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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
YosmuTiswelavesysuuinisdu 2 de fe

1.1 aumneiidnaniunisaimstedundn Wannuvedn enufimelady
nafiAntuilesninnsusadudedilasunendianunsainsdeaniunisainils Snwuly
AT maaiulnAanaginssumans
1.2 anunueidauszaunisaliferfuiniemanensdndundnlagle

aumned aufaeladunafiietuideminnisussiiunmsinunvesszaunisel
waneqegnfiieadestundnsusindeusnslusseznamis wiedndunisfe arufimels



yinefe MsUsziiuanuansavesn siaueNAn s Vs eUI N3 TInsaTuANFDIN1s YRS
anfedrsdeiilos

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

[
v

WAARNRYEIUARALIBLASUNITNBUALBIAINABINISVRINY YT ARANUFANNA LG °
gisnIIL anla (2544 : 7) aufianaly wangds Anuidnuieviruaiivesynnaa

€

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)

2.1 aruienelalunisuanseannisorsualuazAinuianlunisuinvesynna

'
a

il Fayanaddudiesu fiuiusfuanmuindeuseufinisneuaueinudednts
druynnasmenisidneuiuyanadu q uazdsing 9 ludiadszdriuinliuddzyana
fszaunisninisivd Beuddeiiazldduneuunuunndnsdusenldluaniunisaiuinig
Aoty yanasudaeing 9 Aerfunisuinsldiasdulssianvesmsuinisie
AUAINYBINTUINITIUsEaunsaifildFuannsdudauinissng @ madulunuaiy
FomsvestFuuinsilisuasimanisiliiAamnuiands uazfienelaluinsilisy



2.2 enufianelaiinainnsuszifiuanuuansnasenindefinan siuded
le¥uassluanunsaivilsluanunisalneudiglévinszaniuuinmsnuinaziinasgu
nsuinistueglulasgudideonaiuundsdradequavdeanaifdniodonisuinis
UsvaunsaisaduiiaelduinsmsuenidaingBunsiunsumsdseiudeyanniisng
nslidtudyavesdliuimamdriidutiofefuguigsuuinsldioudsuiuuinigd
sulnasnsliuinsnaentinasdyanuaiaddifiuuimsiasuiifeduuinsiou
uilduimaniermmemiiludsiinisarldSuifisnswaserisnamdymiutiuwionuls
sgwiedbiuimsuaziuuinsiuediann S UUINIIsIUSsusuailasuasdlu

&U

ﬂi“"U’]‘Uﬂ’ﬁ‘V]Lﬂﬂ“U‘UﬂUﬁﬂV}ﬂ’MWN ‘mﬂmmuLﬂulﬂmwmmmmamL‘Uumiauawaﬂmaa

| Yo

ﬂUﬂ’J']JJﬁ’W]‘W‘ﬁ/Q‘VIZJE)EJNi‘U‘U’iﬂWiEJE]lIWEﬂ‘i]GI@‘U'ﬁﬂWi@Qﬂﬁ']']LLG]O’]llIL‘UNVLUG]WNVW‘YW]WNE]’]"\]R]S

% [d

genivzeninin uULﬂumsauaumamLﬂﬁ@%ﬂﬂﬂﬂWi’ﬁﬁ%éﬂ it aseauanng
Antuasdlifuisssduamufioelavieaulifimelainntiesld ddefusudeavululy
mevnuansisruisnalanlulumsauiansdisanuldiiela

2.3 aruiiawelaanunsadsunvasidnasaiainiudadouindenuas
anunsaifiiatumnufiseladunnudEnvevdmieiituuusldmutatefiduifdos
fuauannislivesyanalundazaniunisaitiananisiiyanasialinelasodanis
sz lidulumudinnanisliundndamdeanndsfinianislilasunsmevaussediagniies
yanaaInAsuANsEniRudedsiuldesnaiuiiulausinasiduauandasetudu
fn1u uenaniianufaneladuamifniiannsauanseenlussduundesldtuogtu
AnuAnisessUsuiiudeilasuaisiuasiiamanialidulnajgndaddfinandunmsgu
TunsUSEULTIgUANUANANTIRINUINNTANS 9

3. yannsiunisuaztadeidamasnoauiianelavasdléuinng

Hadeiifinasienufiimelavesdiuinis annisinvienansitisadesveiaus
uAnfeafulafefiinatonny fmelavesiniuuinms vesindsinisengg Tl

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

3.1.1 auiiuins madhiamsuinisldazmnidleduniuuinig fnnudeanis
doudaliinaufiasnslasonisuinig vafidiuasnszareanuiivinislivhiaie
S1unumNazmningnadaduzesdny

3.1.2 nMsdasunsuuziinsuinisaufiswelavesiuuinnfntuld
Mnnmsleduteyatnnans vieyanadunanvuiweanisuinmsivlumauindennnsety
fuanudeefaziauddndfunisuinmsdnansuduusegdandndu IHanudesnis
USNITANLIN
fAnns duduyanafifunumdidgsents iR

a a

winsliguinsfamsfionsleddy W JHUINTUTNsIleuien1suinig lag Andada

Y

3.1.3 gusnisuagziufu
Y
i



anuddgresgnAnlundn denausanauauemINfenIsveIinsuuinisiiiinam
flanelaldire wu iderruuitRnutentinnuinsswindsgnidfey uansnginssuns
Uinsuazauesigniuuinsdesmmuaulaelaldogafuivhedndiinveswinig

3.1.4 ANNHINRBUYDINITUINS amWLL’mé’auLLa“Uiimmmaqmiﬁmﬁﬁﬁ
onswarionwitowelavesfiniuuinis ff Fun3UuInstuiluraan MwIndenYeensuInng
LﬂEJ’JGEJ’e]QﬂUmi@’eJﬂLLUUamUVI arsean L ludemedtionsuasnstiddy
msfauss Mutdnain naemauntseonuuutanaiedlduinig

3.1.5 nsEUINNSUINNS s msdiaueruiunsuinsiludiudanlunisasng
anuianelaliiugun Suuinis Yssansamvesnisdnssuuuimsdaaliiunisufdenig
WAKNIFUUTNISEAUAGDIMT karauDIHBAIINABINITYDIGNATLABENNABINAMATN
Wi NMsdunalulagnauiinesidiundnssuutoya

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

3.2.1 fruanuazaIndlésu vanefs anuiliuinng saudsaniuiensn
Alviuinisaven gunsallunisliuinig wu wuuvesuliviaurauuayiinisussunduius
suuimdeLiles

3.2.2 snudmthaglrusnsaildsu mneds msiidmthliuinnsudsnie
wanvay sunduudula 1aranin Sanunsefiededu dnsuinaifuszuuiidunou
Tunsliuing

3.2.3 fuguAMUINETlesy mneds msldsunsuinisiigndes asdlumsen
fgunsal Livsniswawiies Taumssiugill waslin1swidaman1susnig

3.2.4 fuszoznanlumseidunis e szognarlunsliuinisiidmun
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%wﬁﬂdmumﬂqﬂﬂuLﬁmmm%ﬁsuﬁuﬁqmqﬂg‘vims IEEIRERREIHER
mslusnseuvesssdodliutusnng Woui AuFeruenau naesauaniuzyedsny
uanandgideldvimsdnangissiudiug Tasedouumanieafundnauanonia
dudndedl ndnenuaveniaduiinuduiusedndlndiatundniainimilosnn wénnsi
spilinsldiainmlulvegruananiadunngynau anuateniadudugiuveadinim
wazidundnusefulunislfiaiamfatuldase ﬁqﬁ?wé’ﬂmmLamamﬂiéfﬂgwma
mLﬂuuaﬂmiwﬂwmiﬂgumamﬂawmmﬁuaaﬂuLiawuq CRRNVRRIIHTER
lml,aaﬂﬂg‘um (Non - discrimination) mumiﬂgummwaﬂmmLauamﬂuu L BMIRNGIR
dsifiansvdfymileutusgravindoudu wazezdesl fuRdeddislarszd dguansieiu
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Tusndsfulumudnunzveadosiug JashlfAsauginssumeldudnanuiauona
Fulg Mé’ﬂmwmauamﬂLﬁ'aﬁmimmﬂwﬁmzﬁﬁLmqng‘wmammiﬂLLEmiJizmwuawé’ﬂ
anaianenald 2 Useian fe vdnanuananiaviall vdnadnuaveniaiiilidudnsdy
fugruesyana nnaufienanandutunmsnssdiilan 10s3gld wasndnaruateneaany
Fos Wundnanuanenailiianzies iuvdnauatemailfianzagluvouiuniies
ToZomiaduaws
Fauidesasunisliuinisesnananma fio anugisssulums vimsouled
suARTImAuILTENiY Yszrrunnauagldsunsuifedravinieuiuluyuses ves
ngane lifinsuvasenfafulunsliuinig dssmsuaglddunsufialuguiidutaan
yaradildumsnisliuimafendunudonislumsdauinsliedadivame
3.3.2 nsliu3nisfinsaian (Timely Service) wuneds n1sliusnsazfosues
Indunistiuinisansisae azdosnsianansufiRnuresmiisnuniaigazion kil
UseBnBamiaedilifinimsana wenandiifelivhnsduesgivssfuduilngoide
fninnsuazuuAnfeiunsuimananiudndel msu‘%msﬁ?ut;ﬂﬁu’%mi%ﬁaﬁﬁﬂms
UTNI5I8T NAMARNITIININNUKkaEInasTalun1svinsuegegniasanyay
AlUIN1saERasiTnuuaiat lnedaassiatvesnueslvigndssiagivunzauniuiug,
fifvua (M3U3n1san 2553 : 4) msuimsnandusiiimusnagnisaiuaunisu iR
Tussauanunauag ingussasdiimmun eneliAauszansnwlusminiinuiavey
nsuimsnaTliiAaussanamindnnisded
3.3.2.1 N15779uKNY (Planning) N15219uNwdunann1sdAyreIn1 59y

kY [

dparirungaaneldiaaiusenda wagnelminnuniivssansnmlaemvuaiuuanud

[

fowi warHnldujivlunisnunuanduddomsznisiauazheinwaiwasling
sala 1

5117NIN

ﬁe

3.3.2.2 MTIANATIUNNEEINIU AD N1TANUALAZIAaIAUAINEI ALY U
ulSlunrunnsyieu suledildddgyvienanssulaiiliiinussloninsdaiald wagli
nandmuauiiddn WeneliiAnUsyavEamueanuinniian lasuenussinnvesnul il
Farau whdaimfeutuiesevdanaasiuluegsdissuuiane

3.3.2.3 m3danailimnzauiuay nanfe msianariisituen wie
nsUsgyuitlisniuans Tiyaraduildiuntsnisganuiuiaveuiuniuaunis s
ypumneunszeuliyanadu iegreiiuszaniaim lasfnuainguszasdlunis
yhafitaunayamsadiusssnansinnulmiatuee

3.3.2.4 Msdanafousuae fe msvierlsligaisiuiduduney udlily
Tdlausnisdaszuu aubiiagUseidunuarfiuviadsvesnanullindunisindulaiiioviau
paiiuT N za e

3.3.2.5 MamuaumM sl stinafifng fe msiniidelunisvinu
sl udsziungs ffudideeagunslivinmsiinsana fe {liuimansdiosiimnunssio
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nanfugFuuinmshuynnsdifindeseveiuuing lnserdenslivinuziaiesile viemadaly
MsUIMs danmsnunteuimsliussamantmaneiinngilunaiidivun ey
warmsdndduanuddlunisviay Jsfesendensyuiunisededle wasmailafiag
Wherudedmuauazamuaunsujifndliussauanunm uazinguszasdiiivun e
reliAnUssansanlunuiisufinvey

3.3.3 N19kRUTNI9E19LEaNe (Ample Service) wu188e N1TIAUTNTA D
Snwagduuliuinsuazaniudiliusnisegnavangan Millet (1954 : 38) Wiuiaaase
aavsensaswangliiinunineias rfisuaunisiiuinisldiiomeuazaniudiss
fluinsadrennuligissalfiAatunndiuuinig vonandfideliiinisdaunsei
Ussiiiuiuillagondeindginsuazuwanaieafunisusnsesraiioswefiniiudndell
wenanliuinisedurinfisudunagliuinisedresiabinar fesdfledediuiunu
fumngay Sruuaufidesnisluanuifiismelunafivangaudnde nsuinisfinedfiss
y3ein15UINsTus1 (Adequate Service) Ao Msu3msseRuTisifigavesnisuinisiignén
wsausuld tngliinanuidnlinels Aruaiantseduivsznaviuainseduuinisd
fauszasduazseiuusnisiinesfivsaeldfudnina Jade 3 d1u e andidyyids
;:ﬂ,ﬁu‘%mﬂﬁudrﬁm%’w‘%msﬁgﬁLﬂuﬁzymﬂﬁ%’mLL%&LLazﬁwﬁmmwﬁlﬂﬁmLLﬁa 91NN1TUBNUINGD

(%
v VA v

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

'
aa

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. gUSMsHAnliung agdewmsevtnfwmuesifidiudfglunisaialviia
anudieanelalunisuinisvesysuuinisnsegld taslunisiivuanszuiun1sdnnas
N1393ULUUNTUINTIEdosilsdag fuuinsvdedliifuddy Vauanmninssunis
THuins wazdnausuimsiigniidosnsanuaulaelaldedrufuifeindrdnves
NIUINg

6.aMNUINEDLYDINITUINT Fifiunisazdesaindsiulfifnauaisay
1949173 @0ufl d1untsesnuuUAnLanIsuLsiiuilldansfiunzauasd deliia
adnuaifiAnesfiansuinig uardenndnuaitoanlugdsuuinisuiedliuinisdnie

7. nszurunsUINMsEauiunisatafinieliiinaiuivsedniainveans
Fasruunsuinisiileifiuanuadesiinazauauisalunisneuaussienusiodnis
vesgninliegnagnies siaunmlasnisiyaansmaluladidnunsmierfinuszdnsam
TunsuinisuarUseavdnaiianinduseduuinisvidedld

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

ndnmsfizeniinsiaunisliuinsdgniuuasuaes (Package service) fil

1. gansnevauesnuinduvesUssryududmungnisuinisvesy
Tude3u azdfumsliuinisaussifevuuuuny Tdnvugiiduguassadenisliuinig
fefu WWhmnousnvesnisdauinisuuuasuasasionisasslovivessersuglduing

1%
Y

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

1.1 gliusnisazaesdednnislivinsiluniszndhniidesduiunisedis
soilledlagazromeneudnuinisiinseunquieglutienaisazlasuusnsmnau
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1.2 MmafmunsedeuIsuiauasmsldnasitdasdesilatednsusslovives
Alfu3nsegsaEnINLaETINGT
1.3 glvuimsazdosmesfunlivinsiiipusuasdnaivinioutuny Sans
wsuslimmiunseldudsemnraldetnaiud
2. mnusanilumslivinstgtudsauiinsldsuudasng  ag1asiai
ueefinmsutsiuegnanna maianiliuinmsdanusndanniuoanssiild 3 dnvae fe
2.1 mstmunyaansdvauadtanuinmamsaiieldann gy
firnunseieieiuuaznédndulalubesiheglusnnavemu
2.2 ManszaesarioNaus TN Ty warUsuUssssdeuiBnisinay
Tifitunou uagldszozinalunisliuinislidudian
2.3 mswaunaluladsng q fasvildausaliuinislagtu
3. N1sliuInsazdeasvauysaldinuneveinsliuI NS B NRUUATUINAS
Snusznmilsfifennuiaieauysaivesnisliuins Femnedanisiadeauysalnudns
Uselowaifiglduinisassodldsu Tnefiglduinslusidusiosnfadevssads dednumedia
voensliuinsfiadeauysaififonisuinsfiudiatalunisindaifivsndaion vieldiiu
2 ads venanilfmnedsmuneenuiagliuinislusestu 9 fifunAndelduinisanais
wldfusng 1wy fflveanedesmnensdsadmhigliudnswuingunlduinsdune
nansUnsUszansuniduiunisaeienalsinsussuvulilaeviud
4. anunseiededulunisliuinisdadutnunefddyusenisuialunis
faunsliuinisdegn madmihiliuinssemnssiose suudunlduinisfiasiin
ﬁﬂuﬂaﬁﬁaam%’uﬂﬂmamaLLazf-ﬁ’WLLuzﬁWiN 9 1ntu wasfisleftazanduusmsludessy 9
Snuavazthluganudedensnsiveslduinisluiign
5. MWIUINSAIEANUYNABIAINTANTIRERULA MsmuINISITUSAITLULATY
rstuliifssusaedadliuinsfiadaauysaiviniy udasdosdanugnioswaussauidly
wiveulgugszilyunuuikulazgnABdludIAasTTTIEAIY
6. Avwanmseutien Wvthigliuinsasdesl fiaderdliuinisseanugam
goution Feazvirliglduinsiiiauaffinsuazdialinisdearsianudlassninetu
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 msanauamnisuimsiignAiinaufianela Ineduwunauanvugaunmlunig
Tousnnsdl 5 du el

1. mnudugusssuesuinig (Tangibles) Aodsdunsanuagminuazanuiluny
U3ns mstinrudusussauiannsaduiadudeslifidnvaemsmenmiiusnglifiuigy
anuil in3esilogunsaling 9 Yan 1Judu

2. audesiuliinedald (Reliability) Fon1sliusnisfenssniunisdeans
fiaueungiuuinisnuuinsfueumngliuifiuuinemnadtosdanugndeaningan
wazfiruaianefianinsaainmdedolindslunuuinsangsuuins

3. MIMBUAUBINAN (Responsive) Aenislsiusnisglsusnsiindidiliuinng
45uu3nig semnudulanaziianunfeudiazdromdendeliuinisguuinslaud
wazffuuimslésuuimsfiazmnuazsinis)

4. nmslimuiulauAgsuuinng (Assurance) Aon1su3nisangliuinnsidl
ANNIAHENTITINEElUNTINURUANBIAIUABINISVRIRFUUINIT warlluyueduiug
i anunsavhlsfFuusnisinaundetisuazaianusiulaingiuusnslasuuinsia

5. asidlanaz$sngdsuuinis (Empathy) Aeglwuinsiliuinisun
ASUUINIsuAazs1e areauetlald AnwinnufeInIsvessuuINITIaags1Y Ay
wileunazanuuandluuiades dunuimdunsiiuinis dudiuuinnsusagzsne
lumsasianuiianela

4. yuamnensiasuainendnuienelalunisusnig
fisia waiadan (2550, 28) Anudianelalunisuimsifudsigdndunisozdes

o =

Filsdanslugiusdlinuins uavasdesaefnlugiuzvesdiuuinmsdinde Woflagannsn
duaslhinanufimelslunmsusnmstulaleansanssyhruduneusng o dil

1. amaaeumnumaniuazauswelavesildessainane Munisdnanu
TngmssnsdrsamuAniiuiiednwdiniuaands wazseduanufianelalunisuinig
ffFuuinng videfliddensliinmsamdunsiuilsanudaiiuresiliuinng Mdufuius
Tnenss aaesdsasdiligdniunimauisenuaiaviaaganufionelalunisuinig
AlndiAssfuauiuaianniian Wefagldluiauinssuaunsliuinsiiauniwese

UANABINTITVBIETUUINIUTR LT LA
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2. msrmualmnowagiimnesesanslrdaiou Sedndunisazdesimun
fieine wazgaduresmisnulddaiay dudefidimunefieznevaussdoainuaianis
VIR TUUTNIINTRL MY lnelianuaennnesdanulldunginssuvesdSuusnsvseyld
wazmsesesluInsazsdunslsiinanm

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

4. mstmunuALazaNdNTuslunguyaansliuing eliglduinns
ynAuiiausniesulalunisviy Sulinyeusanisasneassd anueilald aauvuwm
Tumeiau lnegatiumsvhanuduiiuiesassununmlunisliuinig

5. msdinagninisadieanuianeladedSuuinisusegldluUfun
uazUsziflunarunsaIsussenna wazTmusssuesAnsiigaiunsihauiiussansam
uazflinunmiioasanufianelalvungFuuing videdlifnsivuatvaneuazinasiia
ﬁ%’@Lﬁ]uiamﬁmamauLmumiﬂﬁﬁammﬂmmaLﬁaL‘ﬁuLm@ﬂﬁﬂumiﬂg‘jﬁamuu%ﬁmm
nagmdTnaly

5. Bn1sinanunanelavalduinig

FBnsinenufisnelavesdlduinisanunsarilinansds lunisaiuealdisnsla
Brsniwieldnareisusznovsuielinafiuiuoutu dninnslfiausuuaalunisia
arufianelavesgliuinislisd

USumns 2adoynslsan (2532, u. 138-140) lana1il¥dn nannisinaiuiianels
wisuuuianudnungdenuiinmeenidu 2 dnuazde

1. woudrnavsioduwuuiaifidanuuazdneuldidennoulaeigneunou
muiinuesiinnuAniu wazanuidndudeyaiiimslinssiseduiunm

2. wuvdmadmssan Wuluvasuamdifneunsusedyauazteidouves
aues Wuwvudunwaiisedandanedeliineulnedasziduteyaililudsmaaniuy
Fadsanusawdaldmunadnuazesuiu 2 dnvusfe

2.1 wuiamnuielamdegialudunuuiaiiaeiianelavesyanadil
Anugregfurulagdiuy fedruuuinsdadliunuuuinvomeauuy 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
susgldnsiuastumuinsduiudidsfudymuazanuinmih
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a1lsy lagaudi (2534, 39) lond1al3d1 Wnsinaudianeladenisuinisens
nszvildvansTBsieluil
1. mslfuuvasvaudaduisidentuegsunivarsdsvils Taonsvesesmde
veaumileainyanafieinsinansanudniiuadunuuresuiidfimundineul Tl
Fennounieiludineudasslnedineuiinanenssrarudearnufianelaludiusig 9
fimirsauidsliuinisegidudnuuzveanisliuinsanuiiliuinsszeziianlunis
Tusmsyaansiliuins sy
2. msdunwalidudniswiledildnsrviaszfuaiuianelavesguilduing
FaduiBnsfidesendumadauazanudiungfivewvesidunival fezgslalvifgnduniual
noufnlimsstudefiaasamsinanufiselalneisdunival Tuiluisnsisevinuass
UszAnSnwananisuile
3. msdanmfudnisvilanagilinsuieszdunnudfianelavedfunldusnsld
1Ag3FN15dNAINNE AN TaneuIn3uUs T seuUINITuazndannslésunis
U3N5udn 1Wu msdanaiBenvimamsyadntiuazauivesnmsnveuuing iy
mstaamufienelalagIsil inasdomnseyinosieduariuuuunuiiuiueui s
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) lgduunnguianufisnelalusueendu 2 ngufe
1. nuinisaussaudesnis nquiioinaudianels lunuieainaau
Feansdruyanaifinuduiuddenadliiuainauiunmsussauanuduianiandving
GRNIGER
2. Nufn139198angu Anuianelalunulieuduiuslunsuiniunuanuoe
YosuALANLUTITAUIRINg Feandnlvinguiduumaunsyssiiunanisinany
Sunesa (Manford, 1972 8198ty audna Aaiies wardyua Twsneq, 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. nguANNNEIEINRBIe91Ta unguinesanamilanelaainsele
Guifieu uasnanouunudu 1 nquil Wud nguuimsssiavesumine deunuivaines
(Manchester Business School)
4. nguRANNITAINIIN1TTANITHBIANTNElI NN RNITUAITUIMI T
V9989ANS LN Crogier M. Way Coulder G.M.
5. nguionivesiuuarnseenuuuay anufisnelalusuiaaniden
Y9329 nauIRRnTINanTunAanen (Tavistock Institute) uAngndoaouneu
§us18 w1alad (Abraham Maslow) tHuginnesingruvesinineuywede
Lmlmwwmmwgl,mm% FsildvdnasioszuunsAnuvesendiududumn VTN
fivugruaguuamAaiti nsmevausasstudundnnsitessuioiiauddnyiands
ogiJoamdmginssuvesnyud
walad fvdnnsfiddyieatuusgia Tnsdludesduduaugesnisiand

<

a

AR Wy udiikuldunaziinnudeinseulnngWuuseelaresausunanaIy
AOINITNGANTIUTEIAUST sfslugnsnauaues Aunela walad wunufeInIsiiug 1u
Yosuywdoandu 5 szaumeiu laun

(%

1. uywdiimnudesnis wazanudosnsilegiane lififiauan
2. mudesnsfilefunisausud avliidudsgaladmiunginssudoly
arudesnsiilalldfumsaueavinduiiiudsgdlavesgingsy
3. ATUFBINsTesuT deuiY VisTiaudasnsnils lunisnevaveudady
LiAuanfifinanudesnisiuduiun
4. pufesmsvesnuiidnuvaiduddudu auddnanfe Weaudeanis
TusgAumlssunsausaudn anudesmsluszdugeiaziseniediiinimevauss
5. avudeansdusimuiiuitaemuies
6. dnwazd1AyvaIN1sIRUINISg
A5Sml w3 sl (2543, 1.143) naniednvasiidfayaessusans B
1. Wanansedudedld (intangibility) nsusnisdudefidudostals anAldens

a

Ba1 1w 330 160U viesn msuinsldneude lidesiddlimsuandiedaudlfosmuny
dudrnands ldinglaelyminisagdesuduniamd ﬁaﬁ?uf]mmwmmﬂﬁu‘%miﬁagﬁ
Aunssudaaiunsmanansuinisasdesmensuilidiulsslonifldsuanmsuinsunnd
Fansuinssuienisuendelunuainesuuimsigldvinisudniannudfienels
wazdalinsuensieludayanalnddn

2. llaunsauuakenni1stiuinig (inseparability) n1sliusnisiuniswan
Larn1suslae vaiedfukenliladuindedndnniunal lnenagnsvenisiiusniseie
nsimuALIRsgIuAuaINsliuInsTismg
3. laiuriuou (variability) Snwaigresnisuinishiuiueuiuegiuinfuisuing

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

4. ldaansanulila (perish ability) usnisldaunsandaAulilamiloudua
3uq dranudesnisdainane nisliusnsfaglditamn widdnvauzainudesnisl
wdweuvgyiiAn g Ao vimsluviulanselufigndn Juilviguimsdesmenenuenyuy
UMMM STA A NTA AN U3

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

Aeafundnmsliuinig Ve

1. wanAnuaenndesiuaudeinisvesyarailudiulng nanfe Usslewd
uazuinsfiesAnsialviduazdosmevaussanudosnisvesyaainsdlugmiovanun
lilddunsdelvingulangunildagiane

2. wdnauadnane nanie msliusnsiu 9 dewiiululdedesoies
uazatiiane 19 ngaq mumnuwelavesuimvidedufony

3. wdneniALenn namFe vimsfidntuazdedliundulduinimnauseng
ashianouazwiniioutu lifinsldavsiimuunyananiengulaludnuazunnsisanguaudy
9 pgradiulatn

4. wénmnuvaende Ailtareideddlulunsuinsazdeslinnnauiuniinad
A3uusmsazlasu

5. nénAuazaan vinsfisaliunguinsasdondululudnvausiufodlane
avann aune Audominenslinn veddlidunisaiennegeenlaliungliuinmie
Aldusn1sanauAuly

AR AveTses (2521, u52) namisnmaiRninvesiuinsaesioalied

1. ussmeganm Bousos axo1n Wangan AMLUUTItsNuYeInLi MR

2. \Buivouau ihlanu wazvouudnisgou

3. 1730711 Joiufsen wagnangeutiow

4. w3y Feazdesuszneufonisiinruiluny waranuiseusia

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
- wisuauedlineuane wisngunsallvnfeunagvimiiuinig
10. 1AUAA FUoyalunukazd1IasiLUA
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€ a Al

yiung Aing133s (2533 oedislu Andionl Bunsiilanw, 2543, u. 23) lanain
Wi ivessuransdesintinfiuazgadnuaeiivssneusedauylunisliuinsundun
THu3nis fail
. fousugnAweanugnmeeuleukasliiiesiiaue
 Fousugnidisnnubuudiudala
. ABuFUgNAPRENITIIANIBMED uaznsERBToTURLALD
. Fousugnimenueusy uazBuRlimutiemdeinfiazdield
 Fousugnidennumens i latiymilAntuunuitesuadeindulidl
fousugnaseninenlald wdazuadsinduliala
Fousugnidnonnuaisle unuilezuaieinduliauls
 foufugnisenueany wuilagihliguios

O P NN AW N e

. ABUTURNAIPILAUALLAY
. G’T@u%’uqﬂﬁﬁ’;amwmﬁaiﬁﬁum%mﬁm%q LNUNAZTNNSONLDZNY

—_
= O

. fousugnéseuinisiaue unuilazfuuinisannin
12. Fousugnindonsuf Ui filsiunuiiazdndd
13. fousugnindhenisiiiunuAveAuTiinEinse unuflazianse1ns @esw
14. dousugnilaelyiianuAniiuainaassd unuilazlifneslsidelny
7. 93AUIZNAUNISIHUINS
LuAASIaY (Maculion, 1954 §19didlu w13 Wumfina, 2545, u.29) A uiiuid
Asliusnsveamtheuiy azdesdszneulusieesdlssneuitdidy fe wireeud
1% uSn15 (service -delivery agency) U'%ma%qLﬁ“fJuUwiammﬁé’ﬁmﬂé’dma‘uiﬁl,m'
f3uuinms Tasustlevivionmevesuinisiildsutugfuuimanenseninlluinladeonans
anunsoineanuiluguveriruafnle

WG yaySnadig (2536, $naftalu uid Husdna, 2505, 1.29 ) lélsieamane
199n15lUINITIINISTYARa nduyArauieiguiiisiuantifiigatesiunis
Tiuimsansnsardenaasiuvesiguistonyuivih ilunsdsdonisliuinisansisasun
Usznwu Tneigesjsvneifioaussieninudosnisvesuszanvulagdiusiy flesdusznou
iy 6 du fie

1. aouluazyaaadilsuinig

2. Yadeinindwiensneins

3. N3¥UIUNIUAZAINTIY

4. HANAAVSORIUINIS

5. 98an19nshuInIs

6. nansENUATHORFUUINS

AN IR TILLIANAgITUNSTRUI STy waadifiuindmanevesnis

THu3nistu Ao nmsadrsnnuwelaliAaungiuuinig dedu nmsitagdadinisliuinig
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as1sazussimnevieliisvils fie mstanrufionelavesyszrwugiuuimaiiedu
nsUsafiunanisuftRnuresmhenuiifniiflumslduing msensiaanufimelail
Junismeufaiuimiisauiiinidliuinisianuaiunsoneuausssienufiednis
vaaUsevulaviseld iesla agdls
8. mawaumMsTliusnsiseiuTa
8.1. Msdndtinauusnseatg
lun1sdadrinauuinisealmiazniunisindrdnanuliisevies azeaiies
st llldazdodimuddyiudandnd fe
1. msdndrinailiaenndesiunszuauns mslruinsiuiuusdlmvinli
fesensinmudunouiianluldedvazen s
2. umadfiuiiufilissrvudnfesounnmrinfuiivesdmiig
3. adaussnAnsinseuayliuimsilufuiesuazauguy
4. fAsdrBANEzaIn WU 1A iddefiu
5. IpdtinunNlAgIng 5 a.
6. Usuanmpiviaianielu neuen Tazenamesuniusssuni
8.2 dnlliununuinisusevy
nsa¥anuuserivladlousersudindadevzdesdnliddiunislinig
deufudsliiluiissnisdeusuiluusiaedosanunsalvimuugiinsaeundng u el
Uszrmundeudniuuinig eaenaliidiuinuuusimsnsdne Taefituneu duiolud
- Buuduuazinme
- aaunuliAUSnw izl
- 339ABULDNATIATUNIUY
- UuzingeAuINgeng 9
8.3 M3inszuUMSIUINIg
1. Mydnadulunisinsielae
- TdmsAn
- TiaSessznduiusieidewviefsnus
- dngpanlinnsie
- dndosnafiandmiuunatesiiannsauinsldnn lngusnsanainves
Un@dugesmeniu
2. N133ngasuinnenIsdugneguTniumin danuniiwnaiieame
dmiunissesuuinisiagliiiendan
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9.M5UMIIAMNINNTIAUINNS (Managing Service Quality)
dsdhdnamidunisaiiuanuunnsisedssiauinig fe mssnwszdunsii

uinmswmileningudsiu Tnstausaunmmsliuinsmuiigniaanisligniazaands
Aeatuauamnnsliuinisldandszaumsailuein annisyaUandedanuazainnng
lawanvesgsaliuinmandsanlduinsud gniaziisudisuuimsiaanisiuuinngi
Iesumnuimsaildsumniinsfimenisgninazliliauaulslugsiailiuinsdndely
mnuinsfldsunsamiesnnniinisiiaangnfagnduaildui msvesssiaiudn
LUUTIRDIAUAINAITIAUTAITUBINT1TIYI LY, TNToR, wazwuUs (Para -suraman,
Zeithaml & Berry, 1985, p.41-50) lﬁﬁmumiumaﬂzum‘wmﬂﬁu‘%mﬁqLﬁummé}’aqmi
Hudrdglaediunisdweununimnislivinsiaenisdaduamglfnisd seuuinng
lsisrauarudifaduanstasing 5 Uszns feil

9.1 YBIINTEMINANUAANIVBIUIINALALUUININITTUFVOR 8 UTINS
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Reliability Statistics

Cronbach's
N of Items
Alpha
783 24

Item-Total Statistics

=

q

Scale Mean if Item | Scale Variance if Corrected Iltem- | Cronbach's Alpha if
Deleted [tem Deleted Total Correlation ltem Deleted
Al 95.83 41.281 229 79
A2 95.99 40.950 .258 778
A3 96.68 42.499 .009 .789
Ad 96.41 40.004 264 778
A5 96.54 39.230 296 a7
A6 96.61 39.139 352 73
B7 96.66 40.046 337 a74
B8 96.49 39.232 430 770
B9 96.51 38.532 393 71
B10 96.57 38.447 415 169
Bl1 96.06 39.836 403 q72
B12 96.35 39.269 .480 168
C13 96.74 40.173 .240 180
Cl4 96.38 39.417 403 71
C15 96.46 39.070 .400 71
C16 96.76 40.903 153 .785
Cc17 96.52 40.652 148 787
C18 96.51 39.852 243 780
C19 96.50 39.172 333 a74
D20 96.54 40.330 .245 79
D21 96.46 39.570 .359 NAK)
D22 96.46 38.810 410 770
D23 96.40 38.362 425 169
D24 96.59 38.164 518 764
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Reliability Statistics

Cronbach's
N of Items
Alpha
947 24

ltem-Total Statistics

=

q

Scale Mean if Item Scale Variance if Corrected Iltem- | Cronbach's Alpha if
Deleted [tem Deleted Total Correlation ltem Deleted
Al 97.28 86.462 735 .932
A2 97.61 92.659 484 .936
A3 97.45 90.090 503 .936
Ad 97.28 89.182 580 .935
A5 97.42 90.165 550 .935
A6 97.40 89.062 634 .934
B7 97.27 87.318 728 932
B8 97.49 90.172 610 .934
B9 97.40 88.642 622 .934
B10 97.23 86.738 764 .932
B11 97.55 93.010 470 936
B12 97.31 89.515 576 .935
C13 97.30 88.611 664 .934
Cla 97.32 90.039 599 .934
C15 97.38 90.217 528 936
C16 97.28 91.022 498 936
c1r 97.32 89.099 584 .935
C18 97.40 90.042 537 935
C19 97.34 89.526 .585 .935
D20 97.27 87.638 702 .933
D21 97.44 91.688 526 .935
D22 97.45 91.150 495 .936
D23 97.31 88.955 638 .934
D24 97.23 88.278 726 933
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Reliability Statistics

Cronbach's
N of Items
Alpha
947 24

ltem-Total Statistics

Scale Mean if Item Scale Variance if Corrected Iltem- | Cronbach's Alpha if
Deleted [tem Deleted Total Correlation ltem Deleted
Al 91.14 227.541 .790 973
A2 91.00 225.480 718 973
A3 90.82 226.168 662 974
Ad 90.81 222.454 755 973
A5 90.86 222.001 781 973
A6 90.72 225.062 721 973
B7 90.96 221.478 817 973
B8 90.84 223.015 784 973
B9 90.86 224.821 746 973
B10 91.08 223.854 818 973
B11 90.95 221.728 835 972
B12 90.83 220.341 807 973
C13 90.86 223.441 .780 973
Cla 90.73 222.198 766 973
C15 90.81 222.254 .808 973
C16 90.70 221.351 831 972
Cc17 90.80 224.180 757 973
C18 90.76 225.703 716 973
C19 90.73 220.658 827 972
D20 90.81 221.634 822 972
D21 90.73 225.718 723 973
D22 90.75 224.048 769 973
D23 90.67 225.682 758 973
D24 90.73 226.938 721 973
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Reliability Statistics

Cronbach's
N of Items
Alpha
812 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 102.34 37.514 167 .804
A2 102.49 38.477 .041 811
A3 102.65 37.006 248 .800
Ad 102.56 35.739 375 793
A5 102.43 37.636 140 .806
A6 102.34 36.779 313 796
B7 102.38 36.280 371 794
B8 102.28 36.266 432 791
B9 102.19 37.626 231 .800
B10 102.42 37.247 254 199
B11 102.68 35711 436 .790
B12 102.53 34.231 .550 183
C13 102.47 36.129 .358 194
Cl4 102.72 33.715 .606 .780
C15 102.76 33.410 595 779
C16 102.66 33.942 542 .783
c17 102.46 35.129 526 .786
C18 102.43 36.820 294 797
C19 102.29 36.311 422 792
D20 102.25 38.334 115 .804
D21 102.29 38.434 .088 .806
D22 102.35 37.210 .286 .198
D23 102.31 36.891 .342 195
D24 102.36 36.764 357 195
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