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Abstract

The objectives of this research are to study the expectation and perception on the
quality of guesthouse service in Thailand and to analyze the factors related to the quality of
guesthouse service according to the expectation and perception of service users. The sample
group used in this research consists of 400 foreign tourists using the service of guesthouses in
Bangkok, Hua Hin, and Kanchanaburi. The research tools used in the data collection are
questionnaires. According to the research’s results, it is found that service users express their
expectation in the high level on the cleanness of the guesthouses, the worthiness of their
spending, the politeness of employees when answering the service users, the respect which the
employees give to the service users, the environment of the guesthouses which are allocated

with security for service users, and the willingness of employees when answering the service
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users. The service users also express their expectation in the information and convenience in
using the websites of the guesthouses. According to the analysis on the expectation and
perception on the quality of guesthouse service, 6 factors related to the quality of service can be
divided; the confidence in using service, the convenience in approaching the information, the
concretion of service provision, the allocation of environment, the response to the service, and

the reliability.

Keywords: Expectation, Perception, Guesthouse, Service quality
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Naﬁffﬁ‘uwuaaﬁﬂs:ﬂauqmmwu‘%ms 7 36 louA ¥1301NUaTANNEINITOVBININIY (Courtesy
and competence of personnel) ﬂ'l‘iéam‘nm:ﬂ’liﬁ’uﬁuﬂ’l‘i (Communication and transactions)

ANuLu3U5IINIe9INIUINT (Tangibles) n'lij’éi'ﬂl,l,a:vﬁﬂa@ﬂﬁw (Knowing and understanding
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the customer) m’l&lgﬂﬁadLLﬂ:ﬂ’n&Ji’J@]L%’ﬂumiu?m‘i (Accuracy and speed of service)
mSLLﬁ/ﬂwtle (Solutions to problems) LLazﬂ’n&lgﬂ@TawadﬂﬁifuaaoiiGLLim (Accuracy of hotel
reservation) AMNAATNENIN1 29AUTZNOUMUINTEIMUAZAMURINITOVBINGENIY TanudAty
@iamﬁui@;mmwu‘%miumﬁqm

Knutson, Stevens, Wullaert, Patton, & Yokoyama (1990) w”wml,ﬂ'%iaaﬁa:i"@ﬁaqmmw
u’%mﬂuqmm%ﬂﬁﬂiaLLiuﬁ%a’h LODGSERV Imﬁﬁugmmmﬂ SERVQUAL WaI38wWu31
fidquniwyini 5 du greauanudanldai aaddedie 150lale (Reliability)
ﬂ’J’l%JL%E]ﬁ:u (Assurance) N1IAaURUBI (Responsiveness) ﬂ’nmﬂugﬂﬁﬁ&l'ﬂmmiﬂ?mi
(Tangibles) LLﬂ:mnlL“iTﬂﬁ]ﬁoﬂ’J’miﬁﬂ (Empathy) Mei, et al. (1999) ﬁ’m’li'ﬂﬂaauﬁﬁqmn’lw
vimslugammnssulssusulszinaoasiands laoldia3esfio  SERVQUAL iuitugnulu
MsWaMLULSafidiTad1 HOLSERV e'fjaLﬂum%iaaﬁaslmaﬂumﬁmqmmwu’%mwaaqmmvmssw
Tsswsuluvmisiu Todunufiddnfe ssdusznoy 3 duvssqmainuinislsausy ldun
W9 (Employees) anuldu3lsisuwainisuinis (Tangibles) wazauidedie Tnslale
(Reliability) ﬁaﬁlﬂmﬁﬁwmﬂmmﬁawalwiaqmmwu’%miﬁa A@ewwinIw Fick, & Ritchie
(1991) $uULI@ SERVQUAL ‘ﬁwmﬁ@qmmwu‘%mﬂuqmamnﬁmmslﬁumaLLa:msViaaLﬁm
Usznaushs memsdn 1sausy saanans wasiuiiusnssd woin desefisanadannuanands
n'ﬁu’%msmnwg\aﬁmjugsﬁa do anwindede 110lald (Reliabilty)  wazauldosiu
(Assurance)

Oberoi, & Hales (1990) "L@Tﬁ'@umLﬂéaaﬁai’@qmmwﬁmiﬁmfuinLLimﬁamsﬂszqu
lugnzarandns wamsdnswudt mesuiamniwuinmsdeneudis 2 6 As anwdu
3U5330189n15U5M3 (Tangibles) warmsusmMInisudeslalle (Intangibles) saanaaany Ekinci,
et al. (2003) fildnasavin3asiio SERVQUAL fussasnanansia 2 ums lugsf wan1sdinm
laifiueufid SERVQUAL anuduatiuiia °1Tam;ﬂmnwamiﬁnmﬁiﬂﬂénfﬁialﬁtﬁﬂmaa%o 2 i
fAa aNnuuIUTTINVINTLTMT (Tangibles) warmIusmIfisudasllle (Intangibles) §1m3y
uSunveslssusuizasn wenanii Akbaba (2006) ldvinmsiaguninuInislssusnysziny
wngsfialugsfi namsdnwinoi ﬁfnviaoLﬁmﬂi:mﬂﬁfﬂqsﬁmﬂﬁmwaJehﬂ"'ty@iammm@m”o
AMNIWLINSHAEA g l&un aauEzaIn (Convenience) AutdasiulunuInIT (Assurance)
anuduzdsiinueinsuins (Tangibles) Anuiioanalugnuniidauinig (Adequacy in
service supply) Lm:m’]&lvﬂ'ﬂ%Lm:mmﬁ’mlﬂgﬂﬁ/ﬁ (Understanding and caring)

Getty, & Getty (2003) VL@Tﬁ’@umLﬂ%‘mﬁm”(ﬂqmmwu'%miém%‘uqmmﬂmwﬁﬁ'ﬂ%aiﬂ
Lodging Quality Index (LQI) ‘[mﬁﬁugmmmﬂ%aaﬁa SERVQUAL N32U%N1T Walk) LQl
Buduanmsiinueidians 10 {6 mﬁmumaum’wu,@iazﬁa‘ﬁ'aa@ﬂﬁmﬁ‘uﬁqiﬁw%msﬁw‘"ﬂ
Ui srnsaetedonu s'ﬁavl,@i”mmnmi'ﬂummsimnswLLaxé‘ummﬁL%aﬁnﬁuqﬂﬂa
ﬁmwauim%‘aaﬁluw%’gaL;J’%m loun dndAnw1a19135111399N1TANTUIANT 819 Td
ATLENITIANIINTUINNT wnidunidszianingsna LL&:QH%%WST?@LL?M aunserialdidn
PafnIWIIWIB 63 I18NNT mgumau@iamﬁaﬁumuaaumﬂﬂdeszﬁ"'madﬁqsﬁaﬂ’liviaaLﬁm

an 12 flesluansgainsn nasanuuisaasaunuass tilasiasns lagnismasay
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e

a af% o o @ o ¥ o o
ANFNUTL AN FRRFNNUTINTAVRILLLIA INMTNAFALLAATNENTTRFDINTIUIN 45 518013
ﬁﬁhm'mﬁ'mw”uﬁﬂ‘"uy m”umu@iamﬁaﬁwLLUU'B"@]@T@ﬂ&h';é’ﬁ'mﬁ"unsjuﬁ'sashalmﬂmﬁauﬁu WAy
o @ A v a & oA oa a & & A & Y o 44 @
mmagaw"l,@m';mi’lwmwmmanaua:’amﬁ:mqﬂﬂi:nau NAMTIATZRNUYI BN BT
AUQMNIWLTNTIUI% 26 3183 a]”ﬂna;;uvl,@? 5 16 el ﬂ’J’]&JLﬁuEﬂﬁ‘i‘i&J“ﬂadﬂ’ﬁU%ﬂ’]i
(Tangibility) aAnuswdaiia 1ielale (Reliability) nnsnauauassdan1suSnNT (Responsiveness)
anuiulalunnsusnng (Confidence) wazns@ada’aans (Communication) #a3a1NHkL  39%10
MIATIFNBUANNATNTIVIIINY WU 1e3esileda LQI aunsarimenssuidanmniwying
laosule

Y & X v o v A Y . .
MyITBATIR ”nmﬂizqnmﬁlﬂﬁmuqmmwwwn Lodging Quality Index (LQl) 3 udn
6 . a 6 ¢ A A = s @ (>

amﬂs:ﬂaulummmqmmwmmsma@L‘ma Wa991nLa3848870 LQI FLRauanemeianiIsyad
9ARINNITNNNNNINNTIATBINDTA SERVQUAL Namsmaau%?amsﬂ‘s:qn@ﬂ:’fﬁmumvlﬁ
Taa7dimssi SERVQUAL Fndudasinsdsuiddouldinanzaudanminlulsluasdnsng
NHULANIE NIRRT LAl Hiuasuadiduszuy uazdInn1IATIIRAUAINN
AT (Reliability) WAZAAATI (Validity) 4BNIIMNABNIWUINIT 5 FUAINET?

o @

51mLﬁuLauﬁﬁé\”’mﬂflsu’%mﬁaHmi'nmsmmﬁuvlsnﬁmaapﬁ@u’%mima@ﬁmﬁ Wa937n

e)'_“g

=2 dl

namsenfikwna g asmadulauszanufisuegninireansdemslsduasfifiasssuinms
m3viagiiea (Burns, 2006) Twdasil Law, & Bai (2007) Fim3dnaNFINUTIZA TN
vouglFiuduinaiiiadaguniwivlod anuiwela wazanuaslate nadsuW LN Uase
@T’mqmmwr‘iuvlsﬁﬁmm;\J}”ﬁ?‘ﬂu?miﬁauﬁm flenuduinfiBsundennuionels uazanuaile
G‘E‘”a'*naa;juﬁm Qmmwﬁuvlsm“luﬁf:%mﬂﬁomsaanLLuuﬁa:mﬂ@ianwfbﬁmuua:ﬁa;&aﬁﬁaﬁwmu
mﬂwa@iammﬁaomimaaﬁuﬂnﬂ
ad o A Ao
ADANWBWNITIVG

Uszansfildlunisisuaisdt de dnviesiiiervndsmdfidunisdiuivedion
Uszinealng ;ﬁﬁ'ﬂ%ﬁﬁﬁﬁﬂﬁauﬁm"m’;@ha"mﬁﬁtﬁumoLﬂTﬂﬁJizmﬂvlﬂﬂﬂ 2553 (n3u
msviaal,ﬁm, 2554) $1%7% 15,936,400 an tduwwialseang Lm:ﬁwu@néjmﬁaaﬂwmﬁﬁ'ﬂ fa
ﬁfﬂviauﬁmmwmmﬁﬁmviaaLﬁsaLLaﬂﬁu‘%miﬁﬁ'ﬂﬂimwma@ﬁmﬂum@m;omwwmum

@ o

oA AURTIIFITLRLDWUNITEONAE SILNWITAL 9RIAUITTIIVATIUT wazdnaiias 33970

aa o

nyany3 lasiiwuazuiadiabisainsuiadzsiniaruarssdniagunieaia fiszeu
ANuLTath 95% lduuaaaat1ainiy 400 aw (Yamane, 1973, pp. 1088) uasld35msidan
AI0ENMUAINEZAIN (Convenience sampling)

wndasflofldlumsisuassit Aouvumeuny utseenidn 3 §au §aud 1) UMY
ﬁaﬁwmuLf‘i'mﬁ‘uQmmwu%mima@i’Lmﬁﬁﬂs:alqﬂ@Tameﬂﬁ‘%ﬁa”ﬂqmmwu‘ﬁmimaa Getty, &
Getty (2003) §142% 26 T8 waz Law, & Bai (2008) 411424 6 U8 IWNIE 32 78 (uazidua
A991319 1) AsauAgy 6 @u ldun anudugdssmwvasnisuinig (Tangibility) AnutnLdaie
1521519l (Reliability) N13AaUFMEIRON15U3N15 (Responsiveness) Auawladan1susng

(Confidence) N3@a¢ia&a&13 (Communication) NMIaanuuukazihan1zadtiuleod (Design and
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content of website) lasIas19vaITadDNLARE TR ANnoURDIEIN dauusn’lﬁ%@mmmm
anufainirlianuddydaanuataniiguainuinisudazenisizavle laolsd
anasdszanmdn 5 32U (Rating scale) asud lalinmasdmiag (Totally unimportant) laudis
lﬁﬂama%m”tyaﬂ'wﬁa (Extremely important) uazdunaundunsdssidumsiuamninuing
‘[mW@J’mmJaaumuu,amﬂ'awﬁ@n,ﬁu'mﬁuﬁqmﬁ‘umm’%msﬁ"lﬁi"m%aLwiazi'mn'lsi:ﬁul@
Tagl#u1asszanmen (Rating scale) 5 3200 aoudluifiudrnatnais (Strongly disagree) 'l
anfoiudanegn9bs (Strongly agree) §aul 2) FronuLtAgInUSNBFMeNISIANYITTINIVE S
{eauuULsaunIN wazdIudl 3) Monuifsaiuaneasvaninvea i
msmnaauqmmwLﬂ"%"adﬁa"ié’ﬂ ;ﬁ'«avuvl,éfﬁmuuaaumuvlﬂmaaal“ﬁﬁ'uﬁfﬂviauﬁm
mjm“”;atmaiwmu 40 aw thaUszifiuanusonaansnislu (Internal consistency) Ta4Uad1n14
ANUANANIIURZNNITUZANINLTINT wazfwr gl szanuaanidanisnisvesasanda
(Cronbach’s - Coefficient) (137%h WnuLNg, 2551, w. 233) WU TENMITaFIANNANUAIANRII
fenanuidesiulugag 0.869 v 0.881 ﬂ'wmmL%aﬁ"uﬁﬂmﬁaﬁwmumﬁug’agiuﬁw 0.9247
9 0.9333 uazAuLTesuvasuuuialagsiuniatudainny 0.924 waaIILLY
:i"@mmmw"i"aLm:mﬁuf@iaqmmwu’%mm“\ma"nﬁm'maa@mﬁaamﬂmm:ﬁmmL%am”ﬂga
MIAUTIUTITB YA Qﬁﬁ'ﬂtﬁuﬂuswﬁagamnﬁfﬂﬁauﬁmmmnmaﬁLﬁﬂW”ﬂ
inadandluusnniuians lagidandlegisaninvesfisrfisaunsafesmsnsaingule
wazBudltanunufionsuuuuseuaulutismnainnmsauiaswn wananit HAanldun
wousauanNueE IR I unEna I nuSATEIRAT Lﬁ'auaulﬁgﬂﬁwﬁﬁuﬁaaﬁ'ﬂiﬁ
AAULULROLDNN I(ﬂElL%IJJLﬁlli’J‘US’JSHTEIHa@]zGLL@iWZ]ﬂ’?m’]Elu 2554 Sl ENEW 2555 IUNTLNI LS
Lmuaaumm'mﬂéjmﬁaﬂﬂdﬂiuﬁauamyizﬁﬁﬂmu 400 7@ MUVUIARIDES INTWIINN
MINTIFILANNINABIVDILUUROUAN Lﬁal,m%fwmiﬂi:mamaﬁaga
MINATIEATaYANAINNALTILTINTOYANUULREUNNATUANT WUV AGI0H9
W& ;ﬁﬁ?ﬁwﬁuﬁumiﬂi:mawa Lm:f‘uﬂsﬂzﬁ“ﬁaga@TaﬂIﬂiLmiuﬂamﬁ’;mm‘éu%fﬂgﬂ
wuugaunwEIULIIdUNIIRAUDINAINANAWTILAZNTTU e gmATNLT TINadLENd
Wuanasdszunman 5 szau ﬁwmmﬂ'wmﬁ'uLl,a:mul,ﬁmmummgm Aiadsvasdainuudaz
Mumahlinmuszauanumenisuaznsiuidagmninuiniszanduaiadng lasudanaay
gma"ummﬂ‘*ﬁzu mmfimmummgm%‘l,ﬁtﬁuﬁaa"nwm:msﬂs:mwaqmmé"mmmm@mﬁ LAz
ms%‘uf@iaﬂmﬂﬁwu%nWiLL@iammms °ﬁa<nf1<1Qmmwmm%mﬁmm:ﬁmﬂmiﬁnﬂ'wLaﬁlumﬁ‘uj
AMLAINLTNTAUALANNAIANIIADA ANINLTNNT wazldaifnagoud (ttest) Llenaseoy
mmmeemmaammﬁmmhqmmm@m”aLm:mﬁ'u;?qmmwu%ms WUUROUINEINDY 9
3mm:ﬁ°ﬁagaﬁmmsmnLLﬁmmmﬁLLazﬁ’auaz WaaTursnsmen19gInNUIzTINTUAS
é’m:rmzmww:a‘mqﬂﬂamaaﬁnviaar?'imém%’umﬁmﬁ:ﬁmﬁﬂi:nauqmmwu’%mimaﬁmwz«?
mumwm@mﬁLm:mﬁ'uj“uaaﬁfﬂviauﬁm rj,ﬁa]”ﬂﬁwmLﬂﬁﬁmmm(ﬂﬂi’dLl,a:mi%'ufsiaqmmw
USMFNM W BHATINALRED $1wan 32 eauds aniwin i asdUsznau (Factor
analysis) munafaitnsanaasndsznausiy (Common factor analysis) Lm:mgmmmmulei

@98 (Oblique rotation) uaztinHaMIIaNzRasddsznavldudana uasiruadaadflsznay
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NAN13298

ﬁnviauﬁmmém”‘mzhuflmwmm%aga: 61.5 inaniTouns 38.5 daulnnjeny
32714 25-34 O (Fawar 26.8) uazanyluifin 24 3 (Fawaz 19.3) nsfnmzaudIyyIad/
aulSya (Favar 52.3) ovdwiduindnin (Fasaz 19.0) LL@:;EL%mmtyﬁlufim%W (Fauay 18.8)
gadaulndidnenu dveldiafoUszanm US$20,001- US$40,000 (3ouaz 31.8) saulnaidunis
mmnw"ﬁﬂqisﬂ (Sauaz 56.0) SnumensasieInuin daul%tgﬁfﬂqﬂi:aa@Tmilﬁummﬁa
WnHaw (30882 75.8) wasiTRNINERENFINEDWANI 9 1afy 1 avsdiad (30882 22.8)

MIAMERaNIAManitdenmIINLINIT LazmITudamniwuinie didbudana
ndnais Tagulannununotdn 3 52aU aunosieuaITN1ATY A1 Aadoaind 3.68 —
5.00 W8y FIUUINMIANeniIdanmnINLINNT LLa:'%'ugT@iaqmmwu?mﬁafumﬂ fLade
A9 2.34-3.67 wanpia HIDUINIManisdenmnInyIng Lm:ﬁ"uj@iaqmmwu%mﬁaifu
UUNan9 uazeLaauasud 1.00-2.33 wunp i HIUUTMIANAWIIAaAmAINLTNNT UazTUIde
Qmmwu’%mﬁmfuﬁam NANIIATIEANDIN Qma‘”ﬂwmxmaaQmmwu%msﬁ;ﬁ'uu?nﬁmwi’a
FLAUNNTIIWIN 24 18T u,a:qmé’nwmzmaaqmmwu’%miﬁpﬁuu’%mim@m‘"ﬁ:@”uﬂmﬂma
fliwon 8 Mams (Muaziduasianad 1) nad qmﬁi"ﬂwmzmsu’%msﬁ;ﬁuu’%msm@m‘"\‘i@ia
Aunwluszduann 5 sauusn leun

1) MARITIAEAINNRTENATBINERLEH (The guest house was clean) Alafy 4.27
mi%‘uf@lmmwuﬁ'\amﬂ%ﬁmi ALady 4.05 BuEAININ HIUUINMITuidanmaInuInig
dniinenis

[

2) manisdamsldsuludsfdrmiuly (I got what | paid for) fiady 4.16 N13303

A

Qmmwuﬁ'&mnlﬁu’%mi ALaAY 4.02 ANIDAIINI ;ﬁ'ﬂu’%mﬁ'ﬂf@iaqmmwu?ms@:hn'j']
ANANII

3) mwi’aiwwﬂfmmﬁmwuzgmmﬁamauﬁwmmj}"%’uu‘%ms (Employees were polite
when answering my questions) ﬂ"]l,aalil 4.15 ﬂﬂi%ﬂfﬂmnﬂW%ﬁdﬁl’ml“ﬁU%ﬂﬁ ﬁ’lm?llil 4.01
PUANIN ;E%’uu%mﬁ'uf@iaqmmwu‘%mw‘ﬁﬂdwﬁm@m”a

4) A IWENNBUURGRTUUTNIE8ANUANITW (Employee treated me  with
respect) LAY 4.12 Lm:mmﬂi’ddﬂma@ﬂ,mﬁa”@amwumﬁauﬁlﬁmmﬂaaﬂn”ﬁ@ia;ﬁuu%mi
(The guest house provided a safe environment) ﬂ'ﬁm&jf_l 4.12 mﬁ’ui@!mﬂ’mﬁé‘m’mi’ﬁu?mi
ALY 4.06 WaTANLRAY 4.03 MUSIGL WUNLAN ;ﬁuu‘%mﬁ‘uj@iaqmmwu%mw‘ﬁnhﬁ'
AR

5) ﬂmﬁi’q’jﬂwﬁnmuﬁmmLﬁ;\ﬂﬁ]ﬁammauﬁm’mmm;ﬁuu’%ms (Employees were
willing to answer my questions) AnLade 4.09 mﬁufqmmwm"qmﬂl%u%mi fLade 3.99
AUBAININ ;ﬁuu’%mi%’uj@iaqmmwu’%mwﬁmdwﬁmwﬁ

NNMAUIBUNIUANUUANAIIEHINIANUANAWIIABA LN IWLTNNTUAZNNTIUS

AWNIWLINNT \wA3091198 89789919 TUS T (Service gap) FIRMTININNANAULANATS

3zRI9MIIUiAaa N WLININLIING (Perception means) UazANUANARIIAEATNINLINT

Lo
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MIIVFA0QUAWLTNMINLANUAANIIABAININUINT (Zeithaml, & Bitner, 1996, pp. 150)
i’]umsqmmwu’%mﬁal@ﬁwaﬂ:uumﬂumn LEAIDINITUILTIILAUIEHINIANNANARIIUAL
mysuigmnwuine Jelaldazunuduay wansanai Qmmwu‘%miﬁvlﬁﬁ'uluﬁaifu@ﬁm'hﬁ
H3uuSnisananis by wan13iasnshse4i19n1585015 (PM-EM) 310 32 518A1F WU

UG

AANHUZABATNUINITIIUIN 26 718115 TAAzuuwulduay LaSNANITNAGILAMULANGT

q 9

maa@hLaﬁ'ﬂmmmwfeLLa:mﬁ'uj@iaQmmwu’%msmmﬁmu@”\mdn Wudn JaNnuuandnanis
adIARURATYNIRAG (P < 0.05) 31U 12 378113

vail LﬁaﬁmimwmmﬂmuLmn@hai:wj'mm@m'j"aLmzﬂ'lﬁ'ug”@iaqmmwu'%ﬂ'li
(PM-EM) ¥ 32 UMy wuﬁagaﬁmau‘laﬁa frazunnanuuandsiiduay 5 d1euusn ldud
1) ﬁagaLma'wiaoLﬁ'mﬁﬂswﬂguuﬁuvlsnﬁmaamaﬁméﬁmwmﬁmwa (Destination information
on the guest house’s website was sufficient) 2) ANURZDIAVAIRBINN (The guest house was
clean) 3) WHNIHUAINEEZaNAITIUT0E (The employees had clean, neat uniforms) 4) WINI
"L@i”ﬁmsa”@msmwu@Ta\‘imimaagif‘%'uu‘%msvﬁmwﬁw (Employees anticipated my needs) Waz
5) pj%’uu’%msmmsmmﬁw”nmaaau"l,aﬂﬁ (I could reserve the accommodation on-line)
Naﬂ'ﬁﬁﬂm%lﬁl,ﬁu'h;ﬁuu?msﬁmmmwf&ga@iamsu?mﬁaQminmsﬁﬁqmmwum
anuszanludwmIssasfinnriwmaulod mugjﬁ'umwamwwi’wiau'%msﬁé’u@i”aaﬁ'w”a"lﬁ

waznInauauastaIninIugiuinsedallszininm (MuaziBoadinnn 1)

A159N 1 UEAINANTITU LI UANANARII LLazﬂ’]'i%’Uiﬂ WAIWLINIILN ﬁ@TLﬁ’]ﬁ(“U ARy

HNYIBINLITIIAITNE (1=400)

Expectations Perceptions
Attribute PM-EM t-value
means (SD) means (SD)

1) The front desk was visually appealing 3.70 (0.95) 3.76 (0.98) 0.07 -1.11
2) The employees had clean, neat uniforms 3.96 (1.13) 3.75 (1.07) -0.21 -0.98
3) The dining room's atmosphere was inviting 3.77 (1.15) 3.67 (1.18) -0.10 1.83
4) The outdoor surroundings were visually attractive 3.88 (0.98) 3.72 (1.04) -0.16 3.05*
5) The guest house's exterior was well maintained 3.85 (0.94) 3.75 (1.00) -0.10 1.94
6) The guest house was bright and well lit 3.87 (0.99) 3.74 (0.97) -0.13 2.54*
7) The guest house's interior was well maintained 3.97 (0.93) 3.84 (0.98) -0.17 3.10*
8) The guest house was clean 4.27 (0.88) 4.05 (0.95) -0.22 4.44
9) My reservation was handled efficiently 3.98 (1.04) 3.91 (1.10) -0.07 1.19
10) My room was ready as promised 4.01 (1.00) 4.02 (0.97) 0.01 -0.16
11) Mechanical equipment worked properly (e.g. TV) 3.92 (1.01) 3.87 (1.04) -0.05 0.82
12) | got what | paid for 4.16 (0.96) 4.02 (1.01) -0.14 2.70*
13) Employees responded promptly to my requests 4.05 (0.89) 4.07 (0.93) 0.02 -0.14
14) Informative literature about the guest house was 3.56 (1.09) 3.58 (1.15) 0.02 0.42
provided
15) Employees were willing to answer my questions 4.09 (0.90) 3.99 (0.96) -0.10 2.03*
16) Employees responded quickly to solve my problems 4.08 (0.85) 3.94 (0.97) -0.14 2.69
17) Room service was prompt 3.71 (1.18) 3.59 (1.20) -0.12 2.14*
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TN 1 (d8)

Expectations Perceptions
Attribute PM-EM t-value
means (SD) means (SD)

18) Employees knew about local places of interest 3.84 (1.08) 3.71 (1.10) 0.13 2.32*
19) Employees treated me with respect 4.12 (0.87) 4.06 (0.93) -0.06 1.27
20) Employees were polite when answering my questions 4.15 (0.87) 4.01 (0.98) -0.14 2.98*
21) The guest house provided a safe environment 4.12 (0.92) 4.03 (0.90) -0.02 1.77
22) The facilities were conveniently located 3.90 (0.97) 3.95 (0.95) 0.05 -0.84
23) Charges on my account were clearly explained 3.96 (1.06) 3.91 (1.06) -0.05 1.19
24) | received undivided attention at the front desk 3.84 (0.89) 3.80 (0.92) -0.04 0.75
25) Reservationists tried to find out my particular needs 3.61 (1.13) 3.58 (1.19) -0.03 0.69
26) Employees anticipated my needs 3.82 (2.79) 3.63 (1.12) -0.19 1.42
27) Accommodation information was easily found on the 3.58 (1.27) 3.42 (1.30) -0.16 3.05*

guest house's website
28) Destination information on the guest house's website 3.57 (1.31) 3.33 (1.33) -0.24 4.41*

was Sufficient

29) | could reserve the accommodation on-line 3.55 (1.30) 3.38 (1.35) -0.17 2.95*

30) On-line information was written in understandable 3.64 (1.28) 3.51 (1.35) -0.13 2.32¢
language

31) Layout and graphics on the guest house's website 3.48 (1.29) 3.43 (1.33) -0.05 1.08
were good

32) The guest house's website was very easy to access 3.56 (1.31) 3.50 (1.36) -0.06 1.25
quickly

mylanieasdUznauguninuins lasmahkaruzesduainnumanisuas
nMItuiamnnuImIandenzsiivedanguasddsznauguninuimanadiand {3390 ldvi
msnaraudarinuaidasduluniiiinnsiesduszney (Factor analysis) lagWaITon
ANNLANZANTBITAYAINAY Kaiser-Meyer-Olkin - (KMO) (fapn Mdiwdiinysn, 2548, w. 13)
A o A A ' v P o Aa A o
lunitladndu 0.926 Taddwinndt 0.5 wazidhg 1 Sawaagdlddn dayandaginanzaunazls
A A ' L. A9 o a = aa
maitadiaanziesdlsznay ussAn Barlett s Test of Sphericity Mldnasausuufgnn G9sda
NaFaUINITLINUAIlasUTTNIMLLL Chi-Square = 7581.072 'l@iein Sig. =0.000 RN GG R
374 Hy tufia daudsguninuiniang 32 dadbfianudunusnu aneanmasautaanad
Wasdu lilddasslirdayanldnnnmaifvrurudeysdenumanzaudanisltinada
a 6 6
Jiesiasalsznay
nnuuisinIsnaasddsznay ihadenziimensguninuinmanadiandainann
° oA & A & & ' . 'Y
U uun lanesddszney laonsianeiasdlsznausin (Common factor analysis) 628
A o @ o A AN e o o . A A Adao &
waflaiassasiasfigad laidsuinin (Unweighted least square) Gaiiluinafiafidinguszass

A v oo a o o Yoo 'Y a I3
TLEGIMERH I@mumsﬂ’mu@mmuﬂmﬂaLmuuau LLZ‘]’J'W]LN@]?ﬂEﬂLLUU@Gﬂﬂ?:ﬂQU (Factor

a

Y o o ' a_ o a af v o gd, 1Y
pattern matrix) wml%wamnmmaaa"na\ﬁ:ﬂ:maLumﬂauﬂnama%auwuﬁwmmmvl,m]’m

@ o a ¢ A & o o gd o X Qv v oA A I3
°IJé]Haﬂ‘uLNmiﬂ“ﬁauﬂ‘iza‘ﬂﬁa%au‘wuﬁ'ﬂﬁ‘i’lx‘]"ﬂulﬁllslﬁ&lﬂ’luaLl"nq@] LLa:LaaﬂﬁguLm%adﬂﬂi‘zﬂaU
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uuy'lai@sann (Oblique rotation) @aenaAa3s Promax lasiwuanmsiinasdilsznaudia
v A . ] a Vo ] A o ad a & & '
dasfidnlainu (Eigenvalue) innninniatvinnunite uazfidiudsiafuisasdlsznaunuaiud
o & . o v a2 o o . & ' &
3 audsiul lasudazalulsdasdainninaitsznay (Factor loading) @dud 0.30 Iuly
FINUN N T UG890 U TRDFATYLTIUUR (Hair, Black, Babin, & Anderson, 2010, pp. 111)
NamﬁLﬂiﬂ:ﬁmmim‘hu,uﬂqmmwu%msmaﬁl,mﬁmumwf\aLmzmﬁufmaa;ﬂ“ﬁu’%mivl,@T
6 89a3znay Ak
& P @ a v o A oa o
padsznaufl 1 dUsznaudiogmninuinns 10 TemT laud wiknawd Judny
{IUUINIEIANULATITW (Employees treated me with respect) winawidnlanaudnnuues
{3UUINT (Employees were willing to answer my questions) gﬁuu’%mivleﬁuﬂluﬁaﬁahmfiu"l,ﬂ
(I got what | paid for) WinudIANUFNNITBABUADNLTULINNT (Employees were polite
when answering my questions) inadiandananIwwIasannlianulsaadibdayiuuing
(The guest house provided a safe environment) WINUADUAKOINNTTBIVBVBIRILLTNNTDLNS
Nu¥in9f (Employees responded promptly to my requests) WHNINHABLAWAIDEINUNG B
ﬂ'liLLﬁ”L?J‘ivammaar}j{UU%ﬂ'ﬁ (Employees responded quickly to solve my problems) 4814738
AMNRZAINA 9 a%ﬂuqmﬁ%ﬂﬁazmﬂ (The facilities were conveniently located) H3ULTNNT
1asuanuaulastarinfisunuanWNWLSNNTEIRATN (I received undivided attention at the
front desk) Lm:wﬁmmjﬁagmﬁmﬁ"uamuﬁmauiaﬂi:aiwﬁaaﬁu (Employees knew about local
places of interest) ;ﬁﬁ'ﬂ@l‘"a%aadﬁﬂi:ﬂauﬁ’h “anuinladan1susny” (confidence) lasdauys
kg s 0 ] Qs 1 L a Ag [l 4 . g . .
nguitdszdauenlainuirinny 10580 uazddnduisz@ndanuiniaiia (reliabilty coefficient)
Winny 0.8790
pafitsznaunl 2 dsznaudiagmuniwuinns 6 Mams ldud Tayasaulalinimn
whladne (On-line information was written in understandable language) Q%’Uﬁmsmmimaaﬁ
wnndaaubatile (I could reserve the accommodation on-line) Liu'ladinadiandianudinada
M3 fieetneTias, (The guest house's website was very easy to access quickly) ol
& e o & aa . .
INFFLINRNNTIINDIAUIZNAUUAZATWNG (Layout and graphics on the guest house's website
o o A A = & & & A . .
were  good) Tayaunasrianfivafidsnguwivlodinadiandliainuiioine (Destination
information on the guest house's website was sufficient) uazTayainuINUANNAWAT ldaE9
szanuw v lodinadiand (Accommodation information was easily found on the guest house's
. on v & A & & \ v & o " X o
website) {I9tasBaasdlsznauiin “anuazaindansdnftaya” (Convenience) lagaauys
Sa o e A A S LA a .
nauidszauenlainuiviany 4.274  wazfidrdudszdnianuingaia (Reliability coefficient)
WinnU 0.9420
& a @ a v & & a
pddtsznoufl 3 dszneudqmniwuinis 3 3ems ldun tanilieesiuuing
saunindnnglWiinee9Talan (The front desk was visually appealing) WiinI11UeINIBFZEA
13pU¥08 (The employees had clean, neat uniforms) %898 MIIAUITOINIANUNTYTI
(The dining room's atmosphere was inviting) #33u@sTaasAdsznauitit “anuiduzlssmsas
- . C o Ea e e A A aS
nIUIMY (Tangibility) lasdaudinguiiiiszaudnlainwviiny 1640  uazfidnduyszand
ANl Taia (Reliability coefficient) LYinny 0.7121
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pefdsznoudl 4 Usznaudogmnwuinis 5 @ laud anwaesluwinadiand
fimIguainmate@(The guest house's interior was well maintained) LNEALINFIAMINETIN
LNNERY (The guest house was bright and well lit) amwmﬂuaﬂma@ﬁméﬁmi@ua{ﬂm
2e19@ (The guest house's exterior was well maintained) gnwineseNlassauiniauiae
ﬁ?ﬁdg@ (The outdoor surroundings were visually attractive) &g INEALINFRANUFZDA
(The guest house was clean) EJT%ETEJ@]%%E]EN‘FTU?:ﬂ@Uﬁ’h “MITARNINLIARDN” (Surroundings)
lag ﬁ'aLLﬂiﬂéjquﬁsm”umVLamuwhﬁ'u 1435 wazfdngudszansainuiiidadie (Reliability
coefficient) L¥inNU 0.8205

0981sznaud 5 UsznauiunmnInuinig 5 6nu leunA wiknausuaasRaInnnenana
ﬁuwummﬁaamsw"mwaa;ﬁuu‘%ms (Reservationists tried to find out my particular needs)
wﬁfmmvlﬁﬁmiﬁ'@msmmﬁaam‘i"ua@%’uu‘%ms"ﬁmmﬁw (Employees anticipated my needs)
woannwiauliusnsldviud (Room service was prompt) iaﬁaslugﬂuuuﬁlaﬁﬂuﬁtﬁmﬁu
inadlangimsaaiason 3 (Informative literature about the guest house was provided) LLag

o A

MIBENALEUANLTY T894 TUUINTINITUI8E19TALI% (Charges on my account were

clearly explained) HA38asTaasdsznauitin “MInaLakaIfdanIsuSNNT (Responsiveness) lag

U

[ ]

éﬁLL'jJsmjquﬁimumvl,amuwhﬁ'u 1161 uazfengudszansninuindedio (Reliability
coefficient) L¥inNU 0.7548

peflsznausl 6 UsznaudmunmnIwLInIg 3 6w léun WaaWnUeIRIULINNg
SunTanaafilasumIBudy (My room was ready as promised) NN989RBINNVEI
;j%’uu?mivlﬁ%'umia”mnﬁas_haﬁﬂi:ﬁﬂ%mw (My reservation was handled efficiently) L&
qﬂﬂirﬁm%aﬂ“ﬁ’mminsl“ﬁmuvlﬁazhomm:aw (Mechanical equipment worked properly) (398
fsdaaasiznaviii sanwinidedia’ (Reliability) I@EIG]M’JLLﬂiﬂEj&lﬁﬁizﬂbUﬁﬂvLaLﬂuL‘Yi’]fT]J 1.018

o a A% ' 4 . . .. @ o {
wazlidnaudssAndanuigaiie (Reliability coefficient) LHinAL 0.7604 (3188218800IAN15191 2)

P a & & a & &
MN1979N 2 LLamNam‘nLﬂiﬂ:‘v&adﬂﬂi:ﬂa‘LJQﬂmTW‘LIim‘jma@ll,‘a"la (n=400)

Factor Eigen- % of var. Cum. Composite Factor
Attribute
loading value var. % reli.coeff
Employees treated me with respect 0.786 10.436 32.613 32.613 0.8790 1. Confidence
Employees were willing to answer my questions 0.777
| got what | paid for 0.765
Employees were polite when answering my 0.680
questions
The guest house provided a safe environment 0.664
Employees responded promptly to my requests 0.660
Employees responded quickly to solve my 0.592
problems
The facilities were conveniently located 0.439
| received undivided attention at the front desk 0.337
Employees knew about local places of interest 0.323
On-line information was written in understandable 0.972 3.960 12.375 44.988 0.9420 2.Convenience
language
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A19199 2 (da)

Factor Eigen- % of Cum. var. Composite Factor
Attribute
loading value var. % reli.coeff

| could reserve the accommodation on-line 0.939
The guest house's website was very easy 0.900
to access quickly
Layout and graphics on the guest house's 0.866
website were good
Destination information on the guest 0.860
house's website was sufficient
Accommodation information was easily 0.848
found on the guest house's
Website
The front desk was visually appealing 0.792 1.795 3.735 48.722 0.7121 3. Tangibility
The employees had clean, neat uniforms 0.563
The dining room's atmosphere was inviting 0.415
The guest house's interior was well 0.754 1.560 2.994 51.716 0.8205 4. Surroundings
maintained
The guest house was bright and well lit 0.639
The guest house's exterior was well 0.609
maintained
The outdoor surroundings were visually 0.431
attractive
The guest house was clean
Reservationists tried to find out my 0.757 1.486 2.161 53.878 0.7548 5. Responsiveness
particular needs
Employees anticipated my needs 0.625
Room service was prompt 0.452
Informative literature about the guest house 0.413
was provided
Charges on my account were clearly 0.376
explained
My room was ready as promised 0.714 1.195 1.661 55.539 0.7604 6. Reliability
My reservation was handled efficiently 0.477
Mechanical equipment worked properly 0.336

(e.g. TV)

a;ﬂuazaﬁﬂswwa

nsI9p Saamﬁmﬁ:ﬁq WNNUINITINRALINF Tz ing

Ao ¢ A =
mmqﬂsxmmwaﬂnm

Qmmwu’%mima@ﬁmﬁmumwmm%i’aLLa:mi%‘ujﬂJaa;ﬂiﬁmi mjwﬁamaﬁaﬁﬂﬁauﬁm

TG N9TIAN LFUS AT NRALINF LU IUDUUTIIRITURZ D WUNTZ A AL NIINNY 8N 2RIRU

ITAUTZIUATIUS uazdunaiiios Tandammanyd $1uu 400 au wan1IdEns wodd

wnviasneIndudradudulngiduinanis $1901g3endng 25-34 O wazenglaiiin 24 9

= o« 1a a a . . o a =] v A a a
ﬂ’]iﬂm:ﬂi::(ﬂuﬂﬁyE]Jﬂ@li/akl,ﬂimuiy’]a’ml%nalLﬂuumiﬂmmzuﬂﬂﬂﬁﬁ LLadeL‘ﬁU'Jﬁqmw‘L%'Jﬁ']TW

f5oldadnlsznnm US$20,001-  US$40,000 @unannannivgladidudauann lasd

TanUsdmudumaiannden wazllamadhwninadiandauaniufidngg s 1 assded

L=



'J'ﬁmﬁ?u‘%miqﬁfﬁﬁ]ﬂ’%fuﬂ’%umﬂm 9 3 21000 2 W8 - N8 2555

MINATIEAAIRAEANUAIANTILAZ NI Ao IWLIMITNEdLNE  Wun
wnviaaneIianuaanisszauune aqmmwu’%miﬁmmwazmmaama@ﬁa']é s lasy
Tugenaely winaudanugniwdieasudnugivuing winoud jodedediouinsdas
AMULATTI ma@ﬁmﬁ'ﬂamwumﬁauﬁﬂaa@ﬁmapﬁuu?ms wazwnaudanudulada
MInUMINNVBILTILINT LADIANNANUFZDIAVBILNRALTN AL T URINFINITORIN LA ber

' o ' a ') o A A o o ’~ { o o &
DENITALIU T,@mmww:amammma:m@’uamaawnmﬁmﬂuwammsﬁmnmaq'n;imﬁwn A
mwa:ami‘faLﬂuﬁaﬁgﬂﬁu?miﬁmwmwﬁ ROAARBINUNANIIAN®IVES Dolnicar  (2002)
wuqn BnviaaneandwnlssusuludssinaesasiesodanuananiidaanuazaiauaIiwnain

o o A Ao o ' A o Yo A vt A o "R
iuanaunits Lm:mma:mwaaﬂwnmmﬂm;@aauﬂmlﬁun‘ﬂaqmmgaﬂmmmaﬂuwowah
AoMILIMININNFALTUAK HONIINH msﬁ;ﬁuu‘%msmwi’oﬁam‘s"L@T‘%’uluﬁaﬁ’dmvlﬂ a1adn
v a . . o a v, & e g X ad o o X 4
wzguilnalimaunsndudanianaassldrausa nsdadulagedsduagiuanaliiiiaisela

o o P v A v o v A a A4y o, v
Wuddny nafignardsdninmsldud danamanisihazldsuuimlufefilaiely sanadas

'
a

AUNan13@nBIVe9 Dolnicar (2002) AWL4N mmmm%i’wiamwmfuﬁhﬁmﬂuﬂwﬁm‘”ﬂw
invienfisldanuddydaniswnlsusy

FIUANANANTIT AN ﬁmmLﬁm'*ﬂ”aﬂ@Umsaﬁuwﬁfnaﬂu;ﬂﬁu’%mi leur witnaw
Ufiddegiuuindisanuianin wiknanuianudsladanisasudiniusesgiuvuinig
Qmmwu%msmdwﬁﬁdﬁmmLﬁ'mﬁaoﬁ'ummauauawadwﬁfﬂmu@iagnﬁw FOAANDY
AUNAN1IAN®IV8Y Radder, & Wang (2006)“71'ﬁ'1msﬁﬂmﬁamaaqmmwu’%mimmﬁmﬁ

A

Tuwansnald wudn sJaﬁﬂuwﬁ'ﬂmmﬂuﬂaﬁﬂﬁ;juﬂl“ﬁu’%nﬂiﬂﬂ@%u”dmﬂﬁq@ LRZNAITLVD
. A o a a '
Mei, et al. (1999) mmmsﬁﬂmqmmwmmwaoﬁqimﬂidLLiu1uﬂi:LﬂﬂaaaLﬂiL§9 Wuin
ﬁﬁqmmwu?mwﬁ”ﬂuwﬁnmmﬂum“’aﬁwmqumwﬁmﬂ@mw"lﬁaﬁq@ NANIIANEIAT I3
HINUIN ;ﬁ‘uu?mimﬂmi’d@iamiﬁ]“ﬂﬁmwLLmﬁawﬁﬂaa@ﬁ'ﬂ ANNAIanII b Ta s duEINn

@ = @ 6 a @ I s .
azmummwmadmimaou%wquwgmmmaamﬂaamaﬂm (Maslow’ s need hierarchy)
(Maslow, 1970, pp. 35-47) NN&11 ﬁismﬂﬁ’uaw‘y‘,uﬁﬁmw:u@Tadmimmﬁumﬂaaﬂﬁﬂuﬁm
(Safety needs) 3sdfjiaslildigndrnunlduinisdnefianuatenisdaninulaaansvas
RONUNNN FOAARBINUNANNTANENYEY Radder, & Wang (2006) AU ANNUaaansved

A ) A Ao, A o ¥ A a o
goundudatonianinvaanaiaanisdamstusmsnaaiandluiansnld
2819 19AeY 1 DRAUFINATT BINRITTHIIINAIANULANFAIITERINIANNANARIILES
et v a qq; A 1 Y ) 1 a 1 >
MITUFQWAWUTANING 32 318013 T3 T0970979192099 ANINUTNNT WU AN BT
) A o A [ o A A = & & &l
mumwmwmwamawaQammnmmaamommﬂﬂﬁﬂg‘]uunuvl,wmammamaﬂmumﬂuau
nnfige Auihasunnngliuimunadianddiulvngidunidiemd werdulvngdansudu
wnLaun19mzi el (Backpacker) @Tmm@;ﬁ ;ﬁ%u%mﬁaﬁmmmwfn@ia*‘ﬁagaﬂjnmﬂﬁs_nﬂ”u

v A A A o = & & A9 o
wnssviaanervesdszimaniduganuiodatonig Fyinanavwivloduasinadiadnls
Ui luasiiistoaniul Knoerr, & Megehee (2010) inmsdnmuszlomiuasdayatnims
vuinlodundsviesfiorluanizawin lasnd1adn dnvesfiersauninifouiifeany
WAEIYiadLNEn ﬁ’li’ﬁ]LLﬁl&WULﬁuﬁ%ﬂiimm:m@ﬂﬂiﬂi@hﬂ5] NdINMTIaINWNH UL T U lard
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M37ATERBIALIZNaUAUAINLINITAINAMUANANIINAZNTTVI D IH ITUTNT
§wn 32 dase sunsoduunld 6 ssddsznay aail

a9Aisznaud 1 amwsiulalunisusns (Confidence) daulwzytﬁﬂafadﬁuqmé'ﬂwm:
@Tﬂquﬁmsumsu?mwaawﬁfﬂmuua:miﬁ'ﬂu%msﬁafwmw"l,fmalwia;ﬁ'uu?mi
uaskdsznauiddrleinu (Eigenvalues) gmqmLLa:ﬁi‘hmuﬁ'sﬂi:naumﬂﬁq@ Fadu
aaﬁﬂ‘a:ﬂauﬁﬁmwém‘”@ﬁq@ Lﬁaamnqmﬁﬂwmxmm:maa%uﬁwqmawmsumiu’%mﬁﬁ
lismaunsnudansnnandauazmavilnaaanannuld (Inseparability) yaainsiaduasdisznay
ﬁ'm”rgﬁxﬂummﬁmmsu?mnm:msdwaumm%ms"lﬂ{i‘apju'%‘[na Faiu maldusnisves
wﬁfmmﬁaLf]uaaﬁﬂizﬂauéwa”tyiuﬁwﬂ”mnnﬁgﬂﬁwﬁmwmwfsLLa:mmsn'%'uj”L@Tﬁaﬂmmw
nIuIN3

pusUsznaudi 2 AnuszaIndenaidnfistaya (Convenience) \Aeadaanumsusng
Fayarinasuuivldiazqunnsasfeyaiiunnguuivled usasliifuindegiuguslnals
anudaydanadifisiayaniaivled assUsznauludddh wudn dervininesdusznay
(Factor loading) agluinausigs usasfsszauanuduniiszwivdududazdnudidsznaudn
flanudunuiiug a:ﬁaulﬁtﬁu’hqmmwu’%n’mﬁUaﬁuﬁaﬁamaaﬁﬁﬁnauamaL‘?U"LSMT

ﬁ‘éﬂﬁwaamamﬂ@iagﬁim §2AANBINUNAITLVDI Wong, & Law (2005) MWL qaen1wiaya

Aaa

Avmnguwivlodidudiseifsninade anuailadakasnnlsansuiiunaivloduas
wnrasfigafiudougasns

a9fLsEnau 3 ANuLduIUsIIUV0INNTUTNNT (Tangibility) \Wigadaarunsusnis
fgunansosudesld 11u n13saariliaasusnissanntnlilaaidn winowuesnig
sranal3oudes nssannuasResamIfiainTenne esantesumaniliiudefiseld
dldusmsiuitanmansaivasnisuimsldadnataiam FaAARINUHNAT LML AL TR NN LT U
\T NANIANE1TEI Mei, et al. (1999) fAiwuin ansmENIMonIwnIaANuLduIUsTINYeY
ﬂ'ﬁu’%ﬂ'm,fluﬂzm“ﬂ%fﬂqmmwu’%mﬂuqmmﬂmmiﬁmi

89RU32naUT 4 MIsasnINLIAaaN (Surroundings) WgaT BN ISAENWLIAS BN
LRZLIIEINATEINEFLENE L8991NTN I WA RN RS T WA NRIL NNV IFDIUAWD 125
MITAANUAIFOIWA N1ITAUEIF ANET19 MIanudsnieluauszanauaskoInn MIQUA
snuliasaning ﬂ”ﬁlﬁ'ﬂmmﬁﬂ'audma@iammﬁﬁnﬂi:ﬂ”ﬂwﬁaamwn,nﬂa”awaa;ﬁ%u%mi
(Environmental appraisal) FOAARBINUNANITAN®IVDY Dolnicar (2002) 'ﬁlwui”l UITINAVDI
sowidudesdszmsnitsiinrasfisnmanisdanmsldusnislsousaluoemase

9efL/sznandl 5 MInaUaHaIAan1ILUSM3 (Responsiveness) LgadasnumInauauas
Y@INUNIYU baud WUNITUTUIDIRDIN NN DI UAUNLANABINITALABYDINTUUTNNT
winawladinisiansnnudainvagiuuins s wasinwiaulduinslanud Taya
lugﬂLLuuﬁaﬁﬂmﬁLﬁﬂaﬁuma@i(l,awﬁﬁmiﬁ]”@m%'w"ﬁ WAEMIRENALI UM YTV INTULTNT
1&5un13Buasatnitalan é‘}amshf:ﬁﬂﬂvl@ﬁwLﬂué‘nﬂm:mwwzmaaq@lmvﬁﬂsmmiu?mi
ﬁmﬂ@hdmnq@a’mmmmmﬁ@ FIthu gﬂﬁ’ﬂ@hdmﬂ%faLmﬂﬁmmém@ﬁuﬂuﬁ]ﬁ’ﬂ

@Tmmmauauawawﬁﬁu’%mi WasnnluFifiasandsanunianzednininunazly
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uinIgnd Twnianaadlaaziatlalddanisuinagndt Ssswnsaaisanuiawalaliny
;ﬁuu’%mi
& ' oA A I A o [ LA A a

avAdsznauil 6 AaNNINLTene (Reliability) LAsatasnUaANUbLTaliavaInITuINNT
gulaun WosnniaSounTana unbasun1TiuE® N15309%aINN baTUNITIANTTOENIA
Uz®nTnIw Lm:qﬂﬂsnIm?aa‘L"ﬁ’Luﬁaaw”nmmsnslﬂﬁmuvlﬁazi’mmm:aw asunafiazriands
anuihdatiauazlinsdadediauinny amugldvinsfafianuaanisiazldiunsuing
amagﬂﬁaamuﬁmﬂmﬁ'uvl’ﬁm:mamuL'Jm

a & & o o ' 9 Aa W v Aa v

AINNINTUIINBIALIENALNT 6 6% mmimmﬂqﬂmﬂu 3 4@ leun 1) ddw
#1%U3n17 (People) Yiznaudisasdisznaudiuanudiuladanisuinig (Confidence) uaz
2901U32NAUMUNNTABLENDY (Responsiveness) 2) HAAWNT=UIUNNT (Process) Usznaueae
29nUIznaumMuaANNINLTafe (Reliability) LazadAlsznaudnaINuazalIn (Convenience) Laz
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