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SAWITA NOPPAKET: MOTIVE AND SERVICE QUALITY INFLUENCED
ON SATISFACTION AND WORD OF MOUTH COMMUNICATION OF EUROPEAN
CONSUMERS AT DAY SPA IN PATTAYA, CHONBURI. ADVISOR: SARANYA

LERTBHUDDARUK, ED.D., 171 P. 2016.

This research aimed to examine the influence of motive, service quality, service value,
and customer satisfaction on word of mouth communication of European consumers at day spa in
Pattaya, Chonburi. A sample used was European tourists who had visited day spa in Pattaya area
and the results indicated that the word of mouth communications coming from service value and
satisfaction perceived by people who had experienced the service there. To explain, service
qualities including physical evidence, reliability, responsiveness, assurance, and empathy were
significantly related to service value and satisfaction because the consumers had focused on
perceived quality whether it was worth what they had paid or not. In conclusion, the researcher
found that there were four direct effects and two indirect effects between the factors as follows: 1)
motive directly influenced service quality, 2) service quality directly influenced service value and
customer satisfaction, 3) service value directly influenced customer satisfaction and word of
mouth communication, 4) motive indirectly influenced service value, customer satisfaction, and
word of mouth communication, and 5) service quality indirectly influenced word of mouth

communication.
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Others 146,545 0.49 139,665 0.56 4.93
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Nationality January - December
2014 2013
Austria 42,498 47,007
Belgium 20,291 21,710
Denmark 37,130 39,836
Finland 60,299 72,758
France 78,288 85,477
Germany 389,510 434,070
Italy 57,060 59,069
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Spain 3,743 3,879
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United Kingdom 258,004 286,556
East Europe 245,320 257,433
Grand Total 2,842,169 3,233,806
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u 9

v Y
Mt lFusmaadal ludiosinet Tasldnasilumsuasunaoddl

FEAUAZLUY ANUNNY
[ 1 = @ 1 1 1 4 A
TAY 5 AURAY 4.51-5.00 szaumMsvennouuuiinaeiln ag“lummm HInNNga
[ 1 { [ 1 1 1 '
TAY 4 ANNDY 3.51-4.50 szaumsvenaouuvuiinaeiln ag“lummm Un
@ J A v ' 1 1 4
Al 3 AURAY 2.51-3.50 szaumsvenaouuvuiinaeiln ag“lummm 1thunais
[ 1 = [ 1 1 [} Jd 9
TAY 2 AURAY 1.51-2.50 szaumsvenaouuvuiinaeiln ag“lummm Hoay

=

[ 1 { @ 1 1 1 '
eAY 1 ANNAY 1.00-1.50 szaumMsvenaouuulinaeiln ag“lummm ﬁlﬂﬂﬂﬁﬂ

q

M3 4-25 AuRfeuarA oA UNINIFINYINITUBNARLLDNARNYBINNO UMY

1 A 9y Aa 4 A [
¥ananlsusmamsaihluloanne

' FZTAUANNMAY 32aU M
M3VINABLLIL > ” .
, wmn an 1hu ves  Yes ¢ SD AW AU
thnaeihn . . .
= = o w =
nga nang nga any N
1o wvzuuzaiumd 250 234 17 3 0
athluwaiiowine 49.60% 46.43% 3.37% 0.60% 0% 445 059 w0 1
Tnugou
2. llauanvesuuzih 225 244 32 3 0
MU YADIATING 44.64% 48.41% 635% 0.60% 0% 437 0.63 WA 3

~ [ a 4
NeMuMsusMsadeaih

Tuauiinarinen
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A1319N 4-25 (9)

' FZAUANNMAY 3zaU M
MsVINABULY

Y Y w

, N 30 thu ey  ves X SD AW v
thnnethn . . .

= = o U =

Nga g figa @Ay N

3. Muazuuzain 1 229 245 27 3 0

oY 9 UAZANAYDINIY  45.44% 48.61% 536% 0.60% 0% 439 0.62 1A 2
s msadailu

AR NI DI NN

57U (n=504) 440 0.55 W

Y a

NATNN 4-25 WU MIVenABLUVLINAD1U1nUBII NN UNIFINBIAN 1FUT A5

4

4 A [ a0 ti‘ [] [ — = = o v A
wogd luioanne MﬂWlﬂaﬂ@giuigﬂUNWﬂ (X =4.40) Taeis1eaz0on MUAIALALL

T
v A

o 1 o ¥ 4 = @ Y o g/d' = ~ [ o w
A1AUN 1 MUITUUSUITIU Lﬂﬂﬁﬂﬂul“ll@]m{’NWﬂﬂﬂﬁﬂﬂﬂ@u UAURAYTITAVNIN 4.45 da1ay

1 ]

A Y A a 1 9 Y Aa 4 A @ = Y]
72 muazuuzilien 9 uazﬂpmmmumn“l%mmimﬂﬁﬂﬂmﬂmmm NYUVBINNYN

= d’ [ o w d' Y A o o J = 2 d‘d d‘ 1Y
UAURAYTTAUNIN 4.39 LASAIAUN 3 DINAUNIVIAUUSUT MUISWADIUATINANYINUNIG

a 4 A o A A [
vimsaggihlwvadiosine Iaundeseauuin 4.37

4 a d v
d@Iui 8 wamsan1zHitade (Factor analysis)

Humsnaaeulaseadiugedisng Exploratory factor analysis (EFA) frumsana

9 v

4 Y A a g . . . Yt
@Qﬂ‘ﬂizﬂi’)‘]Jﬂ’JEJTJ‘ﬁﬂ”ISTJmS”Izﬁﬁfluﬂizﬂ@mfllﬁ”lﬂig (Principal component analysis) Tae1475
a g ' o
MIUNA (Varimax rotation) (Loehlin, McCrae, Costa & John, 1998) AFNMFULIIUIUVDY
4 { 1 a 4 1 1 [
pensznouiag I lunqumsins izl 19m lewnu (Eigenvalue) > 1 uaz 19van 2-Stage rule

(3

A Ay Y o . A1 o ' J A v Y oo ' Y v

(Nunnally, 1978) fio 92171191 1491071591 Loading fmeniunmainse lu aidiniildaada

y £ i g {
uilsuuns waziiverlumsnaniaelyniniesd1u Cross-loadings 1a8 Snell and Dean (1992)

v 9

TdManN1AULANA19321919 Loading Tunn1@iennuvesmnutiudesuanaanuyinn i

Y 1 v 9 ' o v o g 2 A v 19 Yo 9 ? =
0.1 Swananuiosnd 0.1 azvhmsaamoiuiung metloanu luldmomdeiunaasis

o Y A Y g o a ¢ a s 2 a

ANurINgYeIRIIAUBY 9 Aretlunanlumsinsizn MINATIEroInlszneud
9 Ay v a 13w s a ¢ 2 a o =
#1599 wa ldanmsinszianihminesdlsznouninmsiasiziessszneumedisam i

[T

N

=le
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M50 4-26 MNMINATOUANNNBINDVOINGUAIDEI KMO (Kaiser-Meyer-olkin measure

of sampling adequacy) uazﬂ'wmimﬁaummm@mqmm%’aﬁmm

9 a

(Bartlett’s test) Tusamlsamusegele mssudaanmusnms yammsuims

U q U

=3 A 1
anunanele nazmsdearsuvuthnaedn

Kaiser-Meyer-olkin measure of sampling adequacy 855
Bartlett's test of sphericity Approx. Chi-square 6632.757
df 465
Sig. 0.000
* Sig<0.05

aa v A

{ o s 4 a
NNATNN 4-26 WU Madansil Inses-luwes-avanu (Kaiser-Meyer-olkin measure of
. A A Y = 1 F) Y

sampling adequacy #30 KMO) HANNINY .855 F9110n21 0.5 tazidnlng 1
= 9J 1A v o d ' o =) A gy a 4
duaas e danudunusseraaudsnnuas danumineanneg [H5mMsuns e v

4 a A o a 4 v o Jd1a a 4 @ o
p9Adseney l,l,ﬁ3i]1ﬂﬂ'l‘§‘l/]@’(?f’f]ﬂfffllll¢]§1uLﬂ‘(’J'Jﬂ'ULlI‘VIiﬂcﬁﬁﬂﬁNWU‘ﬁjnﬂuLNﬂiﬂcﬁL@ﬂﬁﬂ‘Hm

] 1 d 1w
(Identity matrix) 13013 Taa1¥ Bartlett’s test of sphericity laa1 la-aun131mny 6632.757,
' ! v v 1 4 (% =~ v o Jdo

P-value = 000. LFANIN MANTUNUTUANANIINGUY uazmuﬂmmmauwu‘ﬁﬂuﬁaﬁ

s ' o = A o a o o o ¢AY (a ¢ @
@Qﬂﬂi$ﬂﬂﬂi'ﬁ~lﬂu Fﬂ\u“ﬂll'lgﬁlﬂ/ﬁ]gu’anVliﬂmﬁWﬁiquﬁuulﬂjlﬂi1gﬂ@\?‘ﬂﬂigﬂﬂﬂ
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9 a

{ a J @ @
A5 190N 4-27 HAMIAATIZHT Y (Factor analysis) ﬁ}'lullﬁﬂﬂﬂﬁl% NIITUIAUNINUINIG

u 9

1 a = d‘ 1
HANINITUINIT anuwanelv uazmsaeaisuuvihnasilin

4. 1donlFuImMs
9 =1
R EREEALIEY
MNANYAINIG
i 716 .053 137 .066 .020 091 -.092 .040 072
MIfaIANALaE
5119
AHAAUHD
6. 1aonlgusNg
msizlsenule
Dy .709 .097 110 -.051 -.018 181 -.005 132 148
Tumsanuaesu
vouadai
5. monldusms
R ER A AR ERLTEY
MSUINSA LAy
9 A 2y 694 022 .024 .020 .037 221 -.012 .194 081
1U3MINIAU
qUNNNANLAY
HATMIINYI
3. @enldusnms
o1
onazliisada 657 021 067 164 132 -042 .070 .014  .139
AUDITINTUNS
MNUBEIHUN
2. 1aonlFusns

indaduitonay .628 | .033 .040 046 294 -.058 .135 -.025 -.025

&’ 1
Wuylsname
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A Y a
1. raonlyusms
7 A
e unons
NOUAAIULAZAN
=
ANUIAT A
Y A
30. MAUAUNIUD
AUULI MU
=2 IQ' d’d
WADILUATING

Y

=

NYINVNITUINIT
4

wdal e
A [}
DINNEN
31, MU

o Y A
wuzih lmen 9
HAZQIAYBINIU
9 Y a 4
W1 1FU3 N5
alhluvaiios
NNe
29. MUY

o ¥ o
U5 A8
aihlueniioq
o Y v ﬁjd'
Winenlvnugou

1 =
26. MULANY
= (%
wawe lanunis
aaaulavesn?
] A 9 Y
Mo 1o
a J
13y ey

A pINNeN

447

.099

.062

.058

.105

123

.845

.837

.805

-.014

251

255

.092

.145

.832

.048

.082

130

.035

.088

.108

.063

.043

.094

.087

.208

182

207

.066

.095

.037

125

.087

.094

.069

.168

.016

.060

113

.006

295

.010

.042

.069

.049
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4
27. Useaunisal
d' 1 Yo
amulasuan
4
wdal e
DI NN
ANANNAIAYIG
YDINTU
28. Tagsuniull
=1 v
ANUNIne lage
Y a 4
M3 l¥UIN5IAL
aihlueniioq
nnen
18. a1y
o
1szneums 1ag
a1thTuasms
FNHINIY
ananania
MENINAIU
YAnALAZ YDA
AMUDINIY
1 YR
19. MuUFan
Jasanslumsm
FINTIUNWMS
RUADEDIY
o
1senouns g

a1

118

119

.043

.092

250

.236

.105

.006

796

751

132

.109

.003

.166

.834

.826

A11

178

120

.183

234

.248

-.008

-.021

120

.098

.168

.102

.100

.026

.051

.027

.068

.079

.106

.005




A1319N 4-27 (919)

91

17. MUEINI50
9 v
139 Taminau
VDIAD U
o
szneumsiag
a1d
21. mu'lasy
ANUANNID 1D
f 1 <
lasegnailu
AIUAIN
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D44
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AUAUDINIY
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ALAINTAUY
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wdaihaiuse
[ =
V309A Y

#09NTVDINIU
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.072
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.808
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.088
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.097
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A1319N 4-27 (919)

25. Tagsumu
ANNFTINY
Tasuanms 186 121 119 040 .153| .800| -.074 .180  .081
UIMsAuAINY
Ruidesne
24. 13D
WSeumeunaii
doudeliuy

o 098 216 162 -022 .055| .760| 075 .167 -.001
S1AAIUIAT
MufAaNIANY
Y
AuA

A
23. 110
Wseuneuny
SINNMUA DA
NYNIUAAIING 169 109 254 003 .125| .684| .111 -018 .127
a J
Ysmsedai
WANUHIZ AN

NUIIA

15. WHUAIU
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woathudana
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Y a
AT IHUTNS
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16. WD
anuilsenouns
4
el uaaal
3 = ko
HUDIANNAT 1D
~ ' A
NILH A0
14. WHUAIU
auilseneums
o a
a1 1%uImg
~ 3
#319157
11. WHANUUBY
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wdathiinnug
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UANNF DY

-.027 .050 .090 .042

093 164 .098  .186

62 070  .016  .048

212 .024  .031  .072

-017 105 .066  .062

.049

.078

173

.064

.032

.021 | .800

.038 | .783
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-.045

.058 -.001

13127

128 127

789

764
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-.011
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8.
anuilsenouns

WMTDOALLUIN

9 =

57UN 355
azaInNaVIoIAE
i3 dndou
A
7.
aouilseneums
o =1
wgaiins
ANUAITIU LAY 236
RGAIRGRRLY
A1 =
azAINNUIAIYA
Tunuu Ine
9. WUNIUUBY
anuilsenouns
4 [
wdaiuaans 162
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DYNUDDIBNIDE
=} 9
581508
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10. HAANUNN
uadath s 1 001
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AUNINA

.107

-.029

336

-.084

.052

232

-.030

-.001

.018

.045

.140

.037

.090

.101

212

-.075

125

-.170

-.016

.208
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-.004

.067

.077

246

.145

136

-.104

.638

.623

.608
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Eigenvalue
7.61

Percentage of
24.55
variance explaned

2.71

8.74

2.44

7.86

1.73

5.59

1.50

4.85

1.37

4.42

1.23

3.97

3.84
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A1399 4-28 dawlsudaazdulsdunalaueusegele mssuiganmuing yam

U q

A = A 1 Aa 1 Y q 9
N1TUINIT ﬂ'J'nJW\TW@GIﬂ llazﬂ’]ﬁﬁaﬁ']ﬂlﬂﬂﬂ']ﬂﬂaﬂ']ﬂ ﬂuwaﬂ@ﬂ13!ﬂl1ﬁl%

a 4 o 1 A A o [ o )=}
vsmsadaih mﬂQUﬂﬂﬂﬁlﬂﬂﬁ%Wﬁgiﬁﬂ Tuvaiiiorinen WHIATALYT

Aaalsuela aulsdunala

motl

mot2

mot3
mottotal 11599419

mot4

mot5

mot6

servl
serv2
serv3
serv4
servs
servo
serv’7
service mﬁugﬂmmwﬁmi serv8
serv9
serv1l0
servll
servl2
servl3
serv1l4

servls

serv16
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A13197N 4-28 (9D)

aalsuela aulsdunala

valuel
value %laﬂlﬁfimi value2

value3

satl
=
cussat ANNIND 19 sat2

sat3

wom1
A :
wom Msaoa1suuviineeln  wom2

wom3

R’=0.13

Mottotal

(F)61

i 4-1 awnlsudsuazaanlsdunaldveansegals mssufaunmuins yasimsuinig

=< A 1 a 1 9 Y a o
ﬂ’J"IZJWQW’E]‘li] azmsaed1suuulinaeln ‘mJW’d@]’fJﬂﬁlﬂlﬂ%ﬂiﬂ"limﬂﬁﬂ"l U

o ' A =} Y [ v =
uﬂ%@ﬂmﬂ?}%”ﬂqjiﬂ Tuvaiioerine WNHINYALYT
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ﬂmmwﬁ' 4-1 HAMIAATIZHNU N Average path coefficient (APC)=0.308, P<0.010
Average R-squared (ARS)=0.277, P<0.001 Average adjusted R-squared (AARS)=0.275, P<0.001
Average block VIF (AVIF)=1.228, acceptable if <= 5, ideally <= 3.3 Average full collinearity
VIF (AFVIF)=1.476, acceptable if <= 5, ideally <= 3.3 TenenhausGoF (GoF)=0.412,
small >= 0.1, medium >= 0.25, large >= 0.36 Sympson's paradox ratio (SPR)=1.000, acceptable
if >= 0.7, ideally = 1 R-squared contribution ratio (RSCR)=1.000, acceptable if >= 0.9,
ideally = 1Statistical suppression ratio (SSR)=1.000, acceptable if >= 0.7 Nonlinear bivariate
causality direction ratio NLBCDR)=1.000, acceptable if >= 0.7
nmsAnpInduTUT sz Al sduna IdveaTadsdiu mottotal 1599319 service M3
SuZAUA IS value YaAILIMS cussat ANNAIWD T wom msdeesunuthndethn
aunsaueniugamdulszantudafinsanmanduiugduaasluaisai 4-28 uas

Y
Yo A

mmma%mﬂ"lﬂmu
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{ 1 v v J % [ 1% o a 1 a 4 1
M15199 4-29 mandunusszrIedulsduna ldvesdadeaiunsegels msfuiaaninuims yaasms anuiawels wazmsdemsuuvuihngoe

{ 1 a 4 @ 1 { 9 [ [
hndtinanemsnldusmaadaih veainneunerrglsy luvadiosine: e iaval

motl mot2 mot3 mot4 mot5 mot6 servl serv2 serv3 serv4 servs servée serv7 serv8 serv9 serv10 servll servl2 servl3 servl4 servls serv16 valuel value2 value3 sat] sat2 sat3 woml wom2 wom3

motl 1

mot2 280" 1

mot3 276" 3857 1

mot4 319" 3557 4047 1

mot§ 3177 3167 3857 405" 1

mot6 3737 2977 3377 4™ 566 1

servl 265" 1877 2497 238" 184”2397 1

serv2 378" 1917 3087 3097 3777 3807 444” 1

serv3 229" 198" 2547 163" 2297 2627 299" 506” 1

servd 17 023 107" 099" A A11° a22" et as” 1

servs 262" st 45T 70" 268" 2287 162" 2457 2087 048 1

servé 2097 1567 198”1767 2807 2447 142" 309" 1777 032 5177 1

serv7 209" 064 1347 102" 1747 58T 2467 3107 3067 1397 466" 4457 1

serv8 067 1377 s 016 082 092" 037 077 1817 031 069 109" 109" 1

serv9 067 A157 05" 002 032 018 046 036 143" 025 Q070 227" s 5917 1
servl0 L1687 1167 059 -011 033 041 1417 133" 1757 094" 1467 1767 2817 499” 5827 1
servll L1887 1497 2227 1547 1007 017 132" 4717 222" 054 a62" 161”1947 283" 3197 187" 1
servi2 L1387 1587 L1467 089" 055 045 179" 14" 248" 043 A377 137" 134T 3017 3147 2157 609 1
servl3 063 1667 2367 1027 1207 067 133" 092" 180" 023 089" 431710 267" 2547 188" 587 648" 1
servl4 L1507 2907 2627 1977 162" 2037 185 193" 1847 030 208" 1457 1507 198" 2457 126" 2127 a7 2117 1
servls 2117 3017 2317 159" 2357 1577 139 215" 3107 034 2827 2567 1987 2427 2657 1927 3417 308" 3637 577" 1
servie 292" 2307 2107 174" 2167 1547 189 233" 297" 038 2657 2197 184" 177" 2387 1917 297" 3167 366" 542" 707" 1
valuel 245" 1647 1467 2017 2457 2607 177 258" 1327 103" 1017 1967 158” 1847 1407 116” 1327 1107 068 317" 207" 177" 1
value2 202" 087 096" 4767 2547 2367 028 244" 159" 032 1967 2277 2307 1217 1467 148" 103" 034 03 188" 190 1877 4827 1
value3 3147 1537 737 2657 3097 3007 070 2717 182" 2187 2647 2237 2967 049 044 054 1227 057 098" 259" 248" 2707 5447 625" 1

satl A547 asa” o as7T o 2077 amT 98T 1547 162" 138" 085 118™ 057 113" 216" 1427 45T 2327 123" 227" 2317 2007 2607 3227 2617 2357 1

sat2 189" 1527 180T 2247 2047 2547 197 229" 237" 038 1507 180" 2147 246" 2317 2217 2927 2007 256" 279" 2807 296" 4147 4107 3657 6837 1

sat3 1937 2027 1947 2047 72" 2437 747 201" 211 108" 102" 1747 168” 2357 1937 189" 2297 176" 272" 295" 3007 3357 3977 3677 3857 6037 7417 1
woml 1967 42”177 ae2” 140”161”128 185 258" 029 d617 164”2417 97+ 1767 1847 164%% 182" 1247 224" 1767 1927 2547 256" 2307 2617 3337 308" 1
wom2 167" 105" 107" 148" 108" 1817 038 167" 282" 040 1417 16T 152" 296" 2067 178" 234" 182" 1377 1937 2107 2117 298" 376" 279" 3707 478" 4" 627" 1
wom3 174" 075 2277 129" a2 2037 090 172" 3027 040 14971507 1997 2527 2117 e7” 2717 197" 182" 1907 184" 2357 3317 368" 3267 3657 489" 477" e45” 824" 1

= A A v o W aa d' v = G A v o W aa d‘ (%
HUIUHA** NNUIYDN p-value < 0.01H1ITD HUIFIAUNWNADANTEAU 0.01, * TNUIUDN p-value < 0.05¥150 UUHIFIAYNNADANTEAD 0.05
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2INMIT 4-20 Mramduiugueusegele mott HanwduiusiFanlussduge U
nana M Aumuuuvesigals misuiaunmuims yamuims anuianele uazms
domsuunihndeihn afiwﬁﬂ’ﬂﬁhﬁ’mmmaﬁﬁﬁzﬁ'u 0.01 (mot1<=>mot2, motl «>mot3,
motl €=>mot4, motl €= mot5, motl €=> mot6, motl €= servl, motl <> serv2, motl <> serv3,
motl €= serv4, motl <= serv5, motl €= serv6, motl €= serv7, motl €= serv§,
motl €= serv9, motl <= serv10, motl<—= servll, motl <= servl2, motl<—>servl3,
motl <= servl4, motl <= servl5, motl <= servl6, motl <= valuel, motl <= value2,
motl <> value3, motl €= satl, motl €= sat2, motl €<= sat3, motl <=> woml, motl <> wom2,
motl <= wom3) TagTimanduniut auddudail 0.280, 0276, 0319, 0317, 0.373, 0.265,
0.378, 0.229,0.117, 0.262, 0.209, 0.209, 0.067, 0.067, 0.168, 0.188, 0.138, 0.063, 0.150, 0.211,
0.292,0.245, 0.202, 0.314, 0.154, 0.189, 0.193, 0.196, 0.167, 0.174 Tefimanduiusimgane
0.067 SanuduiufiFannluszdud nazdmanduiusgsiigane 0.378 Tanuduiug
0 TUIzALg

mavduiuiveanssgele mor finnwduiusidenanlusedugs 1hunans d fudauy

Yous9ale Mssuiguamuims yamusms anuiawels nazmsdemsuuuihnasihn

L) U

@ﬁWQﬁﬁlﬂﬁTﬁlﬂJﬂNﬁaaﬁizﬁlﬂ 0.01 (mot24¢—>mot3, mot2<—>mot4, mot2<—=> mot5,

mot2€=> mot6, mot2€—> servl, mot2€=> serv2, mot2<—> serv3, mot2<—> serv4, mot2<—=> serv5,
mot2€=> serv, mot2€—> serv7, mot2<€—=> serv8, mot2<—=> serv9, mot2€—> servl0,

mot2€=> servl1l, mot2<¢=> servl2, mot2<—>servl3, mot2<—=> servl4, mot2<—> servl5,

mot2<—> serv16, mot2<—> valuel, mot2<—> value2, mot2<—> value3, mot2<—> satl,

mot2<4—> sat2, mot2<—> sat3, mot2<—> woml, mot24¢—> wom2, mot2€¢—> wom3) Taal
anduniug amaausil 0385, 0.355, 0316, 0.297, 0,187, 0.191, 0.198, 0.023, 0.151, 0.156,
0.064, 0.137,0.115, 0.116, 0.149, 0.158, 0.166, 0.290, 0.301, 0.230, 0.164, 0.087, 0.153, 0.141,
0.152,0.202, 0.142, 0.105, 0.075 Taefimanduiusmaadie 0.023 TanuduniusiFaanly

@ Y]

° 1 o 4 { o v Jda o
srAuMm taglimeandunusgengane 0.385 Ianudunusisaanluszaugs
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memduiiusveusegele mos anwduiufiFauanlussduge huna d fudauuy
vousegele guamu3ms yamuims anuiianels wazmsdemsuuuihnaein egadl
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Graduate school of Commerce

Burapha University
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169 Bangsaen Road, Saensuk, Mueng, Chonburi 20130

Questionnaire
The influence of motivation and service quality on customer satisfaction and word of
mouth communication of European tourists about day spa in Pattaya, Chonburi

This questionnaire is for the study of an independent study, which is a part of the thesis of
Business Administration Program of the Graduate School of Commerce, Burapha University. The
researcher would like to request your assistance to answer this questionnaire. Thank you very much for
your cooperation.

Day spas are a place you go for the day to get massage, facials, and body treatments, like sea salt
scrubs and mud wraps. They’re called day spas because, unlike destination spas or resort spas , you
don’t spend the night.

1. Have you visited any day spa shops during your trip in Pattaya?
() Yes (Please continue with the next question) ( ) No (Terminate the interview. Thank you)

Section 1 : Respondents’ Personal Information
Explanation Please make a tick (v') in the parenthesis or fill in the blanks the information that is true
for you.

1. Gender: () Male () Female
2. Your age group: () Below 25
()25-34 ()35-44
() 45-54 (1)55-64
(') 65 or above
3. Occupation: () Student ( ) Public or State enterprise worker
() Private company Official Worker () Business owner
( ) Retirement () Others:

4. Monthly Income $: (If you are inconvenience to answer this question, please skip it.)

5. Nationality ( ) Austria ( ) Denmark (') United Kingdom
( ) Belgium ( ) France () Switzerland
() Finland () Ireland (') Netherlands
() Germany ( ) Russia () Spain

() ltaly () Sweden () Norway

() Others:




Section 2 : Trip Profile
Explanation Please make a tick (v') in the parenthesis or fill in the blanks the information that is true
for you.

1. How many times have you been to Pattaya, including this visit?
No. of times:

2. How many days are you planning to stay in Pattaya this time?

No. of days:
3. What is your MAIN purpose for visiting Pattaya? (tick one box only)
() Vacation/leisure () Business/meeting/field study/training
() Visiting relatives/friends () Shopping
() Others:

4. Type of travel arrangement to Pattaya:
() afully packaged tour
( ) a partially packaged tour with transport and accommodation only
( ) non-packaged/independent travel
( ) arranged by company
( ) other (please specify):

5. How many times did you use day spa in Pattaya?
() One time () Two times
(') Three times (') More than three times

6. Average payment per one time for using Thai massage/spa?
() Less than 400 baht () 400-500 baht
() 501-600 bath () 601-700 baht
( ) More than 700 baht

7. Where do you use Thai massage/spa service?
( ) Massage shop in Department store () Massage/spa shop

() Others:

8. Who is influencing you to use the day spa in Pattaya?

(') Your own experiences ( ) Friends
() Family () Spasales
() Reference group (Celebrity) ( ) Others:
9. Which media that influencing you to use the day spa in Pattaya?
() Internet () Word of mouth (recommend by someone)
() Newspaper () Magazine
( ) Television ( ) Others:
10. Which type of massage do you use? (You can select more than one choice)
( ) Body massage (') Neck and shoulder massage
( ) Foot massage () Herbal stream massage
() Oil massage () Face massage
(') Anti cellulite massage () Water milk massage
( ) Aroma massage ( ) Hand spa
( ) Foot spa () Face spa

() Herbal body scrub () Body scrub



Section 3 : Based on your experience when visit the day spa in Pattaya, please indicate
your level of agreement for the following statements that describe what motivated you to
visit the day spa.

Explanation Please make a tick (v) in the parenthesis or fill in the blanks the information that is true
for you.

Score Level:  5=veryhigh 4 =rather high 3 =medium 2 =rather low 1 =very low

Score Level

Motivation to use day spa in Pattaya
5|1413]2]|1

| visited day spa for relaxation and stress reduction.

I visited day spa to refresh myself.

I visited day spa to reward myself for working hard.

bl Pl

. | visited day spa because the shop had good marketing image and
reasonable price.

5. | visited day spa because the shop had good service quality and provided
health & healing.

6. | visited Because | felt impressed by the decoration of day spa.

Section 4 : Based on your experience when visit the day spa in Pattaya, please indicate
your level of agreement for the following statements that describe the perceived service
quality of that shop experience.

Explanation Please make a tick (v') in the parenthesis or fill in the blanks the information that is true
for you.

Score Level:  5=veryhigh 4 =rather high 3 =medium 2 =rather low 1 =verylow

Score Level

Perceived service quality 51413211

Tangibles

1. The spa had attractive decoration and facilities with a unique traditional
Thai style.

2. The layout of spa made me feel convenience and relax.

3. The spa employees were professionally dressed and appeared neat.

4. The spa used products that contained good quality.

Reliability

5. The spa employees were knowledgeable about the resort/hotel spa
services, treatments and products.

6. The spa employees provided adequate, clear and fair information about the
spa.

7. The spa employees were professional and skillful.

Responsiveness

8. The spa employees provided prompt service.

9. The spa employees told me exactly when and what treatment(s) and
service(s) would be performed.

10. The spa employees demonstrated their willingness to help me.

Assurance

11. | could trust the spa employees.

12. Measures were taken by this spa to ensure personal physical safety and
security of my valuables.

13. | felt safe in my financial transactions with this spa.

Empathy

14. The spa employees recognized my needs. L]




Score Level

Perceived service quality 51411321

15. The spa employees gave me personal attention.

16. The employees were committed to fulfilling my comfort needs.

Section 5 : Based on your experience when visit the day spa in Pattaya, please indicate
your level of agreement for the following statements that describe the perceived service

value of that shop experience.
Explanation Please make a tick (v") in the parenthesis or fill in the blanks the information that is true
for you.

Score Level:  5=veryhigh 4 =rather high 3 = medium 2 =rather low 1 =very low

Score Level

service value
51413 |21

1. Compared with the price | paid, day spa in Pattaya provided good service
value.

2. Compared with the time | spent, visiting day spa in Pattaya was
worthwhile.

3. Overall I received good value for the money | spent.

Section 6 : Based on your experience when visit the day spa in Pattaya, please indicate
your level of agreement for the following statements that describe the level of

satisfaction of that shop experience.
Explanation Please make a tick (v') in the parenthesis or fill in the blanks the information that is true
for you.

Score Level:  5=veryhigh 4 =rather high 3 =medium 2 =rather low  1=verylow

Score Level

Customer satisfaction
5141321

1. | was satisfied with my decision to visit day spa in Pattaya.

2. Experience that | received from day spa in Pattaya, met my expectation.

3. Overall | was satisfied with my visit to day spa in Pattaya.

Section 7 : Based on your experience when visit the day spa in Pattaya, please indicate
your level of agreement for the following statements that describe the level of word of
mouth toward that shop experience.

Explanation Please make a tick (v') in the parenthesis or fill in the blanks the information that is true
for you.

Score Level:  5=veryhigh 4 =rather high 3 =medium 2 =rather low 1 =very low

STAUAZUUY

Word of Mouth
5143|211

1. I'will recommend day spa in Pattaya to other people.

2. If any people ask for my recommendation, | will talk positively about the
service of day spa in Pattaya.

3. 1'will encourage my friends and relatives to visit day spa in Pattaya.

“ Thank you very much for your cooperation ”
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AHKeTa
Bausinue MOTUBAIIMU M KAYeCTBA CEPBHCA HA YI0BJIETBOPEHHOCTH MOCETUTENEH, a TaK
’Ke MX PeKOMEHJIAMU OCHOBAHHbIE HA NOCELIeHUN Macca:kKHbIX canioHoB (CIIA) B
ropoje Ilarras. YonOypu.

DTa aHKeTa [T HE3aBUCHMOTO HCCIICIOBAHUs, B paMKax nporpammbl “Business Administration
Program of the Graduate School of Commerce, Burapha University”. HccrnenoBatens npocut Bac
0Ka3aTh COMCUCTBUE ¥ 3AIIOJHUTD BCE MOJIS 3TON aHKETHI.

Maccaxnsie canonsl (CITA) aTo MecTa Kyna Bel xoauTe ¢ 1eNbIo MOJIYYUTh 030POBUTEIBHBIN
MacCCaX WJIH JKe MPOBECTH KOCMETHYCCKUE MPOIEAYPHI.

1. [Mpuxoaunock mu Bam OpiBaTh B MaccakHbIx canoHax (CITA) B ropoze [atras?
() Ja (ITepexoaute K cieayrOIEeMy BOIIPOCY) ( ) Her (Bompocos 6ouerre Het. Criacu60)

Yacte 1: JIuunas nuapopmanus
Ioackaska: I[loxanyiicra oTMeTbTe Trajgoukoil (V') 3Ha4YeHus BepHble Uil Bac, Wi 3amoiiHUTE
ITCThIE MOJIA B CIy4ae OTCYTCTBUS OHBIX.

1. Momn: () Myxckoi () Kenckwuit

2. Bospacthas rpynma: () 25 u meHee
()25-34 ()35-44
() 45-54 (1)55-64
() 65 u 6onee

3. Pon 3ansTuid: () Crynenr () Toc. cayxammit
() Hpeanpuanmarens ( ) Brmagener 6usneca
( ) Ha mencun () Apyroe:

(Ecxm BeI He X0THTE OTBEYATH Ha 3TOT BOIIPOC, TO
MOXETE €ro MPOITyCTHUTb.)

4. Mecsunsiii joxon $:

5. HanuoHalnbHOCTE:




Yacrtp 2: IIpodpuiab nyTemecTBeHHUKA
Hoxackaska: I[loxanyiicra oTMeTbTe rajgoukoil (V') 3HadeHusl BepHble juii Bac, Wi 3amoiiHuTE
IIyCTHIC MO B CIIy4ae OTCYTCTBHSI OHBIX.

1. Cxonbko pa3 Bsl ObiBamu B [laTTae (Bito4ast 3ToT pas)?
2. Ha ckompko mHE# Ber mpuexanu B 3TOT pa3?

3. Kaxoga riaBHas mens Bairero BusnTa? (BBIOEpHUTE TONBKO OHO 3HAUCHHE)

() Ornyck/pa3BneueHus () Paboral/yueba
( ) HaBemiaro ponctBeHHukoB/apy3eii () 3a mokymkamu (IIOIHHT)
() Apyras:

4. Kaxk opranusoBanHa Bama noesaka B Ilarrato:
() ITomHOCTBIO YEpE3 TypareHTCTBO
() YactuuHo "yepe3 TypareHTCTBO (TOIBKO MPOKUBAaHUE U TPAHCIIOPT)
( ) myTemecTBYI0 CaMOCTOSTEIEHO
( ) omnadeHa Moel KOMITaHUEH

() Apyroe:
5. CkoJpKo pa3 BBI IOJIb30BAINCH YCIyraMu MaccakHbIX caoHOB (CITA) B Ilatrae?
() Onun pa3 ( ) ABa pasa
() Tpu paza (') Bomee Tpex pa3
6. Cpenssist CTOMMOCTh OJHOTO BH3HTa B MaccakHbiil canon (CITA)?
( ) Menbme 400 6at ( ) 400 — 500 6ar
( ) 501 —-600 bar ( ) 601700 6ar

( ) boxbme wem 700 Gat

7. T'me maxomuics maccaxsbii canos (CIIA), koropsiM Ber monb3oBamics?

() B cynmepmapxkete () OTnenpHO CTOSIIUN CaJTOH
() Apyroe :

8. Kto nopekomenmoBan Bam Bocmosib3oBaThest MaccaxHbIM cajoHoM (CITA)?
() Moit nu4HbIi BEIOOD () Hpy3ea
() Cempst () Corpymuuku canona (CITA)
() PekoMeHIaIMu 3HAMEHUTOCTEN () Apyroe:

9. Kakoii u3 HCTOYHMKOB MH(POPMALIMH TOBJINSIT HA
Bam Bei6op?

( ) UntepHer () Cnyxu
() Tazera () XKypuanst
( ) TeneBunenue () Apyroe:
10. Kaxoit T Maccasxa (Tporelyp) Bl HCIOIb30Bamu? (MOKETe BHIOPATh HECKOIBKO)
() Maccax Temna () Maccax mireu u ey
() Maccax nHor () Maccax ¢ TpaBamu
() Maccax ¢ Maciom () Maccax nura
() AHTH-TICTFONMTHBINA Maccax (') BomHO-MOIOUYHBIH Maccax
( ) ApomaTuueckuit Maccax () CIHA anst pyk
( ) CIIA asst HOT () CIHA asnst nuna

() Tpaesiro#i ckpab mns Tena () Ckpab st Tena



Yacrtp 3: OcHoBbIBasich Ha Baliem onbITe mocemeHust Maccasknoro cajnona (CITA) B
IIaTTae, 0oTMeTbTE YPOBEHb BALLIEr0 COIJIACHS C MPUBEIEHHBIMH B Ta0JIUIIE
YTBEPKIAEeHUAMU. ITH YTBEP:KIeHHs PACKPBLIBAIOT, YTO MOTHBHUPOBAJI0 Bac noceTurn
Maccaxknblii canon CIIA.

Ioackaska: Iloxanyiicra OTMEThTE ranodkoi (v') 3HaueHus BepHbIe 11 Bac.

Onenka: 5 = Bricokas (a!) 4 = ckopee BbicoKas (ckopee Aa) 3 = cpeansist (CKopee J1a UeM HET)

2 = ckopee Hu3Kas (ckopee HeT yeM na) 1 = nuskas ( Het!)

Onenka

MoTuBanus K CNOJIb30BaHNI0 MaccakHoro cajnona (CITA) B ITaTrae clalsl2]1

1. A mocermn(a) maccaxuslii canoH (CITA) s paccnabieHus, CHITHS cTpecca

2. S mocetni(a) Mmaccaxubiii casiod (CITA) 9To ObI OCBEKHUTHCS

3. S mocetun(a) maccaxxubiid canioH (CITA) uto OBl TOCTaBUTH cebe yIOBOIBECTBUE

4. 51 mocermin(a) maccaxusiii canoH (CITA) moToMy 9To MEHS 3aMHTEpecoBaa
pekiiaMa u Obliia MpueMieMas IieHa.

5. S mocernn(a) maccaxkubiit canoH (CITA) B CBSI3M C BBICOKMM KaueCTBOM
00CITyKHBaHHs, & TAK )K€ MEIUIIUHCKUX YCIIYT.

6. S mocetnn(a) maccaxxusiit canoH (CITA) moToMy 4T0 MHE TIOHPABHIIOCH €T0
odopmieHHe (TU3aiiH)

Yacts 4: OcHoBbIBasich Ha BameMm onbiTe mocemenuss macca:xkuoro cainona (CITIA) B
I[latTae, oTMeThTEe YPOBEHbL BAIEr0 COIJIACHS C TPHUBEAEHHLIMHM B TadJuue

YTBepP:KIeHUSAMHU. ITH YTBEP:KIEHUA CBA3aAHHBI ¢ KA4€CTBOM 00C/IY;KMBAHMS.
IMoackaska: TToxkanyiicTa OTMETHTE TanouKoi (V') 3HaueHUs BEpHbIE 1is Bac.

Ouenka: 5 = Beicokas ([la!) 4 = ckopee Bricokas (ckopee Aa) 3 = cpeansis (CKopee J1a 4eM HET)
2 = ckopee HM3Kas (Ckopee HeT yeM na) | = nuskas ( Hert!)

Ounenka

KauecTBO cepBuca
514 |13|2|1

Omyuenns

1. Odopmiierne maccaxuoro cajgona (CITA) ObUI0 Ha BBICOKOM YPOBHE,
cajioH 661 oopmiieH B TallCKOM HAIIMOHAJILHOM CTHJIE.

2. InanupoBka u atMocepa cajJoHa MO3BOJIUIIA MHE PACCIa0UThCS

3. CoTpyIHMKH CaJIOHA, BRITTISAETH aKKYPaTHO.

4. B cajioHe MCIOJIb30BaJIUCh CpC€ACTBA YX0OJia BBICOKOI'O Ka4€CTBA.

Hanexnocthb

5. CotpyaHuku caioHa ObLTH OCBEIOMIICHBI O BCEX yCIyrax | Mpoueaypax, a
TaK JKe 0 CPEJICTBAX YX0/a, UCIIOJIb3YEMBbIX B CAJIOHE.

6. CoTpyIHHKH CaJlOHa NIPELOCTABUIIN aJIEKBATHYIO M YECTHYIO
MHPOPMAIIMIO O CAMOM CaJIOHE.

7. IlpodeccrnoHaNbHBIM YPOBEHb COTPYIHUKOB OBLI HA BHICOTE.

OT3BLIBYNBOCTDH

8. Ycayru B caoHe MpenoCTaBISUTICE 663 3a/IepikeK.

9. CoTpyaHHKH CaJlOHa HHPOPMHPOBAIM O BCEX ACTANISX MPOLEAYPHI.

10. CoTpyaHuKH canoHa ObLJIM TOTOBBI TIOMOYb B PELICHHE JIFOOOro BOIPOCa.

YBepeHHOCTH

11. OTHOWIEHHS C COTPYAHMKAMH CaJOHa OBLIM JOBEPUTEIHLHBIMU.

12. YpoBenb 06€30MaCHOCTH B calloHe ObLI Ha BBICOTE.

13. 51 He uyBcTBOBaN (2) OSCIIOKOMCTRA MPH OIUIATE YCIYT CaloHa.




Onenka

KauecTBo cepBuca
51413211

3a0oTaHNBOCTDL

14. COpr)IHI/IKI/I CaJIOHA NMMOHHUMaJIM MOU XKCJIaHUA.

15. COpr)IHI/IKI/I CaJIOHA OKa3bIBaJIM MHE INCPCOHATIbHOC BHUMAHUEC.

16. CoTpyIHUKH cajoHa JIeNIalK BCe YTOO MOe MpeObIBaHUE B CAJIOHE OBLIO
KOM(OPTHBIM.

Yactp 5: OcHoBbIBasich Ha BameMm onbITe mocemeHuss Macca:kHoro cajona (CITIA) B
IIaTtTae, oTMeTbTEe YpPOBEeHL BAalllero COrJacusi ¢ TMPHUBEJEHHbBIMM B TadJauue
YTBEpP:KIeHUSIMHU. ITH YTBEP:KIeHHs CBI3aHHbI € OI[EHKOI cepBHCca.
Ioxckaska: Iloxanyiicra OTMETbTE rano4koi (v') 3HaueHus BepHbIe s Bac.

Omenka: 5 = Bricokas ([la!) 4 = ckopee BrIcOKas (ckopee qa) 3 = cpeqHsist (CKopee a 4eM HET)
2 = ckopee HHU3Kas (ckopee HeT 4yeM na) | = Huskas ( Het!)

Onenka

OneHka cepBuca
P 51413211

1. CooTHOIIEHHE TIeHBI U KadecTBa B MaccaxxHbIX casoHax (CITA) ITarrau, Ha
BBEICOKOM YPOBHE.

2. 51 He xamner 0 MOTpa4yeHHOM BpeMEHH B MacCaxHbIX canoHax (CIIA)
[TatTan.

3. B nmenom — Xopomiee Ka4eCTBO yCIYT 3a Pa3yMHBIE IEHBIH.

Section 6: OcHoBbIBasich Ha BaieM onbiTe mocemeHus Maccaxkuoro canona (CITA) B
IIaTtTae, oTMeTbTe YpPOBEHb Ballero COIJACHSI € TMPUBEJCHHbIMH B Taduaule
YTBEPKIeHUSIMU. DTH YTBEeP:KICHHUA CBS3aHHBI ¢ Bamei y10BjIeTBOPEHHOCTHIO.
IMoackaska: TToxkanyiicTa OTMETHTE Tanoukoi (V') 3HaueHus BepHbIe 1is Bac.

Onenka: 5 = Breicokas ([a!) 4 = ckopee Bbicokas (ckopee aa) 3 = cpeansist (CKopee J1a 4eM HET)
2 = ckopee HM3Kas (ckopee HeT yeM na) 1 = nuskas ( Het!)

Onenka

Ya0B/1€eTBOPEHHOCTD
5141321

1. 51 noBoneH (bHA) CBOUM PEIIEHUEM TIOCETUTHh MaccaxHbIl caioH (CITA) B
Ilarrae.

2. OmeIT ocenieHnst Mmaccaxxuoro canona (CITA) cooTBeTCTBOBaI MOUM
OXHUIOaHUAM.

3. B uenom - 51 noBosneH (bHa) moceieHnemM Maccaxxknoro canona (CITA) B
ITarrae.




Section 7: OcHoBbIBasich HAa Baiem onbiTe mocemenus maccaxkuoro canona (CITA) B
IIaTtTae, oTMeTbTE YpPOBEeHb BAalllero COIJIACUSI € TNPUBEJEHHBIMH B Taduaule
YTBEPKIAEHUAMU. ITH YTBEP:KIeHUsl CBSI3aHHbI ¢ Banleii roTOBHOCTHI0 pEKOMEH10BATh.
Ioackaska: Iloxanyiicra OTMEThTE ranodkoi (v') 3HaueHus BepHbIe 11 Bac.

Omenka: 5 = Bricokas ([la!) 4 = ckopee BrIcokas (ckopee na) 3 = cpensss (CKopee Ia 9eM HeT)
2 = ckopee HHU3Kas (ckopee HeT 4yeM na) | = Huskas ( Het!)

Onenka

FOTOBHOCTB CKOMECHI0BAThH
P A slal3|2]1

1. 51 6yny pexomeHnoBaTh Maccaxkabie canoHbl (CITA) [Tattan qpyrum
JFOJISIM.

2. Ecmi KTO TO cripocuT Moe MHEeHHE 0 MaccakHbIX cajoHax (CITA) ITarram,
TO 5 CKaXKy JIMIIb XOpOIIIee.

3. 51 mocoBeTyI0O MOMM POAHBIM U APY3bSIM MOCETUTh MacCaXHbIH CaloH
(CITA) B IlarTae.

“CITACHUBO 3a yuactue!”
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