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ABSTRACT

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

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



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

research results was consistent with quantitative research results.
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- Power Distance “So 3

- Individualism/Collectivism

. L Reliability, Responsiveness,
- Masculinity/Femininity

- Uncertainty Avoidance Assurance, Empathy, Tangibles

- Long-term orientation
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it 1 v mmmmuuamﬂa"l,@mmm"l,mLLa:mmzyaJy 3) guﬂmmaﬁm 1 91% N
gruTaanazidnlaleninslneuarnimin Lﬁ'amaﬁamuauuzlumsﬂ%’uﬂgoLm”'lm
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s lhiAuuyuseuniy 3191 600 70 NAUEILULREUINT LN IATIzERIA1AW
{ o B vaa . : & =
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AMNINNILININRISzaaduasInIiaiue s ing 1un13398iBaU5unm (Quantitative

a

Research) lasmilduuusauniu lagldisniguaiadnuuutsiday (Accidental Sampling)
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1. WefAnmIoufinudansiausmnaesguilnariduuaz gl laslsda

NIIWUBTIIN 5 duUaIgangda

2. WWaANBITATU NI T BT ITUNRINAG aﬂlMﬂ’]Wﬂ’ISU%ﬂ’liﬁﬁdﬂixaﬂﬁTﬂd

nifafue s insvasguilnasifuussgilu

3. LNERITBLEWE LL%Zluﬂ'ﬁWw@MuﬂﬂMﬂ’]Wﬂ"IS‘U%ﬂ’ﬁﬁl aaﬁqiﬁa%’mmmﬂw |

LD LA mmsmﬁ’nﬁugsﬁalmﬁoﬂizmﬂﬁ ITUTITULANGNING

i 6 v Y aa A v 1 ni
AIvpAeTzidayalasldd1afidainud (Frequency) Sasaz (Percentage) AlLads
(Arithmetic Mean) @821 0891041103314 (Standard Deviation) NM3ANEIAINLANGIIVE
daulT (T-test LAz F-test) N13LAT1=RANNLUIUIIULULNILAL? (One-way Analysis of

Variance : One-way ANOVA) LLa:mﬁLﬂmﬁnmaswwﬁuw”uf (Multiple Regression)
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' A [y < 1Y)
q3UN 1 magawﬂﬂwad EGIE]TJLL'U‘]JNQTJH"IN

A [y < [ A
F1139N 2 maga‘n'ﬂﬂwm gmammuaaumumwu

Gender

Frequency Percent
Male 179 59.7
Female 121 40.3
Total 300 100.0

Status

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

Age

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

Education

Frequency Percent
lower than secondary school 4 1.3
secondary school 22 7.3
bachelor 260 86.7
higher than bachelor degree 13 4.3
Total 299 99.7
missing 1 0.3
Total 300 100.0
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Time to live in Thailand
Frequency Percent
less than 6 months 89 29.7
6 months 5 1.7
6-12 months 206 68.7
Total 300 100.0

1NNATIN 2 WU aauuuusaumurRIunian 300 au dulngidunans Aaduioy

= a a I v A 1 v a I ¥
N 59.7 Nﬁﬂﬂ%ﬂ?WIﬁ@&l"lﬂ‘ﬂq@ AALluIRYAT 93.3 39984018 WASIIBLAL AatdwIaua:

'
o '

5.0 uazdanlnadonadinit 25 T Aalusosss 95.3 va989unfe 26-35 T Aailusouss 4.7

9
waz 36-45 1 Aadusasas 7.8 sanlnginisdnuluszaudianias Aadusanss s6.7

J0989anAe srauasENAn Aaiduianar 7.3 uazdulngjondberlulatinye-12 1iou

Aalusasay 68.7 309893108 mﬁ'ﬂaglmﬁaﬂmﬁam’h 6 LAk AaLuIaLa: 29.7

A [y < [ A
139N 3 ‘IIEIQR‘YI'J\I‘IJ?IBOEGIBULLUUGEI]JQ'IN%']?WV i

L]

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

Frequency Valid Percent
single 185 62.1
married 107 35.9
widowed/divorced/separated 6 2.0
Total 298 100.0
Misssing 2
Total 300

age

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

Education

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

Frequency Valid Percent

less than 6 months 259 88.7

6 months 14 4.8

more than 6-12 months 16 5.5

Total 292 100.0
Missing 11

Total 300

ANA3199 3 Wudh ;jfmammmaumwmatﬁ' Juriaw 300 A srulnaidwweany

q

A & W a A A & @ A | v a
AGLLWIDYRNE 55.4 Naﬂ’mﬂ’]WIa@mﬂﬂQQ AL UIDHAY 62.1 JRIAINIAD LAIIIWILAL AG

\Jusasar 35.9 uazdulngilenydinit 25 I Aaiduiesss 52.7 sesasunfa 26-35 1 fa

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

Husasaz 49.7 sa9asanfa szaudndnasendnyy Aaidusanas 46.9 uazsrulvgandba

A H 0 A A & v A [ 0 A A A
luidadlnadinin 6 thaw Aalluwiasas 88.7 3098981Aa mﬂaagiumaﬂm 6-12 LA A9

Wusasas 5.5
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I 2 NAN9IMWSISH (Culture dimension) 5 AMnuaIdanafia

@191971 4 ANRRBUAEIBL SILIBRNIAIZINBINANISIMWEIIN 5 Auvasganadia

Y A =
AMNIINVDY EUSTII@I‘ZYI"JQ%

AAN9IMNDITN N Mean Std. Deviation
I2HLRITENINIWI (PDI) 300 3.34 64329
anuidutlaaniou/a@sINna

by 300 3.29 72213
(Individualism /Collectivism Index : IDV)
ANEATYVEIYTH/EAT
& 300 3.78 72942
(Masculinity/Femininity Index :MAS)
mawanassenyliusinon (Uncertainty
300 3.45 .63582
Avoidance Index : UAI)
MIMABALNUIZOEEU-3282812 [ haU1AR
300 3.70 .68136
(Long-term Orientation Index : LTO)

v

o %

Twauddodui §33 pe9ldatan uaInn U ILaasda

v
o

AUNIRUA

NNAIWN 4 woh Taneiausriungaevnuusauninsniulinnuddygiiae
=S

o

AUBDITY El,umia%mzma

=

£l

s AuddYeILIH/aa3 (MAS) lasddnady 3.78 (S.D.= 0.7942) Ja3a3unda AGn19

TABTTINA RN TAINAUAUNUTEHZFU-T28Z812 L wawaa (LTO) lasdidnades 3.70 (S.D.=

0.68136) WAz UANIIIAWRFITUAIUANTHANLAL AN laluinan (UAI) lasddady 3.45

(S.D.= 0.65182) @N&GL
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@13197 5 AadsuazaInidaslunIIAIFINVINAN1IIABEITNATRIZTEZR

33398719 (PDI) 209dU3InAZ1ITH

Std.
S28EHIITEWINBIWD (PDI) Deviati

N Mean on

Inequalities among people are both expected and desired.
. , . 24 o o 300 3.16 1.148
mm"l,mmmwnmzmnqﬂﬂaLﬂua\‘mm@mmamaams

Less powerful people should be dependent on the more

powerful 299 2.96 .963

Ad o

iAo J @ X o ]
Hﬂﬂaﬁﬁaqu’]'ﬂ@nﬂqqNﬂﬁ]zmuﬂﬂqﬂﬂﬂ'ﬂwa’]u')ﬁ)w’]ﬂﬂa'—]

Inequalities among people should be minimized
- , o A 300 394 | 1.018
Ay linsunuszninageaanisliiitesfiga

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

miﬁmmﬁawwﬁmmﬁayﬂﬂaﬁﬁéwmwﬁuazé'}magq

Total PDI 300 3.34 .643

IMNANTWAN 5 WU AANIRBEITNAIWILELINITLHI8119 (PDI) lassand

ALade 3.34 (S.D. = 0.643) HANIIIRAIBTITNAIWBIZHZHIITZRINET1WIA (PDI) LIBNINTH

unedanudn dangdasuunuseuninldanuddngifigads anuldvinioanuszning

9

A a

[P ury { = o
yaaanTlidtonnga laniid1iads 3.94 (S.0.= 1.018) 70989871A8 AITHAMURINIAL

'
o '

szndsyanandsiwadinazdiuiags lasiidaie 3.32 (S.0.= 0.929) uaz AwlaLr
A [ ' & a A [ o A A o @
Waniusznisyeaaiduisnananisuazdaans loadd1ads 3.16 (S.0.= 1.148) auday

wufa deuthilanudAyiuenurinisuiuannniliiiszosviesznindwag
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H 1 H 1 4 AaaAa %) [~
M15199 6 mmﬁmmxmmﬁﬂamummgﬂuwaoummmmussmé’ffmmwLﬂuﬂamn

Wua/AA3INN (Individualism /Collectivism Index : IDV) 20¢du3lnA2173%

fameimusysaananaindaeniiea/adsiana Sté' _
(Individualism /Collectivism Index : IDV) peviat
N Mean on
Everyone grows up to look after him/herself and his/her
immediate family only 299 3.14 1.128
“/JﬂﬂuLaUI@]&HLﬁia%LLG@]%LQGLLazﬂiﬂUﬂ{’)@]uLE}\‘]L‘Vhﬁ?u
People are identified independently of the groups they
belong to. 298 3.30 1.176

A o = a ' a [l
qmawumﬂuam:mnngummag

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

- PR - 4 296 3.42 .953
amﬂm"uaamaum’ﬂ%uwm]:gnﬂﬂﬂaamﬂau’mﬂﬂuaﬂu

ATDUATIHUWLNALANNLAINAITNANG

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

qﬂﬂau"‘ﬂgﬂﬁmu@@mmuwamuﬁnﬂm%aﬂhﬂé’aﬂwﬁlmagj

Total IDV 300 3.29 722

{ ' [ a a 1 ' {
NA1197 6 Wudn ensnudoanhan/ansiana (IDV) lagsniiduaiy 3.29
(S.D. = 0.722) fianiansssuauanududaanion/adnuny (DV) WaRsadn

v v A

Madeawud Tengaevnuusaunnlianuiaygingada sundnvasaseuaialmiinazy
Unifasannanndnaudnluasaua I nbNaLanALAINNITNANG lasddiade 3.42 (S.D.=
0.953) 32989anAe Yananunidudarzanniuiiuneg was yaaaingAMIARAG LKLY
A o A . A A . o A < A A R .
awniaiatnesIauinaglasfdaiorinnun 3.30 wude Sanuianidunsnany

WNNINTaaniew
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13197 7 aafsuazdn e unaIAIgIRTINAN I IMUS IINAIRANAT1AYVDY

YIB/ER3 (Masculinity/Femininity Index :MAS) 2235U3lnan13%

0 o - Std.
ﬂ?ﬂ&lﬁﬂﬂtﬂuﬂadq?‘lﬂ'lﬂ@li
Deviati
Masculinity/Femininity Index :MAS
N Mean on

Money and material things are important.
- Jd. . 298 3.70 .968
WulazIagLduassan

Men are supposed to be assertive, ambitious, and tough.
o . L, - r 300 4.02 927
E“mUmiﬁ]zﬂmuamaaﬂummmwammmmmmuma

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

Anilnundany ludinudansguakauLaznInuaNINE

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

o o . . e 297 3.64 .956
mmULLa:myamammmaauIauua:lwmmmmym

ANMNFNANUTLALDUNY

Total MAS 300 3.78 .729

S

MAINA 7 wud1 enudrayaInIwEn3 (MAS)lasiaddnais 3.78 (SD. =

]

0.729) AAMITWUTTTNAUANNEIAYVAIYIH/ANT (MAS) (o sadunedanui

1 1
v v e

afaauuuusaunulianuimAygiigada guoairaznauaaiaanianamzisanzen

%

uwazudiunss landdade 4.02 (S.0.= 0.27) sa3a3anda dflsufidmrayludianfanigua

'
Aa o

HauuaznIInuaninm lapdaads 3.78 (S.D = 1.021)  uaz Wuuaziagduisdagylasd
ALy 3.70 (S.D.= 0.968) a1wd AU Hufa IWANUEIAYVaIYTHNIN K38 MAS §9 Lilu

asnavhawdalilaiuuaziag innzlianudmaynuduusziagann
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aalsininan (Uncertainty Avoidance Index : UAI) 2a96u3lnaz173u

NANIIARSITNAW N1IRANLRLIANN 6L sbwan Std.
(Uncertainty Avoidance Index : UAI) Deviati
N Mean on

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

gij”ﬂuw”mﬁ@m'ml,ﬂ%'mga LazIAnnIaLwlszdn

Fear of ambiguous situations and of unfamiliar risks is

normal.
300 3.56 910

@ & A ~ A AN v
mmﬂmluamumimmquLmaLLazwmmmmemﬂuma

q

Wuisasdné

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

D - A " oan e W ee 299 3.52 .981
ﬂ’)’WSJvLﬁJLL%ME]%L‘].]%LS@G‘IJTW]“Hﬂd“ﬁ’)@lLLﬂzluLL@Iax’)uvl.@]ﬂJﬂﬁi

v A o =2
HONIULNDNWNID

Emotions should not be shown.
, . 300 3.18 .993
"lam*nuamaaﬂmaa’lmm

Total UAI 300 3.45 .635

NATNN 8 WU MsnantassaMalaiuinan (UANlasuddaas 3.45 (S.D.

= =

= 0.635) AAmansITudwmInanassany liusuan (VAN iWaRasantdunedanuin

1 ]
v v o = L=

anaauuuusaunulianuiAygIngada anundrluaniunisniiaguiaianaziiaiiy

e laiquiaoiduiiesdnd lasdid1iady 3.56 (S.0.= 0.910) ya3adanda Hauainifia
a a (% & ° a A T

anuaIoagiuazdaninadulizd lasddads 3.54 (S.0.= 0.847) wazawluuvinasn

Julsasndvesiiauazlundazinlasunssausuiloiuunds lapdanais 3.52 (S.D =
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0.981) @1WAGU hufe JanwaemInainnuFssLazianuaioagiuaziannaatis

15281 30 UAI @iauﬁwaga

A191971 9 ANRRUAZEIBLSILIRAIAIZIRVBINAN I INWS ITNATBNIINIRRANT

sezdR-928287171aw1AA (Long-term Orientation Index : LTO) 209/U3tnA2173%

Aa « g & Std.
3J(§]°(l’ld"3(§3l%ﬁ‘§‘§&lﬁ’l% MINMRBALLNWISUSHAW-32 8T
Deviati
Tnawiraa (Long-term Orientation Index : LTO)
N Mean on
Willingness to subordinate oneself for a purpose is normal.
e e 4 W e o o o 4 . 300 3.72 .931
anuanlanazuanaglatiauinysiduiesnd
People should be perseverant toward long-term results.
. 298 3.75 .964
qﬂﬂamiﬁ]:a@ﬂumawa‘luizﬂ:m’;
Traditions should be respected.
& . 300 3.96 .937
AIIAINU TN UAILAN
Social obligations should be respected regardless of cost.
e o o . e e 299 3.37 1.039
asiistimzyniumisiaulas liAaiduduny
Total LTO 300 3.70 .681

PNANTIN 9 WU ATAINBALKNBIE B EW-328z81 1waw1aa (LTO) lassiud

ALafe 3.70 (S.D. = 0.681) AN IWUTITUA UM TN ABAUNBIZLZTH-32 82812 14O WA

(LTO) aRansomiiumedanudt Tangaeuunuseunmulianuidyginigada aananm

Uinidlaadanlasiidado 3.96 (S.D.= 0.937) J09aiNNda YAAAAIIIZAANUGBNAIUIZLE

12 lapdiduads 3.75 (S.0.= 0.964) uazauianlanazuavegldisaudyruiuiiand

lapdiduade 3.72 (S.D = 0.931) ausal HiAa danwmlianufmayNUANUTUNKS 1L

” o a o a _Ada V& A A ! )
5393873LLazU@NuﬂsZmeﬂqiﬂ’]‘gsﬂﬁ]ﬂ&IN']LL@]@GL@IN #30 LTO ﬂau’ﬂhldfﬂd
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L]

@135197 10 Aadguazd It dgatuBaIAIZINYINANIANEITN 5 awsasaan

a6in NMNIINBIRUS ALK

NANII WS IIN N Mean Std. Deviation
I UEHNTERIN9EUR (PDI) 294 3.26 527
anudwilaaniion/afsIung
U 296 3.07 458
(Individualism /Collectivism Index : IDV)
ANNEIAVAIUITH/EAT
¢ N 297 3.07 430
(Masculinity/Femininity Index :MAS)
FANIITAIBTITNGWNNIRANLA A 3
Lik1kaw (Uncertainty Avoidance Index : 295 3.08 473
UAI)
FANIIWWDITNA BN IR UA NI LIS
fu-31202017 1o w1Aa (Long-term 295 3.12 524
Orientation Index : LTO)

NNANTWN 10 Wud Aaneiausrwngaeuuuuseuninlianuddygingada
32821#195293198 1119 (PDI) laadldniady 3.26 (S.D.= 0.527) 58989198 TANIIIWHBTITN
MUMITMAUALN I I FU-Tz 8z lamwaa (LTO) lasilduady 3.12 (S.D.= 0.524) uaz{id

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

ANEIAY

38



@13519%1 11 AnadguazdInidgglunaInIgIUVaINANIIIRBSIINATBIZLZH

1 o ¥ A A
321219874139 (PDI) 289 guﬂnmrnzyﬂ‘%

Std.
S28EHIITEWINBIWD (PDI) Deviati
N Mean on
Inequalities among people are both expected and desired. 206 3.36 665

@mw"LaJwinﬁwﬁ'mmdnqﬂﬂaLﬂuﬁaﬁmwi’mazﬁaams

Less powerful people should be dependent on the more

296 3.29 .639
powerful

Ad o

iAo J @ X o ]
Hﬂﬂaﬁﬁaqu’]'ﬂ@nﬂqqNﬂﬁ]zmuﬂﬂqﬂﬂﬂ'ﬂwa’]u')ﬁ)w’]ﬂﬂa'—]

Inequalities among people should be minimized 206 297 873

] ] = s 1 v v d'
mmvl,mmmwﬂm:mwaqﬂﬂamﬂmuamq@

There should be, and there is to some extent,

interdependencies between less and more powerful people g6 s el

miﬁmmﬁawwﬁmmﬁayﬂﬂaﬁﬁéwmwﬁuazé'}magq

Total PDI 294 3.26 527

PNNAITNN 11 WU AANIMWEITHAIWILHLINITLHI981W19 (PDI) laesiu

JALade 3.26 (S.D. = 0.527) FANIIAIBIITUANBIZHZH1IIZRINEN1WID (PDI) LUBNNTH

=)

v 1 v { v v o s té s 1
Wuretawuin ﬂJﬂﬁN(ﬂE]iJLLiJ‘]J&E]Uﬂ’]SJI%ﬂ’)’]@J&’]ﬂE]JVgﬂﬂﬂ@]ﬁ@ ATUAMUNININWIZHI

U 9

ananddiuadiuazdrunags lasddnads 3.46 (S.0.= 0.598) 7a9a3u1A8 awlaivi

S22

iannusznivyaaaduisnaanisuazdoinis lasidade 3.36 (S.D.= 0.665) LRZUANS

1
o

i o ' % ,&J v 4 b , : '
fddrmradinininazdunvyaaafifidiuraninnin lasfidais 3.29 (S.D.= 0.639)

ausaU Buda dantdlianudannuanuifsynunna v lszaziissenang

éwmaga
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i 1 1 1 ] aa [ [
@139 12 AaaguazawLd e LUWNIAIDTNHY El\‘]&l(ﬂ“(l']\'i']l@l%ﬁii&l(;f'l%ﬂﬁn&l il

talanien/af@srama (Individualism /Collectivism Index : IDV) 2098u3lnaz120tln

fameimusysaananaindaeniieaadsian Sté' _
(Individualism /Collectivism Index : IDV) pevial
N Mean on
Everyone grows up to look after him/herself and his/her
immediate family only 296 3.36 611
“/JﬂﬂuLaUI@]&HLﬁ‘la@LL&@]%LEIGLLazﬂiﬂUﬂ{’]@uLadLViﬂfu
People are identified independently of the groups they
belong to. 297 2.99 751

qﬂﬂaﬁu"’nﬂu'ﬁm:mnn@uﬁmagj

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

o ea e R 4 296 2.96 .756
mndnvasasauandinazgnindasnnaundnanauly

ASLATIHULNALANNLAIINAITNANG

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

qﬂﬂaﬁﬂgﬂﬁmu@@mmumamuﬁnﬂm%aﬂhﬂé’aﬂwﬁmﬂayj

Total IDV 296 3.06 .458

{ ' [<f a a 1 ' §
ManT9N 12 wud anaidudaenbaaatsiana (1IDV) lagsauddnaie 3.06

Aa

(8.D. = 0.458) AAn1atansIsuauaNudundalaniion/adnuny (IDV) WaRnsauin

v Ao A a

Madenud Tendasuuunseunulianuidygiigafs nnaudulauiiaguaniaduss

q q U

D

a

ATauATIAKIa Y lapfid1adn 3.36 (S.D.= 0.611) Jasasunda uaaafilinidudaszain
nguneg lapfduadovinnui 2.99 (S.D.= 0.751) tuda darajaniduaianion

: . & . o o a A A ) & B \
anninmuny e lireandasnuaanada NngluinaziuanuiiayainiTamg

InnINYaaniey
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@19197 13 AadsuazdIwidasunaiAIgIRYaIAAN 1 IMBSITNAN ANTI1ATY

[

PBIYIH/EAT (Masculinity/Femininity Index :MAS) adiu3lnan1diln

0 o - Std.
ﬂ?ﬂ&lﬁﬁﬂtﬂuﬂadqqiﬂ'lﬂ@li
Deviati
Masculinity/Femininity Index :MAS
N Mean on

Money and material things are important.
297 3.04 .754

WuuaziagiduFedrazy

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

EJT‘H’] HAIINALTAIDANAANUNSLLONZ LIRS UTILN I

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

AfiuundraglusiaudanmIguagauuazniinuauinm

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

concerned with relationships.

3 - | — 207 | 31| a7
mTuazrdaaaanIndanlouiazlinnufsayde

ANMNFNANUTLALDUNY

Total MAS 297 3.06 430

>

MANTIN 13 Wudh anadiaasIEas (MAS)lasTiadaady 3.06 (S.D. =

] q
0.430) HANITRWUTITNAUANNEIAYVBIYIH/EANT (MAS) (R Tadunedanuin
v lﬂl v v o Q tﬂl A Q?: a 1 1 v
affaauuuyraun IR uidygiigade NImouazngidsaatIndaulonuazli
o % 1 % o 6 A o A A A A A
ANNEIRAaANNENWUSIRTaunk Llasfiaaly 3.11 (S.D.= 0.777) sadadunfa ariluun
fanlussaudaniguagaunaznisnuauinm lasddads 3.08 (S.D=0.773) uaz 1Iu
wazdaguuidanylaoiidnads 3.04 (S.0.= 0.754) mwiau tude Iianuddnyvednad

2 ul v A a o o gaa o o
47N %32 MAS @1 LhWLIDINITUANURUNBDING T’ﬁiﬂLLE\]E:I@%LL&ZT]’TSE]%@&IST]H’]
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A« laiuskuaw (Uncertainty Avoidance Index : UAI) 2895 u3lnanadidln

NANIIARSITNAW NIRANLRLIANN 8iLsban Std.
(Uncertainty Avoidance Index : UAI) Deviati
N Mean on

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

gij”ﬂuw”mﬁ@mml,ﬂ?mga LazIannIaLlulsedn

Fear of ambiguous situations and of unfamiliar risks is

normal.

, v 296 3.10 794
£ 6 =} = = =) [

ﬂ?ﬂuﬂﬂﬁiuﬁﬂﬁuﬂﬁiMV]ﬂ@'uLﬂiaLLG&&J@’J’]&JL&&IGWVLN@]%L@‘IU

q

Wwsasiné

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

o o J— S 296 3.07 773
ﬂ’J'HJvLEJLL%%E]%L?J%LSBG‘IJT]@]“HE]G‘Ii’)(ﬂLLazluLL@Iaz’)uvl.@ﬁUﬂ’ﬁ

o A = =3
HaNIVLNDNBNINI

Emotions should not be shown.
295 3.05 792

vlﬁjﬂ’JiLLﬁ@\‘iﬂE]ﬂ‘ﬂ’N a1sunl
Total UAI 295 3.08 473

INANTHN 14 WUT1 nsuantagsaln laiuwan (VAN lagsiudaiady 3.08

(S.D. = 0.473) FAMIIAUTIINAWANIRANLRLIANY LuKkan (UAI) iaRansandunsde

v v

wud defidnevuuuseumulianuddngingada

U

Q

@ a

ﬂummmmmm%mgumﬁmﬂﬁ'\na

R 232

0/

\utszdn lasddads 3.11 (S.0.= 0.740) 7a4ai8nfa AnunaluaniumIsinaguiaia
uwazdionaiesf liguiaoiduiesnd lasfidnads 3.10 (S.D.= 0.794) uazanuluusiuan
WusasUndvesdiauazlundazinlasunissausuiioduundd lasdanads 3.07 (SD =
o d A Ao o A A a A [
0.773) @1NdGU 1iufAa JanwazninainnuFssLazianuatsagiuaziannaaiis

15241 138 UAI Aoulnags
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@1919%1 15 Aaadauazd@In gt uRIINIFINVBINANIIIMBEIINATH NINUKA

UHWILEEER-32828121%an1AA (Long-term Orientation Index : LTO) waaé’u‘%fnmn

i
aaAa > v o q’f Std
NANNIIKIWDITNATIW NIINTHRVALLNNILSAW-IZ TN
Deviati
Twauraa (Long-term Orientation Index : LTO)
N Mean on

Willingness to subordinate oneself for a purpose is normal.
< 1 i y 295 3.19 .803
ﬂ’J’]%JL@]%JI%YIﬁ]ZEJE]%JE]QI@]UGQUU@T’]Lﬂ%LiBGﬂﬂ@I

People should be perseverant toward long-term results.
. 296 3.10 .803
qﬂﬂammza@ﬂumawalm:mma

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

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

o R XK e o a I v
mimudmmszgﬂwumdaaﬂﬂ@ ﬂvl.mmﬂuquu

Total LTO 295 3.13 .524

PNNANTIRA 15 WU MITURALHRSEazaR-sraza Iwawiaa (LTO) lassud
fLade 3.13 (S.D. = 0.524) SAMITAUTITURIUNTAINAUALKUIZHER-3202077 Lau1na
(LTO) tlaRansonidusnedanuii ﬁaﬁ;‘?@auu,fm_laaumulﬁmméwﬁygsﬁqwﬁa ANULAN
laﬁawauaglﬁu°aﬂ”uu”tyﬁﬂLﬂuL§aaﬂﬂa Tanfd11ads 3.19 (S.D = 0.803) J89a3aNf8 A93
nsndssndiaadulaoddads 3.16 (S.0.= 0.832) LAZUAARAITIZAANUABNA Tz HZEN?
Tapfidads 3.10 (S.D.= 0.803) AWAIGL infa Janwazlianudaunuauau NG Lk

~ o a o a da \ Z A A : o
55838’]?LLQZE.l(ﬂNuﬂszWMﬂ']iﬂ']iéSﬂ?ﬂﬂNN"lLL(ﬂ@\‘]L@N nia LTO ﬂau"ﬂ’]@fﬁ@
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' a a A v a [V [%
d@3n 3 @!mnqv‘lﬂ'liﬂsﬂ'liﬂ Bqll']Jﬁ"[ﬂﬂ@laﬂﬂ']iﬁ]'lﬂi'l%a']ﬁ']il‘ﬂEJ

@13191 16 ANRRLUAZAIBLTLILUBNIATZIHVDITLAUAMNANARNIADABATINNT

a ¥ Y A =
‘lJiﬂ'l‘i‘llElG‘i’l%E]'Tﬁ'lil‘Yl EJ‘[GI ATNIINDBY B‘:Ilﬂi‘[ﬂﬂﬁ’]’)?ﬂ%

Descriptive Statistics
Std.
N Mean Deviation
ATANINNIILINIAUANNTUIUDIINVBILINIG 300 3.89 743
(Tangibles)
ammwmsuSMIsmanadewlinedela
a 300 3.92 .816
(Reliability)
ANINNITUINITATUNIIABURUBIABYNAN 300 382 828
(Responsiveness)
a v 1 d'l =

AKNINNITUINIIAUANNUILTOND 300 373 800
(Assurance)
Qmmwm‘mimimumsgﬁmLLamﬂfﬂgﬂm 300 3.61 802
(Empathy)
Service Quality expectations 300 e 693

a7 16 WU qmmwmm’%miﬁ';&”@]auLmuaaumumﬁuﬁmwumwi’a
Tapsn Jenads 3.79 (S.D.= 0.693) qmmwmiu‘%msﬁ'g@ammuaaunmﬂmﬁuﬁmm
m@m‘”\‘]gaﬁq@ﬁa Qmmwmsu’%mséﬁummL%amduvl,i“mﬂavl,@i” (Reliability) Taa@dady
3.92 (S.D.= 0.816) 729893nA8 AINWMILINIAUANNLTUIUTITUaIUINNS (Tangibles)
lapddiais 3.89 (S.D.= 0.743) uaz ATLNIWANTUINIEIUAITABUAKBIABFNAN
(Responsiveness) lasfidiads 3.82 (S.D.= 0..828) Mu&16L LLazqmnWWﬂﬁiu%ﬂﬁiﬁﬁﬂawm
ﬂmwi'@@"hﬁq@ﬁa Qmmwmiu%miﬁ’mmsjﬁ‘ﬂLLazLiTﬂﬁ]gﬂ@T’l (Empathy) lasfidiads 3.61
(S.D.= 0.802)
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] f 1 ' ] a [
M13197 17 ﬂﬁLﬂﬁﬂLLﬂ%ﬂ')%Lﬁﬂ\‘]UJ%&I']@]??S']%?JE]GG!Mﬂ'IWﬂ'ISiJ?ﬂ'IS(;f'I%ﬂ'T]NL‘]J%

31U5550209U3N15 (Tangibles) 2094U3lNAZn

qmmwmsu’%msé’f'mmwLﬁugﬂﬁssumaan%ms Std.
(Tangibles) Deviati
N Mean on
Visually attractive parking areas and building exteriors
4 e 300 3.67 .972
ﬂ’]iﬂaﬂLL]J‘]JIY]Eluamtﬂz‘ﬂﬁ]a@iﬂuﬂﬂdﬂ(ﬂlﬁ]
Visually attractive dining area
. o A B 299 3.91 .910
mnmmﬂizmummsmmg\@lﬁ]
Clean, neat and appropriately dressed staff
- A R 298 4.00 .971
qﬂwummummazm@ LIUUIDYLNSLRNICTEA
Restaurant’s decor typical to its image and price range
. o . o 300 3.95 .965
N1328NLULIIWBAIRIILRNUICRUNUATNAN W IULLLAZIEALIIAN
Easily readable menu
o 299 3.84 1.083
L&lklua’m\‘]’]il
Visually attractive menu
4 300 3.74 1.066
Wwuihdiaala
U U
Comfortable dining area
o o A 300 3.97 .964
VI WIVUIEMUDIRITUANURLNY
Clean rest rooms
. ¥ 297 3.85 1.032
NIWIREDIN
Clean dining areas
- o 300 4.01 .945
UINWIVYIENIUDINIIRZDA
Comfortable seats in the dining room
da o - 300 3.95 927
NWITULUIENIUDIRITUANNTLNEY
Total Tangibles 300 3.89 .743
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MNATNN 17 Wi qumWMIUINIawaNuLduIUsITNYeIuInIg (Tangibles)

lagsainfidiade 3.89 (S.D. = 0.743) AmAIwNITuINIaweduzlsiruesuinig

v Ao ~ P

(Tangibles) tilaWansnuilusnadanydn TengaauuuuszeunuinuaIaniigingana
uInmidszniuernitazena lasddady 4.01 (S.D.= 0.945) a4asN1fa TANENIU
ANNEZENA LSUUTDOUATIANIZAN lauliaLade 4.00 (S.D.= 0.971) uaz USLIMILUIENU
amnlianuaue lasddnady 3.97 (S.D.= 0.964) awdau dudengasunuuzeun i
v o A A A R A A
anuaanitifigada nIsanuuumouanuazNeaInnGsgals lasddads 3.67 (S.0.=

0.972)

A19°971 18 ANRALUAZEIBTLILLRAIATF I DIAMAINAIIUINIIATBANNLT D3It

13nslala (Reliability) zasguslnanadn

AmNNMIsUIMImwaNIEanlIlala Std.
(Reliability) N Mean Deviati
on
Service at the promised time
A A o 300 3.89 975
ANITUINITIAUIRINNNNRUG
Quick correction of wrong service
| - . - 300 3.79 .997
ummfﬂmﬂtymmiumﬁa gN333ALI7
Dependable and consistent restaurant
o ~ - a4 o al 300 3.93 911
IMUBIRITIUNITILININIVUILRNWILTAND
Accurate bill
N . 298 4.01 .986
LiﬂﬂLﬂUL\‘]%Qﬂ@]a\‘l
Error-free served order (food)
i - - a4 296 3.96 .954
lafianufanaialunsusnsenmisanungs
Total Reliability 300 3.91 .816
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NATNN 18 Wud1 qunawmsuInnsdiuauidadulinnglale (Reliability)

lagyndidiade 391 (S.D. = 0.816) amaIwn1IuIn1sduauFaduliinglale

A A v Ao ~ A

(Reliability) tiaNansaLdwiedawudn maﬁamamwuaaumuummmwi’ogaﬁa@ﬂa

3
a & a o P A A | A A
LiﬂﬂLﬂﬁJLGuE}ﬂ@]aG I@U&Jﬂql’ﬁlﬂﬂ 4.01 (S.D.= 0.986) 783RJUAD vLN&]ﬂ']WNN@Wﬂ']@I%ﬂ']j

a tﬂl < a nll ¥ ~ a dl c.:
UINTIITWIIAUNR I@]El&lﬂ’]Lﬂaﬁl 3.96 (S.D.= 0.954) LA U2 IRITUNITUININRUILEND

Wdaiie laodaiade 3.93 (S.D.= 0.911) ANAIAU

@13519N 19 o-?i'lmﬁ9.1u,azehw,ﬁﬂam%mmg'mwmQmmwm‘m‘%m‘sé"mmimauauaa

1 v

@agnA" (Responsiveness) 2aIHU3LNAT1IT%

qmmwmsu’%msﬁmmmm.lémaa@iagmfﬁ Std.
(Responsiveness) N Mean | Deviati
on

Maintaining speed and quality of service during busy times

Qo =3 a 1 { . 7 - 7
3ﬂ1:l”]ﬂ’)’1&l§’](ﬂLTJLLG&QMﬂ’WWﬂ’]i‘Uiﬂ’ﬁLLlﬂu“ﬁ’NL’Jﬂ’]ﬁ St o8 o

el pali

Provision of prompt service 300 3.88 .951
TWusmafinaisa

Extra effort for handling special requests 208 3.70 965

AMANLLINAN LA I UNNITIANINUR VN LA

Total Responsiveness 300 3.82 .828

NNANTIN 19 WU AAINAILIMINUINIAaUEKaIGagNeN (Responsiveness)
lagsiuiid1iaie 3.82 (S.D.=0.828) AMAINNITUINITAIUNITABLUFUEIAANAN
(Responsiveness) LilaWananidusnodonwyin defiaauuuuseunuiianunaniigeng
A Y A d' =3 a =i A o =
fa IWusnsnTas lasddade 3.88 (S.D.= 0.951) 3898INNAE TNBIANNUTIALTILEY

a ) A, A A ) v Ao
Qmmwmsmmmaﬂumamm‘ngmwU I@UN@’]L%RU 3.87 (S.D.= 0.987) ﬁ'l%“ll@?];d@lall
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'
o

LLuuaaumuﬁmmﬂm%i’dmﬁq@ﬁa AN UNLAIUNITIANIINUA VA NLAE Laad
ALade 3.70 (S.D.= 0.965)

®13197 20 ANRABUATEIBLDIBILUBNIATZIRVDIAMBATNNITUINIIATRAINN

1 .:I -~ VY A =
wILzand (Assurance) ‘Ila\‘lriu{[nﬂ%ﬂﬁm

qmmwmsn’%msﬁ'mm'mmL?;aﬁa (Assurance) Std
N Mean | Deviati
on
Employees can answer questions completely 300 2.60 1.063
wf{mmmmm@auﬁmmvlﬁasmauyitﬁ
Comfortable and confident feeling 300 3.83 938
fﬁﬂazmﬂammmzﬁﬂﬁ]
Staff provide information about menu items, their
ingredients, and method of preparation 300 3.68 1.039
L%ﬁﬁﬁﬁﬁlﬁiﬂgmﬁmﬁmﬂﬂmim}}, RIBNFULAZADNNT
LA
Feeling safe 300 3.71 | 1.053
snuaaadiy
Well-trained, competent and experienced staff 209 3.76 966
winauldsunsausuiia fenusmansoussdszaumsol
Restaurant supports the employees 300 3.79 933
IuamIlin st ayuninnuadnad
Total Assurrance 300 3.73 .800

a : a o = A
MA1IMN 20 WU QEnINMILINMIdIUaNNEILTalia (Assurance) lapTind
ALady 3.73 (S.D. = 0.800) ALNIWANITLINNIFIUANNULTENR (Assurance) LTaRINTAN

vusadanuin ﬁaﬁ@mauLLmJaaumuﬁmmmwi’agaﬁqﬂﬁa qﬁ?ﬁﬂazmﬂamml,azﬁulﬁ]
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A A A o o ) Y . a ~
lasddady 3.83 (S.D.= 0.938) 7@9a9anfa Muamslnssivauuninuadeb laod
ALafE 3.79 (S.D.= 0.933) LAZ WHNIBIAIUNITOUINNG TAuaINITaLazUszaUNNTOL

lasdaadn 3.76 (S.D.= 0.966) MuAAL FudaNinouuLUFaUINTANNANARIIMTNA

da winnumuInaaudnu ldadwauysailasdaais 3.60 (S.0.= 1.063)

A1991 21 ARALUATdIRITBIIRAIATZIRYBIAWNTNNIILINIIAIRNITIINUAE

v v Y Aa =
wZnlagnan (Empathy) 209du3tnaz1134

AMNINNITUINITAIHAITIINUALD10GNAT Std.
(Empathy) N Mean | Deviati

on

Employees provide individual attention 300 3.60 964

wﬁfﬂmu‘lﬁmmau’h@iagﬂﬁﬁwyyﬂﬂa

Special feeling 300 3.50 1.065
vl@T%’ummj"ﬁﬂﬁ LFl1

Anticipation of customers’ individual needs and wants 209 3.61 1.008

Liﬁﬁammﬁaamsmaagﬂﬁnﬂmmqﬂﬂa

Sympathetic and reassuring employees 300 367 951

WIHNIBAANULAR]D LL@zﬁ%’]dﬂ’Jﬁ&leuI‘ﬂlﬁlgﬂﬁ’]

Customers’ best interests at heart 300 368 991
lalannwaulazasgndrdasla

Total Empathy 300 3.61 .801

31NA13199 21 WU AATWAITUINITAIRNITIIN Ll,azl,fﬁlﬁlgﬂﬁﬁ
(Empathy)lagsaieads 3.61 (S.D. = 0.801) Qmmwmm%msﬁmmiﬁ'ﬂLLazL"ﬁﬂﬁ]Qﬂﬁn
(Empathy) tlamansondusotanuin ﬁaﬁ;&”@auLLLmaaumwﬁmmmwi’agaﬁq@ﬁa &
laanuaulazasgndrdasla lapfid1iady 3.68 (S.D.= 0.991) T898387A8 WiENI1UT

3 v < v v a dl ¥ K v
ﬂ')’]&lL‘H%l'ﬂLLﬂ$ﬁ‘§’]0ﬂ’J'13JlJ%1‘ﬂ1%§ﬂﬂ'] I@U&l@ﬂﬁlﬂﬂ 3.67 (S.D.= 0.951) LIDIANNADINIT
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=1

vosgndnduinuyaas laufidtade 3.61 (S.D.= 1.008) ATNE1A U fudanasy

o A A

uwuusaunudanumeniiifigada ldasuanuidniiay lasidads 3.50 (S.D.= 1.065)

q

HAILATWAMNINNITLINISVBIRLSINAE Il

A137191 22 ANRRSUAZAIBLTLILUBIIATZINYBITEAVAINANARNIADAKNAINNT

a U Y A A
ﬂiﬂ'l‘i‘llél\i‘i’l%i]']%'lil‘ﬂ ﬂ‘[ﬂ FNINIINVDY Eﬂﬁ‘[ﬂﬂﬁ’niyl‘!%

Descriptive Statistics
Std.
N Mean Deviation
ALMINANIUINIA WAL T WU TITHVRIUINT
: “ 300 3.17 408
(Tangibles)
ATHINAITUINIIIBANNLTONW 119 1a bet
: 300 3.1 A77
(Reliability)
qmmwmsu%mséﬁumsm auaua\‘l@iaaﬂﬁﬂ
298 3.10 525
(Responsiveness)
ATLNNANTLSINITARANNINLT oD
| 300 3.15 .392
(Assurance)
AL INAITLINIIANUNNTTINUAZT Laanan
A “ 4 292 3.07 450
(Empathy)
Service Quality expectations 300 3.13 .343

NANT97 22 Wu qmmwmiu’%ms'ﬁg@auLLmJaaummnrﬁﬂuﬁmmmwi’o
Tagva fd1Lady 3.13 (S.D.= 0.343) Qmmwmsu’%mi‘ﬁ'g@auLmuaaummnrﬁﬂuﬁmm
mwi’og\ﬁﬁq@ﬁa AMNIAMILIMIT AT UILUTTINVEILINT (Tangibles) lapdl
f1Lady 3.17 (S.D.= 0.408) 3898931F8 QmmwmiﬁmiﬁmmmmL%aﬁa (Assurance)
Tagfienads 3.15 (S.D.= 0.392) uas @]‘mcﬂﬁwﬂﬂiﬂ%ﬂ’]i@shuﬂ’.l’]NL%QNWI‘I«LVL’:]/’J’NFL’Q]VLﬁ

(Reliability)laada1iads 3.11 (S.D.= 0.477) MAUMAL UAZAMNINNILININTANNAIARTS
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dngada gunmmIInsdunIzanuazidilagnd (Empathy) lasiidiadn 3.07 (S.D.=
0.450)

] ' 1 ' H a [
A19199 23 ﬂﬁLﬁaﬂLLaxaﬁ%LﬁﬂdLﬂ%&lﬂ@lig']%‘llﬂ\‘lQMﬂ']Wﬂ']iiJiﬂ']iﬁ']%ﬂ'J"lNli.l%

3153382090317 (Tangibles) vasiuIlnaz Qi

a [~ a
QMﬂ’IWﬂ'li‘]Jiﬂ’ligf'l%ﬂ')'lNLﬂ%gﬂﬁii&l‘ﬂa\‘lﬂiﬂﬂi

(Tangibles) N Mean S.D.

Visually attractive parking areas and building exteriors 298 3.37 .623

miaammumsmaml,azﬁﬁmmminﬁag@la

Visually attractive dining area 298 3.32 .566
U%nmé"uﬂizmummsmﬁogwh

Clean, neat and appropriately dressed staff 300 3.20 .843

q@wﬁfmmﬁmma:m@ LS UTRELAZLANIZRY

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

N30ANLULIIW IR ITRUIZRNNLATNAN AL LRZIZALIIAN

Easily readable menu 298 2.99 770
LRI

Visually attractive menu 298 3.06 .743
wyndgala

Comfortable dining area 298 3.22 .795

u"?nm%'uﬂi:mummiﬁmmamﬂ

Clean rest rooms 300 3.25 .813
#aIIFz01a
Clean dining areas 299 3.10 .865

v IUUITmuaInIIRzana

Comfortable seats in the dining room 297 3.13 .805

NHITUYTEMUDMISAANNFLNY

Total Tangibles Sy g-17 L
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MNATNN 23 WU QUMNMIUINIABANNLTUIUTITNEILTNNT (Tangibles)

lagsaufidiade 3.17 (S.D. = 0.408) AmAIwNITuINIaweduzlsiruesuinig

= =

(Tangibles) LiaWsaniiunadanydn Jefidaeuuuusraunuiianuameniigiiigada ns

q

=

aaﬂLmumsmaml,a:ﬁaammhﬁo@@la lapfaade 3.37 (S.D.= 0.623) J898dNNA8 US4

Judszmuanmnindsgala lasfiduade 3.37 (8.0.= 0.623) uaz wasiazaia lasilduade

= =

3.25 (S.0.= 0.813) awd1aU dudefiaauunugauauiauaIanisdingads ns

q

2NLULIIHEIMILANCRUALNNAN BUSUATITAUTNAN tapddady 2.95 (S.D.= 0.781)

A19°91 24 ANRRBUAZEIBITBILLRAIATFIRADIATAINNITUINITATBANALT DI

15219lalé (Reliability) vassustnaz1adiln

ﬂ'mn"lWﬂ'ﬁfU%ﬂ’]‘iﬁ"I%ﬂ’J’]&JL%?Jﬁ%l’?’l']ﬂﬁﬂﬁ Std.
(Reliability) N Mean Deviati
on
Service at the promised time 300 3.12 .825

INNTUSNIAVIANHNAKA

Quick correction of wrong service 298 3.15 .860

=3 a 1 &
Nﬂ?iLLfﬂﬂﬂ@ﬂ’]ﬂﬂiUiﬂﬂiﬂ g13301L31

Dependable and consistent restaurant 298 3.14 .807

FWa1rIINNNTUSIININLENUNLTa D

Accurate bill 298 3.09 774
RHLRTEPHLEEN
Error-free served order (food) 298 3.01 .800

TaidanuAanaalwn1IusnITaIwIsaN NN

Total Reliability 08 ek .
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NA1IN 24 Uit quAINnIIuINIEuaTadiulindald (Reliability)

lagyndidiade 3.11 (S.D. = 0477) amarwn1svinisdiuanugaduliinglale

=)

(Reliability) LiaNasanLdusadanudt dendaauuuusauniuinnuaaniigingana i

U 9
nsuildywinisuinisediesiais lasfidiads 3.15 (S.D.= 0.860) 78984NAA

HuemsinsuSninasiauadeda laadaade 3.14 (S.D.= 0.807) Uaz UA1IUSANT

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

@1319N 25 o-?i'lmﬁ9.1u,azehw,ﬁﬂam%mmg'mwmQmmwm‘m‘%m‘sé"mmimauauaa

1 v

) v A A
A2anA1 (Responsiveness) maag«lmfnmﬂ'gzyﬂ.u

qmmwmsu’%ms@’fﬂummaua%m@iagn@’ﬁ Std.
(Responsiveness) N Mean | Deviati

on

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

SABIANNIIALS LLG:QmﬂWWﬂ’]i‘U%ﬂ"liLL&ﬂWﬁ’NL’m"lﬁ

el pali

Provision of prompt service 298 3.16 .818
TWusmafinaisa

Extra effort for handling special requests 298 3.02 .810

AMANLLINAN LA I UNNITIANINUR VN LA

Total Responsiveness 298 3.10 .525

NNANTIN 25 WU AAUNWANTLINITIHMIAaUAKEIAEANAN (Responsiveness)
lagsiuiid1iads 3.10 (SD. = 0.525) QANTWNITUINITATUNITABUAUBIAYN AN
(Responsiveness) LilaWananidusnodonwyin defiaauuuuseunuiianunaniigeng
A Y A d' =3 a =i A o =
fa IWusnsnsas lasddade 3.16 (S.D.= 0.818) J89AINNAE INBIANNUTIALTILAY

a ) A, A A ) v Ao
Qmmwmsmmmaﬂumamm‘ngmwU I@UN@’]L%RU 3.13 (S.D.= 0.752) ﬁ'l%“ll@?];d@lall

53



'
o

LLuuaaumuﬁmmﬂm%i’dmﬁq@ﬁa AN UNLAIUNITIANITAUA VAW LA Laad
ALade 3.02 (S.D.= 0.810)

@13197 26 ANRABUATEIBLDTBILUBNIATZIHVDIABATNNITUINITATIRAINN

Wzaiia (Assurance) vasduslnazdiln

qmmwmsn’%msﬁ'mm'mmL?;aﬁa (Assurance) Std
N Mean | Deviati
on
Employees can answer questions completely 300 310 842
wf{mmmmm@auﬁmmvlﬁasmauyitﬁ
Comfortable and confident feeling 300 313 776
fﬁﬂazmﬂammmzﬁﬂﬁ]
Staff provide information about menu items, their
ingredients, and method of preparation 201 3.97 468
L%ﬁﬁﬁﬁﬁlﬁiﬂgmﬁmﬁmﬂﬂmim}}, RIBNFULAZADNNT
LA
Feeling safe 290 3.32 647
snuaaadiy
Well-trained, competent and experienced staff 292 313 817
winauldsunsausuiia fenusmansoussdszaumsol
Restaurant supports the employees 202 288 759
IuamIlin st ayuninnuadnad
Total Assurrance 300 3.15 .392

a : a o = A
MA1IMA 26 WU QEnINNILINMIdIUANEILTalia (Assurance) lapTind
ALady 3.15 (S.D. = 0.392) ALNIWANITLINNIFIUANNULTENR (Assurance) LTaRINTAN

2 ' v Ao =} o A = R a A a
Wusedawyin ?IE]V]EGIEI']JLL‘]J‘LIE*TE]‘]JE]’]&]&Iﬂ’J’]&Iﬂ’](ﬂ%’Ngﬁ‘ﬂﬁ;@]ﬂa Eﬁﬂﬂﬂﬂ@ﬂﬂi(ﬂﬂ&lﬂ%%ﬂﬂ
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3.32 (S.D.= 0.647) J03a481fa 1mAlATay AR EINLIIBNTINY FIuHaNLAEITNNS
JataToulasddiade 3.27 (S.D.= 0.468) UAZ WHNIUIATUNTALTUNG FANUFINTOUAY

1sygunisob LLazjﬁﬂa:@’mammLa:ﬁ'ﬂa Taaddaduvinnui 3.13 U800 §1wTan

'
)

;j@auLLmJaaumuﬁmwmwf&mﬁq@ﬁa %”mmmﬂﬁmiaﬁfuak{,uwﬁfmmashdﬁ Tapd
fLade 2.88 (S.D.= 0.759)

A19°91 27 ARALUATEIRITBIILRAIATIIRYBIAATNNITLINITANRNITIINUAE

i legn@n (Empathy) 2asdu3lnazididln

AMMINNITLINIIMWNITFINUazIZ lagnan Std.
(Empathy) N Mean | Deviati

on

Employees provide individual attention 292 3.07 q72

wﬁfmmslﬁmmauh@iagﬂﬁﬁwyyﬂﬂa

Special feeling 291 2.96 .762

VL@T%'ummfﬁnﬁLﬂH

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

Lﬁ?ﬁﬂﬂ’)’]&lﬁﬂdﬂﬁiﬂlE’J\‘igﬂﬁ’]lﬂui’]ﬂqﬂﬂa

Sympathetic and reassuring employees 292 3.10 .885

WA LA LL@zﬁ%’]dﬂ’Jﬁ&leuI‘ﬂlﬁlgﬂﬁ’]

Customers’ best interests at heart 292 3.12 .784

lalaauawlaw 29anAG eil9

Total Empathy 292 3.07 .450

IINANTIIN 27 WU AMNINNITUINITAIRNTIInuazidlagndn
(Empathy)lagsaaiieads 3.07 (S.D. = 0.450) Qmmwmm%msﬁmmsﬁ'ﬂLLa:L"]j”’fLﬁ]Qﬂﬁﬁ
(Empathy) tdaRansanidusnotenuin ﬁaﬁﬁ@auLLLmaaumuﬁﬂ’nwmwﬁgqﬁq@ﬁa &
lanrwaulavasgndrdaela Tapufiaiads 3.12 (S.D.= 0.784) T898981fa Wikn91ud

mwmﬁulaLLa:a%”wau”uslﬁfLﬁQﬂﬁﬂ wazithfsanudasnvasgndniunsyeaa Tapd
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=) =

ANBRULYINAUNA 3.10 AINE1aU dm‘*ﬁaﬁ@@auLLmJaaumwﬁmwmwi’w‘hwama levu

q

anuianiiay lapddady 2.96 (S.D.= 0.762)
d%11 4 N1INAFIUANNAZ 1

sundzIuded 1 : wWisuifisuszauenafaiudaiidmaiausisnsedduilnamiduussn

Wil afianlslun1siianzAleaiia independent ttest lun3liamzl Nzauinddny 0.05

o

IMNIVNAFTIUTWAUFINIDINAUAFNNAFIUNIRDG

&
J%

Ho = afym@vasuilnaiuanedeny snadaszaua Nudaiiudefidnaiausisui

lauaneanis

H; = dym@vasuilnanuandiny snadazauaMuAaiude a1 iausIsun

LANFA1IN

1 1 1 1 { o a ©
('ﬂ"li']\‘]ﬁ 28 ﬂ']Lﬂaﬂlla&ﬁ?%lﬁﬂdlU%Nﬂﬂig'\%i&ﬂﬂﬂ'}'\&lﬂﬂL‘Vi‘lrla?la\‘iB;I:GIEHJ

MULFDUAINABAANII IS TN AL NANT LI

Independent Samples Test

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

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

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

HAIINATINN 28 UEa IALARIINANIINARDLUAULANANNTHIN R TIANULAN G

[ =

% InadaamnInuSnIsnuaIwIsinenuand1ins lasldadi@ Independent t-test L@

q

a v

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

'
a o U

' . . @ = @ o o | ' . (>
e Sig. 1Ny 0.000 DINANAINIIZAUBBRIAT 0.05 Lﬁﬂ%ﬂ’] sig. Bay t-test IMNUITNA

'
' o ' o o

Equal variances not assumed WUIA¢LYinAL 0.000 Geilengninszausasamn 0.05 39

UPIETRUNATIURAN H, WRz8aNTURNNAZINIEI H, BU18A0T FYT@nuandInuiing

Aa

danmnIWNILINITIUAIMIT Inafiuandanu adnaliiAyesidnszeay 0.05
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sunAzIuten 2 : fdnmeiausruvasduilaadinadaqmnwnnimizesiinemising

suNdziudaf 2.1 : Jan1slaussinzadguilaasiindinadeqmainnisuinisves

Tuemiing addanlslunsiienzdldsidnisiienzinanaunigns (Multiple regression)

%

NITAURLEIATY 0.05 NFNNAFTIUINAURINIIAAIAUATNNATIUNIRAG AdH

Ho = 3:@”1_|mmﬁ@Lﬁu@iaﬁamﬁwuﬁssmao;ju%‘[m“mﬁu"l,&idawa@iaqmmwmi
= dl v
USMINURITINEINT N
H, = sm”umwﬁ@L'ﬁu@iaﬁ@mai’wuﬁswaag?u'%lnﬂ"mﬁudwa@iaqmmwms

UIN13% aﬁmmmﬂm

{ o a (=3 1 AaAa [ a 1 o
('ﬂ']i"l\‘l‘?l 29 ZAUANNAALKRWADNANISINUSITINVY DI iﬂ‘itﬂﬂ‘ﬁ']')%%@lﬂﬂ']']&ﬂ']ﬂﬁ?d
ﬂ'mn"lwﬂﬁiﬂ%ﬂ']‘i?lﬂd%’]%ﬂ"lﬁ"l‘ﬂﬂEI

Coefficients®

Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.

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

R? = 0.264 F = 21.084 Sig. = 0.000

a. Dependent Variable: Service Quaility Expectations (Chinese)
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MNANTHA - 29 uaeslAiEulananTienzinInanasnygiuelidiausITnen
328EW19IznI981w (PDI) snuanududaanfisa/adriuny (IDV) suanudayved
UI/aa3 (MAS) dunmananiissanalaiuiuan (UAI) uazdunimnuaunwizoedu-soe
p17luaunaa (LTO) AF1u1I0iWIBHANIENLBIAINNATIARTIUATWANTLINNTVES
Tuemiing eRansanlasma dudsdaszynaraniuafuisanuudsUnusasany
MARIINUNINNNILINITaIIIRE M Ine ldatsdiddnnaaiidnszay o5 (A1 Sig. of

v 1 1 s a A‘ ) 1 1 04 & 1 s a
F #aunin .05) lasanaudsz@ndnisminua (R?) Sf1vinny 0.264 Tuaadinaaulsdase
sunsnafunsanuulsUnuvassndsaulasasas 26.4 uaziliainsanidunsoaiudsua
WU S2AUANNAALAUARTAIMUTTINAKANNFIAYVBIYTH/AAT (MAS) dUNITRANLADY
a0 Ll bnan (UAL) WasewmImABaLNBIZEZaR-5202807 luaw1aq (LTO) tduadudsi
Aaa a 1 dl Qs 1 a e o L dil > a a
fanSwadanialfsunlasludindsauegrslinsdagnieaianszen o5 laadudnine
nItInnesaainls laad@dausssudunmaninidssainuliduiuan (UAI) dsnaunige
J09R4NNA8 FUANNEIALVBILTH/EGT (MAS) UAz AIUMIMAdaLNIIzBZEU-Tzze07 1

o Lt al a 6 a

au1Aa (LTO) aaial lagsansndsugunisnyiianziniananasnigalusazuuudy

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

sundzIudad 2.2 : §an1iausinwedduslnar QU usinadaauaIaniIgmnINn1I

uinsrasiuamsing alidnltlunsliensildaiidnisiienzinanasnngm (Multiple

o

regression) N3AUREEIATY 0.05 IMMFNNATIUTNAUINIIDNIAUARVNATIUNIRDA A9%h

Ho = szauanudaiudaddnisiausiiuzasguilaasiddulidinadaainy
(% a A 2 €. v
ANARIIUN WM ILIMINAIU SEaeddaTuamsing
H; = szauanufaiudadinisiaussiwadguilnaridudinadanauainnis

a A = € v
Qmmwmsmmswwaﬂizmmasmmm'ivlml
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Coefficients®

Unstandardized Standardized
Coefficients Coefficients
Std.
Model B Error Beta t Sig.
1 | (Constant) 1.280 .104 12.334 .000*
PDI .084 .029 153 2.907 0.004*
IDV .053 .037 .082 1.423 .156
MAS 112 .035 .162 3177 0.002*
UAI 129 .029 .206 4.373 0.000*
LTO 211 .027 .383 7.896 0.000*
R square = 0.550, F = 69.519, Sig -0.000

a Service Quaility Expectations (Japanese)
*significant at a level of p<0.05
Na3197 30 melﬁlﬁuﬁawamﬁmsw:ﬁmmmaUwgﬂmmaaﬁﬁﬁ'@umﬁmaa
mar}jﬂ‘u AWITLERIIIZWINEI1U (PDI) @Tmm*mLﬂuﬂmﬁmﬁw/ﬂ@ﬁwg (IDV) a1
mmﬁm”tuymamgu/m%‘ (MAS) Funnaniaganwlaininomn (UAD) LazeI%nNIIniNnua
LI DEAR-52=0 e aa (LTO) ﬁ'mmsnﬁwmuNammwaammmwi’aqmmw
MM3U5N13289 we1m 13 Ine 1leRansanlas sy audsdarznnadiiunuaiuisa
LLﬂiﬂsaumaam’lumwi’aQmmwmm%mwaﬁmmmﬂ‘nU"L@Tazhaﬁﬁﬂéﬂﬂ”tymaaﬁaﬁ
35261 .05 (6N Sig. of F #aunin .05) lagenaudsznsnisiinua (R?) SAurinny 0.550 49
waAIINAYTBFITENITaTUIsAN kYT TIMesaaulsann ldTeuas 55.0 lasaanTa

RIHGH msmﬁmﬂ:ﬁm‘mm 3] ElW‘lﬁ ﬂ mlugﬂ AZUWKAL AT

Y =1.280 + 0.211 (LTO)+ 0.129 (UAI) + 0.112 (MAS) + .084 (PDI)
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79
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dududsifianinadenisfsuudsdlududsauainftoiaynmeaianszan .05 lag
ndnsnanisuannsdgaants lasda T amsssuaunisinnauruwszosfu-1202812 1%
au1nea (LTO) éawamﬂﬁq@ se98981f8 dunrsnaniasenawliuinan (UAI) @1%
mwﬁm”ngmaaqgw/a@%' (MAS) L8z euIzezi193znINgd 1w (PDI) @&y

wazg A9 laaydannuuandisuazaundannuizninin1ssuiaiaussines
Juslnamniuuazandiuisinadeanuaanisguninnisuinisesiwemsinglu
Usifud199 aua1s9i 31 uasnagunsalasluansi 32 Sfiausennsad N Gaz
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Research Questionnaire
“The difference in Cultural index of Japanese and Chinese to service quality

expectations of the Thai restaurant”

Part 1 Respondents information

1. Gender

L] Male [] Female
2. Status

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

[ Less than 25 [] 26-35 1 36-45 " | More than 45
4. Education

[] Lower than secondary school [ ] Secondary school

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

[] Less than 6 months [ ] 6 months

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

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

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

Level of Opinion

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

1. Inequalities among people are both expected

and desired.

2. Less powerful people should be dependent on

the more powerful

3. Inequalities among people should be minimized

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

powerful people

5. Everyone grows up to look after him/herself

and his/her immediate family only

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

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

loyalty.

8. People are identified by their position in the

social networks to which they belong.

9. Money and material things are important.

10. Men are supposed to be assertive, ambitious,

and tough.

11. Dominant values in society are the caring for

others and preservation

12. Both men and women are allowed to be

tender and to be concerned with relationships.
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Cultural dimensions

Level of Opinion

Most
()

Much
(4)

Medium

@)

Less

()

Least

(1)

13.

are frequent among people.

High stress and subjective feeling of anxiety

14.

risks is normal.

Fear of ambiguous situations and of unfamiliar

15.

Uncertainty is a normal feature of life and

each day is accepted as it comes.

16.

Emotions should not be shown.

17.

Willingness to subordinate oneself for a

purpose is normal.

18.

People should be perseverant toward long-

term results.

19.

Traditions should be respected.

20.

Social obligations should be respected

regardless of cost.

Part 3 Service Quality Expectations of Thai restaurant

service quality expectations

Level of opinion

Most
(5)

Much
(4)

Medium

@)

Less

()

Least

(1)

1.

Visually attractive parking areas and building

exteriors

2.

Visually attractive dining area

3.

Clean, neat and appropriately dressed staff

4.

Restaurant’s decor typical to its image and

price range
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service quality expectations

Level of opinion

Most
(5)

Much
(4)

Medium

@)

Less

()

Least

(1)

5. Easily readable menu

6. Visually attractive menu

7. Comfortable dining area

8. Clean rest rooms

9. Clean dining areas

10.

Comfortable seats in the dining room

11.

Service at the promised time

12.

Quick correction of wrong service

13.

Dependable and consistent restaurant

14.

Accurate bill

15.

Error-free served order (food)

16.

Maintaining speed and quality of service

during busy times

17.

Provision of prompt service

18.

Extra effort for handling special requests

19.

Employees can answer questions completely

20.

Comfortable and confident feeling

21.

Staff provide information about menu items,

their ingredients, and method of preparation

22.

Feeling safe

23.

Well-trained, competent and experienced staff

24.

Restaurant supports the employees

25.

Employees provide individual attention

26.

Special feeling
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service quality expectations

Level of opinion

Most
(5)

Much
(4)

Medium

@)

Less

()

Least

(1)

27. Anticipation of customers’ individual needs

and wants

28. Sympathetic and reassuring employees

29. Customers’ best interests at heart

97




