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Abstract

This qualitative research aimed to investigate the professionalism characteristics of
digital accountants within the context of Nakhon Ratchasima province. The study consisted of
two phases: a literature review and in-depth interviews. The samples included 12 experts from
three distinct groups: four samples from accounting instructors, four samples from accountants,
and four samples from business owners, entrepreneurs, or executives who use accounting
services. Data analysis employed methods such as content analysis, data triangulation,
successive approximation, and Analytic Comparison.

The research findings revealed that the professionalism characteristics of digital accountants
encompassed: 1)Intellectual and personal skills, indicating professional competence and due care,
along with a commitment to accuracy, integrity, and independence. 2) Organizational management
skills, including the ability to manage teams and collaborate effectively with other business units
within the organization as valued business partners. 3) Information technology skills, marked by an
acceptance of technology's role and its utilization to enhance operational efficiency. 4) Ethics
of accounting professionals. 5) Professional skepticism. 6) Ensuring customer confidentiality.
7) Timely execution of tasks. 8) Utilizing Agile management in operations and adapting work
processes to respond quickly to customer needs. The professionalism characteristics of
competent digital accountants contribute to their sustainability and stability in the face of
technological advancements, ensuring that their role and importance remain unaffected.
Accountants can harness these professionalism characteristics to further develop themselves

as accomplished professionals in the digital age.

Keywords: Professionalism Characteristics, Digital Accountants
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Abstract

This research aimed to investigate the current state and waste management issues
within the accommodation business, focusing on a case study of Rin Beach in the Koh Phangan
district of Surat Thani province. Qualitative research methods were employed, involving semi-
structured in-depth interviews with key informants. These informants included officials from
the Baan Tai subdistrict municipality office, representatives from the private sector, hotel
operators, members of the local community, and tourists, totaling 13 participants. Content
analysis was used to analyze the interview data. The findings of the study revealed the
following key points: (1) Following the outbreak of the Coronavirus Disease 2019, the
accommodation businesses at this tourist destination have returned to normal operations.
They have also reduced room prices and actively participated in hygiene and safety standard
programs to cater to the needs and concerns of tourists. (2) Waste management challenges
within the accommmodation businesses primarily revolve around wet waste and proper waste
sorting. (3) Obstacles related to waste management in the accommodation businesses are
exacerbated during the monsoon season. Strong winds and waves bring significant amounts of
waste from outside the island, making storage and disposal difficult. Additionally, the presence
of steep terrain and numerous alleys in certain areas complicates access to storage facilities.
(4) Owners of large accommodation businesses have implemented robust waste management
systems. They have also audited brands of plastic waste and have conducted environmental
and community impact assessments. Furthermore, entrepreneurs actively promote waste
separation, particularly for leftover food waste and in-room products to minimize plastic use.
Their overarching goal is to enhance waste management knowledge and practices among
entrepreneurs and employees, emphasizing cleanliness and the sustainable preservation of

the natural environment.

Keywords: The Current Situation, Waste Problem, Accommmodation Business
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fimurveslannendad a.a. 2015 fledn1sanuszw19@ (United Nations: UN) fvuasietiedain
MDGs #3oLU11u18nISWAILILRSERE255Y (Millennium Development Goals) 16 dufiAnisnas
fuuslussdumpnazssduanadinnussmassdniunisiusuluifveunsusia deu uas
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Using Decision Tree Technique to Classify Lodging Features for

Service Selection by Thai Tourists in Udon Thani Province
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Abstract

The purpose of this study was to categorize the types of lodging features that tourists
choose in Udon Thani province. The study employed a data mining approach called the
regression tree to gather data from 385 respondents, with the sample group determined by a
specific formula. The results indicate that the model is a good fit, as evidenced by its low
prediction error (MSE = 0.245, RMSE = 0.495, MAE = 0.325). The findings suggest that tourists
select accommodations based on physical attributes and marketing promotion elements. The
insights from this study could be valuable for crafting future marketing strategies tailored to

customer preferences.

Keywords: Lodging, Tourist, Decision Tree, Data Mining, Udon Thani
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ATl {Idelaimalinnisvinniestoya (Data Mining) (Han & Kamber, 2012) 1¥un1s

=

AATendeyaiianenUssinniuunjUkuuLazaNduusyeteya MNgudeyaniivuinlngvse

aa (%

Adadaya nelivnaiedsdguuuunmsvimilesdeyaiiu l9siuswanuiainunatewauadilinieiu

Y
(%

Immawwmiﬁauimaqm%a (Machine Learning) wanedfinuuléiinisiinaiasig 9 waiiun
Jszgnildlunuiseonndy wu meliedulsfndulalunsasssuuuhuensdunisendles i
NUIFY0e (Ulsay AnAAYIYNIN, 2558; AT Lauwug, 2562; 31594 gonatanuarame, 2560:
$aunf wiumas, 2565) mavhuniiesdoya (OMA) lamsanzaananilalldgninanldosunivans
Wiedrmanginssuinvieniieslulszdiudingn ntanadasuliidnauleszdieliinifoanunse

% ¥

AunutayaldeusednduazdeyasujuRnuiugr nsungudmanendaau Yrglinsuisdaden

o w

drrglunisdndulavesinvisaniealunisi@eninisy Snvisnisdnnisannudssvesiinnusulunig
AMVUALKNUNAYNS LitenauaueInNABINTYetinvieuielarussadvuer0eIAng
nsfnwAseliTngussasAiiadnnunnaunudnwausninLsuludmingnssifininrioien
I Y a ¥ a ¥ Y a 4 CY 1 d' d‘ v 1 a €1 a %
@onlgusnis Tnensldwedesulddadula wWudnvisaneivilveiininieu leednsiziinddade
ladheidAry Ineusvendlddiudszaunisnain 7 P nlisetdnveuiieslunisideniinusuiiiean
P9931991NA15NUNINITIUNTTN TnTuedradeivsenene q azdeadnlatnviesieauazninunis

v a

Fnaulawmandu Iummzﬁ;:I‘UizﬂaumiLLa’NmmmWLU%UMﬂﬁLLG{J@GiJ"u nsensildmadang
snaulaguldl ieutanguussgslalunisidoniiinerdevestinvieadien nsAnwidlastifiuguues
LarANNTEIAgITUALLANA SR TnvieaTien nsdunuiliifesdaeldindsnisdnlalenmy
Wiy udifiseaudlaguasduarlideyailduusslosidmiugusznouns wlewaminagndg

Asnataaely

4 [ L
2. IUsEaIANISIAY
4‘ o ! Y A o 2 (% aa o ! d' A Y a 14
L‘WEJ"\]'WLLUﬂﬂ@MQWaﬂHﬂJ%V]WﬂLLilIIL!"\]\‘iW’J@Q@iﬁ’]‘L!V]‘UﬂV]ENLVI‘EJ'JLﬁEJﬂEL‘U‘Uiﬂ'ﬁ 1agn1sld

wadeaulddnaula

a a A av o d v
3. LLUIAA Vlﬂ‘l?hfd] MIDNNUIIYNNYIVDN

3.1 wuaAan1sanaula

Y a

nsendaula Ao n1sdraulavinnsedendddednids Tuussamadenflegdadusinaay

Y

e

Y o w

wuiunsdndulanniu (Mihart, 2012) dnviesfigrasiiennandue/usnsaudeyansusiazdednia
Tuwsazaaunsal nMsdnaulavesinvaanern1alasudnsnaanTnusssy Usesns dnnueniadeny
AanTsuvINsnatn N135u3 usela @nsual UABNAI AMUYEY wavdun NMFITeneuntinives Zhang

& Ye (2011) WUINUNVBRANLINANTANFDIUNNG 517 TUSLUTU F90108ANUASAINYDINNN LT
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Augn Ussaunisaldiud nsnduAuazdeldes N1500NLUURRNNN LagsEAUNISUSNNS (Yang et
al,, 2017) AANTIUNIINITAAINEIUNSLBNTNALWTIUINFaN1SAnaulaTovatnviaaner (O’ Neill &

Belfrage, 2005) uan3nil Anwazianizvestinviowiel Wy druuazUszving Jadengienans

a

LazanYENgAnIIUaINNTaNBNINaden seuunsAnaulalalguiy SIudengus1ede e a1y 30

a0 yaanatw 18ld Uszaunisalduda anuveu uagdug (Cive et al, 2013) Fsn3Anwinig
éfm?mlwaqqiﬁaﬁﬁﬂLLiﬂJé’]’W"ﬁfmqmmﬁm:uﬁaﬁﬂlﬂajmmﬁawaiwmﬂnvimLﬁmﬁﬁﬁﬁu nsnandl
psaimng MsuiuUseuinng wazarmiliiuSeulunsuisdudmiuitnusuidndunulugiine
3.2 uuAndulsEaunIIN1IRan 7P
WA ILUTEANNIINTRAIA TP BsUsznoudiendnde 5101 aauil MIdaaiung

Y1Y {AU NTEUIUNT UAEUANFIUNNMEnm lesiusiuauaulsegnluwuimaljiinianis

I b4 1

nansIaly men1sltuuIAn 7P IinususEAy 3 AN ludwmingnselanunsnasenuwane el

a

YOLEUDLNDNDUAUDIAINUABINTVRIUNVIB AEIv e Aod 19l UussanSna wiluad1nSundnfoe

o w v

UsennAelnu (Hanssens et al,, 2014) Wn39n15 o iugN D9 UE1AUU89N1TE519ANLLANA9YD S

o

ARSI Loo & Leung (2016) wuin avmdaiiudsauieidosiundnsurivedsusuiifelosay 50
1) wAn ot (Product) Audntiufenndsiianunsatnauegdaaiafionavauesany A
Us50ukarAUfedns duAd 2 Ussan Ae ddnuuazlifidiny auautivewdndugisiuds
USELAY AN, N5BNUUY, AaaNTR, Bvo, Yuinussesnel, U3, msulsziulagnanouumy
(Kotler & Keller, 2016) wilsl@usaulunisugady (Smith & Johnson, 2020) ssqdw%qﬁﬁmﬁami
satiuluiiuinnssundaduet nsufuuds uaznagnsmsaianusudiiieaisnuedilimieulasuas

AOUAUBIAINUADINISVDIUNYVIDL NN

a Y |

2) 51A1 (Price) N utladedAgnidnsnanedninerinviesieanarnisinaula

¢ -

(Nuseir & Madanat, 2015) i’lmﬁqﬁumm%’aawlﬂﬁwaﬂammmwwLﬁsuwi']ﬁ’m’]mﬁaqahaL‘Eu

q

v a a 1

11U (Kim & Hyun, 2011) 81918 Muala (2012) s1andupife Jadenazidenseulunszuiunisye

[ ) o =

s1A1iagstaliaanstelugieiy uenaniisadululededdydmsuanufisnelanasaiuing

o

3) ¥0an19TnT MUY (Place) harAUNToNVDINANAUINNTOUTAT Tesruagly

29AUTENDUYDIENIUT lﬁgUﬂﬁiﬁﬂi'l"\ﬂUU%UVﬁJ@ﬂﬂ’]iﬁ]@’]@LLUUM@WU%@QWNLL@%E‘U WUURAIYA (Smith

'
=

& Johnson, 2020) AstltiugnfsnnudiAgrainisituselesinnmaluladuas WusinsiBnagnsii
Wunsidndeazanuazmnauisvestnvieniien AuusihveadiowdunyuadidglunisAumaid

Usglewdl Yeyauuleduadniisn (D’cunha & Patil, 2015) wazadedadniduaunsadnananis

dnaulatavastinveadienls (Erawan, 2016)
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4) Msdaaiunmsnain (Promotion) aunsnantumeumsuedudnssduliintesdion
ouazien warUTUUTUTEANSAINNIUNTUA S TUTULT nsansaluszerdu annsoneldiia
Ustlgmilaviud vazfinanssuduasunisuefudmunessezenaiuisoadramnsaudils (Keller,
2008) wenanil msdnmusuldszudutbiaUsloniludannuesnmsduaiunisnain Saniba et
al. (2013) nuinAenssudaaiu amnsodnanssnuredsan onsual Ussaunsaivestinveadienls
LagnaANTINNTE Xiong & Hu (2010) Wuih msduasumsaaafsgainviouisfifidneninluns

Winusuldeg1aliuse@nSa1m Queenmary & Shivany (2019) s¥yin &

[

an1sanusaldsinuay
Aanssudaaiunisnanaiiielfiunisviemuggnia wsizinvieaiieddulnajgnisgase dauan
yaery Ruiu uardelaueiiruonsiiuiidnuasamzvosiinnuasUsyaunisel

5) wiina1u (People) uazdnwaEnaNIEAm In1sAnwIunuInvesntnauwIinlay
wAnssuigaduinvioniisndundnlunisueuuszaunisainisuinisfiveniBey (Kotler & Keller,

o w

2016) Msineusuntnaunazanufianslavesinesdiendudsddglunisadsnnuduiuduay
armfnAvesinviesienfidiiu noinssuvesinviondien wu nstedudwieuinistuesgiuainy
1991419 (Okazaki, 2007) s2ufsmnudesiulundndas ns1dud1 g5ia waz wifnouliuinis
Tnevhlutinvieadisnaslidoaudvnladl mmﬁmﬂa%uﬁugm (Seo et al,, 2017) aulinalaves
thvieadienifdentinamag Lﬂwﬁﬂuﬁﬁaﬁﬁmﬁﬁamaﬁiawqamimmis‘ga Yuniawati et al. (2019)
wugiimdnaurieasiiauddyiunsiu jauiusiuinvenier Weadreanuduiusi
P¥ndlald msfnwneunhddsiuiy anuduesuazaulindavestnvienilenddendneuae
dawanemuianelalaranuing (Kukanja et al., 2016)

6) N3¥UIUNTT (Process) NzUIUMTUINsTiunumdAalugnanvnssuuinig Snvile
UszihudAny ‘J,Jq'ﬂLﬂﬂlﬂﬁﬂi%ﬁ%%ﬂ’]wLLazﬂ’ﬁﬁﬁ’Jui’mﬁU’e}ﬂﬁﬂﬁaﬂLﬁEJ’J (Smith & Johnson, 2020) 1Ju
funuvesesrUszneuiidifiyly nagnddrulsraumanisnann (Kushwaha & Agrawal, 2015) Tngae
d19997n3E1IUnNsUT S iRenLuueg AL INa U TImAluladeinUsEauN Tl 09
tnvieadienldednsls demsadiulufiesduszneumand Afnusuaansdulsefuszaunisainig
Uinswendenduhlugeuiimelowazanusnivesinviondion

7) dnwaEn19nIEnIn (Physical Evident) 136011 'Servicescape' 85U1809 §Nwaz1ANT
oiviend Brumvug edosuuuntinau wiesmnuds gunsal iufl uazuaudsnngluennns sadeds
S1uremnuazann fdutslumsiuivesinveadivanaznmdnualivesasduf (Kotler & Keller,
2016) Arwaulaseaninuindoun1anienInuanIma1asUsEamduiarTisaieUsEauNTaifiin

3991 MsTUanvavalilaziau sz uaudAninimnzauazdigininusuigauas

afennuianelalvfuinviesiesndlnglumingnssnd

NSASURPNGEEINEBIAENA (LUWEGhA@SIA:d0aUGNdas) Journal of Vongchavalitkul University (Humanities and Social Sciences)
UA 1 2UUA 2 NShMIAU-8UNGU 2566 (Vol.1 No.2 July-December 2023)




mslsinaiaculsaaly Mo uunaanuEAWRISUGIDMSIENAISUSMS
uoLNrDaNEDVINEIUTIKIGD@SSIH/NINIWIY MalloUs:AiU

4. 35aniun133

4.1 Yszvnsuazngudiegn dnvisadisrvalneifunsunviondoluimingassii
idesanlimsuinnutnvieniioriuiueu winsuindswoumnn §iseddlaldgnsimunuunnves
naufegne LilensAnuideAadeUszunsues (Khazanie, 1996) fvuaseiuanuiBesiud 95%
wazArAuAaIatndeuliiAy 0.05 9zldsuiuiiegs 385 Au wazidendiedrauutudey
(Accidental Sampling) mstAufegnsuuutadyasvhlmditelssannsdrviuunnuazwainransla
g1n eliannsadinaNLeing warannsataianigiudmiunsidelueuian e

ALAINUALAIIUANAT

' P
a Ya v

4.2 \w3asfians3de 1Hud uuvasunuiifiteatstunnveuadudon sndudosiow
Tunvuasunu utseenidu 3 du loun deyamiluvesinriondier wadnssunisvieuisn uaz
usagslalumsidoniisinusy Wusnsusziiuauuy Likert’s 5 586U (1-5) N15A5I9@0URAALATN
\A3paile idnsflauuvasumudanainansaoy fail

4.2.1 NMINAFRUANNATY (Test of Validity) Aag 10C (g3xa Asnitium, 2557)

N3P 3I9FUAILATIANNLTHET (Content Validity) 1un1snsiaaeulagende
fidenmgmeduilon (Subject Matter Specialists) w3efnssnadivhnsnsaasudinilagnis
wansauiulusiede nsnsisdeukazUseiiuauninveinuudeuaiuwuuiilasasieiu
AM59nnnALUU1Ess1uIY 3 v Weldarudiuanuds Tanslunmsdum finusifvuadves
doga A1 10C > 0.5 maneaudn maudetuaztaldnsstuinguszasdvesniside wan1sUsudu
IfiFnnunseniion fail 1) wdasdust 0.90 2) 9101 0.70 3) Tesmsdadine 0.70 4) Msduay
n15AanA 0.80 5) Wine1u 0.90 6) NT¥UIUNIT 0.80 7) ANBULNIINIBAIN 0.80 %qagiuLﬂmsﬁﬁ
annsatildle

4.2.2 agthuvuasuninld (Try out) Aungusegns 30 au fildldnguiszeinslu
msfnw witidnuauglndlAsstu ileneaeummiiilaludedanuvenguiiedns suEdisnaiu
Yoyauaziirdeyaiilsumerninutndedoveswuuasuaiu (Reliability of the best) Tnglden
&uUsAvdsan Cronbachs’ Alpha Coefficient Awnsgiu 0.7 Buly uansinadosiiofnuameiy
inausiensUld dldrranunindediedl 0.87 (Shemwell et al,, 2015)

Va o

4.3 nrsinususandeya nsiusiusndeys fidelduuvasunudungudegisdiuau

Y

385 g Ineaiunisiiusiusiudeyaluduneiles (Aayen vuesszdny 1nlng) snnetiunga

g
(FAglum) SNeNUBIIY (Uudeq) wavdunenuasiay (QHavay) lneimuadadiunguiiegig
ndnunguiiednedild feil nduegidludiosgassidl $1uau 97 eu nqudslun $1uau 96 Ay
naumeg 1AL 31U 96 AU Uaznduiieg1aHoau 31U 96 AU Tnedaufunuuaeunuii
Tuthsfusssunuaglutneiuvgn faudinan 8.30 1. 8 17.00 u. Woungadnieu 2565 f3 nuatius

2566 waziiufmegswuutadey deyaiiliihundmszisalusunsy JASP
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v

4.4 A15AIASISRYaUA

v

N15iATIEteYalInkuUasun1N nswlanaazwuy aldnsdndunuudanne
Tumsinndstioanitu 5 s Tneldgramadiuumsunsniatu adnfldlunisiinszideya Téud
nsduunngumemaliadulidadulauuuannes (Decision Tree-Regression) inadanuliiindula
LUUDANBY NAATITRARNEN M YeWNLTY Tinviouflsndenlduinig FefinninaueiFnns
ma'wﬁiumsaumuﬁmﬁumsﬁaqLﬁm (Karakitsiou & Mavrommati, 2017) lagd@uluglddmsunis
Annwinsiamasugislugiinieifigiumsveadisandundn (Curtis & Kokotos, 2008) fuliinng
éfﬂ“uiammamﬂﬂumiﬂ%mmhvmma“mimaaa Tudanasiunsasauwsuianisinauls dusuusn

i '

UANWEUSK ﬁammmﬁuammammhmm ﬂ’]ﬂuu%@%@llﬁsﬁ(ﬂLiEJUiﬂ%ﬂﬂLLUQ@E)ﬂLUWU@EJBEJ NNT6EUN

A )
TayaTuagiuAMINYUEUIYATYA ﬂﬁzmumiumf\mmwauﬂammngﬂmLLuﬂLLazﬂum‘Emm
Tufianwieins 4 mssudegaaunsaduialiifievingudnuvaslnilideyaildiugean dulsinng
snaulagnasatudmiumsaiauuiassedeyayaiFeusiiasalflunsinessduviosves
fuustmng Bmstaamansguiansnsenisuusnuuasiuusdasy uadlifomnisand

Wasiuieatiummnivsduresnngmsaliindsdne wezlidnludosdiauufign (Han et al, 2012)

5. HAN152Y
NSNAABUUSEANT N INANULLUG1VIMU U maaaUlaeldnae 4 wnust tawn AU
A1asaeatade (Mean Squared Error : MSE) 51n1@04U09A1LRA8ANNRANAIAN1G9889 (Root

MeanSquared Error : RMSE) ﬁmmmﬂﬁlaué’mgﬁma?{a (Mean Absolute Error : MAE) ViS@3Lneus

'3
a

1A1119557U A (best value = 0; worst value = +o0) (Chicco et al,, 2021) wag R? A1duUsEaANS
n1sindulanyga (Coefficient of Multiple Determination) Wu31 LNAFITAAIAIINLIUEIVD S
WuuUSIauMINzaNd JAiAnadsauinnainiidades (Mean Squared Error : MSE) winfu 0.245
sInfidetvetAnadealuianaIni1deass (Root MeanSquared Error : RMSE) winfiu 0.495
mmm%uﬁmyaaﬁmﬁa (Mean Absolute Error : MAE) wiifu 0.352 wae R? Adulszansnissndula
wyA (Coefficient of Multiple Determination) WU 0.784 %ﬁﬂ'wagjiwdw 0-1 Badlnd 1

wladwuuInasainuenalaaunn (Chicco et al,, 2021)

A15199 1 LNUINIAAIAINULIUEIVDILUUINADY

nagiAIAMNLLLEN Lneua AfuUs U lunsiuIeAMuLLLEn
MSE Xx 0.245 AuIn
RMSE Yy 0.495 A
MAE Zz 0.352 AuIn
R? aa 0.784 fan
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1Y

fuUsdmuszannsnann dauandlusuil 1 uansdnu 8 nua lnetdnvieadiedlrnmddny
funansausiveaitinusududufuusn aunsnduungudnuazvesiiinus Wy 2 nduldud ngu
duaENINEnTI P6 (n = 127) wag NEUMIANERLINTAAA P4 (n = 181) Beldruauannninnguilusn
LarUsEneumenguAndnuazses Ao yaansilnuinig P5 denvieaisrdauunnliaudify
Aadnuzivuant uarlianuddyaudiuyeainsiilsiuins (P2, n = 67) uenanil tnviesdlen
maﬁ’auiﬁmmﬁﬁzg%Lawwzuﬂmﬂsﬁiﬁﬁmi (P5, n = 69) Wit

nauAAdN Yz Tans fie nNdNwAENIINEAM (P6, n = 127) Usznauiioadnyuz5eq
fio ngudnwauENINIEAM (P6, n = 69) WagnaunTzUNSIIENT (P7, n = 58) Fangudnuniznig

a Y] a g v o w X Y N9 ¥ a
NMEUNIN Nﬂq@iﬂmaﬂ@m%s@ﬂ LLa3ﬁ]zaﬂiwﬂﬂmmﬂ@mﬂmumﬂmEJ‘UqﬂmﬂWﬂMUSﬂﬁ (PS, n=62)

P1
n =308

< -0.142 z -0.142

P6 P4
=127 n =181

< -0.636 > -0.636 < 0.681 > 0.681

P7
n= 58

P5
n= 69

2z

17 < 0.398

P5 2
<c> 0735 > 0.398 <0>0869
n= 62 /

<[> 0224 \

27000 3600 07’600 08180 01790 05150 021600 065300 0.91700 1.52000
n=38| n=24| n=12| n=46 n=20 n= 47 n= 45 n=42| n=27

U 1 duldiiadulavesyadoya

6. 8AUTIHNANTIY

ffaudniavesnuuinistiy Fesadudulsraunmsnaalinzfutnvieaiisiusazse
duUszaIn1INIRaInesUERILY TN YosuRuNNIRAa Tmevaussaufinelauazadny
fnfvostinvieadisntudeadufugsiaiinusudadugsialiuinng drudsvaunanismanniiindy
nitinusazdswadensdonlivinig anufisela Snitsdidvinasiorusinfvesinviondien a1niia
dulssannmsnainiia 7 Usnmsvesiaudsaamuin dnvieadfiendenaudnuasiiinusg 3 Usens
Lown nandaaidundn n1sduasunisnain wazanwazn1an1enn wasiauanvuzdas taun
yaansiliuinig nszuaumsliuinns uazsaniiin) senadesiuauideves Kosar & Raseta (2005)
s2udn auamvesHaAndalswsduUszinnmsnaniiuszneumetanuazesdusznauiilills va
Fegnundaludsiiufiuazaumirildduennmainien Wudsrtuuinaiudiuifgele wae

M3ITUANNABINISVRIUNYIBAUTIEY HARSMIlTIMsUAMINeTian1Tas1eANaRnAdas T uYDIAMA N

29999AUTENBUNLENANAULAZANADAAR DINUIBINTEUIUNITUSANS Barjaktarovi¢ (2008)

21SANSUKDNEATINEIAGNA (LUUEGHAGSIIA:AaUGNA@S) Journal of Vongchavalitkul University (Humanities and Social Sciences)
UA 1 2UUA 2 NShMIAU-8UNGU 2566 (Vol.1 No.2 July-December 2023)




mslsinadacdiidaddly wosmunarahunERWRISUGDMSIENIBUSMS
uoLNrDaNEDVINEIUTIKIGD@SSIH/NINIWIY MalloUs:AiU

v @

4en9IN# (Chan & Wong, 2006) Mslaziuumesiidriinlsusy Tusluduredsusuduogifusuds
fneq Tafessnvlsausy SnvensdaaiumananadunainannenuduiusiiafugnAuAuuasnis
lé’uﬁqqﬂﬁﬂm (Karaman & Sayin, 2019) Tun1s@nwifieafulsausy 1-3 arludssmaniun Adzoyi
& Klutse (2015) 58191 servicescape Tulssusuiinansznuseanuisnslavesiinvionilen lnsiannz
\n3esile-gunsal AU LagLasadne denaseadufanelanin Wulfeadu Faizan & Muslim (2014)
spyanmundeuvenenmiinansgnuiuanufisnelavesinvieniedluns@nwlsausuiaosy
Tuisloaunuds wlan wasidedls

n30eilon1539e Mslanulidndulalunisvinideassdl msitudegrauuududgyuazauld

() [ !

dndule Wuedssdleffirdmivinvonislunmadenlsusuigdindefunsudmiagassii
1) maiuegauutadyfentestunisidendithiumiogndoyamunisdidaiazain Tuuiun
yaamsideniifinusuansnsavildlnemssunumudniuiasdeiausuuzantinvieailsdfinsaniiie
Fw¥agassnil Asidusslovinsedumaeyaiidnddldine dud Yssndanan Geanunsalidaya
Fadnifeaduiiinusu Asensarmaznin wasaruimelalnesimvesgnén wenaint 3n1siigide

ldanusamugurseiivuanguimegiuaniziatzacld luyiwiaigideriinisdisia vsearnngu

=) v 1

Uszrnsnaunsatndaledne azidunissunmutinveaneluvusvsanemsenndauls 2) auliinng

v a va o

naula fIdvanunsaldsuldnisdnaulalunisimsziuazseytadenddyiiinasdensaniunuaes

Y

PRy 1 v aa ! = v ) o a 1 v A Y a
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Abstract

The objective of this research is to study the personal behavior of individuals who use
self-service laundry facilities and their decision-making processes related to marketing mix
factors that influence laundromat services in Mueang District, Nakhon Ratchasima Province.
A questionnaire was used to collect data during December 2022 to January 2023, with a
sample size of 385 respondents. The sample data were analyzed using descriptive statistics,
including frequency, percentage, mean, and standard deviation. In addition, inferential statistics
analysis, specifically Multiple Regression with the Enter method, was conducted in this study.

The study revealed that marketing mix factors, particularly those related to product
and promotion, significantly influence the decision-making process for choosing laundromat
services in Mueang District, Nakhon Ratchasima Province, accounting for 61% of the variation.
This relationship can be represented by the equation:

Y =0.096 + 0.182 product (X;) + 0.148 promotion (X,)

Keyword: Laundromat, Decision to use the service, Nakhonratchasima Province
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Abstract

This research is a quantitative research that objective was to compare the differences of type
of street foods, and to study external environmental factors influencing the strategic adaptability of
marketing mix (7P’s), after the covid-19 situation on Mueang district, Nakorn Ratchasima province.
Population and sample included 400 sample of street foods entrepreneur using research tool as
questionnaire. The statistics for analysis were mean, standard deviation, T- test Independence,
anova by scheffe method and multiple regression analysis. The results showed that the differences
of type of street foods, entrepreneurs of street foods focus to strategic adaptability of marketing mix
were not difference are product, price, promotion, physical evidence, process and entrepreneur and
employees factors. For the place factor, entrepreneurs focus on strategic adaptation of the marketing
mix was different. And the external environmental factors, namely politics and law, economy, society
and culture and technology, four factors influence the strategic adaptability of marketing mix (7P’s)

at significance was 0.05. Able to explain the variation with the dependent variable correctly 66%

Keywords: Strategic adaptability, Marketing mix, Street food, Covid-19 situation
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$mevinadroadeluiufiansisue wu eain Suslaum ouueuiiulasueaniuinainuas
SULUUANSYY 19U Fu18919NT 50UTTYNE1MS saLduSumia savnee1ms Wudy d51ane1msain
ownslufudamans wasluifeuvesailuriesdunasinvieadies nsdmiigenstanslussmele
vgei81959157 Lilosannflanuazanuagiangauiuiddislulagdu (asdyn dudutad, 2561)
uaNaINt A530Y0T WAA uae wnaA Fo¥mi (2564) Taramanevesduesiumainduemsnien
Fulssmuvdeiniesiuiisimisuinasuouuriefiassueiisinaduduems saifureeims viesn
91M5lARBUT (Food truck) figneenuuuiautasdunmsionzlunsnsuussuazuinisesns aennded
Futeriud Tosiau (2564) na1ni1 $uemsiuymedmigemnsuazieseud3agUTinssmsegsuauy
ynawi madiusn Aulassae Thedumneenns sousmnewns wenduduniseamsudsenuensly

o

FAnUszdrTuiindousudsemuonsludiausedriufindonsulssu el dmipuasmadiniuloungl
A deiugsiasuestiens leefimsdafansanfiesnsdummduanauniu Tldsummdoiouay
ﬁa@ﬂﬁﬂﬁaﬂLﬁmmaﬂ’umﬁaumiﬁs@ﬁa (BuIons eoulail, 2563) ﬁyuﬁ'%ﬁuaWmisﬁwmqﬁﬁﬁwﬂu%’w%
uasywdn wu Suewndlusaeluithune smadestides Wi 5 miy nudu G mu lase Dusu
asléin $ruemsiuvng (Street Food) vanefia $rudwinsonwnsem ennsvmu iedesilufiuiidrans sen
OUUALAY warUeaNI1U InanvanegURuUUNIIVIY W FUIEeINT SOUSIYNEINS SOMUSINI 5001913
wwaeu Wusu Meensiniuemsdiamans wasluesiilduauilen aunsaneuauesiinisld

FINDYIBIITU AZLIUAINNFZAIN
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4.2 Jadvanwuandaunieuan (External Environment) WutadeiigsAalilanusaniuaulfiiy
Hadefinansznusionudiiavessina aATeillfiuuAn/mguives Wheelen and Hunger (2008) (u
nseuLnAnluMTIAIEianmwIndoumouen Taglimnuddyiunsinszsianmnndouneuend
\Sun71 PEST Analysis Usznaunle 4 Jade laun

(%

4.2.1 Mmalednagngmung (Political and Legal) Jadeidsuniaslumuulouievesisi
Aeatestugsialutaanadu q satingmneviengunasisng q Anaismainuazausiomiudisaves
g3fadueIms

4.2.2 \rywgha (Economic) TadeiAeadestuanmiasugiavessaima uladeiidamanionss
2E1NAUNNGIND wiesvsire el e wevessrsuluszma ussiduiaimunnain
suelngfluvssmadnie ssfadsiesdamumierlunmssuiionnuansenuantadeirsvgiadl wu Sam
Rusila/Juile Sasansineanu Wudu

4.2.3 dsaunazTanusssu (Social and Cultural) Jadsiierdesiuannmnsdany anuide
ATl YausssuuuuwunMsiuEin usewginssuiifnasionmsdendeomavidudvesgndn

4.2.4 walulad (Technological) Yaguwmalulagiinnuddglunisadralenianiegsia ia
Tomalunsitmungsfalivsyauanudiia fedagiuiuiiviegusudnilvgfonmaluladlunmsduiuiia
sulufawwldulusuian

4.3 n15USuA1TINagns (Strategic Adaptability) Ine McKee et al,, (1989) linnnumunedn 1du

nszuIUNIgUsEneunsidlunsiiasigideyaananinwindeuniteuen waglddayaninariiens

Y

[
a o 4a

UFusvnagsia Metlmsuudatedesiumsuasunagnslunmsudsilivangauiuanmndeusieg
Ausznaunsdludesuiudibidndvaninuindenvesgsislunansq fu wu nswandudl n1susnis
n13a1A Fesmamsdndming yaains ey saudssuneanuaznindie 4 Wudu suitedja
Hadeiitiualiusznounsiuemsiremaimsususilushumsnanalsundedodiuuszaunsnann (7P’s)

4.4 daudszaun1snain (Marketing Mix, 7P’s) 1ag Kotler and Keller (2006) na1731 115311118
duanladlasalinnuddyduimdudiegiuies widesaiiauianelawaznisusnisungnAdig d@uu
Usraumsnandaduiaesiiefisiuendsiiieadesiumsuins 3 s leud fuszneunisuazmsuinisves
wiina nvaznenienIn AsuenNuaEMNYEeUTIBINIANTUINS LaznsEUIINSRaLARuauns
Tusn1s Wanfiansandiududiudssaunisnain 4 6w baun wdedueivsedudi 1A1 Yom1an1sda
g wagmsduaiumInaIn dajudulssaunsnanaissenoudiefanssa 7 Ussan vide 7Ps Tuns
MvuAnagnsdmsugsna loun

4.4.1 w@nfusi (Product) vanefs Asfignihaniauegaaiaiiensuaussnnusuiuvieniny

fioen1svesgnin a¥anman (Value) uazusglowl viliignéinanuwela wandwsinisniauseadifiny
yizelaififanuld nBnSusiusznaude Aud U3ns AuAn antuiine vidondneu

Y v 1 (Y] a [ (3

4.4.2 5181 (Price) vngiis AuvungnAfeedefunNandugiviousnistu 9 n1sAmuasIAN

dudufnanmsaadmanedtdesnisilsviedenisvergdiuudnatn vsedesnisdediuguiatunie

[y

Wmnedu 9 msnsnadedlasunissensunnaamadmneuasdivauidla
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4.4.3 9919015999191 (Place) u1efa Aanssuineldesiuussenne aawnaedlunis

v

diauenAnfurinaruinisungndn Sedinasonisiuifenmeuazauysslon fuedosRiarsananiuiiag
(Location) waggasnslunisinaus (Channels)

4.4.4 M3daaSunnIRaIn (Promotion) maneda wedssdelunisindedeansludagnin Tned
fnquavasdiludsdnaaidodngs TduthigndliAarrunfuasnofinssunislinansuriuasuims St
fadugamslunisadsduiusivgninde

4.4.5 fusznaunisuazniinaiu (People) munads fusznaunisiruenmisudentnaud
oA sivieed fenwansamsudlelyminannsanouaussrnudesnsregnaild damaniiEu anmnse
afeanunalanignAlastawansavioguady

4.4.6 dnwMrn18AIN (Physical Evidence) Munefia anwagN19N18AIMLAZJULUUYBY
wanfausiuazuIng eairsanufiswelauazaianmueungnd Wy mIudsnmeazeaBeuios n1519591
gameaulsulaymsliuinisinng udu

4.4.7 n3rUIUNIS (Process) mueds sunoulunisudn S1uine wazdsndniasiuagnis

Tusns eazdesgndes and WuiinelawarUseiiularegnen

5. NSOULUIANIUNISIVY

faudsau AuUsnu

dayadiuyanavasfusznaunis
[ R a L}
$ruownsiums 1ud el eng sy n1sUsudnlenagnsdiuuszaun1snainvuag

ueIMNTSUNMNINAaIRINEnIUN15AIlAIN-19

NM3ANYT Uszlanitudi szeziaily )

nrsanfiugsne s1eldiade uas " wamaum (Product)

NANIZNURDYDAUIYDINT = 51A1 (Price)

" aN9N153na iy (Place)

Uadeaninwwindaunieuan (PEST) LA ,
" ANTEILEINNTRAN (Promotion)

b4 '
1dun N .
" fUsENaUNIHAZNUNIIU (People)
" AVINERAEAITIIDS

(Political and Legal, P) —

" \A58§Na (Economic, E)

" A3¥UIUNNT (Process)

" §nwaen19nIgnIn (Physical Evidence)

(McKee et al., 1989; Kotler & Keller, 2006)

= dAunaz InusIIy
(Social and Cultural, S)
* imalulad (Technological, T)

(Wheelen & Hunger, 2008)

UM 1 NTOUKUIAANTTIRY
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6. 35AHUN1TIY
6.1 UszvInT YUIANFUADDEN WATNITEUAIDEN9
Uszansildlunisidede Ae fuszneunisiiuemssumslulwnduneiiies Jana
upss i nsdllinsudwulssrnsuaglinsuadmdonuuniasgiuvealszuins ligasves
Khazanie (1996) fwuslsiannandesiufl 95% wazimualimnnumeindeuiiseslifawindu 1 dwly

10 dhuvasdiudssuunnsgiulseyns (0)

2|
n=1£u.0
E
n = IUIUFIDYN
Zap, = AERULINATIUTSTAUALLYRNY (1-00)100%
a = g uunnIgIuUeIlsyyIns
E = AnuAIALARaUNEaNlALAA
A n = (1.96(10))2

= 384.16 = 385 (Uawrwnedon Wundniiy)

fadu Auadldsuausesns 385 1 wiilatiosnsauRanaindswelfungusegiadiuau
400 518 Tnernualiranuaandeunasdiufonvumasguaaiy dwaliaeudesugedudy
95.44% ganinsedy 95% Msaly (aziBen Aardies, 2560) iesanifeidediialumaiiususndoyaly
FossrazinauazIulszIn FuFNITNNTFULUURIL (Purposive Sampling) Iﬂmﬁamﬁu%’aagasluﬁuﬁmm
gunawdloiififuesiunis Iiun sanlwithwnizg $1uau 70 $1u aannfestiilessn S1uw 20 $u
AanaL L 911U 90 $1u eanalaly 91U 5 51U PAIANAILEad 11U 30 S1U AanrlBslNADY T1UI
40 51 #a1m RN Yard 91194 10 57 sanalusiuiensausnn 97w 15 57U aana Mayfair 91u9u 10 57
Nuflusiimseu 9 lsaneruiaumsny sauau 20 $1u ﬁyuﬁ'maLﬁw%nmmwﬁmwﬁmsmé’aiwﬁa
upsTTAIRaTIAINESumaluladswueasaIu S1uau 40 S1u warduenTnsIumeus naiuTias s
A9 9 91U 50 U

6.2 \3asilal{lun1side waznsnTadeuqUN YR LATD D

ATeildinteciiolun1side Ao wuuasun1y (Questionnaire) Inefaurunann1snunIy
5snTIULasAnEuATeiAeates wuuaeua il 3 mew feil

noufl 1 deyadauyanavesiiUsznaunisiuesiums Sheun 7 4o dronudutssiam
WUUATI9a8UI18N15 (Check List) Lan Uszianduenmssumig twe a1y seaun1sfney seesiailunis

Aiugsia seliade uaskansznusiogany

aa

AaUN 2 wuvaeunIuinsziunudfyvesladeaninuindennisuannidnsnasenis

UFuddanagnddiuuszaun1snaiandsninaniunisailada-19 Usenaunieg 4 a1u lawd nsilleduas
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nnMue LAseEie deaunazimusssy wazmalulad $1uu 11 4o dedarududszsianuuuninsdiu
Uszanauen (Rating Scale) Sefiuannsin 5 sedumuisues Likert Tngliansesuamnuddnpnniigaidu 5 4
anuddgunidu ¢ fanudidnunatadu 3 fanuddngiendu 2 uasfiauddadesigaidu 1
(Likert, 1967)

poudl 3 wuuasunuinsERuANdRUINsUSUT I nagnddIuY s aNn1SAANAMATIN

o 1

A07UN15aLATA-19 USENaUAIE 7 91U bawA NARSE S1AT Y99INI9NISIATINUIY A1SABESUNITAAIN

Y o

AUszNaUNTUaNTINIY NSEUIUNTT Wavdnuaen1anenIn 31w 22 e Jednmdulssinnuuuning

1Y) [ @

druuszanne (Rating Scale) sAunngin 5 sedunuisves Likert Inglirszauanuddquniiaadu 5

]

v v ]

a o U [ a o U [ a o U L4 [ a o [
nANudEIAUINY 4 danudiagdiunatndu 3 upndryuesilu 2 waziaNdfyusengaidy 1
(Likert, 1967)

Tuwuuaauaunauy 2 waz 3 Inasiwdannuanedaseauidudie lewn 4.50-5.00 runeds

a

ANUANAYUINAGA 3.50-4.49 vuede ANUEIAYNIN 2.50-3.49 viunede ANUEIRYUILNae 1.50-2.49

o v v

yanefs Amddnylion wag 1.00-1.49 mnefls awddytiesiign (Yo iazein wazyayds dawd, 2561)
Fideruuvasuauneudl 2 uar 3 lunsaaaeumedviinnuasnades (I00) MngideIvey
117y 3 i wudaglen 10C 3nnnd 0.5 wansindednufianudenadetuingUszasdinisids (idn qrsaga,
2556) niutlunadeuldfunduiuszneunisiuemsitlildndusaegns S1uau 30 918 Ainsrzvimen
Audesiu (Reliability) é’wqmé’uﬂizﬁm‘ﬁguaam (Q-Coefficient) ¥4 Cronbach 3A1 Cronbach's Alpha
faust 0.70 Ao darumanzauuazindeie (Devon et al,, 2007) Han1iamginyi wuudeuaasRU
ANudIAgvesaTan nLIndouNIBUeN 91U 11 U9 1A1 Cronbach's Alpha 0.71 waguuuaauaiuin
FEAUAMUAAYVRINTUTUMIBINagNTaIuUsTaNNITNAINMERINAN LN TAILATA-19 F1UIU 22 To AN
Cronbach's Alpha 0.77
6.3 maiusiusaudoya
middell \uteyaannduiiedns Tnsdenifuteysluiiufiunduneiiios Sminuassvdn
A e msunemie Tiun saaluithuine sandestidessn aameniu sanslsly naravdaoad
panavualidon aanm RN Yard nanalwiungnsanusmnn sann Mayfair Aufiugnaseus Tsmenuiaumsa
fufimavinuinaessiuaminerdesviguassduuaruninedomeluladsvunadai way
%’mmmﬁumw?nmﬁuﬁmmimwm6‘] 2055w IRR A 12,00 — 21.00 1. SEWIEUNNTIAL 2566 —
nuaiug 2566 Turasiaamunisallaie-19 wieas
6.4 msdaszsidaya uiteildadalunslinseideyadiuau 400 ya il adfdmssonn
A Araud Ardesay Anade uagadudonvuinnsgu druadileoyuulivaaou Aruuanng
sz RAEveRIRlS 2 MuUEIen1sMAaeu Independence Sample 31A5129iAULUSUTIUNA
Weafudsuinnan 2 §adaen153AsIe9 Anova negeuaunanasdusies Aeisues Scheffe uax
NAADUAIINANNUTIENINAIUTAN NN 0NN UBNAUAILUTAINUTZAUNITAAINGIE N1TILATIZN

AANBELUULTINY (Multiple Regression Analysis)
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a v
7. HAN13238
7.1 fUszneumssuenmssumsineusuuaeuaudulng umemds Srumu 215 au Andusesas
53.8 daulvigjeny 36-45 U $1uau 171 au Anlusevay 42.8 dusansfnulussaveyuiayg/dia. $1uiu

130 A Andusewaz 32.5 daulnguszneugsiaiuemssumassnnamnsnuds 31w 71 au Aady

o

Soray 17.8 Watanmsimemsumadussezina 6-10 T $1uau 179 510 Andudevas 44.8 51eldade

1NN15UASIUBIMNTIUNNG 25,001-35,000 UMsaLiau Anusaay 38.5 wardan1un1salladn-19 diua

nsenulinlduganveannslndue 1SS unmssivisawAY sl 271 au Anldusevay 67.8
7.2 wannshnzisziuanuddgdaduaninndensueniidnadonisuiuiudanagnsdi

UsEaunI15naInvediueImTTuNIIvaIINan1uNsalladn-19 wudl gusenaumsiianudidgiulade

anmuandeunisusnlunmsiuszivuniign (X = 4.63, SD. = 0.28) Weiarsadusiasu wui Jade

v 1%
(% ¥ v a

ANNINADNEUDNATEAUANUAAYUINTGANS 4 U Aell nsilleakasngyine (X = 4.68, S.D. = 0.48)

walulag (X = 4.63, S.D. = 0.41) wisugna (X = 4.62, S.D. = 0.41) wazderuuazIuusssy (X = 4.60, S.D.
= 0.31) MUARU F9voL AU USIAUVDINANITIATITRITNUAIY A9l

7.2.1 Madlasuazngyang (Political and Legal) nams3demudn usznaumsimemssumali

@

anuddgdudsudunile fa masnistesnisuaznisamuaulsaszuin sesaaunfe wasnsBeledlasu

o

HANTENU wazulouenseduAsygnanseRunsusinAvessevy

7.2.2 wialulad (Technological) Hams3denuin fuszneunmsimemssumiianudAgdu

o

FUAUNTES AD N1TVIWOINIUUULAALEDT (Delivery) 1w Application f9 ¢ 5998911 AD YOINNNTAAADFDANT
179 Social Media Waltasaiun1smans

7.2.3 1@58g0a (Economic) nan1s3denuin gusgnaunisitueimssunislimnudidgdu

= =

BUAUNTY AR TBNIINITVNNUINLTY 5898907 AD ANTRTIUTDIUTEYVURBN1IELATYENY wasTaded
danasiawsugia 1w nzRule sasnenidy Ausadus dnsinsIeny Wusu

7.2.4 Fpuuaz Iwusssu (Sodal and Cultural) Nan533ewudn gusenaumsiuemnssumnsli

19

audAgdududiunils fie woRnssunsguaguannvasUssrnvumaaniuntselledn sesaan Ao fuilnawiy

o

awazmnauglunsiulsemuens waziuslnasulmllinnuaulaemsnaniddeuuwardwindon
7.3 N13USUANTINAYNTAINYTLANNITAAINVDITIUDINTTUNVAIRINAIUN1T0ILATA-19

nud1 guszneunisiuemssundliaiuddgiuiadediudszaunisaain (7P’s) luamsiusedu

=

1nfign (X = 4.53, S.D. = 0.24) Wefiarsudusedu wui gussneumslianuddluseauuiniiand

5 anu LA dnwagnenienn (X = 4.70, S.D. = 0.38) nszuiuns (X = 4.65, S.D. = 0.54) 48IN19N1599
iy (X = 4.53, S.D. = 0.33) gUsznauniswazntnaiu (X = 4.53, S.D. = 0.36) Lagn13daasunIsnan
(X = 4.52, S.D. = 0.36) daumiﬁugf’;L%aﬂaqméﬁagiuizﬁwmﬁ 2 anu lawn nande (X = 4.48, S.D. =

(%

0.40) wag 51A1 (X = 4.27, S.D. = 0.34) muaeu 3everiaustdudfuranansiaseisieniu feil
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7.3.1 dnwagn1anienn (Physical Evidence) Nan1539emudn gUsenaun1siuemsIung

1 o v & v W A o g vy o Y] ¢ ' o 1 = o A = v
IWﬂﬁqmaqﬂﬁULUu@u@Uﬁ‘UQ Ao V]']IWi']u@JLE]ﬂaﬂUmmI@@L@u WNINY agaqﬂLia‘Ui@ﬁLW@@ﬂ@@Qﬂﬂq RGN

)

Ao Humsnisaveunsly gunsaldesiumsfnsestadaau WU woaneges KY1uauviiinIn 1n3esingumgll

q ] U

'
0

Hudtu maiuruazeiauaendevesdud/gunsal/ussyfug Wesesfumsindenoufisdogndn uasiiiis
seemslneriuszazinaasirfnduauaulmaiL

7.3.2 N32UUMS (Process) HaN15398MU31 fUsznaunisiuemissunialianuddgdu
Susiunils Ao msuudgsnszuaunslumandauazsmisonsliazninsndunniy Tngduneluladan
Tlufanssunsuneuasfnsedoas wu msdstovnsesulay] nstrsedu nsfemuaniugdnds n1ssudie
fu platform dse1vnsesulay iludu sesaunfe minseauquanvesduitiielilmAnauianain
Tunsdndslvifiugna

[

7.3.3 Y0aen153ndnng (Place) HamIdenuin guszneumsiuenmssunmslianudidsy

Hududunils Ao maiugemnsdsonisligndldidonmarnvansinniusssasatunnudomnisvasgndd
sesaan Ao vewndiemnslvigndildiden 1wy deamsesulationzvesfuouendiaduiivneiiudngi
19 Grabfood Foodpanda Lineman 10udu uagdanisisnaidimreniaminiiunazesuladlinseiu
nafignéndesnisie

7.3.4 fusgnaun1shagniiniu (People) Han153deNudN {Usznaunsiue mssunali

<

anuddg uduiunils s msWamiwaziieudAumanuimenuas sesaan Ao anuldlatuguewdelu

% | ] 1 ° < v a A aa & v ] °o § v v
NN 9 A1 U Maadldvinn S1eileegwasiniaue Wudu msusnsnd Dlueidn duuduudsla viligna
welatuRunnglunstedud uwarandwiugnitasentnaulimangauiuyiwiaidndu

7.3.5 n13daaiuni1smana (Promotion) Kan15398mudn gUsznaun1siuemsIuneli

[ YY)

ANMUEAIDUsUAUNIY Ao N1sVNUsTYFuRUSSuAIN AR ulaY So3aun Ap davinTUsuTunSe

o

duande 9 Iiedganuaulavegndl uaznsasuamanwalnavinlrignAidnusevivla

19 <

7.3.6 wandaan (Product) nan1533enudn gusznauni1siuermssunialvauddgyidu

£

v o = =~ A

Sudunils Ao Uiuugdudmteomnslifienuanvasudanlmiinndauiionsgalagnd sosasn Ao w0
§1ming evnsusUssviiduyugdlurasaniunisal wagnsuuandiuauemsivglin

7.3.7 31 (Price) WamF3dewuin fuszneumsiruemmsiumslyimnuddndususumis
Ao msusummadimngauduaniunisel sesasnde nmadenliingAuifamnmlndifswsisaiding
wazmsdmiuinguiare ensivefideandunumsiaiu

7.4 NANITNAADUANNAFIY UTTeANVaT UM TTUNIakAna e udn1sUSudLBanagvsdIu

Uszaun1snana (7P’s) naannaniunisalladn-19 lwagunailes Smiauassvdun liunnsnsiu

Han1Inageuasuln Useianvesiuemssunisansaiulianudidyiunisususs
WWanagnsdiulszaun1snainnainaniun1sallain-19 ldusansneiu loun Jadendndue s1a0 daady
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Abstract

As a vital sector of the service industry, the banking industry's primary mission is to
provide relevant financial services to society, playing a pivotal role in both economic activities
and social life. This research aimed to investigate the relationship between service quality and
customer satisfaction based on relevant theories. The study had three main objectives:
(1) to examine the relationship between service quality and customer satisfaction within
Chinese commercial banks; (2) to identify the factors influencing customer satisfaction
and service quality in Chinese commercial banks; and (3) To provide guidance on
improving service quality and customer satisfaction within Chinese commercial banks,
ultimately enhancing the industry's competitiveness and facilitating the vigorous
development of commercial banks.The study utilized a sample of customers from Yinchuan
Industrial and Commercial Bank of China and conducted an empirical study on the relationship
between service quality and customer satisfaction using a random systematic sampling
method. Specifically, the primary bank outlets and branches of commercial banks in Xixia
District of Yinchuan city were randomly selected through a drawing lots process. The Pearson
correlation coefficients calculated between technical quality and functional quality, technical
quality and service recovery quality, and functional quality and service recovery quality were
found to be 0.517, 0.432, and 0.598, respectively. Based on the results of the empirical analysis,
this paper proposes practical countermeasures and suggestions to enhance service quality and
customer satisfaction, serving as a valuable reference for commercial banks. Data was
collected through formal questionnaires, and statistical software SPSS 17.0 was employed to

analyze and process the data. The hypotheses were tested through regression analysis,
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ultimately confirming that service quality positively influences customer satisfaction. Additionally,
the study found that the three dimensions of service quality, namely technical quality,
functional quality, and service recovery quality, also exert a positive and significant impact on
customer satisfaction. Interestingly, while service quality, functional quality, and service
recovery quality all positively affect customer satisfaction, technical quality does not

significantly influence it.

Keywords: Commercial banks, Customer satisfaction, Service quality, Technical quality,

Functional quality, Service recovery quality
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1. Introduction

Banking is a service industry that provides financial services for the society and plays a
key role in the development and progress of society and economy. At present, China's state-
owned commercial banks have completed the joint-stock reform, and a large number of
small and medium-sized joint-stock banks have sprung up and developed like bamboo
shoots. As well as the introduction of the policy that private capital is allowed to enter the
financial industry, the competition among banks has become increasingly fierce (Wang, 2013)

Nowadays, there are constantly new competitors entering the financial market like
international banks, and the competition between each other is gradually intense. In such a
severe living environment, high-quality service has become the key to the survival of
commercial banks, which is related to their own economic benefits and comprehensive
competitiveness. In recent years, commercial banks have made a lot of efforts to improve the
service quality, and have achieved remarkable results. However, customers' financial needs
are constantly changing with the increasingly fierce competition environment. Therefore,
China's commercial banks need to further improve the service quality (Li, 2011)

On the other hand, consumers are becoming the main body of economic activity. They
are no longer simply accept a product or service, but become its decision maker. In addition
to accepting the products or services offered by commercial banks, most customers also want
equality and respect, as well as some psychological needs. It also makes it harder for banks
to improve their service. In the face of changes in the development environment and the
status of service objects, how to improve the service quality of commercial banks and improve
customer satisfaction has become an important way for Chinese commercial banks to gain
competitive advantages. Moreover, China's commercial banks need to further improve the service
quality because the level of satisfaction and service quality is at the moderate level. Consumers
wanted more service quality from the banks to fulfil customer satisfaction (Chen & Wu, 2008)

Therefore, according to these problems researcher wanted to investigate factors
affecting customer satisfaction in terms of quality of Chinese commercial banks. This research
will take Yinchuan Industrial and Commercial Bank as an example to study the relationship
between Chinese commercial bank service quality and customer satisfaction. Moreover,
researcher will also provide guidelines to improve service quality and customer satisfaction of

Chinese commercial banks.
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2. Objective
2.1 Research Purposes

For commercial banks, providing customers with diversified and high-level services
can fundamentally attract more customers, enable them to have the strength and ability to
compete with competitors, win higher reputation and recognition, and improve economic
benefits. This paper studies how to improve the service quality of commercial banks as soon
as possible, try our best to meet the financial needs of customers, and make them satisfied
with the service of banks.

The main contribution of this study is to put forward corresponding suggestions for
improving the service quality of commercial banks, including building the bank's own brand,
overall planning and layout of the business network system, strengthening the construction of
business hall environment and facilities, deepening the customer-centered service concept,
attaching importance to staff training and quality improvement, and innovating financial
products. Improve customer feedback mechanism, establish customer information system, etc.
It also studies the service quality and customer satisfaction of Chinese commercial banks,
determines the relationship among the three, and makes clear which dimensions of customer
satisfaction is affected by service quality, so as to provide a reliable basis for improving targeted
service quality and improving customer satisfaction. From the perspective of customers,
the improvement of service quality can enable customers to enjoy better service and achieve
higher cost performance. From the bank's point of view, the improvement of service quality is
beneficial for Chinese commercial banks to maintain existing customers and develop potential
customers, thus improving the industry competitiveness.

2.2 Research Objectives

Researcher provided three objectives of this research as follows:

2.2.1 To study relationship between service quality and customer satisfaction of
Chinese commercial banks

2.2.2 To study factors affecting customer satisfaction and service quality of Chinese
commercial banks

2.2.3 To guide the factors to improve service quality and customer satisfaction of

Chinese commercial banks
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3. Research Framework

Independent Variables Dependent Variable

Service quality

Technical quality

Customer satisfaction

Functional quality

Service recovery quality

Figure 1 : Research Framework

4. Research Hypotheses
Researcher provided four hypotheses of this research as follows:
4.1 Service quality has a positive and significant effect on customer satisfaction.
4.2 Technical quality has a positive and significant effect on customer satisfaction
4.3 Functional quality has a positive and significant effect on customer satisfaction.

4.4 Service recovery quality has a positive and significant effect on customer satisfaction.

5. Literature Review
5.1 Service Quality

The concept of service reveals the essence and characteristics of service from
different perspectives, which all have their own unique features. In 1960, the American
Marketing Institute (AMA) first defined service as "an activity, benefit or satisfaction that is used
to sell or is sold in conjunction with a product." In 1990, the International Organization for
Standardization (ISO) defined service from the perspective of quality management. 1058402:1994
"Quality management and Quality Assurance terminology" defines the service as: in order to
meet the needs of customers, the activities between the supplier and the customer contact

and the results of the internal activities of the supplier.
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Although there is no unified and universally accepted definition of service,
marketing scholars believe that the characteristics of service can be discussed from other
perspectives. In order to distinguish service from tangible products or commodities and
highlisht the particularity of service, many scholars began to explore the essential
characteristics of service from the late 1970s to the early 1980s. Some scholars believe that
service has the following four essential characteristics that are different from products (Kotler
& Keller, 2013)

1) Intangibility: Service is a kind of performance or action. It is intangible, so it
cannot be perceived as a physical product before purchase. Due to this feature, service is not
easy to display or communicate, nor is it easy to accurately measure its quality, nor is it easy to
price. Therefore, for customers, service purchase is a high perceived risk consumption behavior.

2) Indivisibility: Services are different from tangible products. In most cases,
the production and consumption of services cannot be separated. Because of the indivisibility
of services, service providers and customers must have a lot of interaction at the same time
and place, and customers participate in and influence service transactions.

3) Heterogeneity: Services are basically a series of behaviors shown by
people, and service quality depends on many uncontrollable factors, so services have a high
degree of heterogeneity. The services provided by different service providers at different times
are different. Even if the quality of services provided by the same service provider at different
times is different, it is impossible to know whether the services provided are consistent with
the plan or publicity.

4) Perishability: The service cannot be stored, resold or returned. Normal
physical products can be stored for sale after production, but services cannot be. Although
some services can be booked in advance, service providers generally require customers to pay
in advance. This is because the value of the service exists only when the customer shows up,
and once it is lost, it cannot be recovered.

Gronroos (2000) a famous marketing scholar from Finland, first put forward
the concept of perceived service quality. He believed that service quality is within the scope
of customers' subjective perception, that is, perceived service quality, which is basically the gap
between customers' comparison of expected service and perceived service. If the customer's

actual perception of the enterprise's service exceeds the expectation of the enterprise's service,
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then the customer's perceived service quality is generally good, otherwise it is not good.
According to Gronroos, customers' perceived service quality is divided into two levels according
to different stages of service process: in the whole service process, customers get the technical
quality level of service, which has objective evaluation criteria; At the end of

the service process, what customers get is the functional quality of the service, which is
measured by their own subjective feelings. This division makes people focus on the process
of enjoying the service, not only the result of consumption, which lays the foundation of the
theory of service quality (Zhai, 2013); (Zhang & Han, 2011); (Yuan, 2015)

5.2 Customer Satisfaction

The theory of Customer Satisfaction (CS) originates from the development
and change of enterprise management concept. According to the different focus of output
value, sales, profit, market, customer and customer satisfaction, it has roughly gone through
six stages. Philip Kotler, known as the father of modern marketing, believed that customer
satisfaction is the state of feeling satisfied or disappointed after comparing the actual
perception of experiencing a product or service with the expectation of the product or service
before consumption.

According to the existing research, we divide customer satisfaction into three
levels: product satisfaction level, service satisfaction level and social satisfaction level. The
level of product satisfaction refers to the overall satisfaction of the product, including the
internal quality of the product, the price of the product, the design and external packaging of
the product, the timeliness of the use of the product and other aspects of satisfaction, among
which the internal quality of the product plays a key role in the overall satisfaction of the
customer. Service satisfaction refers to the service measures taken before, during and after the
sale of the product and at different stages of the product life cycle to make the customer
satisfied, that is, in each link of the service process can be considered for the customer. The
level of social satisfaction refers to the responsibility and maintenance of social economy and
interests felt by customers in the process of purchasing or experiencing products and services.
Therefore, only when the production and operation activities of enterprises are conducive to
the development and progress of the whole social civilization can customers feel social

satisfaction (Zhang, 2015); (Hu, 2015); (Tse & Wilton, 1998)
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In 1996, Fomell et al. further refined the previous research results and added
a new endogenous variable, perceived value, on the basis of the Swedish customer satisfaction
index model, forming a new American customer satisfaction evaluation model. Among them,
the perceived value mainly evaluates whether the products or services provided by the
enterprise can meet the needs of customers and the reliability of the enterprise's ability to
provide products and services.

5.3 Relationship between service quality and customer satisfaction

Service quality and customer satisfaction are two similar but different
concepts, and scholars have not agreed on the relationship between them. However, in recent
years, more scholars have considered the relationship between service quality and customer
satisfaction from different aspects of consumption, and believe that the most important
difference between service quality and customer satisfaction is that service quality only
focuses on the factors that affect service, while customer satisfaction is affected by many
factors, such as internal quality of products and price factors, service quality factors and some
personal factors. In the final analysis, it is believed that the category of customer satisfaction
is greater than that of service quality, and service quality is an important factor to evaluate
customer satisfaction. Parasuraman, Zeithaml & Berry (1991) proposed that although service quality
and customer satisfaction are two different concepts, there is an inseparable relationship between
them. They believed that service quality is a prerequisite for customer satisfaction, and the quality
of service determines the level of customer satisfaction. Zeithaml & Bitner (1996) believed that
there are many factors that affect customer satisfaction, and customer perception of service quality
is only one of them. Gronroos (2000) determined the order of service quality and customer
satisfaction, and believed that customers would measure their satisfaction according to the results

after they perceived the service quality, rather than the opposite direction (Li, 2013)

6. Research Methodology

According to the research purposes, the paper selects the Questionnaire on Service
Quality and Customer Satisfaction to investigate the existing problems in the Xixia District
Branch of Industrial and Commercial Bank of China in Yinchuan.

6.1 Population and Sample

The research sample of this study are 320 retail customers of commercial banks
over 18 years old in Xixia District of Yinchuan City, which mainly adopts random systematic

sampling method to conduct sampling survey.
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Random sampling refers to the method of sampling samples in accordance with
the random principle. Every unit in the population has an equal opportunity to be sampled,
completely excluding the subjective and intentional selection of investigators. In this study,
the main branches and branches of commercial banks in Xixia District of Yinchuan City were
randomly selected by lottery. An anonymous questionnaire was adopted after the consent of
the bank manager.

6.2 Research Instruments

Service quality and customer satisfaction questionnaire

Questionnaire method is a method that researcher use controlled measurement
to measure the problem under study so as to collect reliable data. According to the research
purposes, this study selects the Questionnaire of Service Quality and Customer Satisfaction to
find the methods to improve service quality and customer satisfaction. Questionnaire consists
of 3 parts. Part 1 is basic information of the respondents. Researcher uses 5-point Likert scale
to measure all items, and each question will be given a quantitative score of 1-5, with 1
representing strongly disagree, 2 representing somewhat disagree, 3 representing generally
agree, 4 representing somewhat agree, and 5 representing strongly agree. Part 2 is level of
service quality, with a total of 17 questions. Part 3 is level of customer satisfaction, with a total
of 3 questions, with 1 representing completely disagree, 2 representing somewhat disagree, 3
representing generally agree, 4 representing somewhat agree, and 5 representing strongly agree.

The questionnaire was checked about content validity by 3 experts, calculated
Index of Item - Objective Congruency (I0C) and found that IOC of all items are more than 0.5.
In addition, the questionnaire was checked about reliability by using Cronbach’s Alpha
Coefficient. The reliability was 0.92.

6.3 Data Analysis

Questionnaire: all statistics are carried out by SPSS26.0 statistical software, the
survey data input, collation and statistical analysis of the basis. This research describes the
basic information through the method of descriptive statistics. The Pearson correlation analysis
method is used to complete the data correlation analysis. This research also uses the method

of multiple regression analysis to examine causal relationship between variables.
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7. Analysis and Findings

From February 20, 2023 to March 14, 2023, a field questionnaire survey was conducted
on the business outlets of Industrial and Commercial Bank of China in Xixia District, Yinchuan
City for 23 days. The survey sample is the customer who comes to the bank for business.

In a random manner, every customer surveyed filled out a questionnaire on the spot. A
total of 320 questionnaires were sent out in this survey, and 320 questionnaires were recovered,
among which 303 were valid, with an effective confidence rate of 94.7%. In terms of the gender
distribution of the sample, there are 147 males and 156 females, and the ratio of male to female
is 0.94:1. The proportion of female customers is 3% higher than that of male customers. The
number of male customers is slightly less than that of female customers, and the samples are
mainly distributed between 18 and 40 years old, accounting for 78.5% of the total.

The score of customer satisfaction obtained in this survey is 3.78, which is between average
and satisfied, that is, customers are not very satisfied with the service quality of commercial banks.
Among them, the score of staff response service quality, bank service reliability and service
recovery quality is low, which reduces the score of perceived bank service quality.

This study found that long waiting time of customers and low service efficiency; Poor
service attitude of staff; The quality of handling customer complaints is not high. The scores
of bank service quality value and customer satisfaction reflect that customers believe that the
cost paid is inconsistent with the bank service they get, and the service provided by the bank
does not reach the level of customers' expected service and ideal banking service. In other
words, under the environment of fierce competition in the industry, customers' expectation of
bank service increases. To improve the service quality of commercial banks, we need to start

from these four aspects.

Table 1 Standard deviation of explicit indicators of bank service quality

Recessive indicator Dominant index Standard deviation
Banking service facilities and environment 0.178
Employees respond to quality of service 0.232

Bank service quality Banking service reliability 0.196
Bank service assurance 0.204
Quality of service recovery 0.190
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Hidden figures Dominant index Mean  Standardized
value weight
Overall bank image 4.57 0.431
Bank reputation quality Bank creditworthiness 4.36 0.263
Bank awareness 4.49 0.306
Banking service  Convenience of distribution of 4.64 0.312
facilities and business outlets
environment The rich diversity of service facilities 4.58 0.253
The business environment is comfortable a.77 0.208
and clean
The safety of the business environment 4.31 0.227
Employees Employee appearance 4.43 0.202
respond to Employee expertise in providing services 3.93 0.217
quality of Employee service attitude 3.70 0.258
service Staff service efficiency and accuracy 2.68 0.323
Banl}< Banking service  Ease of handling business procedures 3.56 0.213
serw'ce reliability The time a customer waits to be served 2.8 0.322
quality Provide personalized service to customers 4.46 0.237
Timely remedy the problems arising in the 3.65 0.228
service process
Bank service Confidentiality and security of customer data 4.18 0.363
guarantee The timeliness of information delivery 4.52 0.317
Performance of undertakings and warranties 4.48 0.320
Quality of Attitude towards customer complaint handling 4.60 0.309
service Efficiency in handling customer complaints 3.48 0.354
recovery Accuracy and appropriateness in handling 3.54 0.337

customer complaints
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Table 2 The average of each index and the standardized weight table (continue)
Hidden figures Dominant index Mean  Standardiz
value ed
weight
Perceptual banking services  An evaluation of the quality of a bank's service 3.58 0.517
in terms of the cost paid
Quality value An evaluation of the cost of the banking 4.09 0.483
services received
Customer satisfaction Overall satisfaction with the quality of banking 3.95 0.374
services
The level of satisfaction compared to the 3.63 0.315
desired quality of service
The level of satisfaction compared to the 3.74 0.311
ideal quality of banking service
Table 3 Satisfaction score of each index
Index Score
Bank reputation quality 4.49
Banking service facilities and environmental quality 4.58
Employees respond to quality of service 3.57
Banking service reliability 3.55
Bank service assurance 4.38
Quality of service recovery 3.85
Perceive the value of banking service quality 3.83
Customer satisfaction 3.78

These results verify hypothesis 1, hypothesis 2, hypothesis 3 and hypothesis 4 which

are service quality, technical quality, functional quality and service recovery quality all have a

positive and significant effect on customer satisfaction.
7.1 Summary of the Investigation

7.1.1 Customers wait too long in line for service

The professional quality of bank employees affects the service efficiency

and accuracy to a certain extent. The professional quality of bank employees is uneven.

Although many new employees have received bank work training, the efficiency and accuracy

of service provided by employees are affected by their incomplete business knowledge and

unfamiliar skills, which prolong the time of handling business.
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7.1.2 Poor service attitude of employees
The poor service attitude of bank employees is caused by many reasons,
including personal reasons, inadequate organizational communication and mechanism, and
the influence of social environment. All these have affected the service efficiency of
employees and the service experience of customers.
7.1.3 Poor quality of handling service problems and complaints
Customers are satisfied with the attitude of commercial banks in handling
complaints, but their evaluation of the efficiency, accuracy and appropriateness of handling
complaints has not reached the standard of customer satisfaction, which inevitably leads to
customer complaints. Customer complaints belong to the after-sales phase of the service,
but this does not mean the end of the service. Banks' handling of customer complaints has
become an important measurement index to evaluate service quality in the service industry.
7.1.4 Fierce competition in the industry leads to increased customer expectations
The financial products provided by each bank are almost the same, and
there is almost no essential difference. Therefore, one after another focuses on the service
quality in order to improve competitiveness and form distinctive services that are different
from other banks. After customers experience better banking services, they will have higher
expectations for the service quality of the whole banking industry, and the standard of
satisfaction will also be raised accordingly.
7.2 Cause Analysis
7.2.1 Properly handle customer complaints
First of all, bank employees accept customer complaints with generosity and
express welcome and recognition. They should not be emotional about customer complaints.
They should listen to customer complaints carefully and accept customer complaints with a
good attitude. Secondly, the bank staff should stand in the customer's position, think about
the customer's thoughts, study and analyze the causes of customer dissatisfaction, and
maintain an objective position, and properly solve the service complaints within their own
authority. If the problem exceeds the authority, we should explain it to customers to win their
understanding, report it to the superior, and try to solve it as soon as possible. Meanwhile, we
should analyze the cause of customer complaints, put forward sound suggestions and

opinions, and prevent multiple complaints or problems from spreading.
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7.2.2 Develop electronic channel services

Electronic channel service has been able to replace some functions of
manual service, which represents the development stage and direction of modern finance.
Customers do not need to g¢o to the business hall. They can self-service deposit and
withdrawal, transfer money, inquiry and other services at anytime and anywhere through ATM
deposit and withdrawal machines, online banking, mobile banking and other electronic
channels, and even investment business through electronic channels, saving time and effort,
convenient and fast.

7.2.3 Improve the comprehensive service ability of employees

1) Strengthen employees' awareness of service. Strengthening the service
consciousness of employees will form a strong cohesion and centripetal force, form a
conscious atmosphere, and then transform into a strong service output ability, which is the
premise of improving the service quality of employees.

2) Organize professional skills training. Only with first-class professional
knowledge and skills can bank employees better meet customers' constantly diversified
financial needs and effectively improve customers' satisfaction.

3) Norms of service etiquette. The service etiquette of the bank staff shows
the service characteristics of the bank. First of all, in terms of language, the words and actions
of bank employees represent the service and attitude of commercial banks. Therefore,
employees should strictly comply with the requirements of the regulatory authorities and the
bank and be careful in their words and actions. The fact is that customers are guaranteed to
have the full right to know and do their duty.

4) Relieve customers of waiting in line. Customers waiting in line for service
for a long time will be anxious and discontent will arise, so banks need to take appropriate
measures to ease the anxiety of customers waiting in line. For example, you can put one across
from the customer waiting area. Some televisions, product display cabinets, electronic publicity
equipment, publicity rack and other equipment, can broadcast financial products, prices and
risk and other businesses can also play scenery, music, fashion and other relaxed content or
hot content to help turn shift customer attention, shorten customer psychological waiting
time, avoid additional external factors to interfere with the essence of service allow, improve

customer satisfaction.
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5) Simplify business processes. In order to shorten the time of business
processing, commercial banks should, on the basis of effectively controlling business risks,
retain key control links and delegate appropriate power to links with less risk. In this way, the
whole complex and tedious business processing process can become relatively simple, which
not only shortens the time of business processing and the time of customers waiting for service.
It also improves the service efficiency of commercial banks to a certain extent. The bank can
optimize the business process in the following aspects: The lobby manager can guide the
customers for simple withdrawal through ATM self-service deposit and withdrawal machines,
and guide the customers for e-banking and other businesses to fill in the relevant forms first,
so as to avoid unnecessary delay in filling in the forms at the counter.

6) Create an elastic window. We learned that there were many idle business
Windows in the business halls of many banks that were not fully utilized. Even when there
were many customers waiting for business, elastic Windows were not activated to relieve the
pressure of normal business Windows. Banks should reasonably set up elastic Windows
according to the number of customers and the structure of their own business, improve the
service efficiency of banks, and temporarily solve the problem of a large number of customers

waiting in line.

8. Conclusion and Discussion

Based on the evaluation model of China Customer Satisfaction Index, this study selects
appropriate indicators, conducts an empirical study on the service satisfaction of a branch of
three state-owned banks in Tangshan City, and proposes four problems and deficiencies in the
service quality of commercial banks according to the analysis results. Customer waiting time is
too long, staff service attitude is not good, the quality of dealing with service problems and
complaints is poor, fierce competition in the industry leads to increased customer
expectations. According to these four aspects of problems, the paper puts forward six
suggestions and countermeasures for improving the service quality of the three state-owned
commercial banks, which are respectively dealing with customer complaints properly,
developing electronic channel services, improving staff's comprehensive service ability,
relieving customers' queuing mood, simplifying business processes and establishing elastic

Windows.
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Due to my limited academic knowledge and research experience, there are still many
imperfections in this paper, which needs further study.

1) The research industry is relatively narrow: Since this study is mainly aimed at retail
consumers in the banking industry, the conclusion is relatively applicable to the banking
industry, but whether it is applicable to other industries remains to be tested.

2) Limited research scope. This study only selects the retail customers of commercial
banks in Yinchuan as the research object. The quality of banking services may vary from city
to city, so the sample may not be representative of the overall banking services. Therefore,
the universality of the research conclusions is worth exploring.

3) This study mainly discusses the direct or indirect impact of service quality, a major
dimension, on customer satisfaction. In fact, there are more factors affecting customer
satisfaction, such as switching costs, trust, customer relationship, etc. These factors may limit

the explanatory power of the findings of this study.
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Abstract

This article elucidates the significance of policies and development plans aimed at
fostering development based on biodiversity and cultural diversity through the management
of tourism that actively involves communities in the development and governance of tourism
activities congruent with their way of life. The objective of this article is to present a multi-
cultural tourism management using community participation process of multi-cultural tourism
community, Pattani Province. It adheres to the framework and guidelines set forth by national,
regional, provincial, and local policies and development plans that promote cultural tourism.
Managing cultural tourism in a community-centered manner serves as a vital instrument in
enhancing the quality of life for community members, encompassing tourism resources,
services, and marketing. This entails employing a participatory process wherein communities
actively engage in decision-making, operational activities, reaping benefits, and evaluating
outcomes. Each community possesses invaluable natural tourism resources, artistic and
cultural heritage, distinctive local festivals, and traditions, coupled with the multicultural
diversity of the Pattani Province’s cultural tourism community, including Thai-Chinese, Malayu
Chabang Tiko, Mixed Communities, and Sai Khao. Furthermore, this article underscores the
promotion of collaborative endeavors among the public sector, private sector, civil society,
and academic institutions, culminating in a well-balanced and sustainable approach to tourism

management across economic, social, cultural, and environmental dimensions.

Keywords: Multi-Cultural Tourism Management, Community Participation Process, Multi-Cultural

Tourism Community
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