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Abstract

Choosing the right information source to communicate with consumers is crucial for business success,
especially restaurant business with high competition. The purpose of this research was to study information
sources usage to select restaurant by generation Y (those who were born between 1977-1994) and generation
X (those who were born between 1965-1976) consumers and to compare the difference in information source
usage of both groups. An online questionnaire survey was conduct with 234 gen Y and 166 gen X. The study
main information sources consisted of personal source, commercial source, public source, and experiential
source, including a list of 44 specific sub-information sources of the 4 main sources. In addition, this research
also studied how consumers respond to information given in these sources by using AIDA models. The study
reveals that experiential source (self-trials) is the source both generations use the most, followed by the
personal source. Gen Y tend to use personal source from close friends/ colleagues, while gen X use personal
source from family members/ relatives. Chi-square analyses to compare numbers of gen Y and of gen X
consumers who used each sub-information source indicate significant difference of gen Y and gen X users in
most of the sub-information sources, excluding restaurant brochures, YouTube ads, magazines YouTube
Momtanutdag, and self-trial. Gen Y consumers use online public and commercial information sources more
than gen X consumers do, while gen X consumers use offline information sources more than gen Y consumers
do. Restaurant owners will get benefit from results of this study in choosing the relevant specific information
sources to communicate with each target group.

Keywords: Information Sources, Generation Y, Generation X, Restaurants Selection, AIDA Model
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AUNURFIU 3 (H3): vau Y Tdwnasansisauglunisdnduladansiue1mnsunnninau X

9 49

Min et.al(2022) s¥yinau Y fingAnssunisidnfidusalddedesnniuindunisaiisszaunisalliun

'
a

muied luvaed Kotler etal. (2021) szydnau Y limnuddgiuuszaunisaluinndinisidudives wae Liy, Li, and
Zhang (2016) wud@wmsuiuemsiau Y lianudAyduusseiniauinninag X
AUYAFIY 4 (HA): 1w Y TdunasUszaunisallumsinduladensuemnsunnniieu X
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M99 1 L.Lamf\i”lmuﬁtﬂﬂwl,lmﬁd‘ﬁagaLwiamma'q, NANTENUVBINITADAITUDILAAININANINBNITHDUAUBINIY AIDA Model hagAadsseauANUARLILYDY

Msilnafan1sinaulata I1LUNAULUBLSTU

sudUTUTaINNSABUALRITRY GenY sedutuvaINsABUALDITRY GenX
A | D A Aade A | D A Aady
. . . [t . . AU
uviasdaya Funugiay . . . . o uIuae . . . . o
. e U U U U ARl . e U U CiTel] U ALY
(1 Tdundetaya . Y . . Y Tundetaya . . Y N Y
o (30waz) (Sowaz) (308@2) (308@2) seAUNsakG (Wla Y (308a2) (308a2) (Sowaz) (Sowaz) seaumsiina (wia
(Sowaz) (Sowaz)
3) @ (5) 6) Wa) 9) (10) (11) (12) Wa)
) (8)
(@) (13)
UNEIYARa
aulunsounss ‘M%aiy’wa 151 (64.5) 15(9.9) 70 (46.4) 52 (34.4) 14 (9.3) 3.73 (11n) 148 (89.2) 2(1.4) 27(18.2) 72 (48.6) 47 (31.8) 4.44 (111n)
Lﬁauaﬁm Lﬁaus‘amm 225 (96.2) 5(2.2) 72 (32.0) 83 (36.9) 65 (28.9) 4.00 (1) 113 (68.1) 6(5.3) 52 (46.0) 46 (40.7) 9 (8.0) 3.74 (11n)
WARINITAN
winuelsyIFu 65 (27.8) 24 (36.9) 32(49.2) 5.7 4(6.2) 2.82 (Uunang) 95 (57.2) 20 (21.1) 61 (64.0) 14 (14.7) 0(0.0) 3.16 (Uunang)
Tawanrunalnsiamg 74 (31.6) 46 (62.2) 26 (35.1) 227 0(0.0) 2.66 (U1unana) 92 (55.4) 18 (19.6) 54 (58.7) 17 (18.5) 3(3.3) 3.21 (Yrunans)
wuuwes/elavannasuds 150 (64.1) 96 (64.0) 47 (31.3) 7(4.7) 0(0.0) 2.53 (Uunanq) 54 (32.5) 26 (48.1) 23 (42.6) 5(9.3) 0(0.0) 2.74 (Urunana)
Aulwindnvesiuenms 127 (54.3) 30(23.6)  92(72.4) 5(3.9) 0(0.0) 3.18 (Uunana) 16 (9.6) 7(43.8) 9 (56.2) 0(0.0) 0(0.0) 2.75 (Uunanq)
Tawariunduanuwnsy 158 (67.5) 19 (12.0) 92 (58.2) 42 (26.6) 5(3.2) 3.39 (Uunang) 20 (12.0) 0(0.0) 14.(70.0) 6 (30.0) 0(0.0) 3.55 (un)
141
Imwmﬁhumumﬁn 205 (87.6) 10 (4.9) (688) 43 (23.4) 6(2.9) 3.48 (Uunang) 92 (55.4) 12 (13.0) 61 (66.3) 19 (20.7) 0(0.0) 3.45 (U1unang)
68.8
woUNaIATUNTINEID IS
. 104
Lmsuﬂm (GrabFood) 211(90.2) 0(0.0) 43 (20.4) (49.3) 64 (30.3) 4.25 (11n) 115 (69.3) 0(0.0) 42 (36.5) 56 (48.7) 17 (14.8) 3.71 (11n)
ﬂmtwu&ﬁ (Foodpanda) 153 (65.4) 0(0.0) 33(21.6) 84 (54.9) 36 (23.5) 4.22 (31n) 71(42.8) 0(0.0) 25(35.2) 40 (56.3) 6 (8.5) 3.63 (11n)
Tatiunu (LINE MAN) 125 (53.4) 0(0.0) 27(21.8) 54 (43.5) 43 (34.7) 4.23 (317n) 29 (17.5) 0(0.0) 13 (44.8) 12 (41.4) 4(13.8) 3.72 (11n)
WWANEN5150UE
woUnaLatuly (Wongnai) 151 (64.5) 13 (8.6) 90 (59.6) 23(15.2) 25(16.6) 3.70 (w1n) 21 (12.7) 5(23.3) 15 (71.4) 1(4.8) 0(0.0) 3.52 (11n)
Svsnanngiidvinavudeludva 141 (60.3) 1(0.7) 80(56.7)  42(29.8)  18(128) 3.90 () 45 (27.1) 12267)  32(71.1) 1(2.2) 0(0.0 3.00 (U1unans)
nInneSuonILATUT TN
woALANY @aroii 43 (18.4) 6(14.0) 27(62.8) 10 (23.3) 0(0.0) 3.51 (wn) 9 (5.4) 2(18.2) 7(77.8) 0(0.0) 0(0.0) 3.11 (Yrunans)
u8ALAIY @wongnai 65(27.8) 3(4.6) 48 (73.8) 14 (21.5) 0(0.0) 3.58 (1) 10 (6.0) 1(10.0) 9(90.0) 0(0.0) 0(0.0) 2.60 (Uunans)
usawiin #esegluunn 46 (19.7) 3 (6.5) 34 (73.9) 9 (19.6) 0(0.0) 3.61 (n) 5(3.0) 0(0.0) 5(100.0) 0(0.0) 0(0.0) 3.00 (U1unang)
uswwiin #eseuanse 96 (41.0) 12 (12.5) 64 (66.7) 18(18.8) 2(2.1) 3.54 (un) 3(1.8) 0(0.0) 3(100.0) 0(0.0) 0(0.0) 3.00 (U1unang)
usawiin #33A 82 (35.0) 9(11.0) 58 (70.7) 15(18.3) 0(0.0) 3.60 (u1n) 6 (3.6) 0(0.0) 6 (100.0) 0(0.0) 0(0.0) 2.83 (U1unang)

Ve wansdayaanzunagesniduudngldnundesay 50 wialianaiearufniiuvesssiunisiinalusedivinn
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SZAUTUVDINISADUAUBIVBY GenY

SZAUTUVDINISADUAUBIYBY GenY

A | D A Aade A | D A o
ALty
3 o v v AU o v v
uviasdaya Fudingly . . . . o uufiagld . . . . (e}t
Y U FU U U AnLiu Y ERivelt} ERivelt} U U o
1) uvasUaya . Y . . . uviastaya . . . . AnLiu
Y (Sowaz) (Fowaz) (309@2) (308@2) szAUNSINE (Wla Y (30waz) (309@2) (Fowaz) (5owa2) I
(Fowaz) (39way) TEAUNSUNG (Uda
(3) (4) (5) (6) wa) 9) (10) (11) (12)
) 8) Wa)
)
urhawawln $3259u09m3
uruwaledn Starvingtime
4 - 4 ) 102 (43.6) 5(4.9) 80 (78.4) 17 (16.7) 0(0.0) 3.53 (wn) 37(22.3) 6(16.2) 24 (64.9) 7(18.9) 0(0.0) 2.89 (Uunas)
Bosiudaslugy
o da a daa 104
uruwameln PInRn3n 137 (58.5) 4(2.9) 759 26 (19.0) 3(22) 3.49 (Uunang) 49 (29.5) 8(16.3) 34 (69.4) 7(14.3) 0(0.0) 3.12 (Uunang)
wrumawledn wmuniuEh 50 (21.4) 2(4.0) 37 (74.0) 11 (22.0) 0(0.0) 3.54 (11n) 19 (11.4) 5(26.3) 11 (57.9) 3(15.8) 0(0.0) 2.95 (Uunans)
wnumamednesniulivesey 44 (18.8) 1(23) 37 (84.1) 6 (13.6) 0(0.0) 3.59 (1) 17 (10.2) 1(5.9) 15(88.2) 1(5.9) 0(0.0) 3.06 (U1una)
unumamedn Mgy 111 (47.9) 1(0.9) 68(61.3)  40(36.0) 2(1.8) 3.55 (11n) 44.(26.5) 8(182)  30(682)  6(13.6) 0(0.0) 2.93 (U1unang)
uuwaadn Auldiiiu 100 112 (47.9) 3(27) 54 (48.2) 51(45.5) 4(3.6) 3.57 (@1n) 37(22.3) 4(10.8) 27 (73.0) 6(16.2) 0(0.0) 2.97 (Uhunans)
Suanmnsu 3350975
BuanwnIy @starvingtime 120 (51.3) 4(3.3) 71(59.2) 42 (35.0) 3(2.5) 3.86 (un) 13 (7.8) 0(0.0) 12(92.3) 1(7.7) 0(0.0) 2.92 (Yrunaq)
Fuanunsu @foodie.munchies 72 (30.8) 1(1.4) 60 (65.3) 28 (33.3) 0(0.0) 3.65 (n) 6 (3.6) 0(0.0) 6 (100.0) 0(0.0) 0(0.0) 3.00 (Urunanq)
Buanuny @wongnai 146 (62.4) 5(3.4) 84 (57.5) 56 (38.4) 1.7 3.75 (W) 22(13.3) 4(18.2) 14 (63.6) 4(18.2) 0(0.0) 3.18 (Uunang)
BuanwnIy @tid_review 93 (39.7) 3(3.2) 64 (68.8) 26 (28.0) 0(0.0) 3.65 (11n) 9 (5.4) 2(22.2) 6 (66.7) 1(11.1) 0(0.0) 3.00 (Urunans)
Buanwnsy @bon_appetitbkk 33 (14.1) 2(6.1) 22 (66.7) 9(27.2) 0(0.0) 3.70 (w1n)
gV (YouTube) 33951109977
gy vileuntinuan 49 (20.9) 11 (22.4) 28(57.1) 10 (20.4) 0(0.0) 3.45 (Uunang) 26 (15.7) 3(11.5) 16 (61.5) 7(26.9) 0(0.0) 3.54 (1)
E‘J“VJU BoomTharis 108 (46.2) 23(21.3) 37 (34.3) 48 (44.4) 0(0.0) 3.54 (1) 17 (10.2) 1(5.9) 9(52.9) 7(41.2) 0(0.0) 3.53 (wn)
E‘J‘V!v‘d MOJIKO 68(29.1) 7(10.3) 33 (48.5) 24 (35.3) 4(5.9) 3.56 (1) 7(4.2) 2(28.6) 3(42.9) 2(28.6) 0(0.0) 3.43 (Y1unans)
E\m‘d TIGERCRY CHANNEL
“ o 73(31.2) 8(11.0) 29 (39.7) 32(43.8) 4(5.5) 3.56 (11n) 25(15.1) 2(8.0) 16 (64.0) 7(2.8) 0(0.0) 3.40 (Yrunans)
(Fosaslih)
Blog/Website
Aulad Wongnai 132 (56.4) 6 (4.5) 87 (65.9) 36 (27.3) 3(2.3) 3.69 (un) 7(4.2) 4(57.1) 3(42.9) 0(0.0) 0(0.0) 2.86 (U1unaq)
wnasUszaunisal
» 157
nansUszaumsalldsienues 231(98.7) 0(0.0) 18 (7.8) 56 (24.2) 68.0) 4.49 (1) 166 (100.0) 0(0.0) 10 (6.0) 68 (41.0) 88 (53.0) 4.43 (u1n)
68.0
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= = = ' ° 1] ' a a & Y o
15197 2 LEAINISIUSBULNEUAMULLANAIIVBIIU Y LALLAU X 1uﬁaﬂmuﬁfﬂ°ml,azmLaaamwﬂﬂmuimvmiuwa

vasunastayaranisandulaiianiuemns

e AedeAnuAniusziuNTsTna
G U Y U X
Y Y X p-value Ry Y U X t-value p-value
(So8a2) (Sowaz)
(1) (2) 3) (4) (5) (6) (M (8) 9)

WENIELE]
auluasaUASY/ R 151 (64.5) 148 (89.2) 31.204 0.000% 3.73 4.44 -9.348 0.000*
Wiouadin/smnu 225 (96.2) 95 (68.1) 58.468 0.000* 4.00 3.74 3.255 0.001*
WUEINTITAT
NI UTEIE 65 (27.8) 95 (57.2) 35.096 0.000* 2.82 3.16 -2.588 0.011*
Tarwanrunisingviad 74 (31.6) 92 (55.4) 22.653 0.000* 2.66 3.21 -5.597 0.000%
wuntues/elavannaisuds 150 (64.1) 54 (32.5) 38.736 0.000% 2,53 2.74 -1.797 0.074
Tuithsvasiuems 92 (39.3) 53 (31.9) 2.294 0.130 2.57 2.81 -2.353 0.020*
uledndnues¥uens 127 (54.3) 16 (9.6) 84.230 0.000* 3.18 2.75 3.254 0.003*
Tawadun1mInmes 75 (32.1) 13 (7.8) 33.197 0.000* 3.28 3.46 -1.054 0.296
Tayanrun 1B uanILATY 158 (67.5) 20 (12.0) 1.210 0.000% 3.39 3.55 -1.048 0.296
lerwauniumnsgyU-aadlsvan 55(23.5) 33 (19.9) 0.744 0.389 3.25 3.36 -0.811 0.419
Tawaurnuvavisdn 205 (87.6) 92 (55.4) 52614 0.000* 3.48 3.45 0.515 0.607
Tarwaneunslad 78 (23.5) 20(12.0) 23.785 0.000% 2.73 3.05 -2.094 0.041*
weundduuniuiln 211(902)  115(69.3) 28.117 0.000% 4.25 371 7.078 0.000*
weundinduilaunus 153 (65.4) 71 (42.8) 20.154 0.000% 4.22 3.63 6.139 0.000*
woUnAlAdulaiuuu 125 (53.4) 29 (17.5) 53.003 0.000* 4.23 372 3,535 0.000*
HUESENEIT0UE
dnvans 14 (6.0) 11 (6.6) 0.069 0.793 2.77 2.82 -0.199 0.844
waunaaduaslu (Wongnai) 151 (64.5) 21(12.7) 1.066 0.000* 3.70 352 1.220 0.224
dvdwanniTaviwavudelndoa  141(60.3) 45 (27.1) 42.892 0.000* 3.90 3.00 7.668 0.000*
WOALAVIVANLADS @aroii 43 (18.4) 9 (5.4) 14.409 0.000* 351 3.11 1.744 0.087
WOALAIVANLADS @wongnai 65 (27.8) 10 (6.0) 30.165 0.000* 3.58 2.60 5.258 0.000*
ugruinninmes #eseluuan 46 (19.7) 5(3.0) 24.189 0.000* 361 3.00 1.340 0.247
UETURNTIRIMDI#0T08 UBNAD 96 (41.0) 3(1.8) 80.198 0.000* 3.54 3.00 1.479 0.142
uETURANTIRIADS #337AH 82 (35.0) 6 (3.6) 55.897 0.000* 3.60 2.83 2.772 0.000*
wtumaledn Starvingtime (304
Audaslug) 102 (43.6) 37 (22.3) 19.432 0.000* 353 2.89 5.700 0.000*
wrlamledn FInRas 137 (58.5) 49 (29.5) 32.894 0.000* 3.49 3.12 3.583 0.001*
uumaedn wuniudi 50 (21.4) 19 (11.4) 6.697 0.025* 3.54 2.95 3.027 0.004*
uruwameln eenfiuliosssse 44 (18.8) 17 (10.2) 5.509 0.019* 3.59 3.06 3.121 0.004*
wrumawladn vaisuntauan 47 (20.1) 17(10.2) 7.002 0.008* 3.34 3.06 1.873 0.066
urwwameln iy 111(47.4)  44(265) 17.923 0.000% 3.55 2.93 5.652 0.000*
urwwamedn Aulaiiu 100 112 (47.9) 37(22.3) 27.172 0.000* 3.57 2.97 5.013 0.000*

o w o

*TAMULANA19DE 190 ToF 1A B SeAU O=0.05

o
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A1519% 2 (sid)

e AedeAnuAaiusziunsing
CIRY U X

Unaa ($owaz) (5ovaz) e p-value U Y WU X t-value p-value

(1) 2 3) (4) (5) (6) (@) (8) 9)
|G @starvingtime 120 (51.3) 13 (7.8) 82.607 0.000* 3.86 2.92 4.900 0.000*
|G @foodie.munchies 72 (30.8) 6 (3.6) 45.617 0.000* 3.65 3.00 2.222 0.029*
|G @wongnai 146 (62.4) 22 (13.3) 96.263 0.000* 3.75 3.18 3.726 0.000*
IG @tid_review 93 (39.7) 9 (5.4) 60.216 0.000* 3.65 3.00 2.632 0.010*
IG @bon_appetitbkk 33(14.1) 0 (0.0) 25515 0.000*
Eim'd PEACH EAT LEAK 87 (37.2) 15 (9.0) 40.487 0.000* 3.41 3.47 -0.352 0.752
gyU vilountinuan 49 (20.9) 26 (15.7) 1.775 0.183 3.45 3.54 -0.663 0.509
Eim'd BoomTharis 108 (46.2) 17 (10.2) 58.296 0.000* 3.54 3.53 0.049 0.961
Eim'd MOJIKO 68 (29.1 7(4.2) 39.341 0.000* 3.56 343 0.591 0.556
g9U TIGERCRY CHANNEL
o 73 (312) 25 (15.1) 13.670 0.000* 3.56 3.40 1.396 0.166
(\Fo3oali)
Viuled the cloud 37 (15.8) 0(0.0) 28.923 0.000*
Guled Wongnai 132 (56.4) 7(4.2) 1.167E2 0.000* 3.69 2.86 3.066 0.003*
wnasUszaunisal
nan1sUszaumsailimenuies 231(98.7)  166(100.0) 2.144 0.143 ‘ 4.49 4.43 1.048 0.295

o o

*IAuLANA19eg19ltedAY U 52AU A=0.05

Wsuifisunisneuaussiedeniu AIDA Model vasfuslnaau Y uasiau X dsusiazuviastoya

FuiunaziesazvemansENUYBINTABMTIINUTA Ty At a8 e sHOUAUBINL AIDA Model 1831au Y
uaz X uandlumsnedl 1 aedutil (2) - (6) waw (9) - (12)

Msleseiueufisunisneuauessod onu AIDA Model aaiau Y uar X Tagldnnsdiasiedt (2 wu
wissdeyaiiaoinguiinisneuausuaninsegisiifodifey u sefu o = .05 Muandlunsed 3

nsisuiisussiuiunasdayatinadanisinduladenruemsvasiuslnaey Y uaziou X

5197 1 Aedwil (13) wansAnadssyfunsiinaveuvasdoyasonsindulauasnisulanansnaaeuniny
uansinswasALadsauAndiudessumsiinaveaunasteyanenisinduladovesau Y uay X Ingld ttest wandlu
A1519 2 Aedut (6) - (9) wuiiluwnasiiianuwansnatuegefitod Ay wiastayavauladdlvgdnasdeonu v
1Ay Y snduifisaumaaiedfolavanrilatdiou X inndt duundseewladynuvadinasioiou X unndi
U Y

nualunsnedl 3 nueuaenedesesteya Tnsidefiarsaunismeuausmiudunousiieg wes ADA uag

ALRRsEAUNTSENG nuIniimsneuausdlutunewrnes ¥ae AIDA unasiidiafeseAunisiinags
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NAADUANLANIUIEAUNITNDUAUDIAIN AIDA U893 Y way X

undsdaya Sovazidenld/ memeuduasny | Jewandenld/duais  nismevsusmu X2
Anafs(ulana) AIDA* (5ouaz) (wUaea) AIDA (3owaz) (p-value)
ATOUATY/ QYR A(9.9) A(1.4)
64.5 89.2
1(46.4 1(18.2) 50.056
3.73 a.4a4
D (34.4) D (48.6) (0.000)*
(11n) (11n)
A (9.3) A (31.8)
Weuadn Wieusmauy A2.2) A(5.3)
96.2 68.1
1(32.0) 1 (46.0 =21.563
4.00 3.74
D (36.9 D (40.7) P=0.000*
(1n) (17n)
A (28.9) A (8.0)
Tarwaunerunielnsviend 31.6 A(62.2) 55.4 A(19.6) 35240
2.66 1 (35.1) 3.21 1 (58.7)
P=0.000*
(Uunan) D uaz A (2.7) (Uunan) D uay A (21.7)
Terwniumsgny i 23.5 A(12.7) 55.4 A(21.2)
=6.507
paUlawan 3.25 1(70.9) 3.21 1 (78.8) .
P=0.039
(Whunans) D (16.4) (Whunang) D (0.0)
Tawaurnumavade A(a.9) A (13.0)
87.6 55.4
1 (68.8) 1 (66.3) =8.681
3.48 3.45
D (23.4) D (20.7) P=0.034*
(Urunana) (Urunans)
A(2.9) A (0.0)
WELATS 2 1(20.4 . 1 (36.
haUNaLATY 90 (20.4) 69.3 (36.5) _14.687
wn3ula (GrabFood) 4.25 D (49.3) 371 D (48.7)
P=0.001*
(11n) A (30.3) (311n) A(14.8)
WELAT 4 I(21. a2. 1(35.2
haUNaLATY 65 (21.6) 8 (35.2) 9,385
flaunwsin (Foodpanda) 4.22 D (54.9) 3.63 D (56.3)
P=0.009*
(n) A (23.5) (17n) A(8.5)
woUnaLATY 53.4 1(21.8) 175 | (44.8) 8140
Tarluau (LINE MAN 4.23 D (43.5) 3.72 D (41.1)
P=0.017*
(un) A (34.7) (170) A (13.8)
uaundiaduasiy A (8.6) A (23.3)
64.5 12.7
(Wongna) 1(59.6) 1(71.4) =9.418
3.70 3.52
D (15.2) D (4.8) P=0.024*
(11n) (11n)
A (16.6) A (0.0)
vdwanniTavswauude AQ.7) A(26.7)
. 60.3 211
T@8a (Influencer) 1.(56.7) 1(71.1) =51.013
39 3.00
D (29.8) D (2.2) P=0.000*
(11n) (Uunang)
A(12.8) A(0.0)
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undsdaya Sovazidenld/ nsmevausY | Yewazdenld/Anadt  nsmeuausimu e
Anade(wlaa) AIDA* (508az) (wlana) AIDA (328a%) (p-value)
wrlamledn FInRasIo 58.5 A(2.9) 29.5 A(16.3) 11145
3.49 1(75.9) 3.12 1 (69.4)
P=0.004*
(U1unang) D uaz A (21.2) (Urunang) D uag A (14.3)
Suaml,miu@starvingtime 51.3 A uag | (62.5) 7.8 A uaz 1(92.3)
=4.606
3.86 D wag A (37.5) 2.92 Duag A(7.7)
P=0.032*
(11n) (Uunag)
BUAMIUNTY @wongnai 62.4 A(3.4) 13.3 A(18.2)
=10.185
3.75 1(57.5) 3.18 1 (63.6)
P=0.006*
(11n) D wag A (39.0) (Urunans) D uag A(18.2)
Hulwsiwongnai 56.4 A(4.5) 4.2 A(57.1)
=28.176
3.69 1(65.9) 2.86 1 (42.9)
P=0.000*
(11n) D wag A (29.5) (Urunans)

*upneinegnelitedfgy o seau oL = .05
**A = Attention, | = Interest, D = Desire, A = Action

o

“ugpuanIzuraloyaing 2 wudenlduinnirfesay 40 uazlinnuuandnsiuegreited iy

ATUNANITMAFBUANLAFIU F1A1504190 A1 Y2 M58 2 Ardut (4), (5)

duyAgu NAN1TNASUANLYAZIU

Hp: Y unasyanalunisdndulaidensiueinis | advayuuisdiu
UINNTINIU X -au Y Tdunasieuain/iiousinaunnnnineg X

“au X Tduvasauluasauady/gif anninau Y

Hy: v Y Idunasnisatlunisdndulaideandueims | advayuuisdiu
UINNTNAU X +au Y Munasdeyanisiiuseulatunnninau X

19u X Munasdoyanisinfidusenladannndnau v

Hy: vu Y dunasansisaslunisdndulaidendiuenms | atduayu

1NN X

H,: Y TdunasUszaumsallunisdnauladensiuenms | luadvayu

o w o

1IANTNIU X Tnuanuwanenadusgnedivdedd i seeu oL = .05

o

v

wenaniblleasunmsidenlddeidu 2 nau eavlafladuazesulal wuiviwau Y uay X lddeeenlal 100%

drudessulatiiou Y 9614 100% Tuwmsdiou X 4oy 89.8%
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afUs1ena

=~ ]

HaN1sANWIATUAYUANYAZIY H, Wgau1sdu nandfe 1 Y Tdunaaieuatn/ieusinauannndiag X

v '
o Y v oa Aa o

wiildunaspulupsaunsy/aitesndt vistaenndeasiuil Schiffman and Wisenblit (2019) sgyiaseunsivziidnsnag

soumnaluiBfnuazazanatdontauntu lneduilanieguazlasudvinannnquiiendundnuinnd wenaniing

miﬁﬂmﬁl,l,amiﬁt,ﬁwﬂuLauiﬁm%wasuaqmam%’aLLaxzyﬁ%ﬂﬁ‘umLﬁumﬂﬂﬁuua:%m%wamaaLﬁau%aﬂmLﬁ'aﬂwﬁﬁwq
TUnanAULALEYTY T,mﬂvl,é'mamiﬁﬂmit.amdmujﬂmi (19u Y) axld3udvBnannnifiensnnndn druauiunatsaulay
g9l (1au X) azlasudvsnannauluaseuniitagyfiunn i

nansAnIaTuaY H, vy 1y Y unldilunisliudsdesvesuvaanisiiiduosulatainnninau X
Tuvaugdiau X fuwlilunsliunasdosveaunanisiniidusevilatinaninay Y Fsaenndesiuil Reisenwitz and
lyer (2009) s¥uin 1w Y M8umesidauinninawesduney wag Bilgihan et. al. (2013) nd1331 wau Y 1udldun
(heavy users) lulwdgaiindsa fimsuamnuazuistiudeyaineaiuiuemslulmdsaiinisa

wamsAnyIsTuaYY Hy 1u Y undsdoyaassuzannmiiau X fedlenailesanuvastoyadesvasunas
anssasieuiamafuumdieulafiou v fmslduin

wamsfnuTlaiaduayy H, lnevaou Y wae X Tuvasszaunisaflumsdndulaidensiuoimslaiunnsing
fatloadliesniaesnguiiuindmiunadoniuomnsnmanosieaueniideiounniumddu
Wuiindaneiniweundindunsindsonsiaadessiunsinasonisindulalussdunnuasiien wasazuuvly
sedugs (IndiAsiazannnidd 4.0) s 3 weundiadu sdenaindiosngmrevasnd lugueumadvusidofonisds
pnsIsvedinarensinaulatonn WeRinsuasiuinninevaussousundiadunisdsemany ADA asiifaus

Tusgauanvaula ) Yuld

nsirlu1duselevd

Uszlevilugange))
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2. nmsdenundsdeyaiiiodeansludauau Y uagiau X deadenlivinzay lngiau Y avlinudAgyiude
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acd oy
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d1Aey wazn1sAeansuuuiufuffumzauLardAydmsuaunguLaY X
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Abstract

This study is based on survey research that aimed to investigate the general impact of the COVID-19
outbreak after its outbreak on hygiene and safety, attitudes, and preferences, perceived behavioral control, and
desire to domestic travel of tourists in Bangkok followed by the study on factors influencing desire to domestic
travel of tourists in Bangkok. The study sample consisted of 400 tourists in Bangkok, who were drawn by random
cluster sampling based on their area of residence in Bangkok. hen a simple random sampling technique was
used to obtain the required number of samples. The research tool was a questionnaire to analyze the data
using frequency, percentage, mean, standard deviation, and multiple regression analysis.

The results showed that tourists in Bangkok were generally affected by the novel coronavirus infection
outbreak in 2019. Following the outbreak of COVID-19, tourist attitudes and preferences toward travel center
on hygiene and safety. The perceived behavioral control and desire to domestic travel were rated at a high
level. Hygiene factors influenced desire to domestic travel among Bangkok tourists and safety (|33 =0.631,t =
10311, p<.01) and the perceived behavioral control factor (B4 = 0.229, t = 4.456, p<.01), while the general
impact factor and attitudes and preferences had no influence on desire to domestic travel among tourists in
Bangkok (B1 = -0.032, t = -0.894, p>.05) (B2 = 0.068, t = 1.029, p>.05), respectively.

Keywords: Domestic Tourism Desire, Tourists in Bangkok, Impact of COVID-19, Multiple regression analysis
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Abstract

The objectives of this research are: 1) to investigate the attitudes towards online marketing and the
quality of information systems among online consumers in Chiang Mai province, 2) to evaluate the purchasing
decisions of online consumers in Chiang Mai province through Facebook Live, and 3) to study the factors that
influence the purchasing decisions of online consumers in Chiang Mai province through Facebook Live. The
researcher collected data from 400 consumers who had purchased products via Facebook Live and lived in
Chiang Mai. Descriptive statistics were used to present percentages and means. In addition, inferential statistics
were employed to draw factor analysis and multiple linear regression analysis. The study found that the level
of opinion towards marketing through social media and the quality of information systems of online consumers
in Chiang Mai province is high. (X = 3.53, S.D. = 0.98). Secondly, the level of purchasing decision-making through
Facebook Live streaming has a high level of opinion. (X = 3.66, S.D. = 0.75). Finally, factors affecting online
consumers' purchasing decisions via the Facebook Live broadcasting channel were statistically significant at
a .05 level, including service quality, popularity, word of mouth, and data quality, which can be predicted at
68.90%. This research has helped to enhance the understanding of the factors affecting purchasing decisions
through Facebook Live streaming among online consumers. These findings can also be used as guidelines for
developing communication strategies using Facebook Live streaming for businesses that better meet the needs
of consumers and align with their preferences.
Keywords: Facebook Live, Purchase Decision, Social Media Marketing, online shopping decisions,

Multiple Linear Regression Analysis
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Abstract

This study was aimed to examine the impact of modern accounting leadership on job efficiency of the
accounting executive in real estate business in Thailand. The research instrument was questionnaire by
collecting the data from the real estate business of the accounting executives in Thailand. The participants
were 145 accounting executives around Thailand in this study. The statistics was analyzed into multiple
correlation analysis and multiple regression analysis. The results revealed that the modern accounting
leadership included 1) fairess, 2) vision and learning new things, and 3) decision making with a positive impact
on overall performance. The results of the study also provided the guidance on how to develop modern
accounting leadership in various fields so that the work of professional accountants could continue to be
effective.
Keywords: Modern Accounting Leadership, Efficiency of Accounting Executive, Real Estate Business,

Thailand
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warldISn1sdusdiegrawvunuatund Fellvuneulunisdudiegrensd 1) uwundndyduivnaansideulunain
nanynsnduwislszmalneeaniulsaznin Usenausie A1anats AMewile nald nenyiueanleanie nangTuan

S a o

wazn1AngTueen 2) Amvueguditegeiusmsihedadsiitedmnsunindlulsunalnemmudadiu lngldisnsiiey

3

UnyelAlnsensduaidavinisgudiednelagdsduaan Awnsned 1

o 1 Y a = a o

anuzfifdndauuvaeumumilseddlituguimsinesaydsisedmunindlulsuimalnerioau 280 51
Tnsuuurosaavnednuanudlunioutuuvasuny lilovermoyaziuazamuiislunisnounuuasuay
navAulugufidenslusediganely 15 Tu ndwinldsuuuvasuniuuds wazldsuneundundsdauuvasuaiuiy
JeeelIan 2 Wow 91U 145 ¥a tneilidnsimeunduiesay 51.79 Fedenndeaiu Aaker, et al. (2001) Tgiaueinnig
dawvvaeunulunsifennsdsauenanslaglidfinsfinauwuugeuaudedidninisneundustneliesiosay 20 393y
fongausule

\nsesiladds

A533eidunsidedalsunu wisalleofldlunsidudusuuasuay dnwazvaskuvaaunuduLuuLIng

o
Ay aa

dulszanaen (Rating Scale) 5 52U a4 Likert (1961) TagvhnsAnwienatsuwazanuideiiiesdeadioluwumisdly
nsasuwuugeunny tneiansuiemvinseunquiunseukiiAnkas IngUsvasrraeniside
1Y) o a4 a v
nsiawAsasilanltlun1sidy
WUUABUNUTIDBNWUULTEUTOEWAY QNLAUBEITEINIYIINI 3 YU LaztNan1sRATUIRINFTEIN M
tlanuaenndes wagidendemanunidanail I0C (Index of Item Objective Congruence) fiaus 0.50-1.00 Usng)
Faendn 0.50 Yoy wansidemaunswnuingUszasiveanSIfedanansadiluldled (gluns Wsssy, 2558)

v Y a a [

nthuideldinuuasunilumsnaaeddd (Try-out) fufusmsdhediysiaedomiumindlulssmalne $1uou
30 Auusn AidlinguiegailevAanudestiuvesuuasuniEIsAdUsEAvBuean (Alpha Coefficient) A1aiis
Y99A50UU"A Cronbach (1954) Ideamudeiuresiuuasunusisatuiidiiu 0.970 dmfuaunmveaniedlef
THunsidelundedl fideldvnaouanuidoiiuazanuifiswsdasnismnasnasuundunete lneldinaia item
- Total Correlation aAmgFinnsUdadelval da181u133uun () agsendng 0.544 - 0.925 wagUseansaInns
91 eng1u1aduun (n) agsening 0.545 - 0.888 Feaonndasiu Nunnally & Bernstein (1994) léiaus3anis
adeUASILaTIMLNAUNT 0.40 Wueiisen3uld Famnenniieiesdeililunafiuieyaiinuammisme uas
TépduUszansuean (Alpha Coefficient) %amasﬁﬁwmqmiﬂzﬂaﬁﬂm flenduuszansuoanuriniu 0.970 way
UsgAnsnmnisvihanu fierduuszavsueainindu 0.970 @eandesiu Cronbach (1954) Idlauedn Mmaaouay
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M19199 2 MFATeanduiusveinzimansUBadeiniiudse@nsamnisvieu Inesiuvesusmsiedad

ganvadamsunsndlulssinalne

fauus TJE FN IP VL DM VIF
3 4.185 4.266 4.222 4.324 4.186
S.D. 0.395 0.406 0.415 0.414 0.420
TIE - 0.629* 0.728* 0.763* 0.673*
FN - 0.604* 0.672* 0.505* 1.889
2 - 0.843* 0.593* 3.640
VL - 0.592* 4.121
DM - 1.600
*0<0.05

AT 2 WU AanUsassusavauilinuduiusiu Fonavihlminadutyw Multicollinearity fau

FReFvinsnaaeu Multicollinearity Tnglden VIF Usinginan VIF vessiuwlsBasyaigiiiniensdyadivlya e

2

ee &

Aale 1.660-3.640 FallA1tioenin 10 wansinAnudunusvesinusdaselifsunelimiindamwn Multicollinearity

(Black, 2006) Wefisandulszavsanduiusseninsudsdass anegimenstadadelniluusdaganu wuii 8

ANuduTusSAURuUTINUTE NS nn1sviaulae s (TJE) egndldudfgnisadaiszau 0.05 lnedarduusedns

anduiiussEning 0.629-0.763 anuduiiusetluseduuin (Hair et al, 2010)

M990 3 NMTIATIRVINTOANRERUUNAMTNAFDUNANTENUTRIN TIwHUIMnean1s Uy adeivainiisieyssavninnns

auvesiuImsihedyissiredaniunindlulsemalne

JszansSamnisvineulessiu (TJE)

fauus B t p-value
B Std. Error
At (@) 0.301 0.232 1.302 0.195
AUAIUYATITU (FN) 0.139 0.064 0.143  2.163 0.032*
punsaansstuniala (P) 0.173 0.087 0.181  1.975 0.050
svAdevimiuagasiFousadmel (VL) 0.328 0.093 0343 3519 0.001*
sunsindula (DM) 0.274 0.058 0.291  4.706 0.000%

R=0.823R* =0.678 Ade2 0.669 S.E.est = 0.228F = 73.719 p = 0.000

*0<0.05
AN 3 WU aedmansdndadielnl duanugfsssy (FN) Aunisasiuseduaiala (IP) A

Feimiuaznisiseuiadnl (VL) wagdunisdndula (OM) anunsasiuduiwedudsany fe Ussdnsnmnsviinu

Tnesa (TJE) Ié¥enaz 66.90 (F = 73.719, p = 0.000) lnemduuszavdandusiudnvgaszninszansawnsyinany
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nwuvasuaninuniasied lngldmalia n1susuusanisimszviaudiAguasnan1suuacu (Revised
Importance-Performance Analysis: Revised IPA) #a3deasuladn anunsassynuanvagnisliiusnsenu ICT vunseu
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waz uduil 3 “ntnaudu ICT danudulalunisliuinis” ainmstesizideyanie Revised IPA @1unsadang

Audnwaizn1sliuInsiu ICT senidu 4 ngu léun nquil 1 fe “vhAudr3nwild” (Keep up the good work) &
U 6 gudnuae taud (1) Anudkazinuelunmsuitymldegaiusz@niam (2) msnevauswian1sveiuuing
9819590157 (3) audnlalunisliusnis @) anuazaindenisvesuuinisegiesimss (5) anulinsdasenis
Tu3nis waz (6) Anugnmlunisliuinng nquil 2 Ae “wisnanuaula” (Concentrate Here) fdmuau 1 Amdnuae
Tdun “anumounaramnImyes Hardware fugiuiidndu’ nduil 3 Ao “griunnuddni” (Low Priority) S5y
4 pausnune Tiun (1) aumfeunayannInaes Software fuguiisuiu (2) fumeunisvesuuinisdu ICT ligsenn
(3) MwaziBundunouesnsliuinisiu ICT farudaau wae (4) UssdvBamassnislieutiewderiussuy
helpdesk disu nqul 4 Ae “flantadundn (Possible Overkill) §51uu 4 Adnway 1Hud (1) Susounisuints 3
Anugndeswiugy (2) msuAtymnssaniidmualy (3) mnudangulunisliuinng waz @) avweileldlunis
T9u3nns Tnemasidded asdnansdifne anmnsoiluldlunisufudgsnmsuinsdu ICT Tuthanisssuiaves COVID-
19 Wvaenndesiuanumaviawazauianelavessuusinig

Adfy NTIRTIeRAEAYLasian1sU URNY Andnyaen1siiuINIg N1358U1ATes COVID-19 ALUURANAMN

ANSUSN1S SERVQAUAL

Abstract

During the Coronavirus disease (COVID-19) pandemic, most organizations need to adapt their ICT
services to accommodate such abnormal situation. Therefore, understanding the importance and
performance of ICT service quality from the perspective of users is very crucial for organizations to improve
service quality in accordance with the needs of users. The purpose of this research is to analyze the
importance and performance of the ICT service quality during COVID-19 pandemic based on the “SERVQUAL
Model” framework. This study conducts survey research using purposive sampling from 133 employees
(lecturer, support staff) of Faculty of Engineering, Mahidol university as a case study. Data gathered from
questionnaires survey analyzed the importance and performance of ICT service quality using “Revised
Importance-Performance Analysis” (Revised IPA) approach. The research results can be summarized as
follows. Fifteen characteristics of ICT service quality are identified based on "SERVQUAL Model". The top three
most important service quality from customers’ point of view are "quick service response", "service
politeness”, and “service willingness”, respectively. Revised IPA technique is deployed to divide the service
characteristics into four groups. The first group, “Keep up the good work”, consists of six service
characteristics including (1) knowledge and skills to solve problems, (2) quick service response, (3) service
willingness, (4) convenience in requesting service, (5) trust in service, and (6) service politeness. The second
group, “Concentrate Here”, has only one service characteristic which is “availability and quality of basic
hardware”. The third group, "Low Priority", includes four service characteristics as (1) availability and quality of

basic software, (2) simplify service requests, (3) clear service request procedure, and (4) helpdesk system
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”

efficiency. Finally, the fourth group, “Possible Overkill” consists of four service characteristics including (1)
service accuracy, (2) on-time service, (3) service flexibility, and (4) service attentiveness. The findings from this
research can be used to improve the ICT service quality during COVID-19 pandemic of the case study
organization.

Keywords: Importance-Performance analysis, Services attributes, COVID-19 pandemic, SERVQUAL Model
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NIINOUAUDIVDY SQ9  WHAUAIU ICT AN19MBUAUDIRDNITUDSUUINIT0879  Mejia et al. (2021)
Winau 5957 Turenissyuinves COVID-19
(Responsiveness)  SQ10  wilnausinu ICT Sansdalalunisliuinng lugianisseuim Hsu et al. (2018);
3 COVID-19 Zhang et al. (2021)
SQ11  wHneue ICT danudangulunisliuinig lugianis  Hsu et al. (2018);
3¥UNnUeY COVID-19 Mejia et al. (2021)
maeilaldann  SQ12  wineueu ICT Tiaauolaldlunislusnis Tutisnis  Zhang et al. (2021)
winau 58UI9va9 COVID-19
(Empathy) SQ13  wneuAY ICT anuazainsdanisyasuusn1seg1esinisy  Hsu et al. (2018);

Turaansseu1nves COVID-19

Zhang et al. (2021)
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AMANYALAMAIW  S¥iE

A . Aasue 314984
AsIAUINNg fauds
Anulinala so14  gsuuinslianulindasienishiuinisveaninaudi ICT  Hsu et al. (2018);
(Assurance) Tuaenssyuinues COVID-19 Mejia et al. (2021);

Zhang et al. (2021)
SQ15  wilneuew ICT danuaninlunishiuinig lugumsssuin - Mejia et al. (2021);

299 COVID-19 Suh et al. (2019)

2. 5113 Importance-Performance Analysis (IPA)

IPA LuUaiY Ty Tae Martilla & James (1977) Hun3esilonilsitinanufisnelavesfiuuinsde
AMANYAUEAITIAUTNT (Service Attributes) Tagyin15d15735eAUAIINd@IAY (Importance) WAy AZLUUNANT
U URu (Performance) ¥4 Service Attributes tazirurimunduiuunin IPA Tasazuus Service Attributes
oniilu 4 99n1A (Quadrants) In Service Attributes finneguiazannin Fosn1sn1suiluinssdnsdeddy

mmﬁwﬁz:gﬁumnﬁmﬁ’u Fawanslun1nii 1 (Mohammad, Kayvan, Javad & Chris, 2022)

AT 1 URuAmW Importance-Performance Analysis (IPA)

A

v

ann1Afl 1 (Quadrant I): “WiAudrsnee1ld” (Keep up the good work) LUUNLTIAUIIIUUTBINNTINUERS

¥ '
o

t%

AAZLULLAEYBIANE A LAENaNSUS URUNgd munganuddliuinisaasinudidydiu

o 4'\191 =

UANWEUSN

o]

v
cY v a a =

adnvardy wazaseuliifiuimanisuoRmuiuniivszaniam dn1sdanisiia wazadrsmuiianelalifiu

e L,

SuU3NIs At FassnwuseansninnisufiRnuaull
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a9n1Afl 2 (Quadrant I): “wisnuanla” (Concentrate Here) iufiuidnudnsuumesnes wansgmdnuos
fldnzuuundovosnnudidyge uilinamsuiRnuaies mneanut fiuinsastiamuddytusndnumetu
uaidasUsUU Az AUy AnE e saudnurAana LAty

aqmﬂﬁ 3 (Quadrant lll;: “ddfuarudrdiaysin” (Low Priority) Huituiisudreawoms WARSARANYIY
ﬁléfﬂsLLuuLaﬁamaﬂﬂuﬂuﬁwﬁmLLa:wamiﬂﬁﬁamuﬁﬂﬁy’q@ a:V’TauiﬁLﬁud19-1mé’ﬂwm:ﬁf’uhjﬁﬂmuﬁﬁaﬂumammaa
f3uuims Turasifeadu sensufiReuflifussansam dliusnsansoananuddyomudnuusdulidosas
161

annadl 4 (Quadrant IV): “famadudn” (Possible Overkill) WufLAiduIME w13 UaRIANEN YL
fldezuuuaioaudidy uifiiazuuuedonanisuftinugs aseulmiiuieadnumstuldlfidyluaen
y0af{FuUuIms wisdndildsuntsuinisiia gliuinisaunsadnassviolondrensnenslududldvssloniludu
Buq unuls

dmfugadavoansivl IPA Hu Martilla & James (1977) wauslWldirniade (Viean) vesazuunildannisding

dmsuwnunud1dey (Importance) waz unuran1sUH TR (Performance) da1ugnsau (Weakness) 19935 IPA

v
U a

s osannisussfiunnuddalaenss (Implicit Importance) ﬁlﬁmﬂmiéﬁw‘uaqﬁ%’w%mi ylmAnAY
Tthudeq (Bias) wagshliAnmumandevvestoya Fethunuideilaleas Revised IPA wauslag Sever (2015) laTn
ngeU fanNa1d Inen1sinnud1AynIeu (Implicit Importance) WnuAtAzkuunsiaANLdAylagnse (Implicit
Importance) TnensldAud @y medan (Implicit Importance) dwnldainanduussansanduiugidedan (Partial
Correlation Coefficient) seninangununan1sUUReu (Performance Score: PS) fiuaauitenealasiy (Overall User
Satisfaction: OUS) Inssmuidedananvinsfinuidasedng Empirical Study) Tugnanunssunisuinanisviondien
3. 35013 Revised IPA

fumewiTves Revised IPA il 4 Sunou il

Fumoud 1: LL‘U‘Uaaumﬂﬂﬁai’miw%mﬁa%LLuumma"wﬁ’ﬁy (Important Score: IS) LA¥AZLUUNANIT

LY

UfjuRnu (Performance Score: PS) NilsiaAadnuaizn1siu3nis (Service Attributes)

Tupauil 2: uasideyanziuunansuiRau (Performance Score: PS) Navualviogluzunuuasnisis

FrusssusIAlaeldaunisn (1)

Inef [ Aanauanunien13LAuInIs (Service Attributes)

Jupouil 3: Ins1ziniaduyszandandunusiBeaiu (Partial Correlation Coefficient) Inglsian In (PS;)

Wusulsdase wavazwuuauianalasiy (Overall User Satisfaction: OUS) wusinusmng
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v '
[ =

Tunaull 4 AduUseansanduiusiBediu (Partial Correlation Coefficient) 7ilalunAagAMaNYMLNIS

19U3n"3 (Service Attributes) AaArauaIAgyn198es (Implicit Importance)

NSAULUIANNTSIRY
INAITNUNIUITIUNTTUAUNTANUNALATIEAND M AUANTOULLIAAIUITEY FIn T 2

AN 2 NTAULLIANNITINY

AFIATIzRINENATY

ANUANANIILAZA e
wazHan1sufiRuves

AaunnIsIUEN1siu

Audnwznsliuing

M ICT vuNTauLLIAn . ,
i ICT Tudinanisseug

SERVQUAL Model ICT Tutinensseueuas
\ | Y89 COVID-19 |

\ ‘\ \ COVID-19

flanalavosd5uuinig

'
a o a

TngamAdediEurnmmumunssunssufifendes iletunimuniuuuauamnisliuinisluiumsssun
83 COVID-19 Sauanaudnunznislifuanis (Service Attributes) n1elinsousauuy SERVQUAL Model 27niiutinan
Wanuuuaeuaaitelflunsifuteyatunguieniidinualy Weiiususuldasudwiumunisgudognauds 39
111131A 512 %Haf 2835015 Revised IPA Lilafi9zuUsnga Service Attributes oantiu 4 ngu anunNd1dy

(Importance) wagnan15UHURNY (Performance) nedinssuiunsive wansdanInig 3

= aw
AINN 3 NTTUIUNITIY

ALUUAAIN 4 A -
- ANUUILIDND =1
Y a s
nslusnis AMENYE 1
N1INBUAUIIVDY o
— n AANYAE 2
NUNY —» "SERVQUAL [» wilnau > TG GITHRH
AuANEE 3
A39UNA D " |
Model L msenlaldan v
wiineu ANANYAL N
— /L analinga =
“wispnuaule”  [“dudashenenly’
ATLUUNANTS an| so1
AR q @ SQ2
Ufuny ud ® oSQ9 SQ4 505 SQ13
N e o
A -+ R “grduanudidgin” | “floniadudn”
nsinanudAey mi| SQ3g %sq7 SQ8
- e o ® 9 sq1f
1119984 sQio SQ12 SQé6 e

Wan1sUuUAIU



Journal of Modern Management Science 17(1) (2024) pp. 73

szileuansive

UsEynsuasngunlegns

Usernaresnidetldun yaaing (019158 wilnnuaeatiuayw) vesemsimnssumand wnivendouiing
Feléifunsdidnw lneflyaannsdiuan 200 au JsypannsdsnaridugFuuinisdu ICT Tutisnisszuines COVID-19
uazdiuszaunsainsiinuiithu (Work from home) Aausitou unsiau-nangnen 2565 nuadedldvhnadenngu
FEsIuTNEas (Purposive Sampling) Tagldnszansuuvasunuludanguynainsilduinisiu ICT Tnarmun
SruusogsimnzauiiduiunuesUssnnsnuiiues Yamane (1973) fiszdunrandesiu 95% lédiuusiioeis
fifoaiutoya 132 Au wildudoyafodiaals $1uau 133 au @Eaduiesas 66.5 % vesvunausznns) lnefidwau
fegnmaminiuaeaivay 1w 80 au @adudosar 60) waz SuIuMBE1we9919713¢8 §1UU 53 Au @Al
$ovay 40) fuuansiietnenisduan il

N

n= m (2)

200

= Tiz000s5)2 132

g N = Sruiudsemnsvianun, N = 91IUnquiieg 1iimngay, € = AAnuanedauiiuai 5%

\nsesiladds

wdosdiofldlunisitended Wuuuvasunn wiady 3 @1 Usznoude dawdl 1 1HudeyaswaniBonves
grounuuasuam lén Uszianvesyaains (@edvnis wie arealiuayu) fumis waz wihenuiidsia doud 2
wuugeunuANNAAnIaLaEisnalavesmstiusnsiumalulagasaume lugieanisseuinves COVID-19 313w 15
1o Tneldunsindiaedv 5 sedu (5-Point Likert Scale) Ao unflan (szuAzuuy 5) 110 (Sefuazuuy 4) Urunans
(sefunzuuu 3) Yoo (sefuaziuu 2) o tosflan(seduaziuy 1) uag @i 3 Toiausuunifudonuvaredn
U 1 7o

o a A a v
AsHAILILASasNanglun1sIde

'
o =

1. Walukuvaauany (Questionnaire) 1A8NISALATITRUNAIUIVING LBNANTINUITLTLNLITDI TN MAbe

TadpauiianelavesfSuuinsmumealuladansaume auuuudnaes SERVQUAL Model

P

2. vuuvasuawiiiautuligideing (esdfaeunashauifefiisadestuamnmnisliiuing
$1uau 3 vy temudeuauiissmsinaionveauuuasuniu Tnsran13Ina1 10C (index of Item-Objective
Congruence) UadhAaz AN 88581IN 0.67-1.00 Fauanriuvudeunuiimuiismsadaion

3. dwyvasuauiiunsmInasundeaviy 30 ga luiudeyaiieviuimaasuninuiiiedie
(Reliability) wostAa1y TngnanisinArAdudesiu (Cronbach’s alpha) vesusiazdoriaiu agsening 0.73-0.86
wamsInuvasuauimsdeiislumsthluiiudeya

4. Aoudswvuaounuiteiivtoya (ifeldduuvasuauiiianniy evosyiiRasesssunisideluauan

o a

AMZNIINNTIITEEITUNTITElUALYANA1ITBINMINEdaNiing (MU Central-IRB) uenaintuwuvaeuaugassyidu
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aednualdnush deyadiuyana uazfmeuimunvesinouargnifuidumudy WiileTnqusvasimednnavindy
sufsdeyaszagiuazsonulaes ddlimunsaaeunduludgmeunuuasuanile

aoAkazn1TAATIzidaya

wuvasuaudiuiy 180 atuldgndsinudiua weldneuuuuasuniuriu Google forms tneddlusanga
fetne leun 819158 nifnanu (Aaugdemnssumand uniendouiing) vy “Work from home” Tugisnissyuin
84 COVID-19 Fsl@fuuvuasuaumeunduiiauysaldnmau 133 atiu uagihdoyauniszsiuazdszanana 190
Uszananansadnmelusunsunisadn SPSS (Statistical Package for the Social Science) lunsmiAadsAzwuUNg
n15U{0RU (Mean of Performance Score) AndiBaiuuannsgiu (Standard Deviation) wasAndauszAnsandunus

v9@3U (Partial Correlation Coefficient)

NANTTIBUAZNITBAUTIEHE

NAN1538

1. HamsdansgissunssuLazionansiiites aunsnszynadnwarnsliuinig (Service Attributes)
UuFUUAAAIWNITIUINNT “SERVQUAL Model” #1u ICT Turaan1sszunnves COVID-19 fidsnaienudinela
vosfFuuimslévioun 15 audnuue Tasannsoutsnudnune Ju 5 77 swandon D6l

. ffAnuaAidudodld (Tangible) 1 5 Audnvar 1dun Aunfouuazamun1mas Hardware (SQ1)
AUNSONUATAMAINTBY Software (SQ2) Tunaun1sveiuLInsAIu ICT ldgesin/dudeu (503) nsmmun
s1waziBondunsuvesnisliuinisd i ICT fawdaiau (5Q8) UssavBamuesnislinutismdeveaniinmusu
ICT W1usuU helpdesk (SQ5)

. ffmmnidedie (Reliability) 1 3 Aaudnway leuA niinawsinu ICT fauiuaginuslunsuddamls
oghaliusEAvEnm (SQ6) TwanBemtunounisuinsvesmiinaudu ICT Sanugndesusiug (5Q7) winaudu ICT
Trusmsudtmesaandidvuelivserilvdyaly (sQs8)

. fifin1snevausuamiini1u (Responsiveness) il 3 Aaanvue lawA wiinawau ICT In1snevaues
AON15TSUUTNIT8E1939A57 (SQ9) wilneusu ICT fanudulalunisliuinis (SQ10) winsudiu ICT Harw
gangulunisliuinig (SQ11)

- fianiswenlaldainwineu (Empathy) ) 3 2 aadnwae laun wiinaud ICT Tianuenlaldlunis
Tu3n1s (5Q12) wilhausn ICT lianuazansen1sveiuu3nsedsansa (SQ13)

. fidnsaulingda (Assurance) 31 2 andnwae taud guusnislianulindasdenisliuinisees
WiNMUA ICT (SQ14) wilnausw ICT danuaninlumsliuinig (SQ15)

2. HanFInkagiATIEiANianelave s uuInIsAu ICT Tugianisseunnves COVID-19 INMTIATIER
Foyafisrusmainuuuasuaulagliisnieada wui1 azuuuedenanisufoRny (Performance) uag AnudRy
1388w (Implicit Importance) Fs3n1nAduUss Ansanduiusidsdau (Partial Correlation Coefficient) veduiaz
Service Attributes @n3nsaLARININANI T 2 TnefiAiadesau (Grand mean score) %aﬂwaﬂ’ﬁﬂﬁﬁamu Wiy 3.97

wag AduUsEAntanduiusidsdi (ANNd1AYNIDeN) senine AudnyaenTIiUINIsMIleg du AzuuuALienels
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53 e nualinudnvaen1sliusnsimiensn feg1adu Arduuseansanduiusidediuves SQ1 fim 0.188
U188 SQ1 danudusiusiuaiuianalasiuindu 0.188 wWianmualy SQ2-SQ15 Al Wusu Inenuin ¥inidn

AINEIAY N199DUVD Service Attributes %9 s01>501>5Q10>50>50>50>5Q1>505>503 >5Q4 >5Q7 >

o

SQ2>5Q8>SQ11 uag SQ12 1ie9a1n SQ11 hay SQ12 JuuninANUEIAYNIDoNLIAY TR TUINAAIVBIALAAE

ay

ANAIANIS (E) AU ALedeasiuunan1sufuanu (P) InenisveaeutudAyvneadifisie ttest 7 seAuAULToly

95% WU SQ12 fidmasing (0.14) F9unnin SQ11 AlAnang (0.10) faths SO11 Satduiianin sQ12 Taganunsa

FIuun Service Attributes 9anNAUNGNTBY Revised IPA auiuanalilumisned 2

A13197 2 AzlUURan15UH TR (Performance) wagaiudAynnedau (Implicit Importance)

fAAMAW WA AneReanu AlefsAsuuuke e A1 AnduUssAvdandusiug CRIRIN
nslviusns fuus  AAnd MsufiAnuy  (E-P)  ttest  1¥edu (AnudAny UULHUNIN
(| P) Madon)
aunmidusedld  sQ1 4.29 3.62 068  -7.89* 0.188 wisauaule
(Tangible) (Busu 5) (Concentrate Here)
SQ2 4.26 3.73 053  -6.04* 0.105 fupudFa
(Busiv 12) (Low Priority)
SQ3 4.19 3.90 029  -3.69% 0.123 dduanuddinsh
(Buau 9) (Low Priority)
SQ4 4.05 3.77 028  -3.57% 0.121 dduanuddinsn
(dusu 10) (Low Priority)
SQ5 4.21 3.94 027  -3.62* 0.136 dduauddinsn
(dusiu 8) (Low Priority)
mnuudede SQ6 4.30 4.08 023 -3.88* 0.204 Audsnv ety
(Reliability) (Busiu 4) (Keep up the good work)
sQ7 4.12 4.02 0.11 -1.59 0.120 anaduan
(Budu 11) (Possible Overkill)
SQ8 4.26 4.08 017 -2.72% 0.057 flonaduan
(udu 13) (Possible Overkill)
NIROUAUDITEY  SQI 4.23 4.03 020  -3.27* 0.180 Maudsnwield
NN (Budiu 6) (Keep up the good work)
(Responsiveness)  SQ10 431 4.13 0.18  -321% 0.234 Aauarsnwuentd
(duau 3) (Keep up the good work)
SQ11 a.14 4.04 0.10  -1.55* 0.006 flanaduian

(Budu 14) (Possible Overkill)
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AAAAIN s AuelvAanu AlodsAsuuuNa made A AnduUszAvBanduius AN
nslviusns fuus  AAnde Msufiacnuy  (E-P)  ttest  1¥sdu (AnudAny UULHUNTN
(3] (P) Medon)
astolaldann SQ12 4.25 4.11 0.14  -2.40* 0.006 onaduidn
WnU (BuAU 15) (Possible Overkill)
(Empathy) SQ13 4.22 4.05 017  -3.03* 0.489 Ana s ly
(Budu 1) (Keep up the good work)
anulinaa sQ14 4.23 4.03 020  -3.32* 0.174 Maudsnwield
(Assurance) (Budiu 7) (Keep up the good work)
SQ15 4.18 4.10 0.08 -1.35 0.237 Awa s ly
(Budiu 2) (Keep up the good work)
Aaiesan 4.21 3.97 0.16

(Grand mean score)

o w

NUEE): “*” Naaeutisd1Ayainn 0.05 MseseRuAIUYREU 95 %

o

yadeyarnaisazuuunan1sUURU (Mean of Performance Scores ) kagn1sinaudrfgnisdes
(Implicit Importance scores) UadL#ag Service Attributes 911015799 2 U nAenaukunIn Revised IPA Tag s
U84 Mean of Performance Scores Qﬂwé”amvul,muﬁn (Vertical axis) wag Implicit Importance scores Qﬂwﬁamuu

WAUUBY (Horizontal axis) AauanalunIng 4

AN 4 ATURANTIATIEIUNUNIN Revised IPA

0.60 1 o A Y w v
mammau% ﬂ"lﬂ!.!i;’l':l‘iﬂll"l!@"lll'l
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®sQ13
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S SQ6
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sQ3 505 P
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INUNLAMN Revised IPA 922180MN15WUS Service Attributes sanilu 4 ngu il
39017 1 (Quadrant I): ngu “vALa1¥nw1l3” (Keep up the good work) 31131 6 Service Attributes
laun SQ6, SQ9, SQ10, SQ13, SQ14, uay SQ15

99n1A 2 (Quadrant II): nax “iyiaanuaula” (Concentrate Here) §31u7u 1 Service attribute Town SQ1

'
[ o a o

I9A1A 3 (Quadrant IIl): Ngx “d@rRuaaEIAYan” (Low Priority) 311U 4 Service Attributes lali SQ2,
SQ3, SQ4, wag SQ5
99117 4 (Quadrant IV): ngy “dleniaauidn” (Possible Overkill) #3113 4 Service Attributes lown SQ7,

SQ8, SQ11, wag SQ12

aAUs8Na
IINNANIIANYINITIATIEANdAgLagkan 15U URMuveIRuaInnsliusnsau ICT ludienisseuin

984 COVID-19 NSMANY AEIAINSTUAIANS UNINeSeNTng anusaesusenanIsAne basadl

a i3

nMTATIEvimiInANdAYYes Service Attributes (15099 2) WU Service Attributes MISUUINTAY

ICT Wianuddguiniianlugiglsnssuin COVID-19 lay 3 duauwsn laud “winauaiu ICT ianuazaindons
P93FUUINTBETINTY” (SQ13) “nineusiny ICT danugnmlunsliuins” (SQ15) wag “winaudiu ICT Ay
wWilalunsliusnns” (SQ10) FenanuiduilaennassiunanisAnwived Hsu et al. (2018) way Mejia et al. (2021)

na1rin mselaldanniingiu (Empathy) auliangla (Assurance) uaz N3RBUAUBIVDINTNIIU (Responsiveness)

Y =

Junndnuaeiinnuddgdensliuinisdiu ICT Weswiniluiiusniingassigsuuinisiivssaunisalifsenis

q

U3N13#L ICT wazdau Service Attributes AgFuuinislvianudifydesdian 3 susdu léud “winsudiu iIcT
Trusmsuidamesananiidivualy vie Alrdyanli” (5Q8) “wilnanudu ICT fanuBaveu Tunsliins” (5Q11)
waz “wiinauenu ICT Tanuenlaldlunisliuing” (5Q12)

HANITILATIENLNUAIN Revised IPA WU “wilnauaiy ICT ausuasiinuelunisuidynilaeeied
UseanSam” (SQ6), “wiinausiu ICT fn15AaUaNDIRaNISURTUUSAI50E139590L57” (SQ9), “wiinanusu ICT Jany
winlalunsliusnig” (5Q10), “wilnausinu ICT Wiauazainsanisvesuuinised1esamss” (SQ13), “Hiuusnistv
Anulindadenistiuinisvesiineu ICT” (SQ14) wag “winaudiu ICT Ianuannlunisliusns” (SQ15) aneg

Tu 99n1Af 1 (Quadrant I) fie ngu “vAua5nu101lY” (Keep up the good work) Blifiiudn g5uuinasi

o

ANuAIALazANAIANTIIEE SQ6, SQ9, SQ10, SQ13, SQ14 uay SQ15 g4 Turausidenu @ﬁu%msﬁﬁimmmmw

q

MsUfTRNs/U3ANs gauiiendu Feumasau ICT AISHRITNMITEAUANAINYBY Service Attributes Aananats
%aﬁaﬂuwvﬁwammmm (Strength) Bans@nwilaeg Zhang et al. (2021) fidorauewuziniindinil Adsdinaswaun
Fesn1ansiudoyadoundy (Feedback channel) ¥osfuuinng ileflazaiunsnuiudss Service Attributes fiogly
nauilagasteiiles (Continuous improvement) iasnadaatuamaaniaesfuusnisognaontian
“AnunSounazANAINYDY Hardware ﬁugnuﬁﬁ%ﬁu” (SQ1) anegly w;mﬂﬁ 2 (Quadrant Il) Aa ndu “iui
aruaula” (Concentrate Here) ¥t fuuinislianuddyuazarumenisie SO1 g9 uinamsujiRnudu

o w '

SQ1 agluszauiian datiu niienui ICT fadlinnudiAysenisusuumilunisuinig sQ1 Wududuusnegns
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3997w BaauAdelae Hsu et al. (2018) IRidufisarumdouuazaunmues Hardware Hugiuiisndu fanunse
advayunsvhaulsegivszd@nsnim 1w PC, notebook, internet 1ugiu Lﬁaaﬁuagﬂﬁ@’%u’%ﬂWimamm/‘hmulﬁ
ogeseLilos lifinda Taofifouusihliiinisdrnauasdariununudenisues Hardware aluduusuniuay
AN tilpsesiumNFRINsTuTIINITIEUINYE COVID-19 wieanunsalitliun@idug Antnnuesivazdesiny
“Work from home” laianansaudvheniuaauiivhannls 1Wudu

“AuNSouLAEANNTNTDY Software flugiufisudu” (5Q2), “dumeunisvefuuinisdu ICT Ligasnn/
dudfou” (5Q3), “mafmuaneazdenduneuvesnsliuinisd ICT Sanudaian” (5Q4), “Usvandnmueanisl
ANuTIEIMADvRsNTNLFY ICT H1USEUU helpdesk” (SQ5) ANBguUL 99A1AT 3 (Quadrant i) fie ngu “d@rdy
AR (Low Priority) Flkfiui ASuuinistianudidguazauaianisee SQ2, SQ3, SQ4 kay SQ5 i lu

o

vuzifeniu giiusnisidszauamnimnisTiusnisiindaeguiu datu widse e ICT arsTianudidglunis

v
oA

UFuUss Service Attributes TUﬂqmuLﬂuﬁuﬁuqmﬁw (Martilla & James, 1977)
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