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Abstract

Thailand’s strategic goal as the medical hub and retirement destination have
raised awareness on the need to improve patient care and medical standards. The
article aims to explore and analyze the fundamental of elderly nursing; long term care
in particular; as well as applied a multi-disciplinary synthesis on elderly care’s
service management, an integrated approach between the field of nurse and hospitality
management. The 3 additional Ps in service marketing concepts; physical evidence,
process, and people; are highlighted as important tools to promote the service quality
in elderly care in conjunction with the SERQUAL model. This article also suggests a
transformation from caregiver to self-care to successfully meet the goals of long-term
care purpose. Fundamental concerns, guidelines, and suggestions on how to enhance
the quality-of-service management for elderly care and service quality management for
Thailand to succeed its goal as the medical hub will also be covered in the article.

Keywords: Service Marketing, Elderly Care, Long-term Care, Service Operation
Management, Service Quality
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Introduction

The United Nations in 2015 has announced the Sustainable Development Goals
(SDGs) as an ongoing blueprint to achieve a better and more sustainable future for all
(United Nations, 2019). At its core are the 17 Goals which are an urgent call for action
by all countries; both developed and developing, and in a global partnership. The goal
is to tackle global challenges such as poverty, inequality, climate, environmental
degradation, prosperity, and peace and justice. The goals are interconnected,
emphasizing leaving no one behind which includes the elderly person (United Nations,
2019).

Thailand has essentially become the retirement home and dream destination
for senior citizens to spend their peaceful life. The boom in senior citizen care
facilities has driven more investment into the real estate sector in the past few years,
with various types of projects and service offerings such as nursing home, retreat facility,
senior and assisted living facility (KPMG, 2018). These call for the need to raise the
service quality management and operation for elder care services. Thailand’s strategic
goal as a medical hub has raised awareness on the need to improve the patient care
and medical standards. These include general and elderly nursing standards and nursing
service management both management and operation to meet the national goals. In
recent years, tourist expenditures from health tourism have considerably contributed to
the country’s GDP. Thailand has earned regional recognition and played a leading role
in medical service provider, medical care, and patient treatment in Asia (Thailand Board
of Investment, 2016). According to Post Reporters (2019) the country ranked number
6th in Best Healthcare Provider in 2019. This has drawn tremendous oversea investment
in medical devices and put forward multiple new and expansion projects of medical
facilities in both Bangkok and other regions including key provinces.

With respect to the principles of elderly care and as part of the small mechanism
to gear towards the goal “Thailand as the medical hub” and prepare our people for the
current aging society, various academic fields shall work towards synergy and integrate
their field knowledge to improve the quality life of the senior citizens by providing a
quality service for elderly. Therefore, this article aims to discuss a multi-disciplinary
synthesis on elderly care’s service management, an integrated approach between the
field of nurse and hospitality management in Thailand. Key contemporary principles,
concepts of service marketing, service operational management, service quality, and
elderly care will be presented. Emphasizing the principle of elderly care in particular
“long term care” which is a nursing care for elderly in the dependency stage of older
adults, who require not only advance, but also long-term care. Elderly for example who
are in suffer and deprivation from chronic diseases, previous accidents, or disability,
including those who are assisted elderly who have received care in various forms; both
in formal and informal; performed by social and public healthcare professionals, family

members, volunteers, friends, and neighbors.
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Objectives

1. To explore and analyze the fundamentals of elderly nursing; long term care
in particular; as well an integrate an approach from the hospitality marketing field.

2. To discuss a multi-disciplinary synthesis on elderly care’s service management,
an integrated approach between the field of nurse and hospitality management. The 3
additional Ps in service marketing concepts; physical evidence, process, and people; will
also be discussed.

3. To provide key knowledge essentials to promote the service quality in elderly
care and suggestions on how to enhance the quality-of-service management of elderly

care, and service quality management.

Thailand’s Aging Society

Thailand in 2020 entered an aging society, when elderly accounted for 20% of
total population or 13 million (99AN §LNoANDNA, 2561; Laongkul, 2019). A similar
phenomenon is being faced by many countries, led by Japan. In less than 10 years from
now Thailand had | entered the full term of aging society, when 1 out of 5 of the total
population will be in this age group The elderly number will be reaching 14.1 million
in 2023 (Tangtenglam & Pongpanich, 2021). According to Thailand’s National Statistic
Office Report (2017) 15.45% of Thai population were elderly, and out of that 5% were
in dependency stage and cannot perform their daily routine. Especially 19% of them
were 80 years of age and above (Kantachote & Wiroonsri, 2022).

An aging society has brought multiple impacts, not only in terms of economic
and socio-cultural, but also impact on the overall public health care service. As most
care services will be related to degeneration of organs, illness from risky behaviors and
activities, these two will become even more complex and will need more continuous
assistance in the long run. Senior citizen care requires well planning and cooperation
across multiple sectors and units. Public awareness importantly needs to be raised on
how one could prepare themselves well as they move with quality living along their
5 aging stages in older adults: from 1) Independence 2) Interdependence; 3) Dependency;
4) Crisis management, and 5) End of life (Lunney et al., 2003).

Older or Elderly People by Definition

In Thailand, according to the National Elderly Act, 2003 Section 3, an older and
elderly person is a person who has Thai nationality with > 60 years of age. There are
3 phases; 1) young-old 60-69 years of age; 2) medium-old 70-79 years of age; and
3) old-old 80 years of age and above (World Health Organization, 2016).

Active Aging means elderly people who can live independently or to perform
their daily life. Their abilities to perform physical, mental, and social activities as they
move along the aging stages in life, according to the stated basic human rights of

older adults (such as the rights to; access public transportation, independence, social
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participation, dignity, care, and self-fulfillment). Successful aging means elderly people
who have succeeded in life as they become active aging. Active aging means ones
who maintain good health, good mental and brain function, recognize one's ability well,
well-connected to social without social isolation and preventing oneself from any risky
chances to illness and disability. They will receive social support, when necessary.

Proactive Role of Nurse, Caregiver, Family and Society in Elderly Care

A broad as well as in-depth knowledge in the principles of elderly care (both
wellness and illness), public policy, laws related to elder people, health care and social
security services are the prerequisite for a nurse and a caregiver. The aforementioned
areas are equally important. Nurses will; therefore, be able to provide proper care services
from promoting, preventing, restoring, and rehabilitating, and nursing from immediate,
short-term, to long term-care and until ones enter the end-of-life stage, including their
preparation each stage. It is necessary for nurses and caregivers to build an effective
and well-connected services from the medical facilities, patient’'s homes, and the
community.

Entering the aging society, the health care service provider needs to take a
proactive role. Restoration must be the primary goal. Restoration means the attempt to
prolong /delay/stretch a life span without disability, the stage that one can perform their
own routine daily life: if possible. Immediate care, geriatric syndrome, and functional
decline are also included (U3zAny BunIand® LazAtUuy, 2556).

Essential Elements of Elderly Care

1. Promote a quality entrance to aging life. To delay if possible that stage of
ability and self-care and reduce as short as possible the time in the stage of disability
(UszAny BunIaNTR LaLAE, 2556).

2. Promote healthy living, despite ones who have 1 or more chronic disease.

3. Provide support and care to ones with complicated illness and in frailty,
including one’s crisis stage.

In terms of a quality care for immediate care cases, the essential elements
include 1) Plan for discharge and post-discharge support; 2) The restoration and
rehabilitation; 3) Provide quality long-term care, and with dignity in care; 4) Provide end
of life stage care.

The elderly care process above required an integrated and ongoing approach.
The process requires an association with a service quality transfer between homes,
community, hospitality, or nursing facility. Likewise, the provision of public healthcare
and social care services must be done alongside. In terms of policy level, to be well
successfully adopted, the implementation demands support and co-operation from various

units across sectors to develop effective nursing care in this aging society.
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Kaewkitipong (2018) and KPMG (2018) previously suggested that the country
should focus on quality, availability, and efficiency of the providers of medical services
when promoting health tourism in Thailand. It is clear that medical service providers
can be the key success driver of the whole industry.

By principles Geriatric care, as stated by Division of Geriatric Medicine and
Gerontology, Emory University (2008), is multidisciplinary. It involves interdisciplinary
respect, collaboration, and communication which are essential in the care of geriatric
patients and their caregivers.

Service Marketing Perspective

Elders once enter nursing and/or any other institutional facilities, they take
nothing out of care and treatment but recovery, a longevity, an improvement in physical
or mental condition, a relief, a sense of joy, a friendship, a warmth, to name a few.
There are some physical takeaways, such as medicine, medical supplies, and patient
documents for homecare for instance. Therefore, elderly care is by large a service, which
is intangible and primarily delivered by service personnel or provider. These pose some
challenges to service operators on how to control the service standard and quality. As
most treatment processes require consent and volunteering manners of the patients,
customers as a co-producer.

Kotler et al. (2003) suggested the 5 distinctive characteristics of service.

Intangibility: Unlike physical goods, services can hardly be seen, felt, touched,
smelled, tasted before purchase. This poses a challenge when it comes to evaluating,
promoting, and selling services, particularly at the pre-purchase of service. That's why
metaphor, word-of-mouth, review, service guarantee, and customer testimonials are
important for marketing of service.

Inseparability: This characteristic has posed challenges to service providers and
organizations to constantly maintain their service standard and therefore the service
quality. On the opposite side this allows service providers to establish a relationship
with patients while trust, volunteer, confidence, cross-purchase could be built.

Customer patrticipation in service process: The presence of a customer as a
participant in the service process; and frequently at the service shop, requires
attention to facility design, interior decor, furnishings, layout, noise and even color. Not
only that customer can play an active part in the service process, knowledge, experience,
motivation and even honesty will have an impact on the performance of the service. In
the case of nursing care, the active role of elderly patients in giving information, follow
the instructions will greatly influence the treatment. Therefore, customer expectation,
volunteering consent, role of customer in the service process, knowledge of customer is
significant for service providers to discover. The abovementioned clarify the concept of

customer as a co-producer. Every touch point is important. Potential fail points shall be
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discovered on the spot. Then the service process shall be redesigned to minimize any
future mistakes. Service failure, customer dissatisfaction or customer complaint, when
any of the above occurs, an instant service recovery procedure shall be employed.

Variability: Caregivers and nurses are humans. Delivery of service is less
controllable and harder to maintain consistency. Humans are against machinery and
technology. Human errors could occur but the advantages to it provides an opportunity to
customize the service to each individual patient, particularly elderly patient who requires
a customized level of care; through the 5 aging stages in older adults: from
1) Independence; 2) Interdependence; 3) Dependency; 4) Crisis management, and
5) End of life.

Rigid working hours, stress in the workplace, and/or personal problems; for
example, can cause unproductive or error in service output. Nurses and caregivers could
become emotional labor as one has to put one’s concern aside during work. The term
‘emotional labor’ is used to describe the conditions of service provider and caregivers
who experience the above condition. Repetition and duration of being an emotional labor
could affect the service quality.

Management of nursing facilities should consider the practice of human resource
management, in which the human capital is the most important asset. Team building,
buddy system, working environment, flexible workhour could be organized.

Perishability: Care cannot be kept for later use. Both short-and long-term care
involve routine, timely, periodical medical treatments. Timing is considered very critical,
especially in immediate care. Skillful medical staff, assistant, physical facility, and medical
supply and decent equipment need to be ready.

The last characteristic poses challenge to service providers to prepare a proper
service process and comprehensive system to cater to elderly patients and all involving
workforces are well-aware of.

The 5 distinctive characteristics of service above have greatly affected the
design of marketing programs for service and service organization: hospital, institutional
care facilities likewise. As a result, the primary concept of 4Ps in Marketing (product,
price, place, and promotion) will not be enough to encompass all facets of services
and appreciate the differences of goods and services. People, Process, and Physical
evidence then have been added as the additional 3Ps in service marketing. Also, the
study on the successful model of elderly business organizations in Thailand found that
7Ps service marketing had the influence on the success in the operation of elderly care

€ o A

business in Thailand (aig3nud uialnagnd uas sugind WiuAswsns, 2564).
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Physical

Evidence

Target

customer

People Promotion

Figure 1: Elder care: Integrated 3 Additional Ps in Service Marketing
Source: Wirtz and Lovelock (2018)

To improve and put forward superior elderly care and medical treatment for
elderly patients. The 3Ps; which are people, physical evidence, and process are the
deliberate focus of this article as they can provide a basic executable framework on
elderly care service operation and management.

People

Under people there are 1) Elderly person, family member; 2) Community:
Volunteer, community involvement. These 2 groups should be well equipped with training
and education for both caregivers and patients or elderly patients.

While nurses and caregivers; from the previous passage, the article mentioned
the important role of nurses and caregivers that are required to be knowledgeable and
skillful. They work under pressure and in rigid hours. Emotional labor can be avoided
when an institution can set up some support programs to help them such as create a
friendly-working environment, where members can share and get consultation from peer
workers.

The provision of educational or work-related training as part of continuous
professional development. This could bring more confidence and encourage a positive
workplace. Empowerment also could enhance their confidence and responsibility.

Social history, social support, and patient preferences are essential aspects

of managing geriatric patients. Therefore, understanding the patient's life history
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and preferences for care are critical (place of birth, education, occupation, family
relationships, spirituality, resources, willingness to take risks and utilize resources for
care, etc.). Division of Geriatric Medicine and Gerontology, Emory University (2008) also

suggested that living circumstances are also critical to managing frail older patients.

Physical Evidence

Physical evidence would greatly impact the overall service experience and
service quality. Physical evidence could positively make a first impression and set a
certain level of expectation for the first-time visitor (Lovelock & Wirtz, 2006). Crafting the
service environment or servicescape requires an in-depth comprehension and knowledge
of elderly care, budget planning and control, and participation amongst all stakeholders
of the medical facility. Servicescape or physical evidence influences the behavior and
perception of service for both customer and service personnel. According to the New
Perspective of Elderly Care in Thailand 4.0 Era found that it is crucial to have an
adequate understanding of the current state of elderly care as well as the environment
(B9 JLuoANGBNA, 2561).

According to J. Fitzsimmons and M. Fitzsimmons (2011), a mix of
environmental dimensions which consists of ambient conditions, space/function and sign/
symbols/artifacts describe the servicescape as any ambient conditions such as temperature,
lighting, purity, noise level, musical therapy, scent, and odor would affect the five senses
of the elderly patients. 5 senses undeniably affect the health and well-being of patients.
They can promote a faster recovery and poor design facilities may cause even more
severe conditions. Elderly patients would prefer low stimulation. For instance, the smell
of freshly baked whole-wheat rolls would promote patients’ appetites. The fresh floral
aroma at the same time would enhance the lively environment and encourage patients
to give it a try for a morning short walk. Some ocean background music reminiscences
of their active year when strolling along the beach, would effectively encourage patients
to follow the physician's suggestion so that they could go back to their daily routine,
better mobility, or even travel sooner. A garden view from a patient's bedside would
bring energy and healthy habits. The consideration of the positive contribution of these
sensorial should be considered during the initial phase of facility design.

Spatial Layout and functionality, service design should be patient- centric and
universally designed. The arrangement of furnishings and equipment layout relationships
among them create a visual and landscape for delivery of service (J. Fitzsimmons &
M. Fitzsimmons, 2011).

For signs & artifacts, the provision of a good wayfinding system can make elder
person, caregiver, or patient him-and herself feel at ease. Wayfinding systems include
sighage and direction not only at ease but also convey a sense of care and attention

to details by service provider.
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Signage and wayfinding will support efficient service operation. Universal design
(for all) concepts should be applied at the medical service facility and at the patient's
home. As safety is the priority, stopper, anti-slippery tape, handrail to be properly in-
stalled. Scale and floor layout design should be based on the understanding of their
physical changes.

Bitner's model of servicescape has been widely used since 1992 by service
marketers to explain the relationship between service environments and the behavior of
customer and caregiver. Also, explain how the service environment or servicescape can
be used to manipulate any positive or/and negative behavior (approach or/and avoid)
of the customer and employee, in this case patients and both caregivers and nurses.

Environmental Holistic Moderators Internal Responses Behavior
Dimensions Environment
C g y aglcal A h
peligts  mood pain citbid
categoriza- attitude comfort g
tion movement S:% longer
bl physieal fit commitment
£ camy out plan
Amblent Conditions
temperature Avold
abr_{a.lalny (opposites of
Tt approach)
music Employse —— Employee
odar Hesponsa Response
etc Moderators
Space/Function . : :
ayout Peleeved Social Interactions
aquipmeant || wDervicescape | Batwean and Among
fumishings | Customers and Em-
Ele ployeas
Signs, Symbols & Artifacts Customer e
signage Response HAGmeL
personal artitacts Moderatars Response
shyle of decor Approach
oo altraction
staylexplore
spend money
retum
Cognlitive Emotional Physiclogical carry out plan
beliefs micod pain
calegoriza- aftilude  comiort Avold
tion movement (opposites of
symbalic physical fit approach)
meaning

Figure 2: Bitner’s Servicescape Model
Source: Bitner (1992)

All in all, physical evidence is what elderly patients can see and will use
to assess the service quality. The lighting, the appearance of nursing personnel, the
surroundings, the music, the toilet for use etc. would have an impact on the elderly
patient’s experience. Lastly, there should be enough and usable number of reserved

wheelchair parking spots to promote equal access to medical care.
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Process / Service Process

Service process plays a crucial role in patient satisfaction. Services must be
designed carefully to meet the patient’s expectations. Service blueprinting is the well-
recognized and accepted tool for designing service processes. It identifies all the key
activities and linkages involved in creating and delivering the service (Lovelock, 2018).

The key components in the blueprint that would impact the service experience
for the elderly patients are “the front stage” activities of the nursing care, physical
evidence in the front stage activities,” the backstage” activities and support process of
the nursing care that support the front stage, the service standards, the point where
failure could happen, the wait times for the patients and lastly the service standard.
Service standards should reflect the patient's expectations, which would include the
timing set for each treatment and acceptable wait times for the elderly patients. Service
blueprint in nursing care must be designed in a way that offers ease, empathy, and
trustworthy service to the elderly patient

SERVICE quality and the GAPs model

Service quality played an important part in customer satisfaction. Many studies
have confirmed that service quality has an impact directly or indirectly on customer
satisfaction and supported that perceived service quality which leads to customer
satisfaction (Andaleeb, 2001; Boshoff & Gray, 2004).

Parasuraman et al. (1985), Bitner (1990) and Bolton and Drew (1991) also
proposed satisfaction to be antecedent of perceived quality. Spreng et al. (1996) had
also stated that there is a significant coefficient path between the path of service quality
to satisfaction Woodside et al. (1989) had also found similar empirical evidence.

In the field of health care systems, patient satisfaction is an important measure
of service quality (Sritharan & Velnampy, 2011). Quality of nursing and health care has
become one of the most relevant topics in the service sector today. Improving quality for
the customers is not a matter of choice (Sritharan & Velnampy, 2011), but it is a must.
In the study of service quality and customer satisfaction, a case of private hospitals in
Sri- Lanka, the results showed that service quality positively and significantly correlated
with customer satisfaction (Sritharan & Velnampy, 2011). Service quality also had an
influence on the success in the operations of elderly care business in Thailand (ﬂg%muﬁ
uiilnagny waz sugIng WuRissng, 2564).

Parasuraman et al. (1985) constructed 10 generalized criteria for service
quality and found that some of the dimensions were interrelated, therefore produced a
SERVQUAL model, a five-dimensional service quality instrument instead characterized by
the following five dimensions: a) tangibility, b) reliability, c) responsiveness, d) assurance,
and e) empathy. Customer satisfaction does not rely only on the service process but is
influenced by both the service process and peripheral dimensions associated with the

service (Parasuraman et al., 2002).
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Service providers need to be aware of “desired and adequate” service
expectations (Parasuraman et al, 2002) Desired service (expectation) is based on what
“can be” or “should be”, the adequate service (perception) is based on five dimensions of
service quality: a) tangibility, b) reliability, c) responsiveness, d) assurance, and e) empathy
(Parasuraman et al., 2002). SERQUAL model has been used widely in measuring service
quality in service organizations. The model has also been found effective in measuring
service quality in the Don Kaew Hospital in Chiangmai and other healthcare sector
(fM393uns Aanngy, 2558; Babakus & Mangold, 1992). The increasingly important over-50
age group continues to grow, presenting a unique segment for health care marketers.

In addition, the study investigates the relationship between the image of an
out-patient clinic and the perceived level of service quality. The findings suggest that
the elderly expect more information and more personalized attention from the multiple
health care providers associated with each service encounter (Islam et al). Also, from
the study of service quality and customer satisfaction, a case of private hospitals in
Sri- Lanka, significant associations were found between the five dimensions and patient
satisfaction. The results showed that the service quality dimensions impact positively on
both loyalty and cumulative satisfaction. The results from Napalai hospital in Thailand
also found that the expectation of service quality, each aspect and overall, five aspects
were at highest level (\ia7330u Mazansal, 2561).

Table 1: Elderly Care Service Quality Dimensions

Dimensions of Explanation

service quality

Tangibles e Physical appearance of the caregivers, nurses, and elderly
patients

e Medical equipment

e Knowledgeable and professional staff

e Cleanliness and hygienic of the place

Reliability e Expertise of medical staff, caregivers, nurses in providing
reliable service

e Availability of medical staff, caregivers, nurses

e Security and confidentiality of every of patient’s information

e Perform the treatment at the right time as promised.

e Provide an accurate and consistent treatment
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Dimensions of Explanation

service quality

Responsiveness | e Emergency, immediate-, short-term, long-term care, and any
urgency

e Well prepared to respond to any case along 5 -aging stages
in older adults: from 1) Independence; 2) Interdependence;
3) Dependency; 4) Crisis management, and 5) End of life

e Timeliness

Assurance e Nursing care is capable to handle elderly patients’ medical
problems effectively

e Medical staffs, nurses are knowledgeable and professional to
answer patient’s questions

e Nursing care should make no mistakes or take sufficient
measure for the safety of their patients

e Favorable cost of service to patients

Empathy e Individual attention with friendly and respect manner

e Understand the specific needs and requirements of the elderly
patients

e Nursing care handle patient’s complaints in a healthy manner

e Timing for consultation is convenient

The above principles guide some easy how-to when taking care of the elderly
patients. Even the government through Hong Kong’s Fire Service Department (2007)
has interestingly trained firemen in some physiological and psychological conditions of
the elderly people and urged its basic principles for caring for the elderly: patience and
respect.

As physiological functions decline when people get old. To name a few, upon
taking care of the elderly people, be mindful of these changes. Some examples are
1) a poorer vision in general therefore before beginning every health care procedure or
examination, always tell them beforehand and ensure they are psychologically prepared,;
2) a poorer hearing ability, a louder talk is required and avoid shouting; 3) Aging has
brought skin change. Their layer of subcutaneous fat is thinner than young people.
When moving them, beware of injuring their skin. Slow movement and gentle physical
contact are mandatory, as their skin loses elasticity because of dehydration; 4) Elderly
simply get tired or even sick due to decreased endocrine function and metabolism.

Problems with musculoskeletal will force them to move slower.
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Caregivers’ understanding of psychological changes, when caring for them are
equally important as their mind needs to be taken care of as well; 1) elderly get tired
easily, but they may have lessened ability to express. 2) Self-protection as elderly people
tend to resist strangers and do not trust people. Nurses and caregivers should inform
beforehand what they are going to do. This would avoid un-cooperation. 3) our senior
citizens may experience some emotional changes. Some incidents like the death of
a spouse or getting a terminal disease may force them through a grieving process
including denial, anger, bargaining, depression, and acceptance. Sympathy and
understanding are the 2 keys to open the lock.

After analyzing the components of service quality. The most important model
in understanding and improving service quality problems is the Gap Model. The Gaps
model in service design and delivery allows the service provider to identify and correct
service quality problems (Lovelock, 2017). As gaps at any point would impact the service
quality and elderly patients' satisfaction. To improve the service quality, nurses,
caregivers, and management need to identify specific causes of each gap, develop

strategies to close all the gaps or narrow it as much as possible.
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_ Figure 145 The Gap Model.

Figure 3: The Gap Model
Source: Wirtz and Lovelock (2018)
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The authors have proposed solutions for each gap to improve service quality in
elderly care:

Gap 1: Knowledge gap: The difference between what the management believes
elderly patients expect and what elderly patients need and expect.

Proposed solutions: Management should implement an effective feedback system,
continuously conduct market research, and increase interaction with patients. Set & align
expectations between caregivers and patients.

Gap 2: The policy gap: The difference between the management’s understanding
of patient’s expectations and the service standards they set for medical service delivery.

Proposed solution: Use patients-centric process for designing service process,
establish clear goals that are focused on patient’s expectations and offer a customized
package to suit different needs of elder’s patients.

Gap 3: The delivery gap: The difference between specified service standards
and the service delivery team’s actual performance on these standards.

Proposed solution: Clarify the roles and train staffs on a continuous basis, offer
customer centric service and educate elderly patients so they can perform their roles
and responsibilities effectively.

Gap 4: The communications gap: The difference between what nursing care and
what the patients understand and experience.

Proposed solution: Set realistic communication programs, be specific with
your expertise and promises and understand how elderly patients perceived the
communication’s content.

Gap 5: Perception gap: The difference between what is delivered and what
elderly patients feel they have received because they are unable to judge service quality
accurately.

Proposed solution: Keep the patients informed during the treatment and debrief
afterwards so the patients can understand the treatment process.

Gap 6: The service quality gap: The difference between what the patients expect
to receive and their perception of the service that is delivered.

Proposed solution: Close gap 1 to gap 5

Conclusion and Recommendations

The discussion of multi-disciplinary synthesis on elderly care’s service
management by integrating an approach from the field of nurse and hospitality
management, can be determined that the 3 additional Ps in service marketing concept;
physical evidence of a servicescape, process, and people; are significant and could
be managed to improve the service quality of elderly care. Key essentials concept of
service quality and SERVQUAL tool are also discussed as suggestive tools to deal

with the complexities and additional concerns to enhance the service quality man-
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agement and service operation in elderly care. Therefore, when taking care of elderly
persons, caregivers should take into consideration aspects such as safety, accessibility,
knowledge, clarity of information, empathy, and service-mind. Importantly, always treat
them with patience and respect.

In response to the current population structure, a shift in socio-cultural as well
as the goal of medical purpose, authors believe that the objective for elderly care is
the ability for our senior citizens to be able to perform their self-care, which require a
transformation from caregiver to self-care.

These call for an understanding and proactive role of nurses, caregivers, and
society; as a whole, to promote a quality of aging life, and healthy joyful living. Old
age nevertheless is not synonymous with diseases. Majority of elderly could still lead a
healthy life, although some may have heart, lung, liver, or intestinal diseases. Whatever
health conditions the elderly people may have, we should give them appropriate care,
attention, and assistance.

Challenges and further study and research in this area lie in how to provide
substantial knowledge and upskill amongst elderly persons. Lastly how to encourage
self-confidence to perform their self-care, as our final goal is to build elderly’s
independency.
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Abstract

The purpose of this research was to investigate the potential for community-
based health tourism through an analysis of service quality and Safety and Health
Administration Standards (SHA) for health tourism development in the Chiang Rai and
Nan provinces. This investigation was important to ensure that levels of service quality
and SHA standards are appropriate to meet recent trends toward a new normal in
tourism. This investigation employed a quantitative approach. Data was collected through
a questionnaire using purposive sampling. The survey of 408 tourists who traveled to
the Chiang Rai and Nan provinces revealed that the level of tourists' demand for
community-based health tourism services that meet the SHA safety standards of Chiang
Rai and Nan provinces was at a high level. The result showed that tangibility, reliability,
responsiveness, assurance, and empathy are in the high level with 91.2 percent, 89.7
percent, 90.07 percent, 85.3 percent, and 853 percent respectively. However, in the
service quality in responsiveness, reliability, and empathy with 0.5 percent, 1.0 percent
and 2.0 should be improved. Therefore, this was mainly a suggestion to improve the
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health tourism providers in the quality service dimension focusing on Empathy and
Responsiveness. Also, the SHA certified process would assist in the promotion of health

tourism in the community and created confidence in tourists for the new normal tourism.

Keywords: Health Tourism, Community-Based Tourism, New Normal Tourism, Service
Quality, Safety and Health Administration Standard
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(2-tailed)
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Abstract

This research aims to study and compare the relationship between good
corporate governance and returns on shareholders of 386 companies listed on
the Stock Exchange of Thailand (SET) and 88 companies listed on the Market for
Alternative Investment (MAI), both in the overall markets and the individual industry.
This research was conducted as empirical research by collecting data from the years
2015 to 2021. The independent variable in the study was good corporate governance.
The dependent variable is the return of shareholders, and the controlling variables are
the size of the company and its capital structure. The statistics used for analysis were
descriptive statistics and multiple linear regression equations at a statistical confidence
level of 95%. The results showed that for overall of SET and MAI markets, only MAI
that good corporate governance has a statistically significant positive correlation with
the returns on shareholders. When analyzed at each industry case, it was found that
good corporate governance in agro-industry and food Sector, financial business group,
industrial products, and technology segment of SET including service Business of MAI
has a statistically significant positive correlation with the returns on shareholders. The
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results inform us that good corporate governance continues to play a significant role

in listed companies.

Keywords: Corporate Governance, Return on Shareholders, Stock Exchange of Thailand,
MAI Stock Exchange
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Inflation Factor (VIF) wud1@1 Tolerance CGR = 0.961, DE Ratio = 0.891, SIZE = 0.865
WazA1 VIF CGR = 1.041, DE Ratio = 1.122, SIZ E= 1.156 1#ul#i1 A1 Tolerance 20965
flenlaisnin 02 uaz VIF fialdannndn 5 Lidsngidudsdassduiusiues Safiula
MANNTTINTAUATIEVINTOR0BELEINY AN Sommsnthiusiheiulyvhnmsdesssidude Ul
Tumswil 4

AN 3 WANINARBUANNENRUSTErIfLUsTasUSEnaansideulunatanannswe
wisszimalneg (SET) uazaaravdannswdiduiala (MAI) 618 Pearson Correlation
Coefficient Analysis

Aaus SET MAI

CGR | DE Ratio SIZE CGR DE Ratio| SIZE

CGR 1 0.09** 0.19** 1 -0.02 -0.05
DE Ratio 0.09** 1 0.33** -0.02 1 0.03
SIZE 0.19** 0.33** 1 -0.05 0.03 1

** Correlation is significant at the 0.01 level (2-tailed)
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AN 4 wamsiaTzinisaansuiduiunyaauienagauasLuunTUsEIUNNSIMAUgUA
ﬁﬁ;miﬁﬁﬁuwamauLmuﬁiagﬁaﬁumaou‘%ﬂ’mﬂm:Lﬁﬂu“lummmwa”nwi”wﬁLLﬁaﬂi:LMﬂlwﬂ (SET)

Auls dnswanauunuAainaviu
MW naugasw| ngN | naN | nanAudn | naw g e ey
Twana | nsw | Audr | 509 |aeswngsy| adam | niwens | uims malulad

INBASUAZ qﬂinﬂ 55U Janswd

g | v3lan uazi

flaa319

p 1 B | B | P p P | B p p

CGR -2.056 237" 1.44 1.95* 1.90* -34.25 048 3.251 3.56"

DE Ratio| -20.10" | -0.46 068 | -1.24 -5.48" -7221* | 1210° | -1354* | -1.72*

SIZE 0.00* -0.00 -0.00 0.00 0.00 0.00 0.00 0.00 0.00

Adjust R2| 0.037 | 0.010 -0.00 0.06 0.16 013 019 0.03 0.07

o

* sreulpddnf 005 fMudsdaszAie CGR = azuuumsyszifiunsiinuguaianisng
fulsmiuAuAa DE RATIO = dasndiunilfusediuzasiiiodl uaz SIZE = 2u1auism

fulsmuApdnIIRIUNARBULNULAFTIBYU (ROE)

Tumswil 4 nedlaaavdnnsng SET nan1sliessinnnaeBeiunan wud loe
AW AT CGR 2asuiumasnzideulifianuduiusiudnsnanauunu ROE uivin
fsanegaamnisall 4 gaamnsniiifaddyneadid fe ngugAEMNIININEAILAS
91913 NENZININTNU NFNRUAYAFIMNTTN LLa:n@;umﬂTu‘[aﬁ AZUUU CGR HANNaNWUS
Bowaniudasnaneuuny ROE etnsiibsdymadn lususfinguiudaulnauilng nga
adevIaminduasfenaasne NENNIWYINT  LAZNENVINNS Tainuanudnwusaseiiosd
wansgIneuidezassel  Insusedns (2562) ﬁwunf\juqmmwnisuaﬁom%m%’wﬂﬁmz
e wiimsdamedeyanisiiuguaiansiiidenaiadnsmanauuny ROE ptwiibsdy
pusfnivei n@;uaﬁ‘am’%w%’wETLL@zﬁaﬁaa%waﬁﬁwﬁuﬂizﬁw?TLﬂuauLLa:mﬁiauﬁfmgaﬂmﬂﬂﬁ
FounaraawaliimauUsranioesaruun CGR fudninanauuny ROE Tunmwswlaifiios iy
UBNIINTTILANAI9IIINIUATBDBINNLABTA §2970 (2562) WAZIIUATETDIUNIATY
Hourussal uazwsiinn usaden (2564) #aw ﬁwuiﬂs:ﬁmmuuﬂs:Lﬁumsﬁﬁﬁu@uaﬁami
ANaspdnIWandUUNU ROE 2t WddudAn A wilsnauiasinanazununisyszdiu
miﬁ'ﬁugLLaﬁam‘sﬁﬁmmmau’%ﬁ’mw\lﬂLflulﬂmumsl,ﬂmszlﬁagamsﬁwﬁ’ugLLaﬁamsﬁ'ﬁ
ptouiade Fudulsaiuan wudndwazesdiudsaiugudeil snswildudediovu
(DE Ratio) Tunwsinzasasianuindiauduiusidvauiudnswansuuny ROE wWaWansan
F10gARIMNIIHNUIINgNEININITRL nguRUMaARMNIIN nNadsvBanSwiuas eneads

' a

NaNgINIVINIT LLa:n@:umﬂTuTaﬁﬁmm&’uﬁuﬁ@oauﬁ’ué’mwwamauLmu ROE Tuwuzidng

9 q

nilfusaiioviu (DE Ratio) sa9nguninens danuduiusideuiniudnwansuunt ROE
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FrururausEm (SIZE) Tunwsamsaianuindanuduiusideuiniudnsiwanauuny ROE
wazifiofiansansisgaamnisy wuin suauisnlungumalulad fenaduiusideunn
Fudnsmanauuny ROE enisy A1 Adjust R? wudnddeudaen uassinluzaenaiifatsan
fishudsdu 4 ﬁagjuaﬂmﬁaaumiﬁf\iowaﬁiaé’mwamaume ROE e

AT 5 wamiansinsaansuiBadunvaniiianasauasiuunTlssiiunsiiugua
fansifiunaneuunudegtieduzssuisnsansiboulunaanannindiduele (MAIN)

Auls dnswanauunuAainaviu
MW |ngugasm| ngw | naw | nanAudn | naw g e ey
wana| nsm | Audr | 5309 |geswnsy adam | niwens | uims malulad

INBASUAZ qﬂinﬂ 155U Jandwd

g | v3lan uazd

flaa319

P B | B | P p B | B p p

CGR | 265" | 251 117 | 1546 0.98 -2.33 1.31 6.98" 9.69
D/E Ratio] 0.18 | -14.08 | 1.31 1.13 -7.16* 0.28 5.68 0.32 -8.60
SIZE | 0.00* | 0.00 | -0.00 | 0.00 0.00* 0.00 0.00 0.00 0.00
Adjust R2| 0.01 028 | -0.05 | 022 0.13 -0.01 0.45 0.02 0.22

o

* seaudpddgi 005 fudsdaszAes CGR = azuuumsdszidiunismiuguananisig
fudsmuauAs DE RATIO = dasndwwilfusdediuvesiliediu uaz SIZE = 2uauism
fulsmuApdRIIRIUNARBULNULARTIBYU (ROE)

wamﬁmm:ﬁmnaﬂL%\nﬁuwn@m“lumiwﬁ 5 nstinaianannswg MAI wuinla
MWW AZLUU CGR aavuismaanzifaufinnuduiusiudnswanauuny ROE ae19dl
HoudAty LLamTﬁLﬁuiﬁmsﬁwﬁugLLaﬁamiﬁﬁﬁﬁwﬁwaLLazmméwﬁzy@iau’%ﬁw«mmLﬁﬂuﬁﬁ
ZUIALEN UWANNARNTANTILRARIMNTIN W‘uiﬁﬁLﬁﬂanéuu%nﬂitﬂﬂﬁuﬁﬂzLLuu CGR &wWus
Banniudnswaneuunu ROE atiwditia Aty aanndasiuuideresgdssil Aufe (2558)
finuazuuunsUssfiumshiuguafansiiiaudniusiusasnansuuuLngiavusessum
samzideulunaandnning MAL Tusnzfingududaulnauslnn ngugsfiansidu ngaudn
aaRmnTd nguedem3aminduazfenoadne ngamswenns uazngumalulad nmsmifugua
Aanslifianudsiusiudnswanauuny ROE mszLﬁaommn’ﬁagaﬂ:LLuumsﬂizLﬁumiﬁﬂﬁu
@LLaﬁamimﬂﬁLﬂulﬂmﬂunﬁsLﬂmLWﬂ%agamiﬁﬂfﬁJ@LLaﬁams*ﬁ'ﬁ AU IAIUANWY DRI
vilAusiogieviu (DE Ratio) Tunmsimzssnan linuhfiaaduiufidoauisnananouunu
ROE LﬁaﬁmimﬁﬂqmmwnsiuwudwﬁLﬁEmnajuauﬁwqmﬂ'mn‘ssuﬁﬁmma"“uﬁuﬁﬁ%\muﬁué’mﬂ
NAMBULYNY ROE WasfuzuIausem (SIZE) Tunmsinaann wuinlanudniusiudeuindu
dNIIWAnNAULNU ROE LLa:Lﬁaﬁmim'ﬁ'mqmmwmsu wudiisengungnRuA R InTIx
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firurausEnfinaideuiniusnsnanauuny ROE & miuAl Adjust R? wudnadeudnes
waasilugranaifinsan fdusdu 9 fdegusninileaunisildenadadnsnanonuny
ROE e

nnsAnmedol] aasaagURamuanaigldd (1) mamhduguaiansialad
ANNFNTUSTuRanauwnuunigfoduzesuisnaamsidoulunaiananning SET Tunwsaw
WAAMHENITUS BN IMNTINIUATIMINITUNTUEATIMNTTNINBATUALDINNT NENTINA
MIkU NFUEUAYARINNTIY LLatﬂ@;NmﬂIuIaﬁ @) miﬁ”ﬁugLLaﬁan’ﬁ*’i‘iﬁﬁmmﬁuﬂ’uﬁﬁu
nanauwuungioiuzesuismamsdoulunaiananning MAI Tunmain uasfinuduius
wgasmnssanzlugagmnssungauins (3) WeawSsuiisuanudiussznitonis
ﬁ'\ﬁ’ugLLaﬁamsﬁﬁLmzé’mﬁwamauLmuLLn'Qﬁaﬁu (ROE) Pp9IRBIRRIAnENNING WU
fianuuana1iu

unagUuaziaiguauue

a;ﬂwmmmﬁﬁﬂﬁ‘lﬁdw Tunmwsnzssnaravanning SET uar MAI wuAzuuu
m‘sﬂ‘s:Lﬁumsﬁﬂﬁuguaﬁamsﬁﬁ (CGR) amzapsvisnaanzidoulunarananning MAI
Afanuduiusidouniusnswanauuny ROE a seduAnudasiuneatfiosay 95 vausdl
Mwnzsdraavanning SET Linuanudusiusideuinsewineazuuumsyszfiunismiu
Quafan1siid (CGR) Audmsmameuuny ROE wams3dudinmsiiuguaiamsfimiesd
ANNEdaENInAaUSEnaansidsuiunain u,a:Lﬁaﬁmimsmqmmwnssu WUNR MY
aaamdnning MAI fiisangugsfisuimaviniufiazuuunisssifumshiuguaianisia
(CGR) danuduiufideuiniudasnanauunusegiiaviu (ROE) atiwiitdbiAunwada dmiy
iﬁﬂqmmwnssﬂummmwﬁnﬁw5 SET wuanuduiusiinnnnit Tasazuuumsdssidunsmiu
@LLaﬁf\m’ﬁﬁﬁ (CGR) maau%ﬁwﬁammLﬁﬂuiunajuqmmwmsumumuazmmi ngugINaINITdU
ngnRudgaamngsn wasngumalulad fanadiusideuiniudaswansy ROE agnei
vpshdmeada  namsideusasliiuiiumumeasmsmiguaamsitddeiiunumaiied
ﬁﬂﬁf’]ﬁﬂgﬁiau%ﬁwammL'ﬁ'ﬂuiuﬂﬁjuqmmwnﬁwmﬂﬂi:Lmn

Tumaihwaddeluvssendld  dmsuynnsszesfuimauazfusznounis ATeil
wuzti dmsuuismeanadoulunsananning SET uar MAI fvnddeiinudacuuunis
Ui:Lﬁumiﬁwﬁ’ugu,aﬁﬁm'ﬁﬁ'ﬁﬁmmﬁuﬁuﬁ’ﬁiaé’mﬂdfmwamuLmu ROE atWitiuf AN 19a i
Husmauazeiusuaiiiarusulauazinsuinsgiunisaniuwnunslinalnnsmiiu
@LLaﬁ’Qﬂ’]iﬁﬁ Lﬁaomnﬂ:LLuumiﬂi:Lﬁumiﬁ’ﬁugLLaﬁamiLLamTﬁLﬁuﬁamiﬁi:uw%ms
Jamsfiflszanian greadeenudeiuuazanuiuladegfiodu dnamu §idwlide
LLa:QﬁLﬁmﬁamnﬂw wzariu mnusEmdesnisiiulsaninmaInn1uimsuLey
naneuLuNL MmN dYTumMshifuguafansiia Tagldmsmiuguafansmelsmaninous
gaemsmifuguanansiaiuedeeioinunlassadouazyszandammssiuen uazlilu
ﬂ’]‘j’n\‘lLquLLazﬂngUﬂ‘gx‘ma\Lﬂﬂ’]iﬁ’]Lﬁudﬂutﬁﬁﬂizﬁﬂﬁﬂ’lwLLatﬂizaﬂﬁwaN’m’ﬁu RTRREATNG!
Muilmvayussiuiinsiioguaienisiiasnsasieenaaansalunisudeiu Taswy
FusEnildsumsUszifiuguamnsufsimsmhiuguatiamafsazuuuiigenifidnuimain

aAwv dao o °

LA IULLNARATINAgINIUTENATEuRUNsITuUQuaiansian (§anil uana, 2553)
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usnanil viEmanssumssiuayumsUsssduiusnmadduanunelinalansdiiugua
AamsiamavdninTizasnaananninduiadssinalny Lﬁaa%ﬂammm:wﬂfni WRZNITVS
po9fRdmldieynninsu QLﬁm%amnﬂw Wanwdneaiia anuindede uazluselazes
p9dns Twnainanudesiuliudgwamuibnuaa$eanudeiuligamuiaaing
amuﬁ’uv%ﬁmmmLﬁﬂuTuauwmm drunitmaansidoulupaiandnning SET uaz MAI flo1u
AuilinvazuuunisUssiiunsiifuguafiensiidduiusfudnsduwanauuny  ROE
ptituEANIEDA ma‘(ﬁm:wﬂfndwmsﬁwﬁugLLaﬁanwsﬁﬁﬁomﬁummmﬁwﬁ@azi’mﬁﬁﬂshﬁ’ag
dovdsmaansifion dodu fudmsteaslinnuddguasiinanadaaussmadidunu
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asuiuyismaansibey (Naen Sunsiay, 2561)

SmiuyaNDIERIU ojﬁ%&ums@uuaz@ﬁﬁmﬁm msﬁ'ﬁuguaﬁamiﬁﬁLflum%'aaﬁa
frdnufiTheuinyar liuiians ngszilsuiifiuguaianmsiuanaduiussewineminauiy
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csmuL%aﬁumaammmLLa:Uszﬁm%mwmoLmuﬁﬁa (vidnunl BAT9NT QU BYBEN, 2558) frotiu
yndipanayjoitiudiulssinsnwnisasyulusiorssaaandnning  uusiigasuansls
mmdwﬁ@hwaﬁfﬁwmsﬂi:LﬁumiﬁwﬁugLLaﬁamiﬁﬁmmu’%ﬁmmmLﬁﬂuTuLLsia:?J WY
\uiladewilsfiannsassydssinsnmassnisuimsiansiifisnasgiuaina Soinazsevili
nmafmuafianslunisdadulassuinividosivuismeanzifeulusaiandnnindfiaau
gndiasuazanysainule

wanand  smsueruddelusuian suATeiddouusirlWasienanisfine
Us:ﬁm%mwmmmiﬁﬁﬁugLLaﬁamiﬁﬁﬁ’uwamauLmumomilﬁu anfilu vuidelusunan
analdfuysdulunsfnueedussnausasnisiiuguaianisiidlasgnedeanngufiunu
iy laseadwannisnnsuisvn  dadiunistienseviuzesdieduselng Ussndaw
Tunsusmianudss  uazUszansamlunisdanisszuuniansreaeunelu udu wie
mnm:ﬂ:nmmsﬁnmiﬁmnﬁuLLﬁaﬁnmL%aqmmwmﬂu‘%ﬂ’ﬂuwaa:qma’mnﬁuﬁwm
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masfusuuuudy Wy dasidueaaamnsalumsiiimls gadnaia dasisuns
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wsugaans iiouansliiduduyuiiniads Fodumdiadlaldusudnanisdiiuomud
flsgniifinsetnaden Selundmiu vwidslusunaneradnufiodesanmuaziBsguanm
aaaquua\ﬂmﬂLﬁul,ﬁmgmaoL%o@mmwﬁmmsﬁ’ummﬁﬁoﬁn Lﬁamiwaaucﬁmugnﬁaol,l,a:
AnuTaRuTsswas AT TuiBerSunu



21581SgnSUSIFAL UN 36 aduil 4 manAy - SUJIAL 2565

uFanynad

nNaen Funziaw. (2561). nannsfiuguaiansite dmsuuisnaansidou Twa. 2560,
13813V TNUYT. 14(41), 73-93. http://www.jap.tbs.tu.ac.th/files/Article/
Jap41/Full /JJAP41Kulaya.pdf

asion] Tnduszdns. (2562). dndnazesmaidawedeyanmsmiuguaianisiiafisidena
mamiiuauzasuitnaanidoulunaandnnsnduvisdsenalne. 1981359119
U5vimi, 1 1(2), 37-50. https://so01.tci-thaijo.org/index.php/bahcuojs/article/
view/231090/157301

aaarannInduralseinalneg. (2555). m”nn77n°7n“’1/g7uar‘iamiﬁﬁﬂ‘ﬁwﬁ’uu?ﬁmmwmﬁﬂuﬂ
2555. https://www.setsustainability.com/download/vejm1kpd 3874zgo

aaanannindurielszinalng. (2562). masa139msmivguansnIsuisnIans sy

CORPORATE GOVERNANCE REPORT OF THAI LISTED COMPANIES (CGR).

https://www.setsustainability.com/page/cgr-corporate-governance-report
InyINbU. (2558). AIWENILFIENTNNIAIALAUANINITAUNAN1IANTUI VDY
y?ﬁmﬂmtﬁyuZuwmﬂwa”nwfw.eﬂtﬁdﬂi:tﬂﬂlﬂf/fun@'u SET100
[M3fuadassUSugvudin, s IneadusTInaans). veayaum
NMINENABSIINANAS. http:/ethesisarchive.library.tu.ac.th/thesis/2015/
TU__2015__5702112722__3950__2041.pdf
UNNTIU AN, (2558). ARIWdmLSTEnINmMsTIIugUaRenITuas AN 389U NN
ciffgulunaranannsnguviorssmalne (SET 100) [maduaindassySoyan
wfudin, N INENFEETINANEAS]. VEANALMINININNRBETTNAERAS.
http://ethesisarchive.library.tu.ac.th/thesis/2015/TU__2015__5702020453___
3333__2808.pdf
a1 Jeusuissal, way Wi waaden. (2564). SwﬁwawmmiﬁﬁﬁugLtaﬁamiﬁﬁuax
mm%’uﬁmawiaﬁaﬂuﬁﬁwiawanﬁﬁwLﬁumuqsﬁwmmqmmwmsuna;uwé’amu
uazassyulnavesussneanzidoulusaandnninduvsdszmalne. 919873
NMIRIUIATNTIAY, 8(8), 77-89.
13Anunl BATNNT o BUBYN. (2558). AVINANHUSIENINTEAUASUUUNIMAUGUANINIT
uaswanIanduavusEnIansioulunaianannsnguivissinalng s
AuadassUSugaudin, avInedusTINAans). veayauieainInedy
HITNANERS. https://digital.library.tu.ac.th/tu__dc/frontend/Info/item/dc:99912
ARUNT ASTUWYT. (2554). miu%msm'mLﬁmﬁ’umiﬁﬁugLLaﬁami. IF1TVINIGINT
AUENEITIAIEATURSNIIUYT NN INEAEsTINAITAT, 34(130), 1-3.
http://www.jba.tbs.tu.ac.th/files/Jba130/Column/JBA130SinlapapornC.pdf
afiosh §I990U. (2562). m7n°7n“’ygumﬁﬁm75ﬁﬁtta:ﬁmd7uﬂaaﬁﬁaﬁuﬁnamuﬂmﬁ’uﬁb’iﬁa
wan1IA NI INYBvYS AN Deulunaaannsweaurysemalng [nduatn
faseySygumdudin, avinenaduaIung]. Knowledge Bank at Sripatum

Saan

3

University. http://bitly.ws/vZse

49



50 SUTHIPARITHAT JOURNAL Vol. 36 No. 4 October - December 2022

gineuAzNIINNIMAUBANNSNE LR ARIARANTNSNE. (2560). mv”nmin"m”ygumﬁamiﬁ
aamsuysEnIanideutl 2560, aaavannInduvilsemalng. https://www.
sec.or.th/cgthailand/th/pages/cgcode /cgcodeintroduction.aspx

gil AN, (2553). nrsmduguaiantsiuANEINIIalun U TuYEvLBNIANs T
Tumanavannswguvioszinalne [WSaniiwusuSuanaeiiudin, sandududia
Wﬁuuu‘%miﬂmm%]. NIDA Wisdom Repository. https://repository.nida.ac.th/
handle /662723737/936#

§I33cl MR, (2558). AnwaiussznivazuuumsUssiunsmiuguaiansitnu
dsedndnmnaiilseesuisnaanzideulusaanannsndiduele. Tu ms
STpE3 2 Vek TR P TPt 2 Viek R PPE b1 ] ASIft 2 L?aanm%’f/ujg'ammwmﬁanﬁ
navale (W. 363 — 375). A INAugINITUANE.

wild waeendl, Andde syImaii, war AAST HBsilunmed. (2561). nsiiuguaianig
fffidsnasiananauunuuifiouzesisnaans ouluasandnnindur
dszmedlny. Tu mﬁlisgma‘“mnmﬁuawm’:u?v”yim”yﬂ'rﬁua:mmmﬁﬂ%ﬁ 8
(4. 2964-2972). 4MNINDNEINBANIIUFUUN.

Akintoye, I. R. (2007). Effect of capital structure on firms’ performance: The Nigerian
Experience.docx. European Journal of Economics, Finance and
Administrative Sciences, 10, 233-243. https:.//www.academia.edu/30875831/
Effect__of__Capital__Structureon__Firm__s__Performance__The__Nigeria__
Experience__docx

Beiner, S., Drobetz, W., Schmid, F., & Zimmerman, H. (2004). Is board size an
independent corporate governance mechanism. KYKLOS, 57(3), 327-356.
https://doi.org/10.1111/ j.0023-5962.2004.00257 .x

Ertugrul, M. & Hegde, S. (2009). Corporate governance ratings and firm performance.
Financial Management, 38(1), 139-160. https://doi.org/10.1111/].
1755-053X.2009.01031.x

Fahy, M., Roche, J., & Weiner, A. (2005). Beyond governance creating corporate value
through performance, conformance and responsibility. John Wiley & Sons.

Majumdar, S. K. (1997). The impact of size and age on firm-level performance: Some
evidence from India. Review of Industrial Organization, 12, 231-241. https://
doi.org/10.1023/A:1007766324749

Majumdar, S. K., & Chhibber, P. K. (1999). Capital structure and performance:
Evidence from a transition economy on an aspect of corporate
governance. Public Choice, 98(3-4), 287-305. https://doi.
org/10.1023/A:1018355127454



21581SgnSUSIFAL UA 36 auuil 4 matAy - SuotAu 2565 S

AHANNUTTEATNNANITANLLIIUNIINIT Y
AUNARRAULUNUTDINANNSWE nsaifne :
vsEnaansidoulupaanannswiuvislssmalng
nENwANIIULATaI51IL AR

A RELATIONSHIP BETWEEN FINANCIAL
PERFORMANCE AND RETURNS OF SECURITIES
CASE STUDY: COMPANIES LISTED ON THE
STOCK EXCHANGE OF THAILAND ENERGY
AND UTILITIES GROUP

Received: 16 September, 2022
Revised: 30 November, 2022
Accepted: 5 December, 2022

Fodand nwisena*
Chaiwat Thepveerakul*
atian Anstlansend
Thanida Chitnomrath**

“inAnssedudSygnln nangasuimsgsiaumduda Inendeuinsgsiauianssuuaznsdod
W Inedegshatiuning

*Master Student, Business Administration, College of Innovative Business and Accountancy (CIBA),
Dhurakij Pundit University

*Email: 615151010017@dpu.ac.th

“UFYBNUAIBNAIEn13138812INIRY Inendeunsgsiaudanssuuacnstd amAnendugsia
uding

**DBA in Finance and Associate Professor of Finance, College of Innovative Business and
Accountancy (CIBA), Dhurakij Pundit University

**Email: thanida@dpu.ac.th



52 SUTHIPARITHAT JOURNAL Vol. 36 No. 4 October - December 2022
UNAAED

M TuaSeliAnmauduiugsznitawanissdueunensduiiia s dassau
‘vmm'ﬁLGuﬁ’uwamauLmummwﬁnw%’wﬁﬁﬁmmmLﬁﬂu’iuﬁmwﬁnm%wﬁuﬁoﬂs:mﬂ\lwﬂnz\ju
wﬁoomua:mms%ﬂnﬂ TaagaaaniinnisfnsnAeznauntsisuntasulounendeu
(W.A. 2553 - 2557) warndansAsuuUaulouewdNIU (WA, 2558 - 2562) TINTTHELIRT

1%
awv A

ovaa 10 9 s wdseifuauisedebunm Lﬁuﬂ”agamamiLﬁumnu%ﬁmmm:Lﬁﬂuﬂajuwﬁamu
wazasrsyulnaiifuldmadadmuald 25 vsEm udnhandwessineaindpadide
wisan duszAndandaniusifiosdu uazaumsonnssBowgn fiszfninddiona: 95
WAT 99 WANIIITEWLI nounisUAsuuyasuluuan e unan1saniueIun1enIsidu
LawwzﬁmmwmmsnﬁwﬁﬂiLﬁﬂﬁuﬁﬁﬂaﬂuﬁuﬁuﬁ""aﬂﬂoﬁﬂfﬂd’ﬁﬁmmmﬁﬁﬁuwamauLmumaa
wé’nﬁw5ﬂ§juwé’\mul,mzmmsnéﬂinﬂ wANRINITIU Ay asu U BN NUNLIINANI
Fulusumenisduilssdumesdanndu duRenamssiduenuniemadudulssansnm
mMIsamsAunsng fudszansnmnisdaniani wasfuanasmnsalumahmls faw

o «

fuiusatefiteddynvadftunansuunuzssannindngundsauuasassyylan

AR WANITALHUIIUNIINITEY FRTIEIUNWNITIEU HAADULNUDDIRANNTWE
aa1amannInduvisdszmalng wasuuarassnlng

Abstract

This research examines the relationship between financial performance as
measured by financial ratios and returns of securities of companies listed on the
Stock Exchange of Thailand in the Energy & Utilities Group. The period considered is
the period before the energy policy change (2010 - 2014) and after the energy policy
change (2015 - 2019), a total period of 10 years. This research was conducted as
quantitative research, data collection was done by collecting financial data from the 25
listed companies in the Energy & Utilities Group that meet the requirements and then
analyzing the data statistically with descriptive statistics, Pearson correlation coefficient,
and multiple regression equations at the significance level of 95 percent and 99 percent.
The results showed that prior to the energy policy change, only financial performance
in terms of profitability was statistically significantly correlated with returns of Energy &
Utilities sector securities. However, after the energy policy change, the financial
performance was more statistically significant. Considering the financial performance
of asset management efficiency, debt management efficiency, and the ability to make
profits there is a statistically significant correlation with the returns of the Energy &
Utilities Group's securities.

Keywords: Financial Performance, Financial Ratio, Return of Securities, Stock Exchange
of Thailand, Energy and Utilities
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Abstract

This research aimed to analyze the descriptive results of financial indicators,
non-financial indicators, firm characteristics, underpricing of initial public offerings, and
post-IPO earnings management. This research relied on quantitative methods. The study
sample was listed firms in Thailand during the year 2014 to 2018 with 138 examples.
The statistics used for data analysis are descriptive statistics. The research found that
the average price of the listed firms is 4.84 baht per share. The highest average price
based on the industry is the consumer product industry. The highest underpricing rate
is the technology industry which means that investors in Thailand are interested in the
technology industry more than other industries. Post-IPO earnings management is quite
high in the consumer product industry. Also, financial indicator variables are in a good
range indicating that IPO firms are well-prepared for their financial performance before
the IPO. The highlights of the non-financial indicator variables are the discovery that
86 percent of the chief executive officer is the company’s founder. And there are 7
examples that were found supported by a venture capital company. The finding shows
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that there are few venture capital companies investing in newly listed firms in Thailand
during the study periods. In addition, the study of firm characteristic variables found
that firms listing in Thailand had an average total asset of approximately 4.6 billion baht

and were established about 19 years before the IPO.

Keywords: IPO Underpricing, Earnings Management, Stock Price, Initial Public
Offerings, IPO
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Abstract

This research aimed to study the factors affecting on consumer’s decision
to purchase of Ketogenic, study the Marketing mix factors influencing on consumer’s
decision to purchase of Ketogenic food, and to study the Motivation factors influencing
on consumer’s decision to purchase of Ketogenic food in Bangkok. The population was
consumers who purchased Ketogenic food between January 2021 to January 2022.
The sample size is 400 samples. Descriptive analysis was used to analyze the general
demographic information including percentage, mean and standard deviation. Hypothesis
testing to achieve the research objectives was done using the independent sample t-Test,
one way ANOVA (F-test), pearson’s correlation coefficient and multiple linear regression
analysis. The findings revealed that the most respondents were male with age range
26 - 30 years, status single, education in bachelor's degree, the majority were private
company employees with average incomes 40,000 — 49,999 Baht/Month. Hypothesis
testing found that ages, education, marital status, occupation, and income affecting on
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consumer’s decision to purchase of Ketogenic food in Bangkok with statistic significant
at 0.05. In the marketing mix factors, it was found that Product, Price, and Place factors
with statistic significant at 0.01. In addition, motivation factors; Safety needs and social
needs influencing on consumer’s decision to purchase of Ketogenic food in Bangkok
with statistic significant at 0.05 and influencing factor had effective percent at 54.70

Keywords: Marketing Mix, Motivation, Decision to Purchase, Ketogenic Food, Bangkok
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nmsusisauanmelusanaliyarawssaneususaiiaFiinaafonalauinues n1s3sla
LﬁmmnLLioiTumEﬂuv‘iﬂﬁqﬂﬂaLﬁﬂm'mm%nmundwﬂﬁ%’umimauaumﬁ'omd’nfu fus1dN
aalad ldutstunsuiifinisgelanysfiduidduduiugiuiiddy dun anudasnis
1M939NE (Physiological needs) AINGBIN1IAMIUAYURDASE (Safety needs) AMNEDINTT
NNIAN (Social needs) mmﬁ”aomswiul,l,azLﬂuﬁﬂau%’umn@’é"ul,l,a:ﬁaﬂu (Esteem needs)
LLa:mmﬁaomsﬁy’ugoqﬂ A ANFADINIINDUAUDIAINAARUTDIAULEY (Self-actualization)

nsseu ASlsanes (2562) TAuvanzzaseynsalaiaindunissudsenu
gsfiTfan1suslnaaslulawmsalidauaenitunfedenin waldsreneislaiuiifiu
sranlimuiiafelaiusnwnainiedenalihminanaseteragy Tasinmssiianislisy
wisuanaslulawsaliiusosas 10 Tusfiubiiudesas 30 dwfiwdaninniniosas 60
Wunwdseuanladiu
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a g '

Wiinn AnBnmsna (2564) lAnwuses Tadeiidenasanisdaduladonaniousi
Alanidazasnguivilnremsilandaludssmdlng laefifnguszasiie 1) adnenilade
dauﬂs:auﬂizfomvmmimmmﬂ&'owaﬁiamiﬁmau‘[ﬁawﬁmﬁm‘ﬁﬁimwﬁﬂmaonqm”ﬁu%‘[mmma

Alailaludszindlng 2) Wsdnmiladeduyaasiisenasanisdaduladoniniudialaiaie

¥
o A

sosnguiuilnasmsalaeialudsemalng m3ddoadedifumsidedassinaliwuseuay
\huesesielunsifivieyasetnssuiu 385 au TdatfBowssaun 1dun anad i
Aoy uazdudsowuinasgu uazldadfdoysnu liun ttest, F-test uaziiasnei
nMInAneEwYaM 3INMIRsUINLIY Tededauyaaafiuandiudanasionisdadulade
HARA AR pENRiuEFN9aER 0.05

IMInUMIULWIAANgEiuaseiTeiiisadesiidelddenssinguiadodu
wsegslaléiiis 2 dw Tunsideunseuuwifaeuide asenamsalaaidaduuuimens
Suuszmusmsiieguagzammeluduanuudonsewssiiens  uazmsguagzmwaIuen
iagUseiansin Selidfduisadasiutiadousegeladiuainudasnisnisnisainie
mamadin Fuanudasnsaandude uwazdmanudesntsgegaludin usfinsjeutu
Tusulnsuimisanudasadefigndiesmaninnssulsenuuaziunadnifudaguain
nizvunmsiudssmusmteiladenenmsnaiadiunindunzesiud fusian @uremig
NMITAT MUY wazduadEsNN11e Sudenldngeiiadodudssaunioniinainuas
Fuusegslainddvswasonisdndulasesmslaaiesesiuilaalungammisiundoudy
nsouLwIRAILITLFF IR 1

NSOULUIANNIUIRY

flqgsuyAAa

1. e 2. 9y

3. SLAUNIANEN 4. §DUNW
5. 9B 6. Teld

/ﬂaﬁ'ﬂdauﬂimumamsmmﬂ

1. WAAAWUT (Product)

2. 97@1 (Price)

3. %AINNN13INI MUY (Promotion)
\4' NNIRILEINNITARIA (Promotion)

nssniulate
2 mIRlaLila

|

ladpduusegale
1. ANNABINITANNNUAIURDASY
2. ANNABINITNSEANS U INIAN

\_ /

AN 1 NIDULUIAANISANY
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ABAUUNTTIN

myvendetl WNUTIWTINtayaNULULBUNIN (Questionnaire) Hwadesilelumsifu
WU Google Form Tﬂﬂ@%é’ﬂﬁﬂLﬁumil,ﬁuﬁagaﬁwﬁamo

1. Yszzns (Population)

) Q’uﬂmﬁLﬂﬂ‘f‘?ammiéﬂmwﬁm‘lunqamwumum Tuszpzalaiiu 1 1 wipean
Tismnsanswwiadszansiiutiuey Forunlasldgnizesnsuasu (Cochran, 1997) Mnun
srfuanudaiuderar 95 vipsrdumnuARIAAABuToEa: 5 (Tapn Mawdtum, 2561)
Inmsunualugasianad lisuadieteduiu 385 au insdsesliieilesiunsgame
violilEsumIneunduasingng s1uuls au doiusuafeTldisuuieaL 400 Au
Sefiedviuinasdinudeuly Ae liesndn 385 et T#Ensgusete Tasenduan
Wnesfiu (wounanedumeu Multi-Stage Cluster Sampling) laefidumeudoll dumoud 1
iieanetnsangususeanesulalfuslnaomsalaadadfiswousnnniigalusdoil 1 - 5
nviavae 34 ngu dumeuil 2 1438maiAsndesuuuuLedu (Stratified Random
Sampling) Tasnsutesateiildandunsudl sousnslumsed 1

A9l 1 NsulvdREIufeg Wi uRsaInge lungammaniuag

qwuaau‘laﬁgu%inﬁ UYTEBINSG dnau (3amaz) IUNRRIDEN (77)
2 nsAlALailA
1. Keto Family 530,000 51.11 204
2. paainAle 170,000 16.39 66
3. Keto by Linh 130,000 12.54 50
4. ThaiKeto Friend 130,000 12.54 50
5. Aladlalva 77,000 7.43 30
572 1,037,000 100 400

‘ﬁm: http://www.facebook.com/search/groups/?q=keto

2. m‘%mﬁaﬁ’l&’i’[umﬂﬁnﬂmwﬁaada

w3ssdafilduuuaaunnutseanidu 6 s dud dwdl 1 dafoudansassatig
w2 d8 dadoindansaviedaidudonudnsusuuuasunniiliidanaauiia il
et sl 2 Fadusuyana swau 6 4o Tdun e 91y M3FnEn a0 91dn uaz
aldsniiou dufl 3 WULEILAINIEFUANMNAARUE LR IULTEFINNINITARIA 31U9U 21 48
duil 4 wwodsunwsEFuANANUEILSIgsla Ty 10 e uazdIudl 5 wuuseUW
Lﬁmﬁumiﬁmﬁu%%ﬂmmiﬁimLﬁ;ﬁﬂ"lunqamwumum Fuu 5 48 lawlduiasiauuy
Likert Scale fifidnmaulvidan 5 sz6u Tnasedudi 1 wmﬂﬁaﬁi:é’ummﬁmﬁuﬁaﬂﬁqﬂ UV
LU 5 wmﬂﬁaﬁizﬁm’muﬁmLﬁumﬂﬁqm ma‘uﬂamm*nmwaﬁzﬁumLLuuLaﬁﬂTmﬂTﬁgm
MIfmuIn ANEneTasiuRsIeTY Seuunssunailfasianldluenddeasfiosnsiasey
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yva o 2

ANNLTIBINIY (Validity) wazanadiesi (Reliability) dewiluldgideimassuamunmasaios
9 29U TuwIn ATRERLANNENAT lalfduilauaanadad (Index of consistency:

va o

I0C) Mpgnsenaidl 9w 3 v LﬂugmmmmLﬁﬂomol,l,uuaaun'mvgﬂ%alﬁm IOC 1.00
iunarimadssifuluudazde e 10C wnd 050 wuussuawdenaITaatuaNyInl
mamaudatudely dufl 2 nmsnTeseuaudeiu Tashuuussunafiiunisasessy
anuiissnsanuisllEfunguyaeaniidnsuadieiete 1w 30 auludaniauunys
wd A udNyUsrAnsan1zes Cronbach (Cronbach’s Alpha Coefficient) LUURAUAN
woatiu wudifidnwindy 0911 Sannndn 070 WwnuTIATg @eRTeT usoLAreTTE,
2558)

3. nﬁ"imm:ﬁua:ﬂ‘s:mawai’aga’(ﬁaﬁﬁtﬁowﬁmm 16un Ar¥eeay (Percentage)
Anady (Mean) ﬂ'ﬁL‘f’iﬂawummgm (Standard Deviation) dauﬂﬁﬁvﬁaaqmuﬁ?ﬁ’lunﬁ
naseuENNAZIL A nauwSpuifisuenuuansnssznineAedbees 2 ngudene Tasld
Independent Sample t-Test frunsisuifisuanauanasaesAadpaoud 3 forsiuly
NANDUNDALUY F-test LLafzmﬁLﬂiﬁ:ﬁmd’uﬂitﬁwéwﬁuﬁuﬂumuﬁwa@maﬂwdwmm
W Tau (Pearson’s Product Moment Correlation Coefficient @1 r) z\;mﬁw Anaw
FuiusiBednsnazesilatedudssaamenisnan fidsnswadanmsndulatonmstlaaiaves
Qu’ﬁnﬂiunqamwumumﬁm%%‘mﬁmsﬂ:ﬁmmnmaﬂLﬁaLﬁuwngm (Multiple Linear
Regression Analysis) (495 Tnenssel, 2561) Aiszduifdynneada 0.05

WaN13398

nmM3iesidoyaroedingvduiu 400 AU Wudn ﬁjmammuaammf\hﬂmmﬂu
WArY 91U 210 au Asdudewar 5250 Hpnyszvin 26-30 U 91w 160 Au Andu
Jawaz 40.00 aonunwlan o 258 au Andudesar 64.50 nafneglusziYSyyIng
T 303 au Andudeuar 75.75 andwwinouuSEmenoy 9w 135 au Andulouas
33.75 #91eld5enine 40,000 - 49,999 Um U 124 au Andudesar 31.00

seduaaAaiuiiddaiiadanienisnaiauazusegelaiifidninasanisdndulade
omsalaaiavesiusloalungemmamuastunmsaseglussivann  uazidiedeeddusede
wud fuenusissmsanusiuaslaensviidedslussiugefig fie ((= 4.20, SD. = 0.49)
ayflus:ﬁumn J09a980  FunAnduT Aanudiuluseduuin (X = 414, SD. = 0.46)
Fudaasunmsaaiaianudulussdoann ((= 412, SD. = 049) FMugasnedasiviie
feaduluszdusnn (( = 410, SD. = 051) Fusndanuduluszduann ( = 397,
SD. = 052) uazfumnFesnisnisuensuanasanianuiulussdunin (( = 3.96,
S.D. = 0.57) AmNaGU

wamﬁLﬂi’lzﬁ%’agaLﬁawﬂaauauuﬁg'm

aunfigudion 1 fusloalungemmwamuesiifiifadvauyaaa fuanseiufinisindu
TagppmsAlaedauandeiu wud §uilaalungomwavnuasiifiifadeduyena fusiy
gounw sxdunafine 01w warseld Auandiufimsdaduladesmsdlaaiiazes
Huslnalungemamuasuansneiu fiszduibsdny 0.05 Fousaslumsed 2
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AT 2 awanasaurnuAzuden 1 uazden 2

ilﬁ'ﬂa"mqﬁﬁaﬁa‘iwaoiam‘sﬁ’ﬂau’[sz%aa'm'ﬁ t F Sig.
Alaeiiazacfuslnalungommamiuas

auNAgIA 1 o e 0.806 - | 0508
auNfignuil 21 a1y 7116 | 0.000*
aNNAgIA 22 © §ounw 7.455 | 0.000**
aNNAgIud 23 © EFUMIAN 10613 | 0.000™
aNNAgIA 24 © 1w 2683 | 0021
aunAgIud 25 - wld 12681 | 0.000**

hHELWA. *Sig.<0.05, *Sig.<0.01

auuAgIud 2 Tasdmdszaunensaan 1o fuwdnduen fusen fuzam
N33AIINUNL Lm'zﬁfmdaLﬂ%umsmmmﬁﬁw%wasian'ﬁﬁmﬁu%%ammiéﬂmwﬁmaoﬁju’ﬂm
Tungommwamuas

aNNAgIU 3 Padpdmuuseyala Tdud ANNFABINMIANNTUAIRBANY LAaZANNFABINNG
nstexsunndeanidndnadensdndulatosmsdlaeiaesfuslnalungemmamiuns

mwmaauauuﬁgmimﬂmﬁLﬂiwzﬁmﬁuﬂaxﬁwgawﬁ’uﬁuﬂuLuuﬁwa@maﬂwdw
aaifiesdu Hunsiensianduiusssnitsiuysdonaldfaziluldlunisiessiie
Uszanuamnfwesaine ¢ sedlunailadeiifidnsnadenissaduladosmsilania senine
Faudsdonaldionue wudn fMudssulvgfauduiusiunuon Tasfidduyssind
ARFNAUS (1) ag”[ui:mw 0.043 fy 0706 uwaadl¥iiiudn dnwauranudNiusvaeilady
Adnsfuanudiusidadunse deegluinusiliiu 080 uazlsifeiiymeanudniuioes
ﬁattﬂsﬁmzﬁgmﬁu (Multicollinearity) i‘ioﬁﬂlﬂmmaauLﬁamﬂummmamﬁawu (Multiple
Linear Regression Analysis) (Fagn Medizditium, 2561) fuandluasnd 3
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397 3 AFNUTEANSanANTUS IR TFUsTrIesLsRanalEierNe

AIUUTTANNWNTARIA | HARNUN | 5780 oy | sNIEEH  [AnwsiuAs| mspew
ua::usaga'[a a9 me| MIean | Uaaade | Susn
LELH]
WARAUN 1
enlanl 276" 1
BAINWIATIVAUNE 321* 315* 1
FILETNNTARNA 043+ .095** .303* 1
mwﬁumﬂaamﬁﬂ 221 .303* 494 .136™ 1
N3UANTUIINRIAN 706 501 .393* 074 604 1

HELYA. *r.<0.05, **r.<0.01

uATeaTuiildn1sieefaindn Tolerance way A1 VIF (Variance Inflation
Factor) 2098738852 Iaarwvualiindn Tolerance fiailAininndn 0.10 waze VIF fiilen
Alsidnlndiiu 10 (N5 Tne33al, 2561) Faman133ATIeinuIAn Tolerance TaIFILUTHU
Aflunsdnmasaifiandond 0242 - 0904 Feannd1 010 uazd1 VIF woeduysdass
fendous 1106 — 4126 Feflenlidlng 10 uaasi fudsiianuduiusiuualaivi e
ilayv1 Multicollinearity

nananassuaNNATIUlasn1sIeTsianaansBuduLuunan wud1 a9y
fifisnsnadansdaduladonmsflandasesfuilnalungommwaviues Téun Sundndous
F1U91A7 FUTBINWNIRTINUIY FruaNdBINTANNTLAIaRASY FuANFBINNINTEENSY
ndoan pnafinddymeainfisedu 0.05 Turasiidudaasumanamiulifidnswadons
sadulagoomsAlaaiesasiuslaalungammwamuns

WaRensaundiminoeswansznusasiulsdaseiifiinanan1sdnduladosinig
Alaailazasfuslnalunsommamues wud fugesmedasmuie (B= 0607) ususi
ﬁ§w%waﬁiamiﬁﬂﬁu’h%mmiﬁimLaﬁﬂmaoﬁuﬂnﬂ"lunqamwumuﬂs Wnfign uanaliiud
frildpdudemedas oty 1 mite Snavildnmsdeduladorfindu 0607 wive
FO9R9NN D duanadiasnisnspeNsuanaean (f = 0.153) usasliiuitdifadosiu
ANNfaIMINsEaNsUNAsANRNTY 1 mite Snavhidnsseaulaforfingu 0153 mie
g (B = 0.142) uaasldiuiriiaiesunadisiu 1 mise fwaihidnsdeiulade
Windu 0142 v fuanadasnsanusiuasaaady (B = 0.112) uaasliiiuiniilads
Fruanadssnsanusuasaeadoiaty 1 mite Seavilnseaduladeuiagu 0.112 wie
Fundndnet (B = 0028) uaaslifiuiniiadodundafusidstu 1 e Suaviali
masadulataintu 0028 mite sy Tusnsiitadedu 9 Al douaaslupaed 4
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iaa

a1sefl 4 3densdanaanesiBanyzesiifedudssannmnaaua sy lafidining
senadnduladeamisalaadazeviuilnalungamwaviung

fulseaung mssnauladadudamisila wilavasuilaalungommwaviunas
m‘sma’muazm\'lgﬁﬂ B S.E. (4] t Sig Tolerance | VIF
ﬂ"]ﬂdﬁ 0.226 0.702 3.110 0.0002
NARNUN 0.047 0.184 0.028 3.907 0.000** 0.400 2.498
971A1 0.034 0.119 0.142 3.538 0.000** 0.707 1.415
BAINWIRIT LU 0.044 | 0.631 0.607 | 14279 | 0.000* | 0629 | 1.591
NNTAILHINNITARIA 0.041 0.023 0.020 0.563 0.547 0.904 1.106
ANNADINIS 0.060 0.060 0.112 2.240 0.026* 0.454 2.204
ANNITUALREAY
ANNABDINIT 0.178 0.178 0.153 2.243 0.025* 0.242 4126
M3LANTUIINRIAN

R® = 0547, F = 81.361, *p<0.05, *p<0.01

NPT 4 Aduseansaanaavivlszansnmluntswennsal (R?*= 0547) agTu
3:(§|’ug\1LLamTﬁLﬁu’jwdquﬂsmumamsmmm Usznaumiy AUKRAASU A1usIAn
fugosnednimite uazdnusegsla Sedsznaudiy duenudesnisanusiuasaeni
FuanudaInsnIsBaNsuNdIAN  aasanenIniaNiuLlsTINan1sRnaulatea1ng
Alaailavosfuslnalungammwaniuns Anduiesas 5470 fmdednievar 4530 (unaiiles
W9NFULTBY

unaguaziaiguauue

nanamasausNNAgIud 1 9 nnsdnwmuinduslaalungomnaniues Afitady
RIBILER Twn 918 STAUNIANY dauAw eEw wareldnissafaufiuansdoi
finssmauladoomsilandauandiy eradiosnomsilaweiadusmsigisluns
@LLaqmmWTﬁuﬁau,so‘nuﬁ\nhﬂ‘lumi%’nmﬁmd’;umm‘homﬂmmLwia:qﬂﬂa Fefitladuny
semefiuanseiu dnfufuilaelunsdazseny sedumsfnmn sounm 13w uassedy
liEefianudasnisdnsuladefiiuanseiudaenadesiuddemes Wi [nBnnsNa
(2564) ldvins@nwiSevifadeiidenaronsdaduladondndiuialaaidarsanguiuilan
pvsAlaatalulszmealng wudn fladpdmyanadiueny nsdns o1dw wazswly dwase
msdaduladonaniusialaaiazes ngufuilaaemnsalaedalulsemalng agsddoddy
neadansey 005 Tusmsd Fuuwe Auanssiulifinadenissaduladosmslaniave
fuslaalungannwaniung LfiaomnTuﬂaqﬁuﬁEmuTﬁmmauTaTumi@LLaqmmwiNmﬂmﬂﬁu
TIWAINNNTEUANTAUATINNAS 7 a‘?oﬁﬂﬁﬁ"’amﬂmﬁa waziwazny Sanuaulaludens
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guagzamlunsidensulszmuemsiliuandeiu Seaoaadoeivauiduoes 95m
aquAsTan] uazamz (2562) léihnisAnsiesiladusulszaanienmsnanadiinasenis
ﬁmﬁu’la%ammsndmLﬁaqmmwﬁm%’unﬁju Millennial Tuﬁuﬁn@amwumum WA
wudn faduduyanadumaininasensdadulafosmandesifiegunmdmiungs

aad

Millennial Tuﬁuﬁn‘gamwumumﬂﬁLmnﬁmﬁu aitus AN IaiANIEfU 0.05

HANINARDUENNATILA 2 wudn Tadedudiudszaunnmsnaiaddninasionis
ﬁmﬁu"[ﬂ%ammiﬁimwﬁﬂ"ﬂaaﬁyﬁu’%TmTun@omwumum fivonng 3 ¢ Tdun

1. FUNAAAUN (Products) 3NMIANHINLT Fundnsud Sdnswasanissnaiula
%ﬂﬂﬂﬁ’]’imﬂLﬁ)ﬁﬂ"ﬂ@x‘l@ﬂ%‘[ﬂﬂt‘l,mj\‘]LVI‘INSJW]‘Llﬂi asnevnsalaaiadusmsiifinnsimun
U%mmé’fmdau‘[umﬁuﬂszmu@m@hﬁmnﬁaumﬂmmmsmuwﬁnﬁimwﬁﬂ wanzfudsnng
Suvsemumndasiuloiu Tsiu eslulawse Auandneseainnissudsemusmnaniuis
n38u ﬁnﬁu’aﬁquqmmwmmi usigﬁmﬁﬁi:qswa:Lé‘ﬂmin"nu’m'ﬁuuamnﬁmwuﬁmﬁuﬁoﬁ
juslnelienuauls Fonoaadesiuouidvres hdas et uar uddl wanzscdnd
2563) ldvhnsfnsdesiladeiiadvnasonissnduladoamseauluwasineiiios Smin
ﬁwmﬂan HANMSAN LA fudszaansnsaaadundasusidansnasanisnmsadulade
pwnsadululnsunefios Smiafivalan agreffsddgmeadafissd 001 Bnved
A0AARDINUUATEDOY  INTWUS Tawmﬁqm wazAME (2564) LvinsAnsIaviladeiisl
snsnasanssaauladendnsurinaunuisomdssiniunsidoy .18 Tungemmwaniung
HANSANEINDYY §udszannenInandurdndusisninananisdnduladonaniu

aad

naunuisemsUssinndunsidou 0.18 Tungomwamnuas sdefiladAwneainfissdu 0.01

2. #us1A1 (Prices) NNSANHINLIN FusanilBninasenmssaduladanims
ﬁTmwﬁﬂmaoQv'ﬂm‘[unqomwumum Lf‘immnmmsﬁimLaﬁﬂLﬂummsﬁﬁﬁmgan’hmms
Uszimdumsiziiudasulisiu uaslafulssumdidunanvi ignandesldinghuamnwi
7ge e liguslnadanuaulalusuaunmemsuazuinnm TaswSeufisuiusaies
mmiiwﬁmmﬁmm%a‘ls\i fiaunannvaleesemTLaTNyaniiele Fonanadaiiy
NUITEe9 1A waanes war 8399nd lualneeuwed (2563) lEvinnsAnmEaeaIu
UsmumamimmW?‘iﬁwam‘amsﬁmﬁu‘la’ﬁammsﬂﬁuﬂgﬂﬁ‘luLﬂnmﬁﬂmmﬁao MM WANTT
Anwwudn dudssaumensnaadiusenidniwasonisdndulatosmsaiuiadluin

¥
o o [

gnollios Janiaan BnvvdvdenadosiUauITeTee INTWUS Tmamﬁqm LRYAE (2564)
Tvinsfnendeviladoiifidnsnasenisinduladenandurimaunuiioamassnntuns oy
9.18 Tungumwumum WNANIIANMINLIY  RIUYTEENNIINITARIARIUIIAIHENTWAFADNT
dnduladondntusimaunuiioomalssiandunsidon 018 Tunjomwuviuas ag1odl
W dunwaiafisedy 0.01*

3. AULTDINIIAIINUIY  (Places) NNITANHINLIT A 1ULBINNIAT1HUE
dndnasensdinduladoamsalaniavesguilaalungommaviues Tuilgiuguslnalinois

°

ddluduanuazanlunsdeduimadindeduildieansossuandeyadudlinas
49y Anssmislunanetasnvesuladuazesnlal smfen1sdivsnsindediudi e
\udsiisoiinlamadaduladodudaasfuilan Foneaadesiuouidvres 98e auAs
Tanl uazaue (2562) Thmsfnwidsetiadusulsraamenisaaadfiinasenissagulade

amansesiiagea s miungn Millennial Tuiufingainwaviuas wan1sfnsiwudn



21581SgnSUSIFAL UN 36 aduil 4 manAy - SUJIAL 2565

fulIraNNIIN1IARIAK UL DIN T U edBndnananisdaduladesinisna s
wlagunmadmiungs Millennial Tuiufingoumavnues eteiiiudidgmieaiffisedy 001
nssnpnnseiuaudTores Snawus Tmamﬁqm wazAnE (2564) ldvinsAneasilady
fianswasomasndulafoninsusmawnuiioemsussimiunsifou 0.18 Tungommwamuas
HANSANEINLYY §IUUsTaNNIeNInaIafIug aan1vdnsnyisianinasanisdniulade
waRFuTmaunudoo v IUsunzidoy 818 Tungoimmaviues sgefiuddmoain
fisedu 0.05

NamInamBUsNNAg WA 3 wud fadudiuusegelafianinaensdnduladosims
Alaafiazasfuilnalungommaniung fivonug 2 g Tdun

1. fuanudasnisanusiuastasadiy annsdAnewudn Jadeduainudoenis
anusiuastasadeidnsnadenisdndulasesmsalaiavasiuilaalungomwaniuas
nM3suszmueimsmunanalaadeasiuisagaevii§uslaadsemeiudousegoawd
sUsslddadou Tasswsamudadetuldiiuscoznannulaglisdnaidosesane snia
Fosmsatlsanain1siuteainlsalifaneiiess definaainnissulsemusimsiiundn
Jolideiinliemsalaeiadudefinouaussanudoiniszesiuilon Seaoandasiy
uIdBres aunsal nswatad (2559) ldihnnsAnmidesiiadoussgelevesiusineiid
wani:‘vmﬁiammﬁu’a‘mumi’ﬁa%ﬂwﬁmﬁm’mﬂ%‘aa@‘iuﬁﬁaqmmwmaaQuﬁmi&ﬁ’mu‘(u%wﬁfm
uATTIBRNY  Wan1sAnsnuIadanslusiuanusasnisanusiuastasadey Snadaninu
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Abstract

The purposes of the study were to examine factors from the changes of travel
behavior that influence the resumption of air travel services and assess the relationship
of those factors in predicting the trend of air travel resumptions during the COVID-19
crisis. The study used an online questionnaire as an instrument to collect data from 322
Thai passengers. The sample was selected using quota sampling and used hierarchical
multiple regression for analyzing and interpreting data. The findings showed that the
factors affecting the resumption of air travel services during the COVID-19 included the
factors of passenger perceptions which consisted of the trust in government’s measures
of COVID-19 protections toward airlines, perceive value of air travel, and satisfaction
in technology. For the factors of self-supervision, it consisted of self-care ability and air

travel frequency.

Keywords: Travel Behavior, COVID-19 Crisis, Air Travel Resumption, Thai Passenger
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et al, 2021; Peric et al, 2021) mM3fuilivAanuduAn (Park et al, 2006) BniwazaIdiAN
(Han et al, 2011; Lien et al, 2019) UaTANEINITOUNMIQAUAAWEY (Polat et al, 2020;
Song & Choi, 2020) Lﬁaﬁmsmﬁf]ﬁﬂmﬁhﬁ’umu@ﬁ’quwﬁwqﬁnﬁumuLquLm:mqufj
mM33uianuasnsaresnutes Sofunguiigmihanldetrounsnarslulssifiunisanunas
U Lﬁﬂﬂ%uﬂﬂIﬁLﬁuﬁdﬁ’)’m%ﬁﬁ)Lfidwqﬁﬂiiuﬂadqﬂﬂa (Chaney et al, 2013; Chen &
Wu, 2016; Schniederjans & Starkey, 2014) Wuin ﬂﬁﬂmmﬁumminﬁﬂLLunaamflumju
mutladplungulé
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........................................................ nauanlFusns
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ANuEluMIHuNIg
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Tutszmalng dunuswneanguiegwandudsililunswensaldwau 14 duds Tagls
Tdsunan G*Power léingashatnezuin 151 au wdilasan Kiine (2005) uuzthinguiangie
fiflauaszana 5-10 wihassdwuiiulsdassiurunanguinagieifinnamanzansmsy
n3fiuuIdefensiiaTsinisannsuiBadunyen ﬁoﬁumuﬂmmaanzjuﬁqaem*?iﬁﬂm
Wedvarafiouin 20 x 14 = 280 au I¥msguiegvuunbiondeaiinndu fwds
msguimatauuulaiaiioivuadnsuzesngudetnsetnsasivin q fu Tasadeitud
nwgimanizesssmalnedunarilunsuedagiu Idginias: 50 au 910 6 afine
Tudszwalng  wasldnsguiegisuumuazainaidunsguiegiese alildunde
nguseEeifaIn1fine

LmuaaumuﬁgnLﬁ’umusmﬁagamumaaaulaﬁ Wusvussuaniinaannis
vedasfioannagiu deldisunmsasrassugunmanusuldidsenadevivuiuniidesnisdnem
LAz ANdUNIATITOUANATIANLTDMILAZ A ATz AR ey TdAA N e
Tapsasveatiuwiniu 95 %amnndmmmwmm"ﬁﬁugﬁuﬁ’uﬁﬂ 50 (Cohen, 1997) LuUEAUNN
fonanuszneuiisgadoy 6 s ldun dwdildiienisdansasnguinegie (2 de) dauil
Tmounndoyaauyara Usznaude e ANNAlUNTAUNS wazszdunsfnen Fedu
fudsuuvudvlszian uazeny Fodusudsuuudaiiles Tnefdnsucvaedadanudu
LUULANAMBULAS LUULRENADY (5 98) d’;uﬁwﬁnmﬁmms%’uimmQ’Tﬁu%mn'ﬁumo
n9eMA (14 Ha) Fenudeiugiiiy 89 Fuamwwindenndian (11 da) fen
AnNdasiuingy 93 FumsiuguanuLes (6 4e) fidnAnudasiuuingy 79 wassudild
Anwanudslanduanlduinisiiunmemeenaesilasaissning fdannudesuwindy
86 lagdomoulusudugameidnsusdmasiunnsiauuvdim 5 sedu fvuanusd
nsliazuuufs Wiudeeteds (5 Azuuy) Winde (4 Azuuy) Wudishuna (3 Azuuw)
Tiiugie 2 azuuy) warlddudpagnebe (1 azuuw) THnoudinnsudswa 5 5edu Ae
451 - 500 vnefaiudieegebe 351 - 450 vanefafiugin 251 - 350 nunedariugae
1unan 151 - 250 visneivliviugie was 1.00 - 1.50 nunadeldiiussagei

msifiuswsndaya

g’ﬁﬁﬂﬁﬂLLmJaaumu‘lﬂmmaaﬁ%ﬁ’unf\juﬁaaEho 30 AU LLa:ﬂ%’uﬂ'goLLﬁlmdau
filumatfivase aniuhdsdsfuuuseaalymadedeansaulmiing 4 Mareznaluns
Wiususndeys 3 WWeu (unius - wweu 2565) IdSudeysmeunaudiuan 398 Au
waznuidiglideysfiongdenndn 18 ¥ uazfuyaradslinoiiunmeneludssinauaz/mse
srvinUszmasousd 2563 sasdusuauieay 76 Ay (19.09%) fratiu "ﬁ’agaﬁﬁwm’["}?
Wadnmiladeiiddninasanisnduunlduinisiiunienivenialugieinganisailain-19
(2563 - 2565) 39FFIUIUTINIGAY 322 AU (80.9%)
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adantitunsinsiziideya

nmaezideyaldldsunsndnifaguneaifdiessiadfBonasaun ldun m3
ﬁ’]u’)mﬂ"mu’ﬂﬁuL?J’IE;I'@uETﬂEQNLLE\]:ﬁ’Iﬂ’J’INLLiJilJi’m w%auﬁﬁLﬂsﬂ:ﬁaﬁﬁlﬁaagmuﬁwms
Jianein1sonnseidaidunuudau (Hierarchical Regression Analysis) tWansI38ay
ANENTuSsEnIesudsiidutladodiveny  uwaraanmsainieyseifiuanadelanguanly
uimstiunensemaeasglasanssalnganiadeiiisades Fenounisdinncideya
gﬁfﬁﬂlﬁﬁwLﬁun'ﬁﬁmsmﬁagagmmﬂ AaUNA dnMzsdunianl uazasvdaudannas
Wasduzasnsiinsiannisonosy TaeRarsanannamdalawnsuuas Q-Q plot wuin
A1 Tolerance AAndTng 1 uazdn VIF felaidu 2 sadu fuysdasennindedl
anufudassaniu usmdensaseudennasdosfiuinifngionisld Partial Regression
Leverage Plot nduwuindishudsdass 7 sitlifianuduiusiufudsay dodusiuls
X, = ANNLEENRINMTIAUN X, - Hodsaupaulall X =914 X = WA X9 uar X =
ANNATUNMIAUNG mLﬂumsmiﬂumﬂummn’[umimumo 6- 10 WiebuwA wazaad
Tumsieuneannnda 15 Weddudl fuanudlumsidune 1-5 Wedudl uas X, = 3
MIANE “SaLﬂumsLﬂ%ﬂuLﬁﬂuﬁﬁﬁs:ﬁumsﬁnmﬂ%mmLaﬂﬁ”uﬁjﬁﬂm‘sﬁnma:ﬁuﬂ%mmm%
Foldgni g lunmsiiensinmsanossdadunuudou

WANTIIFBLATDAUIIUNA
WaN13398
1. wami’itquﬁiiagaaﬁﬁLﬁewsszum
pﬁmﬂmiﬁmﬂ"lﬁu%m'ﬁLﬁumamammﬂmﬂ"[uﬂi:mmm:/w%m:wdwﬂﬁ:mﬂ%\nm'
U 2563 duau 322 au dulvidunende 156 AU (48.45%) wuasifulwasiy 166 AU
(51.55%) ﬁv’maﬁmmﬁmmqayjﬁ M = 3350 (SD = 9.36) %\1LWﬂﬁt}j@TﬂﬂLaﬁﬂﬁaﬂqﬁaﬂniw
AUz 2 I (M, = 8240, M_ = 3454) dmiuszdumadnsmuidlasanssulng
flszdunadnuegluszduSonng 242 au (75.16%) seduduilnduiug 70 Au
(21.74%) 3efuAINITunInsiui 6 au (1.86%) uwarssdudupieniiuimg 4 au
(1.24%) 5nﬁa§ﬂmﬂmidm’[wmﬁmmf'i'[umsl,ﬁuma 1-5 ieadwd dwau 212 au
(65.84%) 3@1\1aomﬁaﬁﬂmummvfjﬁﬁmmﬁ“ﬁumﬂﬁumo 6-10 ieadudl s 82 au
(25.47%) 11-15 fipadudl $9u9u 21 AU (6.52%) Uay XN 15 WedduAdl 1w 7 au
(2.17%) ANRIAU
dofinsaunudazdfvectladeiiidninasennudslanduanldusmaiuniemisennie
Wyt dunisdudzedlduinisiauntmiseinialusaiunisallain-19 fszdunisiul
agﬂumm"ﬁﬁLﬁmﬁ'umm‘l*ﬁ’nﬂﬂummmiﬁﬂﬁugLLaamumim‘Tﬂf‘Jmmmﬂ%ﬁﬁiamﬂm'ﬁﬁu
(M = 2057, SD. = 331) anudssananunisailadn (M = 1645, SD. = 2.9) AN
ANAINMIAUNN (M = 1203, SD. = 233) uararnionslalumalulad (M = 849,
SD. = 1.6) Fouanslungedi 1
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o

a19eN 1 uaaswazasaiAdenssanndmiunndfvesiudsseaunmsiuinfisenisiauns
NIBNA

46 (@ wudanaw) TWATUUY | AR | M S.D. | Cronbach’s Ol

anulinslaluniasnisidu 5-25 15 2057 | 331 78
guaanun1sailainzesniaiy
faa1an19du (A1-A5)

anuLdBsananunsailain 4-20 12 | 1645 | 290 79
(AG-A9)

ANNANAIIINNTLAUNTG 3-15 9 | 1203 | 233 77
(A10-A12)

awiswalalumalulad 2-10 6 849 | 16 85
(A13-A14)

AIWNNAR (A1-A14) 14-70 42 5755 | 817 89

newa. N = 322 cshnmaﬁﬁmmlﬁmnmiﬁwhﬁﬂqﬂLLazmgogmmmoﬂ:LLuummnﬁu
WRINIIAIY 2

fmSuduan nwIndaanedsanfifitfadedudsdoanoaulalidundeluiady
Wmnewuinglassslagsamisziunssvianfedanssuladiieaiunslduinsiiune
mepmadusged (emsedt 2) WeRnsundusedadoiunuin AadpTasmaaUI
11 4 ag”[us:ﬁummﬁmﬁuﬁﬁuﬁaﬂ ‘[ﬂﬂﬁﬂmamaa@mauLmuaaumuLﬁuﬁwﬁiauﬁwmndﬂ
m‘sﬂizmﬁuﬁuﬁrﬁagauuﬁ'aéfoﬂuaaulaﬁLﬂuﬂszTﬂmﬁsianﬂsLﬁumomommﬁ (M =414, SD.
= 0.84) ﬂ”aga‘ﬁ'ﬁﬁLauaNmﬁ'aﬁaﬂuaau\laﬁﬁﬁy’amwﬁﬂLﬁuTuL’BamnLmzL%aa‘u (M =413, SD.
=079 flHusnsidumemsenmagianadnlafisafunsidumezmsenna (M = 411, SD.
= 0.80) LLa:\lﬁ%“ummi’[mJ 9 (M =408, S.D. = 0.85) Snﬁy’aﬁ”agaﬁﬁwLauauuﬁaﬁaﬂuaaulaﬁ

v A

fofudoyaiifianaindefio (M = 407, SD. = 092)

AT N 2 WRAYNATRINAAEINIIUULABTUANSNaINRaRIANaaulall

6 (I wudaniaw) HASUUY | AINATS M S.D. | Cronbach’s O
Andwaandndanoaulal 11-55 33 4397 | 7.72 93
(B1-B11)

ewme. N = 322 anawmuinldeinmaihdmgauarAgegnzestasiuniuaniy
wiMIY 2
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Tughudunsmivguanuiasnudt glaparsUssduiiausssinisoguadieeld
Wusgredlunislduinisiiunienisenialuzaelain-19 (@159 3) ilafasuniu
sedefaiamudn Aedsaesdiney 5 48310 6 o aglussiuanuAniuiiiudoe
Tnegnovuvugauaaszifiuauwesindanasansoluidssnsawlaminnends (M =
446, SD. = 071) 3psasanAnizaanisUszifiuanaidssainmssudszmuemisTuiifs
nguauagifiusuauann (M = 434, SD. = 0.76) nstdpafiaunsAunelasfnsieaiy
avaneUaenefiazibunaly (M = 428, SD. = 073) wiuasedeinaaINIglaeans
fisndume (M = 426, SD. = 0.77) uazquageundisluidasnsdiieliionaiomndaad
MIAUNIIMIDINIA (M = 423, SD= 073) TusnzfidszifiuFoonissneszesvne
nwivan freuuuussustifiuauissiifianasinnsoegluszdulunaeivdoudnd (v =
343, SD. = 1.17)

a1l 3 adfdenssaunisaiunsmivguanuezasiiduinafumemeeimalugae

TA3n-19

46 (@ wudanaw) TWASUUY | AR | M S.D. | Cronbach’s Ol
ANHEINTalUMITiUgUA 6-30 18 2502 | 347 79
AULDY (C1-C6)

newa. N = 322 cshnmaﬁﬁmmlﬁmnmiﬁwhﬁﬂqﬂLLazﬂ'wgoqmmﬁwﬂ:LLuummnﬁu
WRINIIAIY 2

dmsuanumslanduanlduinsdunemeeinialugislaia-19 wudrdlasans
TmzmNﬁmmﬁu’a’[ané’wﬂﬁu’%miLﬁuVI’mmoa']n']ﬁag"[uistuﬁ (Fom39i 4) ladarsan
\Wusedamnamuin dedvwesdmaey 4 dean 6 o eglussiuanudniuiiiugoe
%ﬁﬁﬁmammuaaumuLLammmﬁmﬁuLﬁuéﬁwd'} ntiunenInaiunsiunisnnisi
(M = 445, SD. = 0.76) LL@:Q’Imﬂmi%né’umLﬁuma WINMIRUN N eEfiTunay
dauﬁum%‘mLLa:wﬁomLﬂ%’lmajomnﬁaﬂﬂiﬁ“ﬁwmsiww’nm‘[ﬂ%ﬂJ9 (M = 436, SD. = 0.79)
Snivrurndudunisuazatenienasnaus1sni1siuininsn1st eefiun1suns szuaag
T3n-19 iRt (M = 4.36, SD. = 0.77) pE9lsRMNNINELNN HUSNTAUNNIIBINAINGIE
Uszivlalunsliuinns nduidadeessziuanadadiueglusziudeudndonden/Soudioy
fuAnadsanudaiuludadaiudu (M = 403, SD. = 0.81)
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AN 4 LEAYNATBINDAEINITAUUNEIAUAMNAY LANFUN IFUSNT I AUNIINI9RINA
Tuznelain-19

46 (@ wudanaw) TWASUUY | AR | M S.D. | Cronbach’s Ol
audalanausnlusNs AU 6-30 18 2563 | 3.63 86

NWaINA (D1-D6)

nagwa. N = 322 @hnmu@i’mam‘lﬁmnn’nﬁn@iﬁngmLLazmgoqmmﬁ’mﬂ:LLuummnﬁu
WRINITAIY 2

2. eamsaassvideyasifideeynu

iflavanduusiidannlunuideignuisesnidu 3 nquilads (A-B-C) aumquj
WORANTINANUNUZEY Ajzen (1991) usinszddudslungs B laawnsmbanldlunis
Aansideyaldidasanlidulumadeanasideiu dnalifinguiladoiiaansadnmléfiies
2 newilade ldud ngn A = masudveslduimaiumeneetna Yszneude X1 = anw
Trwlaluinasmathifuguasounisallaiezesneigdeatsniadu, X, = anudsean
nMsume, X = anududilunsidune ez X, = anwdiswalalumalulad uaz ndu
C = mauguanuies Uszneudis X = anuswnsalunsguanules, X = Anudluns
Wune (11-15 wiendudl vs 1-5 digniuAd), X, = FLAUNIIANE (USRS vs AN
Vsyaes) wae X = sehunsdne (WSyaies vs Yl uaziilasaniladudu
WAuaRTiidengAnTIN nsAdeaangudNde  uaznisaruaunwgAnsInlunguinginsan
ANLLHY Lﬂuﬂﬁﬂﬁﬁmmmmﬁm%wadawammi’wé’wiawqﬁnﬁmmuﬁgﬂa ot eRIIERIb
mﬁLﬂm:ﬁmsnmamfmL&’ul,muﬁauﬁﬁn'mﬁuﬁaLtﬂsﬁasuﬁﬂ,ﬂa%mﬂﬁ’nmsmuﬁa:nag'u
Tummessuasyig FelineaziBoanansiiansiidoyadoll

mydeszideyandsdl 1 Hunsdessideyaiflenaseusuyfigiu “aduluusiaz
wAfUUIAUMITLY Musnmiadeuneasan  wazfumsmivguanuiesiidninadewa
AoANAla NS NAUNNIFUE NI MIRUNImINeINIA” (feansedl 5) Feanniameseu
sunfgmunui ddus 3 dudslungs A uasll 2 dudslungy © Afdaddumesda
giatl

De

X, = anulislalumiasnismiduguasniunisailaiasesniasgssaisnisiu
nmsensddeya wodianulinelalusasnisiiiuguasaunisallaiszevniaise
senmstuiiandwauaranaduiusiBeuansgeiitusduneadatuainudelalunsnduanly
PINTLAUNIIN WD INA B = 046, #318) = 824, p < .0001 ndnﬁamn@"[mmsmﬂm
ﬁmw\li'mdiﬂummmiﬁ']ﬁ”ugLLaamumim“[ﬂ%mmmﬂ%g@iamﬂnﬁﬁul,v‘\‘iu%u Hlasans
galnsazfiuunlinlunanduanldvinmbumemmeamaiinannduaulydae

X = anududlunaduny nmsdessideyanuin anududrlunmadums

fidndnauazanuduiusiBeuinegefiteddynisadfdussianudalalunisnavanls
UINFLAUNIINIBINTE B, = 0.31, #318) = 364, p = .0003 NANAD mn@mmsma\lma
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s‘imﬁufﬁ;ﬁomwﬁummnmsLﬁumamommmﬁuﬁu Aloarsrnlneazfiuualdaluns
ndua SN BumMaeMANaNnTuaalUe

X = enwitowelalumalulad snnslensidoyanudn anaiowelalumalulad
flﬁ“n%WﬂLL@tﬂ’J’]N5NW‘LJ5L’B\‘]U’JﬂE]Ei’]x‘lﬁlﬁlE\f’]ﬁty‘l’l’]dNﬁﬁﬁU’it[;ﬁJﬂ’J’m%ﬁtﬂuﬂ’]iﬂﬁuuﬂ%ﬂ%ﬂ’ﬁ
Wunen e B, = 057, #(318) = 517, p < .0001 naRevndlasanszaineiniaiug
fornitonalalumaluladmstiuinsfiiadu flasarssninsasfuunlinlunsnduanls
VSNSRI NI ALRNINTY

X = ANNTINIIOUNMIAUAAULEY mnmi‘ime:ﬁ%agawuﬁfmummm‘lumi
@LLamuLmﬁﬁwﬁwaLLa:mmﬁuv‘v’uﬁvﬁamnaEmﬁﬂ’ﬂz\fﬁﬁ’zymoaaﬁﬁummﬁﬂﬁuminé’uu'ﬂ"ﬁ
USNSIAUNNNeIMIA B, = 039, #(314) = 9.08, p < .0001 nanRevnilasansnaing
Uszifiudaueeianusnansalumsguadealdiustwiiledeaiunomeinma §lassns
smlngasiuuiliimasnnusslains nduanFusnsdumeneennaiinanndu

X, = AwdluMsAuNe 11-15 Weduwdl anmsieszideyanudn mndans
Tishudsdu 9 Busudsasiifilidwasonnuaslalunmansuanlduinisdunimisennia
'«a:wmfﬁvjﬂﬂﬂmiﬁﬁmwcﬂumsLﬁumomommﬁ 11-15 WigduAlaseds fazuuu 1.03
ﬂ:LLuugan'hﬂ::LLuummﬁy’oﬂl'ﬂuminé’um‘[ﬁu’%milﬁumqmommmaaﬂimﬂmsﬁﬁmwﬁ
Tumsiiunwnweina 1-5 eadudl B, = 108, #(314) = 220, p = 0285 ﬁoﬁv’uvfﬂmﬂms
glneidanudlunmsdunmensenna 11-15 derduAasiuvunldulunsnduanldusnng
umemeemeannniglasssrniineiidansdlumsiiunmemeeinia 1-5 WenduAdl

A13N7 5 ULAAINANTIATIEINTannaeiuduLNanadaUaNyRF N 1

m*s%’uﬁmmg'{lﬁ'u%mitﬁume
NNAIMA FNINWLIARDN
NNRIANLAZNIINUQUARULDY
IR B 95% CI
AP 3.04" [1.30, 4.78]
x= anulinelalunmsmsmifuguasniumsal 0.28"* [0.18, 0.39]
Ta3aposniasgansanisiu
X = AaANA [UNTAUIg 0.31*** [0.16, 0.46]
X = anufisnelalunalulad 0.35*** [0.15, 0.56]
X = AMHAINITO[UNTQUAAULEY 0.39" [0.31, 0.48]
X = erwilumafiume (11-15 i 1.03* [0.11, 1.96]
¥ vs 1-5 wrduAl)
. = wAuMIfnm (WSwanes vs FnUSaned) -1.48 [-3.16, 0.19]
(L, = MmN (Usaaned vs Yaaln) 0.54 [-0.01, 1.09]
WNAN13ITE
R .69
F 100.48**

*p < .05 *p < .01. ™ p < .001.
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mslianeideyanseil 2 umsdessideyaiienaaauauyigin “Wothdius
ﬁLLﬂoLfluLﬁmLﬁﬁmsw:ﬁlummiamaﬂL%aLﬁuuuuﬁaumuﬁwﬁuna;uﬁ'sth A-C usay
éﬂﬁu%umaomﬁlmﬂ:ﬁnfojuﬁmﬁs fiansnasdewanoA1ANLYsUTINIE9ANNA A TEUS NS
WBUNINeINA” (Gemnsni 6) ’ﬁamnmsﬁﬂﬁmﬂﬂumﬁu A dlvimssiluannislasd
Tifansnazeesudsdy 4 dhufeadie senalinadanddiusinesiudslungn A
§1N19005U8ANNKYIUTINBIANNRYlandUsn TFUS M IRumeamea Al egeiitus A
e R = 59, A3, 318) = 156.22, p < .0001 uanmnﬁé’owuiﬁ’;uﬂﬁunaju A (X =
anulwlhlusasnsiiivguasaiunisalladesssniasgsesionisiu X, = ANuANA
Tumadun uaz X, = anwiewalalumalulad) fionswadnanoauaglandunly
UINTLAUN NN NINIADEWNATNR AN R ARG 8 LLa:Lﬁaﬁ’lﬁ’;LLﬂﬂunQu C Wl
Tugunsfifidaudszesngs A sgreunth wudluaalassaniiisddgneadn 7 = 69, F
(7, 314) = 100.48, p < .0001 ﬁaﬁuﬁmﬂsﬁagj‘lunﬁju A uar C emniundinsanisnaiuney
Snswaiisenasinaumolanduanldusmaiummemald 69% usnantifonuiiArana
wissuawizaasngy C fiansnadowasanasslandunlFusnsiunemeainiaegng
AudAynwadf s = .10, F4, 314) = 2532, p < .05 Forabatduaaliifiuinduds
ﬁqﬁﬁﬂumﬁu C sznaudy X = ATNENNIOUNITAUANULDY, X, = AN TUNSIAUMNY
(11-15 Wiwddudl vs 1-5 Wiendudl), X = szeunsfinen (Syanes vs mndnfSyaied)
war X = seeunmsfinen (Usyanes vs Yl denufuudisnunsnaduiadiain
wstsuzesaNsslandusnlduinsdunimsenmaldfie 10% uarainnisiiiadauygs
Tungu ¢ dilluaunsdanudnfidugs 2 duuslungu C (X = anwanansalumguanules

9 o aa

war X = ANNDUNSAUNG 11-15 Wendudl) Aftesdyniead

AT 6 UEAINANITIATIEINSannee B uLULEauNaNARBURNYAZ LN 2

m‘s%’ui’mmﬁﬂﬁu%mﬂﬁuma
I3y NWDINA FAIWLINRDN
NIFIANUAZNIANUAUARULDY
Model 1 B Model 2°
B 95% CI
AAgil 7.51 % 3.04* | [1.30, 4.78]
X = enalirwlalunasmahiugua 0.46 *** 028** | [0.18, 0.39]
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Abstract

The objectives of this research aim to 1) examine the coherence of factors
influencing the success of resource sharing services in private hospitals, listed on the
Stock Exchange of Thailand, that was developed based on assumptions and empirical
data 2) study the causal influence of management factors using the McKinsey
conceptual framework, firm capability, and capacity of shared service center on the
success of resource sharing services in private hospitals listed on the Stock Exchange
of Thailand. Shared service configurations is a mediator variable through a structural
equation model. Data were collected using online questionnaires from 460 department
heads who work at 93 private hospitals registered in the medical business category in
the Stock Exchange of Thailand between April — May 2022.

The research found that 1) the structural equation model based on hypothesis is
consistent with empirical data; 2) management factors using the McKinsey conceptual
framework and capacity of shared service center significantly influences shared service
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configurations. Management factors using the McKinsey conceptual framework and
capacity of shared service center and shared service configurations also significantly

influences the success of resource sharing services. (p<0.01).

Keywords: Shared Services Success, Shared Service Capacity, Firm Capability, Shared
Service Configurations, McKinsey Conceptual Framework
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sdAnATas Neyanwal NN
Relative Chi-square X 2/df X2/df <3.00
Goodness of Fit Index GFI >.90
Comparative Fit Index CFl >.95
Adjusted Goodness of Fit Index AGFI >.90
Standard Root Mean Square Residual Standardized RMR <.05
Root Mean Square Error of Approximation RMSEA <.08
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25

56

Configurations

McKinsey

Success

¥Za pability

Capacity

Chesquare=2 658, df=2 p=265
CMIN/DF=1.328, GFl= 998 RMSEA=027 AGFi= 980, RMR=1001, GFl=1 000

2N 2 FILUUENNSIATIES N (MaIUSUMLUL)
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