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Abstract

The objective of this research is to study service quality, satisfaction, monetary
value,emotional valueand social value influencing shopping behavior tendencies of
Thai people in department stores in Bangkok. The sample consists of four hundred
Thai customers who have ever shopping in department store in Bangkok.The results
showed that emotional value, social value and satisfaction can predict tendencies in
shopping behavior in department stores by about 28%. Furthermore, satisfaction is
moderately positive in relation to shopping behavior tendencies in department stores

at the statistical significance level of 0.01.

Keywords: Shopping behavior tendencies, Department stores
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1. AAIWNISTRUSNNS

Fuauna ¥1UTBESY (2546: 106) NE1331 AMAINNISLAUINNS (service quality)
vaneda MsUSMsARAA (excellent service) m3siuALABINISYdBIAUAINNADINTVDS
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nATeFuiarlidedelumstanuamnisliiniadies 5 Jade deiiganlude SERVQUAL
(Parasuraman, Zeithaml and Berry. 1990) Usgnaune

11 fudnuaeynanen (tangibles) Mo MsigsuL3nsannsnannLy
nMsunsfiegliFuegistnieu dnvuvesdsiwseuagainanunsadudeslsd

1.2 fuemuindede (reliability) vianed mi‘ﬁ'Q‘lﬁu’%msmmmiﬁu’%mﬂﬁmm
Aldlrdyalifugnanlsognsgnioadiosnss wavashiane

13 shunnusindilunismeuauss (responsiveness) wineda nsiigliuinasd
anumFeslunsivzliuinsgnanlfegnaiuvinefinueudosnisvesgndn

14 Frumudesiulinge (assurance) mnefis msfigliuinisiienaindede
Tumsliuinns fdeidoaduiivensuvesgndn hlsigndndhilalumsuinisvesuism
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and dafunuideitsliiundnuasmguiifstuanufisnelavesiuilng weduisan
dudserinsmnufiselavesfuslnafifinadewnliimafnssulaevinnsiasziuanufionels
vosuilnalunmamAeiuamiuaanuasamudisinsvesuilnafiilrevisasswdudi
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3. wnliduduwginssuguilag

vanefs wwiliilunsmeuaues wiensnsevhiiyaaaldsudvswarisnnniely
waznBUBNFeAIFBINITTRIAATYARE  BelinsFsuntamasanan SN AL
nagmimInaIniseguusIng uresnsUdsunlasoamnnssuguilaafininiondnduly
auIAn (183 wWduMN 2542: 12)
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nstesnnitlusgninnisUssiduteunistelidnfuilanesliislaifoysuzauauga
fnnunafioonuazifunelaluweladnldaud

335



MTANSHIAUAIEAS WNANT1BASUASUNTILSA UN 20 aUURBUUNTIAU-5UNAYN 2560

4. AuANTIEUA

Kotler & Armstrong (1996) lglamumneaeinsidudindude (Name) f
(Term) deyanwal (Symbol) n1seanwuy (Design) ﬁaehuﬂisamaﬁqé’ménLﬁaizqﬁq
dufuazuinsveaduenelasevimienguussuisiiieuanfednvaziiunnisaing
uteduuan9 il Normann and Ramirez (1993) 85u1ed1 AMANYBIGNAT AD HARDUWVUAIN
nslesulsslevivesdudnidiefisuiunmsiiefuiinanuszaunisallunsidassvesgndn

Sheth, Newman, and Grass (1991) dnaueanA1aINN15UsinAluyLNBIYDs
gnén senilu 5 fu Usznausie 1. AaAdudsan (Social) munetivessaussleginiedny
Alssuannsliauduiouinng 2. suensual (Emotional) wanefs essauselowiiilaiuain
AeuTiiidedudwouinis 3. fumthil (Functional) snefis essaUsslevdildiuain
nMsfuiRunm warnismaniannsldusylevivesdumvseusnig 4. sumnavanzay
(Epistemic) mnefis essnUslovidlssuananuuanivel arumelafldumnng uas
5. fuideuly (Conditional) yanefs essnUstloviiildfuananunisainieevlvuesns
dindulaiden ddumsnuadsinudvesgnidutseendu 3 fw ldu1) admiansiu
Tnefansananusglenifignenldsuiudunuiignénasly fu 2) aurmsensual (Emotional)
uae 3) purvnedsas (Social) issarlutlagtufuslaaldlimnualouazsaturhassndud
fifinsdidunaietunsliuinsunmusesdsen Fldhauaduiliitervuouuld
ngAnsun1sIuIeldanevasulnaluinasmauimluwansannumiuns

A5ALHUNISIAY

Use1n3 (Population) Ao Ussnsluluangannumiuas w.e. 2557 Faidruauwiniu
7,980,000 AU (@TAdTeUsEINSUALdean. 2557) aanmsdiuaniiedne Tnglignsves
1l e (Taro Yamane)(1973) Tnefvuaszduanudesiufl 95% anuraardeud
gousuld 5% lavwndegianiniu 400 Ay {ITelEIBMsduiegaLUURERe (Purposive
sampling) Inganzasluivhaassndudlueiodunia uazinovuead n3U Buduisassmaud
fenmsduineldiassgean uarliisnsduietniegnadie (Simple Random Sampling)
TngTinmsduamnineassnduddiunda S 2 ananionme 10 @191 liud Feassnaud
Wunsa anndaauuazanviaianiia wazisassndudihueemeviead nU S 2 @
Anton7 @ Iiud FeessnEudinesuead avTufuasTEsnaLA LSy
ndurhmsdusioeauutlag (Quota Sampling) Tasdusogeann 4 a1m1q az 100 Au
warliiEnsduiiegauuUaznIn (Convenience Sampling) AuATUTILAILAMTRDINST

a o
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1. Wan1sIATIERdayAlanI TN

1.1 fpeuwuvdeuauvioiun 400 Ay dlvgdunandgs $1uam 300 A An
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Wiguwin w287 au Andudesaz 71.7 aauniwausalan S1uau 328 audnduiosay
82.0 :MTwwilnauuiemenu 9w 231 au Aadusewas 57.8 uariiseldradiow 20,001-
30,000 U T 121 au Aadudesas 30.3

12 fneunuuasunudienudaiiuifeiugaamnisliuinismndueglussiu
1n Tngfunsiudeddfidefogeanindu 4.13 sesaanlsiun shummnindedio = 4.01)
fumsiulseiu R= 3.77) funsnevaussiinnidi = 3.71) sunsliuins k= 43.65)
wavdumswiveniiule (x= 3.60)

13 fpounuuasuanudimuAniiuifeiiuguamiamsi . audmsoisuaiias
Anurvnadany oelusziusnnnndulnenuamsensual feeduguanintu 3.85 sesasn
TouA AAIMNITRY (X= 3.67) WasAnAIedInN (X= 3.51)

1.4 geaunuvasunuiianuianelaseviassndumluwanianmmaiuasiag
saoglusziuann lnedidedewiniu 3.84

1.5 geeuiuuasuniuiinildunginssunisiuineldaesluisassndudluwn
nsawmavuastaesin egluseiunn Tneflanadewiniu 3.92

2. WANTAATITdRYALTIaYNI
2.1 Aunnnsiuinig anwiiansla AauAmaN1sRY AMAINSeN Al waTARAY
nesdianaansanensallwldung Anssunsiuaneldaesluinsassndudvesialng
adanlflumAneildmaifvesmsilnngiauonnosdmy  (Multiple
Regression Analysis) ldoniudsdaszlngds Enter imudesiudosas 95 9istezdniden
fuUsfifimunzaAUaInIsANNAANDEIE Y HANSVAADUANLAFILLANIRIMI1ST 1

715799 1: AANINNITIRUINTT ANRIWETY AMAIMINNNITRY ANAIMISE1THA] WAZAMAT
msdsanaursanensaluwlldunginssunisdvaneldaes lurrsassniuavasunalne

woAnssun1sIuIne aesluinedsswaudn B  SE(b) Beta t p.
ﬂlﬂﬂﬂﬁ (Constant) 1.588  .208 7.651** .000
AnNINN1TTUINNS

- fuUATIUADILE 051 048 058  1.080 .281

- ﬁnummmﬁaﬁa .110 .057 114 1.911 .057

- ﬁ’mﬂﬁm@Uﬁuaﬂ‘ﬁi’mﬁ’J 077 .047 115 1.911 .057

- unsTulsEiU -096 056  -123 -1.720 .086

- pnumsiiueniiule 023 053 030  .441 660
auNanala 216 058 235 3746** 000
ANANINITRULAZAMAIYMNNET U]

- ANANISNSRY -066 .049  -087 -1351 .178

- AuAMeTse] 224 060 245  3.739** 000

- AR 090 033 140 2676 .008

r R2 Adjusted R? SE (est.) F Change p.
.546 .298 .280 .40980 16.545** .000
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Avueli y i wuldungAnssunsivaneldaesluisasswdudvesilng
NENNITTAUNUIT Aianela AMAINIOITHN WAEANAIMNINEIANAINNTD
wensadwnldungfnssunsiuaneldassluinvassndunvesnilnelufiamafediu oy
AR sHalansane Nl ldungAnssunsTudngldasslursasndumve sy
Inguniigafe 245 sesaanliun anufianelaanusanensaiinliimgdnssunsdudne
Iaeglunsassndumraswnilve whiu 235 wavanAmedanuaunsaneInsaluuiliy
wgAnssunsIueldaesluivassndunvesnalng windu 140 anudeu
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yosmnglumangammavnuasianisidenui anufisnelevesiuslnavninediinisivine
Taogluiassndudlanuduiusiuwunldunginssunisdvingldassluisassnaud

o o a

Tuwanganmmuviues egrefiteddymeatiansedu 01 lnedianuduiuslufiamaieiu

{ o o &

Tuszautunans fendudsednsavduius (Muhfiu 448 viangaud deduilaaynilng
fanuianelalunisduineldaeslumsassnduniuduasiivnliungfnssulunisdudng

Waoslusassnaudiutulusydutunans
d3Uuazafusnenan1side

PNnuam e Fos ngAinssuLazultumginssuntsiuaneldaeslurisassnaudn
vosymilngluwangunmmuas aueddeldduiunmsoAne i

1. Aufianela AuAmeTUal ANANISEIRNEIN TN INTAIMILTING ANTIUNS
Juanelfaesluisassnduivesyilne lofoeas 28 ulirlulagiuudazinvsiinsudedu
NI aNeEsINANA  wazwsazinaninisuiunmdnvallidenadesiunginssuves

Y a

nusinavalnglunsaziuiogetaaulidunnanedy  win1sdvaneldasslurisassnduan

Y
I3

2 o w @ = A o W o w Y o . S A My o o
Juasddguaniludnumiduiiadssiriudmiviuslnavmineegrmanibedls Jsdemali
ANAMNNDITIA]  AuAIMINEIRLLarANTanalalianSnadauudldungAnsTun1sTuIng
Iaegluinsassndudvening Jsaenndeiuauidevemsisen aauseasy (2557) 1
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Anwides  avwiawelauazuunlifunislivimsvesilévinisunungdUasuenlsmenuia
o1nnsiiesined gruinedniiu fwudn msuilupmuamuimsansayhuesaufionels
TngsamveaUisusnvedlsmeuiaeninsiesind  giuvindedaiu lnsaunsaesuiele
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seidUszaunamsaaaiungAnssunslivinsdumesidelianennudigs Wi-Fi ves
Uit 3 eeslaistu diin Gmay) Tuwengammaviues inudn dulszannismanndl
anduiusiunisuenselvgduinliuinmsdumeidalimeanuidigs Wi-Fi vesuidn
g AesUaistu d1dn vvw) Tuwansammamiuns wazaenadesiunuisevemans
lasiAesfind (2557) AfnwiEes ms3ug Aanmnsu3ng wazwnlthmgAnssuvesdiuilna
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TuienadeaiilussiuUunansiuuulilumgAnssuvesuslaaselasinmsaseunsigudus
AUUTNTTUANIATUNTINN
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Aukwiltdunginssunsduineldassluinvasmaumluwansannumunas - egralidedfy
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yaadiatszsu 01 Tneflenudiiuslufiamadeaiulussiuiiunans fendnsyavsanduius
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asswaudivtuesduunldunginssulunisdusreldasslumeassnauduiintulusyiu
Ununans Feaenndesiunuideues wiUszn qausziesy (2557) wuinnaiswelainanm
duiusiungAnssunisliuinisvesgldusnisunungUisuenlseneu1aininsiiesiaed
sinFednfiuuazaonadosiuamideves vn dueyasd (2553) idnwidesnuiianela
AfuasdouunliuwgAnssunislivinsasdninuneiavinsdwiindouiivesfuilaalun
nsummuAs  Anud anufeeledmnuduiusiuuunliungAnssunsliuinnsasdns
vanelaInsinrindeuiivesffuslnaluansammumuns

VOLEUDLLUY

1. doiausuugitléannauide
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