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Abstract

The purpose of this study is to analyze the user satisfaction in Political Science
Library, Chulalongkorn University by applying marketing strategies to improve, develop énd
create library services. The study was carried out on library use factors, areas of
improvement, group of services and satisfaction in various services ang activities. This study
also include the comparison with social science libraries in Chulalongkorn University and
Thammasat University by using interview (25 users), guestionnaires (398 users) and two
indicators: number of books borrowed and number of users. The resulis were then processed
by SPSS for Windows program (Statistical Package for Social Science for Windows) version
13.0 and summarized as foliows:-

1. The rﬁost three important factors affected using Political Science Library are
the environment and atmosphere, library staffs and availability of required books.

2. The urgent issues to improve library services are increasing the number of
computers, the number of titles and copies of book and improving poor quality of
photocopying machines.

3. The services most highly used in Political Science Library was books
(weighted average = 57.17). The second rank was periodicals (weighted average = 24.67).
The third rank was cyber zone (weighted average = 22.94). The fourth rank was coffee corner
(weighted average = 21.61) and the fifth rank was toilet (weighted average = 21.00).

4. Among 18 services currently provided, users viewed that 10 of them are basic
service (Books, Periodicals, Published thesis, Hot news, Audiovisual materials, Online
publications, Interlibrary loan in Chulalongkorn University, Cyber zone, Toilet and Wireless
area) 3 of them are one-dimensional (Study rooms, Book renew online and Cataloging) and 5
of them are attractive services (Islamic ritual room, Midday news, Coffee corner, Citation
clinic and Interlibrary loan).

5. Users are satisfied with 9 activities: - Cyber zone with 45 minutes/use, take off
the shoes and wear provided slippers before entering the toilet, library fee for external
visitors, permission for other faculty's students and external visitors to use the library any time,
the restriction on the attire of the users, permission for other faculty's students to borrow more
three books on every Tuesday, pelrmission for only Political Science faculty members and

students to use the study room, book renewal online and interlibrary loan. Apart from these,



|
users are dissatisfied with 5 activities:- permission for other faculty's students and external
visitors to use cyber zone, Polilical Science faculty members can borrow books with no limit,
permission to use mobile phone in the library, warning sound (It is annoying) and the use of
book drop in front of the library (The Library opens daily).

6. Overall, users are highly satisfied with the Library (X = 3.91; maximum scale =
5). They are very much satisfied with the four major aspects of library criteria pertaining to
competence and demeanor of library staffs (X = 4.08); progressive services (X = 4.05);
liorary environment (X = 3.82); information technology resources (X = 3.81) and library
equipment (X = 3.79). The average score for competence and demeanor of library staffs is
higher than the other aspects.

7. The strength of the Library are the competence and demeanor of library stafis,
pleasant environment and clean foilet. Users experience some difficulties concerning loud
noise of the users, cool temperature in the library, inadequacy of computer and poor quality
of photocopying machines.

8. From the comparison between Political Science Library, Chulalongkorn
University and the other six social science libraries:- Commerce and Accountancy Library,
Education Library, LLaw Library and Economics Library in Chulalongkorn University and
Economics Library and Political Science Library in Thammasat University during June 2008 -
January 2009 we found that:- the number of books borrowed was highest at the Political
Science Library, Chulalongkorn University at 57,229 volumes (24.15%), followed by
Education Library, Chulalongkorn University at 55,248 volumes (23.31%) and Political
Science Library, Thammasat University at 30,835 volumes (13.01%) respectively. The lowest
level was Economics Library, Chulalongkorn University at 10,185 volumes (4.30%). The
number of users was highest at Commerce and Accountancy Library, Chulalongkorn
University at 310,734 persons (29.68%), followed by Education Library, Chulalongkorn
University at 210,089 persons (20.07%)-and Economics Library, Chulalongkorn University at
175,764 persons (16.79%). Political Science Library, Chutalongkorn University was at the
fourth rank at 127,613 persons (12.19%). The lowest level was Political Science Library,

Thammasat University at 57,438 persons (5.49%)
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azifutifdmanauiualerannls wiandasanuiliuasauainls v TssGauvdalsmenuna Aa
N19ANUUUNISARIATIA
a o/ 24 ] 174 a -1 a‘ o «

n1siinsdansvasdyagalusilagldnagninisaana unasiddaunwdnsaing
UN1sWaIayALLLIANIATI@ U WAN AT FaaNTHENNAIUNITINULUNALNE N1ITANR
n1sdime naslfmatianisnana ivelinissausaAnisnaiasinataussqinnlscasd tagll
nsantiunislunasgduuy 1aun ns3de nasdnuadaguszasd nsdnwanguithwing ns
mausunsldnagninisnaa a1 nisaieassAansaliuilfaugduuuanuuinig ussena

o o & & go J 2 o a e &

a0 i nrzuaunsReasUszduiusiunguiihuing santemai llufiRuasnisdseidings
Tapnasuiunagvssesissayauazithunosunisaain WiaowdrAgdugnirtasaiugnan

e & A Ad o &
Wugudnats n191aununagninisaa e ludaqiutlugiunieaaanisLsnisaan1Ivesaym

DDLU ANEA N LA FRIANANAIBWIINLAN N1SUTEYNAUANNNTUAZINATIANSHAIARINAND
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u i luviesana ﬁﬁouﬂ?w@mhlﬁtﬂmummmmﬂ'm&uqmmm snaiatan Ay
paan131944 14 (Spalding, and Wang 2006, 495) wazfialuuuanissjegannssanisuazaIg
fawalasaadidadreudiade Hdnunmluntsdnasdnsliinuncay Fedoualiiininnsiid
WELATE Y

wosayAAMETFAaRT RNl Anendy Husiesayaanznadaansnanis
dndnyRaauinilusanalng AunuimlunsaiuayunisFounisaaunaznisisanig
FapnArgasliimungandininasascaziaan 60 U lneduundsdnun (Acquire)  4nnas
(Organize) AmLiU (Preserve) 4nds (Delivery) Lmzu?m?m’wmnsmmumﬁmm?gmm% i3
dszaraurans Anduiugsendnalsting uardIanNIngLaz NIy BINgn Janauauasse
Fnastiisuresansigarans uazguauluaiiansalindngide uarlssaanniauen
s'nwyT\aLﬂutma‘qaﬁuwummﬁwwﬁqmﬁmﬂmﬁgmﬁﬂf'ﬁdﬂﬁm warna RN SWIIUAL
nndiuladigediulunneigaans anummdananndldiimsiuaideiaiisiaaynaus
é’gmmﬂﬁtﬂmmdw‘?m?mmumﬂmﬁgmﬂﬂ%’%’uﬁﬁs:ﬁuﬂs:mﬂ Tnaiiwusiananlunig

afsnufionalauddlduinns dudiviunininasaumanisiymanisziutlsznalng

naslusnsasaumALszinnsed WiilsEAninn iindnaniwnistiuinastaanisUinlgs

yara

u?mﬁ%mﬂiué’olnmm%u ua:w‘v'uu’%mﬂmiqmummﬁmmﬂmc’ﬁﬁm:mﬂﬂ%'auu,ﬂmmm
waluladiarsauma uinsdanisiasanaiyaansfufimmuisaedfysdalalunisinau
uasiuingeuuaslfinaudndysenisiimedenn uasiiiinsidrAaldun Wanstu-Aumiida
1319913419 WIS ReRU LAY (lun nentinug 48815 ngannA LLa:éaﬁuﬁ¥§Uﬁa) 17

& o ¥

lamvidudas uinsasaumadidanselind L3n1ruaMUATINIT8I812E] UENsdEuIAsE N

o & o/ a

sudnviasana uaztinisinaenans lnaveeayaigaaniliaaudrAniuninitnisuss
va v o o o <J | X Y o = A @

dluTnnsillududuusn aaensreziaoan 5 Yhdiunadesayalfdananssuiiadaaiy
dsz@nsnmnisuinistuguuuusa i gl laiuanuianelawas 1udmsvesayauindiu

i b4
lnoRarsanandeiidnaudiiangaaunntlsud Auaudidnldvesayn svhuaiiuianala

q

o/ g

gaid dnmnasuwivdelutiatayannrigmanfifouiisuiufasayaauzmdiauaaad
Buq souienredaineitldiy anfl :efaiiiuamunInueqiny 22F0 CU-Quality Prize #1u
Usr@nBniwnisuinag dseantl 2550 uars1edansuamuninnislfiinisdssangu Ussinm
WIANTINNTINLTNNT NTEUUNNTIRLEN S AR ALLLIATUINRS FILNRYNENNIAATA RAN

ANINIUATRITZULFITNIIWAGEYN (N.W.5.) Uszanil 2551
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SawiRsaeiinsinsniesfudsduiasfaudalssAniainnisiinisaeasiaayn
AmEFANans P v nnlssiuanuianalaresdldRiderinisaasiasmya (uqus e
InArainun 2545) unudafimu winnislfsuwlassnwiasdanuaziAndanaodredy
wazife liiesanaauigmans Tl nsfifamhAae A uTLA NI RE U RN
Angaranfuazmalulagiatssuma dinsdauemnidnisdaogUuuuinilineiefld finasld
vingslua Lﬂﬁﬂuﬁﬂuﬁaua:s”umwiimjtﬁaiﬁﬁmmm&ﬂLﬁumﬂﬁfafjwﬁﬂs:aw%mwm:
asnsawinduiutesryaawia s fls s mALassEELu R LE Asdndudesdnmunds
ﬂé"mﬂ&;uumsu‘énmﬂut%qn laatlssgnalinagnsn1sARIATLNTELUIUNNTURNUINILTUAS
A wTIMEaAANATINE (Attractive quality) Taeldnqud Kano model 1ilusuanislunag

Ufuigs uarafreassAsluuuninidnisiienauauaiannuinawalaasadld

ngiszasAuainmsid
Whunsdszendldnagninisaatalunisuinisaninanluvesaynaneigaans
qaensniuwianendy nediul WeuaraieassAuanansiimsldneuanasnny

Hawalaasaffly

ol o [ as a
VlF]?éﬂkﬂ?;lqﬂ‘LIﬂ?’)“ﬂNﬁuéﬂﬂﬁﬂqimﬁ’}ﬂﬂﬂﬂﬁiﬂiﬁﬁiﬂmﬂ’lw

N1EAR16 (Marketing)

' L
=1 o

MIAAIA 138 Marketing tHuAREAMNMNIENANS WaARRadwana1T) 1950

[ o/

WunsfinsuunAadad aoudrdy fuauduasfudaiuer utlunsldaaudnAgyiv
anAn umtﬁum:‘mauﬂuﬂqmmﬁqwﬂwmgnﬁ’ﬁ%@lwmmqumnwua:mwmumﬂﬁ*g
msmmrﬁqnmamti’luutamummwLLuuz%w?umiwmuma?gﬁtﬁummauaummm
fBINNsIaelsea19u (Kotler and Lee 2007, 11) {01788 NAMUMEIBADINI0AA 1Y
wa1nian At lagsssaudowlnginidqladn nsmatauniafanisang (Seling) nns
daeunasane (Promotion) wazmslamundszanduing (Public relations) Wal¥iinsiaae
Fisnniu

McCarthy (1981, 9) Talimaruuiudn nsaaralluninndinisag uwaznnslsmaun
mmmm%amﬂ?‘us”mw?immﬁmmwmqnﬁﬂ LildAdaAudwtanszurunisudn fadu
Fanszasdaasuiingriauarmissuiliuaninasalsfine nsafraaanianelanas

RALIRUBIANUFAINTI99NATINEATY Pleil (2005, 95) ANAMMITAUNIUAIALITN
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mMipa1auNINNIINTEUEINASAIBUR NI LA ENRUE UATINTAN19919UaY N1
nagmiuaznslssfiunadan dou Levitt (1986, 153) Aansrarsduvisuminenarings 14
WRoufBuLnAANMERAsILIAANS ARG A LANEa Y TatuaAnntsanosiud
ANNFRINIIBIHINBURYMINNNTST BIULWIRANIARIANITUAINNGDY msmmé‘%@ UALAUDY
AudaIntstdaanisaisassARuAuardaenliddalaniailadundn 4 Usznasléud aann
WML AINFBINITIBIGNAT NITUANHRIUNNNTARA uazfinlsdldanaanamelazas
qn#n daw Weingand (1999, 2) 1nanadn “luedmiinnstisnunissasnnedenisaaia i
s lafidusuuszaaaiaien” dudeafuf Kotler 2000, 8) Ténanalid “Gauvialusinifa
ANNALAUITNINNTARNIALAEN17178 TAUMNIENIILENTRTNENSeBUNEN 1S ARIAT
Hudeilzlunsaedui uandszuanalaidialffudrdoudrAyiigareanisnaralildnisane
mﬂwlﬂmﬁmamgmﬁﬁuﬁwmm?mmﬂwi*n%u" athalsfimalaiiinnasnann uavaoathui
Aurtaaiunisnaaldfiompnmngreansaaalinnua el

Wszpzusniisnnaeantsaaraiiansmneiiaudien foudouiulutaqiiu wuly
11 1960 Alexander (1960, 15) 1dna1a1d91 AnznssunstisnudAwiaasgnannisaanaausiu
(The Committee on Definitions of the American Marketing Association (AMA)) 61

= 1 o o a a A 1 ~
fguaunng1e93n1Taa1ndn “unisnseinfanssungsianyaiududuazuinislug

yilna"

e

Drucker (1973, 64) AR afindn "qaaamangaednisnaradienisianuasinan
dhlagnén ieazlddmmauiuazimslimsiuanudaenissasgndn”

Philip Kotler Usunansemnanisaanaldlimanunungesanisnanaiazasiaaasls
Tursrequanung Tneanizlunilsaa Marketing management FadmuriaFausn il 1980
wasiin1sufuslsaudlaauiatagiuduatiufiniaged 12 3 2006 Taaldldarumnausnses
msa el Ranssuselunszusumsuaniaes nénie nsternsRuduazingg
HagUDIANABIN1312941F A (Kotler 1980) nasaa1aatsnsaduunldiduasmuiems
fANLATANMINENIINTLEINNT TasAd e lunedsAnuNnang ‘nrzuaunT IMnaRannde
yarauaznauuAne lidsiitesnisTanandanszumumsidmidanisuanildow” dauannsvang
TN MDA “NIZUAUANIIBINITINUNU NIRIMUALLIAR NTRIMUATIAT NITEILEY
M998 LRENITIIMINBRUALRTLTNS Lﬁﬂn')suamﬂﬁ;auﬁmuﬂu@qm’mﬁaw'alwmuﬂﬂa
wsDaIANS" (Kotler 2000, 7-8) UONAING ADRIADS (2546, 6) faugaamuiudinEngn

N1AAIALI LA LT UNT98 594554 P1dAUETH Lazn T dsuaUd Ui vTaLsnA s AL
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P a

AuilnAnaresAniTasiasieg ﬁnmmmmﬁvxﬁﬂﬁn@:ﬁummﬁmms%uﬁmﬁmﬁmawﬂq
TERtE maamu%’uﬁmauﬁamﬁmmmﬂmﬂ'mm&u LazABEANTIA5LALUDIQUAIAAY
sroznanive 1 KussginnUszasAradianis uanan ninsaaadadumaniuasAaiuians
[Renaa1aimNEuasNITAIgAQNAT tilufvfan'1ﬂﬁﬁnmua:ﬂjmﬂjw%a@nﬁﬁ'aﬂn"tﬂm”wms
a¥ansaeans wasiaulszaunsnifiiAugadmiugnd (Aanwes 2547, 12) uas Kotler
(2006, 5) lenaraaglamnorasninaadt “Hudesiiterfesiuausienistesnaa
uasdiAy ua:éﬁﬁﬁmmmv’i%uﬁqmmmmmmﬁ@ ‘NITUTIRANNFABINFIBILLTTNABEN

] a J ° v 1
wnzauiga”  n1sRa1nandunszuauNINNEANLATNIINITLEM TN I yARAUREN N

‘ 1
a

yanaldfuiandeinslasondunssusunisudnuasnisuanidduy (Kotler 1988, 3)
o o/ 1 o o A a q
YANAINANMNUTINAINALAA TN s Aa I ABNuaNuALB Laaasaa i uldun
Pride and Ferrel (1980, 7) 1A WA213114I1 N1sARIALIENBUANEARNTSNYDIYAARLAZBIANTH
a o ° Vi P Y o “
fufhwnoienirarueauasaanuarnsidelunsuanidasuluaniozuaagenuting 44
INANMNARAINAIHRINALAID TN IBIRNIANNNIRANABLNTAUGAUT  Agbonifoh et al
(1998) Thillidudaagildr nnsaaradsenaudosnanssuaasyananionguyaaaiaaniuie
v v A = < P
AUBINBLIANGBINTIRNLTINA uasiHed uILANALAYN WazUANIALL (NeusTqUming
P I'd [ =g v oa
289UAARYTRBIANTEUAIN AN lAT8aE1TTnA
McCarthy (1981, 8) 1AI¥AMUNNIEI2INIIARIATT UUAEDY HRIVUNAARIN
a a; A=; [ & 1 a o < (9 &
nanssuiRaadesiunsnenaiuviesAnsussquagianindnglszaad Taanasaiaiananu
i/ [ v :/ o o Y b2 o Y o 4 A [
BEINITAN29gN A P AL IR uAUAT TN 949N uRATINgN AN LazRaLAUDY
AMNFBINTITUAZ AN HING 13 1B9gN AN
Stanton (1981, 4) WAMUMNIBIBINITARIATIVINEDN NIRUTURRNTINNNEIAA
v ™ v o a ° ' a . o
MFanTlsinNIfUNINURY DITAINUATIAT NFRUATUNITAATA NITITMLUNLRUARZLTNISN
v 1
snauauaspnufianalaresdiilnavsludaquiuuarauian ihuhaaiu Harley (1983, 5) #
a { -~ | -c} H o © =
ABUNLIINNTAANANNLD “Ranssuseingadasiuniaussuara It aNazaaniia
nsuanidRpuiasineaueIauiaInItuaa N Ranelatasysd”  A1daAruanand
' } - 1] ?:/ U A
mm’lﬁtﬁm’mﬁsmmﬂﬁmauwmﬁm”'mLm:m@m@umms‘umqqmnﬂumﬂw nnsuaniagu
4 vv L) o o -J : 1 - |
LATURAINITVE u@nf«l'\nﬁmmmsnm‘lﬂﬁnumnﬁmu']muwaué’mﬂ:mm?‘tﬁané’w
(5978 dubiaor 2546, 15) _
Elliott de Saez (2002, 2) afU1827 NIAAALIUILEARINITUIVITAANIT LRziTY

IJ o a o o { o -~ :/
grunitaraadFoyiaeAnsuasl o n1sUsmsvasioua nAuARI8TIBIANS
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The Charlered Institute of Marketing (2003) MWAunuian1snandn i
nezuunslun1sAaN S URATaLAANENGNAN AUARANAT LATABLANDIAINLBINITLBIGNAT
nsmana Anflunssuaunismnsunussazanaidasiinisdniunsnaasnariiinvieasdng
fapaaniuianis laanfuaniudrdracgnAn uaslignAniugudnats AumunedInan
aonARBafUAIITLIEY Gambles and Schuster (2003, 362) Miudintsmaradiumsdiuun
inlasRagndn Anmanudaanissasgndi Audwieuinisiineusuesanadenis S9an7
dnungitamamanufasnissasgninluiiaqiuuacauanivedanininiglus uszunsziy

p L T

a AH A & i “.

annwaasuImsiNagud liiduliumaignansiaenis
=2 17 ( £ a AJ ar

BN DIAN (2534, 13) WHAMNULNLTDINTANIATN MUNBAIAANTIURGTUAYY
‘Lﬁtﬁmmsu.l%'ﬂuuﬂmasjﬁmﬂm'l.wau’jﬁﬁémw%u.azéﬁqzﬂnﬂu‘émﬁm%u%u?mﬂmqima
oAatladeudn 4 Usznafs $1A1 AU a01UNLRSNNIAAATNNTARA

a8 = 'S b 7 U [l ] 1 & ac 4 &

sedn Aumlond (2546, 1) Wdnannagletneingdn “n1smatn AedsnisdeasAnisld
-3 =Y --‘J v v w ) A dl = o = v =N . cd o
audunsalinisldninenssneilgluiensaaauazanfiven Warnnsondandsgnseiu
ADSIBINNITBIGNAN"

nﬂ"mimﬂa;ﬂm’rmmmﬂumsm:ﬁﬁﬁqnﬁ‘whﬂwdmmuaummmﬁawmgnﬁﬁ
suanihlguadniamuinnng Aeinligudnusduiuazuinsundlduasduilnald

i ° o v 1 =Y o s AJ 4
nasmaradszneumagaudrAny 5 daulaun ndastust (Products) A1 (Pricing) @ uf wia
9919319308 (Place) N13EALATUNIT118 (Promotion)  wazAu (People) (Pfeil 2005, 5)
ANNMNBYBINITARIANSNUATATDLAGNNIINTTINE Fadlufisedunsunisinauerinisvia
fuArunggaviati n1ra1eRuilugauniiesenisnann LaEn1IAAIARZ BN AIENNIANUUARY
=Y = =% e‘ ' cll

Auiniazuinis Tasazarauagudenisuinasiuinala uasnalninauauasnausiasnis 4au

<4 :] = :// i
mﬁmﬂmmmmmmm’ﬂuaummmﬁmm?uuq {(White 1989, 78)

NNFUTWITATUNIN (Quality management)

NNSUTMITATUNIN funisriunsdanisiesasinnifenauauasnaiudaanisuas
auA s idRenntsUiulsamnnesdng Audiuasuinisedtesaiies nsuiung
aunwduduarnidumaiianizauauetinsirelhiussuuildlunsdfudsevfanisansziu
yiaanadns futhgnuingWadadannunisiinisaananlingainsatsidu The American
Federal Office of Management and Budget (Milkovitch 1990, 209) 1AM uuN1897 NTUINAS

AN wNEisNsiisdanisasAnsitalinauauaiaMuienalauazannatanisragnin
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TagnnsldmatiadaliunnlunisanssduanunWauA UFN1sUAZNITLAUNANT12999ANS
atnasiatiias 4au Feigenbaum (1991) Arasmwgdn nmsiwsgauniwiilunissuiuges
Fudruaziinisludunisnann Msudn Msdanis uarmstinganedieliduliauaiim
AmueTesgndn uananiiuddnsaausdesanamaf Idfulouafuluinsrenitng,
Auniiudsiign ity gnArieIn1sRuAuAZIENAIINI0ABLAUBIANMNFBINIINAY
mwmmma‘nmmu‘lﬁmam%ﬁmaﬂqqﬁﬂmmua:ﬁwﬁmﬁmm:ﬁu (Lascelles and Dale
1093) @91 Peter (1999) 1¥ANLINGT NMLETMTANNIMIAASIN 2 WUIAINAATHLA LUAA
Fasanuitnelazesgnén wasunaAnaasvaninm sufumnasdnslagunsonsuaany
ANARIILBIRNAN fazannsameuauasldmuiifenis

anfindudiuliin aunwiuwuedaiiaipoumnafsadieiamiuodes
wiaduwusiuaanfianalazasgnin uazlidiazeglugsnalavianusaaiuladousnilusieg
AALAUDIAIINGBINTURZA2INAING 1aT89gn AT ufanf»nnﬁv?ammmmm:mm?msqmmw
fhadsRdaniugig mmgdldhwnadsiuienisaeuauasnuieinisuaziowelasesd Wiy
&1Aty (Gupta and Jambhekar 2002, 213) UATNIAAFINATALTNTTEN IFFALAUBIAINTS
walauazdiamuansarnasdnsviamisssuiy esdnsieuisornuiudndusiamsuaas
Aaviiuvdanudiaanisresdidaneu Assasdietesdianmnmiluige Taariasiionmnn
fananafinarnuanuilssinmuarilifuaanianagrunsuaiegldun TQM  (Total  Quality
Management), SERVQUAL (Service Quality), ISO 9000, QFD (Quality Function Development),
SPC (Statistical Process Control), Kano model, The ECSI model (The European Customer
Satisfaction Index) uay FMEA (Failure Mode and Effect Analysis) 1ilusiu

wFu Kano model ifumalianinfunsgumwiazinaiianisaaiaiino i
B NUNIUANE (Pawitra and Tan 2003, 400) wazdsnsadinldinanuianalasesdfldlfdy
2847 (Customer satisfaction model (Kano) 2008) #ssaldifluuuanadanmsgruninlly
mMaiamEnsiauszmnzaiuraasndiy Ty nMsuLsAuaNTFeasdusmsoLinsiily
3 Uszumnldiun Must-be Lﬂuamﬂuﬁ’ﬁﬁugquﬁq:s”mﬁluﬁuﬁw‘?ﬂu?ﬂﬁﬁfu winliflgrudanis
fangmmazirlignéliienala One-dimensional fluguanBnduaseaufionela uazin
Madruiiasilinaruitieladuiosiu uaz Atractive WuangnTBnwmieaaaud
FadudrAudnitaiinsnequaniBidinginazhinasennuitewelasasgndn (Pawira and

Tan 2003, 401)



nsRUKUIANLUNTSIAE
mnnﬂsﬁnuﬁosimn?suﬁtﬁﬂoiﬂaﬁquﬁfju.@mmﬁmLﬁ"mﬁumwmm N1TUTWNS

AN uaziAtasilanunIndings RduAslszgninagndnisaanlussifudoutlszan

NNNTRANA (Marketing mix) INNIAMUATEALAINADINTS (Product requirements) Tagld

wiraadladsziiunisuivnisqaninin Kano model lunisdrsaranindianalaasafly Tnaduun

NSAUUIAANITAAEIAIT

glfiinng

o fanalauinsdesyn

o Lifenalarinnaviasays

A1594A91H Ussiiiveg / flau
[ Aumwiy LN Andieanns \| #anelaan - Must-be

ngithwng V| (Product gld3nng = | - One- dimensional

(Target group) requirements) | (Stakeholder) | | - Attractive

al a a e
NN 1 NFAULUIAANISIRE

AN UM
1. atladluiladadrdyii Wil dd i nd dieayaanisigamans

2. alsfedsiivasayanstuniunls waaummaiin WA i e liaann
vinldviaeayn

3. MM lukesasmlssunnlasnniigaifudiudy 1-4

4. mMupNiueeslld wesayatitsnisUszinnsiaall (Basic requirement) Uscinm
A1) (One-dimensional requirement) wazUssiammtieadnuAI auaA (Attractive requirement)
frunuila uazidszamiinag

5. dl9imruAaiusefianssy 14 Ussinnedwls uasfanalavialidanela
Aanssneristing

6. lngandfldnanaladesayaluseaila uasisnelatirdpsmlatinalussivln
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7. fldtlanufadiunardeausnussatirdasusialuieeayaatitelatng

o

8. MNNEANEUTALINEURAIAY AR NAIANAIEATINIRINT I TN BT

o ar T v ] =1 = o A = (% ] = ¥ 9
uazlunwinendesssuaans dosayawislatinstinwieaaninign uaziasayauvialaididn

U

4
Tunige

maraanailsluniside

mMwansal (Image) nanale ANNAAvFaNsFuiTisiaay aedns Auduiaiims

Py o 4 A4 o d al v 1

Wuarwddn aautlseiulaviereidengaliasutnuas i uay

nguithuang (Target group) Maneis ussuinEaayaazIAs g ANaRT
WRIANAANUIRMRAT UaTHRIANAATULATANGRT ATNAINTRINMINENGE UATUFIUNTNIE
WIALAATILAT T ANART NiantndasssuAant uarfiinldvieaysanzigaans
N AINTOINUINEAY

P a P A 4 s

NRENENNIARIA (Marketing strategies) vaneivdinisvsawrinilandanlaadng
ursgingulseasinnanismann Taaiinnswizasnis nsdessiuasimmuuanguiiiuung n1sng
AU N3RFINAINUANFAIVRAUHARAUAILATNIT LTS N9AMUATIAT D184RR MY

Y -d: [ ~ A

NIPRAATINI I BUREN1TARA ST INANANE sanDeiinsmanisailuaunan INaduaIn
Le 1% A v o/ 2/ 3/ F-i‘ -
pasnsuazaieAtianalaliiugnalvunign

N1TUTMITANIN (Quality management) UHNETINISLENITIANTTUBIBIANIIND
FIRUAUBIANNABINTLATAMINATANTTEN TS FoanisUFuneanininesdng RuAtuay

Ui satnsRaiting

]
aefad o

= ? " a % 4 o aoa
ﬂ?ﬁNWQWﬂOLQ (Sat|sfact|on) KUY ﬂ?qﬂganﬁ?@ﬂﬂuﬂﬂﬂ(ﬂ?}’aﬁm‘ﬁWNFl'ﬂﬂ'\??
a 1 v b % dl o &/ Aﬁl £ 2 Lo
U'iﬂ’\i‘ﬂ?:u‘l'ﬂ ﬂ"l\i“’i‘ﬂ@\i“@\iﬁl&ﬂ Lm:tﬂummgaﬂmn ATULNBAITNFADN ms‘lmumsmauaummu

AUAIANAY

ALY ARREZIBNNTINEY

nsAneiduluafitiiiiuninidaduRu e Adudaun e Anwaauia

-

welareliesayarnsigamans iy uaminawFauisuiutasayaivlagiinszuouns

L}

as

URZIUABUNTANIUNSILUAN LA
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1. Anmanuienalasesdldviesayannzigaans qay

1.1 sausandeyadlguniianndliviesayaauzniedeanaranfauraiinly
aaansaiuwianande 3 wieldun Hasayaancigarans osaynanziAsegaens uaz
viavayanceiRANGRT Lﬁ'ﬂm@mﬁnﬁmwmu@m?ﬁ'ﬁﬁnwm:‘lnmﬁmmnﬁ'qmﬁm:ﬁuu?m-r
Must-be, One-dimensional uat Attractive tevinlullifludioyaluuuugainiy Kano model
Tmamsﬁummiﬁmﬂﬁﬁq%m‘{l%ﬁmmim%a 3 UWHIAINATY

1.2 squsandeyadsugfaandldvesayanurniadeanmranfauininaly
airnansaluwingnde 2 widldiun vesayapnswadiaaraniuasn1mioyd uasoiayane
ATANRRNT e anAnzIan N ARan L InA AN IgARLIZAULFNS Must-be, One-
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2.2 wWiouisuduesayaansnrsdiandraniauialualuginaansal

WWINEAY [AUN FaeayaAUTATANARNT LAHBIANAAMEW DT AR TLRZ N STy T



12
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2551 - (ABUNNINAN 2552

Usslaaifinininaglasy
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3. dhuwndsdasillgnisufiandu@a (Best practices)
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Functional form of i
the question “

If the edges of your skis grip well on hard snow, O (like it that way

how do you feel? O it must be that way
O I am neutral
O 1can live with it that way
O | dislike it that way

If the edges of your skis do not grip well on d [ like it that way

hard snow, how do you feel? O It must be that way
Q 1 am neutral
8O 1 can live with it that way
D | dislike it that way

Dystunctional form of A
the quastion e - ARG ]

o o '
DA 5 ADENBUUADUVAIN Kano questionnaire

Product Dystunstxnal form of the guestion
ragupement ~3 | 1. liike it that 2. mustbe | 3 lamneutral | <.1can live &. | gisiika it
\ 4 " way that way with it that that way
way
1. 1 ke it that
way a A A A o
2. It must be
that way f ! I 1 ]
Functional
form of thae 3 | am neutra! :
quostion A i ! I M
4 | can live with
it that way A t 1 t M
5.1 dislike ot
that way R R R n fo)
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DAA 6 eNT19N15U T8N UNRUS Kano mode!
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CS-Cosfficient lor skis
-1 08 -08 -04 02 0 02 04 06 0B

Edgegrp . |

Ease of tum
Powdar snow leature . L .
Weight
Scratchresistant surface |
Design
Integrated anti-thel device
Free seevice of edges and base| K
Trade-in affer lor o' skis
Up-to-date in!arﬁtatioﬂ

5.:_1 Impact on dissatisfaction

impact on satislaction
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4/

mnmﬂﬂ‘é‘ﬂuLﬁﬂuﬁﬂmumﬂmﬁjﬁmm{”uwnqﬂqmﬂm:m\)ﬁmumﬂm{ﬁﬂu
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« 19 o & P aj & a‘;
LU (Tasar 13.01) MNAAL MHUAZBEA UM NG 13 AU

1 viaaaynAnEigAans aansaiuing dy 57,229 24.15
2 | veamAnEAgAanT INaINIRiINEN At 55,249 23.31
3 | VesanaAuzigAnan imnangdussnAnans 30,835 13.01
4 | vievaneanusiRAanT aR1aInTaiN et 29,936 12.63
B 5 | vavayaausATgAanT munanendustanaans 29,157 12.30
6 | viavaysanzwrtigeagnfuasnsinyd 9ind 24,406 10.30
7 HaeanaAUATHTAMART ARAINTAIMMNANE RS 10,185 4.30
$2M 236,997 100.00
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