WdenisAunindase AMAIMNALULATUINITAIEAULBILAZNITTUITNIAIY
avendrananuAdlatadlsawe: NMsAnwIlug

MsunsszuInvantalisalalsun 2019 1Ain-19)

d‘ Y A

BRI ARINT GAUAR
ToUy WIFFNTUNITUTA (S2UVATAUNALNDNITINNIT)
AU/ AL/ UNINYEE STUUATAUNALINDNITINNIT

WP AEnI Az A1SUYT
UMINYNFUSITUANERNS
919158NUSNINISAUAIDASE  AIENS19158 A5.Asanwal 15aunasnue

Un5Ane 2564

maluladu3nisaenuies (Self-Service Technologies: SSTs) Wl uBnwils

MadenfigisasilonanigInalinugnaInnITuyieLneInaenIUTINILTWIULALNNN

Tuaarunisaln1sunsseurnvawtalisalalsun 2019 (1A3n-19) AFIdINANTENUMD
a Ql' v I~ 1 d" a v 1 Q' a o i a é’
gsnalsausuuaziniluegeunn damalulagainanisuiinisianlduazdunumunniuly
naugsnalssuLasIWNUINTY Wy wIesBlanvselind (Kiosk) nsdnvinaziasesnausy

A A

(IVR) wazuaunadiatuiiafa (Mobile application) AasAIUNININITTNYIAINAZDIANIYLE

LY o o a

a ) Y Y A Y o @A & A o Ao v a o
dinanuiulaliungnaiiginineidusndade nddydmsugsialnuinislulagtulunis

o 3
4

asemnulidseulunswistuluaniunisalnmsunsssuiaveadalasalalsun 2019 (ein-19)

Afedifunsinunatovesnmuaminaluladuinmafienuiowuar n1susie
anuavendmadenutlavedsusalnefimstuuangunmneluladuinisdenuies
(SSTQUAL) Fagnsimunitelduszifiunuainnisliuinisuuudidnnsedind Tnoldsiiu
MInageUALITBNazANLgNFBIvesanan TIauarannsaliUssIiunmAmANTUTANS
drumalulaguinisaieauieslalunalgusun srudwuiAnnisiuianliuazenn
uwhnsanulagdavianuidelugiuvuidsiiinunnnguiedisinelduinsmalulad
Uimseauedugsialsusuriogsiedu q Mdnvugnsldnumaluladuinissmenuies
fndlounzendeiu 1wy ssfvamenslunazgsialssnimeuns

NAaN15398NWUI1 Yadeilandunisiday Jaseainudasnsde Jademdusula

Jadenmseenuuu waztadenisusuudadidvinadennuiianelavesgnen uazdadenunin

Ref. code: 25646302037095WSF



(2)

a 1

ANaren Jaduanmwindenniusinguardadenginssuvesninau avinasenissuina

@

ANALDIA Feadnuianelavesgnatiazn1sSuitenluazeInndsnsnasnenitusla

909l59ksupgNalived A

o

ArdAey: wAluladusnismienuies, Aunmmalulagusnisaienules, N155U3NemErae,

Auianelavegnan, Aunalaaslsasy

Ref. code: 25646302037095WSF



Independent Title SELF-SERVICE TECHNOLOGY QUALITY AND
PERCEIVED CLEANLINESS AFFECTING INTENTION
TO HOTEL BOOKING: STUDYING DURING
CORONAVIRUS 2019 (COVID-19) PANDEMIC

SITUATION
Author Khunakorn Susukkhon
Degree Master of Science

(Management of Science Systems)
Major Field/Faculty/University Management of Science Systems
Commerce and Accountancy

Thammasat University

Independent Advisor Professor Siriluck Rotchanakitumnuai, Ph.D.
Academic Year 2021
ABSTRACT

Self-Service Technologies (SSTs) is another option that helps create
business opportunities for the tourism industry as well as the hotel and accommodation
businesses in the situation of the Coronavirus Disease 2019 (Covid-19) epidemic that
has affected to business very much. SSTs are beginning to be used and have a greater
role in the hotel and accommodation business, such as electronic devices (Kiosk),
telephone and answering machines (IVR) and smart phone (mobile applications).
Maintaining cleanliness that enhances the confidence of our guests is another
important factor for today's hospitality business to gain a competitive advantage during
Coronavirus 2019 (Covid-19) pandemic situation.

This research examines the factors of self-service technology quality and
cleanliness quality that affect hotel booking intentions by applying the Self Service
Technology Quality (SSTQUAL) concept, which was developed for electronic service
quality assessment. It has been tested for the reliability and validity of the
measurement scale and can be used to assess service quality through self-service

technology in a variety of contexts. Including the concept of perception of cleanliness
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to study by conducting research in a quantitative form from a sample group who used
to use self-service technology in the hotel business or other businesses that have the
same or similar nature of self-service technology use, such as airline business and
movie theater business.

The research results showed that the factors of functionality, security,
assurance, design and customization impact customer satisfaction. In addition the
factors of cleanliness quality, appearance of the environment and staff behavior
impact perceived cleanliness. Moreover, the research found that customer satisfaction

and perceived cleanliness impact intention to hotel booking significantly.

Keywords: Self-service technology, Self-service technology quality, Perceived Cleanliness,

Customer Satisfaction, Intention to hotel booking
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