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A 
g N ~ ~ U ~ ~ a : n 1 3 ~ n ~ 9 ~ ~ ~ d ~ J  (theory of distribution of losses and elimination of risk) 574 

d 
~ U u n ~ r ~ a ~ a n ~ ~ u ~ w u a : ~ n d u a ~ J r t a ~ " 1 1 ~ 4 ~ s n i c ~ a o  ni t lrn7aauua:~ ioa~:~d  o 
rimrau 43 s ~ w l s ~ ~ ~ u u ~ r n i t  Inulri~ilun~sel.t;i$u~~~:~sflu n ~ n d ~ t n i c & n u %  tdu 

u?nsmrn:~dtrialfi~~~?7u~ufl~Iu$?m (hrinmuds:Kuuknu. 2546) 
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nwrLMu ( ~ ~ : n s i u d 4 ~ i i u ~ i i ~ u ,  2547, ~ $ 1  8 )  

5. ~ ~ ~ ~ ~ h i ~ i i a 1 ~ m u n 1 5 s l b " i ~ u t ~ f i ~ w u ~ o ~ i i n u a ~ d ~ ~ n i n ~ ~ u d ~ r h k ~ u  

?iiufi~d (vision) 
P 

awnwi  yy.uJniT os:rj5l;wiid rus~i i~nu' (2548. ~h i 39) n k n i 7  ?iiuiYmI 
b'd P. 

wuierdd n ~ w ~ a 1 u i i w b b a r m a 7 ~ ~ " ~ ' 7 % ~ ~ ~ u a i i ~ l ~ a ~ ~ & a s n 1 r % u o u i n w  3ihC~uuanwn: 
Fla - 

~ilu~ijwui ~ ~ Y ; u ~ n w m t n ~ j i ~  ~ i j ~ ~ a a ~ u o d l ~ ~ ~ 1 ~ t 0 ~ 1 ~ ~ 1 ~ 1 0 ~ ~ ~ u m ~ ~ ~ r I ~ 1 ~ ~ i ~ u m ~ ~ n ~ ~  

ii~iiw~~uAQiau hu^7iiu~~~ilun~~us:6uk~~bd~:6u~n~a n(ua-ln"nls oa:kno 

h G n ~ ~ u . ~ r : n i t k n u ~ ~ i i ~ w u m ? ~ ~ K ~ d  (vision) ~d a ~ i l u n s u u ~ u n l ~ i i i ~ w n  
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n7.m" (mission) 

nsa~noi (Coutter, 2002, p.64) n i i = i l  rnsRil (mission) iilu~a~an?iud.rz~fi~ 
u A d  nlsr~wlnnpsfiaa:daan~=:i1 L ~ ~ : & J ~ L ~ ~ ~ ~ M ~ J ~ F ) = : Z M ' U ~ ~ ~ ~ ~ ~ ~ ~ R U " L I  ada~+Tn~ ~ i a  

~ i l w . i i o n ~ ~ u ~ r ~ t 1 ~ n " y n i r 6 ~ n u m i i ~ n ~ ~ u u a : ~ n w n a = ~ ~ u . 1 ~  m o ~ n ' n s  u'sGnil:&a~fii~um 

4. n ~ 1 ~ i l ~ i ~ n 1 3 ~ c j ~ 1 5 a ~ 6 n ~  i l l 7 3  U ? H ? T O ~ ~ ~ ~ D ~ I ~ ~ ~ J ~ ~ W ~ ~ I W  Ha 

hnaurnsri~~~ud&$au~L~=:~~f i~l i lw ~da1M'n~~~in~u~iu~~u~i]~60d7~fl~js~& ~ n t %  

a r K a ~ f i w u ~ s c u u ~ ~ u l r ; i ~ n ~ ~ u I d ~ ~ Z ~  ns~~suu~dunn~umawn~sd i~ i rw~ iu  u s r ~ r n ' u ~  

drii~w'w1u7~ n a ~ n ~ l ~ ~ n s r 4 u l ~ f i ~  MI w1un-1sdfi~17 47ufk 
qmunlsnihu (con valum) 

q w n i ~ d ~ ~ u u o ~ h u l n ~ ~ u d ~ : n ' u ~ ~ ~ u  ~ u t i l w ~ n i j ~ u a ~ ~ ~ 1 ~ u ' ~ ~ d 3 : n ' u ~ ~ n u  

i o t i i w i  hrin~iudrrn'u~~nu~d $n37l~hl"ri) rnilri "n7~Din hiinlum~lM"u'3ni1 l d a l ~  
u A "  ~Knlis:IsaG;~~m~~riK~nu df iuTnw~nn~on~iu~Go~~:  ii?t-ua.rm uacnmui;alindda 

miid a ~ 6 n s  ~rarw's"uu7m~ U mui.rnrl1~1u~il~~~m"~tln3~~mu'nii L ~ ~ U ~ U I I ~ J K U L A ~ ~ ~ ~  
d ~ w o ~ o ~ n ? ? u h d i i u a ~ a ~ & ~ i ~ u h '  (thcn~iud~:{u&nu. 2545. HG? 11 -12) 

~ ~ ~ I H U ' I U H ~ ~  (goal) 

uktm h ~ s u  (2547. H ~ I  755) nr i i? i i  l f i l l l ~ l  ll (goal) M U ~ L I ~ ~ J ? R ~ J M U I ~ J ~  

1 ~ u r i i n ~ i u n u ~ u i ~ u ~ ~ t l ~ < ~ 1 ~ r n ~ z i ' ~ : ~ ~ ~  (objective) 

~ m t l n i ~ ~ i ~ u s l r ~ i ~ ~ i ~  il:!d~:Ttl~$iaa~n'n7~ $4< 
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n - 
4 . ~ i u 1 1 5 :  ~n?iniw~uninJ~um~iu (increasing performance) n l r f i lnun 

W Y  5. 

1 ~ 1 ~ ~ l U d ~ ~ i ~ ~ ~ : ~ l ~ ~ ~ U ~ ~ l l  L L R E W ~ ~ ~ ~ J ~ W ~ J ~ U ~ ~ R ~ ~ I U ~ O J ~ ~ S Z ~ O J O ~ ~ ~ ~ S  $J 
e rna~isn4-1uifli~unuwunl~ ~ ~ ~ t ^ 7 8 n i s ~ n ' u ~ d ~ ~ m I ~ n i 5 i 1 ~ ~ u ~ l ~ ~ ~ m i u ~ f l 1 ~ 1 u  4 d i i  

2. i i n ? i u n i o ~ ~ ~ ~ ~ $ a ~ ~ u $ l - b  (clarify expectation) TW ~ ~ ? i ~ n m ~ A a s n i ~ a a c  

~ ~ ~ u ~ a i l i ~ u u a u ~ h i ~ I P 4 Y ~ 3 u ~ d n ~ s u  ~ a i i u d a n i s ~ i ~ ~ ~ w u u ~ : n i ~ ~ ~ ~ p l d ~ p ~ ~  

3. i ~ b l ~ ? i u ~ r l ~ ~ ~ ~ n i ~ ~ 1 9 i u  (increase motivation) R?IU%@IL~WZIDJL~~IMIJ~ u 

$3 ulr iwrin~~unsiui1ad6n'~Go~n7~0r13 ~:n'urdijliGG2 u riia1.i irata:lXwiln ouiinu 

g r i ~ a l ~  ~ J ~ : ~ = u Z W Z ~ U T J ~ M ~ ~ I ; ~ L ; ~ ~  
4 ,  d? oIunisn?.u?u (facilitate the controlling function) ~nufi~unrnnmbun: 

~ ~ ~ s u i l ~ ~ u u  1 4 a ~ i a l r i l ~ u a ~ n ~ i a J ~ d p ~ d ~ f 1 ~  ~ ~ n r n i s i i ~ ~ u ~ ~ ~ u ~ n i ~ n i ~ ~ ~ n ~ 9 1 I ~ ~ f ~ u i r ~ ~ ~ ~  

L ~ I M B J ~ U M ~ ~  (goal) vos~iPbnsiuds:~u~;ln~~ (&ifa'ndiud3rfh?9flaJ, 2545, 

ilh 12) ~ f l l ~ o l u i l ~ n ~ w ~ c u c ~ 1 7 a i ~ i  ~ i l ~ ~ l ~ ~ ~ n l ~ ~ w u 1 0 9 6 n ~ 1 f s " f l 5 3 ~ ~ 7 ~ ~ " a ~ o n " ~ M " ~  
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hif6 U A : L U J ~ ~  (Heizer & Berry. 2004, p.32) n i i l ? i l n y n f  (strategy) 
n I, 

iinlrors~ji ( I  ) ~ i l u u ~ u m ~ d ~ u n n ~ s r e r o t n ' n ~ ~ ~ o l ~ u s s ~ n ~ r f i r  4!~grd?olriusr~ 

i f l i ~ ~ ~ u d ~ a ~ n ~ r  (2) n~ y n h z n f  u ? o 6 ~ n ~ . r ~ a ~ . r ~ n h s ~ n ~  un:hn.rruiu 9 Iw' 
~.wuir~un'u~n?w LL?R$OU (3) na y n a ' ~ ~ u u u u a l i ~ ~ n ~ ~ ~ % ~ ~ ~ w ' w ~ i ~ d a ~ ~ u ~ ~ ~  

4 CU ? m q d ~ r ~ ~ ~ u ~ : o : s i ~  (4) na q n i l ~ ? u ~ d o ~ d n ~ ~ ~ ~ ~ 5 n d D ~ m ~ ~ ~ ~ ~ ~ ~ ~ u 6 1 ~ ~  (5) 

n ~ q n $ ~ : ~ % ~ ~ n l - l m d l : ~ ~ " d d 0 7 n ~ a n i  m (opportunities) U B L ~  L L ~ J  (strengths) a 4 
1 run8u~~un"o~~jR?drn3n (threats) LLB: ~ i f l ~ ? m d ~ u  (weaknesses) I G M u ~ W  

neqnfiuni~Gwui (strategy) nlsda~ri i  W dninrw m J ~ L ~ s T ~ w ~ ~ J ~ ~ ~ " u ~ ' H u " I J ~  

IGnlulu 9 W.R.  2553 L L B : ~ T T ~ ~ G G  ~ i ~ \ i l u ~ d r n ~ u ~ f l ~ ~ ~ q ~ ~ $ n d l d n d i ~ f i ~ j ~  

~ l ~ n ~ i u d ~ : 6 ~ k f l x 1 ~ ~ f i i ' ~ ~ ~ ~ ~  ~ n f l u n i ~ d f i Y " W ~  aa :au~n~~ lun isd~  tQuni~ 
lud~ruwudsmicknu a ~ u d  3 (h~nmud.r:6ri?~~nu. 2545. M G ~  13-1 6) d ~ f i ~ d ~ ~ i h  
9 nay&$- l'uri 

6.1 n B ~ ~ ~ ~ T s L & u ~ ~ ~ ~ % A ~ w ~ ? ~ ' I K I I ~ ~ T s  : ~duio~nwi i r f i f i~~ns3u 

n - n ~ h  ~ w u I s ~ u Y ~ ~ : ~ I ~ ~ ~ ' u ~ ~ M ~ ~ I ~  (call center) utlit~r~a?qM'u^sni3 i ~ a z ~ c i l  i anm~  
d A $l~d1:noun7~uur~a~ 
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7. I .2 L L W W J I U U ~ ~ ~ J ~ ~ ~ ~ ~ S L L W  nd~~a=: ih i  R U S T ~ ~ I  w 

1 ) ~iuuimsniwnr~~wn fin D~;u~I::KM~I u 
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I ) J ~ U L ~ U ~ U ~ U L L R L ~ ~ ~ ~ ~ ~ ~  

2 )  Jiun~aqmu 

3 )  J ~ U R I ~ P ~ D U ~ ~ W I L ~ ~ I J ~ O J ) ? U L ~ U ~ R L L ~ U  

4)  ~ n r ~ n i r ~ n w ~ m s ~ ~ ~ u ~ ~ u a u n u ~ ~ ~ u ~ ~ ~ u ~ i ~ ? ~ n a ~ ) ? ~ ~ ~ ~  

nwwu 

7.2.2 LLWUJIUU~MI~?~OJ~U 

1) J I U U ^ ~ M ~ ~ ~ I ~ ~ ~ J ~ ~ ~ ~ D J ~ U ~ ~ ~ ~ ' U ~ J F I U  

2) ~ ~ u u i ~ ~ ~ n i ~ a ~ ~ u n a ~ y u ~ 3 u n m 1 1 n u  

3) ~ R S J ~ I ~ ~ ~ J I T U Y M T R S ~ D I P D Y  L L R : ~ ~ U ? U ~ < ~ ~ I ~ J ~ U ~ D L I  

7.3 ~~uu~Gar~a :~n~n i~ .y~~uu  ET?IRUL~H 

7.3.1 L L N U J ~ U ~ ? U ~ ~ J T Z U U ~ S R M L ~ P I  

1 ) mun:ri uurra:~~uaunu 

2) ~?utls:u-mu a 

3) ~ n ~ ~ n ~ s ~ ~ ~ l ~ n r ~ u ~ n 4 8 n % ~ d i l s r ~ n u ~ u r l ~ ~ ~ u l l ~ u l ~ n  U niin 

(smart card) 

4) ~ R ~ J ~ I - ~ ~ ~ M ~ ~ U ~ U ? ~ I ~ ~ ~ ~ ' ~ I ~ ~ ' I U ~ R ~ ~ ' ~ ~ M L ~  (it ca tl center) 

5) I f i s ~ n ~ s ~ m ~ ~ ~ ~ ~ ~ i ( a ~  r r a r f i a ~ r i u n ~ ~ ~ o i n n i 3 ~ : ~ ~  L ~ R ~ u T R " ~  
mrawnn 

6) ~f13~f115~~~71~dl~tbeJhRil~~7 L G I D ~ ~ T D S  

7) ~ n ~ ~ n ~ s ~ n r i i ~ ~ ~ u ~ n n l u l ~ 8 d o ~ i ~ u a : ~ ~ ~ i t u ~ n ~  a ~ u d  2 (w .R. 

2547-2549) 

8) I ~ ~ ~ n ~ r j n n ~ ~ ~ ~ a t w ' ~ u i ~ ~ ~ ~ u n ~ ~ Q m n ~ ~ y ~ u " ~ ~ a  

9) ~ ~ s J ~ ~ s W I N U ~ S ~ Y Y ~ J W U ~ ~ ~ ~ O ~ ~ ! U L ~ U ~ ~ U ~ M  
10) ~ ~ ~ T J ~ ~ T ~ ~ ~ ~ ~ ~ ' L I U ~ ~ R U ~ W ~ ~ J O J ~ ' U ~ ~ S ~ S ~ ~ ' U ~ J R A ~ ~ ~ ~ ~ ~ I J  JIU 

7.4 ~t~uIlu"wu?ni~u?~i5 

7.4.1 ~w~~i~u43~ i~nr 'Wnins  

I) ~ l u u i ~ l s l h \ d  

2) J ~ u ~ I ~ L ~ I M U ' I ~ ~  
3) ~~uKwuiua:an a u ~ u y n s i n ~  

4) J ? U ~ S I H ? U ~ ~  ~ ~ ~ ~ ~ I w ~ u ~ ~ " ~ J I u ~ T ~ ~ ' u ~ ~ ' J ~ u  

5) ~ n s ~ n m u ? ~ d n u  ~ ~ ~ a f u ~ n f  
6) I R ~ J ~ J ~ w u I ~ : Y U U I W T ~ ~ U ~ ~ ~ ~ ~ J ~ ~ : L ~ A ~ ~ ~ I ~ ~ ~ ~ ~ . ~ ~ ~ ~ T  

~ a r b ~ n ~ w a u a ~ ~ i u n ~ ~ ~ ~  
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niw 2 a ~ ~ d s ~ n o p r u o ~ r r u u d ~ ~ n ' 4 a ~ ~ ~ ~  w h ? ~  3 (W ,812545 - 2549) 

i u ~  (hCn~7ud.r:n'uriJnu. 2545, ~ $ 1  3) 
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n ~ w - i w l h i n n  (Front office) 

njundrilirmr I 
- J I U ? ~ ~ ~ ; ~ ' L I  Gunm unuuard~rltl~u' 

nwiinu 

-nirZ~u'Tni~Au~ayfid~:n'u~~~1~ 

nijuciulriuinir 2 
-mu$unniouu~si l (  {dilrrnirmu 

-~IU~I~$~L{Y L ~ R U ~ U  

nrjudiud&Yan-i.r (Back office) 

- 3 1 ~ ~ 3 ~ ~ l n f l l l ~ ~ d ~ ~ ~ ~  

nmuwn 6 
- murJ'yirra:.stln~si'jw 
- JTUU?MITJIU&~~IJ 

A' 
- ~ ~ u ~ ~ ~ ~ ~ R ~ u L L R ~ ~ Q ~ I u M ~ c  

~ ~ ~ J ~ I ~ ~ ~ ~ ~ ~ J J ~ U V ~ ~ ~ ~ ' ~ ~ ~ M ~ ~ ~ ~ " U ~ J R A ~ ~ ' J ) ? ~ ' ~ ~ R W ~ " T L L ~ J D D U  2 ~ I ~ U J I U  
PI - Ba n$uc iu l i iu in~~  uaeniju~~wJgunnis 617ua:  i'oondnldd (Alm~iudr-kknn 

<JAYRAW$. 2549, il& 26) 
u d u  1 - 

1. n$umdriuini.r (front office) ~nu~nrufiarau u a e d ~ u ~ ~ i u  &d 
u d u  

I . I  niju~wlM"u'snm I d~u7nsuamaau &d 
1.1 .l ~1u~~~)~tlk~4i~fi~~~tt~~i~63:d~:'I11'du'n~t1n~ d?~iiunmdtl7n'ir 
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~-1u$~fiur6u  id?^ LLR: ~ IDTTUL~~L~UF~~U~QMUIU  

4) n ~ s ~ ~ 6 ~ B 1 ~ u ~ ~ ~ o ~ ~ u ~ ~ n ~ u a u n ~ n i u d i d ~ r a u n ~ ~ ~ '  
A cc. " A v  , a - 

2. n ~ u ~ l u d g ~ n n l l  (back office) ~ M M I ~ I U H R % ~ ~  hnrdpun~lu ~ J C  

$~:?iunuififl-mu LLUU u i ~ ~ i  nunu a q n h  {d~r  h n u  ~ ~ U U L L ~ J ~ ~ ~ L ~ ' R U U L L ~ R  J 

+a~fhFis~uo~wiu&~ pn$lJ(ds:nitnu 

2.2.3 ni~aonlJum~d~:nUusr'~nu rra:G.r l 'Ysa~Enn"~~r'n~~w t1ium 
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qwi7sx-u ~srru~irki6 (2548V. ~h 12) nii-nii i i l u n ~ ~ ~ l i n d ~ : ~ ~ n j ~ i l : l ~ ~ ~ ~  

Wuciiriraû mlsa d?~~ in ' i ) ' T~  h a  { < u d s : ~ t ~ u  (beneft) u?illninrcimia ul~in1-173 

u?isn~s huioin8w61~B~1~a ~ ~ L Q L I ~ T H  u d n ~ ~ ? n ? l ~ F i l  (value) n i~ r i luu5n i~ i i~m<~~ ih  

5uni L ~ ~ ~ ' ~ H ~ ~ T ~ ~ ~ ~ T ~ " U I ~ ) ~ ~ ~ I ~ U ~ ~ ~ ~ I ~ ~ ~ ~ U I J T Z ~ O U ~ O J ~ U R ~ ~ ~ ~ ~ I L ~ ~ L ~ ~ ~ D ~ P : ~ ~ ~ ~  
tOuu"rn75 

nsa u?a (Gronrms, 1990, unpage) ni i l2 i l  nisuirnr Wan3:II?unl3 

(process) ~ J S ~ D U ~ I ~ ~ B R ~ ~ ~ T ~ U ~ ~ S  d i i ~ ~ ~ u n i ~ i U ~ a ~ ~ n ' u ~ n u ' ~ t l s i i ~ n ' u ~ d ~ ~ ~ = ~ :  

~ ~ ~ u ' u l h ~ n n i ~ ~ d j ~ ~ w ' u f ~ t ~ i i ~ ~ n 6 ~ n ' u w l a " n ~ ~ ~ w a ~ ~ ^ s ~ n  i ~ o ~ ~ l u n v i r n ' i l ~ ~ i  

lCfiugnci7 
L Z ~ Z  ofi i~a:l.rn' (Lovelock & Wright, 1999, unpage) n Fi7147 n?5u?n?f $ an13 

n.refi? (act) M ~ ~ ~ ~ T L L ~ ~ ~ J B B ~  (performance) d b  m ~ i n - i ~ ~ ~ ~ a ~ l d  uael ~ r n  u13ll f i a n ~ a ~  

L~UL$?W o 416 1. LI? N~illl~t~~dlt1ll~u'P:ifi~un"U~~611n'63 [ I ~ S ~ I J F N R ~ ~ U  tdi LIULLIIW 

n i a n s e ~ ~ ~ ~ ~ o r i ~ ~ ~ u ~ ~ f ~ ~ 6 1 ~ " r a h n T ' w t J ' ~ o ~ g n + Y ~  

~lnnnurnui ~ ~ ~ ~ u ~ ~ ~ T u ' I J ~ u $ G u ' ~ " ~ ' I I I  ~ I ~ ~ ~ M ' Q ~ u M ~ I  t ]  mu~sn@il  

n-iruinls i i a  n l ~ n 3 : 6 1 ~ 3 a n q . r u a ~ ~  0 0 n ~ a ~ ~ ~ ~ ~ 1 ~ 7 a n ~ ~ l ~ ~ n a d I ~ m ~ ~ ~ n ~ 1 1 ~ a ~ l $ i  
~ ~ a a n u a u a ~ ~ ~ i u r i a ~ n 1 1 v a ~ ~ u ~ 1 n n  ~iagnnitflu~R'n 

2 ~ n ~ ~ a o ~ n ~ m 3 m  
R'nvruroe~n~rlGu~iisms (E7r.m~ ~ixiinli. f iq rjnGmiuu6, Ins i~5fmUI LLIT 

oaom dn=mki, 2541, MCI 291-293) 

I. nis~$&gnFii (access) u i n ~ s ~ ~ ~ ' n " ~ ~ n - 6  n ' s ~ h u ~ u n ~ i u n - ~ ~ n ~ u G i u  
I Y 

13R1 Lrnl~dlLl/~n~il 6 a ~ a ~ ~ d ~ H k n h n a f l u ~ u  u ~ ~ I L R ~ ~ & L W U ~ : R U  ~ ~ 1 1 ~ ~ 4 f l 3 l l l ~ 1 ~ 7 1 0  

Y aanl.ni$qii~gnFii 

2. nlslmdaisms (communication) h ~ ~ i r v l o a  d ~ ~ ; n ~ o ~ b r ~ \ % d ~ u ' 7 ~ d 7 t l  

3. nnummm (competence) Y n ~ ~ n s i I ~ u ~ n ~ ~ ~ ~ ~ i n 3 7 u ~ i ~ 7 g  U B : ~ ~ F I ~ U  

m u ~ s n I u n ~ m J ~ ~ ~ ~ u  
4. F I ? l u ~ k b  (courlesy) V f l ~ l n 7 & ~ ! ~  y ~ ~ ~ w " ~ d L ~ ~ ~ ~ l ~ ~ ~ ~ ~  h?lll~ih 

~ ' M L ~ J  ij?o13oargr& 
#i L 

5. n?.luu7Ldo!o (credibility) ~ ~ ~ ~ ~ a t ~ p ~ l ~ ~ n ' a ~ ~ ~ i f  n f l h ~ ~ w u  tgauu 
J d A  U R = ~ ~ ~ U \ < ~ I J I P ' L U ~ ~  btl ~~uou?mrnangniiri~n6q 

6. nmulAi   lo (reliability) u ~ ~ I ~ ~ I $ ~ u ~ ~ ~ z ~ B ~ o ~ ~ c ~ ~ ~ ~ H ~ I L R u o u R ~ ~ ~ ~ ~ ~  

7. nlsaou auoqn61 (responsiveness) WIGIJI u ~ r 6 a  ~ 1 K u i m  LLBLLLC~~JII~ 
u r i a n n i o r i ? ~ n n d ~ ~ ~ u ~ ; n 6 ~ 4 o J n 7 ~  
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8. n?~ulJaanfiu (security) u i n i ~ d ~ ~ ~ a ~ r i ~ ~ t l ~ w t m n  ~ ~ 6 1 4 7  FI R ~ U I I R L I J  U ~ L  

10. (understanding, knowing customer) w cnio~?uca~ 

haoi L L R I I U ~ I ~ ~  (Heizer & Berry, 2004, p. 9 )  n i i ? i ?  nisu?rntt~uhsn~ru 
v d 0 a  v wiu~nruafia d~ wiiwlun7nluua~mu ~ d u  n l ~ d n u ~  ~rn3uuitrf.s ni5r-h n - n u i ~ q . r ~ i u  

aooY3uia nlsiju rnruin~sciiu?~nin eiiJnliuniwo' mslls:nit msiou ua:nm 
d - Y  iq j,!,?nw- ~3iluR'u rinunr-ua~nl-ru5nis (services) undu 

I. n i s u ~ n ~ n i l u ~ ~ ~ ~ i i ~ 3 m u  (instangible) ~ i u  n v & n t ? h ~ j u r n u n m ~ u  

2. r n ~ u ~ n ~ s ~ ~ u n i ~ ~ ~ ~ 1 ~ a : u ~ ~ n n 4 a  ~iiniu~ulu~? n q r ~  s 3 ~ u  (produces 
L 

8 consumed simultaneously) ~-wun~ru?n?r~:k  ijiiu61ns~L a \ ~ U ~ W L H ? U H ~  tllu 
uw4d-1&& w u  ~ r d  ohpn61rii&11i~nn (consumed) 

A d  - 
3. n i r u i n n u i 7 ~ i t u ~ ~ n u ~ n ~ w ~ ~ w ~ : :  (unique) ~ i u  n,rGmin.u d-~c&uu~rlri  

m m n  t ~ u u  a~gnFi11G~~ij ounirynd.reris 

4. n~ruin1~s:ijn~~uciuw'ufn'~1~n67 (high customer interaction) nwuimrCn 
* i ~ l 1 T ~ i l i l ~ ~ ~ w ' i ~ ~ ~ l 6 u ~ n  ~ r r ~ ~ r ~ i l u ~ ~ ~ ~ n ~ : ~ i ~ ~ ~ : m ~ ~ s n r i ~ l ~ i j d ~ : ~ n % n ~  W J J ~ R ~ ~ F I  

~rildmcio~mrIsillmn ~ i i o ~ ~ ~ n n ~ i u l i ~ r r i i a u 1 ~ ~ 9 1 0 ~ i ~ ~ ~ n ~ ~ i a ~ r ~ ~ ~  
d 

5 .  nwu? n l  ~i ~n um=iil ~npn (inconsistent product defmition) L$U "IT 
d d~mn'un'tl1oou6' ~wnriq@a rnuarru'o:Zn-~~~IIa L I U ~ L L R Z T Z  U : L ~ I  n7nlr:nic 

6. n i n i s n ~ n ~ l u b ~ d r d u ~ ~ ' o ~ ~ ~ ~ ~ ~ u f i ~ ~ u ~  (knowledge - based) ~ d u  n d n w  
n i ruwn i  m~uinir6-unpwuin ~ ~ ~ u ~ ~ s ~ n d o : r l ~ ~ i l u ~ n w ~ ~ ~ ' ~ u f i  
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61751J 2 L L R ~ J F ~ ? I U L L F ~ ~ ~ ~ J S ~ H ~ ~ J ~ U ~ I  (goods) UIJ:U%TIS (services) 

dui (1~1.aaf  urrrrua4 Heizer & Beny, 2004, p. 21) 

namnoi (Kotler, 1999, pp. 467471) nriiqfir ~ n l t r u e d h < ~ u a ~ ~ f i w ' ~ n 7 ~  

1. ~imu,~n~u&iio~\$ (intangibility) u ~ n ~ 1 ~ r j r n u ~ l n u s ~ ~ i r u n j a ~ i i n n 1 1 u ~ n ~ ~  
r i e w d ~ : i i n i . r & n i u i w  tdu iiw~~wu~u1urrjmu~rou0n1~i~i):~u~~n~~~u~1~~~~1~1~m~ilu 
niriwurii 6 ~ ~ u i ~ n s n n + m ~ d a o ~ ' u o  ~d.a'u"4n75 $5ulmrn'a~wo~ owm~np~nruw' 

?' t rin?~u?nm7w rra:d1:~sa$~inuini~fia~ur~$i2y ~ ~ a ~ i ~ ~ r n i u ~ 6 o ~ u m r ~ o ~ u ~ ~ i  
X ~ l i l ~ ~ n w d  ~ ~ A R R  LFI.~DJ!D ~ i x ~ d ~ d u n ~ ~ ~ ~ d a ~ a r n ~  [ i n ? $ n d  11~:11(11 ^ A J L M ~ ~ ~ u  

A D ~ O ~ C V T  L IU?~TS~:~E I~OJT~MIL~  O L ~ ~ U M  ~ ~ ~ S ~ ~ U I M ' H " ~ ~ U ~ ~ ~ J ~ U ~ S O ~ " ~ ~ U I F I ~ O I Q ~ L " ~ ~ ~ U  
U 

d L 
1.1. anmd (place) ~e~mu7~onii~nmuraellu ~~a:n?7u~:n~nIGrfinKuQ 

s d &  u M l nda  r.du n l ~ i i s n ~ ~ u u ~ ~ r f i n n ? i u ~ c j ~ ~ 6 7 u r i ~ u ~ ~ ~ s i  unu~ltlrws~vro ~ u s s o i m ~ ~ u e  

Ri~~fi?iu$?nff 
1.2. ynna (people) w r i n ~ ~ u ~ a ~ a u i n ~ ~ 6 ~ ~ ~ n ~ ~ u d ~ ~ ~ d t ~ u ~ = : ~ ~ 1  ynlna 

nriin7hufiu~~iuln wnwR v ~$ol<~nnirfinn~lud3=:n'u\o rr~e~i inn~~u~~n&i7~3n71G( 

$ail:?Aa 
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1.3. ~ n < a J f ~  (equipmnt) 16~~1i p d n 7 & l l l l ~ l l 0 ~ k l u ' n 4 7 ~ i ) = : i i l ~ f i ~ ~ r J " 0 ~  

dre~n 'an~wlwn~~IM"U3n~~~~3w~i3~~a:~nn '1wa1~ 

1.4. <fi?$arnr (communication material) da\uaml ~ ~ ~ a a n m l m 3 ~ w a ~ l  

d l r  1 o : s i a r a a ~ ~ i i a ~ f u ~ n ~ w ~ ~ ~ n ~ ~ u " ~ n ~ ~ ~ i ~ u c ' u ~ t r  i ~ a t i i n l m c u a ~ t n h  
1.5. gqKnad (symbol) fi68 a B R ~ ~ E U $ ~ M ? ~ ~ ~ ~ $ ~ I J M U ~ U R  J I G U R " I ~ ' I ~ U ~ ~ ~  

dd d 
I~u5nls~A a 1 ~ ~ ~ 5 ~ n n i i 1 l n ~ ~ i ~ m " ~ n  n210 h w m t ~ 7 ~ a ~ ~ u i  ~ n ~ ~ n u ~ 6 u r n s u i n l s ~ n ~ s  
L E T U ~ I ~ U  

I .6. nn? (price) ~ ~ n 7 ' i f i 7 ~ ~ ~ 1 7 ~ l ~ 7 r f ~ ~ " T n ? 3 f i l ~ ~ ~ ~ 7 ~ ~ ~ ~ n " ~ 5 ~ < ~ n 7 ~ ' I I n '  

G n 7 ~  .a'm~ou~~ari~odonis4~t~un~r~~1n~~u3n~~$~~mnsi~~n'w 
2.  \ r j~7ui~nu~~uonn7fIM"11"4ni  J (inseparability) ~ ~ T ~ ~ ~ ~ I ~ L ~ U ~ I ~ W ~ ~ ~ I I R :  

uilnnluu w:~SiuwYu ntimn'o $ ~ l o ~ d ~ . n u  R ~ u ~ s ~ ~ c u ~ ~ ~ I ~ ~ ( ~ ~ ~ u ~ w : ~ u M ~ ~ I ~ u  

~do~p,n$,uurisrr~uf$nurur~aw~:~il~mu?~n1lr'nudul~ii~n7f~~nu~$1" t w n r R j t  

wZ w ~ F ~ ~ ~ ~ I ~ ~ I M L T A ~ L Q  u l h  fi~ll;in~sv7nu5n74a riIu-1~i1iimlui'4an1 a 3 ~ 7 a i  
Y 

3. li L L ~ M B U  (variability) gnwru-u mu?rns~iuriwau$ua ~Vlu~?nl~LfhA 
U 

Inr s r l ~ i ~ n i r  tdalvi d~vlu ul: u d i  41s & ~ u ~ ~ a u ~ n ~ ~ u r ~ ~ f d ~ n ~ i u ~ ~ u r i w a d u  
~ ~ n ~ s ~ ~ a ~ n ~ 1 ~ v ~ n ~ u @ u r i ~ u ~ i l ~ 1 " ~ ~ n 5 " ~ ~ 7 n ~ ~  

4. ~ d m u ~ 5 o i 6 u ~ ~ ~  (perishability) u ^ ~ ~ ~ T ~ ~ R ~ u ~ s ~ c I B R I ~ ~ u ~ ? " ~ ~ L M ~ ~ ] u E u ~ ~ " ~ u  

n i n m u ~ o ~ n ~ ~ i ~ a i i ~ a u o  nmlH'uinmiiu:liijilq~-i rrririlKnwrurn?iu$a~n151d 

~ n t i u a w o t r i ~ ~ $ i ' r n ~ ~ ~ ~ i  ;a u?rnrIu'h ~:fiilrilfinilqrr~nmu5n1'1~~ ~404 w a 

~ ~ n n ~ ~ ~ n w ~ f i n a r u : . u e ~ n ~ r u i n ~ . r d ~ ~ n ~ a ~ n ~ ~ l l ~ n w ~ l ? n ~ ' ~ ~ ~  i yd i?  

~ n w w . ~ l n ~ m ' s u ~ n ~ ~ ~ o ~ i l u ~ ~ ~ ~ ~ ~ ~ ~ r n  1~rnu130~~6a31iY iniS'IJiu'rn1~~9un~~~"aw 
LLR:u~I~RIuL~~~L~~~& I~~ZU~Y~JIM~D ~ i r n ~ l ~ n ~ i i u ~ f l 6  n11~3nm~6i~ :n fwine ; l  

d a:un*lwdoijnwam n~1uin~nirun~1I~'n37uarm7n~~~ianni  U m~uin~.riiiinwwdIbjnjn 
m.ruinir~:iin~~uR"uw'udn'u~nR'~ n ~ w i n ~ . r u ' n l i i l ~ ~ ~ u ~ ~ ~ ~ ~ ~ ~ l n ' o ~ n  irm.-iiluic 
iowlr ni aa:muisnfi~l~idr:0n5n7~ umf@m~vjid mcis~nidn'u~n 

3. ~~nu3nidrzmaw 

~?uuin?rds:alau H U ~ U ? I ~  ~ i ~ d ~ l i ~ ~ ~ i ~ ~ a ~ ~ ~ t ~ a ~ ~ ~ ~ i t ~ n ~ ~ ~ r i ' n " ~  
d u d $  dsrniwu ~dSa \Gn"~~i3~3?'an77<3 tln'u~o~ ruo~o~nt~udiu7i l~u~n~1~n"5'11u~unu~u0~ 

h sng  wu?u ng 1:~duu dok6u'Lmq Rnlu  n Z J d o ~ ~ ~ i l u n ~ . r u i n , 1 1 ~ ~ ~ ~ ~ : ~ 7 ~ ~  

Tmtlwr~ vl?a n13~'3nirni;rCoun*aiu 
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31 ~ n ~ n d ~ t m ~ u w " ~ 6 ~ ~ a ~ ~ ~ f i ~ ~ u " 1 i d 1 ~ + 1 ~ i a 0 ~ t ' 3 a 7 ~ 1 n ~ 5  
4) ~ U B $ R  ~~tn~~~d~:a~~'uw"u&~~m~dn'udil~~rl~n~ani 

5) r j d o ~ n ~ ~ i n ~ a a n u n ~ u 1 ~ 8 ~ ~ n ~ 1 1 ~ ~ i n ~ a ~ u d ~ ~ n 1 d  ~ 0 u  
Tnrhn' SLURB (P-mail) zu~na$lGn (internet) 

6) C ~ ~ ~ $ ! K ~ J W ? ~ R U U ' G ~ ; R + I ~ ~ ~  u ~ I I S ~ ~ ~ U E P ~ U ~ ~ ~ I ~ ' I ~ L ~ ~ ~ K  

3.2.2 ~ ~ a ~ a ~ n ~ ~ t ~ ~ ~ r m n ~ m u ~ ~ n ~ ~ a n Z . a ' ~ ~ ~ n ~ ~ l n ' ~ ~ ~ ~ ~ ~ ~ n ~ ~  

1) I S U ~ ~ ~ ~ ~ ~ L ~ B I ~ T ~ L ~ U J  

2) L%RIH*uAIu~)?uu?~I~M~J~W~<W~' 

3) ~ w ~ ~ ~ w u i n w a d ~ ~ d u  or my7 ~ ~ L ~ E I ~ ~ J U ~ W I R  

4) ~ J U R ~ ~ T G ~ ~ T ~ ~ ~ ~ ~ ~ ~ T H ~ G  
5 )  ~ U P ~ ~ ~ ' ~ U ~ ~ ~ ~ W ~ ~ S I ~ ~ " Y ~ ~ S : L ~ U R ~ ~ U L L ~ U ~ ~  
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d.i:num~dua~rn nnnlrqolrl?ndodm a i n m ~ ~ ~ a r u i u a ~ ~ r ~ ~ 1 u " r n i ~  $?uuini.ro: 
w a l s o i l 6 % 1 l ~ d ~ d $ i ~ ~ n i 3  (what) L ~ D  ~ ? I J ~ U U ? ~ ~ T G R ? ~ U ~ E I  ~nll (When) ru lrnludd 
$?uiuvfrnr6~tnT3 (Where) I U ~ ~ L L U U ~ R I O J T I ~ I  (HOW) 

isr iku'  ~PL^RR(~MI~~ (2547. nG7 23 - 24) n h - a i y  ~ n l * l n ~ ~ u ? n ? 3  L ~ U  
c l u  c. z o w ? f i ~ i a ~ A n u o ~ ~ s f i ? a ~ ~  d f i ~ ~ ~ u h < ~ u i n n ~ w a ~ 1 u ~ ~ ~ ~ ~ l : u " r n ~ ~ n 3 ~ a ~ t l ~ ~ a ~ ~ ~  

BLLRB ~ j o ~ Y j n ~ a " l &  ~ J L L ~ ~ B ? L I D  W.R. 2513 ~flu$iuui ~ n ~ ~ l r n n n ~ ~ u ~ e ~ u ~ n d i ~ i i w ~  
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X t J . 4  6u;wh ~ ~ s r ~ $ ~ i i u h ~ n ' u ~ ~ l b n ~ w n " u u ~ n ~ u  nJuLuaoilin?nmiw s i n 3  ;douu n i l  

~ ~ ~ ~ u v a : u i n l ~ u u j ~ u ~ i d i l u  l T ! I I $ ~ R B ~ M ~ I I U  wiRmIn~n'~~u' J ~ L I U ~  n B a ~ ( i 7  u;d 

~n?ao~ldvld~ ~nCnso-~uoun' vav u i l ~  y ~ s d i ~ r r r a ~ i ; ~ ~ u ~ n ~ ~ ~ ~ : ~ ~ a ~ t ~ a ~ ~ ~ t l ~ ~ ~ ~ ~ d  

m n  imnl$6?iin'nn?luua~~i7i~ ~ ~ n ~ w d ~ ~ ~ i t ~ ~ ~ u ~ w ~ m ~ ~ u ~ ~ n ~ ~ ~ ~ u n ~ s ~ ~ ~ u ~  
d '  

specifications F ~ ~ ~ S U ~ ~ U L ~ ~ L I U F ) ~ ~ ~ T J ~ ~ ~ ~ ~ W ~ O ~ ~ I M U R U I L D U ~ ~ A ~ J C ~ ~ J C I ~ U ~ ~ ~ C ~ I  U 

X d t 
fil~uouinuu~sao q ~ u n i n ~ ~ ~ ~ u ~ ~ i j n i . j w ' w u i ~ f  O ~ T I O J ~ U ~ - I W  ttarnmI~u~uini~ali~~ 

~ a ~ ~ a ~ 1 n o i ~ n n i t i l u ~ t b r J " n a ~ ~  ~ t a : ~ i l u ~ n n a l i ~ 6 ~ ~ ~ m ~ o ~ ~ ~ 5 ~ ) n ~ ~ n f  irt l:Dpis~ 

nmu h t i ~ ~ w n ~ s d i u d ~ ~ q r u n ~ w n ~ 3 u ' s n ~ 1  u~nnisi<u~~s~n~sui~i.r?nmlwlu 55 

~:R'a~n~:nGna~t~uo r iwffani~i f iuw~~G~ (productivity) UQ:?IIIIIlR (quality) PIWU~I 
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1. f l l ~ ~ l ~ ~ ~ f l f h w  a b  l~~:d3:n'u13 (customer satisfaction and beyond) 

2. ?717ds3%L?fWlX4 (quality assurance) 

3. ?'in75 -rruzr uar~nfilula'o (methods, system and technology) 

4. n ~ n  (quality awareness) 

5,  nil3 n ~ I J I ~ J  (training) 

6. n75i%3u$?u (involvement) 
d vu 

7. n7nilun;on n ~ s a  aaiuCudo (recognition) 
Y 

n7au;a (Gronroos, I 990, unpags) ndmiilm a ~ ~ u u h  BujInnsr L L ~  t ms 

l l in ls  (technical or wtcomo quality) ~ ~ a r a  t 6dxn a~nlJ&un1:~1 unif~M"u"sn11 

(functional ar processrelated q u a l i ~ ) ~ ~ 6 d 5 ~ n ~ ~ n 7 ~ 6 7 ~ ~  R V B J ~ I U ~ ~ ~ Y  A D?IU~M; 
d u  - 

iur2njinnirdre u ibiuwaqdn y usInnkiiu~~nm-ridfi~uGu55u$M"uf mr Q ~ ~ i l u  
t 

T ~ ~ J ~ ~ ~ ~ ~ M ~ ~ ~ ~ ~ ~ I ~ ~ ~ O ~ ~ I ~ T ) I ~ ~ ~ ~ L ~ ' ~ ~ " Y I I S R ~ J U U  ~~~rlurndsrii iu~il=:i!m77~ 
d A 

~ ~ o ~ ~ a ~ ~ u n ~ ~ u t i l u ~ d s r - r u u ~ n n i ~ ~ u ~ n o o n ' d . r : n o u ~ u ~  (objective) L U E J J P - I ~ ~  

~ r u ~ n a r u r n i ~ ~ n n ~ n ~ u n ~ ~ ~ ~ n ' ~ ~ ~ ~  (problem solution) o L ~ I J ~ ~ R I I T U D J ~ ~ I : ~  
n i  t uiluu aa oon~su5ni3ii EJIJ r n a ~ ~ ~ n u " ' u ~ ~ w ~ ~ n i w ~ ~  (total quality) d?n?up~n 

c 3 d t- ud- @?Tnnki n ~ w ~ w ~ 1 r ~ ~ n ~ r d ~ ~ u 1 ~ ~ ~ a v ~ ~ n ~ 3 u ~ n ~ ~ ~ w n o n ~ w a 1 u m . r ~ m ~ u ? ~ ~ w  

hudunlu ~ u ~ n n u : d ~ : ~ i i u i ~ w ~ n ~ ~ i ~ G r " ~ 1 n 1 ~ i ~ u a u u ' T n ~ ~ 0 ~ ~ ~ ~ 5  ~~a-riJ~:~urn-r& 
A '  

Iun~~uiInnWwiou<un5:~1~un3~~Tinori1~I d ~ n ?  t u n ~ w I u i n u ~ a ~ r n  e u ~ u ~ i  
,$an<? o~n'tlr:noun~~6~un3:~3un~~'IGu?n13 4 ~ ~ n ~ l r ~ 3 u n ~ ~ d ~ t  ~ i j u ~ f i ~ - n u ~ i I u  

u~usr.ruu?nnii (subjective) ~ ~ J ~ ~ S : ~ O U H ~ J ~ A ~ ~ ~ ~ ~ T E T % J ~ ~ ~ U ~ I L ? P ~ U ~ I R O ~ U  
dd I n " ~ a r n r i i r ~ i l ~ ~ u ~ I n n ~ u ~ o ~ n c n i w ~ ~ ~ n ~ ~ u " ~ n ~ ~  (perception of service quality) 848: 

~ % ~ u ' o ~ m i f i t l u n i ~ n ~ ~ ~ ~ ~ ~ u ' u  u~rw~R~~sZu~~~rui~ZM"n'u~"su'n 

mnwQvoryYuuirnr 
Y 

u ~ i ? d  (Brown, 1991, p.9) ~ ~ h ~ 1 ? ' i ~ ? o v l 1 w u ~ n 1 a u " ~ 0 ~ n ~ ~ 1 ~ ~ ~ ~ ~ 1 ~ 1 r l ~ i u  
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" 
M ~ J  n ~ ~ d . r : ~ ~ u ? r u n q w v a ~ n i ~ u i m ~ h  ~ u ~ u i l n n u r r i a n n r ~ f i i ~ u ~ ~ i r u u ~ n ~ u ~ I d %  

c67u~r~n&sn"Yn1:'~3wn75 
A i l ~ ~ ~ d l n ' i l  ~ ~ n i ~ n ~ ~ ~ i n ~ . i ~ ~ n ~ ~ ~ ~ ~ ~ a ~ ~ ~ ~ i ~ y ~ m ~ ~ i j ~ o n ~ s u ' ~ n ~ ~  il 

~ ~ u ~ ~ ~ A ~ ~ u ~ w o J R ~ ~ u ~ ~ J ~ I s  ~ ~ r r c n ~ ~ u n ~ ~ ~ i ~ l ~ u ~ n w ' ~ o ~ i ~ ~ I ~  lno?nmqw nisuinm 

o:~~isl i8$ua ~ ~ U ~ ~ U ~ ~ ~ I I ' S ~ I ~ F ~ : ~ T = : L D ~ ~ I ~ I ~ U ~ ~ ~ S ~ I ~ " T ' L L F I ~ J ~ ~ I  via ~ri? 6unm 

U?~II$~IWH?J~~ 

2. i i w u ~ n ~ m n ~ n ~ ~ ~ ~ u q u q n r n ~ w  

i ~ r i n u '  ~)PL&IIWIIPG (2547, ~ $ 7  5) n i i m i ~  q n m w  ~i lu$~di l i f lun'a~ih 
' - d  PI-U n~~"arnnuriuGuamw~a~uy~~~ ~ ~ ~ ~ ~ w u ~ n ~ . r n i l ~ ~ ~ ~ d m ' ~ u "  

X 
2.1 qnnl~rilnun$an n ~ J ~ $ . ~ ' ~ L F I U  rilurru7~n ~ U ; - I ~ & L L ~ R C L I I U S ~ ~ ~  L ~ U  lu 

a ru ZurGrr o m n i n m i n  traclruir iiluG~ q n & a i ~ ~ ~ m a ~ : r i o ~ ~ = : y ~ ~ d ~ ~ i ~ ~ m " ~ t n ~ ~ I ~  

Aiou ~in.rc~i~dbia~nld3rai.a'm~ilu +ua~l< i~r i tun~.r~6aci~uaui~11a ~n"so'~'rniM 
r r i h  I r i n w ~ ~ ~ ~ i u n ' o ~ n i s ~ n ~ i ] u n ~ i u f i ~ ~ ~ ~ ~ ~ ~ ~ a  ~~aua~l jnui rnd~raa~r i iu8uni  

v~3au?n?1$~1b 

2.2 qnnirw8n6a~ijuin.r~iu n ~ ~ ~ ~ : n u a ~ n ~ ~ u n ' a a n i ~ ~ ~ " n ' ~ 1 $ ~ ~ & ~ 3 a  

u i n l ~ ~ ~ a i l l ~ ~ M u 7 r n u r : : ~ n ~ u a ~ ~ ~ n s r u ? u n i ~ ~ ~ n  ninind~im1$~n4o~~inrn?o 

i n ! ~ u d I i ~  dwrtiiiAiia w~mn'su~~~~7uiisr11j~~11u~d6~tl @̂ am"uJQpivfrRaausiaa~?ui~~~auia 

nr:u-luni~ w ~ ~ ~ ~ ~ ~ $ ~ u ~ R ~ ~ - I u I ~ u  rdw l u d . r : ~ n ~ $ u n ~ m  (zhou) i ,000 il 
r i a u n i a n n i a ~ d ~ ~ i n ' ~ n ~ ~ ~ ~ u ~ u I M ' w a ~ ~ ~ m " ~ ~  t3uldn1a~ uins;iudrh~un i ' m l s  
n?u?ulGw i w s w i n ~ u ~ n ~ ~ i ~ ~ ~ ' ~ ~ ~ Z $ ~ ~ ~ u m n ~ ~ u s " ~ ~ f  m u  hari3~tdu nmlr~lnrdilniin 

u 

nluus-syani4 7 ~~?'rt8n~a~il i~ndauarnu~ud1wo~?r~u n ? n s ~ ? r ~ u \ l i ~ n ' u i n . i ; 7 ~ 6 ~ ~  
Ji 1 iirnsarlntt u~~~ni.ru~~nnln'i~~ilui'mi~n~u?uuins;~uwQnnlnm'oit~u~~~nlu 

~ ~ : % F I ~ R @ I +  

2.3 qnnirwiinlufiu~zuuin n i r ~ l ~ % t q n m ~ n - r ~ u ~ u ~ ~ s d  ( n . ~ . d  18) 16 
~ d i o u o i n n ~ s w ^ ~ n d ~ h r ~ ~ ~ u n u u l l i l u n 7 r 1 ~ ~ n ~ s ~ ~ n r u ~ ~ ~ 1 ~ 1 ~ f i ~ ~  N U I ~  (mass 

*L. L; 
production) ~ ? ~ ~ ~ ~ ~ I R ~ ~ ~ U ~ ~ B R ~ ~ U A ~ ~ L H U ~ . ( U ~ O ~ ~ ~ W ~ J \ ~ U ~ . ~ S ~ L ~ J M  n l m s  LfLW 0 

~ # ~ ~ ~ ~ ~ : ~ ? ~ ? ~ I M ' L ~ ~ ~ C ~ ~ I ~ ~ ~ I L R I ~ O ~ U ~ N ~ ~ W V B J ^ R U ( ~ ~ ~ H ~ P ~ ~ J ~ K ~ ~ ~ ~ U  L L R ~ ~ R J U ~  

o t i 7 ~ d o r d o d u 3 ; 1 ~ f l ~ ~ ~ ~ ~ d ~ ' ~ u 1 : s n n ~ ~ d ~ a ~  

2.4 qnn~~d~tKuqnmiw IuqnGuq q r u n ~ w ~ r i u d n ~ ~ w ~ n I ~ ~ i l ~ I ~ ~ ~ u i  
r i ~ n u n u ~ : f i ~ u ~ ~ u u ~ ~ ~ ~ n ~ ~ ~ ~ i ~ ~ ~ ~ ~ ~ ~ ~ m ~ " r ~ ~ ~ ' u ~ n  i o u ~ n ? ~ ~ u d ~ G o ~ n ~ r n ~ ~ ~ u  

Y n~:u~un~rsd~triin~i~ul~i~uie~u~unn~uni'~niv~ rndii2ui.s?iunmuu nsqndu 

r i luua~f$~~ia$%uinw ~ ~ i n ~ ~ ~ $ ~ ~ ~ u i m s ~ a k u w u ~ n  mnmui;~w aloua~pnfim 

(customer satisfaction) ~ $ i ~ d l u n ~ i u ~ n ~ u u n ~ i 1 i 7 ?  WIIM ~ w s ~ r l i ~ w j u d f R u n i n ~ a  
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u i n ~ r d ~ u ~ n q i u a r i l ~ L i u ~ n l ~ a : l l i ~ ~ ? u n ~ i u ~ ~ ~ ~ ~ ; r r ~ a  ~ i a l i h ? n ~ s ~ n d o l d  L ~ U  

n ~ r u i i n e 1 n ~ s l i l d o ~ ~ 6 ~ ~ 1 m ~ ~ ~ u i i $ i a ~ ~ ~ m ~ i ~ 0 i ~ i ~ n ~  5 nd Aa l h G w  mriuhmw 
dcru ~nBuui lu iu  in$n lunalnnu w a ~ a ~ n ~ r h ~ h ~ d ~ A u ~ n o ~ 8 ~ ~ d c a 1 a u ~ ~ i i n 1 ~ ~ ~ a n  

d r l u  2 
fiq:&'ow$&-p&n riounu~uc?wna~aiunu~r:sim$u~~en7~~~onfi~:~~nnse~uwlr 

t 
l ~ n l f i o ~ a ? ~ l 3 f i G ~ i i ~ 7 ~ ~ s 7 ~  

nru 5 M; aa:!nnuoios&h n ? i u ~ ~ w a ~ o ~ ~ ~ n ~ ~ l u 1 ~ ~ ~ 0 ~ n ' d ~ ~ n 0 u ; f  h h y o J  

? n m ~ w  n ~ s a i l ~ m i u b i ~ w  ~ZPIGKY ~ ~ C ~ " ~ M ~ O ~ ~ U ~ ~ ~ T Z U ~ U F ~ ~ M ~ O U ' T ~ I J  nann~?a?d 

~nni~?awla 'u in~~1s i t l " s lnn  ~5~116'l.a'u^rn7nfu~ ~~~niluRloBn~sn3uquqnmiw 

(quality control) f7u~~~iminuirnr i i~:m"o~~uim~~7~ usrmumn ahirnmuw"~ w OIPZIYKU 
an(i7~%dla'u?n7s'L4 -J U 

3. I ~ I ) M ~ R ? ~ u R ~ R I ~ ? I J  (e~p9~tanCy theory) 

isymt f i a ~ g ~ I A o G  (2547, nril 65-67) n i i ~ i i n ~ s u i n ~ ~ ~ ~ i ? w n i ~ ~ " ~ ~  

t e ~ o m ~ ~ l w m u n u o ~ ~ n c i i  U ~ n c i l o : r l ~ n i ~ ~ ~ o u ~ i ~ 1 ~ 1 = : ~ i ~ ~ n 7 1 ~ ' s n ~ ~ ~ ~ n 6 ~ l $ i s ' ~ 1  U 

o ^ ~ ~ ~ u n ~ ~ u i n ~ s d ~ n ~ i ~ ~ n ' i r n 7 m ~ 3 " ~ 1 a ~ ~ 5  d ~ n ~ i u i r n 7 ~ ~ i ~ u n ~ ~ n ~ i ' I 6 ? u a n % w ~ u i ~ q n  

d~:mrn~fluaRm ~~ds:~un~~&u"0~il1~a~7n~~tl~d~.6'~3n~1il~n$~~5n~~u'u~riau 
d d d "  ~ a i  ~ 9 n o l s t n u l d i l l u i n i ~ ~ 1 7 n ~  L L ~ J ~ M  ~ i a i n t l ~ ~ u ? n ~ r u u u o u n u a n ~ w I n ~ ~ ~ ~ ~ ~ n ' u  

~~df iann ' i \ r i i  J3r ~ u n ~ ~ ~ " I u n i ~ ~ . b " u ~ n 7 3 ~ 1 ~  ~ n & l o : ~ h ~ m ~ u n l o l ~ 3 " ~ i ) 1 n ~ ~ ~ o " u  
d au 7 ~ i u  n i r ~ w v m ~  113ra7~u~uui ~6?~i~uanndi~~i~~1d~nda111nilin~nn'inw~ 7 
I 

i%n us'uu5nq.r 
U ad " d a* 

fl.rounu w n r i a n ~ 7 u n ~ ~ ~ 7 ' ~ v a ~ ~ n ~ ~  i i~a iu i lwu .n~uon8waian3~u~~m~T~ 

u a ~ ; n f i  d~~wliumni5rnr ilsmnuci?~ 

1. n?7~4l~iluri?u6m~a ~ ~ ~ d a ~ y f l f l a  (personal needs) ~ n h d a e ~ u ~ ~ n w m :  
X 

~umr& i w q i i n . r s u u a - s ~ ~ u a n i w n ~ ~ d ~ ~ r n n d ~ ~ ~  i ~ ~ ~ f i i u $ d  w ~ I G ~ ~ & ~ I L ~ R : ~ ~ L I  
2 A 2 a ~ ~ i i r n i o n ' s ~ n ~ ~ ~ u ~ ~ u ~ ~ ~ ~ ~ ~ a u n ' u  ~ ~ n ~ i u t ~ n i . r ~ u ~ i u ~ o ~ ~ ) ~ ~ u ~ ~ ~ ~ ~ u ~ n . ~ ~  

* a d  ~ r i i d r l i ~ u n . r : ~ u i u n ~ ~ ~ 1 m i t i l ~ 1 ' ~ ~ u c ~ n m u r i o ~ ~ ~ ~  

2. ~f~:aunism"Iuo%~ (past experience) ~t i~aan t i j t t  

2.1 d s : a ~ r n ~ r u ~ u a ~ ~ u a ~ ~ n ~ i ~ r i ~ ~ t ~ ~ ~ i r ' ~ ~ u ~ n i ~  nrii?i?o udrieugnh 

~no lG?uuin i sad?~ lr  ~ ~ ~ ~ u ~ ~ s r ~ u a u i n n ~ n ~ a r ~ ~ n n ~ ~ i ~ ~ ~ ~ ~ 5 " u u ~ n i ~ a t j i ~ ~ u  

2.2 llxaum~~~~nn~rju~~n~ma~~~~zi~u'~ nrimiio ~ n n i u i t n u ~ ~ ; l ~ n r r  

~ u u i n ~ ~ ~ ~ n ~ ~ u ~ n i r ~ ~ t l d ~ ~ u w ~ ~ ~ u ~ r i o u  lI ~ n r i i ~ ~ ~ ~ r : ~ u n ~ ~ ~ ~ ' ~ ~ ? n ~ ~ U " u ~ ~ n " ~ ~ ~ u  

n?~unrn~~~siu~?.51'11jn7137~1'1~ J~Hu~IR '~F I :~~~?LIu~~~T 

,ur 3. r n m ~ n r i o ~ n m ~ ~ ~ ~ n h ~ ~ ~ u u w i ~  7 (communication) ikilitoonln mu 
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3.  I n ~ r i o m r n ~ ~ n ~ r n ~ i n ~ +  ~y ywi~~~r~~uiUWuG ~-ISYI~JIRO 
nrinmu . 1 ~ u i i ~ n n " R m r r n ~ n i 3 m a ~ w ~ d ~ ~ t l u ~ u  7 d1ddrri?~n61 "lG~~ga.unu~nri.lni?Iq 

1 u r n ~ a i 7 ~ n ~ i u n i n ~ i ~ u " u 1 ~ 1 i l ~ 0 ~ ~ n 6 ~  ~ ~ u m ~ 1 ~ 6 i ~ ~ ~ ~ ~ d ~ l i ~ ~ n i ~ ~ n ' l ~ ~ i ~ u  
u A a  I 

inn '?  1 n u ~ n 6 ~ o : . r ~ u c i ~ ~ u ~ ~ ~ ~ d 1 ~ ~ ? ~ ~ ~ & ~ ~ 1 ~ ~ ( 1 ~ ? 1 ~ n ~ m w ? ~ n u n a ~ r i i ~  
3.2 nisdRam~~ina~6dr:naun7rrIuaa6n1 r~i~aanrilu 

rdc 
3.2.1 Z w ~ i d i ~ i n i ~  i j O ~ ~ l u u a n % w ~ a d l ~  ~ J ~ F I H ? U ~ ~ < ~ ~ U I ~ ~ S ~ ~ I H U R  
b dd , 2d - r:Guiun?~urnnn?~nunnpRo B~~nhidouh~!n??u~7a.h3"4$~ h~?uu5n~muaa.n 

i d  - ~iquinmd:~ u a t i n ~ ~ u n i n ~ i ~ ~ i r i ~ u " s n i ~ n u  awn~iiu'rn7~fhh 
J 

3.2.2 n~3mutii~~n~unnm~uuant~a:niuIu i~i iu~un71u~:w7n un: 
3-4- sdnmdunv~$u?n~r  i l -~k~ad iunuan%w~d11~1~~umm~~a110~~n i i~  ~ducu d.ru~uau 

r J  u 
i ~ ~ n ~ u v i n ~ ~ d ~ ~ ~ ~ ~ i i 6 ( d ~ u ~ t l n ~ i u ~ z n ~ n n ~ v n i u  LLR:~~~INW~URCUJ~ d~ w R I ~ Y  

u 4 ,  c 6 u n ~ ~ r m ~ n w ~ ~ n ~ n m ~ u a a u " r n . ~ ~ F ~ d ~ a ~ ~ ~ d $ i ~ ~  

4. ilsrhnq t nnnnixi (situational factors) R o aoiun7lnI MY o i ~ ~ ? t \ e m n i  
$ n h r $ ? u ~ ~ $ u ? n 7 ~ ~ = ~ ~ n ~ w ~  an7s f i - l ~~mf f  ~ u f l 7 1 u n 7 9 1 ~ 7 ' ~  ad~yn&l L ~ U  ~ u I I I T L ~ ~  

ui?uu?nisoin htinaiudf : ~ ' M ~ J ~ U ~ ~ M ? ' R ~ ) . Y ~ " ~ Y O ~ ~ ~ ~ ~  {d~ils-Kuunuva-ui ~ l o i ~  
lu-dwn aw ~ 2 i a u u a e ~ u ~ ~ a u ~ ~ f i ~ u ~ 3 " t l n i r u 9 n n  r i~ In '~Emm~u h%ilum 

a, ,  u?nx ~~~nnn~.rdduu"il:~~~a~1n"~~~ufl~~~7"ds~{d1:~nunu~un?ru^smsu ad 

~ C ~ ~ S ~ J I ~ T : C U ~ ~ J ~ U Q J M ~ " W I J W ~ ? R ~ ~ ~ R  J 

5. gnnioont iwundindod~n (word-of-mouth communication) nmdgn~ia 
d Id FT 4 A A d  

n ~ s a n m ~ i ; ~ ~ ~ r o s ~ ~ 1 ) ~ n " u ~ ~ n ~ ~ ~ ~ ~ u n ~ ~ ~ ~ u a : 1 , u n ~ ~ ~ ~ u ~  ndu5nnJ;1<tl~udn u w a i  a 

R~IURIRMTJ 
Gaul %TaQ1J'm6iw (2548, ~ l r ' l 9 6 )  n ~ ~ ~ n n ~ ~ ~ ~ ~ ~ l ~ ~ u ~ ~ ~ n i i ~ n ~ t l I $ i n i ~  

Iwiirn7168 ?MW R J ~ ~ ~ $ U ~ S G U  r i l u ~ n ? u s i i 7 ~ ~ ~ ~ r ~ ~ 1 ~ ~ ~ n ~ ~ u ~ n ~ ~ 1 $ i 5 ' ~ ~ ~ ~ ~ r i ? ~ i ~  

u i n n i ~ ~ ~ ~ i r u i c t u n a m  ~ n r ~ m ~ i l ~ n ' o ~ n ~ r ~ ~ a : n ~ ~ u i C ~ w o l o u a  t pnni~~a$~iI%w~uinir 

ymni~1?7ust6ulln u a e ~ o m n i ~ ~ r i i n i ~ r i ~ ~ a u u ~ n ~ ~ ~ ~ I r i ' ~ ~ ~ n ' ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ " s a ~ ~  

n h n a l u ~ i n ~ 5 ~ ~  a~gn6 i~~ i io : r l~~M"~nn ' i~ f im~~ iud~zn 'u~  irnw a nd sad Ils-nau 

nirn~slwuruiue~fi~n~s ~ ' i u a l ~ f i a n i r i i $ n h d n n ~ u i l ~ m ~ i ~ u ~ u ~ ~ u u i n ~ u n i ~  
" da 

$44 i ~ o i 6 i ~ ~ n ~ o n 1 ~ r i ~ u a ~ 1 u ~ n 1 f ~ ~ " ~ ~ r i ~ n ~ ~ d 1 n i ~ ~ ~ 1 ~ ~ i ~ 1 r l ~ . j n ~ 0 ~ ~ i l = : ~ 1 t ~ ~ ' I r i ' ~ n $ i i  
r~andilr~d~~u"3n~~wi)~d~~dsu"u'1n" U 

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เท
พส
ตร
ี



n h ? l R f l ~ ? d n q ~ ~ n ~ ~ u n ~ m ~ ? ~  \ + U ~ M ~ ~ ~ R ? ~ U W U ~ U I U F ~ ' ~ U ~ ~ ~ R R  (individual 

effort) r r ~ n ~ u ~ ~ f i n ~ a ~ ~ u u a ~ u d ~ : u , n n a  bLar~da~iimHaaluiin~mrr~Cfo:l<?unr?lalisa 
d w ansuunu a 4 s 7 J ~ a h s : ~ a d n o n n ~ o J n ' ~ 1 i ] 7 ~ ~ 7 L 1 i 7 u ~ n f l a ~ 2 t l  LLa:wmnmu~u~u~it 

l&?unmm auaua~ lu~nu"u~r r i0~~ i f im~~~~~~1 , i l ' 1~n~~ i1~1u~ i  a11l 

uwq i i c l n i ~ u % ~ ~ q ~ ~ r r n ~ s u 3 n 1 ' ~  

1. nnud~~qnwqarn~nn~m?:n~ '~  

sLun ~rmrnYCm4n ua:nians o?sf iwuf i~  (2548, M G ~  257) n ii13ilnm 

r i i ~ i r u p R ~ u j n i . r ~ i r u n ~ ~  t l i ~ ~ u a Z t b i Y i  ~Yd6~rriu5n-n $ ~ ~ i l u i i ~ d l ~  m u m n o ' u ~ a ~ ! ~  
~ n o ~ ~ u m s ~ ~ u ~ n ~ s ~ 8 ~ $ M " u ' s n ~ ~ ~ ~ r i ~ ~ u ~ 1 " s n i ~  I R ~ O ~ ~ ~ J M T J ~ ~ ? ~ U ~ J W O \ ~ ) ~ ~ ~ ~ Y O J  

u 8 ; J o  A t $?UIJ~III~ ~ J ~ ~ ~ ~ ~ ~ ~ ~ J ~ J $ . ~ ' Y ~ ~ I T I ~ ~ : ~ ~ U Y ~ ~ ~ S D : ~ " D ~ ~ " I I ~ ~ ~ U ~ ' U ~ ~ ? I I M I I ~ U  
d U 3  n ~ s u ? n l s  L onmu h ~ ~ n ~ ~ m w n i ~ u " s n i f  um~u 

r .i n ~ n R v l a r a ~ q n n ~ n n u n i ~ ~ ' s n ~ ~  r i o l C ~ f i n r n ~ p i ~ ~ ~ w i i u 7 ~ ~ 7 n ~ ~ ~ :  

~i43ndG~CiEids:~n~ n u 6 t m . r a u ~ u n i u a J F ~ n i n u ~ n ~ ~ i a  ~ i a d h r  7 

I .2 n v ~ i u d u u o ~ n ~ ~ i ~ l i t u i r u  o ~ n ~ u i ~ ~ u I u ~ r r ~ n n n ~ 5 ~ ~ n ~ ~ ~ ~ o ~ ~ w  

~ ~ u i i ~ t ~ ~ ~ u n i u n g a u i u n 7 3 6 ~ ~ ~ " s  o~6n~.r'a~~o~~~~riwqruniwni~u3m.r~iluna~~~d 

i h ~ ~ ~ u ~ ~ ~ ~ u n ~ ~ d o = : ~ ~ s ~ m ~ u n ~ ~ ~ ~ l i ~ u " u  

r .3 n~n~un~svi~m~u~u"i~i)~~6~(4"u~'?n~'1 ~ n o d ~ u n ~ ~ ~ n w ~ u a z r i ~ u ~ o  
c i i ~  7 \ i o ~ f i t i i m n l ~ u i m ~ d ~  n iwmiu  WJN~I?IU~IRI~~~LH~RUCIA LLRDGIW $-ix 
n~uml%u?n~shua~$uu?n7~ 

1.4 ~ I T R % J ~ $ ~ ~ ~ ~ L M ? u ~ ~ ~ J L R ~ ~ ~ ~ ~ P  D J ~ I  J ~ J ~ ~ P U ? ~ I I ~ J M ~ J \ < L ~ ~ ~ ~ ~ I ~  

n ~ u i u i l ~ u 5 n i r & a a ~ ~ ~ u u ~ m  n~.riliu(?uu^sn~s~u~n~tli16~~ii~~fiormrai~t 

( ? ~ ~ i u y i n l ~ ~ i o l i l d  u d k . r ~ u l d f l ~ ~ 5 ' u u i n ~ . r s ~ u ~ r i ~ ~ ~ r ~ o ~ ~ ~ i n w l ? T n u n i ~ r r i ~ ~  
u, 2 

'4 ~ 7 ~ l l 7 ~ f i f l 7 3 1 ~  L ~ A P ~ U  

2. n ~ n ~ l w n ~ n l a ~ ~ ~ ~ m i r r n ~ f y ' 3 n ~ ~  

d~:n~n' dTIfinw~?'I?J, i i e r n w ~ w ~  (2547. v f i  166) ndi?i+tqnmrnwaa~ 

n ~ s u i n i ~ s z i n ' l 6 ~ m n i ~ ~ w ~ ) i l v o d  w~rnfimw' ~ma~~~d$5u j i i sn lne i i~n~~bw '  2 - 3 

a ~ 1 ~ 1 ~ t 8 w ~ u ~ u k n ? u n ~ s ~ ~ ~ 1 u L ~ ~ u n ~ ~ ~ ~ a n  n ~ s ~ ~ ~ r j n u r u r ~ o l ~ n ~ w ~ ~ ~ o ~ ~ ~ ~ u  
u 'a i inkr l i l~u i l indr l ,n9nn~. in iun~suin~ .ra~s lr i l$ i~ 'un~sf l~~~mi  II ~ n w n ~ n 6 7  

~ ~ n ~ n ~ i l u ~ ' n w n r r ~ ~ ~ d i l = : ~ a ~ ' ~ ~ ' ~ ~ ~ ~ ~  ~+G~IJ 

nrouJR (Gronroos. 1990. unpaged) ~ ~ l n l s ~ n l t l ~ t b l u u ~ ~ ~ i a ~ ~  
disconfirmation U U I ~ ~ ~ U U Y I J ~ T ~ ~ J T I D J R U L O J  byunjl  u ~ u ~ ~ ~ ~ ~ n ~ ~ & ~ n ( l ? r u n ~ w n ~ f  
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u i n l l  (perceived service quality) 16l I I I I I S ~ U ~ ~ N ~ I W ~ R  u f  3aJ (total perceived quality) 

$utfimoinuadi~~ otnis~fiuu~f? U I J ? M W ~  rfimil-~ndx ~ u n i d  (experienced quality) 

< u ? ~ ~ n d ~ ~ n o ~ n n ~ ~ u n ~ n n ? ' s  (expected quality) qmn~wdt~m~innmmm~7'~ Rs 

nrun~vtd~u~uilnnrnnn<~~~iqi l :~~~~ ~ ~ o u ~ ~ I J u ~ ~ ~ I $ u Q : L z ~ $ u ~ ~  InclnmunlnnQ 
Y ~ ~ 1 6 ~ u w o ~ n n ~ ~ 8 u i n m l ~ n i r n s i n  sonmu n~wt?nuha~uign Fiiuantdivin~nn~ 

A ou n ln l~ca i  &wit% n u i ; ~ n ~ i u ~ o ~ m ~ a ~ r ~ w ~ i ~ ~ ] o ~ ~ u ~ I n n i a ~  i~u~ocniwd~finow 
t Y  

d r r ~ o n i d  ~ ~ w ~ w ~ i w d ~ n ~ u ~ ~ ~ n n n ~ ~ u ' s n ~ ~ u ~ ~ f i ~ ~ ~ ~ 1 " s ~ ~ ~ a :  L R ~ P & R J L ~ ~ ?  $ 4 1 ~  
L L J T J ~ J ~ ~ A , W ~ ~ J ~ J  f i s r n o ~ n ~ J $ 7 ~ ~ ~ 9 ~ a ~ n 1 5 u ' r n 7 ~  ~ r a e o ~ n ' J . ~ r n a u n i ~ A i u  

A n . r :u~ums~~~iu in~~nd~un~sn~ununrnto~nn~w~nu& a ~ u i l j n  u s d I ~ m n n i r  
kdou~f t ldu  ~ i a i n q ~ n ~ w d t ~ n s ~ n d ~ r ~ u n ~ ~ ~ ~ n ~ n " U ~ " s ~ ~ ~ ~ n i ~ ~ ~ c c n ~ w ~ ~ f i m ~ ~ n  
n i ~ n ~ ~ ~ ~ ~ ~ o ~ ~ a i i n i ~ u ~ n i ~ u " ~  ~ R ; ~ ~ r r ~ ~ ~ ~ ~ ~ a ~ l $ i i ~ ~ n i ~ ~ u i ~ l ~  l n m i w ~ ~ ~ ~ ~ u  

A d?niupric ;miu I u n ~ ~ n ~ u n i r n i n ~ n r n ~ w ~ ~ ~ m i ) ~ n ~ ~ = : ~ u  n i 3 n i d ~ i i i ~ ~ n ~ n n  
r: 

r f i n ~ ~ ~ i n n n u n m ~ ~  ~ i l u n u i u n ~ ~ u i i n ~ ~ ~ ~ i s m r u u ~ ~ t l ~ r ~ ~ l ~ ~ ~  (quality shortfall) 
d raraoj trazLuarr (Heizer 8. Beny. 2004, p. 204) m i l ~ n ~ a ~ n w ~ a ~ 6 d ~ = n a u  

A ,  A d u o ~ ~ o r n m d e : ~ i ~ r i ~ 7 i ~ ~ n m ~ ~ 1 ~ n 1 ' 1 ~ ~ ~ 1 3 n ~ ~ n n 1 u ~ n ~ u a e n n ~ a ~ n l u n ~ w s i n ~ m s  

i ~ a - n ~ i u ~ i n n i ~ u a ~ ~ ? u u 5 n n  r ~ a : ~ r i l f i q d r ~ u u m ~ i l i ~ ~ ~ m n i w n ~ ~ u ^ s n i ~  (sewice 

quality model) L I R . L T ~ I u P ~ ~ I ~ ? ~ R ~ P ~ ~ w  ni5~"snqf (dimensions of service quality) 1 m ~ 1 ~ 1  
~ n o ~ n n ~ s ~ ~ d o n ~ s u ~ n i s " u ~ s ~ u ~ 1 ^ s n ~ ~  $ ~ L ~ U J ~ M ? C ~ R U ~ T ~ $ U ~ ~ W ~ C " ~ ( ~ ~ ~ U ' T ~ ~ R  
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ulnr in~9r lnaa  (SERVQUAL) u~nnso~\~unisTn?mn7~'11i]~ 4 asRvuin~s Ba ;IR~ 
flms~nslm qsfioni.rd~u ~~rr:i7r~T'n137 !sAouin131n.r&6nw\na uar~.rh~nu7n7rusr 

~ ~ ~ I H ~ ~ T ~ ~ ~ R ~ ~ ~ ~ ~ ~ M ~ M F ~ ~ R ~ ~ u ~ I ~ ~ o ~ o  (reliability) LLRLR~IUL~UJRIJ  (validity) 

numsm LLRJR?T~N.  aRnri7 w ~ ~ i n f i .  q I ~ q ~ r r u  uCuGuu, unaui 
lu " < n s ~ u u i q  na:oJqna !w ~ ~ m w u a  (2546, nlil 592) 1 d e 8 u ? u d ~ n q l u ~ d a i i a l ~  I n  u 

~ u i o i i ~  n~~umu~rnlunislXu3n~1m~uw'u~:~~~~0 u ~ ~ ; n G a 4  va:li71 tloln* 
Kwu7 R"~Zlliru4n (2548, MIIT 98 - 99)  1 ~ 0 % ~ i u i l ~ f l ? ~ ~ ~ ~ a d a l d i  

i i ~ u l u B r  R ~ U ~ ~ L % O ~ ~ E I  i i a  ni~u5n~1~nfidufiui~.a'u?n7~t~6~~aitl~1f~ ~ u i ~ t $ ~ f i n  

R ? ~ u L ~ o ~ ~ D L L B : ~ ~ ~ u ? Y I u u ~ ~ I T ~ ~ ~ I ~ ~ ~ ~ ~  z ~ ~ I ~ ~ ~ ? ~ A o J L L ~ ~ E L ~ ~ ~ J ~ ~ J J  L B U I ~ O ~ U ~ I ~  

~ q q ? ~ ' l ~ s : ~ i ~ ~ R n 6 i ~ ~ ~ r ~ ~ n i ~  i w n : m ~ n ~ ~ o ~ a ' l $ i ~ ~ ] : ~ i ~ ~ ~ ~ ~ ' ~ ~ n o ~ ~ u ~ d a u ' w l u n ~ ~ d  
Y u:t6u~'1%u?uini1~urifimn7~uunio d~ w ~ ~ < ~ n ~ s ~ ~ u ~ ~ u ? u @ n & i ~ < i u i ~ % ~ ~ y i n i r u i n u u  

O ~ ~ ~ J F ~ D L ~ O J  

qmn~ d r u ~ u i  (2549) I f i ~ ~ m u w u i o  ~ a ~ n a l u t i n i ? a l < - h  n u ~ u O ~  
A m s a u ~ n ~ r n ~ i u n ~ : ~ ~ ~ n ~ ~ d ~ ~ ~ ~ a w a a t i i ~ n n $ i o ~  L L R Z ~ T ~ ~ R I L C ~ ~ I ~ ~ I X I S : L ~ L ~ U ? ~ ~ ~ ~ J  

h ~ f i u  ~~a:r?u.rwiTa~ ad;nn'o~ 

u n ~ i n u i B u ~ l u n l n n r . r u ~ l > ~ a  (2549) I n ' n i m f i ~ ~ 7 i u ~ d a i i  JIRLI 
n u i u i i ~  R ~ U R J L $ U ( I J ~ V B J  w ~ n - ~ ~ d ~ : ~ O u ~ i i ~ u  7 n f ~  t i u ~ n j ~ n ~ d i l ~ d i l . r e ~ ~ u ~ , n ~ s  
d 5 : ~ i j u n ~ i u n h  wanird.r:~iiuaenu~Inij~!~~~fl"u ~ j a ~ i a I $ + c ~ i j t b ~ a 7 u  7 n u  wan21 

d s : ~ Q u a a n u ~ ~ ~ u ~ d ~ u f ~ n i  ~iitl7n'u 

la~.llai L L ~ L L U O ? ~  (Heizer & Berry. 2004. p. 204) I?$nin?w~u7u yo4 

n m u ~ l n i i a I ~  I n o ~ u i ~ l t i ~  n 7 i u n ~ i ~ a ~ ~ ~ ~ n j n l t w  LLBLR~IUKIUIT~ IU~~  J ~ J W ~ ~ ~ Y U  
d r: a ~ ~ u ~ n n ~ i u i ~ v i l i n i l t n ' a ~ f i ~ n ~ r u i n i ~ ~ n n i a r i ~ ~ ~ n n ' n ~ n ~ ~ ~ s i n ~ ~ ~ ~ . r n  L L R ~ K ~  
~u~arn~ur~uii~i1ui~n~1:i~~l.n'~ii a r i i l u n ~ ~ i n ~ ~ i i h ~ ~ ~ ~  
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win;.nuuu (Parasuraman, 2005, unpage) ~ ~ H ' n ? l ~ ~ u ? o ~  adn?lu 

~i;ufiaIui (reliability) a a R ? ~ U  m ~ i ~ n ~ u n ~ ~ I ~ ~ ~ ' ~ n i ~ ~ t i ~ ~ ~ n w * o ~  IIR:RSJI~RIRIU~IQI"LM' 
19 &-gtpli~u~u"sIn+~ 

d u a  o ~ n n ~ ~ u ~ u ~ u n u n ~ a ~ n ~ r ~ a i ~ ) ~ r i ~ u I ~ n n [ / ~ ~ ~ ~ ~ ~ R j  a m ~ 7 l ( \ S i i q  
a d nmu~aafiaI6 c r u l u i i ~  n a w n J d a o a ? m n r  ~ ~ a r n n u m u i m I u r n ~ w ~ ~ ~ o ~ ~ t l  gn 

* 
~ ~ a ~ o t 6 n r ~ m ' o ~ ~ ~ n ~ ~ u ' r n ~ ' 1 ~ n n ' i a ~ ~ ~ ~ n d i a ~ X ~ 1 ~ s i ~ ~ n  a~ratn'nmrn'o~lM'~ii~1~8Zu 

ni-lr'nwd7aJ'uky-p 
3.1.2 a ~ 6 ~ s t n a u ~ a 3 n ~ 1 r ~ f i = 7 u ~ 4 0 ~ o I 6  
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s i u i ? n n i ~ ~ ~ ~ ~ ~ u ~ l ~ u i n i ~ ~ a ~ f i i l n ~ ~ I m ' ~ ~ u o r i i ~ ~  fill%~'r?ncil~6nn?~ud~:n'u'I~'Itbn7~ 

lismsumni7fi~i~u"ufk o (16 
ralaei LLR:LUEI~: (Heizer & Berry. 2004, p. 204) I ~ ~ ~ ~ ~ I u M u ~ ~ ~ z I B P  

nlrnuuHunJ i ~ ~ ~ u ~ ~ u n ~ i u ~ ~ l ~ ~ i n n ~ ~ ~ ~ i a ~ ~ a ~ ~ u " n i n ~ ~ ~ ~ ~ ~ ~ n u ~ j n l ~ ~ n & l ~  

tiuvi? IIG 
wi.n;.nuuw (Parasuraman, 2005, unpage) l ~ i l m ~ ~ n w  ~?!n?~u 

?nw-nwua~n~suirn~ b o n i i - n i i ~  n~mauaund i i o  r n i u m u ~ ~ n l u n i ~ ~ m n 7 ~ n ' u n 3 1 ~ 1  
6a~nll.lra4wii3hn~dun"ufi u 
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k~;il ~ ~ " ~ J ~ U ~ T ~ ~ ~ ~ ~ U ~ J M ~ ' ~ R W U " ~ ~ ~ ~ ~ ~ I I ~ U J ~ U ~ ~ ~ ~ ~ ~ ~ T ~ ~ J L L W U  
PI UC w t 

~ t 8 : : n l r ~ i ~ ~ d ~ ~ n n ? n ~ ? 1 1 ~ m ~ ~ 0 ~ ~ ~ e n ~ ~ o w i a u u n ~ w l i n ~ ~ u d o r i n n 7 T u i n l r l l r i  

hIr:n'uwu n"? H C ~ ~ ? U L L I I \ ~ ~ ~  uazn"un3afi IR trinis\M"~~'rni~~iuii$iu 

3.3 ! W R ~ J ~ U ~ I ~  

3.3.1 R ~ I u M u I ~ ~ ~ E ~ J ~ R ~ ~ ~ I U ~ U I ~ ~  

G 5 3 1 3 ~  ~~+?m6, f i y  GIBPI~WU~, RnS ~aiYmllr ~ ~ a z a d a i i l  dnrmira 

(2541. ~ $ 7  291 -293) nEi~7iin~i urn U I S ~  (competence) u n q r d y  a ~ n ~ d l ~ T u ? i u i n ~ s ~ ~ ~  

~31udiu7q smd~~mu$nlu  iu'~1i)'Iun~~~i J I U ~ ~ U U ~ ~ I T  

\Zllq~i UBLLY 04 (Heizer 8 Berry, 2004. p. 204) ~d~F1711111~1~l~(l J 
A 

na~uian?iurnu7sn (competence) M U ~ U ~ J  5 n ~ r  i i~ :n?iu$l~r i lu~ a d  wu'nmun 

ilr ~a~lAtbn~~lM'1~5n-1~ 
wln;n lluu (Parasurarnan, 2005, unpage) Isiriln73inl.n li; ~ 3 6 ~  

?nmiwua~n~suinm Imoniii?ii~~mumui.in (competence) ~o A ~ d I & t u ~ m n ~ r  
A n  u d 

uinlma~w~n~iununn~: (skills) tlarn2lui (knowledge) n1Mulc.U 

~ ~ n n ~ ~ u ~ u ~ u u s r ~ s l n ~ ~ u m u ~ ~ n ~ ~ d i n d ~ ~ ~ ~ ~ 6 ~  HIUITOO:A$IM? 
% ~ ~ R ? ~ U H ~ U ~ T ~ M U I  LJ;J n " n ~ : t t ~ : ~ 3 7 ~ ~ ~ ~ 1  .u L ~ I W W  D S W U ' ~ J I U ~ ~ ~ : G ~ ] J ~ ~ " I M ~ ~ ~ ~ M ' ~ ~ ~  

n .r, u5nm o r r ~ i n ~ i u ~ ~ ~ 1 u ~ 1 ~ 1 1 n ~ ~ n ~ ~ l J g ~ ~ ~ ~ ~ ~ 6 a d i ~ i j d ~ : ~ n ~ n ~ w  iinmna:~tom 
* - saunou iKn w l u n 1 ~ l ~ ~ n n l u l a ~ m ~ ~ ~ ~ ~ 1 ~ ~ n " u ~ ~ 0 ' 1 ~ n ~ ~ ~ ~ ~ m a ~ u  

3.3.2 o~6ds:nouuo~isln~1~1m~~i~n 

Gnu: a r c c n ~ i u ~ ~ i i i ~ i l u u a a w l i n ~ i w d i i n ~ i ~ ~ ~ ~ ~ ~ n  ~ h : n a u  
nioqru~~wrur k d  (iaijn tilrqns. 2546. HCI 23-27) 

1. ~'1Fl'lilr'n~l~lJ~~l~ 

2. iin-riu~w~ludo-uim3 

3. ijn~io$unii7uni~%iuinls 
c*r, 

4. in~iu~ufi~aolrdoni~dptlmwu 

5, i jw~~~~ui im' t lau ia~~ ' id  

6 ,  ~ ~ ~ ~ ~ U ~ U G R T L ~ U C ~ B ~ ~ C ~ ~ M ~ ~ $ % U ? ~ ~ J  
- A d  i r  u -A- 

7. GKwunnnnui aciuuim~ ynn~nun~un~nnsio~7uu'sn7'~#iia: 
* L*. I~t177uhni?l~ia J ~ U U ~ ~ T U R : ~ ~ U R J ~ U O ~ ? ~ L G U ~  L ~ ~ U U R J ~ W ~ ~ ~ ~ U U ~ ~ ~ J ~ C N F ~ ~ U R ~  

Gqld th37 u ~9 U I ~  R 
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ttarxinii ~47u~^sn?~~fluhn'ruy 

9. i in? iu f in i i fna i~~a l In '  { i i ~ ~ u u i n i s n ~ r i i n ~ ~ u G w I ~ a i  7 Iu 
P - P * I C Y  

n ~ r d ~ ~ m ~ ~ ~ l i ~ ~ ~ ~ n n m a ~ n ' ~  ~ ~ T Z G U ~ ~ I T ~ I C ~ ~ ~ I J ~ L I ~ U ~  
10. dnmu-dwriJ~nn $fli~~uuin1~~1rR'a~ij~n~m:taw~:K3 ij 

n - n u d l ~  k ~ n n  ~ w s ~ r ~ l n i i n i . r i u ~ ? ~ ' u j n ~ ~ i l  r iwlrkar  ~ilui!wnle ooi?uu?isnis~~a: 
d a d  Y 

w u i s i u G w d ~ ~  ~ ~ ~ ~ f i f i m u ' s n i ~ n n  tl3ilu 

(2541, ~ r i i  291-293) n i i l i i  nqs~+-$n& (access) n u i u f i ~ u i n i s d l ~ ~ u s n ~ i l  nl r  
d ~ u ? ~ l n ~ i u n : n ~ n l u h u ~ ~ ~ i  aoludvrignni iianlu~lrilri~nninaou~u i h l a i k  
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o n a i  Pi?rJn?a, neui ~ ~ I ? T J R ? B  LLRLG~UYY~LGDU P I ~ S J ~ ? ~  (2546, 

~ril 52) I ~ G m i n 7 i u ~ u q u u s j n 1 3 1 u ' 7 d j i 7 ~ ~ 1 ~ 1 d ~  n ~ s ~ n d a ~ u n ~ r w u l l t ~ ~ o w ~ u u " s n ~ ~  
Y d epn 

~ ~ u ~ ~ ~ r r n r n s ~ d ~ n r n u ~ ~ n r u 1 n a u r i u ~ u 1 n u n r t t ~ u i m . i  

h ~ r s i  UR:LUOI+ (Heizer 8 Berry, 2004, p. 204) ~ ~ 7 1 ~ 4 1 1 1 1 1 2 1 0 ~  

n731u'~ii~ (access) O ~ ~ ~ ) J ~ ~ J R ~ I U ~ U ~ ~ ~ I U ~ ~ ~ L U " I  8dnmGmrrrar ~7harn;md a 

~8A8an oat'lmfi (Lovelock & Wright. 1999, unpage) n h i l  nlslG~fi4 
Y 

IwnlsujnlrCu iunllqud~ nlr~ndas:~il~$~u~n1rtt~r~~u~1'Tn75~un73~M'~1~711~~77~~ 
A 

~$313 ~~uii~~~~xla:m~nluni~~u"~5"Uu"sn~~I~.li~~~:ut L ~ ~ M U J  
d 

WIM;TILLUU (Parasuraman, 2005, unpage) I ~ ~ ~ i r i ~ l n w ~ ~ n e ~ r Y ~  

?mniwua ~nmuinir ~nunam; ~ n i . r ~ h f i ~  (access) ;a n?iumu~snlun~.r~J~AJni 

( ~ h n u ~ ~ i i ~ n d o ~ a m ~ u ~ ~ o  r i l ~ h  unlu 

o l n n ~ ~ n r i u i u u i q 6 ~ ~ 7 i l ~ d l 4 i i  n m ~ c i i ? ~  n u w i i ~  A~TUAIU-IS~IU 
ni.r~~~fi~nmu?nlsuixii usiann~ nriocu $ ~ " u ~ n l s u i n ~ ~ d I ~ ' ~ u ~ n ~ ' 7  n ~ s d ~ u ?  onmn 

J u a .  A t  n:a~nlu&uuel n n i u n u r i ~ n n ~ u n ~ r a n m ~ ~ ~ u ~ : ~ ~  

3.4.2 o&dr:n ouu oan-~r~$d~ 
d 

n37armui3o~un15~~id~n1~~1~n~1~~~=:j~fldan~s~mdo~un1rwud:rwo 

~ l u ~ n i l ~ ~ u h ~ ~ e o : ~ 3 a ~ ~ ~ n $ 1 " 7 ~ d ~ ~ ~ 1 ~ n ~ ~ ~ 0 n ' ~ ~ 6 1 u ~ ~ 4 n " ~ 1 ~ " 3 n 7 ~  ~ednmGnis5u 

gn6-1lusc&udi~ T ~ U  d~oli~aan~ilw 3 An u ~ n i s ~ d n ~ r ~ l m d s l u 5 = : 6 ~ ~ ~  uinmdii 
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H I ~ I L ~ ~ ~ ? ~ u s ~ u ~ ~ J R ? I U ~ ~ ~ W  nlSLR7SW ~ - I S L ~ S J ~ ~ L L B ~ R ? ~ ~ I L ~ U ~ W S ~ U T ~ S ~ R ~ B ~ ~ ~ ~ ~ ~ R  
u d A  1 d a ~ ~ ~ u ~ f i d 1 u n ~ d ~ u ~ n 1 f ~ ~ ~ i ] = : ~ ~ ~ ~ ~ ~ ~ r 3 ' ~ f i m ' 1 1 a ~ ~ u ~ ~ ~ n n 1 $ i ~ ~ s u ~ u ~ u  nmufi 

r d r l  .r ~ n u ~ < ~ b n s n n ~ d u ~ ~ i h ~ ~ ~ u n ~ a ~ ~ " ' u ' i n i s  ~ v r s i r n ~ i ~ i i ~ n o i 6 ~ 1 ~ ~ ~ " s i l : r ? ~ ~ M ' ~ n n ' i ~ n  

au$ul~~t~-.dr:Guh 

h a a i  L L R ~ ~ U  OA (Heizer & Berry, 2004. p. 204) 1&nrj73ii~~m~1l~ui7 
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3.6 n i s i o m ~  

3.6.1 F ~ ~ ~ u M u T ~ w ~ J ~ I ~ + ~ ~ I  

bl?SJR?B, RRLl l  Tl?Xfi?Fl ~~=flXJw'dFlTb olqw'Fl?Ei (2546, ~ u i  
::* a d  

181) Xni imi i  ~ ~ T ~ ~ ~ ~ u I L ~ ~ J ~ L ~ J ~ ~ ~ ~ L L R : R ~ ~ u ~ ~ I ~ u o I ~ ~ ~ ~ ~ I  W ~ B U Y I J L I U R ~ ~ ~ ;  

t ~ n n ~ n m u  L i l u ~ n s ~ 2  u ~ I P + ~ ~ ~ w  i t a r n i a i d ~ ~ I o j w  
d 

gW113JN 1~1~77fi96 (2548n. ~ c l  34) n613fi~ni1mm3h n7.r 
B ~ n m r n u w i i ~  n?rA~ds?u ciau'ota- r w ~ d f i r h ~ a u a u u r  L L ~ : ~ ~ I u G F I L ~ u ~ I ~ ~ ~ ~ I  

c i ~ w n i ~ i e ~ n ~ ~ d i ~  7 rnu\~i71m L I R ~ ~ W ~ ~ ~ T W  

h a o ?  ua:~uoA (Heizer & Berry, 2004, p. 204) ~ A ? ~ ~ F I ? I U M U ~ L I V O J  
u -  a d  

nl.r'Rom.~ ~ ~ H U ~ U Z J  n w ? u j l ~ B a y ~  ~ ~ ~ : r n l ~ f i m L $ ~ ~ l n ; n h  wiouG4 nwnnqru~n~ 
A n ? i n ~ i l u 3 n s h u ~ l o ~ n ~ n 7 ~  U R : ~ ~ B ~ ~ L U ' ~ I ~ ~ ~ - I L I  ~aeWa?sw~n?iuunndi~~a~f=:m'u 

a m Y ~ s i d ~ : ~ n n  
w l n ~ u u u  (Paraswaman, 2005, unpage) k ~ ~ f l ? l n ~ u l u s o 4 n l l  

d namr ~ i l  m ~ 1 ~ u ' n ~ a ~ ~ ~ ~ " 3 1 n n a d l 4 o i e ~ ~ a ~ n i e i i n n 5 n d ~ ' h ~ l r ~ ~  

niiwlw en@ n l s s a ~ i r  nu~un"~n~1iuv7~Y'aya ua:n?iu AmAu2in 

in61 ilrilun?~.darrn~d?d7 b u n ~ i u ~ i l d n r ~ ~ i ? s ? i ~ i d ~ n 7 ~  t~aenwi&ui l i lhu  nlrl$ 

u'oga~u~u5~nnou'~~da~~~~$i~siirnr6~~ui:nu 
d 

3.6.2 a~6drznauu a~n~saamr 
ni.18smr~:n~nun~u~~n~s'117 sin a w ~ n r i w  n1.1mainn~r~n3&vd n?s 

d dnousutni71 nmruirn.r~nniua:ms~w ~ ~ t ~ w i i i y  (a tad  i)iqw~;a, ARW vi?<~mt;a LWL 

Gjd~Qrn p y l ~ n g a .  2546, nril 182) 

I. n ~ s u ~ u l m t l w C n ~ 7 ~  ~ Y I ? U ' U ~ ~ ~ ~ U ~ J I J ~ ~ ~ W ~ ~ ~ ~ ~ I K I . Z U ~ ~ ~ ~ O ~ ~ ~  
u d PZ u'a n n h k  tdu niwiht d3ilsrn'unU~ ua:uin~.rCn~~u~lw $~inuusru?G~ aawhnu7n~rlu 

Y YY d f i n w 7 ~ 4 a ~ i q  a 1 l n u . a o r n ~ ~ ~ n ~ ~ ~ I i l 1 ~ a n 4 a I ~  U 

2. n i ~ l ~ u i n i ~ ~ n n i  wCn~iul$u?n~rpnR'7~7~1~$ a7ninuel5~5n,r 
u a n f i l u ~ a ~ u  7 ii?u du u i n i s d m m ~  i u o e ~ u i n l . r h d r r ~ ~  uarudu i lyml$$n  h 
l n o ~ a m r ~ n n i n u b  J 14 o l $ n i 3 ? u f i m r ~ ? a n ~ 5 t t ~ ' u f i ~ ~ i  L~UIIJ o d w u ' l l x ~ m t i n i w  

3. nir i lnourugnfi  uiljnuw u q ~ l n  o ~ a w i ~ a t i w d ~  u i n m d ~ t ~ n n  
n s n w i a q ~ f i o  ~ ~ i i r r ~ i u n ~ u ~ u ~ o u ~ r  ~ n ~ n u a ~ & n ~ n ~ i l n n ~ . r u ~ d a l d ~ n 5 i l t ~ n  

Y A A d  n~~u{u~fisn'uu2inn'fuw~u3d~1?n~1 u u f i r ~ a u ~ n n ~ n ~ ~ a m ~ I a ' u j n i a ~ ~ ~ ~ u ~ d ~ ~  E!m 

4. n ~ r u w i d y n  ~ i ~ u c ~ i o ~ n ~ n c i i n o ~ ~ i ) ~ ~ i l ~ n " a w ~ d s n ~ . r & ^ a u ~ l a  

u o ~ ~ a n a i ' l a i u i n ~ ~ l n  rn~uwiA11~ t 1 l u n ~ 1 d o r n 3 C l s ~ n o : f i i n ~ 1 ~ ~ ~ ~ ~ 1 1 ~  n71tus~~vri 
Aad- d l ~ ~ ~ ~ n l ~ n @ ~ a n % ~ ~ l L i ] ~ 0 d 7 ~ ~ 7 n  t ta-d~ u a I ~ 6 ~ u n u u i o i ~ ~ - 1 u r i ~  L ~ D ? I E ~  p I u n l s  
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w .id 

y o l ~ ~ ~ u a ~ n q ~ l l w i c i l p  nq~1uumiua:ariuiTu ~ ~ J ~ ~ ~ ~ I ~ I ~ ~ " L I ~ ? L L ~ : ~ ~ P I ~ ~ ~ R I W U  

n~iurro1~6~3uIiY 

n sssd nmdorn~ rrul u ~ ~ n i & a n ~ ~ f n ~ ~ ~ ~ u ' n 4 l u d ~ : n ' u ~ 3 f l  u 
A d 

n'y id3~6UWl~ nlTlk4 Ll l l~fu 'k l~~d73 R I ~ L ~ ~ ~ ~ ~ S E ~ U R U ~ R  Llnlf ~IEQ~~%JW~($~IU~XOY~ 
c d  ' 

clalnnniu ~ d u  T?ny In~n'Ru R O S J G U ~  ~ ~ S ~ ~ ~ J ~ ~ ? I U ~ R L ~ U U Q : ~ ~ ~ D ~ L " S ~ ~ U ~ I ~  
~ ~ i l 3 c r i u m u l w n ~ i l ~ ~ ~ n i ~ ~ ~ u ~ ~ ~ n m ~ n ~ ~ u ~ r n ~ ~ u  rj7um~Id.rud6 unrIn.rR'wn' ~ilucTu 

n i ~ ~ a ~ 7 ' 5 ~ o a ~ 7 w " n d 7 ~ 1 j ~ z $ u ~ d m u  ~0 i jn15d1= '117~~$~6~1u 
d J ~ : n i t & n u r i i u ~ o n ~ ~ i n ~ ~ ~ o  tiu in! InmG~li ua:ran~is~w a ~ ~ w i d ? ~  7 nisiuv79 

~ ~ ~ ~ ~ ~ L ~ ~ ~ ~ ~ ~ ~ W ~ U T I ~ T ~ ~ L I ~ ~ I ~ ~ ~ U ~ ~ I ~ G ~ ~ ~ U L L R ~ ~ ' ~ ~ ' ~  ~fiuu91a~~1~'5:n'umu~: 

ri i~r~n~.~vjRluiqm~wn75u^Sni'~ n i~do: f i~~~u i l r :n"umu~~wo~ i l~~  v ~ ~ L ~ ~ u ~ F I J w T I ~ ~ ? ~  

nmuR'o~niruo~~d11.1:n'umw ~ ~ d 1 ~ u o k ~ $ ~ m ~ ~ . i r ( ~ l ~ ~ : : h 5 3 f l n ~ 7 1 ) ~ m ~ ~ ~ 1 1 a ~ ~ 7 t l ~ 1 ~  

an51 %l J $ d ~ : h n u  1. unmQlG!i~~an~nmuR~ t8u L ~ ~ H I  ud?u (hotline) 1506 5 ~ 4 ~  
nmuA~duu~nds:mau arr:$ihu~i( o?% t ril~~?ula6 (website) ? U ~ ~ J ~ ? ~ ? R L A U  
~ r a z n ~ ~ w a u ~ a f a ~ P r u u  (hu'n~1~d1:n'ug~nu, 2545, MCI 3-6) 

3.7 n31~15j1~0~a 

3.7.1 ~ ~ ~ u M ~ ) ~ u u o \ I M I u ~ ~ L ~ ~ ~ ~ o  

irwtli roiuP.iinti (2539, ~c7  35) n i i m i i ~  R ~ U U ~ L ~ B C ~ ~ I  nu7 u i i ~  
n71ul in~l i lu  a ~ ~ ? u u j n ~ 1 G r i o ~ A ~ ~ 1 ' s n 1 3  

?T:r"qu' ?~F IL~~WISI~  (2547, H ~ I  163) ~ ~ ~ R ~ I U H I . I ? U ' H O J R ~ ~ U  

I h ~ i a   ail 4 ~ 1 0 6 ~  ~ m ~ ~ 1 ~ 1 5 n ~ ~ ~ l l ~ ~ u ~ n 7 3 a d l ~ ~ n ~ a ~ ~ ~ ~ ~ m 3 ~ 1 ? ~ 1 m ~ ~ d ~ ~ 6 ~ 1  

riry ty11in"u $?Inn 
~ W U I  E~aRGwGa (2548. MG 98 - 99) 1605u?tli; ~n~iutii~dofiai7 

~ u ~ u ~ ~ n i r u ~ n i ~ ~ n ~ ~ 6 ; ~ ~ ' ~ ~ 1 1 ~ ~ ~ n ~ ~ u , ~ ~ ~ a ~ o n P ~  rui~1~~fioln~~udilili3~~~~::oa;u~u 

lu~inmdij~run~w i in~tu~nsia~a~:tdo~nr~ ~ ~ u ~ ~ m ~ u d 1 6 ~ ~ ~ ~ ~ ~ ~ Y ? ' f : : ~ i i d ~ n $ 7  

uiitfi~lnil ~ ~ . ~ ~ : ~ ~ ~ ~ J L & R ~ I ~ ~ P ~ E ~ ~ ~ J I M ' I ~ ~ ~ ~ ~ ~ ~ U I ~ ~ ~ U I U ~ ~ J ~ ~ : I ~ ' ~ I . I ~ Z . ~ ' U ~ ~ ? ~ L L ~ :  

~Rnniruonda ri~ua~n"uni1~~u41~~~~n61~~~~~1lru5ni~u~n~ua815oiotdn~ 

lzdgocl uar\36(Lovelwk & Wright, 1999, unpage) n i h l f i ~  n17u 
A U" r i ~ i ~ a ~ a l u n ~ s u i m ~ . u i  u f i ~  n ~ ~ u ~ ~ ~ w ~ r d a n ~ r s i n i t u ~ ~ u n ~ s u u i m r i 7 r i a ~ ~ o u i n ~ 1  

I w ~ ~ ~ ~ u I ~ ? I J I ~ ~ ~ : J ~ u $ ~ ~ ~ I  ~ ~ L G U ~ ~ ~ ) ~ ~ D J O ~ ~ ~ I ' I U R Z ~ ~ S Z G U ~ ~ ~ ~ Y E ~ ~ W ~ " ~ ~ I M  

I s ~ a n i  ua:tuni; (Heizer 8 Berry. 2004. p. 204) ( ~ ~ ~ ~ ~ ~ u M u ~ u v D J  

fl?luh tdnfi a (credibility) O : ~ ? U ~ J ~ ~ I U ~ % I  J ~ P  ~nuda 50 U R : A ~ ~ U ; ~  

w l n l n u u u  (Parasuraman, 2005, unpage) ~ ~ $ ~ ~ ? ~ u R ? ~ u H u ? L P u  04 

m?iuriir~efio R a n ~ ~ u a ~ u ~ s n I m Y m m u r i ~ 1 7 ' 7 u ~ ~  ( t n r s t w o r t h i n e s s ) ~ n ~ l ~ ~ 6 0 ~ ~  
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(believability) 1rarnmu~urin8 (honesty) 4 4  L ~ J U Q P $ ~ ~ ~ J W ~ C U % B L B L I J V ~ J J J R ~ ~ S  

AM'u'Tnm 7J 

~ ~ n n ~ ~ u a u ~ u v a a n ~ ~ u r i ~ r d a n a ~ i ~ ~ ~  aldl6iijl R ~ U J I L B ~ ~ D  
A a -  d a  d 

nmoii~ n~snusl*nua:wuil~iwin~~uin~~n,ol~~i~r;iunn U L R B L I ~ ~ W  ;UJLU(IJ dnm 

~ < n l ~ n d i d ? n n ' n 4 ~ l i ~ 8 i r i ? ~ f l ? l u a : t ~  u n s a u n s u n ~ o I G n i n g ~ r ~ i o u l n u n ~ ~ u ~ ~ ~ ~ n i ~  
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~ u n ~ n i ~ n i u r n ~ i ~ u  (uilinn-llua?a~iii1~1~7~7~duv~~~~lil;dhu) rns~ i iu inw 

R?~u&J  ( ~ ~ s ~ R ~ o Y o ~ L s ~ Y ~ ~ ~ F I ~ L ~ u ~ ~ " L ~ M R ~ ~ u ~ u M " ~ o ~ ~ )  

h r u f  a~ruinA (Heizer 8 Berry. 2004, p. 204) I & C ~ T I ~ J R ? ~ U ~ R J  
t 

47 MUIE)~~J ~ ~ i u d ~ ~ ~ f i ~ ~ n ~ w m ~ i o  ~ ~ ? I U L ~ O ~ M " ~ O ~ ~ ~ ~ U $ O ~ ~ ~ ~ W S M R ~ L I  

wln;nLLUU (Parasuraman, 2005, unpage) % h h 7 1 ~ ~ 7 1  UMUI U~BJ 

~ = i u d a u n ~ u  W a n isdnmin~Gunno n77ur'aa~~~ammun R ~ J L L ~ R J ~ Q ~ I  

ainnmunui F ~ ~ ~ U ~ U L U R  J HIJI u f i ~  n x d  

Iwodn~~l7nn?lu~"R~~uni f  ~ ~ L G u ~ T ? I ~ ]  

m?lu&na ~?'zon?iudaan~u (security) i l ~ n n ~ ~ 1 ~ f i n l ~ & n l J n i ~ 1 n 7 ~  

nmu@ ailr$au n I n  n (?uiullim~k~~s~~~q:1m"5'u~'sn7~~\~j~~~ L"A4@i n ~uns lu  n77u 

iinwsm ~ 3 a n ~ ~ u ~ ~ ~ " ~ ~ e : ~ f i m ~ u n " u w u 1 a ~ ~ ~ a : 8 ~ m n r i o u  naonaulrjGaio3njmi~$ay 

u o ~ n u o r n n ~ ~ ~ ~ ~ ~ j ~ a l m ~ ~ ~ : I ~ u ~ ~ ~ ~ ? ~ a ~ ~ ~ n ~ ~ ~ l r i ~ ~  (G~3riWb LVPGUII J 2546, 

30) 

~ 7 d l n ' i ~  nmuiuiwnr ;a d o ~ ~ o ~ u o ~ u i l j n l r i a a ~ & n ~  y nznmw ri3u 

y n n a u o ~ w ~ n ~ ~ u d 5 n ~ ~ n ' ~ ~ n n " ~  s~u i ;~n~ iu& i&16  u ~ r n ? l u q i ~ l p u n ~ $ $ ~ " s n ~ ~  lno 

s ~ u m s l  u nmu ijnwmn wiomw 
Y 

g r u ~ ' r u d ~ : ~ i i m ~ u ~ u n u ~ a 4 ~ ~ ~ : ~ ~ v ~ m < o u  n a u n ~ u ~ r j m " a ~ f i ~ a i i u " ~ ~ ~ u a ~ n u ~ c ~ n  

L W  s~~wi~mrnswlno~rj~'iuauy~nt8oriou 

r i i r i n ~ 7 u d ~ : h r ~ ~ n u ~ $ i ~ i 1 3 f l 3 ? ~ i ~ ~ ~ I ~ t l ~ 7 i i ~ 8 d  wad~:I t ldp~m 

ua~gn61 $ 3 ~ n l s ~ ~ i u l i n 1 ~ a d l ~ ~ n i a ~ ~ ~ n r ~ t l i w ~ l 6 3 u n a 1 u n r ~ ~ o n - l a u n a ~ n i s ~ n '  

n g ~ ~ ~ ~ o u a d ~ n d o ~ n r ~ ~ ~ ~ ; ' i ~ n 5 ~ u  n ~ u l d a t ~ n ~ n ~ i u i i o 7 m ~ ~ ~ u  iratnwoi~niiarniw 

~ u n ~ ~ a ~ n o ~ ~ u ~ . r : n i t k n u o " ~ ~ i l ~ ~ ~ ~ ~ ~ r i ~ t l ~ : n " u m ~ l 4 a r i ~ ~ & 8 u  
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(understanding) / n i + h  in61 (knowning the customer) O ~ T ?  I J ~ J ~ I I S W  UI UI u L ! ~ I F I ~ ~ ~ x J  
& ~ n ~ . r d u 6 9 i ~ ~ a ~ ~ n 6 1  

l?din+I uw:\-s6 (Lovelock 8 Wright, 1999, unpage) 16n Fi17ii Jn7~Vi1 
U" d f ~ l l a ~ L ? ? ~ h  oa r iCnon6~ i -1  r r u i u i i ~  n~s iu~f i e :?snndn7iu$ io~n7f  61~11"4nimJa~ 

{lJ:\Jln ~4 El r n ~ 1 m ~ ~ ~ i i ~ n ? i u ~ a ~ n i 5 d i i n ' ~ ' s ~ w  O J ~ U ? ~ R  

wlsianLLuw (Parasuraman, 2005, unpage) ~ ~ r i n ? l u ~ u l u ? l ~ ~ f l 3 l l u  

~ f i l p i n n i  l n o ~ u ~ r r i ; ~ n ~ i u n ~ n ~ s n l u n ~ ~ i l i n ~ i u ~ v i l ~ n ~ ~ u ~ a ~ n ~ r v a ~ ~ u f I n n  
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(254 1 ~ 6 2  440) \&a%~lutdmi  U L ~ U ! ~ I T T U I I  04 fll.~u?nll (tangibles) MUI l l f l4 gnn l )~  
nlcnlunlw Ao ~ i l u ~ * n o z u r d d n n ~ l ~ ~ ~ u  nian~ui .1n-jun'n~l6 ~ d u  ipt! @ n r d  
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% u ~ u w a  a12drr~~jir; (2547, ari l  106) In'ahu7ufl~;dsssuuaJnl~ 
d 2 A" borru lun~~~nauw'~I$ i  5ulsiuri einima~@w?nl.r ~nfooiiauar~dnsnr' L ~ U  

Lfi$oJnoufiqLnu+ Ln$ojLoq\ju (ATMI d ~ o n r o  $a ~h i l ~ ~ d s : a ~ K ~ r r ' ~ n '  ~tuudoiu 
Y Y 

d l  J 7 r2ufin~suuirnl j w r i n ~ ~ u  ~ ~ d l i u ~ i ~ ' I $ ~ n r i i u ~ 1 : 1 ~ u ~ ~ ~ ~ m a ' ~ u n ~ ~ n ~ ~ n ~ w  
d J' 

(physical evidence) T J L ~ U M : J I M ~ ? U ~ ~ . R U W ~ J ~ ~ T F ~ R ~ Q & ~ ~  7 ~ J L M ~ ~ U  unnqinsr 

a?omu usen:ain ~ I T I ~ J ~ ~ C ~ L ~ U $ J ~ ~ ' O ~ ~ ~ ~ J ~ J  L ~ W  f i ~ l ~ < u ~ a ~ f ~ a ~ I r j a r i ~ u  U 

s:tl:harfiubJ ~ F ~ D ~ ~ ~ ~ ~ ~ ~ ~ : R ~ ? ~ L ~ I D I ~ ~ T O ~ ~ R ~ ~ " U  ~ i j u ~ u  
d 

3 i i a f i ~ ~ I w I : ~  (2547, ~ $ 7  274) n i r u ~ n ~ s ~ i l u i ~ i I i r n u ~ ~ ~ i l " u  
1 u 4  - 

& d l $  unnuanwotrman~onaiu,.rn~uC~iplm' c i n w r n r n ~ ~ n i n n n ~ u ~ 1 n ~ u w ' ~ ' l ~ i d 3 :  
nuludd ~ ' n  ww:u ~ J & B ~ ~ ~ ~ ~ ~ ~ ~ E T : ~ ~ ~ ~ I J ~ ~ ~ ~ ~ I W ~ H ~ ~ I S ~ ~ U $ ~ O J ~ ~  ~ d u  

wu'n~iu1H"u?n~srr~:G~ diu7 amiurrrmmd7~ 9 

~ m u i w ~  ~ ~ u a l o  (2549, M C ~  171 1 $ n i ? 3 ~ ~ l j n l ) w n ~ d n 7 t l i i r ' u w " ~ ~ ~  

i iaulunr ?;~duo~~i iulun~ru3n7~ 1 s 6 ~ d ~ n c i i m u ~ m u ~ ~ t f i u ~ ~  L ~ U  nmuneomuoc 

aoiud n~~unrc~aiaiuso~wu'n~~uluni~'IM'~1"3n~'~ ' R ~ i i u ? u n ~ i u ~ r a ? n h  7 r ~ i l o r  

~ i l u i do~ i i o  w~n~~u~!'rsdao~im A ~ n n ~ ~ i a m u n l ~ n n i  
d u 

~ S L " U O ~  LLR:LU D'iS (Heizer 8. Berry. 2004. p. 204) ~ Q i ? l E j l 3 ~ ~ ~ f l w 1 ~ : n l  J 

n~un~wdguwkm- (tangibles) M ~ & J  C m  %dmhumIunrrI~"~m 
' A 

)"11J7"631 u LLUU (Parasuraman, 2005, unpage) ~d$ f i 31~na~ l  rr91 a JE4n 
U U  CY A inui~oolun'o.sl6 kmu na ~ n i n l m ~ d ~ . n n ~ o ~ u o . s i ~ i ~ u ~ u n ~ ~ u n r a ~ n s i ~ ~  $Jn.mdu 

d A nmIKu5nl.r wrin~lu o~rnanIfiunl~'AamT (communication rnaterias) 4 4  ~iluilojud 
5: ihcY h n ~ u s r f t ~ u ~ n i ~ ~ ~ n ~ f ~ m & i a ~ a ~ ~ n " ~ ~ u " f ' 1 n ~ ~ ~ ~  o u m  (high-contact service) 

J Y  4 

o i n ~ ~ ~ 2 ~ n ~ ~ u n u n ~ ~ i n ~ ~ ~ $ i n s i i ~ ~ i i ~ t l ~ n " U ~ ~ ~ ~ ~ n i ~ i t l n ~ w ~  

liu~~'tn' ic~dkii~ nu lu f i~  rinwnrmwnlon~w~ai~si7d 7 ~ A ~ U ~ S ~ L ~ U ~ ~ S O R U H ' R I G  

~~fi:~%~ilunids:~~u?~~bn~wn"~riau L L R E A & ~ ~ ~ % u ? ~ ~ I  L ~ U  qfin'Rc an-t~~~?rn$au d 
u a m o  nisnnttsi~niuluiiiu"n~~u umuinifi $nr~qf i  tliui?~ininaniniulw ;dn.rru' 

~ u U n ~ i ~ s l ~ ~ ~ ~ o ~ n ~ ~ ~ ~ i ~ n i u ~ l a ~ w ~ n ~ ~ ~  Z.IuGu 

3.1 0.2 o ~ ~ ~ r r n n u v n ~ ~ n ~ w n ~ ~ n i ~ n ~ w ~ ~ u t ~ ' ~ I m ~  
w i i v  tBnlwlssd (2547, nrii 197-1 98) nf i l~i~r:aan61\~ ll 

muisn<u n ' o ~ t r a d ~ r l r r a r i ~ R " n ~ a ~ n ~ ~ ~ ~ n ~ ~ ' t 4  r i~ l~Y;nni ld~ ~ ~ a e l b ~ i u l i ~ ~ ~ f i u d ~ d  

~ l u v o ~ i r u ~ i o  r i u ~ ' ~ 1 f i u ~ 5 f i ~ u j n 7 ~  ua:\&d~iruaio gu ~ " R I G Z U I ~ U G ~ ~ ~ ~ L ~ U  
2: 

q~n~wn~riauuar~&ni~'I.a'u^rn7~ or~duln'il h i 7  aniuu5n1.r ~ u q t l i i ~ ~ n & ~ n  
A'd * n ~ ~ ~ C i ~ n f i i m u ~ ~ n u a c ~ i u ~ ~ o ~ u ~ ' ~ ~ ~ r u ~ ~ i i i ) ~ ~ ~ n ~ ~  a~&Js-.neu~wd~uuaniiw asi a 

< A *  * I ~ T ~ R ~ ~ I . ~ ~ U ~ ~ ~ T I A ~ ~ : I $ ~ ~ U L ~ O L ~ I U ~ I ~ U ~ ~ ~ ~  uio r i i~I~r irnuuim~~~ia=:~3=:~nn a792 

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เท
พส
ตร
ี



มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เท
พส
ตร
ี



r n r n l s r ~ i i w ~ n u l ~ n n ~ ~ 3 n ~ ~ o ~ ~ f y 1 1 3 n ~ ~  
oLwn ipr~oruiudn LLa:nlsnr EI?RI~UURP (2548, ~ $ 1  271) n t h ? i i n m  

d5:10~? r u n ~ w n ~ ~ u i n i ~ I ~ j i ~ ~ 1 1 ~ ~ ~ 1 , ~  r:Guln Rnlu hu~~d~ilui ' in7sAns:$~~A o 
1 t: 3 
~ U ~ U ~ ~ ? N ~ I ~ ~ U ~ ~ ~ I G U ~ ~ I ~ ~ Q R ~ S ? ' ~ L L ~ ~ ~ ? L I ' U " S ~ I ~  n ~ u s : w s ~ d a n ? i ~ ~ o ~ n ~ ~ ~ ~ a z f l 3 ~ ~  
n m n i ~ v  o J f ? u u l i n l s a r i i ~ l s ~ u  st . ' a ~ f i e i s n r n ~ u ~ ~ ~ ~ ~ n ~ ~ d ~ ~ ~ ~ u ~ ~ n ~ w ~ u n ~ ~  

u i n ~ r v ~ n i i i o u o ~ ~ 5 u u i n i '  ~ ~ o ~ ~ ; m ~ ~ ~ ~ u i n ~ . r t n u ~ ~ n ~ $ i i l ~ n n ~ r ~ ~ u n ~ r i ~ ~ ~ ~ ~ n  
d Y J U" 

I n  ~ i i d ~ ~ ~ ~ o ~ n l s d 3 : ~ f i ~ ~  i nq  mi7 W U ~ ~ W ~ ~ ~ U Y " ~ ~ ~ T ~ ~ ~ L ~ U ~ ) ~ ~ ~ ~ ~ Y L I " ~ ~ ~ I  i&ri 
d 

4.1 mi (cost) ~?ujuuin1~~~:~iiu1u~uni1nnuin~~~u:uor6s~fici~uin~s~ 

r ~ m r  R ~ ~ u ~ ~ I u ~ u I ~ o ~ , M ~ ~ s ~ ~ ~ ~ ~ o J ~ u  

4.2 L7R1 (time) ~ ~ ~ u u ~ ~ ~ s ~ ~ ~ L O U ~ U T ~ ~ U ~ ~ : Y ~ W ~ ~ T ' I ~ U ~ ~ ~ T ~ ~ I  u33n th nir 

U ~ R T F I U  ~ J ~ " ~ ~ ' ~ L ~ R : R W ~ ~ T = : B U ~ ~ J ~ ~ U ~ ~ ~ ~ U Y U ? ~ ~ J L L R Z ~  L ~ ~ G I M R S ~ B ~ ~ ~ L ~ U ~ ~ ~ ~ J J ~ L G U  

;J 3 3~wi~andl~n ic  l n o l w u ~ J n w u ~ o ~ r u o ~ i ~ n 1 ~ ~ 1 ~ n ~ ~ ~ i ~ ~ n ~ ~ ~ i 3 : i l ~ 1 ~  L L R : ~  

? r u c i l u ~ n n i ~ n i r u i n ~ r ~ ~ n w I ~ n  ~ u u n r z d u i ~ n u s i s u a ~ i ~ ~ ~ n n i ~ n ~ ~ ~ ~ w  ~ I P L ~ O C  

?run~wrri~~uais$a~1fliq~~u7nU'n . nord~ua~nlsuinlstu~:~~ni7nlf~"3n7f~$ia~ii~1 

Fiiu5irn-n g~ 
n i i ~ ~ I n o n l l l l w n ~ ~ ~ n w ~ ~ a ~  ? n m i w n ~ s u ~ n ~ s u o ~ h ~ n ~ i u d ~ r n ' u ~ ~ n u t i i a  

~ d 3 r ~ u n u ~ u n n ~ ~ ~ 3 " w ~ w y i  I ~ ' J ~ L L u ? R ? ~ u A ~ T ~ ~ ' I I ~ ~ ~ ~ L c ~ D ~  rrarruaA (Heirer 8 
d 

Beny, 2004, p. 204) ¶ ~ n i ~ ~ d ~ n w n u d ~ a ~ ~ n r n ~ w n i u n i s v i n i s u i ~ : n a u n ~ ~ P i n l t l  

~ ~ s r h n i l  ~nndi~~fi~?rumwhun~.ruin~.~~drrnilusi?o ~?-tur%s?o\n' (reliability) 

. n77FlEIlJHUDJ (responsiveness) i~lt137ua7~11n (competence) n75r'UY7t4 (access) 
d 

~ L I I &  (courtesy) n73RBR15  (communication) n m u h ~ 4 0 i i  o (credibility) R ~ I U ~ ~ J  

(security) n m n ~ i h l u  (understanding) ~ ~ a r ~ l n ~ ~ l : n ~ ~ n ~ u d ~ " u w " ~ I m '  (tangibles) I n o  

~ 7 ~ 7 5 n ~ ~ ~ 7 n n l 7 ~ ~ . n l f ~ ~ d 3 ~ ~ t l ^ a ~ l ~  ~ J ~ U ~ ~ ~ ~ ~ ~ M ~ J ~ ~ O J ~ I ~ S ~ M ~ I ~ ~ ~ ~ ~ ~ ~ R M ? ' J  

~ o ~ n n n i n " ~ n ~ ~ i r j n i ~ c f ? ' ~ l m '  v 
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d r l f i u  q n n q ~ l i a  (2544, unAnda) ~ ~ ~ ~ H ~ L $ ~ ~ J R ? I u A J ~ ~ I ~ ~ D J  
i d .  Y ~dsznirnununsrruun~~lGu'sni~ : Wnltiraw~rnrrit hrin~iull~cn'uri~nu~tlmwu~ 5 

Y "  

dreai~u h h l u d ~ r n u ~ ~ n u  w u i i n ~ o & a d i ~ r i ? u ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ @ . ~ ~ ~ m ~ d n ~ ~ ' i : n ' u  

f i ~ y l n i  ~ n i u n ~ w n ~ ~ n r e u n i ~ ~ u 3 ~ ~ ~ ~ 7 1 ~ u ~ u ' I n ~  ~ ~ L ~ I G L ~ ~ P ~ L I  5,001 - 7.000 uln 
e 

i i ? u l r r ~ u ~ l M n ~ ~ u l n n i l  5 nw ~ u r l ~ u i n ~ ~ i 0 n d i n ~ o r n ~ m ~ u ~ n n i ~ n 1 i ~ u  7 lnu 

nnuu'ar?a~ln~~du$ud~r6uR'jnu~~ nn~unia&i l~G~?~u w a l i l l u m r ~ a 7 ~ ~ i n i ~ 0 d l u  
d 

sekuln nduna~uo~nlrl<u7~1+1f Y ~ J ~ ~ < I ~ ~ J ~ D U ~ U  ~ M ? U ~ ~ ~ ~ U ~ R ~ I ~ I ! ~ ~ I L J ~ J  
* -  u d u  

w a l o u l n l u ~ ~ a ~ n i o ~ u i ~ t l ~ n  yniw ;mn~?ouiao dgunauinn~ on-nugoin i ~ v i o ~  
v i A  ~ o~ni~6au~~~~n~o'~~uinn~~datld.r:~~1iluar~~un'u~0~ 

LanGu iin?n?wr (2545, u n 6 ~ d s )  r a n  w ~$aJLtu3ni~nlsdiud~a 

~ r n n ~ w n ~ ~ u i n ~ s u e ~ s n ~ d 9 ~ u d s u 3 ~ ' 1 1 ~  : nsrir8nw.rn~vlfiiiiCi~0'11 ~ilun~sdse~Zu 

? wni wn?~uinis &wui7ouui~ findr! runiw nvuinlr (service quality gap) mumn 

JI ~ ? Z ~ ~ G G & I ~ $ ~ U ' L I  a ~ n i w " 3 n i 1 ~  ~ J X I  DLILLR:IUE~~UV OJ n71il"n11n'ijn7'1~'~ ~a 
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