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KANOKPORN TANTISAOWAPHAP : MEASURING EFFECTIVENESS OF
INTEGRATED MARKETING COMMUNICATIONS PROGRAMS IN SERVICE
BUSINESS. THESIS ADVISOR : ASST.PROF. SARAVUDH ANANTACHART. Ph.D.,
198 pp. ISBN 974-17-0334-1.

The objectives of this survey research were to examine : (1) the relationship between
consumer awareness at integrated marketing communications (IMC) and consumer attitude toward
IMC in service business, (2) the relationship between consumer attitude toward IMC and consumer
attitude toward the brand in service business, and (3) the relationship of consumer attitude toward
IMC and attitude toward the brand in service business to purchasing behavior in service business.
Questionnaires were used to collect data from 405 men and women aged 20-44 years old in
Bangkok. This research utilized the multi-stage sampling methods that started with simple random
sampling to choose the representatives of sampling districts and then used convenience sampling
to collect data from the sample. Movie theater and commercial bank were as the representative of
services directed at people’s minds and services directed at intangible assets in service
businesses, respectively .

The results demonstrated that, both in movie theater and commercial bank, consumer
awareness of IMC was significantly and positively related to consumer attitude toward IMC.
Consumer attitude toward-IMC and consumer attitude toward the brand-were also significantly and
positively correlated with-each other in both businesses. In addition, it'was found that the
relationship-of consumer attitude toward IMC and consumer attitude toward.the -brand to
purchasing behavior in movie theater and commercial bank was significant. Finally, when
considering all variables together, consumer awareness, attitude toward IMC, and attitude toward

the brand could be able to jointly predict consumer purchasing behavior significantly.

Department....... Public Relations......... Student's signature............ooeiiiiiinnn,
Field of study....Advertising................ AdVisor's signature..........coovevviiiineinn,

Academic Year..2001..........cooeeininnnt.
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mifu%mi:fladﬁﬂiznauﬁ‘nmﬂ‘nms_l (Variability / Heterogeneity) Lovelock
wae Wright (1999) lénannia TunInae At Q’Nammmmﬁa:muqumwﬁ@lﬁ
a;Jimﬂiﬁannzﬁmm:awﬁ’uauﬁw mugmmmaaﬁuﬁwﬁﬁadmi LAZRINITOAILAY
uazasremaLgamnuasFui b Idinasguniauiesi e liiuguilaald Souen
GN9N IUEIUNVINTUSANT NaNAe Lﬁa;ﬂ’lﬁu%mi"léjlﬁu%mmﬁa Au3lnaazldsy
msusmslunaiuiufl uasnaadnisEnafifadwlunaiie fasanufiwela
I@m:%ua%iﬁ'uguﬂnmwiamu LARZLIAULARZLIAN %ama:ﬁmmg‘}’ﬁﬂﬁummaﬁu
gaianuRswalalunisusns %\1Lﬂuﬂﬁﬂﬁvl,ajmmmﬁmzmuqﬂ@? LRZRINTALAG
anvAenaedwldie uazaniasuainsItes ﬁoﬁﬂﬁ;ﬁﬁu‘%msmﬂﬁﬁlzﬁ'@ummi
uInsuazAILguMILIMIlagauanaIzInueIn wazpnniasnldnnsusnsiug

WaIgweaLINule

Kotler (2000) Tana2t&3871 MU T RIaunaInnatouin NIbuainuas
A AITUSANT FDUNIANTLINT RIALNUANTENINWALALIAT 1% LWANEUIIAL
A o v Aaa & o o o a oo A & ' a
27199 NasENAuNa TR T wARLaINUAK 1A IEnuInigUNnTUNInkan9s haida sl
ANNAANUAIAL LN 1A WIDARHLANSUIIABIILUTRUAMNFUSTINUNAINWAIITNIGG
YAIA LEALNIAKD19L T RUAMNNENSIA b6 ‘ﬁ%aLLiTLL@]'ﬂ’J’]N%mﬂﬁaWEJIuﬁ’JEﬂﬁ
U3y Fouduaw@sint Lar1nINanITRLINT A NLaNENIN% qmmwiumﬂﬁ”

a =3 1 v & v
‘]Jiﬂ’]iﬂaﬂ‘ﬂﬁ]m@m@]’]dﬂuﬂvl@]

Rustetal. (1996) ldandnadimsmuguniwzassinsliiduanasgiwdsanuuu

& Aa A v A o o o @ =2 A ° o & &
Lﬂummﬂ%mmwmaal%m’mmmy FIFNNINNAEA LS 3 Tuaan LasuwlIn
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Y Aa U a ] A 8 L= 1 A d' Y Aa 1Y oA
AldLInsazdasiimiinduniatinseunsinnuadadlumanazlduinunguilna
wﬁfmmnﬂﬂmzﬁadﬁmww%’nlmmu’%msﬁmuﬁ’] LﬁaﬁLm'ﬂzmmmu‘%migﬁimvlﬁ
& ' a & A v a v A o & v & ) A v A
\duetned aunses glivinsazdesiimadaasdnsliiduinasgiu ndnde azdasll
MNINSLAL  LazudnwiaazEnaldianumunzauuazsdwiuaan 11w uws1gaanly
ﬁ]:ﬁaﬂﬁu%migﬁinﬂﬁaLL@i%’Uﬁﬁé’dmmEﬁImmuimﬁ'wﬁ %’@@aﬂ"l,ﬁmugmmuﬁ
v Aa £ L 1 v Y oA =3 a Y A A o
Ed‘]J‘EIﬂﬂ@Iadﬂ’li ﬁmm@aﬂvl,ﬁlml,ﬂ;duﬂm LLﬂ:LﬂUL\‘luﬁ]’]ﬂﬁdUﬂﬂﬂ FIN1IVINON

[
%

PUABUNILINIE 9 Miduanasgmasriliguilnafaanaimwelanuuinsiunld
U uazumeugarnofe azdasiinslianudannuanaiwalavesiuilng laofez
dasliduuzi Suiaddmiinasuilne uazvitnsdimannudainisvesuilng

A A o > A a '
LRUB LN am:uﬂﬂwwmmimmwaaqsﬂﬁm amumvl,ﬂ

msusmainasitlianisaiul3la (Perishability) Kotler (2000) lénain
msusmailudei lisunsoiu Ele wu lumssiaunnduness snis ldaanson
= W1e unndansasfuBuddonaaasaniuile asnlunaduwndialy
s Fnlunndlianansndiazdaanawlinanisld vidudumadsnaaasald vie
lupsfanisauss Tidnesdwe3osiin viasnlasss nMsdunmuaazass wininluwien
wits 9 ldsansnfiazaneiingldnue ﬁﬁﬂﬁﬁqsﬁﬁm:éfauﬁmﬁﬁdﬁmﬁaifu"lﬂ ool
gunsafaafufinel i ldluassde 9 1 ludawsesymSesiianiein AL
vinssansaun lwldlasluinisazdasilianadainisvesfuilnasugaiuainy

a A a v & & adadad 5 o a
aﬁuﬁiﬂﬂladﬁqiﬂﬁlﬂﬁlziaﬁuvl,@ ﬁﬁdLﬂuiﬁﬂﬁﬂq@a’lﬂiU‘qiﬂﬁl

wanNANBMeNI 4 Uszmsnlanad ianeduuas Lovelock wae Wright

L Qs

(1999) EJ'@"L@T@'%mEJLﬁuL@&Jﬁdé’ﬂwmwaagsﬁw’%msﬁLL@m@i’mmﬂé'ﬂwmzﬁuﬁﬂmdﬁ

Re

Y A ' &, [y ;Y . . L o
gumi‘[nﬂ‘luﬁ’m’ﬁnLfi.lw,mwadlﬂ (Customers do not obtain ownership) DIaNFTUHL
L AN AR NTANNUGNEIAINTRA QLAY 1IN FUA mn’j’@u‘ﬁm
TORUAILAL gil”u'%‘[ﬂm:mmmLﬂud’waa%uﬁﬁﬁﬁﬁmuﬁfuvﬁ LA LWNI9NAUN N1Y

a P Ao o Mo oo & o a = Q. & o '
USNIdaneueNIUaAad Ll 1o asnuwanemeyadn1TuIMIad llamadluwianued 1w

U A 1 A G/AI d'u/ (% (% 1 = 6 & v Aa U
guﬂmawa}m’mmlmamaamm}aﬂ@ T LTILINRITOTD UG m;&uﬂmmmmh
UIN13&edne 9 wmamuld lasngareduilnafeclilddomammduvaton udd
Auilnaazlanfennuianalafnldliaesine 9 wau 1w Aawaladumaimaves

A= % A & e & @
Ii\‘lLLiN VﬁaWﬁWﬂi’ﬂﬂ‘ULﬂiaﬂUu@maﬂiﬂﬂu@]ﬂlﬁ’] Ll]u@]u
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a o = a a A 1Y A A A [

ananvuenitaradnInILing Aa mnmagmfnamzﬂszm%nﬂm (Harder
for customers to evaluate) 1aan2luad L3EN1TNENTIVINFURAARTa M L5 wala
‘LuﬁuﬁﬁﬁfumﬂﬁamﬁUﬂ@ﬁnﬂqmﬁﬂwmzmmﬁuﬁﬂﬁu 9 ﬁ;ju’ﬂml%ﬁﬁmmﬁﬁauﬁﬁ]zﬁ@
=) ¥ a v A a v 1 a U
auladafuan TenAa § JUMDDTRIRUAN JUTI 100 UAZANMUIANNZENTBIFUN
Wue laganemeaIna I wan e AU®aNNENNITNLNINTIN LT LANLFWAL
UITLANWIONITLINTL  NIINITNIIUINGRITa laitk azdasNasananlszauniyol

v v A A & = 217 v 1 A v a o o A A Y
2RIMIITIUMHAIOLIMITHY 9 T9aziiaduleneatile Quﬂmmaa"l,mamauﬂmaum
WIOUSNNITHUULAD 111 1aRaIuaD a2 ldua7 ®3 lasuNITUSNITLAY LazluunInYs
W19 ITUUIMIUAINMIY N1z EN NNz I uNaRI B AAA UL TaN W IUANT
lFusmanu 9 16 11w meidasnIIe WszNanMILIM L lisansadseiln e
e A4 A A r A o A o § o a = = ° Yo A
NuAdanIa lulasuusnIsa) idazdadsatan lanszusnik ma:ml%guﬂm

Usziiuua laenn

é’ﬂwm:q@ﬁwmaoﬁqsﬁaﬁmi A8 AMNEIAVDILIAT (Importance of time)

nandianudaylugsiaginsduedimn matinsnduesgiinzdasrhdisanu

=3 1 dll dl Y Y a U v v U dl [ I a
Nnadwazandanm inefialduslnaldiianvasanlddudnga litandugiia
u’%rmﬁpﬁﬁu’%mia:ﬁaawuﬂ:ﬁuQu‘%lmiﬂm’m LT ﬁqsﬁaa’mm‘sﬁu Tvanenuna
Ik wazdaeans wiswwdgsnainiandliuinmldldwodeiuguilnalasas
uwdazlivinmauilnaagmaludinau (Back office) 15w pyfafpnuiulnsdniida
A = ) A A o 0 A A v A = s J v a
fla @9adaduInIstnyINuUNITaylane I}dllﬂﬂﬂﬂﬂ’]@%’)d’)’]ﬁ]z‘l@‘iﬂﬂ’]‘iU‘iﬂ'ﬁluL’Jm
o P A v Xo a A R o A A A6 o 0o @ o
dunad sludagiuilfuilnaziiaanuiznwalanugsfauinsnldanuddyiu

nauazanualumIusmaduidtvieany

“ANAINH Gronross (2000) LANAITIAN MM VBINITUINMININALALINUAN WL

69 9 T1960% Ue LS ULASLTIALANAIERINIRN B A VAINITUSANTURZAN WU
a v v o v 1 1 =y v a Y QI J {
pasFu 1T lWAutIanuuandTzniiRud Uz UINT laTaluiiau (@anf

2.1)

UszinynaaissnausnIsg

1%5%3%?16@‘1]5&:1%aaﬁqiﬁﬁm‘%mi laRunImmInanavinui laudslszinnuas

p3naLINg laglswaninasinaneranuaantd @9 Judd (1964, cited in Lovelock,
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1983) ldudstszinnuasgsfivniniseaniu 3 dszinnlng lasldinawinisutingsfia
g: & a d' Y A 2 =) 1 Y A v Y a 1 A a a
wwdumainsnldaaudmie lilgasud lumsliuinis nanfe (1) sshauinig
! & a [] . a g & a { v
ﬁl.ﬂ%ﬁqiﬂim’lil,‘li'la%(;l”l (Rented goods services) gsmﬂs:mwﬁamﬂumimmiﬁQ’L%
u‘%mﬂﬁﬁu’ﬂmLﬁwﬁuﬁﬁﬁmmuﬁmm;ﬂﬁu‘%m‘s (;ﬁﬁu‘%mﬂﬂuﬁwmﬁuﬁm’%a

dl g; & dl U s % I a a 1 6
aounun 9) meluszoznanienldaanasnuld 1w ‘gﬁﬂﬁlisoLLiw p3NAInsUd
I v a a L v a @) ¥ a ¥ .
Wuaw (2) qsn%u‘smsmgm‘fnmﬂma'mamumma (Owned goods services)

a a dy & Aa dl ¥ A A ¥ dl ¥ A < ¥
‘Eiﬂﬁ]Uiﬂ'ﬁﬂizLﬂ‘ﬂ% ﬂZLﬂ%gﬁﬂ%ﬂi%Uiﬂqiﬁﬂﬁ%ﬂ']ﬂ%'ﬂﬂ:ﬂﬂLﬂuLﬁn‘ﬂﬂdLﬂﬂ

al o ] I a v a
ANTNN 2.1: n'lﬁ'Ll’?EITJL‘VIEIUﬂ’J')JJLLmnm'N?&’W'?'Nﬂuﬂ'lLLﬂ&’U?n’)5‘

1A nUINT
1. audiusefisudasls (Tangible) 1. matsmailuiefsudaslale
(Intangible)
2. Fuenlanuuciimilounu 2. mIUSMIRanHmEinanRAaLaS
(Homogeneous) LANGNNY (Heterogeneous)

a a [ 1 & o 7 A o a 2 )
3. MINAARBALALTAINNNITAANRUIY 3. NIINIITLNANIILINIT Ta9n9lung
a o =) o v ) o v =) t-‘-g/
uunanmIvslaale (Production 13M7 uaznlfuinis azdeufiadu

and distribution seperated from lwnaudsain (Production,

consumption) distribution, and consumption

simultaneous processes)
1 a 13 a A
4. aumﬁaﬂwmzmuﬁwaa (A thing) 4. NMIVINILYUNINTINAIONISLIRANT

(An activity orprocess)

' ' a A =<
5 ﬂmﬂ'waoauﬁw:ﬁaaLﬁ@mﬂﬁuﬁﬂﬁ 5. qmmmaamsmmsmammwawala

Naﬁlﬁ]’miiddﬂu (Gore value produced an’nmm@mnn’mmmaﬂmma’m

©

a

uilnanugliuinis (Core value

e

in factory)
produced in buyer-seller interactions)

v

Huslnasignsivlunsvinlvinanns

2

6. ;ju’%InﬂVszﬁﬁLﬂuﬁaaﬁmus"sulumiﬁw

va a o 1U3n13 (Customers participate in
IFAaRw (Customers do not ( P P

roduction
normally participate in the production P )

process)
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7. fumsvrsanu i luassgud e 7. msvsmsldsunsaniula (Cannot be
(Can be kept in stock) kept in stock)
v a = a Afdl a v CYRP-N ' = a QG'
8. ;dfuﬂnﬂumiuamm:mmmamum 8. wuslaalusuToinIsuaENTATOL
U
& (Transfer of ownership) avaslunsusnsle (No transfer of
ownership)

1%7: Gronross, C. (2000). Service management and marketing. West Sussex, UK:

John Wiley & Sons, p. 47.
LT q‘sﬁa%’n“’i@ pinetanIadi 1udn (3) qsﬁau‘%m‘sﬁ‘lsjLﬁ'mifaaﬁ'uﬁuﬁ"l
(Non-goods service) :gsﬁﬁm%miilﬁuﬂwf: auflumsusmsnladldiAsdasnunsle
Uselgmianaraud naazldsudselomiduwlszaunsoin lesuannsusnms 1w
ﬁqiﬁﬁ]miﬂauﬁm v Iuﬂ’liLLﬂ\‘lﬂizLﬂﬂ“ﬂﬂd‘giﬁ%@l’m Judd 1t Lovelock (1983)
lalkanainin maudeaziangasganayimaiu 3 Uszinnit ludsziand 1 uas 2
Huwmsutafiawizianzasuasidnlains walulseinnd 3 dewdrsasnhafinll wazds
Vl,ajvl,ﬁmauﬂqwﬁaﬁqiﬁﬁ]u%mimaasm LT ﬁqiﬁaﬂizﬁuﬁ'ﬂ DINATUINTT UASTININTT

2 v | v
UInsawngnang 1Juaw

Thomas (1978, cited in Lovelock, 1983) "LﬁLLLiai.ls:mmaaqiﬁmmn@mmﬂ
Judd laglfinasimsudsirssialdeslsdunanlunisuine seanldudsnsfianing
sanilu 2 dezinnlng 9 lasdszanuan fe gafauinmafiiiunsldadnsallunis
uImadunan (Primarily equipment based) uazlszianfi 2 @a pyfavinmafstunisly
yaaalumauImaidunan (Primarily people-based) lutlszinnusn fa gfau3nisn
a ®) o ' (Y 1
wiumsizgunsalluwnisuSnsidunan swnsnudaldiiu 3 dszsunndes fa
(1) aafouimafilrifssgunsailuvnsliuingg (Automated) 13w T3has9InEUd
galud@ (2) sanauSnanizaynsatluvn3liuins uazassdininamanaivaaln
a 1 > 10 @ L3 @ Yo a & U .
nsu3ns uanknowlaisniudaadugdwiglunsuimsunila (Monitored by
unskilled operators) tgugsfialssmuwauad (3) ganau3nisfilagunsatlunisli
a Y a o Aa o a & .
Y33 wazasslininuidnnszanaiuanlun1su3nisun (Operated by skilled
) A A a A A a a A v [y
personnel) 1w p3fiamibu ludnuszinnwils fia ssfieuSmsiiviwnslsyaaaln
A &, [ A = | . A a a a9
nsusnmsidunan Ssmansoudadu 3 dsziandasisunu fa (1) gsnausmsilal

~ o

¥ ¥ P a . ! a a
aavltyaaafifinnselnnsu3ngs (Unskilled labor) L% auguasi% (2) §3nauinis
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ﬁia’i’qﬂﬂaﬁﬁﬁnm WN1SUINTT (Skilled labor) LT wﬁfﬂmwﬁauqﬂmfﬁ@m 9 (3)
a a A v [y A A o A . )
ﬁqsmusmi‘nmaa‘l%qﬂﬂaﬂumwmmmﬂumsmmi (Professional staff) L7

NUILANN  LRZNWALANE LT e1

87U Chase (1978, cited in Lovelock, 1983) ldutistszinnuasgsfialasleldnig
a 1 e 1 v A Qs YV a & =) =) &
m@@anmzmwQuﬂmnugﬁ’lv\mmimLﬂummsﬂumiﬂi:mmaa‘qsﬂammiaamﬂu
A A a A A P’ > ' v A [ (7
2 dszian dszianusn Aa qinw‘smi‘na\lm‘smﬂmanuszmqagus‘[ﬂﬂnu;ﬂw
u3N13g9 (High contact) 13w ﬁqiﬁfﬂiﬂﬁy ﬁqiﬁfﬂﬁ'@lmmi RS TINIQUATUNIN
Judw antszan @e qsﬁau‘%miﬁ:ﬁmiamiaﬁ'%szwi'mN:u'%'[nﬂﬁ'mﬂﬁu‘%mséi'l
(Low contact) LT ﬁqiﬁﬁmﬁm LLazqsﬁa"Lﬂiuzﬁﬁ Wudn Tunswusdssinnvas
ﬁq‘iﬁﬁ]"ﬂa\‘l Chase % Lovelock (1983) Vl,ﬁnﬁminﬂumil,u_iaﬁﬁauﬁwwzmﬂlumimuqu
ysfinislafinifedenuguslnagmiad hasnguilnaudazauidasmsld
pifavimanndszinnldanamanlunsfedanuguilag uaznsnasyinldduslnans
walalumaims glivsnsdesldvinaunduilnaduaing uacldanudmagyluns

e

fadanuguilng

Bowen (1990, cited in Stafford & Day, 1995) \udnaunutslszianuesgsna
a d' % a 6 o a a 1 A
UINg Immmvl,éiilf*m']samswmaﬂmmzmaaqsﬂammi 7 dszmsanltlunsuds e
é’ﬂmmzmadqsﬁaﬁmi (Characteristic) miu,i_iqgsﬁam%ms (Customization) n3Gasia
AUNBNI®  (Employee contact) AMaLNaTaduasNhnnaan1suIN1s (Employee
involvement) mmLL@Iﬂ@hﬂumsu%msszwmu‘%ﬂ'ﬂ/ﬁqsﬁa}LL@ia:LLm (Perceived
difference between firms) Naﬂiﬂﬂ"ﬁﬁ@imﬁawm‘giﬁﬁ] (Continuous benefits) WazN13

v

vinsnugslinuans (§USlna) wW3a&nas (Service directed at people / thing)

%dﬁ]’mmiﬁmimﬁ/ﬂwmzﬁ% 7 Uszn1sua Bowen (1990, cited in Stafford &
Day, 1995) mmsmnjo’q‘sﬁﬁ]%ﬁﬂu?) Uszian (@mﬁaﬁ 22) @a (1) ﬁq‘sﬁw%msﬁ
LN13 1A TN1TMAUSNNS (Customized, personal services) ﬁqiﬁﬁ]ﬂixmwﬁ%uﬂu
ﬁqiﬁﬁ]ﬁﬁmmé’uﬁuﬂumiamaixm"ud;Eu’%lmﬁ'uwﬁhmudauﬁngo (High-employee
contact) Lﬁad%’m‘lﬁﬁ’i}ﬁ]:Lﬁ%ﬂ’]ﬂfﬂ%l%ﬂ’lﬂﬁﬂ%ﬂ’ﬁ wazwinuiazianuistadl

nsuImstduatnennn (People oriented) &IWNITLINITH aa:;\qjavlﬂﬁmiu%mmﬂﬂa
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(People) 11w p3falssusn p3fadamas udu (2) saneuSnsilailaiuwnsla
a ¥ . . . a Ja a 4
uiﬂ’lirﬂﬂshiqﬂﬂa (Semi-customized, nonpersonal services) ‘qﬁ?ﬂﬁ]ﬂizmwmﬂu‘qiﬂﬁm
ﬁmmé'uﬁuﬂumia@@ia‘szijﬁuﬁmﬁuwﬁmmﬁauﬁweﬁ (Low-employee
contact) t#asanaziiumisligunsaflumslwuinmaunguilne (Equipment oriented)
=1 o Y Y a 1 0 I v a 1 Q = [-% 1 1 Q/ a v dl I3
mmslmduﬂmvlummu@aa@m@laﬂuwummmnuﬂ sulngwinouaslininnd
LﬁmﬂumqumiﬁNmmaaqﬂﬂ‘miwhﬁfu WA TN IRAITUINNT L 2z@a9iaan
qﬂmtﬁﬂw&'ﬂ msu%msmaaqsﬁaﬂsmwﬁ ﬁmjavlﬂﬁmsu%msawaa (Things) L%

a v 6 o i a 1 o a
ﬁqiﬂ"ﬂiﬂx‘]iﬂ EI‘H@IQGII%M@] LLE‘lz‘lg'iﬂ"ﬂﬂ"l EJE‘IJ?J@]I%&J@]
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szLAnn 1

151ANN 2

1521AnN 3

ANBUTVBITINILINNT wiumslsawly  msldusms msliuSnslas

(Characteristic) MSALINSY lavldldyaaa lFyana (Semi-
(Customized, (Semi- customized,
personal customized, personal
services) nonpersonal services)

services)
anulnadalunsusang GE tunans Uunans

(Customization)

NMIAAADNUNHNING G éin Uunanyg
(Employee contact)

AR TS UDINENI WHAAS Lﬁuqﬂﬂmi Lﬁu“fi‘iqﬂﬂﬂ
@anN1TuIN1I LLa:qﬂmni
(Employee involvement)

ANNLAnAIluNIUIY
FEAINIUIEN/PING a9 Urunans U1unansg
8zUW9  (Perceived
difference between
firms)

nallyelomidawiosas
739 (Continuous 1hunans unansg CRUGHER
benefits)

mm’%msfmjﬂﬂﬁqﬂﬂa
(Q’u’%‘[m) #3989 UAAR 29789 unaa

(Service directed at

people / thing)

. Stafford, M. R., & Day E. (1995). Retail services advertising: The effects of

appeal, medium, and service. Journal of Advertising, 24(1), p. 60.
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(3) 53NAVINIINANTIZAWIBAITUINIT (Semi-customized, personal

9q
v

. a =1 a 1 a A a a
services) p3fadsziAnd Jenuuandwangifadianuanfe pafalseianuinazd
m’mé’uﬁuﬂumiamdas:ij;ju%Inaﬁuwﬁnomﬁawﬁwge LL@iqiﬁaﬂizmwﬁa:ﬁ
mwﬁwﬁuﬂuﬂﬁa@@iaizmn;EU’%Imﬁ‘uwﬁTmm@iamT’mJ’mﬂmd (Moderated-
employee contact) Lwiaa:mﬂﬂ'jﬂgsﬁaﬂsunwﬁ 2 H99LAANUFNNUT LUNIAAGDTERIN
v Aa s a 1 £ ;; d' a ,_-_? a ‘vg 4
;duﬂmﬂuwuﬂmuﬂaumam iasnnoanadssinnitaziimslinsauuazadnyol

. . Y a Y oA =1 o ng %
(People / equipment oriented) lumsl#uinsunguilna Jsvilinawinnuuag
6a o [ ' U a P YoAa a a dy 1 A
qﬂﬂsmummmmy@amﬂ%mmmﬂguﬂm msmmwaagsmﬂsmwm:&p"l,ﬂﬂ

~a 1 a v 1 I v
nIYINIYAAR (People) L TINIIUININIUAIN (Fast food) Lua

wanand Lovelock Uag Wright (1999) Aldutsdszinnuasgsfianims lasnld
dl o v Aa a U & % 6 1l & vAa = %
AszuIwMIAvldnan S sl unaninasinisuus 9lawansands 2 dasnlu
miutsdsnnnvesgfaninis Jadousn Aa msvimaasiulufles /ezls (whoor
what is the direct recipient of the service?) lag&iNan ldRaTaNAe uana (People)
a . [y P4 a &< = A o .
WaSRIVBY (Thing) Bntladunie Aa msuSmsvuwdunsuSmaansacla (Whatis the
. g o 3 AL ' v &
nature of the service act?) TIaNBMULVAINIUIAILUARRINNTONRLI b TIn s
A A A Y v A Ao o o ] , A A A o o Aa AN
USmsAReTeanuRINdudadls (Tangible action) UaznIuSNINAeITaInUaIN Ll

fAINUAadld (Intangible action)

n1fadung 2 Uszn13adnadin Lovelock Wag Wright (1999) leusdszianwas
psnauinsaaniilu 4 thzan (@answh 2.3) @a (1) People processing Lilugifia
a  dd ol od v v Mo oA daw e ,
vInsfnanuifiaanniudeslduasduninmafasludinmevasau (People’s
. Y Aa g Wdld 1 U o v a a Cg/ dl v s '
bodies) lnauilaaandudnismianlunmsvhlfiianssinss uaziieadenuig
muvedduilne 1w ey Huasedu wezalasmndszdme dudu (2)
Possession processing {upifiavinmsniipinunaanindudedld uazduyinam
dvldimaasuazansaeniimaniwan 9 Miluwesduilna (Goods and physical
. . = a a ¥ & a A 2
possessions belonging to the customer) Gﬁdﬁqiﬂﬁmimiﬁ’ﬂ:Lﬂ%ﬂ’]i‘mmmam’uawadﬁd
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& T. Robertson (Eds.), Perspectives in consumer behavior (4th ed.). Englewood
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ﬁm: Sheth, J. N., Mittal, B., & Newman, B. |. (1999). Customer behavior: Consumer

behavior and beyond. Orlando, FL: Dryden Press, p. 392.
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ﬁm: Sheth, J. N., Mittal, B., & Newman, B. I. (1999). Customer behavior: Consumer

behavior and beyond. Orlando, FL: Dryden Press, p. 392.
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behavior and beyond. Orlando, FL: Dryden Press, p. 392.
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ﬁm: Howard (1989, cited in Dorsch, Grove, & Darden, 2000). Consumer intentions to

use a service category. Journal of Service Marketing, 14(2), p. 94.
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4 A g y . Ly ne
W (@MWanwIN 1) Taldnunanue 698 las 4 donusuldunnnnuiibes
Wells (1964, cited in Wells, 2000) &4 la@ns A8 nUNITLaadaantuaNgnladarila
a A v A o o A .
fanianasuilne lasdaludusasnnusuisnlunisfennununs (Meaningfulness)
Pp91a309damMIFeMINMIAAA@1d 9 lasdidianusaauyinny 0.79 &audn 2 fanw

& wa v £ A A a A& L A 6
Wik E}I’JEJFJVLG]W@J%T’II%LBG I(ﬂUW"i]’]iﬂL’]"i]'mﬂ']iaaﬂ’N&JﬂN’]El?l@d']g:iﬂﬁ]ﬂﬂﬂﬂﬂ"] DINULNTRN

Tunslvaziuuaat

- Rueheagngd 5 AU
- AaUINILANAE 4 AU
- 1289 3 AU
- lddesAnaae 2 AT
- LidesRneeagngds 1 Az

2. nNauad (Attitude)
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9

TunsIanawa @t ﬁ%’s"lﬁummsi'ﬂaamﬂu 2 8% A

£

cadld 1
aAunGNNAan1s
d‘ . = . s Qd‘d 1 a £
FORITNIIOANA  (Attitude toward the communications) WRENAUAANUNDNINRUAN
(Attitude toward the brand) lagNARAANIADNITRAFIINITIARIAKL AAIDINNIRIA 8

78 laofious w4 2e  lan1aInawddewes Schlinger (1979, cited in Stout & Rust,

Y o ada

= o 0 =~ o
1993) Gslavinmsansnanaanidanulasmn laoRasmaniady 6 Usems @a

o
A ¥ o o Aa

(1)°iTa;‘Jjaﬁ NEIVBINVAIZING LT uanﬁaﬂnimﬁmaagaﬁa Walnislawanuarinly
U % AI J & U a a % R dl Y Aa A
ABINIIIVBNALNNAINUY et (2) LIILRINYDIAINTWAD-(3) mmgan‘ngm‘[mma
n' v R v A nid 1 v A v
fINITO (4) mmgaﬂmao;&uﬂmmmamuima:mm (5) ANUABLALADTUAT UAE (©)
Q 1 & 1 { 0‘4 1 Qs 1 %
ANMNFUFNABNMINEI TilaanNTeunluuaasadawinAy-0.90, 0.74, 0.90, 0.82,
0.72, WaY 0.65 MUFAL §FIUdN 2 T2 Tau1NUIBad Pollay Uaz Mittal (1993,

cited in Korgaonkar et al., 1997) %avlﬁﬁﬂmﬁaﬁ'ﬂuﬂamaa;ju‘%lﬂﬂﬁﬁ@iaﬂwsmaﬂawﬁo@sa

v
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a

a YV o a l}/
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Tumsiaraunfnddennandtie Janunmue 548 sanuswan 3 o'l
WNNNWITLVBY Laskey, Seaton, Uaz Nicholls (1992) %aﬂﬁﬁnmﬁmﬁunaqwﬂu
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7-poined, Likert typed wazinanuidasuyindu 0.88 dmdn 2 ot ldunanauise
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@ KR
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U

Likert typed laofinousilunislAnsuuua it

- Fudanodnbs 5 QU
- AanTILALAY 4 @zuhi
- 12 9 3 AZWUL
- lddagAnaag 2 ATUU
- LideaAndasagngbs 1 AL

3. mMIaeauladanleusnns (Purchasing behavior)
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typed HANANUTBRNWHINY 0.60 BN 4 Uaun  LaxIIMIUIILVEI Schlinger (1979,
. . A = A o [ v A A v s o A d‘l’/
cited in Stout & Rust, 1993) @adnminuanuiaasvestayaniietasiunisaadulade
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A A A o o i o Ao Ed wmo R A
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1. ﬂ’]ﬁLﬂi’lzﬁﬁﬂHﬂL%dWiim’l (Descriptive statistics analysis) Eaf@aLE9

wisan  loun esenas (Percentage), ANaALLATAMA (Mean) wazdwtdaauuinas

'
=}

. . a 6 v d? 2 A o o
U (Standard deviation) L‘WQ’JLﬂi']z‘ﬁ"llE’J};JIE*]LUQO@%LﬂU?ﬂUGﬂHmzﬂizﬁﬂﬂi N9
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2. mylaneidayaiisansnu (Inferential statistics analysis) el luny
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RDOFRRNNUTUULLN D SR (Pearson’s product movement correlation coefficient) lums
AATERANNFURUTIEN TN TN ganuaundsIn LasianuNUTLIUNAA

(Multiple correlation coefficient) lasfnuaszaungfaynIaia binszau 0.05
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