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ABSTRACT 

The descriptive research aims to study 1) the quality of financial aid services 

of the financial department, Thepsatri Rajabhat University, 2) the relationship between 

the quality of financial aid services of the financial department, Thepsatri Rajabhat 

University and the status of the service users as classified by gender, age, education 

level, position in the university, usage of financial aid services, and reception of financial 

aid information. 

The sample used was 400 persons divided into 3 groups, i.e. 30 

administrators, 130 government officials and authorities of the university and 240 

university students. The instrument used was a set of questionnaires about the quality 

of financial aid services of the financial department, Thepsatri Rajabhat University which 

was divided into 3 parts: status of the sample group, the quality of the financial aid 

services, and suggestions of the sample group about the quality development of 

financial aid services. The data was analyzed by a ready-made program to calculate 
- 

percentage, mean (X ) ,  standard deviation (S.D.) and Chi-square test. 

The findings are as follows: 

1. regarding personal information of the samples: most samples are female 

or 60.25%; of them aged 16-25 or 46.00% followed by 26-35 years of age or 24.80% 

and 45 years and beyond or 17.25% respectively. Regarding their position in the 

university, 32.50% are day-time students followed by 27.50% who are weekend 

students and 20% of university authorities respectively. 65.75% are at a bachelor's 

degree level, followed by the master's degree level at 21.25% and under bachelor's 

degree level at 9.25% respectively. Their use of financial aid services of each semester 

was at a moderate level or 55.50% followed by 23.30% which was at a low level. Their 
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receiving financial aid information for each semester was at a moderate level, i.e. 52% 

followed by 32.50% which was at a low level. 

2. regarding the quality of financial aid services of the financial department, 
- 

Thepsatri Rajabhat University overall, it was rated at a moderate level ( X ) 3.49, S.D. = 0.42). 

When considering each aspect, there were 3 aspects of the service quality that were at 

a high level arranged from descending order of quality: insuring confidence to service 

users, trust, understanding and familiarity with service users respectively. 

3. in regard to the relationship classified by gender, age, position in the 

university, education level, usage of financial age services, and reception of financial aid 

information, the quality of the financial aid services did not related with gender 

significantly, but related with age significantly at a -01 level of statistical significance, 

and related with the position, education level, usage of financial age services, and 

reception of financial aid information at a .001 level of statistical significance. 
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Y ~u?n7d&~zn?n  nnfiujgadw 7 L ~ ~ ~ ~ U ~ I ~ L ~ ~ ~ ~ ~ I ~ ~ ~ T ~ ~ ~ F I J M : L ~ U U L ? ~ ~  ha:: 

5a u ~ i r b ~ a : n ~ 2 ~ ~ a " u l ~ m ~ t ? " ~ ~ ~ n n i i u '  P1 
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1f in7r i i i rQ~n1~3<u  
a w -  d a d o  * w  3 nm?^?j,m~u w~ouu~nni~Quni~' iTu P1 a j b n r w  
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5, n-m5mnrh7aujr?a 
,u Y 

d i t  uad %I ~iiumu.r7a~I~u13 LRJT:MT~ 1 1 I d i a ~ ~ n ~ u i 7  ~3 ajtirnn~u 
Y aa- 

nawd 1 m i u m w u a t n q u 6 2 a r i ~ d  laaonroon:r~neri i~aua~ia7~~:noun~~ 

1. m ? u n n w u a ~ n ~ u & o c i ~ a  w . ~ l i i n % u h u r i ? a A ' ~ ~ ~ ~ ~ ~  ~DULWB[M$J A n ~ i l u i a u a r  

60.25 ~ U ~ M ~ ! D ~ L I B ~ J : M < ~ J  1 u 16-25 3 WRLBUFQLIO:: 46.00 3 0 4 ~ 1 ~ l i l l q l : ~ i l ~  26-35 9 
;mdsa?aua: 24.75 $ A I L L M I ~ J ~ ~ ~ M T ? ~ L I ~ < L I  6 m f l b ~ f b ~ n ~ n f ~ . i n 7 e ) d n ~ ~ m ~ i j 1 - b ~ a u ~ t  

32.50 sa~asu ib~u~n~nw?n i f l f i ba r~  ~ ~ ~ ~ L ~ I M c I ~ B J M I ? w ~ ? ~ L I  FIWL~~UCOLIR: 27.50 LLR: 

za.00 m ~ u i i 6 u  i1iis-6unisR'nwiu $u~:<uePs~~im"a i i m  ~iluLaa: 65.75 ~ J R J ~ I  

I h r i  s m 6 u l P s ~ y 7 1 ~  W m ~ i l u i o  ua:: n.25 ij~:m'un~~l~u"sn~w~wni~~~daeiI~~::~'~~~~un~~~ v 

im r8u inos r  55.50 3udil~u+'i a r : G u r i ~  LI 8wiluia s a g  23.25 i i n v i l i ~ i a ; a i i ~ a ~ ~  

~ ~ u ~ ~ u ~ ~ w n ~ r i ~ u u ~ I ~ d ~ : ~ u ~ ~ u n n ~ ~  ;m~i lu ia  na: 52.00 ruaa~u7Gar:Guriou imilu 

?a u a:: 32.50 

2.7 run1wnnl r iv ims~lwn7~~"9~ s i u n R j u ~ ~ 3 n u ~ i i r i ~ 7 ~ 5 ~ b w w  am? w u i ~  

q r u n i w n ~ ~ ~ ~ ~ ~ n ~ r ~ ~ u n ~ w ' ~ a ~ ~ ~ e i I u ~ : : ~ u ~ i ~ n ~ ~ ~  PI ~ d a f i ~ 1 1 ~ l u 7 a i n : m u n i r  w u i i  

~mrnwn~dGu7nise~~u5r~u~~ini 3 m u n i l  ~ ? c l t m ~ ~ i ~ 6 u ~ i i ~ a d o ~ ~ ~ m !  o 6quni~lr i  

n a 7 u i ? u I a ~ ~ r i ~ ' ~ u ~ ? n + n  U qa4a~u7:a <IMF~~T%.IL%OZ O I ~ ~ ~ ~ I I T ) ~ ~  ~ ~ a : : ~ i u n a ~ u  LGI%FI 

us:i$n(Tu"in~.j r i?wnun~rd ii?runlw n ~ ~ ~ ~ f 1 7 n m 1 0 ~ 1 t b ' s ~ ~ ~ ] d i u n a ~ ~ ~  2 n o m r  
~ Y L L T I  & U ~ I T F I ~ U R M ~ J ~  a ( % ~ ~ ? n m  uatniun~1u~ilu~dassunlwuatu5ni5 
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d ~ ~ J I u L I Q : : ~ ~ ~ ~ w ~ o ~ Z Y ~ L ~ ~ T ~ ~ ~ D L ~ ~ J ~ O L U ~ ~ ~ ~ I L H ~ ~  ~ 8 1 7  t lna lu i i  o~n"n798:6ad 
t 

l~u"sn~.ro d , ~ q n $ w  L M U ~ I = : R U ~ ~ I L L ~ F I ~ ~ I L ~  v f i z ~ ~ ~ u i i ~ v a n ' n ~ r ~ u % " n f ~ . i ~ ~ ~ ~ ~ 5 " u d 7 n  

<ur+T~uu~n~di  % du ni~oon0~~isn~iiuiJu;n40~ ni.i~Ruu'u!einn;l~ 'LMiiin~sniu 
d' ~qmdr i~nun  vangin wn~rih;nu7u, Bnaa, uil-~uat: (Parasuraman, Zeitharnl. 8 

Berry, 1990. p. 28) ~fiu~~baS, ue r8n l r  (Tenner, & Detoro, 1992, p. 85) \~~:lzAsEIfi 

(Lavelock. i 996, pp. 464 - 466) nil13ii n71ur4a?iaY<~i~IaI~' ~ m u i ; ~  nl iumuim 

l u n i r ~ d ~ i u n i u d ? u f ] ~ n ~ ' l r ~ o e i ~ ~ n n ~ a ~ ~ ~ a : ~ ~ a ~ ~ ~ 6  PI 

LLa:~iafi~1.rm~~beim:~7~1n7awuii ~ [ ~ n ~ ~ n ~ ~ ~ u ~ n ~ ~ ~ ~ I w ~ : ~ u u i n ~ ~ i ~ a ~  3 nun77 

;or m ~ u r i i 6 u ~ i ~ ~ a ~ a ~ ~ ~ ~ f l a  ~ ~ i n r i i d k u a ~ ~ ~ n ~ ; l ~ ~ ~ ~ ~ ~ u i ~ a i ~ ~ ~ ~ r u l ~ u ~ ~ u ~ ~ n i r  
CI aC1 

L & M ~ ~ ~ ~ ~ ~ T ~ L L ~ % ~ ~ M T ~ . M ~ ~ ~ U ~ ~ ~ T ~ ~ D ~ ~ I ~ ~ I L ~ O ~ ~  a s r ~ ~ i ~ u ~ ~ u n ~ ~ u w ? o u ~ ~ a :  

~ ~ u l o l C u 5 n ~ s  &&wn:iq ~ ~ U E ~ ~ ~ I ~ ~ ~ U ~ ~ ~ ~ O ~ S " U L U U ~ ~ ~ ~ J Q D I ~ I ~ I M P ~ Y ~ ~  i$$'uf n i r  

L L ~ : L ~ ~ M G C / ~ I ~ ~ ~ ~ R I I ~ U ~ ~ ~ L ~ ~ " ~ ' ~ ) ~ ~ ~ M I ~ ~ J  q Ifi ~~J?JT~L IL ILL~ :~¶NLLW u a r i - 1 ~ ~ 0 0 7 i w  

$aauanh a~uuu?n?iu~m~89bfiu~~a3", LLn-8 WIT (Tenner, & Detom. 1992, p. 8 5 )  16 
ninh m-inu~nua~dn~?uu7n~s&3elna~~~~wb"%1 ~ ~ ~ : 6 a i n u l ~ ~ ~ i r i i r ~ ~ ~ ~ i d I d ~ ' ~ 1 ~ n ~ ~  
n'?un~iu~n"ula~~~rwiuudi):~~uiaiia~~uuinisln'sri~i~~uri~~fi ~~a:nonnR'a~rYu 

uu~n?iuFinue~3~w JG ~aiiu?s-iau' (2543, MGI 24). GgiGud LY~TGUY? (2546, $1 29 - 
30,  iioi'isilwIsod (2547. MGI 271 - 273). win;nliiu. ;dno~. aanua4 

(Parasuraman, Zeitharnl, & Berry. 1990, pp. 20 - 22) 16ninti3i7 $CU?~ITGHC~~ 

1 ~ ~ 3 n ~ s ~ ~ l n ~ ~ u r ~ ~ ~ u l i l u a ~ ~ n ~ ~ u w ~ o u ~ o : d a ~ i ~ ~ ~ a ~ ~ a 1 ~ ~ ~ ~ ~  ~ ~ P ~ u ~ M ~ ~ ~ ~ u  
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Y U P  rc. 2 
P ~ U J W I U ~ ~ & ! ~ I L ~ ~  er:9?~1 3 BiKuu.iniiu L ~ W U - ~ ~ I U ~ ~ L ~  eran"f]ni>~h r vJeJul 

" ,: U Y  

i4-1 ra l  ariinii 3 slun-nav ~Fi7n~inZnuu~al~1~61*au ~ ~ i ~ l i l d 1 ~ ~ a ~ a l 6 ~ m c ~ u  
d u A d  I. ~ h ~ r i l n m a l i i ~ n ~ u n i s m a ~ ~ G u 1 ~  uarriGunnh~8u ~ 4 i ~ w ~ n u n n ~ : I u n ~ s a a u i ~ n i u  

d v ? ~ d ~ w . i x i l  ~ i w ~ ~ i !  $ v i u :n~s~~~~ iumu f~d  ~ ~ T Y Y Q ~ U ~ ~ I  ~ i u ~ s n l s d i  i ~ u i  d a  
v 

ucii t$mou 2~6~uw:~~rdri~n'u?"sn~a~~~:$u~o~i1~ luniwo7uu3nidn'r~'1bari1~~ 
i i n m l ' n i w d ~ h l o i ~ u  d ~ ~ u n n & ~ i Y u i a ~  w ~aun%lwS (2545, r r l i i  19) 16nani~ 
nruauduu~ i $ i ~ ~ ~ d n ~ ~ ? t b ~ ~ h : y " ~ $  r i l u ~ i ~ n 3 l u i u i i n ' 1 1 0 ~ 1 ~ ~ 1 ~ 3 ? ~  - $7 u R i u  

a - 
~ 3 ~ u d e ~ k d ~ o i n  us:~ilwm~u~~riynd~u ~i lu[d~;~nmumuj dgumniu.re~de~nir~~w 

~ r a e K q  ~mrils7u~lun77fiubba:w"w~~6~n~09 i in~iu~~iudilw~:l!  uu~&~an"un73fiu 
3 

r~ec* rnarnnl$ix6nuq mrsr $d$nnn'o~ ~ n ~ i u ~ ~ ~ ~ ~ ~ n R m R . o t l ~ : ~ ~ u ~ ~ u n ' u ~ n  

d i  u iciu'ims~rilei~u? unmua:m~nuri$+?um u e t ~ $ n i i J i u d ~ ~ S ? n 1 ~ ~ 7 ~ i ~ l $ C  
d 

lIsriin%n~w gouw u a : s u r n n ~ a ~ ~ u u u ~ ~ a ~ u ~ ~ ~ ' ~ o ~  WIS~RJIU-IU, ~ w i i a ,  LL~:LU& 

(Parasuraman, Zeithaml, & Berry. 1990. p. 28) 1 a n l ~ u ? n n ; ~ l n  ; ~ ~ u ? n " ~ l d  ?I 

R I I U ~  R ~ I U B ~ U ~ X I  ~ n w r Z u n ~ r r i ~ ~ i w n n v ~ u v ~ ~ 1 a ~ u 6 0 ~ n ~ ~ ~ a  J~?E~U"T~I~LLR:Z 

uyuobrjui% muitovi~299"~%"~]uin i11~m~a1~~~60~uurr ta~io n-muuiulsiis~lKu 
uinm A l  L L ~ : L L ~ ? R ~ I U  a ,  1~ar8lnlr (Tenner, & oetao. 1992, p. 851 ICn i i -~ i l  

nnl~+niua?do i h i l w w u i  n?iu~lruirau n~iu~n~wdouGauuat~"bM"u"sni~ uae  

muisn rrii~n~~lili7~~10~~~:~u2~lps'n"~~~"tl~"%ni~1~ 

I .5 hun~ iunT? I sua r~~n~?p~u5n~ r  w u l ~  ?runrnnislKu5iisn~r~n u 

n l w  n u  e$usrKuiuum &d~w~~ti~nun~.rb?udn7s~isn1un~d$u?nlsiu - d l u  du 

~~WW:J IMU~~~T~<~$ I~P~ IU  d ~ ~ a ~ n & d $ u u u ? ~ m u o ~ ~ I n b ~  (Tenner, 8 Detom, 1992. 

p. 85) n i l a i l  nis~aiIaniai Ir i lu~m ~ilwmatu u i m  ~a~Iour i iYu. j~uini r  us: 
aom~8os~ubbtba~6111a~rid~an (Lovelock, 1996, pp. 464-466) n i i ' l i l  mai%J%diqo 

w u~solu"ln"~1n"[mrr arn~n~~a:ai~lisnGfi~siaIsl"j~o n a ~ u ~ ~ u ~ ~ n Z u n ~ ~ i r n i ~ ~ a ~ i ~  LLar 

~ h k $ ? u u ? n i ~  r~a:snnna'o~nirCui? LII WT nk~o"s7wu1 (2548, ungmris) 1Cfinw 
C ~ n ~ w n l ~ ~ f 4 " ~ ~ n ~ ~ ~ a ~ ~ u ~ ~ ' r n i ~ ~ a ~ d ' 5 f  ~ f ] n 7 ~ ~ ~ ) 1 n ~ % ' f ] ~ 1 ~ n 7 ' ~ ~ ~ ~ ~ ~ n u  &I 

wui7 ~?Ku?nm!rn?u ~uih LLA: ~~7Iilaid?~l~1?ni~~u~:<flfl 

2. qfuniw n ~ ~ l $ u i n i r c w n i r ~ ~ u  ~ i u n & u ~ i ? n o ~ ~ ~ n " ~ ~ f i ~ ~ n w ~ r n " T T ~ u  

n i  w r ? u u ~ I w s e < u ~ ~ u n ~ i ~ d  ~UCI~ILI~~JOI~ I?J&W J ~ ~ ~ T ~ T T I K U " S ~ ~ T I U U ~ J ~ T U ~  

~ i w n s r j u k l l j ~ ~ . l u ~ ~ o ~ m ~ 7 n 1 ~ l p s ' ~ R n n a 1 u 6 r w  slouri~uin7=ilGwe 1numwi:o d w d a  

n i~~ '115n is~u8~u~u id  {5"uu3n7~u D JIGMM?~ i?urT~16 l6~~r i  a r n u d i I ~ u ~ n - n d  a m  uj 
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Y A d  I 

~ i n o i n ~ i u ~ ~ w " u & u ~ n ~ ~ u f ~ b l k n ~ w ~ ~ ~ n i m f l ~ ~ n ~ i ~  a m i u k ~ ~ o d ~ w ~ ~ n n u ~ a ' ~ ~ ~ i s " f l  

U ~ ~ I T :  ~ n w i r a w ~ t n r ~ ~ u ~ u ^ s n i ~ ~ n u ~ d ~ % ~ w i ~ " d d  ~ o ~ u i l u y n n n ~ n  i w  +I vruii 

~w ~'lrj~~mu~uw'tbdn"un~4s"u~~~lbn~~ n7ru5ni1 

3.2 nmniw n ~ s l K ~ ~ ~ u i n ~ ~ ~ i u n ~ ~ ~ ~ w  ~ ~ u n a j u ~ i i n  aiKusia~rn*ran"s 

n'uroiuniw6iilua~~ wui l  o i q 0 n ~ i u c i u w ' u d ~ u ~ ~ n ~ ~ n ~ ~ ' b r ? " ~ " 4 n ~ ~ ~ ~ ~ n ~ 5 f i  ~ i u n k  

u ~ i i n s ~ ~ u ~ - - m n * g i n w i d  $ ~ < L W ~ ~ : ~ I ~ J ~ R U ~ ~ J N ? U L L ~ R Z ~ ~ J  81 U ~ a ~ { ? u ~ i n i ~ d  

I $ ? U ~ ~ ~ $ H U ~ B L ~ ~ ? ~ " U ~ I S I ~ S ' L I I ' ~ ~ ~ ~ ~ I ~ ~ " Y  u ~ P ~ ~ ~ ~ ~ R I u ~ ~ ~ ~ : ~ ~ J D ~ ~ I ~ I H ~ D M ~ ' M  ( d r h  
~ ~ ~ ~ ~ ~ ~ u u i n i s D a ~ ~ u ~ n d ~ ~ n ' u ~ ~ a ~ ~ ~ m ~ d u ~ ~ ~ n e i i ~ n " ~  d ~ a a n n g g ~ ~ u  Bnni h r r 8 a ~  

(2544, ~YlKwda) ~ ~ I ~ ~ T I ~ J I R ~ ~ u ~ J w  O ~ i l l l 8 9 d ~ ~ " a l " l l ~ ~ U 9 1 ~ f l ~ ~ l ~  d i~1~1 : r imva~  

f i i r in~ iu~~nuq~yur f lsu  w u i ~  n i  yijn~iuriuwitn'nirn~~u8~wnIou uds:lrlawlus7u 
A' u3rn.r ~ ~ U ~ : ~ ! U N Y ~ ~ ~ ~ J I ~ ~ W W U I J " U , ~ ~ ~ $ L I U  usraonna'a~fiu~oou~!a~ uniaiid 

(2545,un~mda) m ~ ~ i n w ~ n i ~ d ~ e 9 ~ ~ m n i w n i ~ ~ ~ u ~ n i ~ " ~ o ~ ~ ~ ~ ~  ~JTUIBY;~~ILQUJIU 

m ~ u u I a u q u ~ K n J . r : ~ u ~ u n i w r i ~ t b ~ ~ i  : n s c i i R ' n u ~ i ~ n i ~ u u n y " s u i ~  a i u 5  

n.11 u f u w " ~ $ ~ ~ n i s ~ ~ : c ~ u ~ r u n i w u ~ n ~ ~ ~ u ~ : n ' u ~ ~ " s ~ ~ ~ ~ ~  

3.3 ~ ~ ~ I R I ~ I T ~ ~ ~ ~ ~ s J I u ~ ~ ~  J I U R ~ U H I ~ M U I ~ ~ U S I B ~ ~ ~ L ~ W  R R ~  
6uaoiuniw $ i l l r i ~ ~ ~ ~ ~ l ~ ~ ~ ~ " 3 ~ ~ ~ ~ ~  w u i i  i ~ ~ r ~ ~ ~ ~ I ~ ~ ~ i ~ ~ u ~ a ' u ~ ~ a ~ ~ ~ ~ ~ w " u ~ n U f l  

q ~ n ~ ~ n ~ ~ Z l l i i s n ~ s ~ ~ t b n i s ~ " 9 ~  ~luniiju~~4nuiBma6g~wwarn"r Z~d~wn:ii ynns 
d d .  & 
na~~nirMds%uu~i?in u i ~ e , ~ ~ ~ ~ ~ u n i ~ d ~ i n n ~ ~ ' b . a " ~ l ~ n ~ ~ ~ ~ j i ~ u i ~ ~ ~ ~ ~ a  a I mlr viln 

Gndns~~nd ni1i%nrTm~iuu7n1ruin ri nub~7%o%un7s~M"u'~nia~6b~tb~ ~ i i a ? i  HQFI~$~JTYIJ  
rns inwquo~ ino~  UTUQJG (2543, un<mLia) n ~ ~ i r ~ w i % a u a i i ~ a ~ ~ n ' ~ u ~ m n i w  

u a JITJW ~ 1 1 ~ 1 n i :  ~ ~ r r ~ n u u i i u u f  n ~ r r ~ w u n ( ' i l 3 u w o n v o ~ T r ~ w  U~UIRIULY w 

n?c~nwu~~uns~~s:fiumva$ia~n7a wuii R ' ~ ~ ~ E J ~ u Y ~ J ( ~ T z ~ " M ~ u ~ ~ ~ ~ ~ u ~ B J ~ " u ~ ~ " u  
YCI a 0 r l i u ~ o r ~ a ~ s i ~ ~ m s ~ i ~ ~ ~ c l r r ~ ~ ~ a ~ ' F ~ ~ ~ ~ i ~ ~ a ~ ~ ~ ~ : ~ ~ ~ u ~ a ~ n i  iutio ; n u n ~ u ~ l i a  

n i d  a ~ ~ n o u n n r i ~ ~ n i ~ o r 5 n i ~ u ~ u ' ~ ~ ~ ~ ~ ~ 1 ~ n ' ~ ~ ~ c b n ~ w u " 1 n i ~ r ~ w n d ~ ~ n " u  

3.4 mniw n i d l i ~ i n l ~ ~ 9 u n 7 ~ f i ~  i iun t i J u ~ i 5 n s i ~ ~ r i n n ' ~ 1 ~ 1 ~  am?n"u 

s tn iun~wfiu- r : i iun~s~n~i  wuii r : ~ u n i ~ W n ~ i l i j n ~ i u ~ ~ i u ~ ~ ~ ~ n m i w n ~ ~ l i u i n i s  

~~um.r iJu  ~ ~ u n a j u ~ ~ i n u i ~ u i u s i a ~ ~ n w  am"s~d~ws i : i ~~nned i in~ . r in  wleJdau f i  

lanidun13~8 o n ~ t d m  Iw$?m!$f~Awor\sumni7~u'1ail~~~~n!$%~7nni1 ?i~ri~lH'nui 

n i r i u ~ i i o ~ ~ u ~ n m m w u i m ~ ~ u s : ~ u d ~ ~ n i ~ ~ d ~ ~ a m f i ~ a ~ ~ u  ,rsru<ninYni l n ? a  

(2542.1m6~da) n ~ ~ ~ n w ~ ~ m n ~ w u ~ n i s ~ ~ ~ f l ~ ~ n ~ ~ l i ~ a i u ' 6 : ~ ~ ~  L~~'uI~~"~~u%IM~"w H T : ~ " ~  

n i u n i r ? ~ ~ ~  a J ~ ~ P I U ? ~ I ~  wui l  rGuniri?n wiim~ui*w'ub~un~~~u~~runiwuinir  

us: h n i  51n3 o~ (2514, unKmria) n i ~ ~ n w n m ~ f l ~ w  a2nuo~ds~aiau2w~iuu?n~~ 

41 ~lneriouuot h C n n ~ ~ u ~ ~ ~ u i a j u r *  L ~ U  w u ~ i  ~ : R ' u n l ~ R ' n w i j n a i ~ ~ ~ ~ ~ W ' u d n " ~ n ~ i ~ ~ w " ~  
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ws~uaa~d-rcs1au~w~iuu5n7~~ w a n s i n u " ~ u ~ u 7  nr unT (2548, un<w ria) n ~ ~ i n w i  

~ f l w n ~ u e ~ $ ~ u ~ n ~ ~ d a ~ m n ~ n n i d ~ u ' l l ^ s n ~ ~ ~ ~ ~ ~ ~ ~ ~ w n ' ~ n ~ a  w d 7 n u ~ u u i a I u ~ u m  
Ud 

nylnwamunr w u i ~  s:6unirdn~1u~ n d i ~ t u  r i ~ u a I ~ u n n l m 8 l u c i ~ u ~ a ~ ~ a i ~ ~ f ~ ~ a :  

n a l u ~ ~ + i ~ q $  o 3 n " y ~ n ~ < w ~ ' m ~  nu$1nuluuirruandi~~h 

3.5 ~ I U ~ I W ~ ~ ~ I H ~ ~ T ~ T S I ~ ~ U ~ + ~ ~ C " J M  J ~ W ~ ~ J ' J U M ~ ? W U I K U ~ I ' I I ~ " ~ L ~ W  nn'Tfiu 

~cr iun iwn" iun759.a"~ ' "%n i '~~ i~n i~G~ wuj-i n l ~ ~ ~ u P % n 7 5 9 ? ~ n l a b ~ ~ ~ n ~ l ~ ~ ~ ~ ~ ~ ~ n ' ~ l  

n n r n i r r n ~ ~ 2 1 1 ' u i m ~ ~ ~ ~ n i ~ ~ " s l - b  mun~aulu~7in o i ~ u r l a n j ~ n w  a n " s ~ d ~ w s i : i i  
A ru 

d~:avrn~d~liluo ~$s'uuSn13 (past experience) n i ~ n ~ l ~ u ~ n l s ~ ~ ~ ~ ~ ~ u d ~ t ~ ~  n 7 5 d  

m r ~ h ~  7 ~i(  o ~ ~ ~ n i ~ ~ ~ ~ n ~ ~ u n ~ ~ ~ 1 ~ ~ ~ ~ ~ ~ 1 ~ ~ 1 t l i a " t l ~ u  uiri vu ri~b!iiianisiiuu~ 
C Y 

oio?un~ w u 5 n l ~ d l n * i u  ~ ~ a : ~ i i ~ n ~ m i n n i ~ u ~ n ~ s u u  7 vum ksar1d1$u5nlrnh 

i u k  (Parasuraman, Zeithernl, 8 Berry, 1990, pp. 41-50) 44 aannb~<¶J ? ~ s m h a n f  
q a u y a  (2542. ~ n 6 m d a )  ~ ~ Y ~ ~ w ~ ~ M ~ I w Y ~ ~ I T J ~ u ~ ~ C ~ L U I H ~ ~ U I J J W ~ ~ ~ ~ ~ ~ ~ ~ ~  
aj~iaa~:y?'imiurn~Yu~~a~$lilluin~~ w u i ~  ~ ~ ~ ; ~ v n ~ ~ d ~ q i u u ~ ~ m ~ L i a t ~ ~ ? ~ ~ l o l u n i . i  

iuu in7m s~C~ulirni~ima~uRuw'ufn"'~~n~r?~l~~~n~wuf U n i ~  

3.6 ~run iwn~i [ r iuPsn i s~1 tbn1~~"9~  ~ 7 u n a j u w i i n  u iKunaKg~w wtvri)"r~Y'u 

~ n i u n w  ~ ~ ~ ~ ~ - ~ ~ U ~ ~ ~ ~ R ~ ~ I K I . I L ~ ; U ~ ~ U J ~ U ~ I . I L ~ U  wui7 n i S ~ ~ ~ a . j a i i ~ ~ i ~  - <u ~ d o ~ ~ ~ 1 w n ~ ~ r 3 u i n a ~ ~ ~ ~ ~ ~ ~ n u ~ 6 ~ n i ~ n 1 ~ ~ ~ u ~ n 1 ~ ~ 1 ~ n ~ ~ ~  m u n & r ~ l n i n  siKu 

. r i a ~ ~ w r u ~ m ~  ~ ~ d ~ w . n : i 1 n i ~ u u n ~ d 7 u ~ u ~ i n ~ ; a n 1 ~ n ~ i u 3 ~ ~ I n ~ ~ u n ~  (word - of 
A uu 

mom communimtion) A o $fiioUan e r u f i n ~ ~ ~ i u o ~ n ~ ~ u ~ " s n ~ ~ ~ u ~ ~  d ~nu!&?un~ruini7 

u 7 n m u r i ~ d u  mum kum~3nn~~umadig bnw HW"T inaor~ilun1~9~iiuu~~~~w"~r11.a"~~ni~ 
U 

G ~ ~ I M G  P s " % n i ~ u o n n i i ~ d i q  a! u a ~ k 1 u 3 n i ~ ~ u  .] (Parasuraman, Zeitheml, & Berry, 

1985. pp. 41-50) ~JHBRREY~J~YUGURUFIB T T ~ J J E L ~ ~ ;  (2547, nri, 103) n i t n i l  cu5n~r 

a:c~o~ijms~aai3n"f1~7Ku5n~~~~ ~ E T ~ I ~ R ~ I B J L ~ ~ I O I ~ L L U ~  w ~ ~ f l f ~ u ?  ~u:&~r& 
~ ~ ~ ~ U U ~ ~ ~ T ~ ~ ~ I J A ~ I L W B J ~ I U M R ~ U  V ~ o a n i ~ n i u n m u ~ ~ u ~ r a u  nquiuiue-,a~: 
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