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WIRANYA PATUMSAI : THE INFLUENCE OF JAPANESE SERVICE “OMOTENASHI”
AND BRAND TRUST AFFECTING THE DECISION MAKING TO USE EXPRESS
SHIPPING SERVICE IN BANGKOK. ADVISOR : ASST.PROF.DR. SURASIT
UDOMTHANAVONG, 105 PP.

The research objective aimed to study the following factors: 1. customer
behavior when using delivery services in Bangkok; 2. the opinion level of customers
toward Japanese service (Omotenashi), brand trust, and service satisfaction in choosing
a delivery service; and 3. influence on decisions to choose a delivery service. This
study is quantitative research in which the questionnaire is applied to a sample group of
people who are more than 18 years old and live in Bangkok. The data was collected
from 415 people who use or have experienced delivery services. The analysis result of
the demographic identified that the respondents were more than 30-39 years old,
female mostly, and graduated with a bachelor's degree. Most of their careers are
government officials and state enterprise employees, while their monthly salary is
between 25,001 to 30,000 THB. In the aspect of behavioral analysis in using delivery
services, the research shows that most people decide to choose Thailand Post and
Kerry Express, respectively. In addition, the frequency of using the delivery service is
mostly 3-5 times per month, and the most popular date and time is on Saturday from
11.01 AM to 2.00 PM. Meanwhile, the type of parcel delivery tends to be standard
service. The data is analyzed by percentage, mean, standard deviation and hypothesis
testing using the equation of Smart PLS 4.0.

The hypothesis testing from the structural equation figures out that Japanese
service has a positive influence on customer satisfaction. Brand trust is also a factor in
enhancing customers’ service satisfaction and deciding to use the delivery service.
Moreover, customer satisfaction importantly helps customers decide on using a delivery
service at the level of 0.05. On the other hand, from the statistical analysis, Japanese

service doesn't significantly impact the customer’s decision to choose a delivery service.

Graduate Studies Student’s Signature........................
Field of Study Business Japanese Advisor's Signature........................
Academic Year 2023
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10. 13296 FLASH Express - 0.#.2017 (W.#.2560)
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ANNABINTNYINUTAIVD
5. naan laTuuInInavguuazlaaant vilivi
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FRTV 417 | 0.475 NN
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agﬂmmﬁ'vmn LLazﬁ‘héﬁJq@ﬁw NUNIUNNNISAIENAZINFDINTUTAT Faade

agluszauann (X = 4.15, S.D.= 0.578)
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anudaauluaniud1va9l5U3n13 (Brand Trust)
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598 416 | 0.463 AN

NAMTIATTHANANTIN 20 waadliinnin ﬁagmﬁmﬁummL%au"'ulumﬁuﬁﬂ
2895 |FUTMT (Brand Trust) AadsTwagluszauann (X = 4.16, S.D.= 0.463) AMILKA
MIAANLA D wNeTe wmhgﬂﬁu‘%miﬁaﬁudw@ﬁﬁuﬁw;ﬂﬁu’%miﬂwaﬂﬁamwmmm

Aa Aa A \ o » W v A

lun13uin13nd uszliqaenw iu WagislaomsleslaldsuanuFoms wszasanm
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A Y A di 04' a £ Y A d'd =1 a aid a a
da dlFuinadaiuluanFudgliuims Allzuuusanaluladlummansndlszaniam
(X=4.13 S.D.= 0.617) y09asuda {lEuSmadeduluaniudgliuinig Ndszuuuas
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fa fliusmazeduluanFudglivims Ndauuuzsihniigeie (X = 4.09 S.D.= 0.629)
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aauil 5 NaMTIATZRA LR ABAZAEIWITDIIUIATIIRIBITBY AN LAY

anuNanalazasglduInig (Customer Satisfaction)
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TALI LLa:LLﬁT@@hu'%mﬂﬁgﬂﬁ']mmﬁau@‘fﬂﬁuslﬁﬂ% 424 | 0.523 3J’lﬂﬁ€<;(@]
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aaul 6 NAMTIATIZRA LR ABUAZANEIWIT DI DUIATIIRVBITEY AN LAY

miaadulavadluinig (Decision Making)
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lumslienzdluiaasunislaieaing azdaslinanasaun1izuduasang
i . . 6 o = (2 1A L~ o 6 o ' A o o %
(Multicollinearity) v89a9fUsznauvinwanazdadlddanuaunuiniios adr9dnesian
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HANILATITRINaNARaUENNRZ I
=4 1 gl’ a 6 o (% d'l =4 a a
N3AN N L E I T U AT ALUUFUNITLATIRTIIN AN ENTWANT
A Al A P < A o A ' o A A %
uIMInuUgyu (lalutazund) wazanubaluluasnfuaisinadansnaaulaiianls
UIMIVUEINEQ LUUANTUNWARIUAT VIRAaLULLROUIN 31WIn 415 au lavldna
a 6 1 dq’
MIATZAaIAD T

lﬂl 1 aa dl a = P di = v
AT NN 24 ARDGLLIAIAINULNYIATILDILAN DY (Convergent Valldlty) LLQZQ’J’]&IL"UEIEIBVLGI
(Reliability) 283310133

o o Cronbach-
(e 01 PIINAKTIR- B Vi [ BTl Loading | AVE CR
(04
oM : ﬂ’]i‘UiﬂWSLL'JJ‘LI{]j ‘Ha 0.773 0.595 0.854
OM1 : msmmiavlm'tﬁ UFIUNNTNNNIBHILINN 0.660
OoM2 : msmmia"lmﬁnj weuTE 3By 0.774
OM3 : ﬂ’]iu3ﬂ"liﬁv|,(§l§tﬁ UAMUNI=FoI0TU 0.762
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SAT2 : anuianelasnuanulaaiduuesgniud 0.573
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DM4 : mm‘“@ﬁu‘l,waa;&’lﬁu’%msﬁmmm%miﬁ
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AAINWATE
DM5 : ndaaulazesyliuimaduanuazaniy

. 0.784
mMsfada
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NN 24wl audsiadnmuniainnnnesddsznay (Factor Loading)
fid161ni1 0.6 lewd Tadiaw “mwL%aw”u‘lum’lﬁuﬁnﬁwuqmmwu’%m?’ Padnny
“@ruNInalag uaNNlaald wUAIRIIUAT  Badnnal “mi@‘i’ﬂﬁulﬁmaa@fu’%miﬁ']mwm”
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11nNI1 0.6 @”&ﬁsquu@m’mﬁ 25 4a9%

ANT19N 25 AEDALIAIANNNLIATILTIRTaK (Convergent Validity) LazanulTadia la

(Reliability) 283316378

o o Cronbach-
aanilsuplsnazanasia Loading | AVE CR
(04

OM : mIuSmsuuud u 0.773 0.595 | 0.854
OM1 : miu’%mia"l,@]a’{ﬁﬂ‘uﬁmmsﬂ”ﬂmm‘hm’m 0.660
OoM2 : m‘smmia"lmﬁfﬂ weus e sduug 0.774
OM3 : mavinswladdiuanansziososu 0.762
OM4 : mavinsaladdiudmnsauansums 0.739
oMs : msusmsalasdgl Jusuanusugulaeasiy 0.750
BT : anuidasuluasaud 0.732 0.651 | 0.848
BT2 : anuidasinluanandsudaides 0.786
BT3 : anuidosinluandudeduanuusin 0.819
BT4 : anuiBosinluandudsuszuuinalulad 0.814
SAT : anuRInalavesglsuing 0.604 0.558 | 0.790
SAT1 : anwswaladudimaiiszy Hdaau 0.676
SAT3 : ANNAINalacwANNEZAIN A TLAWN 0.747
SAT4 : aAnuAInalasnuszazaMslAusSe 0.812
DM : miaadulavasglduinns 0.676 0.604 | 0.820
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DM3 : maadulazasltuinaduszaznisiu 0.740
DM5 : minaaulazasliuinisduanuazainly

Q, 0.784
mMIfade

NNENTN 25 WuINAULT (Construct) 1NEQ Jen Cronbach’s 0L 321319 0.604-
0.773 $9§4n71 0.600 LBATTIH (Sekaran. 2003 : 311) ¥tk daundlslugunislasaaienn

sadananinidedials (Composite Reliability-CR) agjluz193:win3 0.790-0.854 G3ein CR
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Nuansulafa > 0.60 waldalsiin 0.95 msadar: Suifa; wazwas (Sarstedt; Ringle:
and Hair. 2017) uazda1anunsllslade (Average Variance Extract-AVE) pEIENIN
=2 ' A o v A & .
0.558-0.651 Gaiudn AVE Nzausule fa = 0.50 uas; uazatus (Hair; et al. 2014) nansaNy
1 dudnneviaddanunsiasidaniiongs Tadioaniannasianndaiianusunus
nuaulnansuszanusnlfidudiziadaudslungudeanule laglidzluiunguane
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OM4 0.750
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DM3
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BT2

BT4

gﬂﬁ 7 LW AN RN A BTUDIGILUURNNIILATIRING

a13797 27 BNTWAVBIYWLUITE (Antecedents) NilNAGBAIULLITAY (Dependent Variable)

aamils , il Al ase
R ansna
EN oM BT SAT
DE 0.314 0.251 N/A
SAT 0.223 IE N/A N/A N/A
TE 0.314 0.251 N/A
DE 0.119 0.194 0.411
DM 0.336 IE 0.129 0.103 N/A
TE 0.248 0.297 0.411

WaN8LHKAG : DE = Direct Effect, IE = Indirect Effect, TE = Total Effect, N/A = Not Applicable

NNFUN 7 uaze i 27 Wewasanszauaniwavasywilavudiulsanadne g
nIausnenan (External Endogenous Variable) wazeauLlsmelu (Internal Endogenous
Variable) lwnuiduii fia Ndswadamsaaaulafanlguimausanag lwananwamuns

' a & @ o ' 2 a . ' A
WUIMILFAINANTIATIEHALULENMIlATIETIE wWudn R Sdgandn 033 fidnlu
2AUN&NY (Chin. 1998)
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