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Exploring The Relationship of Service Quality Customer , Satisfaction and Advocacy
: Case Study in Chiangmai Provincial Industry Office
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ABSTRACT

This research on exploring the relationship of service quality customer, satisfaction and
advocacy: case study in Chiangmai provincial industry office was carried out with six primary
purposes - 1) to research the service quality that influences the satisfaction corporate users 2)
to research the service quality that influences the corporate advocacy users 3) to research the
satisfaction that influences the corporate advocacy users 4) to research the differences of
demographic characteristics that influence the service quality corporate users 5) to research
the differences of demographic characteristics that influences the satisfaction corporate users
6) to research the differences of demographic characteristics that influence the corporate
advocacy users. The purposive sampling method was used. The four hundred samples were
collected from SME operators who used Chiangmai Provincial Industry Office services. The data
were analyzed using frequency, percentage, mean, standard deviation, and multiple linear
regression.

The results of this study showed that the quality of services affects the customer's
satisfaction, namely responding to service recipients' trust and understanding as well as
familiarity with the recipients. It has a positive influence on the satisfaction of users of corporate
services. The greatest influence is understanding and familiarity with the recipients. The quality
of service affects the communication of the customers' word-of-mouth, namely the concrete
aspects of the service, responding to service recipients' trust, and understanding and familiarity
with the recipient. It has a positive influence on word-of-mouth communication. The concrete
aspects of the service have the greatest influence. Users' satisfaction affects communication
by word of mouth, namely equitable service, on-time service, and progressive service.
Progressive service has the strongest influence. It has a positive influence on word-of-mouth

communication. Demographic factors that affect the perception of different quality services
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are the different levels of education and monthly income levels, which will affect the
perception of different quality services. The higher the level of education or monthly income,
the higher the emphasis on the quality of service provided by the level. Demographic factors
affecting service satisfaction vary, including education, career, and income levels, in which
different monthly income affects different satisfaction. According to the study, demographic
factors it does not affect communication with different wording.
Keyword

service quality, satisfaction, advocacy
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Model Arduuseans
. Y - t. P-value
(UadvanunnnisTviuinig) B
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AU uUsTIHYRINITUINNS 0.041 1.173 0.242
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R Square = 0.575 R Square Adjusted (R?) = 0.570
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Mean p-
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Tunqu 80.050 398 .0.201
53 168.267 399
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*e19ilszauled Ay 9anan 0.05

A15799 7 naaeullIsuiisuaafsanuueandeegseninladednyusdiuyana suselaiady
oweufiun1siuiamnINuINg

(n = 400)
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N5¥uUIAMAIMUINIS X 10,000 20,000 30,000 40,000 50,000 50,000

um um um um um um
4.079 4.256 4.348 4.499 4.542 4.399
woendn 10,000 UM 4.079 0.269* 0.421* 0.463* 0.321*



10,000 - 20,000 UMW 4.256 0.244*
20,001- 30,000 U 4.348
30,001- 40,000 U 4.499
40,001 - 50,000 U 4.542
11117371 50,000 UM 4.399
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AMNNeNelauInIg
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USENLDNTU 161 4.194  0.553
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A8/, NUDNANTS 163 4.069  0.591
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59 400  4.160  0.580
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4.341 4.418 4.194 4.099 4.068 4.610
Hnseu/dnAnw 4.341
1319N15/3538%A9 4.418
UTENLONTUY 4.194 0.416*
Sudheiily 4.099 0.319* 0.511*
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11AN31 50,000 UM 4.392

*geefiseiutaddnynsedan 0.05
n1safUTena
MnuamIfnunssitadsauammsliuinsinavindeauielavesdliving
09Ans wui Yadeaunmnisuimsiunsneuauesdeliuuinisnslvirudesiusegnd uazns

Y v Y a

WhlauagmsidngSuuinmsinauindeauiianelavesliuinisesdnsdeaenndaiunanisideves

Do @

Wadlnn 1389905 (2562) Inudn Tadeamnmnisliusnssiunisnevauassiedsuusnisiagany
anudeiiolidlalunisuimsdmadeniuiisnelavesdlduinig wazaenndesluuisdiuiu
NWITeves Sey Ww1IUEE (2564) Nnud aunmnisiiusMsdaadeauisnalavelduinig

b @Q'ﬂ']'im'WLUU'i']EJﬂ'mWU'J'] 191U 3 U A9 ﬂ?Uﬂ’]’ﬂMﬂ'ﬂNlﬂjallumaN’i‘U‘Uiﬂ’]'ﬁﬂ’mﬂﬂiL‘Uﬂ’ﬂ bbe1®

[ o

ﬂ’]i%{: ﬂfzJ: UUINS LLaB@W‘Uﬂ’]’mLﬂ@ﬂ@l’l’]’]\ﬂ‘ﬂl@ﬁﬂ@ﬂmﬁﬁUiﬂﬂi ﬁ%%ﬁﬂmﬂ’l‘Wﬂ’]ﬂ‘ViUiﬂ’]ﬁJNaU’lﬂﬁ]@

¥

ﬂ?iﬁ@ﬁ?i@’lﬁﬂ’]ﬁd@ﬂ(ﬂ@ WU {j‘ﬂ’ﬂﬂﬂmﬂWWﬂquiﬂqﬁﬂ’]‘Uﬂ’NiﬂL‘lJ‘Ui‘Uﬁiill”U@\‘iﬂ?iUiﬂ'ﬁ 13

povauswiogsuuIng mslimnudediusegniuaznisidile wazmsidngiuuinsinauindenis

Y

d0@13078N1TUBNAR FIADAARDITUINUIILUDI BTDUIA INWIYYUIA WAT 3R YTAUUA (2562)

q

s
aa v Aa

IUITeY09 UaagM 25 NARTANA LATENIITIAL 2MMAD (2563) ANV ALAIWNITUIANS

9

Y A

o Aruaudugusssuresuinis AunsnevauedsegnAl wazaunsidnuazidnlagndnd
Svswansuandensdeanswuuinsetan i’jﬂfifammﬁqwaiﬂsuaqg’{mﬂ%’u%miﬁmamﬂm'ams?iams
frun1suanse wui audianelagiunisliusnisedaauenia aufianslagiunisu3nisiings
an wazauianelasunsiudnisegsiwindnauinsenisdeasmenisuende dsaenadss

TuungdluiuNan1sI98ued 3510581 WAL (2559) 131 Aufianelaluusnis 19a1unis

a

Tusmsfiiarminomh sunslivinsedsseiiles wuinlidvswasionisuensdevesgliuins uas
fraonndesiunanisitoves ssnsal lHegsd (2558) Jemuin Arwdianelaiidvdwamsuindenis
vonsevesgnAn daudulvlufiamaderfuiunanisidoves aSugiu §3qus (2562) dnway
Uszvn3Aans dason133UIAMAINUSNIT NUT1 SNYasUTEeInTAanseu WA 918 91T Lay
anrunIwansa Auansiefy duasenisfuiamunimuinig liuandrsiu ludiuvesdnuas
Usgrnnsmansenu sesunisine wag seausielddoiiteuiiuandnaiu Snasion1siuinunimuinig
uAnsnstuy Bsaenndedluuisdiuiunuidoves Jaulun gaussissy (2557) inuin dadeduynaa
e 91y LazeIniiuandsiuiinasionisiuiannmnnsuInisliunneneiu Tuduvestladesu
selddusdeifouiiunnifuiinadenisiudaanimnsuimsiwndiuduieriunuidees

fnen lyeans (2554) dnwuzUserInseans Juanoauiansla wuln anwasUsesnsAIEnsau

12



WA 918 WA @01UNINENITANULANFAAY Tnasenduianalalduandresiuludiues dnwus

USEYINIAANSAIU SLAUNITANET BITN WA S2AUII8laRDLARUNLANANNY TNanamINURanela?

=b
pmd)}

wANA1IY BeaonndodluuedIuiuNan1TITeU LUYITIV 538 (2562) NWUIT H3UUINT

6
Y
NYNHALIEAUNITANYY LAANUNINDLANLANA1IUY WALEIADAAADIUNNAIUNUINUITEUDY NS

2a

5101§AnTal (2562) dnunzlszyInsAans dnanen15dea19078N15UBNAD WU ANYNY
USZINTAERNTANUNA 018 FTAUNISANY 91TN SeauTelasialnau uag an unInausaniansing
i denasion1sdealsniunisuandeliunnd1eiu Feaenndesiuauideves wisa Jaanetiun

(2561)

ayluazdaiauauuy
NHANTANYIATIE

1. YaduiuamunImnsigsuusnsiiaudfsy wazdinaugaamnssudamingesivg

Y

a o <

AodlvinudAty WU 1399N15LUSN9AIEANTIAGT anstesaIn1ssenaslunsinmalaaiugIy
annsaUFuiinumsildsunlasvedaninalulad wWu n1sindedeans nsTudstoyarussuy

Buwesiin risunaneosuseulasie o saisnsinousuiaudneninvesmiinaudmeg

2. Jaduaruauianela dsnduisuuinisliainudidgAoni1tliusniseg1aausna

Y

Ldenufus nsliusniseuaidunounas n1shiu3nisnasaian wazn15hiuIniseg1an1Ini
WU Msfinredeoans nssudiloyanusyuuBumesiie vseunanesueeulasne q dnavinsenis
deansmignisuensie Asud1inay msydutukarlianudidyduguwuunisliuinisniauin

Wy saai5uasasaian Tneyaiuluiniswaungusuunisanfivay wiluderanain waznis

'
! A

Usuussnmisliusnisiinuegiase ieasmnuianelaliungldusnig

Y

3. Yadeanuianalaniunistiusniseg1wauani1a AufianalaniuniIsusnIsingan

L%

AUNINBLIAIUNITHAUSNITBE19NMINUNTNAUINABNISADAITAILNISUBNAD AIUUNUSUITART

[

o w [y

satfunazliruddyusuuuunsliuinsifianusiniien insuasesaa Taesjadduluiing
fagUuuunisdniuanu udladofianatn uagnsuiuusnisiuinsliituegiaue ieadiani
anelalvungldusnig

4. EnwauzUsznnsmanseny A 1y 01Tn uar @anunwaNsa uannaty dnasonunn
U35 ldumnsinafu Tudiuves sedunsine was sedusgldveifeufiunnsitetu fnasogann
USMs wansnaify defudidnaus esfnwuaslimudfusesedunising wazs1elsvosfilan

Suuinis MnnsAinwnuidifiszduneldsedeulusyauas aviuaudidyrieliruddgse

o

13



[
¥ Y U

n1sasnu d@rnaus deslvanudfguazliusnisdegnieuanu saunanelvnisusnisd

Y 9

Usgdndna warasrdlenmalunisnelifnaiuiisnelavewSuuinslaunniiganmuninudesnisiay

Y

| Yo

AuAAvTsvesFuUINTINnTign Lﬁ'aa%ﬁqmi%"uﬁiu@mmwu%mﬁﬁﬁm%uLm@iuﬂ%mi

5. anwaslssrINIMEansaiuLINe 81y sEAUNSANYT 81T serusgladefieu uay
anunwaNsaTLAneaty dswadensdearsiemsuansdoliuandieiu dafuduimanisfinyiuay
shanudlafiugiuanudesnisuazanuaantilunisidiunuuinisvesdlduinis ilenns
nouAuBIANFBINITRUg uLaEA N An T Ul 9nTagn wasileademufianelaioy

! Y a d' v 1 1
ﬂ@l%Lﬂ@ﬂqja@aqjmjﬂﬂquaﬂmaa‘LuL'Ja'W]@I‘U

URIGIVRINTE

1. lumsiteadselumsinuiladedu q farunsaneinsal arufisvelavesglduins way
msdeanssenisvensold osnnmdulszavsnsnensalogluszdutiunans Gseradululiin
fafidadedu q famnsaneinsaimsinanufianelauaznisiearsienisuendeld wu Ussaunisal
YOIlIUINIT 38 AnuAnTwegliuInig

2. lumsifeedaelummhnmsinunitedenmnim Taensdunuaidadndielmdlaieni
foIN15vRIUsLNAlIRE1WYIAT

3. meAfeiidunuitelugiaamiaviidu dedy fusznoumsmsiinsitoeseeliles
dewmundneniwlumsusgnevgsialiaiydnmiigs 4 Tuly nelideyanngiuuinisunldly

ANSANWILAEWAIUINITANTUIIUYDIDIANT

LaN&N331989
Tafio uusiduns (2560). lumaidamumdvsnanainimmslivinsicmadonuionels aulidede
19 uazaarumeinainavesgnet sumsngalng a19Ingauy3 Anendnug). ininerdefauing
,AUUINITTING
fiaudian e’ (2562). pamnmnslivinsidemasieniuianeloveslauinismaviaiiosn
Wida FmINUATATETINTIY  (NIAUAIDATEUSMNTTINAUMITTN) UM INGIRETIUAILNAS
35t wniUSen (2564). ganmmasTiusnsiideananaiuienalavesltusnisardneuanay

s ngunnunIuAs (M3AUAINBaTEUITITINaINNTdn) UMINeIaET ALK

14



DIOUIA LNWTUYUIA Uae TN YIAUUA (2562). GnEHAYIANNINNITUSNITUAZN INANYAOIANTT

dnensdearsuvvindeaunvesglauinisninsunmelulsang1v1asivstd (1nsansindin

Wede Nugnssad 14(1) unTIAN-LUWIBY 2562 p.209-218)
LENOTa I3 MNAAIANA Ua¥aNIITIU 1NN (2563). AMANINNITUTAISIIIAIINSUWUSIUN ST

UuYYenseYesgIAaayl lus wavIalosaIsaI $9iauIasnIl (NSNS
Wazidy UMINEIduNIARETURRNREIte TN 11 aUUN 1 UNT1AN-lUEI8U 2564 p.86-99)
35050l wesadte (2559). MIsTUFAMAINTIFUA TIEARIuTINelalUYSNITIaLNITUEN Favey

a ¢ 2 U o o v Y a a a LY a
9uULMILIAUIY (ADSL) Y99nauAUIg NI (NMIAUATIDATZUTINTTINIUMUNTNG)

UINGIRENTUNN
s505el \dea3d (2557). lannisanwtlavendansnavesnanimnisliuings idnenaiuliala

puisnela n1svenseuaznIsnavudlguinIseIvesgnalsaususeaunIngg (NsAuaii

BATTUTMNITININMNUNIR) , UNINGREATUNN
AIISUFAINTIAT hAZAMNINDIT

oSwgu A3qV3 (2562). SnEnavesnaA1isUHueIT AR
Divsmsde mawitenels gainimadiiusmsuande uasmsndualduiniseivesgnAail
lgusmslswusuluvangunmumiuas  (M3AuAIBaszUImMsgInaumyngn) i ingae
NIWNN

Sauriuvi anusuiasy (2557). TadeiidamasonainnnsTsiuinisungna vss sudv sausmeslnly

N3AUANBATEUSMSTSAAUMTER) W Inerdemalulagsivuena

Ja 9708 (a7197U1N17) (
QY

o

€

a
U3

an

finen lyeans (2554). AaruAmiugenaln NN liusnITvesesdnIsusnsaaudIvainzls eunatu

5 daminasdansy (Msruaindasesgusemaumansumdadio) Ining1aeysm

15



