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m7n~nBotioImY~o~~f B U W S ~ ~ F I ~ ~ L ~ ~ U # I I ' J ~ ~ ~ € I ~ ~ M ~  ~ ~ o r n ~ n ' i  

5. I .2 fiufj~)n~~unfYWS ~3ud1nd~r~nnbla'ku~6~l7n'Lun~'1d~nua= w 
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3.3 R ~ ? u H ~ H ~ & J ~ u ~ ~ ~ ~ u R ~ R H ~ ' J ? I ~  J~=~"rTl'll t 

3.4 ~ ~ ~ U $ U ~ L ~ U M ~ O ~ ~ ~ ~ ~ O Y U ~ ~ ~ ~ ~ U  

3.5 m n l ~ u ~ d o d ~ i o ~ ~ ~ a u ~ a ~ ~ u i l ~ r n f  
d 

mnqmulu inns, uanuo3r (Parasumman, ZeHhaml. B Berry. 1990, p.28) 

I 6 n d ~ - j i n ~ . r i n q  N ~ ~ w ~ - I T ' I H ' L I ? ~ ~ ~ ~ ~ z ~  OYR'XI od6d3znou~a'n 5 drendlhri 
1. nnuiflu$nnum~n7.i~5nm (tangibles) HUXIOJ ~ ~ u ~ i n ~ ~ d d m ~ ~ i i l u  

g ~ n ~ ~ u d l ~ m u ~ ~ n ~ u i ~ ~ l ~  i i r i n v r v r n ~ ~ n ~ u n ~ w d I r l d ' 1 7 ~ ~ 1 $ ~ ~ ~  'Mud ~ o q u 6  

~n4ntdo i m  t odrndim l 7 uacynna 

2. nmu'l?roIwn?7u~d~tio (rellabiw) ~ u w i i  J ~ ~ J I I T ~ ? ~ ~ I C ( R T J I W ~ ~ T  
rt ~ornsd~~iauodo~~uu"3n7'1 ~ ~ u C / ~ ~ u ~ n ~ r ~ n n ~ ~ : ~ ~ ~ i i ~ ~ ~ u ~ n w ' ~ ~  wdudi t~u7:Au 

m u ~ ~ n ~ ~ ~ a ~ ~ ~ ~ 0 f i a l 3 ~ ' 1 ~ ~ t ~ ' l ~ o ~ ~ ~ ~ n 7 r ~ / a ~ ~ v f l l u ~ n i 7 l ~ i  q 

3. n7~nouruo.si?uuini1 (responsiveness) H U ~ U ~ ~ J  $ f i u i n ~ a i j ~ ~ 3 d  
l~u?nq.r~i s n m m ~  U I P W ~ O ~ J ~ P ~ ~ ~  t~ L H ~  ~ I H " L I ' ~ ~ I ~ I w ~ ~ ' u ~ ~ ~ ~ I M ' ~ L I u " ~ ~ ~ T ~ ~ ~ " I I I I " ~ ~ ~ ~ ~  
~ m i h  

4. nlaI~~irnluululouri~~uu"~n7f (assurance) HU-IURJ $ I Y I I ~ ~ I T ~ ~ R ~ W ~  

~ ? ~ U R ~ U ~ ~ ~ ~ U ~ ~ ~ ( L ~ ~ U ~ ~ ~ S R ~ U ~ ~ O ~ ~ Q U R U O J A ? ~ U ~ O J ~ S V D J ~ ~ U ~ U ~ ~ ~ ~ ~ ~ ~ ~ ' U ~ ~  

iiuyuoriuwici#~ i m ~ n ~ ~ u ~ ~ r ~ o i i o u ~ r n ~ ~ u 1 1 ' ~ 1 ~ l ~ l ~ ' n ' ~  ~ j~uu5n~~ i~ :F i iuu"3n7~  
4~ 

5. ni~~~~Iou~:f~n~Yuu"3n~'1 (empamy) nu7 u8.s n~rlriuinm uri gYuuI'rn7~ 
Riunnubo'lldri d n l v l n ~ ~ u ~ ' o ~ n ~ ~ u o ~ ~ u " m ~ ~ u d a r ~ t ) ~ ~ o ~ ~ ~ i l u u u ~ ~ ~ ~ ~ u n ~ ' ~ ~ ~  
nnukw olo1H'n'y ~Yuunrn3 

~flu~uof, usr#lnla (Tenner. & btom, 1992, p.85) Isindmiiqrunmn7.r 
I ~ ~ ~ s ~ ~ ~ c ~ ~ M ~ R u ~ R ~ ~ u Z T L A  E I I . ~ ' ~ " W ~ ~ ~ I $ Y " ~ ~ F I  fiuniq K c 1  (rater) kP 

1. n?luI+I~Iuna7uril~doiio (reliability) do n 7 w  n u i r  n 1 u r n ~ g a ~ 7 u  
~ ~ u d % l l ~ n ~ f l ~ i o h ~ ~ n 6 0 3  u n ~ i d o ~ a l e i  

2. rns~o-~ l~ imul ld l~m (ernpathy) Wo n~r~o~l~lriuri@u"m~3 nwdoown 
3. &Cf<~ciod~Isi (intangibility) Ae ~ n a w d d n n ~ l n i ~ u  lnirri m~ud w e  

ynmnr 
4. I I I ~ I H I R ? " I U ~ I Q  (BWTB~CB) : ~ u R ? ~ Z J ~  R 3 1 U l H U 1 L R U  n37ZJqn7W 

riouriouao~$Ku?n~r L R E R ~ U ~ ~ ~ &  J ~ ~ ~ ~ ~ I ~ ~ ~ ~ Z P U R : $ H Z B U ~ ~ Q U U ? ~ ~ ~ I A '  
5. nmmourruod (responsiveness) ~ilunalu ~ ~ u l o ~ s r d ? a ~ n ~ o ~ ? u ~ 5 n ~ a \ i  

ori14n"uri34G 
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~Gvllon ( L O V ~ .  1996, p.464) Irinhqil  ~nrugflun~.nl.rrtiluqrun~w~un~a 
lJ"rl7ij 5 $fl IdiUT; 

I. 6 r d ~ ~ u ~ m ~ ~ r i o ~ I ~ '  (tangibles) H U ~ U ~ J  ~ J ~ I U ? U R ~ I U R : R ? ~ ( ~ ~ J  7 

~n:o~iio qdn,diq~ 7 URLLIIIIWU~R~Y~U 
2. ~ 7 1 ~ 1 f l 0 1 ~ ~ 1 1 1 U d l l ~ ~ i i 0  (reliabiltty) HUT L ~ O J  R ~ ~ I I R I U ~ ~ O ~ U I I ~ S  

I ~ u ~ n i ~ u . r t ~ ' u ~ G s d i o ~ n ~ a ~  d7 q n  in4  U R ~ ~ ~ ~ P I G  
3. A ~ W ~ E ~ Z B  (ernpathy) WUI[I?IJ ~ ~ ~ u A I u ~ ~ ~ I u ~ ~ ~ ~ R ~ o ~ o ~ ~ ~ u ~ ~ ~ G ~ ~ o  

1647 u mu~sni%Odk wan U~~LU'~ZOQULI%~T 
4. n m u a ~  (assurance) H U - I U ~ I J  $~~3n~~ij~?~uf~~2:n"nw:d~7~ilulu 

nqsuin7.r i f i? i~1aimiRB i l ~ ~ ~ u ~ i l u i l ~ ~ ~ u ~ r ' u ~ ~ ~ n ~ a  R I U ~ ~ ~ R ~ ~ J R ~ ~ U ~ U I O I H * ~ ~ ~  

KUIJ"~ q 314 
5. m~mocclou~?uiuuin-n (resposiveness) nuiufit nmlniuIodszI~u3mr 

n'ui u ~ 1 : I ~ n ~ i u d ~ t r ~ ~ ~  o ~ijua tiw4 
~ i n r i o ~ ~ ~ u & n i ~ ? m u ~ a n n ~ ~ ~ ~ R ' i ~  o~hl~rnouuo ~nisu?n75~i lui l0~~1d 

h ~ ~ d R ~ d o n ~ . r ~ ~ l ~ ~ ~ ~ ~ n ' ~ Q ! n c n ~ ~ I ~ n ~ ~ " m ~ ~ B n i i ~  n r n l ~ u d ~ ~ n ? ~ u ~ $ o 8 o \ & ~ 3 u  

~ q l o ~ d r r  o ~ n ~ ~ s n s z 6 ~ ~ 0 ~ n ~ w n ~ ~ ~ " r n ~ n ~ ~ m ~  ~itc~~~nmsuin~.iA160finIli'I~ 
~~~ic8-~~un~.rtila~ud7~uir'~~~ ~ n i i l ~ ~ ~ a i l ~ i ~ r m ~ n ~ ' ~ ~ i i ~ ~ ~ u r n u ~ ~ n  uaeoio~ddou 

blfla'u%i.r~~~ $s;r'u%~m u ' I H ~  
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I. $nwaomrl.ru?n~r 

w n n ~ a n  w a'nwnca o ~ n ~ a u 3 n ? r ~ ~ u " n 5 ~ 1 n i ~ ~ a ~ u r I ~ u n d ~ a f i  a 'n~rur  
uo~mm?n7f l f i  i i~d 

4- * 4 fi-rrmr ~wrrmu. uarmuow 3 (2541, M C ~  80) nEj-1347 ~ n w l ~ = v o 3 n 7 f ~ j n 1 3  

i~numrdhniy 4 C n s w  &if 
1. Irimui~oulit u ~ n l R '  du~'naolrd hniy~ a~ni~u"3n7'1 d~ i inmrr~~ua: :  

ujlnnlun~~rlu~nir uarld mulmuJ ~uanu5n~f~~nWrIn'u5n~~'I i  U Tlii~$ltu?nira:: 
duy nna~io~n~o~8'n1iic17u nrimdo ~~'ylunond~mu1~~11~'~7n~~~n6~~~~5~~u"u1i 
~ & c ~ n s d o ~ u ~ o ~ n ~ ~ j a l ~ i i ~ i n ~ ~ i ~ ~ ~ : ~ ~ ~ ~ m u ~ ~ n ~ f i ~ u ~ u ' L f l u ~ n ~ f * ~ ~ n u ~ i  ~wn=&~ 
cr'i~uaru's'1nei[ut~a7~~tr~n'u~1~'l~n~m?n~'1i3u'a~~n~fl~uda~~a~i?ai 

n ~ ~ n h ~ ~ I ~ u j n ~ s ~ ~ o u r ~ i l ~ ~ ~ ~ ' ~ ~ ~ ~ ~ i ~ u ~ ~ m  I~ufi7~u~u~~7p~lucilu 
A r l  ixnnmuinwd.r?cl~i? i w o n ~ : I $ u j i r n ~ ~ I 6  ~iopkgnnilu$ao~niuiinunu 

nl5111'frn7m u y nna ~ i o l % n ~ o ~ ~  odw 7 r.jld? o 
2. IALJUBU i i l u ~ n ~ ~ d ~ ~ r y t l ~ ~ ~ ~ n ~ a d ~ 9 ~ ~ ~ ~ = : ~ ~ ~ ~ ~ ~ ~ ~ ~ t l B ~ ~  d 

uA u 4 ?YqnInum.r d~vlu UR:BL~~IT T I W R ~ U ~ U ~ O U I ~ W  

l u m a Z ~ i l a m r m m m ~ ~ ~ i  2 $URDU C-6 
2.1 &oJ[~I~JR?~u WOIP\~~$& ~ R L ~ ~ I S ? U ~ J ~ ~ L U ~ ~ ~ U R ~ ~ ' D L ~ U O U U ~  

a o ~ i n r i l  r n . r h m ~ & y ~ g n n i  n i ~ ~ f i s u r i  sud o ~ ~ u l ~ ~ a d l ~ i r ' u l d I ~ w n ~ ' ~ ~ ~ u d ~ ~  
u ~ ~ ~ , ~ " ~ ~ I s T " & u  

2.2 mmaau nki'ion un:~nou.ruwu'n~~u~I~u?n~~ r 3 u k m ~ u i j  
u yanriuru'~~~~wrinnu~r;i~3n~~i~~i~~l~tl~~mai3n~u~~~u'n~~~l~~~~l~~5n~~sf~ 

3. Ida7ulrniusiodG ~ ~ u ~ n a n r z d r i ~ < ~ u n a n ~ 1 u j n 7 ~  1 ~ 1 ~ 1 n 7 u v n  
uod t#u pn ?ufwmfi IR?Ju R ~ & ~ ~ ~ A o J w L I ~ [ I ~ u ~ ~ ~ ~ ~ L ~ N T ~ ~ ~ ~ ~ ~ ' u ~ T u ~ ~ ~ J u R :  

J T = ~ U ~ G ~ ~ ~ ~ ~ I U ~ ~ ~ ~ P E I R %  ~ d o a a n m u ~ t ~  J U R : A - ~ ~ ~ ~ ~ I ~ L ~ O ~ U ' L U ~ ~ ' I ~ O  I U U ~ U D ~  

k y  nna ~ n f o ~ ~ o  i ~ ~ ~ f l u n 7 r ~ m d o ~ o m 1  gg Knud ufitnnl ~ J L M  h i l l l ~ i ; ~ d & ~  
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u* X 
u n m ~ o ~ s i n ~ ~ ~ n ~ o ~ i l u ~ a ' n d ~ = : n ' w ' t ~ ~ o m u ~ ~ n ~ ~ n ~ ~ ~ ~ ~ ~ ~ ~ ~ ~  Q~znsi7wwi 

arr;i3u~0<4A 

3.1 a m d  (-1 R I D J R ~ ~ J R ~ ~ U ~ ~ O ~ U  U R = R ~ ~ U W R ~ I I ~ $ ~ U $ ~ ~ R ~  D 

3.2 YRRQ (people) w ~ n i n ~ ~ ~ d l ~ u i n ~ ~ 6 a a i j n ~ ' ~ u d d 6 3 d ~ ~ u ~ r f f u  
ynPnnw8 p o l l w r n r  w ~ 7 m & u h d u 1 a  ~dol~~nh~~~n~7ul l3:n"u' Io 

3.3 r~l:or ijo?dnmd (equipment) ~ ~ ~ L ~ s & ~ L ~ ~ u ~ ~ ~ ~ ~ u o z R ' B s ~ ' u R ~ ~ ~ ~  

1. lduduou (variability) ~ ~ ~ u ? ~ ~ T ~ ~ ~ ) w v D ~ ~ ~ ~ u ~ ~ u ~ w o u ~ ~  Ldocpln 

&o~n'uiiln~riluH1vlu~n~'1 q &MU dab 
A A  b 

2. nmu'triii~awu (intangibility) n ~ f ~ j n ~ ? d ~ ~ ~ i n w f i m n " w d n u n ? c t u  

n ~ ~ l l ' m ~ r l J ~ K a s ~ ~ d m u ~ r n u o ~ ~ A u ~ d i  1 JIGUSLIJ liiif~. GnIlj lG liiiindu k i u  
U 

L ~ ~ R R ~ ~ ~ ~ ~ ~ D J $ ~ Y ? ~ ~ ~ O : U D J H ~ ~  ~ ~ ~ o ~ ~ ~ ~ ~ a ' n d ~ = n ' u ~ # ~ a n " u ~ n m ~ w ~ ~ a n ~ ~ ~ ~ ' r n ~ ~  
~ d o l l . r : t ~ u q ~ n ~ w ~ n u ~ w ~ ' ~ ~ ~ o ~ n ~ c ) ~ ~  rrrnud ~ n ~ a a i i o i ~ ~ ~ o m . r  qdnad riryt?nd 
ua:nnl & ~ u H ~ s s u ~ ~ ~ T ~ ' ~ J ~ ' I : ~ ' u ~ ~ ~ u ~ u ~ B L ~  v o l ~ ~ ~ d < u s i o ~ l r j l f i ~ ~ ~ ~ ~ a ' u ~ 0 ~ 1 6  
l l o ~ i u ~ ~ u ~ u l ~ ~ ~ ~ ~ ~ m u  

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เท
พส
ตร
ี



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

2. ~ i l u n ~ m s t r i ~ f ( s n ' ~ u ~ ~ ~ 1 a ~ u ~ n ~ n ~ ~ u ~ = : 3 w ' L ~  nwujnmo:~ilu~+ul~ 
~ U ' ~ ~ ~ ~ U ~ ~ ~ ~ ~ ~ ~ ~ ~ J $ H ' I I ~ ~ ~ ~ J P : U A R J O ~ T U ~  nmuGm q ~n??udo n?iud.nmu-, uar 
4 4  ou r i i ~ a ~ ~ d ~ ~ ~ h ~ ~ ~ ~ 1 ~ ~ ~ ~ i i n 7 i ~ ~ ~ ~ ~ ~ ' L ~ d 8 1 j 0 ~ ~ ~ d ~ ~ c i 0 n ~ m " 3 n ~ ~ ~ ~ ~ u ' I d  Y 

63  0 

3. l i l u i ~ d ~ n n  ~ ~ ~ - n r r r l i ~ u o " u ~ ~ o u ~ u ~ d  J U R I ] ~ : ~ : U ~ ~ ' ~ D J U ' ~ I I U ~ ~ ~ T  q 

A r l e l  m m i n ~ s ~ U u i ~ o ~ n i n s ~ Y ' a ~ n " ~ ~ ~ ~ i t ~ d f l ~ ~ ' I n ~ ' ~ ~ ~ ~ ~ ~ ~ n ~ ' ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ n ~ t & ~  w 

uim~dai iw~1:iion.r3ul~ 7 i ~ a ~ ~ ~ n ~ ~ u ~ n ~ m u ~ = : i ~ ~ ~ r f ~ u ~ " ~ r r " ~ f l ~ n ~ ~ l ~ ' ~ ~ ~ ~  

~ ~ ~ L ~ ' ~ ~ ~ ~ ~ @ ~ ~ ~ ~ ' T L ~ U ~ ~ I ~ Q W ~ ~ ~ I O U ~ ~ ~ : T ~ ~ ' I I ~ ~ O K L ~ Y ~ J M J  11 hi 
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1. mruin-ndoPv-t~~(?nFi1 (mental stimulus prmessing s w i m )  ~ilunvr 

Ifiu3nlssi oGnl~ mrud uatna~uFnr o ~ ~ n r i l  Y ~~nn~~il6~iilucia~od1ucm~uh~'tl"3n~3 w q 

~ ~ 0 ~ ~ n r : : ~ ~ u n ~ . r l ~ ' u i n ~ ~ o u n i ~ ~ e l 6 ~ u d ~ e I ~ a ~ d ~ u ~ ' o ~ n ~ r ~ ~ n u ~ n ~ a ~ u  
4 A J  udrn~uuin~rludda~:nlpo=~u~ t l f ~ ~ r m ~ u & ~  m~n~rlwn~~m~~m::~~~~n~f'L~~~mru"~ 

Y 
2. n?nirn?~si~tl~nw~~n (people pmaeasing service) n ? ~ u i n ? ~ u i ~ u n ~ f  

u i n ~ a d ~ n ~ ~ y ? n ~ d o i ~ ~ ~ a a n ~ ~ I : ~ ~ ~  % 7 4  ~ i o  t i l u n - t ~ u T n ~ m i ~ n ~ t l n 7 ~  aognni 
47r~u~o~olilurra7ud'Ifi~3n7~man~$~nr:u .I ~ u n i ~ ~ w n i ~ o : ' i 6 u ~ ~ l j f t ~ ~ l n d ~ ~ ~ d  

& 6~~11ro?nu3nmuu 

4. n iw?n-nsiod~~oa~nni  (procession processing swim) ~ i l u n ~  
I ~ u ? n ~ ~ l u a ' n a r u : d ~ n i a ~ 6 ~ P ~ 1 1 0 ~  M%D~~JIRO~IJH~JY 0 4 ~ n 6 1  I ~ q n F i l l d  
6 i r 0 u ~ ~ o d ~ u m ~ u ~ ~ m ~ ~ u  q q n"L6 tdu rnrbTu"Jnm$n a'nu i~ ~fluciu 

d ~ e r n q ?  isvrtdauiwirirad u~rnuQw 7 (2547. ~ f i  364 - 365) ndw'l-iiq 
a ' n ~ = ~  ~?Wfll%3d~91~d7~07nh~'lfi 5 d3~m3 %fi 
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Loun ~;m3ru~Yaflfi (2548, n f i  25) ndwi? n~ruinviiqw~nutu:A 
u~nh~n i r rns~8mh~~n"~ 'Ld  ~ a u n m m j n i . r i i ~ n a w d ~ ~ < ~  &d 

1. nmu'li?qrlo ~ u ? s i i r  n?~uinis~f lu~~ns .r#~30n7 anf :d74$1h?nif 
~ ~ ~ ~ ~ ~ u u ~ ~ I ~ w ~ ~ ~ ~ ~ ~ : : L ~ ~ u ~ ~ ' I Y ~ ~ I ' I L ~ ~ c I ~ u  ~ ~ U ? ~ ~ T \ J W M U ~ ? J H U ' ~ ~ ~ P = :  

u t  'In'iurnrdafi~dub ~ ~ u w n ~ ~ . * l h 1 u l o & u 7 n ~ ~ ~ ~ 1 i l ~ i ~ d ~ ' ~ ~ ~ ~ ~ 0 ~ n m 3 ~ ~ 1 i 3 ~ c ~ ~ d ~  
di~oinhhdmu~sndu~da"n~)&~'ro~B~n~w~r~'I6i 

2. id~'~ct'oJl~jldi 1rlu7~lft~ ~ T ~ ~ " ~ ~ I ~ ~ u u ~ ~ ~ ~ ~ K O ~ I ~ ~ ~ U ~ ~ ~ ~ O ~ B A ' U ~ ~ " A ~ ~  
iou& ' o ~ ~ u n ~ . r ~ k i i u ~ ~ 6 l i r n i a ~ 0 ~ 0 ~ ~ t l n ~ ~ u ~ ~ c ~ u  LawnR u n ~ d ~ : m n ? r d ~ u d  
Zm%~7nn.rr~wIrnl~d~~liniJu"u'1unf"~ri~u 

3. a'nunr=~u~~urrnonn0~nn'u1ilSi ~ u l u b ~  n ~ m j n ~ ~ i j h ~ r u r ~ x i c n u ~ 5 n  
uon hqnna~?iin qd n~oid~h~u'dIfi117nm ms wEm n~rui~nnu~:n~.ru?n~3~iim~u'Iu 
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uarma~w sdH'n~~%rioufi~~umR'3~ 
5. ~ l i r ioun~~~sn~uuri~nn~"Ow 7 l o  n ~ ~ l ~ u ~ i u i n ~ ~ l u a ' n a w l ~ i i ~ ~ ~ 0 ~ 4 i 0 ~  

f i ~ i t t - u i ~ ~ o ~ o u n  ou.rn1167u or ~ ~ u d d a r ~ a n ~ d ~ = i f i m u d ~ n ~ i ~ ~ ~ ~ d ~ ~ $ ~ ' i l ~ n ~ f  id i iu  
.I url  ~ r i t U u n ~ . r ~ ~ u ~ w o ~ r 2 0 ~ ~ ~ ~ ~ n ~ ~ ~ n ~ 1 ~ Q 0 ~ ~ a ~ 0 c l ~ t l  nun"~&nuus:&u?c16~~1d4fla5 

A s ~ n  K n ~ u n ~ ~ f i ~ ~ i r n ~ ~ ~ i ~ e ~ : u ' m ~ = : . ? i ~ ~ r i v ~ ~ ~ ~ ~ R ~ ~ ~ l a n a r n ~  ? h n 3 ? ~ k k ~  slfiuri y nna 
A ou 7 G3rr 

A U  n u  a am ~raum?rrru (2548, HIFI 48 - 49) ni77n U U ~ ~ I ~ U R ~ ~ ~ I ' I ~ ~ U ~  n7a 

ido\$u"mmJr=lslaui I 1 d.r:nv Idiuri 
1 .  n13okynsinscinuiuuar'Ififla1~ J ~ L I L H ' S O ~ I ~ ~ I ~  na.rCd~Yodioriou 

* d 

i nu diiu y l r a ~ u ~ u n d ~ ~ i l u ~ ~ ~ a  f i~ri ldwu~::~stniauii:nnos~'owiuaii~ 
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H~~?OJIUTIDJ~~$~LJ 

7. nl~li?tlLn8odsra7m@~7tl~diu'~fl Iuuwao~unmi ~ d u t i i o d ~ r ~ o ~ u  
sraua-d ~ j a ~ d ~ d ~ : ~ n n d f : ~ 7 ~ i l ~ ~ ~ 3 n ~ ~ 1 t ~ ~ ~ ~ f i ~  ~ u ? a ~ ~ w a o ~ i ~ m o d ~ r i r u n ~ ~  

1114 o lilad ou?nls(?"~m H~CU'O ~1 d w  rn~bYhzslmd nu%.rri17r'nw w mt l~  a dugu 
8. n ~ ~ l ~ ~ ~ n l u l ~ 8 ~ u E " ! u n ~ ~ ~ ~ ~ ~ n ~ ~ ~ ~ ~ d ~ u a ~ ~ a ~ ~ ~ ~ ~ n ~ ~ ~ ~ i i ~ ~ ~ ~ ~  

Idi~lau?n#u itiu n ? ~ Y ^ r n ~ ~ ~ a o ~ d o J ~ t l E u ~ n o ~ i i t m  Go rnrl"Y%?rz~im~%-113tilu 
t: 

m7n73 (e-banking) ua=1~3n~rtlutnl3ad7 fl~ulYl~fb~w (weMi )  'U 0 4 ~ ~ 3  O ~ ~ U T ? U W J  
d A d  

Y m a g n u i m n l ~ . r : i ~ u ~ 1 1 ~ ~ I r l ~ ~ ~ n u a ~ ~ a d  ~ilusiw 
cl A 

9. n 7 r ~ m l i 7  dpt'u"3n?~rm$oun twooonhl~u n'Yllr:a~auuaru"Jni3m7~ 
u d quaudl J 7 nlulkuwwunrflud~rh ~~oi l iuuin1~R'n~i jEt~ui~u 'Lun~f '1 f i~~n~~ 

A Y "  in$ ouwumatl 

10. m.~~~uvisounl L I L ~ ~ ~ ~ ~ T ~ J T Y " ~ ~ J  Go m.rt~ui=a7n~3't~u"3n?~uln$u 

&u a a ~ u ~ a a ~ n ~ s l r l u i n ~ ~ ~ ~ : : ' 1 1 ~ ~ ~ 1 ~ 3 ' ~ ~ ~ ~ 3 ~ ' 1 1 n ~ ~ d i  12.00 u. - 13.00 u. 
la e l r l s i o ~ ~ ~ ~ ~ n  tdw iduaiIu~ma~i~J~uIu~u~m5' t l i o i u ~ q ~ ~ ~ ~ n ~ n ~ ~ r n ~ n 7 3  

idw inwrnafid 18146~ 
I I. n11i3~do an7 J ~ ~ U ~ ~ C I L W  i m  l$~-~wcii?n~~lu 1 &alu~ idu n-ntJiliSn7r 

dlno%1o~nn7ds:iiiw ci~CmiT7ilu cl~aoudoh frorr?a L ~ U ~ N  

Gruwa r n ~ l j ~ z ~ & , v  (2548,1151'1 23) nCi73-h ~ ~ ~ I ~ L I ~ ~ ~ ~ ~ ~ D u ~ F I ~ o = : ~ ~ u  
uu~n~~n~a~f luPn-ra  3 h i n n  16ud 

I . u?n7.r~rin nuluii~ u i n i d . r e ~ n n d h < ~ ' u 0 ~ 0 3 e i n ~  uinl~aiYnfinmu 

~ U ' ~ Q U ~ U ~ I ~ ~ ~ U ~ ~ ~ ~ H ~ O ~ J U O L I I ~ ~ ~ U U ~ ~ ~ I U ~ ~ ~ ~ ~ ~ J : L ~ ~ ' ~ ~ ~ J ~ ~ ~ U ? ~ I ' J L C ~ ~  ~ i a  
J w -  ujnmQu 7 4~~ilunimjn~rn~ummria~'1.~n~i U M ~ U ~  n1~n7n~'a~7n7'1~5n-13id 

kuoun~mjn~-iC(ii&~~3~~$~~0'1~'I~'@fl~~~ 
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8. mlu~iriloanni 1 (understanding of customer) :n n?l~~tI7ulaJhm3 

&&HI ~ ~ R ? ~ u L $ ~ I P R ~ ~ u ~ o J ~ ~ T  bfctitluj ~ 1 ~ f i a n ~ ~ l < d ~ ~ i l . ~ ~ d 7 u m r 1 ~ 1 \ ~ 1 d u r i  
iXu3rnm 

9. ~nu*deBo (rellabilii) 8o n?~umm1n~ntu&urn~&~fl~it l~~06~~0~ 

$$u?nv 

t 0. c l = i u h n ~  (security) Go m ~ a ~ d a o ~ ~ n  tdu $ d n d  
m d o ~ f i o  ilnnwnoitme n m u ~ l e ~  unt f iq~q1/7~ 7 

s5 
~ ~ n ~ ~ ~ ' e n l i u k n h a m u ~ ' ~ n 1 1 ~ 1 1 ~ i i ~  n ~ n n ~ . r u a : u u a n ~ ~ ~ u r n ~ u " 3 n ~ 3 ~ ~  

~ ~ ~ a ~ u r h ~ ~ ~ ~ ~ u u ~ n i f ~ i l u ~ r i ~ ~ ~  Y biw:~ilulul:ovu o ~ n ~ ~ u ~ ' o ~ m r u o ~ ~ ~ ~ 1 3 n ~ 3  
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ucc~~^a~#t l?~u~r#n~w nq~IH'u3n-1~ 
I. ~ ~ ~ u n u ~ n a o ~ q n n m m s l H ' i l ~ n ~ a  

4 - A  
q ~ n w v o ~ n l r l f i i n l ~  'no uP~n'cun'~iouin7sn~mqrn ~mt l i iq~d luar  

UCI u I 
~ ~ ~ ~ u L M u ~ : R u R ~ J R ~ u R ~ ~ u ~ o J ~ ~ ~ ~ ~ Q ~ ~ ~ " U U ~ ~ ~ ' T  I ~ ~ ~ n l l l n l l ~ 6 l l ~ l 1 l ~ t d g  

n ? ~ u n u ~ u u o ~ q n m ~ w n l f t ~ ~ ' i n ~ 3 ~ ~ ~ ~ ~ ~ ? i 5 1 ~ 3 7 ~ ~ 3 n t l ~ ~ 1 1 ~ ~ = : n 3 7 ~ ~ w  IWY O ~ C L L ~ I W  

n ~ s l ~ u ~ n ~ ~ ~ o ' ~ l ~ n  w LA t17n'uqrun7 w n7 ~'1~li7ma 6-d 
R w s  T ~ I I W ~  R (2541, M ~ I  15) ndmii ?tun7 wnmlriuinm ~ u w h  

n ~ a ~ k i r u ~ o l n ~ w ~ o r . s ~ u u i n ~ s ~ u a ~ s n ~ v o ~ $ ~ ~ $ u i n n t l i o ~ n h ~ u ~ i u v a ~ n ? ~ u  

ihii 016 ~ ~ S R U O J R O U  nmurnu7.m n ~ a  taiii~lsijw n?~u~n~wdouliauuati~7ftnm 

AR n ~ ~ u ~ ~ u i . r n u ~ ~ n ~ ~ u a u ~ ~ w " L u n ~ ~ i : 0 ~ ~ ~ ~ ~ ~ 1 ~ n ~ i ~  n m u  t 4 o i i o I ~  na~ukuunl 

daomnir mriu~nm~niurnn n n u i f i o n ~ l l P p n r i l  
i y ~ d  gu~lwnii (2542. H G ~  10) n(iwj7 ~ I U ~ ~ W ~ ~ Y I K U ? ~ I T  namii~ R ~ U  

r~u~r~un'Y1J~=Ttlau"1Q1~truo~rita"~~ni w5imnliusi vijofi?uu?n~a & i o d  2 Knnusuz #n * w Y 

~ R ' ~ ~ & ~ D J ~ ~ ~ B C I ~ ' C W ~ M " ~ O ~ ~ ' ~ ~ ~ ~ ~ S ~ ~ ~ I  ~1wfimw*~3ouinmdu 9 1 ~ r n ~ ~ q t n ~ 7  
* 
a 3 e w ~ d  ~a^Ruf 1-56 (2543, n% 69) nd~?ii ~ r u m w u o ~ n m l f i ~ i r n  

H U ~ U ~ J  q t l ( n ~ ~ C ( ~ ~ ~ ~ q ~ ~ ~ ~ ~ ~ n e i 7 d n " ~ a ~ n 1 d  U ~ ? M ~ R $ U ~ ~ ~ R ~ U ~ M ~ ~ = : L G U I ~  
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2. u ~ a ~ ~ ~ u A ' m ~ n m 1 n n ~ ' ~ l G u 7 n ~ f  

a~nni7anaiuu~A~qrnn~wn~~I1;1'~"3n~~~4iiw'n3'11~ni ~ ~ a ~ t l r i u  nrjmli 

i i lea6uuu?~m?wlvrn7f~~u'in~~ &d 
Fir'3"Y~ud ~ u o n h n i  (2546. RC-I 29 - 30) nd776~ q ~ ~ w u o ~ ~ ? u u i n ~ s T ~ u  

JnRozi inml~e~f  uu~~nm7wwo ~muu5nlf ~~nnlf i~~sol7qaruul%rh6qJ 10 hu~4d 

I. nmurnum (competence) 5nx n?~u!;u~:llcmn~rdnlao~$H'u"rn~'~ 
d w f o u ~ u n 1 ~ ~ $ ~ 7 n ~ ~ u r i ~ r " ' u ~ j n ~ ~  h o w h  ~-1uor~04f i~31umu7f  ~ ~ L H U ~ : P I U U ~ :  

A & ~ ~ n ~ i u ~ a o u u ~ ~ u r i @ 1 1 5 n ~ ~ ~ ~ : : ~ ~ u u " 3 n i a ~ ~ 0 ~ n ~ ~  ua:~ilu~dmuliokaun 
2. nawl?rolunmuri7~do~o (reliability) n ? w ~ d ~ r a u o n o ~  wamudri~u~u 

ICKu(%iuuinm n v i n  wd&~riqlnp u a r ~ i l u d d ~ n n ~ ~ u u ~ n m  dnifimilqpl#un'u 
n ~ a d i i i i w ~ w  

3. nla~ou~uo~naluR'o~nm (responsiveness) v a~~?ujuuin~~~R'n'u~ 

nmija p n h  U R ~ ~ ~ ? ~ ~ ~ I ~ L R ' ~ ~ P ~ ~ ~ ~ O ~ ~ H ' ~ ? U Y " ~ ~ ~ T ~ D ~ O L I  I j s i O ~ l $ i ? u ~ j n l ~ d ~ i 1  
uazlirnl%u?nl.r w i  o ~ i i l d l f i 3 n m 1  odd 'I U~~GUT-I tldu 7 

4. n l s ~ k f i ~ l 6  (access) { T U U ~ ~ I S R ~ U ~ J ~ L ~ ~ J ~ ~ L ~  D R I O J ~ I T ~ R U ?  J 
~ ' o ~ i i t u n a l r i u ~ 7 a n l u d  .ronournnisnm U R : O $ U R Q U ~ ~ T ~ ~ ~ ~ ~ I J ~ ~ U ~ U  

5. n 7 . r ~ ~ d  0kiom.r (mrnmunication) R ? ~ J R ? ~ U  I ~ I ~ ~ ~ ~ ~ ~ u ~ ? u u ~ ~ ~ u c I L  

w e ~ u ~ u r l i n ~ ~ u ~ ~ ~ 1 o ~ ~ u " m i ~  ~do~~3:muirnl.n'~'1n~~u1:~n"il~~~~d~~~~u~rm 
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6. nalrrgnw (courtesy) I JI&MU-ILIOJ u ~ : m ~ ~ d a n ~ t l d  

A cl lo. n?lulY'-~~o$~uu'sn~.r (understanding the w s t m r )  LW D I I P E R I U ~ I ~  

I ~ u j n ~ . r d m f i ~ n ? i u  w& nmuduau omi?uiuuim~ doricld un:na'ua~I%u?ni-iotjw 
R ~ ~ ~ L H U D  

i "U %:sku' f io rB~ \w l rou '  (2547, MGI 271 - 273) nrividoQny3uu5n-n 
lflun~.rll3:riu?~n~w11"7n7'1 ii~nnrgllun~rll.re~~u~~n~wu"3ni~i~tln"~ 10 ~ P G I  
IGufi 

I. ~ 5 n ~ r a d ~ ~ i i n a ~ u m u m  ~ ~ 7 ~ 6 3  B ~ ~ ~ Y : U R : ~ ~ ~ U ~ ~ O : ~ ~ ~ ~ U U ~ ~ I ' I  

{u 7 EI iwri(nasor~3u I ~ a d ~ ~ s ~ ~ ~ ~ u n ~ ~ u f ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ n w d ~ ~ d ~ ~ ~ d ~ ~ d ~ n ' ~ ~  
Futl7nm n a ~ u f ~ m u  hui w ~ n ~ n d ~ ~ ~ ~ ~ ~ ~ i ~ t l ' r m ~  

2. na-1u~Bo0olR7uuwr~iu? nm-Ivcuinls qr~8tn4o~rYu wamuutx 
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3. ~71~171~1utla7~~7~6~1fi o (mliabilii) ~ ~ u u ~ n ~ m r d ~ n ~ ~ f l ~ ~ ~ a ~ ~ ~ ~ ~ ~ n #  

I~~1u~n~~i~ilui(c"rour'~~1 L R ' ~  & n v u % m  o J ~ ~ ' u ~ n i f ~ z i o ~ d ~ ~ w ~ u ~ ' 1 i ~ n ~ 3 n ' u  
4. ~ ~ S L ~ ~ W U ~ [ ~ I U U ~ ~ ~ ( ~ ? ~ U ~ R H ~ M ~ U ~ ~ ~ ~ ~ U ~ ~ ~ S  (accessibility and 

d t  A 
flexibility) ~ ~ u j ~ ~ i r n r ~ = ~ ~ ~ ~ n n ~ ~ n ~ n ~ u ~ ~ ~ n Z ~ ~ t ~ n i ~  ~ a r  L?R~IGUU?~TJO~~ 
Gfiuirn.~ nu 6a:uunimk~sfjpk ~m"rt~u't~~do d7u3urna1 u ~ ~ ~ ~ I H ' ~ ' I I @ I I % I I ~  

5. ~wun~u~rwq6nsauua~$vr'11~n7'~ (attitude and behavior) $?lIU?nlr9: 

~ n n ~ i u ~ ~ 1 ~ ~ i n n ~ ~ ~ ~ ~ " 3 n i ~ m ' I 0 ~ ~ ~ d ~ c i i u n ~ ~ u f l ? 1 ~ ~ 1 r l  Y J 7 d~fiol8uiaad~fi 
d~iluoar uar~~r~un~sun'luily~~~th~ij~ci~u 

6. ni~riluito o l t w  tiar O K n ~ e a  o~$$uinlr (professionalism and skill) 

~ ~ u i l l u ~ m ~ m u ~ a n i u ~ ~ 0 ~ n n ~ ~ i u ' ~ 3 ' 1 1 ~ ' r n ~ ~ n ~ ~ ~ i n ~ - l d d n a ~ a ~ u ~ : n ' n ~ ~ l ~ ~ 1 u  
uin~- id~rnu~md~r icun7fu f i 'u i l~~7d7~  7 ~hodwiirtuuus-ouuu~u 

d w l n p u l u .  $WOE?. ueznlosl (Parasumman. Zeimarnl. 8 Berry. 1990. 

pp.20 - 22) n h i 7  i l ~ ~ i ) f i l ~ ~ ~ ~ ~ n i w ~ d t l ~ u ' t 3 a n ' u  + I ~ I U R ~ ~ H ? " ~ ~  UIBG 10 dl~n-13 
d U  Y idaI~~n~run~vm7sl~'ujn7'1 d~~luo~~rumwn~~1.3i~"3n~3umau 

i ? ~ d  I i~dmul~nliu~iil~ (tangibles) ~u~oO~Kninvwn~~uo3iiu'IG tiuCd6 
ud 4 luAa~vo~nmuvriou~n%i ~iom:o~lanun?-tu~urr~~ neln.rAI~uj~in7s3?uii~i~.~ 

q d n a & ~ r ~ a n m ~ i f i a l ~ n 7 a ~ m i ~  
D R ~  2 nal u'lfl~lun+nuddaii o (reliability) RUI ~??am7u~~nlwn77 

I C U ~ ~ ~ ~ W I U ~ ~ W ' A ' ~ ~  U R ~ U ~ ~ ~ & B R ? ~ U O ~ $ ~ O ~ U ~ U ~ ~  'II L ~ U  ~I~S\I%M~~RBI~L~RI 
0 t h 3 ~ ~ ~ 7 t # J  

cad 3 ~ ~ ~ ~ R Q U R U O J ~ D ~ U % ~ S  (responsiveness) ~ ~ q h t  mf'1H'u~ni1ci?o 

n ~ ~ u B u ~ u ~ r ~ d u 2 ~ l u m ~ ^ r n i ~  ~ ~ l o f i n ~ ? ~ r ~ ~ ' 1 ~ ~ H ' n ~ f 6 0 ~ 3 ' u u ~ = : n ~ ' 1 m ~ ~ f l ~ ~ u ~ 0 ~ n i ~  

Y QJ e~3nw?dn"~fi 
D R ~  4 na~rriia'au~Riilun3 (mrte~y) ~ u w i i r  $fiu?n~aiilu{dlina7u9n7w 

d o d o u r m l ~ l d ~ ~ u ~ ~ ~ m ' ~  ISu?rn~ci?lm~iu~aunou U R ~ S K E ~ ~ % ~ U H ~ ~ B ~ U ~ ~ ~ ~  

iild 5 nmurilldaiio (reliabitiity) ~ a ~ i u i i  J n m u ~ ~ ~ i i o l 6  n n ~ i 7 l T m  ~ 1 %  unr 

n a ~ u ~ o r i ~ J u o ~ ~ n i i m ~ a ~ ~ ~ l ~ @ u ~ m ~ ~ ? i ~ ~ ~ ~ ~ ~ u ~ ~ ~ i i ~ ~ n r ~ ~ ~ ~ ~ ~ u n ~ m ~ n ~ d ' ~ f i  1 

r - d  
U R n  6 nalumu7muo~$fiujn7~ (competence) v i u i ~ i ? ~  $$u?nint$~d 

fin= nmuf u nalu mu7rnlum~'I~u%1~ ~i 011n'~1u&~un~ru^sn~~id3=:h%n~ w 
i i f l  7 nls~$qii tuinls (access) nu7 uii J ;Yu'iuuinvmul-ro ~air'uu"3nmIii 

~ ~ l t l d l ~ ~ ~ f i 1 1 f l ? l ~ ~ ~ 3 n ~ ~ l ~ ? l i f ~ 1 ~ 7 % ~ ~ ~ 7 f  
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i6d 8 m3~~d~ 'aMI3  (cornrnunbtion) ~ ~ 7 ~ 6 4  $$u?m~~nms~'?un'l wd 
irnwuhrsu ~ ~ 7 1 9 i l t l  U ~ ~ I ~ ~ ~ ~ ~ ~ ~ ~ A I J U T ~ ~ ~ I I U ~ ~ ~ ' I ~ ~ ~ ~ ~ I L ~ X I O  T?U$-J~~W~UG~ 

luGnR~$uao~$5nilhmr 
064 9 nmukun~11~ mn'u (security) HUI LIRJ n ~ ~ l ~ 1 1 3 i r ~ d 8 i i ~ n ? ~ l I p n  

d a o n ~ d n ~ s i n n 1 ~ u ~ i o ~ t u n ' u ~ f 7 t l ~ ^ 3 a u ' o ~ ~ ~ ~ ~ 1 ~ f i n ' ~  r % ~ ~ m ~  
G G ~  10 nl~~bil~u~tfl~n~~u38'n$Tuu3n7~ (understanding the customr) 

d 
H U ~ U ~ ~ J  ~ I T W U ~ ~ ~ U ~ ~ ~ ~ ~ U L ~ ~ ~ B U ~ ~ ~ ~ ' ~ ~ U ~ ~ ~ ' I ~ U L ~ D J ~ ~ ~ U ~ O J M ~ O ~ ~ ~ ~ J " ~ ~ ~ ~  

udaz~l~dj3nnr~uclnoi7~n'~Iudn~~a.~mmufl~0~n~~ 
r. P ~ G R Y  o~~nvlilrrna~$u?n-tf n J l o  d.r:nia m u ~ . r n l i ~ n ~ t . u ~ m ~ ~ ~ ~ ~ u ~ u w ' w d  

W U  A' 
r ~ o ~ ~ ~ l l ~ ~ ~ " ~ ~ n ~ ~ l ~ ~ 1 ~ n i ~ ~ ~ u n ~ ~ u ~ o ~ ~ ~ ~ ~ m ~  1 m ~ ~ u  

rn7 

~ a r i o i o m  
d w o n ~ h  
Ihndohn huynaa 

ii3awqaunn rn7risn-1~ 

- kdmanrohN'uI~ 
- nn~rdodol%~lo'i# 

- n~. rnouauo~. io~&~ '~  
- muGo'avlfiuluR3 
- mnurildoiio 
- nnummmu~~$rSriim~ 
- n7r~&daliSmr 
- mrf nrini'Aom7 

- ~ U ~ J W J J C ~ O R ~ U  

w 
- + nnmislvr?'Iuu'.m? 

-3 
n ? S $ ? m n m  

u -m 
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q ~ n ~ & n ~ n ~ l f d q ~  7 1unmlH'uin-n nminusiqnl ulu nmua=oln $3 d~u? unmu 

~ e ~ l n d l 3  7 kfluih f i n k o d l ~ t d u  n?rt~onl.i~u-iudw'nuatu'n~aii~ua:~n~6un1d 
kruumo=r~udnmudwac1n'u 3: tdu~u~:taiia~.uo~ud~:flo~rr"ntu~ud 2. 3, ua: 4 An?? 
n o n u u u ~ # ~ h u 1 o ~ 6 ~ i l u 1 u ~ " r ~ a 1 ~ ' I ~ ~ ~ ~ u 1 ~ 0 n ' ~ ~ i ~ f i ~ n ~ a n ~ ~ ~ a n ~ ~ ~ u ' ~ ~ ~ ~ 6  
CnrWun7 ~flnaludaornfi uan~mn~~~u~u~:ru*u~n~~udw o~n'~1d~~fiun37um7fl~3'4n~a 

~ u 7 h n u h  ~ ? T - ~ J U . ~ U E ~ L ~ U ~ ~ J ~ ~ ~ H R W ' U ~ U ~ W K J J ~ U  k h f i ~  
w-mvulu, irnoa, uaeuuoef (Parasurumn. Zeitharnl. 8 Berry, 1990. 

p. 20) IA ' I f in~~u~u~uwor~~ i~d~drnu730~11d io~ ' I6  H U ~  ~ i i ~  k w w n l ~ ~  01dulR1 
L ~ ~ ~ ~ ~ u ~ ~ ~ ~ ~ J ~ ~ ~ u w ~ o u L c ~ ~ o J ~ D I ~ ~  o ~'~~diiflmun'u~kt~ n a ~ n 1 ~ 1 ~ 1 ~ 3 n ~ m u d ~  
~wmljn?&nt l q  ~onm&flumatmdo 

L$UIUO~ , uar6lnh (Tenner,& oetoro, 1992, p.85) ~Cr' l$f1?1u~~~uan3d~h 

AIU~SIIGUG~JIA. nu7 y n a ~ n ~ $ i ~ ~ C m r  mu@i+ukq3 rn:o~ii o gdn.mnMdnu 
nirlSu5n7r rliu rm$o~fiou~~imof mnia~~oii~iu rauh 

i8rlSon (Lovelock. 1996. p.464) I~.~*C~?IUHUIUVEI ~dIjl 'gJdmu?mh 
6nio~M H U ~ E I ~ J  & ~ I U ~ L I F I I I U A L R ~ ~ ~ ~ ~  7 inio~do gJnald.I~ 7 u~r~nmuamkou 

~ ~ n a w ~ i i ~ & n r i ~ a a n ~ ~ ~ ~ m u ~ a  fl~1~$03\di q l l lk i~ $ ~ d n u l r a ~ u 6 a 3 l d  

n u l o i r  ~ ~ d ~ ~ u ~ a n ~ ~ u a - c l ~ n d n i ~ a u ~ n i ~ s 1 c i 9 ~ 1 f l ~ n ~ ~ r d o n ~ i u ~ : ~ a n  tdu 

~ d o ~ i r o u ~ r ~ d n . r d w ~ ~ ~ l ~ u ~ n ~ ~ ~ i ~ ~ i 3 ~ 1 ~ ~ u n ' u ~ u ' t l  y n a ~ m ~ ~ a t * r o ~ u n ~ ~ l K u ~ n ~ r  
in& r n ~ u d ~ u n ~ ~ ~ ~ ~ i n ~ ~ i j ~ a ~ u ~ r o ~ ~ ~ 3 t l u r ' o t l  ~ilu-i:~5nu ~ n i w  u m h ~ n 7 u l u  

nu1~~~60'o~~~ldiiuani~rn~31~tl~uw:ndu d n r i ~ ~ u ~ ~ ~ ~ u ~ & i l u i s t C n ~ ~ r n ~ n ~ l i c i o ~ o ' m  

1~37: t f l u ~ w a ' n ~ ~ ~ u u c ~  J~.J~LAU~I~~~MJ!FITIU wf 8 UZU~~T IH 'U~M~~  มห
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4. ii?~~~~uuL~Oo'tun~'zIH'~~~n~~ 

o7nm8n~l6ii u"n3mmmm u ~ ~ u ~ ~ H ' n m u ~ m m 0 ~ 4 1 ~  nmu&uI~lun7.1 
I~l3rn 15~d 

@wig nmhn i  (2546, MGI M) InH'nnunulmo~~iin~iuGuI~ 

IunmICujnm ~ u l u i i ~  nmu iBoI~driiuuin1fi3gi q O I ~ ? ~ O ~ J G F ) - I  J E U ~ B ~ ~ ~ O ~ ~ L I  J 

nnudo&S u ~ e n n u 1 d i ~ I ~ l u n ~ r A ~ ~ C u ~ f i ~  
~ o u n  pnrruwGn (2548. nli? 263) I ~ H ' ~ ~ u M u I D Y ~ J ~ ~ ~ ~ ~ ~ ~ ~ u ~ u ' Z B ' I U  

mrISu?nl~ R U I L ~ ~ J  naw$ nnumulan uammuyn7waa ~w~'nmudo:I~'u~'i~ ~ n p  
!n 671% h nnu GUIO 

wlnqmuiu. Qnoa, ~ ~ n e ~ u o *  (Parasuruman. Zeitharnf. (L b n y .  1990, 

p.28) I R ? I Y ~ ~ U H U T L I U  a ~ ~ i ~ j ~ n ? ~ u t u I ~ I ~ n l ~ I ~ u i n ~ ~  nu9rrO~ nvuin1~9 in  

$ ~ ' u i n l ~ d i i n ~ l e f n ? i u a i u ~ ~ n  n ' n a e l u n ~ . r ~ l c ~ u ~ ~ ~ ~ u ~ ~ n ~ ~ ~ G ~ ~ n l ~ ~ ~ ~  
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5. R ; u n i - s a u o ~ a o u i o ~ ~ ~ j n ~ ~  

o ? n n i ~ d n ~ ~ ~ ~ ~ u ' n ~ m n m m t l d 7 u ~ ~ H ' ~ ) a i u ~ u ~ ~ n o 4 d i  n7rmosaou 
~~%lErnr U 1~6d 

h 4 d  ia5ju;s:?au' (2543, ~ f i +  24) I w ' l S n ~ i u ~ u ~ n a ~ ~ ~ i ~ n ~ ' ~ m ~ ~ ~ ~ ~ u  

d8!?~il'ml7 H U ~ U ~ ~ J  R O U ~ D J ~ O R ~ U ~ X R J ~ ~ P ~ ~ ~ Y ~ ~ ~ ~  o ~ J ' I ~ w L ~ ? ~ ' u I o  

G-wirf nwCuni (2546. H S ~  29) ~ ~ ~ ~ ~ I U H U I L I V O J ~ ~ ~ ~ ~ ' I ~ O ~ R O U ~ O  @U%?T H V ~ U ~ J  ~ ~ ~ [ T W O P R O Y R ? I U ~ ~ J M ~ O S ~ U U ~ ~ I ~ ~ ~ ~  h4n"ufi qn&ioi I?RL% 

uscci?analu~4utp 'I JFio J ~ . ~ ' $ ~ ' Y I J ~ ~ I ~ ' I o ~ o ~ I  d o i ~ u a r r ~ n ~ i i u i n ~ r n 7 0 K u ~ ~ ~ 1 1 ~ n i ~  
uao$ud&umcldu 7 unn 

? r : ? ~ d  R ~ ~ % ~ l l w T a w f  (2547, nril 272) ~ ~ ~ ~ ~ ~ u ~ ~ ~ o u n ~ c f i ~ ~ n i ~  

mowi ou woQ?uilluin~r H U I U ~ I J  R ~ ~ u L ~ u ~ P H ~ D ~ ~ ~ u w ~ o u ~ u ~ ~ ~ I I ~ ~ ~ ' I Y  n+Yu'rnm 

U E C F J ~  ~a5un~~~"rn~aotl~~n'u~nn"uZ~ b$u ni~iak?ru72uTown"ufi Tnsfiwn'n6~~.1 

@uu';nm~ d w n ~ i S ?  IKujnlrs?ndan'u'Z~ 
mun y a ~ ~ a U I " L 6 ~  (2548, M JI 262) I R ? C R ~ ~ U M U I L I V O J A ~ + ~ ~ ~ ~  

ma~noudo~uNuin~.r ~ u l o 6 4  n?~ui.'ul~d~:d?tli~8aan~7 P 1~un"3ni~cilunmurufo. 
u ~ ~ v r ~ n ~ i u C ( ~ ~ I ~ u " 3 n ~ ~  
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L ~ ~ R # U ~ R U L ~ J U B = ~ ~ U ~ Q ~ ' O U  R R ~ R P W ~ ~ ~ O J & ? @ ~ ~ $ ~ ~ ~ ~ U E I J W U P Z ~ ~ L H ~ ~ U W ~  

~ n m ~ m n w ~ ~ u ~ ~ ~ ~ ~ ~ w ~ ~ ~ ~ r i o u  

~ I R R ~  01RMR?B, RRU1 OlqTJfl?B, UR:~U~L#( IU  qlqfJfl?f1 (2546, H ~ T  

136) ' I d l ~ m ~ ~ u ~ u ~ u ~ o ~ r i ~ i ~ n a ~ u I t a o ~ n ' u ~ ~ n n ~ a \ Q ~ 1 " f n ~ 3  muiuii J nmudaoc l5~  
I u ~ r u r d ~ n f i ~ i I ~ u i n l r  ~ n ~ i l r i n ~ ~ ~ n ~ s m i u ~ ~ ~ ~ ~ t ~ ' ~ u d ~ ~ n i i u B ~ w ~ u ~ n ~ ~  L$U 

m7ud~0~'10i~~13nrr~:d~09fi  
? J Z ~ ' W $  ~~OL~R~WI 'JO~  (2547, MIX? 273) ~ ~ ~ ~ ~ ~ ~ u H S J ~ ~ I U Q ~ ~ I ~ I  

n ~ ~ u i a o m f i ~ ~ n n i ~ I G u j n 7 f  H U ~ ~ O J  daoamno'umnu na~u~in~a?nn?7ulnSoil 
d 3 

U ~ R ~ A J G J  I ~ ~ ~ u L u o ' ~ ~ ~ ~ L ~ ~ ~ ~ u ' o ~ ~ u c ~ ~ ~ u ~ B ~ D ~ ~ ' o I I o J ~ ~ ~ ~ ~ )  idu \dt$u5n7r~?ud?u 
uh9rlndftic~~old ~ m u h ~ r n ~ h u r r n ~ 7 u  n-n~fiuinwbllunmG-u biluh 

inun ~ ~ C I I ~ S U + R  (2548, aril 263) ~ ~ G R ~ ~ u I I u ~ L I Y o J I ~ ~ T c ~ ~ ~ u ~ ~ D ~ ~ ' ~ ~  
Q?~~I~I.~'u%?.s H U ~ U ~ J  ~ B O R ~ ~ W ~ ~ U W ~ ~ U  fl?"ldi~~ J U B Z ~ ~ ~ ~ U C B ~ O Y U ~ ~ R  J S N ~  

rnnlmanu. &los, ua:luo* (Farasuruman, Zeimaml. & Berry. 1990, p. 22) 

~ ~ ~ ~ a l u ~ u i u u o 4 h i 7 ~ ~ ~ u d ~ o w n ' t l ~ i n n 7 ~ t a ' ~ 1 " 3 n  HUW& ~ I ~ ~ ' L I T I J ~ ~ ~ ~ ~ + I J  
Y Y  YY 

R ? ~ ~ ~ J B ~ R ~ ~ ~ ~ R ~ ~ ~ ~ ~ ~ U L ~ U ~ ' ~ U ~ " U C I M ~ H " ~ O ~ ' O R ~ R ' ~ ' ~ H ~ U ~ ' I U U " ~ M ~  u 

~muu?An&nh?~ orn?7udaomn'u~7nn~'1tQu"3 ~ $ 6 5 3  n7qudn~~nil 
o~nniaI%u'yinm MZJ~D?I J C I ~ I U ~ B O R ~ ~ ~ U U ~ ~ ~ ~ ~ I U ~ ~ I Y ~ ~ ~ ~  I j a ~ ~ : ~ i J u n ? i ~  
Jao~Ka nltsiiuh~nlu n ~ ~ u d ~ o ~ 5 u n l ~ c i i u n 7 1 ~ 3 ~  dnm?lua&i l$nyauo~~~pr  
qntil~i~o\ri~fiu~~ufl37ua'u ~ ~ d n ~ ~ n u ~ ~ ~ ~ n ? ~ ~ ? ~ u d w ~ ~ n ' ~ ~ ~ ~ i l ~ n ~ ~ i ~ ~ r f o u ~ ~ . a '  
uin~auihoriim~~ud w 0 ~ n " ~ l $ ~ n ~ d 6 7 ~ i 7 ~ n ~ t l ~ ~ : m ~ 7 ~ r ~ n  มห
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U nu rl 
~UUPR? (800naj8BVee. 2005. p.115) I a n  w LSOJ ~ ~ u ~ ~ ~ U ~ I J M I ~ R ~ R  

n ~ ~ ~ n l r i  u . r ~ ~ ~ ~ o ~ n ~ w r i u a ~ m ~ n ~ f t u d 3 : ~ n ~ 1 ~ n u  ~ ~ ~ J ~ ~ ~ D ~ T J ~ R G U ~ U ~ ~ T U ~ J U ' U ~ J  
~ o ~ n ~ u m ~ n i . i l u ~ ~ : : ~ n ~ ~ n t l ~ ~ ~ o ~ i j n ~ ~ ~ ~ u u ~ i i ~ u n ~ ' ~ ~ ) ~ n ~ a ~ n ~ ~  ni.r~inwnRunl~ 
~ ~ n ~ . r ~ n w d - r r h ~ n 7 ~ ~ ~ . a n $ u m 7 ~ ~ f i l 0 ~ 1 n ~ ~ 7 ~ 7 ~ ~ i ~ 1 ~ d 0 : ~ ~ ~ ~ = % ~ ~ ~ n 6 7 1 f l ~ '  

Iwu-lru:m? Imt113hiu 3 Ri do imWeloati m.rinma ua=qnm~wn~.r'IH'v?n~ wuil 
g n f i d ~ ~ d o w r i n c ~ u u d a r m ~ ~ ~ ~ ~ ~ 9 ~ ~ ~ ~ ~ ~ a ~ h ~ ~ ~ ~ ~ ~ d  n v b a r n ~  U R L ~ ~ W T I I T  

IG'irnird~ ~n'u 
%u%u uar& (ampson & Eric, 2006, p.102) I a n w d n ~  ~~TRS?PROII 

naiui~rrnt~uo ~rrcn ~luni~ujn7'1:n67 ua:n~~sA~wnl~uo ~p-&lunR;unu?n?.~ 
nsdne ~ ~ 8 i i l ~ ~ u ~ ~ t u n ~ . r r d u u ~ ~ ~ s ~ o ~ o . a ~ n ~ ' i  8 o n ? ~ u i ~ w o l o u o ~ w r i n r n  q n m ~  

Y A  lun7rtGu"rnqranG-i U ua:~3~a~i~wn1woaanFi7 v d~0rm~i~nf i~ l f i~~ icrwunlun71  
1 ~ u ~ n 7 > 1 6 i n ~ u  nw+nwnkh{<-ud~ 3 &a W a nmuQ~w nkuo~wrinmu q o r n ~ w  

lun~ni3n~1gnih u u ~ : ~ m u 4 ~ l u o l ~ u a ~ f i n < ~  l u n ~ u m ~ n 7 ~ n s d n s u u 7 ~ n a 7 ~  VIDpnm 
% u & n f l l J l ~ d ? ~ n ~ l t ~ t l 3 n " ~  lu 137 R l U l  ~ R L ~ ~ ~ H ~ ~ ~ ~ R ~ ~ ~ ~ ~ R ~ : M ' H I ~ ~ I U A " U ~ U ~  
wuil r r ~ r n ~ ~ n n ~ ~ ~ i ~ ~ i ~ ~ w " ~ ~ ~ ~ t l ~ ~ Q u " ~ ~ n " ~ a : ~ . 1 ~ ~ ~ a u d a  

I Y  d d t," 
L ~ ~ ~ ~ ~ J ~ J ~ ~ L I ~ U ~ ' I = : L ~ R U W : ~ ~ ~  

di~d.re~n~&n ha9w6uq1J\Kii q ~ ~ w n ~ r ~ ~ ~ ~ l l n ~ r g n f i ~ ' 1 1 0 ~ n u ~ ~ 1 ~ ~ w ~ r i i n d ~ r Q ~ d  
~ ~ ~ - o ~ n i ~ ~ n ~ ~ u l i ~ i ~ o f i ~ l ~ u r i ~ ? u - i l l l r i n i a  l u ~ ~ u n i ~ l ~ u i u i n ~ r d ~ n ~ a ~ u ~ u ~ ~  
~ i i ~ n a 7 u G u Z ~  I ~ i i s n m ~ i t l n m u d o i M  r n u ~ . r o ~ n u r r u o ~ ~ ~ u ~ ~ j n ~ ~ ~ d i ~ t i ~ ~ ~ u v i ~ ~ ~  

.nun"J6~d~w?sn~7uareand7~ 7 lfiQ~uin~~iin~~u~m3nIun~3~Y'~u~Irn'11jn~~ k t u  
LI ~ U I ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ J ~ ~ ~ J A ~ U J ~ J ~ I ~ C ~ ~ W ~ I ~ ' I G L I ? ~ ~ T  L ~ D Z C ~ ~ C ~ I ? ~ ~ C ~ ~ ~ U ~ ~ ~ W O I Q ~ ~ R  

l ~ o ~ ~ u i ~ ~ C ( l # n ~ ~ ~ ~ u u ~ n ~ = : ~ n ~ ~ ~ ~ ~ ~ n ' d ~ ~ n  l o  silu l o  I ciiubrilnum~ 

h.'o~la' 2) h~n?lZJ~d~8€Il+?J7~19~6 3) f i ~ n l  J I D U ~ O J ~ ~ ~ ~ ~ U ? ~ ~  J 4) & U R ? ~ U  

Go*aolRiiluwi 5) ~~lunmu~qdoiio 6) iilunalumu~.mvnd$fi~1jn7~ 7) Giilunvrfiii~ 
uin3.r 8) aiun7~~ww o d o m  9 )  ~~unaiu~uuntda o ~ 8  i o) Riun7-ir+~ku~rfi~nmu 

*cn(?uulluini~ ~?o'u!~~u~odo:~~a~fidf:n~~~~ 7 h u  ~mod~=qnh?uuu?h?.103 w Y 

~irda'on (~ovelock. i 996, p . 4 ~ )  UL:%L?R~ ~~PL~RIwITPU~ (2547. nGq 273) uqiilu 

~ i *m?nu l i~m~~ ib jn l f  nn f i~a~m~n~m7f i ' 116  Y 6 -1v lodo~  O~U?RRW$ 
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