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31iUun7~uR'o~n71 u a : n ? ~ u n ~ ~ a T ~ i ~ ~ ~ ~ i  oviTsH?riuin~sork~i~ U ouqw~w~ii~n"tcl4 
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RJILAUD 

6. n7lu\?ql~lo (reliability) l&td u i n l r d ~ ~ ~ n f i  dnmu a i i   nu o LLRr 

~ n n ' a ~ m u ~ . r o d ~ u % 6 1 ~ u ~ q y i ~ ~ o d i ~ ~ ~ t i ~ a u  aa:uJwdi i indhrir i s n ~ ~ s l H ' i n i i - ~  
i f l u d ~ r 4 ~ ~ n  ~inunriiqaah t aua lu iu~ ln~ lo tn i c  ~ ~ ~ ' n ~ i u n ~ r ~ u ~ ~ . r : ~ ~ u d ~ n ~ ' o  J 

& ~ w ~ o u ~ ~ ~ i r i g n & ~ n ~ m  uarw ~ n a ~ u ~ ~ m ~ i u R ' ~ 1 ~ " s ~ u ' 0 ~ a ~ a ~ g n ~ ~ ~ 6 ~ ~ u a t i 1 ~ 8  

7. m ~ m a u a w o ~ ~ n 6 ~  (responsiveness) rril~ri y ~ain~TiO~lGujni162 t l m 3 7 ~  

r&~la~tsfiufinlib~ ijm?uaulo to l l i lk  uw :nr,t~a"soiudo=~s~il H ~ U U ~ T J G O ~ ~ ~ W  ~7m'1u 

n?11ri"ŷ Tn7.r ~ n h ~ h u - a u t ~ i  UJW~I%J 

f i ~ i ~ u n i ~ r ~ n l ~ ~ 1 ' s n ~ ~ ~ n ~ ~ i 6 ~ m 0 f ~ ~ i ] ~ ~ " 1 f i i u  n i ~ ~ i ~ l s r u u f i ~ d ~ u ~ f ~ ~  
ua:r?n ~h~71%tl'rn11 ~ ~ T ~ ~ L ~ ? L I U ~ ~ J L A O S D ~ ~ I ~ ~ I ~ ~ ~ I ~ ~ ~ ' O  di  J w a ~ 4 ~ l a  LLA:TIIILG ~ n l %  
u inv ln 'n i  ufiuannio ~innlun'atnlru a ~ ~ n f i  ufln:ofifiry~i tf!rr?funi ~ f i n i r ~  
m x l i s n 6 m d n ~ a . ~ ~ 7 ~ 1 ~ ~ n ~ 7 ~ ~ f l ' O t i 7 3 5 1 ~  1% 

8. n~iudaaani, (securiv) 1G~~r-i u ~ r n r C / ~ ~ n ' u g n ~ i ~ a ~ d 3 i ~ ~ l n o ' u m 3 ~ u  

n ? ~ u b t n u d . s ~ ~ v n  us:nmu~dou unaob 7 IR ~ 1 u c i l u s m v h ~ n ~ 7 u i ~  O ~ Z U ~ U T U  
dad i i ~ n i w u 3 a ~ o u n m u f l a i u ~ a 0 ~ ~ ~ 1  ~ r ~ i i ~ f i 6 ~ n w ~ ~ 1 ~ i u ~ ~ n m ~ t l ~ ~ ~ ~ ~ 1 ~ 3 ~ u ~ : m ~ n  

u A "  !ufinmuda a n n ' ~ l n s o m ~ ~ a ~ # ~ 1 , u f i ~ l a " n ~ ~ ~ / ~ ~ 1 ~  wu'n~iul l~uSlwu~nna~~nmu 

do&16~51%1 ~ridn~r~~unio~~iisr~u~ii0~1~"r~~i7~.a"i70~u~m iu~clrnis LLR:T:~U&L~'U 
w A "  <a;?aua~gnninnw~u'a i j u ~ n ~ ~ u  uanlsancu 

d uu 
9. ni3fl?l~~?ism3~$i~ijunp (tangible) 16kkri n l ~ u ~ n ~ s i g n n i l s ~ ~ r n ~ i 5 n  

n i n n s t u i i ~ q n m ~ w n i ~ I K ~ ~ " r n i ~ ~ ~ n i ~ ~  nisri~nwnn~ndaria~0nm~l~I51"~nn'iGw~~~ 
d r; t ~ u ~ z a u n ~ n l ~ r a ~ b ~ u f l ~ ~ n K ~ ~ K 5 ' ~ n ~ 1 ~ 1 ~ ~ ~ 1 ~ ~ 1 " s n ~ ~ d  7 d ~ w a a n ~ s ~ n n a - ~ ~ ~ o ~  

Laua n i r u j ~  1lnu~~~nninnu~nn~~ria~ds"u~ll~uui'mislriuin~1~~a~ns~ri~u7n~s U 

A d  ~ m m 1 ~ ~ ~ u ~ n ~ s q n n ~ ~ ~ 6 1 ~ ~ ~ ~ n ~ ~ n ~  uqnmmw nra~nnnii~nsdmluA~rr~7&uw"uaZi 

lo .  1-131 l f i l 5 1  ua rfcn ;j n fh (understandinglknowing customer) 'l$LLfi 
~ n ~ ~ n ~ R ' n ~ r i ~ n ~ ~ u ~ ~ i ' I ~ n " ~ ~ ~ ~ ~ ~ ~ a s n ~ m ~ ~ ~ n i i ~  uatlM'n~iumI~nlll~n61 inolrCn;,u 
d ~ ~ u ~ r n . r d ~ ~ d ~ ~ n a ~ ~ ~ i ~ ^ s i ~ ~ a ~ ~ n 6 ~ ~ i l ~ h ~ " ~  U w a ~ u ~ u ~ $ ~ ~ l l o ~ ~ n ? 7 u 6 ~ s n 7 m o ~ ~ n 6 1  
~ ~ ~ ~ J ~ ~ ~ ~ ~ ~ ~ ? ~ ~ ' ~ H ~ O ~ ' ~ ~ ~ ~ W ~ ' P I ~ ~ ~ L I ~ J ~ U L ~ O ~ X I ~ D ~ ~ ~ I I M ' I ~ L ~ L ~  ih?n-ma?u 
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el ~ r ~ w n ~ d u n ~ ~ ~ ~ o n l ~ u \ l r i ~ n n i u ~ n G u n ~ ~ ~ ~ ~ ~ n ~ a ~ i u n ~ ~ u l ~ i l i w h ~ ~ o ~ ~ ~ ~ n ' ~ ~ n ~ ' ~ ' ~ ~ ~  A c 

gnni  d orl7~ddiud~~n11\~"~3ni1&ia\21 
n a i  (Oliver. 1980. pp.460469) n i l ? i l  ~?uu?nl30f d J : ~ ~ U ? N ~ ~ W  

n"udrz~unird~ixl~uu"rn7r6msl~?l~ f i ~ r i q f i  

~ ~ a ~ ~ n i 1 n ~ ~ u n 1 n ~ i ~ i i s : d ~ a ~ u ~ n l ~ n i s u ~ ~ 1 i ~ ' L ~ ~ ~ n u F i c  w olo tta:d.r:tiiuii 
u i n i ~ i u i i ~ o r n w  uririluinlrdIa~ullci1 n - i ~ n 3 i u n ~ n ~ ~ ~ i i ~ = : ~ ~ ~ ~ u $ u w i  RU r ~ q k f i ~ m  

n~iu'lrid JW E I ~  loo~:atd1r9uiiuin~~u"uIiij~~~w 
d w l n  tpllu?u, ~ L L W U .  uarw a n  (Parasuraman, Zeithaml, 8 Berv. 1985, 

p.41) nh2iq q n m i w 5 m . 1  ??a n ~ i u m u ~ ~ n ~ w n ~ ~ ~ u a ~ ~ ~ ~ ~ ~ a ~ n ~ m ~ ~ ~ ~ i ? ~ ~ ~ ' s n ~ ~  

1 d o ~ 9 i 3 r u 7 ~ r u n l w u a ~ ~ ~ 6 7 ~ n ~ : ~ ~ 1 ~ m 7 0 7 n ~ 3 ~ ~ ~ " 1  uacdniio w a d ~ u n i n a u ~ w o ~  

n ~ i u 6 a ~ n i ~ ~ i l u h 6 y  biligun'a~ +i%i~d ~ n ~ 2 : u ~ ~ n ~ s w ~ m t ~ d h ~ r " u q t l c n n . s u ~ n ~ ~  

LL& ~:3n3 iu~~s ln i7 jn 'u~ lan \d  r ~ o ~ ~ ~ n ~ n w w ' l r a ~ ~ 1 5 n i ~  4 1J~:n-n &ndv?~o u h 7 3  

r i l ~ ~ a d ~ ~ ~ l u ~ s n ~ u n " o ~ ~ 6 '  i n ? l u ~ a - 1 n n a 7 n ' l l a ~ h ~ 1 ~  kn7u?.rnnnrr1jd~~un q UR: tiju 
E 

in~7 l l j lR'  1!7'1M'qwnl ~ m ~ ~ ~ n i ~ n n d ~ ~ ~ ~ ~ n i u n a a i n n s e n ~ u n i ~ ~ r i ~ ~ n ~ ~  (process) La:: 

~~salwGd~fta$u o~nnlru5n~r$u ((outcome) ~ n u ~ a w i ~ n i ~ S d ~ ~ ~ ~ ~ ~  (interaction) 

sr~i7~H"rM'u5nqs u ~~rr:Fui"snl~ 

n ~ r d r ~ i ~ 1 r i u i n i r ~ ~ : : ~ ~ u ~ 1 ~ ~ ~ i ~ ~ " ~ ~ 1 ~ u " u w ~ * r i ~ n u 1 u .  B~tnu. U R - L U O ~ ~  

(Parasuraman. Zeithaml. 8 Berry, 1985, p. 41) n i i ? i i ~ r 6 a ~ d 1 ~ n e ~ 6 7 u q m ~ u %  10 

lir:n?.r<d 
1. n?iu~~u;dn~ruuaru?n~s (tangibles) MU-IU; J ~ ~ Y N L ~ J ~ ~ u ~ L I R ? ~ ~  

wmnnqcnlunw iini s ~ ~ a o i u n " l r i u i n ~ ~ ~ r i ~ ~ ~ : a ~ m ~ ~ t l ~ ~ u  qdn~d~n~ot i iowinu 

~ ~ ~ M ~ ~ ~ U ~ ~ I ~ L ~ ~ ~ ~ U ~ L I ~ ~ ~ I U R ~ : ~ ~ ~ L L T ~ Q L I L I " ~  ynains  t t a z i ~ ~ l w m r 6 w i a ~ a m ~  
2. n?l l l~i0ku314lol~ (reliability) nu1 uii4  ~ ? l u E T 7 u l l n ~ u n l ~ ~ u ~ n 1 r  

rnudIri+cgdi aatiinnuri,~4niia u1~3~iun71I~utiismsIi~ni7 i n n u d ~ ~ n u a  ua:: 
~31~~5au~~l: lr?'u'rnm 

3. n~mounwo~da~fuuin~s (responsiveness) H U ~ ~ ? J  nawi iw8F(~e  
.d.roun"RcJr"uuimr ua:wiauda:l~u5'uis1Bi4un"u~ ~ : n m r ? n l i 7  u~dR~~~1un i . r  
1- MlJSn75LMU7EAU 

4. ~ u ~ > o u r u  a~yflniism~ (competence) n u i  n ~ i n ? i ~ f  nm~mulsn 

n'n wtIunq.r~nmd~ri aar mu~~cmn~~oonu~~M'~T"u1~3n~~ds:O'n13"1~ 
5. n?-wiij~oirillluF;r (courtesy) W U ~ U ~ J  ~ ~ I U ~ ~ ~ W ~ O U ~ L I W  in5iiuaSfi 

Zih a a : ~ i l d n ~ i o  K U ~ ~ ~ I ~ I ~ ~ I . ~ ~ ~ U ~ ' U ~ I I ~ , X I ~ : : H U ~ D ~ Q L ~ ~ ~ ~ ~  Il 

- . ,  
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6. n?iud3~Boiio (credibility) M U X I ~ J  n m u u v \ h w b  I ~ D R D U  d i r f i ~ ~ l n  

n-mudn k b  u ~ t n ~ ~ u o j ~ Z ~ u o ~ $ ~ ~ ' r n ~ ~  
7. n ~ i u & u n ~ d a o m f i  (security) ~ m u i i ~  n?l~$nUiUqI~n?l l~~d~aan'~'Iu 

3% n h d h  ~BLGL IJ  ~ > ~ R O ? ~ F ~ ~ T U ~ ~ L < U ~ O " U ~ ~ I L I  ~ n : $ a ~ ~ h ' l l d i ~ ~  >?unr-nm?n~i 

nm u grn iuyo J iFuu5m.r 
d V Y  

8. n i s r f i f i ~ r n ~ u ? n ? s  (access) ~ u - ~ n f i ~  n i ~ n  ; ~ U U ~ ~ T H ~ ~ J I ~ ~ I I ~ I ~ ' U  
t: 

lJ%l'l7\6~7~ u~:I~r 'uf imu~r m ~ n 9 7 n n 7 ~ u ~ ? u u ~ n i r  T:L~UU'UM~DMZU~I~?UUPS~I~I~ 
u i  nJasfu$auriiwld I+L~A~Jou L L A L D ~ I U R O ~ W ~ ~ $ . ~ ' ~ I ? ~ ~ ~ G R ~ D ~ ~ R ~ ~ ~ ~ ~  

9. n13fiariaffanl.r (communication) M U I U ~ J  n 1 5 t G b a + a d 1 ~ q  ~ i r i  

T ? ~ u i n i ~  I ~ n ~ . r f f a m r ~ i a n ~ w ~ d ~ ? u n i n 7 ~ ~ ~ ' 7 I ~ )  ua: iu~r i"Tn~ .nas iq~  p i n  

y7uuirn.r 
Y U  W lo.  n i s l $ i \ ~  kkfl:;~n asuuinl~  (understanding the customer) nlllllfi~ nlS 

f i v ~ ~ i u i f h l o  usti% $s'~~uini-i ni11n'fi~uu:rii w~:roil~lri~?ujiul3n1s s~u&nwu 

n'o~rnms~~Yuu5isn-n 
' 6 a u l  w m i p ~ u i u .  sunup UR:LUO~+ (Parasuraman. Zaithaml. & Berry, 1985, 

p.48) w u i i ~ n m m v l u i n i N l w ~ ~ ~ 1 1 n ~ ~ ~ 1 i 1 m n i ~ ~ ~ : : ~ i ~ ~ n ~ ~ ~ n ~ t i l ~ ~ ~ ~ ~ 1 n ~ ~ ~ ~ ~ ~ 0 ~ ~ ~ ~ i  
d o a ~ ~ w " a u w w o u n ~ ~ d ~ ~ ~ ~ u ~ 1 l b ~ ~ r ~ u ' s n ~ ~ ~ ~ u ~ 1 ~ ~ ~ n ~ w ~ 3 ' ~  t Inalimww'fi~sdsrn~s d 

fiun<?r%dn7o a (SERVQUAL : service quality)\G~lri 

1. n = ~ u ~ ~ u ~ ~ n o i r 6 o t l 6 t l u 7 u f i  ~ a " n ' ~ ~ w t n ~ ~ n ~ ~ ~ n ~ w # d ~ i n ~ ' ~ ~ ~ ~ ~ ~ ~  
G ~ u = u ~ ~ I u ~ Q ~ ~  h~ 71<ui~n$a~d~qdnfna'yaa~n~ ~~~:n~~~.a'~~~njnl)r;a'~"so~aftm~~~~ 

lunisimd o~arndl iF1n67\4~u H'R ua:n~nirm~~urilu~dm5urnu~ ~n5'u$4 
2. n m u d n i i n l i m d n u ~  ~ i i a n ~ ~ a m u ~ s n l u n i ~ l ~ ' ~ ~ n ~ ~ ~ u ~ ~ ~ n ' u ~ ~ ~ i ~  

& lii?in'ugnni ~ i n ~ - r d l ~ ~ n n k d n ~ ~ u ~ n s i o ~ r ~ u ~ c n u  u e e i i n ? ~ u ~ ~ i ~ c r u o l u ~ n n - i ~ u a ~  

m s u ~ n ~ s d o : ~ ~ l ~ n ~ i ~ n i i n ~ r u i n ~ r d l ~ s " u ~ ~ i n ~ ~ u ~ ~ ~ % o ~ a ~ ~ u ~ ~ n l d n ~ i u  
1'??1dd6; 

3. n 1 ~ u n a ~ ~ u a ~ r i e g n & ~ u ~ f i i ; ~ w 3 i u w i i l u  u ~ : n ~ ~ u ~ n ' u l a ~ o : I ~ u ^ s n 7 r  
~RL IA IU~SORBY R U O J ~ ? ~ U & J ~ I T ' U ~ ~ ~ ~ ~ ~ ' ~ ~ ~ O U ~ J ~ U ~ ? J ~ ~  $ f I & i K i J J l ~ ~ ~ 7 ~ l l l J ~ T t l l ~ &  

t hrr rrar~$ir'11n~iu~:nan~~nni~u~2~u'rni~~~x1n~i):~0~ns:il1 t l n i ~ I ~ ? ~ ~ ~ n ~ ~ ~ d ~ t i - ~ ~  

~ ~ J s w I L ? ~ ~ J $ ~ ~ ~ ~ u ~ u  

4. m~I~m~ukuIour i~n6-1~~7  U ~ ~ J W ~ M ' U ' T ~ ~ T ~ ~ ' ~ H = : ~ ~ ~ L J ~  tI n~7umai.rnlw 

n l ~ l w n l r  U R : : ~ ~ J U H U O  J R ? ~ U ~ O J ~ I T U  B J ! ~ & ~ ? L I R ? ~ U  ~ ~ l ~ f i f i ~ ! J 1 r i l l ~ l ~  Uf4e 
d u d  u i ~ s ~ n d ~ ~ u n m ~ 1 ~ u ~ n i ~ ~ 1 ~ ~ ~ 0 ~ ~ 1 ~ ~ ~ 1 ~ ' ~ n ~ 1 ~ ~ ~ ~ ~ i 1 1 s j ' u 1 ~ i ~ i ] : 1 6 ~ ~ 1 1 1 " r n ~ ~ n n n ~ ~  

. - 
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5. n m u ~ u i l a  u ~ r r i n u o n ~ ~ u l ~ l u ~ n K i ~ ~ ~ t l f i ~ n ~ i ~ m ~ ~ ~ ~ Z ~ n ~ ~ ~ ~ ~ ~ ~ ~ ~  

d a  a n n n a ~ l ~ l r i ~ n n i n i u ~ ~ ~ u ~ a ~ n ~ ~ ~  LLWT~S~ I  JCM'LI saan~~Zuudeenw 

Id&. (Folkes 1994, pp. 108-1 10) nfii3ii $ ~ u u ~ ~ I ~ J : L ~ w ~ N ~ I w ~ ~ T  

u ' s n ~ 1 o i n n ~ 7 u R ~ w a 1 ~ 1 ~ i l i o u 3 n i ~  I n u d ~ r ~ i u o ~ n w ~ i ~ ~ i ~ ~ 1 " ~ c ( ~ i ~ n 1 a m " L i n ' u u " 4 n 1 a  
d16~11 n i i n = i u u n n i q ~ C u i ; ~ z I i f l ~  WOIF) uilr~~rt~ui~uini.r~u~a~~?mn~w nmu 

~ ~ ~ M ? I J J ~ ~ ~ J ~ ~ u ' ~ ~ ~ ~ ~ ~ T ~ u I K w ~ M ~ I I ~ ~ ~  ci7~ij7t)75mn~7mu$3 I w u f i ~ i ~ n n ~ i n  

~ r e n u n ~ ~ n f n , . r i u ~ ~ u ~ ~ t b ~ a ~ ~ u n ~ ~ u 7 n i s ~ ~ ~ ~ ~ ~ ~ ~ r i a u  uazn~~12i imiwm~ kdu o i n  
<d A, ~ujgoftarcv~ uon5w a r i o n ~ ~ u n i n ~ i ~ v e ~ ~ ~ u ~ ~ ~ n ~ ~  i i J i ~ r i - j ~ u ~ n i ~ i ~ i r o r ~ ~ ~ u J ~ ~ ~ ~ o  

' 2 ~ ~ u i ~ = r n ~ ~ I r i n w n " u z j ~ t l n ~ ~  $Tuiuuirns i i ~ r ~ ~ n o n ~ i ~ ~ u 3 n x $ u 1 6  

nn7%u7 (Scardina, 1994 , pp. 38-46) ~ ~ ~ A W D U U ? A ~ ~ U ~ ~ J ~ S : L ~ U ? S C C ~ ~ W  

Zeithaml. & Berry, 1985. p.48) lh:nmJ$2~ 

I . i td~u6acld  (tangible) IGuri gllnsridl~ s w $ ~ ~ n $ o ~ i i  o $dnsn%id 

n-13~m~ioiom5 

2. n a ~ ~ ~ d a h r i o  $ ~ " u " r n ? ~  (reliability) I6tilli n ~ ~ ~ m ~ 1 1 n l u n ~ ~ l Q 1 1 7 n ~ r  
ad~a~?clri? ; n & ~  traerHu,rm 

d 
3. n i x w a t  n ouinni (respoosiveness) Iguri nmuniouno:1Hiisni~~lu 

n m ~ n ' a ~ m n a c ~ n n i  
d '  

4. n~r l$n~iu~aouic@nni  (assurance) IZil~ri nmuf O I S U I C U Y ~ J L ~ ~ M G ~ ~ ~ ~  

~ ~ s r n ~ i u m u ~ ~ a ~ u n ~ ~ ~ ~ ~ G u ~ ~ u r i ~ n ~ ~  

V i d w o l ~ R i s  u ~ E ~ ~ ~ ~ ~ ? I u H ( ~ M ~ J ~ o s ~ ~ ' u ~ ' T ~ ~ ~ I ~ ~ L I ~ ~ " ~ ~ ~ ~ ~ w ~ " u ~  3 c6U (Stamatis. 

1996, pp. i 59-1 6o)&d 

~ r 6 u d  1 r i l u ~ ~ ~ u n i ~ ~ ~ ~ d n i n ~ ~ a r ~ i ~ ~ i l ~ l d ~ ~ ~ u " ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ i ~ ~  

E~cwpul?' 
d aa t ~ : R I U ~  2 ~ ~ ~ n = ~ u m ~ l ~ ? J d u ~ n n i i f : ~ u  I w n n  a f i n 7 ~ d I f i u ~ ~ i n n l i  

nmunj~ni,  ue:iinwnc~awxu o J I J ~ ~ I ~ G  wafi~I~$s"uu"~nisijw oZa 

T Z ~ U $  3 Lilum=i~nim~7~~~nni7~:6ud I LLA: 2 ~ ~ u ~ ~ ~ T ~ I ~ T u ~ u ~ ~ I ~  

t~mn~~,la~~wa~~u7n~"rad~=:n"u'10 ~~nnx i~u i rn&u~  ~ ~ ~ J ~ ~ I ~ I c ~ Q L I I I ~ ~ s ~ ~ M ~ ~ " ~ ~ R  
~ n o i i o ~ n i l c n a u ~ ~ ~ l ~ t i i ~ ~ ~ ~ ~ u n ~ ~ ~ = i ~ n ' u ~ ? u u ~ n ~  ciqu Wa AT uon~riilhnsiodqn 

(word of mouth communication) R ~ I  u RIO~n?~[iqu;n R A  (personal needsj ull: 
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2- u A -  Y 
d.rr~urn~nilualn (past experience)uon~nus4u~36d~::n~~nkn~~u~ln~~M'~~ni ?ID 

d n i ~ n n m m i o n ~ ~ d a r a ~ ~ ~ ] ~ u ~ d $ ~ r ' u ~ ~ n ~ ~  (external communication to customers) 
a' ~ n o a ~ 6 d i l l s r n a u u ~ ~ i ~ ~ ~ [ i ~ ~ ~ ~ i ~ n ? i ~ n ~ ~ ~ ~ . 1 1 1 ~ r l ~ ? u ~ f  " ~ ~ ~ O M T U ~ I T ~ ~ A ' ~ ' L I  

(Zeithaml, et a1.,1990, p. 20) 

njiu ~ ~ n d n i i ~ u ~ m u i . r o ~ ~ l 6 i i  qnmlrruoa~~uu5nl~ A i l  nmurnu?~nlu 
t n ~ s ~ u a ~ ~ ~ i u c n ' a c n i ~ u a c ~ ~ ~ i u u i n i r  11~: Kuiiullin~rjin-r7uG~w alolun~sulni~uu 

n~an~w~?uu~m. r i i i ~ f i~ iu~~a~tbda$$u ' r rn~  ~~a:~finnnuli~ialo~a:n~"~u~l~~'rn~~ 
z a uuan 
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3. n ~ ~ m o u s ~ s ~ ~ ~ i u & w o l o n o ~ r ( M ' n ~ ~ ~  aa-g ncli 
d- 6 Zji~rcu ~ ~ i i n r l ,  qnnl  Lnmnw, d3ry ~nPm?uutf. LLR:DJOV d:n:1Q~i 

t 
(2541, ~ $ 3  343) n d l ~ i l n l ~ ~ a 1 ( ~ ~ a ~ ~ 1 ~ i b l f t ~ ~ a ~ 0 n ~ " ~ ~ 4 ~ u ' n ~  LLtl:ln61 (satisfying 

- U J P  d rdd u 
both employees) ~ s ~ n n u s n ~ s r ~ u u ~ o ~ 6 a s ~ ~ o i i ~ a i u ~ u ~ v u a n m n ~ ~ u ' n ~ i ~ 0 = : ~ ~ n ' a ~  

i ! ~ n ? ~ u & ~ u ~ d ~ n ' u ~ n ~ i ~ n " ~ c ~  iliuu?~i3~:~1.1~tnmn7tlIu n a e c r i i ~ ~ n 7 w ~ ~ ~ n ~ o u #  

Ignillrmiu ~ y w w i i n ~ i u  umzlni~ t i a  hniunlsl~'u7n75ik i n  e m r n ~ m  nsummubjJ 
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d 
4. nqwij u ~ ~ u u ~ ~ ~ ~ n l n t i l l a ~ i u A ~ w o 9 ~ ~ 0 ~ ~ n X ~  

i i $ ~ c r u a n q ~ i  u a r ~ ~ w ~ ~ n f ; ~ ~ o ~ ~ u n ~ ~ u ~ ~ w ~ 1 , i ) ' ~ a ~ ~ n ~ ~ l ? " ~ ~ i t l v i ~ u 4 ~ u "  
j 3 ,  Inn7 ~ ~ i j R d ,  LEN i inihiuu6, L L R : ~ J B I P  I l a r S i ~ ~  

(2545. M ~ I  254) ~ d l ? j l n k ~ : ~ ? ~ ~ ~ ~ ~ ~ U ~ f l ~ ~ ) ~ ~ " ~ i l : ~ d t l ~ ~ ~ ~ f ~  3 ? 7 ~ ~ Y l t l l + ~ f i E l  
d 2 

1. nqua n?iu$a~nlr (Need theories) M?onc\l~gluan7 (Content theories) 

~ ~ u n ? ~ i n ~ ? o n ? i u n ' o ~ n 1 n a ~ u 7 ~ ~ a ~  n ( ) l t ~ n 1 1 ~ ~ ~ ~ 8 . ~ ~ f . k . ~ 0 ~ 0 " ~ ~ 6 1 a ~ ~ ~ a ~  n q ~ f i ~ a ~  

f i o ~ f l ~ ~ m i u a f f d ~ u  ofn (Herzberg) u a e n c 1 a f i ~ ? l u ~ a 4 a t n ~ ~ ~ ~ ~ ~ 3 4 ~ ~ 2 1 ~ 3 i ~ u f l  L G R L ~ P U ~  

(McCellan) 

2. nq~ i jnsr  u 2 u n l ~ ~ u n 7 5 ~  J I ~  (Process theories of motivation) fiiln~l f i  J 

n . r ~ u ? u n ~ . m ~ l u 8 n i ~ o y n ~ ~ ~ ~ ~ n i ~ m ' 6 1 ' 6 u ~ ~ ~ n f  : ~ i u ~ n n i ~ n ~ ~ u $ ~ ' a ~ n i ~ ~ ~ n ~ ~ ~ u n ~ ~  
a 2 nqwi Go nqlr jn?lunlnnid (Expectancy theory) lnirrinqlr5 

R ~ ~ U R I R H ~ J J Z I D J  ?zu (vmrn) i ~ ~ = n q a $ n ~ ~ u n ? n n ? ' ~ ' u 0 ~ 3 ~ n a f  (Peter) LLnr ~ a i ~ a a j  

(Lowler) u~:nqr~jn  ? w ; R n ~ r ~  (Equit theory) 
U ed 

3. nq~f)n?s~~fuLrsJ (Reinforcement t h e o r i e s ) o = l ~ ~ 1 3 ~ ~ J n ~ 1 1 ~ n i ~  LLR: 
A m n ~ n l 3 I C ~ 7 ~ i a  uar~~lnwa~uonirvcaiawqGn33~~ 
t Y u u  Iwmsdnlnciuni~ns~~~~~tlil=:n~j~an"~~ioa:i8o~ua~ 3 nqvgkniw 

' ~ m t l k n d ~ d  
Y 

I. n q % ~ ~ ~ < u ~ n ? l u 6 a ~ n i ~  (hierarchy of needs theory) U I ~ R ~  (Maslow. 

1964, pp. 35-58) ~ ~ u n ~ a i j  n ~ . r ; ~ 1 ~ ~ ~ ~ 6 r d d n i ~ n d ~ 2 u ~ ~ ~ u a d i  J U W ~ M R I U ~ J U ~ H T ~ ~ ~ G  

~ m a l - i 1 n a u a ~ n ~ i u ~ ' o ~ n ~ r u s ~ u ~ ~ ~ ~ ~ u ~ ~ n ' u ~ u u a ~ u n ? i u 8 ~ ~ o ~ n . r ~ n ' y ~ i ~ ~ I d ~ ~  

r m ' u p p d o n ~ i u ~ ~ n ~ ~ ' L ~ ~ ~ ~ u ~ ~ ~ ~ r " u n ~ ~ m s u a u a ~ ~ n n e a ~ f i n a i u n ' s l n ~ ~ l u ~ ~ ~ u ~  
Y *d AmV 

~duulmey U nn ~ i l r d n ~ i u C o ~ n i 3 a i  L A ~ ~ U U Y I  B U T  h n ~ u n ~ i u 6 ~ ~ n m u ~ u y 1 ~ u ' r n ~ l i 1 n  
~ ~ ~ i ~ s o d K ~ i l u  5 & ~ I ~ ~ u ~ I ~ ~ I ~ c ~ ~ u ~ J ~ R ~ J ~  

Y 
1. ~ ? 7 u $ a d n ? 3 ~ ~ $ 1 ~ n l ~ n 7 t l n 7 ~  LLR:%~W (basic physiological and 

biological n e e d s ) ~ i l u ~ ? 1 ~ ~ 1 0 ~ n l 3 f  ~ R " U ~ 7 ~ ~ 1 1 3 n ~ ~ ~ ~ ~ f l 3 1 u m ' ~ 4 n 1 ~ ~ ~  0 ~ 3 1  u o ~ J ~ Q I K L L ~ ~  

n.r~u.'otrnsao<u 4 Wa a l ~ ~ s t n % ~ j t r i u d o ~ o l ~  t ta:o~invi Isn~~unaon~tni . r  
X t Y  

&cja w uammuaujuqe~ C r r l t ~ r ; ? n ~ ~ i j n ~ ~ ~ 6 a ~ n ~ ~ w u ~ ~ u ~ u u i ~ ~ ~ : ~ ~ a i ~ ~ i m n ~ ~ ~  
Y i ~ o ~ n ~ i u ~ ~ u i u u o ~ n ~ i u ~ a ~ n ~ ~ ' u u a ~ n ' u f i ~ i l " ~ ~ d i ~  ' )du?uuo~ud~ry n n ~  ua:nldndu 

muro~~iJuiYu 
2. n2iun'n~mr\wn?iud~~61n"tl u~rn?lnuiun~ (safely and security need) 

~ilun?lu~j~nlru~~~~~n~o~nn~uu~nunts~?~riu~y?irr?sia+i~ ua:niwt%urn~\dii 

~ l u h  n ~ ~ ~ ~ d ~ ~ d a r n i l m ~ r ~ f l a ~ ~ ~ i l ~ ~ ~ ~ 1 1 f l ~ ~ t l ~ ~ ~ n ~ s n ' ~ d i ~ ~ ~ n 8 ~ u ~ ~ r h ~ n  U ii~:?m 

I4~hfln~a~1~r~~ci~:qnn~ 
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3. n ? i ~ ~ ~ n i ~ n 1 4  ~~fium3iur"n~ni ustn?iugn{u (social. affiliation and 
A % 

belonging needs) ~ua~oinu ~ 6 ~ ~ i l u c i ~ i ~ ~ ~ ~ ~ i l o n n u ~ a ~ n i 1 w u ~ u n l t n l ~ l r n w  ua: 
Bw-i2w ua:n~~u6~inJrnrlun~iud~a~1n'o ~ ~ ~ : n ? l u f  n ~ l ~ ~ u n i ~ w o ~ m o ~ u R ' ~ u ~ ~ o ' ~ = :  

4 
~ R n n n u h ~  r n ~ n ~ ~ ~ ~ n u n * ~ ~ n i ~ ~ ~ ~ u r " n ~ n i  t i ~ : n n u g n ~ u ~ ~ n y  nn~ou  

4. m w ~ ~ n i r I K u r n 5 u n r i o ~  uacLirudooaiu (esteem. recognition 
J 4 

needs)d~~??un'oinJn~f 9 0 4 ~ f l n ~ n ~ : u p d i  ufi:Iil d d u n  

f l 7 7 ~ 1 f l ? ~ ~ ~ l n ~ 0 ~ $ i 0 d ~ 7 5 i ~ d ? ~ i ~ ~ ~ ~ ~ i ~ ~ 7 ~ ~ 8 d f i ? ? ~ l n ' 1 7 ~ ~ 7  U R : ~ L ~ ~ L I S ~  

5. fnl u ~ ~ P ~ ' ~ ' z ~ s = : R ' u Q ~ I u  k i  L'JFIIu~? n (self - actualization, self - 
futlfiftllment n e e d s ) ~ f l u n ~ ~ u n ' o ~ n ~ ~ ~ ~ ~ ~ ~ ~ o ~ u ~ u d ~ ~ ~ w n ~ ~ u d n ~ n u 3 6 ~ = : i ] f r ~ ~  

n?iu ~ ~ L ~ ~ U Q " ? R M ~ " J ~ ~ ~ ~ C ~ ~ I U ~ ~ ~ ~ I ~ : G U ~ ~ ~ ~ I I ~ Y L I ~ ~ I W ~ ~  auo~u& 

2. vlrl~ijfladihc~ (two - factor theory) L J ~ ~ % L U O % ~  (Herzberg. 1966) I~LA~O 
i ~ ~ ~ ~ ~ l w n ~ . r ~ ~ a ~ u ~ ~ t l ~ u ' ~ ~ n ' t l ~ ~ i ~ i ~ w e l o l u n i n i ~ ~ ~ u ~ ~ s ~ u a ~ ~ ~ t l m ' ~ a ~ n ~ ~ ~ ~ ~ ~  

* A  U Y  ihotlu m3u 

I. &C?nui  (maintenance factor) ~ ? a g o k p  au7ctJ ( hygiene factor) 

iiluil;l~u~riol~t~m~~'~~ulaifi~ WDID ~ ~ u u ~ L I Y ~ L I ~ ~ ~ ~ ~ M ~ ~ ~ I u ~ ~  a~u~'rgn an7unirrmlu 
3 

~ u ~ u n ~ 1 u ~ ~ u u a n a n ~ w r n ~ ~ ~ ~ ~ u n ~ i ~ l w " u ~ : ~ i ~ ~ ~ ~ ~  R nn:cii9i~~a r ~ t i l o ~ u ~ ~ r i i u  

lrll<~~u;A~;1 U ~ ~ ~ ~ M ' ~ J ~ ~ ~ ~ ~ ~ ~ I ~ ~ K ~ T ~ u ~ ~ L ~ u Y " u L I ~ o ~ ~ ~ L I ~ ~ ~  ~ T U ~ ~ ~ $ ~ ~ I J I ~ I I J ~ U & ~ ?  
L. Ad. 'Inkna~ r i ? ~ ~ ~ o s n ~ ~ a l u n ~ a u ~ n s i a ~ ~ ~ ~ ~ l ~ 1 1 ~ n ~ ~ ~ i ~ ~ u E i o l o n ~ n i o ^ s ~ r i l ~ n u ' ~ R " n i r ) ~  

u t  4 ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ I . ~ ~ ~ ~ ~ ~ J ' I I U I ~ O ~ ~ ~ U T ' U ~ C I . I I O Y  ~ i a r n n u n i ~ ~ ~ ~ ~ ~ r ~ ~ u u ~ u o w u i ~ y m a i i  

m1111 d h w  n1-~kii&~d7 ~111~~-1~~132]5"ud?d a s r u f l l n ? ~ u \ ~ 6 ~ w a l ~ ~ $ ~ 6 1 ~ 4  uaewun 

~ d ~ ~ a l ~ ~ n n ~ m u ~ m d ~ 1 1 ~ ~ ~ ~ 1 n " ~ t j ~ ~ ~ ~ ~ d ' 1 : ~ ~ n i w  

2. ~ ~ Q B ~ J I Q  (motivation factors ~ i a  motivators) ~ i l w ~ u ~ l r A ~ ~ I ~ ~ t n n ? l a  

~ d w a ~ ~ ~ $ i r r ~ 6 a ~ o ~ ~ ~ ~ ~ ~ 7 ~ k 1 1 ~ i l n 1 5 ~ 6 s ' ~ 1 n 7 ~ ~ 1 a u 5 ' ~  U R : C ~ ~ ~ U ~ ~ ~ M U V ~ ~ U O I ~ W ~ ~ J  
~ ~ ~ U ? ~ J ~ U ~ R ~ ~ ~ ~ U ~ ~ L I U ~ M ~ S ~ I I ~ ~ ~ I ~ ~ ~ R ~ J L A ~ U ~ ~ P ~ ~ ~ L ~ D ~ ~ L ~ ~ U L ~ ~ O ~ ~ ~  n n ~ ~ u  

* u ~dgunJ7ul%~finnnui~wab L L R ~ B U ' ~ ~ P ~ ~ ~ ~ ? ~ ~ ~ U ~ L ~ ~ J L ~ U R ~ I U A I U ? ~ ~ ~ ~ ? ~ R ~ ~ ~  

~ j u ~ n g ~ r i i ~ ~ n ~  UMJI~ 
L: 

onAuln ' i~nql . r~B~~uaun~iun 'o~ni~wo~ u i ~ l s i  o ~ r n q a  j r o ~ i I s C u m  

~aaiqtuofn2inaquRirGuft~ n i ~ ~ ~ ; o h i u o ~ ~ ~ u ~ i l ~ i ~ ~ ~ I . o ~ ~ ~ ~ ~ i ~ m ~ ~ ~ ~ ~ : n * u a u ~  

LQ wil-~-il l l lrnau~don~~dr"ud~~ ~ L ~ : ~ I ~ J K u ~ ~ ~ G L ~ ~ R ~ ~ I U ~ J ~ ~ W  DIFI 

3. nq~fjrllq4I~fI .OI<$.(ERG theory) h a  afkdaj  (Alderfer. 1972) 16irua 
n q ~ f i d i i n ~ s u o ~ u n ~ w ~ w a ~ u i ~ T a i  u a : ~ a o i a ~ u o ~ n I m e n i ~ ~ i i ~ ~ ~ a ~ ] : i j ~ 1 ~ ~ ~ ~ a ~ n ~ ~  

m1111~=rnnn~jC: 
. . ,  
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A 
1. nalu6aiatmnvlonl3o~7am (existence needs : E) i i lun? l l$a~n lr lu  

s:n'ucii7cl usriirinu~~r~w~~r~ruu1ndnn45~irwnnu~arn1ani~~ianionirr ttRe 
2 

n ~ ~ u R ' n ~ n i ~ n ~ ~ u d a o m n " ~ 1 ~ i ~ n q ~ ~ 4 i 6 1 1 ? 1 ~ ~ ~ 1 ~ $ i 0 ~ n ~ ~ ' ~ 1 ~ ~ ~ ~ ~ I ~ ~  

2. n ? l u 6 a i n ~ n 7 s f i ? l u ~ u ~ u  (related need : R) !~wnrrL~u~d I i33u~CW~~ 

~ i l u n a ~ u ~ ' o ~ n ~ ~ i i ~ v i u a n ~ w ~ : w i ~ ~ ~ n n a n ~ ~ ~ ~ n u & d s z n o u c i ? n n ~ ~ u n ' s ~ n ~ s ~ i w  

~ d ' j n ~ ~ - ~ ~ n " u n 3 7 u 6 0 ~ n i 4 ~ 3 i ~ d a ~ ~ f i ~  r r~ :n~~us ia~n~sn i~unr ia~m~unqwf iF j~ f luY~~ iu  

G ~ ~ n q m o ~ a i ~ I a i  
3. n~iuCa~m~n?~uioiyn*77~1Ci  (growth : G) ~ i l w n ~ i ~ ( i D ~ n i ~ I u ~ z 6 ~  

a c $ n m ~ u n q w ~ d  d . r : n ~ u n l ? t l n ~ ~ u k ~ n i ~ n ~ ~ u n r i ~ ~ ~ ~ u n " ' ~ ~ ~ i u ~ a ~ n ~ ' ~ d ~ r ~ ~ u  
n ~ i u h i ~ c n ~ n ~ r ~ ~ i ~ n " ~ ~ u ~ ~ ~ u ~ ~ ~ n ~ n a ~ u ~ ~ ~ ~ ~  

Y 

7 .  Y O J ~ R L R B ~ L ~ B ~ ~ R ? ~ U ~ ~ ~ L ~ I I J ~ U ~ ~ Y ~ ~ I ~ U ~ U R ? I ~ ~ & J ~ ~ S  

u a ~ u 1 a I ~ ~ n ~ ~ ~ ~ a n u o ~ w u i m u ~ a u a w a ~ n ~ ~ u 6 ~ ~ n ~ . i l u s r 6 u ~ i ~ n r i a u u a i i ~ ~ i a u  
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5. ~ ~ T ? ~ ~ z & u R ~ u ~ J w  0 1 ~  
m d  

? l j n l 3 ? F l ~ 7 7 ~ ~ 4  w E I ~ ~ ~ ~ U T ~ ' ~ T ~ ~ ? J ~ U ~ H ~ ' I  fl1E ~ 2 1 1 0  L R M O ~ ~ ~ I ~ % F I ~ I U  

J w o l i l ~ d  
d PIPI C1 =CI d w 4 6  MTWIR (2534 , ~ril so - 64) n d 7 ~ n ~ ? 1 n ~ l f l r l i u h ~ ~ i l  43ma 

1. r r l r u i r n u n i u ~ ~ ~ ' i ~ ~ 1 1 t l ~ n ~ ~ 1 1 a ~ ~ i ~  Uob descriptive index : JDI) 

85, (Smith) ~Runua (Kendell) L L R ~ J ~  ( ~ u l i n ) ~ ~ ~ $ ? ~ 6 ~  ~~aca i i&u~dad~:u l ru  R.R. 
U 

A d  J' 
1969 L ~ ~ U L L U U R ~ U ~ ~ U ~ U L U ~ M ~ C ~ ' ~ O U R ~ U ~ ~ U ~ ~ ~  7 F I ? I I I I ~ J W ~ ~ B ~ W ~ ~ J I U  
UCr " 
~ U J W I ~ ~ W I  n ~ ~ d i u ~ 3 u n i r ~ ~ u u d i ~ ~ n d ~  L L R D L ~ D U ~ ~ U J I U  L L ~ R : ~ ~ ~ ~ ~ ~ ~ D U L L ~ B : C I W  
d~rneuho5ad in~u  9 18 C ~ L L U U R O U " I O ~ ~ [ ~ ~ ~ J ~ I ~ I $ ? ~ R ~ ~ U G J W D I ~ I ~ ~ ~ ~  ' 

u 
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r i ~ ~ ~ u l u o ~ n ' n ~ r a ~ i ~ ~ ~ ~ ~ n n ~ i ~ w u ' n ~ ~ u ~ n ~ r n ~ u n ~ ~ ~ n  w u~:?n1:6umol6iGilo 

(JDI) & Z I % L ~ B I I U ~ ~ T ( ~ ~ Q U ~ I ~ ~ ~ : U ~  WZLI; JBIIG~U~! LLBT?ZI~I~T~I  UUU~%~~~:'IL~T~U' 
nilw 7 oi ic~ iu  ( I  i i n -nu i iowodwl in~~wsr f i~nnu~~ i lo  ~r~rdir~unisnnnoutodn' 

(2) % U M  I loud n JIU L L R =  (3) k ~ ~ d l l d l f ~  ~ ~ J ~ ? Y ~ J Y ~ I J P U H ~ U ~ T ~ ~ ~ ~ H  R 

u71zrrrrlJL~uLln"wr6 

2. L L U I  I (Minnesota satisfaction questionnaire : msq) 

Q d l ~ ~ ~ ~ ~ f J  175 (Weise) ~JLLBUA ( ~ n ~ l a n d )  L L R : ~ ~ ~ ~ ? E I $  (Lofquist) R .R. 196745 

~ ~ u r r u l r ~ a u n ~ u n ~ ~ ~ 1 ~ u d 5 = : n ~ ~ i ~ ~ n  T ~ R ~ ~ u ~ J w ~ I ~ Z U ~ ~ U H ~ ~ U ~  6714 d5:a~m 20 

n i w  ~~a:usiatsiiutl.rrnau~~~~u'a~~aiu 5 & R ? ~ u ~ u ~ w D U ~ ~ ~ T = : I ~ ~ M ~ ~  5 43rn:uuuwn 

gym (5 )  ;a ~ ? ~ u ~ ~ ~ o B E ~ ? J u ~ I - I  O U ~ ~ J ~ : ~ U U & ~ R  ( I )  I [ l j ~ a ~ ~ a d ~ u i n  

3. L L U L I A € ~ U ~ I ~ ~ U I M ~ ~  t?d~dal'~~L!tlB H l n R  (semantic differential 

scale) ~i)uuuu~nuoiudl~~maudsniiun~~uGcw a l o ~ ~ ~ ~ ~ ~ o d d o ~ i u d ~ u ~ r i ~ a ~ i i l u  
#A u s:Kulmmnhq~Riunnhu7 islnij.reCudw 7 7 I E ~ U  

4. LLYUUIGIT~H hM"7 (face scale) ~~(ULCLIU~WI?I UGW O I O Z U ~ I ~ ~ ~ I J ~ U  
d a &~ilui(rqin ~ninljruevo JHCI~I s~~dunls~slnvud ~rra~oturns$lo?ulno~ klmme. 

l u ~ ~ q r  u ~ n u d ~ ~ n n a i  w i i ~ ~ ~ ~ u ~ a ' u n i u d i i  ?;u (Kunin) IG~UUU%I~~~~?~JM~~O 
f i n h ? d s : n o u l d h o n i w ~ ~ 1 ~ ~ 7 ~ u a ~ ~ 6 ~ n ? i u p n d ~ ~  7 o o n u ~ u n n h r f i  ho$nau 
~ ~ u u ~ o u o w d t ~ i  o ~ u ~ i ~ 3  ~ R ~ ~ ~ L I M U ' ~ ~ ~ U U ' L I I  n ~ c ~ u n ~ ~ u ~ ~ n r ~ o ~ n ' u n ~ ~ ~ ~ ~ i u  

h u h l d  riqdir ~ ~ ~ i i ~ n u @ n ~ I o n ~ d i l : n ' ~ 3 ~ ~ * 7  u ~ r ~ n n a $ i w ~ ~ u $ w  

hfi~ ua:r3'ii {Thomas 8 Earl, 1995. pp. 88-89) ~ < L L U ? % I ~ ~ ~ U $ J W  01q 
J d Jd r, d ii niricln?iui.sw aIoiiluiZ~u~nI%Kuod ldannu w a ~ a c n ~ ~ I ~ u ~ n ~ ~ n m ~ a ~ w i ~ I ~  

;nniiow nI-, ~ i l u A ~ A u i ~ n t % a i ~ i ~ m i i  L L ~ : R ~ ~ I H ' ~ ~ ~ U L ~ ~ ~ . O I W ~ ~ ~ U ~ O ~ ~ ~ ~  uae 

f iq~~uaqnr i l  
* d d  wndnimul  a!dlsiii n ~ r i c l n ~ ~ u i ~ w a \ o y n ? ~ u n ~ ~ u i ~ K y l ~ n 7 3  

r, c*s d~d~lwun~ynnn~uer6n11 oz?hl%nnnunqiuFn u a c n ? l u k w a ~ w  EI J dd~um~itb i~ 

~ n ? ~ u d ~ w o ~ a u ~ n ~ o u i ~ u ~ ~ m o ' w ~ r d ~ ~ l l $ n ~ . r ~ ~ ~ " a n i s ~ ~ ~ ~ n ? ~ u ~ ~ w  nl2lt?'n"uynna 
ud d nlulua~n'nm utl:~nuri?ui~u 1 d o l l ~ e i r n % n i d u n ~ ~ d ~ ~ " 6 ~ i u  t t a ~ ~ i h a u ~ u a o ~  

a ~ 6 n . r ~  
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1. ~ ~ i u w u ~ a a a ~ n i ~ ~ r i a u Y " ~ ? ~  

n h v q  -rsynnwr (2530, ~ r i i - 1 1  I ~ ~ $ ~ 1 ~ ~ u n u ~ u r a ~ r n ~ d o u ~ ~ ~ ~ ' I 3 ' i i  n i l  
f h ~ ~ i n u i  (maintenance) miu~i~&n'uclnci~~n'ui7i7 mr4au (repair) ninih!r?nw"oc 

r . . P I  b ~ ~ ~ M ~ I ~ J ~ J ~ ~ w I , Y u ~ ~ ~ u J ~ u L ~ I u M  U U U ~ ~ I U H X ~ I U ~ I ~ ~ Y ~ J ~ ~ ~ U U  
n c q q  A%JyffiJlJad (2532, ~ $ 1  175) ~ ~ ~ ~ ~ ~ ? ~ u M u ~ I ) v o J ~ ~ s ~ D u I ~ ~ ~ s ~ ~ "  

-.*I, rt il n i s d , f ~ i n w 7  (maintenance) nuiufid ~lui;n'a~~~umlwainw.~~"ro~1n~n~w21aJ 

~ n t a ~ k r  ua:pin~&iic 7 i f l ~ u i n ~ i d r i r n u ~  
a r t  ~ a i u w ~ d c u i  (2542. M C ~  11) ~ d r ? " f i ~ i u ~ u ~ u u n ~ n i f . i r o u i l i ~ ~ ~ ? ' i ~  

n w i u u i i ~ ~  nuqua J n ~ ~ ~ ~ n i ~ i l n ~ ~ u ~ i n I i ' t r i v ~ n " r o  c < n ~ ~ d o u ~ n l w  ~ ~ n r i o e  

n ~ ~ ~ m u ~ ~ o I t b n ~ ~ f i 7 ~ w  
w ~ w i y ~ u a f i ~ ~ a f l y ~ m ~ ~ ~ o i u  (2546) \ $ ~ n q u ~ ~ l u u a ~ h i l  giau An n i 3  

~ ~ ~ A J ~ $ - I ~ R ~ G G M A ,  dotlu.lru ~o i i ~ u l l 7 u d ~ ~ ~ ~ u r i u u n ~ C ( 4 i ~ n ~ ~ n i n ~ u ~ u ~ a n ~ w  r ~ u .  
Y 

~ i i ~ d a  n m ~ ~ i i I ~ 4 a n ~ ~ u  th1A5rg ~ I S ~ ~ W I I ~ ~ ~ I W W I W ~ W  { J C M ~ B U ~ ~ T J  An n i r  
?nln ~ ~ h u f i d ~ u d ! ~  ~ d u ~ i u u  a J ~ ~ ~ ~ ~ I ~ ~ ~ u ~ u ~ E T ~ I ~ ( I Q u  

dsrrr~n' drritnwank u ~ r n w i u ~  (2547. H ~ I  395) 1n"I14'~?~nu1flva~nir 
doud77~l i i7  ~ i l ~ f i ~ n n u i  L A  ~ ~ U " D ~ < U ~ ~ T ~ L L A  W : ~ O U O U  L ~ ~ O J ~ O  ~ n f o ~ ~ n r  1 ~ :  

gdnsddqt 7 I ~ m u ~ r o t l ~ r n d n i i n ~ r n ~ ~ n a 7 ~ 1 G o ~ n i ~  
AW J o"~~Suiiij~ U R Z ~ T W T  Gad (2548, nl i i  7) 1 ~ 4 M ' n ? i u ~ u i u u n ~ n 7 f d a u  

I ~ i l u n l ~ m ? o n n u  u ~ m n a o u ~ ~ ' s a G n ~  tdnn'lnri(s~n~7ui'runludo~~~: 

~ ~ n d u I u n 7 r r n i ~ ~ f i  I n m 3 u f i 3 ~ 1 ~ ~ i j a i ~  nx+i7n3w~:ma ~ ~ T L I T ' Y U ~ I  1~fizn79 
LIJ: u w u e l ~ i d  a ~ i l u m d ~  o i ~ ~ n d s o ~ ~ n ~ ~ ~ ~ f l n ' u i t b f w  

neoniua,mn (2549. HGI I ) I d r i n m u ~ u i o u n  ~ i n n - ~ a d a u ~ h p i i  W an77 

d ~ r i r u n i ~ ~ ~ d ? d ~ n ' o ~ ? n ~ ~ ~ ~ d n ~ n a " u  adn otniualnin niul~nl+~ldn'Ruysnf g n h d  
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3. nmkdsrmna o d n l d o u l j ~ ~ ~  

a iQ  6 3 u  $u (2546. nh 25) ~ ~ r ~ ~ d ~ r ~ n n ~ a ~ n ~ ~ d ~ u I j i ~ ~ a a n i ~ u  4 

11;-r~nn 6 2  
I. n i ~ i - q d i n  w L % J ~  a J% (preventive maintenance : PM) 4 B ~ I ~ s I ~ ! J ? ~ W I  

d6lriturndo! otn'un~m ;nuac rw';o~jn~ln uy1i6u 

2. n m l h ~ J ? n l . u l ~ % ~ ? ~ n  LM?~FI$OJ (breakdown maintenance : BM) 4 an17 

1 j ~ ~ ~ i n w i $ a ~ f i f o ~ f i " n 3 ~ ~ ~ ~ ~ ~ ~  L L A ~ ~ J M  gnlnsqm6u 

3. frlnjl!~intul~%d LlfidT'IJd:d (corrective maintenance : CM) 5 I l l 3  

oil~CmsA'Rudaa d i u ~ ~ ~ n X Z u r n ~ o ~ i n ~ v i r o r i ~ u u o ~ r c l ~ a ~ 0 " n ~  

4. r n ~ i l a t n i r n m h p i n ~ ?  (maintenance preventive :MF) W o n m d ? t i ( u n i ~  
I n  9 ~niu i l 'u -~dd ~ n ' s a ~ ~ n 3 d l r j n ' ~ ~ n ~ ~ n i ~ ~ i ~ ~ ~ n w i  n i n n ' o ~ n l m d ~ a  ud gn 

. . .  
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n~sd-il~?nw& 4 ~ l r : ~ n n ~ ~ d a ~ i u i d ~ = : n o ~ n " u ~ ~ = : ~ n ~ ~ l ~ ~  uorn11dou0-114 

u a e ~ d u ~ a  W P ~ &  u i d f  :~ntn-~w B ~ i ~ " s ~ n i ?  uprodu~ti~e rnainte~nce"(PM) 

;?Is: d n u i ~ r  q (2549, nri, 6) ~ ~ ~ ~ ~ i u ~ a i a r ~ i l i ~ ~ a a n l m ' ~ f i u  3 drc~nn As 

1. ~~u.riaulli?~uuun~u~twu ~ ~ ~ d 7 2 ? ~ m ~ ~ ~ ( p l a n n e d  and scheduled 
t 

maintenance) lucinuor:~ n J J I U ~ ~ U ~ ~ ~ J L ~ ~ U R ~ U U W W J I U  U ~ Z T ~ ~ M U R  J ~ U U U  ii 
r ? u ~ e t 8 u ~ a d i t d o  7 lulu~?u$oulriwilfi%\C1u"7l~ v ~ J ~ ~ J U U W . ~ ~ U ~ ~ ~ ~ J ~ : I ~ U ~ ~ I H U Q  

~ i a < a ~ ~ u o u u r ~ l n ~ w ~ 6 1 ~ ~ 4 a ~ i i n ~  i n w  ~ w i d a u  I $ H V B J J - I U ~ O U  ~ U R : L ~ L I R V O J  

biunri~$;lt$amiou d . rz~nn~ iu$au  i iumntb  i w ? u a r r ~ i f i 1 $  ~ ~ n = ~ i i ~ ~ ~ ~ u ~ l l ~ r x ~ i  t-u 

l 6 ~ ~ n r n ~ d s u  lilunir o d s r o r n ~ l r u ~ n i ~ 6 1 ~ ~ ~ ~ a ~  ~ n ~ a ~ . 3 " n 3 ~ i ~ n ~ d 6 u r i , u u  ~ J T : ~ \ T  

~ w n w w ~ ~ u ¶ e u D i ~ ~ i ~ ~ n l a ' ~  

2. J I U ~  a r r i i ~ ~ u u u l d ~ ~ i i ~ ~ r l u n ~ u ~ ~ t t u ~ ~ u  (unplanned maintenance) L ~ U  

n u ~ t f i n ~ i n m ~ o 5 ~ . d ; ~ u a a ~ d i o i i a ~  ~T+M fllhwlm #v.maĵ Auni d i u v u l i ~  ~iluRir dqtl 

siaufill~o:ri~ni.r~~n~u~rZI~id~fim~~n~f14a~~n n i r  Kwudsa ~ ~ T R R R  ~ i o n l r a f i ~  

i n h  L ~ ~ I H ~ ~ T : B ~ ~ ~ ~ I ~ ~ I T V ~ I J ~ U ~ ~ ~ I R ~ ~ D ~ ~ ~ S ~ U ' U  C u W a  u ~ i n d i u d w  7 n i u l u  

u~n'nsot~ i luddownaiuR'o~n~.r~a~ 1 ~ e a r s ~ u s : ~ B u ~ F i i ~  7 l u ~ u u k i a u  ~~a:~aa- Id  

& ~ J ~ - ~ Z $ ~ Y ~ L L P U  
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3.3 F ~ ~ ~ $ ~ I u I u ~ ~ s ~ o u ~ ~ I ~ ~ ~ I  DI?IL~w~I IJ~s&~+~ '1 I J 4 fi? ~ g n n ~ m t  
~ n ~ ? ? ~ d ? ~ ~ n ' ~ ~ ~ n " ~ i 3 7 ~ i f l ~ 7 ~ 7 f ~ ~ ~ : ~ ~ 6 t ~ ~ ~ ~ ~ ? ~ $ i i t b n 7 f  <61~7w'1~? ri?unwR'7umr 
7isuiil;Jiimlrtn~mm w e i n ~ ~ l u ~ ~ m u l s o ~ i ~ ~ ~ d ~ ~ ' I t l ~ " I ~ n ~ r r t 0 ~ i l ~ ~ 6  in' 

*1 ad 
4. nim-w?u (antmiling) ~ ~ ~ ~ : ~ ~ 4 ~ ~ 7 1 ~ i ~ n ~ a ~ ~ 4 n f l  a n~snw~udtra w 

M& h6ymt n i ~ i a u I h y  wn::o n1dou~~wuamino~~"~1~u'It?~6m~ufla1~6~~n1f 

nicKiuqnanmah J ~ U ~ O U I J ~ ~ J & L B W J I U L ~ ~ G ~ ~ ~ ~ G ~ J ~ I T W  R J ~ U ~ O  drtin'amw 
14 aId6ud~nmuda o w  o&u i ~ ~ i i i l u n ' n ~ i r m u r n s ~ ~ ~ ~ ? ~ ~  b n m  A o nim?u?ums 

clla (production contml) urrmmmu?unn(Mw (quality control) n.rudr%dd 

q d  ~ k n i ~ d a u l j l ~ ~ d ~ : n s u g i ~ ~ ~  m~ncniuaowRi ~$nn?iunin~ni ~rjnn?iu 

d r r r L  ttaml.mQu?u ~ ~ ~ ~ ~ ~ i i n d ~ ~ w % ~ ~ w ~ ~ ~ ' L u m ~ ~ ~ ~ i ~ ~ ~  

5. msu'mls41~niauh;rJ~~ 
w J L  a y n m  awlw m a  (2543, ilG7 2 1  ) ~ ~ ~ ~ ~ ~ u S M ~ ~ J I U ~ I ~ ~ Y ~ W T  Aa n l s t k  

oa:A?~iiuii.rniad~ d~i(o7u'o J ~ ~ ~ I ~ ~ O U I I ' I I U ~ ~ I ~ ~ ~ ' ~ W ~ ~ F I ~ ~ S F ~ ~ ~ ~ L ~ " ~ B ~ ~ ~ ~ ~ " U ~ ~ U  

uu?uni.rdd~~~~ldI~581~~i~~:a~ l m d ~ ~ l ? l ] ~ t  ~ ~ ~ ' ~ ~ 1 ~ a ~ o ' n ~ ~ d n ~ d ~ o ~ l u n ~ i u  

iufina3uuo~Dy~Ynw~ I 6 ? u n ~ r n u a 1 ~ i a ~ ~ l & i u l 6 m i n a o n d ~ ~ o ~  9l u a ~ ~ n $ o ~ k s l n '  

w l n ~ a p p  n j t~ iq Ig i~~B7~~ 

I n  f i n d  k~~ugmGa (2546, M& 36) n i i ? i i  uu~ni~lunmok~zuu a x  

~ f l u 7 n i s u ~ ~ ~ r ~ 7 u ~ 0 ~ i j 7 ~ ~ n ~ ~ f l ~ ) 7 f 1 ~ 1 d 7 ~ i i ~ n i ~ ~ i l ~ i 7 ~ ~  k d  
d 7 6 ~ d  1 l d ~ d ?  J ~ ~ ~ ~ ~ ~ ~ H ~ ~ ~ ~ U Z ~ ~ ~ J ~ " ~ ~ ~ ~ U I E L A W I ~ ~ I U I ~ ~ ~ J ~ ' ~ ' ~ ~ ~ H R " J  

L M ? ~ ~ I ~ O ~ L Y ~ ~ ~ U  

B ~ R I U ~  2 W ~ / ~ J ~ ~ ~ T U ~ M I T J I U ~ ~ ~ ~ ~ ' ~ W ~ ~ ~ ~ ~ ~ " R ~ ~ ~ ~ U  UB:LGU)I~~IU 
Riun7nji~~Tn'11~B~il~~n"u 

P I I K U ~  3 ~ B U ~ ? J ~ ~ T I ~ I  j ~ ? n w i i ~ ~ i l a J ~ u d l l f i d ~ f  R ~ ~ K U L ~ J U ~ ~ W O I P  

~ ~ ~ 1 : n q n i m i s ~ i u ~ i 7 ~ r ' n w ~  i + u ~ ~ i ~ . i i m n ~  unmii~r~inmniclam 
di6ui4 ~ i l u ~ l q ~ d  v j d u  ~ ~ i ~ . r ~ ~ ~ T ; ~ ~ ~ ' L i n ~ u ~ i ] i ~ ~ i u ~ ~ ' ~  uae 

Aonssu fidu ~iluCf m u %  ~ ~ ~ : ~ m Y ~ n ~ ~ ~ i ~ u ~ o ~ ) ~ n ~ u ' n ~ ~ u y 1 n ~ ~ ~ ' u  riuRllciw~n~iu 
cl d'd d uini-ra~u76~s:h*~wu'na7uk1~d d ~ f i ~ n n u  Fi ~a"u lun wmai~ ni.nliy?n wlniuadyn 

R U ~ ~ ~ U ~ I U  (total productive maintenance : TPM) 

a$ ~ ~ ~ U ~ M I J J I U ~ B U ~ ~ ~ J  H U I ~ ~ ; J  nmsiiriiufion~w nlr&r:uu d l ~  7: 

~ i i o ~ n ' ~ ~ m . d o u ~ ~ ~  ~~19'~i iwd~~"~n"~niw BJ % ~m l ~ n s ~ d i ~ d j ; l u & ~  

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เทพ

สต
รี



fu i rh~i . j~lariuon~~u1,011~~~1'11~ (s = smiling sympathy) 

Ih?n7so d i ~ n n ~ h  t t f l : $ ~ f i n ' a ~ ~ ~ d ~ % l ~ f ~ s " ~  J'II 0 (e = early response) 

ulrm~oond~n~7xlrfi~~wu'u6a ~$L?ILI~~~~I :T I~U (r = respectful) 

~M'u^snianu?trfi~iu~4u~~)ij~ri~u'1il (v = voluntary manner) 
A 

n7~LLr r~~~an~~ lR iu rnw ~il6$M'~5n15 LLf4mJn'n.r (i = image enhancing) 

enthusiasm) - b Tsnna uw.ny!a (2539. M I I ~  67) n h i i  T : u u ~ ~ ~ H ~ ~ s ~ ~ T # R P : M u ~ L ~ ~ ~ J ~ J  

674.) <ti 
a A d A  

I. ~:uu~&13n"~n7s77~~i3 rimrnjniui?n?s sl~omilu~~unmnrnnrrM"n~~wG~isia 

~ n 6 1  

2. T L U U L ~ ~ L ~ ~ < U ~ + ~ I S . K ~ J I U ~ ~  B ~ V  l d < ~ ~ t ~ i l ~ ~ ~ ~ d r l i u  ~ t d  
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d ~mdd ~aiuGrr?mu' (2539, MCI 7-81 GCnu^r~irmuu?ni~ui J uvia ora.r.r~~+h 

d i j ~ n i u ~ u , , ~  Q ~ U ~ U M ~ J U ~ I ~ U K U  ImtlijGGnr~~ni~U'7FioCu LLRV~~IIUIF~'~I service 

wo8  ~~~zou.suuri wrind-1~~'3n~~ncl'w o ~ n  w i i  ~fins$ndii?nrtjnum~ 7 da:m>ttV; J 
A d  fi 

n~~1 i in i~nnuu~z I ig i7 '~mn~7~~4t i l~~m 
a , t  ,"A' q nrKn~nuw 7 dsznisud ~nq~uinisnnuu unw 

I. ~ ~ J L L ~ L L ~ U I R  LLRZLB~IIIL~~~PLS~ ~ ~ ~ i l n ~ ~ ~ ~ s 6 j 0 n ? i ~ ~ l i n d ~ ~ ~ n ~ ~ ~ ~ n  

yop@7 (S= Smiling & Sympathy) 

2. n a u ~ ~ ~ ~ d a ~ ~ ~ ~ ~ J ~ t ~ ~ 6 ~ i n ~ n R i 0 ~ ~ ~ ~ ~ ~ 1 i i ~ f l u ~ ~ ~ ~ ~ 1 f i n i r l n ' ~ a u ~ 1 n  

f i ~ n ~ ?  (E = Early Response) 

3. LLRAJO O I I ~ ~ J ~ ~ ? ~ U L ~ ~ ~ J W M " I I ~ %  b%?tll~?qrl6l (R = Respectful) 

4. A Y ~ ~ ~ ~ I ~ ~ ~ ~ ~ ~ I ~ ~ ~ ~ w u L I L ] ~ ~ " c I ~ I o  UA: tduI0~17 ~I~T~LLULI th~ijI6 (V = 

Voluntary Manner) 

= Image Enhancing) 

6. ~o in7m~aau~ou  7n7w ~~a: in i~o ln$  aau~auriaunw (C = Courtesy) 

7. i jn?iun~:Gun~t~a~ 1 ~ a : n ~ e i i n i a j u l ~ n ~ s u " s n 7 ~  1riuirnTumnid 

~~IQH%LBXIO (E = Enthusiasm) 

nOn h q n s  (2542, r r f i  I 75) n h 7 1 - 3 7  m11riuim~ifJ wmsnszvl7'11nd~ 
* d  a ii ynenn~w qdP<t~ i~aro~.runirmnsii~n'~r,IdIu~iiaryfi~~~ ~~a:iiriarno7un~.mr o ~ u n q r  

Add d ~ e w ~ 2 i d ~ % d ~ ~ ~ n ~ ~ ~ u a a n ~ d  adorivl¶finw msuin~rnn.o~~ilu~oous"'un"u~~~d 
r u Y  
UmJu 

I. t!7n'?on?wrGul~ n i~u ' rn~rr3udn~~ ni5n~1u?nlu~1uu^3n7~n"i]r 
11~1ni~nnedi~ lun~3~r?' f~77~d3 ~ L H G ~  i L r i  ~E!u;= Y UF~~U~Y-J IO  LLAZL~UIO HRV 04 nmn~zi i  

d' iirJ"noafimutb6~nG 

2. f l l 6 i ? ~ 1 ~ ? 1 ~ ~ 7 ~ k $ ?  ~ ? U ~ U U ~ ~ ~ S ~ ~ U ~ H ~ B ~ ~ U D I ~ ~ J " ~ U ~ ~ ] ~ ~  d~60~nl l f l l l l l  

?i7LflllliEI~nic€l~nit1il n ~ ~ a ~ n ~ a s n o r i ~ ~ ~ ' ~ ~ ~ a I u n ~ ~ I ~ u ~ n ~ . r i ~ ~ i l u i ; ~ d l i ~ o I l i  
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6~~~anCaun7~ni~niw 
d " A  srnm uqinw rn ognm (2547, n f i  182-185) ndmj, n ~ ~ u m u ~ m ~ u n ' a ~ ~ ~  

nu-tufid6~d-14 C ( ~ ~ ( ~ ~ Q J ~ U ~ I T ~ M ' S J ? ~ ~ I ~ L L H ~ S ~ ~ ] ~ I ~ ~ G  idw k d w ~ o n ? 7 u l r r ~ m  

n-~cl~uem~rhwil ~iums~~sisni uu a ~ n ~ n ~ i  wnisii ~ & o  ~9.a"lwn73'1~'117r-i7~ ni.rO~Kqnu 
l u m ~ ~ ? n i l   nu I u L E ~ ? % ~ ~  71~lm1k61 ~ ~ f l ~ f ; J d i ~ ? f l n ? ~ ~ ~ t m ? n i u  '] 

1 1 1 : ~ ~ n '  dsi dnwank, a~:nu$u~. (2547,~$'1 166) nimii gn~a tnw 
Y 

n1unrndairw"~16 (tangibles) ~ u i  u i i ~  Knnanc Ecll rim1 tnjnum~ununl~'I.n'u"rnm 
%:ski i i ~ t ^ R ~ \ w l ~ s i  (2547, ~ $ 1  274) n d w i i  lirnm~ilu2dar~u ~ u l u f i ~  

~nil~w:u e ~ 6 ~ ~ i u ~ o n ~ i n ~ r ~ ~ n n i ~ n i t l n i  w~ma~7sn~u&n~In' kdu qdn3t-i w G J - ~  
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na~nmu~rnFiun'oJln'66 vulu i i~  ~ ' n a r u r n i ~ m u n ~ w C ( d ~ 7 n ~ ' ~ a ~ 6 ~ d i ~ ?  on?iunznm 

ln'satiin ~ m ' ; o ~ u d a n 7 a v o ~ ~ n n ~ n ~  u~-?dnsniC/l~un~~~nriai'Rilrnr~7u n7.r~rnin~I.a'  

1urn~lniisni.r ni.rii~iin;luluni~uin?T 

~ d u ~ w a i  uae~nlnlr (Tenner. & De Toro. 1992, p. 85) n h i l  i ~ d c u ~ ' a c I ~  
M I J ~  H ~ ; J  K ~ W M L ~ ~ ~ ~ ~ I I Y L G U  I6ur-I !main3 ~muA 

tGdZan uarlmi (2003. p. 237) n i m i i  n ~ i u r n u i ~ n ~ u ~ a a I i ~  ~ u i u i ; ~  &d 
tflu~m'rn~! a rn~ad13~1 os d ~ ~ ~ s i a u i h ~ ~  tdu !dn.mdii~ 7 wlin~lu aaripr?ni~nls'Ra ms 
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u i i u u j n i m ~ u $ l ~ ~ ~ ~ 7  ~?odnq3o:Lilwl~di~!n~ad as:~ 'R~t in?dsr~~d~asni r  

ujn-~>U"unirilur~ a14 ~ ~ u x a u  
d -- 
mnn ~ ~ ? n u  nr a l l ~ ~ ~  (2547, M ~ T  182-185) n i l a i l  n~iuk%a~oli-r ir lo 

a u q o f i ~ w r i ~ ~ i  w i ~ o ~ i o l i n j  uarrdnIoI6 IriuinwIG!nnac i ;~di i~nr i l  eqia~n"u40 

H ~ ~ ~ J ~ U ~ ' L H * Y ? ~ ' I ~  LLR:&LGLIJZI EIJMS~~UJ~U'I~~ t lmf J 
d 

1]5.~~6 d ~ l f i f l ~ ~ f & ,  LLRtHUBU7 (2547,~c7 166) fi€h?<l R ~ I U L ~ B ~ ~ O ~ ~  
d d 

(reliability) P : s ? u ~ ~ J R ? ~ u R J ~ Y D J ~ N [ ~ ~ ~ ~ u : :  L L R : R ? ~ U R ~ U ~ T ~ ~ W ~ ~ S W J W I O ~ < L I  
t t 

n u i u n ~ i u i ~ u i l j n a ~ r i a ~ i i n ~ ~ ~ ~ n ~ ~ ~ n 6 i Z i i ~ n n ' i l ~ n ~ ~ ~ r i n s ~ ~ n n  LLA:~~JMU~II~U~;J+~ 

~ i ~ ~ c r i a ~ l ~ ~ t l ~ ~ l l u n ~ ~ r " ~ t ~ ~ d ~ ~ u f ~ ~ i  

i ~ r i n w '  ~ ~ S L & I ~ W ~ Y P ~  (2547, ~$7 274) ndiqi l  ~ ~ I U ~ D ~ ~ O ~ U U I A T ~ ~ U  

q~"iwuini.r nu3ui;d n ~ ~ u m u ~ a n l w n i d ~ ~ ~ n ~ ~ l $ i ~ ~ ~ ~ l d r ; i ~ ' ~ ~ ~ ~ ? ' n " ~ ~ ~ n ~ ~ a ~ i ~  
rilreniin in ria^ oa:n~h~nuo 

{wwi 6ilaluiudn (2548, n c i  98-99) n f i i a i l  flaw t4of io l ia l t l s  
C 

nanui?~ ni-iu~ni.rd~~ulilluin~au~s'uu3ni~11~1*~~1~~~~1~ ouriiIl i~~nnmui7~b060 LLR: 

o u u i u 1 ~ i i n ~ s u 3 n ~ . r ~ ~ ~ 3 " u u " i ~ w n ~  w 6  ~ n = i i l ~  n6n~ ldu~n . r~  oa:~i luIdnwdI~ 

~ ~ r u ~ ~ ~ ~ m i ~ ~ ~ ~ ~ u ~ n ~ ~ n " ~ ~ ~ ~ " s n ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ r ~ a ~ ~ d i l : ~ r ' ~ ~ ~ ~ r ~ m n ~ i ~ ~ ~ ~ o ~ u  
Y 

n~sdarui lui iuuinl~ aarini~uanda k w a r l i ~ ~ r n r ~ ~ u i ~ u ~ u $ ~ ~ ~ " r n i ~ u ~ n ' ~ ~ u a ~ i ~  

dnLdEJJ 

qwm~snr ~ ~ s r u ~ - ~ t % $  (2548, ~ f i  189) n7qu~dofioI-hwla w olnoni?hl 

~ l h ~ ~ l ~ ~ ~ d i l f i ~ 1 ~ ~ 1 ~ 3 ~ 7 ~ ~ ~ ~ ~ 3 : ~ : n ' ~ ~ ~ 7 ~ ~ 1 3 7 ~ 1 ~ ~ 1 ~ ~ ~  aa:n?wrnu~mnIuni.r 

LI ju21 JI wuo~vrrinmu~47nri:7G $~ujn~rniui-ininu11=6~1n~~~17n7~I$im~om~~n~ 

~ i o r i  ? N ~ ~ W D ~ ~ T L L ~ T I ~ R ~ ~ ~ T ~ Z M ' U " T ~ ~  JII~~FI=:FIT"JM"S~I~~ fl$lf?nls~lu7rnlriuinls 

n q u d ~ ~ ~ ~ I ~  

ntwn ps-irulinriin, uilznqnn3 o?sv3"wwRo (2548, nGi 262-263)nii7i? 

miu~4aiid571~1a MUILI~J ~ ~ I X I ~ X ~ ~ ~ ~ I U ~ I ' ~ ~ ~ F I ~ U U ' O ~ ~ R S ~ I $ ~ ~ I M M ~ I ~ I ~ ~ ~ ~ L I  
2: uinlsuu 7 a dwpnn'ad i;? nrc i i i~~dnt i  a iinmudarin S ~~s:in~iu~iluEm: 

d 
rfiulun~ LLR:~GI'I?~~J (Tenner. & De Taro. 1992, p. 85) nEil7?1 n7711~g0!€1 

~JIQI;L~'  ~ u i u n ~  ~ ~ i ~ n o ~ s n ~ u n i n l ~ ~ 3 ~ ~ ~ ~ ~ ~ 1 ~ ~ ~ d i n ~ ? " 1 ~ a t i ~ ~ ~ n 6 a  uar~~ofioI6 

~ 8 r l 8 o n  aarlsn' (2003, p. 237) n l i q i i  ~ m u ~ B a ~ a l i m ~ l s  ~ u i u f i ~ n m  

~ ~ u i n i m w d  ~ ~ ~ i l i t u  @$~iulisn~il6qn6mnm 0 ' 2 ~  

%mu LLa-fintuai (Zeitharnl & Bitner. 2003, p. 93) nd i? i l  nmu~doiia 

l i n ~ l o  ~ a ~ l u f i d  n ~ i u m u ~ ~ o ~ u n ~ s I ~ u ~ n ~ ~ I ~ w ~ ~ l d I ~ ~ ~ ' ~ ~ ~ ~ i ~ ~ ~  [?uujni.radl J 

u d a i i  o gnn'o~ i r~ud i  LLRLR~XRU s - - .  
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dsrn~n' ~ ] I ~ ~ R w R ~ ? J ,  usmudu7 (2547,~Ci 166) n d m i ~  nllnounuo.1 
(responsiveness) i l ad  L ~ ~ c u ~ ~ ? ~ U ~ J ' ~ ~ ~ H " S D R ~ I U W ~ ' D U ' I I D  J W M ' ~ J I U ~ F I : G O ~ I ~ ~ M ~ I ~ ~ G ~ ~ ~  
uimrgnni\$in"uri?~Ci 

i~:?ng t o ~ l n \ w l ~ a u '  (2547, ~ $ 1  274) ndmi7 nim ou nuarin61 ilw U ~ J  

n ? i u ~ ~ u l o ~ a : r i a o i ~ t a ~ n < i  lriuinisorii~nicCin"u1~1 aars?ndxhl? 

Kwul %ilallinr4n (2548, nCi 99) n dmi i  n~iunaunua~ri a!n67 
UA d .d n i l l u i i ~  nvnouiu m r n a u ~ u o ~ r i a ~ n F i l ~ M ' ~ n ~ ~ u ~ ~ n n m d i ] $ M ' ~ 1 ' s n ~ f  ~ ~ i n r i l d  

I r iu in~~ i~ i rn~ iudr l rnu i  i i n l r i q  otaiia~uiiuuin~sni~~3~u~~uZo na-wioudor 
I r i u i n i ~ l f i u n i c i ?  ~~a-lri%nCi n j h  v t u ' n ~ i u a : n ' o ~ i i n ~ i ~ ~ ~ ~ ~ ~ d o n ~ ~ ~ o u i v u ~ " T a n i ~  

nau~uo~ci J { u ' ~ ~ T u u ~ ~ I ~ ~ Q : : L ~ " ~ u ~ ~ ' u u ~ ~ ? ~ I o u o ~ ~ I J ~  r l ~ ~ ~ ~ w a i u d . r z ~ ~ ~ ~ i l ~ u n i s  
u i n ~ m i n n ~ i ~ ~ ~ i t u " u d i ~ 0 ~ ~ 6  
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rfiuluaj ua:Lm~nll (Tenner. & De Toro. 1992, p. 85) ~147747 n75n€IUHUBS 

H U ~ U ~ ~ J  ( I ? I U L ~ U ~ ~ U ~ J : ~ J ~ L I C H ~ ~ ~ U Y ' ~ ~ ~ S ~ ~ ~  dl~n"uui7~?1 
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A 
u i m ~  R ~ I ~ ~ ~ I . ~ ~ ~ ~ J L S ? H U ' I ~ F ) ~ : L ~ L I ~ ~ O  ~n"uflmuf uazn'nw:lum.ruin~s~w ort,nmu 

u JAu ~doi io  u~tn?quih'huid~nih ilu~tu~.ro1na:g~8~?nII~R7tli'~ o t  rai~u.lnnuda(nfi 
u AM w JJ  t: l ~ . j i ~ w n ~ u ~ ~ u ~ n o n i l u ~ i l ' ~ ~ ~ ~ n n q n ~ w  iinwu~iluiisl3 Cnmu~iJii  iilun'u s ? u n ~ ~ > a ~  

U * *  
nqinda orn o m ~ u o ~ d r ' d ~ : n a u ~ ~ n " ~ ~ n d ~ t n ~ ~ ~ ~ ~ ~ ~ n ~ ~ u ~ n ~ ~ $ i ~ ~ n ~ ' ~ ~ ~ m ~ ~ ~ ~ ~ u ' I ~  

Y ~~r ignk  u o n o i n u n a ~ u d ~ o n n ' u ~ ~ ~ ~ u d ~ ~ n ~ u n ~ ~ i ~ ~ i ~ ~ ~ ~ ~ ~ n ~ ~ n ~ f ~ ~ u  us:nnu$do 
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%ria uqinu nr aes.si (2547, ~ $ 7  182-185) n i - ~ q i l  R ~ ? U L $ I ~ Q  LLB:RWU 

iAuomAulo~ncii nu iua~  @$1~5n7rhtw oiaiutf in?~un'a~rnrm~fuiuuinimio 

~n67IM"miu m l a g n 6 7 ~  uEi3 ~ ~ ~ r ~ C n ~ n < ~ d ~ r i i  

irtikw' fio~;~lvrInC (2547. H& 274) ndi? i i  nmui$-h uardwomhb 
U J  * -  

~ l r l o ? ~ ~  AII; L L R L O I ~ ~  u~:n-td$~nirnlu ~ u ~ ~ ~ i l u n ~ a d ~ u ~ 1 ~ n u a ~ n ~ ~ f i ~ ~ r i ~ n 6 1  
i w u i  R?I%~~J"w~R (2548, 99) ndmll n?w~uila ~ ~ a : n ? i u i ~ u a n ~ ~ u ~ ~  

u clcl i n k  H U W ~ ~  J ~ ~ S ~ L ~ ~ M U I ~ U H ~ I U L V ~ ~ ~  ~ m l ~ l ~ a i k a  A3 JIIJ A W ~  u~:w?~~C(~zs"u'Z.a'~~ii 

an6~ln'odl~G U ~fiuu~~iiouil~ncil~ilM~~~mu~ii~~il~tilu doiipnfi,~+~i7uiiuuinlr 

I r i u i m ~ n  IhmunuIo i ; u ~ ~ u u i u ~ a  uaeiladr~nuiu ~irunw~o71~Irid1 
~ ~ ~ ~ e ~ ~ Z ~ ~ n r i l ~ n ~ i u m ~ u 1 0 ~ ~ o x I ~ 5 ' ~ 1 u " s n i ~  

qWI?TTU ?13~?7 fi%d (25483, H ~ I  191) f i71~1$7lq  U Q : R ~ I U L ~ U O ~ ~ L ~ ~ W ~ ~  

znni Ao $M'~17nirsrR'n~~uiZ0~~1u6a~n71'~a~;n67 u ~ r l ~ u 5 n ~ ~ n w ~ u n a 1 u R j ~ n i ~  
Y 

i ~d iu 'u  

aiun aa3.rnru'm4a, ua:mnns BRRWINUAB (2548. ~ $ 7  262-263)ni~337 

nvutu'ql~1 u ~ : n ~ ~ u d u o m ~ u l a ~ n K i  H U ~ U ~ J  GR~~UWU~L~U~(~:~C~LU'~I~~ n61 UR: 

nnun11uR'orn~ruo~~n6q 
h n u  uazhiua i  (Zeithaml & Bitner, 2003, p. 93) ndi2i i  FI?IUL$I~II uR: 
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L E ~  an L L R : ~ ~  (2003, p. 237) n6vj - l  ~117u~u'719 U R ~ ~ U  L A U O ~ L ~ ~ U I F I  
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~.lrdh~~?Ihii (Sergiovanni, 1973, pp. 191 - 207) I ~ ~ ~ ~ I ~ ~ I ~ W ~ I L F I % ! ~ D ~  

o ~ f i ~ m n u d l i ~ u ~ ~ 6 1 ~ 6 1 ~ 3 1 ~ ~ ~ ~ ~ 1 ' 3  an: lr i i~w o l o l u n i ~ ~ h m u ' u  o~n$u~%nmr8nkt~ 
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* dnlnai~n u~e~u. ru f l  (Fitzgerald & Durant, 1980, p. 594) L L ~ ~ J U M I ? ~ V ~ ~ U  
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