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Abstract

Project Code : MRG 5580231
Project Title : Competitive Advantage of Small and Medium Enterprise (SMEs) in Real Estate

Service Business under the Context of ASEAN Economic Community (AEC)
Researcher : Dr. Niti Rattanaprichavej
E-mail Address : nitir2001@yahoo.com

Project Period : Jul, 2 2012 - Jul, 2 2014

Abstract:
This research aims to study small and medium enterprises (SMEs) in real estate service

business conforming to the ASEAN Economic Community Blueprint, which addresses that the
community members must accept a free trade of service businesses such as property
management and real estate broker business. The objectives of this study are to examine the
relationship between the types of SMEs and their competitive advantage, to study the level of
competitive advantage, and to study the relationship between competitive advantage and driver
factors.

The study uses survey and cross-sectional as well as empirical investigation. A survey and
online questionnaire have been conducted to identify the effect of determinants toward
competitive advantage. The sample is composed of SMEs in real estate service business. The
study has been tested at an organizational level with samples of SME entrepreneurs, business
successors, or board of directors or management team. Quantitative analysis has been conducted
through multiple regression analysis with 198 samples. To confirm the findings, the result has
been shared and discussed further with stakeholders and scholars from an educational
institution. From literature reviews, competitive advantage can be categorized into differentiation

and service quality aspects and driver factors with the concept of organization behavior, including
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organizational leadership, interorganizational cooperation, technological capability, and
organizational responsiveness. Research findings illustrate that each aspect of competitive
advantage needs a different set of driver factors to explain either the direct or the indirect effect.
Interestingly, technological capability is a perfect mediator of leadership and interorganizational
cooperation toward competitive advantage. However, differentiation is suitable to apply in a
highly competitive market, and service quality is suitable to apply in any situation. In addition,
service quality is difficult to be perceived by customers as well as difficult to manage; however, it

is considered important to develop a real estate service firm sustainably.

Keywords: Real Estate Service Business Small and Medium Enterprises Competitive Advantage

Organizational Behavior
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= ¥ U =)

lasan1s fin1suszyanuuazanasdygyliuinisluszegnailideenimilel Feaziesenduminuiieds

YordumseniseeBalsraunsaleganlunsdeduladenlduinig vielugsfadiunuedmsunsngy

[

~ a & A v A a ] ] = = o o
HANYAUSNNIVIYUINIT Lﬂuj;ﬂﬁQﬂqiLGUUL@EnﬂuwaqﬂﬂULrJa"lm\iLLmﬂUQLﬂQUQUQQ‘V‘UQ‘U N2 ICAIAIIN

|
[y Y v A

nsviunvuegiudeyawaziiyanaiuddgilasunisdmuanseunisiiauuagnisaduauuain

o

v

9adng Ui mewgladedeiu Jahingmdeidoses “anuldiuioulunsuisiureiamiavun

nakazIwIngeuUsTVgsAaUiNIsedmnumsndiunsiisiunduaudnussnauasygiaodeu”
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1.2 InUszaeAvaslAINIg

1. fiefnwidisnnuduiusseninsnudnuasyosiavisvuinnaliazuungenUssnngsia uing
adomsunindiugluuuanulaseulunisudady

2. leAnwnaguuuunarseiuanaldiuieulumsutsiure amiavuinnansuassunndenyssLangsne
USnsedamisunsng

3. WaAnwfetladetuAdau (driver factors) Nfldnswasan1siaLIsEauANUlaSaulunISwUITUYD4

FEMNVUIANANALVUINEBNUTEANT IRV N TR WNTUN TN

1.3 Uszlpwifiianinezldsu

1. samsifeildanduvslovidomsugiuasdnn duafiliiAamnuiuadunisdniugife
admn3uning PreliusenaunisuuiananaazruIngauiauInues naenuatuayuliinnis
assiludeny

2. wamseildazidulstlovdsoninisivnis lumsihandsesdruilvsimaiugsfe
admnTunIng

3. uamAdeilszdulsslonitenaislunsimuainasmsimngaslunsatuayuiamia

yanauazruIngedlunAgsAvedmnsunINg
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UNa 2

N1INUNIUITIUNITU

¥
S o

nsAnwANIIUNIIUNNEITeslasinnsfnyiaanmmiluresgsisedmnsunsndiialimsu

Y] v caal !

DednYULaNEYRIgINRFIMTUNININLANUUANAININGIAIDY WagnTwnanTzuIunTs Juneulunis

o a

andiunisluamsin 31nuudaaniiunisfnwddamisvuinnalswasvuingonuseiangsng

[

DA MIUN TN D39V U ANTALIUVDINGUAIDEY Aaanduwietlafianiy drAtyuazuNuIMYes

]
a a a

Jamfassnnilnddersugnavesusema lagvenanaglanuniulssunssuiinelIfuwulIAnay

3

a 1

ToSeulunisuraduiinadteanudnlafeieny Aununy 999UseNoU nasnaudadeNidnNSHananIs
) o Py " w & = = ¢ ' Y] a
asnasgauanulmUSsulunswIaTureIRIAnsTITtdulseleviaE 19UINABNISAS19INTOULLIARN HADADY

AsMuUAILUs Jadenaininasandunisnagaulunisanuidensal

a o/

2.1 gsnauInsedennsuning

'
[y ] a

ganaedawmsunindidugsianflemunainvaisuaziinudfyed198981nResTUULATYERT0S

o

1=

Ine WerudnavudigsiredmsuninduasgsnaifentossliyarfeUssunn 9.7 waua uumas

1 a (% ¢

Wisulanunarnansusulasinlulsena (Gross Domestic Product- GDP) ¥ 2550 winfusagay 11.5

Y

a 1 ¥V

° I3 Y] ! Y & aa = a v a v
"\]']LLUﬂL‘Uuaiﬂf\]ﬂ@aﬁqﬂLLanga@ﬂ@ﬁﬁqﬁsﬁﬂﬂiNu‘ﬁlqlu L'JEJUI@EJUi%ﬂJW&W] 310,000 anuum ﬁﬁﬂf\]ﬂqu@@ﬂLLUU

9

a

anUnenssuidyadiegn 10,000 a1uumlagdszann ssnanesiinesuasiaseldluinuszuna

60,000~ 80,000 &uUM wargAvNeRegsAvEnItuNSRUNTYaA AU NUTEM 270,466 a1uunly

g
Y LY R =KX o I A

U 2550 (Wnda Ju3eana, 2554: 21- 23) el duavasnaddlalauanslviiudedndiutunyuiouly

a ¢ a ¢ & a

g3nusnIsedsunsndidaiauinlsln gsfausnisedmnsuninddnlainduianssulugsia

[ [y A 1

a ct A Y a & I Iy, a Y a
D] QW'ﬁﬂJV]iWEJ"?NLGUEJVL@'J']@JUV]U’W]LLag%Iaﬂ'W]ﬁ\TL‘Uu@ﬂqﬁll']ﬂ IfﬂﬂU@@ﬂ’ﬁi@u@ﬁ\iwqimmiv\lﬂﬂigLﬂVW]EJEJ

Y U

DAL IWINDG 151,362 nuelut) 2554 warserinafauunsiaudedsnaulul 2555 109 72,162 wiqe

[

(Auddoyaedmzuning,  2555) Wresilundngrulunisdudunisiiulanfdiniugsfauinig

o

o a U Cs ] a U dl 1% v ua v ua
DHINSIUNINGLYULAYINU  (Jacobus, 2010: 6) LUBINAILNTESIVUNADIATYALATNTLI1VUYEURA

niUudnassyiliiiasigsilainlunnedmisunsndnandulvdvieniieguaitiuazaeligsiauinis

adnsunsngidnunievealiinazidunisusmsinniseiasusen1sdevienud wazlilanizenang
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Uszianaenarivintungsiausnisedumsunindagidnuniiunuimegiaunn e1a1sdidinay gudnisan
159653 %59N5E1991A15785199 Ul e aNanls881991ASUTIINGIAY BIASLSINGIUIRAIULA LA

nsNeteIiugIiaviNIsedmnSunSwensay

[d a _a

a o a v ¢ & a ada al' 1% & v a N ’a )~
ﬁqiﬂ"ﬂ@ﬁ\‘i‘ﬁ'ﬁﬂi‘ﬂiwEJL‘U‘Uﬁqsﬂf’ﬂﬂ/lllﬂ'J']gJLﬂEJ'JGUENVNﬂ']Uﬂ']EJﬂ'TWLLaSUiﬂqi‘Vﬁaﬂﬁ@L‘U‘Uﬁiﬂﬂ‘ﬂllﬂj']ll

]

(%
[ Y a

Aeadesfuienisudauarnisuinig vadl gsfausnisedinisunindaziluivuegdosvoigsng
adomsunsndlagoranuslailu gsfafunuuieniiuaznisve (brokers and leasing agents) qaﬁm?‘i
UIN¥IM19N159a1a (market consultants) N15Usidu (appraisers) N15UsEAUW (surety company) N3
U311390N1591A13 (property management) (Peiser and Frej, 2007) uiinluAnuduaseudigsie
mesusumunneadne Imnssunseandaenssuesniedndugsisuinmsedumniuning vin anns
ulsngugsRuinmsedmiunindiannsodetedunaldfenmsinseuludomosmaslumstauilasans

A8 1eIaNgIAavINITedmsunsndlawdsneniiaiunaiunegludisvesnisilnldetnis (post

1 =2 [

construction phase) wdviadu Tun153deasiiazysfnyianiegsiausnisedmsunindniswnugsna

3

UM sdanisnindduuazgsnawieniiuasn1svievinty lnessiausmsdnnisminddune nsusnis

'
& o

Neteeiun1sia Meitun nMsguasnviiazii9e1ans Msdnitnd Iingusvasanddyiianfonis

q

ShenliTsnuninvemsngdu eenngsiveduwniuninddalaindunisamuifeddszenaifieniuiy

v & A 9 v I 9 | 1 ] v ea - ' M v =t
sty welviulaladudianssiuluuiaunmveminddurseyarazlilaanasluniunianaidae

v 1% 1

lnignan glindianuduanazidianldusnis (occupancy rate) NsdsanunsanagasszaudnsAngle

Y
9E7198719UU (renting)  FavnedansunindlidaiunsonsauninlawdigeunuefessesiaInsAuui
g1uueenlunsenIavIanulaltuiy (Jacobus, 2010; Peiser and Frej, 2007) laggsAauinig
FIMSUNSTNINIPUNITUSU TN TN NI AU U1 TUNSUSISTANIs A8 TLeIANSLIIVDID1AN5LD4
A& v Av YA 2 & Vet R Y v = ~ ~ | )
‘VisaLtlum'immwwmlfzmmzyﬂLUuimmﬂmalﬂmismLLazLaamiawmmwﬂuaaﬂm

gsfaweniuasnIsvefufeiunenadiunisiagidvesdwauilasainiseansadunis

L% a a4 (%

PIusEnaeuenila ugsfenneadunisiludunuiinessruisanuasninseningdouas§uiy
ganathiluuimsimunzauedBasegsivedmnsunindvunanaisuazauingey eannazilufanssud
ffunuamnandunisaeauwes delu genazilunisuszudaaldigluduilalussdunis v3ew

wenilagnsveil@eingyazdoudilalansannsallumsanfunisnsniseainiluegned (Peiser
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and  Frej, 2007) uaglasuAinaunnulusuresdndiudoyan1roalaseinis ganafunuLaznIsuie
adwsunsngdsfianudndudensaniiugsieedmnsunindlulssiansng o ldinesdusdmiduning
Lﬁamiag'mﬁa oS unindiiionsnidad M%@ﬂi%ﬁﬁ@ﬁﬂ%ﬁﬂ%%ﬂ/\lgLﬁ@ﬂ’]iQ@ﬁ?%ﬂﬁiM (Jacobus,
2010: 4-5)

a o a o

ganusnsedmsunindilugsianfianusuinve usednuigs esandanuieaiuiuyan

Fudrwauann Snvsdadue@nifianuienieaiuiisgauduuanlueirsaiu azmuldintuane

[
a v

Uszinalandnauiasinualinigsiauientdiuagn1svgedamsunsnduazgsnanisuInisinnis
w%’wéﬁuﬁju'ﬁm%wﬁﬁaﬂﬁiuaycym’[,umiﬁwLﬁumi (License) (anau wslyade, 2555) agralsAnulu
Uspinalnedlaifunnsguindndsnan sl nmsiivssmalnefidsindngusse auasugRendou
Tl 2558 Fagrilidnadaaslumssiiugshlududunndsdudeaduliiilenandoguassaves
Maenrureding lusunisinviesiuderfuasiulainlaeuinudiaglianudifyiunisimun
1A59n15 (Project development) 11nA11AMSUSMISIASINSIUAI8MES 91nN150SUNETNeRUazLIUlAT
gstauimIedamiuvindiaesUssniiduiienudenlestuidenduimsianmindauiasideya
gamingausaungazdulsslenisonisdndunisueniowise luvusfiusenuieniiuagnis
Mefazfosesnsivaeumiuiiigifednwdonduduidmiunisueuiy lunaneadedadiuld

UsEniuunndinagdniiugsianassUssianauaiuluiliesninmsdaatugaiuuaziuilios

2.2 FamnavunananuazungauUsEnngsiaadmsunsng
FawiavuanaIarILIageNdNsanUseantimiunIAnIsNEn A1ANIIANEMAZAIANITUSNIS
lnglamialsziangsisedmsunindgninegluussinnvenisuinig Bnisdiaainadamiauin

nanswazauingenlulszmalnetuagldinasiduiundnauiasyaadunsng ansanslusiunfudy

o w =

dAgyuazariinnuuandsiulumudseangsia wenanni anmiiluvediaviavuianasuazvuingey

'
o w A

AdudseiudAnsuduunnisdnuideluassinnudilaluuium nansenu wagarudideveiavng

o

(%

VUIANAMNUALYUIALDUNILUATUVBIHAKTNLIATIN N1TINU KAETIUIUTDNIAMAIVUIANANHATIUIN
gou wuandlaiFamnaruianalskazruingenyseinngsivedwnsuninddnlaindinudidgyetneds
AoszuuAsygnalaesNvetlseing gdlsnny Jayaivinnsfinuiiludeyailianddnaudeasy

@mnavIANaNkazIUINgeN (@@1.)  Banslenuialamiarunanalslazruingeuussiangsng

atvayulagdinnunemuaduayunsive (anq.) 17
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4 a 1% U

pdmnSunIngazivanvateau nsfnuIdeasiliavdsfnuigsivedmsunindlureuiun veausen
UIn1sedamsuning (Real Estate Service Firms) Uslangsniauinisdnnisensiasgsnawieniiuag

ANSVIYWINTIU

2.2.1 AMMNTINVDIUTLNAYRIAMAIVUIANANUAZUUIALIUNIANITUTNNS

Handaugiulasalulsenalunianisusnig envw) Tud 2553 fyarsiuminiu 2,572,824.0 a1u
v viseAniludadiusosas 25.5 veayarmandeiasailulseima efinnsanyad1 GDP awwue
FA@WNY WU yae GDP lunianisusnis (envu) mﬂiamﬁwmdmguasguﬂ WINAU 1,387,868.5
duum Andufesay 53.9 vuziiyamiiAnaniamisvuinnatsuasvunngon Wity 1,184,955 581U
U videAndudndrudesay 46.1 TnedugaiiAnaniamiesvuingon (SE) 922,569.3 dmum 1y
dadruSesay 35.9 WarI@MNIVUIANAN (ME) WNAU 262,386.2 a1UUI Visedndiuseeay 10.2 lagdl
Teandeafinsng 2 uavasiiuldindndiu GOP lumauinstu JamRuianauazauiageuldaing
ThAsyarldiusuuunnfifidnsdiu Indifsstufviamiavunlng Inedamisvuindenause
a3 GDP  Ieigenindavisvuranans lasidunsuanslifufsunumidenudrdnduedsdsves
FamRTUIANAkATYUIRgaNUSE NG INAed N TUNINE

M1379 3 wansieyadl GDP lua1An1IsusNIg IUUnANaIuIN1sNER (International Standard
Industrial Classification- ISIC) Tnenilefiansananvinisu3nis wuin awinsusnisidiyarigsgn 5 S5
usnleiun msvudauazdoans fyarn 687,678.0 Sruum fidaduAnidudosar 26.7 vesyarn GDP Tunia
msuimatenun dofiarsanmuruiavesiamia wuinduyadfiinaniaviavuialngdesas 62.8

waziluyarfiiinein SMEs Anduseeaz 37.2

atvayulagdinnunemuaduayunsive (anq.) 18
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A1519 2 N15NTEALAIVDY GDP A1AUSAS U 2549-2553

2549 2550 2551 2552 2553
yarwandusnasunelulseing i 91eUseant @uum)
Usene 7,850,193.0 8,529,836.0 9,075,493.0 9,050,715.0 10,102,986.0
N13USN19]2054,614.0 2,220,573.0 2,327,935.0 2,374,774.0 2,572,824.0
LONTU(TIN)
SMEs 984,194.3 1,044,960.7 1,086,707.3 1,093,024.2 1,184,955.5
%N 766,289.2 812,834.3 845,860.2 849,744.7 922,569.3
YUY
@I 217,905.0 232,126.4 240,847.1 243,279.5 262,386.2
YUIANAN
Ja1unnavuig | 1,070,419.7 1,175,612.3 1,241,227.7 1,281,749.8 1,387,868.5
Tngjwazdue)
dndiu GDP n1ANISUSANS o GDP Useine (Sovag)
N15UTN1T|262 26 25.7 26.2 25.5
LNYY (334)
dnaau GDP Tuanv1n15usns s GDP a1An1susnsiensuvaslsewe (Sovaz)
atvayulagdinnunemuaduayunsive (anq.) 19

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS




ANuUlAUTeUluM LTt ure A mMAITUIANA WAL IUINEBNU TNV INAUINTOd IS UNTNE

frun1ssanduaudinUssmauiasugivedeu

A1519 3 1ASIASIINISENTLANEAVDY GDP ANAUSANS U 2553

Anatas (SE) AawIANas (ME) SMEs swinlvagl (LE) ERTY
TINIUING dadan yaAn AndInaa dadn 4aA1 dadmca | dadm 6o waAn dadmca | dadn aa yaan daduea yaa dnduea
Aad121 | (@1wun) NINNA Aad2n (FmuIn) NINAA 121 (F1muIN) NInAA &2 (FmuIn) NInAA (FmuIn) NINNA
(Fouaz) (Fouaz (Fouag) (3auaz) (3auaz) (Fouag) (Fouag) (3auaz) (Fouaz)
PURINAZTORT 20.8 143,295.1 15.5 16.4 112,857.0 43.0 37.2 256,152.1 21.6 62.8 431,525.9 31.1 687,678.0 26.7
TssusuuazAaanag 84.6 405,390.3 43.9 8.4 40,098.9 15.3 93.0 445,489.2 37.6 7.0 33,716.8 2.4 479,206.0 18.6
M3dnm 6.5 28,056.9 3.0 23 10,171.3 3.9 8.8 38,228.3 3.2 91.2 395,350.7 285 433,579.0 16.9
ANANNHEMIITH 16.8 69,080.8 7.5 6.1 25,043.5 9.5 23.0 94,124 .4 7.9 77.0 315,967.6 22.8 410,092.0 15.9
adInINNINE 81.1 185,391.3 20.1 15.4 35,170.7 13.4 96.5 220,561.9 18.6 3.5 8,040.1 0.6 228,602.0 8.9
USMIEDIIUGY 6.2 11,426.5 12 5.5 10,199.2 3.9 1.7 21,625.7 1.8 88.3 163,843.3 11.8 185,469.0 7.2
FUNWININAZUSNIBU 50.5 69,766.3 7.6 20.9 28,845.6 1.0 71.4 98,611.9 8.3 28.6 39,424.1 2.8 138,036.0 5.4
vsmsausuldluin 100.0 10,162.0 1.1 - - - 100.0 10,162.0 0.9 - - - 10,162.0 0.4
N 35.9 922,569.3 100.0 10.2 262,386.2 100.0 46.1 1,184,955.5 100.0 53.9 1,387,868.5 100.0 2,572,824.0 100.0

- ANUNUALESUIF NN AVUIANAILALIUIAY DY
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a1 nsusnseliyaangaduaduivih loun awnedamsunsng dyan 228,602.0 A1uum A

Y

a a

Judewar 8.9 vesyar GDP lunianisusnsvianun lneluyaruinaniaviavusingSevay 3.5
windu vaueddugadan SMEs fsfeeas 96.5 Tuludnadrunudliiuinnud Ayvediamiavuie
nanswazvwndouniiluniagsiaedmnsunindladuedd m1519 4 wansawIn1su3nIsh SMEs 3

o 1 =

unumasanlul 2552 wudl SMEs avusnisedansunindiidndiugedeiosas 96.5

M99 4 @1UIN1TUINISN SMEs Hunumngangaludl 2553

ANUIN1TUINT Useine SMEs
ani dndau an dndu
@wum) foan (Fovaz) @mum) Revimn
(Soway)
uinisauduldlu  10,162.0 100.0 10,162.0 0.9
U
DRIWIUNTNE 228,602.0 96.5 220,561.9 18.6
Tsausuuaginmang - 479,206.0 93.0 445,489.2 37.6
dunuinisuaz 138,036.0 71.4 98,611.9 8.3
U339
Yudardoans 687,678.0 37.2 256,152.1 21.6
FINANNINITRU 410,092.0 23.0 94,124.4 7.9
USNNTANITUEY 185,469.0 11.7 21,625.7 1.8
IANE 433,579.0 8.8 38,228.3 3.2
374 2,572,824.0 46.1 1,184,955.5 100.0

A9NIUMIAATHERVOIAMAITUIANAMAZTUINEDY  Uselnnadamsunindddnuiwiamng
YUINNANLALIUINGBUDNG 227,099 578 31NINUIUIATWNINMUA 228,206 sw?jﬂﬁaﬁ’wmuqﬂﬂué’ﬁuﬁ aq
a a a 3 A a I~4 % a a 1 1
Ya9RaNTILI@MNINIUA wseAnduSesay 99.52 (M1519 5) g mnavuianatalasvungaulugiu
AanssugsNvedwsuning 10153199009 1,050,268 518 MNI@ AN 1,213,619 578 nsoAndu
Sovay 86.54 adelaindunumididyduegeddduianssugsfiaeduniunsng wazfelainliduiuns

Penugaduddiun 3 Mnfanssumaasegiavianun (1579 6)
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A1919 5 UWENNT IWUANLIUIAIA AN IALAINTTUNIWATYFAD

ISIC SE ME LE SMEs laiszy Total

A LN¥RINTIY N1Ta1dRIN1T 4,818 172 49 4,990 35 5,074
Unldl

B n15Useae 383 20 8 403 - 411

C Mmsinllosusuaviniositu 4,661 115 26 4,776 207 5,009

D mimi‘mqmamﬂim 515,967 5,554 2,677 521,521 1,536 525,734
E sl e wagais 1,874 77 59 1,951 6 2,016
Use

F Asneasns 101,405 796 243 102,201 1 102,445
G n1sveds weUvdn a1s 1,441,119 5,346 3,692 1,446,465 693 1,450,850

YUY LIUYUA

H T334 5uuazinn1ans 270,354 1,224 335 271,578 a7 271,960
| n15vuds anufiiuduan 112,858 734 229 113,592 1 113,832
J msiTush 13,494 674 508 14,168 8 14,684
NAWNNNITRU

K fanssuduedewnduning 224,102 2,997 1,075 227,099 32 228,206
M n15ANe 2,208 54 13 2,262 - 2,275

N usuguainuazding 7,494 175 124 7,669 5 7,798
AUATIEA

O fINTsuAUNITUTNISYUYY 193,109 aa6 88 193,555 8 193,651

AU warn1UINITAIUYAAA

Bu9)
Taiswy 934 3 14 937 16 967
39U 2,894,780 18,387 9,140 2,913,167 2,605 2,924,912

atvayulagdinnunemuaduayunsive (anq.) 22
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A1319 6 IIUIUNITINNU TIHUNAILVUIATA VAR AINTTUNWATEFAR

ISIC SE ME LE SMEs N/A Total

A LNEATNIIN NTANERNINTT 32,712 10,098 29,683 42,810 - 72,493
Pnlgd

B N13UszaN 2,378 1,646 300 4,025 - 4,325

C myimilesusuazivilos 31,762 8,063 2,397 39,825 - 42,222
P

D mimamqma'ﬁﬂﬂii&l 2,552,992 851,593 1,738,877 3,404,585 - 5,143,462
E aslilh Ave wazans 11,183 4,716 3,755 15,899 - 19,654
dszun

F Asneasns 403,522 53,822 100,262 457,344 - 557,606
G nMsEds evan s 3,089,511 160,608 498,073 3,250,119 - 3,748,192
FOULINYTULUR

H 1594 5uuann1ANS 888,647 98,105 107,849 986,752 - 1,094,601
| Mvuds doUTUALA 362,785 63,804 88,639 426,589 - 515,228

J msdusnatanianistu 97,914 48,040 162,545 145,954 - 308,499
K fanssufau 947,063 103,205 163,351 1,050,268 - 1,213,619
aFInIUNING

M nsAn® 7,794 2,408 4,204 10,203 - 14,406

N uiuguaInLasdny 36,851 30,081 66,191 66,933 - 133,124
AUATIEN

O AAnNITuAIUNITUSAIS 540,011 66,053 22,454 606,064 - 628,517
YUYW FIAY UAZNITUIANS

duyanadur

lalsey 138 - - 138 85 223

374 9,005,265 1,502,242 2,988,581 10,507,507 85 13,496,173

M1579 7 wansliiuianadnuazeenguiiog193a I MAvruInNa1 ez IuIngaNUsTLANgINg
odanIuninddslaldinaminmngnsznsng Amunsiurunsirenulazyaddun
YUIANAUATVUIALRN W.3.U daSilamiavunana1auayvuIngas w.a. 2543
wazvuingonlumsfinuiazeglunansuinsddinedianuliiu 50 au vieflyardunindaisans

Taishusiauladiiu 100 auum

6

TNy

FAIUNIVUINNA

U s
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A1519 7 WUS8UgUTeIUU I NNAVUIANA WAL VUL DL

Uszna Ny

ng A mnavuInday
(NYNTENTIT ANNUA | NANITHER

(% 3

FIUIUNTINOULRE | N15INNULBENIMTOWITU 50 AN vTellyamFunsndanisgmsly

Y

I a [ &

Warduninganisves | suidutesnimsewiniu 50 uum
EWNIVUIANA AT | NIANITANEN

U L4

YUIAGBU W.5.U | NMIINNUTeENIMTMIAU 25 Au viellyarduningaisgrsld
daasulanuiavunn | SIUNAULDYNIINIBWINAY 50 A1UUW
naNILazIUINEDN | N1ANITAIUEN

U L4

WA 2543) nssnudesnimsewiiu 15 au vivedlyarmdunindanisgusly
suiputiosniwienitu 30 v

AIAUINTS

Ns3anutesnimsamiiy 50 Au vTellyardunsngarisandl
suiputiosnimiewintu 50 v

IFEMNIVUIANAT

AANSHER

A3 51-200 AU vidediyarnAunindansgvslismiau

51-200 S1UUIM

ANANIIANEN

A3 51-200 AU vidediyarnAunindansgvslismiau

51-200 S1UUM

AANSAUEN

3L 16-30 AU Miedlyardunsndanisamslisiuiau

31-60 A1UUM

ANAUINS

N1591991U 51-200 AU wIellyarmAunindanisanslisiuiau
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Useine

Ny

51-200 a1UUM

AN59NULBYNI 100 AU

A15919941Ue8AI1 100 AU

NSINNULDENT 300 AW UTDFUNSNENITUOEAIN 10 AIULYY
ANANISANES

N15971991UUBEAT1 50 AU WSeEUNSNIN1I5URLNIN 30 AULEY
AANSANUEN

A159199ULBYNIN 50 AU WIBAUNSNENITLBENIN 10 Aa1ULYY

=
LNV

ANANTISHER
A159199ULBENI1300 AU
AIAUSANS

A1591994UBEAI1 300 AU

YOATIEUBYNIN 25 AUSINAULALTY 113DN159199ULBENI1 150 AU

A159199ULBYNIN 200 AU WIDFUNSNENTURENI 40 ausUle

AIANISNES

a U 6 v 1 ¥ 6a 6
AUNSNTD1ITURYNIN 12 A1UABAANSAIALUS
ANAUSANS

AN59199ULPYNI 100 AU

AANTHER

Nuannzieu@sendd)dosndt 40 d1u NT wsedunindansieendn
120 871 NT

AANTUINTUAZANTYUAS

ganUNYLBENIT 40 AU NT
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Usznea Ny

a Q HANWUS g 154 VAINNIVUINNAN

uruninauldfiv 250 A
(European gonugliiiiu 40 dugls
Commission) supaliiiv 27 duels
RGRVARXITRIREREY
Furuntnauliiiv 250 A
gonueliiiiu 7 duels
augalaiiiu 5 dugls
FeaviRaunnd (Micro)

Fruundnaulaiu 10 Ay

P17 AN UALASLIEVNIVUIANANILAZ VNGB (2550)
European Commission (2003)

ssfvedusunsndlulsenalvedlngasdunidnlunguusdnumsuvuinlvg Advsnens

o

'
Yo

wiawFoulusudng o wasdRunudnnunnlunsiau rassaulssnduiuslasinsliidundan ay
Fuldiluamduadudayad GOP  duiAnandamisuuiananuazsuingeusinisiosay  96.5
Tuvuedifiduauannds 227,099 Jawda ansiuuiamun 228174 Jamiaviedndudosay 99.52
dmdumsianuiduieaiuamiaruanauazrunngenussangsiaedamniumnddnsinanud
1050268 s1waInvanun 1,213,619 18 vioAnduderay 8654 egelsfny %’agaﬁwﬁuﬁlé’mﬂ
dinnuduaiuiamirnnanauasanadeutuldldinseylunsendenisdnuugnisiiaveuin
vosgsivedaniuminguszianuins fufu Sansevindndoyadrsiubuteyafiusznoviuainussinn

g3nvedmsUNINgaUAIY
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2.3 anuliuSeulunsudsdulugsiauinnsedmnsuning

ANnulaUssuluniswystuiy dnsirdetutaraSuiganununenainuatgesntl duLilesann

(% 1

AULANARTEINsAd A luUsI Uy el dewduegiuladasne q vesesdnsilud Ayl

4

Tazdulsznn wne vielassaisedns lneanuliuseuluniswiaduiiuzauvesgaainnssunils 9
gouldanuisafianidunnuliuevlunisudaduiivnunzauiudngaainnssunilanuanssiueantule
(Probert, 1994) Porter (1985) na1231 anulalUseulun1suusdu Ae n1siiesAnsuils o auisandnauna

gn5N319L3dn15UH RS Barney (2002, 1-22) nddlagasuladn esdnsislianulaiuseulunisudedy 2

3

1% oA Y DA a o ¢ A & o v % 1%
aunsaaieyarniidlaegededulussuuiasysin luvagndesdnsdniluduuinildaiisaasasle
1 a 1Y = 1 v A (Y A cA o v 3 ! °o =
Wi fiuvselifianulaseulunisudatuaensenfenisinlemannisvesesnsauingaudnsaves
15U uRuese anulmuseulunsudsduludiuvednivinisive Ae anuaiuisafssussqidmungy
v A v = 1 1 PN | o oav v o o . ol ) a
Y9N LialunFadruuudlupainiudatuilaainaiuainnsanisvinmls (profitability) wieludn

Aunileenadnlaainsnsivenusa (expansion) (Inea ARasIIN, 2546) LALUNNBTE AMNAILITOVE

o
1 1 Y

AUTENBUNITTINANVLOBNUUY NER HATUTUITNITNAINVDIAUALALUITNTIARNTIUTENGUTI 91NN

Y

aelunazansusema (lgnned vneeind 2542) Insasansniianulaiussulunsutsiunfoonnsid

nasuilantaundtesdnsdu ldinaziluaunin ausimss nsrevauetsegnAl nsiiiuyaAlAi
dufn 3938n1sMaziiuyarbignanlatudnduegredaiesdnsdesssandauiinainuaiodunly

SAUNIADITNITWAIUINTLUIUNSHER Twaluladniuaiewaznisusuisauag1siussansain (Dan1sn

(% '
& =

YN, 2549: 180-182) N13wdetuludagiuuTsumilouiun1siaensuNIse v UsasREATINUA
naugnAdmune Jsdndudesendonseunwifniunnasluaniy Bavgu waziludsnasndeusuule

g1 FaazrglrauAItuaIunsawaTula U Uwa Sy

Lall (1998, 211, 226) ¥n1FITeisee Aulawseulunisudatuvesningnamnssulng lay
WiguiflgugaaideeanvasUsemalneiisuiudseinading o sl 1980- 1995 uavyendi@aniiuiy

NARA I UTENINNU 1992- 1997 F9asunelain anulaSaulun1swdsdu nunefepnuaIuiIsanazying
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TWguassnulidsdnmnisifiulanisdeeenlugnainnssy luvasiisiesuiiiutume uonaini Lall nann
Mulsemadu Heauny dude wazdulathde arelin1sAnedenisiauaulalseuluniswsiuagig

aztdun FeluuseiiuidnsulsemalneduinnisAnenfan1swaul ANaIN1509871995 9998 97Ul 9 e

'
3 v a

<, A o a o v I v Ao oA I\ a a
LTJ‘L!EN?’TU?%ﬂ@UVla']ﬂQJJEJ\ﬂUﬂ']ﬁLﬁﬁiJﬁi'Nﬂ']']lllﬂLTJiEJ‘UGL‘Uﬂ']iLLGUQGU‘UVlENEJ‘UI@EJLQWW%E]?J']\TENI‘UQ?ﬂ‘U

[ o

RFIMTUNITNG Krass (1998, 235, 246) vinsAnwieanulauieulunisudatuvesgaamnssulng lag

AanusIUensEuakuslusrazaNIzdnasu AUl USouTuNSLUITUREU ANeRdIaINNISLAN

<9

o w 1

Jammaasegivegnaminming Ganudszihuiiddgi anaunssulnedinsdidenssvosnsimuiianis

v 9

% ¥

Sumu3aNeaUsEma nsUsegndldaug vseudnseian siauiAusvesmues Claros (2005, 20-
21,51)  sfuiglagazilaniuladn anulasevluniswdatudulasunisirdnanudlsdadesig 9
wnueRinasondnn1n (productivity)  203Useina laednsnanninazaiunsauiventatemig

W3yt Meesnsmanlsiunaglasuuenani Claros e5uneeg1i anulauTaulunisuastuiuyass

1 ' '
v a ¥ 1

Tuliyasuiueg nannn Feanuisadalisisaua1vesduauaruinisaesenimiisyssying Beae

q
[

Juegiulszansnmlunsndaiussynsazarunsavilandlud uauainuazUsuia Inguuifinves

Y
1%

Claros tugensuiluegdaiu Porter (1990, 6-9) nanlagasuillomiladn nsdumiiienazeSuieainy

Tasevluntswy sty JutduniswereuniaInaunnanie tesainiadulasevluniswystudull

' '
o v = v A

AUNLNYUINNIEWAINRANENYINALINNAAIUTIAIUNNLNEN ANIGIKION ﬂ’JWiJIﬁLU%SJUIUﬂ'ﬁLL?JI\?%’UﬁU

o

1 ' '
(Y !

fiflo WARNIW 9138 Productivity aztu msfiaglinudifyiuSesvemwannin wagsnsnisiivlnves
HanANNINNIT InelusargnavnsTuiesgauilinuurlay ULUUTDINEAN AWANASTY FanGnn1nAe

a [

NsInSneInsisauyaing waziunugniiluldedaliusednsain Auean ielvlandndueniiusuna
] [y v i @ a [ ¢ a < 3 Ao w 1
Wgaeiuaudenis mudldiununinvemdnsdue lnendnnimaviluesdusenauiididgyegiewin
lngtanzegedslugsiagnainnssunisuandsnuitenslifianumansauuininlugsiausnis
nsAnwdsgsianseuasiidnduferdivawaniaululszmeansverandngues  Douglas,
Douglas and Davies (2010) wu31 n1sasemnuwanadtunisaniiugsiadelaindumnulidseulunis
wisdunddywlioauds Fuduauwnndieinisinnisauinaulidiiinsgiussauasiidenndesiv
s

WINIFIVAING AADAIUNINTIUAN & TuanesaIngsivauinaumly Wwdedduiunisfinwinagns

3wty (competitive strategy) Tu 167 sadnsvuadnluanigosniuaznuindmsusadnsvuiniand

atvayulagdinnunemuaduayunsive (anq.) 28
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NAYNSATUNITATINANULANATIGLANTZLITEY (focused differentiation) falaindliauddgiian (Box and

Miller, 2011)

o o A

Tumnulus3uds dandrdgngavesaulauievlunisudsdufe nsnaulaieulunis

o

1 [

wstutulsiludnanisaiusuvesesdns (frm performance) Cater and Pucko (2005) la@nwn

Y

Anudunusasnanlussnanslulseinaglainile Anwianuladseulunisuvstulugosdalawn Ay
IuFeulunmsudstusiugindunuuaganuldiuioulunsudsdudunnuuandng uazwuindaosdnsd
aldiUseulunsutsiusnnvinlafBsadananissivenulifuesdnsuntuwiniu Tnefinuld3eu
IumsLLsziqs‘iJ’uﬁmmmLmﬂmafuwﬁmwwmﬂwmsmmndmwﬁmé}’ﬁwﬁunu%aﬁﬂmiﬁﬂmmmLmﬂ@m
Tudhun@nsiaue/ U313 (superior product/ service) AsmaINyaney/ dsatuayundnfusi U3n1s (total
supply) A1U90L5Y (speed) AuBangu (flexibility) wavn S waliia (positive image) Cater and

Pucko, 2005 §atiUszinundfyin aug (knowledge) ANaw1sa (ability) uazninweans (resource)

=Y

luesdns ldldanulaisevlunisudsduiiesangnaldaninsaduianazidlalalagnse fadu

v A

13 o | = o & o o v ao Y Y a Y a v o
a\iﬂﬂigﬂ@‘U@Qﬂaq?"\]ﬂﬁ]@LUU{]"\]"\]EJU’]LGU’]WEHQZUW 335']31'1/1Lﬂ@?‘nr]lleﬂLU?UUIUﬂWiLLSUQGUUUUL@Q Iﬂﬁ]fﬂi

o

Jannsanudasdunugiunalunisasaanuduius (Relational Oreintation) S¥WingasAnsuazgnAHIu
aa I I3 Ao o a o v a v Y A0 A

walulagnazsluesiusenaunddgivihliiinanulauseulunsuatumiiegudilaganivedagely
§513U3N13 M1gAUdlfenNABIN1TI0IaNA0g19ENT wazliausiuiieniuinnd1  (Chen and
Hsieh, 2008; Ljubojevic and Vetro, N.D.; Li and Wang, 2006) agnalsini Tuunsanuiddonisiinaiy
Iassulunsuusduazdinfinanisaiiuiuessesansuinninnisiianudaglusisazidenussniny
Idseulunmsuwistunseidunsyiniinadndgaving (end) u1nndnnszuIunis (mean) (Porter, 1985)
Chen (2011) Anwifisgshauenthedwmsuninduazyinaulauseulunisudadumenanisaniuny
N9A1UA15RY (financial indicators) 8819Wanls 8M51N1SAULAVEIBIANT WULAEIAU Farrel, Hitchens
and Moffat, 1993 Fanan1saniiuauduiesnnanulmuseulunisudadusisyaniiusoniluanng
wazUadeainnldlynistu (Non financial indicators) agslonalunisvenenisamu nsussaudvang
< v v 2 ) 9 ) . PN Y I v a

Wudu wezdliiuindadeniemuaussaugvan (Core copetencies) MUsznaumaauiduidivesianis
(Entrepreneurship) AI1UAIN1TANAIUNTTAAN (Market capacity) WAENITYTAINITHATNITETEUT
99ANS (Organizationl Integration and Learing Ability)  WuiuesAuszneufiddiiviliinanu

Y v ! ¢  aa | a Y o oA i I I3
TaSaulunmsudsdu wagnunesrnsiduuinlvgaziinnulaussulunsudstunuinnitespnsuuinian
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FenseiutruiunanisIdelugsiaweninedwmnsunsngves Ke, Isaac and Dalton, 2008 Anui1vun
3 M yaa o ] o A ¢ aa Mooy = & ¢ Ao a a
asrnshilatidnSnadenanisaiiuau lnsesdnsnivuealvgyldldvanetianmaluesdnsniiussdnsam
wananANUlaSeulunsudsdulnealuuds Intihar and Pollack (2012) léauauwinieaay
Imuseulumswdstuluguuuulndlngiangegidsdmsviamiavuianatsuavsuingeudulawn ns
afannuwnniaaseulmuseulunsulstuauaulinnge (trust) Aumen (value orientation)
P a L. . a ' Y I3 o A
g uANNBEIIluNIRaIn (market specialization) Ingeturednanulindasziduaiugniug
I & = o Y a ! A ' X ' [ v [ 14
wasldiugeiliiAnanusudiesn 9 Yu agelsiny msiausanulmuseulunisudstuluiuaing
Werrglunsnaatuiiemalidlausnaraiiladniuiuinieaiunisiiaanudifganie (focus) o9
Porter (1985) lunaalaniz@sazyilviesansinnudilalunainlafnitguds dwsuanuldiuseulunis
wisdusupnadunsesueiielandaindinnuddguinniuwAnsugiisunu feanseiuinnm lilad
MsRfnveuwaTidnaues “qua” wswniduiudaniig q dwludsliensaguliinuaimnetadde

agadugusssu

LYY

! & PRI o a O aAv v o ¥ @
TaanzesrnsMnerdunisusnisineasavinuunaedanudsuduauladseuluniswadu

o

WNLAlUBIANTYREIMNTTUATUINEANAAYDE1983 TaeanMIFITOTIAMAINIIENSAUNUINGUTDS
Matthyssens and Vandenbempt (1998) wuanaulsiussulunisutsdulunisuinsiulsznaunig
@mmwmaw‘%mi (explicit service quality) (Clow and Vorhies, 1993; Berry, Parasuraman and

Zeithaml, 1994; Desombre and Eccles, 1998 ; Mercer and Kleiner, 1997) milﬂu@uﬁimmiu‘%ﬂ’li

(Proactive/ total solution) wazn1siuinisludetnesaiiies (Innovation) FeazdInanan1sasIeAMAT

v
Y v A v

TiffugnA %adl Beal and Lockamy, 1999 Wianuiulagasuladnamnimnisuinisesiiaaudifey

o

'
a o w (Y]

wnnInisfiunnssulunisuinisiliesanauadnanevesnuninduldutedenddyvesuinngsy

(Mercer and Kleiner, 1997) wis1zluszeze1indmnusiaandeainuasialaninad Ageuyinli

[

winnssudunesamaas lnedadeduindoundifydanulauioulunisudatulaun nineins (Assets)

AMUEINITRNIE (Unique  skills)  wagdmusssueAnswasnineInsuyse (Culture and  human

o v o 14

resources) (Boxall, 2003) Wudeiiu Fahy (1996) WWpinesnusenaundifgyiazasnslminniulaiuieu

o

lunmsustulugsiauimsfeninenslusdnsdmunennuiminensniudedla (Tangible assets) L9y

91A13 NIAU LATD9ED YUNTAIRNY 9 NIUAIUAILITANTD capabilities  Fenunefisanuanisalunisin

1%
tY

) Aa v A o g v I3 N [V < YR ! @ v
VlﬁWEJ']ﬂiVliJE)E‘JJUUNWIGULW'E]‘I/I"II“M@Qﬂﬂi‘UiﬁﬁjL{h‘WﬂﬂﬂVrﬂﬁlﬁ LYY ﬂ’JWﬂJi'ﬁﬂLi?IUﬂ?i'ﬂ@ﬁﬂ Yudas [ Junu
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suven1sandulaluesdns (shikawa, 2008; Rindova and Fombran, 1999) il niwginssaslaily
NININTNILUMNUARDIBLUUUTTTIAFINVBITIUUULNNBINTNYINTUTD Resource Based View w38 RBV

nileulviminensazdesdinue (Value) me1n (Rareness) lilaunsadiglewls (Immobility) uaglal

ee

a1unsnasndgulalaedie (Barriers to imitate)

auliiuseulunisudsdutulasunisfinvidudunuliunlugsisuinisiiendeanudersay

& aa

(Wei-Ming and Kung- Wei, 2007) ag13gsivedmnsuning 9@ Shuvivniy Inansal AlysInduas

'3 a

auysal nadevaue (2556) ladnwseduanulaseulunisudsivlussdnsgsisedmsunindlagny

q

'
a o w 1 a

d1ddn 1 Wannsadianulawseulunisudsduainlugsisgaamnssuunldivgsia

]

Uszinu
adsunndlalagunaindanisdautas dwuaulauisulunisudsduvesgsiaedmsuning
zfoalidnuuglaneMTsinuiesiutiansiidadendwane anulauseulunisudsduiunnateiu 2)

FnstintunsidedainanlaldisnsinaunauseninisiseudisuauisiuamaivesgnalLiellaxa

1A

v eal a Voo = = Y} s R a Y Y vy 1 I
ansnanunsaesuiglatansisuiisuivesinsgudimasniunanisuseiliunuaignAlasu egalsh
- = [ ! < = a [ a 1Y a ¥ v & 1
Ay Lennsfinwasnardunsfinulugsisedwmsunindluununnussinniietes daiu geuas

LANFINAINNTIFEATILNANBANITTINIUINITOF I TUNSNE WY
N1SNUMUITIUNTINTIAUITNUT AulaidSeulunisudatuty Aenruaiunsaiesdngazi
ninensiamuaiUssgndldiieassaualitugnaiuilondtguas IneanulauTeulunisudatuly
M3Ieaselarausawulidu anuldiuieuluniswiaduiunsaduanuunnauasAunun1mnIs
Tiuins Tusiazsnuveseulasaulunisuisduazuanuengeseaniuidufonssunsulidssaziden
YDIAUEANEU NM3RaIn ANNTINST WWusu dmsuanuldiuieulunisudaduiugihdurutu 990013
NUWITTUNTsun U lfiauminzandmsugsiauinisdadugsfafidanuanizd auiadnuasd
ﬁuvluiumﬁﬁwu@ﬁ (Bradley and Reagain, 2001; O Farrell, Hitchens and Moffat, 1993; Lindahl and

Beyers, 1999)

2.3.1 A15a319AULANANY (Differentiation)
ANULAUS s UTUNTAS 19PN ULANANIVDINAR A UNWAZUSNISABNNTAS1NARA I/ USA1SN

AENYTAUNIGWYS TIMSINTIgudazansatiglignAlasuguanlunwimidase srnsne

N33UIUNITVINUDIAU (Porter, 1985) n1sasneauuansIRiienauaussgsivaniziuduniy
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Iuseulunisudaduidanudnluegrddasanisiviamiavuianaluarvuingenyssnngsne

U3N1% (Box and Miller, 2011; Bradley and Reagain, 2001; Kiker and Kiker, 2008; Lindahl and Beyers,

Aao o =

1999: O Farrell, Hitchens and Moffat, 1993) ilesarnninensfidsitndeinlillaunsougduls

[

Tnaasstivdamisvuelng wazdfnnulaiusaulunisudsdulunisasisanuuandaniidnvas ndavgu

nienuldiuseulunisudetudsenvdu TYesmaazsUeuuiviarnvatsdaninzausednynlaseasng

aaAnsTdAUBavEY (flexibility) anenisdsAudyuinduy Yalumsaiuauiuay wagd

(%

AWLNISUNATDY

WUUTIAUEIUD

'
= 1

Tugsfanisusnisuuaudrdgigaeginisuinisdalufanssuiinnuineadewinns

v 9 Y

Ufduiusvesunna Wnennsidmaluladdiuwnuiienassyiliiinnisaanaunue1rain1susnisiy uag

a

‘u@ﬂ%’]ﬂL%’e)ﬁsU@\iﬂiUﬂ’]‘W‘U@Qﬂ’]i‘U%ﬂWiL’eNLLéj’J DIAUTENDULINADUNIIATUAITAINDYIY FOTUT NITHAS

'
[ 1 a

£ [ v A 1 . [3K% [ '3 PRy o
N8 AITLIN NITADUIU KD LoNa1TAN & (Meyronin, 2004) AUULUUDIAUIZNDUNLAIINEIALDYI9E
N 0o § Y a ] ! ¢ = | Yo a . A Yy oa a N
MgilmAnanuLand1aioatAnsuils 9 fefsuuinig (Fisher, 1991) #udlazdamnImn1TuINISH
WileuAuAMIN  AINUANATIVBINITUINITUUAINIT00SUIBLENANEIUYSZANNIINITARIN (8PS,
Marketing Mix) loiaiu n1siilasesn1susnisiitay (Premium  service program, Club gold service)
(Product/ service) Mmslunninasianlunangguuuy (Price) mMsuansmusjaiulunsusnmsmeu iy

13

U523199An5 (Promotion) WagN1sNYeINIINITIRImUnefiey (Place) lWudu (Fisher, 1991) Taanis

(% [y i

Tiaudrdgduaiudesanisanizvesgnaunazsetduilusesddglugsionistu wu nisimun

o

wifnaudeuduiiannsananwviesiuluusazidunald lasdsAlusuoslatdneromazairsnsuinisia
flan sensaunaufuideimivesnsdnslaglidaneudildiglafierafnnansznusenslviuinig
(Chan, 2000)

msanwlunisadiaunesiaanuliuieulunsutsduves Nayyar  (1993) fissiunisiiv 500
vitmensuduihluansgenim TnsnsfnmluarailfiuTeutaudusuldun fudidunu fua
uansauazdunsliauddany wandidutadedin 11 delunstinnagnsnisadennaldiuien
Tunsudsdusmunisadisanuuandng suldud nmsafrauusud nmsadndnsusininuvainvane
Aunmtugs mslawan uinnssunanisaatn msdnulidsiedos mauinsgndn nsiaumanSus
Tyl Yeanensdadiviig n1sdunguanAnseAuuy Tuwnedl Kumar and Subramaniam, 1997 Lands

dyu b a [ b4 ! 1 [ U ¥ ! o
ns3inanulaiussulunisutetulunisasiemnuunnaneenu 7 esauseneusulana 1. nsuLEue

atvayulagdinnunemuaduayunsive (anq.) 32

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning

funsisanduauinUssvauasegivedou

wAnsTaue UINslmisenusanEs 2. madiaueuinsfifiruuandaeInguds 3. mstaueuInsiid
AmNLvaINAEINNIIALe 4. Mslvuinisfeausings 5. msliuinsifinuniwnioguis 6. ns
THu3msiineuauesAmfosnIsiamzyana wag 7. M5INUTNITNNEndsnIse (after sale service)
uananil ﬁm%’umi%’?ﬂmami@ﬁLﬁumwuaqaaﬁﬂﬂmﬁmmwﬁqmiﬁmumﬂaqwﬁ‘maq Chenhall and
Langfield-Smith (1998) Iagn1sasiaunnsianisasisauuwnnd1svedasansiuganaulawi n1susng
anfuazanuiaveulasfosdusenoulunistiafiddyléun matiauendndasinunngs n1sdnded

[

590157 MITnEUlUNISIREs N1SUSN1ITUAINITVNY wagnsUEUeNAn AT lraing 195957 S
dnauendniueiifinudnususfiey nsidununisndniidues nsufulasunisnanldednasniia
1y Tasgnuinmasinlddnuuduazgriaunduluuiunvesesdnsiilildgsiauinslaensed
A wifianansafgiunuszgndldldlugsfiauinsedmtuning uaslasnmsuudesduneazidon
TuBoswosnmnm mnalnl pavannvansuazauIngududdny

nmsnuyTIAn TRy ealdiFeulunsutdiudumsatennuuanddlunsidoads
flaefuasreainnsoudanuees Kumar and  Subramaniam  (1997) wWeauwa1uiu Chenhall and
Langfield-Smith (1998) 1flasanunnsindsnanlfiiunsmuasumsiuguanueaaiesiond wazs

Uszinumauiunzaunonisuszendldlugsiauinisedamisuning

2.3.2 AUNINNTUINNG

a a o

AaunmnisliusmstielainfianuddyedsBasegsisusnmsadmsumindilosn Wungugsia

9

(%
v v

Mduisnaunmvesadeiiliaunsoedudesldndundndue 8nns aunmassnisiiuinmsiduluse

=

° U & a aa o v Ao a | 2N a 1 a v
AvadanedndudsnlianudAgnddunasigliamnaruianatuasvuingeuinaulaieuly
N33ty (Beal and Lockamy, 1999) MsuUsziliunanson1stintuiianudifnyeg1auinsanisimun

¢ & v vy & o ° s ay o ¢ ° a wa
aernsinsizidunsagviouliiudausnisivuanagns uleuie Ideviad aasnaun1siiluuiiRves
BIANTLALLNLDIYDIQNAT (Chow-Chua and Komaran, 2002; Edvardsson, 1998) vilvitwadlailiesly
Tolunisusgneunisimaula n1sdnassmsnens nsinauuazidisyds Wudu (Webster and Chu Hung,
1994) Tuednn1s¥inusyilununndloguinung mnuidun1sdinTiiefiunsaIuALANAINTBINTHER
guananunsadudedlawingu Tussesiaion dnivinistalvmnuaulauing@uiunsdinamuninns

Tusnsfildanunsodudests Tnelud 1991 Brignall, Fitzeerald et al (1991) ldiaueuasiananis
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AfuIuYe909ANT (Performance  measurement)  Lpedllsesvasnaninvenisusnisiunisly
29AUTZNOUNISTIANANAYIUUTENOUAIY ALUILTDEND NITABUAUDY AINUIIN AIIUATDIN A

geninguny mmﬁuﬁm NN58081T NTADUSU ANUFINTDVDIYA[INT AMSLUNNY AUNTIU WazAINM

a ] a

Uasadey og1slsfiniu wesiafifeadugauninveanisuinisiiddeidesedabeiiizondn SERVQUAL
(Service Quality) (Parasuraman, Zeithaml and Berry, 1988) ﬁ'UL'fluﬁ;mLéué’uﬁ%’mLﬁ]uﬁuaqm'ﬁ%“;’mﬂﬁﬁfﬂﬁ
TanunsodudedlalaeidunisinAnuunnaieseningeuaIande  (expectations)  wazAsfilasu
(perceptions) snufifine 5 SuUszneusie defiaunsadudeds (Tangbles) Anuniode (Reliability)
n1sMoUALes (Responsiveness) ALULLaY (Assurance) uazaruenlald (Empathy) wdsandulad
nsWumasiagunsUinslaetnisnisduausnieisgnUsrasiuasnajuivenuindede
auvzavesmsthludssgndld saenau faunnsinfifimanamylunguasdnslnosdinsmils
mMsaLasinamzdmiuganmnsUInslugsiaue s (Davies et al, 1999) vioaiien
(Atilgan, Akinci and Aksoy, 2003) vi3elsusuflalduuiAnes SERVOUALITufugulaeifisifudifiels
fauminzanunddudulaun amnuvaoase  (Safety) mnagesn3  (Courtesy) Aanudnla
(Understanding) n1stt1fie (Access) wavn1sAndadeals (Communication) (Webster and Chu Hung,
1994) @aiuiidudrunilewes SERVQUAL agud) ddlndidnsiunisuszyns SERVQUAL Aulsaususedy
vnnlungsdatuya Ussmansiidaiutafodmiunistinnuaimnsuinisveddsausuynadiuaniu
Suasfiomsdlunisliudns (Accuracy and speed of service) msufdawn (Solutions to
problems) AT AILLTIENRTIVBINITI0N (Accuracy of hotel reservation) ognslsAnnu SERVQUAL Lof
Lildmeugavineiiosnin st anunmuesnmsliusnislugsfanmsduiidunmsfinuiieouiioussning
a1u38n1slun1st nnmamnsTiuin1sduldun SERVQUAL, SERVPEX dafunsinuisiusswinena

[y

aantanazasiilesuluasnafen (Webster and Chu Hung, 1994) waz SERVPERF @ufeafunanis

o a 1

AT WU SERVPEX flanumnzauuazuniielionuiniign (Robledo, 2001) wananiidnsiiizy

5’@‘1’71'LLmﬂmaaaﬂlﬂéj’mﬂﬁ%ﬁmé’aa%’agaL%ﬂaﬁasiaﬂaujmﬁlﬁ@%u wu Jeyvnislansanan Jaminisdsueu

Funnseiiianatn Jaymnisliusnng wWudu (Rhoades, Waguespack Jr and Treudt, 1998)
mi%i’m@mmwmﬂﬁﬁmﬂmﬁﬂ%ﬁmmwm g v liiu 9 ladseauanudifyueunay

asrUsznouluusazgsfageuinuLanseiueenly BN ELYeTIRNSTIN warnsEUINg

o a a @ @ £ ! [ Ho Ay v Y =~ vl
BIN UiZLNUNaﬂmﬂWWﬂﬂiUiﬂﬂiﬂLiJUIU@'JEJﬂUWZJﬂaﬂﬂWaWEJ @EJ'NIiﬂG]’]lI ﬂ?i?ﬁ?@%lﬂiUﬂWiWWU’]LW@IMN
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[

ANUMNNZANTEA L ULADETINY AIURAIUATITINGIUVBIMUIAALIAIN SERVQUAL 7193u fatiu Tunsdnu

[ a o

AunIwnsiusnslugsivedumsuninglupisiiosfiuiuiingdszgndn1siinein SERVQUAL laeas

a

Anwneearusenavlu 5 TATeUsEnaumly Aanunsasusedls, AuULTede, N1SMaUAUDRY, AIY

wUuauwarN1slaLd

2.4 wulAANgAnssuasAnsniisnsnanamnulaUssulunisutsdu

cd o w

noUszaAndAyueansidenssil uenanienisussdiussauanulmuseulunsutsduuds 69

e

UNINTANBIRIRIRUsENaUNdNanaseauAulaUSaulunswYItudnmY FeaziidrudrAnee1edaly

<

msdudelauawuzumavisvuianaiuwazuunngenyssinvgsiausnsedaumsuning laglunisnuniu

a 1

155unssuludrvvesanulaiuseulunisudstudnedulanansliiiutadatenidnsnaseanulaiUseuly

'
v aa

nswtatulubsasUssnnlutnauds wu anusuile anus aussausvan nsseus wasdadeniisvsna

Ya ¥ 1%

soaulaUTaulunisurstutufuistuiuaulassulunsulstundateny Auanaz@nundu

kY

o [J v a ' @ 1 a Ao o Y &
NI lvliyuuesivarnvatswandaf ululuusasusun Inganunsoasuyuseanddgladu 4

o

YULBINEAURIULWIAAYDY Cater (2005) NUTENBUMEYLNDINIUGAAIMNTIY (Industrial Organization

based School) TilmudAgyiunsHanauandadenisudsduneuenrieanmuIndonvesesrnsiiu

o w 1Y

d1fny YuueInuNIneIns (Resource based view school) NlAnudAyiun1sIanIsninensaelu
peAnslaglianlanisdsunlaswesaniniinden JuseInIuANaIuse (Capability based school) 9

TAudAyvenLaInnsatun1sn1sdmnsneInsuily wavyuueenIuaIus (Knowledge  based

'
o w =

school) isen1sliarudAgyiunmsseuduaznuuywddudAy Jansmumuissanssudelulaglylem

1Y

n1suisenAdalaumuyusesfanadmnudaziiauddglunisruntdadeauiiiiniivuigause

o

ginausnsedmsunindludamiavuianarawazruingenlu@eysannmsiinnii

n1sasiendulauIeulunisudsduanizlugsfauinig mefdkuuyuueInsneInTfAanIY

'
a o A

TawUFeulun1suuadungadu (Sustainable competitive advantage) Lazn1AAUARILULININITAAA

oA

(Market orientation) Wuail 5 UaduilA1ud 1Ay dulsenoume  NISAIRUARILILININNITAAIA
(Market Orientation) lun1sasiaainudnladegnan winnssy  (nnovation) Tun1s3EuuuIAALY
n$ne1nsuyed (Human Resource Management- HRM) lunmisa$eanu@enviguesyaainslunis

U3N15 hUSUA  (Brand) TUN15@519ANULTBIUTENI1909ANS asknaluladansauwna (Information
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technology- IT) lunisfindedeansiugne wagiasuwwifnindadeidudedlila (ntangible asset)

=

muddnnitdedefianusadudedd (tangble asset) lunisadremnalivieulunisuded s
Hunstlestuiiflunisasnideunuudnge (Grey et al, 2007) agnslsfinu Jadefidnasennulsuseuh
o1afinuuanesld esnnauuandsneagsia Taswudn adisedlndiugndn Ardreussay
ANUAUNUSTENIN0IANT UaTAIINAINITOVRIYAAINT ddusakddanalinaulaiuseulunmsuwdedu

YaRdamivvuInnaskarvungenlugsfianisulssuldl Tudseweiuuaua (Toppinen et al. ,2007)

]

o

dusunwdaninensndusedlawazniusedlilatu Cater and Cater (2009) louuatladeeondu 5 nqu

L4

J23udulsznaume NSNeINSNIUABILA LAWA NSNEINTNIBAIN NSNEINTNITEIU hazNSWeINTA L

v s I

a1u130dudesld lawd yuuyed yulasaie wazyuanuduiusseningnan lnenuindiiie sty
yaduminennsmaiuuasyuesduiudssintgnéuihiuiiddvinateauldiuisulunisutedudiy
Fridunu TuvasiinniadeeniutiadeninensmenméuudusdssaienmilduTeulunsudeduly
nsa¥enuuanens uenand wuiianuldiuteulumandsiuiiviadunilfiuisulunsudedudiy
réj°ﬂﬁuVJULLﬁ%ﬂ’]iﬁ%’Nﬂ’J’]@JLLGIﬂG]INR]S‘Ij’IVLUéNaﬂ’]iGTWLﬁu@l’]uﬁa%mUQiﬁw (Ariyawardana, 2003)
Padeidudesidldiudussdussneuiidrfyvediavisvuianatuwazeuingenlunisadelnin
AanulaUSeulunsudstu anuduiusseninadivesunsuled (Franchisor)  wagzglasuwnsulyd
(franchisee) assfudrudfalunmsianuinnssy wavaudnad1easss samnsnelfiananudesh
nseevenUsraunsaissnineiudsezaidlmnannuldiuieulunmsutstu Tnetadesudiresdnsid
anuddgeg1ads lunisafanulduisvlunisudetulugsa fununazunsvtiedamnzuning i
Uszwmaiiguaun (Flint- Hartle and De Bruin, 2010) %qﬂﬁwﬁL“fJuﬂa]a'ﬁ’sJﬁﬁwam'ammlé’m%uiumimia%'u
agnannhAamisvananaazaungenluussinndudie (Ong, Ismail and Goh, 2010)
msa¥eruilfivsulunisudstulussdnsussangsiauinis iy auldiieuduiindunu
unuazldannsadnuszgndldlidosanfussianfiduyugslunmsimuineuausinudesnisiens
%aazawmamﬁwLﬁmiéfﬁuLLmﬁ@miﬁmagjmqﬂmﬂ (Stuck in the middle) ¥84 Porter (1990) lagnun
Yadefiaviifidruddylunisaseenuldivioulunswsedu 1un maﬂ%"uLﬂéaummé’aamimugﬂﬁw
N13AUATINAINIITY NTABUANRIAIINABINITANAANIZIIHUINNT (Lindahl and  Beyers, 1999)
Wudeiu nsuszauanudnsahdamiavunadniunmsanlugsnassninaussmamnadiunagnsiu

nsliAnudRyiuamnIMaeduAININNd1sIA1 sandbiauddgdungudmuneidusainane
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(Bradley and Reagain, 2001) lagavduduliainnsdlifinuwigananinnisudatusening Lou’s Thrifty
Way Market tagiianuanaualng (Hypermart) 9819 Wal Mart lagnuainsa1uan (superstore) dna
gnslumssiediunisidiuvesineiuinuunalugmeanulaseulunsudaduiiunisasisaanuunneig
Tudundnsagiuarusnis dadumuuaniiefitiedvdnvueinglilalalalusieasidon il
psfUsEnouiidfyedianie yaainsilisumsujtienduyaaaluaseuaia deagilnsuinngd
mnuiiafsuuazldlarisnnnit uenani AnuldiuseuBamsudeiugiunnuunna e nan St
mnmstﬂmﬁnmﬁ%uﬁﬂLﬂwﬂdwﬁﬁﬂﬁwﬂﬁnmmﬂmﬁmm (Kiker and Kiker, 2008)
Padeiiudedlduazinnuddyetadddusiniamtavualngszlduieuiavissuianans
wazvunngeudustrannie waluladansaume tneiluilagtunsiirduasssgndlilagiamiauun
nansuazvunageufindululdnnB ety (Farrell, Hitchens and Moffat, 1993) wawinalulad
arsaunavziidiudrnglunisadrelimiinanuladisulunisudsduiuesins  (Cuero, Nabi and
Dornberger, 2012; Renko, Carsrud and Brannback, 2009; Wang et al, 2006; Zaidi and Othman,
2011) #8AISRLYINIINITIAT MUY miLﬁmmmmmmhmsL%EJufjJ’LLazﬁwmmamﬁmsﬁ AADAY
AuTInsIlunsiaseiugnan Wl ﬁéfaﬁuﬁ’mmmumaaaaﬁﬂﬂumsﬂizqﬂﬁ%ﬁa8 (Pavic et al,

]
I 1%

2007) enuansalunsUszendaldinalulagazdeusgiunine1nsuywdNyuduniseusuuazinnis

9

(%
Y

al Y a ] P ) ) a Yo = aa I
yaansielmianisldmalulaglunisWauiuinnssy lngnsiyrainsaglasunisilndu eusunftun
v A ) ) Y I vy | o oA ' al v a I3 a
zRepulesiunsInlasiaiisvetasAnslilamnumuzay adend avguiieliauidnlueAnsd
AMUARNES19E55A (Caldarola, 1997; Pereira, 1999; Wen Chen et al.,, 2010) wananil 1ASaU18AIY
sadlefussAnsniguen (Inter firm collaboration) agtludiuddglunisadrslminauladeulunis
wistulvituesans Weinihlviifanisuanidsuaius anudnsenitaiu Ineiluganuaiunsogs
aa v A I3 & av i I v Y
waluladdneie ngangedwilussinsauamanilidauaiunsalududuyunisiaul (Chadee
and Kumar, 2001; Chu, 2004) ag14lsAnu nan1s@nwsesmnuduiusseninglasiasnaeadnsnaning
Inussuluntsuvatuludsemelasiedevas Galetic, Prester and Nacinovic (2007) Wiusinganuduius
agafiliedAgyneata witgpeusuuasuanuaglinnuddgluisewedlasiaiesdnsnnig
waNIINANNALIsATImALLLAEUAT ANLaInsaluNsInnIskazimsnensu AR AT
Fagnunsawupantatunateianunisanwiaulausevlun1sutsiuvesdaudnwianvuludsymne

= L4 a U ¥ 13 ¥ 1
ULALEEYDY Foon (2009) 1aelduuIANUANNIIATUAINEINITOVIDIANTLUANTES 1A TULANANS
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(differential  capabilities)  fiusznausisauansasulsslevildass (functional  differential
capabilities) AINANLITOATUTAIUSIIUDIANT (Cultural  differential  capabilities) (Rouse and
Daellenbach, 1999) Au@1L15aA1UsZI0EUTaUIAY  (Regulatory differential  capabilities) tay
AUAILNTOAIUNITAINUAAILULS (Positional differential capabilities) ImenuinasAnsdulngidslsl

anunsaassliiinmuaunsawanile

yuuoduinaunaIusznIwnAndadenduieddduazndudedilafifodiduduiuuinigu 8

Y

Jadeniisngiuunainuuifndindszauninisnain (4Ps) sulaun nanisaniiuaumamumeada sien

AMANKENU NSl¥AN NTUINT MITATIMUIEY SRTINTIRLLTINATA kaTUTNITNINITEY Ing

a |

wui udadladeiionsnasonisadreanuliiuisulunisutaduieau Tnsanivegiede Jadeniadnu
a1 Jademsfundnfueiludanadafiviondt uagdadesuamain audWu  (Beard  and
Easingwood, 1992) ﬁamsﬁﬂmaaﬁﬂssﬂauﬁa%ﬁamwulﬁm'%auiuﬂwsLLﬂq%’uiuqmammmmsmﬁmﬁ
wuUszneume Winwelunisnan vuauasdedoswetasdng Ussaunsalvasanududnvemsdun
gmm’m? (Ariyawardana, 2003)

INAITNUNIUITIUNTTUTAY NUI19rUsEnaunnatnualelunsas1sliminanuladseulu

Ud‘ o ¥ %

Msudadundrfydrunauiidussdusznounainuesinnedy Feannsoudaldlunainvalendyuniy

WUIAAUDY Carter (2005) 9g3lsAnin Tun193dsasetiazlufInsouLUIAANTUDEAUNITULUIAILNLLD

Y 9

o

LWIARYRIINAANGNa 9 mnkAaEliANd AR UM STRLINTOURAR TN ALLALHEAA I UADS

Usgiiuranyein1sivesulaun 1) AT UAIVUIANAT A VUL DUVBIBIANTHAY 2) 5ITUVIRUD

$AUINN5FIMNTUNING 1A8WAAINTOULLIAANITINEAININ 1 NoTU18LAI1 VUIAVBIBIANT LUNNSANY

()]

'
[y 1

fluwenansuazrIngeuraty finesdnsdeuvsiiunumitdAndefianiwesgsia wasmelassaineily

=b.

o v | 2 Y Y R ] ¢ % s ) v A 44'
"?]U‘UE]UEJEJ?JG\]SLUUGUEJWSLUﬂ']iﬁTNLﬂiaﬂqﬂﬁgﬁ'ﬂqﬂaﬂﬂﬂﬁ-'ﬁﬂﬂq RBNGIAPE ?JWW@WEJL@@%VLWLUU@U'N@ Iusumz‘w

[y

nsiidanalulaglunniudndaleniaegisuind miviaviasuinnalauasruingounaiy kdinIs

a a 1

UsggndltinaluladidusavsnmdevazneliiAnuinnssuiuesdng numavesnsussaumuduiaves
JevRuInnatazTIRgaLAeNITRAImLRINEIUT sz BT TuesAnsuualng Raduasdedli
AmudAnyfumsdenmyuarnimeuaussaudesnInameiu o

Tnvaguuds medeadsiaeldmunnduiulsdassifinadennulfiusoulunsutsiulugsha

Usmsednsunsneiuseneusie A13egUn (Leadership) ((Flint- Hartle and De Bruin, 2010; LeMay,
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2008; Ong, Ismail and Goh, 2010) AMUTINIBTENI1989ANT (Inter organizational collaboration)
(Cater and Cater, 2009; Chadee and Kumar, 2001; Chu, 2004) @310@ U500 NALLLaE
(Organizational technological capability) (Farrell, Hitchens and Moffat, 1993; Grey et al., 2007) wag
A15PBUAUDIDIANT (Responsiveness) (Bradley and Reagain, 2001; Kiker and Kiker, 2008; Lindahl
and Beyers, 1999; Porter, 1990) IngosAtsznoumaniannsaimualdindussdussneumelduuiin

NOANTINDIANT

2.4.1 A12ZHUN

Y

o (3 vaa o v i

U’]@QﬂﬂiLﬁUNVMUWU’W}LLﬁBV”I’NlIﬁ Aag19unlun1STULAGDUBIANT Lalaniyee198aly

U o

ey

JamRaruinnatazvuIngouiduIuyAaInTSLILTes 'ﬁqﬁﬂﬁﬁgﬁwéwﬁmmﬁwﬁ’mmﬂéﬂsﬁuma
firmnavesesdng nasmaunsimuanagniaziiesdinslugaaildiuieulunsudedulunsaiianiig
LANANNLATAMNINYBINITUINTS (Edvardsson, 1998; Longenecker and Scazzero, 2000; Potthoff,
2004) FABAIUHANITALILIUYBI83ANS (Baxster and Alasdair, 1999) N5t inmududividonny
finvesypaanis q thildimsfnuudusnesnunannanefiflnsasuseasiBenvesesdusenouves

WN3¥1N19919 9 Tun138Tan1einfni519 8 Tnenilsluliitume n1ediniieasdns (Organizational

A

Leadership) W3an1aziuuunusiuile (Participative Leadership) 1Juyusesvesiiidoulesie

o |

ANTINVDIBIANTHINNTINTRA s TuTRve i wsiligseeahel esanlianud Ay gzl

o

%

aunsadunfeueAnsiaieadifeIvsamewAnIsaus UYL (Baxster and Alasdair, 1999;

(% '
v a Y [y a

Kivipold and Vadi, 2008) wamsliliiudeifinisdinfiinunisnageundiduieiiuiuiuiannsyinnig

(%
Y

Jurlugsiauinisguaimues Anderson et al (2005) fuanslyiiiuinnnegindulasunisigaly

kY

n1sAnwrduInanddaninasenisiindseansamliduesdans laen1iduiazgaduiinasys

WaguwUasuazdnnisidlussinsiameusulasunsneinsene q Wussaidmanevesesdns

Y o | ¢ Y Yo A N 2 & a av vo = &
UE)ﬂ%’]ﬂﬂTJSIZ\IJU'WLLUUQQ@\W’W?LL@’] ﬂﬁ’JSQJ}UWLW@ﬂ’]ﬁLUaEJL!LL‘UaflﬂLUULLU’J?]@V]I@?UﬂWiﬁﬂH’]L‘Uu

uun desnidudnvarvesiihidatulunisaiassdslml ndnduiivnuieimunuinnssuliiu

1
v v IS L=d

peAnshavdny deliu n1s¥daginludnuariilasianuaenadawanis@nyiluasaliivhneseswenis

[ [ a

as1aunaneng lnewuudiniidufisensuiiseniwuudinaneguniienisiudsuwdas (Multifactor
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Leadership Questionnaire- MLQ) (Avolio, Bass and Jung 1999) lag Xu (2008) I§AnwLLAnnT TR

¥ o

Ainan1sdsuilasrestinanng TunndssendidniuwuiAnagfueanveagulninignizgii lng

Y

NAABUAUBIANINNNITANYIVDIUTENATY haas 1 dukuuTTnfiaanndastuusunvany Tuaanyinlile

o

WTanagns (Strategic Leadership) Aludnnilsdnwauzveinng

]

nauyadadenuansneluTuun a1y
Yo al vu =2 = & [ Y o aa a a ! & [ = 1 b <
AlesumsfnwdaludnuagveiniiinsAndnagnslundasduneureenisinauivessiidugns

mamaaa«ﬁmﬁlﬁ&u’ﬂi (Wahjudono, Ellitan and Otok, 2013)

[
[y

M1319 8 N1STIANIEHN

o
[y

N33 nsginnnazEi

Kivipold and Vadi (2008) Amzghiilensdns

- 9iAN1989Ans (Alignment and Cohesion)

- msAeasegneliilumenis (Informal Communication)
- msveegudnananisunases (Extent Centralization)

- MsmuANKagEYaUNaU (Control feedback system)

LeMay (2008) - MTIATIERAULEY (Scanning)
- MIAmMUANaYNSeIAns (Focusing)
- AsmuuAiANIgeAns (aligning/ mobilizing)

- msaausstuaalaliiuiineu (nspirining)

Avolio, Bass and Jung mwpziﬁ%ﬁamimﬁauwm
(1999) (Multifactor Leadership Questionnaire- MLQ)
- sthiisesndostufiAmsesdns
(Idealized Influences)
- msadwsepsla (Inspirational Motivation)

- MsatuayuauAnas1eassa (ntellectual Stimulation)
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o
[y

Un3vINNg N5FINNIEHN

nsadualus1eyana (Individualized Consideration)

Anderson et al (2005) m’w;:d/ﬁ%ﬁaaﬂﬁﬂi

(Decision Latitude and Work Environment)

Bun  (2008)  @nsiielu ANMZEINBINagNg
Wahjudono, Ellitan and - AUEINNTaluNINIEA
Otok, 2013 () - AnuERsabuNsIANsAsilasuLUag

- anuansalunsIanistuaulivdueuy
- AUEINNIAlUNSAATINAENS

- ANNEINNTOIUNITAS9ANUFUNUS

- ANugavgu
Baxster and Alasdair, mw;liﬁw WUUAINNSINLD
1999 - NANNAUNUSAAVRIRIANTE INUTITNBIANT

- aduayuNITAILAENISTEIUIINAIENITINATINTNEINTT
BTN
- fdwdudennnguiieItes

- TP udAgyAuAune 181007

X u (200 8) maw:iﬁ%ﬁaﬂmﬂ?isuuﬂm

- AU (Morality)+ Ansdeans (Communicaiton)
- mﬂm%wmag (Expertise)

- ANUEASTTU (Faimess)

- Myaudius (Nurtuturing)
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o
[y

Un3vINNg N5FINNIEHN

- A139AN15 (Managing)

Az iladnwundreduiesyilimdiuladuduufanmunazegnieldnsauvesnezgun

= 1

1 a [y 1 Y o @ [y a v 3 o o w [
bYUAYINU NI E‘ULL‘U‘Uﬂ’nSQ‘U’]ﬂMﬂ’J’]ﬁJLLG]ﬂG]’Nﬂ‘L!l‘iﬂ‘Lli'WEJaBLE)EJ@GH&Iﬂ?ii%ﬁ’]ﬁﬂﬂﬂ’l’]iﬂﬁ’]ﬂfgiﬁﬂi%L(ﬂ‘u

O v o Y o

7119 9 Auandeiulusazuiunvensine lunsAinwiaseliaslinnuddyduanzginisdsuida
(Transformational Leadership) «UudAgiiesanduguuuunizginnfianudnaungaiviinisesuy

DIANUFUNUSNTFBNTAS19ANUBLANA Inein1sAnwluasatazlanannis¥ineas Burn (2008) unUsu

Uszgndifialidanndasiuusunvesgsiauinsedmisunsng Wesnnsdiadinanduiivensy T

o v o = Y Y oA A 1 = <
ﬂ'}’]ﬂﬁ']ﬂigﬂUﬂ'ﬁLUﬁﬁlULLUaﬂLLaglﬂiUﬂqiwwuqﬂ’JqﬂJuqL%@ﬂ@@ﬂ’]ﬂﬂii%‘U‘ULLﬁBLUUEUﬁiiﬂ

2.4.2 A1NU3IUNIENIN909ANS

[y 1

AnuduRusneuenvetesAnsiulagiuiulaidanudAyegdunsimuianuiimiives

o

¢ ~ Y] 1% o I a_aa = v v a 1Y Y] a1 a A
BIANT Lu@ﬂ@nEJENﬂﬂiiu{j"\]?l_]uaQIUQQ§8UULU@WNF"’YJWNLﬂEl'JWUﬂ‘UﬂQLL?@@@MIU?%@UQQWVLN@’WW@ﬂLaEJ\‘i

s o ! a o ¥ ! 1

19 fetdu nrsiiaSevieanuduiusiuaiuiiieadesnns q dgenaziiunisilalenialiiduesdnsios
laglanzeg e damiavwinnaawazung ounivednfanissuiunulunsiaug gouagaunsaasng

Tanan siaunlacgAINUduRUs AeuanUeI0IAns (Street and Ann-Frances, 2007) #asnaunISa31

ANAINNITUIANT (Perry and Sohal, 1999) mensuanildeuaiius imnalulageing q sauiu lun1sfinw

[y

Weaselalianudrdyduanuduiusaisuenivuedivanauay earnsiusinsisneguaslaegluy

geamnssuLRedtuludfy iesnanulndde Wetuszninsdimausinanasdudiud fyegreie
nsasaulauseulunsudstuliiuesdanslunisasiennuuansig (G $auuivae, 2553; Dennis,
2000)

mnusiuilefuasinsmevenduilumainvanednuasdy anusiudosunsisouasiaun fu
ANTNBLATAITRAIN FunTeEnLUUKARSE Wudy meldnisldundmausleviisaudu Biry, 2011)
Tnefinusaniionnmsfinwues Biru, 2011 agulifudsanuduniiofiduanesdnsiidiuiogindiy
Yausssuiindroadsty feil Tudlagtusuuuuresausmiielassssusidenanldulsidsuly Su

Weosanmsatduayuiazialeniavesninusiudelauninsy (Adobor,  2006) uazuansliiui
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psAUszneuiilfanusuiioliannsaiaunlfiinainnsfuinmausdeesdnsiagiuile wagaul
Pslatiules Fdamtavuinnaiuazauingenazfosindude saanieiuanuliuseu (Economy
of Scale) InTUIAAFIENIRAANTILTe Tnefivndesginnusiuieludsdnaznuindiidfyie
AsNEINLanUABY zh8‘1/1ammmiiw’mﬁ’mﬁaa@ﬂﬁtﬁmmsﬁwmmamﬁm% USN1S (Bastos, 2011;
Grant and Baden- Fuller, 1995; Johansson and Malmstorm, 2012; Lane and Probert, 2007) %158%10

ANuTIY q lanusnagaienealilagauysal Anusiuiisluguuuur asn siauIndn sauasiuiua

(%
a =

(supplier) ﬁ%LﬂWU‘uLaﬁaul,mdﬂmmimsmaﬂ (External knowledge sourcing) (Grant and Baden-
Fuller, 1995; Lane and Probert, 2007) 8814}5A1031NN15NAF0UVDY A8 Bastos, 2011 TuasAns
'3 A ' Y ) ' ' P ° | o &

geavnssusaeuivesUssnagdu lensasuliegrsdalauiianuiiuiesraunsadiludanudusaves
2aAn3ke 9198 o1 dululedn Baston, 2011 wuldisn1siTaaiusiuiiaenieidunianisemenisiy
PuuAsveInuNiieNiiatuluwiasl Fwrnusiueniagyhlidugnsnatulidnludesegluguuuun
Wunanistaualuivinidy (Grant and Baden- Fuller, 1995; Street and Ann-Frances, 2007) LHu#iin
Y] Ao o | & & o e A A A P - = ] oA

dunaininanusiudenuuliiluninsieafdilifiviesdielawiesdionienidunuiediosdsian loy

v

lun1539uv0ee Westerlund and Rojala, 2010 tadlaldguuuunsainiiies 4 mauiieiunissus

&

mmﬁwﬁ’cymaamms'mﬁaszmNaaf-ﬁﬂi%aﬁlaﬂﬁlﬂumi%’i’mﬁammimﬁaﬁLﬁ@%uimmuwiashﬂm
uannnaneeldnisdaiionsifedausuauds Tun1sitedsnmninues Johansson  and
Malmstorm, 2012 uandlifiussduszneuidfresnnusiniislumsuaniuasuruiinusznoulume
manderiu (Trust) Wusdnygnseninafusing (Partner commitment) LagANADAAGDITENINIBIANT
(Inter organizational congruence) Ineauinatusugsiaduidumudaudsiunsasisarusuiioly
msteveauandsunieg anuswiefuunfndldsuauaulsluns@nulugsiauimsnisuda
wagiiialggunu (Logistics and supply chain management) asmmmﬁmmﬂLﬁuﬁqiﬁﬂﬁﬁmmé’uﬁuﬁ‘
ﬁqumﬁaszmmaﬂﬁﬂsqa (Interdependence) Tnennstinethadnelut 1990 489 McGinnis and Kohn,

1990 Mvhns@nwiieIfusTULYLdsRRtauINsTIniNgItuAusIilense Logistic coordinate fae

a < (Y

A1 luN15TIA M TUS NYULN151UIN T UBIANSVBINNUTAIINSINT B UST AU UAUBIANTNUILIY
meupntamseld Jaduguuuuiededuiu Hall et al, 2012 Aldnsyialeaglinudfgyiuisewenis

N [ Sa = ) = A
LLaﬂLUaEJULUUﬁ']ﬂig JERRRGIZEN 9 YPINITANUALULTY NITLANLUAYULNUINU NTEANLURYUNANTT

o a < %
ANnHUUTUnAU

atvayulagdinnunemuaduayunsive (anq.) 43

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning
funsisanduauinUssvauasegivedou
a a [ a [ s a aa a ~ ) 1 g Y]

535uYIATRsgINvedmsuninddugsiandanuienisuasianngiluisazdunau n1simw
WwAla m’mifu,az%agamaﬁamﬁwmmmmqLLazsummsiamﬂizLﬂwqiﬁw%m'ﬁaﬁwﬁw%’wET?NLﬁuﬁaﬁ
dAAgyegrviliiazduaiuliosrnsanunsaadsauuanaeilaanuiinninesansussianiaeiulunaina
legunune Tlun1sideasslaslalinnudidgiunismegeuiisanusiuesyninadaniaruianaiawag

| o ¢ v a & o a ) | v Yee v v & A a Y )
YUIRGBUAUDIANT An1UUMIUNUSANS tnsensg1abmiiulans nssiudnuduauinuieldeenuy
§INUIENILATNITVIY LHU AUIANNITVIUALNITAAINDFIVNTUNTNG FUIAUAILNULATUIENLN
o a o & A P a a ' a o A = oA a

DAINSUNSNE WIanIalveInNITLanUasUUTEAUNITAIlUNNTUSHISTERINAUS NI ULAT BTN 8 YL
91A15U3MsInN AL UL Lusu Tnemnnaididgyusznisndsiie n1sidgndnuieniiuaznisuielu
Uszwalnetuaiuisasnndunisialaglidestiluusenauivndn wwnwulusialsene sadu 39gadunns
aduayuisrudrfyedianisadeanusuiiefiotmuvinuedne 9 vasgsiatlulsznaldiduagie
Tnglun1sideasafiazldnstinmuuuifnues Biru, 2011 Wisyjsuansliiiudisaaunisalauduasdly

Jagtuinitamiaiinnusudiolusuladadudidey

2.4.3 anuansaanalulag

ANENNTLTUYALUlal (Technological capability %58 Technological Competence) fe
AuaEsalunswlsiasudeya AnusludegussunazatuayunsiauHEnduLaznTEUIUIS

¢ v o a Ao Y = = v ! Y] oV ¥
Y83993ANSIUTTaNANIIALELUNA Tnenisididanalulaglususie g lulagduaiunsanseinlade

wazazandady laglddndusssandonmsamudiunuinegraduluedn dadu aruaunsadanalulad

[
=

Jovilndunsdalonavesnissiiugsisvesiaviauuinnatauas vunngouegavinfisuiusngad
wnAnieafumaluladdulnediuninzesuiedcadedidnasdaseieenluseivesdng defide
nsAnwieatunszuunslumsnannseusms nglunisdnuiaslfeuddyfunnuanansaluns
malulagunlglunisasisnuailiiuasdnslumusig 9
nsanwanuansadsnalulaglnevluudrannsaudaldiduassuuimamdn nanfoniadin
nsléndanalulad (Technological  capabilities  absorption)  #ilimnud1fynisiiunisasyu
waniUasudielildundanuanunsadanalulad fuanuaiunsaldaneluladiilianuddysunisd
welulaBluldlmAnuselon naonaunsinum desisamaluladiy 4 Tasluduiosddndadmaunin

[ [

520N Kumar, Kumar and Persaud (1999) flesungiisesausznauiidrngsulainnimuasnsaluaiunig
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wva

amu (Investment capability) mmmmsaluéfmmiﬂﬁummi (Operational capability) Tngluges

[
[y

09FUszNaUiLea Renko, Carsrud and Brannback (2009) ¥¥asesuauaninsadanelulad fasin
FesuuMsInansTnsuardnduuUsEnamadunsIseuas U AeuUsTIna e SeRiin1sd
TalusUuuuureensUsEiiunueuFIRu M uANAINI TR IUN TITBLAT AL ILAEAT UNTNEINTNIA
waluladiefiAsatuiFosveaynaing siaunf naenauuleunevesasdns (Danneels, 2008) waz
asrUsENRVanTElaLA AMNEINITINIIIUNISSEUS (Dynamic capability) Tuvauedl Guifu and Hongjia
(2009) azlvmudrfiuanuasadunaluladluaiunislasu (Technological acquiring capability)
n15UlUUAUR (Technological operating capability) wasdunsldsunlas (Technological shifting
capability) Tnesfufiinaulaimavesnisanuilguandifiuirluususesmmamsadanalulad
lailFTBvEnademsimumasunandsivionszuiuns deesuieitanudiiavesasdnsenasioysan
n503AUIZNBUBUMY WU ANEBNTANISFILANIAATIN (Market capability) 1Husu TuBnyumosmils

o

Aenfunisainanuaansalanaluladty Wang, Lu and Chen (2008) Tianuiiuinuuianiidusei

—

Aaa A [ 3

Aaad ] & )~ % a o A ev v
ffiRnvarnatenIndaivsessAusenauliy 9 9193zilanuiiafianiy (Interdependence)  agvieliiile

v
v 3] o [d

Aad N3indnluassesiinsgiiadanuniniazdalsunn ngldaueuinsinnianunseuagu lu

e )

na1ndf IneUsenaudig ANEINITAAIUNITITBLATAMUY ANaINsaluntsAndulanuuinnssy
(Innovation decision capabilities) AUAINITAAIUNITAAIN AUEINITAAIUNITNER (Manufacturing
capabilities) AADAIUAINAINITOAURUYY 1nefl Ho, Fan and Ling (2001) léiuwiAndenainun
Uszgnaldlaglanaaeunnninmedsnisinsieinisdududade (Confirmatory Factor Analysis, CFA)
wuuUsHaLesinaunss (validity) LayAILLTIEN (reliability) fiudete
AnNasaldanaluladvilmianauselordlunisaisanuauisamemnuuinnssulinuesans
(Wang et al, 2006) ImUﬂ’ﬁﬁﬂmmmmsdumiﬁ’]LMﬂIuIaﬁuwiﬁé’fﬁLﬁaﬁqLa‘%ﬂﬁtﬁmmﬂﬁmgaﬁiwm
wﬁmﬁmsﬁﬁmm%aﬂﬁ@}m (Tsai, Chuang and Cheng, 2008) AaaAIULNNENTHAUIAMAINAITUITNNG
(Reynierse, 1993) wenaNG  Audwilefuesdnsnteuen (Socal interaction) Aagnisada
ANAILNTATLnAlulal (Chanthanapant, Nabi and Donberger, 2012; Cuero, Nabi and Dornberger,
2012 ; Kumar, Kumar and Persaud, 1999; Nicholls- Nixon, 1995; Savory, 2006; Wang et al, 2006)
Tnefiesdnsazfunidussduszneviifinnudifyedradsunsimuseiuauannsadunalulad

YDIDIANS (Chanthanapant, Nabi and Donberger, 2012 ;Cuero, Nabi and Dornberger, 2012)
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anulaiseulunswistulviuiaviavuananauaguungeuussiangsiauinsedamsunsng

Juduazinsodetadeanuaiuisaidanalulad i Junsdnauidfy 9INN1SNUNILITIUNTTUILHUIN

a

Aanusadamalulagasliliyaduaniznisinineinsmeiuaunsaineuiawesusewnsaadnsviniu

a o o A =

mnusdsddgAenisiuaaInsiuesAnsanunsanazseus Yiuussendanuiniegungnisasiayaniiig

<

(%

MaATEgNIliuerng Ineaguuainisaianesindmsuanuaansaanalulaglunisidonseliagla

[V

USuuszendannuuifnves Ho, Fan and Ling (2001) ilesannilunwniniifiaumngauiun1sideiu

[
& o a

gsfvedmsunsnduinisiioannn taedruninudloefnsuseiangsnavsnisedmnsunindiuasd

[y [y

Tassasravusanuuuliidunnenis daiu n1sTieludednidugonasianunIzauuInnin 1neasyiinig

1 ¢ o Yo ° v & ) P o g v a av vy =
wussrUsznevludnwazassnisiasunaznsinlUldiludag iiieasinlvaunsasduienaidelaazden

1NTIVU

2.4.4 ANSABUAUDIVDIDIANT
AsaseaulalSeulunsuystureiamnavulInnalwazvungauty dulauseuninianng

[

yunelvgfluFesadlasiaisasdnsfifoundn danubangugs fafu Jadoiameidmivosdngid
YUIALANDE mima‘uaumﬂauﬁ@w%wa‘ﬁ'ﬁwﬁ’m’tumsa%ammlﬁm%‘w’LumsLLsziasi'J’u (Holweg, 2005;
Hoyt, Hug and Kreiser, 2007) nsaevaussiliildmneanuemziiomesmiusingilunislduinig
it ymnuAnINefanBlmeuausInNfean MRl AsuLladlleg1asnisa naonauam
Fioamseing 9 vaagndBndne Mty AnuwenemvesandnluasAnsivsneuausiten LI sfileud
sadnsvuabnglianunsanevauesldgenfunnuliuisulunmsudiuiiliausoaendeuldlaedie
lagaguuen msmauaumﬁaLLmﬁmﬁﬁmmmaUﬂqmﬁqmm‘émwju AN AIINTINLST WAZNITUTAIS
(Asree, Zain and Razalli, 2009)

[y

Tngdruninual dnlginisagliaudidgiunisnevaussluszaussAns (Organizational
Responsiveness) luuseifiuresnsiudinaziaioundoudmsvanimuindoniifinsiudsunlasinenis
uaniasuteya Andedeansseninambenunsueniunelussdnsedsdiuvuusueesiidiu gty
A58 TAnnsnevduasesasinsedradudiduiisuainnisussifiuaninuindes  (environmental
scanning) msammur‘z‘maqwé (strategic planning) ﬂszmumﬁﬁ'muﬁﬁwsju (flexible manufacturing

infrastrucutres) N15¥ANTSAUEIRAIIngFAU (supply chain governance mechanisms) wagAaNNTOLY
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nsvauiiviainians (multi skilled worker) (Hoyt, Hug and Kreiser, 2007) 1uymma\‘1ﬁ1ﬂéjﬁ&1ﬂﬁum
wanenafuiinsTimnudfytunisnevaussvesesinsluauyseifiufidfyves Jayachandran (1998)
Wag Kritchanchai (2004) dulduA N1SROUANBINBAINADINITVBIGNAT NITHOUANDIABANINLING B
nImavALaIfEALTIASINTIAuTs Tiinandateduindeursnislukaznisusnasdng  (stimul)
Wvang (goals) M3Rus (awareness) wazALENNNTOTB09ANS (capabilities) Fefinnupdnendetuiu
wARNSTRLINASTAlun9anISRan (market orientation) FilvauddfuNsSRRLINARSTuaY
Uimsmensidadunnuiainaneuenssdng saenaunsnszaenuinelussinsisjmislunisaiis
auAnlffugnATimiloninguds egrelsfinny Tun1s@nuidesqanimnisuInigues Parasuraman,
Zeithaml and Berry, 1988 agliianudndnyiunnsislugusesansujduiusfinatussiamdnauiy
anduitiy

uuseuAsfunMInevaesiuliaumvanvasdusgiannusgfutiadedusg 1 wwu Yssiom
09An3 Tneft Holweg (2005) laldauddayfufin 3 fulunisuszneufuiudunmsmevausssuldun
FUNARATIe FIUNTEUIUNT WaTUAINABINTT BevnefaninuanunsalunIIneuaLeIAINFBINNT
wazdoidandesvasgndt Aiinnusaniifiintuainnszuauntsndniisaniiiuagnisiingn Sueid
vanmany MIAnwsnunnRgIiummevaussisudnuluuszfiunsiunsneuauesvesadnse
AuIndeu AIULANANTIGNA WSLToTR (Post and Mellis, 1978; Sharma, Pablo and Vredenburg,
1999; Trebeck, 2008) laglarnudrdnlusesvesnisnsentin nsddiusin nstmuauleuns
naoaaunsinuleulUUfoR deasdiuldinalnvesnisinuAeudradianinuuandaninnisinuly
psAnsThlulufuvessefumiunanisiiuies aziuldinlasdimanniudansnouaueued 09hnso1a
Lildsunsfmuaiaeslusziuuloveidaautn snudiBussdvszneunislumsinnisiielvussg
Hvaneviadmanglasiiby

dielAnanuaseungulunsinuFesnismevaues mdnuideadsiasuszgndliuninues

U %

Kritchanchai (2004) Tun1stinsgiunsnevauesesesinsiliosniluyuuesilinudfyssnugnen
dwindou Aude naenueIRUsznounigluvedesinsies asdulidn nsnevausluwuAniifiniy
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AN 1 NSAULBUIAATIUNISIFY

WOANSINB9ANS (Organization Behavior)

A1efidn (Leadership)

AUTINADTLNIN9D9ANS

(Interorganizational Collaboration)

A 4

AMNaIN1sa lunIstgmalulag

»| (Organizational Technological

Capability)

N1INDUAUDIVDIDIANT

(Organizational Responsiveness)

anulalseulunisulsdufiunisasig

AULANATS (Differentiation)

AnulaSeulun1sulsuniu

AMATWNNTUINTS (Service Quality)
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3.1 UszvInsuasnguaegng
nsAnw AeaTdlavinnis@nulegldisnsidendiegnsuuuainazain (Convenient sampling)
Tnaidunsiiususudeyasdiegieing wuvasunueeulal nsuanuuuasuauluudszy duuwn

FNsiiRgItes kagnmsiwaniuvaeuaungluanuilininuveingudeg1s daladnuiungusieng

[
a

91981 198 519

3.2 undsdayauaznissrusiudaya
3.2.1 Ueyauguqdl (Primary Data)
Ya v @

1) {ideiiusiusiudeyameuuuasunuuazkuvaaunuesulal Inggideuazydienlani

mseusuudnduganfiunislunsiiusivsudeya

Y

va o <

2) fAdenunivswdeyamenisdiinnsdunivallaslduuvasunudunuimaiulunis

Y

[y

dumwaluuuillassaisiugiifidaufendes (Stakeholders) MdamAsvuianansuazauingonyUssian
gafnedamiumingann 2 nadau Suldun MieunIAENTY LaEMNBUANAIYINNT STuIuTeEY 8
8 vl ilesjawtelildundennudilalumeziuusig q Aldanuuuaeunuiiangs wasdielilduumes
solauRaTuImnaaz A euTivannvanelnefieazBesasfiiedestetelud

(1) WvesianisvidememisnsuderieRuiiisiunalumsinduladifedestu
§509U3N50AMTUNING  Usennuinsdanianinddu 311U 2 518 uasUssiandauny wienin
admNTuNING F1uu 2 518

2 onsgvierninnislussfugaudnuiiifinnuaulauaziinasuniaivinigd
AertestuiamAaruianauazvungouyssinnssivedmduming $1um 2 e

(3)  wiwnawIANUIMIINSNGFunrslsemalng 91u0U 1 918 uazuienauay
wgnhadmnsuningdlng 91w 1 51e

a U

322 Yeyanfenll  (Secondary Data) KH3ITELAUTIUTINTBYAIINUUAITRLALDNEATS
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BlaAnseding (Internet) WWudAey
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3.3 n1sUszuana

Uszananatayadnnuuuasuaumemallaniainniglsunsy Statistical Package for the
Social Sciences (SPSS)

a A < v
3.4 \p3asiiolun1siiusiusiudaya
wuvasuaunalluasuuvasunuesulailuasedlondAglunsiiusiusiudeyaluasl Ing

a3auarUTUINMIINUNILITIUNSSUAlNaLAes Vil dinMvedeuamANYBILUUABUATLAST]

1)

2)

gy

thuuvasuauitldannsmumunssunsaillivessuiungumaasuifdnuglndidsaiu
NAUAIBE199 WU 10 T18uaIRTEUNITUTULA

thuvuaeuadildusuuiudlusidunsnegounnunsadaien (Content validity) Tng
AidemgBsusznoufetininnms guimsinnsmindautassunuuneniedoniuming

%

(AMBUTTUIYNITY)

thifeyalldlunaaeunumsaddasaiie (Construct Validity) sremsnaaeungusulsee
NTILATIEBIAUTENOULTI1929 (Exploratory Factor Analysis- EFA) Lﬁaﬁué’ummgﬂﬁm
Balasaadna (Structural Validity) veanmsuisngusudsuazid3suiisunsuvenguiiadenls
MNATNUMILITIUNTIL Uagngufiiierdes Tamsutnguiladuavarunsavdnideadam
nsldmnuddnviernudniiuduyanauidueiesindula Tnenguiafevianuadenunse
Falasaainefianunsasensuls (manuan a)
ihdeyafildlunaaeunuindefiomeduussanssaivesaseuuin (Alpha’s Cronbach)

lngyadadenmuniinnudniedenaunsageusulafeuinnitfosay 0.70 (MANWIN 4.)

3.5 M3AAszidaya
1) n13nssuuteyanilureiamiavuinnalsiazvuIngouUssinngsiaedmisunsng uas

sUuuy, seauanulmuTeulunsudstuvedesdns muadd Auade  (Mean) AndesuuuInsgu

(Standard deviation) $1U3U (Number) wazsouaz (Percentage)

2) MyIRTEideyadUIun

atvayulagdinnunemuaduayunsive (anq.) 53

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning

funsisanduauinUssvauasegivedou

(1) mslinsesdeyaliTinasenmsmmaaeuilemanuduiusivioudiou
vesinlsdasziilrofulsmuiensinszsionnosnmaa (Multiple Regression Analysis- MRA) Lile
arudlafernuduius anudfyuazdninaiisulsdassinefuusny

(2) MyiATgvayalRMAIN N1sHUIANNLAzNsRAUIneldNaaTU Tnedl
InguszasdlunisAnuiinngindaauiolidladaaualuanndeulosmedlasairsiiaonndoiv
Jadusing q fduasunisimuauliuseulunsudadureesdns Werhuldlunsedusiornannnis
Anszideyaisiinadldanuuuasunny sastsilussedunenelduiunvesmadismduanin

Usg9RLLATYENI0 LT BN

3.6 YAULYAVDINITAVY
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av A o a

nT3dedddunsfnyIanzlauisvuIanalasuIngauUTEANgIAY USNsodmsuns e

usemelugaed 2555- 2557 Tu 2 Aanssuwinu fe 1) uSniswimseyhdyaidieatunsifudives

cal o

wiansindunsng Mdufinends (CPC 82101) uaw 2) n1sdanisdunindfiinendeuuiiugiuves

AsTIULENTRdy) (CPC 82201)

atvayulagdinnunemuaduayunsive (anq.) 54

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning

funsisanduauinUssvauasegivedou

3.7 WHUNITALLUIY

1380 Ui 1 Ui 2 nafinnd1azldsu
Aanssu Q1L | Q2 |Q3 |Q4 |Q1 |Q2
1. ‘VlUVl’J‘U’JiimﬂiiiJ‘ﬁI: R NIBULLIAA
Aetos
2. MUUANTOULUIAA LUUEDUnY
JnvuuUdaUan
3. YedsuLUUdBUNUUSULA «—> wuvgeunuatuauy el

4. snflunsfiusivsiudeya

\4

ToYaNNNAUAIDENS

5. ayluagiinneideyaila

v

HANMTATIZYITRYA

Nagsy
6. UmamsIATennlaluii muaeuteya
N1THUN1YAIRUULREAN aiuTeHal LTI N
fugUsgnounisuag —>
o Y Ao A o
Wt IUed
7. @5Unanisivy «— T8uatuaNYIal

8. dmanuIsedlaluifum
TuasansiIgnniswseunu
Intaue/ sauiauslu
NUIYINITUT DN UFULUN

duNineglIAugsna

DAIMNZUNTNE

UNAIITUGALANTD Y
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3.8 s1gazdunsuUssun

I1UURY (UMW) IIUIURY
(571/U)
519821990 #.a.55 - &.A. 56 | N.8.56 - N.W. 57
(12 how) (6 \Raw)
1. NUNANDULNY
1. ANMDULNULNINE
1.1 ¥uilasang (10,000 UM @ 18 Lhow) 120,000 60,000 180,000
2. nuaAlgane
1. Aaetenans 3,000 N 1,000 500 1,500
2 awmuglunisiiumanudeya 30 ast @ 10,000 5,000 15,000
500 um
2.1 Weifudeyamly
2.2 Wieifudoyadunual
2.3 Wionsihiauenany
3. ANLTLEN 30 LEN @ 300 U - 9,000 9,000
4.Ammauwnuylinsdunival 12 @ 1,500 18,000 - 18,000
UM
5. ANMBULNULATIILULAB LAY 3 @ 1,500 4,500 - 4,500
UM
6. Anlgnglunisaniufanssuaunungy 16,600 - 16,600
(focus group) 2 NGY NFUAY 6 AU
- Ananui (afsazUssana 5,000 U)
- A191I197193UT94 (12 AU AUAE 50 UW)
- Adegglglunisaniiunisaunungs 1 au
Y3z 2 Falus Flusay 1,500 U)
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I1UURY (UMW) IIUIURY
(371/U)
319821990 #.a.55 - &.A. 56 | N.89.56 - N.W. 57
(12 how) (6 \Raw)
7. Aldanglunisifiudayamenuuaeuny
600 4n @ 70 UM 42,000 - 42,000
- MINNYLONETT
- mydslusuwald
- MIAARNMBLINIANA
- mMsanmuaelUsuilotns
- MsEUUUADUANLT
3. RUIAAINY
1. AdefiunIB9UIde/ nsenteoya/ 10,000 5,000 15,000
MTIAABUTBYR/ LHTHUYALUUHDUNY
2. A199lUNNIRTRERU USund (edit) nwn - 5,000 5,000
Weadlunsansivinsuued
3. Andndlunsaenmnunisaunuingy - 5,000 5,000
4. NUINAIEN
1. Anenans wladeduniseng q Ay - 10,000 10,000
2. Adinfiuwialwes 5 #eU @ 2,500 U 10,000 2,500 12,500
5. RUANAITITULLBY
1. A5TUHENNSANUWILINTENTIVINTS - 10,000 10,000
UNUIBIR
6. nuanAldIeiiamaiana (3%) 7,900 2,900 10,800
39U 240,000 114,900 354,900
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3.9 Uszlevunaindnaglasu
3.9.1 Ustlevidoimsugiauazdny

1) YszlewisagUszneumsianviiavuinnaisiarvuingen Useangsnaadmnsunsng
Auszneumsvzanusainteyaideiilaluinussdnsvesnuldediatuglsssy Weswinazdiladeszau

13 o & ] a v a v Y I3

ANNENNNTVRINY MABRIU BeAUsznauNdTusensduasulrAnaulaIeulunsudatureteeAns

o A o [ o < sl [ 3 1 a I o A a
Yaanu Wz luiww Mnuadunagnsiivunvauivesinsinanizegeddunienisudaduinig
wnFudlednsidnsnduau@nuszyrnuasugiaondeulul 2558 5099 nwan1539e7lAazyinli
N3UAFURUUBIANSLANAIUNTRzdmannsUsuuanulaiuToulunsudsiunissiueanlusae

2) Uszlevisiomsugia dean 9ndildiiniseduiedn gsfeedwsunind dugsiandeuddy
Juegraunnaeninsiuesugianiuduvestssma neus Aunisfinwiasslidunisfnwfidveuiunagi
Fawiavuanansazswingendidnlainduguuuugsianfanuddgdusgrideussmelunaneniu

[
1Y o [ VY] 1%

mefil AIiuuad nan15idenlaestislumsdaasulvasegialiamenineiiugsisedmsunsnduintu

D

a

finsiulaimunegedidu mnusdinsheiaulian nasygialassinvesUsewmeliadosninun gy

D

%

1 a A Y o1 [ a a = = = =
anede lneanizegedailainsidisiuluainfndssyauasugiaendeulul 2558 Feazlivuinves
wswghanlugdundeuiunisvenefiegesinsidaziilniunstisanguassawazanudssionsns

AaTu wezUsuildsundulenavesssuursegialng

3.9.2 Yszleatlionsnsiving

nMsfnwliAgafuLAe nguiidenagniiiisadestuiamisruanatwazauingouUssiny
ssfvedmBumindlussmalnetuidlegidusuuosunn Taeiidnlngudinsdnmesdudnuasd
Rerfunsiiununudeyaiiessunsuayiuneiguasduazgumulnesiuvesmainedmidum snd Tu
Snuiyamils msfnuiiiAnafugsieedmiumindinandunsfnuiunguiamiasualug luemidu
Fudnsiwanisiteflduuiuldtuiavisruinanaruareuiagenarlianunsansevililaedne
dewmniamimnanaisazvnndeuiiosiussnounasuuniuansrsnniamisvualnglae s
Foduudranmsinsmideadiidenasiiusslovddusgrmnndersnisivins seluwiveanisane
sefuuazgULuuaMuliIsulunsudeduvesiamasruinnatsuaz vungeudsazunnanenaay

a LY

v A (Y a d{' LY d{' a & Aa [ 1
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NAN15IY

Tuunilaglanafwanisienlaann1ssIusiudeyanisluuaunIukas R UUAB U Y
saulatlneysenaulumedayanugiuvengudiegns anladenginssuesdns seauaulmuieulunis

Wistl paenIuNITESUIE IR UANTUS SEnIIaRIAANg AnTuaAnTiuAUlmUTeUluNSW et

4.1 NGUA2E1Y

M1319 9 Yayamilureenagusiietn

LW U SovaY
Y18 84 42.6
AN 113 57.4
374 197 100
a1
<30 125 63.4
31-40 22 11.2
>40 50 25.4
39U 197 100.0
N13ANYN
fnIUSaes 21 10.7
USeueyes 127 64.5
geanIUTeye 3 49 24.9
39U 197 100.0
AMAUITY
il 82 43.6
WU 22 11.7
HIAN1T 45 23.9
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L9NUBININTS/ FEAU

) 32 17.0
UTINS
Bu 7 0.03
33U 188 100.0
Uselngsnauinig
DHINIUNING
UTWSIANITNSNIAY 92 46.7
AIVILUIERLN 65 33.0
DFIMIUNSNY
USMSIANISNSNEAY 40 20.3
WAZFILNUUNYNIN
DFIMIUNSNY
334U 197 100.0
ANUAZNIT
eIV FRIRHT
ATLANY 128 65.0
ooulail 69 35.0
33 197 100.0

9191579 9 nunguieglagdnilunds (Gegaz 57.4) wagninAIawiliveanguiieg 19l
91891031 30 U Fuduinidunedgnegluienisgsisuinmsedmsunindroudrsasdudolndlunis
auazivszaunsalvirnuiliinnmilsdn wazduimseiasuaziunuueniiedmisuningdlag
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¥
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M1319 10 Tayamluveanguiegrsduunmuussangsiausnisedansuning

UTWSIANTNSNIAY FLVILUNEALN USMIIANITNSNIFULAE
DHINIIUNTNG ALULIEUTd T UNSNe
LA
48 44 (47.8%) 24 (36.9%) 16 (40.0%)
N 48 (52.2%) 41 (63.1%) 24 (60.0%)
374 92 (100.0%) 65 (100.0%) 40 (100.0%)
21
<30 63 (68.4%) 37 (56.9%) 25 (62.5%)
31-40 6 (6.5%) 14 (21.5%) 2 (5.0%)
>40 23 (25.0%) 14 (21.5%) 13 (32.5%)
374 92 (100.0%) 65 (100.0%) 40 (100.0%)
NsANY
mNIUSeyyIn3 11 (12.0%) 7 (10.8%) 3 (7.5%)
USgueyes 62 (67.4%) 38 (58.5%) 27 (67.5%)
ganUSyan3 19 (20.7%) 20 (30.8%) 10 (25.0%)
37U 92 (100.0%) 65 (100.0%) 40 (100.0%)
AU
At 37 (40.7%) 24 (37.5%) 21 (53.8%)
WY 11 (12.1%) 6 (9.4%) 5 (12.8%)
NS 29 (31.9%) 9 (14.1%) 7 (17.9%)
1A1909RINT/ 9 (9.9%) 18 (28.1%) 5 (12.8%)
JEAVUTINT
Ju 9 0 (0.0%) 6 (9.4%) 1(2.6%)
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UTISIANITNSNIAY FLVILUNEALN USMIIANITNSNIFULAE
DHRINIIUNTNG ALUUIEUT T UNSNe
missing 5 (5.5%) 1(1.6%) 0 (0%)
33U 91 (100.0%) 64 (100.0%) 39 (100.0%)

laduuntoyaveinguiing 1meUsengsAauINsodmsuning wudtlunmsiuwdne ang
nsAnwLazi s uluwasssiangfvedwnsunindiu duwildunlilaunndeiunanfelaengs

(%

megdiunluwiazUssinngsiauinisedansunsndtudunands Tnsdnwluszdulsyans

dunnilengluyisdesnii 30 U uavlgadiusmumidussiudmihiuasguimsilnaifeaiuisesay

50

4.2 szauaziuutadeduunauifvesnginssuanns wazanulaseulunisudstusiedaniay
mMsiaudasdadenlaaclanansianalull iWunisuansdamaiuilarunsInsEinLns

1AS9E5 194 AU U LT DD oA L USULN LA

[
[ o

M1919 11 AzpuumauTedelunseinn el

- . o , o Andeaun
Azl I AN Agean  Aade
UIATFIU

AUTNTIEAUGIUBILTEN TANUANTD 192 1.00 4.00 3.38 64
Tun1sdnns
AUTITIEAUGURIUTEN Janunsalums 189 2.00 5.00 3.40 65
Sutiefuauliuiueu
AUTNTIEAUGIVOIUTEN @13130 188 1.00 4.00 3.40 69
Usganuauiugnilesliluegiad
AUSNTIEAUGIURILTEN dAnugangu 188 1.00 4.00 3.26 67
AINAD LN
Coefficient of Cronbach’s Alpha= .734
atvayulagdinnunemuaduayunsive (anq.) 63

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning

funsisanduauinUssvauasegivedou

(%
o A 1

INANTN 11 nuAnedeveamstianneundanlivnndsiuinluniasdedioy wazuansly
wiuguimslugsnausnisedmnsumsnduuinnziihegluseivgidasiniazuunegluszdunnlugaa

326-  3.38 Feaursautannuladnguiesdnsivinuglusedvaslunisdnnisiuainulduiueuves

Y v v

t4 A = a v v v Ay Y & 1 =
ﬁﬂWWLL’]@a@MWLUaﬁJULLUﬁQIU maamummiammmmmﬁmmam‘wuﬁﬂummmﬂwm%ﬂmﬂuamm

U o

[
[

M99 12 AZLUUAIDINSI8TDIUNISTINAINUTINLDTENI1909ANS

1 = | 1 I3 (] 1 ll) 1 1 a ﬂquﬁEJQLUu
ANSIULDITLHINNBIANS AU AN AGAR AR
NP
USUN/MU89U99EY  AAusIndeny 191 1.00 4.00 3.06 71
Qﬂﬁm‘%asﬁwwmaLaai‘ﬁwmm’]u
Y] = a v a i a o Iy
Mesgvveusenneglugsiadeiulunis
WAUNDIANTIIUAY
USUN/MU89U99EY  AAusIndeny 189 1.00 4.00 3.00 71
PUILIUABUBN NI THAUITZUUNNS
v‘fﬁmw‘%gﬂqumiu‘%miiwﬁu
USUN/MUR89uYeEiy denusiuileny 190 1.00 4.00 2.98 81
ngnuneuentunskanildsunIgg
Hnousy
USEN/MUN89UTB9RU UANUSINTBAU 184 1.00 4.00 2.89 83

miignumeuentunsliddeya vise

gunsalsing 9 N9y

Coefficient of Cronbach’s Alpha= .847

AT 12 nudnaderesnstinanusuiieseninsesansiiailiwanssiudnluudasde
Aoy wazhansliiiunesdnslugsiausnisedansuninduuiiszdunnuiuiiessninesdnsegluseiu
nldgeundnlasiiAtazuuuegludie 2.89-  3.06 Feanunsaudaninuladnesdnslugsiausnig

admnFuningluiimsuaniudeuninug Jeyaie o nsem iUy
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Aoy wazhansliiuinesdnslugsiausnsedansunsndtuliszaunnusiuiiessninesinsagluszau

a0 1

ladgeundnlasfiAtasuuueglugig 295 3.22 Faanunsaudannulaiiesdanslugsiavuinig

[
¢ U a v

DA UNTNE U ULV N I UNITNRIUINTZUIUNTYINNU PEBRUNISUIWMALULATUNWAUNIB9ANT

[
[

A1979 13 AZLUUAIDINTI8TDIUNSTIRANNAILSDlUNSIgmALULaE

ANUEAINITAIUNTS . . , o ALTERLUY
. . - Awnan Agsan  ALedy
Tomalulag UINTFI
UTENV09EU HANaIITaluNITHAIL 194 1.00 4.00 3.14 70

watAnsvieuligegady

USENVRIRUY ANITWRIUINTZUIUNNT 193 1.00 4.00 3.22 68
Yaueg1areLilos
USUNVD99U ANISHAILLNATNALAY 190 1.00 4.00 3.15 604

wwnlunsienulugduuulng

USTnvesduy dnsAnwdeanudulule 195 1.00 4.00 3.17 71

lunszurunmshanuguuuulndegiaue

Uitvosdu fimsindsifengluns 189 1.00 4.00 2.98 78

HeUTuUeszuu sukuulunsvineu

Utnvestu dnsihwaluladsuuuy 189 1.00 4.00 2.95 73

Tnsianle

Coefficient of Cronbach’s Alpha= .865

M5 18 nuiiALedsvesnisnisnevauasesrnsaamdliunnmetuinlussazdesio waz
wandliiudsdnslugsiauinmsedamunindduiissdunismevaustesdnseglussivilliganninlag
fanazuuuogludag 2.94- 316 FeanunsautaninuldiesdnslussfauimsedonTamindduiised
mmmmiahmimauauaqmmé’aqmwm@jﬂﬁwLLazmiU%’uL1J5Emimqa%mmﬁﬂitﬁamauaum

Aannasuasulusmeninusing,
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[
[

AN99 14 AZLULAIDIUSI8TDIUNSTIANITNDUAUDIVBIDIANT

. . o , o Andeaiun
N15ADUAUDIDIANT U Awgne AgeEn  ALadY
1IN

USENUDIRUY @101T0RDUAUDIANIY 191 1.00 4.00 3.16 72
#oennsiasuluvesgnAniendny
Fosmsnanaiiuasulussanusans)
US¥nvesdy awnsauiuidouegns 192 1.00 4.00 3.06 74
s flanouauenadnIunisel
Meusniiwasuly
USE¥nvesdu finszuaunissiaudl 191 1.00 4.00 2.97 77
anursausulasuldogiasinsad
mauauawiam’mé’aqmwaqqﬂé’wﬁ'
Wasuly
USUNVRIAU SUAINUADINITUAY 189 1.00 4.00 2.94 76

TusmsgndnseanusInsumiionus

Coefficient of Cronbach’s Alpha= .841

54 15 wuiAnedsvesmuldiuToulumsutsiugrunsairsanuunnsedaillunnsng
futnluusazdomou wasnandiifiuhesdnslugsausnmsedmFunindduiiseduauldiviouluns
wasdusnumsatanauansidusssuitliganninlaeidasuuueglutag 2.68- 2.97 sgrdlsinudud
U3 mmdﬂﬁm%’ummwmﬂumsﬁuaw‘%miﬁ'mmmmuauaamméfaammmgﬂﬁqﬁuﬁizé’w’umﬁzLLuusl,u
seAuidinindemanudu Tnserauanslifiuinusinisuinsasanunsaneuaussamiomnisvosgnails
yi1 sunuumsuinislutiagturesuidvgsinuinsedmiamingiualaildnadonvesnisuinmaun
i Tnenmsiaud ansowaerulldhesdnslugsinuinisedmsumingiuiivinisiivannvans fim

DNEFINRANANAINARYILAZANUTONBUAUBIAINADINITVRIGNAN LA
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[
[

A1979 15 AZLULAIDIUS1898IUNSTINANU LA US Ul LN S WU TUAIUNITAS19ANLLANFS

anulausauTunisuwdsdy . . , L ALdeaLuY
3 ., . W AEIER A1geEn  ALAGY
AIUNITEFIIAIIUUANAIS UIATFIU
USTnUewY dlausuinisnianvae 186 1.00 4.00 2.96 78
WLAYN ALY
USEMUesdu UFURUUUSMSnAuAnANe 194 1.00 4.00 2.97 74
NAWVS
UTEMYO9RY IUTn1sNvaInanen 185 1.00 4.00 2.68 75

ﬁ’]&l’]Si]Gl@Uﬁ‘lJ@ﬁﬂ’J’]ﬂJg]l’eNﬂ’ﬁsUENQﬂéj’W

USdnvesdy Susnshianunsanevaues 186 1.00 4.00 2.93 73

AUABINTITNINFURUUYBIGNAT

Coefficient of Cronbach’s Alpha= .837

[
[

M1519 16 AzsuuAiauedelunstinanuliuseulunsudstuiuamunin

aulaussulunisudstu . . . L GRIIENATLY
, . WU AIER AgeEn  ALAGY
ATUARININAITUIATS UIATFIU
UTEMvesdy nsvvihmudygnlilliaus 190 1.00 4.00 3.23 69
USENT099U uansoantsAIiueniy 194 1.00 4.00 3.30 64

19 legnAniadaym

Uitmvesdu figaunimnsuinigd 194 1.00 4.00 3.37 60
UiFefie

Usnosdu Tiusnsmisnusing 192 1.00 4.00 3.11 69
U3tmvesdu ffuanuiingdald 193 2.00 4.00 3.35 61
Uitmvesdu Tfunuiigam 195 2.00 4.00 3.37 53
Usnvesdu anuddgiugnen 192 2.00 4.00 3.49 56
USENT09EY 1WDIANABINTVRY 194 2.00 4.00 3.33 60
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anAn
Uitmvesdu sjaiuilazuinisgning 195 1.00 4.00 3.49 62
ANATSLR

U3tvvesiu nssvhaudyandliliane 190 1.00 4.00 3.23 69

Coefficient of Cronbach’s Alpha= .911
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q
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a PR <4 2 1 v ¥ = W Yo [~ [ aa 1 a a
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U3N15909AUlNg BNN9ANNNITNUNIUITTUNTTURALNITAUNWALTIANSnU7N AnulaiUSeulunswyedu
suttularndunnulauseulunisuradundidungnaun waztulainduanulauseulunisuaadun

MTATUAINABINTVDIQNANDE1YIATY

4.3 wgRnssuasAnsuazaulauseulunisutsdu

dewSeuiieuanadeveinguiuysdasy dawnsne 17 wdmudt anefunivlainduladeniian

AzuuugianlunaulneliseAuaruL 3.34 avawnde  ANEENTaunAlUlaBNTAAzLULT 3.10

] PN ] o

T | ] ¢ a1 = o w

NNINOUAUBIBIANTNHAIAZULLT 3.04 UazANTINTRTENINRIANTHAAZUUUT 2.99 AuawU lag
a1u130IATenladn ddlesiinusangivintunimaziuuegluseiugs lnednaumiiusaiunauaes
fienavuuuiligunnindsdduassadlasunsudnduinunegweliosangiieins dsaisatuayuli
= ¢ A = N v a ' < & v < ¢ A
ueu yaanslussdnsiinisuanidey Wandemanudaiuseniteansinndulidinagiluesingy
< [ a Y = 1 r-ﬂl N a ¥ d‘ < 1% [ 3 &

Juiiusiinsiuvieaunay viheanudu Mfgidesieidunmsaiidenalunisimuiesdns uenainiais
HANFUIRATINTNEINT Uazn1snTEAuLLIAnTARNSTRILINSEAUNSTUINNTIOuAEluesAnslgs

Y
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A58 17 szduazuuutadeduunauiiivesngAnssussAnsiazaulaioulunisiaedy

. o . g Andeauy
U AWEA ANENER AR
NINTFIU
fauUsdase
AN 197 1.67 4.00 3.34 55
ANTINLDTENINNRIANT 194 1.00 4.00 2.99 63
ANansaanalulag 197 1.33 4.00 3.10 55
NINDUAUDIVDIBIANT 197 1.00 4.00 3.04 61
fiankUsnu
AanulaFeulunmsudedy 197 1.00 4.00 2.89 61
AIUAITATNAMULANA
anulaSeulumsudedy - 197 1.78 4.00 3.34 47

AUARNINAITUINIS

dwsunnuldteulunsugstudunuin anuldiudoulunsudeugunsadisanuuananuas
fuaunmANsUINMsEAAzuuLTauanssiu s sBslaenuinduamnmnnsuInsiaazuuL
89 3.3¢ TuvariigiunisadenuuananadAiasuuuiios 2.89 Wit daty mswaumsdiunsadng
muuansslunsazesdnsutasdulssfuiitienuiiaulesgsunnaniens esdnslaaiunsaadnsli
Waanuwana1slunisusnistandraziiunisasialentasgreunnlunisenseaueIn1IneuaLeIAIY
AOINTVRIGNAN

Tunsneaeudnsnavemginssuesdnsiidrennaliuisulunsudedudu aglilldinisuen
nagoulRrdmMTULAarsIta esnHan TR UNSHULUT (Analysis of Variance- ANOVA) Tunns1g
18 nuinsuangsiauinmsedamsumingldlddanadeiuandndussiunuldiuieulunisudedulsin

I TUAUNTATNANIUUANASTBFUAMAINNITUINTARY
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M1919 18 vSnavesUssnvgsnvedmisuningusnisniidessauanulaiuseulunisudedu

Ussmgsivedmnsunsnduinig GRVIGGIY
AndesyiualiIey USINTIANTT | AU UIW13IANT
Tunsuaaty (n=92) Y18 190 LaEAILNUTD

(n=65) e (n= 40)

ANUNITATIIAINULANAN 2.87 2.93 2.85 F= .265
(SD= .63 ) (SD= .58) (SD= .62) Sig.=.767
AUAMAINNITUING 3.29 3.42 3.34 F= 1.426
(SD= .46) (SD= .52) (SD= .44) Sig.=.724

A1379 19 BvsnaveIngAnssuesrnsnddenulaiuTeulunsuUsdununITas A NLANANS

Unstandardized Standardized

‘anﬂiima\‘iﬁﬂi coefficients coefficients t Sig.
B Std. error Beta

Constant 411 232 1.774 .078
A 001 065 001 018 986
ANTILLDTENINNBIANT 287 068 299 4.208 .000
ANENINTalRanAlulad 341 086 307 3.946 .000
NNTNDUAUDIVDIBIANT 182 072 184 2.523 012

Adjusted R Square = 0.455

Aaa a J

INANTN 19 waznn 1 anunsaesuigladn gadadenginssussdansniisvanaseaulaiuseuly
M3udetudunsadanuuansegliteddyn1adaviseau 0.05 wariidvinaSesdiiuainunly
mirteslaun Awausaianalulad anusiniiessnineenng warmsnoUaLeswoinrns tnardudil
mé’saEJN?J'a'jﬁmaz@'ﬂﬂlﬂiﬁSwﬁwaGiammié’m%‘auiumaLLﬁda%’ué’mmia%ﬂqmmLmﬂﬁimwiasm“lm
wonanil fuUssasestmunaninsasnfussuneruldiu3sudsnsuddiugunisatennuuansslei

Sp8ay 45.5
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M1319 20 BvSnavemgAnssuesAnsnddeanulaseulunisudaduiunnnInnITUINIg

Unstandardized Standardized

NOANTINDIANT coefficients coefficients t Sig.
B Std. error Beta

Constant 1.306 .188 6.963 .000
Mz 151 053 176 2.849 005
ANIMNDTZNINDIANT -.042 055 -.056 -770 442
AMUEL T ALULaE 270 070 309 3.860 .000
NINDUAUDIVDIBIANT 270 .058 347 4.620 .000

Adjusted R Square = 0.420

] a 1

INANTN 20 ka1 2 @nusaesuigladn gadadenginssussdnsniisvanaseaulaiuseuly
MswdstusuaanmnsUInseeeiifeddameadAfisedu 0.05 uagidnsnadesdfuainuinlum
tioglsiun nsmevaueetesing mmansadunalulad waznnyiih lneduinasdoegsdsinany
fufloseninesdnslifiavinadermnuldiuioulunisuisduiunmuamnsuinisusedida uenaind &
uwsBassimuaannsniiuiueuneanulfiuioudnisurdiudunisadsenuuanesldisosas 42.0
uagtduihinduneindvinadiynfuusdaszidenulsiuioulunmsutsduiunsadannuuandiuay

AunMNIsUINIstudugadwdsifianuuandsiusgaiulade

M1319 21 BVENaveIN TR ILarANNTINTeTEnINeIRNINTdeANaIsaIdanalulad

Unstandardized Standardized
anﬂﬁima\‘iﬁﬂi coefficients coefficients t Sig.
B Std. error Beta
Constant .889 .200 4.457 .000
AR 485 049 562 9.959 000
ANIMNDTZNINNDIANT 226 056 230 4.066 .000
Adjusted R Square = 0.444
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AN 2 NSAULBUIAATUNTSIFY (ATUNITESI9AIULANANG)

A1efidn (Leadership)

AUTINADTLNIN9D9ANS

(Interorganizational Collaboration)

.562**
.230**
v anulasaulunsuistudun1sasng
v IS
ﬂ'J']SJﬁ']ﬁJ']'iﬂoluﬂ'ﬁi‘UWIﬂIUIﬁEJ AULANATY (Differentiation)
»| (Organizational Technological
Capability)
.184**
ﬂ"liﬁlaUﬁua\ﬁJB\ia\‘iﬁﬂi

(Organizational Responsiveness)




.562**

ANUlAUTeUluM LTIt uYe A MAITUIANANLALIUINEBNU TN IAAUTNTOd IS UN T NE
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AN 3 NFDUKUIAATIUNTITY (AIUAMNINAITUINNS)

A1efidn (Leadership)

ANUIINADTLNIN9D9ANS

(Interorganizational Collaboration)

.230**
\ 4

Auamnsalunsldmalulad
(Organizational Technological

Capability)

347

N1INDUAUDIVDIDIANST

(Organizational Responsiveness)

anuldiuseulunsudeduduamnm

A13UIN13 (Service Quality)
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AMANUIN A.

Joyan1siasenlady

(Factor Analysis)
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A - 1 M aszntadednlsdasy

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. 872
Bartlett's Test of Approx. Chi-Square 1422.251
Sphericity df 153
Sig. .000
Communalities
Initial | Extraction
coopl .540 515
coop2 532 614
coop3 671 717
lead5 .553 773
lead6 547 .536
resp2 .660 675
resp3 .559 545
resp4 .532 .601
techl 597 532
tech2 .663 .656
tech3 .610 .602
tech4 595 .623
techb 471 459
tech6 579 .520
lead2 371 244
lead3 .363 .266
coop4 .583 495
respl 616 559

Extraction Method

: Principal Axis Factoring.

atvayulagdinnunemuaduayunsive (anq.)

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS

113



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning

funsisanduauinUssvauasegivedou

Total Variance Explained

Rotati

on

Sums

of

Squar

ed

Loadin

Initial Eigenvalues Extraction Sums of Squared Loadings gs(a)

Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total

1 7.639 42.440 42.440 | 7.212 40.064 40.064 6.004

2 1.628 9.042 51.482 1.237 6.873 46.937 2.941

3 1.212 6.735 58.218 794 4.412 51.350 | 4.964

4 1.173 6.515 64.733 .687 3.819 55.168 | 4.275
5 .949 5.272 70.005
6 763 4.239 74.244
7 713 3.962 78.206
8 .581 3.230 81.436
9 .525 2.916 84.351
10 480 2.667 87.018
11 448 2.491 89.509
12 .378 2.100 91.609
13 332 1.843 93.452
14 .313 1.739 95.191
15 .260 1.445 96.636
16 .245 1.361 97.996
17 .193 1.073 99.070
18 167 .930 100.000

Extraction Method

: Principal Axis Factoring.
a When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.
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Factor Matrix(a)

Factor

1 2 3 4
tech2 762
resp2 751
coop3 725
tech3 722
tech4 721
tech6 682
respl 679
techl 675
resp3 641
tech5 640
resp4 .628 -424
coop4 626
coopl .606
coop2 597 447
lead2 422
lead3 415
leadb 446 | 720
lead6 489 | 521

Extraction Method

: Principal Axis Factoring.
a 4 factors extracted. 19 iterations required.
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Pattern Matrix(a)

Factor

3

tech4
tech2
tech3
techl
tech6
tech5
lead5
lead6
lead3
lead2
coop2
coop3
coopl
coop4
resp4
resp2
resp3
respl

.739
726
714
.669
591
.510

.369

.881
.664
.380

.824
.755
.676
.528

-.705
-.593
-.583
-.507

Extraction Method: Principal Axis Factoring.

Rotation Method: Oblimin with Kaiser Normalization.
a Rotation converged in 8 iterations.
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Structure Matrix

Factor
1 2 3 4

tech2 806 | .354| 548 | -.466
tech4 775 | 428 | 459 | -431
tech3 773 522 | -.444
techl 718 431 | -.483
tech6 .704 531 | -.450
tech5 .650 551 | -.358
lead5 .868

lead6 .365 719 -.351
lead3 .370 .465

lead2 404 .405

coop3 591 838 | -.455
coop2 441 779

coopl 459 713 -.376
coop4 528 666 | -.454
resp2 .632 371 495 | -774
resp4 450 411 | -766
resp3 455 |  .374| .484 | -701
respl .615 432 | -685

Extraction Method: Principal Axis Factoring.

Rotation Method: Oblimin with Kaiser Normalization.

Factor Correlation Matrix

Factor 1 2 3 4

1 1.000 .384 .618 | -.526
2 .384 | 1.000 301 | -.315
3 .618 .301 | 1.000 | -.450
4 -526 | -315| -450| 1.000

Extraction Method: Principal Axis Factoring.

Rotation Method: Oblimin with Kaiser Normalization.
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A - 2 NMSATIEAURLAILUTAY
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.

Bartlett's Test of Approx. Chi-Square
Sphericity df
Sig.

.920

1175.139
78
.000

Communalities

Initial | Extraction
diffl .624 721
diff2 631 715
diff3 418 407
diff4 420 423
servl 515 463
serv2 .596 .595
serv3 .638 .647
serv4 .501 .489
servs .667 677
servé .588 593
serv’7 .560 524
serv8 .619 .602
serv9 518 514

Extraction Method: Principal Axis Factoring.
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Total Variance Explained

Rotati
on
Sums
of
Squar
ed
Loadin
Initial Eigenvalues Extraction Sums of Squared Loadings gs(a)
Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total
1 6.730 51.772 51.772 | 6.307 48.517 48.517 | 6.003
2 1.455 11.190 62.962 1.062 8.171 56.688 | 4.415
3 .800 6.152 69.114
4 721 5.543 74.658
5 .559 4.297 78.955
6 .506 3.894 82.849
7 450 3.465 86.314
8 374 2.877 89.191
9 .365 2.811 92.002
10 .301 2.318 94.320
11 .281 2.159 96.479
12 .229 1.765 98.244
13 .228 1.756 100.000

Extraction Method

: Principal Axis Factoring.

a When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.
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Factor Matrix(a)

Factor

1 2
servb 803
serv8 775
serv3 769
servé 754
serv2 736
serv9 706
serv7 701
serv4 687
diff2 653 | 537
servl 649
diffl 644 | 553
diff4 578 | .298
diff3 548 | .327

Extraction Method: Principal Axis Factoring.
a 2 factors extracted. 8 iterations required.

Pattern Matrix(a)

Factor
1 2
serv3 841
serv2 807
servb 805
serve 748
serv7 727
servl 714
serv9 674
serv4 664
serv8 615
diffl 893
diff2 875
diff3 580
diff4 552

Extraction Method: Principal Axis Factoring.
Rotation Method: Oblimin with Kaiser Normalization.
a Rotation converged in 4 iterations.
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Structure Matrix

Factor
1 2
servs .822 536
serv3 .803 472
servé .770 507
serv2 770 | 450
serv8 756 | 612
serv’7 724 453
servo 715 491
serv4 698 | .473
servl 679 | .396
diffl 492 | .847
diff2 505 | .845
diff4 489 | 641
diff3 453 | 634

Extraction Method: Principal Axis Factoring.

Rotation Method: Oblimin with Kaiser Normalization.

Factor Correlation Matrix

Factor 1 2
1 1.000 631
2 631 | 1.000

Extraction Method: Principal Axis Factoring.

Rotation Method: Oblimin with Kaiser Normalization.
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AARNUIN .

Uoyan1TIATIEVANLLYND

(Reliability Analysis)
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9 -1 MIAATLIANUULTBHaVDIANU I USUTUNTHUITUATUNITAS19ANLLANA

Reliability Statistics

Cronbach's
Alpha

N of Items

.837

4

Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if ltem
Item Deleted Iltem Deleted Correlation Deleted
diffl 8.5179 3.473 731 765
diff2 8.5179 3.664 714 774
diff3 8.8274 3.820 630 811
diff4 8.5476 3.842 603 822

3 2 MINATILIANUULT 0D aURIANU I US U LN THUITUATUNITAS19ANULANAS

Reliability Statistics

Cronbach's
Alpha

N of ltems

911

9
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ltem-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
servl 26.8956 14.459 632 .907
serv2 26.8132 14.296 734 .898
serv3 26.7253 14.543 747 .898
servd 27.0110 14.475 .648 .905
servs 26.7473 14.444 .763 .897
servé 26.7253 15.195 .686 .902
servy 26.6209 14.999 .675 .903
serv8 26.7692 14.654 .720 .900
serv9 26.6154 14.680 675 .903

a ¢ oA A a =
3-3 fﬂi'ﬂLﬂi’]gﬁﬂjqﬂu%sﬁ@ﬂ't’]sUaQﬂrJrlﬂJar]ﬂJqﬁﬂL?NW]@IUI@EI

Reliability Statistics

Cronbach's
Alpha

N of ltems

.865

6

Iltem-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
techl 15.5495 7.917 670 840
tech2 15.4725 7.775 731 830
tech3 15.5440 8.028 .710 .835
tech4 15.5110 7.787 .695 .836
tech5 15.7253 8.024 .544 .865
tech6 15.7418 7.883 .635 .847

atvayulagdinnunemuaduayunsive (anq.)

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS

124



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning

funsisanduauinUssvauasegivedou

3 4 MINATILANNULYRVRINTITHU

Reliability Statistics

Cronbach's
Alpha

N of Items

734

4

Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Iltem Deleted Correlation Deleted
lead? 10.0960 2.610 428 726
lead3 10.0621 2.513 A76 701
lead5 10.0565 2.190 607 622
lead6 10.1921 2.292 592 634

3- 5 NMTILATILIANUU T DD DUDIAINIINLDTLNINBIANT

Reliability Statistics

Cronbach's
Alpha

N of Items

.847

4

Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Iltem Deleted Correlation Deleted
coopl 8.8659 4.218 .650 .821
coop2 8.9218 4.117 .689 .805
coop3 8.9441 3.615 776 764
coop4 9.0168 3.882 .634 .830
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Reliability Statistics

Cronbach's
Alpha

N of Items

.841

4

Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Iltem Deleted Correlation Deleted
respl 8.9497 3.745 .665 .803
resp2 9.0503 3.497 757 762
resp3 9.1341 3.735 625 .820
resp4 9.1508 3.657 .655 .807
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AMANUIN .

Tuiintunisveayyineig 9
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Competitive Advantage and Organizational Behavior of Small and Medium

Enterprises in Real Estate Service Business*

Dr. Niti Rattanaprichave;j
Nitir2001@yahoo.com

Thammasat Business School, Thammasat University

Abstract

This research aims to study small and medium enterprises (SMEs) in real
estate service business conforming to the ASEAN Economic Community Blueprint,
which addresses that the community members must accept a free trade of service
businesses such as property management and real estate broker business. The
objectives of this study are to examine the relationship between the types of SMEs
and their competitive advantage, to study the level of competitive advantage, and to
study the relationship between competitive advantage and driver factors.

The study uses survey and cross-sectional as well as empirical investigation.
A survey and online questionnaire have been conducted to identify the effect of
determinants toward competitive advantage. The sample is composed of SMEs in
real estate service business. The study has been tested at an organizational level with
samples of SME entrepreneurs, business successors, or board of directors or
management team. Quantitative analysis has been conducted through multiple
regression analysis with 198 samples. To confirm the findings, the result has been
shared and discussed further with stakeholders and scholars from an educational

institution. From literature reviews, competitive advantage can be categorized into
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differentiation and service quality aspects and driver factors with the concept of
organization behavior, including organizational leadership, interorganizational
cooperation, technological capability, and organizational responsiveness. Research
findings illustrate that each aspect of competitive advantage needs a different set of
driver factors to explain either the direct or the indirect effect. Interestingly,
technological capability is a perfect mediator of leadership and interorganizational
cooperation toward competitive advantage. Although, service quality is suitable to
exploit in any situations, differentiation is suitable to exploit in a highly competitive
market which will significantly expand an opportunity for the firm. In addition,
service quality is difficult to manage; however, it is considered important to develop
a real estate service firm sustainably with the competitive advantage of better

service quality.

Keywords : Competitive Advantage, Organizational Behavior, SMEs, Real Estate

Service Business

*Author is grateful to Thailand Research Funds (TRF), Office of the Higher Education
Commission and Thammasat University for funding this research and would like to thank Assist.
Prof. Jittaporn Sriboonjit, a research mentor of this project, for useful advices.
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1. Significance of the Study

In the year 2015, Thailand will become a member of the ASEAN Economic
Community (AEC). It means that the market among South East Asian countries will
be operated more freely; for example, shareholding in the company can account for
up to 70% of the foreigners, whereas foreigners normally cannot hold shares of
more than 50% in Thailand. More workers will be free to work among the member
countries. The size of both supply and demand of business will become larger with
570 million people of market size (Department of Trade Negotiations [DTN], 2552).
The AEC Blueprint obligations imposed on member states to liberalize trade in
services. With regard to Thailand under the obligations of the ASEAN Framework
Agreement on Services (AFAS), Thailand is bound to two activities of real estate
service business: (1) rent or lease-to-own or lease assets (Central Product
Classification [CPC] 82101) and (2) management of residential assets on the basis
of a fee or contract basis (CPC 82201; DTN, 2554). It can be seen clearly that
brokerage and property management will inevitably be facing the impact.

The threat both from external and internal factors mentioned above indicates
that it is important to prepare for participation in the AEC by applying the concept
of competitive advantage. Porter (1990) demonstrated the necessity of competitive
advantage especially in situations of competition that will make firms grow
sustainably. Different businesses need different competitive advantages, and with
the uniqueness of organizational behavior in real estate service business,
competitive advantage must be studied further. In contrast to general business,
property management and real estate brokerage management are clearly different

from other businesses; for example, property management is a kind of project work
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that usually has a bidding system and a short-term contract and needs skillful
building techniques, the art of dealing with tenants, as well as legal knowledge.
Consequently, this business depends much on reliability, past experiences, and
expectations in order to convince potential customers to award. On the other hand,
real estate agents do not need to stay the whole day in the office but often work in
fields with customers independently with information supported by the headquarters
with commission basis, and this work is also related significantly to legal
constraints. As a result, the organization structures of brokerage companies are
complicated. Therefore, this research is conducted to study the suitable competitive
advantage of small and medium enterprises (SMEs) in real estate service business,
which has led to the research topic “Competitive Advantage and Organizational

Behavior of Small and Medium Enterprises in Real Estate Service Business.”

2. Competitive Advantage in Real Estate Service Business

Competitive advantage is the organizational competence of using resources to
create better value than competitors for the organization and customers. In this
study, competitive advantage is focused on aspects of differentiation and service
quality. However, another well-known competitive advantage, the aspect of cost
leadership, is neglected from the study. In literature reviews, cost leadership is not
suitable for service business, which is unique and depends more on customers’
satisfaction (Bradley and Reagain, 2001; Farrell, Hitchens, and Moffat, 1993;
Lindahl and Beyers, 1999).
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2.1 Differentiation

Product or service differentiation means creating better value for customers
and enhancing customers to gain more benefits than usual (Porter, 1985).
Customized differentiation for the niche market is vital for SMEs in the service
business (Box and Miller, 2011; Bradley and Reagain, 2001; Farrell, Hitchens, and
Moftat, 1993; Kiker and Kiker, 2008; Lindahl and Beyers, 1999) with regard to the
limitation of resources that make SMEs have a low ability to compete against large
firms. In comparison with large organizations, differentiation is more suitable for
SMEs than other kinds of competitive advantage because of more flexibility of
organization structure, shorter span of control, and centralized power of leaders,
which can make changes happen immediately. The study of family business about
commercial playground in the United Kingdom by Douglas, Douglas, and Davies
(2010) pointed out that the differentiation of doing business is the key competitive
advantage beyond competitors. Differentiation of playground business is about
managing a higher standard and customizing a variety of activities, which is similar
to the study in the United States of 167 small enterprises, which found that focused
differentiation is the most important competitive advantage for a small-scale
organization (Box and Miller, 2011; Cater and Pucko, 2005). In real estate service
business, most of the firms seem much alike; property management is generally
about how to well maintain the physical building, whereas brokerage management is
about how an agent of a property does buy and sell. However, the above examples
indicate that amid a tightening market, any differentiated firm with distinguished

services would compete over normal firms.
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In this study, differentiation scaling is created by adopting the concept of
Kumar and Subramaniam (1997) and Chenhall and Langfield-Smith (1998) because
scaling has already been validated and is also applicable to use under the real estate
service business context. In detail, Chenhall and Langfield-Smith (1998) created a
questionnaire that comprises customer service and the flexibility of a firm and
includes important measurements such as providing higher quality to the market,
rapid delivery, delivery commitment, fast launching of new as well as superior
products, lower manufacturing costs, and fast change of production line. Kumar and
Subramaniam (1997) described seven attributes of differentiation, including
launching new products, providing different services, and providing more varieties

of products, quick services, better-quality services, and customized services.

2.2 Service Quality

Service quality is important to real estate service business, in which the
consistency of service quality will build sustainable competitive advantage (Beal
and Lockamy, 1999). One of the most recognized service quality scales is called
SERVQUAL by Berry, Parasuraman, and Zeithaml (1994). It is composed of
expectations and perceptions measurement through five dimensions: tangibles,
reliability, responsiveness, assurance, and empathy. Beyond SERVQUAL, many
scales were created by many scholars, some of which were customized to fit each
business.

With regard to variety of scales, it addresses that each business is different
and needs subtle study that the concentration must be delicately designed. However,

most scales were invented rooting from the concept of SERVQUAL; therefore,
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SERVQUAL will be applied in this study with the five aspects of tangibility,
reliability, responsiveness, consistency, and empathy. Service in the real estate
business is not the same as other businesses; it needs to serve customers expertly as
it relates to the abundance of legal work. Apparently, property management and
brokerage management are to provide professional services to customers; therefore,
quality is of concern. Therefore, understanding customers, prompt response to
requirements, or consistently working is taken into account in competitive
advantage over competitors.

In remark, the input and the output of competitive advantage must be taken
into account; for example, knowledge, ability, and resource are not competitive
advantages because customers do not perceive benefits from them; on the other
hand, these attributes are input variables for making competitive advantage (Cater
and Pucko, 2005), with which relational orientation between external organizations
i1s the main criterion to build up competitive advantage by understanding more
consumer insight and better cooperation (Chen and Hsieh, 2008; Ljubojevic and

Vetro, n.d.; Li and Wang, 2006).

3. Competitive Advantage and Organizational Behavior

In order to obtain competitive advantage, intangible asset is much more
preferred than tangible asset, which will also prevent product or process imitation
(Grey et al., 2007). Cater and Cater (2009) divided factors into five categories,
including tangible assets composed of physical assets and financial assets and
intangible assets composed of human resources, structure resources, and relationship

resources. The study revealed that all resources except physical resources impact

atvayulagdinnunemuaduayunsive (anq.) 140

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning

funsisanduauinUssvauasegivedou

differentiation. Intangible assets are valuable for SMEs; this is supported by the
study in New Zealand about the relationship between the franchisor and the
franchisee, showing that exchanging experiences and knowledge are the main
ingredients of raising competitive advantage. Location, wages, organization
relationship, and competency also have a direct effect toward competitive advantage
of SMEs in Finland (Toppinen et al., 2007). Factors effecting competitive advantage
may vary from time to time with regard to the characteristics of each business.

Driver factors of organizational behavior are important in driving the
competitive advantage of the firm. In fact, competitive advantage can be divided
into many kinds depending on each context; however, in this study, a research
framework (figure 1) will be framed in order to fit the objectives of the study with
two constraints: (1) size of organization and (2) nature of real estate service
business. From the research framework, it can be explained that organizational
leadership plays a major role in directing the firm (Baxster and Alasdair, 1999;
Edvardsson, 1998; Longenecker and Scazzero, 2000; Potthoff, 2004), and with a
simple organization structure, it is an advantage of SMEs to cooperate closely with
suppliers or customers. Today’s technological capability is accessible for SMEs
without the constraint of high cost like in the past. That is, if SMEs can apply
technology fast and specifically responds to customer requirements; this would
make the organization succeed. Confronting a large organization seems hopeless for
SMEs; therefore, finding a niche market would be a solution for doing business.

In conclusion, this study located organizational behavior as independent
variables composed of organizational leadership (Flint-Hartle and De Bruin, 2010;

LeMay, 2008; Ong, Ismail, and Goh, 2010), interorganizational collaboration (Cater
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and Cater, 2009; Chadee and Kumar, 2001), organizational technological capability
(Farrell, Hitchens, and Moffat, 1993; Grey et al., 2007), and organizational
responsiveness (Bradley and Reagain, 2001; Kiker and Kiker, 2008; Lindahl and

Beyers, 1999; Porter, 1990), whereas dependent variables are differentiation and

service quality.

Figure 1 Research Framework

Organizational Behavior

Organizational Leadership

Inter organization

Collaboration Differentiation

v
Organizational Technological

v

Capability

Organizational /
Responsiveness

Service Quality

_____________________________________________

3.1 Organizational Leadership
The leader is an important person who drives the organization, especially
SMEs, in which that leader directly impacts the direction of the organization in

order to gain the competitive advantage of both differentiation and service quality
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(Edvardsson, 1998; Longenecker and Scazzero, 2000; Potthoff, 2004) as well as
organizational performance (Baxster and Alasdair, 1999). Much research about
leadership has shown its effect toward organization efficiency. A leader is
passionate to change and manages team members as well as provides and allocates
resources with an aim to achieve the organization’s goal (Anderson et al., 2005).
There are many perspectives on measuring leadership; however, an interesting idea
considering organizational leadership or participative leadership does not only focus
on leadership solely but also connects leadership to an organization. It is believed
that focusing only on leadership without integrating organization will yield less

advantage (Baxster and Alasdair, 1999; Kivipold and Vadi, 2008).

3.2 Interorganizational Collaboration

To strengthen the organization, interorganizational collboration is important
because today’s organization is situated in an open environment. SMEs are a kind of
limited resource firm that makes research and development difficult; as a result,
connecting to external organizations will be an opportunity for SMEs to share
knowledge and know-how or information (Street and Ann-Frances, 2007) as well as
to build service quality (Perry and Sohal, 1999). This study will concern external
collaboration between the customer, the supplier (Grant and Baden-Fuller, 1995;
Lane and Probert, 2007), and the allied organization that yield in differentiation
(Dennis, 2000; Rattanaprichavej, 2010). Beyond cooperation among private
organizations, in Thailand, there are nonprofit organizations that promote property
management and brokerage management businesses such as the Property

Management Association of Thailand (PMA) and the Thai Real Estate Broker
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Association (TREBA) by organizing professional seminars, sharing useful
information, updating related legal data, and accrediting qualified members.
Interorganizational collboration has various views under mutual benefits such
as cooperation in research and development, marketing and sales, or product design
(Birru, 2011). The main concept of interorganizational collboration is about
exchanging knowledge in order to develop products or services (Bastos, 2011; Grant

and Baden-Fuller, 1995; Johansson and Malmstorm, 2012; Lane and Probert, 2007).

3.3 Technological Capability

Technological capability or technological competence is an ability to
transform data, information, and knowledge to support product services or process
development in order to achieve organizational performance. Today, technology is
easier to access without a huge investment like in the past; therefore, technological
capability 1s an opportunity of SMEs to develop. In general, technological capability
is about input and output in the organization, or it is about the study of applying
technology to create value for the organization. Significantly, technological
capability is not only computerization; it is also about the process of work. Today,
technology like building management program, real estate agency program, or
customized process for each building incrementally influences real estate service
because of the shortage of labors, cost saving, and sophisticated demands from
customers.

Technological capability creates innovation for an organization (Wang et al.,
2006) and is applied in order to build value added for customers faster than the

competitor (Tsai, Chuang, and Cheng, 2008) as well as to develop service quality
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(Reynierse, 1993). In addition, interorganizational collboration leads to
technological capability (Chanthanapant, Nabi, and Donberger, 2012; Cuero, Nabi,
and Dornberger, 2012; Kumar, Kumar, and Persaud, 1999; Nicholls-Nixon, 1995;
Savory, 2006; Wang et al., 2006), which is similar to leadership (Chanthanapant,
Nabi, and Donberger, 2012; Cuero, Nabi, and Dornberger, 2012).

3.4 Organizational Responsiveness

When SMEs are compared with a large firm, they have better advantage
because their structures are more flexible and can respond to special demands
quicker and will lead to competitive advantage (Holweg, 2005; Hoyt, Huq, and
Kreiser, 2007). The responsiveness of an organization does not mean only speed but
also concentrates to fit dynamic environment and niche demands. Consequently, an
attempt of the team to respond to niche demands, which large firms are unable to do,
should be a nonimitable advantage. Today’s complicated demands make firms
respond to the market quicker, and customized or extra services must be in place;
building a management plan for natural disasters is increasingly important, or
changing codes of work in brokerage regulations are unavoidable to change the
process of work. Another example of responsiveness in real estate service business
is the following: in the past, majority of people residing in Bangkok live in a house;
this 1s in contrast to today, wherein the coming trend is to live in high-rise
condominiums. That changing trend of living has required both property
management and real estate brokers to adapt their work structures to fit the new
lifestyle. In conclusion, the responsiveness of an organization is a concept covering

flexibility, quality, and speed of service (Asree, Zain, and Razalli, 2009).
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4. Research Methodology

This research was a survey and a cross-sectional as well as empirical study.
The study focused on the competitive advantage and organizational behavior of
SMEs. The population and sample of the study were chosen using convenience
sampling by online survey and questionnaire distribution. A total of 198 samples of
SME members in real estate service business were collected. The qualitative method
of in-depth interview was conducted with stakeholders from academic institutions,
private firms, and nonprofit organizations. The questionnaire was created by
reviewing literature and was adjusted according to the content and construct validity
techniques of exploratory factor analysis (EFA). Reliability analysis with Cronbach
a greater than 0.75 was also examined. Analysis of variance (ANOVA) was tested
in order to understand the influence of real estate service business types of property
management and brokerage management, whereas multiple regression analysis was
applied in investigating the effect between competitive advantage and organizational

behavior.

5. Research Results
5.1 Level of Competitive Advantage and Organizational Behavior

From table 1, of the samples, 57.4% was female, and more than half of the
samples were younger than 30 years, which could be interpreted as that members in
the real estate service business seemed very new to the business with rather low
experience. About 50% of sample’s designation was in the executive management
level, and the rest was in the administration level. Of real estate service business,

50% was property management, 33% was brokerage management, and interestingly,
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the rest was doing both businesses, which might explain that it gained benefits in
terms of data and information sharing. Upon data collection, 65% was survey
questionnaire, whereas 35% was collected through online questionnaires. When real
estate service firms were categorized by type, gender, age, and education level and
designation, firms in each type were rather similar. Most of the samples in each type

were females holding bachelor’s degrees and are younger than 30 years.

Table 1 Level of Competitive Advantage and Organizational Behavior

Factors N minimum maximum mean SD

Organizational Behavior

Organizational 197 1.67 4.00 3.34 .55
Leadership

Interorganization 194 1.00 4.00 2.99 .63
Cooperation

Technological 197 1.33 4.00 3.10 55
Capability

Organizaitonal 197 1.00 4.00 3.04 .61
Responsiveness

Competitive Advantage

Differentiation 197 1.00 4.00 2.89 61
Service Quality 197 1.78 4.00 3.34 47

When the scores among independent variables were compared, organizational

leadership got the highest score at 3.34, whereas technology capability,
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organizational responsiveness, and organizational cooperation were 3.10, 3.04, and
2.99, respectively. As a result, only organizational leadership was in high level,
while the other three were not in the high level and needed to be continually driven
by the leader in supporting practice, exchanging knowledge among external
organizations. Sufficient resources are important in stimulating new ideas of
levering the work process and procedure and in preparing change in order to fit the
dynamic environment.

For competitive advantage, differentiation and service quality got very
contradictory scores; service quality is situated in a high level at a score of 3.34, in
contrast with differentiation, which got only 2.89. Therefore, it might be value
adding if any firms can enhance differentiation in order to make themselves
distinctive among general firms. Moreover, the result of ANOVA analysis
demonstrated that there are no differences in competitive advantage among business
types. Consequently, in this study, the data from each type were mixed in the overall
study of real estate service firm.

The research framework of differentiation (figure 2) shows that technological
capability, organizational cooperation, and organizational responsiveness
significantly affect differentiation, respectively. Surprisingly, only organizational
leadership has no effect on differentiation. All organizational behavior factors are
able to explain competitive advantage for 45.5%. On the other hand, research
framework of service quality (figure 3) shows that organizational responsiveness,
technological capability, and leadership significantly affect service quality orderly.
Interestingly, organizational cooperation has no effect on service quality, and the

prediction power (R®) of the model is 42.0%. However, organizational leadership

atvayulagdinnunemuaduayunsive (anq.) 148

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning

funsisanduauinUssvauasegivedou

has no effect on differentiation, and organizational cooperation also has no effect on
service quality; they indirectly have an effect toward differentiation and service
quality as they significantly impact technological capability. In remark, each
research framework has different factors as well as coefficients in order to explain

competitive advantage.

Figure 2 Research Frame work (Differentiation)

Organizational Leadership

Inter organization
Collaboration

Differentiation

S562%* 230%*

Organizational Technological
Capability 184%

Organizational

A 4

Responsiveness

** gjgnificant at 0.01 level, R> =45.5

Figure 3 Research Frame work (Service Quality)
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6. Research Findings, Discussion, and Implication
From the above results, an idea can be expanded with the literature review
and in-depth interviews with stakeholders in the real estate service business

profession, conforming with research objectives, as follows:

6.1 The Relationship between the Types of SMEs and Their Competitive
Advantage

From the result of the ANOVA testing, the level of competitive advantage of
the brokerage management firm, the property management firm, and both the
brokerage and the property management firms are the same. It is convincing that

because of the similarity of organization structure as well as the nature of the
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businesses making no difference between the types of real estate service firm;
therefore, the result of the study can be completely applied and explained the three
types of real estate service business firms without individual analysis in each

business.

6.2 Types and Level of Competitive Advantage of SMEs in Real Estate Service
Business

Competitive advantage in two aspects is rather different. SMEs do not have
high scores on differentiation. From in-depth interviews, most real estate service
firms cannot differentiate their services. Most of the provided services are in
common with the response to customer requirements, and price determination is
always used as a main strategy. However, the firms that can differentiate their
services such as setting their own standard of work, customizing unique uniform, or
approaching the customer with a new way of thinking have gained higher
satisfaction from customers. Especially in the situation of a tough market,
differentiation will be an advantage of convincing as well as catching up with
customer intentions. In contrast, one of the interviewees from the private sector
disagreed with this concept because if, as time goes by, any firm will also try to
build the same successful differentiation in the market, then the differentiation is not
different anymore. It is arguable that one of the main concepts of competitive
advantage must not be easy to imitate or will need much time to imitate which
depends on each organization competency and resources.

Service quality is a sustainable competitive advantage which is mainly

expected from the customer. From interviewing private firms, owners reviewed that

atvayulagdinnunemuaduayunsive (anq.) 151

dAnNuANENIIUNINTIANANY (@N8.) WALUMINEIRESTTUAERS



AnuliUTeulumudatureamiavuanaluassuIngaNUssnngsnausMsodmisuning

funsisanduauinUssvauasegivedou

although service quality is vital, it is the most difficult thing to handle because it
involves the staff’s personalities and depends on moods, attitudes, and behaviors;
therefore, training and coaching human resources must be realized. Another
interesting view is about the agreement between the service provider and the service
receiver—that property management firms should not serve customer requirements
beyond agreement basis. In doing so, the procedure of working will not follow the
agreement line and might lead to many problems and conflicts. In practice, both
positive and negative views toward this idea took place; for example, one of the
building managers tried to please the co-owner by sending and picking up one of the
co-owner’s children, which in fact exceeded an agreement. In a positive view, the
co-owner was very happy of the expected service, whereas in a negative view,
dissatisfaction resulted among other co-owners under the perspective of personal
advantage. As a result, trading off between providing service along and above the
agreement must be of concern.

Collected data show that SMEs in real estate service business have a high
level of service quality, which is an important and unique factor for Thai firms in

order to exploit against foreign competitors during AEC launching.

6.3 Competitive Advantage and Organizational Behavior of SMEs in Real
Estate Service Business

Organizational cooperation, technological capability, and organizational
responsiveness are the driver factors toward competitive advantage in the aspect of
differentiation, whereas organizational leadership does not have a direct effect;

however, it has an indirect effect through technological capability to differentiation.
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On the other hand, organizational leadership, technological capability, and
organizational responsiveness significantly affect service quality. However,
organizational cooperation has an indirect effect through technological capability to
service quality. Interestingly, the sets of organizational behavior that affect different
competitive advantages are different.

From the literature review, research results, and in-depth interviews,
leadership is one of the crucial attributes in organizational behavior in order to force
organization members to improve themselves. Although leadership is important for
appointing service quality by forming and implementing the quality standard, it does
not contribute to differentiation. It might be explained that leadership needs a
mediator like technological capability in order to illustrate rigorous action to provide
new and differentiate services. For organizational cooperation, it directly affects
differentiation since it can pool resources for supporting members to exchange ideas
and develop into a differentiate service e.g. the cooperation of properties
information sharing between co brokers leads to higher chance of success selling
with the mutual benefits basis. However, cooperation has no effect toward service
quality. It might be explained that under the Thai context of real estate service
business, cooperation is not conducted rigorously. Therefore, knowledge transfer is
not applicable in the real practice of improving quality of service. However,
technological capability is also a mediator for transferring an indirect effect between
cooperation and service quality. In addition, technological capability is essential for
developing both differentiation and service quality. Technological capability is
about changing ways of working concretely by customizing a specific process of

working, yielding in differentiated services. Not only differentiation but also service
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quality will be gained regarding enhanced technological capability by efficiently
responding to customer requirements (e.g., using mobile application to connect
customers or potential buyers and sellers is a new way of working closely, reserving
a building shuttle using a computer system, and using online requests for repairing).
Technological capability would not succeed without the support of a leader as well
as interorganizational collboration.

Organizational responsiveness is a factor that can explain both differentiation
and service quality. If service providers respond to the incident promptly, the
organization will obtain differentiation as well as positive perception from
customers. Organizational responsiveness is being able to manage, such as
appointing the exact time frame for serving customers after getting requirements and

planning a contingency plan for special incidents.

6.4 Business Implication

SMEs in real estate service business have unique characteristics that are
different from general businesses especially that the competitive advantage of cost
leadership 1s improper to use in real estate service business. Differentiation in real
estate service business might not be the first competitive advantage to be created
because quantitative and qualitative research show that service quality should be the
first to build because it will yield brilliant value to the expectation of customers. For
differentiation, it is important particularly after the firm reaches a satisfying quality
of service. Differentiation in firms will add value to their customers and make the
firm shine brighter than normal firms. When bidding competition begins,

differentiation will significantly expand an opportunity for the firm, which contrasts
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to service quality that potential customers will perceive only when a choice has been
made. For organizational behavior, real estate service firms must realize continual
development of service quality and standardize as well as make quality consistent.
The leader must allocate sufficient resources for developing technological capability
with the aim to change the ways of working, conforming to customer requirements
because technology is like a bridge connecting organizational leadership and
interorganizational cooperation toward competitive advantage. Responsiveness of
the firm must be customized, planned, and prepared to respond to customers’ needs
or even emergency incidents. In addition, to apply the concept of competitive
advantage and organizational behavior, each firm must understand the diversity of

contexts before applying the idea.
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