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I. f15:~;~37~13~b17 

nidvi Airi-rw<ijm iimui~Cao ~iiunqdvFI~;nz~u~iw (& 2) &od Y 

~ a v d  1 is ~i 5 ~ U U I I O U :  GYIUR~I~ILH+I BILAOTJGOU C ~ ~ T n w s . u n r ~ ~ n q r o ~  13170 

I K u r n ~ u n ~ x ~ d  airad 30 Ou~nu 2547 d $ddiilu-~u I 5,940 nu iintll6iln~:rrdr181 
ad' d ~ O L G O M  I 15 $IU'LI+I'YI m CJIAIFI~J 2549 i~n7GiiuId 2 L L ~ S  i i a l d  14 aspr uwun 

YuEnaau 224 mi.jw?tla~a~n-j ~iwitnJiu$JJnua 35 clu 

n 1 1 ~ 5 ~ 1 ~ ~ 7 ~ 1 1 i ~ a a n r i l u  6 i r ~ ~ n g o  

I .  owunu?n~r?nni tiil:n~sns3n 

2. uwunDrmaf 
a IQ 

3. ~rwundgunmr~~a:i7~~?nw7 
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5) JIU%??I bbwufi~ nl747 uld (single line diagram switching 

diagram) 

6) ~ i u 3 ~ n n : ~ ' i i ~ ~ 1 ~ i u ~ n ' u n 1 ~ i ~ o I ~ ~ ~  a a - ~ a u u ~ ~ w m w ~ ~ h  

7) J I U S ~ V I ~ U < ~ ~ ? R W I J L P ~ F I G ~ ~  dijanii[%~~~;dn~m~dfi7 %I 

8) J I U ~ ~  gonauu ~ n ~ ~ ~ d n ~ 6 ~ a o n i v n ' n n o ~ n i d i ~ ~ n o i  

UTJ TJ 

9) 9IUm3aOROfl ~ w G I ~ ~ J  (line coordinate) 

3.3.3 J I U ~ D P ~ ! R $  16~~I-i 
1 oiu~w i?~ daui~vu ~ ~ ~ ~ i n w ~ : u u l v h 9 1 l n u l i ~ ~ ~ ~  
2) ~iuun"luilyilin~~iiuIvlrl~n~rPiqniGu hoIriG1~1rl 
3) ~ iumunu n i~a  U ~ l i ~ ~ ~ n w n n ? a ~ i a s a n r ~ ~  

4) ~ i u n ~ u ~ ~ n ~ r l l ~ u T a i ~ b a a n l ~ M "  

3.3.4 J ~ M ' ~ ~ u u u ~ ~ L I R ~ T L u u ~ ~ ~ ~ I ~ ~ ~ ~ ~  r<llfi 

1) J ~ U ~ ? U R U R I I A ~ ~ ~ J ~ ~ W ~ I ~ ~ O J ~ ~ I Q ~ ~ ~ ~ ~ B ~ T O J  - u LLR:~:UUW~~~ 

2) ~ 1 u i ~ ~ 3 i : ~ d n ~ n i i m w  n~s i l u~n " f~ r i i r i r n l d i 4~  

3) J ~ M ~ R ~ J L J I R ~ ~ J T ~ ~ L P R I ~ A I ~ ~ ~ J I U J I U ~ ~ B ~ ~ J  

3.3.5 J I M ~ S ~ ~ E ( S I J  u7rnq~un1srin ~ $ 4  1iY~rr-i 
1 ) ~ ~ u n s ~ . ~ n a u s ~ i r n . j ~ ~ u n ~ ~ r i ~ ~ f i ~ ~ ~ ~ ~ ~ ~ ~ ~  

3.3.6 J ~ U W ~ ~ P R O U I I R . O ~ ! J ? T ~ ~ ~ I T ~ Y Y ~ ~ ~ ~ ~  I~LLT~ 
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2) Jlunnuauu i h ~ J ? n t j l  mueoin~ (fiber optic) ~l a~n73Idfil  

~ o s ~ ~ n ~ ~ w ~ m m a ~ n a ~ s ~ w s n % ~ u i m 8 1  

3.3.9 s i u m s a ~ a n u i ~ ~ w i t a a $ ~ ~ d ~ ~ ~  a; (power factor) 'K~irrri 
I) ~ ? w m s ? a ~ a u c i ~ ~ w ? ~ ~ a $ ~ ~ r l n ~ n a i  (power factor) ~aqp-161 
2) J T U L L $ J ~ ~ & $ ~ ~ I I L I ~ " ~ I I  ~ Y u L I ~ J  n ~ f i d ~ d ~ ~ $ a ~ l u d i n d  

r i~~unlui?~ rui6uulu 

3) aiumnsaauFi1~w~na5'~~dn~wa5" (power factor) ~I IJ$JI I~LI~YI 
ifis-uu (in-nu) ~ ~ e r ~ ~ ~ ~ n ~ s ~ ~ f l u n ~ f i d ~ h i n i ~ ~ ~ ~ r i ~ ~ ~ ~  

3.3.1 0 J ~ u < ~ ~ I ; ~ u ~ B ~ ( R ~ ~ o I o ~  ldbi 
1 ) ~l~cFl?h$a~i3 

2 )  J ~ M ? L ~ s I ~ ~ ~ I ' ~ ~ M R ~ ~ D ~ ~ M ~ ~ ~ ~ ~ ~ ~  Y R Y  

3) JIM? lFl31,6~;,~3 L J Q ~ L ~ J ~ U S ~ U U ~ A ~ I  

3.4 I L N M ~ T ~  a ~ 6 1 ~ 1 ~  

M C ~ $ H I ~ U T U P I ~ ~ ~ O U  

3.4.1 J I W ~ ~ S ~ ~ ) ~ ~ O ~ L L Y U ~ ? Y ~ T ~ T : U U ~ ~ ~ ~ ~  ~ G L L ~  
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4) ~iwfimmu ~ i ~ i n n i ~ u d u  iiiudqr d o n  tA~~iJui+~ldfii i w n s i  
n-~~'LfldAlfi~dni 

5) ~ ~ u n u n u n E W  Qua lun-ifin11~fl~41f mdnG ua:n~d 
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n?~uninni~~nFilRu:liG~waZ'~ C + I H A ~ ~ I ~ ~ I J ~ U V S J  W ~ ~ E W ~ L ~ ~ ~ ' U ~ ~ I U R I ~ M ~ " J ~ ~ ~ ~  Y 

a:tRnnqw4twslq u a r f i w s n ~ s 5 1 ~ 1 w u ~ ~  w ~ m n " ~ ~ ~ ~ n i ~ n ~ ~ ~ ~ 1 n ~ 7 ' ~ 1  ~nrilts: u 

ifimnmu A ~ w n l o  o h u i n  
bYld l~a i  (Taylor, 1994, p. 224) ~ ~ Y ~ F ~ I ~ I ~ ~ R ? ~ u ' u o J ~ ~ ~ u F ~ J w  9\0il +I1111 

~ ~ w o l q ~ i l u ~ t a n ~ u a ~ c i ~ ~ j m ~ d n a u a u a ~ ~ a ~ ~ r n ~ r n i ~ ~ d l ~ ~ " ~ ~ ~ n n i ~ ~ ' s n ~ ~  u 

V ~ $ U  (Chaphin, 1994. p. 256) ~161337 fl'19ufl~w alil 871fd1h6m~?7tJf l~~  
* 

w o u ~ y n s u n ~ ~ s i l u j n i n u i  ~ u l o f i ~  ~ilun7~u~"anlraulu~i~n~ns~nr:fuu~s~ii~ 

e n { t ~ u l u  
p ~ n n ~ 7 u n u ~ u u a ~ n q ~ u f i d w a I ~ )  d n i i ~ ~ u i  W E I H ~ I ! ~ ~ ~ ~  R T I U W J W E I I ~ ~  

.cl Acr i ~ u w i ? ~  mmu;nnnn navu o~:w u ~ o u e ~ ~ n n ~ d i i i i ] n ~ ~ ~ . n ' u " s n ~ ~  44; w e u l o ~ n r n d ~ ? ~  
t n71u5n7.r;; slssdon~~~m'o~nis~6s"11fl~iu~:rn~nn~n~~~~rah~ni~ irar8mh ~ur!.ltbwa 

1 r i ~ n n a t ~ n n ~ ~ u ~ i t w n ~ o ~ ~ r ~ u * ~ ! d ~ " ' ~ ~ 7 n ~ s  1~usr~rnuin~drtn~~;617~~$~1~)13' 

2. ~mu4G1poan-nu4awa'I~ 

o ~ n n ~ ~ A n w ~ w u i i i i ~ n i ~ ~ i ; ~ ~ ~ i u  h 6 q ~ o d n ? ~ ~ G ~ ~  vlvr? &ria\dUd 

rnlm boauu5 (2534, MCI I 5) nd17i7 n77~i76y~ilukF1'ufin'yd~:nis 

M ~ ! ~ ~ ~ ~ L ~ ~ I I ~ ? Y ~ ~ U ~ ~ I L ~ F I  I ~ ~ ~ ~ ~ I ~ ~ ~ ~ I ~ ~ ~ ~ ~ L ~ ~ U J I I ~ ~ L ~ L ~ ~ ~ U T ~ ~ ~ I K U ^ S R ~ ~  u0n0-m 

{ u i n n s r d i  iGun~~'LM"fii a ~ u i i i m n m ~ 4 ~ ~  ~ l i l l u n i ~ f i i ~ i u ~ ~ h  h4i ~ f l ~ i h : ~ a ~  
s i ~ ~ i r u m r ~ o n i ~ I ~ ~ u i I ~ ~ ' ~ n i ~ ~ ~ m ~ a ~ ~ ~ ~ ~ a ' L ~ $ i ~  ~ w s i r n ~ i u ~ f i q r i i 7 ~ u * ~ ~ a ~ ~ ~ u  

A i s  2-a ujrnl ilo~~~h~~ds:mnr~~nLd~n"7li~'11nfl~~ltb7~~~~i~.a"~~ni~ k $ u ( u 3 u i ~ ~ d a 7 ~ a ~ i n  
d r: 
sdn?rori7cd~dor8n'131~~~n~~d~floa"11~1~=:a~6d~rnaud~ i%iIvilfinn?iuG~w a I p n ~  
~%J~~u?PIu u t l ~ ~ ~ a ~ l l ~ ~ ~ n l ~  

Gm5riufi iaarndn' (2539, ~ $ 3  35-37) n t i77 i i  R ~ . J  ~ ~ Y ~ I B J R ~ ~ U ~ J &  

lun7sulinis i i l ~ ~ u i o a ~ ~ n u a ~ n = ~ u l i ~ 6 ~ l u n ~ r d i ~ ~ ~ u ~ ~ u ~ i n ~ ~ 6 ~ 0 ~ ~ u n n  U '1 nd nir  
n i i ~ n m u f i ~ w  a lo l r imih  u d a l ~ ~ n f i l f i n n ~ i t ~ ~ n d 4  v s r d s : ~ u l o l w n ~ ~ u ' s n i ~ ~ i ] ~  

dl-07 m ~ 8 n m n m d ~ w  a ' l u ~ a ~ ~ n 6 1  n i l a n ~ w ~ d ~ d ~ i w ~ ~ n ~ s ~ ~ 1 ~ u i ~ o ~ ~ 6 ~  Lwn: 
~ ? I ~ ~ ~ ? ~ ~ L V ~ ~ S ~ W L ~ T O  J <  9: J ~ U ~ ~ J R ~ I U ~ ~ ~ ~ ~ O L I I M I ~ ~ ~ I  ~ l l ? j J ~ ~ n 7 ~ 8 1 8 1 6 1  ldil 

t 
n m n f i 2 ~ r i i  t ~ ~ r i l u ~ n u a ~ ~ ~ i i o u 5 n i ~ a r i i a ~ l i n ~ n o ~ ~ ~ ~ : d ~  w ~ l f l R ~ n ~ [ i ~ u ~ a ~ i ~ l ~ n ~ w  
,, d , r  
a?slnnuw %ndi , \ l i i  n l iuFj~w o l ~ l  i n 7 i u  h6yda $$u^Tni~~~sr?uuimr 

n1wiiiFiqjcia$Gu5ni~ a ~ R ' n ~ . i u i n ~ s ~ ~ r i l w n ' ~ ~ ~ i ~ Q ~ f i ~ ~ a ~ ~ W ~ ~  alsrin 

nia~"3nlsK-d 
1. f i 7 1 ~ i h w  s ~ a v a ~ ~ n f i ~ ~ u ~ r i i n w n ? r u ~ n i n w r u : u a ~ n ~ ~ u ~ n ~ ~  ( u i n ~ s  

m r u 5 n ~ . 1 ~ ~ ~ - n ~ i u h w  alos UP; ~ ~ l ~ ~ 6 ~ l l ~ ~ d I ~ ~ ~ ~ ~ 7 ' i d ~ ~ L ~ ~ ~ ~ ~ i ~ f l  o J I - ~ ~ T U ~ ~ I S  
dd d ~ i n f i a n m l n  r i l i ~ u a u i n ~ ~ n n u ~ ~ l d n ~ w m ~ ~ ~ u ~ ~ i b ~ ~ a ~ ~  n'riou 
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F l F l F l  uinm t l ~ n f i e n ~ i l a ~ ~ r s u u ~ " % n i ~ n m u ~ n a n ~ w n s ~ ~ u n a ~ u ~ a a n ~ ~ ~ ~ i ~ n ~ m ~ i ~ ~ n ~ ~ n n i  

~riaui i t  w RIG;~~ ILR~~~ IU~JW 040d OLI'S~I~$MLLR:ZLL~~ICU~:I%U?~?I~I =J 'dnciold 

q~~vtus~m.ruini~dil:~7'1fimn$1"7~ u J~il't~u*~~$n'lJ~n13fU: f l l ~ ~ ~ ~ " s f l 7 5 ~ d 5 7 f i J J ~ ~ l ~ I 4  

lsiuri ~ o ~ d  pdns&in"fuola' r~a:~nin~nwruruo~wW"ns~u~"sn~s nmuri?rdaiia 
$ L 

l i ~ i ~ l i l . u n ~ n ~ r u i n i ~ ~ ~ t l ~ ~ ~ % ~ ~ ~ a u w ~ u " ~ 9 ~ i ~ $ ~  

3. (111UiJW B I ~ ~ B B J ~ ~ ~ U ~ J I U U ? ~ ~ T L O M ~ ~ ~ ~ N ~ I W  LLB :R?~U~~L?OVOJ  

~ ~ u ~ ~ n ~ s n i ~ ~ . n " ~ ~ ~ u ~ ~ ~ ~ a ~ ~ i ~ b u ' s n i ~ ~ M ' ~ ~ ~ ~ ~ ~ ~ n ' u ~ ~ ~ u 4 0 ~  aa:n?~un?n~i~ 

u o ~ ~ ~ ~ ~ ~ u u n  ~ i l u P f u ~ d i ~ i f i u ~ l i d ~ ~ r i a t b ~ ~ n i ~ n i s I ~ ~ a i u ~ ~ ~ ~ ~ ~ ~ ~ n ~ i  n ~ s  
u ~ n ~ ~ ~ ~ u F i ~ w n l e l w ~ ~ p b I G n " ~ ~ ~ d ~ u ~ n ~ ~  r i u u r i i l i i w ~ n ~ i u i n ~ ~ ~ % n ~ ~ 4 o ~ ~ u d ~ ~ ~ " u  II 

t ,, unuMuiu ~ r ~ ~ m ~ ~ u d ~ u n ~ ~ u a ~ 7 ~ r ~ u ~ ? 7 ~ a 7 ~ ~ ~ n ~ u ~ t ~ ~ ~ ~ % ~ ~ ~ n i ~ ~ ~ ~ n ~ ~ ~ ~ n i a d  

~ r n i i ~ n m u G ~ w  u2ul1T~ugnFil ua:ii~will~fian7s111t~uf1~7uiildulu~~n 
n7iuth<yda~%Ju"Tn7~ ma~mn~ri~i f lu 2 dxrm'u k d  

I .  n.liuitw s~ruo~~ncil l i lu63 w ~n~tb~ncn~w%%~ik i  ~doo~F;n~au in i~  
" P I .  n r z ~ r i n 8 ~ n ~ i u h K y ~ a ~ ~ n e i 7  ~ ~ ~ : w L I I L ~ u R I u M ~ ~ ~ ~ ~ ~ ~ L ~ ~ ~ ~ M u c ~ ~ ~ ~ u w  JW O ~ D V O J ~ ~ F ~ I  

hniutIwmnuin73A LMUI::RU LA a ~ r i  ~ k r i  JBJ ~ ~ U L L I ~  J ~ ~ ~ ~ ' U O J ~ I ~ ~ F I L J " ~  <?uiuuinil 
A d ,  d a u l 6 ~ ~ ~ i n ~ r d i j ~ ~ n ~ w i ~ i i r m u u n u u ~ n ~ ~ u 6 a ~ n i ~ ~ n u n ~ n l ~ d  n i r i i  ifiu8innnnoa 

d~wln iau~n~~Iwns iu  9 ~ n i w n i r n t y  niud l i a u i ~ I ~ ~ n ~ ~ ~ w u i ? o m ~ v r ~ ~ m ~ ~ ~ ~ u I ~  มห
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satisfaction) v ~ : n ? ~ u d ~ w o l s l w n i r u " r n i ~  (sewice satisfaction) Q ~ ~ C u n ~ . r ~ n ~ q l u ~ b ~  
" 1 7 L ! ~ % ~ & I l J  k n u  lukwrurciu$uin?r d~rnauldhuynns 2 d ~ u  Wn ihd 

u u d '  
w r i 1 6 I w m s t ~ ~ ~ n i ~ ~ ~ ~ ~ ~ l l i ~ ) ~ ~ ~ ~ 1 ~ n i ~  ilrin~mm~I6iiu+inIa mu 

i%srru ~ f i i n J ,  qnl r~i in l i .  fit iinGnwu6, w:oJaio dn-mQa 

(2541. R J ~  254) n i i 2 i ~  G ~ ~ : ~ ~ T ~ J I ~ I ~ ~ ~ ~ ~ ~ ~ ~ J ' u o ~ L ~ L I ~ ~ o J ~ ' Y  3 naunqbi do 
1. nquijnamn'ar n l ~  (Need Theory) M h s  w~ tdam (Content Theoty) 

~ ~ u m a k i r ? o n ? i u i a ~ n ~ m a 3 ~ 1 ~ ~ ~ ~  n g a i ) n ~ % d o  B.a-6.;. Y a ~ C a ~ n a f r d a f  nqu jma 
f i o o ' L l u u ~ ~ ~ ~ u f a ~ O h  ~ ~ a : n ~ u ~ n ~ i u & a ~ r n ~ ~ ~ ~ m ~ ~ i p l o ~ a u n ~ d a ~ ~ ~ w n '  

2, n q u ~ n ~ t u ? u n l s ~ u n i 3 ~ ~ ~ ~  (Process Theory of Motivation) f i ~ l ~ ~ l t ~  
d 

n . r : u ~ u n i ~ n ~ ~ u ~ n ~ d o ~ n n a l ~ w n ~ ~ ~ ~ i . l l u l u ~ n s : - f i ~ ~ ~ n n i i n ~ ~ u n j ~ n ~ s a ~ n s ~ ~ m ~  

n x f h  d3rnauihi?n 2 nqwa Wo n q u ~ ~ ? w n l n ~ ~ ~  (Expectancy Theory) Ikri n q ~ i j  
n m u n m ~ i ~ u a c q u  (vroom) L L R : ~ ~ V ~ ~ ~ ~ ~ ~ ~ ~ ~ M ~ J ~ ~ J ' J L ~ D ~ ~ L R : ~ A ~ L I L A ~ ~  (Peter 8 

Lowler) a ~ z n q ~ ~ f i l l  u ~ h 3 3 a J  (Equity Theory) 

1. n q w ~ ~ ~ n ' u ~ u n ~ i o & t n i 5 2 1 o ~ ~ i ~ ~ ~ ? "  (Maslow's Hierarchy of Needs) 

nqw j r i ~ ~ u u ' u n ~ ~ u n ' s a n i s ~ a ~ a 7 f i 1 a i  ~ i ~ w n ~ v i j d a ~ u ~ u i ~ u ~ p r ~ ' i i  

2 -ir6iJn?i u~aio~mrno~uy'~~.o"~ a n L h  5 >:Ku f in'old~ (Gibson, Ivancevich, Donnelly, & 

Konopaske, 2006, pp. 135-1 36) 

1.1 ~ ~ i a r 6 o ~ n i ~ n i ~ ~ ~ ~ i i  J ~ W  (physiological needs) ~ ~ u n ? i u 6 0 m ? ~  
t J  L. uuwu;~uwa~uyud l u n i ~ d i ~ ~ ~ ? n n ~ i u ~ i ] u a ~  I i ~ r i  n1~u6aio~nidduso~nr41~C 
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~ J ~ ~ ~ u u R Z ~ H ~ ~ [ F ~  

1.3 n?lugadnl3nlr&nu (social needs) lilun?lu ~ a ~ n l l d I 6 d 7 u  
t A  

f i ? 7 u & ~ n l ~ u w n  r L L R C ~  2 ~ ~ ~ ? U . ~ U ~ I ~ B U A U O J L L L ~ ?  u U ~ d i ) s f l < ~ ~ n ? ~ ~ 6 0 ~ n ~ 3 n 7 d  

k n u  r l 7 1 ~ i l u d t l a u i u u s ~ ~ s n u  ~ n u n i ~ l h ~ i l u n u ~ ~ n u ~ n ' n ~ ~ s i 7 ~  =j ~ i ~ d r t l ~ % ~ u n m  
u d Yd P I  

uouiu ~ q i u i n  nmuiiluiin~ nm~:nnuw.i~nw?n n~iu$ni i luioiro~ nvn~nnurnu 7l 

iwuarudi?u6u n ~ i u ~ a i n ~ n i r d a e ~ ~ i ? ~ 1 ~ ~ ~ ~ 1 ~ n ~ 1 u c a ~ 6 n ~ s d i ~  s:nuwlnu?nu6u 

unnsih.l ~ ~ a ~ w ' ~ ~ n o n u u ~ u a ~ d a n ~ i u 6 a ~ n ~ 1 ' u a  J ~ M  
d a 

1.4 n17u$iildni%unrios%$~!as6~~:~6?~n77u~%ana (esteem needs) 

~ i l t a ~ a i u ~ a s n i ~ ~ r f i m ~ i n i l ~ . 3 ' 1 1 n ~ u 4 u ~ r ~ u ~ i i u ~ ~ ~ ~ ~ e r ~ l a " u ~ o  L ~ M  n i ~ i ~ 1 m w C a ~ a ~  MS 

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เทพ

สต
รี



n a ~ u K a ~ n ~ s l G n a ~ u l d i l ~ m a ~ m u ~ i l ~ ~ 5 ~  

(self-actualization needs) 

~ ? I ~ ~ ~ J ~ I ~ ~ ~ ~ ~ ~ ~ ' ~ G L ~ o T ~ L L A E ~ Q ~ T ' ~ c ~ ~ ~ u L ~ o ~ o  

(esteem needs)  

n~-txl6?insnm&uK~~1~ 
(social needs) 

~ ~ ~ ~ & a ~ n ~ s ~ ~ i u ~ u n ~ f l a o m b i u  

(safety needs) 

m11uGa~ni56i~iisnin 
(physiological needs) 

2 mw 2 u ~ ~ c ~ ~ ~ u ~ n a ~ u ~ a ~ n ~ ~ w ~ ~ i u ~ o o u ~ w ~ ~ o o u ~ a l n 5  

i/u? : (Robbins, & Coulter, 2005, p. 394) 

a uonoinu u~i~Iciaiu"jlKmi-16uu"~~ g ~ n 3 ~ ~ $ a ~ n i ~ u 7 n u " a ~ 1 i ] o n ~ 9 ~  2 w n  +in 
t Y  

n?7ll&tnlluwwu;lu (lower-order needs) 16~lri n l d ~ l ~ n ? u u a r n ~ l u d ~ ~ 6 1 n ' ~ 1 ~ ~ ~ ' 1 3 d  
el d ,  a: n'o4w4un au ~~tfl?7~6tl~?ll~TI~$~ (higher-order needs) l6 l l r i  ~ ? i ~ $ a ~ n l ~ n l r & n ~  

riimfton aern~iutii~iagagn ~ ? i U u n n d l ~ ~ o ~ n ? l u n ' ~ ~ n l ~  2 scn*uZ Ganmuria~nm 
t uu~to:ri?un~ra ounwn~nl  olun4oBnle d2wnmu~o s n i ~ ~ u d q i l :  L ~ ~ M ~ ~ T ~ D U H U E J  J 

n?uuon+ianiu 
i k ~ d ~ ~ a i  (Alderlet) !$ innnsunqw~~?lu6asnina3u~~~~3" nluuuanl~ 

u n ~ n q a ~ < u n ~ d ~ d i i a = : r ~ u a d i ~ ~ ~  u i l s ~ n n ~ ~ ~ ~ n ~ ~ w u i i ~ ~ n 1 ~ 1 ] ~ u ~ ~ ~ 6 1 ~ ~ n ' u n ' ~ ~ u  

nrjwij u n ~ ~ n a i ~ ~ a i ~ ~ n i r i u r d d o u n ~ i u 6 a ~ n ~ d ~ u i ~ u ~ 6 4 i u d ~ ~ u  L ~ O R T R ? ~ T ~ B ~ I S  
t A  h1d$€lhlfl ~ ~ ~ L ~ ~ ~ ~ R ~ ~ U ~ ~ ~ ~ I T P I ~ J U I C Q ~ R ~ M ~ ~ M ' ~ M ~ O ~ ~ J  3 R I ~ U ~ U I Y ~ ~ U U  '113 

d a i ~ n ' R i i ~ n q w ~ n ~ ~ ~ m ' a ~ n ~ m u a n F i ~ s ~ ~ n  1 n o ~ r 6 a ~ ~ 1 m n d ~ ~ h ~ u n ~ w ~ f l a i ~ ~ a ~ n ~ 1  

wa~u-1~1~5  ~ i l r ~ 0 ~ ~ ~ 0 ~ n l 6 f i ~ n n ~ ~ ~ n ~ ~ u 6 a ~ n i ~ ~ ~ 1 1 i ~ ~ l ~ l j ~ u i 1  46nq~ij~=iuFiO~ma 
P 

a o l i  4'' (Existence- Relatedness - Growth Theory: ERG Theory) ~ ~ o u l i ~ n 3 7 ~ < f l d n l ~ u u J  
J 

~ ~ ~ $ 6 3  7 blii i in~m~n'a 4mso; 3 d3:nll hda ldu  (Ivaocevich. Konopaske, & 

Matteson, 2005, p. 143) 
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1. ~71un 'a~ni~ i iwo~m'  (existence needs: E) ~iiun~iu&atmruotu@ 
& A '  udd- 

YUWU;~U~~:~E~J$IIMUKI w 0 d~amlm"L61~1 b~pdn7~~1illJ H M O  ~n1~~1u~~"r3:i14nltl I6LLI-i 
~ ~ ~ ~ ~ ~ ~ n ~ ~ n ~ ~ n ~ u 1 1 ~ ~ ~ ~ i ~ 6 a ~ n i ~ n a 1 ~ l ~ ~ d ~ ~ d ~ ~ n n ' u 1 ~ ~ 1 n i 1 ~ n 1 0 1 1 a ~ ~ ~ a  cl??u 

u F Y l i  n ' n ~ n i m o w i d u n ~ r ~ ~ u m ~ ~ u 4 0 ~ n ~ ~ ~ ~  I r l a t h d  2 uo ~ u ~ ~ l ~ ~ s ~ u ~ ~ i & ~ u K u  

2. ~?lon'u~nisf i~u~uan7wn"~nui16 (relatedness needs: R) fl?l~&€lNll3 

~ud$a~:j,,,a~~dufln'lw"~~~u h ~ ~ u l n  i w s l r f i a < i u U ~ ~ ~ : d ~ r ~ % ? ~ a ~ ~ m ~ ~ ~ d ~ 7 1 ~ 6 a d n l ~  
2 w y7uibjot s d i ~ ~ l o ?  ~ r i n i s ~ ~ u h o ~ h o n i r ~ i l ~ n ~ u ~ " s ~ ~ ~ u w ~ n ~ u  Dn?iuO~~iluoriit 
* 
its?n u y w 6 ~ ~ ~ n i ~ i i ~ ~ w i r ~ n i w ~ ~ ~ u ~ ~ a u i ~ u ~ ~ u  Cuynnsruuhd tdn~i~ l~gai~nv 

uou?u2w&an~nt7 ~ 1 ~ ~ u & a ~ n i 5 u ' o ~ m ~ ~ n ' y n ~ i u 6 D s n ~ ~ u " u ~  3 y a ~ a n e j l ~ j  

3. n?-1u6a~m3b6y63~M"7 (growth needs: G) ~ ~ ? u R ? I u ~ ~ J ? ~ w ~ J ~ ~ ~ ~ u  

~ i l u ~ 3 i n u l o ~ a ~ n ~ u y + f i ~  nnui~1iumimt?7"~1 id o $a ~ n m m i  u h L?~IUQ"~FI'LUHU~~~ 
" 2 nfidn~.rciuuaanu <~i~nuutlGu ~uuiu~~a:onris~i3sst~"4yn~iu~a~n~mou RTJKUIUFI?WJ 

h~ni&ud 4 i~rr:$ufi 5 u a ~ u ~ ~ I a ~ s ~ u ~ u i l i 6 ~ e r n " u  
a:~duln'il n2iun'aon-ir<~ 3 n  j u  ua~i7ainni~rloi G o  ~ m u n ' n ~ n ~ a  

dlsr8'in n m u $ i o ~ n - i s l n d  a~uw'tbfn'u~ui?i~na~ o a : n ? i ~ 6 a ~ n i ~ ~ o ' T y n " i ~ ~ u * 1  d?wd 

~ o m n r j , ~ & ~ ~ ~ u & ~ n ~ 5 " u a ~ a r 1 ~ ~ a % ? s d r : n i s  Go n a ? u ~ o s n ? . r ~ ~ o d i s ~ % l a ~ h t l ~ ~ ~ ~  
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" " 2  
2.  ~ ? ~ U ~ J ~ ~ Z P ~ K W ~ ~ I ~ ~ I ~ ~ T ~ L ~ M ~ ~ I U ~ ~ ~ ~ ~ ~ J ~ ~ H ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ I ~ ( ~ J ~ ~ ! S ~ ~  

~ ~ ' i u u ? d u ~ n l u n i - l d ~ ~ d ~ u ~ n ~ t b n ~ ~ d n i ~ u ~ n i  r i a u d a n ~ ~ ~ c u i ~ ~ m ~ ~ m f i m i u  

f io:~ulns; iuuoJn~~ni5~u\ f lu1~1a~f iowrth  ~ ~ a i ~ ~ ~ ~ r r d ~ ~ ~ a ~ a u l u ~ n q r w ~ i ~ ~ " ~ ~  
- A d  ~~nnnnamiiudauin~rd~r~uni1&8~1~~1~1n~1l.a"~~'rn nl-runn irjiun~$u mSuna~u 

" J 
$a y a rnsiudsmiru^mimin~~~w~lb~ n 7 3 1 ~ ~ i 7 h ~ r g ~ 1 ' u o  ~$r?'u"sm5b~i7d ~quqoo ow upu 

C i ~ ~ ~ ~ " s n ~ s ~ ~ f i o ~ b ~ u u ~ u u ~ n i r d ~ f i ~ w ~ ~ ~ f ' ~ ~ ~ n ~ ~ ~ ~ " u ^ s n i ~ ~ ~ o m d ? r n r r ~ u o r n ? i u  
A uu u- u d -j,a d~n~~uuirndn~u~rn~1~n'uniru~n7~ri o u ~ s r u i i u u i n i ~ ~ ~ a n a ~ u n ~ m ~ ? ' ~ Z u ~ ~ ~  

3 dP Gni~n-necliKu (expectations) u u BYI%WRF~ ~ ~ ? ~ ~ ? R T ~ O P ~ I S L W ~ ~ R ? I L J P ~ J H " ~ ~ T ~ ~ ~  

wud: sAia$M'u'sms i~rr:~3"uuimsiilu~ti~~uin~wm~:~5'~1'~'rn~~0:dx1iju ~fiuuiiou 
$ a  X i~d16?uiiuni~lunr:u~un7~u'~nisn lnnr u (performance) ~ ~ A ~ ~ r n a a i ~ k a ~ l ~  ~ l n k i i  

~ ~ ~ u t i l u l d n 1 u n ~ ~ ~ n ~ w ~ 7 ' ~ ~ ~ i 1 1 i r ~ n i ~ ~ ~ ~ u ~ ~ n ~ a  (confirmation) riunmunln~i- 

d i iad  ~ ~ u i u l i n i ~ d u u ~ f i n n ~ ~ u i ~ w a ~ i ) ~ a ' ~ ~ " s n i s ~ ~ ~ i ~  ~~drilrrjiilullln?u;m7~~?'~ 

a 1 s ~ : ~ ~ n i ~ ~ i a d ~ n i ~ l a ' u ~ 3 u n 1 5 i u ~ t b ~ m s i a  inivu (disconftrmation) u ~ n n m u n ~ n ~ l j  
Ed' A p . Y  d ' u c  

&nth3 n dud3 ~~aiuuwnsiis (discrepancy) n b n s l ' ~ t a o ~ ' d ~ v r r d ~ 6 ~ ~ = : ~ u ~ a ~ ~ ~ ~ u ~ ~  wa'1il 

~ " r o n ? ? u ~ d ~ ~ ~ 0 I [ ~ ~ l ~ < a ~ f i l 6  ~ I ~ ~ ~ U ~ M L ~ U J I U U ~ ~ I U ~ ~ Q ~ ~ ~ ~ L H W J ~ J R ? I U ~ J ~ . Y D ~ F I  

~ ~ ~ ~ ~ M ~ ~ J R u L ~ H R J ~ ; ~ ~ ? I u ~ ~ ~ J w  
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2. nmud~w a l ~ v n ~ ~ n n i i i l w n j u d ~ r h @ I ~ n ~ ~ d ~ = : ~ ~ t b ~ n r n ~ w  uoJrn1 
do- u5nx n i n ~ ~ m ~ l s l ~ i ~ ~ w o u i m m n u ? r u n ~ w n ~ ~ n ' u ~ 1 ~ i u ~ a ~ n 1 ~ ~ ~ ~ ~ ~ ~ ~ ~ ? " ~ ~ 0 ~ ~ n c l " ~  U 

& 
i i d a u c i t u ~ ~ ~ ~ n n i ~ ~ n n q q u ~ ~ w  oledou~nisuu~~rr:i~~~71~~i~l:15uf ~ I S &  8nriaW 
~Nn~wvo~n~suini~dilriiilri'~n6~$~wi]40u"uo~6uiinwrutniilriuini~~dnn~l~~~u 

I6~~r-i R ~ W A  q d n ~ ~ ~ n + o ~ I %  L L B : ~ ~ ~ ~ ~ ~ W N L V B J W C ~ J I U U " T ~ I T  m q ~ u i ~ # a i i ~  
d i ~ ~ ~ ~ ~ ~ . u o J ~ ~ . ~ u ~ ~ I s A ~ ~ ~ ~ ~ ~ I T D I ~ u L ~ ~ I P ~ o $ u  

* - 
3. RTIUAJW B ~ D Y ~ J $ ~ ~ U R J ~ U U ~ ~ I I L ~ ~ U G ~ ~ ~ N ~ ~ R  L L B : ~ I U ~ L ~ P V D J  

~wuimm~alrinmu h$iq~ a~~iuu"sn1~2Gn~iufi~yn'u~~1u~0 J ~ I S  u ~ : ~ ? i u n ~ n ~ R  

uo~fdflu%wuuin~s r i r ~ ~ s ~ ~ i 1 ~ i l u l r j ~ ~ ~ r i 0 ~ 1 d n i ~ n ~ ~ 1 ~ ' ~ ~ 1 u ~ ~ ~ n " ~ 1 ~ n ~ ~  n-n 
d A d ,  L L H ~ J R ~ I ~ A  JW aIalu~+i~Z~n'uu"d~u%iniz r i o a ~ r i ~ l r i w t i n  ~ ~ ~ 5 f i ~ ~ u ~ a n n m w i l ~ ~ u d I n ' ~ ' ~ 1  

* - d u a m u l u  L L ~ : ~ J ~ ~ ~ ~ ~ ~ J ~ ~ ~ ~ ~ J ~ W ~ ~ ~ I ~ I ~ ~ ~ S ~ ~ ~ ~ ~ J I U ~ . I I J ~ I U ~ ~ W ~ I B J ~ I ~ U ' ~ ~ ~ ~ ~  

or61 trniuih w alelG6upnk L L R - ~ J  ~ a ~ r ~ ~ n i s d ~ r ~ u n m u  h ~ ' i s I u d ~ n  

L T ~  (Shelly, 2000. pp. 252 - 258) ~ ~ ~ W ~ L L U ? A R L ~ L ~ ? K U ~ ? ~ U ~ ~ W ~ ~ ~  

qdlciilna~~~i~w o l e t i l u n ~ i u ~ n ~ ~ . ~ ~ ~ ~ ~ ~ a ~ ~ y ~ t ;  GO C I ~ ~ U ~ ~ ~ I J U ? ~ L L B L R ~ I U ~ ~  
U ~ P  d a  .Y nmau n ~ ~ n ~ n n ~ ~ u ~ n ~ i l u n ~ i u ~ ~ n n ~ n m ~ ~ ~ ~ ~ ~ o t ~ ~ ' 1 G ~ R m n ~ ~ u ~  u R ~ ~ u ~ I U ' I ~ U  

~a A ,d A a  n ~ ~ r ~ ~ n n n ~ r n n d i ~ s i n ~ ~ ? ~ u ~ n n i ~ ' ~ ~ ~ n ~ u ~  ni l3Aa ~gun71u~nnnnr:~u8aunKu 
tl3lnpnlill3nri~~vi~~m~31~Bll~~~~n7~uf~nn~oli?nLiu$u~n~n ~ d u l t ~ i u ~ s i i l  

Ud d 
n~~u~;utilun~~u?nnnn~uiu.auGau ~ ~ ~ r n ~ i n ~ ~ ~ ~ : i r a ~ s i ~ ~ n ~ ~ ~ ~ n n i ~ n ~ i u ~ n l u  

u - Y  n~cuqniu~ q d I n  nJu 

1. R ? ~ U ~ P R ~ ~ I . ] R U  n 7 1 1 1 F f M l ~ ~ ? n  LLA:nllUfPJ ~ ~ ? I u @ u ~ u $ ~ u o L ~ ~ J  

~Ku6a"ua'uu aars tuun - r~ur iu r r ' ~bha~na~~~$n~~mu~~"r t ln i  ~:uun~iuG~wnlsIno 
Y A  n ~ ~ u ~ ~ w a ~ e ~ r ~ R ~ u w ~ u a - i : u u n ~ 1 ~ ~ ~ ~ a 9 e ~ ~ ~ 1 n ~ n n 1 ~ ~ ~ n u ~ n n i 1 ~ a 1 ~ ~ n n ~ ~ ~ ~ 1  

2. i ~ d r i i l k f i n n m u ~ ~  w a ~ ~ w  o ~ u ~ w r % n  ~ $ ~ ~ r i  niw "in7 (resources) rise 
A J L ~ ~  (stirnutus) n ~ ~ 9 ~ n 1 1 - 6 ~ c u u ~ ~ i u f i ~ w  slu G E I  n ~ ~ d n w ~ i i n i w o ~ n r ~ ? o d t l i ~ r ~ u u  

' d u  ~ m i l u ~ ~ n n s ~ n ~ - r d v = : v i ~ ~ M " ~ ~ ~ n a ~ ~ ~ ~ ~ w ~ ~ ~ ~ o s r n ? i u ~ u ~ ~ r i u  ;a6 nmnfhw o k o - ~ f i d n '  
anniiqn t i  oiiniwo~nYnarii~~~ilui~a~n~~nm~~u n i u u u 7 a n n r l w ~ ~ ? ~ u i ~ w ~ \ ~ $ 7 ~ i u  

qfln'ii fiil~u~~wndan~~uid~wa~avadd~:ai~udanis?ulismr~~u~u'aan'u~fi~~jua~ 
62 A iFuiuuin7.r ~~a:dsrnun~rrwrnn~17~01niiil~~1uiaq~n-r~u nmutj~vmloii6~~iiuu?n 

L I ~ ~ Z ~ ~ M R U  
t ~ ~ ~ I ' i l n m u ~ j ~ w  uI~~~tbn~~I~"~~~~rnu'u~~u"u $iu~lis:nnunioy n n n n m ~  

i l iu i ia$~uini~~~nrH'5'uu'sn1~ w ~ n o a ~ ~ ~ n ~ w ~ n ~ i u d a ~ n ~ ~ v ~ ~ x ~ ~ w f i  nqwfinisg~lo 

u ~ z n q u ~ n ~ ~ ~ ~ ~ u a s ~ I n u r i f i ~ ~ u n ~ ~ n i w i ~ ~ r n u  c i i w n m u u i u n ~ ~ a u n ~ u  niuri~nu 
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niun2luril~Boi;n n1101dfiu~ ~ J U ~ I ) ; L < I = I U ~ L ; U ~ ~ ~ J L L A :  ~ J I J ~ J F ~ I G J ~ ~ J D I ~ U  d 
nmuFn finiunmnis?uii ~ d ~ v 3 r n  R ' o u ~ * ~  u 

4. ~ I I ~ ~ ~ ~ R ~ ~ A I ~ J w  Elpi) 
P 

~ ~ n n ~ ~ ~ n w ~ r r u i ~ u u n ~ a i n ~ ~ ~ a i t l n i u ~ ~ n i i ~ n " ~ ~ ~ " s ~ u ' a I ~ n ~ ~ ~ ~  
" U 2  

~ 1 3 1 t J ~ J ~ E l l i l ~ 7  GIJM 

6 5 3 3 1 ~  k~iinu', Rns ~&?md. f i y  hfim?uun'. i ia raJa la  d~:? i ih  (2539. 

nf i  93) ~ n ' n d i ? f i ~ ~ n ~ a ~ ~ a ~ u n ~ ~ l n n i u ~ i a c n i s ~ n ~ i u f i ~ w u ~ u u a ~ ~ n &  r i i l  ~nisatija 

~ U ~ I T ~ W W ~ U L ~ B : ~ I T ~ ~ ~ ? ~ ~ ~ J W ~ ~ ~ ~ ~ J ~ ~ $ ~  (tools for tracking and measuring 

customer satistactin) ~ i l w i 5 n ~ ~ ~ ~ t l n n i u  in a a r F i u ~ i n 2 ~ u n ' a ~ n ~ 3 ' ~ 0 3 q n 6 7  Inad 
?n j ~ ~ u ~ ~ ~ d n ~ i ~ ~ n ~ ~ u i ~ w a ~ ~ l v i ~ u ~ n n i  u iwlndf indiaru~niuuu2n?i~ i i~  
mmrnmn (marketing mncen) f @ c ~ m ~  hc9d2 ncil u r i i g n ~ ~ ~ u i u ~ ~ a 6 i ~ n ~ i u i ~ w  alq 

a a 'lGrYupn6~ i l ~ n l . ~ ~ ~ l ~ ~ a l ~ ~ ~ w u ~ u ~ r i ~ u ~ n n i ~ ~ s ~ u ~ ~ n ~ d l u ~ o ~  An ( I )  n l s f f i i ~  

nmnib~w aIp~aunisan6~y!~w~~~n67 (annni)  M ' ~ ~ ~ I ~ L ~ ~ U ~ ~ ~ ~ ~ ~ : : ~ R L ~ U ~ O J ~ U ~ I  

d ~ o : v i ~ I < w a i i ~ I ~ ~ n ~ u ' ~ ~ n ~ r n ~ ~  (2) u i l j n 9 t ~ a l 1 a ~ u i ~ n ~ i ~ ~ i i ~ I ~ I ~  ~ l j f l m j h t i ~  ~ i u  
a~~w~un?~w%auin$u ~ i a d n ~ s ? ; ~  ~ ? a f i a w ?  wSn?fmn' (R&D) i~ihdf!ail~ wansmu 
&nu\tha~u%n oatsiunuuoJ8uni liar (3) V ~ ~ a ~ i ~ u ? $ u ~ 6 u u ~ f i  d5:na116?u 

r-TiiiiioiYu U l wcnaiu $ i u f i u i o n ~ ~ w Q n  ua:nwnala nistdunmuid~w aIal~;n$1'1ilr~ 

wnn~:nudonmu~~w alw1n~nu~~17d~irr  
p.a m mns ln~uva r inn~ iu4~~  OI~"UOJ~~I mansnrii15 4 5% 646 
1. 3:lllJn?~G LS tlMLbf4:$0 LRMO ~LU: (complaint and suggestion system) L h  

n~sn~u'ou~nl~un2luuqn61 v ~iu?iYu wln6mn" ~~s:n~sviwiuu a~ui l jn  i lrunni/oGu 
wlnf i~ lb4~~a:ni . r~ i~ iu ~ q u $ ~ ~ a ~ n u a  uu:dl~ 7 das?ii3~nuld l6iiri nwinls ' l s ~ ~ ~ s n  

~ a w u i u i n  nlnninx rimas~wZu67 i lsv  T a r ~ u ~ ~ r i ~ ~ ~ t ~ m ~ m ~ u u n d a ~ i u n ~ ~ u ~ m f i w  

a m  g n n i  
2. n l r h m a n 7 ~ u 6 ~  w slsu a4  n67 (customer satisfaction surveys) ~uns&d 

~ 3 f i ~ n 1 3 h 3 7 P f i 7 l ~ ~ J ~ ~ ' I i ) ' u a ~ ~  n f i  $ ~ ~ n i i i ' n l r n d ~ n w u ~ ~ ~ i i 7  $ n k d ? d ~ @ l i t i a  o 

Ihin?wiquiia o i l : ~ n ~ d ~ o u l d a d a ~ u $ i i ~ i n ~ " ~ ~ i ~ ~ ~ u ~ ~ ~ ~ ~ ?  i i lwwalr iu i l ino ia~~y~~~~  
,ad' * L. gnriild ~n:u~iiad~uul~uin+ia ni~.jTuaala 2rw u~wnor~a~~niouauut~auniu i~a  

d U  2 r iu~~na~u!~wnlaua~~nni  ~ n n f i n i i ~  7 d2 i f l un~~8 i~~un7~uv i~w  a h a ~ ~ n f l * ~  unm 
dd # 

(1) nm~$nruuunaiu4dw a h ~ o ~ i n k  (rating customer satisfaction) nunow2lnhd 

~%fin- r . r  I ~ U ~ I ~ ~ U ~ ~ L L ' L I ' U Z I ~ ~ ~ ~ T ~ ~ ~ ~ L L M U  v U i iu l ~ ~ a 2 i ) a ~ i i ~ h  Iajw010 Iiuu10 WEIZF~ 
w o lsnr i i~h (2) n~rn~ui~gnni1Gs'un~iuvj~w alulu~Zslfimn'M?auin7~~"so~J orii~ls 

(3) n i ~ m u I ~ ~ n f i ~ ~ ~ i l ~ ~ i ~ ) i n n ~ ~ I ~ ~ ~ ~ ~ m . n ' i i a : ~ ~ u ~  ~LU:IJJ:L~U~~ J 7 da:an"luilqrn 

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เทพ

สต
รี



iuirisunii n i ~ ~ n n r v i i 3 y ~ m u ~ ; n ~ i  (problem analysis) (4) ~ i l u n l s n ~ u ~ n n i ~ F i o I d  

~ruuu?nr~uu3iw 7 aa:n~~vii~iuuo~w8mn"m~ r?oni~rilun~~~rin:~~utbn7T147jiu91a~ 
ad J' 

~'lnn'rd (prdoduct performance rating) ?nu~rd~~l~~win~1lJfl J!HE~ ou ~RLL!?JJY ~(ffk~n'~.Pl'  
f * 

UR:: (5) L ~ ~ u ~ I s ~ s ~ ~ H ~ I u ~ J I ~ ~ I u ~ I ~ ' I I o ~ ~ ~ ~  OJ $ n& (repurchase intention) 
V d 4 au d* 

3, n ~ s ~ ~ o n $ a \ n o n d u ~ n n ? n L d u ~ i l 7 ~ 8 1 1 ~ 1  (ghost shopping) 3 a u o z ~ % y y ~ n a  
uX d a v  3 a dn~niiu:~irw~avnuAn unlw * ~ ~ X ~ n ~ ~ : ~ ? m v 8 ~ ~ ~ a : ~ n a a u ~ w n i r ~ n ~ u f i u n ~ u 3 i s l j n u ~ ~  

~ ~ d ~ ~ w ? a o & s : ~ ~ y M ~ L ~ o ~ % i u 6 ~ ~ ~ a u ~ m r u a ~ ~ " s ~ n  

4. n ~ i i  m r n : ~ ~ ~ ~ n r i l ~ ~ ~ ~ ~ t l ~ d  (lost customer analysis) ~unsfi&r%~sxd 
ed* d 

~ ~ n r i u n ~ w & ~ n f i ~ ~ u ~ ~ ~ ~ ~ ~ ~ l d l . a " ~ ~ i ~ ~ n " ~ ~  ~ d u  uiljn IBM M$naqnau~wona~u 

i i ~ ~ l ~ ~ ? d l d  9 ~ Y I ~ ~ G @ ~ ~ - I L I I ~ L I &  L$U 31~7$31fi~1d ¶J??ll.l\dW~€I W G R ~ W ~  
bj~hilr%oiio s ? u ~ ~ o s l ~ a r ~ n w ? d ~ ~ m ~ ~ n ~ s ~ ~ ~ ' i u ~ n f i ~ u  

~ F I  LRYI (Mitlett, 1954, p .  4)  !&a%fl?flfid ~ ~ I ~ ~ J w ~ ~ ~ ~ u ~ ~ ~ u ? ~ ~ ~  

(satisfactory services) M% ~ 7 7  u ~ u I T ~ ~ u ~ ~ T ~ ~ I J R ~ ~ u ~ ~ w o ~ P ~ ~ ~ ' u ~ ~ ' Y u ' ~ ~ ~ T  1K 
i~7snr~7wI<qina~6dsrnau 5 &U $3  

I .  n~iuair~isnlwn~~~muSn~~1ps"aiii~~fi~~ru ~nu~ninwwni~$nl~~u 

orGadl?h\da ~?dr~%Ian+ln bbaf b~uamlh (equitable service) bbrii?uu?nir 

2. ~ ~ 1 ~ f m u ~ 5 n % u n 1 5 ~ m u ~ n 1 ~ l G a i 7 ~ ~ 3 m ~ ? a  fl"uviailraa7 (timely service) 

~ ~ u R Y f l ~ n r : ~ a ~ f i ~ i ~ ~ i ~ i l u ~ ' ~ i ~ u l u n i s ~ ~ n ~ r  L L ~ ~ R ~ ~ ~ G ~ J ~ ~ I V ~ J ~ I Z ' I I ~ T M I U  
nmuin~nfu 

3. n ~ ~ a ~ r n u ~ ~ n ~ m i ~ ~ m u ~ n i r  l ~ a e i i ~ ~ f l n ~ w a u r i a ~ ~ u 6 a ~ n ~ ~ u o ~  

i ? u i ? n ~ ~  (ample service)di~u~umr~1?"u"rni~ ~ ~ ~ r a o ~ u d ~ f i u ~ n i s a ~ i ~ c ~ ~ 7 : : ~ ~  

4. n ~ 7 u m u ~ ~ n 1 u n 7 r < n l i s n ~ r & r i 1 ~ d e ~ ~ u  J (continuous sewice) ~i lwm~ 
I~u;msoci~~nd~ilraou 1aullimmqrna:Tn ~~'soin~w1umii~"u"rniru"~~ ~ J h & ~ n ~ i t l w a l a  

V O J M J ~  LIJ~II~~<U?I~IS ~TB:IKM%M I I ~ ~ ? m ~ ~ d ~ l ~ i i %  

5. ~ ~ i u m u i ~ n l u n ~ s ~ m u ~ ~ ' ~ n ~ ~ ~ i l ' ~ ~ ~ " ~ ~ l ~ $ ~ " ~ u ~ t ~ i ~ ~ b  ilrilrRr?nmiw IVY 
n ? i u ~ o i q r i l w r i l  (progressive service) m u ~ n v w ~  aJn~zuin&u I n  onl~d?lJd!c 

?MI w ~irndu1~sr i in~n~wluni~2r ivu"~n~~I~  ul%niw u ~ n ~ ~ v i i  LW ~l 

p.d * ~ m i n ~ i j  04 ;n~ i  ludilwsiic 7 k0u 
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~ ~ ~ ~ l a n i s l l s e ~ i i ~ ~ n r n m n ~ s u i n ~ s  

w l n p u l u .  d ~ l ! ? h .  LLRLLUO?~ (Parasuraman. Zeitharnl, 8 Berry, 1990. p. 16) 
A u A  

~nln~iunanoua~~mn~w (quality) i i a  aEsin'mw"~"sauin~~n~n~m 1~1aii?rudiua:n?~u 

I. do L B U ~ ~ ~ L ~ ~ I J T W I ' J ~ J ~ " Q  (information gathering) +I~88100:a $U 

~4~qnv l~wtr ' sa~%~f iu7mi714  I n u n i s m ' ~ u ' u ~ s I n u m ~ ~ ~ 5 a I ~ ~ 1 ~ a u  L ~ U  iun'~un8 naiu 

Bn~iiu nisiui U n ~ i u E j ~ r u a l u n ? o n ~ ~ ~ l d ! ~ ~ w  aluuu~y"I.a"~5ni~ua~wPbUn~1~$M'u"sn~~ 
1 v C ~ 5 ~ ~ 1 *  10 J W C ~ J I U ~ ~ L I B I L G U ~ I I U ~ ~ ~ S ~  ad rn * l ~ K ~ J F I ~ l l  TI [ilAynE 6uyu ri11~ 47-r mr 
u ' o ~ ~ ~ ~ i i i d ~ d a 1 6 ~ u m ~ ~  ~ ~ ~ ~ z ~ ? i i ~ i i t l ~  04 ill L I U Y M I ~ L L ~ ~ :  L B W ~ T : I L J ~ G ~ E I ~ ~ S  

6m'ir-b'l;li~~f ucii1 J q 60kJ 

L ~ U ~ T  ~ ~ ~ l f i i l + m ~ . i  LLIYLIU LR I]UI:M~IJ? I U ~ T W  R I U ~ ~ ? C ~ M ? J  (quality expected) UR: 
d uu t ?nm7w~iudl6?uf (quality perceived) ' U O J ~ I ~ J U ? ~ I ~ ~ ~ ~ I J U  (service received) U U L ~ Y  

i d u ~ ~ 6 ~ 1  

3. ~4 B ~ I S C ~ E U I T I  (decision making) ~ f l  wn-nnk~u~? I~~~%~n l f  ~J~MI'ZJIU 

uimr drr~f u?mrdu gnn'go h n v i  aa:u'ofiq~7.vu~nisuinirlwi%~unninn~wl~rj 
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vfis 
4. LA B T I ~ J ~ T ? ~  a a l I a a . J l l ~ ~  (hypothesis testing) l f l u n l ~ h J ~ l + l ? l u ~  

~ ~ ~ u ~ u i l a  idaiiwiuw o-inrd u$uio n a r n ~ ~ n ~ ~ ~ u w ~ i n ~ ~ u i ~ u ~ ~ u n ~ ~ u ~ n ~ ~  

Lg7~~7Ll'll O J O J ~ ~ I S \ & U ? ~ ~ ~ U ~ A L I J ~ ~ ~  8 7 ~ 7 5 f l ~ ~ 0 d F i 0 ~  6i0n27~6€l~fi73 f l 3 7 ~ f l 7 ~ ~ %  

ua~r$5nisinw~R'uw"~uniw ~ ~ i u o ~ i n ~ n l u u a ~ u 3 m ~ ~ ~ a ~ u i l ~ u r : ~ 1 r ~ 1 1 ~ ~ 6 ~ " S a ~ J  

din~uurn~al:yfladsrZwtni w (efficiency) uu~n~~ lGu^mv  riawdiniu 
d a a ~ ~ ~ d r e ~ ~ u ~ 6 a ~ % f l s : ~ n ~ w ~  (effectiveness) u u ~ n i r f i r n r  

Y 

3. ~ . ' m t a ~ a i c m o ~ a o ~ n ~ s d s e ~ i i u q ~ n ~ w  n13u3nm 

isciwu' fiuiimi~u (2542. M C ~  241 -245) I'nrimfimrjn oa:=tuslouuoom~ 

d~:~iju~runlvrnlruinlT njud 

r .2 ~ o i ~ ~ ~ n r i ~ o u o ~ n ~ s l l ~ r ~ ~ u ~ m n ~ w u ' i n i ~ i ~ ~ a a : ~ s  
v i  i 

1.3 rii~wmnru-6mn~;lu (standard criteria) nlTd~u~nlmJa~~~lfl113u'0 J 
v A "  

Suuda:d7 LLH J J Y B  J \ ~ ~ M Y ~ ~ I ~ L L ~ : M U ? ~ T U  fim"11011 i 7 i - 1  rnzuwiudt~~7flt i~n'ni i  
wqlns~u ln  d ~ a I $ - i i  iqun-riu h ~ i i l v o ~ n l s d ~ ~ ~ ~ ~ u ~ i n l ~  u i n q w  n?w&in3w 

~%o~ioq~~?ruijnwmr~~~~mn-iw ~iunmuanlw iauriuu u w v t ~ i ~ ~ d  nmudoiioI< 
X 

'189 ~ ? ~ u L ~ ~ ~ D ~ G L L B : ~ ? ~ ~ ~ ~ ~ J R ~ J % ~ J ~ I ~ ~ ~ : L ~ u ~ ~ ~ u I ~ ~ ~ u  ~lnfd i l~: l i i~~1111~0 

~ ~ l ~ u i u , n r ; i u ~ u t i l u ~ 3 ~ f i u ~ m  ~ i l u h ~ a ~  i40d J L I L ~ T ~ ~ ~ O ~ ~ ~ T R ~ Y I M ~ I ~ L ~ U + ~ : L L U U ~ ~  

~ ~ J M ~ W L B J  i f iou~Goui~mugn6a~ ijnwu inuicnulunisdiIdlf lu~%~~171r(~~'~'sni~ 

dald 

o i  R ~ ~ T U ~ ~ T U ~  n i ~ d n  I T I ~ Y ~ U  ~~TT~IMUR$UIUOJ&~I~ I 6 i ~ ~ r i  
ainr;iuw q~nss i l  4 ~ i ; o ~ ~ o ~ ~ u ~ : u u  ~ J W C ~ J - I U U ~ R T ~ T U W  (I W ~ S I U ~ L ~ ~ ~ T U I U ~ ~ ~ U  
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~ f ? ~ b L f l f l ~ 1 6 3 ~ ~  U T ~ U  (aggregation) MY ouuurr ~l f~ k 3 ~  (desegregation) 
t 

2. uunauua~n~~dr:~Du?~n1wnisuin13d~:na114~ 6 $u610u d ~ h  
47<u~vr&a~n"tb ;a 

4. &i iqobnwin~su~ni% 

(index) LiluLn.faJ~j JBii J?  run1 w u u J n q s u i n i ~ j i ~ ~ u ~ w ~ ~ ~ u  ~ i l ~ d  
~ ~ ~ u ~ u ~ ~ ' ~ ? T L L ~ ~ I ] s : I ~ M ~  ad~~~f%?d. j=bisa 

4.1 &u$%u?ni~   id^% J ? N J - ~ I W ~ ~ ~ Y ' s ~ ~ ~ ~  L~UL~LIUL~J&?JTLKU 
A' ?ornwdw 1 hifu rjciao$iu~i~%ii3 2 ds-nim 

4.1 -1 n a u n w u ~ u d i ~ n ~ ~ & n ~ ~ ~ i u n ~ i u r n n r r i ~ u a ~ ~ ~ u u f  n-1'516 

4.2.1 KIFIL~~J (faster) ixw?n flu1 u J ~ C I  ~ ~ " ~ ~ ~ I ~ M ~ ~ T ~ I L ~ U ~ T : Y ? U ~ I ~  

rr icao ~ m ~ 1 u j i u d o n 7 ~ i i n ~ ? u r u i ~ ~ ~ l j ~ ~ u - 1 n  

4.2.2 i n  (cheaper) ~ ~ ~ j j ~ u ~ n ~ ~ ~ : f i ~ i ~ ~ i ~ ~ ~ ~ ~ n ~ ~ ~ u ~ ~ ~ ~ ~ ~ i ~ ~ ~ i o ~  U 

r d u a ~ a ~ ~ ~ n ~ ~ ~ ~ ~ ~ f i u ~ l n  

4.2.3 Gnii (bener) ?turn w u a ~ u i n 7 1  Ail u I n i ~ l l  ~ i r u A ~ C i a i n u r i n ~ s  
, u  Y e ri~nunl%~~u~nuwu~Cun755'~$ n ~ s i n m u  ~ia:~~rnuni~&ss$M"~~a:~T"u~1"sn1~13un~ 

i%l~wTI a ~ n i ~ ~ M " ~ t ' s n 7 5 i i ~ h b a  L~I~IS  (how service is delivered) 
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a d  
La. u a d u r m  (Chase 8 Bowen. 1991, pp. 157-160) ~6iauan~un~~d~:~Du 

~run~wuotrnsuinir u a : d s : ~ n % n ~ w u u ~ m ~ ~ ~ n 1 ~ ~ 7 n 1 ~ I ~ u i ~ ~ ~ f l ~ ~ n ~ u d ~ i i ~  3 

d3:n-n Zo 
I. ~nnIuI~i i  (technology) ~ i ~ ~ r i  ainimnnci a a ~ u n i  u n ~  w nl:uqunir$ 

a ~ G u i n n l u l n ' I  u auivnvn ~ n 3 l n r i l u d n i S  PI, (reutilization) n21u ~ $ a f i a l n '  uar 

F I ? ~ U ~ J L R * U ~ J ? ~ Y  ~ 4 f l f ~ ~ 7 t b f l 1 5 b L f l ~ L d ~ f l ~  (transformation process) ?11nfio<u1hi~7I$ 
d aa riluildurilonn flununo n ~ r u ? n , ~ l f i c ~  ao) 

2. X l J U l ~ d d  ! ~ L L ~ ~ ~ : u u R ~ u ? u T ~ ~ u ~ w  nl~lM"~"s~175 $uFI E I U Y J J ? I ? ~ J ~  

i l o ~ 3 ~ ~ + ~ I d $ n ~ r u ~ w m ~ ~ 1 1 ] ~ ~ 2 1 ~ ~ ~  bu~avr~runumuo~Gr'u v u5nm unr 

3. ynna & I&ifi n m ~ u ~ ~ ~ s n ~ s ~ n n i m % u i n 5 u ~ w d  swii J %IURB Liar 

w q t n n u u a  J t?uu5nir 

5. u ~ m w  n~zll.i-~u^uqmn~wn7su?ni~ 

~ n ~ i u a J  LLB:LR €!'I~~IT (Tenner. & De Toro, 1992, p. 127) ~ ~ L H M O L L U ? W I ~  

d ~ r ~ i i u ~  tun7 w n m E n + n  I n  uin 3 x 6 u  1&bri n r : u = u n l T - f i a ~ ~ i  a ~ ~ - E ~ F I ? ~ J L R ~  

niulR'4 JR (dimensions) k h r i  u f r n ~ ~ ~ r i w s w o u u n u ~ ~ n t ~ u ~ ~ p b  n?iu-&wdiqIuni.r 

. i i ~ ~ ~ ~ u a r ~ . r ~ n s ~ n u ~ i i i w n " ~ ~ ~ n u 1 r n ~ f n 1 w ~ a u  
n * 

I .  schlln~:u?unil- (process) !$LLU~ L I ~ Y  n n i ~ l n  7 wa~!onau~ud a 
d' ~ ~ n n l ~ 4 f i  n i l ~ v u  ~ o n s r u d r i i l ~ t ~ n u ^ r n ~ ~ i ~ ~  in" f~~ i ied in i i  u k i ~ d . r ~ c r n , s  

k: 
d ~ u ~ ~ i u ~ r d r ~ ~ ~ u i i d ~ ~ 9 1 u ~ o u u o ~ n ~ r ~ ~ ~ ~ n l r m ? ~ ~ i ~ u n 7 ~ ~ ~ ~  W ~ G ~ T T ~ ~ L ~ D ? C B J  

~ n ~ n : v s ~ f i o $ u P I i ~ $ ~  ~ I ~ ' ~ ~ A ~ ~ & ~ ~ ~ ~ ' M U ~ L ~ ~ I ~ L ~ ~ O J ~ ~ R ~ ~ ~ R ~ ' Y ~ ~ ~ J ~ U A ~ I S  &J 

1 ~ ~ ~ 1 ~ ~ ~ ~ ~ 1 ~ f i ' l ~ ~ ~ i i 1 0 a n ~ ~ ~ ~ ~ : ~ n l - i ~ ~ ~ ~ ~ 7 i n , r  

2. ~:6uiloCufiioon (output) L L ~ J L ~ U  2 sz6ueiotl $9 

2.1 i a i i i ~ w n  (requirements) ~ i s ~ 6 u ~ n i n a r u : u a ~ u ~ n ~ s n ~ u d ~ n i i 7  
nj~rnl ~ J ~ u ~ T P ~ ~ ~ ~ ~ I ~ ~ s : : L ~ M F ~ ~ I  u6o~n1sn~iun1n~i~vac@nsi i  v m n i r h o  

nl-ibnlui ~ f i ~ n h i j ~ ~ % i i ~ ' i u ~ ~ ~ a m ~ n 3 ~ ~ l ~ m  bfiu $ ~ u ? n l s n ? s u k n ? 7 u m 6 1 ~ ? ' ~ ~ ~ ~ j i d  

I~~ti~~iiw~~ilau~lmn'mn'~~~~~~u"~~n"il~"sn (service products) I G L L " G I , ~ L I ~ ~ D J ~ ~ U  w 

2.2 ~ u 3 3 n ~ : ~ ~ ~ n ? l i J ~ l ~ i ~  (capability) ~ ~ ~ ~ $ f i ? n l 3  L ~ W  

r i~ suuo~nmu5n?rd  tmdo lJ . r d i ~ ~ d ~ t ~ n ~ u n ~ o ~ n 7 s ~ o ~ u i  Gnw: ~ T I U ~ ~ ~ U R I U ~ X - I  

~qugu 4m:fiu1~jr:n o u s 7 u I ~ ~ ~ u e r f i n 7 ~ i ~ I ~ i i i n ~ i  uw iousr4~1~' l ,~n'un~~r~~~mn?uj 

n~~ucia~ni~ua~gnniI~s:6u' In 
4-A " 

3. . e ~ u a a ~ w n n u ~ ~ f i n  (outcome) ~ i l u r n s d r c ~ i i w ~ ~ d ~ s d ~ i s n u ~  d w  
ifl~nuiu~~ndffi@~~m?~0~n1~~ri'u"~n~~~i)::ria'bfs*~3 w ilii~~s~ur:u:tlx ~ s n ~ u i n m  
zu7 n~o~lniiw:~~lG{5'~~3ni~~il~~nn'i~~~T"nn"nin~u u~iu~?~l5u~rn~n'uasdn~~in 
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ad ~ a m - r d r ~ ~ D u ~ n m i w n ~ ~ ~ 3 n i ~ d w a i ~ 1 ? " B ~ i  rn15~n~i:iwqCin~w 

(behavioral analysis) ~ n ~ i i ~ n l ~ % u n l ~ n i l i n  (marketing research technique) nilla' 

t~uu ~auniu$a;a GaunKfl (feedback questionnaire) nl~i?unl ~&h3111;fiflfl 
r cY 

(personal intenriew) ni3R~ ~ n w  (observation) n 7 3 h ~ w  (survey) 17753 L~T"~:M LUDHIRIY: 
* 

m a  " 
(content analysis) n j  ~ l i i l i ~ a ~ i  u (focus groups) ~ I T ~ T ~ I I Y U ~ U ~ I  (laddering) nl1km:d 
~ o ~ ~ a n r d 6 o u  (trade-off analysis) nl3nmicilUwRln (market testing) ~ ~ ~ ~ ~ ~ ~ u L ~ L I u ~ I I  

fPsn1~ (service benchmarking) 
Y msdr:~iu? r u n l w n l ~ ' ~ 1 ' 5 n 1 ~ 6 ~  ~ u ~ n u x n r i i Z ~ i q  R ~ L W ~ ~ ~ ~ G T " U ~ ~ I M M F I ' U M  

A i n~~n~<aoln8i~uiun~iuh6~riau-~R"~ a n n ~ ~ m u ~ i i u ~ a ~ ~ i l u ~ ~ ~ a n ' ~ ~ ~  an~rdi~tlfiduuu 

nlslKu5nm ~ d u ~ w r c u u ~ f l l l " n u u ~ g ~ n ' n 7 s d  n u a ~ i a ~ n r i l d d n m u  ~ I R " ~ - $ ~ M ~ U B I I ' U O ~  

~ ? ~ ~ ~ ~ I ~ ~ ~ ~ ~ ~ ~ J G ~ ~ S ~ ~ Y ~ ~ J ~ ' C ~ ] U I ~ ~ ~ ~ ~ W V B J ~ I ~ ~ ~ ' ~ ~ ~ ~ ~ T O L ~ I J ~ D L ~ D J O ~ L R I I O  

W1TIqY1UlU.  B H E ~ R .  LLR:IUO?? (Paraswaman. Zeithaml. 8 Barry, 1994, 
add 

pp. 38-39) I~LHWEI oue 3 ILW?YIIJ~U~IT "flu I - I U ~ ~ ~ S ~ R R W I I ~  (service recovery). An 

I .  nrt~u~?uiuuini~lKGin1~5'a~Pr11~~~nr~~n 'lrjii.r:~iiu.ung~nm41"n6n7 
'Lli4i1 u i  nuinui LI uac~in~rIn'~?u*iuu'5ni5~fiud~ oiPfu LL~JD~MIV~UI (reactive recovery 

strategies) 

d;u u r i l , d  (2532, i l 6~  i o) ~ ? i i n ~ i u ~ u i u u a ~ n i ~ ~ ^ s n ~ s m r n ~ n r r i ~ ~ i l w  

n73~%il3 ~ U ~ I U C ~ ~ ~ U M ~ ~ ~ Y ~ J M ~ ~ I I ~ ~ M ~ G ~ ~ U ~ B ~ T ~ ~ I  ~ ~ 0 6 1 8 ~ ~ ~ 0 4 d 0 f l ? l ~ 6 0 ~ n 7 3  

~da~~~firnn?luf!~w ah n7r~~u~iuim~a:drrn ou$i7f~$$u~nls (providers) ~~~ t$?uf in ls  

(recipients) 019 
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M<-I 215) n i h ? i l  nmuf n i ~ i F n w w h f i  4 r l ~ r n m  Ikrri 

I. ! ~ R ~ U T T ~ < I J ~ ~ J ~ $  (intangibility) n l 3 ~ ? n l ~ ' l ~ m u l r n u a ~ i ~ t b ~ " r 0 ~ f i ~  

nmu~nl~dirioudordmsadil  riade~uJwuloiun~n~rnnrwiAu~<u?run~w uardrduau' 
e~nujn~.rCitu11fi~da14~~~?iuilouiulunl& d ~ i ~ ~ ~ u u ~ n ~ s o : n ' u ~ ~ m ~ i ~ d o ~ i l u  

u ub* b.4 2' n$nd,:6~1n gaomu~~nm'mh'I~~~lm~r~'ilu 1 6 ~ ~ r i  

1.1 ~ n w d  (place) A S J ~ U ? S O R ? I ~ ~ ? ~ U L ~ D & M  LLAtR71URER3flRlJlLI 

I~rYu@ninria idu yiljn 6 ~ i & r n u d n i ~ ~ u = ~ ~  uam~uulr i i i inn~iuni  aani~~riCuiGnsi o 
a d  L d A d  
u n w g ~ i u ~ w a  i i u r s o ~ r n ~ d o : ~ i ~ ~ n ? i u ~ ~ n n n  M ? B O ~ ~ ~ L B L I J R W F I ~ L U I  7 d ~ t n a u  

r .2 ynna (people) wrin~iuduiou^m~~n's~dnisnd J R ~ ~ L M U ~ : : R U  

ynijn5i a f i n l 6 u v ~ u  ~ ~ x i u l a  w n m l w ~ n : .  ~ ~ a l ~ ~ n n i ~ i i n n ~ ~ u d s : n ' u I ~  nilr~finnaqu 
d L 

raauuilu5ni1dGaile8niu 

1.3 i n j m d u  (equipment) q d n s & n i o l u ~ i f i ~ ~ u v : d a ~ h n ~ o D  
dxirn%ni w fin~dfi1~5nisd13~1~"33 rdu l r i r?nh i  J w alu 

r .4 iprqdnmr (communication material) loIolurui LLR: ~nnmsIul.rru7 

1.6 TlF11 (price) n i ~ f i i ~ ~ m ~ i n i n ~ ~ 1 G u P r n ~ ~  ~ ~ ~ ~ ~ ~ I ~ . J L M u I : H u & I  

s:6un~rICu~n7~ {mr~lu r r ~ r i i t l ~ i a n - ~ ~ d ~ ~ ~ ~ n ~ :  KUU~S~II~LLGIT~F~IJKU 

2. ~ a i s l u l s n l ~ ~ ~ u u n n ~ s ~ ~ ~ ~ n i s  (inseparability) n l ~ l J ? n l ~ l ~ l b n ? ~ ~ i j ~  
& 

~~a:nvu i Inn Iuuru t  LQflan"~ n i i3 i i a  tmundr n o A I U I I O I ~ U ~ ~ I ~ ~ ~ ~ ~ I U ~ ~ ~ U ~ I ~  
ndmu ~~ l~r in~su? isnms ~ I u ~ ~ i i n ' ~ P f a ~ r 7 ~ 1  n ~ ~ n ~ n i ~ ~ ~ u ~ n i ~ ~ d  O L L < ~ I ~ M I . U ~ O ~ I ~ Y ~  

Y 
Idso~~?si  ~ U ~ ~ ~ M U W  I I I R S J I W ~ I U L ~ R T ~ ~ ~ ~ M " U ~ ~ ~ ~ ~ R U ~ ~ ~  L% (d ~ d u f n m s : I ~ u l n y u  

~ P ~ E I ~ ~ L ~ ~ ~ F I J C ~ ~ I J  7 L$l%Jld3~ 

3. I r i ~ ~ r i u a u  (variability) $ n j n l ) ~ : u a ~ ~ i n i ~ d ~ i ~ ~ r i u a ~  $ U O $ C U ~ ~ @ I ~ L I  

u i n i ~ ~ i l u l n r  o : ' l ~ Y ~ ? n ~ ~ ~ d a I n i  ?biu LLR::Q~~IJ\T ~ ~ ~ u ~ ~ I I P ~ ~ ~ J ~ ~ ~ ~ J ~ ~ ~ u I J u ~ u o u  
~un~ruin~su~:nulin~u$uri~udil::~~an~uu"rni~ ~ ~ a c ~ u ~ J u a ~ # ~ ~ u u i n m  9:n'a~iinm 

n ~ u q u ? r u n i w ~ o ~ ~ l ~  2 $USIDWW a 
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Y 

3.1 ~ T ~ Q H ~ I J  F;miSon r i a t ~ n n u s u w ~ n ~ i u ~ I ~ ' u ~ n i s  3 3 ~ 6 ~  

u utli~ufiu+~ u ~ w l i n j - ~ u i ~ ~ " u ' j n i ~  I n  s h ~ i l i w ~ u n i u n ~ d n  vuru'1unis~~n71i~i 

3.2 n ' a ~  a i q ~ n 3 l u  w a l p l v i & n h  Ino ~ r i u n i r ? u f i ~ F i i  u u ~ i i  l r a e  

b ~ ~ u o u w t u o ~ ~ n r i l  n i  I ua:n~r LLI%JUL?IU~ * i ~ h i i t E u ~ o ~ a ~ A a  
-2 n i s ~ ~ f l ~ d ? u d r ~ u ? n n 7 ~ l ~ m u u  

4. ~ ~ ~ I u I T ~ ~ ~ u ~ ' %  (perishability) f i n l . r b a i ~ 7 1 n  w ~ r n b 6 u ~ f l ~ 1 ~ i o u  
h(ii ~ ~ R ~ - I U < ~ J ~ - I I ~ ~ ~ ~ ~ L B U E I  m1lGu?ni1 i7 i l~1 i59y~~ ~rdthKnvuen~-iun'osnls 

Iiariuau o:rii'lAfiniJy~7 ik1uu^Tnls~d6u f i o  Ihii;n63 
Y 

4.1 n a q n 6 d o d i u n ~ i u ~ ~ r n r a a  (demand) 6~ud 
4.1 .I n~4&mni16~rmni7~i~u 

2 
4.1.2 ~ ~ ~ ~ M ~ u ~ ? J ~ ! ~ ~ ? ~ u c D J ~ ~ ~ v D c o L I  

4.1.3 ni~%ps"u?n7~i&u 

4.1.4 5 = ' i ~ f l n ? ~ ~ m ~ ~ i u  
- u  63' 

4.2 n ~ ~ n & i a d ~ u n ~ ~ l ~ u ? n l ~  umtu 

4.2.1 r6uwk~-1~.a'an512 

1. n m u ~ w d u ~ ? a i  (on time) ~ $ l ~ & ? ~ ~ ~ i i n ~ s ~ ~ ~ ~ ~ ~ ~ ~ ~ 7 n i ~ ~ ~ ~ t f a ~ ~ a ~  

n21umud enaiui l~nmu5~7~ P~fiil$ A B J I ~ H I ~ U ~ ~ K ~ ~ ~ ~ O J G  k i t i l j  ~ S A O ~ U L R U I I ~  EI Rji J 

IU~~I~~UBYJ~U 
2. n i ~ ~ i n & ~ ~ r ~ z ~ ~ n k + w  (human touch) n m ~ ~ u : n q ~ $ ~ b l i ~ i u ~  

~ ~ d 2 ~ ~ n r i ? i i n ~ ~ u w o 9 ~ 1 u ~ ~ ~ ' ~ ~ v i ~ u " u  uriilt~n'o~ri~l<n~a~nii3'i::~i~~~n~~1iis~uii 
t "" n~~uasurnanirn~~~u~~~:u"II j iu7n~~  u 

u a "  
3. nmununnulm (promptness) r ~ o ~ ~ . & n ' o ~ n ~ ' i i ~ r n  $~1~GadlGiYijop 

ii!u? rh^auni$ubTn'~d I r n a l a i n ' u ~ l r i ~ n f i ~ o u l u  uar td oiifirun~6a~un"l~~6n'un3~i 
&iu n r n ~ u ? n ~ s 6 ~ o r h ~ n ~ d 3 n ' u 4 ~  

4. ~ i 1 ~ n - ~ i u d s : 6 u l a l u n ~ ~ I p s " u " s n ~ ~ ~ ~ 0 ~ ~ ~ n ~  n+nuGnds:fluls $7 
l ~ ~ ~ n n n u ~ n s n ~ n n ~ u u ~ 1 . a " ~ 3 n ~ ~ ~ n  as h ~ ~ ~ ~ ? ~ - i ~ ~ n ~ ~ ; l u l i ~ ~ ~ ~ ~ ~ i % ~ n " ~ ~ u i ~ u " ~  

C ~ h ~ i r i u ~ c u n i w w C n 4 ~ ~  L L R ~ R ~ ~ U G G I L I  
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wou~yn!nsuau'Ynauiudma~niu w.m.2542 (2546, MGI 253) I $ ~ ~ u M u ~ u  
n a ~ ~ w , ~ w i i ~ u i u d c  ~ T i l + t X ~ 8 1 f h 7 J C i J y  ~ ~ R R ~ ~ " S D ~ J Y I O J  

Eii?rsnr ~fi in6,yn.r  ~ A i i n f .  fiq ~nGnluu6, iaa-odam dnnif in 

(2541, nC2 215) n i i a i i ~ n ~ i u ~ u ~ a . u o c ~ b l b n 7 ~  u m s : r r u i u n m l u ~ j Z  

I. C~~?UMXIIUILUUL+I !a $7clZm~Ymn' v"T nY?nl~nijau (standard) 

n inqlu ~ ~ I u n ~ i u n u i u ~ ~ n a i ~ ~ l l b n i w  M ~ I ~ O J  UIRS_JIU 

2. n~1uwu7ur~uuI~li ~ i o  n m u w n I s u a ~ p n < i  il;o$+ l a ' d d l d o i i c ~ w u i t n u  
Y 

(modem idea) ~ J ~ ~ R ~ ~ U R U I U U  ? ~ ~ ~ W ' I L M U I L ~ ~ ~ U T ? U ~ %  ~ ~ ? ? U $ ! J Y I B ~ F I U O J ~ ~ ~ ~ ~ ~ ~ U  
a: a' n~urnn:o~n'n~r~fi~~~~uui~dawim~un*~ t t a r u i n ~ s o o n u i u l ~ ? k w  a UA: 

fi~lr@ ~ u i ? u ~ s ~ ~ u h ~  n~sd~u61:,ua:uirn~o:"11iu~~ou~fii~~~~~m u 1  f i g a ~ ~ q r n n ~ w  60 
fill~;nnirra~ulw?n.) &U ~ i n l ~ s n i ~ 6 ~ u ~ d ~ 6 ~ ~ 1 ~ 1 i ~  ~ ! ? ~ u ~ I Y I  ~ ~ u L L L ~ J v B J R E ~ ~ R  

o i ~ ~ n ~ i ~ ~ i ~ u i r ~ ~ i n i s a n i i ~ ~ r i ~ ! l l  il i~4i~irwEatf ini . rwiuwi~t~:d5'~ ~ l ~ s q w n i u n i ~  
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4. q ~ l w a o ~  rn~11Yuinm 

?nsnwvnlrln'uirns (sewice quality) ilhl)~:. 10 d3 .n~  

4.1 n i ~ r u i d ~ g n h  (access) 

a5u w nDn%lns (2538, n t i ~  I 3-14) n l w i l  m ~ r h B c p n n i  (access) 

M ~ I  ~ A I  nmd ~7uuini~rnunnn'ufl~'u~n~f~$ilmtl~=:mm ~liu  nmiuu?nmn~dna<wn" 
I U 

d & l u ~ ~ ? i r n ~ s C i ~ ~ ~ ~ : ~  a ~ : ~ n ~ w d l < u 5 n v !  k a  iIuC;Agnni~ni a l < ~ m a n  
E ~ T N  ~ & i m W ' ,  qn.i ~Riinu', LEG ~nGn~uuri, uaratoq~ dn:-n% 

(2541, MCI 215) n i m i i  r n . i r h d ~ ; n f i  (access) ~ u ~ o i ? ~  ~irn~dIritu~nni$ia~i~u~u 
a u 

naiun:n~n2wniut~e1~1~:~niu~ori~n61 il w lrrifi~l~aian6~4a~noou~u Il ri iraRnj 
L M ~ J ~ C A I ~  L ~ O ~ ~ B R J ~ J C ~ ~ I U ~ O I S ~ I U ~ ~ ~ L . ~ ~ I R J ~ ~ ~ I  

w ~ ~ i ~ ~ i o i w ,  $ ~ $ f i i i a ,  uar iu&+ (Parasuraman, Zeithaml, & Berry, 

1990, pp. 20-22) nrjqaii n i r ru i i ;~ t inn i  (access) HU-IL~~IJ ~ ~ u i ~ ~ i n ~ ~ r n ~ i ~ n r ~ ~ ? ~  
f i n i s I 6 l ~ u d i ~  1mCun~iu~:man sm~3.1 r i o ~ u i h ~ ~ s n ~ r  

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เทพ

สต
รี



d 
4.2 n7r~msiaeam.15 (wmrnunication) 

rg$u & n t h  (2538, H C ~  13-14) nrjni ,  ni~~nsisBeim (cornmuniaion) 

. I ~ n ~ ~ ~ ~ ~ n ! n l w l t s ' ~ ~ u ~ 1 1 ' s n ~ ~ ~ . u ' 1 9 ~ l ~ ~ ~ u i i ~ n ~ ~ Z ~ i ~ ~ ~ u 8  on~mAiu5m.ra d l  ~ $ 9  im 
Rmnr i&irinw', qnr ~Gin6, fie KnBmwun', ua:aJaio dnrwiin 

(2541, nri1215) n i v i l  m 3 5 ~ d a ~ a m ~  (mrnmunimtion) nulufh in~.ra%ulu adynn'sa 
- 
LQ ~ l 1 ~ n w i d ~ n n i ~ ~ 7 I ~ ) i w  

?-isrugnd ?Rtllqa (2542, n& 16) na i? i i  nis~nda~arn3 

(communication) ~u?cli% n i d f i y  R ~ I J  7 L L ~  fh~"sn1 J z % ~ T ~ . I ' R ~  m h u n w d  t ~ l ' t ~  

~ ~ ~ ~ u ~ J A ~ J ~ . I A ~ s ' u u ~ ~ ~ ~ ~ ' o ~ ~ ~ U "  
wouiyn~unau"niG~uanlu W.R. 2542 (2546, nrI, 464) l K n m ~ ~ u + w  

sludrndmcin il ~ u l u i i ~  Iduqmi~u l ~ ~ i l d a f i m ~ r a n a ~  ism.r 

ix?au' i i s i S ~ \ ~ l m 6  (2547.1lC7 271 -273) ni i i7i~nv~ndaB0m1 

(comtnuniwtion) ~u~uii~ni~n&uIrs*u*o~~~iri~nn"~ si?cln~w-$niYi  w i o u z ~ 8 u l  
i u ~ ~ n n ~ ~ n f i u u o ~ p n f i ~ ~ ~ ~ a i ~ 1 ~ u l ~ d ~  ~ ~ l j n ~ i ~ i ~ ~ ~ ~ ~ d i ~ n l ~ l ~ ~ . a ' n ' u ~ u ~ b n ~ ~ l ~ n  u 

~ n ~ ~ f i m d a ~ a m r u r j i ~ ~ n ~ ~ ~ ~ m t l ~ . a " n ~ w ~ ~ ~ n ~ ~ i ~ ~ ~ ~ ~ i u  

wlmgnulu, J&T, ~~ileluaii (Parasurarnan, Zeihaml, & Berry. 1990. 

pp. 20-22) n i m i i  ~ I T G R  vioBon~s (mmmunioatim) nu7 u i i ~  
n~wdinmu%m~su ~$7151i7o u ~ ~ ~ a ~ i l i ~ ~ m s ~ ~ r i ~ ~ u ~ ~ " s n ~ ~ ~ t i i ~ ~ ~ ~ ~ ~ a  ~ a u h i ;  
n ~ ~ ~ u f i ~ 9 u G a 6 m ~ ~ u ~  a~$Yuu^rni~ 

A ~ I I ~ I  n~sinriu~sinr (communication) ~ u i u i i ~  mr~arn . r~~a : l~ ih~a  

r ~ i ~ n 6 ~ ~ i u n i a ~ d ~ ~ i 1 ~ 9 7 ~  a$uislR'nliiqnGa~.a"m LOU IR L I W C ~ ~ ~ J ~ U I % ~ I ~ R ~ ~ R ~ W  

'iw ~ n : ~ f i l o j 7 o  i i n l s u ~ n ~ a ~ n d ~ ~ < i f t s ~ 6 ~ ~ r i $ u ~ ~ 1 1 ? n ~ ~ a ~ ~ s u u  ijmriudm-nu 

W mAu ~ ' ~ L H M ~ u u : :  u ~ : d l ~ a u u a ~ ~ n n i ~ u l " T a ~ d l ~  7 d ~ ~ a = < v n i d ~ u ~ m i ~  u'an~iu  

%u~a ~ R ~ ~ ~ ~ ~ ~ I U % ~ L O M ~ I U L $ ~ \ D ~ ~ ~ ? H  1tbh~n~~uf i i17  U U H ~ J ~ U W  n u n ~ S q ~ " u ~ n i ~  IW u 

M U ~ I I L E I V ~ R ~ ~ L R B ~ ~ ~ ~ ~ ~ ~ T ~ ? ~ R ? ~ U ~ ~ ~ ~ U ~ J L ~ R L ~ ~ ~ ~ ~ ~ ~ ~ U L ~ ~ J R ~ ~ ~ I ~ ~ ~ ? ~ ~ ~ ~ ~ ~  

b 7 ~ . a ' ~ ~ o u m a ~ . i o ~ m ~ u ~ ~ ~ & ~ ~ ~  ~anrna /u t j tb+% L W  1 1 1 1 ~ i f i i ~ m ~ i 9 1 ' a n ~ 7 ~ 0 E u 7 a  
;nGnc t u * 7 k i  u LIRE i w x a u  nq UJIU ~ilu6iU 

4.3 fl??lJEWU75f1 (competence) 

Gknnr ~&inri, qns ~ ~ Y i m r l ,  LEG iYnGnmuri, Lue-aJ a i u  dnrmira 

(254 I .  MCI 21 5) n ~ i ? i 7  wmumuian (competence) n u v i ; ~  u,na in~dI r i f im*~  

R'I~U~IWI~$ L L R L ~ R ~ I U ~ R ~ ~ U A I U ~ ~ ~ ~ ~ U ~ ? U  

m~nrrjnvni ?au??e (2542, ~ $ 7  16) n d ~ ~ i i  aunnu:uod;"LM'u?nm 
* h (competence) M U T L ~ ~ ~ J  ~ - I S ~ R I I U ~  R?7URIU1JII L L F ~ ~ ~ ~ ~ N E I M ~ ~ ~ J I J U R P ~ ~ ~  
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nmu muqso (competence) II u1 LI A J  K ~ w : L L A : ~ ~ ~ u ~ $ ~ L ~ ~ J ~ u u " s ~ ~ ~ o  d l ~ d ~ a ~ ~ ~ ~ i l  w 

n r n n ~ ~ ~ ~ ~ m ~ ~ n & ~ 6 0 ~ ~ ~ 1 ~ u ~ i u ~ ~  ~ ~ a r d n ? ~ u ~ ~ a ~ ~ m u i ~ ~ ~ u n i ~ i ~ ~ ~ ~ l ~ l ~ ~ ~ ~ i l f i  

wlnplulw. %al%ija, LLariu se (Parasurarnan, Zeithaml, 8 Berry. 1990. 

pp. 20-22) n i l a i l  R a m  inuimu EIJ $1h~"sni4 (competence)  MU^ ~ $ 4  $GuiUjni~s:(ia J 5 
fin w n a w i  n?~umuisnlun~sl.59"uf nis ~dol~~iuniun~sfin~~id'~r~n%niw 

q d i i  R?'-IUR~UII~ (competence) M U ~ O ~ ?  J nmdq R a i n ~ d l ~ u i n m  

~ n ~ a ~ d n ~ ~ u ~ ~ ? ~ u m u 1 ~ 6 1 ~ n a ~ ~ ~ 7 u ~ y d ~ ~ ~ i ~ ~ n ' ~ n ~ a  ~37m~"Tq  ~ d u  n~~ns~oiu/Cu 
nowfiu ~ i l ~ 6 i U  m u i ~ n l 5 ~ ~ ~ a ~ i j a ~ d n ~ m 1 u n i ~ ~ ' s n ~ ~ ~ $ i ~ r i ~ ~ ~ 1 i 0 ~ ~ ~ ~ ~ j a i a ~ ~ ~  A I U ~ - I  

i L L n a a ~ u ~ u n a u ~ ~ ~ ~ ~ 1 ~ " r o f i ~ ~ i ~ i i s  7 Iqnir:~iu~iludwu'lu ~iuirnuXIy~~rawlr.: 
* X d  

~Cqlii lworii~W ~~ar~i ludwole~nni n j u ~ w u l ~ n i s u i n ~ ~ i ~ ~ ~ u l ~ o r i i ~ ~ o ~ d o o  

4.4 fl1lU~nlW (courtesy) 

7%~ ~ijW%!?73 (2538. MI!? 13-14) ~1 i i l 2 ' i i  n7iuTniw (courtesy) 16~illn 

n ~ r d w r i n ~ ~ u ~ ~ n i n ? ~ u ~ ~ i ~ ~ ~ u ~ o a a n ~ n ~ i u i i i u 0 n s ~ a ~ ~ ~ u ? n ~ s  dn~si~dmiun:oin 

~?"roia IY 

RYs7r~nr ~&inw', qn3 ~ R i i m w ' ,  fiq KnGniuun', LraenJow iln:mDa 
(2541. ~ $ 1  21 5) n d w i l  n?Tuynqw (courtesy) M ~ I ~ U A J  ~ R R ~ ~ T ~ B J ~ u ~ Y U ~ U ~ " ~ ~  

i in~iu~ilunir~aq ~razilai-imqiru 

?~-iruKnvru' g s o i q a  (2542, MGI 46) n i i a j i  R ~ J ! ~ ~ L I ~ & I ~ U F I ?  

(courtesy) M U ~ U ~ ~ J  FIIIU~~IW~OW~UU 'ltiiii~~~ij~.hl~ i ~ ~ ~ i i l u D ~ ~ a T i a ~ s " ~ u ' s n i s  

u a ~ n ~ i u ~ n ~ w i i  MU-IUOJ L ~ L J U ~ ~ U  aauluu R L ~ W B : ~ B U  1lin~:Ianlsnsin 

5,z?nC iiotBwlw'CsoM' (2547, ~ w i  271 -273) nii~iiKnui<uIun? 

(courtesy) L ~ L ~ ~ C I J R ~ I U ~ ~ I W  nml$~i?uGi d-~ i (~ i ;~~m~$n~n( i i  i s l smwdl~o~nn i~  

W ndnfiuwrin~iu y n a ~ n ~ h ~ i i  urjwuriuGuhiiunitr 

W 1 T l q 3 l U I U .  BBWR. LLBILUBG (Parasurarnan, Zeithaml, & Berry, 

1990, pp. 20-22) nimi? nmuiiEnui+iuIum~ (courtesy) MWUGJ $~i~sn i r~ i lu$ i i  

n3iuynw aauluu ~oilslri[5uuinis IGu~iuin~1si7onaiu~o~1n~u neriiKmolKuLnida 

yYu;uuinis 
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~a? Ip l r i  n.rr~a?a~dwni~~6u?ni1 D i ~ ~ r y i ~ ~ $ ~ ~ ~ u f f i t o f l o i ~ n a i b ~ n ~ a ~ ~ y ~ ~ a d i  J 
t d m d U  

s o u n u l r r i e u l ~ ~ ~ a w r r i i ~ ~ l r s * n ~ i ~ ~ ~ ~ ~ ~ l v v d i ~ ~ ~ o l s o r i ~ n ~ i ~ n n ~ ~  ~1nn~ounsuv7~ 
w U " A &  

nmuGn riiu u ~ t m s i i i u n ~ u o ~ ~ u c l b " 1 ~ m n ' ~ ~ n ~ i ~ ~ i ) ~ n " a n  

4.5 ~71%1Ihilr&1k~ (creditability) 

2%~ ~an%\n.r (2538. ~ $ 7  13-14) n i l 3 - i ~  ~ 3 1 ~ ~ - i i l l % a i i a  (creditability) 

~aw~'na71&6o~!iai?@'18 ~ % n I i l I &  

i37ruu' h ~ o ~ ~ u  (2538, M$ 241) n i m i 2  nmu~bofi  016 (creditability) 
X A ii on3lumillsn~un~r~~fl~~7w~n"w181~~~1]~n~iilri~ ~ ~ n & a  ~rarli~wa~aa'l~I6 

d" # 

E x s r u  tmsnu, RAT ~Gim6, f iq  &nin8muw$ Lle-alaio dn-miia 

(2541, 215) n a l 2 i l  mluriir~aiia (creditability MUILJ~~J l l~~nlL~:yn~ln3&~ 
d a d  

mumn~iwn?~a~~#oh o a ~ n ~ ~ u l i m d ~ l ~ ~ 3 n ~ ~  Imu ~mauin~mnnqmlt;i~~ri;n67 
d 

=~:isi; iisiiinIwIs~6 (2547, MGI 271 -273) nii~i~n-nuill4aiiaInYw 

uin.r;iunnmlw creditability) t i  U?$OJ KUH a ~ i u  ~ I ~ ~ u w ~ ~ ~ I ~ u ~ ~ ~ ~ o ~ I ~ s ~  Elldo9 

WiT1$31U1U, B A ~ R ,  LLR:LUD$~ (Parasuraman. Zeitharnl, 8 Berry, 

1990, pp. 20-22) n d m i l  m?iudi~~  ai? a (creditability) M ~ I  fi RTIJJL&?I a16 ~ T U ~ I  

l i~ i~lana:~mu~atin 6~ a ~ y ~ ~ ~ ~ n i ~ ~ d  olri[?uu"~rnst~nn~iu 14 088  L L R : L ~ O ~ U ~ U U ~ ~ ~ S  

ii16s"u 
A a "  q d i q  n v u u ~ i 4 a i i a  M U ~ L ~ ~ ; J  n i s n u s u n ~ ~ a r y n ~ ~ n s i n ~ ~ ~ i ~ ~  

n ~ ~ u r i ~ r ~ u i i u l n u i ~ n i n n ~ w ~ ~  ~~d~n?oaru1~~5ouiau ~ n u i r n u f i u ~ ~ ~ ~ u a : : ~ n i w ~  

i in3~1~4ar in6  aanuinmuiuinasu I$ujnlsalila~iluul$1~,37~~~ u36u ijnmu3aui 
d L 

L ~ ~ : ~ ~ ~ ~ ~ J ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ " T ~ I ~ ~ ~ ~ ~ ~ ~ ~ P ~ ~ ~ ] J U " ~ G ~ L L R : : ~ R ~ ~ U ~ ~ O U M ~ M ~ ~ ~ ~ ~ M " U ' ~ ~ I ~ ~ I ~ ~ L B M ~  

u~n7&idqmIt?'n'u ;n67~1a'a t i~u~ntadii  u g i n s ~ 4 1 ~ ~ ~ ~ n ~ ~ i n ~ ~ u n " u ~ u  r i i ~ i u I ~ ~ n ~ ~ o ~  

~aerc$w7u~i n ~ w a  d n l s a n s n o u n ~ ~ u ~ ~ ~ ~ ~ m s ~ " u a ~ ~ ~ $ ~ ~ ~  a ~ 1 1 n ~ d o t i ~ ~ a ~ ~ ~ m n  

4.6 Fi??a~r%ldh~ (reliability) 

?3%lu' h%nh (2538, MG? 241) nii12il R~IIJ~???J~TI (reliability) ;a 
u Y  B nmo mul3n'lunisd~u%~~~~6@'11u~~"ud1n~i uli1~5nriuo LL~:I~ ~ua iaaIpIG 

a<u u ~ n ~ n ~ I n 1  (2538, ~ril 13-14) nimii  n ~ l u r i l r ~ o i i a ~ 6 ~ a ~ u " ~ n l ~  
(reliability) AD n i ~ ~ ~ f i n i d ~ ~ n 6 9 ~  ~nfllil~l.~~u?~~n7~fifln~fi~p~~ ~-du ni-lln"~?nwl 

day  aa:nis~~u~nisnlilfl~~u~na~dr:~~i 
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d" s- Emnr iRiin6, qm imnu, fiy KnBmiuuvf, L L ~ Z ~ J O I Q  dmniiq 

(254 1 , H ~ I  221) n n ~ i u ~ ? ? i ~ l o  (reliability) ~ ~ l u f i d  l isni5~~ri'bL~ipih URrmT 

i ~ r i i l ~ ~ i I ~ u r i a n ~ ~ $ i 0 ~ ~ ~ 3 ~ ~ ~ b j i r r r u a  U .a:;n~a~ 
? r r ~ l m i  ?Rn;fl (2542, *<I 16) n i i l ? i l  n?i~~ l i lM  (reliability) 

A a 
i l l u ~ u i i ~  n ~ ~ u m ~ ~ ~ n l u n i ~ ~ f s ' u ' s n ~ ~ m ~ u ~ ~ ~ i ~ l ~ ~ a "  u~tijnmulilranna 

.j,t%~w' A I I $ R ! w ~ ~ ~ $  (2547, ~(11 271-273) n d ~ ~ i ~ f l ~ ~ ~ d a i i  a'!a"a7~1ilI6 
r Ed' 

(retiability) ~6 u~6un~irr~?nrr imi i~~of i  a nmu4u h u  n ~ w n ~ i u ~ ~ o 8 n ~ i ? ~ ~ \ ~ ~ m ' ~ u w ' t b ~ f i u  

n ~ s d i b f f ~ u ~ d ~ t ~ n a d ~ s q n ~ o ~ ~ n &  u i n ~ 1 d l ~ ~ u ~ n 6 i $ a ~ f i n 3 i u ~ ~ ~ ~ n u o ~ n $ a ~  

wlnfpiu7u. Balrr.  ueztuafi (Parasuraman, Zeithaml, & Beny. 

1990. pp. 20-22) nt i l? i l  n ? i u ~ % o f i n l j n J b ~ ~  (reliability) MUIU~J n ? l l l r n ~ 1 ~ d ~ n i ~  
. u P I  l ~ u ~ n i ~ n ~ u d ~ d $ ~ ~ ~ i  uaruini~si? ~ n m ~ ~ n 5 i l ~  u i u h  ~liu nm'Ih"Tni3~~ uIi?ai 

?55a< ~ M G R I $ I I  (2538, vlci 241) nd77i7 n19m aumad (responsiveness) 

G O ~ ? ~ L ~ U ~ ~ I $ I ~ ~ ~ ~ ~ ~ L M Z  O ~ ~ U U ~ ~ I ~ ~ ' ~ ~ ' M ~ !  u 

G%s~ru ia??inri, YnT LH%WG, f iy  KnGniww$ L L A L O J ~ I ~  dne?iC% 

(2541, nG7 21 5) nsj-laii n 7 ~ m o n ~ u a ~ ~ n 6 ~  (responsiveness) M ~ J I L I ~ ~ J  W M U ~ J I U ~ : ~ ~ J  
'L$u?rn~ u~:~~n'il~nil~'~~ri~n67I601j7~~~m~iam~u~ $n676~dn?3 

7 3 5 ~ n a 6  ? a o i q ~  (2542. ~lil 16) n d m i i  n v a o u m t o ~ i  o ~ i l u v i m  
Y U  d 

(responsiveness) MUIU! J ~IIUDUB~P:*~JLM~I at~uu'rnis  LLB:W % ~ d ~ : I ~ u ~ n ~ j l R r n  
d 

?.I:%$ ?~~%~lwbow' (2547, nri? 271-273) nd7ai? mmounua~gn61 

(responsiveness) ~i? u ~ ~ a ~ ~ ~ n ~ i ~ ~ ~ ~ 9 0 ~ " ~ ~ ~ 1 ~ 1 ~ ~ ~ " a ~ ~ u n ~ ~ ~ ) ~ n 1 m 0 ~ w ~ n ~  L W E ~  

~6 o~~~n'un~sI14"u"~n7sati-i sn"uann"u1~ w Cnin~~un'o~lGu5n~s~~~:1~n"ilq~7~~1i~n<70 eiw 
~ - r n i i ~ s n u d ~ n n i n j ~ m r  

d 
w1176piu7w. Bagiiiia, uarbuuss (Parasufarnan. Zeithaml, & Berry. 

1990, pp. 20-22) nti1741 n - 1 ~ 6 1 0 ~  R U ~ Q ~  o i?ciru?mi> (responsiveness) M U I  L J ~  
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4.8 fi3?%Jd~a~flLl (security) 

7%~ rrin%Inr (2538, ~ f i  13-14) n h a i i  ~ a i u d a a n 6 u  ((security) 

~ ? ~ U ~ n 7 7 ~ ~ 6 a ~ d ~ ~ ~ f i ~ ~ ~ 1 f i 6 1 f l 3 1 ~ ~ ~ ~ f 9 7 ~ ~ ~ ~ ~ 9 R " 1 1  I u i f a ~ n ? i u ~ a a n f i n ~ ~ n l u  
vYiilun~x3u aarni-rinlvin~~uKu"ua~~nn'i 

a- 6 Gmnr idin6, T r n  urnnu. LEY KnGm?cnwun', utrvrns d n r m 4  
(2541, ViC7 215) n i l ? i l  ~7ludauafif.J (security) n ~ l u i i ~  u~nld~~~addnflom 
Cunsw n21u ~dw rraeilynldid q 

3 3 7 o r k d  l a u y a  (2542, ~ $ 1  16) n i17 i i  nmudsanfiu (security) 

~ n i u i i ~  n~ iu~n&l~ lun~ iud~arnn" t l  lu5^?nniwGu B ~ L Z U J  rnnln~i lmnqiujt?n 
v 

~ i u t o i t r n t r  a~:Ga n ~ i i t l d ? ~  9 ~ ~ u f i n i ~ % w ~ n ~ i u ~ u p l n ~ ~ s " u u 5 n 7 ~  
d 

71:?mUb E O L % ' ~ W I S ~ ~  (2547, w f i  271-273) nEi7?<1m7a~daa~ifiu 
(security) i i s d s o n ~ ~ ~ ~ n ~ u m m o  n ? ~ u l ~ o ~ ~ ~ s a n = i u b n i ~ ) u i ~ n a ~ a ~ ~ ~ ~  u a - h - p ~ c i ~ c  7 

w i ~ i ~ ~ ~ u ,  3 ~ 6  j j ~ ,  UA: L U O ~  (Parasuraman. Zeithaml, 8 Berry. 

I 990. pp. 20-22) nh3i-I nmuhn~danm5u (security) rnu-tuff~ n i d ~ u ? n - i . r d a i i ~  
n ~ i u ~ n t l ~ o m ~ ~ ~ n ~ 0 i n ~ ~ ~ ~ l 1 ~ u ~ ' 1 ~ a ' ~ ~ ~ o ~ i o ~ a a . ~ r i u l ~ ~ ~ ~ ~ u ~ ' r n i ~  

~ l d i 7  ~ ? ~ U I I R ~ ~ C D  n u ~ ~ l i i ~  ~ 5 n ~ 1 ~ ~ ~ " n ' ~ 1 ~ n ~ i i $ i a ~ d ~ i ~ ~ 1 i n ~ u m n ~ i  

n ~ i u ~ d ~ ~ n u ~ ~ i l ~ ~ ~ u ~ r n ~ ~ u ~ ~ ~ a u i ~ ~ ~ ~ ~ m  ~ n u ~ u n i u o i n ~ s r i l h ~ ~ t b ~ ~ a $ ~ w ~ u a u d  
d d d  ~nnmu~~R'Junnun?i81~a0~fit l  i I~j l~r i id inw7na1ud 8amn'tl ~ I M ~ ~ ~ ~ I U R = : W + I ~  g ua 

w ~ ~ u ~ R ~ R K u F ~ R o R L ? R ~ ~ ~ u ~ ~ c ~ J ~ U / ~ O O R ~ ~  ~ ~ n i n r i u d ~ ~ ~ n ~ ~ i l d n i o n m u  

$9 krm"p7n Iriijn~~~onia~~i~n~su~ilu~~?ori~l%~iuduln i i u ~ a s n i s u s - ~ r u u Q ~ f i u  
v d u  i ;opaa~;nninnu~u'u  Guinr;iu uanlsan5u 
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d uu 
4.9 M S B % J U % I I ~ ~ $ L ~ U ~ ~ F I ~  (tangible) 

r t  U 
a i i w ~ I n ~  (2538, MCI 13-1 4) n iimii n i ~ ~ ~ - i i ~ u i n ~ ~ I ~ ~ ~ u i f < n  

(tangible) I G L L ~ ~  ~ I ~ ~ ~ M % ~ ~ ~ T L L R C I  JZG$~'U ~Sn-t~tGu ~3o$?nl$ iili~%14T"uPsnir n i  1 

i j~m-fad ,~ ,d , ,~ ld tbn-~~u"sn~ nmij~ikpulwnmirms LLR:$U 
au < 8mmr mmw. 7n.r ~aiinri ,  f iy  ~ ~ G F I ~ U U ~ T ,  L L A S B J ~ ~  dntmh 

(2541, ~ $ 7  21 5) nd17ii n i l ~ h \ ) ~ ~ n d ~ k i l u f ! n  (tangible) H U I L ~ ~ ~ J  0~i71Gif1fi 
muimni~n:~ufi~?omm uini.m&nriidsi 

iseislS 'nq rGdwbou' (2547, nri, 27 1-273) n i i ~ i ~ u i n i & ~ l l w ; ~ a n u  

(tangible) L ~ U ~ ~ B C U L W  ~ ~ d ~ n 6 i m ~ i ~ o ' ~ & 0 ~ 1 ~ ~ ~ i l 0 ~ 1 1 ~ ~ ~ ~ m ~ ~ n n ' ~ 1 ~ ~ n i 4 d 4 ~ ~ ~ u  u U 

~runmuini . i  n~~Gi i i ~u in i~ l f i ~~u~c Ianu  filfi lirnmrfl wt;dd$nni m ~ ~ 1 s t ~  LAU uar 

i?%J HURcu 6a  316 
wln?nulu, $ ~ l s ,  U ~ ~ E L U O ~  (Paraswarnan, Zeithaml, & Berry. 

1990, pp. 20-22) n i m h  ~ J ~ ~ U ? S O & J E H \ ~ ~ A  (tangible) 1 ~ i ~ i ; ~ l j n ~ w n ~ u u a n i  

m ~ ~ ~ n u o ~ ~ ~ " ~ l 6 ~ ~ ~ ~ ~ ~ w " a l ~ ~ ~ ~ ~ ~ ~ ~ u w ~ a u ~ a ~ ~ n ~ a ~ i ~ ~ ~ d T 0 ~ l ~ ~ ~ ~ ~ 1 ~ w ' ~ ~ ~ t l  

4 l m ~ n l " ~ ~ ' u 3 n ~ ~ ~ ? ~ ~ ~ 3 " ~ m a ~ ~ n ~ 6 ~ ~ a : i a n m ~ ~ ~ f l ~ n 7 ~ ~ m d  q l D 

s ~ d i l  n ~ . r ~ i i ~ u ~ n i d r i l i ] u 6 t < n  lnu lu i ip  n i s ~ ~ n i r d ~ n n i I i Y ~ u  

m u ~ r o n ~ m n : ~ w i i ~ ~ m n ~ w  n-t~91?u"rnisK~niha16 n ~ . r i i i ~ w ~ n ~ ~ ~ ~ ~ ~ ~ ~ ~ n ~ ~ ~ ~ d ~ ~  

~nniirm~~uu~u~:nunisdr~'~~~Kurr'ufi$~ nf i l~~ui i lmnuR~n~~u^4n11i~~ 7 ci-tuiod 
t 

H R T ~ W R ~ U ~ L I I H U O  u I I ~ S U P I J L ~ O U I $ ~ ~ F ~ ~ M S ~ U ~ ~ ~ ~ J ~ ~ O M ~ ' U L ~ ~ U U ~ ~ ~ ~ ~ ~ ~ U ~ ~ ~ ~ M ~ D  

~mlnnd7~5n73 ~ ~ a t m ~ ~ ~ i 3 n ~ ~ ~ n n ~ ~ ~ 6 s " u u " ~ n ~ s ~ i  j i q ~ n i w  ix:mmnm~mwrnud 
sJs:~i~uKus"li 

4.10 ~I~H?I~~LL~:$<~I~~I~I (understandinglknowing customer) 

a$u lJ aDn5h.r (2538. M ~ I  13-14) n i i 7 i l  r n r ~ 6 l i l ~ ~ a : i T n ~ n i Y ~  lJ Y 

(understandinglknowing customer) ll~lllh $ ~ u ~ n l ' l ~ 0 i 1 ~ ~ 1 ~ l i J l ~ 1 ~ 9  n7 ln~aJn ls  

uo ~$?¶jlJ"srll3 

Z h s s n r  LHY~wG. Yns ~aiinri, fip CnnPni wu6, LLar o ~ o l o  d~tq i f i v  

( 2 5 4 1 , ~ G i  2 15) n h? h n ~ s t h l u  ttazipnpnni (understandinglknowing customer) 

M ~ J X I ~ I J  nu'naiwiio~wcliuiut31Zil~a~~iun*a~n~ma~~n$ii ~ u ~ l ~ ~ ~ ~ ~ ~ u l ~ ~ ~ n i ~  

~ ~ a u a w o ~ n 7 ~ ~ Q 1 * o ~ n i s 6 ~ n i i a  
d 

7~:%u' fio~?in\wl.rou' (2547, ~ f i  271-273) nd7?iinm~ido~n:?rn 

$ n c  (understanding and knowing customer) ~ r ~ i l a 3 ~ a ~ ~ ~ n ~ l ~ ~ e 1 t l i ~ ~ ~ i ~ i l n ~ ~ u  

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เทพ

สต
รี



WITI y3luiu. %ta'k, oerur a$ (Parasuraman, Zeitharni, & Berry, 

1990, pp. 20-22) ni l?<? nis t h ' l w ~ ~ r ~ n n  (understanding the customer) M U ~ L ~ !  J 

ni- iwo~u~uri in~iuiu"~9~)1~ar~o'n~?uiuuimr~wPfs~n~~~ ~ J ~ T ~ ~ J ~ ? U Y " S ~ I T I I ~ R = : ~ U ~ ~  

'Lliuinis~ilu~$n ~tldlaiiit~lat~ri~d~:innuao?run~w6~u~Knn11arii t'lriin~!mn-~w 
Y ~ r ~ o ~ n ~ ~ ~ u ~ u ~ i n ~ ~ ~ u ~ m ~ ~ u " ~ ~ ~ ~ n $ i i  i l7nnlsinw:~u w u i ~  v j~n iwd~nci l  

Y TUP (perceived service quality = PSQ) ~ R ~ I U ~ U ~ ~ ~ C ~ U L % J U I ~ I % I  W ~ ~ I ~ ~ I L ~ W ~ I W V O I  
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~ E I J ~ ~ J  5 R ~ I I L L R T I F ~ ~ ~ ~ T ~ M ~ ~  J ~ ~ ~ u ^ ~ ~ I ~ ~ ~ ~ ~ M ~ ' ~ ~ ' u ~ ~ T u ~ ~ I ~ ~ I u ~ ~ T T ' u ~  

ua~(u?lnn m n  nis l iun~lmdauuQ~n"~~r=:~~u (focus group interview) Zuntju $$u?ni~ 
w u i q  ~ m n ~ w u a ~ n ~ s u i n i s d ~ u ~ I n ~ ~ o ~ n ~ ~ ~ o  rn~ds~n'n.raiui~nI~'~"~n7s~~iluI~ 

a ~ u ~ " s ~ ~ n i ~ n ~ i ~ n 1 ~ ~ 3 " ~ ~ o ~ ~ u ~ ' I n n  iliu a ~ h r m u ~ s n ~ ~ f i u ~ y ~ i ~ t s ' n ' u ~ ~ " s ~ n ~ ~ ~  
~ i n r ~ ~ l ~ ~ n ~ ~ a d  ~ilwdsduarfsi u @?Inn l u m s i ~ n " i u i l r u ~ ~ d a ~ o a r ~ ~ n ~ u l d w a u ~ n n  

i n n o ~ n ' n s ~ r i s i u ~ s n l ~ n 1 ~ ~ 9 n i ~ a t i ~ ~ n o n n r j o ~ n ' u n ~ ~ u ~ ~ ~ n i ~ ~ a ~ ~ u 7 I n n i l : i i ~ ~ ~ l d  

~ R R ~ ~ J ~ ~ J ~ : M ~ ~ ~ ~ ~ ~ ~ ~ I W Y I ~ " J ~ M ~ I ' ~ E ~ ~ ~ I ~  oa:ni3iuiv a d  gu?lnn 
wl-nh;nulw. %~6 a, usr~und (Parasuraman, Zeithaml, 8 8erry.1988, p. 14) 

w l n ? ~ l U l U .  %f&ijal t~fl:Ll~uef (Parasurarnan. Zeithaml. 8 Berry. 1988. p.12) 

16Gn w ~ ~ ~ n - ~ r d ~ r ~ G u + j  zunlwv a ~ n i ~ u i n i r n ~ u n ~ ~ i u f ~ a ~ i u i l n n ~ n u  wuluuiunl 
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~~iuGj~wa'luuu~fl%u?n7r ~ d s j n ~ u n n ~ u f i a ~ u & u ~ n n s 6 ~ n i i ~ ! i w u n ~ ~ u r ~ n n d 1 ~ h  

adwiCuh6yn7~~?6? 
a nuaaun 30o~u (2542, un6mda) I ~ ~ ~ W ~ L ~ ~ L ~ ~ ~ U R ~ ~ U ~ D ~ ~ ~ T ~ ~ ~ ~ T U ' S ~ I T  

\ d f i i u s ~ ~ f i i r n u q w m ~ n s 3 u n i ~ ~ ~ i l , o  ~~acrnu~mm~n.rau~niomw"w~ kwiailgu 
ain w a n i ~ g n  w ~ n ~ d l f i  ~ n ~ s m a u ~ w n ~ d o n i ~ ? a ~ b ~ u ~ . u ~ d  $a"ldfll ii o?6un7sii~4 
~ i i ~ r i f i i ~ ~ a r n ~ ~ ' d ~ 1 : i i \ d 4 ~  a $uxKuiUWIa~ i ~ ~ l n n i 3 & 1  W ~ W U ~ T  Q ~ O J L ~  ~ l ~ k ~ ~ n l l  

4 v 
~~m~~dd~d~qiininfin7~61aumo3n7tl~u 15 iu  \ M ~ n J m ~ d l U t l ~ ? o L R : : ~ i d I ~  LLO'~~~IYI+I~ 
~ ~ o $ a ~ n ? s i u ~ u u $ ~ d 7 ~ d f i i  ri a t b f i i ~ ~ r n + i ~ r f i  15 iu iimlnd&a J ~ ~ ~ M " O ~ ~ ~ ~ ~ - I Y I M ~ I E I  
m ~ i r r i j u ~ $ u ~ i  2 v i l ~ ~ a  ew ~nuhs:d?um?ni.r kn:IGr'l8nlumdm ~ n z ~ ~ m n  

~ ~ ~ I T ~ ~ J I ~ ] I M ' ~ ~ ~ E ~ G I  ~ ~ ~ i ~ i 3 ~ ~ ~ 1 ~ % ~ ~ n ? d ~ s : r i o u f i i w u n  
C* 

RWLI?OLI;T~~B F I N Z W ~ ~ ~ ~ ~ R ~ R ~ ~ L L R L ~ I ~ ~ J ' ~ ~  u~i?noi i iunarunianf 

(2544, U W G R ~ D )  I ~ ~ ~ ~ H I L ~ ~ J R ~ I U F ; J W O I ~ W O J H ~ ~ ~ ~ I G ~ ~ ~ ~  %l an9su '~n  Y J J M ~ Y I ~ ~ T  

wnminq w w n ~ s s : ~ u i u n ~ i u F j ~ w s I ~ ~ ~ ~ ~ ~ ~ f i ~ I u ~ ~ u ~ ~ r u ~ ~  2544 w u i i  ~ i l ra io  

~ ~ ~ ~ ~ J w ~ ~ ~ ~ u ~ ? ~ ~ o ~ ~ . ~ " ~ ~ ~ I R ~ R ~ P ~ ~ ~ J u ~ ~ ~ u I ~  2543 t i n J a u  ?iEl~lfl 7.77 L ~ U  

7.49 ~ m u ~ n ? 1 u ~ ~ w a ~ a o m a ~ 1 u n ~ u u u ~ $ a * l r l f i ~ l ~ r r ~ n n l j ~ w d u ~ u ~ 6 ~  p i l z $ d v l A ~  

i ]x~nnqna?~nrsu on:~uum:dn7~o~j~w~ai)'~od $fivlfi~dszinnb~iiooti~u5:m"u~~i 

~ d ~ u u t t d a a o i n r ~ u  

iniudns h n i u ,  u.n. (2545, unKmiil) I i ~ i n ~ ~ 3 ~ ~ d n ~ n ~ i u ~ ~ w a 1 0  uaJ 
$ f l ~ ~ 7 d ~ ~ ~ U ^ T n 7 ~ ~ 1 ~ ~ n 1 ~ ~ d f i 1 1 b ~ ' 5 ~ ~ 1 4 L 2 1 6 1 f l 0 0 ~ b  g?@l?l]~n~n'  4 d.r:nls 4a  1) 

~ ~ 0 i n w 7 n a 7 8 ~ d ~ ~  ~ 1 i l v a 3 d ~ ~ d d 7 i ~ a n l 3 ~ t n l s  -J Y O J ~ O J U P T ~ I ~ I ~ ~ I M ~ I L I  n71Idfi7 

unmw amnsoano 2) ~ ~ o n i s ~ n ~ ~ f i ~ ~ ~ u a ~ $ d d ~ ~ 2 u n 1 1 ~ ' ~ ~ 1 7 n 7 ~  smno~uf n l r  
nl361Mdl~ nx~!d$huns~s?~ LunRsuJtno 3) ~ i o d n w f i o < u ~ i i i ~ ~ u ~ u ~ u ~ ' ~ 1 " ~  
n31 U~JW~IOZI a ~ d d d f i i d  II an751~?nin~a~n  a~u?ni1n7a{i~d7a n ? ~ l d f i i u n ~ ~ s ? s  

nnnpnJbnu aa: 4) ~d a ~ n w i u ' u 8 n ~ i i u u s ~ $ . a " l d ~ ~ ~ i ~ 0 n ~ ~ 9 r i v ~ 7 n ~ f ~ 1 0 ~ n ~ ~ l ~ ~ ~ ~ ~ m ~ ~ ~  
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k n v u  (Multistage Random Sampling) ~ n ? a ~ i o d ~ d w n ~ r i ~ ~ ~ f l u u u u ~ a u o i u  uuu 
~T:u~M+~I 5 7 t h  iikmurn 4 nuu i j m n q i u ~ B ~ i ~ ~ v i ~ < ~  0.939 i~nm:r;$ay slnol% 

Id~lln3ll ~ L % ~ ~ ] ~ I P R ~ ~ L ~ O ~ I S ~ ~ U ~ ~ J ~ J ~ ~ ~  ~ io~ ld? iaue :  (%) dlru'ds ( x ) 
d 

i1n7ww t l ~ ~ u l a w i ~ ~ s , ~ ~  (s.D.) n ~ ~ n ~ ~ a u G u h 6  nest the Significance) 63tl t-test, 

F-test ~~a:nmr7ou~1n?iuiimni73~ a~ne~~uulai vrrnudIno mnirn~ad (Scheffe's 
,u d' 

method) w~~I~~$uR@I$R JU 1) S L ~ ~ J ~ ~ I ~ J ~ J W  ~ l s l l  a4 $ ~ " L I L I " ~ ~ I T ~ ~ ~ ~ T ~ M " L I ^ T ~ ~ J  'Iw 

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เทพ

สต
รี



n~~h.lvliii~u~iin~miibnoun~.a"u~"4 Oninunrllp Q ~ ~ t u n n i u ~ ~ r j n w w i 3 t b y m ~ ~ ~ o ~  

$%ullinl.r ~ ? ~ ~ ~ H I ~ ~ J ~ I T ? % ~ W ~ L % J ~ ~ T ~ P  o ~ n n ~ u n i a d ~ ~ d i i l ~ ~ ? r a ' ~ ~ s n i ~ v ~ ~  
n - ~ ~ ~ d f i - ~ i ~ u n G n i ~ ~  dilnnu+n.n"i?o& ~~'jls~rnumsll~iu iium 395 s7rr rf i fad~a~~dunis 

U U 

~Aunusau$ay~ A a bbuuaauoiu ddimaiu~dnh~ri~< 0.93 f i l d l ~  8 a ciin?iui i l i a  o 
d d a: bbazii ~aa uhuiu udi1]u~itilf~1u n 7 3 ~  w B D U ~ I ~ ?  (t-test) i ~ ~ ~ n 7 ~ n s l s r a u i 1 ~ d  (F-test) 

i~rr . -~~t lur ioun11~63t l~%a~~~d~d ~ u n ~ f i ~ r c u n a i ~ i i n n i ~ ~ a t i ~ d ~ ~ ' ~ ~ ~ ~ i ~ n i ~ n ~ ~  
da 1 w an73Gnw7w~ai  1) n a ? u ~ ~ w a ~ o v o ~ f i . a ' u 7 n i s n u w n n ? ~ ~ " 3 n l r u a ~ n 1 ~ ~ v J ~ i  

w 

iiauniinin V i ~ r n o u n ~ $ ~ ~ ~ " r ~ ~ i n u n s d ; u  ~ u n i w s a u o ~ ' l u o ~ ~ f l 7 7 ~ 1 ~ ~ ~ 8 ~ i l u i n  ~ i l u  

v j ~ i ~ w i ~ i t ~ i Y ~ w  w u i ~  $%uini~fisrn~uunmu$~w o I ~ ~ i n ' I t b K n l ~ n ~ = : ~ ~ u n ~ ~ u " 3 n ~ ~ ~ i l ~  
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A d  , -  . u u ~ ~ n n i n u n o n ~ ~ u i n i ~ ~ n ~ n i ~ I r l ~ ~ & a u ~ i j n i ~ ~ u n  3 (ninnsTc) ojn7munnl;u 
* d' -dd 

~ I L L ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ U ~ ~ F ~ A ~ I T ~ ~ ~ I ~ ~ J U ~ ' I I ~ ~ R ~ ~ I L ~ J  kis3o l m u ( ~ n ~ ~ l n ' ~ i i u  
~aus?uu'suen'?o38n15$lu~~uunrn3n~nod~u~nrd3o~n~uo~nils olu3rri (Taro 

U, 

Yarnanel ~n"sn~dedldwnls ~ A U S ~ ' U T ~ U ~ O ~  W a w u n u u n l u  i i d ~ n m u t d s k u ~ i ~ 6 ~  

0.94 n~unjar i i tCiI f lun~s~n1~7  ;a gnc i i~s : innf i~n~suuimI~~  IunnYufin~ouund 
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lri~~nllsr~5n7wd~Gw ms%un?~d ~?u~3uu'ay~~~nds:~i%udu7T'~u"sn7f uurn-6 
u i i ~ ~ ~ a ~ 1 u ~ ~ ~ i n w s : u m ~ ~ ~ a  yntl-~ 1s ~ n l Q h ~ m ~ r ~ i ? ~ ~ f l  auwq'1~ninu - ijoulsu 

2547 31~714 400 nu u~:~fii$un?rrm?%hm dwau 16 WID dcu?awsnirr~dsunsu 
**a vu 

ihiioidnw RR W spss ~ o n n h n  a ciiiu o ~ : :  i n d o  fiid?u~d o ~ ~ u u u m ~ w  LLEIE 

~ f i n ' ~ l b f l u ~ n ~ i u ~ ~ m n i i j 1  F I U ~ $ ~ T  t-test I I ~ Z  F-test ~1~nisSCuwuii 1) n77~144w 01i)va~ 
~ J . r : a i a u f u i i u u ~ n i ~ ' i ~ u ~ n ~ ~ d i ~ a ~ ~ n ' i  luajaim wrtwnr~'sn y am ~ i l u  7 k u  Go h u  

mn~iisn~rniil~~ n i u n ~ ~ h u ~ t l n ~ l u q 8 n ~ ~ u n i ~ o i y ~  6lunlsin]~~fl~lutl~a~6tr~~~~m 

~ ~ a ~ n i w  P u  6 1 u n 1 ~ n ~ u q u i ~ ~ : n i ~ a " w n i ~ ~ ~ i o ~  ci7unmnI~eairiuw"uf LLREILRT J M I R ~ B J  

finluai, q ~ d  URL lYlm^Sq& (Bitner, Booms, & Tertrault. 1990, p. 15) 

G~M%LIIUK?&P~EIJ L M ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ R R ~ ~ B J ~ S W ~ ] ~ F ~ I I ~ ~ ~ ~ ~ ~ ~ ~ ~ J  OIPIUIJB~BJWIU~ 
1ja~nisuin13 lmon~~bn~ud~u5lnlnnhu?w 375 nu ~~.a'~17ninmar~lnis0u l n u ~ u  

~ ~ e r n k m ~ ~ m  ~ 6 u ~ f u ~ ~ ~ n ~ s n i r i i ~ ~ ~ r i a 1 1 ? " ~ ~ ~ n 3 i u ~ ~ o l e  u~:n~iuI l iW~wal~lun~s 

i l l u in in inoo~n~r iu  w v i i ~ ' u ~ ~ i 1 n n n " 3 a ? u n ~ u ~ ~ ~ = : ~ d ~ i ~ ~ n ~ ~ & k i ~ ~ ~ ~  700 

~nqnmd ~ ~ ~ ~ u ~ ~ o i ~ u ~ a u n ~ ~ ~ : ~ n n ~ ~ r n r ~ ~ n ~ u b ~ ~ n ~ ~ ~ ~ ~ ~  I6 3 niu b h r i  1) ni3 

mou~~n~uo~wM'n~7u ~ ~ ~ ~ ~ u ~ u L M R ~ I M ~ ~ T I ~ u ~ ~ I ~  L ~ U  n71rnn~l~ua~dan71~1jn~~6 

~ I $ ~ B ~ I J ~ J Z ~ L M ? U R M ? O ~ ~ ~ U $ U L W  R?:W '] ~) I I I ~ROURUOJUOJW$~J~W C/0fi?l~6il~?lll 

ua~cu5 lnn  idu n ~ ~ ~ o u a u a a ~ o n ~ i u ~ a ~ n i s d ~ ~ w ~ o ~ ~ u i ~ n n ~ i n n a ~ u i j n ~ ~ ~ ~ ~ ~ ~  

@;Inn 3) n i s d ~ u 3 m u w o ~ w k ~ w  i i w  n7~ulrilo#l~iriu(u"rTn~ ~ i l w n ' w  
min.aau (Hartshom. 1992, p. 26) A ~ ~ M & J  ~ ~ ~ 1 ~ w v o ~ n l ~ ~ n i f  rn7un1~r'uf 

u a t ~ ~ ' ~ ~ i s ~ a $ l u ~ n m ~ m . r u d s t ~ n n n i ~ ~ a n r i ~ r ~ ~ n ~ ~ ~ ~ ~ a n ~ ~ w " n d a  h eitrrunsouoiu 

t ~ u 7 ~ ~ n i ~ d s : r ~ u ? ~ 7 ~ ~ ~ 1 n 7 f ~ 5 n 7 ~  SERVQUAL I ~ ~ u ~ u ~ u i ~ i ~ I ~ ~ w m ~ n ~ ~ ~ ~ ~ n d ~ ~  
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(tangibility) ~ ~ 1 u n ~ i ~ ~ m ~ ~ ~ l u n i s l M * n ~ 3 u " r n i r  (reliability) nisn D U R U ~ ~  a L ~ ~ J T ~ W L ? ~  
Y d *  

(responsiveness) R ~ U L V I  o ~ ~ n l e  (empathy) a a r n 7 3 1  (assurance) h:uRiu 

n ~ w i h h  tdufi~<udiima7ui-tn'~u~ni G 6 t ' L ~ n m h : i i ~ S ~ ~  WI o~n15u"~ni ua:jls<u 
V d  a i l w n ~ i u a ~ n r a n k ~ ~ u i l i l i l u ~ ~ ~ ~ l i i n ~ ~ u ~ n ' ~ p i : ~ o  

d n ,  
n m  ( C I ~ W .  1993, p. 21) h - d a ~  .I?ud~nuoniwedon?luniwwi~uoc 

[u?innlun~suinm I ~ o n ~ r l i ~ ~ ~ u u r n u n ~ u ~ ~ ~ ~ n ~ ~ ~ ~ ' S l n n ~ i ~ ~ u  885 nu AI$u~nw 

n'wolns~u flmmin7a L L R L ~ ~ U L ~ ~ I S ~ I O  W U ~ I  ~u"s~nnIM"mw~kl6tpi o n ~ w $ n ~ d  (image) 

uuqs~n'nr ~ ~ : ~ u n ~ ~ & i i ; u a ~ u n ~ ~ u ~ n i s i ~ ~ u ~ ~ ~ " u  ~ ~ ~ r n ? ~ u ~ n d u u a ~ $ i ? ~ n ~ ~ u " o u ~  
u i d  

Pun-n&w+~~ia~n~m~a ~nuianmu'an~~ 

~~iinuiaau (McMahon, 1993, p. 52) flnwdoa ~ r u ~ n w r x I u n i r ~ w ~ u ~ n m ~ w  

v ~ J ~ ~ ~ ~ T ~ ~ ~ B I M ~ ~ ~ u u M ~ ~ ~ L I ~ ~ ' L I  ~ S I L I Y ~ ~ M ~  h~ailIun~u@'51nfl 4 1 ~ 7 ~  1.047 nu 

{Tmni.r 61 nu o a - w l l n ~ ~ u H r v i u i n i ~  %I 75 nu wuil $ i l n n l C ~ ~ i u h ~ R " ~ i a ~ n w w r  

n~~E;~wn~unlwriusni1wCn~iu$M'u"rn7~ ~ n ~ ~ l ~ ~ ~ 1 u r i ~ ~ ~ u ~ n ~ i o n ~ ~ ~ ~ ~ ~ n ~ a ~ ~ 1 1 ~  

drrinnv u~ni~lKu%-n (variety in type of services) ~l~:l~Tmnulil<yi 0 ~ 3 1 ~ ~ ~ 0 1 ~  

daonfiuua~ a ~ n ~ s d 4 ~ ~ l i i  o ~ i n d ~ n  
aa I llsm8 (Ladki. 1994. p. 54) ~n w d o 4  ~ ~ I U ~ ~ J W O ~ O V E I ~  ~lJ~~flfliu6lon7s~"~nls 

uau7amini~ i n o n ~ ~ n 1 a o i l l ~ ~ n a ~ t ~ ~ ~ ~ 0 ~ 1 n i ~ 1 l ~ n ~ ~ ~ ~ ~ ~ ~ n ~ d i u i u ~ ~ u d ~ e n 7 u  

owil\wn'.olinmd~u7~ 232 nu w ~ i i  !~;nww (attributes) ~ 7 ~ d ~ ~ n l 3 ~ 8 ~ ~ ~ ~ 1 ~ 1 5  

i wsnsenuri onw u F i ~ w a l d n  o33u.u a~@PTlnn IeYwi R ~ I U ~ R  ~jduni1lK~15n-t~ 
~~iu~niwPsnuiau~a~$M"u7ni ' i  uia-tr u ~ ~ n n ~ u a ~ o i u l ~ d f n ~ a l a  

a ~ n n ~ ~ ~ n w r i ~ i w ~ ~ u n ~ t l l u d s r r n ~ r r a ~ ~ ~ s ~ ~ : : ~ n ~ ~ ~ ~ ~ a ~ . i i o ~ n " y ~ ~ ~ ~ ~ ~ w a l ~ l u  

r ~ ~ s 2 f i ~ n i ~ w u i ~ f i ~ ~ u d i s  w R ~ O F ~ ~ ~ U ~ J W  0 9 ~ ~ ~ n ~ ~ I w ' t l " s n  2l0 ~wCn~iuni.rlrlfi7 

riguqinin niilrlfiiunma?d ~mRhnaqar  u 7 A  nm. noi~lla%sfu luiiun~a~ah 

ua~ ' ina i8  1G~u-i n ~ i u i i u ~ ~ u & w ' u & o ~ w M " n ~ ~ ~  tlr;~uni.rniido~n'un~s113n11~~mo 
u d a  I& d ~ ~ ~ ? ~ l ~ d l ~ u 5 n x  ~ ~ S S I O U R W O ~ ~ O J W ~ ~ ~ ~ M  ~ T L U ~ J P  m'lqnni y - 1 ~ n 7 w I ~ n m  

d 1Cuiufni.r n ~ ~ u r ~ w d ~ l u n ~ s l $ u i n ~ ~  nmu$niwiruuiao nlsokoini ~nn iwn  UR:: 

riiwSnadvat a ~ ~ n y n a t l i ~ ~ ~ u i w ~ s i a ~ : B i u ~ ~ i ~ ~ ~ w  0 9 0 ' l u n ~ ~ Z ~ u ~ n ~ ~  
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