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nirynuie (monopoly) 1 l i d ~ ~ ~ i a n 7 ; l n ~ ~ < i 1 n n ~ u w 1 : ~  ~ i l j ~ d i ~ u i ~ n % ~ ~ ~ : ~ ~ ~ ~ u n i ~  

~iPruu~Guuds:ln8niw1~~1ii~n"u k ~ u r i ~ ~ l l ' u ~ n u s ~ v ~ ~ ~ ~ u r n n d ? u ~ ~ ~ d ~ r ~ n " ~ n 1 w n ~ f  U 

$ ~ J I u M ~ Q R G I ~ U ~ U ~ ' T M ~ ~ ~  7 $ I ~ U ~ U U ~ U ~ ~ - I L L ~ / ~ ~ ~ J ~ ~ I I  ~ I I ~ Y I ~ ~ ~ ~ u $ J ~ ~ R % ~ D J ~  

nisd5ud7~rnsu5ai~Jlud uuad.i:n uurnrua:<~~7~'s  ni~l ts"$f l~~~163"un1~ui~w 
a ~ ~ n  n a u n u u ~ i u ~ a n ~ i u a : n ~ n ~ a ~ l ~ l ~ $ f l d ~ ~ d ~ ~ ~ ~ ~ n i i ~ ~ a ~ ~ ~ ~ ~ ~ a n ~ ~ ~ . i r ~ n " ~  '1 %l 

. i ? u ~ ~ ~ ~ o l o ~ ~ u a w l ~ ~ u d e n ~ r r d $  tlwuda~oc6n'ns1um5bbda;1]~"~?mt9~~1~a~3mm 

i i i u ~ ~ l f u u ~ c i i ~ n i ~ n ~ ~ ~ ~ f i i i a u ~ ~ n i n  d~:ijn y~i6+1 (2543, MCI 1 1) 1sinh-1 
25ii n ~ r I d 8 ~ d . ~ w p 0 n i n ~ ~ u n ~ n ' n ~ ~ u i r r i i 2 u ~ 5 n ~ n a ~ ~ ~ u w  hw~.r?l9m.rI<u3ni.i 

w ~ ~ i ~ ~ i u l d f i i a d i r r j d 5 r 5 n % n 7 ~  dseslfi  i%aiial.' R ~ ~ P R ~ U ~ J W  n l ~ p ~ g r n u r i ~ n ~ h  
L t  

kxlsz~ncl ~ n o i u l o ~ i u ~ ~ n i w n a s n i a ~ ~ ~ ~ ~ ~ y i n i ~ ~ a  ~ ~ ~ w u ~ ? n m i w n a n ~ a ~ R ' n ~ 5  

niclm~i iAi ini~uue~wCn~~1~y1nar6~ n i i ~ n i r ~ ~ 8 i r i 2 w ~ ~ n 7 ~ ~ . 5 9 ' n ' t b f r ~ u  CTuu?nls Y 
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(independent variables) UQ:& ud~n iu  (dependent variables) 646 
2.1 $ ' ~ L L ~ ~ R T :  (independent variables) YgkLfi 
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1) & n i l  ~O.OOO UIW 

2) 10,000 - 20,000 uin 

3) 20,001 - 30,000 UIYi 

4) 30,001 - 40,000 uin 

5) p n i 7  40,000 u7n 

2.1.6 ii!dfi7~n~rrio~5ouu 

1) i i n i i  500 uin 

2) 500 - 1,000 U7P1 

3) 1,001 - 3,000 VIW 

4) 3,001 - 5,000 uin 
5) m n i ?  5,000 m n  

2.2 6 3  L L ~ T A I U  (dependent variables) I~LLT~ ~ 2 7  ~ I G J  w B ~ B ' U  D J  gfldu 
Y U  d* n i ~ l r i u ~ r n r u a ~ n i ~ ~ r l ~ i ~ ~ ~ q ~ n ~ ~  i - I i n a i ~ l o  Tminws:unr~3aaqm bm~u 
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2.2.1 ni r~Gi fh$nf i  (access) 

2.2.2 nir lmdu~um3 (communication) 

2.2.3 fi7?LJmlJ7Tn (competence) 

2.2.4 m 7 7 i ~ ~ p w  (courtesy) 

2.2.5 nai%~~ii~!atia (credibility) 

2.2.6 FIalu!av?l ~lil (reliability) 

2.2.7 nl3nuu auu~ (responsiveness) 

2.2.8 w ~ i u d a ~ m ~ t ~  (security) 

2.2.9 n l ~ a ? l 4 ~ ~ n l 3 ~ ~ ~ ~ ~ ~ ~ < n  (tangible) 

2.2.10 ? l l l ~ % 1 ~ 2 ~ ~ a : ~ n  $ I (understandinglknowing customer) 
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9. r-.uulvlrll M U ~ U ~ J  I L U U ~ I U ~ ~ ~ L L R : U ? K C ~ ~ ~ M " Z ~ ~ ~  ~ ~ L L ~ R D I G I ~ ~ ~ I  RIUBJ 

rruuSinriwia~a~ v rruu4~~1ki u ~ I J X ~ C D L L ~ A  J ~ ~ ~ ~ I I U ~ : U Y ~ ~ I ' V I ~ I  o uar? ~ n l - a ? d ~ d  
ii-15n~~iu ? l ~ s n ~ m i  UR: ~ ~ w ~ ~ I L ! I % L R B ?  

10. cuumori~ naneii~ ~ruui lv~~dsm~u~~unic 69.1 I 5 Eldmn' 
* A *  

11. ~ : U L ~ ~ I M I ~ ~ U  M ~ U ? I J  ~ : U U ~ I U ~ ~ ~ Y ~ ~ J ~ U M U I ~ ~ ~ W I M ~ ~ : ~ I H ~ ~ A I  q i n  

m ~ i i l A A i w a ~  ndn . ldk$dd manrouun~&~us:& bbsd$~rdg7 K J ~  

I 1 .I TEU'U~IM~! U L L T J ~ I  ~b17u ih  s ~ ~ ~ ~ ~ L ~ ~ ~ ~ ~ T ~ ' u L L ~ ~ ~ u ~ ~ L R u  400 13~6 
i I .2 XUUPIIIIWLL'IJRJ ~uqt16.1 ~ u ~ i w ~ v i d ~ : ~  22 A T R I ~ R ~ '  

12. n i ~ l j 7 : ~ i n w  nmuiio ~ ~ W R U  H K I U ~ U ~ I O J ~ ~ I ~ T ~ ~ ~ ~ ~ J ~ ~ J ~ I U L ~ R P  

~ i u u ? ~ i J l u ~ u ~ ~ i : n ~ ~ i ~ ~ ~ ~ n ~ w ~ ]  ur ~ ~ J ~ ~ ~ " I ~ ~ ' ~ ~ ~ ~ H ~ ~ ~ ~ B = : ~ I J ~ M ~ I u M ~ I M M ~ ~ ~  
13. ~maf MU'ILI~I) ~n+~~~cil tsI ia un1~~.6"1dfi~~ri,a~1fi'I~~m$I'-d7~~~ 

14. n74uaicr ~ z I ~ T ~ u u ~ ? M I ~ I L I ~ Y . ~ ~ ~ ~  M B ~ I U ~ ~  ~ ~ ~ ~ ~ ~ T ~ P J ' I J ~ ? M ~ - I L I ~ ~ u ~ I s ~ ~ L ~  

w l m n o  ~at&~ahjurula~ \u~un?li i j~avuvs~nir~rlA~ri?uq~n~nd~~noa"~M*ao 

15. m-r~Giuifl4; n n i  (access) auiuf i~ nlsuini.id w~n~~un~s1dfl-1 ri?wpiinm 

i i ~ n e i ~ l i a a ~ d i u ~ u n 1 1 u ~ r m a n 9 ~ ~ + ~ u ~ a ~ ~  ~~a~mrnui  ~iri~~dddu~uuiuu7isnis 

16. n i s ~ n d a ~ a a ~ ~  (communication) rnuiufid ms8nia;aua-I-i r n s ~ < 1 4  

R ~ I ~ ~ U W " M ~ " I ~ R : ~ ~ ~ ~ I ~ M ~  u I I H < - I J W ~ ~ J T U ~ ~ ~ ~ Y ~ ~ I ~ ~ ~  ilmnb~ms?~& u <ur$fld 
dmuo~uf~snlr 

17. nmuRiill3o (competence) auiuff~ n ? l n % q u i y  I ~ A F ~ R ? ~ U ~ ~ ? I U R I U ~ ~  

u o ~ w  Cnc~unislrifli r i?ur?iinini~~nu~riaudlrivu~rns~udfl~ 

18. wiuqniw (courtesy) M U - I U ~ ~ J  ~=~~~IUQ~PR~~~IWUO~U'I IA~ L~UCULOJ 
%njnl%ffa.r~ $w a i d 9  di7lu~~a-riluinm-11~~~n7w ye~wCn~iun-Idvlfil*aun,Qn~fl 
w 

d l  ~nu?iGa o ~ ' i ~ ~ ~ n i a r i u ~ " I f l ~  

19. n ? i u l i i r $ s i i a  (credibility) n u i u R ~  n ~ i u r i i ~ B s i i a I ~ ~ u i i ~ w ~ n n i w d ~  
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22, nmudaanfiu (security) ~ u l u f h  uf nisdl$6illannida~dnwp~noirn.ns 
m~iu~i;a~ s - ~ u i i t i ~ q ~ i  ua:n~~a~niiuuun w.sI 1 oa~$flvldanir~.tl"u"sni1 uo~wrin~iu 

nmlvl?li huqDnin h ~ n a a " d a r ~  
d us, 

23. nir~?i~uin~il l idun?on (tangible) M U I  DGJ ~TTY~IM~O~ITURRIIHI 
@u?nistGu rr"J@nl&ii i iq ajI&T"u ~15~173  ni-rij L R ~  ij o ~ n f  ad93 hi ~ugnm msB 

~ ~ n ; ~ ~ n ~ ~ u i n ~ ~ ' u o ~ n i ~ ~ ~ ~ ~ ~ ~ p d ~ ~ n ~ ~ i ~ n s i ~ ~ ~ u l ~ i ~ u d ~ ~ n  

24. nl~L$lI~~~~r~$njn$nfi (understanding/knowing customer) M U I L ~ ~ J  n ? l U  

wuiuiuiiTiIoii~nm~t~nls ~ ~ ~ : l ~ n u n u l o d o r n o ~ ~ u a ~  nii$d~duiiuuinqrd 
n-vlv lAl  huq5 nln 4nnoi~u'u o 

ni~~rlflichun2nin PI dirna3"JCatl 

W T E M R ~ ~ E ! ~ E ~ ~ I  

1. n i ~ ~ u i f ? ~ ; n &  (access) 

2. n-nind oaa ~ 7 s  (communication) 

3. n7iumari~n (competence) 

4. F13Iu~dllw (courtesy) 

5 .  F I ? ' I I J ~ I L % ~ D  (credibility) 

6.  f l a i ~ r h d b  (reliability) 

7. nisw sunwa~@nfi (responsiveness) 

8. n ~ i ~ ~ d a a w f i u  (security) 
W "  

9 ~ 1 3 & 6 1 ~ l i i n l 3 ~ . r ? " ~ ~ ~ n ~ n  (tangible) 

10. n m ~ $ ~ l u  iia:iCningnci? 

(understandinglknowing customer) 
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