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r. I < i i f i n a ~ i l r u ~ ~ n i ~ n B ' c ? u 7 u  uti $"lJ radl~J"snw?n.rlu 1nclhi~'tu 

cidG47 trla 7 

2. i~i~msuuac~qqxil~ 7 rnfi~~:~19'rnud?o~~~o~a~_df : ~ m u i  umau 
L Y ~ ~ $ u  
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RGLLY~J 
i l r n ' o ~ d ~ l n a i l ( ~  : ~ ~ f l i l U u i  nau ~ $ ~ U R ~ U L ~ D I I ~ O U L ~ ~ U M I  II 

~ ikmn l r i l $ i?m~ i l  u r n  ~ i a ~ i l  u 4  f~ t ~ ?  w a r n Z . J i + m ~ ~ ~ ~ t ~ ? i  a H'uannudqurvZ U aid &EM 

c;tlFill5i?ll 
da u n7~ l l i ' f 13~+3  tl L M ~ O ~ U ~ I ~ ~ S : U ~  u$gflw?n nsmu~mrrvj~llr=Cds:uou 

t: I ~ ~ n i f s r  using a ~ ~ r l r ~ ~ d . r ~ t h ~ ~ ~ $ i ~ ~ w ~ ~ ~ 6 ~ " s 0 ~ ~ 1 ~ i j ~ a " u t l a u ~ ~ ~ u l $ i 1 r i 1  uatl5 
n ~ ~ u 0 ~ o ~ w ' i o l n o l i 4 ~ i ~ ~ ~ u : : ~ " J 0 ~ 7 ~ l K ~ o ~ u " ~ a  U ~mi jnmud~:  w &dGw u ' n ~ 7 u Z ~ n x  
d ? u ~ ~ ' i d l d d  u~i~ia~dawfi~iu~un~s~&aa:l6fiii~un$n.ifiu~nns1 ~ % d ~ r f i d ~ r w n u  

uouKusiard 
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A?u~uu;5ionlnlo nau %I ~ n k v i i b o l i  U ~ y i i i a ~ m  mwsnb o$H'u?nm i~a: 

$u'ui~i.r ~ j h f i ~ : u u . r ~ a n ~ s i l r ~ ~ ~ i a * u i ~ n ~ i 7  ~5oJa:a~au I W  mqu rilGc~irou 
n-tnlanaw ~R'a~~Hi ls :a1au~iaan6~a~~yi i ia~m w w~uhuuinani . iua:~G~QiuY'q~i  
n ~ s d o ~ ~ ~ ~ . i i ~ ~ o ~ ~ ~ ~ ~ ~ ~ t l ~ ~ ~ ~ ~ ~ ~ ~ ~ u ' ~ ~ ~ ~ n ~ ~ ~ n ' ~ m ~ ~ ~ l ~ " ~ m f i ~ i ~  a U 

1 l r : ~ i a u C ( u i ~ n c i n 5 ' 1 1 ~ ~ ~ i ~ ~ ~ n n i ~ ~ ~ n n ~ ~  ~ a ~ n n i d s : u u ~ ~ a n i ~ b ~ ~ ~ a ~ l i l ~ i ~ ~ u  
d o l l i ~ A  artu n ~ u ? n ? ~ i ~ l f l u " a #  d r l u s i ~ ~ d ~ t r n ~ l ~ d f j ~ d  J : : U L I ~ ~ T ~ ~ ~ T I I V O  

d ~ : m ~ u  ~~~~r8nwinml~2dtrvun~nim ad 47 cdsann if a ~ ~ i n i l ~ ~ ~ ~ u w ~ n ~ x ~ i a  

~ w n ? ~ ~ % i ~ ~ ~ u d ~ ~ ~ o a ' t h ~ n & ~  ~ ~ q n ~ ~ ~ ~ i u ~ ~ a " i n s n i f u ^ 3 n 1 ~ ~ ~ ~ n i f l s " ~  u o l % u i d ~  fl 

n~ luJ . rnn~  I n  u i j ~ h m ~ d  hniyil ~iwua~i;uisFinn~suim u ~ m  wdiuu?i~n~s~e 
hmmr ( ~ n f i )  ~twiiuu~nmuAn (13 u ~ ~ u m ~ ,  2539.nri-1 106) Rjmw 3 
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n ~ ~ n i u n ~ r r i a ~ u ~ r n r n J s i 7 u n ~ ~ u ~ u  
5.2 o~6drrnnuuo~ni~u'Tn~~mm~cu=: 

u b 
Lnwwnn y w o i ~ u ~ u f  (2536,nfi 13) nd~?ii~n?7unu?ouatn11u?n~-i 

Li* m ~ ~ s l ~ r u r l i i i  n11~~ujuin~1mm~ruz8o msdy nna niuynna ~ ~ a ~ u ? ~ ~ ~ u n u a i u i o  
w Jd d J ~ ~ ~ n n t n t l - ~ ~ a r ~ u n i r l ~ u i n i ~ ~ i n ~ ~ o r : :  ~ ~ n ~ p p : : ~ i l w u o r ~ n ' i o ~ o n a u  rinri~nlu 

r i ~ ~ n u l u u ~ u u a r u w u n l ~ i n ~ ~ ~ ~ ~ ~ ~  (2538, n k  18) i n?wiAui I~TII!' 
uinlr~la77mril=R'e~ds:n~u~dn'1~1 3 a ~ + I i ~ e n o u d i ~ ~  Zo n ~ ? o c ~ w d ~ ~ * u ? n ~ s  
(service delivery agency) U < ~ T  (the service recipient) ~ ~ ~ d ~ r ~ [ l n 6 ~ ? a q z u c i 7 ~  0 d l J % l 7 ~  

dldi?ub ~??uuimro:nrrn~nI?r~P~Io 6 womu~.reins onullu$un ~tY~u~Fifl6 
h r i n d u u w u a r u ~ u  nrtmwunlunl(2538, nG 1-9) w r  d%;i nmR$ 

(2540, nrI~ 10)  uasj~rnalriuin~rmm~wij 4 o~6dxnou h6ty AD 
. - 
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1. i loidi~i71 [(rpn) ~+aniwmns gu%hi ynmns cid$'d~u 8dn.miu~:h 

b ~ u 3 u m ~ ~ u ~ m m - i  
cl 1 ad 

2. fipnr~u (activities) ~ i o  n.rruqwnm r ~ ~ u l s n ~ ? a m A ~ r l d  

nT'wtlin3 
A *  A' 

3. ma (resum) H ~ P U R ~ R  (o~ tp~ts )wnu?i~  ~m~nmu~ij~mZ.a'n3'wtlin~ 
d 

4. F I ~ I I U ~ ~ L ~ U  (mi) ciouan.r:nu (impds) .amu?uij~n?7uftR ~ i u u  o~ 
d r  . 

d~~a7aunu m ou3nxd'I~v 
d ~ 7 n c l m u ~ u i t l  u u ~ n ~ ~ ~ 6 ~ u ~ = : a ~ ~ d ~ ~ n o u u o ~ t l " T i s w i ~ ~ s r t b ~  rua 

A d  * A  * *  GQ~TCU?UU?~FIIUL%JI:UY u h  ~ r ~ ~ u i ~ ~ ~ a t 1 ~ 1 ~ n u ~ u i n ~ ~ ' ~ ~ n ~ ~ ~ ~ d ~ i l ~ ~ t l t I ~  ~ Y i l d i  Y 

¶ I Y ? u ~ ~ T E I ~ Q u R ~ ~ ~ ~ ~ ~ u ~  ~ ~ u u R N ~ F ~ H ? D ~ ~ T u ? ~ ~ ~ ~  U ~ C I  L ~ ~ ~ ~ S ~ ~ M I U H I ~ U ~ J ~ U U ~ Y ~ ~  
d a n  

u ~ n . 1 : n u 6 ~ i i n ~ u n ~ j i l ~ n n ~ ~ 1 v i u ? n ~ ~  ~ ~ 8 o i i l u d r r ~ 8 u l i ~ 6 ~ d s : n ~ r n u ~  nno 

m a 1 ~ i ~ w  ~ ~ O I I D ~ ~ I : T ~ Z I U ~ ~ K T ' ~ ~  ~ J H ~ U I T O ? ~ ~ ~ Q I ~ R ~ ~ ~ ~ R ~ G U M ~ ~ K H U ~ ~  
dd 4 u ad ~Yuu'4n~rnuno~ruun~rZGu3n~~14 

1 aaluwul u s a d n ~ s ~ ~ i w ~ ~ ~ ~ ~ w  (TQM:total quality management) 
Cl U l  z d 8  uytsunriw.1 niildadqorrinuiu dafian~aiiuuuwausi nmu5~~sqrunw 

I n a ~ w  n~sui~~sqrumwiimifi n ~ r u j n i . i ? r u n ~ ~ I ~ a a ~ 6 a ~ u  nvuims?rumwd 
L t  ynmuiihui?u nlmk~sqrunwnmt o ~ c ; " ~ J  qsr  uri ludi~efian~~uwsu7~ nwafiu 

naY"w4n eaniuil Y - I ~ ~ L I ~ M ~ ~ ~ N ~ ~ ~ U ~ ~ I ~ F I  tGaR 
A d  C: n ~ s ~ h i ~ ? r u n i w u u u 1 ~ 6 1 ~ 6 ~  (total quality management) ~;anaonmr 9 

r u J  41 C ~ B ? L Z ~  ~ Q M )  u WL~II~?~~I~G~~GU?XI~~'CP~ Y 01d2 
iyrd 8u:lanii (2541, nci 48) n h i i  WW2~a"u i i a  nisn?ununnmw& '1 

h o ~ ~ ' n 7 r  ( ~ i u a n s : n u n i i ~ u m t  ~3a46n75) 
MI ~ ~ G ~ L S U  L ~ E I w A ~ ~ x I ~ I x ~ ~ w ~ ' o ~ ~ ~ ~ ~ ~ ~ H u ~ L I ~ ~ X  
?nmlw (quality) : n ~ ~ f i ~ l n k ~ ~ t i ~ i i n u ~ o d ~ ~ d a ~ d a ~ ~ ~ ~ i ~ u o  Iwe 
- i l lGan6wolo  w ( s a t i s f ~ )  

- T!l~+hfifi?l3 Y (delight) 

- V l i l ~ u i n n h ~ n n 6 w s h  U ~ i i u + m m m ? " - n n i  @qml m) 
? W l 7 w h  tJ3.l~ (total quality) : m ~ d ~ u d ~ ~ ~ i ~  L ~ O J  Ld O I ~ J T : & ' U ~ ~ ~ ~ U  w 019 

waapn6~1~w~~u w ~ ~ : m ~ i . r n d i u ~ 1 ~ ~ t ~ u ~ 1 ~ ~ ' ~ ~ t l u a ~ ~ ~ ~ n l ~ ~ ~ a ~ ~ ~ t l ~ n ' ~ 4 a ~ 1  

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เทพ

สต
รี



d n l l ~ ? ~ l 3 ? ~ 1 ~ n ~ n f i ~ ~ h ~ f  2u (TQM: total quality ma nagernent) 

nmuar?i;~?om~wInmw (total quality) ~ w n - ~ d ~ n  n ~ ~ ~ f ? 4 6 n l l i ~ h ~ n r r ' u L L a = :  
A h  dgu amiuoli?m?~$- 

@pTud ~uoSuw J (2545, HG 59) In' lr in~7u~u~uni~u'r~7rqruniwil  

iiluiaua~~uatn'ni~dau7~n?nnui~rI~fi~1ucil~ u~riici~wi?uIun~sGwuin~.r 

d 

7s-p uw-lnuufi (2545, n f i  77) n d v i l  x u u n l ~ i w i . r t B ~ ~ ~ n ~ w  ~ a u  

6 o  n ~ a l k r r u ~ u ~ e ~ ~ ~ ~ w n ~ ~ ~ ~ ~ i u ~ ~ a i ] ~ ~ n ' u ~ ~ ~ ~ ~ ~ w ~ ~ ~ ~ k  uar+ 6 i ~ q w d 1  
t & 

(value) l u n ~ ~ ? ~ n l n i l s l u  (working process) ?n 7 vu~nd~o~nnuhe i r in ruu~  

~:R'n~iii-aui~u 1 ~ e r  ~i lu i l s~uihiYr~~lun~~n"~~1d + I T I U L ~ ~ U L ~ ~  ~ J S ~ I U  rn.rui~91 

o dwraur:uu 
~ r n n ~ o d l u ~ o  (empowerment) ~ ~ ~ i l u m ~ n a e ~ i ~ n ~ i u r ' u i i ~ ~ ~ u  (IiIri 

I)I.P1LIJTU) UR:R?IUL~U: R I L ~ P :  fh~llll~~iid~~ ~ R L I  L P W ~ ~ O  ~ I J ~ J K U ~ S : U ? U ~ S J ~ U ~  

6aia~riuw'u$rYqnh 

?nnmaumma~iA~~Zu ~e~jtlriuIdd~nnintJ 2 dzmn iin ~nciln;ouon Y 

(external customer) ~ ~ : ~ n n i C i ~ i l u ~ u ~ u  J ~ ~ I L I I u ~ ~ ~ ~ I ~ ~ ~ ~ ~ = : Y ~ u ~ I u L ~ o ~ L ~ D J ~ ' ~  
. - 
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1. R ~ ~ U ~ L L ~ : ~ ~ I U L ~ ~ ~ F ~  (knowledge and understanding) 1d0 4 ll l fl fi w 3 

~o'u i i luJiay~lun~.rui~7~Q~Ko~i7~Gu~luni  un-r~u~uiloori~~unji~[u?w~rusc 
P h d  C t 

~YuRmnaulun~rri~fl63ro"u m Y ~ ~ i R ' ~ Y ~ C  n~qnd i u n u l w  u&i%gunnan~ou 'Iriniuwu 
X 

f l l l ~ ? l ~  046?215? I u J ~ ~ Y (  R U ~ S ~ L L U Y P : ~  R I U ' ~ ~ S ~ L ~ ~ C I V U I A  L W S ~ L R ? ~ U ~ L L R : R ~ ~ U  ~ $ 7 1 ~  

d ~ ~ w ~ ~ ~ ~ : ~ i l l i n ~ s ~ ~ u ~ u I n ~ ~ n i ~ ~ ~ ~ ~ ~ ~  ni o n ~ r ~ ~ r i r u ~ ~ u R n f ~ n ~ ~ ~ t b 1 i m u ~ ~ n  
rrdw14 

2. R ? I U R ? ~ ~ ~ L R ~ ~ J ~ U  (faith and commitment) 
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I U M R Y ~ ~ ~ ~ U R ~ F ~ ~ ? X I ~ L ~ O ' Y ~ ~  1 ~ ~ ~ 3 n n n n u < a ~ j ~ ~ u ~ ~ j a u ' 2 ~ n ' u  
l u n ~ r d i j d ~ ? w  ~~n*Lufiyn? ~~~rr7uil1qlImmh 7 ~wnm~sPii l~isl luu~'~uu~=:a ~ 6 r - t ~  
Cil?tBu n'oco~knmu$umnriwum 

3. m?t@h ((leadership) 

~ U ~ M ~ ~ L L ~ ~ ~ H U ~ ~ ~ ~ ~ ~ W ~ U O ~ ~ ~ I ~ & ~ J ~ ~ ~ ~ U L ~ U ~ ~ ~ ~ U ~ U L O J ~ ~ ~ ~ ~ D ~  

k % ~ l ~ d ~ l u i d ; n  (do the right things) ~ ~ i ~ $ ~ ~ t l ~ ~ d r i l A ~ i l ~  l$;n (do the things 
d u" PI - 2: 

right) R I U ~ ~ ~ S U U O Y M U I U  ~ ~ ~ ~ L R B ~ ~ ) u ( ~ u ~ L ~ ~ u u u u  I R L I ~ U ~ M ~ T P : ( ~ O J L ~ U U I ~ U U ~  (role 

model) ? f - - ~ u m ~ ~ ~ o ~ w  mmauiu~wJ%yi?flbn7~ n m ~ d ~ o u u d i l ~  uscrnsiuf nr oulu 

4. n37unik ((courage) 

5. ni3u?~lf 1 ~ 1 ~ 1 ~  (system management) 

lumsdnl?~.u o~~nuiuos" uRr ~~ln'C.5 (Tenner 8 Detoro, 1992, quoted in 

Kit-fai.2001, p.325) I & ~ i l  nvi-iililx8u ~nilusio ~ ~ ~ ~ u n i . i ~ u ~ u o i n m m a ~ d ' I n ~  
uo~o~6ninl~ ~~a:isllumsuqmw honcimiia 3 nKnn~~lun7si-ifixih Fio nm~riu6 

e pni n ~ a d Z u d ~ ~ n . r e u ~ w m  usen11iiri~ui~unc~un uar 6 ii7u Wa ni?r(fil. 
d n~ aAn~usrnm4nausu ,  i n s ~ ~ i i ~ n ~ ~ ~ y u , n i ~ a a m r , ~ i ~ ~ ~ u a c n ~ ~ n ~ : ~ u " n , n i ~ ? ' m u ~  

i ~ t i l u ~ ~ h + Y ~ 1 l u n ~ ~ ~ ~ 8 ' 1  t ~ u  

n!d ni.ru?~13?mmw 8anis~f i~nmuf R ~ I J R ~ U L ~ ~ ~ P  u~:ni~ijd?uj~~ 

w a ~ y  n a i n s n ~ u l u ~ r i ~ t l ~ ~ u u ~ : : ~ ~ ~ a n i ~ ~ u ~ n   do t A u s : ~ u n ~ i u w a l o u ~ = m a ~ ~ ~ u a ~  

n~ iuA 'n~n~f l ld~~ddr : lnSn~w B ~ ~ ~ u i l i l ~ ~ i ~ 1 ~ ~ l u n ~ ~ n ' ~ ~ I ~ ~ ~ 1 ~ ~ ~ 1 i l u ~ ~ ~ u n  7 
Bi-luuaJa4fins 

- r( * nmuiuRnaaudoriJnu r i ~ u n ~ 1 u : d 7 ~ i n ~ ~ u b i ~ w a l i l v a ~ ~ n n ~  ~noinwflnmauotflqlu 
v 

cia~nlmo~pnni  (customer requirementhant) 
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1 n ~ i u n o ~ ~ a j a n l y n ~ ~ u i a ~ n i r n o ~ p n f l ' ~  2) r r K u u a t n 7 ~ u r n u ~ r o a o ~ n 7 ~ ~ 5 n ~ ~  

lun 7 ~d?u'Rn?iun'o~mlua~~n<~ 3)~n'un?iufi~wok1u o r g n & ~ & o l n l 6 ? u ~ ? n ~ f ~ d  
A 

ilri? ym9a Lrarina (8we l8  Gale. 1987. pp.11-13) nril?ii c l r u m w ? l l r ~ M ' ~ ~ n l ~  L ~ ~ U ~ T O J  

~ ~ ~ ~ ~ ~ ? I ~ R W ~ ~ L L R : ~ K ~ ~ I I ~ ~ ~ ~ ~ ~ M ~ B ~ U ~ ( P ~ ~ ~ I S ' ~ Q ~ ~ L ~ L ~ ? ~ ~ U W ~ G ~ ~ ~ U Y O  ~(u51n" 

4. ~ ~ l ~ n 1 ~ ~ ~ n l ~ 1 ~ f i ~ ~ 1 ~ t ] " s ~ 7 ~ ~ 6 1 : n ~ ~ ~ 6 1 n ' a ~ ~ ~ f  i9uBdiiq~ilu1ri 

a12 uanil~niYululP l u n ~ s ~ a u o n i s u i n ~ r ~ i i ~ ~ n ~ w  $ ~ u 3 n 1 ~ i x ~ u ~ a d ~ ? u  
CYY * msa~uywna o n o u d ~ ~ ' ~ ~ u ~ ~ n ~ u " T ~ ~ m " s a ~ ~ ~ u ' ~ n u ~ ~ ~ ~  uans~nupmla3:i~~ t a1 

o ~ i i ~ w u i n l ~ i j ~ r u n l  wdSi 
Y 

X 
5. q ~ " ~ w n i n i r r n ~ n ' a ~ a  guuw u~lunmn ~ ~ ~ u ~ u u R = ~ ' w u ~ T x T ~ ~ ~ Y ~ ~ I ~  

A 
(corporate culture) n~ulua~6nirAuiunmu L ~ U ~ T U ~ L ~ : : ~ ~ ~ I ~ O J ~ ~ ~ ~ ' I U ~ ~ ~ ~ I T  %J 

a - 
a ~ n ' m ~ d ~ ~ n ~ 1 u ~ n 1 ~ f i ~ 1 u n ' ~ ~ ~ ~ ~ l ~ 1 ] % f ~ ~ ~ 7 ~ ~ ~ 1 ~ 1 " s ~ 1 ~ 8 ~ ~ d ~ 1 1 ~ ~ 1 ~ ~ ~ 1 t b a d  6n71 

A U P  o:n:Gaul1TtAui;~?m7~ n i ~ ' ~ " T n i ~ w u ~ 1 0 ~ ~  
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2. nrl lr j tds~B~~uqnul~*laa~n,3u?nl.r~ 
" Y  3 

2% q7551UU1R1 (2539,  MI^ 10-1 2) ~ ~ ~ ~ & H x Y ~ ~ J ~ u L I " ~ ~ I s ~ ' ~ R ~ u  
I d  - 

1 .  n 7 ~ l J ? n l s ~ l J u ~ ? m u  (lntangibility)~~7tlfi~n7s~"sl3~~tb~7~~4~~ 

C H R ~ W & ~ ~ U ~ U @ ~ J J I U  (performance) fill+%? (objects) j tiral~cusio J M ~ D U  a 4 ~ i l 4  

1R' ~ ~ l i u i ~ v i s a r i ~ u ~ n n ~ a u I ~ t l m ~ ~ I ~ I 6  iildoinorin~rllrc~fita~~~=:m~~~aa~?wn~yi 

idu ~ni jnn~wva~wrin~iud&~fi~iui~waZ~1$n'u~n6~ 
" Y 

2. u ? ~ ~ ~ ~ R ~ ~ u M ~ ~ ~ L I ' L u ~ ~ ' ~ u u L o  J (variability or heterogenicity) W?~fi J 

? n m i w u i n ~ ~ s ~ s ~ l l ~ t l u ~ t l ~ $ i ~ ~ o ~ d ~ t l u ~ ~ ' u ~ n i  U L ~ ~ ~ ~ ~ Y U ~ ~ ~ ~ ~ M ~ O L L U ' L ~ ; L ~ ~ L ~ U L ~ R ~  

tmlwCi A ~ u - a d a u  r i ~ l 6 ~ 1 u n ; 1 ~ ~ u u  (consistency) ~ ~ n i u \ ~ u m  
3. n-13uTn-n~ima~13n u~hrt n n l 6  (inseparability) ~ a n ~ 1 ~ ~ ~ 5 ~ 1 ~ 6 1  d 3 1 1 8 ~  

" A i  
(~111) u~:nmujhn ~ ~ I U ~ ~ ~ ~ O : L R R ~ U W T J U C  ~ J U R ~ ~ ~ J O ~ ~ B U ~ ~ M L I U P ~ ~ T : U Y ~ I ~  

t t 
ccGn o l n u u ~ G  $ns:u?unmnu usrfirhuilnn luo~uuinl.ruu(~~n (producer) unr: 

$mu (seller) Aaynn~nuiFio~n'utii'I$n~ : ~ ~ ~ n 7 ~ ~ ' i 6 1 u ~ = : n 7 ~ ~ ~ ~ 6 1 i i n ~ ~ 1 ~ ~ u w ' u f n ' u ~ ~ n  
Y uu ~.du p n n i s i a ~ n ~ s l & ? ~ ~ i n 7 3 ~  D J L ~  11321~07n wu"n J I U I I ~  (concierge) rvhmuat 

~ilw@isil~irunls (u^Rn) aa:ri~uaulniiupnni (uiu) ua:!n&iililluinl-r (uilnn) ~ J L ~ I R ~ U  

IUL~RTLQ~~~U 
4. ~ 7 ~ ~ ~ n 7 5 ~ i a l ~ 1 5 n ~ ~ u 5 ' n ' t r ) l ~ f l t i  (perishability) ~ u l n f i ~  n l a c l ~ m u ~ :  

n~rkuouu3n~rt~a~uwiilun'u ~ ~ ~ i n u i r n u l n ~ i r j ~ ~ ~ ~ ~ u h r ~ u i n w ~ ~ i ~ d ~ ~ ' ~ ~ m ? ~  

d i ~ ~ w n l  L I M K \ ~ X L ~ & U F ; ~  n'&u d ~ m u m u ~ ~ & m ~ ~ ~ m ~ ~ ~ n ~ u n l .  
rdu i r ~ t t ~ u  n11Cnuirnr6 L R H I I I U ~ I J L ~ R ~ ~ D ~ M ~  i i n i r ~ a 4 o ~ d n . r o i c i w  Km~wiau 
~ o l ~ d  ~ ~ d ~ ~ ~ f l ~ ~ ~ ~ i n ~ u ' t i i j ~ n i i ~ u ~ l i u ~ n ~ ' i  ~ ~ l ~ w i w o ~ n ~ C / ~ i ~ l d d u " u ~ ~ ~ d d ~ I r i  

r n ~ r ~ ~ n i o z r f i u 3 " n ~ l f l ~ i  
2 A 
R J T I W I ~ ~ ~ U ~ U U A : ~ ~ U - ~ ~  (Pa rasuraman, et at.. 1 988, pp.23-24) ~ ~ c ~ u R u ~ ~  
- u  A Iunmdnlui~ou~no~n"u+j r u m  w uim; u~:~~noud?oiu 3 %a ;a 

1. ~ n v l l w n l 3 ' 1 ~ ~ " 3 n l l ~ a a ~ ~ ~  (what is service quality ?) 
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2. x I + o A ~ L M ? ~ ~ ~ I < I ~ ~ ~ J ~ ~ ? ~ ~ ~ M s  (what muses service-quality 

problems ?) 
d m  Y 

3. ~ J & ~ ~ ~ ~ ~ J ~ ~ ~ ' ~ ~ ~ H ~ ~ I ~ ~ ' Y U L L O : Q ~ ~ I S ' ~ ~ L ~ ~ ~ ~ ~ M ~ M ~ ' I ~ ' ~ ~ J ~ ~  
(What can organizations do to solve these problems 2) 

A r: 
w w y i s w w u a z n n c  o ~ a u ~ u u S 1 m r i ~ ~ n i u n ~ ~ 6 ~ ~ ~ R ~ w 0 ~ 1 ' ~ a ~ u ' o R ~ n ~ u  

3 Mqrl r iW I ~ ~ l f i v n i j Q o ~ ~ ~ h r n  (* m r c t l )  ~~rniYu~nrmwuirn~ nwinwliolll 
t U P V  

n s ~ ~ n ~ u r n ~ m h  n i u R u u ~ i ~ ~ n ~ ~ ~ ~ ~ ~ n 7 ~ n ~ ~ ~  8 7  (MSI:rnarketing science institute) LLlr 

14~~i lum3An wi$uwiuiic 7 9 ((1983-1990) ~ R V U I ~ J O O ~ L ~ ~ U  4 xu: &if 
* "  E 

~ o t d  I An~~iQtb~~~n~wlun~uf?ui-n~ruar$Ctl~n~~wa~u.ntnau 

~ ~ H R ~ L I L L ~ ~ J  L L ~ ~ J ~ U O ~ ~ ~ U ~ U ~ ~ ~ ? U ~ ~ ~ ~ ' ~ U ~ ~ I I ~ U ~ I ~ ~ I W L ~ ~ ~ ~ S  
.r:uA 2 ~ i i u n ~ r i T u ~ i r ~ d ~ r o ' n d  l n u  ~ ~ W n w A ~ ? u u i n ~ ~ l ~ u 1 ~ 1 ~ ~ = : 1 ~  

2 ~ i i u u ~ r u m w u ~ ~ d ~ ~ ~ i ~  ~.iidnma (SERVQUAL) aa:~~u~~~mm~'iIa?uni~dim~u 

? cunirru~ism~n~r~rn~Yuj' u ~ : r n w n w ~ i ~ u  ot (7uiuuim.r 
1:tl:n" 3 ~ ~ i i l n l 3 # n ~ ~ ~ ~ ~ % t d 9 = : i l " n d l ~ d ~ ~ ' 1 ~ f  :u:d 2 i~ r i~cva~u 

H ~ n ~ s i C u ~ M ' ~ ~ a u n q u a 3 6 n 5 " 7 ~  7 u ~ n h  i n ~ s ~ i ~ t ~ u ~ ~ w n ~ ~ u ~ t b w o u  ~ i ' u 6 ~ 4 7 o  
* "  t 

n7r5%luhu'nmu 89 uvi4 unJ 5 f i g n  iu~q1un7su'snqs u$%ii~iu?oun~ 3 s:trr. 

uidnw~i~un"u1n u ~ ~ ~ ~ T ~ x I u ~ ~ I ~ ~ $ ~ J Y ~ ~ I ~  I L Q : $ ~ ? ' I J ~  nmkiniadt~uu ~ a ~ : i n h  

ndu~uhisu~:ri luq61~dii~n~fio'~1h1~i) 'Iun V ndu ciau~16dirlln?18nm~nfl?3'Iu~ii~ 
uinis 6 d r - ~ n n  16uri n u u ~ n ~ - i d o ~ D i ~ ~  ~ i ~ u i n m ~ ~ ~ t n l W m  ~wu5rnsdsenir 

~ ~ ~ m ~ l n ~ 6 w n ' n ~ ~ I n a  uuu?imrm~m~rnu~tiotl U R ~ J ~ U ~ ~ ~ ~ T U ~ L ~ M U " I B O ' Y ~  LI 
d r-ozn 4 ~ i l u r n s ~ ~ f l n ~ n ~ ~ u n ~ ~ ~ ~ ~ 1 1 ~ r n ~ r r " 1 1 ~ ~ a ~ y ~ u u ~ n ~ a I  rrraw~r 

w~nar~u~wt ta rnu :w7  1n'ri~t~u~~nn~rsilu~~niwni.rlduini~lddsryn.la' 

m ~61unisne7n I n e i h n ~ s n a v ~ u a ~ r n ~ u 6 0 t  n11 (want) u a r n ~ ~ u d ~ r i l u u o ~ ~ n h  

(need) uervillCn~u L D ~ M ~ ~ o I < ~ " u ~ ~ I u ~ J  waIa 9j B J L ~ ~ U M R ' ~  
hciq 

i l i r ~ d ~ e ~ i i l ~ ~ m n i r u u ~ n ~ s  (service qualitty) i f u w  n n m d ~ n 6 q \ & 3 " 1 ~ u ' a ~ ~  ll 

u l n  $";w (word af mouth communication) n?lu&o~rn~ti~uynn~ (perronal need) LLarslIl 

dl: ~ ~ l n i . r d u a C t n  ~ ~ a ~ a ~ n r n ~ ~ w u o c i ~ ~ ~ : d m ~ ~ w " u f ~ ~ l d ~ ~ ~ i u ~ ~ ~ 3 " ; 1  v runlwlu 
s Y n ~ ~ ~ r i u ~ n ~ s s ~ u u u ~ n ' u ~ a ~ ~ i ~ ~ ~ = : ~ i i ~ n ~ ~ s " u ~ n " u ~ ~ n ~ ' i ~ l 4 5 ' ~ n ' ~ n ~ ~ u ~ ~ ~ ~ ? ' ~ ~ 0 r l ~ n ~ i  

4hpn6~ilo:d~:~~uil n m r ~ n ~ n ~ i ~ ~  n ~ p n n i ~ : : l B i T ' ~ n ~ ~ ~ o ~ ~ m a ~ ~ f i ~ ~ ~ ~ ~  
A - - A  wlnynuluaBtnuau 7 (Parasuraman,et a!.. 1988, pp.23-24) ~6flnl~ununn 

~:l%%iln?runlw (dimension of service quality) '1unllbh?uimd? 10 fiu W a 
. . 
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1. A J ~ T U ~ D J ~ R -  (tangibility) ~ 6 u r i ~ t j n ~ l u ~ u n l ¶ ~ ~ u ^ s n 7 3  gnulU=?ll J 

niuniw ;a n ~ ~ d i u ~ a n ~ i u r t m ~ n n i s n ~ ~ ~ n ~ w  n ~ . r u d ~ n i u o  cy nams 8 a ~ n m ~ i a u 6  
~lrlGu5n7s 

niiiri~~ti~u~udZflun~~f::~~u w ~ n s l u u ~ u f u ~ ~ ~ ' ~ 1 ~ n ~ a ~ u u d  J Z ~ C O U  

B o o ~ t ~ v i s a ~ d r i i ,  1uu~~d~w:na~nun~n'u~u'?~~1~6i7 dnu 

2. n~~ur inB i l l i s I s iua~e~~~11~ar~1~n73  (reliability) t l ~ l f l f ! ~  R ~ ~ U W ~ ~ U ~ O L  

I ~ u i n i . r s d i ~ r i o ~ d a j ~ ~ a : m ~ ~ ~ ~ u ~  n~1uwiaulun~~lGuin~3ai1~f1nGa~ a l u l T n  

I ~ u ~ u i m - m i u i i ~ n w n ~ ~ a ~ ~ ~ ~ ~ ~ l ? ' n " ~ ~ ~ n ~ ~  

nior iwi7nl  udIv7un~s11s: LGU wr innuu~u~~v i~do~ .m"av~~]m~ud~u 
k~jnIi. ~ u u i ~ n i h  a ~ c i u l l i i ~  ~'14~"~aIlj 

d 
3. m ~ u i n u ~ m l u n ~ r ~  aumm (responsiveness) ! n f i37~~h~I~l )r l fauna= 

lMir?nistlall"Mfi 
k o r i ~ ~ ~ ~ n ~ u d l f l u n ~ T d ~ : ~ f i u  ~ d o ~ u ~ ~ o j n i ~ a ~ ~ u ~ f i ~ y ~ i  su1m.r 

o6iJqrnbXu~~a $1433 R ~ T 3 ~ i a b  
* w  t 

4. Raiumulsn (competency) W U I U ~ ~ J  K?~Y:~I?I~~~$P:~JJUFIJ~UUU 

n ? ~ u d 1 u ~ ~ d e r & ~ ~ m i a n " ~ 1 ~ n 6 7  i t e ~ i l d ? ~ r ~ u d u : & ~ ~ u ' ] ~ ~ u n ' u ~ 1 ~ ~ 1 ~ n ~ ~  
~ o t i 7 ~ i i n i ~ i I l a " l t b n ~ r ~ s : l f i u  ~ ~ ' ~ J I u ~ u I ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ u ~ ~ u ~ ~ ~ w  

o d ~ s n d a ~ u f 1 a w 4 a ~ 3  

5. g~ol&ltllunj (coullesy) nmu?l~ nnuqmw ~*o"n'IM'1i?ur6i m a i ~ i ~ i i ~  
v -  Y n-nuFnua.s$u rnr:<nfi~inrmw L ~ : U ~ W ~ ~ ~ C U ~ ~ M L ~ F I Y U  

63 0 ~ 7 3 ~ i 7 n 7 u i ' f f i u n ~ ~ d ~ : ~ ~ ~  wCn~i~SYYIn~gwn'm ouR7n1uua~a'w 
o d ~ ~ ~ m w ~ n n s t J ~ < a l i  

6. ~ 7 7 ~ ~ 8  o 6 ~ ~ ~ ~ ~ n z ~ ~ i ~ ~ ( m d i i b i ~  LA u q ~ o ~ ~ u n m u  d? wdmi~rdo6 o 
~?luBorinS n ' o d n ~ b ~ o ~ & o a u s m i ~  

a~r~n~nmwejlu&ua~$M"u"Snia~~uhFiq 
ad a' dd 1 ~aarii~d7mud~dun71d3:1fiu EWFI7f LLbi3~~'dEl L~~LIJ'IUW~\~WWYISDI[I~ 

7. n i ~ l ~ n ~ i r ~ ~ u i u n r a ~ : 1 1 ~ o s l 5 ~  (security) T ? U G J F I ~ ~ U L ~ L I J U R :  

n ~ ~ u ~ n I o v u n ~ ~ ~ ~ f u i U f u ~ ? n ~ ~  ~ ~ T L A U ? ~ Y ~ R ~ ~ U C U Y O J ~ I ~ &  L L B : ~ ~ ~ & U R J  

nl~G~uniri3u 

63 o ~ i 1 ~ d i i n ^ 1 ~ ~ ~ ~ ~ n ~ ~ l j ~ ~ ~ f i u n i r l m ' r n ~ a ~ ~ 0 n 1 " j u 6 ~ l u ~ 3 d n o n ~ ~  
~ " r l r r j  

8. m ~ ~ i h f i ~ m ~ j m ~  (accessibility) Y IWVIU~!~  ~ ~ ~ U R . W ~ ? ~ U A ~ H ? I U ~ I  d 0 4 434 
c . I Y  ~ n r i l l f i n ~ r ~ n n ' a  u iitu~un owdlri&&u I$~m1fiugnrnuno~rau7~ . - . 
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ni o d ~ ~ ~ q n i u d l f i n ~ ~ d ~ r ~ i j u  d oiXryn7 ciuor~i5 wlrwrin~ius:~~ 

r ; i l~ah~$; i?~~ ' rob. i  

9. n l ~ ~ ~ s i a 8 a m r  (communication) HUT u6a n ? ~ u n u ~ 1 o 7 u n ~ ~ ~ < < a ~ ~  

~ r r i ~ n < ~ c i ? u n ~ w i ( ~ n ~ i ~ r ~ i l ~ 1 6 i ~ ~ l  r i ~ I ~ q n 6 ~ ~ r i l l m l ~ P ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ m ~  naamu 

muim ~ i ~ ~ n ~ ~ u A a l ~ ~ n 6 ~ r d o ~ n 6 7 ~ i i m i l ~ ~ 7  
s i ln  d-tJ~iinlud~flun~Tllrr:~iiu wrinmuuf~wu'nr~n~~ ngd~siurfd 

f l y ~ l % o ~ < u ~ ? a ? ~  

10. mu'itor'dnanh6~ u Y (-) I M : F ~ ~ ~ w L ~ ~ ~ ~ u L ~ ' ~ ~ P R ~ ~ u ~ D J ~ I T  

uo~;nFi~ R ~ I u B u ~ ; ~ ~ - L ~ ~ u M u ~ ~ ~ ~  m u ~ ~ n i ~ ~ n f i l d ~ : d ~ ' ~ a ~ w u ~ a ~ 1 4  
RY?o t i ? ~ ~ ~ n - ~ u ~ ~ f i u r - i ~ ~ d s : ~ f  u ~ ~ 1 6 Y n d 7 ~ ~ 1 ~ 7 ~ ~ 7 3 ~ 7 ~ ~ ~ f l ~ ~ j 7 d ; t b  

~ilu;ncillls:d~ 
o-tn w a n i r i ~ u ~ ~ ~ ~ ~ i i n ' ~ ~ ~ ~ u ' ~ 0 ~ ~ 1 ~ b n i w n ~ ~ ~ ~ ~ ~ n ~ ~  ~rs:nmds:r8u 

V "  d 

F ~ ~ ~ w ~ T I c ' u ' s ~ ~ ~ J  lo i6i $4 rnul~ndou~~uui1aod1~~4M' 
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iifiuarqrun~wn~~lIn'u^snif~Gu I o ii w~slqmalwuarnru:: i~'1R'a~~nww?unl.iin 
v-  a' 

~mn~wm~lr iu imro~n 10 $ i i l u m l a ~ i u ~  5 niu u ~ A s i r i l ~ u n n ~ i u n u ~ ~ ~ \ ~ ~ ~ u  

1. ~~ilun~1~~3iiusrmus~uim.r (langibility) ~ u l u i ;  ~Kn'~r)~lb,m~niamw f d n n g  
I I Y L A U ~ ~ J ~ ~ ~ I U I U ~ ~ I I I  ar61m-1d-1~ 7 Sdc~~ri A ~ I U ~  ynaln3 @l]n.id L ~ < O J ~ O  lanmd 

t 
Ia?un~r~nrioAem~ua:~~~n't~cU' s7um ~ n q w  u~mija~~ri~I~"~5'~~1~nim~ni19fi11n~~ U 

L: ~ a a d ~ ~ l o u a z n ~ ~ a n o l o a ~ n f l M ' u i n ~ ~  u i m r d n n j ~ ~ ~ u o ~ a n ~ ~ ~ i l ~ ~ d ~ ~ ~ ~ ~ t f i ~ I t i  ll tl 

riiuu5ni~iuiii~m3'1~~1'5n1~~~ lI U IGGR LPU& 

2. &unll~Lda?i a l ~ 3 1 4 I q l  (reliability) nmui i~  n?l~rn~1~nlunl~1M"u?nlf 
I C ~ ~ J < U K ~ ~ ~ ~ ~ M " I T ~ ' ~ ~ ~ ~ " ~ I U ' S ~ ~ T  G ~ I G ~ ~ ~ w ' ~ ~ ~ ~ M ~ T I ~ E ~ J L M w  1li2~ln'wa 

2 W d  aanu~rdu~Atlluyn~nua4~"Tn1~ n ~ ~ u a ~ ~ ~ a o a u a r r i ~ ~ r ? " ~ ~ u u " s n ~ ~ ~ % i ~ ~ ' s n ~ ~ ~ ! ~ ' t u ~  U 

n~iuli;lc~odomu~sot.r?'~1~~u~i~~~l~l4 

3. fiun-t~nauauaddapn6~ (responsiveness) auloiid n l i n w i o u  ue:: 

n ? l u ~ a u I a d o r I ~ u i n ~ ~  I n o n ~ u i r n ~ ~ ~ a ~ i l r l ~ ~ i ~ ~ ~ ~ n i ~ ~ i l ~ ~ ~ u j ~ u i n l . r ~ ~ a i ~ ~  

I I 

4. n i u n v ~ n ' R ~ ~ u ~ 8 a u ' u d  0;f161 (assurance) M U I  U ~ J  ( I ~ I I I R I U ~ I I I I U  

n ~ r ~ i ~ ~ n ~ ~ u ~ B a u i u l ~ 1 ~ m 4 u n " ~ ~ ' ~ u u " ~ n ~ 3  V $ $ u i n l ~ ~ : :  T ~ B  3 U ~ J  v:: n?? uf 

n ~ ~ u m u ~ r o ~ u n ~ 7 l ~ ~ ~ n ~ ~ ~ ~ ~ = : ~ a ~ 1 ~ ~ a ~ ~ a ~ ~ m ' a ~ n ~ ~ ~ a ~ ~ s ' ~ 1 ~ 1 ' T n ~ ~  hrrnmu?mw 

~ U U ~ R  dnit~i1171~1ni% 1 % n ~ ~ ~ ~ ~ i a ~ a m d ~ d ~ : ~ n % n ~ v l u ~ : ~ ~ ~ ' n ? ~ u ~ u 1 ~ i ~ $ u 7 n ~ 3  
A d A  aelKuu"3n~mnn qn 

5. si~un~sijnuar~$qIoRnh U V (empathy) MUILI~J nm~mmdrn~~~~~aiklii 

~ u u ~ n ~ m i u n ~ ~ u 6 a ~ n ~ ~ u ~ n ~ ~ ~ ~ a ~ @ ~ t ~ n ~ s u d a : ~ ~  

o i n n ~ ~ W n l * l i ~ u i i u ~ ~ ~ ~ ~ ~ ~ n ~ s d I i l i I u ~ ~ s r d  4 wuii rnrinuini~dii 
?fun7 w !m"liud fimri1 ~ " m m V 7 t b ?  d r i W  (service quality management) MUI a f i ~  
m s l i ~ I ~ ~ ' l R n n ~ ~ o ~ u ~ a s r ~ i ~ ~ n ~ ~ u n ~ n n i ~ u a r n ~ s i u ~ ~ a ~ ~ ~ u i u u i n ~ ~  %~wlsynww 

uatndu7 ~$ai im~&fl~? run~wlwn7 J I M ' u ? ~ ~  ii o n r n l ~ l ~ $ a ~ i ~ ~ ~ : m i i ~ n ~ ~ u f l ~ m ~ 7 " ~  
il~cmri~~~o~~Yuu3mstlrnw~ (M gaps) u a w n m T j < ~ ~ ~ ~ n ~ Z M ' ~ ~ u i ~ i a ~ i ~  JW"TD;LIH~SFI 
un~n~slriuinmCfliihj nmmw o iCi<un auln ae: ~fim8uIm'~ B ~ J Z T  nmuwol tllulunl-ii 

A ,  P u e t t n l i i n p ~ n i ~ l ~ u f  n isd I i i j ymww o ca J ~ ~ ~ l i ~ ~ ~ ~ ~ ~ u " ~ ~ o f u f i ~ ~ ~ 2 1 " s n ~ ~  ~nauu 
njd~iruIunw 6 ~ a ~ i ~ a ~ ~ a q ~ r n ~ n u o a n i ~ l t i ' u ~ n ~ ~ ~ ~ ~ ~  ondu 5 a o ~ ~ i o l i e ~ i w d  r 

d e  Y 
f i ~ i o a i q d  4 ~ i l ~ ~ i a ~ i w n l t ~ l u  (Internal gaps) 4 4  E I P U ~ U ~ U I Y  ~ ~ ~ ~ B ~ ~ ~ ? N ~ ~ w w L ~ F I v u  

iuorh7.r d 2 ~ ~ ~ 4 ~ l ~ ~ ~ f i f l t ~ ~ d 0 ~ ~ l ~ d  5 BJMUWBJ doJiumt~an (m gaps) r d  

l i l u d s ~ i l ~ d ~ u a d ~ ~ { % u j n ~ 3 I ~ t ] a ~ 4  - - ,  
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n7W 6 ;~ILUY?WI wu^mlr (service quality model) 

UY - i a ~ i i ~ ;  I ~ f i n ~ ~ n n ~ ~ u l l i n . r ~ ~ u s r ~ i ~ ~ m ~ u m n ~ i ~ ~ o ; l ~ ~ u s n ~ s  

(customer's expectation) 6 ~ n i ~ i u f w a d  ( ~ i ~ ~ ~ d a n ~ ~ ~ n ~ w w < m ~  0 4  !?uuim~ 
A u r  

(management's perception of customer's expectation) & ~ ~ ~ w n n ~ m ~ ~ m , d ~ n m ~  6 4  
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d' 
(management's perception of customefs expectation) % ~ l ~ l p ~ u ? n l f i f l 7 ~ ~ ~ 2 1 ~ ~ 7 1 1  

d u  a m~urnnnRu ea i?uu?nm B ~ ~ i i n ~ ~ n n ~ ~ n ~ u s ~ ~ ~ ~ f t ~ ~ u ~ ~ ~ u ~ n w ' u d a ~ ~ ~ ~ u " ~ n ~ ~  

24 4 rc*.l I&?J doJiuwuad- $~l~llmmsQu~Mnijmr (- perfomance gap) ~ J L R R W ~  
d u  ,- 1 -  

~ ~ T W ~ ~ ~ U ~ J ~ U ~ ~ ~ ~ I S ~ ~ ~ U ~ J ~ M L L ~ ~ ~ / M " ~ O ~ J ~ M ~ ~ ~ ~ ~ ~ U ~ J I U Y " ~  h?JK'll~?~lTl 
d 

n ~ 1 u ~ ~ t r & ~ ~ s e n ~ 1 u l i ~ m 1 ~ ~ l ~ ' ~ n ~ 1 n ~ ~ ~ p l " ~ ~ ~ ~ 1 ~ n ~ ~ w ~ ~ ~ ~ ~ ~ 1 ~ n I i ~ ~ ~  LOG 
E ~~qlCninl~llrriGuu A M ~ E ~ ~ : : I J ~ I ~ ~ T ~ $ s ~  ~ 7 ' ~ ~ a i i u u u  I ~ U ~ J ~ I R I ~ F ~ ~ V ? U ~  

d o n i s n ~ u ? u n u r s c s e ~ ~ d ~ ~ 3 ~ 1 ~  r ~ ~ : n ~ s u ~ n n i ~ r i ~ ~ ~ u ~ 9 u f l u  

j a q j - l a i  4 ~ ~ m ~ ~ n ~ ~ ~ u l b i a s a ~ u . r t v l i i ~ u ^ s n ~ r ~ l n * o " ~ a n ~ ~ l n ~ ~ ~ a m ~ d ~ ~  
& A d  a' ifuiuuinm I a ~ i l u i ~ ~ h ~ ~ i o n ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ n ~ m a ~ ~ ~ u i ~ ~ s  ilqoonu wadnde~iq~u 

I~ur in~~~6idniamsZuuu3m~ i ~ v t u - t u i ~  n?361~~unl~~~iad3:147~~7~f~5~'11$74 

u u u n s w ~ ~ n ~ ~ l ~ ~ q q ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ i l ~ l t ] l i ' I ~ ~ n ~ ~ ~ ~ ~ ~  
A -  $ a ~ h ~ d  5 r i i n n n n n u ~ i n ~ ~ n " u ~ ~ i i ~ ~ 1 ' i n ~ m ~ ~ u ~ ~ ~ ~ c 1 1 ~ ~ 7 ' ~  n'uu3n11 

d u- d u u  nr?suuinl~iu$c ~finwnn7sn suuin~.riiinruw'lun~.rin?~n~wuin~~~i~~o~n 
dGu"fnx~111n7rr % 5 มห
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(corniste ncy) ~ 6 ~ 1 n o i n ~ n i ~ ~ ~ i s n 7 ~ ~ 3 ' ~ 1 f u ~ n n i 1 ~ ~ ~ ~ ~ f i ~ ~ ~ 3 " ~  ~nrilo:ijn~lull~=:n'u~~ 

u d r i l u 3 n w ~  g m i - w i i d ~ a ~ ~  dn ' -n i?d~~midmm~3"-~n~i7  

oerfinnmu~iw i l ~ ~ n ~ ~ ~ t ~ ~ ~ b n i w ~ u n ~ ~ ~ ~ ' u ~ n ~ m ~ ~ ~ i i ~ ~ ~ d w ~ n " ~ ~ ~ u m x n ~ n  

I w n v f i o u ~ n ~ ~ l m ~ ~ ~ T ~ t l  o~pnfi ua:nm$Cnjnt8 ann aunwa ~u?irnlshi?an7~uiim~~w 
A J Y rw o n o r n o u ~ ~ ~ ~ ~ ? ~ ~ ~ i a d n ~ ~ y ~ ( ~ n h ~ d ~ e n u d ~ ~ r ~ ~ n w ~ u u o n o ~ n u ~ m m w  

d *  1. 
~ % ~ ~ ~ ~ U ' ~ ~ ~ ~ I ~ ~ ~ ~ ~ ~ ~ " U I K ~ ~ J P I ~ R ~ ~ ~ ~ ~ ~  (gap) n ~ n m u ~ n n m u m s u a ~ m m j n ~ 3  - u t  

- ~rii lotdum~iu$a~ iu"m73i 0 ~ m u n ~ m ~ 1 ' m ~ ~ ~ n ~ i d a ~ i ~ ~ f ~ ~ i 1 ~ m ~ u ~ m  am3Ifi~ urn 
2 A A H  A &  a ultlmutrar$sti~~d ~ f i w ~ u ~ u a w u " n ~ ~ t b 3 ~ ~ ~ ~ 1 ~ 1 ~ 1 t l d ~  d s ~ i v n  t n n u u ~ ~ i ~ ~ u ? m ~  

d~m~.~"<uuin~dciiuf~~~r~mn"7u~o uim~d~u~n~.ilism~dfl7av7"~'~0~~n67 LLR:&#~U 

mi uninn%u n J gn h l ' n n i i u l  U n i~~~8ui iGlunisinqmn7 wItbn7~9Ku'sni~ du 
d u n n u r i l u ~ a ~ s u l w n ~ ~ t K u 7 n ~ ~  n?iu~aaonlR' n l s ~ o u m a ~ d n n ~ ~ u n j ~ o n n 7 f ~ ~ ~ ~ n n ' 1  U 

J L. ni~Rii~n77uiaauuISn"u~n61 n~~~uil~uat~Gulsgnnii r n ~ ~ f i m m d ~ ~ ~ ~ i l ~ w a q i s r s u  
6i 0 L ~ € I J L L W ~ ~ ? ~ L ~ ?  

3.1 m~~u~monirZtl"u'Trn 

nlsu%-im ~n?iu~ulunquwuu?yn~u o ~ u m a ~ n k ~ n a n l u  w.R.2530 

Ba nmd~dTula' n~slvinmu~n~nriir 7 

l u m ~ ? m n i r  4141 Y T ~ I J  (service) iT4G~17~1637 ifIi6fiw11ftlnw 
' d d *  LRIHJRB ~ C ~ ~ R C I B ~ D ~ ~ L I ~ I U ~ ~ U U L I ~ ~ S  ~2a-1  mniud ~IJLLUU niaG~n~sadlu?unid 

A o ~ ? ~ f J l  (service = economic activities that product time, place, form or psychological 

utiiities.) 

n isuinm~flw~unia~*l l :~ l i i n i n w  udn?~uin?~qnds:inniilu 
~ ~ ~ ~ ~ i l w i i ~ n i u n i . r d 3 r n a ~  f [ 3 ~ ~  dn iu i~on i~~nmor i~w  al~lri~rri$~uiuln' ~ I ~ U P S ~ ~ T  

d x n  nu h o ~ w r d l K y  4 d x n m  W n miuv J J ~  uu o ~ n i ~ u i m ~  n Kninn1~lKu5nls 
"U 2 

~ ~ % ~ T ~ ~ ~ I . ~ ~ ~ ~ ~ T I I ~ ~ ~ ~ ~ I T : ' I I I ' I I U  k d m ~ c h & ~ w  a@lnn~u  

~ 7 1 ~ ~ ~ l ~ 1 2 1 0 J n 7 3 ~ ~ f l l f  ~ ? ~ ~ T L ~ ~ ~ J ~ ~ u I T ~ R % ~ R ~ ? u ~  J W F J ~ Q  

Iril~ri@u'snl~ 4 4  ~ilu&ii riluriiviunmrlrtn ouTfionnrl~:~nn ii$rinmu~m u v a ~  

67i?u;nir 6-d 
alfiunf q ~ h i ~  (2541 ,M$I 466) I6niwii nisu%-ns~il~iiiln~~u 

614 7 d r ~ n S u . r r ~ i ~ ~ d r i u ? n ~ s ~ ' . a  U W U " R J ~ U ~ ' L I ~ S " U ~ ~ ? ~ I ' ~ M ? O ~ ~ K ~  u d w  
L n l . l d ~ ~ ~ ~ u ~ d ~ m ~ u ~ t l . a " w ~ i l u  u n e n ~ ~ a ~ d l u ~ l ~ ~ u n u ~ n u ~ n d ~ ~ n ' u  gnFildunuln 
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9% R ~ W I J ~ R ~  (2539, nril 10-12) n d ~ ~ b ~ ~ n ~ ~ : n ~ r l ~ u ~ n 1 3 d i r  

?runi w b s i i h u d . r d ~ i u ~ l ~ ~ i ~ u ~ ~  c c c n i ~ ' ~  O J ~ ~ I L I ~ ~ ~ T  &d 
d u  urY 

I .  n7~u~nn'o~niunp~ulu n u ~ u i i ~  ~7n imunlnuuun~ung~u1~  
J u  - IR tl taw~ru~n71nu~nuIM't l~2:~~~u$ia~  ail%u?n?r tdu t l5ni~~ii~rn78a~nr QikfluiYad 

n a u ~ u l ~ ~ n r i o ~ n i u r ~ ~ t l 1 1 n ~ ~ u ~ ~ 1 ~ ~ ~ ~ 1 ~ ~ a ~ ~ 0 u h ~ ~  

2. marrfi m a  t?antrii J 1 i 3 d 4 n r m ~ a r n  nwrwdo~wan"YrmuGa~n73 

uo~$Giisms I r j i i m - s s s n o o ~ ~ a t u ' ~ ~ ~ ~ ~ a ~ a s " ~ ~ u " s n ~ ~  
3. ftmxl$?i;j ~ui7iGtlar ~ ~ u ' u " o u n i i u  bjii n n ~ n f  lrlmniia u5n7.i 

d.=~ u 2 
mm~ruennna~~~~~on~~'IM"d~::~~'11~1uynwun nnnd 1 a~ s l lw  qntwn nnili rn$;t%tljnir 

d ~ t r n n ~ ~ o 7 ~ ~  ? n m l w ~ f l u ? h o d , r $ ~ ~ ~ \ r i ~ r ~ o u ~ %  h d d i j b o n ~ ? u  
A d d  Y. 

4. nnumnn s7n~?q rBaiiaI6 a u l u d ~  n~~liirn7mnu?mn~wuu 
$.a'u7rnsurl~16?uuini1sii~ k d  

4.1 F I ? I J J R z R ~ ~ ~ € I  ~ l u l ~ f l l % ~ 3 n l ~ ~ n '  fit ddld URf RlUlTn 

t B a n ~ ' m ~ ~ l h a ~ o u u u n ~ u ~ n ~ w ~ a s $ . a ' ~ 3 n i ~  u o n ~ ~ n ~ u n ~ ~ u ~ z n ~ n 4 ~ ~ ~ f u i ' L ~ ~ ~ n  

n ~ e u ? w r n r ~ ~ u ~ m ~  rtiw ~ I T $ ~ ~ M " U ~ R ~ ~ ~ - ~ ~ ' U ? ~ ~ I I A U ~ ~ C I L ~ L ~ ~  (one stop service) 

4.2 R~USIFIC% ~ u l t l i h  
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u u a n i ~ n ~ ~ ~ h i n i s d f  Z W W H ~ G ~ C I W ~ ~ ~  

~ulnau' wwnru up:: E I ) J S % ~  u n w n u a  (2535, nrii 30) ~$nndi?l?il naqn; 
1 Y  I n ~ ~ ~ i ~ ~ s ~ ~ s ~ ~ u d ~ r i i n " n n ~ w I r ? ' n ' ~ 1 ~ l i ~ ~ 1 ~ ~  ~ 5 o o ~ n ' n s ~ ~ a r n ~ ~ ~ u 5 ~ 7 ~ ~ 7 ~ n q r m 7 ~  

2 
dmiiwnqad i l ~ ~ d ~ e n l s ~ d d  Fi u n i ~ ~ i n ~ ~ u r i ~ ~ ~ u l n ' ~ 1 ~ ~ r i d ~ = : ~ 7 % ~ $ ~ 7 ~ ~ ~ ~ n 7 5  

(Stong client orientation) ~u?iuinimanis&~~~u R ~ Z  adf : : ' ~ I T U $ U I ~ L I L I " ~ ~ I ~  n'oJ 
~ i ? ~ n r n u w a ~ i ] ~ ~ " u r i ~ ~ m w ~  r n d u ~ u ~ ~ ~ ~ m ~ ~ ) ~ ~ ~ i n m ~ ~ ~ ~ u w  aIuIfiuri 
e n f i  

riun ws i;mx (2543, nrIi 27-29) li3u.rwnwiauo u u ~ n ~ ~ l w n i ~ l < u ? n ~ s  
a dxm.au d ~ ~ ~ o n i l  uu= 3 KFlj 2 TI+ ~ ~ i j m u ~ t t ~ ~ ~ ~ l d a l d u  
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1 .I ~ a ~ ~ ~ ~ ~ t l n ~ ~ & ~ n ~ i u ~ u % u f  
fl~ua"mVd(relationships) ~ % ~ ~ ~ ~ " t $ ( h u m a n  relations) MUIL~~~J  

d u i  waiuynwir$ ~dsau'atn'u n m u ~ n o ~ w u s ~ 5  nianwGndoKu smiw y nne5u 
ynna, ynnaKun$uynna ~ ioynn~6u&nu 

i s m  o m z q ~  (2542.~15 150) I ~ K m i n ? i o n u i a v o ~ ~ ~ i u r j u w i r 5 ~ ? ~  

uyuukwlua' ~ a m ~ l ~ d a ~ ~ o ~ ~ ~ ~ u ' u o ~ ~ ~ ~ ~ f i  ~~olilua:w~w~dfnlf~~~ijm5 aueDn~ 
L: 

untgo'tonu . r ~ u n ~ n ~ ~ a i i ~ ~ ~ ~ ~ ' w ~ ~ ~ ~ ~ ~ ~ I ~ " ~ ~ ~ ~ f - j . n s " n ~ ~ i ~ ~ r i n ~ h ~ l ~  d~~eri~lrirm~u 
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1. f117XI i h < ~ $ ~ ~ ~ ~ l E i t l f 1 ? 7  (family relationships) 

2. n ? w ~ u ~ u $ ~ ~ l r u ~ d o u  (peer relationships) 

3. n?7u~u$u$uuu$?n (lover relationships) 

4. f i?luhw'~~l%q5fia (business relationships) 

5. n?iu~u~u&l~ni5~nw7 (education relationships) - d r  
6. a?? u ~ ? U W U D L T J ~ I ~ L L ~  (rnedica l relationships) 

7. n ~ ~ u ~ u ~ u ~ u l u t ~ r & ~ u i a 4  (social relationships) 

8. F I I I I U ~ U ~ $ ~ ? J ? ' ~ U U T ~ ~ U  (intercultural relationships) 
J 

1. nmu b w i c ~ u u u a  (family relationships) R? I~~&&$UUUU 
r t  " A Y 

~ ~ ~ M ~ ? ~ ~ K u % N ~ W ' U ~ U H ^ J O ~ ~ ~ ~ U ~ ' U W ' U F U U ~ M  (primary relation) ?la yudfo'nPcil~~ w 
ri o u d o r l ~ R i i ~ n a ~ u ~ ~ u a " l w ~ ~ ~ 1 u d u  dnrd . + .  
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ri~~u.auunnl? 7 I d  i w s ~ : x n : ~  o~n77uiiurJ"~6'~=:ic1~7uZnEm ~ L ~ = : L ~ Y I O ~ I U ' ~ ~ F ~ L ~ ~ O U ~ :  
~nfiounuhnanuni?i6~1an'u usi aio.~:81rord~~niind~m3a11~3"?ad1J'id 

3. n?lu~~iuwi$uuLfri?n (lover relationships) Lilun3luriuw"~tid~fl77aJ~ ~ ~ F I h l f i m  
U 

~ 6 m i n ? ~ u n u ~ i r ~ ~ 6 u u ~ = : n ' t b ~ ~ n i ~ f l ~ 7 ~ 1 ~ ~ 1 ~ 3 ' u k s d  truv&t (riJ rnn\6mnnm~a~Ku 
U Y ,  

" 2.4' n d  jGisio<u) ~ 2 ~ n b w l u $ a u u ~ i n n " a ~ ~ d ~ ~ 7 n n a ~ o K n w r n :  njuuun$Yu~nEnn-tw 
Y. d uo~q~nsn~cinu~RuKu5n"u630 V 1 ~ s ~ ~ ~ l l u ~ ~ n a ~ u ~ ~ ~ u ~ u ~ 1 u ~ ~ " n M " u  nwt~andlri i  

n a 1 u ~ ~ ~ f i u ~ ~ ~ ~ ~ o 1 ~ ~ ~ ~ ~ ~ ~ 0 ~ ~ ~ 2 : ~ ~ ~ 1 m d s u u e r ~ n ? . 1 u ~ f l ~  ni~un73~~onu lnn i -1  
n ~ ~ u ~ ~ u $ d r r u u ~ u  i%&h~Cnulnu~n~l$1~ufi~?~Emlun731#3~ rrianmun9nnR 

. . 
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i i n ~ ~ u u ~ ~ l u u n m  uo ~~enmunnl~~ilu'rauw U nonlr ivwyniu  
dinlala wulduni w own%us:~a1~.~7d1d 7 

n 

QinQnfin (puppy love) 

~indoudou  e in ni~ln~Bwri HULII~ H : W ~ O ~ ~ U  Q ~ R W C ~ G U  
d C I P ~  a i n u l a ~  ih 7 aauiwadiwnam vandm riiriutda &nu 

$ ? ~ t t ~ ~ $ k  LPD<UL~U~ZLR~:II?~!~~~L~~U J ~ ' U  

dinuuu~wiroualutl"sa~r"nuu~~~~Y"s y i l inht~n~wa 

tin~~uuiqn~au o ~ m a ~ ~ ~ u i i l ~ ~ ~ i u a ~ I u ~ n ~  ~ - 1 u l ; r l ~ ~ l ~ ~ n ~ n ~ u n 1 5 &  

$ ~ n ~ ~ u u ' L i a ~ - i u n i i ~ ~ o u ~ 7 I i ) ~ f  a;nY'-<u1rivu7?nn"u ~?ouhdin$7~1Wo? 
iinFi14iu %~triAw~$iaau 

Y 
i in i2u~wn muinmu M ~ ~ M B J ~ ~ M ~ J  dfioniwnri ~ ~ a t ~ ~ ~ u s u  

~ ~ n i ~ u ~ r n ? ~ u ~ u & & 0 a u ~ i ~ ~ ~ f i ~ = : ~ n ~ 7 ~ ~ ~ 1 n ~ 7 ~ n ' u 0 ~ n ~ d  n w ~ ~ u r n w d  
t 

~nn~i ido~u~oau~:~ inua3nu saun~nwnRi~li ln~~aGad of-mu 
a ic l  i 

4.  ~ ? ? u ~ u % ~ L % J z I T ~ ~ F ~  (business relationships) L ~ ~ U ~ ~ ? I U ~ U ~ U ~ U I ~ D J S ~ ~  

uoanri~An~.r~w wildsrjoaw' ~ i e ~ ~ i i i l ~ u i u ~ ~ i u ~ ~ a ~  r i ~ l $ y n n ~ i n i ~ u ' 6 a ~ u ~ ~ u ~ ~ d  
r -  d' nir ~ a ~ u n ~ ~ ~ ~ l 2 u n ~ s n i ~ ~ i i o ~ i l : ~ n ~ i u l i u ~ u n ~ n n u u n ~ ~ n ~ a ~ t l ~ n w 5 ~ = :  n3uLnqrra 

" d  a #d s 
u a ~ ~ u i n n s o n ~ ~ d ~ ~ ~ ~ & a d ~ ~ u ~ u ' i ) ~ n " u  ~ha?lu~~umrduuu11u~uM"soL~un7jn71 

6 ~ F l 3 1 i J ~ ~ r r ' ~ ~ l ~ ~ n " ~ t  04 0 l c  

- < A n  cY 5. R ~ ? u $ u ~ u ~ ~ J ~ ~ s ~ ~ w I  (education relationships) L ~ ~ U I ~ ~ ~ U ~ U W U F ~ L ~ ~ H U  

luao~ufln~q niosi?o~n~uan1~n~r6nwi ~IIR~LI~IILLUU I ~ ~ l [ i ~ u I ~ ~ ~ ~ ~ n ~ ~ u R " u w " u a "  
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riionfiufdnmao vZofdnma~iun2 Y R Y )  
s-d P 2 

6 .  f137u &uiu~~'lBsn11uwn 6 (medical relationships) L~~n?l%J&Jfi~nn~n6191~ 

niu~wqaanit q=unqw ru aoiuiaiBwnl~n~suwnS ~dw I s ~ w a w i s  ne7iraulGu nliin 

A d ,  n u n a h u ~ d a u f i a ~ a n  n?iu~uv3'~&~tn~rnwn6~~61iyd~~uu du 

R ? I x I ~ u W " U & ~ H ~ ~ ~  HUO n"y MUD 

maiuRuW'U&z~ii~ HUB nvll WOWIR 

F l 7 7 ~ & J W " ~ h ~ ~ r i 7 4  MUD R U ~ $  

n~iutiuw'uC~.irtli?r ~ u o  17u q-tlnu'lu' 

nmu~uw"uh:ni7~ WL~IUIR nvll mulG 
nmuliuGuh:n i-14 w muia flu yllnulu' 

m?7utiuvl"u&o&\d M U E I O : ~ ~ ~ ~ ~ ~ F I L H ~ B W L I ? L ~ I ~  wt1iuiaa=id7u~~~~iiO 

nuluirs:yll (c ln i ids~w ow7rnon.a~ ~ n u l u i ~ a : ~ ~ ~ l ~ n w . r : ~ ~ ~ ~  nuow3nw oiumnw 

loG~?n i~ iunu I~ua :y74n" l~  u~~no-mmm&~~W ~uIu"~a~~1~iu~u01rl"s~w ~17~11ai i i  
ad e A' 

7. ~ 7 l u  & J ~ f l ~ t % ~ ~ f l t ] d ~  (social relationships) L~UR?I%J~~W"UET~L~~RVU 

I R L ~ ~ T ~ ~ ~ s ~ R J ~ L ~ o ~ ~ ~ ~ J C ~ U  ~ i u ~ i ~ a ~ ? q ~ r i ~ ~ i c G d ~ I ~ ~ ~ ~ t i ~ n u  sla~iluldri?a 
u7.ru-m ~ ? ~ 6 ~ 0 n 3 1 u G n ~ ~ d ~ n ~ ~ a ~ i ~ ~ ~ j ~ l i l i i l d i  7l L$M ~ ~ I U R U K U ~ ~ ~ U L ~ D U Y ~ U ~ & Y L ~ ~ ~ ~  

f l ~ l ~ ~ i 0 3  A~IuKuK~~~"uwu~$~IRLI~~~~ u M ? o ~ ~ ~ ~ u ~ u w " u G ~ C ~ ~ ~ Y " U I M ~ ~ T W U ~ : : ~ " U  & 
d t A"" ~ d o ~ u i n ~ a n q n ~ ~ ~ a c i w q  un~n~onnituiriau ~ialli inui~njnniulriow udn ' i in inp iy  

Knniuniuuisainni~~~nu ( 8 ~ u ~ ~ n u s i ~ n i ~ ~ a i  O L ~ E I  J IUK~WW~U~Q=:R~~ vPTn7o 
t 

i ~ a r r n ' t u ~ ~ ~ ~ ~ u ~ u n ~ r ~ ~  onn4ki3 Yar 

8. n?lu &tk$Fil  J k u a s ~ u  (intercuttural relationships) 

n a i u r i u w i r ~ ~ i ~ i a r u m ~ u ~ ~ u i * s a ~ a = : ~ ~ ~ ~ ~ d ~ u  ua:iinmultl&ydan~3Ri~um 

~nur=ynsnnlw uar?%n?rdomryo~~nna 3 3 u ~ d i i ~ n ? ~ u 8 n n ? l u ~ ~ o v o ~ ~ ( i ~ t ~ n ( l ~  
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~ ? ~ u ~ i ~ n n ' a ~ r i a ~ u ~ u s i o i ~ ~ Z n  u s i ~ u ~ u  A~nsru?uniaIuni J S ' L I ~ U " O ; R U R : ~ ~ ~ ~ F I ~ I ~  
ud d A E r - a  

~ ~ o $ i u ~ u ~ s ~ u a r ~ a  w nri7Id$msunn~ sonlunqma m.r.r:niwK~ nmu~ihilhuuoruun 

uo~nir i$~Io A o nw~u*ll,i)mu~o~ nqs~$ql~@u L R ~ @ ~ L ~ ~ ~ Q L ~ ~ ~ ~ " L I W " ~ L T I  
ua an; fi oIw~~m (2542, WG 61 na17i1 d o : ~ + i I @  uh nuu EG~J~C~I~ 

VCI d Ud 4 P  c 8 naua~l~~inuriau rn~sn l i l l an~a ; l n~uun~a  4<nnwo~wrua~ ~rn:rn$Tni~w~atuu 
L U J d r l  ~9uynne~iub i n m d  ~ r n u r n m  ~ u , ~ & I u  i ~ i i  u ~ n n r n  ~ m ~ G a ~ m m ~ f i i m t ~ ~ i l U  

a d l ~ h  $?wqun?w! o r l r  ij~?iubAa:h ~ r i l ~ ~ n n u ~ n ~ s t f i ~ ~ ~ d x w q ~ n u 2 n ' a d i ~ ~ n n ' o ~  lI 

LMUTR3.J LI~lM7lU3?4 ~~?n'~l6d* ~ ~ " u $ u u R ~ ~  
m i u  t h l p n w i a o  ~ u l u i i ~  n ~ . r ~ ~ n j n n u ~ o ~ n d ~ ~ r i o ~ ~ H ' i i m u ~ o ~ ~ o ~ ~ ~ f  ir 

nmui  n ~ i u r n u i r o n ~ ~ n i u l n  i j n a i u l l i ~ u ~ e n ~ ~ u l i m ~ ~ ~ ~ n n ~ ~ $ i ~ u I a  muisoaouSu 

muio~'lsia r i l ~ d ~ i l u ~ t ~  in?~u~nlswCuCoIunu~a~ riiuqmci~Iunwio J inmuiuanaou 
" i, a -  ~ u i l ~ r s ~ u a i l d l c  7 uotnut ac ~ u i ~ a l n 8 u e r n u ~ n n ~ t  7 vat nulo4 UQ:IIJJYRIII~W 

u da Y <A Y * u o u i u n ~ n ~ f i d n ? ~ u 5 " ~ ~ ~ 1 ~ a u ~ ~ = : d i u ~ i l ~ ~ ~ n ~ 0 ~  ~ ? u f i ~ f i l o i l  ~onfiunmunow 

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เทพ

สต
รี



2.2 R u n ~ w n ~ ~ R j i ~ ~ 1 ~ 1 n i u ' ~ 9 ~ 1  
* "  

hu"nd7umu:n3run1~ud~.aiG (2548, MCI 58-59] ~ E ~ I ~ ~ R ~ H W ' U O J  

~ 3 7 t ; ~ ~ l 1 ~ 1 1 8 1 ~ ~ ~ l i d 0 ~ n l ~ u  

I. n~~~iluH'r"nrrrr:i51~~nu~a~~iluad~a~ nu1ntl1uau?cln~1~~~?lu~~ 
UU U 

u ud w d a  Y 
ijn o ~ s u d ~ a  ~ n u r o ~  (knowing one's emotions) m a ~ ~ a ~ ~ ~ n ~ n ~ i u ~ a n n ~ n ~ ~ ~ l u ~ i ~ :  u 

A d 
u n c n n ~ i ~ w u ~ a c ~ m a ~ j ~ ~ I s  u a c m u - ~ s o i u ~ ~ ~ ~ ~ u ~ d ~ ~  q uoamun ~ l l ~ s u u l l ~ ~ l ~ ~ ~ i  

t 
REI/?JL? ~116% 33un.1 m u l ~ n % n i ~ n ' ~  ~ n 7 3 : m ~ u d ~ h ~  7 b k d l  J L I I U ~ T R U  (managing 

L: 
emotions) r-du nmrruo-Isu &I a ~ n u r n ~  a ? u n ~ n ~ s u C ~ n m u i ~ n n j ? e  lua7~1Iq o o d d  

In' r n ~ i ~ o d ~ : ~ i i ~ u ~ c ~ ~ I ~ ' I ~ n u ~ a ~ I ~  (motivating oneself) 
*A UY 

2. n 1 ~ ~ i l u ~ ~ ~ n n u a t ~ ~ ~ 1 0 ~ ~ 1 u ~ n ' ~ a ~ ~ u l ~ ~ ~ u a u ~ ~ ~  t n p n i r a r  

~ l i l ~ a m w ~ n t ~ n ~ r i s u d ~ ~ ~ ~ ~ ' u ~ ~ = : ~ s l * ~ ' l ~ $ ~ ~ ~ ~ d ~ n ' u  ~ 3 l u m u ~ s n l u n l r n r r ~ u ' n ~ d ~  
nmu%nus~~"dI6: ll U i i n m u ~ ~ n  U L A ~ ~ ~ L ~ ~ U I P Q ~ U U I ~ ~ J ~ U  mn~sndiun~su& o~ 
~ w ~ a ~ ~ ~ ~ i ~ n n n ~ ~ ~ n ' y ~ 0 ~ u n ~ ~ & ~ i ~ ~ ~ 1 ~ ~ ~ ~ a ~ n ~ m 0 ~ ~ ~ 1 ~ ~ d a  r i l un is~ i i~~uw"~anw 

d~ niltnmui?uijo n i ~ r w ~ ~ i ~ n n i c ~ i o I ~ u ~ s ~ r i r ~ n u ~ u  ~ R B ( I O U R ~ U I T I I U ~ M - - , ~  
A ,  Y nmu$mrrCwi7~ 3 nrnmuu'L$mu7rno~a~'t~di~tl~ 

3. n i s ~ i l u ~ d ~ * ~ n u a c ~ ~ ' ~ I ~ ~ ~ n i u n ~ ~ &  u U nmw uma'suniuuunri15 7 Isi 
UJ u u  

r B u a d 7 ~ W  ~ n ~ ~ n u a e ~ d i l u n u ~ a ~ u ~ ~ ~ ~ ~ l ~ ~ ~ 1 : ~ ~ 1 1 ~ ' i n ~ 3 " ~ 1 ~ ~ m 0 ~ ~ u a ~ ~ ~  
A m-tw aanR'ounnlsuu11da~\d'I4 r n u ~ . i n d o n ~ l ~ u n ~ f i ~ ~ ~ u ~ ~ n ~ u ~ : ~ ~ n i s i ~ ~  .I ~ L E R ~ M  

\&fiundidW I d ~ ~ u ~ i ~ o ? - r u  U d u d ~ d ~ 3 u ~ ~ u ~ n - 1 u n ~ f  6 I r i r~nn?~u~m$o~lo 'Lun7~:~ 
I ~ ~ ~ U U I ~ R J  
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t: rl n s ~ h u K u n q m ' ~ n d ~ ~ ~  (avoiding) ~ ~ T ~ ~ U ~ O W U R O  F I ~ ~ U W  LII LI~UYIO:~IJ~U~?UI%J 
E Y J  A E u  ~ d u  m ~ u ~ w o ~ ~ n i a l i ~ ~ $ R n ~ d q o w d o n d ~ a r ~ u n  n ~ t l ~ ~ u i t l i i ~ n i s ~ n w ~ ~ o ~ : " R n ~ ~ ~ d  

Y t 
14 ouunuari~ncl~~i luo=: l f  ~ i lun~~umIowu;~uuo~n~~a~  i l 7 ~  u~r~Aa9:Ininnw d an 
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u u t  o+n m~ul dlodoelgfii o=:IsIH F I U U Y ' I ~ L ~ U ~ ~  U n u  nmui?uij o ~ . r r ~ i q ~ y n ~  REGI 
a~nud~n7>uanudi/tlu (reciprocity norms) 6~ilwa~ninh~~ ~?odaniin~.ruanrd&u 

H ~dl=ItlTi$ DY'lbi w ~ d 3 ~ ~ t l ' l l 6 ~ ? ~ ~ 6 3 n ~ ~ k 0 ~ ~ ? U j ~ 1 0 f l 3 7 ~ h ~ !  0 ~ 6 ~ ~ 7 n  

A ~ d n a n r i ~  w a $ ~ ~ ~ ~ ~ u i ~ u i i a u r i n d u i w u ~ ~ d ~ i ~ f i ~ ~ ~ ~ u r ~ ~ ~  IAIUIVDICI~ LI 

h a - 1 1  W~OEISRIKLRUO<U r ~ n o r n n ~ r ~ ~ n l w ~ t ~ $ C a ~ ~ u i a u i i a n ~ ~ a - l ~ ~ i l u n ~ s  a 

rranrdiouui~ ~ ~ 1 ~ n ~ ~ u i ~ u ~ n ~ ~ o n ~ m i ~ u 6 ~ 1 ~ ~ 1  Y oRm600:$aia9ui~ wad-r:~oadn'u 

rro:~rjna'7fianT'o~wad5:~u%M' 

T L I  ~ ~ ~ ~ ~ w ~ I I R ~ I J R ~ I x I ~ ~ ~ ~ I o  ~ d ~ ~ a n r i l u  M~I~~~~~u~~u~~LLuuL~xI 'Lo Ku 
rd u Y. 3 n-nuimiiauvutnrsb ~~arilun?sunn~d"duuwad4r~tl%u'11Jnu~~~n'u nduqrh~IvE+ 

.d A d ,  ~ ~ ~ o ~ ~ f i n n ~ i u i ~ u ~ 0 ~ ~ ~ = : ~ ~ ' 1 t l " i ~ ~ i u ~ ~ f t n ~ ~ a n " u  
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u ~ a ~ n m ~ n ? l n g  9 2 mm? Wa 
W I *  

1. R ? I U ~ W U & ~ ~ U R I ~ U ~ Q ~ ~ U  (conflict of idea) L ~ ~ w ~ ~ ~ u & L L L I J ~ L ~ R ~ ~ ~  

n m u u n n i ~ ~ n ' w n i u n w  da;simm.i nmatBa nmu An~riuthuni fi~unfi 1aufi~ 
a~3uniuo~ynn~nio 

2. n ~ ~ n ~ a ~ ~ C ~ l u w a d ~ r I : ~ ~ ~ M "  (conflict of interest) L ~ I  w n m u ~ m u i h d ~ ~ n ~ m  
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rl 
4. qllmsnn7s~nsio&m qdmmciw 7 wo~n7s~nia~orn.i Ghonw 

nli~~h6qhn?un+a~uu'wuu'~ ~ d o ~ n n ~ ~ i ~ ~ + ~ I i l l o f i ~ I ~ i 7 7 ~ 7 ' r  ~ i a ~ : a d m m ~ a ~ ~ ~ n  
u Y.d uus~uo~iaadiiiuunn~$u~ P : S ) D Y A U B J ~ ~ U ~ ~ I U ~ ~ ~ U ~ ~ ~ ~ F ~ L ~ R : ~ ~ ~ ~ U ~ ~ T E  

5. n7.id~w~n~jniwsin~i3un'u ~ : o l s ~ n 7 u d u ~ u ~ i o d 1 ~ 1 s i 7 ~  7 Cod 

r r i ~ ~ u ~ d o ~ d 6 ~ 7 ~ a n r ' r r n ~ n . 1 ~ u 7 ~ ~ ! n ~ u  R ~ ? U C M U G ~ L ~ U $ J ~ L ~ ~ O ~ P : M B ~ ~ ~ W Y U L ~ ~  

nr'wu7n~iiF7tY~ 
* U t 

6. n ~ 1 u ~ ~ m n s i ~ ~ ~ w ~ n w w ' n ~ f ~ ~ 1 1 a ~ ~ ~ ~ ~ a : ~ ~ i l u n ~ 1 ' I ~ f 1 ~ 7 ' a ~ 0 ~ i 1 ~ a ~ 1 d a  
I d ~ ~ U ~ W U $ ; ~ ~ ~ ~ U % L L ~ J ' I M D J ~ ~ ~ ~ U ~ ~ W M  l u o ~ n ; l i ~ u ~ i ~ ~ ~  wtniui7~ 9 ;nd.r: tiiuuaua: 

IaEun~i~nmuRnmuaeu I ~ ~ l % ~ n r u $ d s i ~ r ~ ~  iriu vn~ in~c l iuwi~81 ioo61 f i~n~3"~  
Y Y nnulnvuaau hniull.rth^aniw ua:ds:Bn5n1wuat$uw U~IUWDJF~%IZXJ~LI: ~ 7 2  

~ ~ c i ' o n & u ~ ~ ~ n i u d ~ u u ~ ~ l 1 n ' i u s l ~ - ~ a n ~ ~ u ~ n ~ ~ ~ 1 % 0 ~ ~ ~ ~ t b ~ 1 t a ~ o t n ~ ~ n o u n u a ~ r i a  
Y 

n i ~ d  U U L ~ ~ ~ J ~ ~ ~ ~ R ~ ~ ~ T ~ L I : : ~ U U R = : ~ ~ D ~ ~ ~ E ~ ~ ~ ~ J R ~ ~ X I  U r~tl~?u1~~tlil3:"~nin7wn7~~'im 
Y -3 

~U~:U::UI~ ~ u ~ ~ l ~ n 7 ~ ~ l l d l ~  d N l l ~ n a l ~ ~ ~ u ~ ~ r l q ~ m ~ ~ u 7 ~ ~ t l ~ ~ u ~ ~ t ~ u ? ~  JIW 
C A C l r  w s ~ o ~ u ~ ~ r l Y ~ r ? ~ n ~ ~ d D ~ m ~ ~ ~ ~ ~ ~ ~ ~ ~  

7. ~ ~ ~ ~ ~ u ~ u I ~ ~ L L A ~ ~ T c I ~ ~ ~ w ~ ~ c B I H ~ ~ u ~ ~  C i 1 3 f i i h h ~ F i ~ ? ~ l ~  

1 i ~ : K n a w e r r u ~ ~ f i ~  O ~ ~ ~ J K U E ~ W I : H ~ ~ J ~ R C I  nmu triu nmuril~ii2 nmu~w8~nm 
t 

vary nna ua tn~~uo~nawsion~~u?~u~n io  ~ ~ ~ u n d ~ ~ v i r a u i i i n ~ a ~ ~ i i a ~ n n ~  $lo:: 
w * t  8. r l A  u s i o ~ u u a ~ ~ i l ~ n ~ n ~ ~ u Y ' ~ u 1 1 t n u ~ n ~ n ~ w 1 n ' ~ t j ~ ~ l ~  d ~ d ~ 5 a u ~ j ~  [ L L R ~ ~ M W ~ L R Y L M ~ ~  

o ~ a f i ~ ~ ~ r u ~ ~ m h ~ 6 o t i ~ ~ u ' o ~ ~ ~ ~ i 7  ikW~nmuu'nui7~tfi~$utr,jahl 

4.2 h ~ r u r n 7 s u o ' n ~ ? 7 ~ ~ ~  L L ~  

?'u%tl i m i  (2548, trl& 771-177) ni73ii~Knwwn7m9'mma7uu'a~tu'~ij 
H A ~ L ~ ~ ~ W W  d&daldE 

1) n l ~ u j h  (force) 1datllll~~illll~6~ijd7uiil~"rad7~615~~'7 O W L ~ ~ U  

d ~ u i ~ n ~ u d ~ ~ ~ t l r i ~ ~ ~ ~ # ~ ) l j ~ i ~ ~ ~ ~ ~ u ~ ~ j ~ ~ ~ ~ n d ~ o n ' o ~ o a u n ~ u ~ n u n r : d w l r ~ w  
Y U  " ~ ~ I ~ ~ ~ u & . ~ : ~ ~ ~ J H ' ~ ~ ~ u ~ J ' ~ ? I ~ u R ~ $ c I u ~ ~ u ~ ~ ~  w d ~ f ~ ~ ~ u f i ~ a ? o e i d l u 7 &  

mm"~iiuCyn7 $~~J'J~LIC~'II~'LH'~~~I~~ m u  

2) nlrnownj (withdrawa~ usm1~~3nid or (mHing)  ~ i l  wnwnlnd o~ 
~ ~ o n a w ~ o o n s ~ n ~ n n ~ ~ " 3 a ~ ~ 1 ~ u n i ~ d ~ d n ~ ~ u ~ 6 1 u k n ~  ~ i lwn~r~nn7.r~u4~nu'76~ 

u n n s ~ 5 n ~ a ~ u n l . r 6 ~ l ~ ~ ~ d s 7 ~ n ~ ~  uclcila-lnirnisqn~ooAdmouar~a%yalil~u 

O ~ " ~ L L ~ P : ~ L M ? Y  03 i l ;~ l  

3) m ~ ~ u I ~ n ' f t  w (-1 ~i lurmn~u~n m W  Bmii mrmIlr m wmu 
u s : n a ~ u ~ ~ 1 ~ ~ ? o u i o a ~ u ~ ~ f ; n 7 ~ i ~ u d o ~ h ~ ~  +'rvr7~o:&u qunmu~~ufisuio a u w  
n7w~ninuniC(~ w u ~ u i ~ f i i l G ~ n n u u ~ n ~ ~ o n n " ~ n ~ r r l i ~ ~ u o t i ~ ~ i j n ~ ~ u ~  
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4) ~ ~ s u ~ J ' U I U  (competition) n?a?ll~~a1mLe IR fl~Jnl7~ JT! l a l l l ~ 1 1 1 ~  
Y 

nrmnulo4 ~ L ~ J ~ u ~ ~ ~ ~ . ~ ~ ~ ~ u ~ u ' I ~ ~ ~ ~ L I ~ I ~ ~ ~ ~ ~ ~ o ~ ~ I T P I O ~  ; u ' n r f l ~ n i ~ ~ < i i ~ 7 a ~ ~ i ~  

~ i l w n ~ ~ n ~ s r i s o n ~ s i j d ~ ~ ~ ~ ~ ~ ~ i ~ i l , ~ n i ~ l ~ ~ ~ ~ " ~ n " ~ ~ ~ " s ~ ' L u ' ~ ~ w ' ~ a ~ u  

5 )  nwtls:Gllrtuau (compromising) ~ I T ~ T : ~ ~ J ~ : u B U Q : ~ ~ I ~ ~ R T ~ ~ ~ ~  

o d w n ~ u d n w i o ~ n ' o ~ n ~ ~  ~ ~ u ~ : C / o t l i l u ~ 1 m ' ~ G ~ c l l 7 t l d ~ ~  9 d d ~ u ~ o t r i ~ ~ f i s u ~ u  fi 
~ ~ ~ a ~ n ~ ~ u ~ ~ u r ~ a ~  u o ~ ~ ~ u ~ l ~ ~ ~ ~ j j o ~ n n ~ ~ t ~ p i ~ ~ ~ ~ " s ~ n ~ a f ? ~ ~ a l f l ~ ~ ~ u ~  

6) fl?i~k!uija (collabolating) ni~jauijail:~n~M*~fi61wau~u~~z-%u: 
i t  ~ n o n ~ ~ a ~ i l ~ u i 4 w i ~ & 1 6 q ~ ~ a : l i ~ ~ a ~ ~ n d ~ = : i i , 1 1 ~ : ~ a ~ ~ 6  n'otn~~wnurrrnu~ un a d  

& 
c i ~ ~ 6 w o ~ r t d ~ r i h  o ~aam~dorr i  a1ri~finni3fiotbf u ~ : n m ~  tAuw'n~rio~17u s2un~rciir 

P W  d 
n ? ~ ~ n h ~ u n i s d g u n m  i ~ s : a n n ~ i o ~ ~ n n o e ~ w a ~ f i ~ ~ d o ~ ~ ~ u ~ u ~ u d ~ ~ ~ r n ~ ~ ~ ~ ~ ~ u  

iaun'u 
7) n - m G a t r ~ 7 ~  fl'l'ZtlCaJal%J (accommodation) ! O ~ I ~ ~ ~ ~ U F I - I U ~ ~ L I F I T J  

i7qu ~ 5 a  ~ B ~ L ~ ~ M U ~ ~ ~ H ~ ~ N ~ ~ T Z I U ' I I U ' S ~ ~ J ~ ~ L ~ ~  J J ~ ' ~ U L M ~ ~ I I  e v n ~  mu d ~ r ~ q l ~  
n ~ ~ u ~ u w ' u a ? u n ~ . r f i ~ ~ ~ u ~ ~ n ~ G a  i d  aid n ~ ~ n & t l n ~ u n ~ ~ o : ~ % ~ ~ ~ n m u i ~ w u ~ o ~ ~ i l u h ~  

fin ~ u ~ i l u n ~ ~ u s n r n ? ~ u ~ ~ ~ ~ ~ ~ ~ ~ ~ r i 7 ~ $ ~ i i r n n 7 ~ & " 4 ~ ~ ~  ~onrf idd~:rnh$~~7dki i  WY'U 
t: 

m@ri~niunu$uu~nni7mtb~o~ n~~niji lurnutilun~3T"nw~n3~~1hu!~I?'  uonomuu 
n ~ s n ~ u r n u ~ : ~ i l u m . r & ~ ~ ~ i ~ ~ B ~ 8 0  us tK j i~~~~uh6~uf in7~~ ' ion~n~mu~03k?t r ( r ' ~1  

3 q ~ l d a  7 1d n iao~e lh~snr jnun~u~den~~u~ i ru~wnd~~wr8oan"uu~ :~a i i~an~wi i  
n a i u ~ ~ ~ ~ n i o n ' o ~ n i ~ ~ ~ ' $ n ' r ~ ' ~ n ' u . ~ ' ~ ' ~ ~ ~ ~ i i n n ~ ~ ~ ~ s u f ~ a r w i u u ~ ~ ~ n ~ ~ ~ i ~ i j ~ w  a i d  

i ~ i n h  

8) r n ~ ~ f i n u n ~ w l n d i n ~ o  oyrpln?a7n?~ (arbitration, mediation)  flu 
~ ? ~ ~ ~ u ~ R ~ J L ~ ~ ~ - I ~ ~ I I I Y I B  o I n  r r n ~ ~ l ~ a u r u ~ ~ n n ~ i n i ~  l u  I (arbitration) ~u~irun~~I~;nnad  

" A ,  Y m u t ~ i u ~ 6 ~ ~ r n i ~ u ' n u u ~ n ~ n n v w  ~noynnadmuor i id~w~~~wn~m~cf i im~~"s~6mh 

d ~ ~ ~ n ~ ~ ~ ~ ~ u n " J n a ~ d i u ~ 1 ~ 6 a ~ ~ a ~ r ' ~ 1 1 ~ : ~ ~ ~ ~ i  ri?un~d$$nd t n h  (mediation) 

Ao n~rdllnnsdmucuiulaq u l r i ~ ? ~  ~ a ~ ~ a ~ a l u m u ~ ~ n n 1 ~ a n n e ~ 1 u n ~ ~ u n ' ~ ~ ~ ~ ~ ~ n ~ $ n i  
v J -  & ~nd a i l r~d i i~ iu i~~un i3~m5~1m uda:fimu~n~w o ~ v f o ~ u ~ u ~ ~ ~ i u u : ~ ~ u ~ = i ~ u 8 u u = : n ~  

~ a ~ i l 7 ~ 1 1 d  a l ~ h  aat d ~ u ~ a ~ ~ 1 n i t r d o 1 ~ * n i 3 ~ ~ ~ ~ u ' 0 ~ n ~ ~ 1 ~ n ~ ~ ~ n ' i l ~ ~ ~ h ~ n ' u  
Y Y U  

9) ~ I T ~ % L ~ ~ M U ~ L I S L S ~ U ~  7 4 n j ~  (superordinate goals) ~ U ? I ~ T I S ~ L M W  

d c i i l i ~ u i  uu a d  odn'nmi=u~uti  o l @ n n u ~ n ~ i l i n u ~  LIL~UMK~IWR~S~~JTULLR:BU 
u r l *  X ~ 1 ~ 1 u C ~ i i ~ ~ n ~ n m u u  

10) n?3~n'ilylrlli?unYuu (problem solving) ICIO L ~ u R ? ~ u ~ ~ J ~ ~ u A =  
rt ~ijfi~fiwioniriit r , l u u ~ ~ t l o ~ ~ i ~ ~ i i ~  7 i ~ n ~ s $ ~ r i u ~ i ~ u ~ u i i ~ ~ ~ u ~ ' n u ~ ' ~ ~ i l u ~ ~ ~ ~ ~ a ~  
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z z 
nmuriuwich:~imynna ~wm:~$oi3liiilnr~r;nn ~~um~%ijmn~~aJm nimlnwaon 
< ? u r n  ~l~lA64€hn'~Ll~~d7 W R ! U I $ ~ ~ ~ L L ~ ' ~ ~ M ~  

1 1) nmiun iw  uinf (expanding resources) ~ 1 n a c F j n l ~ i n u l ~ n l I  UXJ 

~ j a ~ ~ u n i w n ~ n ~ u s r r n x ~ ~ r n o ' m m ~ n ~ ' ~  o i n d ~ ~ r i c l w i w  d~io?u'ajlsiu~n$wfi~1:r~71~ 
Y 

n ~ ~ u ~ u f i ~ e n ~ ~ ~ w n e ~ ~ i 0 : 1 1 7 o o t I r i i u n ~ ~ u w  olouinuu ~ ~ c i n ~ s ~ d u n i w o ~ n ~ ~ m r r t i ~  
16uin~w.us?:n?w trinru a ~oj6n?sijb~n"sl 

X 
13) m m m ~ 1 1 ~ ~ a n ' u m . i ? j y i ~ ~ m  (dm interdependence behhpeen 

a Y Y  
units) n i d ~ w i n i r w e u u o ~ n " u ~ i i ~ ~ ~ ~ ~ ~ ~ u ~ ) : l i ~ ~ . n ' ~ ~ w n ~ ~ u ~ ~  LL u ~ v u l k  

14) n~ndnnmu h h d  (increasing interaction) nnniw.r:uu 
~ ? ~ U ~ ~ ~ ~ ? U ~ ~ ~ ~ ~ ~ P ~ R R ~ ~ ? ~ U ~ ~ U ~ ~ ~ ~ ~ ~ ~ ~ J ~ ~ I ~ U ~ R U ~ J ~ U T ~ S ~ ~ ~ ~ ~ R L L R : :  

15) mmunriw J ~ A  U C ~ ~ ' M I $ ~ K ~ L I ~ " M  (merging conflicting units) 

n7~ja~~ijl?tl~~th#~jm~id~~ijoun'uru'7n'3rrfiu~3ts~d~u~~~I~i q G a ~ i 7 3 ~ f i d n 7 3 ~ t q  

d i 7 l l ~ ~ ~ l l E l ~ F l ~ ~ ~ ~  fJ'2u'~J nl7hdvirn'~l~?i?ida t i  c ~ ~ ~ J ~ u R ~ ~ ~ ? L I ~ ~ u L L ~ ~ ~ ~ u M ~ J M ? ~  
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ymBa ua:: Ln a (Bunel  & Gale, 1987, p. l 1 ) n i l ? i l  ~ ~ l ~ n l I U h 1  
2 

~ ~ J ~ ~ U U W W J ~ U ~ ~ I U L ~ U F T T ~ L I R ~ ~ ' C U U ~ ~ ~ ~ ~ I ~ U ' ~  (Corporate Culture) ~7 U I W O J ~ ~ I I  

A -  u a  a 2  uaruin-n (tangibility) I I U I ~ ~ ~ A ~ O W ~ J ~ I I ~ ~ W  C ( ~ ~ ~ ~ I M L I I U O J I ~ J ~ ~ U ~ ~ ~ ~ ~ U ~ ~ ~ ~  
s i l o ?  ZuIn'uri ~nluCi ;nalnJ qdnsd c ~ l n ~ i a  ~anai .rdIa?uniaint i i~ l io~i~ua=:  

GqKnaru' .r?uv?dmnlw ~ ~ ~ i i ~ i l i ; j i i ~ d ~ ~ u u u i i ~ ~ ~ n i i ~ ~ ' ~ f i n ~ s n ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~  V 

n ? l u & ~ m n  $.n*'u?rns uirn&on~irrruaa U unui ~~u~l]~r~~u~rrl~ld~?uilluin~fr"uffi~ 

nmlfiu5nl.rikt 16%m lo u6u 
5.2 &~nr=n71v$nn37u\Xi~~um~u 

idru ?~rngsiuun' (2548, MGI 12) n d i ~ i i  n ~ i u ~ i l u a ~ 3 u  t lu~oi i~nls lr i  
& Ian1 iturinwqnuu nu& ojamn nud L ' ~ ~ L ~ ~ ~ I J I U ~ ~ J R U I ~ ~ ' I P I ~ I M  d i u u m u i ~ n v ~ " ~ ~ u ~ ~ - ~ u  
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1. J ~ H ; ~ c ~ ~ H ~ ~ E ~ Y I H  

nwn7sdnn.rnc n3:ns?oun~1hs (2536, unKqdo) Igfin u ~ i c u  1: ad  

mswiuw~II~riin3n7wn,slH1Ujn1sds:a~aurrRlyi~~no ~ n u i j i n ? d ~ r n ~ & d a  
u i ,  bnaiihyi q d a ~ ~ n l u n ~ ~ l $ u ? n m l ~  ~TI'IIU'IMI :&u hino G n w m  i y ~ ? o i l o s  onniM 

E d  
i f i ~ ~ ~ ~ 7 d i ~  =j ~ u n w ~ ~ n 7 n I x a v i ~  17und L W  a l $ ~  a n i r ~ n ~ ~ i D ~ i T n i a w o u u r t u  
n~rd~ulrll~c~:uu~~~~"rn~~tl~::'~~i~u'Itb~:~~d~~na r i i r n s i i i u ~ ~ a m n d i ~ ~ m a  
40 d & ~ m  mrjlmrlfi~mnk.omwu d u  n n ~ ~ ~ ~ g t r n ~ i u ~ i u n ~ ~ ~ ~ ~ ~ ~ u ~ t ~ t i i r t l w  A -  

u'ouj$ua dic~nis6k n i ~ I ~ u ~ n i ~ d s ~ m r u u a ~ u ' ~ m ~ n ~ ~ ~ ~ ~ ~ d n ~ ~ a ~  i ~ n g ~ d ~ n  iwld 
~ n u ~ ~ ~ u n m a o ~ u n ~ r  ru' ~ ~ n r m r  o%u~unpnu~u~~~rs: iCu~u'a1J'~Gu lGuridsca~au< 

u i ~ u u " r i s ~ i i w c l ~ 1 ~ 1 ~ 9 ~ ~ 7 ' 2 0 ~ ~ ~ : ~ ~ ~ u ~ 1 n ' ~ 6 ~ a n i ~ ~ ~ n n ~ r  n7~11Tu3n?~dr:mauii 
d S u ~ a ~ ~ u u 7 n  ~ ~ ~ Z ~ ~ ~ ~ ~ U ~ ~ ~ T ~ U ' ~ U ~ Y L ~ ~ ~ ~ U < ~ ~ ~ I I V O ~ ~ ~ : ' Z I ~ T U  QPI~z~ 

u J u  -L *p  u ' o i ~ u o u u t ~ ~ n ~ u n ~ ~ d n m ~ ~ ~ ~ ~ ~ ~ ~ ~ o " ~ ~ ~ i i ~ ~ ~ ~ o " ~ ~ u ~ n ~ d ~ ~ ~ ~ u  Yiman17di u 
d l J  dnns 03 rJ"sfi~ij~1m~Q~iTJ~$iop o a n l f l ~ u 7 n ~ ~ u r i d ~ = : ~ ~ ' t l u u o n  hu"ns7u'luwund7~lm 

n ~ m i n ~ s d . r : a ~ a w u a ~ u ' ~ ~ ~ ~ n i ~ F i ~ ~ ~ ~ ~ ~ ~ n ~ w ~ i ] ~ n ' ~ ~ a ~ n ' u d s t ~ ~ a u  B L ~ I J I s ~ ~ ~ ~ R ? . ~  
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LLRU&{R~ (Kandampu lly.1998, abstract) A ~ M I ~ O J ? N ~ ~  W I U ~ I ~ ~ U % I ~ ~ ~ L R Z  
n m u ~ o l i n ~ u n ~ s ~ $ u i n l s  : n ~ ~ u l i u ~ u ~ u s n ~ n i r a 0 1 n n i r ~ ~ * ~ " s n i ~ ~ n 6 ~ ~ ~ ~ d  wuil 

A * u  ~ r u n i w u a ~ m ~ n ' u i n ~ ~ i i ] ~ n ~ l n n ~ ~ ~ ~ 1 ~ d h ~ ~ Z ~ n 1 ~ n ~ ~ ~ n ~ t l ~ i i l ~ ~ 1 3 ~ a  liri 

n ~ r d ~ r i n u ~ ~ o i u n ~ . r O b ' ~ ~ u f i ~ ~ I u w  %l R I ~ ~ K H O  a:~o~iin?lu4a & d u n i ~ Z ~ h ? n i ~  
u i ~ n i n a r ~ w r i f m u ~ ~ ~ u ~  n ~ i ~ m ~ a m Z 1 ~ ~ w w ~ A  a i l l r i ~  nril~fi nnnu~s:~l"uZo use 

II 

nCuuiIQui; n7rZn 
a *.- n 

a??$ (Laetz. 2000, abstract) ~ ~ ~ ~ I ~ I T ? O L I L ~ D J  Total quailly management 

implementation: f he effect of forces for change on organization development change 
A a 

tactics LW o~ n~~rnd inruawrnr~  nvnw~ddx9 n a 7 . q " I u m n t  bamir  i n s i d  
r i  rl a& 

~~an~~~nn~~fin~arunLnu3n"~1:mf3n7a~ftbnlwn~o1 6 un no I ) nwu ciuwicgx~iw 
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$$<u(?u~1jnir 2) w a j S ( r l ~ ~ r i l i i n n ~ ~ r d ~ ~ u u ~ l a ~  3) ~ O ~ T S U  TQM 4 )  ~ I ~ S ~ ~ W L I  

n l s ~ d o u u d s c  5) n l ~ d r r  tDunm~ ti1 r j o  LLR:: 6) nci qnGn7rri1 TQM 1111s d ~ a a  

n i ~ G n ~ ~ i Q w u i i  n?sd?ln~t nm TQM I d 5 r n u ~ . m u s ~ $ n ~ ~ u h ~ i o ~ 6  ~ J P : L ~ ~ u ~ ~ ~ J I Q  
"A d Irio~R'nsriw Gau7atn'n~ln u n ~ ~ l ~ ~ ~ ~ u ~ n ~ n t l ~ n ' u ~ ~ ~ w ~ ~ = : l M ' n ~ ~ ~ n a u ~ ~ ~ ~ ~ ~ n ~  

~ J J H U ~ Z ~ B J ~ J S ~ ~ ~ ~  

rrrw-l'ld ?~U,?J%~J 63 L L R : ~ % J  (Neng-Pai Lin;Hung-Chan Chiu 8 Hsieh. 
d 2 ~ 1 ,  abstract) A ~ ~ * I L T ~ P H . I ~ u ~ u $ u ~ ~ M < ~ ~ ~ F I ' ~ ~ ~ I w v ~ J  $ I Y I I ~ ~ ~ J  ~ ~ : n m i u f v a d  

t X ~ U  g n f i d v 7 n r n ~ w l u ~ ~ u u i n ~ r  u u ' d n l u ~ w ~  ~ I I ~ ~ Y ~ ~ I J U U ? R ? ~ T : R J A L ~ D  

~ 1 1 1  RBU UBEHRY B J ~ N ~ I W I U J I N U % ~ I ~ ~  

~ i i l g  ~ ~ 1 1 1 A n ~ q 7 n w ~ n ~ i t a u ~ : ~ n n " ~  143 fkytl~nn?w~nn~idni(u wuil W I ~ J I U ~ ~  

yn'Rnn~wumndwCu riqlCinniiufqruniwlun~~tKu"rn~~u~nci~~nic~dniu l n n d ~ w ~ ~  

usqnhilu63~rd.r r w ~ d u a n ~ ~ a ~ u u a ~ ~ n ~ " ~ ~ ~ ~ ~ ~ ~ ~ ~ n i ~ ~ u ~ ~ ~ ~ ~ ~ ~ w ~ ~ n i ~ ~ M ' u " s n ~ ~  
d145~6.I~ 

A U  A Blunraaa 9 ~ , 2 ~ 2 ~ 1 r i l l m i l u ~ ~ ~  m h i ~ ~ d m " 3 ~ ~ ~  
q n v l ~ w n i ? $ d ~ ~ h ; l ~  ~ I M ~ U J ~ U U ~ ~ ~ S I U B ~ ~ C ~ ~ . I L ~ D U V O - ~ T ~ ~ ~ U I S ~ U ~ ~ T U ~ M ~ ~ ~ W  

r h  maQrnr~~niwmru~ni~ % ~ i i a a d u n a ~ n ~ ~ a r ~ o ~ ~ ~ n ~ ~ d ~ u m ~ ~ u o t i ~ ~ i s ~ s ~ w l ~ ~  ids 
m.nmauaC w amdnqa jilinnim5~7143 unw~umrmi 4 4  wam.rdnw7i~uwuil~d LLUIJ 

A nlru?m~~~run~wni?t? o~sinr i~?niumuu?n~sii~ t i n n m ~ q  wen~nulr~u+wra wnun?s 

urin~-ir l . i~l l l l~r~"n -nriwAa O n ~ s ~ r i u C Y u u ' r n ~ ~ ~ ~ ~ ~ ~ ~ d n a ~ ~ i i n ~ s r l ~ ~ w ~ ~ o l n ~ w v a  U q J 
.1 ru nmujnma d-~~~Ilu;Jmsu itkri igflnkrly ac 11-44 ~riwng.ruuin~~ua:qmwa~ 

d a u  I Y  I ~ ] ~ ~ ~ J ~ R L I < H ~ u ~ J $ ~ ~ ~ L ~ L ~ L I J u ~ ~ J  H R I F I L I R ~ ~ ~ ~ B ~ T ~ % ~ T U  tmtlt~~ada 
A b" n~-mi~~iaunl-rulun~4{~~u"un~'i~ L J ~ ~ - I T L ~ M M R " ~ K ~  n i s ~ n w & ~ u ~ ~ u n ~ ~ ~ u a c  

L t: mi-iiln wnh34 R ~ W ~ ~ I Y T H W ~  nu17 w Y I ~  J M ~ M  d ~~iinmu~uw'udn'~d~~tlumrI~'~mr 
d 

L U ~ J P - ~ ~  n ( n i w u o ~ u ~ n ~ ~ f i s l Y ' ~ ~ i n ~ ~ ~ ' s ~ ~ ~ ~ m n ~ ~ n ~ ~ 1 ~ a ~ 6 n ~ d  J wilnrnusi a wagwa'i 
um~aanu~n~uuon ua:;lz tGu'l647 l u n i r u 3 ~ ~ ~ ~ a n ~ s ~ z 1 ~ w  R ~ T  ~ f i s l h u ~ l ~ u  rram'K 

d ..- A d . r  6 u i ~  iwun . r . runva /~~~un~  wujnmnifdim ~ u \ ~ r l d u i ~ n n r  wnioiflu1uE1"n~~a 
~ i r ~ i l ~  iu [ F ~ ~ T ~ ~ O J R ~ ~ U ~ ~ L ~ P U ~ J ~ I T U ~ M ~ I ~ N ~ ~ W ~ ~ ~ J ~ J R ' ~ . ~ ~ ~ ~ L ~ ~ U ~ ~ ~ ~ U ~  h&g 
danlsfirnru o~(4inio 

FJ ? r u n ~ w n ~ . r u i n i ~ ~ ~ $ i a ~ ~ ~ 1 ~ ~ u ~ a ~ ~ ~ u n ~ ~ l ~ u ~ n ~ ' 1  $Gu?mn:n'a~IG 
rt nnuhYyn'u$mSu$m uazd n n o ~ ~ 4 G u !  d~rna~$ i~~nrpu~$f !  m6mi? ~w aridC 

~~~~rnnfiwnnmla~n'~110 i ~ ~ c ~ a ' u l ~ n C u u 7 l $ i n 1 ~ 5 n  n-r>ii n-t5triufiu5nm~ilu TI 

t JJ ~ C ~ Q I J  i i n ~ ~ ~ ~ ~ u e ~ ~ ~ w u a d n ~ r ~ ~ S n ~ s o d ~ ~ t i l u ~ ~ m ~ ~  ~ J U ~ I U D $ U R ~ U ~ U ~ ~ ' U ~  

& ~ X M + I  J $Gu?n-n~~a: 

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เทพ

สต
รี




