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3) AIUNNIABLAUAIFABYNAT (Responsiveness) MNIETIN ATTNNTDNUAY
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o L8 1 v . d‘ [~ Y a dl o
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AMUHLNING 2.2 meiﬁLﬁuﬁwmdmﬁfaQﬂmimmmﬂﬁiﬁma?‘w IUNA 5
F84979 Feusartainsannsnes e lEs

1. deq9197 1 1899719709903 an19ma1A (Customer  Expectation -
Management Perceptions Gap) IuUn1911AN15998N19NITAAA INAnNsAARDARANT
sendng WilEnN e uE LT 992 A LG

2. ﬁ@qdﬁq‘ﬁ'Zﬁ@adﬁ\‘lmmmmﬁmﬁﬁmum (Management Perceptions —
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49099199 4 Hutee3I19299n1980407 (Service  Delivery -  External
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2
@ 1 %

AwewaladpaudnAtyiasadfurisnisuas{1iiisnig e laauing (Heskett, 1988) 14
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N ; @RNAK (Heskett, 1988)

fatuazledwnes (Rust, RT. and Oliver, RL., 1994, p. 11) ldna1adn
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fiuisnisazdsziiunoiunanalalutiinig InefudainesdlszneudaasAnsuinag
AnsizenlilignAnTu 3 Uszim lhun
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3. nstauetisnig Hud waAnssunisliitenisaesgliiinig i d5ande

Tusizraantineu yaannam aaitfisen n1sdeanslsiney n1swenlald s

o

3 P % a A [ o dl Y o
"QZL‘VIHi@Q’] ATANH UL TAINTNGIULINNT Datfluinusiuilalunislddn

q

]
o =

AAINNNITENeTignAnsLE  Guduleseniiazuanglfitiniseanannnisiinag Gl
puaanpdesTULIANTEY uiueiuaznalals (Tenner & DeToro, 1992) 4nanadn
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v v a %%
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o o o
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2 9NN DS

2.1 N1UIRANN I TDINLAAN HULADINUNIULENNS

2.1.1 an15qaglulseina

ATavnn Mas9INgm (2549)  HANEIANANRUSITNINIAUANHOIENNS
1i3n1seeimaA1suazanianalalaasonrasdisinalumangaumnuniuas Tn
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NN9LINIIUAZANNANNUTITNINYARNNNALIANININNNTLENFTBINTENINULTN 79N AN
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2.2.2 uans3aglupalssing

4149 (Chang, 2006) ﬁﬂmﬂ@f«?ﬂﬁﬁﬁm'ﬁwaﬁiﬂ@am’]wn’mu?ﬂf]ﬂmwﬁﬂmu
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ﬂum@ir‘, AA885 LavAand (Schneider, Wheeler and Cox, 1992, pp.705 —
716) WiAnmAearuanlalidiinig (Passion for Service) liAATEIUATINANNANTTLE
AtldeussenniAnig 1N luesdnns (Service Climate) IneidAnI95L3aINNaNAIDLNa
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AAUAUBILAANAT (Responsiveness) LALLHANTININUNR AR N ULTUNIZANALNT

a q
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AUNUAILAZAUAT (Amanda N. and Linda C.,1999) ANHIAMUANHOIENNS
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2.2.2 uan15aat lusnslssing

pafuny warlawes (Dormann and Kaiser, 2002, pp. 257 - 283) Ani
AYNANTUTIENIN Avnane lareangusnedwiuiudiinaseslunmuninnisiinig 5
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Tl (Knight, 1996) lAAN#NEaiuAnININNI9LEINNS Taannsadaaseiiléig
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