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57710093: MAJOR: BUSINESS ADMINISTRATION FOR EXECUTIVES; MBA
(BUSINESS ADMINISTRATION FOR EXECUTIVES)
KEYWORDS: CONSUMER BEHAVIOR/ MARKETING MIX/ SERVICE QUALITY/
HOTELS IN MUEANG AREA, CHANTHABURI
PHONPAYONG PONGKONGSUK: A STUDY ON MARKETING AND SERVICE
STRATEGY PLANNING IN THE HOTEL INDUSTRY IN MUEANG AREA, CHANTHABURI.

THESIS ADVISOR: TAKSAYA SANGAYOTHIN, Ph.D., 151 P. 2015.

The purposes of this research were to study consumer behavior, service marketing mix,
and service quality in the hotels and to apply the results for planning marketing and service strategy
in the hotel industry in Mueang area, Chanthaburi. The researcher used valid questionnaire to collect
the data from 400 consumers of the hotels in Mueang area, Chanthaburi, and conducted open-ended,
in-depth interview with the target or hotel entrepreneurs in Mueang area, Chanthaburi.

The findings showed that many of the respondents were male at 51.5 percent, aged 20 -
39 at 55 percent, being employees at 51.0 percent, and earned 25,001 - 45,000 Baht at 46.3 percent.
They focused on how long to stay, the amount of time to check in, hotel room types, room rates,
purpose of staying there, types of booking, and star level of the hotel. In statistical analysis service
marketing mix (7P’s) had the high rate of mean at 3.86 when consumer decision making towards the
hotels in Mueang, Chanthaburi, depended on service marketing at 66.2 percent. The adjusted R-
squared was 0.662 and factors that affected the consumer decision making were physical location,
service person, price, physical evidence, and product. Also, consumer repurchase intention depended
on service marketing mix at 70.9 percent while the adjusted R-squared was 0.705. Promotion,
physical evidence, product, customer service steps, and price appeared to affect the consumer
repurchase intention. Next, service quality had the medium of mean at 3.176 when consumer
decision making towards the hotels depended on its service quality at 61.9 percent. The adjusted R-
squared was 0.16 and factors that affected the consumer decision making were assurance, tangibles,
and reliability. Analyzing consumer repurchase intention, the researcher found that 64.3 percent of
consumers depended on the hotels’ service quality. The adjusted R-squared was 0.639 and factors
that affected their repurchase behavior were empathy, responsiveness, reliability, tangibles, and

assurance.
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19

=)

A 9 (J 1 9 A A ?,‘, ! [ v W
A1319N 2-8 i@ﬁlﬁ%ﬂl@\i@l’)@EJNIZjLEJEJlJLEJE]‘L!“VN“IH?U],‘V]EJLL@%GBTJ@IN?Ji%mﬁiu%ﬂﬁﬂﬂﬂu‘ﬂ‘ﬂi

E]

3 W.A. 2557 WUNMVANHULNITIAMNTLAUNI

nie: Sovay

ANy fidewdousding  Fdoumdouynmalszma  Jdusderianua
MITAMIAUMS  1in i) ERLY N N I N N 3
Wrnes Newdien Wes Meudien Wanes Newdien
munSEminiien 223 179 193 119 115 116 215 172 186
TAMIAUNINDY 777 8.1 807  88.1 885 884 785 828 814
52U 1000 1000 100.0 1000  100.0 1000 100.0  100.0  100.0

A1319% 2-9 Fesazveedindininneungn Insuaziinneunervaalszmalusania

v =)

= o d‘ g
UNYI U WA 2557 1UnNUTZANNNWNLTY

Q

e Seuaz

Uszianinin Tinne a3 Ing nneaned¥mMalszimna NN AN INIHUA

Teth MUUSEN a5 I8 MMUSEM dams I EMUSEN dams 5w
M AUMIes HuNgd AU Hunegd UM

ﬁ'm@mm/ - 17.6 14.5 - 26.0 22.9 - 18.5 15.3
a A

210/ 1o

T5ausy 472 332 357 70.0 441 446 488 340 366
S Y o

INaNLada - 0.6 0.5 - - - - 0.5 0.4

1angla/5 52.8 48.6 494 30.0 329 325 512 470 477
o

aosN
573 100.0 100.0  100.0  100.0 100.0  100.0  100.0 100.0  100.0

‘iJ5%!5]1’]6119\‘115\1lliullﬁgﬂ"ﬁ!!ﬂ\iigﬁﬂ%u

Uszinnueal5au5uIaz MLl a3 fUF (Accommodation standard for tourism
(Hotel) Part 1: 5 Stars, TTS 202 Part 1: 2014)
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3. ummuﬁmauﬁ’mﬁ’ﬂ
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I o ?x‘a ] < [ 1 a
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o 1 ~ o k) 9 A ~ [ 4 A
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Y0 09%A
4 = Y ' { J 3 o & v
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T5qusuUIAnad Ao 1595 uNIRe 9NN 30 o1 Ly 100 Hod
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T59usudMTVINGINT1 ( Transient hotel) Ao T3ausugnaminiluszeza
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AMNTTAULVDIAY Fa1l

AUN25T8 WaN1led (2555) a1 QAN IS 1HLS NS (Service quality) ¥u10D9

a a A S A o w
AMNAT TUMIAoUAUBININABINISVBIFINY IHUT NS gunmvesus matuasdiity
d‘ d‘ Y 1 a 9y A 1 v T W Y Y a
Nganazaseanuuananvesgsne IdmilonNguausinld msguenmninms 1duinms
A [ o Yo a < A Ay o Yo = Y Yo A A
NasanuaNuManiweiuusmauasidesnszii gsuuimsezne legn lasudan
9 A 9o A = 9 Ad Yo a v 9
A94N13 ORI UUININANNADING & A0 IUNNHSVLIMIAIMS taglugiuuundeans
a J a v g I o o

Chen and Chen (2010) l@03 11871 gaun s 1vusmssadlunagnindinny

Usgmsnilangana lahun 1 lumanusgaviannuamnsalumsudaiu
o 4 9 < Y Y a
ANA WIAADINT (2550, 1111 66) taupanuiu 131 aua s 1dusms

IS @ a A Yo a 9 o P Yo a & 1 @
Wuneauna ‘V]QTLI‘]_Iiﬂ1iﬁ$ﬁiJGIJi’]3;!aﬂ’JﬁJﬂ”lﬂW’J\i]l”J’J”ﬁlxllﬂilﬁnﬂlliﬂﬁ G]i\‘l‘]rﬂﬂi’]g(luj%ﬂﬂ
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= 2

Y Yo = < =~ =3 Y a = =~ Y
‘Vlflﬂlliijllﬂ (Tolerance zone) Qs‘uusmsﬂ%xummwawaiﬂumﬂwmmi HAVSNISAU

Y
1 o 1% 1 IS
Llﬁﬂ@n\‘]ﬂu@@ﬂllll@nllﬂ”ﬂllﬂTﬂW”NGIJ@QLmagl!ﬂﬂﬂ uazmmﬁﬂ‘wa%ﬁ Wuman1n

a ~ Yo a 3}./ &
miﬂizmuwaw"lmumﬂmmiuu U YUSLINTIN LN

'
a o = Y

a 1 1 v A a 2 a
F5nA UITAU o YT (2552) na1IN Naﬂ‘W‘ﬁﬁLﬂﬂﬁUﬂTﬂﬂﬁ‘ﬂﬂﬂﬂ”lﬂigmu

LY
=} 1

AUAMYeIMIUTMINN 185 DEeN 1 “qunnueInsusmsngnmiui” (Perceived service

. & a 49! ~ Y o = a ~ @ . %
quality) G]Ni]mﬂﬂellumﬂmi‘ﬂQﬂﬂ”m”lﬂﬁl‘lﬁﬂm‘ﬂEJTJTJiﬂ”ITV]ﬂ”IﬂW’N (Expected service) N1l

a [ & dA

A . . oA a X o = Yo a Y
VINTNITUY (Perceived service) BINAD Uszaumsaiiinadunasninimn lasuusmsuda
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1. any3lavseanuingeie (Reliability) Hu1e9a anvanuisalumslnusms
TuszAunilaiAvIn150819gnAos (Accurate performance) taz 1321919 (Assurance) 34 1d1n
@ Y a Y A o Y 2 o P Y
anwawnsovesminaulumsliuinms ldassawndyan 13 manuinedeyavesgnd

o 9 Y Y a ' Y o 1a o o 4
LLﬁgﬂ”li‘L!”IeU@QﬂﬂTi%iUﬂTiiﬁﬂiﬂTiuﬂQﬂﬂ1 ﬂﬁ‘l/]”l\ﬂ‘l!hJNﬂWﬂ”lﬂ ﬂ15U1§\13ﬂB1Qﬂﬂiﬂl

A A

Y 9 Y A o Y = 1 Y a
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(5300 UITAY & DYTEI, 2552)
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2. anuiiula (Assurance) Wned fIRusmsiianuiuazinpzasuilulums

U
'
A o

a I a (%
13M3 (Competence) HAwgnmuaziiluiiasnugni (Courtesy) Ianudodadiazaunsn
a5l ldungnm 1@ (Credibility) waganuiunsasasie (Security) e 1dun anwg
anvansavesminaulums Iddoyainamsneinumsuims msaianulasase
pazyeru lumISuDTMT ANNNNTEMUAZANUTANYDININOIU WHANTTHUYBININIIY
Tumsadanusetiulums1duims (330 uaiau o ogsen, 2552)
3. @4NENT09UA04 1A (Tangibles) HUBD TIBIUIWANUALAINA
Y A A o = Y o ) 4 v
amiadey 1nsedile tazglnsaiaig q #9'ldun anwiuaievesginial anmadoy
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ANHULNNNMENN  0.121 0.035 0.150 3.479 0.001 0.453 2.209
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