) rncorfiudoryadauuuuaouorru6ruau aso loriuufloouda leu1# Id:unrn
SPSS/PC+ rnio i r u a ot r ri r o o'6ei rr r fi l#lu n r r rfi rn rr f, nu r I n u ri rn u n : r du riu ii rdrg vr r

aoi^^ a d u . i
ao-n-fr o.os nrrfnnarua-ntfiuto{fnrioqfiuamrsiril:Ernarni{oonrflu zd:run'o riouuas

e a , - Si- - ,y J o ry . j , j ^- ^, :ud'lotnnt:tdumxriolrfruattda trasdtdrnrr unilo{utu?nanrril:srnaturdo.rflof,ufii

H o n r c fl u gi o n rn dnu of n l.0m fl u il lu u r d un o n r r f, nu ti f,o a r u r: o aq rl ldd'.r fi n l r u o {
---?tv'-i--q-jo.aeir!rR1lIanuilx0{unmo{tllu?e sr,0{ilt 0uligH0n:syruio nr:rnsnrttdnueritua'rii-uttnncir.r
rrA.A'flu-u rioutduflrcurdolrfiuanqrtnilu?rlun: drfl rirt#drulunr:rfiunrsriorrdur4nrir
e aa 4 q_a jr j . q e r a 9?olut::u x?nno1{au ilfluOR1?lt,0laorufryro.trfroa narruilaondu nlri'udludu6rtrav

nltf,uulau flnn1:if,uiludr rinviolrfiurrraeiril:urmf,fia?tufr.rnotrdru urriqriolrfiua

m1{fotur:ru rrosrf,rfiunrrrmt{drunr:rio.rrfioalu:vdu lrn riaudruirl#rirulunrr
i-.._ . i di. __-.a e . j . . d atnufl'l{Ylo.lrYlua uaviinnarln-u fnrio.triiua citd:srilafrnarrlfilrotclu:cduilruno}ro'.r

.aeq.a9e.ilrn tiuthuariunr:{uti'tu frudrrinrio.rrfiuamrql:iluovtralorf,urin ueirraoluin.luoval?

toriu finrurn'ltoltlu:sduilrunnmdrrir drunr:nuurnu rinrioqfiuan.lloriufinuas
a1?otutRl In'aunn frlti6fn ueiIraroriuuasrl?rlI:il finarruu'Ino1orioInr:arlumulu

rsdu ilrunorl druaarurJaoof,o rinrio.rrfiuatratll:rJ fiaaruf;rnolotu:s6'udr urn uei

rl?totiu maloriufinrnurt?otuinr finrurf;uroloriol nauilaonfrulu:vri'uilruna1{fi.r
i--,-- q ,. < @ rnlnoun'Eleuml{u1?10{tiiuanqltmntiltuf,r nrrlo{nrrn'nue[r,orfndoflfiuarcuoqfloo'u
id r a q I ..-{q-t.-- - .- e r a , jfl rl fl o n r u il u n o n l r tn n n rn tinu si tu ri r ii l ri un nei rl tiu ri o u rd u r l{ u t?i o {rfr u ?

nl{tmiluil1un : lduri do lufi fin o rfiu o rtrr lmu fi ll't fi dunu lfl u uov doryo vr rtdru
^^---r--i .|-.-r- -t- i . t ua an1,ilo{tnu2 uonornllu rlnvio.ttfruarraeircil:;rnsfr{finart.ln-.rnohgIludruorrr:1mu
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As h de a?, ; s q I I ' 
j 6 ry t 4ridunu'[nu uosfrtisuan-druanrufrrfnorfiu rioryadrunr:riouiiualu:v6'u rJrunar.rdlrir

rf aunxdrunr:fiwrto.tlv,rrf, hirfluiif;notirrunr'r.rnru lunq'rurinriorrfiua rfir1#
;r.

unno{tYtu?112n1{il:etflfltnovtflurnra{ou udrtrnnr:r6urrrrio.rrfiuafn?iolrfiuarra

totiuuactraql:rJ fialtun'qto1olu:vduiltunoxd.rurndruirl#irulunr:rn'uil'r{

rioqdua riautrrotuinruactraloriufinrfianarun'rrololu:sf,urjrunarrdwrn rflu
!---^---;-----^{- u I a o, 4 . v A. . J0'lu ? utll uu ln I uua s u {u a ? 1u Tr.lT{ 0 I 0 rilu o u 1{ u 1R l,t d{ n 1: r6um ro ri o I rfr U a

ea.j.onI{rililuillun: lunlrtnufll{110{rytu?rnfo{26tuttrut,o{ nI{t?t?{ulf'lun: e 1n
r€ d i d e- 6 o . j o JR1,tUtuut?luua?1unotfluttosrif,uan !o{un?ro.rtfrue allotutrilti'{riauuasudlnr:

a.ioo'
tn-umrIrioItfiuan1Itmtru'runt ludru uncirrioIrfiu??rIriorurr:uuosrTafiuRrrrno{

anrufiriotrfiua nudrfi aarruf;rnololur;6uElurn riaunrjrudaotir.r firfiunaroriuuos
-aa.ql,v<__jrjr-.jo!utR'lnn?lult.tiloltlu6ru ri'gtiunrrxo{crorufrriolrfiua udrrn-umrwrrio.rrfiuaogjtu

J

: c 6urJ run a 1{ rri uiu alrJ ldd r u dr r rn n r: ro-u m x d o r rfi ua n 1 r rm ilil il lu n : ud 2
ot;rra4rinriolrfiuelradr{il:ctmf, finttrurr'rnohlunrrr6uyrxyio.rrfiua dududu 1 n'o uud,r

q au 5 hisrurt ru riduau ln s o rn lt lnu nr: f,u i roa-udr ri rl#ii rulunr: rdum rrrio rrfi ua
s.i<ddo
rinrio.rtfruafrnrrlfilnotolu:cdudrunoN luriorro.rf,innora'u n?ludooafiunuutnu

doryadrunr:rio.rrduauosfrafiunnrvrr.rdru nrrrioorfiua r auduinrio.rrfiuafinarruf;ruolo

drufirrlu:cdurirun

- lou: tntugm'mQa (lma{nr 0i ,2s44) '[drirnrrfinurrf,.rair:'l o ..nr:ritaiuriraar:
'-aq'rj

v{qAnttuttosaarufrqno"[ocionr:yioufi oau uu{rn rcturtnnraerciuoonto lrinriolrfi ua

fi?lmu'rn'of,nurdcaarudr{uf:sndrrnrrritnirdrear: nqn^n::rrioo,drr,,aru?rufil
a i<, ' i

noltfriin'onr:rioltfruauunr.irnrvlurtnnransiuoon Iauf,nurornn{udrotir.tf ruau ezo
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ciauil:cann'ttnoto Iaufitr:orrnudtuHa'nfisrcinr:doufiua dru:rnr drudo,rml{nrr

fililru rrasdrunr:ri{tdiunl:narn 'fiuau rg do ldrirfiunurnrinrfluuuu d:sursrnir
(Rating Scate) 5 :c du Inul#rnrucin rr h?as uu uluuuu aoun rt drd

:vdunrrufnarur{rlo
j

u1nflEn

il'lr1

ilrunnr.r

riou
ttA

uoumga

nr:l#nyuuu

5

4

3

2

I
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,r"0, ar r r, {oq a uar u0 nu0 {f, ?'urdudalA'1{orurr,oduu ril'i'rr 0rr:c du
I 9 o , d lq o - j

n ?lu in ? 1u rdrlo drfi rn orsrlun r: fi o rr or rd{ii (n q ria q I onJ riu ri, 25 43 :44)

rirro6u 4.21-s.00 xuuo4.r r;duaaufaaruuTrh umfiqn

iiiodu 3.4t - 4.20 ilurud.r :vduaarufaarurflrh u1n

rirrs6u 2.61- 3.40 ilruruo'l :t6'uaarufnarurflrto ilrunar.r

rirrsdu l.Et - 2.60 ililudr r;duaerufaaruu?rtr fiou

rirrodu 1.00- 1.80 rurudr rvdunarl{aarurdrh floufiqn

ciauii r rfluriroru6uafluaaruf;cilotororfnriocrduarraeir.!il:srflafiurriolrdua

ryrruo uu {raarr Ia uf, r r: Erm rdru
ldaa9- u, : ulfilfln1' il 0{r?lu?ulu5 m :?ltunuouu,[raar:

- n?T,flsa?nlunr:r6uyr Nilr1uauouudracrr
ru.aa- s4ta,- a?rrruaoaRunon?nunu mrilunuutr?Bt1UTuouudreer:

- aaru{uirlunr:lic'rouiraorluruouuflrearr
yA4- f,?rufialnilaluuasquRTt,t 0{:lut lut o{il:s3in

i- q a g- flo1unfl n0muu:r?ot1uTu0uu,r]12fl 1:

- nrruinmrowrinqruannniurfiruit'lorprrunuuflrrar:
atrat,-, flaln or|'tr t, 0 {: lu 0'til Iru t 12 ol1Utuouu{ 1?fl 't,

h9o a ^ -'..- 4rt q . .i o y- R1r tarun1ril, nt:r0{fluui,o{oilnmo lrfr uauiraotTUTu0uudraar:
o A - --- -- 9 .'q q I- n1t 0on 0nt ruurl?ol{uxilouui t?cr1, tllJ ritn: t uiufl ln: rud

- nrrdonarrrruruuudrrioqrfiu, uiraorlnflrf, u.rtrpruouu{raar: Inuqaao

ldriru uau rn r iarfl uuuud : v r rsrir (Rating Scale) s rv du Inul#rn orcilun r: 1#

acuuutuuuraounrrudrd

:cfruartut'{ilo1o nrrl#nciluu
j

lr ra r r.rlYr

u'ln

ilrunarl
I
uou

5

4

3

2

I
9A

u0uilEa
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:ie
r u- o r ?u r ? u r7o ry a uo r u r n u n { n ? ru 6 rda ldl#n s uu u ra a uu 1 il' 0 1, 0r r: s du n ? 1u fi ,r

nolo a'fitnorqilunr:firu0,fi.rfi (nqria qlo,Jriu d ,zsqs,q$
.j

rilodu 4.zt - s.oo ruu6{ :cduaarufl..rflo1c umfiqn
'jrilodu 3.4t - 4.20 ilutud{ :gduaaruil.{il010 um
.j

ri,odu 2.61-3.40 uu1u6{ :vdunarufi{ilolt rhunor
.j

drradu l.8l - 2.60 r.rutuo4{ :cduaarln{ilole fiou
.j

rirrcdu 1.00 - l.8o iluu6{ :cdunarJn{ilolc fioufiqa

3.3 Rrl6ur?ur?ufro{a

3.3. I f,nu rr{ r: r loncrtreitr t fi r6ua flo{du.rruifiutn'o fi ruuor ouruanlr if,uuav
uu ?yt t{ n u fl irqn io.r ru'olu n Ir ef,u

3-3.2 frnurit'nr: ofxttuue auorurfiol#fi aarudnroun rufnqrl:v a.rdto r
o-iJ

ntt?0uu{t u

3.3.3 trflorlodldrf,riluoutflgt{uuuGrouo.tu

3 -3 -4 ri lttu u a o u o r r ii l drJ inu r o l 0 r r rrfi rJ f nu rrnc o n' o r : or ruio r,r l t o { uu u
flou0urd1fin11utlf u'lefluuosnt{ntrrrionxruir'uotjr.r'lr nooa0uf,orauouuvfireix 1
rnio ri r tJrJ iurJ q rlurlun o uei o tJ

3.3.5 rirnr:rJiurJI{ttuudou0ub?fi q ornrn uas riruuuaouo u ofuarug: oi6l
lflu n u rfi u flo 

ry o fiu n cju d'ao ti r ei o hJ

3 :3.6 nr: dlttuuaou o rtt#riu rinviolrfi u an rirurr1 ru r ru da un uror uar rfi u
: au:aufloryauuudouo.rrunrulu z ffilatri

3'3.7 rn'o{if,u: aut 2ultuu fl oun ru ldrl.rrunuda ri rnrr n r ? c fl ou a? luQ ndo.r
eu 11 : olt o qruu fl o u o ru nrlo ri r n r : a'rA : rv r{do r1 o n ru r7u n o u si o hJ

3.4 n rrimrwrifioryamavaBfidlfl un rri6,s

{ifluri uuu auu o rrfi'r ru rau ldrurdrru'u n r: ird
3.4.1 ntr et : ? 0 fl ourTo 

ry a (Editing) {io-un : a o fl o u n ? 1u fl ur; : oir o.r n 1 rn ou
uuudouoluuauuunuuu aaun rrfi 'hiaurlr oloo n
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3.4.2 nr: a{ltrid (Coding) riruuu nouo rlfi qndol6uu fouudaura l: rian ufi 1d
c Xr. ,t o - eAriruun'[{rielnrir drniuuuufl ounrrlfi ti]urJaruiln (Cbse-Ended)

3.4.3 nr:rJrcuannoflorya doryafiarrriauda ldrirlrriufinr{r rue loul#
norlrr'atnofturofitnr:rJ:EuaaHa drldlil:un:uao'n'drrie 1rJ rConr:ifrsmrrdsauaranf

d u I I c .rt
uos Rltuentl0{a?'llJot,o{qnn?rnjrua?fi lu?ua1f ouac (percenrage)

3.4.4 nr: irn : rsrfdory a fi it. nt drd nr: im : rvrifloqo ciauqn a at o,rnritdaotirr
09 aaA .9
fiadn-a-o ririouas llosiloaouflrurun'gtu Inunr:mnaouaauduriuf,:sudtfraurj: dau

ri r cn i -sq uare Inuri ru un : v du a a rr fi riuiirf,qn m affi fi : c fiJ .os



f
Alrltll 4

BroRltflnut

nrf, nu1"rJoo'scf affi cunrtnamlr'iinaurfiufiuf rYunrrl{irnolotorrYnrioqdsr
ardAYaIl?nl{utrrilfl nrolfl oul tiltuouurl?illt ll,nil5ruf, r n l{rililnil run r' r{a nlrfl nu 1

n{u

l. t nonr: ira: ur{doqodruil:cfln:aranf

1.2 Ha n r: irn : rs r{fl r flu vr x dru ri ?u fl du n rr a a ro fi fi H a riu n e rru flln o 1 o r o r
o.;Jie

uRil0{rltu?1ru 1rllu?TUluouul,l? d1:

1.3 nanrrira:rsr{naun'rnolotorrinrioufiuarradr.rrJrsrvraiiuldorlrruouu
I
11?3t1t

l.a nanr:ira: ur{nr:mncouaarudlr{u6:cilircdaurj: 6arcuocdaurj:nrl

A lat y , I
4.1 flaRl:2mrrvrto{aoruu:usrfltfl lflgll

icYe.
nrtl.rfr l.t rrnnriruaulros,ouast,o{unilo{riiurrracir.ril:sr?ra 6ruunnurfrorm^q

o',n"',rr.d l.t nudr rinriocrfiuarirulnqjfidqnn-r,;IrrJ iruau 68 nu n'orflu3oo

os 68.0 ro{a{u1dqmfioruinr 6rueu 16 nu a'nrfluiouac t6.0 drgrm'roriu 6ruau 9 nu

finrfluiouov e.o uardqtrfiooarn:rdu $ruau 7 nu a'nrflufouas z.o

u qu , i
oqrmunil0lltms? olu?u I

t0gac

qI:rl 68 68.0

16.0onJrfll l6

r0[Iu 9 9.0

d

o0dmrtou 7 7.0

'?U
r00 r00.0
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nu Lfr' l.z uan r 6 ruauuas iot asto rrinrio ltfi uamaei rlil:c tytfl 6 ruunn rutna

J r s r .i . . tC + 4 ?t -0mn1r'l{rii 4.2 ilUdt rinriolrfiuaciauluqjrflutilflrtu {ruru 70 au norilufouac

20.0 ro{o{ur rf,untauq'l iruau 30 nu a'ntfluiouas to.o

jcgetd..(

olr l{n 43 uda{ oru?utroy iouacno {fnilo{rfi uacracir$J, ! tylf, irttunn ru o rt1

olnr,r',od 4.3 iludl rinvio.rriiuariauluqffioltltu?rd1{ 2l -30 il 6ruau 48 nu

a^atflufouac 48.0 ro{a{ut olrlreildr{ 17 - zO fl 6ruau 26 nu antflulouas 26.0 oltl

:cildl{ 3l -40iI 6ruau 15 au inrflu$ouay 15.0 unsoltl:rfl'it{ 4l -50 fl 6ru'lu tt

au a^arfluiouoc 1l.o

IIIf, tf,ruau
vtoaat

T'IU 70 70.0

l{or{ 30 30.0

t?lr 100 100.0

drrorq (fl) o'tu?u
v
t08,ac

t7 -20 26 26.0

2t-30 48 48.0

3l -40 l5 15.0

4t -50 ll l1.0

t?lt r00 r00.0
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nrrr{fi 4.4 ufln.q6lu?uuariouosxo{findo{rfiuaflaeircilrsrma 6ruunnru:vfiunrrffnur

j . q r j r a .d a e u
0mn1: Nfr 4.4 ilud'r rinrioufi uarieuluqjfi nr:f,nurtu: s iurJiqqrnirrnfi qa

6ruau z2 nu n'orfluioua z, 72.0 ,o{a{u'l nr:f;nurdtndrrliqqrni {ruaulg nu n^n

rflufouos 19.0 uarnmf,nurglndnliqqrn:' 6ruau g nu tndu$ouas g.o

; - - 9-- -- - 2t- - e r i r . c e It,nltl{11 4.5 lrdn{t1u2uuau:ououto{unmo{rYtu?imnNrJtsrytfr iluunniltudu:ru16

0mnr:l{d 4.s iludr rinrioufiuarirulnqj:ruld:crdr 1,000 - 5,000 ruEuqanig

n'ora'ou 6ruau 43 nu n'nrflufouac 43.0 ro.qa{ur:ruld:vrdt 5,001 - 10,000 rriuqariJ
ciors'ou 6ruau 40 nu a'nrfluflouov ro.o:ru'ldrirn'ir 1,000 rr5uqarildordou 6ruau to

nu n'srflu9oun, 10.0 uov:ruldrurnndr t0,000 ruiuqanildorfiou €rueu z nu finrflu

fauos z.o

va
tvaunr:flnur o'tu?u

,,
tcgas

rirna'rrjiarorn:'oo l9 r9.0

rJiqrgmi ?2 72.0

grndrrJio;olmi 9 9.0

r?lr 100 r00.0

: co'u : ruld (nrio q ar iglci o m'o u ) olu?u Sosav

drndr r,ooo l0 r0.0

1,000 - 5,000 43 43.0

5,001- 10,000 40 40.0

urnn'ir lo,ooo 7 7.0

t?il r00 100.0
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nrn.rd 4.6 ufla{ 61u?uuasgouos 6ruaunirtunrrurrioltfi uafi prtuouu{raar:

o'tno',r'tod l.e tudr rinrioufiuadauluqirn'uvrrurrfiuaiiouudraar:rfirr.fourn
c .- a 4 e - - i- r j A y _ J
01u?11 42 au nnruu:ouov 42.0 ro{n{illroumNtrno.rrfiuefrnuu{r.lfl1r I - 3 f,f{
6ruau m nu fiatflufouas 40.0 uacra'uvrrurrfiuefiouudranrrurnndr r .{. 6lru tg

nu a'arfiuflouac l8.o

A -- e- - I t, . o . j .nltlrttl 4.7 ttf,o{01u?uttas:ouasuo{yrrn1:tu,[o{ai,1?errrolrlnriolrfruatracir{il:crma

* rfionnouldurnndr t do

olnr',r',od l.z rudr rinriocrfiua6irulnqliufloryodrrarrrirudowrro'urmofrfin

urnfiqn ituau s+ nu finlfluiouas 36.90:o{ta{ruriur?oprirrflrrom,n'ou 6ruau a6 nu

aa
o v.l d cl Y
olu?ua5{fl illmg ?nouurn? drt o'tu?u

v
,cgac

f,t{ttrn 42 42.0

I -l nir 40 40.0

urnndr 3 air l8 18.0

t?il 100 r00.0

lvyt
s0{?r'l{R rsrux0uaxr? olt gvldtA

o lu ?uuolt 0.tflts ?t r?o l{t lf, v
t0gav

ae c J
U'UYIU'IT?IU? 3 2.1

Ivr:risri 2 1.4

unu6rlt 3l 2t.2
sAaJltu{doililn I 0.7

Iufaf 6 4.t
a dd
autYt0rtlln 54 36.9
4

rilou 46 31.5
j
ou"l 3 2.t

t?lt t6 r00.0

a'orfiufouav rt.s fur?oryariraar:ornu'nuf,1, ,ilruau 3t au a'orflugouac zt.z iur?orya
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rirrar: trn lufaf 6ruau 6 nu n'nrfl uiouov a. t) iu{ouadrr er: o rnuifnrirrfi oauoc
.jaorjr-oa4odornr 6u t lud'nriaufrnirfiu ,firuru 3 au n'nrfluiouas z.t itfloryadraar:orn

Iyrrri'ari 6ruau 2 nu a'arfluflouav t.a uaciudoryoriraar:e rnrfidon'rur{ 6ruau t nu

a'nrfiuflouoc o.z

,,rrort l.g uaar,6ruruuac flouavinqilrvnrdtsrnr:urrioufiuafi truruouur?ranrr

j-- . -or_--r-.d ! q .av t I . j j
0mn15't{?t 4.8 illr?1 unvro{rfruacauluqFinqil:salrito.rnrrurriolrfiuafiptru

9l.j.saouuil?d1: rn-orio.rrfruaufid{tjurm.ruru:rnE 6ruau 59 nu fierflufoua!. ss.7 ro{a{u1
-d- j - e . -- s- * e j j a ai o dtilOcuOl,o{ 01u'lu l7 nu antlluSOuov 16.0 ril-orUulrUouryr-oulqrn druau tZ nu Enrflu
9 -- - de ._--.--r_-ry- a- j o 4 9 ^ a 4 9,ouav I1.3 uaeudnfl2urilmudo liloqrn0uazo-u 1 {ruau g au n-nriJufouoc g.s

v.laA
?nqutrc{ao ltlrlfl o{ms ?

jy
iltuTuouilr,l?drr

ost4taolu?ilunil0{lltg2I t?f, l{Iln v
tcgav

A.ro10{ t7 16.0
.i.uaa

ltoitrilu?ttila {uut?t{ulut mt 59 55.7

qrn'0 9 8.5
;ala
tuulJluoutilou/fum. ' t2 I 1.3

A
ou1 9 8.5

t?il 106 r00.0
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4.2 ito f,o ci a urufl il n r r n a rr r' fi oi u o r r u fi .r n olo t o s rYn d o { rd u r t r e si u il r v rn s
aaA.a],

nilrms?{ilsuouulr?flrt

"lr,ud 
l.t uanrrir,odun',rrrruaarrufaaruu?rlorioflrf,uriauruaunr:norafifia'onarilil'{

yr olotoqrinrioufi urmadmJ:srnafi urfi oa1rrruouu{ranr:

.lnnrrrd a.g nu'ir nru:auincdutornaru{narrurdrlodailr iludaur.raunl:na10
ia. 4 q s . i r | -i A y .omunonl1uil{to t0to{uniloiumu?atmtil:crilflfi urtnualrutuouufmer: o{lu:t d'uurn

( 7 = 3.68) rdon'o r: otttfl u : ru dru nud r rinri o{rfi u amaei rril r s rmsii n a ru fn aru rdrton'a

fltfiuriauaraunr:norndrudo.rntf,n6ruriruo{lu:vdururn (T = 3.79):oIa.rurlduri dru

na'nfiuql (X = l.6Z) drunr:rilrairunrrnaln (T = 3.65) uasdru:rnt (X = 3.59)

nrudrdu

{9,
uoosc?usroilnunam v s.D. urlaera

9^el
aluflanRglql 3.67 0.99 UM
Ialutla'l 3.59 0.85 UM
9.solnluro{fr1{0at.lt{ulu 1.79 0.72 UM
9.a
aluR1' rtrtrStt uR1:n 41fi 3.6s 0.98 UM

:?lr 3.58 0.86 ilm
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nuNd l.l 0 uanr 6ruau flouac uavirrsdun aufnarurdrlodofl t iluriau^arnrr ro rndfi
t-a.te.irr;j9

n0n?,ltrfl {il0 t0,U0{unfl 0{lilu?fi?nNil:srytflliulrliu?{uxuouu{1?d1:

amu
.a

tuacroga

:rdunarufn?uu{ilo

v sD.
ilrla

fla
utn
j
ilqo

illn rhu

nallt

v
u0u

v
uog
.aililn

nu9aua
uoosf,luflanoo$ur

l.

.9r.j
il1uno{n'Eilo{r1ru2
g,sa
ilnr{0ufln1uuur?t{

u1Urmrxo{ouu
I
t't?tt't:

ll

0l.o)

74

(74.0)

8

(8.0)

4

(4.0)

3

(3.0)

3.86 0.78 T'IR

2.

AriaA
duf,110{mIyanil

4el
Ittt6{o{tonanu0lt0{

t
ur'orlmourdold{ru

A,
u:t?0r0uux1?fll,

9

(e.0)

57

67.0)

l9

0e.0)

8

(8.0)

7

(7.0)

3.53 l.0l iltR

3.

ornrrlnurfluruUfi

virudornr:rr

iuil:snru

l5

05.0)

63

(63.0)

t?

07.0)

3

(3.0)

2

(2.0)
3.86 0.78 iltn

4.

9eail0{flnurr?0t0uu
9a;
t 1?d1:uumrtruyt

riruuoliuld

l0

(10.0)

53

(s3.0)

30

(30.0)

5

(5.0)

2

(2.0)
3.64 0.81 u'to

5.

.jj
nltila{t?tu??l

-.f,{nflu1uu,t?0ttll,to{
rity

ma{tilu?ouut't?d1:
r<i;,

?tluTutounlru{
(rda

roqln 1 ulnrilu{ la

l0

(t0.0)

53

(s3.0)

2t

(21.0)

7

(7.0)

9

(e.0)
3.48 t.07 TIR

t?tr 3.67 0.99 lno



55

j^c9.ird
ntrl{fi 4.10 udn{6rr?u fouas rasilroAunlufnlurdrlodoilr6'uri?ufl6runt:nalafifi

.40oli
cio n aruralnolrto lrinrio{1fi u?it?giruJ: srmafi u trfi u?Iilauouu{la f, 1:

(siol

ri#u CI
tuactcga

tvdunaruf,naurdilo

v sJ.
urja

fla
Ino
j
ilqa

illn rlru

Rallt

v
ucu

I
uco
iilgq

tJofrant{dlunnr

6.

. 09. j u a
nl ll01uYtflo1uuur?t{

da
u'rut1f,:ua?ru

rruuaufiriruirrcld

7

(7.0)

64

(64.0)

24

Q4.0)

3

(3.0)

2

(2.0)

3.71 0.t3 illn

7.

a rr j a A
:mlflun.|?lrcanYt

aefu
llf,o{o{lonanuu tYtu

a9d
uil?0louux12f,'tru

j'
a?lut?tu1y3rumillu
. t9flrs ln

t0

(10.0)

49

(4e.0)

3t

(31.0)

7

(7.0')

3

(3.0)

3.56 0.88 uln

8.

. A9. j u
a1 tt0lutnu?nu0't?t1:

n1'nuun?1Utltu'lu6tu
j. o h9ilnluTlts tn

l3

(13.0)

52

(s2.0)

.26

(26.0)

7

(7.0)

2

(2.0)
3.67 0.87 rln

9.

. arr J
nl lillolnu?nil

AA
?t'llt us tnuil't{ut t?01

9d
0uulmdDUn?'lu

rrlurcaud?iru.ir:rld

6

(6.0)

53

(53.0)

29

(2e.0)

7

o.0)

5

(5.0)
3.48 0.90 rln

10.

.q1u. A - A-
nl lTe totnu?nilililn

alYd
utr?olnuul't?fllru

i'
a?urrlu'tcfltJYtlllu
o ll,alrs la

8

(8.0)

54

(s4.0)

27

(27.0)

7

(7.0)

4

(4.0)
3.55 0.89 rln

t?lr 3.59 0.ts tno



56

ortl.rd 4.10 u6rn{6Tr?u gouav uasrirrodunarufnaurdrlorioflof,uri?unflunmnnrnfificio
aoqri'ljjy

a2Trfr'{ilo'[i ro{rinrio{rfr uamaeir.ttJ rsrilflfi rl Tfi ualuau0iluiraar: (eio)

amu
dtuarlcse

rvdunarl{arrlr{flo

v sJ.
uda

fla
ilm
j
ilqa

utn dru

nalit

v
uog

v
u0s
.l
ilqa

!uYtv.t
uoosn rur0,rlr l{oaolilu l0

ll.

r r i ;,
Im0{?r0{rvtu?vtYt]u

dornr:hlfiu?6Iru'rto
C a tY i

ililrfluIorJo tnlmuil0rl
saa
uurYt{01urm:

5

(s.0)

63

(63.0)

27

Q7.O)

4

(4.0)

I

(l.0)

3.67 0.68 illn

12.

I . 9e .
ruoil'turt'trulJ, yYtlu

itt q
o'llf u ?tt'luo 1lf 1tu, [1 0r

9douutl?f,'tt0vflurflu
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Questionnaire

Marketing Mix Factor Related to the Satisfaction of Foreign Tourists at

KhaosanRoad Phranakorn, Bangkok

The Objectives of this Questionnaire are survey the Foreign traveler

opinions about the factors that have effect to the satisfactions of the foreign travelers at

the Khaosan Road. This study is partly of the master degree study. Faculty of

communication Arts : Traveland Entertainment Comunication Kerk university. Thank

you, for your answers.

Introduction prease sisn ;"..;;r';;;:r,"0," or your opinion.

Section I The genara! Information

1. Nation

2. Age 3. Sex...( ) Male ( ) Female

4. Education ( ) under bachelor degree ( ) bachelor degree ( ) over bachelor degree

5. Occupation............

6. Revenue ( ) less than 1,000 US$ per month

( ) 1,000 -5,000 US$ per month

( ) 5,001 - 10,000 US$ per month

( ) more than 10,000 US$ per month

7. How many times do you come to Khaosan Road ?

( ) First time

( ) 1-3times

( ) more than 3 times

8. How do you receive the Khaosan Road information ?

( )Travelagencies ( )T.V.
( )Magazine ( )Newspaper

( )Brochure ( )lnternet
( )friends ( )others........

9. The objectives of the tnvalel at the Khaosan road.

( )_shopping ( ) night life entertainment ( ) business { ) visit friends

( ) others........
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Section 2 the Marketing Communication factors that have effect to the

satisfaction of the foriegn traveler at the Khaosan road.

Opinion Level

Details
The

most

more mean less the

least

Production Factors

1. You want to travel the night life

entertainment of Khaosan Road.

2. The Thailand identification souvenirs are

easy to buy at Khaosan Road.

3.

eat.

Thai food are the menu that you want to

4. The Accommodations in the Khaosan

road area have the standard thal you are

accepted.

5. How much do you like to travel by TuK

Tuk.

Price Factors

6. The night Life entertainment expenditures

are reasonable prices.

7. The Thailand identification souvenirs price

is reasonable price.

8. The food price is reasonable price.

9. The transportation price is reasonable

price.

10. The Accommodations in the Khaosan

road area price is reasonable price
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Opinion Level

Details
The

most

more mean less the

least

Place Factors

11.The destination that you want to go can

met the informations at the night life

entertainment.

12. When you go to the restaurant round the

Khaosan road, you can met

13. You received the convenience serviced

because the accommodation is near the

restruarants and the nigth life entertainment.

14. You have the convenience transportation

by catched the Tuk Tuk or Taxi around the

Khaosan road alltimes and allways that you

want.

Marketing Promotion Factors

15. You can meet the travel information by

the gernral at the Khaosan road area.

16. Do the tourist information center

officers at the Khaosan road give you the

absolute informations that you want ?

17.Do you use the Khaosan road travel

guide book in the full options?

18. The Khaosan road travel activities

information presentations through the medias

have the same things that you met.

19. The People around the Khaosan road

can communicate in English Language that

you are easy to understand.
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Section 3 The Foreign traveler satisfactions and the serviced receipt at the

Khaosan road.

Thank You for your kindly to answer this questinnair.

Satisfaction Level

Details
The

most

more mean less the

least

1. The nigth Life travel condition at the

Khaosan road.

2. the convenience of the transportation for

going to the Khaosan road.

3. The security of the life and assets

aroung the Khaosan road.

4. The worthy of the expenditures around

the Khaosan road.

5. The diversity and the quality of the

souvenir stores.

6. The accommodations around the Khaosan

road.

7. The serviced of the entertainment officers

around Khaosan road.

8. The Food taste of the restaurants around

the Khaosan road.

9. The serviced receipt of the Tourist

lnformation Center around the Khaosan

road.

10. The activities around Khaosan road like

Songkarn Festival.

11. Khaosan has communicating the nearest

attraction place perceived by individually
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