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ABSTRACT

Title: Study on the Influence of Relationships Between Customer
Value, Customer Satisfaction and Customer's Decision Making

to Study abroad in H University in Thailand

Author: Huiyuan Hu

Advisor: Dr. Hongyan Shang

Degree: Master of Business Administration

Major: Business Administration (Chinese Program)

Academic Year: 2021

With the acceleration of education internationalization and marketization, the
space for the public to choose education is broader. Study abroad as one of the choices
of education type for the public, and the decision to study abroad of the public is
variety. On the side of the source country of study abroad, China has become the
largest source of overseas students in the world; From the perspective of where
Chinese students choose to study abroad, because of good relationships between
China and Thailand, moreover, the advantages of internationalization of education and
low cost of study abroad in Thailand, make Thailand become one of the popular
countries for Chinese students to choose to study abroad. H University in Thailand
with the enterprise as the background, how to better win the favor of Chinese students
through the use of marketing strategies, It's worth studying.

By sort out studies on college admissions, the author of this study found that the
student is the customer for universities. This study takes Chinese students who are
studying for master's degree and graduated from H University in Thailand as the
research respondent, the relevant data of 230 wvalid questionnaires collected by
questionnaire survey were analyzed by SPSS software. In the end the relevant
conclusions are summarized by sort out the data analysis results and model
verification. The result is that there is significantly positive effects between customer
value, customer satisfaction and customer's decision making to study abroad,
customer satisfaction has a partial mediating effect on relationships between customer

value and customer's decision making to study abroad.

II



By studying the influence of relationships between Customer Value, Customer
Satisfaction and Customer's Decision making to Study Abroad, This research is
expected to provide some suggestions on college admissions of H University in
Thailand, In order to enhance Customer Value, achieve Customer Satisfaction,
promote Customer's decision making to study abroad in H University in Thailand.
Owning what others do not have and owning what better than others' is the winning

strategy to get customer favor, and finally achieve a win-win situation.

Keywords: Customer Value Customer Satisfaction University in Thailand

Decision making to Study Abroad
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()15 R N 46.52%. BARHER N

TE “T=aAMEXT B B e sk i v, S2 e R RREL” ML
41.30%, FHAMNERE “EEL7 B2 IFE PSR 39.57%.

FE T BT SO s B AR SR v, 2l ke R CaRAL” LR
43.91%, LASak$E “IEHREL” 52 1 G H 2 40.00%.

RSB IR B 2 ks v, 2 dE <Rzl AR, F
40.87%, VAJIk$E “HEEREL” FEAH LU 40.43%.

TE “ RESSANEIH B B B 2 R s sg e 7 v, 325 I “OREN” MR,
H 42.17%, VSR “ARsmEL” 2 1 H 2 40.43%.
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TE “ M E N B BE S e S sgmm 7 o, I 4 B SZ N 6 kR <R
sRFL”, DARGESE Rz B 39.13%.

1 S RANET BN B B RS R, 2R CARR TR STk
wiE, N 46.52%, LLAGk$E “aRZl” FEARRI LI 35.22%.

T2 “BA R R UMEXRT B S sk ” v, 2 R “HRR AL ML
45.22%, AL “HREL” BEARRIELBIR 36.09%, ZIIARAER 2 N.955, BONFLE

TE “ A8 R B RO B B s 7 b, 2l kR AR SREN” BILL
B4 43.04%, FAh “IREV7 ARG 41.74%, ZIIARHER 2 0.999,

fﬁﬁﬁﬁ 8 AN ) (P SSE AR L P 4 (WX [R], 2RI BE 22 W SR 1R 73 4
P, R BRI g R ohnRgl . N T BRI E A . P E.
MBS RSSINE. RS IME . SEINME. SN ERR. B RN
ﬁ\mgigﬁﬁyaﬁ@%%%&%mwmﬁ“ﬁﬂ”%“#aﬁﬂ” “A
SREN” L CARHE” 5 CAEEAGRZ ARG, Ho R EwR” 7 <9k
WORF” I R, PR RN ER R 7R COmREL R St . W AT
N

1.20
10
8
6
4
2

9195 9493 9699

1ofl 1344 14558‘ 144 | | 121. 3‘
’ “ml ‘ l‘l-. il i|

7 5 2.7 SE’%W 4 RRZE AN 5. B pEh 6.5 7 ZE 5 8. )n”g?;f

o o o o Q

EEES & BHFEEX i BT RirEX Ry
§g§:g~zzeg fg%;ﬁiﬁffggvggifwgﬁi;
¥ L O e R s
m fEEzd 8 13 10 6 14 14 15 12
o CNEE 27 14 2 25 15 22 25 15
maE Tl 91 101 94 97 90 81 83 96
FEFETET 9 10 9 9 8 6 3 8
mSEFEE T 95 92 a3 93 103 107 104 99
5 R | 551
EE A aa L Bl seeeeeees 2R4% (FEHIRTY)

K 4.3 ik sk gt B

4.4 EREDHT
R BN TR IAEAAEE I E L, H LIRS W N RPR:
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* 4.6 TEEVEGTH

EETESE T

Cronbach’s Alpha TiE

915 38

M BT E, iR 1 v A R ECN 0915, KT 0.9, &I REE 0.7-0.98
Mg FEfEi, iR EE R R ER .

4.5 BEHT

ROCE 2 DN 56 1) 2 B8 75 T ) e Bl E AR B (YRR AL, R R 56 10 70 B 5 A L
TR FIRAE K — 2. 1 R FR:

% 4.7 XMO F1 Bartlett 165

KMO F1 Bartlett [ 5

KMO HURE&E Y14 & 4K 856

EAARTT 6371.133

Bartlett BRI LRG0 Eflz:]Es 703
BEE .000

WR4E_ER s, KMOEIEIE 1, XU W kA A2 & Ia] (AR e i . il
Bartlett [ 5e, 33 5E 1M Sig HA 0, EEME T4,

4.6 RBRLL

C1) JBS 2 A X T 2 T 5 R [ A B
N Tt U A BT Ui F A AP AE S IR R R, DALk, 1 e B A
(0 15 R BT SRPCT S E A B “ B e 225, BEJE X R e 1 15 &
ERBATSRPOFEA R “ Bl ” AR, ZJa R BIA 2 kT L.
I N KPR
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R 4.8 U R U i RS R A A R

ANERH AR (n=230)

EFrtEAL B2 | PRt REL
t p | VIF| R2 [Ji# R>2 F
B | tnifEiR Beta
wWH | 3.857|  .105 - 36.715| .000| - F (1,228)
0.194  0.191
FREME | -.106] 043 124 -2.495| .013|1.000] =55.040,p=0.013

PR H:

* p<0.05 ** p<0.01

M ERATLLE Y, A R 2E N 0.194, E0RE “BEANME” v LUERE “ B
TR 1 194% AR . RHEARLBEAT F RS i R IS ALE T F A4 (F=55.040,
p=0.013<0.05), EPEEEH “BUANE” —@ 0 “B s ” e R R .

FFHBRI AR R E=3.857-0.106* Bl & A/ {E .

Ht, B Y B VS 2R AR N-0.106 (t=-2.495, p=0.013<0.05), &Mk
BB 2 0o B A AR R S T IE M) S R AR

BEE RIS AN E 3 20 B A i e e AR Y 3 TR IE [ 2R O 2R

(2 JB5 I Fo 0T T 25 B 2 R SR M O R )

NI R B S R AR R R IR, AL, T ST
TR 15 BERFEATRICFMEAR “EWHR” TR, BEXBEE R
FI 8 B RIAT RECFAME A “ %8R 5k ” B8, 25 R EES T
BEAT SR .

R 49 BRI R B A R R R I T A R
LML 4R (0=230)

PR HEA BB | AniEAL R AL
t p |VIF| R2 |i%R> F
B |FrifEiR Beta
A 3357 0.203 - 16.5570.000%% - F (1,228)
0.019  0.015
B | 0.189  0.046 0.200  4.0890.000%*1.000 =4.489,p=0.000

* p<0.05 ** p<0.01
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MEFRFTUEH, B RAMEN 0.019, REURE “BIEHE" o LURR “mi%
B R 7 1.9% A0 JE R X AR HEAT F A e i R IS AL I F A e (F=4.489,
p=0.000<0.05) , BPUEHI “BUEH A" —EoX “Wes B E R PAERIK R

R A O B2 B 5 R 0 =3.357+0.189* i 7 1 &=

FH I, R & m@E%ﬁﬁﬁom%tmm%pomkmm R %
T R U B R R P AR R I IR MR R R

GG T RIS TR 3 20 B B A S AR R ) TR 1R S 56 R

(3D JBAANELXT B 2 B 27 1R SR 5 M O 3% A A

N T T FE A AE R 25 B 2 e S AT AE R R [R5, (R, 1 SE 0 B
FMER 15 BERIATRECEIEA R “BEME” AR, MEXTEHEZR
F 8 M RIATRECPFIEA R “ ik B ook ” A5, 25 R A EIAHr
AT S

R 410 R E X B B 2 PSR S R 1 M 45 R
ZEREIR TR (n=230)

Ebr AL R | AnitEfl R AL
t p |VIF| R? [ R> F
B | frifEiR Beta
W | 4.086]  0.099 - 41.393] 0.000%* - F (1,228)
0.118  0.114
R AE |-0.125]  0.040 -0.155] -3.138 0.002*%1.000 =30.610,p=0.002

PIAC & s B 22 SR

* p<0.05 ** p<0.01

M ERATLLE Y, B R2E N 0.118, ZWRE “BiEMA” 7T LARRE “mi%
B2 [ 11.8% A A JE IR o WAL Z EAT F A 56 I R B A i T F A 30
(F=30 610, p=0.002<0.05), WELULEH “BIEUME” —E X WK E kg

ALK R

BB R BUR B 5 5=4.086-0.125* A A -

Ak, R ANE G B )T R B N-0.125 (= -3.138, p=0.002<0.05) , =K i
A 2250 A B S S AR N ) TR TR 52 56 R

SNBSS HTRIA BN 35 225 U B 2 S AR R 3 I AR TRl 5 O &R

(4) B B AE A B 55 02 B 23 4 SR R s e o6 R A 56

Baron & Kenny (1986) 45t /RN LA, #5488 X i 2 =A%, T

42



AL B X s E M R EH B E Y, R E X KRR
BT R Y A HIRREE M FIRGRE R & Y R &5 i
TR MM Y MEWE, B8 XXNERY K ATEE BEFIIC 9%
AR TEA A, 2o B R A A
N TR FUBUR i AR UM S B B S sk R R S B AA R, A

[ A, PR R EGEAT 70 b, e N SR BARY 1 A] N A (B 0 i 25 BR
i (Be=-0.125, t=-3.138, p=0.002) G4 B EEM. B 2 dEEME
S E (Ba=-0.106, t=-2.495, p=0.013) 5Hp, L RFM. BA 3 i
i BN % B SRR (Br=10.189, t=4.089, p=0.000) i&F|EFEMKF, H
B 3 o i B AR B 7 B 2 SR AT s B 2 K (Be=-0.105, 1=-2.667, p
=0.008) , HAEAYIF.

Y’ mmmenm = 4.086 - 0.125 * X gz

Z s =3.857-0.106 * X (s

Y’ GBERSE R 3357 - 0105 * X(JEW%WE) + 0189 * Z(Iﬁﬁ’%iﬁ:ﬁ)

R A1 R AR E S B AR T R E R i ai R

R¥e
RARHEL R AL FRUEA 5
A t 3
B N {RZERON Beta

(& 4.086 .099 4 41.393 .000
l i i -.125 .040 +1%5 -3.138 002
a. RIASE: % B A ol

(&) 3.857 105 - 36.715 .000
? 2 AN -.106 043 -.124 -2.495 013
a. IR & I

(&) 3.357 203 - 16.557 .000
3 | A MME -.105 .040 -.131 2.667 .008

JoT 2 5 189 046 200 4.089 .000
a. RIASE: % B R

b 5 21T Bootstrap 5w S 5% 1S 21 B, * Br 11 95%Boot CI11H4-0.056 ~ -0.002
AEFEHT 0 CRZED BB * B 5B A5, FIHE NI R AER, HIHSN
43



HEEN: Ba* B/ Pe=16%, RIFIHONALRD RN G LA 16% , HAF RN
NERIIR:

K412 P ERTR SR AE RICE
JOR 5 L= IO 5 = 2 B 2 R R

ba * bb
be ba b ba *b b’ WV R | R AR
’ "1 (95% BootCI) : A
-0.125%%  -0.106* 0.189** -0.020) -0.056 ~ -0.002 -0.105%* 16% A

" p<0.05 ™ p<0.01

(5) QB

g BRI, BUEME. R R S IR R RS R AL, W
HL: B2 A X B 7 i 3 I ] 5

H2: B2 B0 B B 2 TRk A Y2 R [A] 5

H3: AN E X 7 B 2% R SR Y2 3 1E [a] 5

H4: B2 =AU 5 2 B S e s B I R A EH .
1B T B A7 45 SR BN T s

W N =

H4
BiE e
HI H2
mENE > Enas
n HEETRE

Kl 4. 4 g Rior g R E
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BHE BIABLEREN

AT L AU O E . U R S U B R R SRGH R R T T 1R
AT E RV LR, 5 M R TR, S =R AR SR A
TR A BT A AE B AN A2 B Jim SR 5 P 75 A8 R et

5.1 ARG R

5.1.1 AR K

ASHIE T T2 H AR IRTT B O R B S S U B SR R R R (]
B R E R U R PR

2% 5.1 WFRKRH

TR B UATEEE S
H1: B3 A 0T B o T L A 2 I ] S0 JAL
H2: B RO B B o R BAT 8.3 IR 1R 52 JT.
H3: s O BN B B o R AR AT B3 IR TR 2 JL
H4: U AR U O B 5 P B 2 e b B i vho AR JAT

CL_EWF TR B 4 RO
5.1.2 ARG R

IR AR I, AR FEAR B AR R G 2R, BB AN B 53 0] 5 it
T R B B A R SR (AU AE 0 3 T W) S, B 2 5 T 2% B 2 R R 2 [ A,
(PR35 IE AR, XA S HIRE 2 Ak, 1k e B2 (B3 43 B AR 40 H A REOWE
A I0 B E 1 BEA

AHIEFEIE I LA [V 73 A1, R BB A AL 0T I 7 2 FL AT 35 4] 1 [ 5 ) 5
R, KRR R EGAT AT ARG R X UL ST IR ANME, Bk AEeIA EI
K. Gale (1994) W\ Yz Wi {E 2 W2 i = A% O S 26l . Yagi 2R (2004)
R I 2 753 3 T PR T B s i 2 i T . 2R/ S5 5P SRAX (2008) 45
I 5 0L A M e P A DR DAL, B 23 s B A AN R AME R I . VK e S
FNE (2008) WA A A AN A 029 T B AR TR, MBS A # B Rk T i
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Wi e — el

AHIEFEIRIL A 1A 73 A1, R I B0 0 25 B o SR A BB T IR [l 5
Wi 5G 2R, ARG RS HT A AR S R — 3, BB AME 2 B B2 B 2
WA, BRI E, BERR IR B R . TR (2004) RILBUEANME
HEZ M ISER R R T35 IR (2005) A SR I i A B 1 B
AT DME SR AE T I R S BE A . #8420 (2013) FRH MR A A TAE @t a1
AR, TS SR A TR RS RECER . £ (2014) A SE R
SRR, RS KE (20200 FFFRRILHE A (BEH2ER
FE) e R R R S A e S i BRI 55 AT 9 — B

AHIE FEI L Z A 1B A 3 A, R U5 2 o] J 2 B o SR R BB I IR [l
W SGZR, AR FLEE RE T AT A R — 20, o 2 o Se B 23 0, 2> SR
BEAE B S R . XIRO™ (2009 LB 2 SO = 250 B AT e B
FRENEZIERW. E1E (20100 AR & R EEE A2 A EHE .
F3 (2014 WAL LS B2 i 12— 2

R TR = 2 R OR 2R, A U AR A AR A AN B S R B
USRI AR o @k A A RS, A LB i e A A A
25 B PRI TAAFAE B 23 v o RRONE B B 2 i A5 I 2 A 5 o 2 B S ke ok B
A EB AR . Giese 5 Cote (20000 TAAZ i & /& —F A& AN [H 52 15
SRS o XI5 (2008 e &5 Fip NSO B 253 2= BRI 0, A 3Rk T A2 T 2% PR 1 44 e
WA AN S TR SBT3 7 A 1 B D AR AR 82 PR Ik T 2 eV B o, T T 2
AW NAN, KEBTRE. LESREIE T ARSI BE RS, R EETE
FIT S0 SRR PR AR B R L ER T B e AN (A S S RS R, B U, HBUA
T R BE I (R4 T AR AL, TovR T R BB e, 53 RN B AT N RRR Y, B
DA JBE A7 {1308 i 2 R A 2 B 2 R St 2 RN T S O 23 25 7 M 2 1 (B
5% 8 e oo b A E AR B T 5o BB, B anai A BRI 70 o K i 2 32 0
PRI 2R AN AP BB A 450 58 tH 23 SU MR B2 B~ IR 3, TR AR SCAE Jim Bt 70 v 7 B2 X i)
18

A I B H BRI . B R S IR B S ORI R R R,
B6AUF 45 B3 N ROT

5.2 BRREN
AT FEIRGE B AR B3 5 5 U2 B 22 SRk &R, B DR H
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A RS AR AE AR, RT3 [ H SR dh 2R 7T

5.2.1 #E H BRALETEELIABENE

PR AR, 220 H SRS T EM e S, 2
AR IR TR . eAh, A TAEARRHERTTH CRMES, EHEe
A Psfer e S RSTOME . ST AME . Inam s o¢ R EK
KLU U e, EWAF

A . AEVRRETT I, AR RO AE AR AN R 1 R
A 5 2 n] I A PRAE I (U W 1 AR AN R ERFE A A 2 AEBRFERICR J7 1
e PR 2 A Al Sl A e A AV Afr B Je A A 75 B AR W A N A T B I
PRELRREAE SRR U BIRCR s RS2 2R Ui o i, =90 2E TAR 2R 2 51 2%
FIG DL BB AS B DRSS s FEITBE E b BT 1T, iR 3R A TAR R A E E AL fe
7 iR A T 77 e, B L O A B R SR BE A9 20 A 6 81 o 5% ) e ol P AT PR AR
IR

“RGEEMRASIME . FERRUEAR ST, AL B A A EEAR I 2 3t A [ A
SRER, MBI 1) s 00t A, RS LA AR 1 Bl B e R e R 2 I, I
HAETA A B A% AT 3 A SEE AR 55 120 R BN B8 el 1], el R B SO,
T BN 56 RUE ST, e i REUE M 55 O SESEE s FEN 2RSS 710, =i
A TAR LU B RBEAR S N D IR N2 T 5 BRI 2 0 A BT
WERNZE I RR I, T HAE AT AL B af S AR5 R e AR
FSRGITM, FEHHE TR EEE BN, MOLENS R, EREEA
AR R RS RGILTUE s AEVRSR . FRURACIR T I, E R AR AR AR ot
FtioR, EIRTHACEBR VR R BRI, @ JRR SR UREIE, (e
B 2 LR SRCHIT Al RE T S 5 il R A5 B B IR B B3, 3 Ak vl 22 3047338 DA 54
B2 B A R I B AR, RTINS, S B e, HEREAH AR AR

=RART A A SCHEWT U KD E H s i o R H e 5
b B R AL (R 1.1 B, HRE A0SR T IR R ik
TFIE RIS, BL RS SUAF T B A %R, AR T2 [ H s b R
AU AR SE S IR B, B2 AR A AR B — kA4 Fr s il
FRPIRE R KARIZE , RIS BAE IS 4 T 2 A I 5 B o
MR o FERALFI A FETT T, AALELA RS E AL R B, NRREANE, &
FREEAEIRIE, #WHEME T LR ANEARETTT 6, WEE SRS
Pl g BER S S HEMSSSE, WOCTRIRAL (R 2 A H
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FUBRRE AT TR IS DL AR AR R H, RRCAE R AR AR R ERZ R 2
PN ) B, IR Pl AR AN AR A, FVRRANELE 7 S B S T R AR B
WARARSTHSE VA, ZYES I AU 2 18] )R 2R s A RGBT SE 1T, &
FAESHAE LA a] BC 8 on 2 I A B S et et i, R R sk i3 1
R RAEETT I, AR AR AR AR m A Bl VRS, i R A Je A R D 7 B AR it ok
SETHARVE B PIAE B, JF SR U W Toi% 7 IR e B SR L, ANAT D T AR Y5 T
PEAR =I5 25

VU S5 B Ok AR AME . ALY R RIS T, @A AIHEAE TR R 2 T
SAEES, WEERATAZ R, RN SRR AN R A R e, o
PFREA S AR AR R, FTIPR A AR AR DM ELRE, AHRER
LT RAETT T, e AR A AT o Rl Jos i IR bl 5% A v [ (R R i 7,
(5 IS 3 3 ot o AT T Bl R AL R R A B s AR AR SQ R AR T T, v RS AT S [ %
XAk R R PR AAT ML AR, S8 R AL AR X e AL, S8R BRI A H.

5.2.2 ®#E H BRAETEREIHEHE

A AR RIS, AR AR o T B R R U ) it S AL
P I . 28 B H @A HR A TAR A S (5, 5 2R B =
8 B o5 25 3 T A SR TR IR R R REE AR v A A B 1 22 A R A AL
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ZE MR .
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fEE m R A AR R A%, 7 S E IR AL 52 B I SR B, 5 SeBl™
it 7L D[R]SO 7 it AL R IR 0 2 ) o v S 9 2 AR 7 24
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LA RAEFHITT AT, RET WM& eE: Wb, REEL SN,
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 RAE R AR AR R BEE SR 7 K, 3R et 2R SR 55 B0 1T ) AR 2R 5 IR 55 ik
B, WREAS AT LS R E A L RS R G, IR BARBGRAE, BRI
S NMLE S AR S5 PR L] SEURHLEL s RS2 ARSTTT I, AT A SR P 7 2
LSO, BAE A E T THVER DT A A BRRTT AL B NP IR R e HEAE
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LAt b, B AR S S EAZ, S SRR R, KRR A 2 R T
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