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An Analysis of Industrial Location Patterns of Processed Food Industry in

Suphan Buri Province

Podchanee Sriwichian

Abstract
This study aimed at analyzing location pattern of food processing industry in
Suphan Buri Province and factors influencing the industrial location pattern.

The study was conducted using the questionnaire to collect data from government
and private sectors and applying the geographic information system (GIS) for geographical
data analysis.

Considering number of labors, this study found that there were 1,830 workers
working in food processing industry in Suphan Buri province, of which Samchuk district had
the highest percentage (38.25), followed by Muang district (19.07) and U-thong district
(16.83) respectively. It was also found that food processing plants were significantly located
along major transportation routes, of which being upgraded and widen to have more lanes
in order to facilitate transportation of raw and semi - finished materials and distribution of
finished products. Also, many plants were located in agricultural areas to save cost of
transportation of raw materials. In terms of types of food processing industry, plants of fruits
or vegetable processing were concentrated in U-thong District. Plants of seeds or
underground seeds processing were located mostly in Muang or U-thong District. Most
plants processing flour or food from flour, were found in Muang District. The majority of
plants processing coffee, tea, chocolate, sweets, were situated in U-thong District. Most of
spices, curry pastes, food ingredients processing plants were located in Muang District. The
most significant factor influencing the selection of food processing industry location
was availability of public utilities, followed by industrial entrepreneurs, raw materials,

transportation, and availability of land and factories respectively.

Key words : Industrial location pattern, Food processing industry.
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Employees’ Job Satisfaction and Loyalty:
A Case Study of ACLEDA Bank Plc., Cambodia
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Abstract

This study aimed to explain organizational-behavior-related phenomena of job
satisfaction and loyalty among employees of ACLEDA Bank Plc in Phnom Penh, Cambodia.
The study employed two main approaches, qualitative and quantitative, with 180 samples
out of 7070 employees as of 2011. The findings indicated that the vast majority of
employees were satisfied with their job. The findings did not show any significant difference
in degrees of employees’ job satisfaction on the eight factors namely “working
environment”, “compensation”, “work itself”, “responsibility”, “achievement”, “growth
and possibility of growth”, recognition, and “advancement”. The result also showed that
there was no significant difference in job satisfaction among males and females.
Furthermore, the findings indicated that the majority of the respondents did not intend to
leave ACLEDA Bank and were willing to work until retirement, partly as a result of job

satisfaction.

The overall results of this study can be used to enhance the existing human
resource management strategies and policies in ACLEDA Bank Plc to keep up with

international standards of practice.

Key words : Job satisfaction, Employee loyalty, ACLEDA Bank Plc, Cambodia
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Introduction

Human capital is recognized as the
fundamental source of productivity and
quality in a workplace. An effective
organization needs to understand its
employees’ attitudes and behaviors and
keep investing in its human resource
development. To retain its high performing
team of employees, the organization has to
make sure there is job satisfaction and a
sense of loyalty. Therefore, job satisfaction
and loyalty have always been a major
interest in the field of organizational
behavior and human resource management.
Although there have been a great deal of
studies in this field, this study attempted
to discover more new information and
perspectives explaining job satisfaction and
loyalty of Cambodian employees in
ACLEDA bank in the context of Phnom
Penh, Cambodia.

This study attempted to investigate
employees’ job satisfaction and loyalty in a
local bank known as ACLEDA Bank Plc in
Phnom Penh, Cambodia. Specifically, the
research intended to look for answers
to five questions concerning overall
job satisfaction, degree of job satisfaction,
key factors affecting job satisfaction,
relationship of job satisfaction and gender,
and relationship of job satisfaction and
loyalty or organizational commitment
among the bank employees. The findings of
this research will publicly serve as best

practices or lessons learned for other
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organizations in Cambodia and will be used
to make potential recommendations for
ACLEDA Bank so that the bank can keep
doing the good job it has done as well as
to improve the not-so-good practices at its

discretion.

Significance of the Study

Despite the global economic crisis, it
was observed that local business
establishments in Cambodia were on the
of the

businesses could manage to survive and

rise. However, not all local
grow in such a changing and competitive
world. Yet, ACLEDA was able to keep
growing and even to go international when
this bank opened its branches in Loa PDR in
2006. In addition, the number of staff risen
even during the recent financial crisis from
3,028 staff 2006 to 6,999 staff in 2010
(ACLEDA’s annual report, 2010). Therefore,
the case study of its employees’
satisfaction and loyalty was worth learning
as one of the best practices and lessons
learned for other locally-established
although the

findings of the study would not represent

businesses in Cambodia,
employees’ behavior in all of the firms and
businesses.

Funded by Labor
Organization (ILO) and United Nations
Development Project (UNDP), ACLEDA Bank

was started as a local Microfinance NGO in

International

1993, merely providing loans to small

and medium enterprises in  Cambodia.
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To operate with financial sustainability,
ACLEDA with assistance from USAID,
MPDF/IFC and UNDP ran a three - year
program for organizational transformation
from 1998 to 2000. ACLEDA was transformed to
an official bank namely ACLEDA Bank in
2000. And in 2003, it was licensed to be a
commercial bank covering the whole of
Cambodia. Today, the bank runs with the
official status as ACLEDA Bank Plc.

Unlike other foreign investment banks
in Cambodia, ACLEDA as mentioned earlier,
started as a local NGO purposefully
founded for micro and small enterprise
in 1993 when Cambodia

organized its first general election, officially

development

turning the political system from
communism to democracy. Before it
became a commercial bank, ACLEDA went
through many organizational changes and
difficulties such as 1997’s south-east Asia
and the

financial crisis. Under such circumstances,

financial = crisis recent global
there must be a certain level of uncertainty
among the employees. Some must have
decided to quit while some remained
motivated and loyal to the organization
despite the challenges it faced. However,
13 years ACLEDA

coverage areas from 6 provinces/towns in

within increased its
1993 to all of Cambodia’s provinces and
towns in 2006; the number of employees
rose to 7,104 persons. Therefore, for good
practices, it was important to study the

employee’s behavior in this organization,

and the factors which affected satisfaction,
motivation and loyalty of is employees.
Hence, the questions to be addressed were
how much the employees of the bank
were satisfied with their job and how they
were kept motivated and loyal to their

employer and job.

Problem Statement
As the labor market in commercial
became

bank sector larger and more

competitive, movement of skilled and
experienced workers was getting more
vibrant. Like other banks in Cambodia,
ACLEDA Bank needed to maintain its high
performing workforce in order to guarantee
productivity and growth. Therefore, this
study addressed the question of how the
bank could maintain and improve its
employees’ job satisfaction and loyalty to

minimize turnover rate in the future.

Research Objectives

This study primarily attempted to
identify employees’ behavior regarding
their job satisfaction, loyalty factors, and
motivation factors in ACLEDA Bank Plc in
Phnom Penh, Cambodia. The

served five purposes: (1) to assess the

research

overall job satisfaction of the employees in
ACLEDA Bank, (2) to evaluate the degree of
employees’ job satisfaction on the eight
factors (Working environment, compensation,
itself,

growth, advancement, and recognition), (3)

work responsibility, achievement,
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to identify the key factors among the eight
factors  (working environment, Compensation,
itself,
growth,

mostly

work responsibility, achievement,

advancement, and recognition),
affecting the employees’ job
satisfaction, (4) to find out the relationship
between job satisfaction and gender, and
(5) to identify the relationship between job

satisfaction and loyalty of the employees.

Literature Review

In this part, two main categories of
theories, content theories of work
motivation and process theories, together
with other theories such as instinct theories
and drive and reinforcement theories were
reviewed. Content theories of work
motivation include Maslow’s hierarchy of
work motivation (Maslow,1954), Alderfer’s
Existence - Relatedness - Growth (Alderfer,1972),
Herzberg’s Motivator-Hygiene Model
(Herzburg,et.ul.,1959), and McClelland’s
Learned Needs Theories while Process
theories embody two main theories: (1)
Vroom’s Expectancy Theory (Vroom, 1964)
and (2) Porter-Lawler Model of Work
Motivation (Porter and Lawler,1968).
Content theories of motivation
conceptualize behavior as the product of
innate psychological characteristics while
process theories view behavior as the
result, at least in part, of human decision
processes. Besides, a number of past
studies on the related topics were also
variables  like

reviewed. Independent
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gender, and intrinsic and extrinsic factors of
job satisfaction were also looked into. On
top of that, theories and past studies in
relation with loyalty were cousulted as

well.

Conceptual Framework

A conceptual framework was
developed based on the concept of the
influence of the eight variables including
working environment, compensation, work
itself, responsibility, achievement, growth,
advancement, and recognition on job
satisfaction which also leads to their loyalty
to the organization. This framework reflects
that the eight factors, intrinsic and extrinsic,
play a part in the employees’ job
satisfaction. It was assumed that satisfied
employees tended to stay and were
committed to the organization but they
might still intend to look for a better pay or
a higher position elsewhere or for any
reason while dissatisfied employees
intended to leave for a better job
elsewhere but might intend to stay in spite

of dissatisfactions for some reasons.

Research Methodology

The study employed a mixed-method
research design in which a quantitative mini-study
and a qualitative mini-study were conducted in a
combination and the findings of both techniques
were integrated in the interpretation. Mixed
methods research is defined as the dlass of

research where the researcher mixes or combines
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quantitative and qualitative research techniques,
methods, approaches, concepts or language into a
single study (Uohnson & Tumer, 2003). The
purpose of this design, according to Johnson and
Tumer, is to use multiple approaches in answering
research questions, rather than restricting or
constraining researchers’ choices, which offers the
best chance to obtain inclusive, pluralistic and
complementary answers. However, this research
placed more emphasis on qualitative approach
while quantitative was used to capture the overall
picture of employees’ job satisfaction to make
more sense of the qualitative data interpretation.
Quantitative approach was partly
applied in parallel with the qualitative
in  this study. This

approach allowed the researcher to collect

approach research

some statistics involving demographic
information, degree of job satisfaction, and
key factors mostly affecting overall job
satisfaction by using a modified Minnesota
Satisfaction Questionnaire with subscales
under eight factors: (1) working environment, (2)
compensation, (3) work itself, (@) responsibility, (5)
achievement, (6) growth, (7) advancement,
and (8) recognition. For such a purpose, a
survey of 180 out of 7,070

employees was conducted.

sample

This study also employed a
phenomenological approach which is one
of the qualitative research designs to
collect primary data from fieldwork in
ACLEDA Bank Plc.

Cambodia. This research design allowed

in Phnom Penh,

the researcher to discover and to

understand phenomena concerned with
events, situations, opinions, experiences,
feelings, and attitudes of individuals

producing subjective data.

Findings and Discussion
Overall Job Satisfaction of the
Employees

The findings of this study revealed
that there was difference in overall job
satisfaction among employees who were
satisfied with their job and those who were
not. About 91 percent of the respondents
said they were satisfied, very satisfied or
extremely satisfied while about 9 percent
of the respondents said they were slightly
satisfied or not satisfied. Half of the total
respondents (about 53 percent) said they
were satisfied, followed by almost 23
percent of those who were very satisfied.
At the far end, about 15 percent said they

were extremely satisfied (Figure1).

Degree of Employees’ Job Satisfaction
on the Eight Factors

There was no difference in degree of
job satisfaction as measused in eight factors
(Figure2) namely working environment, growth
itself,
responsibility,

and possibility of growth, work
achievement, recognition,
advancement, and compensation.
Generally, the graph above indicated that
the degrees given to each factor were not
quite varied. On average, 40.90 percent of

the respondetns were satisfied with the
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eight factors. However, it was noted that compared to the rest of the factors. The
almost 10 percent of the respondents said degree of only-slightly-satisfied also stood
they were particularly not satisfied up higher than that in other factors.

with compensation, which was the highest

Overall Job Satisfaction

i Overall Job Satisfaction

53.04

22.63

15.47

Not Satisfied Only Slightly Satisfied Satisfied Very Satisfied Extremely Satisfied

Figure 1: Overall Job Satisfaction
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Figure 2: Degree of Job Satisfaction on eight factors
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Key factors Mostly Affecting Employees’
Job Satisfaction

(1)Working Environment
Forty-one (41) percent of the respondents said
their

satisfactory factor. Most of the respondents

working environment  was most
in the in-depth interview also confirmed
that they were satisfied with their working
most of the

environment. Specifically,

respondents said they were satisfied
with such features as culture of mutual
respect, culture of family-like management,
culture of reciprocal relationship, and value of
professional ethics.

ACLEDA Bank instilled a culture of
mutual respect into its employees and
managers of all levels. Regardless of their
positions ranging from a janitor to a CEQ,
they addressed one another as “Lok Kru”
or “Neak Kru” which meant “Teacher”.
The former was used for males and the
latter for females. Culturally, if you call
someone “Luk Kru” or “Neak Kru” in
Cambodia, it shows that you respect them.
In this

employees

the majority of the
they felt

respected in their workplace and this drove

sense,

interviewed  say

their satisfaction.

In addition, another culture of
family-like management was seen as a
driving force in employees’ motivation and
ACLEDA managers

treated their employees as children and in

satisfaction as well.

return they treated their managers as

parents. In this sense, the parents had a
duty to help their children grow by
teaching them right from wrong. Mistakes
in a

were always corrected respectful

manner, which did not embarrass or
discourage the wrong doers while credits
were given to the right doers before other
co-workers. In return, the employees put
their utmost efforts to solving as most
problems as possible before bringing them
to the managers’ attention. However, most of
the respondents said they were not reluctant
to go to their manager or supervisor for
help when they had any question and they
always received prompt assistance from
their managers. Simply put, they were
satisfied with that fact that their mangers or
supervisors were always approachable and
helpful. However, it does not necessarily
mean that this family-like culture downplays its
effectiveness of the management. According
to a key informant (Assistant to Human
Resources Director), ACLEDA had a clear
chain of command. The management was
channel of

operated in a top-down

communication, which meant that
instructions and orders were passed down
to appropriate lines of managers or
supervisors without jumping over any layer
of management. However, planning and
strategies were developed in a bottom-up
mode, meaning employees and managers
at lower levels were actively engaged in
the process and they were the ones who

proposed to the top management for
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review and endorsement. Engaging
employees and lower-level managers in
the process of planning and strategy
development creates a sense of ownership
among employees.

Ancther feature of organizational culture
in ACLEDA Bank was reciprocal relationship among
coworkers and managers. Forty-eight (48) per
cent of the respondents said they were
satisfied with coworker relationship and 27
percent said they were very satisfied and
10 percent said extremely satisfied. In
overall, 82 percent of the respondents said
they were satisfied, very satisfied, and
extremely satisfied with the cooperation
among coworkers. Forty-five (45) percent
said they were satisfied with the personal
relationship with their boss and 34 percent
said very satisfied. Most of the respondents
said they felt a family bond with their
coworkers, which was reflected in their
active social participation in events like
wedding, funeral, and other emergency
cases where their coworkers were always
there to provide all forms of supports,
physical, spiritual or financial.

According to the key informant,
ACLEDA stressed its emphasis on what was
called “Being Moral or Ethical”, which
covered “good thinking” “good speech”
and “good act”. It was a required quality a
person had to must have in order to work
in ACLEDA. In the recruitment process,
there were two aspects taken into account:

(1) Ability and (2) Ethics. The former
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counted for 49 percent while the latter for

51 percent.

(2) Advancement

As mentioned earlier, 24 percent of
the respondents said they were satisfied
with advancement, the chance to be
promoted. Thirty-five (35) percent said they
were satisfied with the priority given to
internal employees to fill in higher vacant
positions and 22 percent said they were
very satisfied and 15 percent said they
were extremely satisfied. Most of the time,
recruitment was announced and performed
internally, giving the most chances to
internal  staff. To be promoted, the

interested staff had to pass a test
conducted at headquarter and an ethic
evaluation. Most of the respondents in the
interview said they had to work hard so
that their boss could recognize their credits
while some said they needed to gain a
great deal of experiences in order to go
farthest possible in their career path. The
most interesting thing was that each and
every employee including a cleaner was
given a chance to make use of his or her
potentials and hard work to g¢o as far as
possible in the career ladder. For instance,
the assistant director of Human Resources
Department made his way up from a
security guard. Most of the respondents
stated that they did everything it took to
be recruited by ACLEDA Bank regardless of

any starting position and then they had to
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work hard to improve themselves to be
promoted continuously. This model
encouraged the employees to work hard

and to behave well.

(3) Compensation

Twenty-two  (22%) percent of the
respondents chose compensation as their
of their job

satisfaction. Nine out of fifteen respondents

third satisfactory factor

in the in-depth interview said they were
satisfied with their basic salary compared to
their work while the rest of them said were
not very satisfied. However, all of them
said they were satisfied with other benefits
provided such as inflation adjustment pay,
position allowances, overtime pay, uniform
allowances, maternity leave, family
allowances, health insurance, pension fund,
and double

annual bonuses. In this sense, it was noted

profit sharing, incentives,
that compensation, at least in the context
of Cambodia, had quite significant impact

on their job satisfaction.

Relationship of Job Satisfaction and
Gender

The findings revealed that there was
no difference in job satisfaction among
males and females. About 48 percent of
the respondents stated that they were
satisfied with their jobs while 58 percent
said the same thing. Out of the total
sample, 24 percent of males and 21

percent of females said they were very

satisfied whereas 18 percent of males and
about 13 of females said they were
extremely satisfied. Statistically, there is a
slight difference in the mean of overall job
satisfaction among male and female, i.e.
3.51 and 3.39 respectively. There was also
a slight difference in standard deviation of
.926 for male compared to .834 for female.
The interesting part was that men seemed
to slightly outnumber women at the last
highest degree of satisfaction (very satisfied
and extremely satisfied) while female
slightly outnumbered men in the middle
range of satisfaction degree (58% of women

vs. 48% of men)

Relationship of Job Satisfaction and
Loyalty of the Employees

The findings obtained from the in-
depth interviews showed that there was a
relationship between job satisfaction and
loyalty of the employees in ACLEDA Bank.
When asked if they had ever thought about
leaving ACLEDA Bank, 12 out of 15
respondents said they had never thought
of leaving. Two of them said they would
resign from their present job if they were
offered higher salary and more benefits.
One respondent said she was not certain.
Asked if they wished to work for ACLEDA
10 out of 15
respondents said they were committed to
working for ACLEDA Bank until they retired

and 4 respondents said they were not sure

Bank until they retired,

about that. One person said she would not
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work until she retired for she wanted to run
her own business in the future. Asked what
made them stay, the respondents stated
that they were satisfied with various
aspects of their job including corporate
cuture of management, good mManagement,
mutual understanding between
managers and employees, friendly
relationship with coworkers, chances to
grow and to become managers, a sense of
mutual respect, ethical coworkers, fair
benefit allocation, and stability of the Bank.
Some of them were concerned about
management and treatment in another
workplace if they had to leave ACLEDA
Bank. Some said they did not wish to leave
their

worried that they would have to start

present job because they were

everything over and they were not sure
about how they would be treated there.
Some of them said their age and ability did
not allow them to move anywhere else;
therefore, it was the best to stick to one
place and to try to improve oneself to be
promoted rather than moving around. So,
they were committed to working for
ACLEDA Bank in a hope that they were
then safe and there were more possibilities
of growth and advancement. In a nutshell,
the fact that they were satisfied led to their
loyalty to their organization and at the
same time they did not want to jeopardize
their job by moving to a new place where

they were not certain about.
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Conclusion

Five main findings were discovered.
Firstly, the findings confirmed that overall
the vast majority of respondents stated
that they were satisfied with their job while
only a small number of them said they
were slightly satisfied and dissatisfied with
their job. Secondly, there was no significant
difference in degree of job satisfaction on
the eight factors namely working
environment, growth and possibility of
growth, work itself, achievement,
recognition, responsibility, advancement,
and compensation. Thirdly, the main three
factors mostly affecting job satisfaction
included “working environment?,
“advancement”, and “compensation”.
Fourthly, there was no significant difference
in job satisfaction among males and
females. Finally, the findings also clarified
that employees’ loyalty was mostly
affected by their job satisfaction. In this
sense, there was a relationship between
job satisfaction and loyalty.

From a broader perspective, it is
possible to conclude that compensation is
one of the most affecting factors driving
satisfaction in  the
Cambodia.

Moreover, it is also noted that Cambodian

employees’  job
contemporary  context  of
employees’ satisfaction and loyalty are
mainly driven by an enabling environment
where they are treated respectfully and
fairly and chances for promotion are fairly

given to hard working people.
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Recommendations
Although the turnover rate in ACLEDA is

stil low and

the wvast majority of
employees are satisfied with their job, it
does not necessarily suggest that the
competent employees are totally loyal to
the organization. As discussed earlier, some
of them are willing to leave if better wages
and benefits are offered or if they are
convinced that they will be treated better
in a new workplace. Therefore, it is
ACLEDA Bank to keep

maintaining and improving job satisfaction

necessary for

and loyalty among its employees to retain
high performing workforce and to minimize
turnover rate in the future. To do so,
ACLEDA Bank Plc. may take the following
recommendations into account:

1. ACLEDA bank should continue improving
the most satisfactory features of the job such as
working environment, advancement, compensation,
and the work itself. Although working
environment was rated high, the Bank
should continue to provide trainings to
supervisors and managers so that they
are able to handle employees’ problems in
a more effective and efficient manner.
Moreover, the physical working conditions
should be improved constantly especially
in some rural areas employees’ health and
safety may be where at risk. With regard to
advancement, internal recruitment and
equal chances for promotion are the best
practices in the Bank for now. However, the

bank should also factor in a greater

proportion of external recruitments to bring
in more diverse experiences and innovations as the
market is getting more competitive and the
internal employees may not be able to
identify the issues from inside. Besides,
although the bank has

employees with satisfactory benefits, it is

provided its

still required the bank not to take the
compensation for granted. It means that
the bank has to keep adjusting salary and
compensations according to the fair market
price of labor in the banking sector;
otherwise, the bank may lose its
experienced and able workforce. Another
issue the bank should take into account is
the cross-department jobs offered to its
internal employees. The bank has allowed
its internal staff to move from one job to
another, crossing departments in their
promotion. On the bright side, it is a great
opportunity given to its staff to experience
different aspects of jobs in the bank and
hopefully they will become a better
supervisor or manager in the future as they
are exposed to a wide range of fields. For
instance, an accountant with an accounting
degree has moved to Human Resource
Management Department, working as a staff
in the recruitment unit. This has given
him/her an opportunity to learn another
skill. On the dark side, the employees who
move from one job to another in different
fields,

specialize in any skill or expertise. In all,

however, may not be able to

the bank should keep up its good practices



MNyasnwutndin U0 14 aduil 1 unsiaw - Tguieu 2556

and at the same time put more efforts in
fixing both existing and emerging problems.

2. ACLEDA bank should focus more
attention on other intrinsic factors like
growth and possibility of growth,
achievement, recognition, and
responsibilities to lift up employees’ job
satisfaction and loyalty to the next level to
retain high performing teams of workers
and to motivate those with less experience
to keep up with the standard of practice.

3. ACLEDA bank should provide its
employees with more opportunities for
capacity building to get themselves ready
for the ASEAN

community where regional markets will be

upcoming economic
even more competitive. Specifically, the
bank should focus its trainings on three
issues: (1) banking system in the
South-East Asia Region, (2) Cross-cultural
communication, and (3)Business language
communication. The bank’s employees
should have broader understanding of how
different banking systems work in the
region so that they can deal with the
problems when

effectively. Moreover,

ASEAN countries are fully integrated, the
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bank will have to deal with a wider range
of customers or investors from other
countries in the region. Therefore, it is very
important that the bank’s employees
should be provided with trainings on cross-
cultural communication so that they can
better deal with diverse customers or
investors. In addition, the bank should
encourage and provide its employees with
more chances to improve their foreign
languages that are widely used in the
sector to effective

business ensure

communications in transactions.
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Service Quality of Office of Municipality at Tumbol Lamtasao,
Amphoe Wang Noi, Changwat Phra Nakhon Sri Ayutthaya.

Todsarat Janyang

Abstract

This research aimed to study customer’s evaluation of services delivered by the
municipality at Tambol Lamtasao, Amphoe Wang Noi, Changwat Phra Nakhon Si Ayutthaya
in terms of equal service, in-time service, sufficient service, continuous service, and
progressive service. A sample of 400 custonmers answered the questionnaire. Statistics used
in data analysis were percentage, average, standard deviation, F-test, and Scheffe’s t - test
at the statistically significant level of 0.05.

It was revealed that total service quality of the Office of the Municipality at Tombol
Lamtasao, Amphoe Wang Noi, Changwat Phra Nakhon Si Ayutthaya was at a good level.
Considering demographic characteristic of the sample, it was demonstrated that difference
in gender, age, occupation and income did not lead to the difference in evaluation of
service quality at 0.05 significance level. However, customers with different level of
education evaluated differently in terms of sufficient service at 0.05 level of significance.
It was also revealed that service quality in terms of sufficient service was the best aspect of
service, followed by in — time service, progressive service, continuous service and equal

service respectively.

Key words: Service quality, Municipality




Kasem Bundit Journal Volume 14 No. 1 January - June 2013

UNUI

wavtatduniteUnasesiosdufinsy
duasunisunasestioddu nsznsieumialng
Aifugua fdaulnddadudszvivunas
Lﬁml,ﬁaﬂﬁ’unﬂﬁqmaaﬂiwwuﬁqm 1979
vaunAvIadvouLlyafind19v19 e iy
AMNAuAYeIU Tz I vuluLUNNAY
nansznulnonseneuszersy ldinesludes
WisugNa N15fnw) dan Auvasnde @
WHudu Tnendfindnusznisuileeanauia
Ao NSUSNISUSEY WU warnishiusnswn
UszrwuluodudumnusuReveuveansuia
Tun1s¥nnisaudiuusnisidulsylevse
Ussrululnnauiga nslrusnsveunauia
annsauenianssunsiiusnsdu 2 dw fe

1. msludnsfigsuuinslidududes
15uUsnslaenssiimauiataiunsasuusnis
16 Fadunisusnisuavsserauialy swdu
nslusnsinszanefulUTaRuf Wy nns
Uiﬂ’liLﬂEJ’JﬂUﬂ’lﬁ’limﬂIﬂﬂ Taun nsUesiu
¥y n1ssEurein mstenLsNauunI i
AMsusNsdaiurey udeatuussnansisasie
Hudy

2. nslHusnns a fmauia Wunas
TuimsuAvszvvuLsazyaravionduyanad
dgsfvanty  JU1519N15Y0INUILIUAI
Dudresliuinis . wavia Fadusunns
Tusn1sUssmvunaziiefuTdnusesTuves
Usgrvu Wy udaiusels cwadainng
Fin Iy AUV INFE
umaidounugs uazaudue Wusy

=
NS EAN

VULLABIAUAIUAAYVDINITUNATEN
ViesdusUwuumAUIaiiua fnell nils ety

nsufdymvesiesdu nsrzUszvvuly
yiesdudouddgymifinitauntguendss
Usgyyuiidrusiulunisunasasnutaavinnu
Wunisflndudszervuliifanisunases
sefUA ammnviesdufininusiuns uduss
wagiliadiosnm Ussvvudeniinnudesiuse
MsuIms  wazduonanidunisiasnuau
AMszvesszutaLiIdRnduliussvvuiInng
UnaseanuiasBnislunsuimsnu fanauia
Dunmbeauiidiunsuinsuszrvududify
ogudn efinsufsuszuusvns  mauia
AzAoIUTUM I AUN1TU FUTEUUTIUNTS
ilosainnisuinisiiiuan  fagnuesinli
Uinsantidumeusnniingseideunuusesu
1nane Nuiidaselsignies e uazl
finsdwmalulagunld  Jymwazguassauas
nsusng A Ussvvuldasvnsilunisvinau
YounAUIa WzdAndesiiesiuazAnaniniy
519N 5dIUNAS
MEUANDIAIUABINITVDIUTEU B ULALTE SN
nsildusinvesUssivusiamauaivesyinlv
AT LIUNTYINU WALIaduaa1IALEN
Faengruzannguivig Jedeadinisuusali
yuseanmadeyiinsasuuladly uazds
sufeszuunsufsusemstadiunisiruinng
s faunm uazaiemmfianelaliiiy
Usznu

ogslsfinm aummddnyiviilinisuing
Uszyrguveanauialilszauaudiisa
wiriiaasunanndadevatediu 1wy nszuau
Gﬂgumaumiﬂﬁﬁ’aﬁsjamﬂLﬁummaﬁ’]Lflu s
Trusmsvesiinauglvuinisluuadansien
Talduasiianiuiaiiuaiuisaluntdifiang
Tyansdiliiiome Auesmiuazainlums
lusnsusensuldiinnuiiisanasiondny

ANSYN9IUVBINAUIA LY



35

MNyasnwutngin U0 14 aduil 1 unsiau - guieu 2556

foen1s  Auvaridududadedsinadonis Tusnisusearvunazldiduwuanilunis
TusmaUssssurounauTaTidy WawazUIuussamn1nnsliuinisves
fefu ATedaRnaruaulafiazdnuis diinsumauiasia danen Lileauadsie
sefuauAaiuyesliuinsiddonanin AFpInsYesUszrwuTsnlduInsldegng
NslUINsvesdTinUmAUIAAUATIA LA fusgansnnuazyseansuasioly

N8Ry JWMTANTEUATATOYTY NI
wenanazidulsslevisewmeuiatunisiily
Usuuge walvmsddusnludunitamuay
asaauianelaliuiuszarvulunisusng
vounauasuadmandudowiuuga Snvis
AoinsiiaenadesiuuleuIenIsUsUTIvnTs
Fansfnundaififoniadmaiilaann
nsAnwzanunsadiuldusslovidanis

AUsAU Aauusny

‘ AMNINNSIULENNS

N5 liLInIsatnuENanA

- s lLENNsasIanunan

Y a ' o)
- M9biusn1satnuNeEIwe

v

STAUMIANH
- mshiusnisasnenaiiag

- - mslusnnsasnanfantn
DIUN

sela

AN 1 NTDULUIAATUNISAN®IINE




Kasem Bundit Journal Volume 14 No. 1 January - June 2013

gunsaluazIgaliunsIvY

1. Usgnsuaznaudiedis

Uszrnsildlunisinuedsd Ao nau
Uszrwufunliuinnsiidainanumnauiaiiua
aman wavdnendeeglulwamauiadiua
aman 8Lnededey JanianssunsAsoysen
lasnisiiudeya  Uszdudou  nuatus -
funay 2554 19U 19,334 AU (Toyadn
1138157315801 SrlnaumAUIasIUaaInN
/e o Fuil 30 unew 2553)

AFnwlaldisidennguiegnsgUanisal
(Accidental sampling) 31n#1¥usn15v09
ddnaumeauiaiiuasinia lnennuangy
A19813 31U 400 AU Lazauafiagdldans
NsAIUes Mls 1wk (Taro Yamane)
(@13lu 57fluns Aadang, 2550 )

2. \ndosflefldlunmsifondsd

wiosiodldlunisinuinded Ao
LUvUAoUAM (Questionnaire) LHulATeaiiolu
n1sdaivdeyaanuszvrsuduifnnevesy
Uinsfidrinaumauiaduadinian A
Winedeagluunmauiaiuagina 81nede
oy Jmianszunsasoysen laguualaseasng
vosuvuasunueanidu 2 dwu el

@it WuluvasuamiAafugaau iR
duyana 1udeyaiisrfuguandilaeyily
vesgmouLuvaauny  dududanuvanede
(Close - ended Questions)

gt 2 Wuwvuasuauiiiaannudniiu
vouflduinsiifiienmainnislvuinisues
drdnnumauiasvadniagl  swneduley

WAL

Fmianszuasadoysen dadudinuvaisd
(Close — ended Questions) lseanilu 5 A

AAnw1Idelaadieuuvaeuay Tagly
1105IARUY Likert  Scale Fsazdidadaud
199m 5 5¥AU (Rating  Scale) fiA1MDULUY 5
flaen

3 suneulunsadrandeilo

fAdelduvuasunuduniesiiolunis
Ausiusudeyaiiietdiuniinsieii lned
sreaviduavastunoulunisadraniesie
Fasioluil

31 fnwsisazidunfiiioadeslae
swsau%’aaﬂaﬁgaLmemﬁwé’ﬂmi 8013
Rerfumnudniivvesgflduinsiisisonnnm
N15IAUINNSYBIENUNNUNAUIAAUARIRLED
91ALNENS #1351 uITemaluUsyinauas
pisUszina

3.2 Yuvvasunuiiadiatuluyinm
9191597MU3nw1 LdIUFuUgIuAlumud
wuzi1layniaA(ndex of item objective
congruence 38 10C) Famanisman 10C 6
Wiy 0.83

33 n15U1A1AULT sy (Reliability)
YOILUVADUAIN YIWUUABUDIUTIH UL
As19AEUANLIBInsIBaiion (Validity) uéa
Tuneaas (Try - Out) fugldusnsvesdineu
WIAUIAAIUAUIUES I WAaTDIANITUSUNTEAIU
fuaalng sauau 30 audildlesogns udath
Foyauvarduuszaviuear vos AsouLIA
( gvaned Neassel, 2543 ) IgArmudetiuves
WUUABURIUWINAY 0.73



Nyasinwulaugin U0 14 adui 1 unsiau - Sguieu 2556

4.nM5IATIEvveYa

dorumudeyailldanuuuasuanuuda
AN INNNANTEUUANNGNABILAY 1UUayasn
Aiaszsicheiaiesnsuiiames lasldlusunsy
d11593U warnsIvdauAINaNYIalvetdoya
ilewFeunavianlflumsnneideya

5. admnldlunmslinszsiteya

51a0fLTanssadun (Descriptive
Statistics) IngldFnainnugiu Iunadfdade
(x) adfifeuay (Percentage) Andeaiuy
171%391U (Standard Deviation)

5.2 adnldluneaevauuigiuldaana
F-test #39AMULUTUIIUNUAEY (One-way
ANOVA Analysis of Variance) lewunaany
WANFN9AEYINMITUTEUWEUTIEA (t - test) lag
1935 v0uwniil (Scheffe Test)

37

NAN13IAY
HANTIATIEUYaaNsTaasUNan1sIdele
Feseluil
ANWULAIUUARAYDILADULUVADUAY
wu dulveldumands iU 227 au fn
Hudoas 56.7 forgsaus 26 — 35 U S1uau
132 au Antdusevay 33.0 szdunisAnu
TseuAnw1 nie Y. 91uu 157 AU aatdu
Sowar 39.3 Usznous Iwsudne 47uu 153
au AniuSeray 38.3:8l¢Raus 5,000-10,000
U 91w 154 au Andusevay 38.0
lagnmsIuNguiteg1aUseiiuamnInly
nslsuinig eglusedud (x= 3.72) Tasii
LAY LAELWANQYIUTELNUAMAINAIS
TuinsvesdinaumaAvIasIuaaInILan
gnedetey Jamianszunsaseysen agluy
sEAUA LuanAaiy

A13799 1 LansARfekarA lesunnnsgIureinsussiiunanmlunsius nsussnvunedu

MSWAUS NS08 1 ELRNIA

s USNTsRE19LENBAA % S.D. SEAU
1. mslvusnisiugunldusnsaudiuneunaa@dnsea) 3.70 5 f
2. m3biuinsednadusssuliidenyjon 3.65 88 A
3. M3lAmluzdLazneUTaTNN DEELDNA 3.63 88 A
593 3.66 58 )




Kasem Bundit Journal Volume 14 No. 1 January - June 2013

M99 2 wamAdsazA e uNingINYeInsUssliuionunnlunstrusmsUssnsu
MeAUNSIAUINITOE1 IR

A5 IRUSNNsRE199IULIaN % S.D. S2AU
1. FumpunsindevesuUInIsaEnINTInE 3.81 .87 A
2. mslusmsviufifivinuavesuu3nng 3.77 97 A
3. szagnatlunsiiusmMsauudasaianuminga 3.66 91 7
574 3.74 67 f

M13197 3 wansAefewazAtlssuulInsgIresnsUseiiuaunmlunsliusnsusenvy
PN9AIUNNTIAUINITDE 1 NEIND

ASUIN150819LNEIND X S.D. S2AU
1. @hdidsuudioselunisliuinis 3.81 81 A
2. Msdaanuilumsinreveuusnng Wy 1§euis 3.76 92 A
dmsuginanldusnig Tegraieans
3. doamamstideyarnasildsu Wy Miuled 3.70 97 A
lonansuiiesne
59U 3.75 .64 f

A1319% 4 LansAefekavaAdeLuunnsgIuveIn sussuaunmlunsiiusnsussvu
NMeAUNISUINITeEesBL e

mslusmsegresaiias X S.D. S2AU
1. Wwihiiliinsedsdeiestagifngainiies 3.82 96 A
2. mslsuimavend i fidulumugiy dunoudidvualy | 367 91 A
3. fimslimuSnuuusidanlduinsedsasinaue 3.69 96 i
piet! 3.72 .69 f




39

MNyasnwutngin U0 14 aduil 1 unsiau - guieu 2556

M19197 5 wansrnafeuarAldesuuinasgiuvesnsussiiuaunnlunisiiuinisussansu

NAIUNITIAUINITBE19N1IVTN

ASWUINT50E19A1IUTIN % S.D. S2AU
1. fiamnmssmuanugnwseulouveadmihfiliuinng 3.90 86 9
2. avwiuastelunislidenarnannfeaiunsliuinig 3.63 .89 A
3. msuiuussanuiiliazanlunslviuinig 3.69 .95 A
594 3.74 62 A

dlefiansananisuszfivlunsazaiu
W& (A157971-5) Wudn szdun1sUsidiuves
flduinsdrinaumaniaiuadiniaia 5
s oglusedud TasiFosmuddy Aade
(x ) sisil

Frunsliusmssgafissna(x = 3.75)

Frunslrusnsegnsiunai(x = 3.74)

Frunsliusmsegnafnantin(x = 3.74)

srumsliusmsetesiawios (x = 3.72)

Frunslusnsegisauania( X =3.65)

1NN15398 N15UTEIEU AMAINANS
TrusnisvesdrinaunAvIasIuagInLaEn
gnedadey JaniansrunsAIoysyn i
Ussiiuiinaulauaziinanasy il

sEAUNTUsTIUAAINNISIAUSN5 VRN
AUNUNAUIAFIVAEIAILET NANISANEN
wudn lunnsiungudiegnauseiliuagly
SLAUR

nsliuinisedraufisne Wusudiil
AnoukuuasuaIuUsTiugunIngedady
szl U nnsTunnioanesniadl
nsvsasaeUssmduiuswazuledl

Uszanwuiud fddnlizuasiiddimiy
Aldusnisiunniiisaneyiliaiufniiudes
Algusnsddnaumeauiadiua dnnaned
Tusgaufidudduusn
nsluimsessiunan Wufuigneu
wuvasuanuUsziiiuguawegludifuiiasa
35 191nnsliuinsfisinss waznisidnan
Tuimavuifiuszrmudianlduinng dea
Usprndutususanauatuiiegnsinatiuay
auniens iilidugaaulunisun@ese
volduimstazmnsensiruinmaiduoeid
msliusnsednafnamii Wuduigneu
wuvaeua1uUsziiununineglussaudidy
Srdtudiany iumsizdinaumeunaiiuad
puanfinisufulssuarianeinsanudio
ogasioidosuarSaiinisliuinsiviuadioly
Frumslideyatnianseneg Snanaiugnin
gouleulunisliduugiveadmiifidy
daudrdgyfivialdnasefuainudnfiuves
Algusnsddnaumeauiadiuadinean g
Tusedudia
oo

nsliusnised1esaties tdusund

[y

AppULUUABUNNUSEIIUAMA B lUTEAUA



Kasem Bundit Journal Volume 14 No. 1 January - June 2013

Hugrduiidumesgdmihdnliuinsdy
yhaueehseiosliinagdutisinnansiuf
sgili i indaasufusinau uaznns
Trusnisvhgniesmuddudunoud fvuali
ylvnrsliuinsiduluegredeiioalsl
negnvzin wazfimthiesiivszaunisal
Tunashidauuzdidugldusnisdrdnay
wauamuaanLanlusgied
n1sliusnisediaanenia wuIEmnay
wuvaeuauiiussifivegluszaumdudiiu
fivin dragifumsnzan nifnawdliuinng

Uszauldlinnuddyfuussmvudiunld
Uinsegrainioudiu lidenujud Snd
wnaudlnsliaiusiiuarneudodsdy
vesvalvuinslédvaiunnganainnisi
WINIUUTEIIFUN USRI UL UIULa LS
Uszaunisalunniinlvnevdednaiunas i
Auugdladdedveldusnisdrinnumeuia
FUAAIRLEAN

N 6 AU MsvesETnnuwAaRUad eI LA uyARe (t - test)

Uadeduuszay WA a1 LAY 213N ¢l# 18
NINITUINTS AsANE foLhou

NSUSNNTRYNLELDAA 79 1.19 .60 96 56
AMSIAUSN1S0819TIULIaN 12 77 1.10 74 .08
NMSIAUINIT98 19 N IND -23 2.36 3.11* 26 33
msliusniseghsieiies 1.43 20 52 44 81
NMSIAUSN1998197A 1NN .05 61 1.57 67 39

994 .681 .24 34 57 A7

IINAITNTEHANITNAADUAUNAFIY
wuRlduINMsdinumaAUIa duadiaan
A a P \ & ~
71 4 1A 918 9190 wazsiglaladuneioud
wansinsiudinuAniusonunINslEUINIS
Tuninsrvwazluwiazdadgdlrunaunianis
USANSVBIEUNIUNAUIAIUAFIN AT DILND
Talesdanianszuasasogseliunneieiuy
peslitudAgy

1 @ a Y a ] v
8g19lsARNLTUSN1sd NI ULnAUIA

Y
v 2

5
ATUAAINILENIDNLNDIIUBYTINT A

WszuAsAIYsEN NlsrAun ANy Tiuans1aiy
Usziiuaaunmnistiusnis lusunisviusnas
ahafiganaunnsnstuesnafiteddnfisedu
0.05 izwm@"l%ﬁmiﬁﬁszﬁumsﬁﬂmﬂ%mm
p3vseganin AugRisin1sAnunsEdy eyUsnan
vide Uaa. ilovihmseseumnauaniandu
egfeIves il wuin fldusnisifiszeu
nsAn¥IUTYYRIVSegenIEnIsUTHEY N3
Tsmsdunslfusnsesadivswe geningd
fsgRunmsfnweyUTayymse Uia.




MNyasnwutngin U0 14 aduil 1 unsiau - guieu 2556

anUsiena
NnUszifiuvealiuinsisiequnin

N15IAUINNSYBIENUNNUNAUIAAUAEIRLED

Tuadsiiusuifiuiivhaule wavihunedusenals

&
U

a a

n13UsTiuvesgldusnisiddenmnn
NSIAUINISVRIEITNNUNAUIARIUA §161
LWEINUIIAUAINNNTITUTA TV TN
wAvtaduaainial lnesineglussauduay
WeRinrsandusiediundanuin drunas
Tusnsegnaiivanesglusedud sesmanloun
ATUNNSIAUTNITRE1VIULIAN ANUNISIAUSANS
athafauth srunsliuinisegseiios n1s
THUSN99E19LE@NBAA AUAIAU HANTISANY
WUl sumsliusnisediafisane Sanads
1nign enaiflesanndssviwuiiuniuuinng
AN UNAVIAAIVABIA LA NTUIITIUIU
WuthAiflrusnnstiunnnesenisliusnig 3n
wsunulizuasmaaiiliuinisedafivane
nldnamnuaniulun1unisliusnisedns
\isaneagluseiud 1Wudiduusn Faana
donndasfuIuIteves lawa Baudazoin
(2545) laAnwianufianelavesuseayunanis
TAUINT U1 TUEU0INTINE AT 55
Jmdayays wuilssmvudlugdanuds
nolason13lriuInisvewin 119de R385
Jadnvaysianuianelalunislvusnislusnu
nstivinseguiieaneagluseauann wazds
aonndoinaiuidoves §9a3e0 Isiasugdna

(2551) NANwIAIINAInelIveESUUTNIIHD

41

nuuinsEUrguenvedlsangIuaasyys
FJandnaszys wuirsegauadudianelalu
AseglussRuInuiy
derFeuriteunmme wuii fléuinng
yosdrinaumauiadivadiaiian A
wane19iu An15Useiiiu n1sliusnisves
dinaumeaviadivaginnatuninsay la
uannefufisedudoddamiead 05 lumn
Fu wan1sfnwnuinlananaye uagLne
NI INATIAUINISY0d TN
WMAUIAAIUARIAET 8 neTetiey Janin
wszunIATeYse ogluszAud wirfudsdiaany
aenndasfuauideves §9a3e1 Inasugdni
(2551) lévinns3deides “anufianelaves
HfuusnisdeeiuusnisgUiguanvyed
lsamguaaseys Sminaseys’nudn §uins
ffesinaty fnufianelasesuuinsgiae
wentunmsnlaiuanaaiu
dewSouiiisumueng wuin §lduinng
yasdrfnarumavIadiuadiniia idengy
wansineiu Useiunistiusnisvesdidnau
wavtadvadiaaluniwsan liuandneiud
seutludAnsada 05 Tuyndiu Feflaany
A0AAABIAUNUITIUDIUTITING AIENUTIVEY)

(2552) la@nwianuiienelavegldusnisves

aa

wAvIaLieEsEYS WUl NquAleg1edeny

S o

LANAAUT AN UNINB LR bUANA19 A U AU

Y [y

HedAtynsadia .05 Tunnenu

o



Kasem Bundit Journal Volume 14 No. 1 January - June 2013

oL USHULNBUTEAUNITSANEYT WUIN

HLGUSN15U09ENUNNUNAUIAAIUAGIALED 7

e

= o 1 o

Asgaun1sAnen wansnenu dn1suseiiuly

v @ o

AT UANANAUNTZAUTEE Ay 9aa .05

WaNA1TANTIEMUNUIT NFURIBENNT

| [y

SEAUNISANYILANAIIIU USeAUNISIAUSANS

[y v o

WANENNAUNTEAUTEd1AYN19EDA .05 Tuau
nsbiuinsegaiissnalagnuii gldusnisi

fszaunsAnuUSynniniegenia dn1s

Uszillusunisiiuinisedaiiganegandngiil

Y

sEAUNSAnwIeYUTYIMTe Ula. Felliadny
A0ANRDIAUIIUITIVDIANTIY A58 (2549)
lAnwisesnsuseliununinnsiiuinisves

d1dnaudseyn wudn Jlduidszyand

a

nsAnwwanA1siudnisUseiiuganInnis

'
1 o w aad

Trusniswana1any ag1idedAnieadfg

o

(%
o

seAU 05dmSuglduntine edn 91ela way
AT g kaNiuInISUSEETURAMAIN
nslusmsliunneng

WatSeuliiguendn wudi gldusnisves

o w o

ANUNINUNAVIAFIUABIALET NLBITNLHNFAS

[y

AU Uszliun1slausni15ve9d 1N umAUIa

g v

fgruadnNa tlunIng Iy llwansneiunseau

o w a

Weddgmneada .05lunneu Jaliaenndesriu

NMATeveUTITING AsauUs v (2552) ladAnwn
Aauianalavedldusnisveanauiaiiies
aspus wudn ngusegnfislondwuandnaiugl
aufisnelauanesiuiissfuiisddyniadn

05luauUNSIAUSNNSaE19IN1INTN

Y a

WlawSeuiigusela wuingldusnisves
d19n97U mAulIadIvaatniLan Adsiele
WANA19AY UszLlunistiusn1sve9d1unanu

WAUIAFIUAAIA A IUAINTIN T wANE9A U

v @& o

seAudpdAyn1eada .05 lunnaiu gedlainy
AOARADINUIUITVDIUT NG AeauUTIUE)
(2552) ladnwianuitanelavesldusnisves

wAvIaewETEYT WU nguiegeniinele

S o

LANAAUT AN UNIN LR bUANA19 A UNT AU

Y v

WodAgyneada .05 Tunnenu

o

URIGIGIETE
NNNANISANYIATIE fIdelivaiauanus
wigMngadesiunisiiuinisvesdrineu

3 v Y [

WMAUIAAIUA d1716d7 87110079188 JINIA
wsvunsAioysen Kol

1. arun13liusnised1sidaueania
difnaumauiasuadiana pstiamiiiig
Tiusn1sees drdnaumeauias liaudiagli
uinninfnlusesnisguaveatdiutiiflunis
TWuins wazdmihdiiinsdousuiinlaeitunng
Truinmsedraanenaliidiuuiyanadunulauay
Lidenujun

2. PUNSIAUINIT0E9YIUEAT d1inau
wAvaduadinnal mslidmiiglruinig
W94 d1unaumauia audaylvuinnid
WinluFosrnuniniivesgunsaiiliuinng uay
auazmnlunsindedmihiliusnisuarens
fathevendudumeulunisliusnmsiiteni
A2AINTIALT

3. 1UN1SIRUTNITREIILNYIND
dridneumAvIasIUaa a1 ATl ALY



Nyasnwutngin U0 14 aduil 1 unsiaw - Tguieu 2556

Tui309 deanmenislideyarniansiifissne
dmugunldusng

a. rumslsuinsedsdetiles dtfnau
wAuaduadinal mslidmiiglruinig
909 drdnaunauias Wanudidaludenis
THusnsfunlduinisaundaasanndunouuas
msinsuuzivdougnildiidmehigliuinns
vyl nadaie g ldusnslasuaiuii
wolagagn

5. fnunsiusmsegenmvithdtiney
wavtaduadianal mslidmiigliuing
01 driinnumavian wiunmseuniuiFenis
T¥gunsal wazieanmsldmyatudunlduinig
VOIFINNUNAUIEG FIURAIRLEN

43

foruauurlunsiseasedialy

1. msAnwsesnseuLInLAa LAY
uinnindl iearldmsuisaudafiuues
Fliuinsiienanimmslruimsdentisny
wealnny

2. sfnwiFesnuAniuesgliuing
fisitonuniwnisliuinisveanautansdonia
iieazlinsuiisnnudeanisvesgléuinaglv
wnnind agldi il lunsusugansliuinig
TiusyAvsn sty

3. wansfnwadsiifudiisdoyaidosiy
ieazhluldfiuuuinislunsidedolulae
9199x3d8luTesAniuveadlduinisiise
AunmmsliuImsvesmAutaTUsEInA o1y
nswianudesnsvesilduinisiaegsiab
ol dunuamslunsiaunisliuianseely



Kasem Bundit Journal Volume 14 No. 1 January - June 2013

UTTUYNTY
s1iuns @adansg. (2550). M33Teuazdnszideyaneaiinaae SPSS. funAse 7.

[V
v

NTMNUTIUAT: 3. BUNDT WSUN.

Usiing asauusvel. (2552).a0unanalavasdliuinisvaanaunaiiiosseys.
AednusuIMsgIiaudadin @a1939UImsgIia

wInendesuiglageansal lunssususyudus.

gnsned fnsanl. (2503). Augoumside.ngaunne: issanad.

Fysnay quasdng. (2552). Msenstiudinfne unine1dusvdigilageansal
Tunszususgudud i,

auyy A998, (2549). nMsusziuamnmnsiiuinsvasdinaulseun
WITUATATOYSEN. M nusUIMITsRAuMUndln uinerdesvignssuns.

Tawa 1Bovazen. (2545). anuitanalavesuszvrwudenisliuinisnuansisus
YB9A5ARINAANTIANFTNNINYAYS. NMATNUSUTMTTINMITUTR a1UTUI5TINT
Uudiningrdeunningraenudgilaseansal lunssususigudud.

§20300 IiAswgdnd. (2551). arwieanelavesFuuinisdeauuinmsdiasuanves
T5ane1U18852Y3 JMIREsEYs. Madnusrnangasusmsesnaumuadin a1u13an

M330N157 LU W IneNaeIAINaRT,



45

Nsasnwutiudia U1 14 atudl 1 unsian - fquiou 2556
Q H

a o o ] 3 v Y v 14
a‘VIﬁWﬂEﬂ iy"VISJNaﬂ'iZ‘VI‘Uﬂaﬂ’n%ﬂﬂﬂ?]ENQﬂﬂ']‘VI’]\‘lﬁ'i'iwaUﬂ'ﬂUﬂ?\‘lL‘VIW&WI']‘Uﬂ'i

aa v 1
N1 NDILLYU

UNANED

v
v Aadu

nsfnyAfelifnguszasddd 1) ilofnudnuurresanuduiudszninsgnéniy
WeEsInduan Usenausieg n1Iasenininernsasindun amdnyalvewinaasindunl Ay
WHngadAuyASNAINYa9aNAT ANURNTUAUAasITNAUAT tagTrusssuvesinsasIndua lu
n3MNLMIUAT uay 2) ileszydadeddnyiinadeniminfvesgnailduinsveassnaudly
NTUNNUNIUAT
n9feilunsidededing wndosdiofldlunsidefe uuuaouniu ndusoegsio gnén
fduinssassmaudlungunmamuas S1uausisdu 1,410 au nsieseitoya lneduia a1
Sovaz Anadsiavads maudonuunnsgiu wagiinsginuduiusiGans-nameaiainse
lnaaunisiaseas
HANITILATIENANNITIATIAT 1IN UINNITATENTNIAeaasTndual ananualveg
WNATINAUAT AUVINZAUAUYAGNNINTDIGNAT AUNTUAUTIETINEUA LA TRIUTITUVRS
#sassnaudifiauduiudidsanngdeninudnfvesgnailduinissassndudly
nssimmuvuAskarU sy Adauausalunsimun(ROwinfu0 8237 s ued Wayneda < 005

AEIARY: N13ATZNTNS TAIUTTIN AUANAVDIGNAT, ANETINFUAT

Y Y

o

"infnvmangasuimsgsnanuiadin annivinisean Tudieinends uinnineduaenu




>> Kasem Bundit Journal Volume 14 No. 1 January - June 2013

Important Antecedents Influencing Customer Loyalty to Department Stores

in Bangkok.

Pawinee Thongyam

Abstract

The research objectives were as follows: (1) To investigate various aspects of
relationship between customers and department stores, i.e. awareness, image, self-
congruity, commitment and culture of department stores in Bangkok, and (2) To identify
important antecedents influencing the customer loyalty to the department stores in
Bangkok.

This study was a survey research that collected primary data by means of
questionnaires from a randomly stratified sample of 1410 department store customers in
Bangkok. The data analysis was conducted by means of frequency distribution, percentage,
arithmetic mean and standard deviation as well as structural equation modeling for testing
a causal relationship between independent and dependent variables.

The structural equation analysis revealed that awareness, image, self-congruity,
commitment and culture of department stores were important antecedents influencing
customer loyalty to department stores with the coefficient of determination (RZ) of 0.23 and

statistically significant at < 0.05.

Key words: Awareness, Culture, Customer loyalty, Department store.
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Integrated Marketing Communication Strategy for Tourism and Tourist

Behavior Who Visited Bankao National Museum, Kanchanaburi Province.
Tikalang Sukkun
Abstract

The objectives of this study were the following : (1) To study the integrated
marketing communication (IMC) strategy for tourism of Bankao National Museum, (2) To
study tourist behavior at Bankao National Museum. In-depth interviews with administrators,
staff, communication arts and marketing communication academics as well as
questionnaires for 400 tourists who visited the museum were used for data collection. The
statistics for data analysis were percentage, average, standard deviation and t-test.

The main targets of the IMC were pupils and students. Various instruments of
integrated marketing communication strategy were implemented. The problems and
obstacles of the implementation were the lack of budget to support continuous
application of marketing communication strategy. Tourists who visited the museum for the
first time expressed their most favorable opinion on : (1) the exhibition room about the
discovery of the archaeological site at Bankao in Kanchanaburi and various archacological
objects. (2) the accuracy and clarity of posters in the museum, and (3) the exhibition about
the way of living from pre-historic to Ayuttaya periods as well as the exhibition of ancient
cemetery and culture.

As for those who visited the museum for the second time, they had the most
favorable opinion towards:(1) the exhibition room about the discovery of the archaeological
site at Bankao in Kanchanaburi and various archacological objects. (2) the accuracy and
clarity of posters in the museum, and (3) the exhibition of the pre-historic development of
the society and the evolution of Kanchanaburi community. Visitors to the Museum for the
first time and more than once, in average, had a favorable opinion on the integrate

marketing communication (IMC) strategy of the Museum.

Key words: Integrated Marketing Communication ( IMC ), National Museum
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Roles of Employers’ Organizations Regarding Problems in Aging Society.

Vichai Thosuwonchinda
Abstract

The National Statistical Office of Thailand pointed out that about 10.7 percent of
Thai population in 2007 were in old age and there would be more in the future. The
increase in the number of old people created both economic and social problems. Besides
their families, it is the duty of the state to take care of disable and old people. However, it
is considered that employers’ organizations should have their roles in helping their old
members who are retired. This study tried to find out the activities of employers’
organizations as well as obstacles and problems concerning the activities to protect and
solve problems of old members with a purpose to suggest solutions to those problems.

This research used both quantitative and qualitative methods. Questionnaires were
sent to all employers’ organizations that registered with Labour Protection and Welfare
Department of the Ministry of Labour. 186 out of 358 or 52.00 % of the organizations
answered the questionnaires. Regarding the qualitative method, in-dept interviews were
done with representatives of associations, federations and congresses of employers, as well
as government officials and labour academics.

It was found that the roles of employers’ organizations regarding problems in aging
society were still very little. Their roles mainly were in the establishment of provident fund
in their enterprises. Some employers provided medicine welfare for old members. The main
reason for their little roles was a lack of fund and staff. Moreover, the labour relations law

prescribed authority to employers’ organizations to protect only their current members of



7

MNyasnwutngin U0 14 aduil 1 unsiau - guieu 2556

the organizations. As a result, old people were not protected after their retirement from the
workforce and expiration of membership of employers’ organizations.

It was suggested that employers’ organizations should be equipped with fund and
staff for old people in the society. They should organize provident fund or saving fund in all
enterprises for the benefit of old people. Employees who become old should be educated
with knowledge on how to be safe in their old age period. They should also be trained to
be equipped with some technical skills that they could find employment after retirement.
Employers’ organizations should also organize some activities for their retired members and
employees. As far as the government is concerned, particularly the Ministry of Social
Development and Human Security, it should allocate enough fund to support various
activities of old people. The Ministry of Labour, in addition, should amend the law of Social
Security Fund to provide more benefits to old people by increasing contribution of both
employers and employees. The appropriate work and employment opportunities should
also be provided for old people. Ministry of Health, furthermore, should organize special
health care services in hospitals for old people. The Ministry of Interior, moreover, should
encourage local organizations to organize activities continuously for old people as well.
Finally, old people as senior citizens should be encouraged to transfer their knowledge and

experience to the younger generation.

Key Words: Employer’s organization, Old people, Aging society.
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The Influence of Leader Self-Efficacy, Emotional Intelligence and Sense of
Humor on Transformational Leadership of the Executives of State Enterprises

Chanabhorn Rurkhamet

Abstract

Leaders are persons who have power to drive manpower to achieve organization
goals. A person who has leadership is required by all organizations because the success of
organization can be bound with the success of leader easily. Executives are driving forces of
organizations so that a person who is expected to be an executive needs to have
leadership, especially transformational leadership to response to rapid changes in
environment and situations effectively.

The populations of this research were 2,948 executives of state enterprises. The
quantitative approach was based on a sample survey of 385 executives whereas the
qualitative approach was based on in-depth interviews of purposively selected executives.
They were the executives of PTT (Public) Co., Ltd. (117 persons), Metropolitan Electricity
Authority (153 persons), and Metropolitan Waterworks Authority (115 persons). Data
collection was conducted during May to September 2012.

It was revealed that Leader self-efficacy, emotional intelligence and sense of humor
enhanced transformational leadership of executives. Transformational leadership was
composed of idealized influence (attributes & behavior), inspiration, motivation, intellectual
stimulation and individualized consideration. Among leader self-efficacy, emotional
intelligence and sense of humor, leader self-efficacy influenced transformational leadership
most (chhange = .470), emotional intelligence and sense of humor being second and third
in importance respectively (chhange = .453 and .160). Most executives appeared to have
high leader self - efficacy, social awareness and sense of humor all of which could lead to

smooth co-ordination in management.

Key words : Leader self-efficacy, Emotional intelligence, Sense of humor, Transformational leadership.
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Watching Behaviour, Attitude toward and Brand Recognition of Product

Placement Strategy in Sitcom Drama "Baan Nee Mee Rak" of Television
Programme Audiences in Bangkok.

Tortrakool Ubolvvatral

Abstract

The purpose of this research was to examine the watching behaviour, attitude
toward and brand recognition of Product Placement Strategy in Sitcom Drama "Baan Nee
Mee Rak" of television programme audiences in Bangkok. Questionnaires were used to
collect the data from 400 samples who had watched Sitcom Drama "Baan Nee Mee Rak".
Frequency, percentage, mean, mode, standard deviation, t-test, one-way ANOVA, Pearson’s
Product Moment Correlation Coefficient and Multiple Regression Analysis were employed in
the analysis of the data. The results of the research were as follows:

The frequency of watching Sitcom Drama "Baan Nee Mee Rak" was twice a month
and they had been watchers for 2-3 years. The main reasons were because this drama was
on-air at the convenient time and they usually watched the drama with their family
members. Samples who were female had more favorable attitudes toward Product
Placement Strategy in Sitcom Drama "Baan Nee Mee Rak" than male watchers. Samples who
were youngers were able to recognize more brands of the products in the Product
Placement Strategy in Sitcom Drama "Baan Nee Mee Rak" than older watchers. Attitude
toward Product Placement Strategy in Sitcom Drama "Baan Nee Mee Rak" was at the
moderate level (Average score was 3.24 from 5.00). The average brand recognition was 9
brands from 23 brands and the 3 brands that were most recognized were THAI LIFE,
MAMYPOKO, and DOUBLE A respectively.

Watching Behaviour was positively correlated with attitude toward Product
Placement Strategy in Sitcom Drama "Baan Nee Mee Rak', and with brand recognition
toward Product Placement Strategy in Sitcom Drama "Baan Nee Mee Rak" at .01 significant
level.

However, attitude was not significantly correlated with brand recognition toward
Product Placement Strategy in Sitcom Drama "Baan Nee Mee Rak" at .01 level. The variable
which could best explain brand recognition toward Product Placement Strategy in Sitcom

Drama "Baan Nee Mee Rak" was the age of the audience.

Key words: Watching behavior, Attitude, Brand recognition, Product placement, Sitcom drama

' Assistant Dean for Academic Affairs, and Lecturer in the Advertising Department, Faculty of Communication Arts,
Kasem Bundit University.
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