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61602325 : Major (MASTER OF BUSINESS ADMINISTRATION PROGRAM)
Keyword : the need in quality service, service quality, reliability, assurance,
responsiveness

MISS SARUNYA ARYUBKEN : A STUDY OF NEEDS WANTS IN SERVICE QUALITY
OF ENERGY DRINK THESIS ADVISOR : INSTRUCTOR ATTAMA BOONPALIT, Ph.D.

This study aimed to investigate the needs in quality service of beverage
manufacturing company and its service encounter problems in order to propose a
guideline in service quality development. The key informants are business operators
that used production service of beverage manufacturing company (n = 15). It was
found that the majority of key informants had high expectation of service quality in
terms of quality of service, physical evident, reliability, responsiveness, assurance and
empathy. After using the services they felt satisfy with the services quality in every

aspects.

They chose to use production service of experience, legal licence beverage
company with International Standard Industrial Classification that implement modern
all equip machines. In addition, the company should be reliable and take good care
of customers with after sale services. Problems the key informants always encounter
were communication with staff and production delayed. The proposed guideline for
service quality development. from  this study included the variety of beverage
production, improving:.company landscape, maintaining company’s image, marinating

loyalty customers by continuously survey their needs and improving service quality.
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1.2 Expressed Needs Lﬂuﬂ’nmaqmimL‘duiugﬂmaammLmﬂmﬁzmw
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Lyifisimu (Intangible Goods) ¥aegsAaMIULTUUINTS Ingdudnlififnuiuazdodanuise

Y

POUALBIAIUABINITVBIE UL TN Idanuiianalale

[

Ase¥ond Anidalnlsnd (2550) Inandn nsuins Ae msufuandreviaauslyian
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Kotler (2010) l¢ind@n231 nMsu3nIs anedis UfoAnnsle q Ayananguwiaanansa
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Etzel (2014) NA1731N153ANSAMATNNITUTNITVBIBIANTHUAITITA TSNS

1. M3AIANUAIANTIVRIRUTLAA

2. MTINTEAUANNAIANTIINNGUNAU AN
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[

(2545) TWANUMNEAMANYBIUINTT (Service Quality) Aall
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3. ANUAINITO MUEDe GIAUINTazRelivinwrkaraus Avudilaly
UINTHY

4. ANaEnIaluNISIAY MUNeANI AABERBNSRARe LUINENST
Fudou way Lidenaisens

5. A udldsende wuneds anugnmseuten Wullns uwazidlaniusdn
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7. \@edold vaneds msusnstiudlenudensaaznddald

8. sfuasUanndds wuneds n1sudnisesdedldifuiiasds Usiaannisides
LardUNIIY

9. SAnuaziinlagnA vanena ne1eWYnANUYIlINRNABINTT kATAIY

Y a 1

Aevisvesgnauazliuinisnviliigndndninduanyldlammed
10. wenenulidangnAduiala vuneanudn wuluiemwluEesdsdiue
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Y a . I Y 1 5% % YY) o Y Aol Y a | Y a
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a o b4 L4 o . a wval v 1 4
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ANNAUNUTNIINGANTIY (Behavior communication)

2.3 GNWAENISUINNG

nsUSNsianeasdfy 4 Usgniseald (Kotler and Armstrong, 2008)
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A a Yoo v oy s a &

vsaiinAusan ineunaziinisie

2. Twiuen danumainane (Variability) vi18A314737 AMAMYBIUSNslikiveu
X (K 1Y a [ Y a = A 1
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s=Smiling & Sympathy: Bunfuuazielawunlalas Wuendiulaseaudiun
ga8INVBIFTUUINT

E=Early Response: flouauaionuUseasfnngunsuuinisegesingvivle lng
lifeudyunisenses

R=Respectful: uanifispnutiudialiiiesigunsuusnig

V=Voluntariness Manner: Aslyuinasivihedisasiasla walavih lilsviauedis
elallel

I=Image Enhancing: Ms¥nwin1manwalveadliuinisiasnndnyaluedodnismie

C=Courtesy: ANBaUNDY dulyy 4NN HUI58 W

E=Enthusiasm: AIMASESUNTERS NIEfe3ody vazunsuagliudnisunnigd
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1.3 duna Ao N13FUNINGANTIN N1W7 YN UagNITUAAIRBNYBINATHY
8381un A4 9
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8. Msfigunmnienazaunndniia gliuinisazguaguninsiesnieliduudeauysal
1 A Ao v a a v
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{41 : Parasuraman et al. (2013: 41-50)
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ANANTRAUAINIOUINITINONDUAUDIAIIUABINITNANIZLIILAL LATINAIAY
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[

Usziliunarainsdelaediiugiuandennanivihaslasu anudesnishedsngniledn eglu
a §vo = ¢ & 4 A Na & | | =
Inlddriinvesnywd Wunaduilewnnndinanuluey Lavanunimvesusazyaaa Lile
vee 1 oo v = =i o 9 v v 2
SAnd1dA1udednis wanwazdusegelanagilvianudesnisiasunisnevauss 910
=3 1A 2 A a [ v Y a A ¥ a
n13fnwinuIlusziaunitaulaineiduaiiuaianiwesiusinaneduaiuazuinig

ﬁ@i@lﬂﬁ (Christopher, Vandermerwe, and Lewis, 1996: 123-125)

1. anuaavisvesgnAviedumuazuimsziinnuiuwlsiuanunisaliunnsieiu

a A

U AUAIARTIRENITUSASIRANUTAMIATUTY TR AUNISVRAUAE AZLANAINAINAIM
ANMNTINDNITVBAIUSNEIINARIMNNELLAITSNWIEAILAEY UBNINNUL AINUATANIIVD
anAdegliuInsudar e luna M ITURALINUGWMNUANANTY WU gNAEAIANTIIn
agliifinsuimsemsluigrtusrazauluyssing usignAaanisdl aededusn1semis
a a a 1 < %
Tunsusnsveanentusyringdsewa 1 Juauy
2. anumanavesgnAvgiiaudunUslunguussannsiuaneneiu 1w nqugue

MUNGUAMAS nauAUNLsARRUNGUE 8Ty ﬂdmwﬁﬂqwuﬁﬁﬂqwuiuisquuﬁuﬂfjuwﬁm'mﬁ
iauludineu 1 udu uaﬂmnﬁ?ué’qwudwmmmwi’wm{jw%’lﬂﬂé’umﬂamﬁu Tuusiaz
Uszine 1wy glasanssalnlutssna Greece enapensuldvnnsalslinansniinaiidivue
vianedlag wilu Switzerland agiunaniisalwananeniinandidvumduiund

3. AMIUAINNIIVBINAENITUINITAEASUBNBNAIINUSEAUN1SAl INN1STUUSNNS
NngluInseng q Jaudsdulugpavnssniendu wieangliuinslugaamnssudifiony
Aedeatulunsdiigniliineivszaumsallunisldvinsunneu uilunsdlfigndliined
Uszaunsaldenisuinisidanuiieadesiuinieu gniaziusuifisuananuaiavisiou
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1. AUABINTSAIUYAAA (Personal a Needs) AINUABINTAIUUAAATDIEUTINATL]
ANuLANANiueentUTuediudnysasityARaLazanNLINGoNYRIRUS LN ALAATNE Y
AUSINAD1ITAIANTININNITUSN SRR UYSouAnsiueen lUAUANLABINTYD A

asRIuAng

2. Msuan@kuuunngaUInNeiunNIsuUsSNIs (Word-of-Mount Communication)

A v a Y o

Aetayaiiuslaalasuinuinguilaaaudu q Awelasunisladunianisuinisaindudnd
Y a Y Y = I~ Y o o w Y a v A o/ [ < [ o a
Auslnaldudivsentvavilumisivauusindnyiuanlduinisivaud ldinasdudedm
MNIDATUBNLETRIN 9 LNEIAUNITUTNITUY
3. Uszaunisalluednvasduslaa (Pasta Experience) n1sguslaaiaglasu
USEAUNITUNINTILATNIIDUTLNYINUNISUSASTINTNARDTLAUYDIANUAIAN TV
Austnaluiy nsgUssaunsadlusfniiliiiamsiseusiaznisandiUszaunisalivan iy
q. m’ﬂ@mm’]‘dWstjﬁuﬁuéﬁﬁ&iaﬁﬁ%ﬂ (External Communication at a Customer)
n1slawanUseduiusatnesansgiiusn suddegusiaalugduuusng q tielvia
faa A ~ ' a % = o W | v 'y} Y a
ANNIUTR vTelieduasunIsvsfiIniliunumdAyaenIsaiauaaniwesusian
= @ a P Yo
WYINUNITUSNNSNALLRSU
3.3 AuAIAIsuaslynuasgnal

1w a v = a 1 o £ [ a da
ﬂ'15LL“UQGUUSLUﬁqiﬂT\]{]ﬁ]ﬁ!UUNQ'NMEULL?\TZJ']ﬂGUu ﬁqﬁﬂﬁ]ﬁ]%@%i@ﬂl@ﬁ]g(ﬂaﬂL‘U‘Uﬁqiﬂ"ﬂﬂll

©

AuALASsluaenguIlan na1IRe uinisagfedasuUInsilnunn uasiidAnya

o
a tY

andidessaufuiinisuinastuauisanevaussnudosnisvesauld lugsAady
MsmevALBIANLABITeEaAIAtine uifewaunsUIAsTAUALAINY WEoLAY
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nsUsMsiuAumanIngluaunineves Fuauna ¥19UsulEsy (2548) naai
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1. nsdlUsvaunIaiuINNIIANAIINTS naeANd gndAagsantinelatugsfia
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o AJ vy Y a Y < 1 a Y a v v a

anuatandanaslineunsleusnis gnAndiaunelaueegnede gnAtinauasndng

donnldusnistuasssely uavenavlvvenseliyupradusiely

v
LY a kL = a

Tun15a51911503115MALANNAIARTIIY §5A99ABIANYINGANTIULATAIY

)
AoIN15U83gNATRL19aZIBEAATBUAAUYINKINY UaFa T NAINABINITNURSNITRIgNAT
&
waNaNi
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[

v wve
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A15197 2 NITUWENWINITASNATUINITAUAIIUAINAT
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ANUABINITNGININBUAUBY | ATINFBINITNARYIMBUAUBY | AUABINTTNEILIgIAA
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Waanan : Foauna yaUselasy (2548: 88)

nafe g3RINsUINsHesIiunsUsul sdsiigsiaiausliignin dewiiauedad
Audsausuirlaifunldlugsia suiafesdendeiidslifizshvlaauasaudosnsvesgndn
uninfiodseumsuinisiumumavsnelignésely

NAENSNNTATNUINITAUAINAIAVLNE (Kotler, 1997; Zeithaml and Bitner, 1996,

o190l Foauwa ¥1IUseEsy, 2548)
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1. N13WWALINTUTNNS (Service Positioning) N1531198L11eN15U3N5920UqA
= o 4 Y = = a & [d 2/ [d U Y a !
Mensoyndalalignaindgsiatiu Wunisadeanuduiivesiiieaesgsnalilanieu
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2. NMINAIUINITUINITINN (New Service Development) laln n15a5511 ARAY
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3. N5A319ANULANANG (Differentiation) N1SES19ANUBANF1EIUNTOYINLA 3 3T
3.1) MswmuNsUInIsNilegAulviaTy ﬁﬂléﬁmamiaaummmwmﬁuqﬂffh

MsBATeRtosoniauaingnAvsedaua AL INnInugliuIng Weusuusenis

1%
=

USRI

3.2) NNS5E319USNTIMUTUN VI ARANISUSNNSALUANATLLAZLANAI9IN
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3. NsdRANT JUSMsIERewlinsdeansiundnauiioaieanudilalukuimiens
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EJV]SJ@V]SWﬁGI@ﬂ']iLanu{jEQﬂW (E]G]ﬁﬁl ?]']G‘]’Nﬂf]‘a LLaenagn m@pmqa, 2549:

e

25)
a a ¢ . .
1. andwavesanIun1ad (Situation Influences)
- anunisainsuslaandndue nsuslaaduauazusnisaviguslaalug

A15ATEUUNDIAINUADINITNILAIHNAN S EUIN LALLNALNUNNEA D UL ANTILANFNLE WS



35
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2. Bnsnavefuslaa (Consumer Influences) FuslnAusazauiisn1sdnnistym
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Tudstu nufiduuanasuandiduanmenufisnelaludaiy wesviruefduavazuandly

Wiudsannauldlianelatiuies



36

Oliver (1980) nd@1371 Awanala nueia a1nisaluanseanieaduianiy
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UARARBEUA1 3BNITUINNS
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waladiazgatiauuu (Shelley and Honikman, 1975: 252-268, 9189lu 30 nsseu
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