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RATIROJ JUNTARAKUP : OMOTENASHI SERVICE QUALITY EFFECTING
ON CUSTOMER SATISFACTION AND BEHAVIROL INTENTION. ADVISOR :
DR. WANIDA WADEECHAROEN, 98 PP.

The purpose of this research was to study about the consumer behavior of
Japanese restaurants and to study consumers' perceptions of Japanese service style,
OMOTENASHI style by studying through marketing strategies and service quality in
Japanese restaurants in Bangkok area.

In this research, the “SERVQUA” the service quality assessment concept
consists of 10 quality services, based on the past research of Qin; and Prybutok (2009)
as follows Tangible, Reliability, Assurance, Responsiveness, Empathy, Recovery, Food
Quality, Percentage Value, and Customer Behavioral Intentions.

The sampling group consisted of 150 Japanese food enthusiasts in Bangkok
metropolitan area. The questionnaires was collected in the public area such as
Japanese restaurants in the department stores or Japanese restaurants which run by
the Japanese around Siam, Thonglor, Asoke and Silom area. The tools that used to
collect the data were create in the form of a questionnaire. The tools used in the
analysis were the mean, the standard deviation, the percentage, the frequency for
confidence test of the questionnaire. And confidence testing of the questionnaire. In the
analysis was used by the statistical program.

Based on the results of the research, for the measurement of service quality
measurement of 10 aspects, most of respondents commented that Tangible, Reliability,
Assurance, Food Quality, Customer Satisfaction had a significant impact on the decision
to choose Japanese restaurants in Bangkok in the same direction as 0.05. And for the
remaining Responsiveness, Empathy, Recovery, Perceived Value was did not affect the

decision to go to Japanese restaurants in Bangkok.
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6. Uniforms (b3894U1)
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8. Vegetarian Ordering (NM3INIRIIG)
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14. Anyone Can Help (‘Y]ﬂﬂwﬁ’mvlﬁ)
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0, 0,
W 10.67%, 2% o 20.67%, 4%
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m mavafiumzuzAgnd lalald (19) B MINLINFETARIMNT (29)
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mﬂgﬂﬁ' 18 wudw;jmauLLuuaaumw‘lumﬁﬁ'ﬂﬁmmmﬁmmLﬁﬂ%Lﬁ'mﬁ'u
mau3mIsladdu “OMOTENASHI” mnannliasdasielyil mafinmugnenedudin
A¥rlranas” §1wau 123 au (3awaz 82.00), Midsgndrdandin “er3mld Inlods”
WIu 119 au (Sa8az 79.33), MIABUIUAILANTLAIAND 11U 116 an (Fa8ay
77.33), MmyvimsdLTalagwiiin Iwn 55 A (3aLas 36.67), miwwgmﬁﬁvl,ﬂﬂ'aﬁﬁa
un 39 au (Fouar 26.00), mﬂam{ﬂﬁ%U"lsjﬁgﬂﬁwvlaiﬁaaL%ﬂﬂma un 37 an
(30882 24.67), NILINITDIWNITINNNT 31UI% 31 A (30882 24.67), miqumfﬁw
21T NI 29 An (o8 19.33), mil,ﬁ‘umaaﬁgnﬁﬁﬁﬂi’iagﬂﬁﬁuﬁu FIUWIH 28 Al
(F0uaz 18.67), MIUEMTINAUWS $19% 25 an (39882 16.67), NMILUSUINIIFILEIN
MIVLALAE 1UI% 24 At (30882 16.00), MIunzirvmlFsNaInITTan 1uIn 22 au
(Fauaz 14.67), mwmﬁummuzﬁgﬂﬁﬂﬂ@ﬂf UI% 19 an (FBBaz 12.67), MW
TUAZLBUALNBLLEI WU 16 au (Foaz 10.67), MIRUNLALEKRIIEANNTIAL,
U 12 an (F8Bas 8.00), MIFIPNAGILENIN “mauqmﬁlﬁu‘%ﬂﬁﬂ%’u/@i:” FIWI% 11 A
(3auaz 7.33), miaaummmiwﬁgﬂﬁﬁuﬂs:mumms WU 8 Al (IDBAT 5.33)
WATNNIAOUTUAIINT AT 1194 3 A% (FaEaz 2.00) MVFIAL

aaufl 4 MIUANzRIZILgMNIWIITIRLIM BRI we YL
NIRNA 6 A1 bAKA AUFINIUABILS (Tangible) MuaNNUNTatia (Reliability)
uanwlisla (Assurance) duNNIRBLELEIIBININIIY (Responsiveness) SHATT

Lo7lala (Empathy) drssnisud loilywiaswiknaew (Recovery)

@N397 10 ﬂs:lﬁumﬁ@qmmwmsu‘%msﬁm'ﬁaﬁ%’u@Taavl,éf

y 4 a FLAUANN |, L 4
UszIAnNITIAAMNNITUINS Mean _ B A1AUN
ARLAK
1. audenisuaasla (Tangibles)
1.1 AuhsuLsznmuamsfiszona 4.74 NN 1
1.2 witnsusalde3ssussnefa 4.59 Felal 3
1.3 IﬁqaﬁaLLa:Lﬁ@ﬂquwu 4.60 N 2
1.4 §vs50 4.51 NN 5
1.5 fflaaan 458 Vel 4
59 4.60 N

A & o aad a/
RHNTLAE . FUBLFIAUNNROANIEAL 0.05
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NNA1TWN 10 wuhdaeuuuuseunudwlng Ianudaiuluduniudasld
I@mmagﬂmzﬁumﬂ TauTanafuyinny 4.60 LAz NNINIIN I8 wlagITHIs1aL
' ~ o i 9 A ' &g Ade a
d1adsanainlides dingdt desvuvuseuninfadn Aunfsudszniueinisi
R207Q agﬂm:é’umn TaoiaafuLyinny 4.78 lﬁqaﬁmmuﬁ@ﬂ@ma agﬂm:é’um Tag
A A @ o A 0 Aa ' o A A @
fdafuiviiny 4.60 winnumueIaIudIn1Ine egluszduunlasfidnaiowinny
4.59 §N2a050 a;jﬂm:ﬁumn lasfidafuLvinny 4.58 LLa:ﬁﬁﬁTa‘saaglmzé’umﬂ Tagd

ANLRRULYINAY 4.51 @INE19U

AN 11 ﬂsnﬁumﬁ@qmmwmsu‘%mséﬁummmL%aﬁa

< . [ JEAUANMN |,
Uszlann13InamnINNIIUINIS Mean e CRIGENG
AALIA
2. @ mANNWLT oA D (Reliability)
2.1 Tusmseafigyan’s 4.69 47N 2
2.2 fanwidnlawszanusnla 4.61 aly 3
23 mefald 4.69 Yl 2
2.4 13Mymuinuannes Ly 4.69 et 2
2.5 @h‘l%ﬁhﬂﬁgnﬁm 4.79 ekt 1
STV 4.69 a7n

ad

naELAe : *URBAALNITANIZAY 0.05

1NN 11 wuhigaesuuuuseunwdulnglanufainludunas
= ' @ A =i > A o
YLTata I@mwaglmmw’m TauRanafuyinnu 4.69 wazriniNaIsanluwinaeiulay
Foadau anadpananliies dsingd deaevnuuseumnfad drlsdwgndadlu

o A A @ v a A o v A A o A

szauann lasdanafowiinu 479 uaz IWWuSmseanayanld, wedeld, vsniian
° A& ' o A A @ = 1 = 0 @
ARUANIINGS 1 aglmmumﬂ TauTdnafuyinny 4.69 LLa:uﬂaﬂuuﬂL%uiﬁ]agiui:@u
370 lagdaafowinny 4.61 ausaL
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AN NN 12 ﬂs:Lﬁumﬁ@@1mmwmsu’%miﬁ’mmﬂu"lﬁma%

“ . : JEAUANMN |, L
UIzlAwNITIAANINAITUINS Mean o a1AuN
AALTA
v v
3. awa1u 1321919 (Assurance)
3.1 WNIWINLTana 4.57 ol 4
3.2 j‘é}ﬂﬂaa@ﬁ'ﬂmﬂﬁaaﬁwgsmsumsﬁu 4.60 47N 3
3.3 Wnwnuias 4.69 ala 1
34 wﬁfﬂa’mﬁﬁmmﬁ 4.62 ala! 2
328 4.62 NN

NANEIUA : *WlufANIaNanIzeu 0.05

91N@13197 12 ‘wudﬂ;jma‘uLLmJaaumudmlmy’ﬁmwuﬁmﬁuluéﬁuﬁmm
1371918 Tasvawegluszauann Tagfidaaowinny 4.62 uazsnfiansanluasin lag
Fusde dradsannanllion Ungin desuuuusaunufadn witnaufidudas
agluszauann Tagfidafoirinfiy 4.69 wﬁfmmﬁﬁmmf agluszauann lagiidanads
WinAU 4.62 E”ﬁﬂﬂaaﬂﬁ'ﬂmﬂﬁmﬁ'}ﬁqiﬂsmmsﬁu a%ﬂmzﬁumﬂ Tasfanadoivny
4.60 uaz WNWINLTada ag}ilm:é’umn Tagfidaaavinty 4.57 anudeu

A1319N 13 ﬂi:Lﬁumﬁmqmmwmm’%msﬁmmmamuawadwﬁfmm

< y - FJTAUANN |, L
Uz AnMITIAANINNITUINS Mean D a1AUN
ARLAK
4. AMBNIIADUEBIVBINIENIH (Responsiveness)
4.1 yena MWL NsR LN 4.62 ali 3
4.2 NNUENNNTDTUTeT0sva e 4.61 N 4
4.3 MILIMINTIA52 4.72 N 2
4.4 NN UTUATILLARS 4.75 AN 1
N 4.68 NN

NANELAN : *Wiui AN IaDanIzay 0.05
1MaIeN 13 wuddaeuuuuseunudiulnglanudaiuludiunis
aauauedIzaIninnu laswegdluszauann lasddadowiny 4.68 uazniniansan

lunaodulasiiesdray dadsanuinlddes dsngdn dasuuwunseuniufiadn
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WHNITWEUATIULARD agj‘lm:é’umn Taafdaaayinny 4.75 miu‘%mﬁ?ﬁimﬁaa%ﬂu
TAUNN lagRAafUYNAY 4.72 UANLIAINNTALSANINLLLE agﬂmzé’umﬂ Tapd
FAUARULYINNL 4.62 LA WHNWENNIINTUTaTaua Lol ayj’lmzé’umﬂ Tasfidaa iy

4.61 NNAAU

NN 14 vz Lﬁumﬁ@@;mmwmsﬁmsﬁﬂ wnstanlale

< . _ FOUANN |, L 4
UszlAnn13InQAINAITLINIT Mean e A1AUN
AALAW
U 1
5. A%N13L81 b9 ld (Empathy)
5.1 mww%amlumim%ﬂuqﬂmrﬁ 4y 4.67 Al 2
5.2 TILNINIUSNNIN&EAIN 4.67 el 2
5.3 aDUNRZAIN 4.70 el 1
5.4 JUINNTRANAULTWe NG 4.59 Al 3
3N 4.66 NN

NANEIAG : *WlufANIRDANIEA 0.05

NNl 14 wuigaauuuuseunwsmlngianuaiuluduanuanlald
loasvanagluszduun Tagfianadoriniy 4.66 uszwinfiarsonlusseulas Soasen
duaduanannlutes dsngin AABLUULRALNINAAT g0uNEzaIN atluszdunnn
Tagfidafowingy 4.70 anuwiaulumuaiougdnint 9ay, 2139 MILTMINgzaIN
o luszauun Tapflauadominy 467  uazfiusnsvensuiuegneg agluszduun

lauRdasayinny 4.59 aus1au
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97 15 dszidunmsiaguniwnisinisdunmud ludymwizasninem

= . : JEAUANMN |, L
UIzlANNITIAAMNINAITUINS Mean o a1Aun
AALTA
v (%]
6. ﬂ’mmiuﬁ)’l‘ﬂﬁmuwmaﬁwum'm (Recovery)
6.1 WINIUIa INBa19TIASIRIRIL
o 4.69 2N 2
TOHANAA
6.2 lﬁlaLﬁmﬁ'umﬁaaﬁﬂumaag}nﬁ’] 4.70 Nl 1
6.3 ANNEELAZANNRINITRMBANITUNa N
D 4.69 AN 2
TaT0II%
578 4.69 NN

o @ aa

NaNEna : *WlufAnIaiianizay 0.05

a1 15 wuhgasuuuuseunadulnglienudaiuludunsudily
Tywasnsinen lagswegluszdvann Tasddafowiiy 4.69 uazwinfiarsonlu
edulazasddy dadsanunlutes Usingit daeuuuuseuaafadinldla
Lﬁmﬁ'umﬁaaﬁuumaagﬂﬁﬂ agluszdvann Toafanadowinny 470 uwseninauvalny
adamandmindaranaie, Iinscuazanumansalunsivlanudaiaaioueglu
seeun lagdanadoinny 4.69 ausen

ATANINEIUIMNT (Food Quality) qmmﬁ"l,@i”%'u (Perceived Value) anuiNswala
madgﬂ@qﬁ (Customers Satisfaction) wazwwltumInavanlgusms (Behavioral Intention) lag
“iTa%lama’wfﬁﬁmmﬂawa@?’mmimmm?{m (Mean) LazNIRIAINIINIZANLVBITAYS
(Standard Deviation, S.D.)
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o . 2 FEAUANMN |, L
UIzIAnNITIAANINNITUINS Mean L ANAUN
AALTAR
7. ATWAWNINTDIDATS (Food Quality)
7.1 @0 lny 4.81 Yl 1
7.2 MIUILEUD 4.56 N 4
7.3 UysadaNann 4.73 N 2
7.4 §01MIUAZLAT DI NRAINMANY 4.65 ey 3
9 4.69 1N

ad

NNNEIAA : *WiufANIRNaNITaU 0.05

1Na131497 16 wudgaesuuuuseumndIulnaianudaiinludiugmain

ABIAIANT I@mma%ﬂm:é’umﬂ TaudaNafaviiny 4.69 LaRINNAINTM I8 %

lagSeadiau duadsanuinlives Usingd gaauuuusauninfadn aalna atjlu

% A A o \ Aada o . % A = @
ILQAUNN I@UN@’]L%QULYmﬂU 4.81 UE\‘IBEJ’NWDWD‘H, a%ﬂuiz@uu’]ﬂ I@EJ;J‘F]’IL%&EJLVI’IH‘U

4.73 UaNWITLATLATAIANARINARANL agjiluszé’umn Tasdanafoyinny 4.65 Wazn13

WLEUD agjﬂm:é’umﬂ Tasdafayiiny 4.56 ausIaU

AN 17 ﬂs:Lﬁuﬂﬂﬁmmmwmsu%ﬂ’lsﬁ’mqm@hﬁ"lﬁ%'u

o y - JLAUANMN |, L
UszlannITInAMNINNNILINTG Mean D e a1auUN
AALTAY
v 1 .:' Yo .
8. AMWAMATT LA5U (Perceived Value)
8.1 e dwnsule 4.71 Nl 1
8.2 31ALATIANLT WA T be 4.64 ald 3
8.3 @'jmh@jmwm 4.69 ala! 2
598 4.68 N

T
e [ Aada

NANBIAA : *NiuiAnIananIzay 0.05

N3 17 wudgeevuuuseunwdulngiianufainludugmenn

1a5u I@mma%ﬂm:é‘umﬂ Taadafsrinny 4.68 wazwinnaismluinsaiulas

3u9dau dadsanannldias Udsingi AeauuuugeunIvaain maawnluniy
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laluszaunin lagfaiafayinny 4.71 GEGRLHERDY ayj’imzé’umn Tasdaafayinny

4.69 uazaarasduiunsule a%ﬂmzﬁumﬂ lagReafoinny 4.64 aNsaL

A1319N 18 ﬂs:Lﬁuﬂﬁﬁ@Qmmwmiu'%miﬁmmﬂuﬁawa%"uadgﬂﬁﬁ

- . - JLAUANMN |, L
UIzlAnNITINAMNINNITUING Mean D e AN
ANLIA
[ = ¥ o .
9. ﬂ’mﬂ’a'mwawa‘laﬂadgﬂﬂ’l (Customers Satisfaction)
9.1 WalanuNIITUUIEMWaIRIT 4.69 ala! 2
9.2 1iluaL8anng 4.66 AL} 3
9.3 ldTuRsNgndas 470 ala 1
9.4 "l@T%‘uﬂs:aumstﬁﬁagﬂamu 4.55 ala! 4
PRrV 4.65 NN

RNNBLYAG : SidAneaiafsau 0.05

na39f 18 wugaeuuuureumwEnlnglanufaiuluduanuianela
2899061 lagsavetluszauuin Taufaadsmnny 0.388  UazRINAINTIN ITEA%
Tag3esindu diadsanannliiies dsngi faeuuuuseuanufadi ldfuFigndas
atiluszauunn lasRaadainiy 4.70 welatiun133uUseninannis atiluszavun
Taufiaadoingy 4.69 Wuddaniia agluszauann Taufaadorinty 466 uas

VL@‘T%’uﬂs:aummIﬁmgﬂamu agj‘lmzé’umn Tasdaafsyiany 4.55 aNa1aL

AN319N 19 ﬂizLﬁumﬁ@qmmwmm’%mwﬁuumiﬁumiﬂé’uml"ﬁsﬁﬁ

“ i N JLAUANN | L
UszIannITIAAMNNITUINS Mean .9 a10UN
AALA®

v > Y A . .
10. unaluun1snavanlzusnis (Behavioral Intentions)
10.1 L3NG 4.65 1N 2
10.2 Hanuaslanazansudsznuermsni
A 4.66 Pata 1
aNA3Y
10.3 WANIFINALNLINLTIUBIWNT (FFR) 4.65 N 2

3 4.65 1N

naEIAA : *WiuianIaianizay 0.05
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NN 19 wudhigaauunusaunudiulngiianufadnludinuualia
nanauanlguing lasvamegluszauunn lasfid1aforiniy 4.65 uazninfiarsanlu
ModulasiFseiiau diadsaninnlddes dangin faevuuuseuninfadn fanw
& A ) Ada & . o A A @
aslafazaniudzmuemsnidnass agluszauann lasfidadoinny 466 uaz
wuziheie, wallsdenainuaiuFiuerms (FFR) agluszauann laofid1adowiniy 4.65

ANAIAU

@auN 5 NMINAFOUFNNAZIUYBINITIY
guNAgIuTeINMRluaInINmue 4 suadgin udadunideneials
. ! a A = a 52
AUNINANBNYAM (Regression Analysis) EUNAZIUN 1 D4 3 uazdiaszhenuauns

W‘vzﬂmmudm (Simple Regression Analysis) auuagﬁuﬁ 4

dl a a
137140 20 FUNUAITNBVBINITIY

FUNATIUN 1 | H1 guamwnsliuinsdanadannuiawalazesgndd

H1.1 qmmwu“smsﬁmﬁoﬁ%’uéTmVL@Tfs'mNa@iamwﬁowalwaaﬁﬂﬁw

H1.2 Qmmwu‘%msﬁmmmmﬁaﬁadwa@iammﬁawalwaagﬂﬁﬂ

H1.3 AmnwuInIduau insladinadannuinalazasgnéd
AMNINLINIAUNNIRBLAUBITBININIUSIHAGan LR INal

" 2oIgNeN
Amnuinsdunsienlaldvaswinnusinadannuiinala

15 289gNAN

e amnuInsdumud ludymzeswinnusmadaanaiinela

maag}ﬂﬁw

FUNATIUN 2 | H2 quamwanmsdinadanuisnalazasgne

auNAzIUN 3 | H3 quidnf laTudinadannuianalazasgndd

.4 | He enwdswalavasgndndsnadeuna likunInauanlEuinms
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AN 21 wamﬁLquﬁaummﬂnaﬂw%m ﬂa%’ﬂﬁwuﬂmﬂwwrnﬂﬁu%ﬂﬁdaNa@ia

mmﬁawalﬁmaugﬂﬁﬁ
Model Summary
Adjusted R Std. Error of
Model R R Square
Square the Estimate
1 856 733 731 281

]
% %

naEna : *iuiAynIaianszau 0.01

NAN3197 21 LLam@héﬁLLﬂiﬁdwaﬂizﬂU@iamwﬁawalwaagnﬁ@%%’u
u“%m‘smmsrﬂﬂﬂumngamwumum luszausasas 85 S‘fﬁa%ﬂm:ﬁuga uaad lFAnIn
fTasoris 8 Uszms Ieun &efisudasle (Tangible) aanindadie (Reliabiity) awlia1ele
(Assurance) NNINBLRUBIVBINTINIY (Responsiveness) M3talald (Empathy) msud b
Uaym189Wiina (Recovery) AMNIWY8I811T (Food  Quality) Qmmﬁvl,ﬁ%'u (Perceived
Value)

a13911 22 wadlenzdanafsnelavasgndfidriuuinisinemgduluae

ﬂgamwumum
ANOVA’
Sum of Mean
Model df F Sig.
Squares Square
1 Regression 31.982 1 31.982 406.365 000
Residual 11.648 148 .079
Total 43.630 149

T
o o Aada

RNIYLAA : URBFAYNRDIaNIZAY 0.01

L]

NNANTIN 22 mamaAienzinudt anaiswelavesgnddidiiuinse s
duulwaaniunnumuas laoyn Sanuduiuiidaduassnungudiulsdas: adnadl

oo a Aaa A [ [y ° A v = a
uﬁmmyﬂ’]\‘lan@lﬁ‘jmu 0.01 LLRZRIUIIDRIWRUNIT V]"I“’]ULT\‘]L&%@]?GVL@ Gﬁﬂ‘ﬂ']ﬂﬂ’]ijlﬂi’]zﬁ

v
Y A

= o 1 a £ s a
ﬂ@masJmemmmminmmmmmauﬂixaﬂﬁ ﬁ%ﬁuW%ﬁWﬂﬂva@]@]\‘i%
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a3 22 wadlenzianafsnalavasgndfidriuuinisiuenmgdululae

NTNNURINAT (da)

Coefficients®
Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta
1 (Constant) .158 .063 2.500 .014
Total_4.9 .882 .044 .856 20.158 .000

®a8LiR6 @ a. Dependent Variable : Total_4.10

@l']jhlflﬁ 23 NaﬂqiaLﬂ§73ﬁﬁﬂgﬂﬁquﬂMﬂqWﬂq{LﬁU%ﬂqi QMﬂqwaq%'li LLa:ﬂ’ﬁ%"Lli
o Aa =< @ v ad a & .
Qmﬂ’]ﬂ“@]aﬂ'nww{lwaslﬁmaﬂgﬂﬂ’ﬂ@ﬁﬁ?u AIUIBNIN Lﬂi’]zﬁﬂ']”mﬂ@ﬂaﬂwv‘lﬂm (Multlple

Regression Analysis)

Coefficients®
Unstandardized Standardized
Coefficients Coefficients
Model t Sig.
Std.
B Beta
Error
(Constant) -0.029 0.05 -0.582 0.561
Fusefisudasld (x1) 0134 | 0.052 0.139 2596 | 0.01
Fuanuideie (x2) 0.228 0.08 0.206 2.868 | 0.005
uanutinga (x3) 0.187 0.08 0.203 2.333 | 0.021
AUWNITNDURUDIVBINHNY (X4) -0.01 0.081 -0.01 -0.125 0.9
sumstabala (X5) 0.087 0.086 0.086 1.016 | 0.311
eI [ yw1aIntnam (X6) 0.082 0.069 0.083 1186 | 0.237
FUANINYDIDINT (X7) 0.266 0.09 0.25 2972 | 0.003
suqmin? 5y (x8) 0.058 | 0.057 0.062 1.018 | 0.31

]
aa

a o o s a >
RHNIELNAA © URIRIAUNNRNANIEAD 0.01

aa

*AnyfAYNIIRNaEN 0.05

NNANTIN 23 ugasdHan e ziladudugmninnTliningg qunn
211117 uaznITuiamd1Nddananafanalazasgndr wudt daudsiiaunsaneinsal
anuanalavasgndrfiiiriuuinshnemrdduluaanyanwaniuas laud du

qmmwmﬂﬁu’%ms widpandluduianaudadle (X1) auanusigaia (X2) d1u



62

anulinia (x3) waz dMugmnIwsatamns (X7) laod@udsng 4 dsmansniun
wenisianufanelazasgandt lassanldndasas 73 (Adjust R? = .733)
a v gj H Y o 1 o a Qg b I
myeluasshlasinaaudseandaasanennsatund owdugumsnsnennsol

anuanalazasgndriidriuginshunmaddulwaaniainunaniuas lagldazuu

2
%

Aa A
AVGOIIb

Y =-0.029 + 0.134 (X1) + 0.228 (X2) + 0.187 (X3) + 0.266 (X7)

(2
Y A

=S
WRNIIFAN N ﬁ?ﬂvl@](ﬂd%

6 > =

é'f’;thﬁflm'mé’uﬁuﬁmamnﬂummwowalwaagnﬁw@ﬁw%’uu’%mimmi
tﬁﬁﬂuw@m‘g\nﬂwumum Koefiszay 0.05 Snanue 4 Tad leud dusfisudes
& (x1) Swanurdeie (x2) suannl$anele (X3) was AHANINYBIDINANT (XT7)
aUENeD Fsannenauilszaniesnanaunsnefdnenalaasi

PINNINTMAILNT 8 11 ﬁmmz?uﬁufmaumﬁ'umwﬁawaiwaagﬂﬁw

¥

v a dl 1 a |dl 1
;dLmﬂsumﬂ’lsmmﬁyﬂlﬂumﬂ@dmwumum fldnatin 0.029 nihe
v v vV A ﬂl tg/ 1 o v U
gﬂmﬁmmﬁowalamuﬂs:mumﬂ%mmsmmu 1 A8 ﬁ]:ﬁwamlwgﬂm
v ) v { 1 QI J ] g; ¥ { o v
Wenlfuinmsfuannisdiu lasviadn 134 (X1) wihe netuliafmualdany

= v Aa o A a @ A A
Nanelazasgndnnfdaiaivaug 8n 7 du ferad

v v Y Aa t=l t:g/ 1 o v
Qﬂﬂ’]ﬁﬂ’l’]&lwﬁdw81’%61'1%ﬂ‘iZ‘U’J%ﬂ’Tﬂ%U‘iﬂ’]SLW&Pﬂ% 1 Bug a:ﬁwaml%gﬂm

=

v a v { ' QI Cg/ ] g; g { o v
Wenlduimafiuenmadu laosamian 228 (X2) wibn Niklliaimualinnung

v Aa o A a o A A
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Model Summary

Adjusted R Std. Error of
Model R R Square
Square the Estimate
1 856 733 731 281

WANBLKA : a. Predictors: (Constant), Total_4.9

Variables Entered/Removed’

Model Variables Entered Variables Removed Method

1 Total_4.9° . Enter

Wa8LKEA : a. Dependent Variable : Total_4.10

b. All Requested Variables Entered

ANOVA®
Sum of Mean
Model Df F Sig.
Squares Square
1 Regression 31.982 1 31.982 406.365 .000b
Residual 11.648 148 .079
Total 43.630 149

WABLHEA : a. Dependent Variable : Total_4.10

b. Predictors : (Constant), Total_4.9
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Coefficients’
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Analysis

Nan13
a aad) v v 6
ANNAFIN 06N Ly NAaNS | NadaU
ANNAD W
o9
H1 guanwmsliuInssanasdanuianalazasgnd
H1.1 Qmmwu’%nwﬁwu‘éaﬁ%’uﬁaﬂﬁ Multiple Regression v
y 0.01
sanadanuniwalazagne Analysis
H1.2 gamwUSMsduANNUILTana | Multiple Regression v
3 0.005
aawa@ammﬁawalﬂmaagﬂm Analysis
H1.3 g wuin1sduantiinela | Multiple Regression v
y 0.021
sanasanuianalavasgnd Analysis
H1.4 Q@MWLIM I IADUFLEY
o : . L Multiple Regression
YRINUNINUFINAABANNNINE |9V 0.9 X
o Analysis
Ane
U
H1.5 guamnuinsdunaenlala
.y . . = Multiple Regression
2YRINUNINUFINAABANNNINE IV 0.311 X
. Analysis
ane
U
H1.6 qmmwu’%miﬁmmmﬁ’hﬁ@m
o . ) ~ Multiple Regression
YRINANNUFINAA AN UNINE |9V 0.237 X
- Analysis
anen
U
H2 Qmmwmmidwa@iam’mﬁd Multiple Regression
. 0.003 v
walavasgne Analysis
H3 Qm@hﬁvl,ﬁ%’umNa@iamwﬁawala Multiple Regression 9
4 0.31
2aIaNaA1 Analysis
H4 mmﬁawalwaogﬂﬁmma@ia Simple Regression v
.014

U
NAEINA : = WRBEANIENaNIza 0.01

% >

* IRURAYNIIRDEN 0.05
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HUUFEDUAN
WULRDUAAMAINNTIIALIN38 LA OMOTENASHI fisdonacia
P=-} v v %) Y g’
anafsnalavasgnauazuwalianisnavanlzuinisgn
Questionnaire About OMOTENASHI Service Quality Effecting on

Customer Satisfaction and Behavioral Intention
L%EJ‘I«L Eé/@]E]ULL‘]JUﬁE]Uﬂ’m

v
ANTBUDY
LUUREUANAAMNINNNTLINTTaIR NN TULTMIIUa M T u

(7
o

Lﬁﬂ&ﬁi?ﬁ]ﬂﬂkﬂ’w\mﬁiﬂ%ﬂﬁi% adﬁé/ﬂ%IﬂﬂﬁLfﬂ%,UU%ﬂ'ﬁ TINANIIHNTIAATS

S_Q
e e
=
e
)
b
2

7
o
luﬂﬁi‘ﬁlﬁ]:ﬂ%ﬂﬂ?dﬂﬂilﬁﬂ%ﬂ’]i@iEIVL‘]J

This questionnaire on quality of service of Japanese restaurant customers.
The purpose is to explore the quality of service provided by consumers. The results of
this survey will be the information to improve the service for Japanese Restaurant.

wuU&329 wtiveaniu 5 & loun

The Survey is Divided into 5 Sections.

§auf 1 ia;&aﬁ"avlﬂmadpj:@lamwuaaumu

Part 1 : General Information of the Customers

sufl 2 ‘wqaﬂssumin}"}%’uu’%mﬁmmmitﬂﬂu

Part 2 : Customer behavior of using the Japanese restaurant

fufl 3 anadnlafsiuunisuuudlu (OMOTENASHI)

Part 3 : Understanding About the Japanese Service Style (OMOTENASHI)

Faufl 4 s:é’uqmmwmsu‘%msmaaQu’%lmﬁﬁﬁ'uu‘%miﬁm@m 9

Part 4 : Measuring the Level of Quality of Service by Consumers Refer to

Below Condition
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faufl 5 anuAainuazTaisauuendasmsliiuemadduuaziuennising
WAl b slAusg
Part 5 : Opinions and Suggestions for Development for the Japanese

Restaurant and Thai Restaurant

‘VI&I'IEI!MQ : ﬂﬁ;mq‘ﬁ%ﬂ%adﬁﬂﬂﬂ\/ ’Luiaﬁmqﬁ'umﬁm’ﬂuﬁaLLaﬂwﬁaaﬁmqﬁumw
ﬁmﬁmawhumﬂﬁq@

Remark : Please Mark ¥ in the Most Appropriate and in the Field that Matches Your
Opinion.

a [ 6

6N %umqﬂ@]
ﬁfﬂﬁm:nﬂé'ﬂgmsu‘%miﬁqsﬁwmﬂ'wﬁm
GAV TR R b eI LTI

antunaluladlng - qiw
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' PR [} < [
d31Nn 1 magaﬂﬂﬂmaagmammnaaumu
Part 1 : General Information of the Customers

1. L@ (Gender)

(3 1) w8 (Male) [ 2) ndls (Female)

2. 21 (Age)
3 1) <257 (yrs.) 3 2) 26-30 U (yrs.) (3 3) 31-35 1 (yrs.)
[ 4) 36-40 T (yrs.) (3 5) 41-45 1 (yrs.) (V6)> 457 (yrs.)

3. 91T (Occupation)
3 1) sinSowsindnmn (Student)
(3 2) enwdasz/pifadiuds (Independent/Private Business)
[ 3) dramaminanuizisnia
(Government Officers/State Enterprise Employees)
[ 4) wiinawuuSEn (Employees)
(3 5) qmag/anasd (Teacher)
(3 6) 819 (Other)......ooooooeerrrreeereer
4. amumwmaa@iﬁ'uu’%mi (Status)
[ 1) 1z (Single) [ 2) udsu (Married)
[ 3) w1319 (Divorce)
5. Mu'lddalfan (Salary)
(3 1) < 20,000 v (THB)
(3 2) 20,001-25,000 LN (THB)
[ 3) 25,001-30,000 LN (THB)

(3 4) > 30,001 un (THB)
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daudl 2 wqaﬂﬁummif*n%’uu‘%ms%"ma'lmizﬁﬂ%
Part 2 : Customer Behavior of Using the Japanese Restaurant
1. ‘vhu,l,aanrﬁﬁmﬁ%ws’mmﬂ@ (Why do you choose this restaurant?)
[Jiilonunsin (Friends Recommend)  (J $2091wide (Party)
(iasiz33e (Meeting) (3 1239113719 (Business Meeting)
[ Fai5usvou (Famous) 3 sam@vasenms (Taste)
(3 5546) (Other) ovvvoeeeereereerreeeoeeeeeseeeen
2. amwalumIdnuLsms (Frequency?)
[ o1fiadiazass (Once a Week)
(3 2 enfiadass (2 Times Per Week)
O Laaua:ﬂ% (Once a Month)
(7 Sauas 2-3 A9 (2-3 Times Per Month)
3. favsznnlafifiuadonisndanidniunenmng
(What kind of media influences the selection of restaurants?)
[ iNenunzti (Friends)
[ witaieRunW (Newspaper)
O Fu'loadsmuernns (Official Website)
3 FFanaiuled (Review on Media)
(3 l1ias (By Yourself)
(3 S (Other) v
4. lapdulnaigaudruemnsrivlas

(Who do you often go to the restaurant with?)

[ ilow (Friends) (3 asauns? (Family)
O LﬁT’]u’m/Qﬂﬁﬂ (Boss/Client) O g]'%’ﬂ (Lovers)
[ \fausruan (Colleague) [ 5549 (Other)...oveeeeeererrereree.

5. Tapdnulnagaluiuamsdszinadan

(How many people do you go to the restaurant with?)
[ auidien (Alone)
[ 1sitfin 5 A (Not Over 5 Persons)
3 5-10 au (Persons)

(3 snnnin 10 A (More than 10 Persons)



6. é’ﬂwm:%ummitﬁﬁuﬁﬂmmu

(What kind of Japanese restaurant do you like?)
O %'ﬂul,mquﬂu (Japanese)
[ S uanueiau (Fast Food Restaurant)
[ $1uis@a (Club)
(3 5549 (Other)..oomeeeeeerrrrrrerreeen

7. 31Jmeaa%’mmmstﬂﬂuﬁmumu

(Which style of Japanese restaurant you like?)

3 wiusssuw@ (Nature) O LUWEUNEWIW (Fun)

O wiuanudsy (Peace) [ Sue (Other)..vvrvvrr,

8. Usimmﬂ"uaﬁmmmsrﬁﬂuﬁﬁﬁmau (danlaxnnin 1 9a)
(Which atmosphere of the Japanese restaurant do you like?
(Choose more than 1 answer))
[ utlalas (Open Air)
0 ﬁ%uaaﬂ (Have a Mezzanine)
[ a578a (Close Kitchen)
[ a5211a (Open Kitchen)
O figlwiamnsaaatng (Sample Dish Showcase)
O ﬁgﬂ%’fmadﬁ’nu (Dessert Showcase)
[ faua3sa (Live Music)
[ faua3vsznay (Instrumental Music)
O {49128 Prime Time
[ fimsusaifias (Special Show)
O Lﬁwmaa/wﬁm’mqﬁmﬂﬁz (Owner Entertain at Customer Table)
(3 819 (Other)........ovvverrrerrren
9. WInuMIRNNIGN inuludfiezsananriels
(If the restaurant was full, are you willing to wait?)
3 sale dszunm 5-10 Wil (Yes, About 5-10 Minutes)
[ sale Uszunas 10-20 w1 (Yes, About 10-20 Minutes)

O salaile (VLIJ%J’mguLmu) (Can’t wait, Change to Other Restaurant)

89
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10. faulnagauieniuesdduuinmlum

(Which area do you usually go for Japanese Restaurant?)
[ &aw (Silom) 3 &enw (Siam)
[ nesnas (Thonglor) [ alean (Asoke)
[ S (Other).....ooovvevereeeeereeee

11. musl,my'qmﬁaﬂﬁ”'mmmszﬂﬂuﬁvlﬁu

(Where do you usually do for Japanese Restaurant?)
[ v19833WFue (Department Store) [ 15913y (Hotel)
O ﬂﬁuﬂu@:ﬂu (Japanese Town) (3 auiia (Avenue)
3 sunana (Event) [ 51 (Other).mvvvrreer.

12. dlgselunssulsemuamsluusszass

(How much do you spend for meal?)

3 < 500 v (THB) (3 500-1,000 LN (THB)
(7 1,001-1,500 L (THB) (3 > 1,500 un (THB)
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daufl 3 Az laiganuu3nisuuudiiln (OMOTENASHI)

Part 3 Understanding Japanese Services Style (OMOTENASHI)

amdaiinsuinsludalafenauimauuuditu (OMOTENASHI)

(danaavlaunnin 1 9a)

What do you think of the service style in Japan? (OMOTENASHI)

(Choose more than 1 answer)
] mydawsueunITlaasnthu
T IdausueunTIng

] msﬁ'ﬂmmgﬂﬁ'}ﬁ's Lkl

B3l rNLEY”

[ mswwgﬂﬁﬂﬁﬂ'&ﬁﬁt’a

[ mssmsihnaaws

[ susmsdidaiionw / 1w

Ll nsuSnisemnsinens

[] mumzﬁ’mﬂazLSUmquuzm

[ msusssialdsTusudve e

1 nnsuusthamedswennissen

[] miaaumm:%iwﬁgﬂﬁ’]
Judsemuannny

[ m‘s@m{ﬂﬁ’l@y"l,sjﬁgﬂﬁﬂ&iﬁaa
3unve

[] msmmﬁum%u:ﬁgﬂﬁﬂﬂé’lﬁ

] msqﬂmhl,'ﬁ%wmms

L] n9iseninuiswa8a183aLsn

v ¥ > A

(] pstAvpasnanaayliseandsudn

d B

L mssgndndnadnin
“mauqmﬁ‘lﬁu’%nwm%’u/ﬁx”

L) msdsgnandnsendn
“@13m e Inlols

] BUGIONET ..o

L] Welcome Customer by Bow

] Welcome Customer by Wai

| Greeting Customers with the Word
"Irasshaimase"

|| Taking Customers to Table

| Free Drinking Water

| Hot and Cold Towel Service

| Complimentary Snack Service

.| Introduction the Recommend Menu

| Introduction to Special Promotions

[ Hot Serve

|| Ask Customer Opinion While Eating

|| Fill the Water Without the Customer's
Request

|| Requesting Customers to Collect
the Unused Plate

[ ] Kneeling While Serving Food

"] Fast Bill Checking

| Waiting for Customers to Return Rheir

Stuff

|| Sending Customers with the Word.
"Thank you for Using our Restaurant"

|| Sending Customers with the Word

"Arigatogozaimasu"
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dufl 4 32AUAMAINNIIUINIVBIRLSLNATITNSUUT NI WAS 9
Part 4 : Measuring the Level of Quality of Service by Consumers Refer to Below

Condition

szﬁuqmmwmsu%m‘s

[ [
Uszann1In . .
Service Quality Level
ALNIN
a G pc G =
n1susINs %" = - = %" £
3 ] = 3 = =
2 ) LS ,5
Service
. ° -
Quality 8 5 = S .
o o X o o 4
Measurement > 8 o 2 > 2
[ @
> >

1. eudefisudasld (Tangibles)

1.1 NuNTUUTemue1msnNazena

Clean Dining Area

1.2 WkNIWEN FLATaILAIN8NE

Well-Dressed Employees

1.3 lnsilausziianquny
Using Disposable Gloves and

Hair Net

1.4 INNIT0

Seating Availability

1.5 4N28070

Parking Availability

2. AMWAMNWIL T (Reliability)

2.1 Wusmaaansanld

Providing Service as Promised

2.2 FaNuUNLABIALRZANT WD

Sympathetic and Reassuring

2.3 Wwana ke

Dependable
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(=3 'Y}
UIz1ann19I0
AN

N15USNI3

Service
Quality

Measurement

‘szﬁuqmmwm‘m%m‘s

Service Quality Level

P
&I’]ﬂ‘ﬂi‘!ﬂ

EN T

Yrnans

wag

Taiiaany

Very Good

Good

OK

Poor

Very Poor

Never

2.4 USMSNIRUANIINAI b

On-schedule Service

25 ﬁwl%a’wsﬁgﬂﬁaa

Accurate Charge

3. awau 1321913 (Assurance)

3.1 WHNWULTaNe

Trust Employees

LR Qs v o
3.2 3anidaaananinaasrinpsnisw
NI %

Feel Safe for Financial Transactions

3.3 WinwNuias

Friendly Employees

3.4 wﬁmwuﬁﬁmmj

Knowledgeable Employees

4. AIBNTADUADIVBINNINH (Responsiven

ess)

4.1 UBNLIAN ﬂ’]ilﬁﬂ%ﬂ’]iﬁ LD

Telling Exact Service Time

4.2 WINUENNIIDSUTaTaa le

Employees Available to Requests

4.3 MIUSININTIAL

Prompt Service

4.4 NHNINWIUATILLARD

Employees Willing to Help
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(=3 'Y}
UIz1ann19I0
AN

N15USNI3

Service
Quality

Measurement

‘szé’uqmmwm‘m%m‘s

Service Quality Level

S 2 G =
%" c & = % Z
w | E| g |2 |5 |2
(‘E =4 2 e a =
< 2
= ) I =
O [
o o
o e [ o 5
(0) <] X o o S
5 o o = =
> >

5. Awn13ta1lala (Empathy)

5.1 ﬂ’)’]&lW%ﬂ&lluﬂ’]iL@%ﬁlNQﬂﬂifﬁ Y8y

Availability to Utensils, etc.

5.2 %ﬂi&ldﬂﬂiﬂ%ﬂ’]iﬁ Re@IN

Convenient Operating Hours

5.3 RDNUNFLAIN

Convenient Locations

5.4 UM IvianauLLa8NIa

Completely Packaged Food

6. ﬁ"\%n’liltﬁ)l‘).lfftyﬂ’mmwﬁm'm (Recovery)

6.1 WHNIWVB INBBENITINS)
FRIUTOHANANG
Employees Quickly Apologize for

Mistakes

6.2 Elﬁﬂ,ﬁ)Lﬁmﬁ'umﬁaalf%ﬂmaagﬂﬁ’l

Cares About Customers Complaints

6.3 NNNBWLUATANNRINITDLUNITUN D
NUTaTaTun
Skills and Ability to Deal with

Complaints
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‘szé’uqmmwm‘m%m‘s

=3 o
Uszann1In . .
Service Quality Level
ALNIN
a G 2 G 2
n13UIN3 %" c - = o £
= E S8 5|2
= 4 = S a =
2 5 £ =2
Service
. T -
Quality e - o S -
o o X o o 4
Measurement > S o s > ]
) o z
> >

7. ﬁ'ﬁ%qmmwmmmms (Food Quality)

7.1 80 1Al
Fresh

7.2 M3LEU

Presentation

7.3 ﬂ;aaﬂwaﬂﬁﬁﬁu
Well Cooked

7.4 0N M1ILATLATBIANAAIN A

A Variety of Food and Beverage

8. ﬁ"mqmdﬂﬁlﬁ%ﬁ (Perceived Value)

8.1 ;A unyu le

Competitive Price for Food

8.2 Tanaasautlunyule

Competitive Price for Beverage

8.3 AuAAuTIN
Value Worthy of Price

9. AMwANNANINWalazaignan (Customers Satisfaction)

9.1 walanumIsulszmuains

Satisfied with Dining

9.2 1uaaaanna
Wise Choice

9.3 "L@‘T%fu%aﬁgﬂﬁm
Right Thing

9.4 "L@T%'uﬂs:aumszﬁﬂmgﬂamu

Enjoyable Experience
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‘szﬁuqmmwm‘m%m‘s

=3 o
Uszann1In . .
Service Quality Level
ALNIN
a G 2 G 2
n13UIN3 %" c - = o £
-
= S = = a =
= = 3¢ -5
Service
. o =
Quality - o = 3 5
o o X o o 4
Measurement > S o s > ]
) o z
> >

10. uwlibunisnaunldusnns (Behav

ioral Intentions)

10.1 Wbzl

Recommendation

10.2 JaNVAI NNV TENIR1WNT
Ada &
NHINATI

Intention to Dine Here Again

10.3 y‘wjmﬁa?aﬁﬁlﬁmﬁ'ﬁmmmi (FFR)
Saying Good Things About the
Fast Food Restaurant (FFR)

10.4 wwziingia

Recommendation
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Part 5 : Opinions and Suggestions for Development for the Japanese Restaurant

and Thai Restaurant

VoA o v a ) a
1. @@L@‘LWI‘Yl’]%ﬂiz‘(lﬂl%*ﬂﬁﬂﬂ’ﬁl‘ﬁﬂiﬂ”ﬁmadiﬁuaﬂﬁﬁityqu

(What is your impression point of the service of Japanese Restaurant?)

2 ﬁ;@L@'uﬁﬁﬂuﬂizﬁulﬁmnmﬂﬁﬁmﬂm%’mmmﬂm

(What is your impression point of the service of Thai Restaurant?)

3. safirhuAaihuemsgduniuiuenms inouandranuadngls
(What is the point do you think Japanese Restaurants and Thai Restaurants are

different?)

ﬂawauqmnnﬁﬁuﬁmanmeuaa‘umu

©

Thank You All for Answering the Question
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Insenvisaia : 064-246-6559

e-mail : ratijun@gmail.com
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Marketing Supervisor

YKK AP (Thailand) Co.,Ltd.
Marketing

Tokyo Gets Co.,Ltd.
Marketing

Yokorei Co.,Ltd.
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