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Apinya Chatnoraset 2010: Satisfaction Affecting Behavioral Intentions of Asian Tourists:
A Case Study of Service Quality of Bangkok Shopping Mall. Master of Business
Administration, Major Field: Business Administration, Interdisciplinary Graduate Program.

Thesis Advisor: Associate Professor Yupawan Vannavanit, M.B.A. 169 pages.

The objectives of this research are 1) to study the shopping malls managers’ service
quality management 2) to study the satisfaction of Asian tourists 3) to study the behavioral
intentions of Asian tourists 4) to study the level of satisfaction affecting behavioral intentions and
5) to study country of residence affecting the level of satisfaction. Research methodology applied in
this study is exploratory research and descriptive research by personal depth interview and 403
questionnaires from samples that are Asian tourists from five countries: Japan, Malaysia, Korea,
China and Singapore, who shopped from shopping malls in Bangkok. The data analysis employed

descriptive and inferential statistics; the level of significance is at 0.05.

The result on managers’ service quality management found that shopping malls managers
focus more on the physical aspect than other dimensions and also focus on the personal
interaction and policy. Personal data of tourists, The majority of females aged 25-44 years,
Business operators and business trader, leisure is the purpose of travel, shop clothing / shoes and
shop for themselves. For the levels of tourists satisfaction toward overall service quality of shopping
mall were at the level of somewhat satisfied. When separated the dimensions found that the
physical aspect and policy were at the level of somewhat satisfied. For reliability, personal
interaction and problem solving were at the level of neutral. The result on behavioral intentions
found that tourists are intention of word of mouth communications were at the level of very likely, at
the level of moderate likely for purchase intention and price sensitivity, at the level of unlikely for
complaining behavior. The groups of satisfied and neutral are more likely for word of mouth
communications and purchase intentions than a group of unsatisfied that are more likely for price
sensitivity and complaining behavior. Country of residence affecting Asian tourists satisfaction
toward service quality in shopping mall especially in solving problems for the Chinese,
Singaporean. Researcher proposes some recommendations as followings 1) Should have the
clearly rule about returning and replacement of the goods. 2) Should be organized periodically

discount sales event. 3) Should provide more than one complaint channels.

Student’s signature Thesis Advisor’s signature
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(Dependent variable)

LRAARINTINANTTNUDY
UnviaL e gILaLs

(Behavioral intentions)

WEANITNNITLANGD
(Word-of-mouth

communications)

N
ANAY LD

(Purchase intention)

A NEaulIFesIAN

(Price sensitivity)

WoANTIINIsFReEHY

(Complaining behavior)




aa [~3 LY
AMENITINUUDYA

aa
A8N19

v
o

Tunrs3daafailidulsn1sisauuuduAu (Exploratory Research) Iaan1sdunnsnd
1a1¥AN (Personal depth interview) HAAN19789AWEN19A1 [1uau 3 AL tneldnseuAianu

AN H0IEINNIAANIIAUNINLIENNTTBSAUENTAN

WAZLIUNNIIRTINTITUUN (Descriptive research) TagaNARNITAIIALBNANTUA

o S|

denneades sadunisndeyaanienaisuardadnagasing o ilamunedesiu
ADANINLIN9289ANEN9AT waziiuausndayafaedsni9d199a (Survey method) Tneld

3| dl A [~3 4 v Y o %
LULABUDHN LﬂuLﬁﬁ“ﬂﬂN‘ﬂIMﬂ’]?LﬂUﬂﬂNﬂ@Iﬂﬂiﬁﬂm‘ﬂUﬂﬁ‘@ﬂﬂq RO ULLLAR LN NALIALLEN

%

(Self Administration Questionnaires) iiveifiLdayarasngusiattaiiuinriaauneagn

g Ly 1%

w@iEie 5 lwn Usewadiilu anaide innua au wazdsalils ntedusiainguanisdnluam

NINNNUIUAT AWMU 403 918 Agansanuazti i Ainszsideyanieatia
ainsal

1. wraspaniamef uarllsunsudniaglnieans

v o a o

2. 18na13 A3 Anentinug uazdayaainiisaeusing o Ine adeeiuemuis



43

dszg1ng

tszannan g lun1damsall Aa Unviaadaqaiaeldaann 5 Usema awn ol

]
~
f

= a A a rd‘ a v 1 d‘ o dgj = ¥
NLALTE INIUA AU WAZAIALLS ‘V]Lﬁu‘l’ﬂ\‘iL°]J’]9\I’Wlﬂ\‘1LV]EIQEQ?J?Z?LVIFTVLV]EILL@Z‘I]@’&‘HWW

ARENIIA AN FUNNNUIUAS

NaNAIREN

b

v
a o o o ' =

e 4 X A a
mgwmﬂﬂ’]\mslﬂumm@ﬂﬂmu A UNVIAINLITILLTLANN 5 UTLNA NLAUNIGH

1
a v a A

viaaneafatszina e uariafuAanAuNIIANAILLOUWAYNTN NFUNNINILAT 1HBgaIN

Tinauduaurestinvenaaiiaun eI uare AuAanAutdnIsi Nuitanlug 08P
< v =KX o dl ° o ! 2] o o 1
udays asAusnieanmuaruaiateinaldiansA I sneEiInNgRsIes W.G.

Cochran (gns Inenssnd, 2548)

NITANLIIUIAFIDEINS
Ang n = Z2(p.q)
d2
Tnel n A A uunguset19nsieIns

A 1 dl k% le o o o o

Z An ANIATgIUN lFAINNsuANuAsnENsT AL Aty
N194DH 0.05 BINANNITL 1.96 (ANTw]a 95%)
2 o Ay Ve g A

D An pAUIR9tszE g Tunslin linsuAdndoun

o a

winnzan e liideyaneaiusiaunaziiy any&dn winfu 0.5

3

q A (1-p) el =1-05=0.5



44

%

A ! di d‘ ¥ a d? !
d AR zqmmwﬂmmmmmmﬂ@faum@ﬂmﬂmummﬂ@u

finating luneatanaansuls Aa Sauay 5= 0.05

(1.96)2(0.5)(0.5)

ho)
Zo
=
=
S

Il

(0.05)?

384.16

ﬁqﬁuaqfé’immmuummwﬁmugam‘iﬁi’i@ﬂmfﬁ 385 1 aztadlumsuan
uwngennudadunmafuAuiuindanngusiedameuisaiauenuds fnisdisedly
Sanaz 7 safl 27 9a LULABLONTMANTAA 412 90 MEndeaINMSALLLILAaLNA
wuiviuunaaunNiliauysal 9 9a wuaeoafianyiiaztin U diszanananeais

HAUIU Wi 403 g

REREG HEELERN

v
o o

n1sadeaiall §adaldnnsgusnedeuunldacnlilduiazidu (Nonprobability

q

vaa]

sampling) Tnenaan’ldisnsduiaansaatinauiiulagm (Quota sampling) esannnsy
Fadauleransvesnaie @evia 5 Ussna Inasnuunlnamlngdne sennulasadng
vinviesiiensinaand O w.A. 2550 GaarldsunusnatiieduunlssmAnusmAtiuien e
(Country of residence) (NEUNA ?l‘u?mil(, 2551; WIEJWT10 YA, 2547)

o -1
ANANTINN 3 ANL



45

M99 3 ANUIUFRRLNN AuunANTuatanA T w.A. 2550

fuilagede  Sruauwinvieaiien dndau UIUAIDEN uIURIRLn

(AY) (%) AwanuuusauaIu wulaasa
(A2284) (A22849)

Al 1,634,249 28.78 119 116

NLALTe 1,141,362 20.10 83 81

LNUA 1,098,773 19.35 78 78

au 1,085,145 19.11 79 77

Aealils 718,887 12.66 53 51

EREY 5,678,416 100.00 412 403

AU AN UADALUSTIR (2551)

o 78 BN FPF \ TR - AV, W da
AINAIINN 3 WUFT UL WNNARUALNINNGARBNGNTINYIBN TR LU An
\udndon 28.78 AMNauILFinatIauNg ¥y 116 Firating $99a9NNABNgN
o A = = A @ o o o 4 Hy v A o oa
UNYeAUNEITIINNALTE T1NIA UazT19aU LA UIusnedg ludndaunlnaineaiu An
fudngdau 20.10, 19.35 waz 19.11 AMNANAL WFaWINAL 81, 78 UAY 77 FatamNa AL
dourinviesiengndeallfiiudanuausedwias NgaAnidudadon 12.66 visewiniu 51
FIIBEN

[ %

Aelfdamisdeaaaaviive ldan1ui ¥nenAsIugIsINE DUBLNGWN-

=)

o

377 NN, 15 Usnauiedineglasansanean e ldiuenginainiteaniaanulnauds §a4e

'
¥ 1 %4

uazgmaedsumunisliliiudeyasuauesiaanisnmaaauiisaiulaai@anaindaniun
Wulaemaiduilszmadgtu snaide v au uazgenllf InafRdauazgdonddaiaan

AuTinvieaenAemoAUAIAIN AUINNIA AL LT UIULAYNINVNIL Wasanou

'
a o 1%

] -é/ a pao o ¥ ¥
@‘ﬂNQVIQﬂ@E’NLﬂu “DUURAYLLININITTRANAN" NAN Ey‘ﬂ‘ﬂﬂﬂﬁ‘ﬁimﬂiﬂﬂiuﬂ’]?@?’]\i?Wﬂi@@’]ﬂﬂ’]?
1
q

Vo

agufaninvisaiaalasanizinviesiesnemng 29lAfunisaiayuNIAaeniaIN

v
NAFY lenTu warigiamnae anvegudnisAnunmtiuaansamunaliazaaninasn i

NUUAT



46
LASRINAN bl WNN5IA

2
1% [ %

A A A o o X PPy v o X = =
iprasied [ lun1iduaieil Ae wuuasunNigade lAaieIuNInsAnE g g was
a 1 a o dl dl v dl U “1/ o
LUIANNAAFINY ] PagAauNauddenineades deldnsaunguiliant uazdnguseaslu
= > X o prp o , = Ao el a
NM9FANEIATIH LuURaURINAN N IARaT et 1 dun1enis uazildnguszasanidawe
13iTlp1Ta (Structured-Undisguised Questionnaire) @aldn1ssamiansuuuina
. | %Y ° o X
(Close-end response Questions) %mﬂmmummmmaummuimzmﬂmu
LUUABLDNAATINAUNNTINA 5 N1 TnedaiiuuuaaunINgan s inadu ilugausn was
Mgpnm nsudaidunimauen 4 n1wn Ae AEBINGE AHIAL NTEUNIR LAY
dl 1| o £ b d” v dl
ML NN1IAIAdeLANgNABILAAYNN ALl IekILde U N Int e TIgY
TN ITULALEN189N1HY WALLLADLDINENANTRAN A RAINNTLLAANNINNE T UR AN
1 v o ¥ o/ v
ANAMNLANANN A udauLa tlymanenlunsula ildmsesa fna

3

WLLAALDINANNITRALAIAUEY lagluudaLnNuLseanidu 3 42w el

¥ ! ¥

doun 1 AnunngaiudeysdauyaraasgrauLLILaay LN WA 81 a1Tw Tui

u

o o

agjande TnnUszaasn1amunig Ussinndudnteusringlszaarizasning lunsTedu

i 1 v
ANDNNEPALAIABNABLNANALAMAN T IaIRUENLINERdBIALRWINIL AMDNgIN 7 48

aa

5 (Nominal Scale) @111 6 48 1w 1wa a1dn dunasiande

NRTIAUINTEY D] gl
[ 3 '8 a a 9 dldg’ [ 3 o A dal a v
AoUszaeAnIsiunN1e Uszinndurnae uazinglscaanizaan g lun1smeguen

NIMIIAEENRNAL (Ordinal Scale) A1 1 44 T ang

s ° A > o = o« 1 A A aAa
AUN 2 ﬂ"lﬂ’n\lLﬂﬂQﬂU?gﬁﬂUﬂquW\?W@i@ﬂ'ﬂquﬂVIﬂﬂLVIﬂqsﬁ’]"JL@Lmﬂmﬂm@ﬂmﬂqw

13N19999AUENI9AN NM9aFLLUdeUINEISe lEN iR uRIN A (Interval Scale)

i o Ly %

HunnsdpanwuzaesdeauinfaaiuamnInLEnisresauinisdinly 5 Au a1uiu 28
4 (Dabholkar et al., 1996: Bearden and Netemeyer, 1999) TN lFAaNAaL 5 9261 AN
sziv 5 fanalann Tlaunesedu 1 Tdweanwalanan (Hoffman and Bateson, 2006) Amay

P ~ ° o A o a o =< = o X
L@'ﬂﬂL‘Wﬂ\'iF"I"Iﬁ]‘ﬂﬂL@F;l"ﬁ/]m@ﬂﬂllﬁ’)"lllﬂﬂl;ﬁu?.l'ﬂ\w&mﬂu sﬁﬂﬂ?qﬂﬂgﬁl’@ﬁﬁﬂﬂmﬂiﬂu



1. ANUANBUSNINILNIN (Physical Aspects)

sznauding 2 snusiaslaun

Aneurnudnaanin iy (Appearance)

ANACAINALNE (Convenience)

2. puAnNIanald (Reliability)

Usznaugae 2 dnusiaslawn

N9 IANATYTYN (Promises)

NMsNNAINNFiaY (Doing-it-right)

3. Aulfduriusszndneyana (Personal interaction)

sznaudng 2 snustiaslaun

Aanusiula (Inspiring Confidence)

° v
MU 6 1R

o ¥
ANUIU 4 18

o ¥
MUY 2 18

o v
MUY 5 1R

]71149% 2 48

o 4
ANUIU 3 19

47

o k4
A1UIU 9 1B

o k7
MU 3 21D

nsueLBanTanslimandlean (Courteous/Helpfulness)auau 6 4a

4. punisuniloyun (Problem solving)

5. fnuulgung (Policy)

d9ufl 3 ADNAEALRANITINGANTIN Ieatinvieadian nsaieuLLAeLA N

Raeldumedndunsnia innsdpdnsoazaesdonulineaiuaauIEang Anssu 199

]71149% 3 98

]71149% 5 98

inviesiienludnemue 4 waAnssu aauau 13 4a 3l liiaenney 5 szAu anszdu 5 uly

% = =2 o | ¥ v P ¥ A = o a = o (3
Tinnfgallauneszdu 1 uldlidesngn draviaaninesnmaunenfing fuaumiy

o =< = o X
ENAIZ RN SﬁduﬁﬁﬂﬂzL@ﬂmﬂﬂmfﬂiﬂu



48
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