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ABSTRACT

This research focused on (1) comparing between Chinese and Japanese culture
dimensions (2) studying culture factors of Chinese and Japanese customers affecting to
service quality expectations of Thai restaurants (3) studying guildelines of service quality
development of Thai restaurants to implement in the countries that had difference cultures.
The research combined both quantitative and qualitative methodologies. Quantitative
research was used by distribute questionnaires to 300 Chinese customers and 300 Japanese
customers, 600 customers in total. And quantitative research was in-depth interview with 2
Chinese customers and 2 Japanese customers, 4 customers in total. Convenience sampling
was used, and data analysis statistics were frequency, percentage, mean, standard deviation,
t-test and multiple regression. The research found that the cultural dimension of Chinese
customers gave the highest priority was MAS, and Japanese repondents gave the highest
priority was PDI. In terms of service quality expectations, the Chinese customers were most

perceived was reliability, but the Japanese customers were most perceivd was Tangibles.



Both of them were lowest perceived was Empathy. The results of the first Hypothesis testing
showed that the different nationalities affected the service quality expectations of Thai
restaurants. The results of the second hypothesis testing showed that Chinese customers
perceived that the MAS, UAI and LTO dimensions were the variables that influence service
quality expectations. But, the Japanese customers perceived that the PDI, MAS, UAI and
LTO dimensions were the variables that influence service quality expectations. Qualitative

research results was consistent with quantitative research results.
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Wang et al. (2008) @n®11589 WA TAUDIT: mﬁufmaa;ﬂ’ﬁﬁmi"mﬁuﬁﬁ@ia
qmmwmm%mwaakunu‘luamwmmﬁﬁm T,@zlﬁi’@qﬂszaaﬁluﬂwﬂszLﬁumﬁuj
qmmwmsu’%mwaa‘[sd wsnluansmananInTesinTienfis1masn uasiia TR iausIl
maﬁuﬁﬁwa@iamsmﬂm"’aLLazmﬁuf@;mmwmm?ms NAITUWUIN ANNUANTIL WY
maolals duenudefionas SRENEIENIINMEANIZEIRANAUA s aUNTTiT0 S

;j'lfﬁu'%mi

Kueh and Voon (2007) @n#11589 TAUTIINUAZAINAIAWIIL U NIWNITLTNT:
%é’ﬂ@;mmﬂ@u%IﬂﬂLauLuaLiﬁ;u Y lusiaidey ﬁﬁ'@qﬂsmaﬁﬁa@wammmaaﬂw‘"amaéﬁu
f@uummlmm‘”us'(mi_qlﬂﬂa@iaﬂ'numwi’ﬂuqmmwmsu’%mﬂaap&’u’%‘[mmamanfu Y
laolt M3z ALLaaLTIlaTIR3S (SEM) HAFTUWLIN TRINTITNNANURNNUSNIILIN
AUMIRENLEBIAMNLELS (UAD) 182 MITRALKETIZEZE17 (LTO) hadianusuwusmaay
NuTzeeinTzrdnediwna (PDI) waz lddanusunusnuanauduwaa/mas (MAS) uaz N3

3IUN§4 (Collectivism)

Aa '

The Ninh Nguyen et al. (2015) @n®11389 J@usssuianinadaartuaranisly
Qmmwm‘m?mﬂ@mm : %é’ﬂgwumngﬁinmnLf‘m@m&l ﬁf@qﬂ‘s:aaﬁlﬁammaau
ﬁwﬁwmai’wummlmzd’uyﬂﬂaﬁwa@iammmmm‘"\aqmmwmiu’%mﬂ@mw Tagls
LUUROLDNNY IR 487 70 HaI9EWUT 1NTAIBNIMTTIN 4 6% Aa Collectivism, UA,
PDI uaz LTO %% W11 Collectivism ﬁwa@iamwm@m‘”\‘lqmmwu?m*ﬂ@mauga‘ﬁ'q@ REY

@8 UAI ez PDI
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WWIAA IAITUITY AINTWA 1

2.6 NFDULWIAANIIIVY

NANIMWSIIN 5 AW2DY - o
ADANINNITUINITVDISINDINT

Q
Hofstede { a
ffvlszavavasdulnaniin

- Power Distance “*o

- Individualism/Collectivism

o L Reliability, Responsiveness,
- Masculinity/Femininity

- Uncertainty Avoidance Assurance, Empathy, Tangibles

- Long-term orientation

BoLaRaLWE 1AW ATKAN
n’nu‘%n'ﬁwaaqsﬁa%ﬁuaﬂmi

A @ [y o o
WD lRFDAAR DINUANNADINIT

¥ A a A
ﬂaﬂﬂﬂi‘[ﬂﬂ'ﬁ']'l%%uagﬁ']')mﬂ%

ANN 1 NIDULWIAAITWIDEY
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MIANETY ANULANA1IVBITANIIRAIUTITUIZAINIIUUAY

e2n.

Ao dlfL‘v =

Qmmwmiu%miﬁﬁaﬂizmﬁmaa‘qiﬁﬁ’mmmﬂmLﬂummﬁmﬂ Ty 813539
U1t (Quantitative Research) AN¥IHIAINLANAIINIITAN TR BTITNIEHINITUUAY

A a A = 6 a v = a
‘H,‘Ylﬁ\‘]D\Iﬂ(ﬂa'F]'MﬂWWﬂﬁiﬂiﬂﬁiﬂWGﬂizﬁdﬂﬂlﬂdqiﬂ%iﬁuﬂ’?%’]ivbﬂEl Immwama L)

1. deznsuaznguaiagng
2. n3eefianltlunmsise

3. TuAaRMITLANBITY
4. mafiunuNuTaya
5

mﬁmmzﬁ%yja

1. ﬂsxmnmazm\;uﬁqazha

[
[

dql, Aa o a gl‘ < a v A v =) ada a a . .
Waniradnsi9e uissiiduwnuisenltizidovisisenadiUSunm (Quantitative
Research) WAzl 39NN (Qualitative Research) 1NaAn®10190998NINANITMUTITUN

fanadagmwnILIMIine I ITeIuIlnaT I Suuasgiu

na;mﬂ"mmsl wIa Uszrns

Uzmng fe guilnanduriuussdluidhanvasiismiaardolulsznelng

(%

mju 20819

FUTIUTI I M ELLUFALDY
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2. meﬁagamﬂumsﬁﬂmﬂ%ﬁﬂs:ﬂauﬁ'gmmaiaifaga 3 ANHML oA

2.1 unasdayadszinnianans laud d19iinis wibifeAuw Madlanianoiu
HALET ARDAIULNAMNGA ﬁLﬁmiaar‘fumsﬂi:ﬂmJqsﬁﬁﬂuqmm%mm%’mmmma:
IWIBMALITEILA NN UNTEINTOLLIIAG ARBAIRITNTANE S1ATZHLLaY

aNUNUHA

oa A

2.2 unastayatmianyaaa ldud gAlenldusmshuainisriiuuasduiidan

U

va o A

‘YiadLﬁil’)%%ﬁ]ﬂ’lﬁiﬂ%ﬂi:lmﬂv[‘ﬂﬂ T@slmsu&mLLuuaaumuﬁ'umjmTaasmﬁ@ gLaannay

q

dratuuutndy lasdmuanguaiedaguilnasiiu $1mau 300 au uazduilnaznd

v v
o

Wi 1w 300 A% Madnnvaanenazendolulisindlng TIUNIEH 600 A FIUIUNYY
o ' X a & A @ o ° o ' A o Aa A
aragantaindunsansule I@mmmunqumamawlﬂumsmaaummamnmammww
& o o ' o ' @ € A @ Aa o A
% IN1INANAIALNY 15-20 AatdaanlInenIsinIaandsdasy 1 aauds solu
FAWINAILUIBRTE 5 AbUT A ﬁiwmumjuﬁaaﬂnwhﬁ'u 20*5 =100

A18819 ﬁL‘ﬁmwalumﬁmsw:ﬁﬁaﬂaﬁﬁnmam%aw@ (Hair et al., 2006)

mlummwmuﬁ Hasuanuuugaunin lUNIEn 600 79 Taaduibnviasng1m129%

wazdlu a9z 300 7@

a IS . € A K v

gaundsndigunn iunssunmsalidein duslaariduussiuilnaridgilu

U
v v
[

' a 2 & @ ' | o '
UNNRNT 2 AL JINTNIRY 4 A ‘UG‘Y]O%SJ@L"U’]NTY]E]\‘]Lﬁil’lLLﬂzB’]ﬂEll%‘lJizL‘ﬂﬂvL‘ﬂﬂ 53&]&’367‘1&]

A 11

2R IBAITANRBBAITIVNY T2u2IaT 1 1 aIue prm'w""u,ﬁr 2560 — YNINAY 2561
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2. L3N lF w1598

[
%

a 2 & o« Aac A a & A A Aw A @
IWIBTUG LTWNIIILTIUTN U Lﬂiaﬁwaﬂiﬂuﬂqsﬁﬂﬂﬂa ﬂ’]ﬂ‘ELL‘LIiJameN

vAa o

(Questionnaires) latg398IN13IILLLFAUDINIINNTAVUKIAG NOB] LUIANAR UaE

s

MWITLNLABITD LLE]zﬂhuﬂ’]iﬂiﬁﬁ]ﬁ@ﬂﬂiﬁ&l@]iﬂﬂla\‘]Lﬁa%{[@ﬂﬁi’]uﬂ’liﬁ’ﬂﬁimﬂ'ﬂ’]ﬂ

<o

ni £ 1 ad A Y o
LI TIUAIUNTAANA 3 YN 1agdT 10C G9laan 10C = 1

72

lﬂﬁe

3. FRADWNITAUBBNITIVY

[
o o

Ao A vo A A & o a |a = A va
Iuﬂqﬁjﬁ]ﬂﬂiﬂu vl@]u’]LﬂsaﬂﬂJﬂiuﬂ']iLﬂUﬂlaHﬂLmdﬂilﬂm WHLUURUDINN “'3 |

o

v g a { a a {
ﬁi?ﬂ”ll%LE]x‘]@ﬂ&lﬂiE]‘ULL%’Jﬂ(ﬂﬁﬁﬂi&ﬂ IMNNINUNIVBIITIWNITN LWIAA Y]E]H'f]‘LLNZ\‘]’]%’] B

%

A o A ' . &
LNEIVB LWE]I’EI%TT]?KE]UE]’]N uddeantdn 4 &au aidh

o

FAWN 1 ﬁﬁ]ﬁ?’ydauqﬂﬂamaagil”@ammuaaumw 152N UaI8E1IDNLNEINULNA
=< o A A ~ ) R A Ao
FOUWNW 818 MIANT Nnuldaiudaifan 3zﬂmm‘nmﬂﬂagluﬂﬁzmﬂvlmﬂ TINAN WU

dnuuuulaisda (Close-Ended Response Question) wuuinansdiaauliifen

§uN 2 ToyanenudanaiausI Tasnmsinslwaziun lEn1vUszanmwaanu

o o a

FFIANAUARA 4 33AU NIATNEINLITUNUAT (Rating Scale) lagtaszauainuniwalals

%

o A A . , s o a ' Y
WATIAVBIALATN (Likert's Scale) TINAUANIIAAAIALLBBINNLUUROUNY 3%

Y] a (-3 Y]
JZAUANNAALAY JTAUASLLIL

mﬂﬁq@ 5
N 4
Yrunand 3
wag 2
o A

waanga 1

LﬁaiﬁﬂiﬁuﬁaﬂﬂLLﬁ]ﬂLL'ﬂGﬂ’JWNﬁLLﬁ’J azl%muuumﬁmﬁauﬂawa LLITEALAITY

%

Aavanaanidu 3 wxau Gsdinawilunisfanan aait (guavn inquil, 2549 : 46)
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AZLURRIRA — ATHUUAIRA = 5-1 =08

UWIUTEAU 5

>

PMNARNNUNAINEIENNTAUUAAN VRN BVDITZALAL U 95

ALRAE 3.21 — 4.00 RN Lﬁuﬁfmmﬂﬁq@
1 d‘ =S 3 %

ALRAE 2.41 — 3.20 BUHDY LRAWAILNIN
ALRAE 1.61 — 2.40 BANUDI  LARGIBUIUNRNI
ALaRY 0.81 — 1.60 RAuDY ARG

ALaRY 0.00 — 0.80 WAYD Lﬁuéfwﬁaﬂﬁq@

§ufl 3 nMInaseusNNAzIw TeyaSoufisuddnmaiausisuvesguilnanniu

wazzdiu wazdayadanaiausituisinadaqmuaInn1IuIn A szasdueInna

u

AUaIMIT N

ﬁ'uma%msmqmmwm%aaﬁa

v (=3

4 @ v o { o X
Lﬁaﬁi’NLL‘UUﬁﬂUﬂ’mLﬁi'ﬂ LLa’JVL(ﬂWI LL‘.U‘IJE?(E]Un’lllﬁai’lﬁmvl,ﬂ@]i’a’i]ﬁaUan’lwGl’m

o

& &
TUADY A%

1) AIAIANNATIEILHERT (Content Validity) Im;ﬁﬁi"m'w,l,uuaaumu
LLé’aoﬁ'}Lﬁun']ﬂﬁ;jL%mmty un 3 ¥iu @98t 1) 81913TMWNNITARNA 1 ¥iNw 2) 81158
A ' ' o o & A v A a ' A
it 1 v mmsnmuuaxwﬂﬁ]vl,@mmm"lmLLa:mmzyiJ'u 3) guﬂm"mnu 1 9% N
guInawazitlalansnielnsuazniedn LﬁamaﬁaLauaLLuxlumsU%'uﬂgdmelm
LL‘UUaaumwlﬁmmmi’mqﬂi:mﬁmaamiﬁﬂmLLama@ﬂﬁaaﬁ'umﬁﬁTﬂ L8 LT D LR D LS

v  wm e o o o ea &L
e a’)’i]Elu’lLLUU&QUGW&I&J’]USUI]EGLLﬂWL“IJSL%mJHSmm"IJ%

2) NNIRIANULTaNY (Reliability) ;ﬁﬁ’yﬁwLLuuaaumwﬁﬂ%‘uﬂgoLLrﬂm
wa2 AL UUFEaUDIN $1%I% 600 74 AMNBUILUUFOLDINN LAUILATIZHHAIATIAITY
Y L on . . Xy o4
\aait (Reliability) 1ag/l435 Alpha Coefficient 484 Cronbach lagildn Alpha = 0.70 U1y &9
NANNTILATIZRAIANUTaNY NuIdIaNTaNwTadTaslwEIndNg 9 wudnddiaina

\BaswiiBetaldaaien Cronbach's Alpha = 0.953
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LLflJiJameamL‘lJW;d‘lJiIﬂﬂ‘ﬁ’]’Jﬁ]%LLﬂZ‘ﬁ’l’JEgl!%‘ﬂL°IJ’13J’11’1a\‘iL“nU?LLazaﬁﬂﬂiuﬂizmﬁvLﬂﬂ
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5. NM3IAIHTOYE

%

:’3 Uﬁﬂﬂ’]i’?Lﬂﬂtﬁ“ﬁaQﬂﬁ)’mLL‘]_lllﬁEllm’mLLa::ﬂ’]iﬁu‘ﬂu’]ﬂ@:&l I@ﬂmﬁmﬁzﬁfﬁaga

va

nuuurauay H338lEn1I3aINEHen UIﬂiLLﬂiﬂJﬁ’]L%ﬁ]Eﬂ ROANIIFIANAIRATIUNNT

]

'
Aaad

Az lagad@nldae aaud Souaz dads d1wdosluuunasgin 1 ttest A1 F-test

LLazmiﬂﬂﬂ"lmiﬂ@maﬂanm (Multiple regression)
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UNN 4

NAN1I2Y

MMIANEIITBLTY ANWUANA1IVBITANIITANTITUIZA I uLaz DU uNdnada

]
Aa A R 6 A v = a e A a . .

AMMNNILININRIIzaduaInIieiue s ing 1un1339uiBadiunm (Quantitative

Research) lagmsldunugaunu laglfiinsguaiadniuuutisida (Accidental Sampling)

%

o 4 4 a (= { v v g Q
F1UI% 391 A m%aaﬁaﬁl"ﬂuminmﬂmmuaaumuﬁmuayaﬁwmaa I@yﬁamqﬂi:aoﬁ

%

Tun11398 a9t

1. WefAnwIoufinuddnsiausivresguilnarifuuaz g lasldda

MIIAUTIIN 5 utaIganada

2. WWaANBITITUNIITM BT ITUNRINAE SQMﬂWWﬂqiﬂ%ﬂﬁiﬁﬁdﬂitﬁﬂﬁﬁl AN

nifafuems insvasguilnarifuussgu

3. LNORTBLEWE LLuﬂuma?w“@qummwmsﬁmim ﬂd‘qiﬁ'ﬂ%’]uﬂﬂ%ﬂii‘ﬂ H|

o

LN LA ENNNID @ﬁ'nﬁugiﬁﬂu@mﬂi:mﬂﬁ TTNWTITULANAIN

A o

= a 6 ¥ aa ai v 1 A
AIplenzidayalasldd1afidainud (Frequency) Sasaz (Percentage) AlLad
(Arithmetic Mean) f1&21d891UUNNA331% (Standard Deviation) NM3ANHIANULANEIIVDS
dulT (T-test LaE F-test) N17ILAT1ERANNLUTUIINULLUNNLELT (One-way Analysis of

Variance : One-way ANOVA) LLazmﬁmﬁzﬁn@namwwé’ww”uﬁ (Multiple Regression)
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1 A v Iy ¥
dun 1 waga'ﬂ'ﬂﬂmaagmammuaanmu

P 1Y ) £y a
AN1IN 2 ﬂa%a‘nﬂ!lﬂ“ﬂaﬂamaﬂllﬂﬂﬂaﬂﬂ']&lﬁﬁa%%

Gender

Frequency Percent
Male 179 59.7
Female 121 40.3
Total 300 100.0

Status

Frequency Percent
single 280 93.3
married 15 5.0
widowed/divorced/separated 5 1.7
Total 300 100.0

Age

Frequency Percent
less than 25 286 95.3
26-35 14 4.7
Total 300 100.0

Education

Frequency Percent
lower than secondary school 4 1.3
secondary school 22 7.3
bachelor 260 86.7
higher than bachelor degree 13 4.3
Total 299 99.7
missing 1 0.3
Total 300 100.0
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Time to live in Thailand
Frequency Percent
less than 6 months 89 20.7
6 months 5 1.7
6-12 months 206 68.7
Total 300 100.0

NNAINA 2 WU FaauuuusaunuTITunidu 300 au dulvnaiduinans daiduion

8 59.7 ﬁamumwimmnﬁq@ Aalusasas 93.3 50989NNAD WASITULAL AaLTusanas

'
o '

5.0 uazdnlngdonudinit 25 T Aallusosss 95.3 va9asunde 26-35 T Aailusouss 4.7

9
uae 36-45 1 Aaudusanas 7.8 sanlnginisdnuluszaudiugias Aadusanss 86.7

J9n9anfe srauatandns Aaidusanar 7.3 uazdulngjonduaglmdatlnye-12 1hau

Aalusasa 68.7 5098931A8 mﬁ'mayﬂmﬁaa"l,mﬁaﬂﬂ'jﬁ 6 Loaw AaLuIasay 29.7

A ) < [ A
199N 3 maga"n'ﬂﬂmmgmammuaauma\mﬂmu W

L]

gender
Frequency Valid Percent
Male 165 55.4
Female 133 44.6
Total 298 100.0
Missing 2
Total 300
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Status

Frequency Valid Percent
single 185 62.1
married 107 35.9
widowed/divorced/separated 6 2.0
Total 2098 100.0
Misssing 2
Total 300

age

Frequency Valid Percent
less than 25 157 52.7
26-35 95 31.9
36-45 41 13.8
more than 45 5 1.7
Total 298 100.0
Missing 2
Total 300

Education

Frequency Valid Percent
lower than secondary school 135 46.9
secondary school 143 49.7
bachelor 10 3.5
Total 288 100.0
Misssing 12
Total 300
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time to live in Thailand

Frequency Valid Percent

less than 6 months 259 88.7

6 months 14 4.8

more than 6-12 months 16 5.5

Total 292 100.0
Missing 11

Total 300

1NINT97 3 wudh Q@ammmaummnnjﬂuﬁagu 300 au srulngidwwany

A & v ~ A A & @ A \ v a
Aaldulasay 55.4 Nﬁﬂ’]%ﬂ’]WIﬁ@]@J’]ﬂﬂg@ AL WIDYAE 62.1 JDIAINIAD LAINIWILED AR

\Juseuar 35.9 uazdrulngifienydinit 25 0 Aaiduiesss 52.7 vesasunda 26-35 1 fa

\Husasaz 31.9 uaz 36-45 I Aadusanas 13.8 dnlngifinsdnuluszaudsanfine Aa

\Husasaz 49.7 sa9asanfe szaudndnadtondnyy Aaidusasas 46.9 uazarulngondbe

A ": 1 A a ) £ =} > 1 A =} a
Tuidadlnadinin 6 thaw Aalluwiasas 88.7 309a981Aa mﬂyaglumaﬂm 6-12 LAk A9

Wusasas 5.5
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01 2 NAN9IMWSISH (Culture dimension) 5 AMnaIdanafia

@131971 4 ANRRBUAEEIBLSILLBANIAIZINDINANISIMWEIIN 5 Anvasganafia

Y A =
AMNIINVDI B;I;Uitﬂﬂ‘li’l')i)%

NANIMNDITN N Mean Std. Deviation
I2HLRITENINIa W (PDI) 300 3.34 64329
anudutlaanfiau/a@sinna

v 300 3.29 72213
(Individualism /Collectivism Index : IDV)
AMNEIATYVDIUTL/EAI
e 300 3.78 72942
(Masculinity/Femininity Index :MAS)
mawanaeasenyliusinon (Uncertainty
300 3.45 .63582
Avoidance Index : UAI)
MIBABALNUITOLTR-TE8z87 L UamA
300 3.70 .68136
(Long-term Orientation Index : LTO)

v
o > o

Twanuddotul fidvvedldmdammsingwuasudazifiaussmn lun1safuuna

>

FUNIRNA

U

NNANTIN 4 WU ﬁ@mﬁwumwﬁ;ﬁmauLLmJaaummn%ulﬁmmﬁm”waaﬁ'q@
An ANNEINTYDIYTB/EAT (MAS) lapddady 3.78 (S.D.= 0.7942) 599898788 TaN14
FARTIIUAUNIERRA LI EFR-52 02812 I uaunAa (LT0) lagfdnade 3.70 (S.D.=
0.68136) LAL fanmetansirudwnsmaniassnnylintiuen (UAI) Taofeiade 3.45
(S.D.= 0.65182) ANNR1AL
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@131971 5 ANRfsUAzEIRLITHILURNIATZIRTBINAN I TIMRSITNATBIZTYZHY

3339819 (PDI) 290U

Std.
SLULHIITENINIBIWD (PDI) Deviati

N Mean on

Inequalities among people are both expected and desired.
DA e , e 24 y . 300 3.16 1.148
mm"l,mmmﬂuﬂmzmnqﬂﬂaLﬂum‘nm@mwLLa:@]aams

Less powerful people should be dependent on the more
powerful 299 2.96 .963

AA o

{ o I - '
i_r!ﬂﬂﬂﬁﬁa’]%’]"i}@ﬂﬂ’ﬂNﬂﬁ]Z"IJ‘LLﬂ‘]J‘l_gﬂﬂa‘ﬂ&la’]%’)"ﬂw’mﬂ’n

Inequalities among people should be minimized
4 e , aw A 300 3.94 | 1.018
Ay liniisunuszninsyenanisliiitesfiga

There should be, and there is to some extent,
interdependencies between less and more powerful people 298 3.32 .929

4 o . s : \
miﬁﬂ’s’mwowmmzwmyﬂﬂaﬁﬁmmfﬂmLmzmmaga

Total PDI 300 3.34 .643

PNNANTHN 5 MU AANIMBEITNATBILHLHTLAINBIWID (PDI) lassiud

A1Lafg 3.34 (S.D. = 0.643) FANIIAIBIITUAIWIZHZHIITERINEUIA (PDI) LHaNINTH

v @ A A

(Jusedanuin maﬁ;dmauLmuaaumulﬁ’mﬂm%’m”mugma@ﬂa A biviAsunuwazning

9

A A

v v { A L
uanantliiennga lasfiduade 3.94 (S.0.= 1.018) 3a4a3u1fe ar3danaNINIAL

'
= o ]

sznisyananddmnadiuazdiuiags lasiid1aio 3.32 (S.0.= 0.929) uaz a1wlairi
A [ ' & a A [ o A A o @
Woniuszniyeaaduiinananisuazdains laaddnads 3.16 (S.0.= 1.148) audau

wuda deuthilianudAyiuenurinfisuiuannnililiszosvienindwag
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{ 1 { 1 i aa [ [<f
GI'I%"Nﬁ 6 mmﬁmtazmmﬁ El\‘iLTJ%&I'Iﬁ?g'l%‘llEl\‘i&l(ﬂ“{l']\??@l%ﬁﬁi&lgf'l%ﬂ?'l&lLll%irﬁ) LN

Wua/@ATINKY (Individualism /Collectivism Index : IDV) 283)u3tnAz173%

fametmusyiaananainduenieuadsiamy Sté' _
(Individualism /Collectivism Index : IDV) peviat
N Mean on
Everyone grows up to look after him/herself and his/her
immediate family only 299 3.14 1.128
“qnﬂwﬁﬂ@mLﬁiagLLa@mLadLLa:ma‘LIﬂ%”J@luLadLﬁ%fu
People are identified independently of the groups they
belong to. 298 3.30 1.176

qﬂﬂaﬁﬁmﬂuﬁmm’mmﬁuﬁmag;

An extended family member should be protected by other
member in exchange for loyalty.

- o e - 4 296 3.42 .953
sinZnvesaseualndinazgnindesnnaundnanauly

ASAUATINULNALANALAINNIITANNG

People are identified by their position in the social networks
to which they belong. 297 3.30 .904

qﬂﬂaﬁﬂgﬂﬁmu@@mmuwamumnm%aﬂhUé’dﬂwﬁmﬂayj

Total IDV 300 3.29 722

{ ' [~ a a 1 ' {

NAT9N 6 Wudn ensdudaenhan/afsiana (IDV) lagsiniiduaiy 3.29

(S.D. = 0.722) fidgmatansisudauanududaaniion/adnuny (DV) Waknyaidu
FLTANLIN ﬁaﬁﬁmafuLLuuaaumwlﬁmwﬁm@goﬁq@ﬁa am%ﬂmaomam%’ﬂmiw”ﬂa:gﬂ
Unla9anaunEnandnluaTauaATInRINaLANALANNAITNANG Lasddlady 3.42 (S.D.=
0.953) 3J8989NNA8 qﬂﬂaﬁﬁ'ﬂLﬂuﬁaszmnnéuﬁmm% P qﬂﬂau”ﬂgﬂﬁmum‘mmuwaa
A o ~ ' A A . e A < A P @R = '
@umnm‘samﬂmﬂwmmagi@mmwmammnuw 3.30 wnAa Hanuianiduniinuny

WnNINTJaanitey
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3197 7 aafauazdan e unanAIgIRTaINAN I IMUS IINAIRANAT 1A YV

YIB/aA3 (Masculinity/Femininity Index :MAS) 2a3fu3lnaz173%

o - Std.
ﬂ's’lﬂﬁ’lﬂty“ﬂadlﬁ‘]ﬂ'/ﬂﬂ‘i
Deviati
Masculinity/Femininity Index :MAS
N Mean on

Money and material things are important.
- e w2 e 298 3.70 .968
Wuuaziandusssag

Men are supposed to be assertive, ambitious, and tough.
. . a - ) 300 4.02 .927
amymmzﬂmuamaaﬂummmmammuuaummﬂsa

Dominant values in society are the caring for others and
preservation 300 3.78 1.021

Afiuundagludiaudanmiguagauuazniinuauinm

Both men and women are allowed to be tender and to be
concerned with relationships.

o o . . s e 297 3.64 .956
m?ﬁULLa:mywmmmmaauimmmﬂ%mmmmyma

ANMNFNANUTLALDUNY

Total MAS 300 3.78 .729

S

MR 7 wod anudrayzasuIwEan3 (MAS)lasaddnais 3.78 (SD. =

]

0.729) HAMITWUTTTNAUANNEIAYVAIYIHANT (MAS) (R sadunadanuin

1
v v e

afgaauuuusaunuliaNuimAygiNigade guoairaznauaataanianumzisanzen
= ] ~ a A A Ao o A
uwazudunss landdade 4.02 (S.0.= 0.27) 3a3a9anda dfsufidmrayludianfanisgua
o o a a a o & A o @ =]
HauuaznInuaninm lapddado 3.78 (S.D = 1.021)  uaz Wuuaziagduiidagylasd
A1lafy 3.70 (S.D.= 0.968) WL tufa IWAudRYVaIYTHNIN KT8 MAS §9 Liu

Fasnavhawdelilaiiuuaziag ivnzldanudmayniuduusziagann
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@1991 8 AnafsuazaIn o uniIAIZIRVBINANI IS ITNATW NITUANLALY

aalsininan (Uncertainty Avoidance Index : UAI) 2a96u3lnazndn

NANIIAUSITNAW NIBANLRLIANN 6 Lbwan Std.
(Uncertainty Avoidance Index : UAI) Deviati
N Mean on

High stress and subjective feeling of anxiety are frequent
among people. 300 3.54 .847

pjﬂuﬁmﬁ@ﬂ’nmﬂ%'mgd Lz annINaLlutlszan

Fear of ambiguous situations and of unfamiliar risks is

normal.
300 3.56 910

™ s’ni =} = ai ci " Y
mmﬂmluamumimmquLmaLLazummLamw"lmumy

q

Wwsasdné

Uncertainty is a normal feature of life and each day is

accepted as it comes.
o o A o an e oee 299 3.52 .981
mm"l,ml,uuaw,ﬂmsadﬂﬂmaam@]LLazsl,uLma:'vammrﬁ

pausuLilaswan
Emotions should not be shown.
. . 300 3.18 .993
laiarTusadaannisansuol
Total UAI 300 3.45 .635

INANTNN 8 WU mMsnantassanalaininan (UANlasTaudaaas 3.45 (S.D.

= =

= 0.635) AaMaansyTudwmsnaniassanyliuiuen (VAN iWaRasantdunadanuin

1 ]
3 £ a A >

anaauunusaunulianuiAygingade anundluaniunisalfinquiaiausziiaim

e laiduiaoiduiiesdnd lasdid1iady 3.56 (S.0.= 0.910) ya3ad3nda Hauinifia
a a o z: o a a T

anuaisagiuazianinadudszd lasddnads 3.54 (S.D.= 0.847) wazanwluuvinen

Wuisesdndaasiiauazluudazinlasunissansuiliaduunis lasiidiade 3.52 (SD =
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0.981) @WAAL KuAa ansazmInainnuFsILazianuetsagiuaziannnaiiy

15241 38 UAI Aoutnag

@19191 9 ANRRBUATEIWLSILURAIAIZINYDINANIIINWE IINATBNIIIIRRALNT

52zdR-9282871711aW1AA (Long-term Orientation Index : LTO) 209/U3tnA2123%

a A Q v o 09’/ Std'
NANWIRAWSITNATW NIININRWRALLNWITYSHAW-TZ LY
Deviati
Tnawiraa (Long-term Orientation Index : LTO)
N Mean on

Willingness to subordinate oneself for a purpose is normal.
e A e o o . A4 - 300 3.72 .931
anuanlafivzvavadldtidudyriduiennd

People should be perseverant toward long-term results.
. 298 3.75 .964
‘lg‘ﬂﬂﬂﬂili"dtﬁ]@ﬂu@]E]NE*]I‘HS&EJZEI’]’J

Traditions should be respected.
N . 300 3.96 .937
AIILANINL TN UAILAN

Social obligations should be respected regardless of cost.
o R = o o o w w 299 3.37 1.039
mimmmms:;dﬂwumaaaﬂﬂ@ﬂvl,mmﬂu@mnu

Total LTO 300 3.70 .681

IMNATNA 9 WU MsTvRALRWITBzAR-sEEza Iwewaa (LTO) lagsiud
ALade 3.70 (S.D. = 0.681) FANNITABTTINFAIUNITIIRUAUNUTZ Bz T30z I na wIAR
(LTO) wafiansanidusatonyin ﬁaﬁ;&”@auu,uuaaumulﬁmmﬁﬁﬂ”@gaﬁq@ﬁa AILATTN
Uszndteadulasfidnads 3.96 (S.D.= 0.937) sa9a9unda UAARAITIZEANUADNA TS
111 lapfdads 3.75 (S.D.= 0.964) LLa:ﬂmmﬁulﬁ]ﬁﬁ)wauagj"lﬁﬂm"’uﬁmﬁﬁLﬂuﬁiaaﬂnﬁ
Taofduads 3.72 (S.D = 0.931) anwdey wude Tanwulianuidyiuanusunuslu

~ o a o a _Ada V& a & ' )
‘i:il::tl’nLLazEJ@]&lull‘i:l,wmﬂ’l‘m’l‘g‘iﬂﬁm&l&l’ummL(ﬂ&l #30 LTO ﬂﬂu"lﬂdfﬂd
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NEANIMWDIINVBIRUIIN ALl

q

@13197 10 AadguazdIntdgglunaIaIgIRLaIAANIIAREITN 5 awvasaad

afa MwanzaIduslnazdiln

NANII WS ITIN N Mean Std. Deviation
I UEHNTERIN9EUR (PDI) 294 3.26 527
anuduilaaniion/adsivng
U 296 3.07 458
(Individualism /Collectivism Index : IDV)
AN VD IUTHANI
¢ a9 297 3.07 430
(Masculinity/Femininity Index :MAS)
TANITAIWTITNG WA IRANLA IR 3
k1481 (Uncertainty Avoidance Index : 295 3.08 473
UAI)
FANIIWWDITNANBNNTTINRUALNU T
fu-szezen7luau1na (Long-term 295 3.12 524
Orientation Index : LTO)

v

MNANTWN 10 wud Ianeiausrungaeuuuuseuninlianuddygiigada
3282119529398 1109 (PDI) laafidniady 3.26 (S.D.= 0.527) 589ad81f8 HANIIWUTITN
MM IMAUALNUIZZRU-Tz oz uamaa (LTO) lasdduads 3.12 (S.D.= 0.524) Lazdi

o o A A . | A A
NMITWUTITNAIBANTHANLRBIAN i uiuaw (VAN lasddniade 3.08 (S.D.= 0.473)

ANRAL
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@13°91 11 A nafsuazdIwdgunIIAIZIRVINANII T RS ITNATRIZBZHAN

32398719 (PDI) 2a9du3Tnazdtln

Std.
SLULHIITENINIBIWD (PDI) Deviati
N Mean on
Inequalities among people are both expected and desired. 206 3.36 665

mm"l,sjwhl,ﬁwﬁ'uizm’]mﬂﬂaLﬂuﬁaﬁmwi’dLLaz@Taami

Less powerful people should be dependent on the more

296 3.29 .639
powerful

AA o

{ o I - '
i_r!ﬂﬂﬂﬁﬁa’]%’]"i}@ﬂﬂ’ﬂNﬂﬁ]Z"IJ‘LLﬂ‘]J‘l_gﬂﬂa‘ﬂ&la’]%’)"ﬂw’mﬂ’n

Inequalities among people should be minimized 206 297 873

mmvl,&iwhl,ﬁwﬁ'mzwmyﬂﬂamﬂﬁﬁﬁaﬂﬁq@

There should be, and there is to some extent,

interdependencies between less and more powerful people 296 3.46 598

4 o . s : \
miﬁﬂ’s’mwowmmzwmyﬂﬂaﬁﬁmmfﬂmLmzmmaga

Total PDI 294 3.26 527

AMNANTHN 11 WU NANIMBEITNATBILHLHIITLAINDIUD (PDI) lassau

Jaadey 3.26 (S.D. = 0.527) JANIIAIBTITNANUBIZHZAIIZTRINNEN1UWD (PDI) LUaNNTH

=)

v 1 v { v v o Q & s 1
Wuretawuin maﬁwmauLLUUaaumul%mmmmqua@ﬁa ATUAMUNININHIZHIN

U 9

o

fdwadiuazdurags lasddnady 3.46 (S.0.= 0.598) va4adanda awlaiini

b

ANR

Y

WsunusznivyaeaiuFinenaniuazdainis lapdidade 3.36 (S.D.= 0.665) WRLUANS

1
o

{ o ' % ,&’ v 4 ° . . '
fddmradiniinazdunuyaaafifidiuraninnin lasfdaidy 3.29 (S.D.= 0.639)

AusIaU Buda AentdlianudannuanuifsunuunnI vl azinssening

éﬁmafga
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{ 1 { 1 { aa [ [
GI'I%"Nﬁ 12 ﬂ’lmﬁﬂuaxa’smﬁm LiJ‘HaN']fﬂﬁ'ﬁ'l%?.lﬂﬂN@]ﬂ']ﬂ'J@N%ﬁiiNﬁ']%ﬂ'J']&lL‘]J%

tarentaa/afsiams (Individualism /Collectivism Index : IDV) 2895u3lnaz1ditln

fametmusyiaananainduenieuadsiam Sté' _
(Individualism /Collectivism Index : IDV) pevia
N Mean on
Everyone grows up to look after him/herself and his/her
immediate family only 296 3.36 611
Ylnﬂulﬁﬂ@ml,ﬁiagua@madLLa:ma‘Llﬂ%”J@luLadLﬁ’]‘qu
People are identified independently of the groups they
belong to. 297 2.99 751

qﬂﬂaﬁﬁmﬂuﬁmm’mmﬁuﬁmag;

An extended family member should be protected by other
member in exchange for loyalty.

R - e R 4 296 2.96 .756
sinZnvesaseualndinazgnindesnnaundnanauly

ATAUATINULNALANALAINNIITANNG

People are identified by their position in the social networks
to which they belong. 297 2.96 .768

qﬂﬂaﬁﬂgﬂﬁmu@@mmuwamumnm%aﬂhUé’dﬂwﬁmﬂayj

Total IDV 296 3.06 .458

{ ' [ a a 1 ' {
ManT9N 12 wud anaidudaenbaaetsiana (1IDV) lagsuddnaio 3.06

Aa '

(S.D. = 0.458) Aanadiansyrusnuanutiudaanisu/adnany (DV) WeRsanid

v v = a

Madanud dengasuuunreumulianuddygingada nnawdulauiaguaniaduss
asauaTIawadriiu lasddady 3.36 (5.0.= 0.611) 1a9a9nda yaaananidudaszan
nguiwneg lasfduadoinnui 2.99 (S.D.= 0.751) wuda danujdnidudaianiow

! . & . o ) a A A ) = o @ \
anninInuny deliseaadasiuaenaia NrnddudniziiuenuidyveInITInng

NIt
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@13197 13 AadsuazdIwdasunaiaIgIuYaIlaN 1 IMBEITNAM ANATI1ATY

[

2BILIH/AAS (Masculinity/Femininity Index :MAS) 2095 u3lnan1aditln

o - Std.
ﬂ's’lﬂﬁ’lﬂty“ﬂadlﬁ‘]ﬂ'/ﬂﬂ‘i
Deviati
Masculinity/Femininity Index :MAS
N Mean on

Money and material things are important.
297 3.04 .754

Huuasiagiuasdngy

Men are supposed to be assertive, ambitious, and tough.
297 3.03 728

EJZ”II’] BRI NAURAIDANAANUNZ LY NI BUAZUTILN T

Dominant values in society are the caring for others and
preservation 297 3.08 773

Afiuunddgludiaudomiguagauuazniinuaninm

Both men and women are allowed to be tender and to be

concerned with relationships.

; o | L 207 | 31| 777
mTeuazrdiaaanindanloniazlinnudayde

ANMNFNANUTLALDUN

Total MAS 297 3.06 430

[

MNANTN 13 W anadiaasIEaas (MAS)laoTiadaaiy 3.06 (S.D. =

o q

0.430) HANITWUTTTNAUANNEIAYVDIYIH/ANT (MAS) (laRTadunedanuin
fangaavuuuzeunwlienudidnygiiigafe Namouazngidiaasndaulonuazld

VI v o & A [ A A A A A
anudmaydanuFURBTInlaunt laaddady 3.11 (S.D.= 0.777) sa9a9u1fa arfioun
o @ o A o o A A a
fanludsaufanrguagauuaznisnuaninm lasddads 3.08 (S.D=0.773)  uaz \Iu
waziaguiuidanylaoiidnads 3.04 (S.D.= 0.754) amwiay tude Wanuddayvesaad

= ; v A = Qs o gda o s
4N %30 MAS @1 LhWLIDINITNAINVURUNUING ﬂ’]i@LLaﬁda%LLﬂzﬂ’]Sﬂ%auiﬂ‘lﬂ"]
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3197 14 aafguazdIwdasunaIAIgIRTINAN I IS IINAW NIIRANLIALS

A« laiurkuaw (Uncertainty Avoidance Index : UAI) 2095u3lnaznaditln

NANIIAUSITNAW N1IBANLRLIANN ) Ubwan Std.
(Uncertainty Avoidance Index : UAI) Deviati
N Mean on

High stress and subjective feeling of anxiety are frequent
among people. 297 3.11 .740

pjﬂuﬁmﬁ@ﬂ’nmﬂ%'mgd Lz annINaLlutlszan

Fear of ambiguous situations and of unfamiliar risks is

normal.

, , . 296 3.10 794
™ 6 A =} = = =) " Y

mmﬂmluamumimmquLmaLLazummLamw"lmumy

q

Wwsasdné

Uncertainty is a normal feature of life and each day is
accepted as it comes.

o . 4 N e e 296 3.07 773
ﬂ’J’]SJVLMLL%%E]uLﬂ%L‘JEldﬂﬂ@]TE](i‘ﬁ’J@lLLﬂzsLuLL@]az’quL@]i‘]Jﬂ’]‘J

v A L= =
HaNIVLNDNBNINI

Emotions should not be shown.
295 3.05 792

vLSJﬂ’JiLLE‘T@x‘]E]E]ﬂ‘Y]’]\‘] a1sunl
Total UAI 295 3.08 473

INANTHN 14 WUT1 nsuantagsaln laiuknan (VAN lagsiudaiady 3.08
(S.D. = 0.473) FAMII@AUTIINAWANIRENLELIANN IuKkan (VAN WaRansanduneds

v 3 % e a

wud Tengasunuuseumulianuidnygingads dauiniiaanuiaioagiuaziannig
\utszdn lasddads 3.11 (8.0.= 0.740) 704asunfa anunaluaniuniIninaguiaia
uwazfionuiesf ldguianduiosnd lasfidnads 3.10 (S.D.= 0.794) uazanwliuriuan
JulsesUndvestiauazluwdazinlasunissausuiloduunds laodanads 3.07 (SD =
Y < A Ao [ A A a A o
0.773) a1N&GU 1ufAa JanwazamnainnuFssLazianualsagiuaziannaaiis

15241 %32 UAI ﬂ'auiﬁago
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@191971 15 Aadauazd@InidasiLwaIAIFINYBINANIIIMBEIINATH NINUKA

BHWITHEAR-3E82812 1 HORIAA (Long-term Orientation Index : LTO) ?ladﬁi‘lﬁi‘[nﬂﬁ'l'a

i
aAa > v o Q? Std
NANWIIANWDITNATW NITINUAWALLHNBISYSHAW-IEHEUN
Deviati
Twawiaa (Long-term Orientation Index : LTO)
N Mean on

Willingness to subordinate oneself for a purpose is normal.
295 3.19 .803

3 dl ) v o Qs L IS dl a
anaanlanazoavagldtiauiysuduiesdnd

People should be perseverant toward long-term results.
. 296 3.10 .803
UAAAAITIZAANUABNALIITEZEN?

Traditions should be respected.
e . 296 3.16 .832
AIILANINU TN UAILAN

Social obligations should be respected regardless of cost.
296 3.06 .794

maﬁwﬁdﬁm’maﬂw”u‘vmﬁaﬂﬂ@ ﬂ&iﬁmﬂu@i’unu

Total LTO 295 3.13 .524

NANTIT 15 WU MIAARALRWIE B AR-sE8za lwawaa (LTO) laosiud
AL@as 3.13 (S.D. = 0.524) AN TAUTITUAIUNITIMUAUNUTZHEFR-3z 8z I nawAa
(LTO) wlaRasmnidusotonwyin iaﬁgmauLmuaaumulﬁmmﬁm”tygaﬁq@ﬁa AMNLAY
laﬁawauagjlﬁﬂaﬂ”ﬂﬁmﬂ%ﬂuﬁiaaﬂﬂ@ Taufidads 3.19 (S.D = 0.803) 389898188 A3
nsndsndiasenlasddiads 3.16 (S.D.= 0.832) LATYANRAITIZEANUABHA lUTZHZE)
lagfidiady 3.10 (S.D.= 0.803) MWAGL Hinda Janwazlianudaunuanuaunus e

= a o a _da V& a A ' @
izﬂzﬁn'ﬁLLazEl(ﬂNuﬂizLWMﬂqiﬂquﬂ"ﬂﬂuuﬁlu(ﬂ@\‘]L@&l nia LTO ﬂauﬂﬂdgd
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' a a A v a [ [
d@3n 3 an'lﬂﬂ']iﬂiﬂ']iﬂB;llﬂs‘[ﬂﬂ(ﬂadﬂ']%‘ﬁ]'lﬂi']%a']ﬂ']ilﬂﬂ

@13191 16 ANRRLUAZAIBLTLILUBNIATZINVDITEAVAMNANARNIADABAINNNT

a v Y A =
ﬂiﬂ'li‘llﬂ\‘]i’l%a’l‘]ﬁ'ﬁv[‘n El‘[ﬂ ATNIINDBY B;Ilﬂﬁ‘[ﬂﬂﬁ’]’)'i]%

Descriptive Statistics
Std.
N Mean Deviation
AUNINNIILINM IO UANNTUIUTIINVBIVINT 300 3.89 743
(Tangibles)
ammwmsusmIsuenadeanlinsdale
q 300 3.92 .816
(Reliability)
ATLNINNITUINTATUNIIADURUBIABINAN 300 3.82 828
(Responsiveness)
a v ] d'l =

AKNINNITUINIIAUANNUILTOND 300 373 800
(Assurance)
ﬂmmwmsm‘msmumigfﬂﬂLLa:Lm%Qﬂm 300 3.61 802
(Empathy)
Service Quality expectations 300 3.79 693

Na13A 16 WU qmmwmm%mi‘ﬁlgmmJLmuaaummnﬁuﬁmﬁwmwi’a
Tagsou Jd1Lade 3.79 (S.D.= 0.693) Qmmwmiu’%miﬁﬁ@ammuaaummn%uﬁmm
m@m‘"@gaﬁq@ﬁa Qmmwmsu’%miﬁmmmL%aw""uvl,i“m&lavl,@i” (Reliability) Tagfduass
3.92 (S.D.= 0.816) 789a931A8 AmMWMILINMIENBANNTUIUTIINVEILTNT (Tangibles)
lapfidiady 3.89 (S.D.= 0.743) uaz ATAIWNITUINITAIUNITADUAUBIAB QN AT
(Responsiveness) Tagfldady 3.82 (S.D.= 0..828) @& LLazqmmwmm%mi‘ﬁﬁmw
mwi’wﬁwﬁq@ﬁa Qmmwm'm%miﬁmmsjﬁ‘ﬂLLa:LiTﬂﬁ]gﬂ@T'] (Empathy) Taafieads 3.61
(S.D.= 0.802)
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] f 1 N ] a [
A19199 17 mmﬁmmzmmﬁmm%mmsg'lwaaaQmmwmsusmﬁhuﬂmunJu

315350289U3N35 (Tangibles) 2094U3lnAz13%

Qmmwmsu’%msé’f'mmmLﬁ%gﬂﬁss&maaﬁms Std.
(Tangibles) Deviati
N Mean on
Visually attractive parking areas and building exteriors
4 o 300 3.67 972
miaaﬂLmumwammzmammmmgm%
Visually attractive dining area
- o 4 299 3.91 910
usL'smmﬂizmummsmmgﬂh
Clean, neat and appropriately dressed staff
. ~ o o 298 4.00 971
qmwummummazm@ LIUUIDULRSLANISRY
Restaurant’s decor typical to its image and price range
. o o o 300 3.95 .965
NI aNLUUITUBTIRITLRNICRUNUNTINAN USRS TEALIIAN
Easily readable menu
S 299 3.84 1.083
L&J}}mmm
Visually attractive menu
A 300 3.74 1.066
WuIaIaala
u U
Comfortable dining area
- o A 300 3.97 .964
VI UIVUIEMUDIRITUANURLNY
Clean rest rooms
. v 297 3.85 1.032
HAIU IR
Clean dining areas
- o 300 4.01 .945
VI WIVYIENIUDINIIRZDA
Comfortable seats in the dining room
da o - 300 3.95 .927
NHITUUTENMUDIWITUANNFLNEY
Total Tangibles 300 3.89 .743
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ANANTIN 17 WU qmmwmm‘%mi@ﬁummLflugﬂfﬁﬁmaw%mi (Tangibles)

lagsaiufidiade 3.89 (S.D. = 0.743) amAIwAIIuINIdawe L duzlsiruesuinig

=y

(Tangibles) Llawarsadusadanuin TeNNAULLLROUINNTANNANARIIR

U U

A
gafe
vinasulsemueiniiazena lasfid1iady 4.01 (S.0.= 0.945) J84ai8nAa TaNENIuil
ANNRZDA L3UUTDBUAZLANZEN lauda1laie 4.00 (S.D.= 0.971) uaz USIMSULITNH

amnlianuaue lasddnady 3.97 (S.D.= 0.964) iy dudengasunuuzeunud

]
o A

o . A a = a a
AIUATARINANNIRAN D ﬂqﬁaﬂﬂLLUUﬂ’]UuﬂﬂLLﬂzYﬁ]a@]sﬂu’]@ﬁ@@l% I@UN@WLQ@U 3.67 (S.D.=

9 U

0.972)

A19°911 18 ANadguAzdIBdBILRANIATFINDIAMATNNITUINIIA WA AT DaIH

13slala (Reliability) zasguslnannidn

a ) A < vy 'Y
amnNMsUIMImwanaaanlilala Std.
(Reliability) N Mean Deviati
on
Service at the promised time
A - 4. 300 3.89 975
ANITUINITAUIAINNNNRUG
Quick correction of wrong service
A - . - 300 3.79 .997
&JmiLLfﬂmﬂagmmiusmsamai’ml,ﬂ
Dependable and consistent restaurant
. o - a4 A . 300 3.93 911
IMMUBTIRITUNIILINNINIUILRNUILTAND
Accurate bill
“ e - . 298 4.01 .986
LENINUWNUINABY
Error-free served order (food)
.d - _ 4 296 3.96 .954
lafianufanaralunsusnmsenmisaaungs
Total Reliability 300 3.91 .816
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MMATNN 18 Wudr quniwmsuInsdiuanudadulinnglale (Reliability)

lagsnddiade 391 (S.D. = 0.816) amarwn1suInisdiuanuFaduliinelale

A

. . A a I o ' v Ao a o A
(Reliability) tiaNsanidusiedowudn defigaavuuusauniuiinnnuaianisgingade
a & a o A A A ' A A
Soninuidugndas lasddnads 4.01 (S.0.= 0.986) sa4adanfa LuflanuAanaialung
UIMT2MMINUNFS lasfidade 3.96 (S.D.= 0.954) ua IWa1M1IRNTLIINEI LAV

Wdaiie laadaiade 3.93 (S.D.= 0.911) AMNUAGU

M13579N 19 ﬂ"]mﬁsJLtazdamﬁs.mmummg'mwaoqmmwn'l‘su'%m‘sﬁ”mm‘mauauaa

@agnA" (Responsiveness) 2a3HU3LNAT1IT%

Qmmwmsu'%msﬁ'mmmauauaa@iagn@’ﬁ Std.
(Responsiveness) N Mean | Deviati
on

Maintaining speed and quality of service during busy times

Qo =3 a 1 { - 7 - 7
5ﬂ‘]:l"1ﬂ’]’]&l§’](ﬂLT]LLazﬂmn’]WﬂWiuiﬂ'ﬁLL&ﬂu“ﬁ’NL’Jﬁ’]ﬁ 300 3.8 98

el pali

Provision of prompt service 300 3.88 951
TWuSmafinaisa

Extra effort for handling special requests 208 3.70 965

AMANLENN LA UAITIANINUR VDN LA

Total Responsiveness 300 3.82 .828

NNANTIN 19 WU AAINAILIMINUINIABUEUaIGagNeN (Responsiveness)
lagsauiid1iaie 3.82 (SD. = 0.828) QMAIWNITUTNNIAIUNITABUAKEIADYNAN
(Responsiveness) LilaWanranidusnadonwyin defidaauuuuseuniuiianunaniigenge
=1

v a a = A a A o =
1213 l‘ﬁﬂiﬂqi‘ﬂi?@lﬁ'} I@El&lﬂ']l,@oaﬁl 3.88 (S.D.= 0.951) 7838JU1AD INWIAMNUIIALIILAL

a ) A A A . v A v
Qmmwmsmmm&ﬂumanmmmw I@wmmaﬂ 3.87 (S.D.= 0.987) mumamdmu
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'
o =)

LUUFBUDNNNAINANARIIG ‘mg@ﬁa AN UNLAYIUNITIANIIAUA VWL AE Laad
ALade 3.70 (S.D.= 0.965)

®13197 20 ANRABUATEIBDBILUBNIATZIRTDIAMATNNITUINIIATRAINN

Watia (Assurance) 2aIHU3INAB1ITN

an’mn’mu’%n'ﬁé‘mwammL%ﬂﬁa (Assurance) Std
N Mean | Deviati
on
Employees can answer questions completely 300 3.60 1.063
winnusanaaaudsnyldadnsauy ot
Comfortable and confident feeling 300 3.83 938
fﬁﬂazmﬂammlﬁ:&fuﬁ
Staff provide information about menu items, their
ingredients, and method of preparation 300 3.68 1.039
La‘l’mﬁwﬁlﬁﬁagmﬁmﬁ'ﬂﬁﬂmimhl, FIBNFULAZADNNT
LA
Feeling safe 300 3.71 | 1.053
Jandasany
Well-trained, competent and experienced staff 209 3.76 0966
winuldsunmsausufia fenusmansoussdszaumsol
Restaurant supports the employees 300 3.79 933
Fuwamnlinmasiuayuwiinauedng
Total Assurrance 300 3.73 .800

A ! a Y oA A A
NANTIN 20 WU quAIWNIUINIdIUANILTatia (Assurance) laosauil
ALade 3.73 (S.D. = 0.800) ATLNIWNNTLINNIFIUANNILTENE (Assurance) LTaRINTAN

vusatanuin ﬁaﬁ;&”@auLLmJaaumwﬁmmmmmﬁqaﬁq@ﬁa fﬁﬂazmﬂamma:ﬁﬂa
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a a A o o ) ) A ~
I@UN@’]L%QU 3.83 (S.D.= 0.938) 7838311A8 5’]%@'7%’]51%‘“75@%1]ﬁkbuwuﬂ\‘i’]uaEJ’]\W'] I@UN
' A ™ s AAa A 6
ALRRY 3.79 (S.D.= 0.933) LAY Wuﬂﬁquvtﬂiﬂﬂqiauiu'ﬂ@ YausINITILAZYIERUNIIDE

lasdAady 3.76 (S.D.= 0.966) MudaL SrudefignouutuzauINiiaNUAIARIIMTNgA
da winnumuInaaudnuldedwauysailasddiais 3.60 (S.0.= 1.063)

A1991 21 ARdguara R IBIIRNIAIZINYBIAWATNAIILINIIAIRNIIIINUAE

¥ v Y Aa =
wZlagnan (Empathy) 20¢du3tnaz1234

AMNINNITUINITATHAITIINUALLI1gNAT Std.
(Empathy) N Mean | Deviati

on

Employees provide individual attention 300 3.60 964

wﬁfmmslﬁm’maulwiagﬂﬁ'mmyﬂﬂa

Special feeling 300 | 350 | 1.065
vL@T%’iJmmfﬁﬂﬁ LPl1

Anticipation of customers’ individual needs and wants 209 3.61 1.008

Liﬂﬁammﬁmmﬂaagﬂﬁ%ﬂmﬁm_qlﬂﬂa

Sympathetic and reassuring employees 300 367 951

WD BIANULARLD LLam%Nmmu”ulﬂﬁgﬂﬁw

Customers’ best interests at heart 300 3.68 991
lalaanuaulazasgndrdasla

Total Empathy 300 3.61 .801

31Na13197 21 Wuin AMATWNITUINITAIUNITIIN LLaszﬂ”ﬂagﬂ@Tﬂ
(Empathy)lagsauiidads 3.61 (S.D. = 0.801) QMﬂWWﬂﬁiu%ﬂﬁiﬁ’]uﬂﬁii"ﬂuﬂLLE\]ZL“]T’]I%Qﬂﬁ’]
(Empathy) tHaRansonidusadanuin ﬁaﬁ@mauLmuaaumuﬁmmmwi’agaﬁq@ﬁa &
laanuaulazasgndrdanla Tapfid1iady 3.68 (S.0.=0.991) Ta48381fA8 WiINI1UT

anuinlauazaiinnudulalignd lasddads 3.67 (S.D.= 0.951) hilsaudainig
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= o o U

va9gndndustsyaas lasfid1iade 3.61 (S.0.=1.008) arud1ay drudaffaay

o A o A

LUUFaLINNNANUAMARIIENEARE "l@i”%’umm;:‘fﬁnﬁl,ﬂw lapddnade 3.50 (S.D.= 1.065)

9

HAIEATWANINNNILINSDRIRLS AT Ik

@13191 22 ANBRRSUAZEIBLTLILUBNINTZINYBITEAVANNANANNIADAKNAINNT

a [ Y a =
usmszasiwmamsinalaanwsiavasduilnazdidn

v q

Descriptive Statistics
Std.
N Mean Deviation

ADMANWANTLSM I WA NN D UIUFITNVRIUIANT
kK “ 300 3.17 408
(Tangibles)
ATLINAITUINIIA AN NLTaNW LT 1 Le
K 300 3.11 A77
(Reliability)
qmmwmm’%mw‘ﬁummamuamag}ﬂﬁﬂ

298 3.10 525
(Responsiveness)
ALMNANTUSNIAWAN UL TN
! 300 3.15 .392
(Assurance)
ATLNINAITLINIIAUNNTITAINUAZT laanan
K “ b 292 3.07 450
(Empathy)
Service Quality expectations 300 3.13 .343

NNANTNN 22 WU gamwnsUSMETReuLLUFaL NI udnnuaenis
Tagsan feade 3.13 (S.D.= 0.343) gasnmAILINsRgaeuLuLFeUMAT N Uiany
manisgefigafia aanAILInIduaNaduglsIINLeIniNg (Tangibles) lasd
f11aAE 3.17 (S.D.= 0.408) 384888 AEMIWMILIMITIMANANLTefa (Assurance)
Toufienade 3.15 (S.D.= 0.392) uas qmmwmm%miﬁmmmL%au”ﬂvl,i”mﬂﬁ]"l,@i”

(Reliability)ladia1iads 3.11 (S.D.= 0.477) MAUMAL UAzAININNITLININTANAIARTS
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dngada gunwmIInsdunIianuazidilagnd (Empathy) lasdidadn 3.07 (S.D.=
0.450)

] ' H ' H a )
A19199 23 ﬂ']l;ﬂaﬂuazﬁ'lﬂlﬁﬂ\‘iL‘iJ%N']ﬁig']%‘lla\‘lQMﬂ']Wﬂ']i‘iJiﬂ']iéﬁ%ﬂ'J']NL‘l.l%

315330283U3IN3 (Tangibles) 209dU3lnAZ WL

a [~ a
Qmmwmsusmsé’ﬁumwLﬂ%gﬂﬁss&madmms

(Tangibles) N Mean S.D.

Visually attractive parking areas and building exteriors 298 3.37 .623

nlIgantuuNn smamm:ﬁ%ammﬁwﬁag@%

Visually attractive dining area 298 3.32 .566
U?L’Jm%uﬂiz‘(]’]%ﬂ’]%’]iﬂ’]ﬁd%]@]lﬁ]

Clean, neat and appropriately dressed staff 300 3.20 .843

qmwﬁfmmﬁm'ma:m@ LSHUTAUUALLRNZHY

Restaurant’s decor typical to its image and price range 298 2.95 .781

NN30ANLULIIW NI TRUIZRNNLATWAN AR ITZALIIAN

Easily readable menu 298 2.99 770
LRI

Visually attractive menu 298 3.06 743
Wyhasgala

Comfortable dining area 298 3.22 .795

USnwIUlTEmMuaInITianuaue

Clean rest rooms 300 3.25 .813
#a9i1aza1a
Clean dining areas 299 3.10 .865

VI WIUUITmMuaInIIRZaNa

Comfortable seats in the dining room 297 3.13 .805

NITUUTEM U THAMNFLNEY

Total Tangibles 300 317 -408
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MNATNN 23 Wud1 qaumwmMIuINIawaNuLduIlsITuYeIuinIg (Tangibles)

lagsaufidiads 3.17 (S.D. = 0.408) amAIwAIIuINIdawe L duzlsiruesuinig

=

(Tangibles) LiaRnsaniiunadanuin Jefidaeuuuusraunuiianumeniigaiigada ns
=}

u

aaﬂLmummuamm:ﬁﬁ]amnmﬁog@la lagddaade 3.37 (S.D.= 0.623) T8989N1AD USLIDU

Judszmuanmnindsgala laofidade 3.37 (S.0.= 0.623) uaz #ashazaia lasildnade

' 1
o

3.25 (S.D.= 0.813) awd1ay FndafiaauuuuzauaINdauAIanIIdINIgads A3

2NLULIIUAIMIILANCRUALNWNANBLLATIZALTAN tapddady 2.95 (S.D.= 0.781)

A13°91 24 ANRRLUAXEIBITBILRAIATTINDIAMAINTITUINIIATBA AT DA

13719lalé (Reliability) vasiuslaazdiln

ﬂ.mn']Wﬂ'ﬁfU%ﬂ']‘JG%l"]%ﬂ’J’]NL%Sﬁ%l’?’!"lﬂﬁﬂﬁ Std.
(Reliability) N Mean Deviati

on

Service at the promised time 300 3.12 .825

INTUSNINIANTNAUA

Quick correction of wrong service 298 3.15 .860

= a [l (=3
&lﬂ'ﬁLLfﬂ“ﬂﬂiy‘ﬂ']ﬂ"ﬁlliﬂ']iﬂ 819339137

Dependable and consistent restaurant 298 3.14 .807

Fua1IINNITUSIINRI LIV Ta N

Accurate bill 298 3.09 T74
Soniuiugndad
Error-free served order (food) 298 3.01 .800

VL&iﬁmﬁuﬁmwm@‘[umm%msmmmmﬁé’a

Total Reliability 300 3.1 ATT

52



NA1I9N 24 Wudn quarwnsuInsdiuadaduliinndald (Reliability)

lagyanddiade 3.11 (S.D. = 0477) qmarwnisvinisdiuanugaduliinglale

=

o A a = % | v Ao A o A A
(Reliability) tiaWasanidunedewudn defifasuuuusaunuiinnuaanisgiigana &
n1sun ladyninisuinitagresiass lasddiads 3.15 (S.D.= 0.860) 7898901AD
o A a A o = A A A a
AuarrsimIvSnsnaiauetgeie lasddade 3.14 (S.D.= 0.807) Uaz AN15UIAT

AuNMAMAUA lasdaads 3.12 (S.D.= 0.825) MNAGU

A139N 25 ﬂ"]mﬁsJLtazdamﬁs.mmummg'mwaoqmmwn'l‘su'%m‘sﬁ”mm‘mauauaa

1 [% . [ A
A2anA1 (Responsiveness) “J.ladgl‘u{[nﬂ%']'am‘,l!%

Qmmwmsu’%msé‘mmsmauauaa@iagn@’ﬁ Std.
(Responsiveness) N Mean | Deviati

on

Maintaining speed and quality of service during busy times 298 3.13 752

%’ﬂmmwmmL%’aLLa:Qmmwmiu?mmﬂwﬁwnmﬁ

el pali

Provision of prompt service 298 3.16 .818
TWuSmafinaisa

Extra effort for handling special requests 298 3.02 .810

AMANLENN LA UAITIANINUR VDN LA

Total Responsiveness 298 3.10 .525

NNANTIN 25 WU QANWANTLINITIUNIABLALEIAEANAN (Responsiveness)
lagsauiid1iads 3.10 (SD. = 0.525) AIANIWAITUINITAIUNITABUFUBIADYNAN
(Responsiveness) LilaWanranidusnadonwyin defidaauuuuseuniuiianunaniigenge
=1

v a a = A a A o =
N 1“U3ﬂq5ﬂ33@l§'ﬂ I@UN@WL%QQ 3.16 (SD= 0.818) 8J8INND INWIAIMUIVIALIVLRS

a ) A A A . v A v
Qmmwmsmmm&ﬂumanmmmw I@wmmaﬂ 3.13 (S.D.= 0.752) mumamdmu
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'
o =)

LUURAUDINTAINNAIARIIGINFARD AIMUNLILINRLAYIUNITIANITAUA VAW LA Laad

q

ALady 3.02 (S.D.= 0.810)

@13197 26 ANRABUATE BT BILUBNIATZIRTDIAMATNNITUINIIATIRAINN

Waiia (Assurance) vasiuslaazdn

an’mn’mu’%n'ﬁé‘mwammL%ﬂﬁa (Assurance) Std
N Mean | Deviati
on
Employees can answer questions completely 300 310 842
winnusanaaaudsnyldadnsauy ot
Comfortable and confident feeling 300 313 776
fﬁﬂa:mﬂammm:&fﬂ%
Staff provide information about menu items, their
ingredients, and method of preparation 201 3.27 468
La‘l’mﬁwﬁlﬁﬁagmﬁmﬁ'ﬂﬁﬂmimhl, FIBNFULAZADNNT
LA
Feeling safe 290 3.32 647
Jandasany
Well-trained, competent and experienced staff 202 313 817
winuldsunmsausufia fenusmansoussdszaumsol
Restaurant supports the employees 202 288 759
Fuwamnlinmasiuayuwiinauedng
Total Assurrance 300 3.15 .392

a : a v oA A P
IINHITINN 26 WL @]'mﬂ’]WﬂWSU‘mﬁi(muﬂ’a’muﬁL°1iaﬂE] (Assurance) I(ﬂﬂi’lwu

ALade 3.15 (S.D. = 0.392) ATLNIWNNTLINNIFIUANNILTENE (Assurance) LTaRINTAN

& v ' v Ao = [ A A wR o a a
WwIgvanuin ma‘ngmuLLuuaa‘umuummm@mogwq@ﬂa gaﬂﬂaa@nﬂmwmmaﬂ
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3.32 (S.D.= 0.647) 703a381Aa 1dwAlATayaREINLIIBNTINY FIuKaNLAEITNNS
'Y a A A o v Aa A
JataToulasddiade 3.27 (S.D.= 0.468) LAz WHNIUIATUNTALTUNG FANUFINTOUEY

1sygunisoh LLazﬁﬁﬂa:mﬂammm:ﬁ'ula Taada1afurinnwn 3.13 @U81aU FauTan

'
o

;j@auLL'mJaaumuﬁmwmwfﬂmﬁq@ﬁa %’mmmﬂﬁmiaﬁuauuwﬁm’mashdﬁ Tapd
fLade 2.88 (S.D.= 0.759)

@19197 27 ANRdgUazdEIBLIBIUBNIATZIRVDIABATNAITLINIIATBAIIIVNUAE

¥ [% v a A
i legnén (Empathy) 2asdu3lnazididn

ANAINNIIUINITATHNIIIINUALLTIGNAT Std.
(Empathy) N Mean | Deviati

on

Employees provide individual attention 292 3.07 q72

wﬁfmmslﬁm’maulwiagﬂﬁ'mmyﬂﬂa

Special feeling 291 2.96 .762

Vleﬁ“{ummjﬁﬂﬁmw

Anticipation of customers’ individual needs and wants 292 3.10 .804

LﬂTﬂﬁamm@i’aamwaagﬂﬁmﬂquma

Sympathetic and reassuring employees 292 3.10 .885

WINUIANULARLD LLam%Nmmu”ulﬂﬁgﬂﬁw

Customers’ best interests at heart 292 3.12 .784

lalanuawla 29aneNen ela

Total Empathy 292 3.07 .450

IINANTIIN 27 WU ABATWAITUINITAIHNITIIN LLazLﬂTﬂaQﬂﬁw
(Empathy)lagsauiienads 3.07 (S.D. = 0.450) QMﬂWWﬂﬁiu%ﬂﬁiﬁ’]uﬂﬁii"ﬂuﬂLLE\]ZL“]T’]I%Qﬂﬁ’]
(Empathy) afiansonidusiadanyin ﬁaﬁgﬂauLLuuaaumuﬁmmmwiﬁgq‘ﬁ'q@ﬁa &
slamwaulwaagﬂﬁ’]ﬁwla Taufaads 3.12 (S.D.= 0.784) 309898188 WHNI1HT

mwmﬁulaLLa:a%ammﬁﬂﬁﬂﬁgnﬁﬂ LLa:Lﬁﬂﬁamwuﬁaaﬂﬁmaagﬂﬁnﬂmﬁyqﬂﬂa Taod
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o A A

ANBRULYINAUNA 3.10 AINS1aU muﬁaﬁﬁmauLLuuaaumuﬁmmmwfﬂ@n‘na@ﬂa 1e3u

q

anuianiiay lapddady 2.96 (S.D.= 0.762)
d7%11 4 N1INAFIUANNAZ I

sundzIuded 1 : wWisufisuszduanufaiudaiidmalausssnresduilnariduusss

Qi afianltlunisiianzileaiid independent t-test lun3liameit Nazauinddny 0.05

%

NFUNAFTIUTNAUNIDANUATNNATIUNIFTA A9%h

Ho = aymavesuilnaiuandeny sanadaszauanufaiudeianaiausssaf
Taiuansnanu
H, = aym@vedduslnanuand i sinadaszauanufaiudaianiaiausymun

LANAIIN

{ 1 { [ { [ a (=3
@l']i']\‘]ﬁ 28 ﬂ']Laﬁmtazﬁ’a%tﬁﬂ\‘lL]J%N']Gl‘;g']%ixﬂﬂﬂ'a'mﬂﬂm%ma\‘lBQ:GIEJU

WULFBUANABAANIS IS TN ALLENANT T

Independent Samples Test

Levene's Test for
Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Difference
Sig. (2- Mean Std. Error
F Sig. t df tailed) Difference Difference Lower Upper
Tangibles Equal
variances
97.692 .000 14.727 598 .000 72093 .04895 .62478 .81707
assumed
Equal
variances
not 14.727 | 464.60 .000 72093 .04895 .62473 .81712
assumed
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Independent Samples Test

Levene's Test for
Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Difference
Sig. (2- Mean Std. Error
F Sig. t df tailed) Difference Difference Lower Upper
Reliability Equal
variances
113.84 .000 14.740 598 .000 .80467 .05459 .69745 .91188
assumed
Equal
variances
not 14.740 482.20 .000 .80467 .05459 .69740 191193
assumed
Responsiveness | Equal
variances
78.33 .000 12.557 596 .000 71264 .05675 .60118 .82410
assumed
Equal
variances
not 12.575 506.74 .000 71264 .05667 .60130 .82398
assumed
Assurance Equal
variances
152.49 .000 11.310 598 .000 .58167 .05143 .48066 .68267
assumed
Equal
variances
not 11.310 434.98 .000 .58167 .05143 48059 .68275
assumed
Empathy Equal
variances
98.32 .000 10.094 590 .000 .54130 .05363 43598 .64662
assumed
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Independent Samples Test

Levene's Test for
Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Difference
Sig. (2- Mean Std. Error
F Sig. t df tailed) Difference Difference Lower Upper
Equal
variances
not 10.165 | 473.15 .000 54130 .05325 43667 .64594
assumed
Service Quality Equal
Expectations variances
131.96 .000 14.730 598 .000 .65766 .04465 .56998 74534
assumed
Equal
variances
not 14.730 | 437.78 .000 .65766 .04465 .56991 74541
assumed

HAIINATINN 28 LA IALARIINANITNAROLAULANANITEHINI R TIANULAN AN

[ =

U INadanuAINLINNTIIREIMT InaNuana19ny lasldaid Independent t-test Lia

q

a 3 1

WINTTWILLRINUIN Levene's Test for Equality of Variances e Equal variances assumed

'
' o '

' . @ A @ o o { ' . a
fein Sig. 1Ny 0.000 ‘ﬁdﬁﬂﬂ@l?ﬂ’)?iﬁ@ﬂ%ﬂﬁ?ﬂ@ 0.05 Lﬁﬂ@ﬂ? sig. Pay t-test INUITNA

'
' ) 1 @ o

. ' ' i % 2 o u.z {
Equal variances not assumed WUAeLvinny 0.000 Geflendninszaunusamn 0.05 39
ULETaNNATIUNRGN H, wazHaNTURNNATINIES H, 1180107 FTaNUANaInuiueg

[

danmnWNILINMIuaImIT Inafiuandanu adnalisdAynesidnszeau 0.05
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sunAgIuten 2 : fdmelausrnvasduilnadinadagmniwnnimizesiiuemising

gundgautan 2.1 : JansTausinzesfuilaasIudinadaquainnisuinisves

[ Aaad a ¥ Aaa a 6 . .
a1 Ny anmﬂlﬁ'lummmi’]:ﬂmn@msamﬁzm@naﬂwmm (Multiple regression)

o

NITAUREEIATY 0.05 INFNNATIUT AUV AUATNNATIUNIRDG a3l

Ho = s:@”ummﬁ@Lﬁu@'aﬁamﬁwuﬁﬁmao;ju%‘[mmﬁuhimNa@iaqmmwms
a dl v
USMIAveIIaIT Ny
H, = sm"’ummﬁ@L‘ﬁu@iaﬁﬁmﬁwuﬁiimaa@uﬂﬂﬂmﬁudwa@iaqmmwms

UINIIVDITIUNNIT INg

{ [y a (=3 1 AaAa [ a 1 a
Gl']i']\‘]‘ﬁ 29 ZAUANNAALKWADNANISINUS ITINY DI BSI:TJ‘JII’I ﬂ‘li']')%%@lﬂﬂ']']&lﬂ"lﬂ‘ﬁ']\‘l
ﬂ.mn']Wﬂ']‘JflJ%ﬂ']‘Hla\‘l%1%9']1/1']%'17]El

Coefficients®

Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 | (Constant) 1.428 249 5.737 0.000*
Total PDI .034 .064 .032 .538 .591
Total IDV .019 .059 .020 .326 .745
Total MAS 223 .058 234 3.827 0.000*
Total UAI .236 .074 217 3.190 0.002*
Total LTO 143 .064 141 2.237 0.026*

R? = 0.264 F = 21.084 Sig. = 0.000

a. Dependent Variable: Service Quaility Expectations (Chinese)
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NaA - 29 uwaadlWiAuisnan T nzinmInanaswpa e dATausIINGY
J28EW9IzNIE1a (PDI) snuanududaanfisau/adriuny (IDV) suanudfyved
UIH/an3 (MAS) drumsnaniasannulaininen (UAl) Laz@wnsinnuauanIs o du-120s
#12luau1aa (LTO) ‘ﬁ'mmmﬁwmUwaﬂsmwaomwwmmm”oqmmwmiu%mwao
Hmomsing aRansanlassa dudsdarznndrdunueiuisanuulsUuvesa
mwi’aqmmwmsu‘%mwaa%”mmmsvlmﬂ"l@i”aﬂwqﬁﬁfﬂﬁwﬁ'zymmﬁaﬁizﬁu .05 (f1 Sig. of
F ¥ounin .05) lagaaulszansnisiinue (R?) Sawrinnu 0.264 Gaugasinaaudydass
gansnetuisenunddywsasdiudsenaldtosss 26.4 wanidafansonidunedauysus
WU S2AUANUAALAUA TAIRIUTTTNAUANNEIAYVDIYTH/EAT (MAS) FUNIIRANLA SN
anu ladusinaw (VAN AU TR ARALK WS HEa-52 8281 T naunaa (LTO) ueaudsi
fanswadenadAsuudasludrudsauainiBindaynsadafizeau o5 laodudnina
nsvansmuaanys Tasdatamsrsusunsmanidssnnyliuinon (UAI) ﬁawamﬂ'ﬁq@
30989308 MUANNAAYVBIYTW/EAT (MAS) Uas UM ITARAUNG I - 528281 Lo
au1Aa (LTO) anuial lassnansndiaugunisnmyiianzinisnanaswigaluglazuuudy

o

39
Y = 1.428 + 0.236 (UAI) + 0.223 (MAS) + 0.143 (LTO)

sundzaudad 2.2 : San1siausimnsadduslnardusinadaauaaniigmninng

vimizasiiuamsing afidnlflunsiienesdldsdanisianzinanaswnam (Multiple

a o A

regression) N3zAUREEIATY 0.05 IMMFNNATIUTNAUINITNMAUARVNATIUNIRDE A9%4

Ho = szauaufaiudaddnisiausrinvesfuilnasigyulidinadaaiia
o a A = € v
ManIIgINNNILIMINAISzaiddaTua T ing
H, = szauanufaiudadnisiaussmsesuilnaridlusinadannnunanis

a A = €1 v
Qmmwm‘smmmwaﬂ'ﬁ:mﬂmasmmm‘i"lwEJ
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{ [ a < aaAa [ a {1 1
@I'li'ld“?l 30 5$ﬂﬂﬂ')'l&lﬂﬂL‘Vi%(?'la&lﬁﬂﬁd')ﬁu%ﬁiiﬂ‘ﬂadiﬂirﬂﬂﬁ’]?mi‘]!%ﬂaﬂ?']N

ANANII qmmwmsu’%msmaa%‘ma'lm{[ﬂﬂ

Coefficients®

Unstandardized Standardized
Coefficients Coefficients
Std.
Model B Error Beta t Sig.
1 | (Constant) 1.280 104 12.334 .000*
PDI .084 .029 153 2.907 0.004*
IDV .053 .037 .082 1.423 .156
MAS 112 .035 162 3.177 0.002*
UAI 129 .029 .206 4.373 0.000*
LTO 211 .027 .383 7.896 0.000*
R square = 0.550, F = 69.519, Sig -0.000

a Service Quaility Expectations (Japanese)
*significant at a level of p<0.05
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Y = 1.280 + 0.211 (LTO)+ 0.129 (UAI) + 0.112 (MAS) + .084 (PDI)
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a 1

Qmmwmsu’%ﬂﬂﬁmmmﬂwﬂimmwﬁ@i’mﬁﬂ 3.13 (S.D. = 0.343) HaNNTNUARLEW
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[

wud1 g mmIuIMIngasuuuuseuNTNnilinuaaniigiNgafa amnINANs
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AmMMNMILININAANuManitdNgada amniwnIuInsdunisianuazidtlagne
(Empathy) laafid1iady 3.07 (S.D.= 0.450) uaziliaNAITUITIBAIU WLTT ABAINNIS
a [ a ' {
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v Ao A o A A A A
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N13U3NIsAImANLEaanlI191ala (Reliability) lassiufiawads 3.11 (S.D. = 0.477)
amnwmIInssuanudadulingdald (Reliavility) awarsandunedanuii Taf
Aeavuuuusaunndanumaniigengada dnsudladyninisimsedimia lavd
A1Lafy 3.15 (SD.= 0.860) AMAINNITUINIIAIRNITADUAKDIGDANAD
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@ A A v a A = a A !
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UInIewANNINLTana (Assurance) LiaNansantdunstawuin dTangaeuwuusaunud
[ A A P o A A a
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MINAFOUFNNAFTIUFNNAZTIUN 1 1WTpuNBUIzAUANNAALAUAD AN TRUTITY

v Aa a dlu nnt:i a Y aa
p035u5lnariuuazrnddu afidnltlunisdiame#ldaiid independent t-test lun1s
Aanzd wod fymanuandranudnadaainuanenisguainnsuinmsiiuemsingd

uaANEINYK Bt IARERAYNIIFAANIZAY 0.05
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0.264 Daugasindandsdarzaannaiunsanuulsdrinsasaandsenyld fonaz 26.4 uas
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sasnetuisenunddwsasdiudsenaldtosss 55.5 wandafansonidunedanylsus

aa v v

WU UAIBIIIUABILLEUIITENINE WA (PDI) @Tmmmém”mumadqgwa@%' (MAS) d1%
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5.2 anUs1gnan1sIY
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521 nnuaddpwud Aanmelausmsfidaevuuuseunuriiulianudaygs

=)

Ngafa ANUEIRYVBIYTH/EAT (MAS) TaUEIND The Ninh Nguyen et al. (2015) Anwisas
Jausriudaninadenuaanisluguninnisuinislassin : nangawanguilnasd
Boawiu nadsawudn ndasumaianusssu 4 6w fie Collectivism, UAI, PDI uaz LTO 1
WU Collectivism ﬁwa@iammmwi’oqmmwﬁmﬂ@mmgaﬁlq@ aueY UAI ez PDI
a%m%’umﬁug?ﬁﬁfwuﬁﬁmaa;ju'ﬂﬂw’ntﬁﬂu WU ﬁﬁmai’wuﬁiuﬁgmau
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Research Questionnaire
“The difference in Cultural index of Japanese and Chinese to service quality

expectations of the Thai restaurant”

Part 1 Respondents information

1. Gender

[] Male [] Female
2. Status

O Single O Married 0 Widowed / divorced / separated
3. Age

[] Less than 25 []26-35 ] 36-45 "] More than 45
4. Education

[] Lower than secondary school [ ] Secondary school

[] Bachelor [] Higher than bachelor degree
5. Time to live in Thailand

[] Less than 6 months [] 6 months

[] More than six months but less than one year ] Longer than 1 year
6. Average income per month

[] Less than 5,000 baht [ ] 5,001-15,000 baht

[] 15,001-30,000 baht [] More than 30,000 baht
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Part 2 Cultural index

Level of Opinion

Cultural dimensions Most Much | Medium Less Least
(5) (4) @) @ (1)

1. Inequalities among people are both expected

and desired.

2. Less powerful people should be dependent on

the more powerful

3. Inequalities among people should be minimized

4. There should be, and there is to some extent,
interdependencies between less and more

powerful people

5. Everyone grows up to look after him/herself

and his/her immediate family only

6. People are identified independently of the
groups they belong to.

7. An extended family member should be
protected by other member in exchange for

loyalty.

8. People are identified by their position in the

social networks to which they belong.

9. Money and material things are important.

10. Men are supposed to be assertive, ambitious,

and tough.

11. Dominant values in society are the caring for

others and preservation

12. Both men and women are allowed to be

tender and to be concerned with relationships.
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Cultural dimensions

Level of Opinion

Most
()

Much
(4)

Medium

@)

Less

()

Least

(1)

13.

are frequent among people.

High stress and subjective feeling of anxiety

14.

risks is normal.

Fear of ambiguous situations and of unfamiliar

15.

Uncertainty is a normal feature of life and

each day is accepted as it comes.

16.

Emotions should not be shown.

17.

Willingness to subordinate oneself for a

purpose is normal.

18.

People should be perseverant toward long-

term results.

19.

Traditions should be respected.

20.

Social obligations should be respected

regardless of cost.

Part 3 Service Quality Expectations of Thai restaurant

service quality expectations

Level of opinion

Most
(5)

Much
(4)

Medium

@)

Less

()

Least

(1)

1.

Visually attractive parking areas and building

exteriors

2.

Visually attractive dining area

3.

Clean, neat and appropriately dressed staff

4.

Restaurant’s decor typical to its image and

price range
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service quality expectations

Level of opinion

Most
(5)

Much
(4)

Medium

@)

Less

()

Least

(1)

5. Easily readable menu

6. Visually attractive menu

7. Comfortable dining area

8. Clean rest rooms

9. Clean dining areas

10.

Comfortable seats in the dining room

11.

Service at the promised time

12.

Quick correction of wrong service

13.

Dependable and consistent restaurant

14.

Accurate bill

15.

Error-free served order (food)

16.

Maintaining speed and quality of service

during busy times

17.

Provision of prompt service

18.

Extra effort for handling special requests

19.

Employees can answer questions completely

20.

Comfortable and confident feeling

21.

Staff provide information about menu items,

their ingredients, and method of preparation

22.

Feeling safe

23.

Well-trained, competent and experienced staff

24.

Restaurant supports the employees

25.

Employees provide individual attention

26.

Special feeling
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service quality expectations

Level of opinion

Most
(5)

Much
(4)

Medium

@)

Less

()

Least

(1)

27. Anticipation of customers’ individual needs

and wants

28. Sympathetic and reassuring employees

29. Customers’ best interests at heart
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