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THE SERVICE QUALITY DEVELOPMENT OF BANGKOK ARENA

Watcharee Wongsabut, Wanchalee Noriya, Prasertchai Suksa - Ard,
and Nug - Rob Rawang-Karn

Faculty of Social Science & Humanities, Mahidol University

Abstract

The objectives in this mixed method research were to study the level of satisfaction,
and expectations services of Bangkok Arena, and to study the development of service quality
of Bangkok Arena. The respondents in the quantitative phase were 272 Bangkok Arena
members, and the in - depth interview was conducted with collected data from 6 people in
qualitative phase. The statistics used to analyze the data were percentage, mean, standard
deviation, t - test and comparing expectations and satisfaction to find the quality of service
and analyze the content Presented in the form of tables and information accompanying the
essay.

The research results showed that the satisfaction was at a high level (X = 3.54, S.D. = 0.20),
and the expectations was at a high level (X = 3.72, S.D. = 0.21). When considering the comparison
of expectations and satisfaction It was found that overall, there was a statistically significant
difference at the 0.05 level. When considering each aspect comparing expectations and
satisfaction, it was found that there were statistically significant differences at the 0.05 level in 5
areas: 1. Information Technology Management 2. Tangibles 3. Responsiveness 4. Advertising and
Public Relations 5. Assurance, Empathy and Reliability there was no statistically significant
difference at the 0.05 level.

The difference between expectations and satisfaction with service quality was found
that the services were in lower quality than the expected level. This corresponds to in - depth
interviews. The Bangkok Arena must have the standards of the building, and premises. The
Bangkok Arena should propose a budget plan for the maintenance of the entire facility system
with more variety of activities. There should be a regular staff meeting, training on service mind.
There should be publicity about the process of participating in activities, opening time services in

all channels, and the use of technology to provide services.

Keywords: development; service quality
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| 1 Y a td Y v Y d' Y a I o
p.15) Na1331 nstivImsuagnisieusugnalilasuaunelaseinfiazunlduinisdn aisin

v 14 v v

walulaglnil 9 1Wwuldlun1suinis wasdsaennassiunivalaass (Spechler, 1988) na1317

o & a = o a Ao o I~ v a U v 1
AMUANSAVONIUUTNT Amsatun1sndidey As Tdwaluladuazszuuang o 11198 (Methods,
System and Technology)
2. ugUanu¥ain1aNenMueIN1suUINsie (Tangibles) Mnuansidenuin awudesduly
4 =

MINNINTZIUVRIDIANTUALADIUN 0IA1sTmEnzan Anliddrgansalngy QIvieruia desdfivense

Wigane M3asRsneluaufesEyaIn @ennaediuNMININIEIUANSARINTLNIUYIUAT (Culture,
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5. flashetihanasgiu WAENFUANYMEANNLINSEIUYRETNoWNITY
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Phiphatpokakul, 2010) 88 Unen15U3 N137 &5 19AudsalesAns Ae vSn1sAdwaue (Offer) lng
a (v ¥ dg % = Y a dy =1 v [
fsannANUMAIIveIgnA Fausenaume 2 Usens fie nistiusmsitugnuluye dudnuase
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a 1 = &al a a o A o ~ v v v |
fsalivgnadunieniegud Anuinenai3ul AIsINSIRanUANN eunToes Ui Ny
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(David, 2003, pp. 152 - 154) na@139a N153an1sa1unsaduayuliuinisa1uiwilueannsiu
(Managing support services) Tudun15UsNI59ANT (Administration) N1F3ANITIIENITHN ) N1AT
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(David, 2003, pp. 152 - 154) na13ie N1sdan1saiunisatuayuliuinisaiuiuiluesfnsiug
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B N15IANTYAAITIVEINTNIY (arranging team uniforms) kazAdITzAesildiielunisuifeu
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2. fuaulinadald (Reliability) nsdalifiAanssufinarnvaneidulumumiudenis
mamm%mﬂu?ﬁﬁﬂﬁ@ msidud swnuindaldsumsiauarensde dunsnisdeiu
COVID - 19 1unﬂﬁyu‘1'7fu§mi donAaeItU SYn9n Faldeu wavasliuyt (Richard, William, & Laurence
2008, pp. 121 - 144) na1331 Y munlun1su3n1sgnan (Defining Customer Service) dingee 4 4o
il

nndedl 1 nsuAudeINIsYRIgNAN (Rule 1: know your customers)

ngdef 2 Amuansdaszifoumeinunmsuinig AeglignAald$unsu Rule 2 determine

your organization’s view of customer retention and service)

= ¥ td v L3

ngveN 3 nMvualudiignAinents wazleuduiiuidevimivesuTuvnvesan (Rule 3:
determine what customers want and its compatibility with your vision)
ngvef 4 eanwuUsTUUNTUSEANS A NLaN5ai1Idevied (Rule 1: design an effective

system to deliver the vision)
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1.3 Yangunsal iedesruiemnuazain (Material) fuImsngannumiuasaIsdads
grwganuazaInMelugudimnunnenasuililduiuisaneiasinunim

1.4 33n158AM13 (Management) fuimsngaunmasnunas siedinitisades aasiinsih
wialulagaisawmna iuknannasuvengavnumuasiun1siiusnig ludnvae sport one stop
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wntu fnsUssanduiusianssusine feyafitudemnnisaiinuromsiivarnvans
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2.1 Ay (Man) 1§t qudAsuiesneneniui deat15un1sniseusy n1seusuida
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2.4 35mM3599m3 (Management) § U U nusumsliusmsansuiinuie Tasnnsuinig

U U#a1un1u Job Description, Job Function ﬁ’wﬁﬂﬁ'mmadaﬂwﬁ'maumu Work Flow wagil
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a = = = ¥ a % a = a0 = =
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2. siNsAnwIUSEUEUNTUIITIANITUAEAINTTUTENINAUG ANV INTUNNUMUAT
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