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59750003: MAIJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE; M.B.A.
(BUSINESS ADMINISTRATION FOR EXECUTIVE)

KEYWORDS: QUALITY OF SERVICE/ MARKETING MIX/ TRUST

JIRAYUT SAKULLERTMONGKOL : PERCEPTION OF SERVICE QUALITY
AND PERCEPTION OF MARKETING MIX AFFECTING TRUST IN RENTING THE

APARTMENT. ADVISORY COMMITTEE: SAKCHAI CHANROUNG, Ph.D. 2018.

The purpose of this research was to study 1) the tenants’ perception of service
quality of the apartment, 2) the tenants’ perception of marketing mix perception of the apartment
in Chonburi, 3) the tenants’ trust in the apartment rental service and 4) the influence of the
tenants’ perception of service quality of apartment and marketing mix of the apartment on the
trust in renting an apartment. The study was conducted using questionnaire distributed to 400
apartment tenants in Chonburi Province.

The study results revealed that the service quality was important for the perception
of service users. It was found that apartment tenants in Chonburi Province perceived the overall
service quality the most. The marketing mix was also important and the tenants perceived the
marketing mix at the highest level. This resulted in the tenants’ trust in the apartment’s personnel
and system. It was concluded that the perception of the service quality and marketing mix had a
positive effect on the tenants trust in renting the apartment in Chonburi. When various aspects
were considered, it was found that apartment tenants in Chonburi Province focused on service
quality in terms of convenience, reliability, understanding needs, tangible external characteristics

and the marketing mix in term of product, price, apartment staff, and environment.
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sy
TR1 (tmmsﬁ 1) TR2 (tmmi?; 2) T (ﬁmmiﬁ 3)

A 0.878* 1.041* 0.959*

0.001 0.00 0.00

QU1 0.133* -0.019 0.057
0.013 0.720 0.198

QU2 -0.053 -0.067 -0.060
0.378 0.251 0.226

QU3 -0.008 0.004 -0.002
0.885 0.940 0.966
QU4 0.119* 0.235* 0.177*
0.046 0.000 0.000

QUS 0.115 0.044 0.080
0.066 0.470 0.124

QU6 0.027 0.095 0.061
0.625 0.079 0.181
QU7 0.175* 0.170* 0.172*
0.003 0.003 0.000

QUS 0.003 0.014 0.008
0.959 0.805 0.859
QU9 0.194* 0.233* 0.214*
0.001 0.000 0.000
QUI10 0.095 0.066 0.080*
0.052 0.168 0.047

R’ 0.620 0.624 0.685
P-value 0.000* 0.000* 0.000*
R’ADJ 0.368 0.374 0.456

* P-value < 0.05
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0.194 ua P-value = 0.001, ﬂmmwmﬂﬁ'ﬁﬂﬁﬁ’mmmﬂu%% (QU7) Tagll
Adnlsz AN = 0.175 11z P-value = 0,003, AU IFLTMIATUANUANFUAIN (QUIT)
Taeimduseans = 0.133 uag P-value 0.013, AMAIMMNT IRUIMIMUANNAZAIN (QUA)
Taolimdulszans = 0.119 118 P-value = 0.046

Tasei lifsninadeuinaeanu 13 leduszieyana (TR1) 1&un amnmn
msliusmsdnigamiiuiiag (QUS) Tasfimduyszdns = 0.115 ez P-value = 0.066,
auammsIfuImsdudnsazmeueniifuzussau (QU10) Tnsfiddulszans - 0.095
1ag P-value = 0.052, ﬂmmwmﬂﬁ’ﬁmiﬁ’mmiﬁ@ms (QUS) Tasiimduilszans = 0.027
1A P-value = 0.625, AN INMS IKUIMsmuaNulasasis (QUS) Taetimdunlszans
0.003 1182 P-value = 0.959, AMMNAI IHLUTMIMUMIADDTUDILEITIAGT (QU2) TasTian
FulszAns = -0.053 uag P-value = 0.378, auammsInuimsaumsliaussous (QU3)
Taelimdualszans = -0.008 uaz P-value = 0.885

Y
Yo A

FATNNIUNUMANMNTN 1 1aadil

TR1 = 0.878+0.133QU1+0.053QU2+0.008QU3+0.119QU4+0.115QU5+

0.027QU6+0.175QU7+0.003QUS+0.194QU9+0.095QU10+¢ (1

Taggun135aana1nlin1 R°’ADJ = 0.368 ¥a18A143 d@1815005 018N 5ilasuuas
v04 TR1 133000y 36.8
adeniionsnamauinasay insladuszuy (TR2) laun aunmms
r'd
TdusmImuanuazain (QU4) Taelimdulsza@ns = 0.235 uaz P-value = 0.000, AMNIN
1 U = Q’
M3 lrusmMsauanuEnlannudedns (QUY) Taslimduilszans = 0.233 uag P-value =
Y a o VoA A AW a £
0.000, AMMNMIIHUTMIMUANNUNFDD (QU7) Taslimdulssdns = 0.170 uay
P-value = 0.003
Paden lutisnsnadawinaennu 13 laduszuy (Tr2) laun amninms
Y a Y A Al o a £
TAusmsaums@eas (QUe) Tasliaduilsz@ns = 0.095 uag P-value = 0.079, AUNINNIT
a o g T o a £
TRusmsdmansuzneueniiilugisssy (QU10) Tasliaduilsz@ns = 0.066 taz
Y Aa k) I Aa Al ow a £
P-value = 0.168, AN NI IHUIMIANUANUGN MY UNAT (QUS) Taslimauilszans =
Y Aa Y @ =
0.044 11az P-value = 0.470, AN NI IRUIMIAUANLIaoANs (QUS) Tagll

Aduszans = 0.014 118g P-value = 0.805, ABININAIS IHLTMIMUMIHaNssous (QU3)
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Taelimduilsz@ns = 0.004 11ag P-value = 0.940, AMATNAT IV MIMUNMTAOUTUDIDE
520131 (QU2) TasiliAdualsz@nT = -0.067 uag P-value = 0.251, AMMNAT IHUTMIMY
ANNANFUAIN (QUD) Taeliaduilse@ns = -0.019 uag P-value = 0.720

Y v

& ' = &
FIFMWITOUNUMTUNITN 2 "kamu

TR2 = 1.041+0.019QU1+0.067QU2+0.004QU3+0.235QU4+ 0.044QU5+
0.095QU6+0.170QU7+0.014QUS +0.233QU9+0.066QU10+e )

Tasaunsanananial R°ADJ = 0.374 ¥u19A2141 au1soesu1enmsulasuulag
04 TR2 l@508ay 37.4
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M3 lHUSTMIAUMIABUAUBI08193IR157 (QU2) TaeTimduiszans = -0.060 uag
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Tasaunsaanaintual R°ADJ = 0.456 Hu18A14I1 au1soesu1emslasuualag
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TR1 (E’ﬁ\lﬂ'li‘ﬁ 4) TR2 ('GTNﬂ]Tﬁ 5) T (aum‘sﬁ 6)

Anaii 1.174* 1.165* 1.170*

0.00 0.00 0.00
Pl 0.159% 0.068 0.113%
0.004 0.212 0.014
P2 0.047 0.188% 0.117*
0.405 0.001 0.013

P3 0.039 0.032 0.035
0.483 0.566 0.448

P4 0.057 0.058 0.058
0.117 0.104 0.058
Ps 0.147* 0.115 0.131%
0.020 0.064 0.013

P6 0.001 0.063 0.032
0.990 0.280 0.519
P7 0.296* 0.234* 0.265%
0.000 0.000 0.000

R’ 0.597 0.603 0.663
P-value 0.000* 0.000* 0.000*
R’ADJ 0.345 0.352 0.430

* P-value < 0.05
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P-value = 0.483, 821152 aUN1INITAAIAMUNTZUIUMT IHUS T (P6) Taeliadulseans
=0.001 18 P-value = 0.990
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Mus (P2) Taosiadulsz@ng = 0.117 1ag P-value 0.013, AMszaunaImInaInaIuy
wanfaaTRouin (P1) Taolimdutlszans = 0.113 1ag P-value = 0.014

Taseii lifisnswatanaenny13sle (1) 18un dautlszaumansaaindin
MsaUasUNITAAIR (P4) Taemduszans = 0.058 1Az P-value = 0.058, @Iuszaunig
MIAAAMUMTIATINUY (P3) Taefmduszans = 0.035 uag P-value 0.448, @71
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+0.265P7+e 6)
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TR1 (aumﬁ‘ﬁ 7) TR2 (emmsﬁ 8) T (emmsﬁ 9)

Anadi 0.566 0.704 0.635*
0.024 0.005 0.002
QU 0.526* 0.397* 0.461*
0.000 0.000 0.000
P 0.350* 0.459* 0.405*
0.000 0.000 0.000

R’ 0.622 0.618 0.689
P-value 0.000* 0.000* 0.000*
R’ADJ 0.384 0.379 0.471

* P-value < 0.05
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