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Abstract

The purposes of this research were to compare levels of customers satisfaction
between general customers and customers of the service group at Pranburi Cabana
Resort; to study factor affecting to customer service satisfaction at Pranburi Cabana
Resort, stratified random sampling technique was applied to select 500 resort
customers. A questionnaire was used as the instrument in gathering data and statistics
used in data anlysis were frequency, percentage, average t-score, inferential statistics, t-
test, one way ANOVA for Hypothesis testing. In addition, Multiple linear regression at
level of significances are 0.05.

The result revealed that the factors affecting to customer service satisfaction at
Pranburi Cabana Resort includes expectation, quality perspective, value perspective,
appearance, service satisfaction, problem of service and service loyalty. Service
expectation was primary factor positively impacting quality, and these two factors
would be having a positive effect on the value perspective. All three factors were a
positive effect on service satisfaction and appearance Pranburi Cabana Resort that
positive effects to quality perspective and service satisfaction. Five factors would be a
positive effect on the recommendation and service loyalty to the service at level of

significance 0.01
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andlumadilduinig Usuys aunditaesvn

AUNS AL
. el
wolawag . Y G HECTN . . velae N
N Fnu N , awdnwal | - 5| mswusain assnandisi
andnlunns MAnTa | Aounw ANIAN USMn o
Yoy a ! ) ve mslgusn
1 1dusnns "su
Ll
B8 290 0.8085 0.8192 0.8311 0.8029 0.8882 0.6583 0.8946
Wﬁﬂ 210 0.8126 0.8258 0.8905 08173 0.8880 0.6330 0.8841
t-test -0.3524 -0.5979 04474 -1.2999 0.0168 0.7374 0.7578
978
AN 20 U 20 0.9375 0.9062 0.9441 0.9310 0.9376 0.9087 0.9500
200 -2309 61 0.8914 0.8938 0.9009 0.9008 0.8996 0.6573 0.8936
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gnérluns hau | purm | g aminad| o) sl i]\‘ﬁﬂi] ﬂf](ﬂ’t
wildiusng 95U My
319-409 182 0.8924 0.8791 0.8906 0.8914 0.8798 0.5754 0.8866
419-50% 214 0.8810 08746 0.8760 0.8825 0.8805 0.6985 0.8690
51 ?J%uiﬂ 23 0.9091 09171 09148 09170 0.9033 0.7003 09201
#a1Un N
Tan 148 0.8588 0.8412 0.8339 08714 0.8401 04678 0.8961
ausd 348 08213 0.8049 0.7765 0.8352 08153 0.5283 0.8554
9181579 4 0.7526 0.7206 0.7136 0.7610 0.7364 0.7009 0.7708
F-test 0.6936 04527 0.9005 0.3179 1.0231 0.0729 0.8227
SEAU

AsANEN

Uszoufne - - - - - - - -
Aseufnel 83 0.8998 0.8906 0.8994 0.9009 0.8902 0.5365 0.8922
‘U?zyzywﬁ 371 0.8896 0.8925 0.8834 0.8987 0.8881 0.7382 0.8872
6N ekl 46 0.8840 08773 0.8899 0.8860 0.8856 0.7261 0.8853
USeyee3

F-test 0.6378 0.5388 0.4649 0.6418 00511 | 170825  0.1068
21w

ANVY 28 0.7870 0.8017 0.7864 0.7968 0.7848 04917 0.8063
TniSeu- 35 0.8548 0.8800 0.8595 0.8565 0.8595 0.3619 0.8214
HdnAnw

q3ﬂi]ﬁ"3‘u&m 213 0.8233 0.8325 0.8219 0.8319 0.8236 0.5788 0.8589
41519015 169 0.7955 0.7995 0.7749 0.7965 0.7938 04570 0.7668
%‘u 9 55 0.8129 0.8296 0.7968 0.8078 0.8149 0.4906 0.7969
F-test 26817 35859 38094 26815 28167 | 67446  6.62477%
selfiade

ﬁ? 171 10,000 26 0.7574 0.7912 0.7990 0.7989 0.7941 04118 0.7794
UM

10,001- 116 0.7820 0.7910 0.7740 0.7892 0.7842 04323 0.8076
20,000 um

20,001- 268 0.7960 0.8210 0.7825 0.8216 0.7992 0.4079 0.7869
30,000 Um

1NN 90 0.8667 0.8857 0.8810 0.8825 0.8833 0.7905 0.8821
30,001 um

F-test 4.7933%%| 346637 352367  3.4619%% 2519% | 149389 4.7226%*
daaandn
Tdu3nas

F381 250 0.8213 0.8049 0.7765 0.8352 0.8153 0.5283 0.8554
¥
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W ldusnis a5y
(Workday)
szhﬁwqm 250 0.8588 0.8412 0.8339 08714 0.8401 04678 08961
(Weekend)
T-test 39382% | 481277  4.5941% 5.05227%% 341431 4.4325%| 6.7513%%
NANgNA
anAvaly
-Walk-in 100 08276 0.8227 0.7965 0.7946 08216 0.5499 0.8106
-Call-in 100 0.8349 0.8529 0.8419 0.8325 0.8381 0.4000 0.8242
-Agent 100 0.8348 08521 0.8491 0.8322 0.8481 0.6302 0.8506
Qﬂﬁ?ﬂﬁim 200 0.8076 0.8227 0.7932 0.7946 0.7948 0.5222 0.8440
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F-test 30064 | 64222 10.5456 6.0600% | 62230 183018 12.1613*

o w a o o
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AnuuanAeiuvsell Inensiasieilaensnageuassauys (Bivariate Analysis) lanansdl
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sefun1sEnundisnaty ftywvesu3ng wandstuesnsdidedfymnadn diu Ay
manTs guuesaaunw amdnwal mnufinelaseudnisildiu ammasindnddenislduing
lawnneneueeedfidedAgynneaia
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Paanandlduinsisnaiu auaants yuuesnunm amdnual anufianelase
U3nsiildsu Snnsuuzh way anuasindnddenislduinig AOAMNINYDIAUAILATUTN T
upnAAue N litudAgNI9aia

naugNAnTiAnafy AmAAnTs yuNesnmAIN nwdnwal anufisneladeuinsilasy
fnsuuih way ANNTNANFREN1TLYUINT Ao NYRIEUAILAZUINIT wANA1TLBEN
HilodAgneada

3. NANINADUANNAFIY

N’Jﬁ]81@‘1/1']?1’131]5«E’Jﬂ(ﬂLL‘U‘U‘\]Wﬁ@ﬁﬂ?’lﬂWﬁW@Iﬁ]%@ﬁﬁﬂiﬁaLlliﬂ’] (ACSI) w3 Fomell,
John, Anderson, Cha & Bryant (1996 : 7-18) 91u3u 7 84AUsenau Lwamaawqwguau
Ussanadanuduiusigavguainiinuaenndesiunseli uazainiinsizideya wuin
LLUUﬂwaaqwm%aiwmuﬂULLU’umaanmiaiwmwmmwawﬂwaaamﬁamsm (ACSI) fim 3
aonndesfuluoadusznaudl 1) anuaamta 2) HULDIAMANN 3) YuUBIAMAT 4) NMWAN W
5) aAruianela 6) Auuztn way 7) Anudng egrsltdeddgynisais

Asmanuduiusveesdusznovresdaiinnufionelalaeldadfduussansnig
A1 RBeannes (Regression) Muunseduuddavsadnfisedu 0.01 waz 0.05 o4
ANNTNYBINTTHUNTABUYDIATH DY

+0.6295*** +0.6728**

<\

W.4808**

Amufianela
Customer
Satisfaction

Ananwal
Image

ANUANA
Customer
Loyalty

LUUBIAUAN

Perceived

+0.8043***
+0.8136***

+0.3539%**

+0.2809**

+0.7071%** LUNBIAUAT
Perceived

Value

+0.4379%%

+0.3462**

AMUAIANTS . .
AU

Customer +0.6827%**

. Customer
Expectations

Voice

wnewme Aleddgnneata 0.05 **fideddynieadia 0.01

uNun 1 uansdviiauiianalavesgnaiiiisienislduinis Usiys aruiul Saesm

NN 1 WU ANUAIANTIYeIgnATlunsdUINIsveIUTIMYS A1uIU Saein &
ANNANTUENITUINFARYuNaAMAINNTIAUSNT ANUAAnTvesgnAiinaluniauInde
HUNBIAUNIN ANUAINNTIVDIgNAEIHATUNIUINABLNNBIANAT AIUAIANITIVDIGNANEING
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TumsuinsieAuianela YuLeIRMANYBINANINALUNIUINADLNLDIANAT HLDIAMAIN
vognAdinalunisuindennuiienaly YunesRuAvegnAmdnalunuIndeaufianela
AMNANBAIYRRNAIENATUNIIUINFABLNNBIAMANIN MNENBAIYBIUTINYT AU Saesn d
Halunsuindennuiienela Anuilanalavesgnandinalunisuindeiugid aAnufianela
vasgnAinalumeauindeauing aAnudnainalunisuinsedwuz uag Aluzdiingly
mauIndenINEnyel

Tumsnaaevaunigiufidelavinnmegeudiuds laud 1) anuaianivesgndi 2)
HUNDIABAMAN 3) YuuBIAMAT 4) Mwanval 5) Anwilaneladen1suIns 6) Auzil wag
7) AnuAssnAnARean1slduInTg muesdUsenaureInsassriinuisnelavesansgeiuing
(ACSI) w84 Fornell, John, Anderson, Cha & Bryant (1996) TnglonanisiAsIE

auufgiuil 1 AuAands (Customer Expectations) vesgnénsenslduinisves
U503 AU Saesn TAuduiusvnauIndoyuNeInunImNITiU3NIg dralunisuinde
HUNDIROAMNIN (Perceived Quality) UBIFUAAZUINIT KAIINNITANYIAINNGUEROU
WUUEDUNIN 91U 500 AU AUAIRKTI (Customer Expectations) Aani1slduinisves
Usauy aunin aesn danuduiusesiideddymisadfnisedu 0.01 uaziinalumauan
AoyUNBIAMAIN (Perceived Quality) N15l9iUsN1g

aunfgudl 2 anuAamda (Customer Expectations) wesgndnsenisléuinisves
U503 AU Saesn demalunisuinsieyusessienne (Perceived Value) N1slyiusnms wa
INNISANYIINNGULAOUUUUABUAN §1UU 500 AU dAI11AIANTS Customer
Expectations) 83gnAian1slduini1sveslsiuys A1uii Saesn danuduiusediadl
odAamsadafisedu 001 uagdnalunauandesmuuesnuei (Perceived Value) 13
TAusng

auufgiudl 3 mmuA1Amds (Customer Expectations) vesgndnsionsléuinisves
Us00ys Aui Saesn dealunsuindeaiufianela (Customer Satisfaction) lngsiuvas
nsliusnsiilédu naanmsfnwiainnguineuuuudeuniu $1uau 500 Au Sanuaems
(Customer Expectations) vaignarsienislduinisvesusiaiys aun Taesn danudusiug
aglilfiTedrdynisadfvisedu 001 waziinalunisuindeainufianela (Customer
Satisfaction) Ingsiuveaenisliuinis

auAFIUT 4 yuneInAAIM (Perceived Quality) AoAudiazuInig desaluvnauanse
YuIwaAuA (Perceived Value) N1USNTT HAIINMSANYININNGUERBULUUADUAY
71U 500 AU JUUBIAUNN (Perceived Quality) fiadufuazuIngg IANuduiuseeel
toddmeadafisedu 001 uaziinalumsuindeyuuessonmue (Perceived Value) N1
TAusng

auAFIUT 5 yuneanaAIM (Perceived Quality) AoAudiazu3nig desaluynauanse
Auiianela (Customer Satisfaction) N13MU3NNT HAINMIANWIINNGUERBULUUABUAY
31U 500 AU YNNBIAMNIN (Perceived Quality) foduAILarUINIT IANNFURUSoE
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Todfyadfiszdu 0.01 uaziinalumeuinseruiianela (Customer Satisfaction) N3
UINg

auNAFIUT 6 3yuNDIRNAN (Perceived Value) vesduflazuInig daalunisuinse
Aufanela (Customer Satisfaction) N15U3NT HAIINNTANYININNFULABULUUADUDY
91U 500 AU YUNBIAMAT (Perceived Value) vesdUAILAZUINIT UANudNTUTaE9
Toddyneadafiseiu 0.01 wariinalumsuandeaufisnela (Customer Satisfaction) N3
TAusng

auufgiul 7 awdnwalvesusangs anuth Saesn Snalunsuindesueasienanm
(Perceived Quality) M15l#U3N15 WaINNSANBIINNGUFRULUUABUNIN 71U 500 AL
awdnwal (image) vosUsIAE Au Jaedn fanuduiudedeiidodfynsaifiseiv
0.01 waginalunisuindeyusessiannnn (Perceived Quality) N13MAUINTS

auufgiuil 8 nwdnwel (Image) vesusiauy AUt Jaedm dwalumsuindeaiiy
#anela (Customer Satisfaction) N151¥U3NS HAINANIANWIINNGUERBULUUADUAY
U3 500 AU AmEnwal (Image) YeIUTIUYT AU Saesy danuduiuseeadidud Ay
maadAisEAv 0.01 wagiinalumaeuindennuiienels (Customer Satisfaction) nsldu3nis
UBIGNAN

aunfgudl 9 anufianels (Customer Satisfaction) sion1slHuinisvesgnin dea
lumsauseAuzil (Customer Voice) HAINAIANIINNGURROULUUABUATL T1UIU 500
AU AUTlanela (Customer Satisfaction) sien13n1slduInIsvesgnan aduduiusegied
Toddaymneadiisesu 0.01 uaiinalumsuinseruugii (Customer Voice)

auufigiul 10 mufianela (Customer Satisfaction) senslduinisuegnii danalu
MIUINABANANG (Customer loyalty) Msldusni1seegnAT NaNNIsANYINNGURREU
Wuuaeuay 91U 500 AU Aitanela (Customer Satisfaction) semsldusnisvesgnen i
anuduiusedeiod fynnsadfiisedu 0.01 wazdinalunisuinsennudng (Customer
loyalty) n1slgusnisvesanén

auNAgIL 11 duuzth (Customer Voice) sismslduinisvesgnin deualumsuinsie
AANG (Customer loyalty) N15l4USN15V049NAN KAINNNTANBININNFUERBULUUADUN
417U 500 AU AUz (Customer Voice) danslduinisuesgndn danuduiusodiall
Toddaymneadfisesu 0.01 wariinalumsuandeaudng (Customer loyalty) n1sldu3nas
UDIGNA

AUz 12 Ausind (Customer loyalty) sianisldusmsvesgnen dealumsuinse
Awanual (Image) IUTIMUYT MU Taasn KaINNITANYIINNFULRBULUUADUDY
91U3U 500 AY AUANA (Customer loyalty) siansldusnsvesgnA danuduiusegied
Todduneadffiseiu 0.01 waviinalumsuandenindnuel (mage) YBIUTIUYT AU T
a0
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FoyNNBIRUNIN (Perceived Quality) AI1UAIANTY (Customer Expectations) Sinatumiauan
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Auawela (Customer Satisfaction) HuNIRUNIN (Perceived Quality) fnalunauinee
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Loyalty) n13509138u (Customer  Complaints)  fualunisuinaeniiudng (Customner
Loyalty) wazaa1uing (Customer Loyalty) fnalumsuindenindneal (image) Fadulumiu
Avlinnuienelavedansgawsni (ACS)) vas Fornell, John, Anderson, Cha & Bryant (1996)
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