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1. AURUNBYDIAUNIND D

anuiawelaifutlidsfidrdgyusznisvilsifinadeaudiifavesnuiiuisg
Wmneifiussansan sudunannislésumsmevausssoussgslanioniudesnsves
uiagyanaluLIMsIiUsTasd Bflfanumnedti “anufionela” Tkl

gnndnwal Fuetud (2540 : 17) Wianuvanegvesauianelalidnanuiisnela
Huenuiandiusindandugy wiedudilisununeuaussaudeansludsiiviamely
visodsiliAnmliauna arufianeladudsiimmusnginssufiazuansoonvesyana
Faiasionindenilivufoilufonssula

A998 LE3TR (2541 @ 17) n@1989 AUTNIEYBIAIINNINDLATUNITUTNS
annsaswuniu 2 mnuvane Tumnumneaddsiindesiuanufisnslavesduilan
%38 J3UU3IN3 (Customer satisfaction) uagAduiiesnalalugiu (Job satisfaction) Y0453l
wiilusnig feil

1. anunaneveInuisnelavesfuinismuiulAnvesinnsnanaznu ey
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1.1 aumneiidnaniunisaimstedundn Wannuvedn enufimelady
nafiAntuilesninnsusadudedilasunendianunsainsdeaniunisainils Snwuly
AT maaiulnAanaginssumans
1.2 anunueidauszaunisaliferfuiniemanensdndundnlagle

aumned aufaeladunafiietuideminnisussiiunmsinunvesszaunisel
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2. ANUMIEUeIRNURNelal YR UINIT MULUIANYRIINININg19IANS
anufianelalunisinueziinadenrudsavssnududimuneguaavesaiiudnia
Tunsdnduruuinistuegiunagns nsadearudfianelalifugndnieligndia
ANFanIR wazUsesiula lunsuimsildsuaudnlauasndusnldinsidudsedr msfinu
arwfiswslavasgninaenaufuiRnuiodudosd fy wsganuianudlaludod
wndennuliiuisuludinsudadunsmsnan demnuimmiuazmaiiulaueagsia
Fusuuinisedislingads wardawaldsaudusiudnunmdindindu Fananalé
anufianeladenudAgysiedliuiniswagsuuinisduegian

el WnBiau (2543 : 43) Wiaununelidn anufianeladuanuidnduinie
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Afseddladamidlagoaanfululudassifiuain anufdnudevirunfnedmiddatu
Jullumsuinvizenisau

WIuynsuatuTIvTuAnan1y w.a. 2542 (2546 : 775) lalvadnunuiegliin
anuiianela muneds arwflanela auveula Fenssfuniwdenguin Satisfaction
Mnfinduntsundnedi ideTasulén anufioela wnefs erwiEnfidunisseuiy
AuiAngeu aruidniidudifunisufiaau vanisliuinisuagnisiuuinisluyn
an1unnsal Ynan1ud

2. anwazvasnunwalalunisusnig

msliunsdunthitd fueansnunsessdnsideliiiuuinisesasindion
fiu JLues (Weber, 1966, p. 340 91989l 810105519 lanswavAug, 2553, U. 10-11)
IFalHfudnsliusnisifivssansamianfudselemiunilanfenislvuinislaglyl
Ailafsfyana nandedunisliuimsildldensusivazlifianuveunelasidufivay
FeiliAnmnufanelaudgléfuunsmnsedu anuitanelalunisuinisiianuddy
Tunsaniuenulnduluegreiiuseansandsii§nemeyluged @sfuen WAIUYNaY,
2546, 4. 9-10)
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Aoty yanasudaeing 9 Aerfunisuinsldiasdulssianvesmsuinisie
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2.2 enufianelaiinainnsuszifiuanuuansnasenindefinan siuded
le¥uassluanunsaivilsluanunisalneudiglévinszaniuuinmsnuinaziinasgu
nsuinistueglulasgudideonaiuundsdradequavdeanaifdniodonisuinis
UsvaunsaisaduiiaelduinsmsuenidaingBunsiunsumsdseiudeyanniisng
nslidtudyavesdliuimamdriidutiofefuguigsuuinsldioudsuiuuinigd
sulnasnsliuinsnaentinasdyanuaiaddifiuuimsiasuiifeduuinsiou
uilduimaniermmemiiludsiinisarldSuifisnswaserisnamdymiutiuwionuls
sgwiedbiuimsuaziuuinsiuediann S UUINIIsIUSsusuailasuasdlu
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genivzeninin uULﬂumsauaumamLﬂﬁ@%ﬂﬂﬂﬂWi’ﬁﬁ%éﬂ it aseauanng
Antuasdlifuisssduamufioelavieaulifimelainntiesld ddefusudeavululy
mevnuansisruisnalanlulumsauiansdisanuldiiela

2.3 aruiiawelaanunsadsunvasidnasaiainiudadouindenuas
anunsaifiiatumnufiseladunnudEnvevdmieiituuusldmutatefiduifdos
fuauanislivesyanalundazaniunisaiiisnamisiiyanasialinelasedmils
sz lidulumudienanisliundndramdanndsfinanislilasunsmevaussediagniies
yanaaInAsuaNsEniRudedsiuldesnaiuiiulausinasiduausandasetud
Ao uenanfianufanelaiduarmddniiannsauanseanluszduninioslédueg i
AnuAnisessUsuiiudeilasuaisiuasiiamanialidulnajgndaddfinandunmsgu
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3. ndnmsliuinisuazdedefidenadeninuitanelovesdldusnig

Hadeiifinasienufiimelavesdiuinis annisinvienansitisadesveiaus
uAnfeafulafefiinatonny fmelavesiniuuinms vesindsinisengg Tl

3.1 Jadedifinaronuianelavesfuinisinanufisnelagfuuinig 1Wuns
uansooniemnuiAnlumauinuesmagiuuinssenslviuinig Jededifinadenuiianela
mawﬁ%’uu’%miﬁﬁﬁmﬁqﬁ (FiSws AuRyaitey 2538: 8)

3.1.1 auiiuins madhfamsuinisldazmnidediniuuinig faudesnis
doudaliiinaufianslasonisuinig vafidiuagnszarsanuiivinisliviaie
S1unumNazmningnadaduzesdny

3.1.2 nMsdasunsuugiinisuinsaufianelavesdfuuininfntuld
Mnmsleduteyatnngs vieyaradunanvuiisvesnmsuinmsivlumsuingamanssiu
fuanudeefaziauddndfunisuinmsdnansuduusegdandndu IHanudesnis
USNITANLIN

fAnns duduyanafifunuimddydents iR
winsliguinsfamsfionsleddy Fuinisuimsineulovienisuinns Tne A isd
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anuddgresgnAnlundn denausanauauemINfenIsveIinsuuinisiiiinam
flanelaldire 1wy iderruiuiiRnusentinnuiinsswindsgnénd Ay uansnginssuns
Uinsuazauesigniuuinsdesmmuaulaelaldogafuivhedndiinveswinig

3.1.4 ANNHINRBUYDINITUINS amWLL’mé’auLLa“Uiimmmaqmiﬁmﬁﬁﬁ
onswasionwitawelavesfuniuuinis ¢ Fun3uuinstuiluvaan 1minndenrean1suinig
LﬂEJ’JGEJ’e]QﬂUmi@’eJﬂLLUUamUVI arsesamsanusnludemedtiensuasnstiddy
msfauss Mutdnain naemauntseonuuutanaiedlduinig

3.1.5 nEUINNSUNNS Sasmsdiaueruiunsuinsiludiudanlunisasng
Aanuianelaliiugusuusnig Yseaniameeanisdnssuuuinsdwmali iunsufudenis
WAKNIFUUTNISEAUAGDIMT karauDIHBAIINABINITYDIGNATLABENNABINAMATN
Wi NMsdunalulagnauiinesidiundnssuutoya

3.2 Yadudiiinareniufisnelevesszvrvuifidonisidfuuinng vaneda
AuFanBudvesUszsundsenslasuusnstudusneg Toun @ahssu suilne 2533: 69)

3.2.1 fruanuazaIndlésu vanedis anuiiliuinng sudsannudiaonsa
Alviuinisaven gunsallunisliuinig wu wuuvesuliviaurauuayiinisussunduius
suuimdeLiles

3.2.2 snudmthaglrusnsaildsu mneds msiidmthliuinnsudsnie
wanzay Bunduudula 1¥nananin Sanunseiededu dnrsuinsiluszuuiidunou
Tunsliuing

3.2.3 fuguAMUINETlesy mneds msldsunsuinisiigndes asdlumsen
fgunsal Livsniswawiies Taumssiugill waslin1swidaman1susnig

3.2.4 fuszoznanlumssidunis e ssognanlunsliuinisidmun
Farau uazdndunmstidulumunafidmun mnddennmsesanmnsalwiuiinaglidnd

3.2.5 fudeyainld vanes msfumdeyaldsuamazain deyaiiuate
annsaasuaiainld Svownamsuinsdeyaitiuativazningini

3.3 Jadoiiddryvasnuitewsladisedl (Milet 1954: 390)

3.3.1 N15AUTNTT08191d@UA1A (Equal table Service) nunedis n1sliusnig
pEI AN Im?ﬁwé’ﬂdmumﬂqﬂﬁulﬁmmwi'uﬁsmﬁ’uﬂgwwﬂgwma IEEIRERREIHER
mslusnseuvesisdodliutusnng WWemi AuFeruennau naesauaniuzyedeny
uanandgideldvimsdnangissiudiug Tasedouumanieafundnauanonia
diudndedl ndnanuanemetuieuduiusendnddatundniainmilonin wénnsi
spilinsldiainmlulvegiuaneniadunngynau anuaueniadudugiuveadinim
wazidundnusefulunisliiaiamifatuldase ﬁqﬁ?wé’ﬂmmLamamﬂiéfﬂgwma
mLﬂuuaﬂmiwﬂwmiﬂgumamﬂawmmﬁuaaﬂuLiawuq CRRNVRRIIHTER
lml,aaﬂﬂg‘um (Non - discrimination) mumiﬂgummwaﬂmmLauamﬂuu L BMIRNGIR
dsnfiansvdrfymileutusgravindfoudu wazezdesufUadedeiTaszdrdguansiety

10



Tunndsfulumudnunzveadosiug JsashlfiAeauginssumeldudnanuiauonia
Fulg Mé’ﬂmwmauamﬂLﬁ'aﬁmimmﬂwﬁmzﬁﬁLmqng‘wmammiﬂLLEmiJizmwuawé’ﬂ
anaianen1ald 2 Ussian fie vdnannuanenieialy wénanuanenieialuidudnsdy
fugruesyana nnaufienanandutunmsnssdiilan 10s3gld wasndnaruateneaany
Fos Wundnanuanenailiianzies iuvdnauatemailfianzagluvouiuniies
ToZomiaduaws
Fauidesasunisiuinisesnanama fio anugisssulums vimsouled
guARTI AU BN UssrvunnauagldiunsufiRograminiouiuluymue ves
ngane lifinsuvasenfafulunsliuinig dssmsuaglddunsufialuguiidutaan
yanaildinasmsliuimaieiiumnudesnslunisiauinisidedadioame
3.3.2 nsliu3nisfinsaaan (Timely Service) wuneds n1sliusnisazfosues
Indunistiuinisansisae azdosnsianansufiRnuresmiisnuniaigazion kil
UseBnBamiaedilifinimsana wenandiifelivhnsduesgivssfuduilngoide
fninnsuazuuAnfeiunsuimananiudndel msu‘%msﬁ?ut;ﬂﬁu’%mi%ﬁaﬁﬁﬂms
UTNI5I8T NAMARNITIININNUKkaEInasTalun1svinsuegegniasanyay
AbiUIN1seERasiinuuaiat lnedaassiatvesnueslvigndssiazivunzauniuiuig,
fifvua (M3U3n1san 2553 : 4) msuimsnandusiiimusnagnisaiuaunisu iR
Tussauanunauag ingussasdiimmun WeneliAauszansnmlunuwiinuiavey
nsuimsnaTliiAaussanamindnnisded
3.3.2.1 N15779uKNY (Planning) N15219uNwdunann1sdAyreIn1 59y

kY [

dparirungaaneldiaaiusenda wagnelminnuniivssansnmlaemvuaiuuanud

[

soei warHnldufnulunismunuauduiidomsiznisnunuaziissnyinauazliue
sala 1
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3.3.2.2 MTIANATIUNNEEINIU AD N1TANUALAZIAaIAUAINEI ALY U
ulSlunrunnsyieu suledildddgyvienanssulaiiliiinussloninsdaiald wagli
nandmuauiiddn WeneliiAnUsyavEamueanuinniian lasuenussinnvesnul il
Farau whdaimdeutuiesendanawasiuluegsdissuuiane

3.3.2.3 m3danailimnzauiuay nanfe msianariisituen wie
nsUsgyuitlisnduans Iiyaraduildiuntinissanuiuiaveuiuniuaunis 13
upumngunszeuliyanadu iegreiiuszaniam lasfnuainguszasdlunis
yhafitaunayamsadiusssnansinnulmiatuee

3.3.2.4 Msdanafousuae fe msvierlsligaisiuiduduney udlily
Tdlausinisdaszuu auliiaeussiiuguaiiuiadeveananufindunisdadulaiiiorin s
paiiuT N za e

3.3.2.5 MamuaumM sl stinafifng fe msiniidelunisvinu
sl fudszfungs fafudideeagunislivinmsiinsanan feo gliuimansdesiimunssio
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nanfugFuuinmshuynnsdifindeseveiuuing lnserdenslivinuziaiesile viemadaly
MsUIMs danmsnunteuimsliussamantmaneiinngilunaiidivun ey
warmsindduanuddlunisvihay Jsiesendensyuiunsedesdle wasmailafiag
Wherudedmuauazamuaunsujifndliussauanunm uazinguszasdiiivun e
reliAnUssansanlunuiisufinvey

3.3.3 N19kRUTNI9E19LEaNe (Ample Service) wu188e N1TIAUTNTA D
Snwagduuliuinsuazaniudiliusnisegnavangan Millet (1954 : 38) Wiuiaaase
aavsensaswangliiinunineias rfisuaunisiiuinisldiiomeuazaniudiss
fluinsadrennuligissalfiAatunndivuinig  venandfideliiinisdaunsei
Ussiiiuiuillagondeindginsuazuwanaieafunisusnsesraiioswefiniiudndell
wenanliuinisedurinfisudunagliuinisedresiabinar fesdfledediuiunu
fumngay Sruuauiidesnisluanuiifidismelunafimanzaudndie nsusnisfinedfiss
y3ein15UINsTus1 (Adequate Service) Ao Msu3msseRuTisifigavesnisuinisiignén
wsausuld tngliinanuidnlinels Aruaiantseduivsznaviuainseduuinisd
fauszasduazseiuusnsiineiissarldfudnina Jade 3 d1u e ndidyy @
;:ﬂ,ﬁu‘%mﬂﬁudrﬁm%’w‘%msﬁgﬁLﬂuﬁzymﬂﬁ%’mLL%&LLazﬁwﬁmmwﬁlﬂﬁmLLﬁa 91NN1TUBNUINGD
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v VA v

U1nueagansuuinig wazanusvaunisal deliugidedeasunisivuinisegraiisans Ae
N13IUTN1TNABUANDIRNBANABINTVBILSUUINISIUNNY AU Bg1a N LU
FIIUYAAINT AUEISIUY ALEzAIN Tag qunsel wazdaauiliunig [Wudu

'
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3.3.4 mslvuiniseensdetiles (Continuous Service) manefis Mslvu3nsiisl
amnuasiiane sanunfeunaziniendseaimaulanasninan fnsineusuegifuuszd
uardimnufuinvoudenuiivin Arwuiinveuiasfuniseriofussyniulunisas U iR
wifinise vesulndulumudminevesesdnisilesainyradesegirniurinny
Tussdns SndudesudnunsidoianaivesynaaiiiotasiduedosdiendnsulifoRau
muszdou FnansmansvesulfiRnulumhiiidesiuiiaveunasiiauiednd qase
aufisianuivinvevazvilinsuuaaulugitmuedingdfuazdelrnisiausudy
Huludeanusuiu anudufisseudadunissyniuiifindesaiatwdielfosdnmsanuisn
vssahvngldedned desinsiifinnuiuinteusedsaufaginliAnnaseseasdnisii

3.3.4.1 ssimsazlssunandedieuarlindanngsinaunazidy

3.3.4.2 n1sUfuRMuaznuAudnSaiunal wazviusemnnisalniele
anumsaifiUAsuLasmasniian

3.3.4.3 MliAnnrudefiolunueanszu joanmhilsedaseutos

3.3.4.4 ssAnmsifemusiuaaduisensutiuieangdu

3.3.4.5 ssAmsUszaunadifaannsanmunluganudulnusunassiung

33.4.6 annsaUftRnuldesnenuiunnedliausudeduesned
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fidedsagunsliinsedisdeiiles fe msliuinsiduluegeainauelaBauszlom]
vosanssuduvdn fanuiuinvoudenuivhlilidanufianelavesmhenuiliuing
Taglivzengauinisilole

3.3.5 n13USnMseg1eiamidn (Progressive Service) anefia n1sliusnisiia
anaiasgAunilutnsiumanuamnm wesmeluladfiviuate waglunisliuinis
Dudesfinisimunssuuresesdnsuazyaainsegnanaiaat uananigifeléiinig
Famsneiuszdudui Tavendeuuifnfeafunisuinisediefmdniiudnded
Tunsimunesdnsuasyaainsogaetiuagyliiinnundoudenisudety waranduyanad
wieusuietunisidsuutategnasana mhenuniessanslafnuifinsiauinules
gounalmAnuszansninlunisiiauuasinundeninuesy it 1eseeAnsn1siau
UseAvdnmlumsvhavesyana ansnsoi iUl iRieRamauesddfai

3.3.5.1 AAT1erinuLee noufilsaziAsunlamFouiuasuiies dwsniins
AR9YiNAD N1TIATIZRAULDY ﬂuLiﬂ‘lfuﬁﬁdwmwaaﬁmmmmia AU U NI ANBAIN
fulugnle fearsfiedoaadudnenmvesnuiaduduiy wavasfiazfosinluds finues
fawatdaniefanudiung wazdmiuanuannsaluiuiidaainysuazang Sy
fmsfiagmarudiuduiiedunmstaunuediidnenmuuniy

3.3.5.2 yjasfuflazilAsunas nsfiaziauinuedlddesinaundifay
Wasuuuas uasdesdimnusiusnniuanudidla feafimuideidnenmusmuestu
fannsofmuauld waeuniidnie hade lunsfiesvdsunamueddidualmiia
Fremmidfinanniy uazfoandeinnmsiasuulaseziunddena Tudintudhon

3.3.5.3 wadlanluwdd (Aauln) Ae arursavirlalide uazgeusuaduidn
paonaan lunisimundszansamlunisiiauvesyanatu led1agifunisiau
UsrAndamlunuudifissesafioaiidy winstaumeaufauagiiruailunisii o
fandutiifusudensiannyssdndamlumshauliiuiy fafunsuedanlundd vie
nsAavantiy WungAnssuvesyaraficnsURTR uarddnyduenadsiinedodmaniduide
nsuedlanluwid waznisAnuinztislunisadumddosazaunsativandymlubes
vasautaudslfifuodned seanudaudsiintutiuyaadu uazaudaudvlugios
YDINULDA

3.3.5.4 lmearudifanduegiae msmanudifnduazagliauesldiy
mMsianegnanaina Fsmsmanufifudulidnduazdoadumuidianfunuiiey
Tuwnziufioaviniy LLGiLiwmmmmmmﬂuéﬁu%m ﬁLiwquvLaiifLﬁaL%'sJuiLﬁm@mwmzﬂu
ﬁﬁmmimﬂﬁ%a']maat,lﬁﬂzgmlﬁdwsJ mysoonvastaymldnnty
3.3.5.5 gadhmnelunmsheu msdmvuadhmanglunisinudu ey

Hladfresmsiau msglunsuinisaulag oy dhesduiieudnSanudilasla
Linsafmuald Widragdmumelilugsuulafanu dvireusuuiidmingdnauusdas
ogsfieglurusuiiaveuiidmnevesmnudiany a gela melunawiila anudiay
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mamw%amiﬂ"mumLmumsﬂﬁﬁ’amu'&iaua@juuﬁugmmaqmmL?Juluiéf 1INNINI5T
UftRnuluiu 9 videvihanluizesy Tngliflgemneuaensesaiudiia

3.3.5.6 MR UNBUAHBYIN UBNIINMIAIMUATAUITAAlUNITYIOIURAT NS
MaunuNInuastslinuussanadnaldeseliusgansam ndadstisanian
wazmslinsnenslunmsvhanude msvhaeuiiivssansamduintuldfedeuluvenis
MIUHULTR MIMUNLTRRRINAARTITOUABY ANTINiLLBITIMAINTIAY ANTIIUAL
Junsadeteiauevesnssiunuidululivaenaden lnsidsuiiiouded deideves
wiagniaden wazdudunsusaiiuaniunisainnudululy lumsiiawdiedunis
anaudsslunisiinulddanimisdae fafunisnwnuiedussdusgneuniad
femuddyrenisvieniiussansamanndetu

3.3.5.7 fnsdeansin msfearsianudidnyiuayudidauniidn iesin
nsdeansiuniesiielunisuenarufeanisvesueiofu uananinisdeans Sudu
anuansn visevinuylunisdeansiitelildmuinudednis

3.3.5.8 fiyAdnand yadnuagnisussneilussdusznavegamils flagdae
asudnsalunsvheu msudsnmetiududediidy maudsnmededlimneauiuzdiuas
yadnveanules drsugitedeagunisliuinisedisinaniiiie nsuinisdiint s
USuussnaunmuaznansuianulundi ieifivdsgansammioanuansafiagsin
widilgundulagldndnernsviniy saudsauannsalunisiauinisliusnsdu
USunaunasann ey

3.3.6 M3lvusnssumalulad vuneds n1suinsiiAeafunisinanures
lUsunsuuazgiudeya lagdnennaluladansaumadiuiusegnalyd lussuvasaune
AlFusnsunfunuuimsinussuuiesetedumesidn ed1uisanuazain wazsInis
wiganfuuinas lunislduinigludiudiieg wioudufiuauainuarandofianain
YOI AUTNTIE

asufte anwiemelavesfiuuimsidsonisliuinisvesheau Ae fadtaiuen

femnudaniifaunanoiduauaele Addensliuinssusingg deanudfianelalunisuinig
wiAntulunszuaunisuinisseriedivuinmsuasggfuuinms iunavesnsiuiuasdsudy
AunwveInsUInsudeiifiuuinsmeanisinmsezlaiu uardeiigsuuinislasuaia
mnmsTiuinmsluusuazaniunisainisuiniamie faseduvesenufionsleonaliad wae
funuslumudaanariiuandefuld faduanuanenmiteziansaninisliusansiud
Auianelanold AI998RITUIINDIAUTENDUNANE)AIUTINAY UTENaUAIY
n1sliusnisednanenia n1siuin1snsanal n1sliuinisediaiissne nsliu3niseeng
doifles nsliuinisedefimi wagnsliusnisdumalulad dsesdusenauiitian
finsuniifanuasandasfuaiiudosnistuiiugiuresdiuuinisedeadaau uasie
FEuinmsldsunmsnouausinugaganoni favdsmaliananuielaldluiian
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fisia waia¥ai (2550, u. 27) na1nin adeiidanadoniuiiewslavesdfliuinig

Usenousedafosdl

1aAnsausiuinislunisiiaueuinisduasdesdindnfausiuinsidamunin
wazseAunsliuInsfinssiumNdesnsvesfuuinsviedld Tneglviuinsazdosuand
Tigsuuinswserldusaiuisnnuseanisvesdsuuinistisanuentald uazauasdane
MsaaeunA e IHAnSusUI N dan UL nsvierlduinng

2. siAuInsANiianelavessuuinaviserldiinainnisy seiuamnw
LAz SULUUMIUINS Wsufusmuinisidessieenlulnegiuiiunsazdesimunsim
AusmMsfivsnzauiunanmueIsu3ng wasdulunumiuialafiosingvesuuins
W3eglduINIg

3. anunusnisgauiunisagdesueamaniuntunisiiusasigsuuinig

Y
£ = o

wagldusnmsansadifsliegaemindaniuiinianaiisans wardaidfianssiuie
ANdaEAINUARSUUS IS el lunne
4. nrsdnasuuuzdiuinas ganiunisavaeslvdeyadniansluigeuin

[

WARSUUINMITTORLIVSluAUAMAIN N1TUTNITUAZNINENBAIYBINITUSNTHIUMSERANS 9

VY

deligFuuins videdldliindeyamaniluteussiiudiodnauladeuinissoly

5. JUSMSHANIUNT Azdewmsevtnfmuesinfidiudfglunisaialviia
anudieanelalunisuinisvesysuuinisnsegld taslunisiivuanszuiun1sdnnas
M393ULUUNsUINTIgFosmilsdag Fuuinmavdedliduddy fuanmgingsunis
TWuins wazdnausuimsiigniidosmsanuaulaelalderufuifedndrdnves
NIUINg

6.aMNUINEDLYDINITUINT Fifiunisazdesaindsiulfifnauaisay
1949173 @nufl f1untsesnuuuanuanIsuLsituilldansfiansanasi deliiia
adnuaifiAnesfiansuinig uardenndnuaitoanlugdsuuinisuiedliuinisdnie

7. nszurunsUINMsEauiunisatafinieliiinaiuivsedniainveans
Fasruunsuinisiileifiuanuadesiinazauauisalunisneuaussienusiodnis
vesgninliegnagnies siaunmlasnisiyaansmaluladidnunsmierfinuszdnsam
TunsuinisuarUseavdnaiianinduseduuinisvidedld

Y294 A1wzUAs (2536, u. 11-14) laiauendnnisliuinisinagdendulumy

ndnmsfiFeniinsimunisliuinsdgniuuasuaes (Package service) fil

1. gansnevauesnnuinduvesUssvrvuiludinuienisuiniseedy
Tude3u azdfumsliuinisaussifevuuuuny Tdnvugiiduguassadenisliuinig
fefu WWhmnousnvesnisdauinisuuuasuasasionisasslovivessersuglduing

1%
Y

vl a ! [y a vl 1 1 PN Yo a [ 0w & aw o &
NEVANANRAD LasNITUUINTT Q‘V]@%I‘Ll%']ﬂ“l/lﬂ?]iﬁ]%l@iUﬂ']i‘Uﬁﬂ’]iLUUﬁ’]ﬂﬁUﬂNﬂJaﬂHﬂwﬂﬂu

1.1 gliusnisazgaesdednnisliusnisilunisendnidesdndunisedis
soilledlagazromeneudnuinisiinseunquieglutienaisazlasuusnsmnau
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1.2 MmafmunsedeuIsuiauasmsldnasitdasdesilatednsusslovives
Alfu3nsegsaEnINLaETINGT
1.3 glvuimsazdosmesfunlivinsiiipusuasdnaivinioutuny Sans
wsuslimmiunseldudsemnraldetnaiud
2. anusaniilumsliuinisthigtudeauinsivsuudasdng q ag1asiai
uaefinmsutsduegnannm maianiliuinsdanusndanniuoanssiild 3 dnvae fe
2.1 mstmunyaansdvauadtanuinmamsaiieldann gy
firnunseieieiuuaznédndulalubesieglusunavemu
2.2 ManszaesarioNaus TN Ty warUsuUssssdeuitnisiney
Tifitunou uagldszozinalunisliuinislidudian
2.3 mswaunaluladsng q fasvildausaliuinislagtu
3. N1sliuInsazdeasvauysaldinuneveinsliuI NS B NRUUATUINAS
Snusznmilsfifennuiaieauysaivesnisliuins Femnedanisiadeauysalnudns
Uselowifiglduinisassodldsu Tnefigldvinslusidusiosnfadevosnds dednumedia
voensliuinsfiadeauysaififonisuinsfiudaiatalunisindeiiio safaien vieldiiu
2 ads venanilfmnedsmuneenuiagliuinislusestu 9 fifunAndelduinisanais
wlafusne 1wy dfflveanadesmnemsfmadmihAgliuinmsmuingunlduinsaude
enansUnsUszanvunidniiunisaigienarstnsussyivulilaeiui
4. anunseiededulunisliuinisdadutnunefddyusenisuialunis
faunsliuiniadegn madmihiliuinismeanunssiosefundgfunlduinsfaziin
ﬁﬂuﬂaﬁﬁaam%’uﬂﬂmamaLLazf-ﬁ’WLLuzﬁWiN 9 1nTu wasfslefiazunsuuinsludessy 9
Snuavazthluganudedensnsiveslduinisluiign
5. MWIUINSAIEANUYNABIAINTANTIRERULA MsmuINISITUSAITLULATY
rstuldifissusiaedediuinsfietaauysaiviaty udesdosdaugnioswaussauidly
wiveulgugszilyunuuikulazgnABdludIAasTTTIEAIY
6. Avwanmseutien Wvthigliuinsasdesl fiaderdliuinisseanugam
goution Feazvirliglduinsiiiauaffidsuazdialinisdearsianudlassninetu
ululgineu
7. AULANDAIANITIUTNIT AzAasliuINIsUALldUINIsAIEAULELRA1A
fevedondulunmeldteuladetelud
7.1 msliuinsesdoaduluneldssideunuuumiiortunayldsunaiiauysel
melsunmspudendulinnglduinsesdulasian wieiseniienuanenialunisusnig
7.2 msliuinsazdesiilsismunanemaluloniaiiazlasuuing sz
Ussrvuuanasueslsemaiitedilunsiazanandevelduinig wu eldfosliiannsn
drandasoldvinmnudlaviedeyarnasiiiemongluiiuiivindlnaysiuas (Budu
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NASY 5SS (2533, 1. 303-304) lsindndavdnmsddnlunslruinsiidifey
11 5 Usgn1she
1. wananuaenedadiuaufoin1svasyarailudulng
2. vénAuasiiae
3. MANAULENBANA
4. vanANuUUsENdn
5. MANANEALAIN
W19%3107U (Parasuraman, et al.1990; Parasuraman and Grewal, 2000) lanans
1 msianauamnisuinsiignAinauiianela Inedwunauanvugaunmlunig
Tousnnsdl 5 du el
1. mnudugusssuesuinig (Tangibles) Aodsdunsanuagminuazanuiluny
U3ns mstinrudusussauiannsaduiadudeslifidnvaemsmenmiiusnglifiuigy
anuil in3eailogunsaling 9 Yan 1Judu
2. audesiuliinedald (Reliability) Fon1sliusnisfenssniunisdeans
fuiauoungiuuinsmuuinmsfueumngliuiifuuinamnedstesdiamugndesninza
wazfiruaianefiannsaaisnudeiolindalunuuinsangsuuins
3. MIMBUAUBINAN (Responsive) Aenislsiusnisglsusnsiindidiliuinng
45uu3nig semnudulanaziianunfouiazdemdenielviuimesgiuuinnsleviud
wazffuuinslésuuinmsiiasaanuazsini
4. nmslimuiulauAgsuuinng (Assurance) Aon1su3nisangliuinnsidl
ANNIAHENTITINEElUNTINNURUALBIANMUABINITVRINTUUSNNT waziluyweduius
i anunsavhlsfFuusnisinaunderisuazaianusiulaigiuuinislasuuinsia
5. asidlanaz$sngdsuuinis (Empathy) Aeglwuinsiliuinisun
ASuuUINIsudazsie areauenlald AnwiAnudeenisvessuusnisudarsiy Ay
wileunazanuuansdluuindes Hdunuimidunsiiuinis fuduuinisudazsne
lumsasianuiianela
4. yuamnensiasuainendnuienelalunisusnig
fisa waiadan (2550, 28) mnudanelalunisuimsifudsigdndunsozdes

o =

Filsdeslugiuzdliing uazasdesaafalugiuzresifuuinssming Weflazanus
duaslhinanufimelslunmsusnmstulaleansanssyhruduneusng o dil

1. amaaeumnumaniazaufianelovesiliodrainane Munisdnanu
TngmssnsdrsamuAniiuiiednwdiniuaands wazseduanufianelalunisuinig
ffFuuinng videfliddensliinmsamdunsiuilsanudaiiuresiliuinng Mdufuius
Tnenss aaesdsazdinligdiiunimauieenueianiaaganufionelalunisuinig
AlndiAssfuanuiuaianniian Wefaglsild Wauinszurunsliuinisidaunmass

UANABINTITVBIETUUINIUTR LT LA
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2. mstmualmnowagiimnesesdanslidaau Gedndunisazdosimun
fieine wazgaduresmisnulddaiay dudefidimunefieznevaussdoainuaianis
VR TUUTNIINTR LY lnsiaduaennnesiawudldungAnsuvedSuusn1InIen iy
wazasmsesesliuInsazddunslaiinanm

3. Mt muagnsAaninIsuInsfiuseansnm lagazdesdinisivungug
Y9901l UNITUYITUAIUNITUTNIS MnuangudFuuinisidivune Anvigaudagnesu
mammaqmﬂﬁ?uﬁaﬁmumLﬂuﬂaqm‘lumiu%mﬁmmiﬁﬁﬂizﬁw%mw JuAUN1TUN
welulagane 9 Wanusuldideliannisusnisfiazainsandiuate wazaiunsadibs
AsuusmMaviseldanwauuinla

4. mstmunuALazaNdNTuslunguyaansliuing eliglduinns
ynAuiinusIniiesnlalunisviniey Sulinveusen1saseassd anueitald Auyum
Tumeiau lnegatiumsvhanuduiiuiesassununmlunisliuinig

5. msdinagninisadieanuianeladedSuuinisusegldluUfun
uazUszifiunarunsaIsussenna wagdausssosdnsfisjatiunsiauiiiussansam
uazflinuniwiitoadanudfianelaliungsuuing viedliinsmuaidvmunsuazinasiie
ﬁ%’@Lﬁ]uiamﬁmamauLmumiﬂﬁﬁammﬂmmaLﬁaL‘ﬁuLm@ﬂﬁﬂumiﬂg‘jﬁamuu%ﬁmm
nagmdTnaly

5. Bn1sinanunanelavaslduinig

FBnsinenufisnelavesdlduinisanusavilinansds lunisaiuenaldisnsla
Brsndwielinareisusznoutudelinaiiuiuouty tninnslfausuuaalunisia
arufianelavesgliuinislisd

USomns 23doynslsan (2532, u. 138-140) lana1al¥dn nannisinaiuiianels
wisuuuianudnungdenuiinmeenidu 2 dnuazde

1. woudrnavsioduwuuiaifidanuuazdneuldidennoulaeigneunou
muiinuesiinnuAniu wazanuidndudeyaiiimslinssiseduiunm

2. wuvdmadmssan Wuluvasuamdifneunsusedyauazteidouves
aued Wuwvudunwainsodavanedeligneulnedassiduteyailsludsmaaniuy
Fadsanusawdaldmunadnuazesuiu 2 dnvusfe

2.1 wuiamnuielamdegialudunuuiaiiaeiianelavesyanadil
Anugregfurulngdiuy fedruuuiasdadliunuuuinvousauuy wazlouuey
(U3 2sdeynslsat], 2532, u. 138 §1sislu Hackman and Oldham, 1975) Gsfifarany
Wies 5 4o 1udnwasuuvdauauundwlszinandde 2 wazde 5 Jufaudes

2.2 wuvinarufisnelatawiziieafuay veswvutadidunistaau
fanelaluusazdu fegauuuinvdadliunn wuuinvesesauuuaslosusy uuuaaua
Juninsidiutszanadidonuaafeafuaufienelalunisviiem 5 du leun
suseldnsiuastunuinsduiudidsiudamuasauinmi
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a1lsy lagaudi (2534, 39) lond1al3d1 Wnsinaudianeladenisuinisens
nszvildvansTBsieluil
1. mslfuuvasvaudaduisidentuegsunivarsdsvils Taonsvesesmde
veaumileainyanafifieinsianansanudniiuaduuuuresufidimuadinoul il
Fennounioludineudasslnedineuiinanenssrarudeainufianelaludiusiig 9
fimirsauidsliuinisegidudnuuzveanisliuinsanuiiliuinsszeziianlunis
Tusmsyaansiliuins sy
2. msdunwalidudniswiladildnsieseiuanufisnelaveadunliuinng
FaduiBnsfiFosendumadauazanudnngfiavyosdunival fezgslalviggnduniual
noufnlimsstudefiaasamsinanufiselalneisdunival Tuiluisnsisevinuass
UszAnSnmananisuils
3. msdanmfudnisvilanagilinsuieszdunnadfinelaveagfunlduinnsle
1Ag3FN15dNAINNE AN TaneuIn3uUs T seuUINITuazndannslésunis
U3N5ud 1Wu msdanmiSevimamsynanthuasanuivesnsunvesuuims sy
ms¥aamufienelalagIsil inaedomnssinogniedauasiuuuuiiuiveuisay
anansauszludesgiuauiianelaveslduinislaegagneies

naNNITUAZUUIAANg Bf NtNEITaINUAUNING 1R

fndvnslaiauinguifioduisesdusznovvesniiufianela uazeSuie
anuduiussgninseuiianelafutiadedu 9 vanemgud
TAsus (Korman, AK., 1977 $1siislu audng audies uay Sy U Tndves, 2542,
1.161-162) loduunnguianufisnelalusueendu 2 ngufe
1. nuinisaussaudesnis nquiioinaudianels lunuieainaau
Feansdruyanaifinuduiuddenailaiuainauiunsussauanudianutmane
GRNIGER
2. Nufn139198angu Anuianelalunulieuduiuslunsuiniunuanuoe
YosuALANLUTITAUIvRINg Feandnlvinguiduumalunsyssiiiunanisinany
Sunesa (Manford, 1972 8198ty audna Aaiies uazdyva Twsnes, 2542,
u. 162) Wuuneudaieiuaufisnelanuainaanisideeenidu 5 nqudd
1. NUAIUABINITNIPIUINTNG mjmﬁlé’m Maslow, AH. , Herzberg. F uag
Likert R. Tnguaspufianelanuininainanusioinisvesyanaiifosnisanudiiovesu
LayAAFBINIANSERNTUNYARADY
2. nguazgihuesaufisnelasuanguuvnaznsuiaveagunfidse

YY)

SR ﬂajuﬁiﬁm Blake R.R., Mouton J.S. uwaz Fiedler R.R.

=
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3. ngUANNNEIEINRT893193a Lunguiinesainauilanelaainsel
Guifieu uasnanouunudu 1 ngui LHun nduuimsssivvemiine dounuieaines
(Manchester Business School)

4. nguRANNITAINIIN1TTANITHBIANTNElI NN RNITUAITUIMI T
V9989ANS LN Crogier M. Way Coulder G.M.

5. nguilevvesriuiazniseanuuuay arufianelalusuinainidon
Y9329 nauIRRnTINanTunAanen (Tavistock Institute) uAngndoaouneu

§us18u w1alad (Abraham Maslow) tHuginnesingiuvesinineuywede

Lmlmwsummwgl,mmh FefldvinaneszuunsAnuiveseiiiudusdumn wqwgmaqm
mwumuaa‘uummmmw nsmevausasstudundnnsitessuioiiauddnyiands
ot omdmninssuvosnyud

'
a o W

walad InannisndrAgieiuusegela TeaiuluSesdiuduninunenisiuid

<

=

AR Wy Bdilkuldunagiinudein1seulnNgWuwsegelaresnusuIaINaIY
ADINITNGANTIUTDIAULST sfslugnisnevauas Aunela walad wiIrufeINITiugu
Yosuywdoandu 5 szaumeiu laun

(%

1. uywdiimnudesnis wazanudosnsilegiane liffiauan
2. mudesnsfilefunisausud avliidudsgaladmiunginssudoly
arudesnsiilalldfumsaueavinduiiiudsgdlavesgingsy
3. ATFBINSTeIUTWouiY VisTiaudsnnils lEfunsnevauswdad
LiAuanfifinanudesnisiuduiun
4. pufesmsvesnuiidnuvaiduddudu A dynanfe Weanudenis
TusgAumlssunsausaudn anudesmsluszdugeiaziseniediiinimevauss
5. avudeantsidusiauiiuiiswemuies
6. dnwazd1AyvaIN1sIRUINISg
A5Sml w3 sl (2543, 1.143) naniednvasiidfayaessusans B
1. Wanunsedudesld (intangibility) nsusnsdudefidudostals anAldens

a

Fa1 1 330 148y vieaw nisuimislénoute lidesmisdsnsuandredudlidosniuny
dudrnands ldinglaelyminisagdesuduniamd ﬁqﬁ?u{]muuwmmﬂﬁu‘%miﬁagﬁ'
Aunssudaaiunsmanansuinisasdesmensuilidiulsslonifldsuanmsuinsunnd
Fansuinssuienisuendelugauninyesauuinsiglévinisudniannufienels
wazdalinsuensieludayanalnddn

2. lagusauuakennisliuinng (inseparability) n1slwuinsiduniswan
Larn1suslaa vaiedfukenliladuindedndnniunan lnenag nsvenisiiusnisee
nsimuALIRsgIuAuaINsliuInsTismg
3. laiuriuou (variability) Snwaigresnisuinishiuiueuduegiuinfuieuing

tudules wazazliuiniadiels filuu egls ibiAanmswensalaanmeeansusnisneu
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g0 ousdgmandn ﬂ'1w%miﬁamiﬁué’aazgaau%ﬁ%umimqLLmumamﬁmSﬁ (Product
Planning) waslUsunsumIINsnaIatufe Aansezdesadsnnudeiuwazdodedmiui
Sinvesgnaililainaunsauinislan

4. ldaansanulild (perish ability) usnisldaunsandaAulilamiloudua
3uq dranudesnisdadane nisliusnsfaglditamn widhdnwasaudesnish
wdweuvgyiiAn g Ao vimsluviulanselufigndn Juilviguimsdesmenenuenyuy
UMMM STAIAE NTAUASIN U3

nasw sUINIASS (2527, 1.30 81989ty ASud Andunge, 2544, 1.6) LuIAa

Aeafundnmsliuinig Ve

1. wanAnuaenndesiuaudeinisvesyarailudiulng nanfe Usslewd
uazuinsfiesAnsdaliduazdosmevaussanudosnisvesy aainsanlngudenonun
lilddunsdelvingulangunildagiane

2. wdnAuadnae nanie nsliuinsiu 9 desuiululdedsseies
uazatiiane 19 ngaq mumnuwelavesuimvidedufony

3. wdneniALnn namFe vinsTidatuaededuiunlduinsnauegig
ashianouazwiniionty lifinsldavsiimuunyananiengslaludnuazunnssanguaudy
9 pgradiulatn

4. wénmnuvaende Ailtareideddlulunsuinsazdeslinnnauiuniinad
H3uUsmsazlasu

5. nénAuazaan vinsfisaliunguinsasdondululudnvausiufodlane
avann aune Auddomineinslaiun vedvlidunisaiennegeenlaliungliuinimie
Aldusn1sanauAuly

AR AveTses (2521, u52) naminuaAninvesiuinsesioalie

1. ussmeganm Bousos axo1n Wangan AMLUUTItsNuYeInLi MR

2. \Buivouau ihlanu wazvouudnisgou

3. 1730711 Joiufsen wagnangeutiow

4. w3y Feazdesuszneufionisiirruiluny wazanuiseusi

5. egeiiuseavEam Saazdessznaudie duny F3oe Inny warddan

fipadnanu Fosmnnifies dodala Fesimumiuusauogiane

 Andupuddnanrvenia aswienal Snwian
 Bunazuanmimsanlangiaue
uansaunszietefunazuansauiitinlagensn

O 00 ~N O

= DA = DA o Y A a
- wisunuedlindemae wisngunsallvinfouniagvimiiuinig
10. 1AUAA FUoyalunukazd1IasiLUA
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€ a a

yiung Aing133s (2533 oedislu Andonl Sunsiilany, 2543, u. 23) lana1in
Wi ivessuransdesintinfiuazgadnuaeiivssneusedauylunisliuinsundun
THu3nis fail
. fousugnAweanugnmeeuleukasliiiesiiaue
 Fousugnidisnnubuudiudala
. FBUTUgNAPRENTIIAINYIBMED uaznTERBToTURLEND
. Fousugnimenueusy uazBuRlimutiemdeinfiazdield
 Fousugnidennumens i latiymilAntuunuitesuadeindulidl
fousugnasheniinenlald unufazuadsinduliala
Fousugnidnonnuaisle unuilezuaieinduliauls
 foufugnisenueany wuilagihliguios

O P NN AW N e

. ABUTURNAIPILAUALLAY
. G’Tau%’ugjﬂﬁﬁ’;amwmﬁaiﬁﬁumﬁaﬁm%q LNUNAZTNNSONLDZNY

—_
= O

 fousugnéseuinisiaue unuilazfuuinisannin
12. Fousugnindonsuf Ui filsiunuiiazdndd
13. fousugnindhonisiiiunuivesauiiinfinde unuflazuanso1nts Wesw
14. dousugninlaglyifimnuAniBuaiaassd unuieglidneslsidoias
7. 93AUIZNAUNISIHUINS
LuAASIaY (Maculion, 1954 §19didlu w13 Wumfina, 2545, u.29) A uiiuid
Asliusnsveamtheuiy azdesdszneulusieesdlssneuitdidy fe wireeud
1% uSn15 (service -delivery agency) U'%mss'z’iﬂL“fluﬂwimﬂﬁiﬁﬁu%mﬂﬁdmaUTﬁLm’
f3uuinms Tesustlevivionuevesuinisiildsutugfuuimanenseninlluinladeonans
anunsoineanuiluguveriruafnle

WG yaySnedig (2536, $naftalu w3 Husdna, 2505, 1.29 ) lélsieamuneg
199n15lUINITIINISTYARa nduyArauieiguiiisiuantifiigatesiunis
Tiimsansnsardenaasfuvesignisonvuivihilunisdasienislviuinsansisusun
Usznwu Ineiigesjsvneifioaussieninufosnisvesuszavulasdiusy fesduszney
iy 6 du fie

1. aouluazyaaadilsuinig

2. Yadeiniutwiensneins

3. N3¥UIUNIUAZAINTIY

4. HANAAVSORAIUINIS

5. 98an19nshuInIs

6. nansENUATHORFUUINS

AN IR TILLIANAgITUNSTRUI STy waadifiuindmanevesnis

THu3nistu Ao nmsadrsnnuwelaliAaungiuuinig dedu nmsitagdadinisliuinig
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assazussaimnevieliituils fo mstannuiavelavesuszvvugiuuinaiiedu
nsUsafiunanisuftRnuresmhenuiifniiflumsliuing mwsensiaaufimelail
Junismeufaiuimiisauiiinidliuinisianuaiunsoneuausssienufiednis
vaaUsevulaviseld iesla agdls

8. mswaunsliusnisiiseiule
8.1. NsIndTinauuINIsyAln
lunsdndrdnauusmsyaltnlaziiunisdaddnaulnssuies azeiniiies
st llldazdodimuddyiudandnd fe
1. msdndiinaulisenndesiunszuiuns nislruinsiusuugslmivinlar
fesensinautuneufianlyldetisarnin sani
2. humadfiuiiufilissrnvudnfesounnminfufivesd miig
3. aaussnansanseuazliuinmsfiufuesuazeugy
4. TR EANEEAIN WU 1R wiTsde R
5. InENNNUAINLATING 5 &.
6. U%’Uaquﬁﬁﬁﬁﬁy’amﬂu Meuen Wazeinasanudusssuvd
8.2 IMARLNUNUSNTUTZAU
n1sassaudsziuladioUssavudiufnneasfesdaliiidiunislinng
Fousudsliliuisansdeusuiluudasfosarunsalimuuzsinisseundngu iteld
Uszraundeudnduuinig naesaulimuinunuzimansinet Tnefiduneu deelud
- Bundunazyinme
- gounulimusnw Lzl
- ASIABULDNANT IAATUN I
- UuzingAuINIgeng 9
8.3 NNINTTUUNISTLAUSANS
1. Msdnanulunisinmelag
- TAUnsAn
- IieSesUssrnduiusmedossomsns
- Inpanslviinne
- SavemmafivavdmSuunaiesfiannsauimslesings Insugneenaintos
Uniduyeanianiu
2. N33ngasuiinranlsdugaeguinaiiunt danunineenaiisame
dmsunissesuusnisiaeluidenden
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9.M5UMIAMNINNTIAUINNS (Managing Service Quality)

dsddndmiddunisaiiuannuuansiiswesgiiauinns e mssnwsediunis
1% vinswiloninguisdu lnsiausnunmnsliuinsmuigniaemialigndiazaianis
Aeatuauamnnsliuinisldandszaumsailuein annisyaUandedanuazainnng
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mnuinsfldsunsamiesnnniuinisiiaangnéirfegnduuilduinisvesssindudn
LUUTIRDIAUAINAITIAUTAITUBINT1TIYI LY, TNToR, wazwuUs (Para -suraman,
Zeithaml & Berry, 1985, p.41-50) lﬁﬁmumiumaﬂzum‘wmﬂﬁu‘%mﬁqLﬁummé}’aqmi
Hudrdglaediunisdwevgunimnislivinsiaenisdaduamglfnisdsouuinig
lsisrauarudifaduanstasing 5 Uszns feil

9.1 4833 195¥MINANUAIAN IV U LAALAZUINIINITTUT VBB UTIINS
(Gap Between Consumer Expectation and Management Perception) %Lﬁmsﬁuw’mrﬂm
vimslilannanuslfesnsgniadeaiudsigninmemslinngshailiuinieiu

9.2 4833195119155V Tve s g UTIM LAzt M UARMAINNTIAUTNNS
(Gap Between Management Perception and Service-Quality Specifications) %Lﬁ@ﬁﬁulﬁ
lefheuimsensaziuimmdesmsvesgniudbildimusnasgumsinuiiomsanzas

9.3 ¥997193NINENYUEAMA N IUNITIRUINITHAENTAINOUYBIUINNT
(Gap Between Service-Quality Specification and Service Delivery) %Lﬁ@sﬁuﬁlﬁawﬁmm
Lilgsunisfineusuagldanunsaviaulfaenndostuminsgundeunsndaiauduauly
1INIFIUTRIUNsAZULG

9.4 49331955 MI19nN15d9uBUVBIUIATUALNTARBADA A B UDN
(Gap Between Service Delivery and External Communications) mmmwi’waa;ﬁu’%‘lm
szidunanandyavesiunumsuaznslavanyesuitnnsdeoasiuneueniiieaing
AMENYRIAEIHNANTENURDAIUAANTIVBINAN

9.5 ¥9471193M VTN INTUSUALUINSARAN TS (Gap Between Perceived
Service and Expected Service) gnénagi3suifisuuinisisusiuuimsiiananisduinng
ffuiiniusnisiiananiegndarlineladuinsfisuigsninuinnsiinanisgninay
fiawslauarliuinmadnan
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Usenu AugnBAN®ISNT (2528, U.8 13divly Wiy AINTINIT, 2553, 1.42)
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Aoy 10, 3aUdu (William A. Robson, 1953, p.574) 81U nsUNATBIRL
mneds nhensunasesdesslEdndatuuarliiisnanasesnuies (Autonomy) HanEnnu
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Reliability Statistics

Cronbach's
N of Items
Alpha
918 24

[tem-Total Statistics

Scale Mean if Item | Scale Variance if Corrected Iltem- | Cronbach's Alpha if
Deleted [tem Deleted Total Correlation ltem Deleted
Al 94.39 65.190 480 916
A2 94.04 64.402 479 916
A3 94.36 63.000 466 917
Ad 94.29 63.663 584 914
A5 94.24 63.336 591 914
A6 94.08 63.125 .606 914
B7 94.32 65.068 470 916
B8 94.21 67.359 264 919
B9 94.32 62.927 .640 913
B10 94.37 65.771 502 916
B11 94.26 67.326 337 918
B12 94.21 63.178 .549 915
C13 94.04 59.392 757 910
Cl4 94.12 64.773 463 916
C15 94.10 64.737 473 916
C16 93.99 62.475 613 913
Cc17 94.16 62.964 553 915
C18 94.10 64.515 464 916
C19 93.99 60.717 738 911
D20 94.29 64.046 560 914
D21 94.15 65.927 .399 917
D22 94.00 63.636 513 915
D23 94.06 62.097 616 913
D24 93.89 60.745 139 911
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Reliability Statistics

Cronbach's
N of Items
Alpha
903 24

ltem-Total Statistics

Scale Mean if Item Scale Variance if Corrected Item- | Cronbach's Alpha if
Deleted [tem Deleted Total Correlation ltem Deleted
Al 86.71 102.491 528 .900
A2 86.69 101.974 .388 901
A3 86.67 102.203 272 .904
Ad 86.69 101.145 377 .902
A5 86.61 100.543 432 901
A6 86.76 99.275 492 .899
B7 86.73 99.795 447 .900
B8 87.17 98.587 459 .900
B9 87.08 99.145 487 .899
B10 87.14 97.394 509 .899
B11 87.17 98.385 507 .899
B12 87.14 96.829 561 .898
C13 86.86 97.293 .583 .897
Cla 86.85 93.927 741 .893
C15 86.97 96.959 541 .898
C16 86.91 95.093 631 .896
c1r 86.88 97.682 540 .898
C18 86.86 95.738 653 .896
C19 86.78 96.234 617 .896
D20 86.81 96.802 561 .898
D21 86.75 98.917 472 .900
D22 86.92 98.620 497 .899
D23 86.91 101.295 378 .902
D24 86.89 99.796 .380 .902

92




=< Yo a 14 Y A ]
AMUNanalavasgsuuinIsnususeliniame
29AN1TUTMTEIWAIUANIAUIUAT TNanTunsus Teniausduys

ANAIULTBAUUVDILU UGB UNY

Reliability Statistics

Cronbach's
N of Items
Alpha
.847 24

ltem-Total Statistics

=

9

Scale Mean if Item Scale Variance if Corrected Item- | Cronbach's Alpha if
Deleted [tem Deleted Total Correlation ltem Deleted
Al 71.32 61.210 361 .843
A2 7191 62.770 113 .850
A3 72.23 59.270 421 .840
Ad 72.05 58.694 417 841
A5 71.89 57.695 468 .838
A6 71.63 59.266 422 .840
B7 71.81 60.519 .289 .845
B8 72.06 59.269 342 .844
B9 71.33 59.839 429 .840
B10 71.97 56.393 .580 .834
B11 72.27 58.118 532 .836
B12 71.96 59.372 443 .840
C13 71.83 60.304 .398 841
Cla 72.15 59.098 446 .840
C15 72.21 59.784 320 844
C16 71.89 57.816 458 .839
c1r 71.86 57.637 555 835
C18 71.81 59.953 359 .843
C19 71.72 58.931 458 .839
D20 71.86 61.778 209 .847
D21 72.23 60.502 303 .845
D22 72.08 59.711 306 .845
D23 71.87 58.579 480 .838
D24 71.75 59.583 449 .840
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Reliability Statistics

Cronbach's
N of Items
Alpha
.947 24

Item-Total Statistics

Scale Mean if Item | Scale Variance if Corrected Iltem- | Cronbach's Alpha if
Deleted [tem Deleted Total Correlation ltem Deleted
Al 81.33 99.173 526 947
A2 81.83 92.668 768 .943
A3 81.46 97.544 .496 947
Ad 81.75 97.826 405 .948
A5 81.53 96.312 490 947
A6 81.75 92.816 .758 .943
B7 81.55 95.705 .618 .945
B8 81.80 92.889 742 944
B9 81.72 95.052 623 .945
B10 81.44 96.431 643 .945
B11 81.77 92.442 192 .943
B12 81.50 95.808 .625 .945
C13 81.58 95.680 614 .945
Ccl14 81.78 92.598 762 .943
C15 81.56 94.673 615 .945
C16 81.73 94.462 594 .946
c17 81.65 95.402 510 947
C18 81.67 93.678 .701 944
C19 81.47 94.635 611 .945
D20 81.52 95.888 656 .945
D21 81.78 94.295 17 944
D22 81.48 92.596 .705 944
D23 81.77 92.583 712 944
D24 81.72 95.638 .629 .945
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