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I. n~~~hzn"H~i~mu~wrlsrm~'tnu 

nuihind h u m  (2546, nril I 2) lsin h ~ f i ~ n ~ n l s : ~ u ~ ~ ~ u ~ u ~ ~ : ~ n ~ ~ ~ n u ~ u  

r,qrriunin~u~nlyn~sds:nlu$ai~nuiid.r-~n~lnoln'u"n~sa a n w  r: naGyt@nl3 
A 

dXk&,lJ gdLL~i9 w.R.2497 ~ Q L ~ U ~ ~ H U ~ U ~ ~ U L L ~ ~ ~ ~ ~ J ~ U ~ ) ~ ~ ~ Y ~ ~ ~ I T ~ ~ ~ ~ ~ ' U ~ J R U  

I ~ ~ R ~ ~ I G R ~ ~ ~ U ~ ~ J J ~ I : ' I I ~ ' I I U L ~ ~ ~ ~ ~ " Y  d o ~ n ~ ~ u ~ ~ u ~ o ~ n r n d r : a u t n ~ ~ : w " n ~ ~ u  aa-rnr 
u imna1$ i~1b~$ntu7~7nn11~5~~3  o ~ 5 a l f i q u E i u l ~  ~~&!li~G?un~~iliu ~ ~ u 3 1 n T " p i ~  

ua:u7adiJtuaaY&u ~ ~ ~ ' G u ~ 1 Q ~ m r u j R ' u 1 ~ 1 ' r i a ~  
1 ~ 3  W.R. 2507 R ~ ~ ? ~ U U R ~ B ~ U ~ U ~ ~ ~ U B U R U ~ U I I ~ " ~ Q R ~ ~ ~ ~ ~ I ~ V ~ J T ~ ~ ~ ~ P ~ ~ ~ ~  

~ ~ ~ J ~ L ~ Q L ~ ~ < ~ < U W T : T ~ " I I ~ J ' E ~ ~ ~ ~ ~ T : C M Z J ~ U  V Y br~wan?sfie~*im~tsi~mIfiu"~~m:i~ ii?tl 

q c c  ~ ~ i ~ ~ ~ : a ~ a u l d w i a u i ~ ~ ~ ~ ~ ~ u " u ~ ~ : n " u  

lug W.R. 2515 n e ~ ?  w ~ ~ u n n  u n u i i ~ n i ~ n ~ u m u l ~ r n s u i v ~ ~ ~ ~ u ~ a ~ i ~ t d ' n  
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f y ~ r  sssus'nd (2542, ~ r i i  15-15) n i 1 ~ i ~ 7 ~ n n 7 ~ s l a ~ r : u u d ~ : n ' t b ~ ~ n u a 7 ~  
w~:naCynjjdr:fiuuiiJnu W.R. 2533 I G ~ I  J<G;~~IEI J ~ U I G I U I ~ L I ~ ~ ~ ~ U ~ ~ M R A ~ W U P ~ ~ ~ ~ U  

~ L ~ U ~ C J  ~ d u  n r & i l u a n b i ~ l u ~ o ? d ~ r n o ~ n i 3  diianoitniadri~~ua v ngau~usrylG 
w l u i l ~ u ~ c ~ n h ~ a a ~ i J u ~ ~ n u ~ ~ t ~ 5 7 t p i i ~  hn ia - f i  i;ula~iluriaanaunu l u k r ~  

~ r i ~ 6 u d a n $ t $ o ~ o a n ~ n i ~ ~ ~ d ~  II 8iw?l,;nnaiu7 d ~ 1 r i 1 i ~ n i ~ d d o $ 1 u i 7 0 u ' ~ f l " ~  
A'd p. n p ~ u i s u u a n ~ ~ ~ ~ i ~ u ~ u ' s r u u ~ ~  uduni lw~enren~rd10c~tbwunu 2 A3a iiu i i a l  

d~e&h?;uis h ~ % n s r ~ l u r n i u  n~nlr:~umu%e~~n% ~ ~ ~ u n ~ ~ z ~ ~ r n ' u a u ~ m u ~ s ~ ~  

(compu tsory) rim~wnr ~ ~ M & ~ U ~ ~ U ~ D J % O ~ ~ ~ T ~ T ~ ~ ' U ~ M I ~ U  s ~ n r ~ s  (voluntary) nwniu 
U U ull r m r = h ~ ~ s l o ~ n ~ s t l ~ : n u 8 ~ f l u  rnu7.rnniidw urnd~wrn~u 
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3.1 ?2~3u~6-1iPun~r (monopoly) ~ a n ~ u ~ r d ~ ~ i i u n ~ ~ b j ~ ~  

3.2 i h u n i : : ~ ~ u m r % h  (compulsion) 8 8  ? g r i i l ~ a a n n p ) l ~ ~ ~ d s r n ~ ~ t d  

&&I u r i ~ n ~ i ~ h i i i n ~ n l ~ : n ' u ~ ~ ~ t u r i a u  i d a I 6 w a ~ ~ ~ ~ r h ~ i r u n ~ 1 m ~ ~ l ~ n ~ ~ 1 1 ~ 1 d ~ ~ : n ' ~  

~ ~ u u a ~ n ~ ~ o u r i ~ d ~ : n a u ~ a n 1 3 k a ~ ~ ~ t t a : ~ 3 ~ ~ ~ ~ ~ l i i a ~ d  

3.3 ~ : R j ~ i n l x i ~ i $ ~ i ( u n u  (conlribution) P?n 3 $111 $9 g n % ~  w7o<ld uar 
a' 

72u-1~ ~ I U Q : L ~ I  7 6u R ~ U O I S ~ I I ~ ~ ~ M U R I U ~ ~ ~ ~ : ~ ' ~ ~ J  u~i&L~uneJ~udr:n"u~d~u'uu 

r6n~8un7147~~un?~ua:di trll.ir~trmu'nw unu ?tan~daarl%nikJr: wun3-!arciom%u 

3.4 ~?@~~IUVDU~~LIWB~~~~Y)U~U~I~~TE~ 'U$JRU~~\~~  ~ : & E I ~ l h d l l ~ ~ ~ ~ l l  

~ r j , ' , ~ w ~ ~ a u i ~ a ~ l u m m 4 ~ " T ~ l ~  

3.5 d~:barinm~nu {benefits) a inna~yuu : i~u lM"~~r i~~n '~mtb  2 ~ n ~ w  ;a 
3.5.1 d l : ~ ~ l l i n i n ~ ~ ? ? ~ ~ I 4 ~ d f i u a ~  (cash) d ~ j l o ~ u n  ~ d n 7 r a ~ ~ f i n m  ~116 

li;s~.umt8udl~, dsrrruZumno naamywr ywwaniw a~msir6ymr l r n r n w  i i ~ m u  

3.5.2 ~ I : ~ L ~ ~ ~ ~ ~ L L ~ u ~ w ~ ~ ' u " ~ ~ I ~ ~ ~ ~ o J  (services and payments in kinds) 

kiblfi ~ ~ n 7 ~ ~ 7 ~ @ i l u n ? s t t w n 6  (medical services) 

3.6 ikt%rn'uwsd 4l (insured person) 2 dsrtnn 63 

3.6.1 ~ ~ c h n u l n o i % k I  ;a @ n & ~  u 8 r n l w ~ i l w $ r f i n u  u t i ~ ~ r n ~ d u  

n w  ~ 3 s h a n i  wnis~0u;n41s 

3.6.2 (dil~mlunu~nsnA~1~ Aa $ds:nuu a3%wdw& lLli ~ n u n s n r  @ 
I l lG~iri l~iu1u~~u:~nhJ aio~ninn?.r~iiaJ$m~?u d ~ ~ ~ n r n n r 9 i u a r j ~ r i n ~ ~ i 7 t l 1 3 ~  

~unn~d1llc5unwlao RSJ'FITI~~C ~r&ymsJdo 
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3.8.5 n r r P l i m ~ ~ n r 6 q ~ ~  

3.8.6 nsdmniw 

3.8.7 nsrfi,iimcs 
4 , 5 z ~ ~ n 1 5 ~ ~ u ~ n 1 5 n 7 9 ~ 7 4 ~ ~ ~ n & ~ 7 6 1 ~ ~ 5 1  nnd'~:ihilsna~ 

fin$" ilYi-yinsn8 (2541.  nli? 16-17) n ~ ~ ~ f i ~ r : u u n ~ ~ l ~ u ^ r n ? r n ? ~  

n ~ ~ u ~ n 6 n ~ u l ~ ~ ~ n i s ~ ~ : n " u ~ ~ m  uili nn7~fin'137~io3n'u~11~:n'u l n o n d m i d u n ~ r  

jmuirnsn~~n-mwnb i l r h 6 e ~  aiKuarm6 w mum inhnr ua:~i+aoi~wnrjluuuua 

d~ 7 maunew~n~urru~u~~iia:i~$a~ia1~1~0~'1d~w~~ni1~~wB~unitaia~~ilujitu~n 

~~ria~~~~?lua:~7nn61~~3~~ri~d~:n"umu"on~3~ Iwdr:~nfi6h~8urnnlr ~ " M % J ~ u  % 
h ~ i l w r i J ~ ~ ~ ~ ? i r n s ~ . A ' i w ~ ~ : ~ u i n ; v  ~~ol~ifinll~:~sadt~ri~el'i=:riu~tb~~u~~ nf!am~u 

r o c e d u ~ % & ~ ~ ~ ~ ~ ~ n ~ ~ ~ l t l ' ~ : ~ ~ ~ ~ ~ n a ~ ~ ~ ~ ~ ~ n " u ~ ~ ~ u m ' ~ ~  

ciJ$u~udrr L ~ R ~ ~ M ~ L ~ ~ u ~ ~ ~ ~ I T : ~ " u ~ ~ + I u ~ ~ u ~ " ~  $ ~ . ' o ~ w r r l u l u  diud!Ji'a 
.-d a - 

< ~ I J ? ~ , I ~ T J ~ , L L W Y I ~ ~  daaamnai U n ~ - r u ~ n ~ ~ n i ~ n i r v w n u n ~ ~ ~ ~ ~ u ~ u d ' i : ~ n ~ d i ~  7 

trri~oon15 3 =i%Ga 
-a2 = ad$ 

4. t f j ? h h r r ~ 7 ~ 5 n 1 ~ w ~ ~ n ~ s  I I W ~ ~ ~ ' I ~ ~ U L ? M  (fee-for service system) ~ E N L ~ U - I B ~  
a, dda 

O : V W ~ * ~ R  $ ~ Z : ~ ~ ( A U U R ~ V L R S ~  Y w Y ~ ~  H ! ~ ~ W W  U W ~ E ~ I ~ G I T U I J ~ Z R J ~  L L ~ ~ ~ > . ~ ~ ~ u w u ~ B J  

n ~ ~ ~ ~ i i u ~ 3 u d i ~ ~ 4 ~ c r ~ ~ n ~ s i n v ~ v c ~ 1 u ~ s ! l l r i  u u ~ ~ h u i u u ~ f n  ~Juknr i im inn  a ~ y u  
I ~ : ~ u : J ~ u ~ J  a i o r i ~ a u a r i ~ u i n ~ r ~ ~ ~ m ~ ~ ~ n h  a t ~ n ~ u ~ i 4 i ~ u ~ r 9 ~ a 1 i i i ~ ~  

*a 2 * 
4.2 ? ? ? I ~ T L H U ~ ~ ~ U  (capitation service system) 7 ~ ~ n l ~ u r i l ~ ~ i k ~ ~ ~ ~ i f l :  

z 
a o ~ w  e ~ u ~ s d d r r a ~ ~ ~ ~ o ' ~ ' ~ " r n i ~ ~ ~ ~ ~ n ~ ~ ~ ~ w n f l ~ ~ r i ~ d ~ r n ' ~ m  uiuwn:~f s u l i & ~  

i i - ~ n ~ ~ a r ~ ~ ~ z i i u ~ ~ ~ u  Isltl~in~'~uaaulmuI~m~u4~1n a9:u a 7 ; 1 ~ ~ u 7 i i a L i l u r l  IIU 

raau aiar7unu (per head) LL~:~~I:~"U@M&I J ~ ~ ~ . ~ " U % I ~ T P I ~ L I W Y I  ~ " ~ ~ ~ w ~ ~ w w o I u ~  fi 
d X n m ~  wnr 10uuIa' 

4d- *ad" ' 
4.3 ~ D F I R ~ J ~ ~ ~ u w [ I ~ u I ~ ~ T : : ~ ' P C R J C I ~ ~ ~ S ~ ~ ~ ~ ~ - ~  (clinic system) XTMWKJ 

~r~wuiu~adr:fiuknu uarh~n~iunwn6dils:n'u~~~~l (clinic) & d l r ~ u c u n ~ s ~ ~ o n w n i ~  
Ils-EuK~nu~a~ m u ~ s n n ~ u ~ u m r ~ n ~ ~ i ~ ~ n ~ ~ n ~ ~ r 1 w n u 7 M " ~ D u ~ d m ~ u ~ i h ~ ~ ~ t r  

il1n7"anslp;i~"rn~5ni~ni1~~wn ~ M " J  3 P ? Z ~  d~g LIJ 2 ? ~ $ i i ~ u d i ~ i I ~ f i ~ t  ;a 7% 
-a mi  

i i l lwiblnmbl~~~a'oJ ~LR=?%LRU?~~F.I & ~ U ? ~ ~ ~ ~ ~ J ~ ~ I U W ~ ~ U ~ R ~ ~ K I I Q Y ~ ~ T L ~ J I ~ U ~ E ~  

u~nerimrd~iirun-tr ~ d a ~ a ~ n . ' a t l a ~ ~ u d ~ - u ? ~  u ~ r y n a ~ n ~ d ~ u ~ u u 7 ~ 1  ~ d o ~ m ; ~  
a' 

aoiuwu~uial~nrr~iril~lw~nvtwnn~~r:~n~ bobmaun,~ueiuuin~m7an7TLLwn5 
.il asiill-r:~uwtbw~~lI~~~~n~~~s:~u~~~~%~ 91 ~ ~ & R ~ N K J * - K I N  2 
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Y 

niw 2 ~ u m a u n i ~ u u ? ~ u i n ~ ~ n i ~ n i r ~ i w n 6 ~ 0 ~ ~ d ~ ~ n ' u ~ ~  

du? ( ~ w t  grunyTrlnc 2541, ~ l i l 1 7 )  มห
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<u'uauwa si?dr:~&: (2547, MCI 18) n d i ~ i ~ n 1 1 u 3 m r n u ~ u h  f i i rn~~uua~  

n r : u ? u n ~ s d ~ u a u " a t b n ' 7 ~ ~ ~ f i ~ 3 ~ ~  (intangible goods) v ~ J T ~ R ~  i h $ ? u ~ ? n i ~  ht~h61d 
u 

~ ~ ~ & ~ ~ ~ ~ ~ & 4 6 1 0 ~ ~ ~ ~ ~ f i 7 7 ~ $ ~ ~ n 7 5 t l ~ 9 ~ 9 " ~ ~ ' 5 n 7 ~ i f ~ ~ 7 ~ d $ ~ 3 l ~ ~ 9 ~ 0 ~ 8 t &  
P _ - Q  b 4 a ~ ' i n u  noGfi1wTraG (2547, MI> 14 n i 7 . l i ? n ? ~ u ? n i ~ ~ u 7 f l ~ ~  n 7 ~ n ~ : Y h  

A ,  2 
wqlnnu ~ 5 e n i s d f i ~ r n r d d ~ u n i h  i a w a l r ~ u n ~ ~ u v i d ~  1~sn~:u~urn~rnnnuu~ua~u 

i jn i~ub~~Gu I L ~ U I C ~ J  n s i ~ n s ~ ~ a ~ ~ f i ~ s ~ 6 ~ d ~ a u ~ b r ; i ~ u ~ i l u n ~ s n ~ r i ~  ~ q i i n n u  n?a 
Y -  2 mrd ju"nn7r $ ~ I t i n u ~ ~ o l i ~ l i l ~ i l u ~ ~ ~ w a ~ l ~  Q ~ a ~ ~ r n , u n u ~ o u a ~ n ~ f i i r I n a t u  

J u ~ n 1 s ~ & w w ~ 1 l u n ~ ~ n ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ 1 u ~ i ~ n d o u n i r 8 u & d t 8 ~ a " ~ ) ~ ~ ~ u c i 0 ~ ~ 6  rnrm 

uimt ~8ao:b~~an?2uL3u~hua~L~iiou8a^nun~1 

C R ~ ~ ~ J I  LRUO~P (2549, MG-I 14 ~ ~ ~ ~ + ~ - I ~ I ~ S U ' ~ S ~ ~ ~ S M A ~ I U Z ~  iion35~l tl~:l.ltl~ii 

t r " r a c l ~ 7 u i - ~ w a I ~ d ~ w f i 7 ~ A a ~ m a " ~ ~ ~ 1  ~~afiiln1'~~nd<wi~6u~~u~un~s'u7 a k n i  

L W ~ ,  L L ~ : I T ~ C  (Lovelock, & Wright, I 999, unpage) n i i v i i n i . i u ' s n w  

M U - I ~ ~ J  ni~nrril (act) ~ : a n i r a r n ~ a a n  (performance) d I ~ m a ~ 1 1 0 ~ u n ' a ~ I ~ i  MBLI~ 
mu,roEonro~lilu~<7~a3~n" ~ n o ? o l r i ~ u a . - ? t u d s : I o a u ' ~ : ~ 6 7 ~ ~ n ' ~ o n 1 r ~  

n ~ i u u r 6 m u ~ d R s n i o n ~ ~ i ~ ~ ~ ~ a d ~ ~ n ' u 6 ~ ~ n ~ i i l r r i a ~ ~ n ~ w 6 w a ~ ~ n ~ i  

n.rsu?a (Gronroos, 2000, unpage) n i i l ? i i  nl3~?nla~u1 O ~ J  nrU1Un-15 

(pmcess) ddr:nuuIdhnfipn-rsui~~ d ~ r r ~ u r n r ~ u ~ a ~ ~ m " ~ ~ n ~ a ~ d ~ ~ n ' u ~ d ~ ~ ~ z ~ ~  

~ f i ~ ~ u ~ & ~ n n ~ ~ ~ d ~ a ' ~ w " ~ 8 ' ~ : ~ i ~ ~ a n f l r ~ n " u ~ ~ n ~ ~ u ~ a ~ u 5 w ' n  % L $ E I L ? ~ ~ ~ ~ T L ~ % ~ ~ M ~  

luiiugnh 
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orun q7.r3ruu'o4n, ua:nlsnr a?aw'sluiip (2548, H& 224-225) nd7-r-h 

n~.ruin~~iin?i~ri,$~n'un~rA~rQuqriio I R L I ~ Y L G N ~ I S R ~ ~ ~ ~ ~ S U ~ ~ J ~ R ~ J B ) I U ~ ~ ~  

ga~rnr  n e ~ n n u n ~ ~ ~ i ~ ~ a ~ ~ ~ u i " s n ~ ~ ~ ~ ~ : i ~ ~ i , u n ~ ~ l ~ i i s r n ~ ~ ~ a I ~ ~ ~ m ~ n u ~ ~ r r i l t o ~ w a I ~ I u  
d 

n ~ ~ ? u i l l u i n ~ s u ~ r n ~ u u 7 1 . a ' u ' s n ~ ~ ~ ~ 1 ~ ~ ~ ~  lnoszdnnauh n+uaauaiin 6 h ~ a u  ¶ J  
* C p  a n u i r  n d ~ ~ d ~ ~ v ~ ~ ~ a ~ p s ' ~ i i a n ~ s ~ ~ ~ ~ u a 1 ~ " ~ n ~ r ~ ~ ? 1 l b  ua:mr~a~un~iuAa~rnrua~ 

tr"Quu?n~r IG~irrri 
1) S L ~ B J ~ ~ I ~ ~ S ~ ~ D U D ~ ~ J ~ T U ~ R ~ ~  (service cornponenl analysis) l i t~n ls  

i i lww~nu~s~u a~~~E~u"Tn~ri~mu1a~o:f..M"'u"Sn~51 ri:um o w r n w 5 n ~ r o r i ~ ~ 1 ~ 1 ~ a : ~ ~  
i?uiuuinirn~ula lnoi~~~~~unnurn.rlw"FI"%n~'i~u"a~6~ ua:9~nntGw+hG u'aQo a x  

2) 4tnn:$n~~u$a~n~~aa~;n6~ (customer need analys~s) d - iunv  h l a a  

3) ~ilfILL~~w~nfiu.n"u"smr (service package) B ~ I ~ ~ J % ~ J ~ L ~ U ; J U U U ~ ~ ~  

I~u5iirmrfL~uxnu rii~uqcluo~n-iw^rnir i ~ n u a u ~ n ~ ~ i u 1 w n ~ r I ~ u ' s n ~ r  ua-fis-nrui 
C 

~n{u~uuo~pstrnruin-i~Cu 

4) d7:217$~$~$~7'im (sale public relation) in?~drr~iZu$~6aanan7t luan w 

~ n ~ u m u ~ i a m i n n u s 1 1 t l ~ i  ~d71~~1?~7!ildn?71i"r~t13~i s ~ ~ ~ ~ ~ ' s r n - i ~ ~ u u u ~ ~ u ~ ~ a : ~ ~ o u o u  

5 )  nnaaunaln (market tes t )  ~ ~ ~ ~ I ~ ~ ~ L R U D ~ C I U O J ~ ~ . ~ U ~ ~ ~ I S ~ D ~ R I R I ~ O  

n n a a u m ~ ~ m u ? ~ n 1 u n ~ ~ i 1 ~ ~ 1 ~ ~ ~ ~ ~ u ~ : : ~ ~ i 3 ~ n k ~ ~ ~ ~ d ~ ~ ~ ~ v l i ~ ~ i ~ u ~ l l m r u  

6) R?U? ULLB:~~:LPI(CIR~~S~<U's~~I (service control and evaluation) 

~ ~ r i c u m r ~ ~ u ~ u n i s ' l l i u ~ s r n ~ ~ ~ ~ ~ u ~ d m ~ u ~ ~ ~ ~ ~ ~ n i a ~ ~ m ~ d i i i ~ ~ ~ l \ ~ d ~ u n i ~  
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3. Sn~m=aasn7su?n?s 

d6tq-l ~ ) Q ~ U U T ?  (2548. H& 163) !6nai?fh ( i n ~ ( u r ' ~ i ~ n l r i l a 7 ~ ~ 1 n ~ ~ l l u n  

aancilu 4 d3rn15 $J< 

I ba,umno'uGa~la' (intangibility) 11~1uf imui2  tu?i\ilnn (pnri~dmmni~) 

I t i ~ ~ u i r n ~ n u s ~ t A u  %U &;u~P ~ % b h i ~  Y ~ ~ I M ? ) ~ H ~ U ~ S O W R R J J ~ % U G W ~ " U ~ ' ~ ~ ~ U ~  
X 3" * o:+lmrao ~ d u  rn~+Garrnrm riiotnrI~rcmsuu~~"sa~~u Atr~i ,w~ur~nnI imu~~n 

~ w e v a ~ n 7 r u k ~ s ~ & u n i ~ ~ r ~ r n i - d i . k ~ ? a n i ~ ~ ~ u n ~ c % ? ~  fi-tlsn'{u"%bnnwoiuiu~: 
PI 

a a ~ a t l ~ ~ ~ d o : l j ~ u a n 6 ~ ~ ~ n ~ w ~ ~ s n ~ ~ u ~ n i s  (service quality) I ~ E I ~ ~ ~ S G ~ E I J L ~ ~ F W J I U  

rdaituder15fin~sZ~~ ~~~'e~wo~o~uri~Iil'uim-rimiualu~snIu~usiu J I G I I T U ~ ~ ~ ~ ~  
Irnrr~ds~~n. iun~~k~rfiun~-iw ~ ~ R ~ ~ ~ ~ I M " L ~ U ~ ~ J ~ T : T L I T ~ ~ " ~ ~ E I G ~ U P ~ ~ U ' ~ ~ ~ ~ O ~ ~ ~ ~ . ~ ' ~ L ~ U  

~ l in i i i ~ : i ra i r~~u ' rn i~~p i~u"u  

2) n3llj~ia7117snbiliJi~ern'I~ (service inseparability) ~ a r l ~ l f l 3 7 ~ < 7  n?~w%a 
X X 

uazn7su~InnriinuuIu"unr-~Sa~nir \ W ~ ~ ~ L ~ U ~ ~ P : W ~ J $ ~ U ~ U ~ ~ T H E ~ E U R ' ~ ~ ~ ~ U B ? ~ ~ ~ J  

h i m y l u u ~  wiia ~tii?rillJ tRulflwn&Bu67 1 ~ a : ~ k ~ ~ n d $ u 3 h n & l u 9 ~ ~ 0 6 ~ i 1 : ~ ~ ~  
A "  e nnu:Inn ri?w~~nl3~&~~7n~17Tn~~~1sl~~~"a~13~0t~d3dd~fi~n7TW~mLL~:ni4Y"s1nR 

A" f Iwux~8tr~nlu  d w  $5Inn~m~wluii~:6m~unnu1it1~ari~~6me~~i  J & B J ~ I ~ : U I ~ ~ ~ ~ T N ~ R  

(rnrihuu) u s r ~ u ~ ~ n n ~ ~ ? u w u n ~ ~ ~ ' ~ 1 i ~ u " 1 1 w i ~ ~ 1 ~ n ' w  

3) ~ 3 ' l S J 1 i l b l i ~ i l ~  (service variability) fl Fi13ii a R WRI ~ % ~ f l 7 5 1 h 3  n175f:~u 

urlrldaw$Gu5ms ua:$uu $ ~ U ~ T I G G ~ - I T L ~ D P M +  $!MU varu ri7;lr Ri o r i ~  ~ W S W  

nlrl~u?mrua~lr~us8)k~u"saan (Marriat) m o a ~ n i l u i m ~ w ? h ! l ~  U i~dmr~$u5nm'nlruat 
d d 

w ~ ~ ~ ? t s n 7 t r t ~ ~ 3 ~ ~ 3 ~ ~ ~ 9 : ~ ~ 0 3 0 ~ ~ 1 ~ ~ ~ ~ n " u  ~17snuo7~4ts"u"%n75QniiSneluwuj . a a ~ 7  

~ ~ n ~ s I M ' u " s n i ~ ~ i i ~ ~ ~ ~ ~ ~ l ~ ~ ~ t i , u a u  i3uKu 

4) nmulrialuirn t h l f l  (perishability) U Y ~ I S L O U ~ J ~ I ~ ~ ~ U ~ I ~ L ~ ~ U I ~ " ~ ~  
Tn6+~~3an$~Zun'? ~ ~ a u ~ n ~ ~ ~ ~ f i n ~ ~ l n n ~ ~ w ~ ~ e l ~ : ~ ~ ~ ~ ~ ~ ~ ~ n ~ ~ u ~ ~ ~ k n u ~ t l ~ " r ~ ~ u  

~ l u ~ a ' 3 1 6  nllu'lrjmulromfiu~iZn' u a : ~ ~ i f i a ~ r u ~ ~ f i a d ~ ~ n ' ~ ~ ~ ~ ~ ~ n 7 ~ ~ ~ f l ~ ~ ~ l d ~ ~ a  
< A d  L 

qd~~nnum a u i n 1 ~ B n 3 ~ ~  ~ ~ " M H I M U ~  n ~ e r i ~ l r i ~ f i n q d a . r ~ ~ Z u n ~ ~ u ' 5 ~ ~ ~  ~ i u  l u d ~ ~ d b l i  
T u ~ y ~ k n ~ n ~ r r  I r~uruuar iaainr iw q ~ r f t n r ~ n ~ ~ e ~ ~ n l u s t ~ u X 7  ~"rnnrriiuuc 

i i u u r n ~ - ~ ~ ~ ~ ~ w r i n ~ ~ u ~ ~ n ~ ~ ~  ~ ~ u i % d u r n ~ ~ I w ~ ~ ~ d ~ ~ n 6 ~ ~ 1 n  
rsun iy+stuCm.tia. u a m ~ a n r  a a a h u f i i ,  (2548,  wc-i 25 - 26) lGnii13dq 

Cnuru:uern~su~nis n i r u ^ r r n r i ~ r u ~ n a m ~ ~ b b w n d i ~ n ' u n ~ ~ ~ ~ ~ ~ u 6 7 ~ 1 ~ 1 ]  Inon73 

~5nirii~naocrfirilKy &d 
PI - 1 1  ~ ? - ~ u l i m l i l  (trust) 

i a ~ ~ u u 5 m ~ l u u w ~ n r r u ~ u n i r u i m ~ ~  G~uiiuu^rn~rllinnui~~~C~i~vrl6?uiiun~r ll 
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d$Gr$ulr & h n ~ ~ 6 m ~ u l o C u i n l T i n ~ ~ 0 u d ~ ~ 6 s ~ ~ i i n ~ ~ n n ~ i u ' l i 1 ~ ~ l u  4~riidwn 

i r u ~ d m u ~ ~ n r ~ u ~ d ~ n w d ~ ~ o ~ ~ a ~ ~ ~ ~ b ~ ~ w ~ ~  P1 

2) d ~ f k h ~ j ~ ! d &  (intangibility) ni~~in~~ii)~;A~d~j~$ia~I~~m'~~~::lbi ihfi~ 
Y * -  4-* 2 'L6nauaa ~ ~ ~ M ~ I % G R W U I B ~ ~ ~ ~ ' % ~ ~ ~ K O ~ O I ~ U F ~ ~ I B J ~ ~  b ~ r a  ~.ilanG uazd-r:auni~ru~na~w 

l~'iu~~nrn~'n?r~1odau^rn3 J Z U I U F ~ ~ " - I ~ ~ M  
3) ~ n ~ r u r d u i J u u n a u n a 7 n ~ u 1 i I ~  (inseparability) nmu5nv8iin~ru: i l d  

- 2  u a  

mui~nusnh  ~ R A M ~ ~ ~ ~ ~ T ~ ~ ~ I M P ~ ~ P ~ ~ M Y  3n7316 n l r ~ z n  n?ru?lnnaa:nlsu?ms 
a 

~ n ^ n i l u ~ u ~ ~ a ~ r i i ~ ? n " ~ n " u n ~ ~ ~ ~ ~ u ~ n ~ ~ ~ u  7 i r u n n d ~ ~ 6 u ~ u c i l % . ~ 6 a d ~ n 7 1 ~ 3 n ~ ~ a : n i s  
Y d d  m u  u~3~lsuni>u'sencll~n111~<~ 

4) ~nnarnrdamniw~in~d (heterogeneity) n i ~ u 5 n m ~ ~ n w u e l i t 1 ~ ~  L L R : ~ ~  
d a ~ u i r n r i ~ ~ w a u 1 n ~ ~ i u ~ u l i , ~ ~ u I 4  n l  tu'in?rrua ~rYuuiar!tuuv D ~ F u ' 5 n i ~  &ii 

d iSn?5Iw'uSn~~~ilGn~wtaw7r"ua~~u1i)~ ;Jirt:n71~5nl~~un{n"u$~'tr?n71 @~UU~OI> 

~ ~ J L ~ R I V ~ ~ ~ ~ S ~ ~ ~ I T L L O ~ ~ ~ ~ W  L L ~ Q ~ ~ U ° L I W U ~ ~ I . ~  

5 )  ~n~m:d1 iH7a . ,1nL8u~'nw7\~  (perishability) ~ d a l i i j ~ ~ ~ u ~ a ~ n m l / %  

~ ~ n n ? s e ~ b ~ c l t ~ u ~ ~ ~ 8 ~ a n r ~ d ~ ? ~ ~ ~ a ~ ~ r ~ t r n n ~ ~ ~ u u i ~ . a ' ~ % ~ ~ t l 0 t b " t ~ ~ ~ 6  a =  nmu5n75<~Bn-m 
t J2 

H$L%u~E~u$I~~~JP I I J U I H J ~ ~ U R ? ~ U ~ ~ J ~ ~ S ~ ~ U ~ U ~ T ~ U ! L ~ ~ ~ ~ ~ J L ~ R ~  

6) ~ S ~ ~ ~ ~ ~ ! J ~ I U ~ T ~ L L H R J H ~ ~ % J L ~ U ~ ~ I " F I ~ J ~ G  (non-ownership) n l l ~ ? n l l Z  
2 ~ n ~ n r t d l ~ i i n ~ ~ u i 3 ~ 1 4 ~ ~ a ~ t ~ o d n ~ r ~ a u " ~ i ~ ~ ~ ~ ~ u  

< m o w s  ~ m n l q  (2546, 15-17) ~ 6 n d ~ ~ ~ ~ ~ n l ~ . w ~ a ~ n ~ s 1 ! ' s n ~ r r n ~ 1 7 r n  
*- 2 41iitbnnnnI$~9u s 5n19wInm4u 

I ) u i n i r b i n u ~ m ~ u ~ a ~ I n '  (intangibility) I~RIU~IDU D J I ~  iu&ii~~l(ia$?n - u. 
fi~n?w?n?lln 7 r isun-dauari l luinlr l~ uda-iu~rorup~ uindui;ialri n'iado 

Fir* ~d i~?h?u~~?n-~s&~ L L ~  l u u n c n c ? u ~ ~ n n a i u i r o u o ~ ~ ~ u  ~ u R ' u ~ a ? u f i ~ ~ ~ n r l ? m ~ u u ~  
V V  PI uati iu61il l&riir ida ~ $ a ~ u ~ n ~ u i i ~ o : ~ & n u ~ ~ a r ~ n r a u ~ $ $ m ~ u w  Q ~ i w l n ~ u s I n n  

? ~ n s ~ u t ~ ~ u ~ n d r c ~ ~ i w ~ u ~ ' f l n " ~  5 16 ~ J ~ ~ I ~ ~ ~ ' w " K ~ ~ u ~ ~ ~ ~ ~ u ~ I ' ~ G J ~ L I ~ M  PI ua-i luda 

2) u ~ n l r ~ ~ 8 7 u ? 1 n i l l j ~ ~ i o n a ~  (inseparability) n71~vjUjniruazm1~~1)'5nif 
X " U W  

m'adriinuunfau 7 Ku ' b ~ a ~ ~ ~ - r o ~ ~ u n n ~ r u ~ u n ~ s w ' i n u a ~ n ~ ~ u " J l n n ~ a ~ ~ i n ~ ~ l c l  m~<u 

~ ~ ~ ~ U % ~ I % ~ U ~ ~ N $ M " U " ~ ~ ~ T ~ L ~ U ~ ~ ~ R R  1 1 ~ ~ % d l 6 k k ~ 1 7 ~ ?  d . )m~1111~~u?rn~ld~  

L A U J ~ ~ J R :  1 nu .wrinmu$~u~nir 1 nu B ~ l ~ r n u i ~ n l ~ u 3 n ~ ~ ~ ~ r i ~ n G ~ ' ~ a 1 1 !  7 nu lu 
d r1a~5rr+~Ku'bG l l a v m ~ f l ~ ~ ~ ~ i ~ ~ n n s ~ u a u n i ~ u ~ w  TI.-IG~I+~MI~-IU n i s m  u a : n v G l n ~  

snnmnnuu'llm'ad?~.a'~iau 
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3) ~ ~ ~ U ~ ~ I Z \ ~ ~ ~ R ~ I U L L ~ U J W  (variability) ~ u ~ m : ~ n l ~ w 8 ~ ~ ~ 6 1 0 7 ~ t l f i a < ~  

ttlsy flo innRu in$es<nr nncnrtu~un~.ruZc d n u ~ r o t ~ ~ i e n w i a u  nmneu  LLa: 

n?u?unrunwu u~luhl4i-1erni7 u d ~ a < u n ~ s \ ~ u ? n ~ r ~ ~ \ n ' ~ b ~  0~1'm~Gv ~ n < a ~ ~ i n s  
b. 

a4ans:u2um1u3mr 4LaiourTuLut~aJLvii:u n~edipi?uuini.r na~~Enuu~awi : :  

~ o ~ u n i ~ d ~ ~ u ~ r r i w f p b ~ a  ~dsl~"u?nxtt~:ivu4nl~ h u 1 ~ n j ~ i u 2 f i ~ 6 ~ 1 ~ n n a  awno 

wu anm.bni5dtni a~nYMl& ~ d T a n 7 % ~ $ a n ~ a ~ u 6 u i ? s u u n ~ a ~ u a K u  ii a 7 ~ 6 ~ u u l d i  
~ a a i a u ~ w r ~ u i a r n F ~ L f i w ~ u  u~naoqum~ofniadi ~ m ' j n i ~ ~  rnulsna'6uxtln'ii ?WIN 

X ~ a ~ m r u i m s u u a ~ ~ n ~ 7 u f i ~ ~ ~ 1  ~ J ~ ~ ~ U I M ~ ~ ~ J ~ ~ ~ ~ R ~ ~ ~ W ~ ~ U ~ ~ ~ W ~ ~ J ~ U  viqn 

wCn~~u~iin~aiuIaiw?aa I ~ i ? 3 r n ? ~ h w i m ~ ~ w " % a i 7 ~ n 7 ~  s19 i i~wah~wn7wnra~rn  
Y 

u^ml~%Jhn s- rudtn~~uwiaunj&ui i~n~uuadn~~we~$~uu ' rn~rc i7~  i ~ i i d w a d a n ? ~  

?u$a:ll~r L ~ ~ ~ ~ ~ ~ ~ w ~ o J ' u ~ ~ I T I ~ u ~ P ~  ~ d u ~ ~ ~ n ? ~ u ~ n n ' ; a n l ~ u ~ ~ i ~ u n ~ ~ a u  i ia3s 

$4 w a d u n ~ s d s r ~ ~ u ? 1 t b ~ ~ w 6 i 7 b ~ u ~  (bias) 63 UL+NKU 

4)  ~ ? n 7 ~ ~ m ~ l u l w ~ ~ ? u ~ n ' ~ 1 7 n  (heterogeneous) ~ I ~ u ~ R ~ u ~ I ~ ~ u ? I ~ < ~ ~ ~  

u i a s 2 n d ~ + m ~ a u ~ ~ ~ d ~ ~ u u  e ?runlw asefiuim 4 ~ 1 $ ~ i l w ~ n n r d u n ~ s ~ 1 n  mu?u uar 

rnuirowr+~oaau!~~ i d a a a ~ n m u i r o r i i ~ u n ~ ~ < n ~ ~ ~  d L i o ~ a ~  Iun-1ru.runiru~nK 

%m;ruuin n i l  l u u r ~ r ~ n i ~ $ ~ ~ n ? e u ? k ?  q d n ~ d  n i a ~ n $ s ~ i i o d ~ r  f 8 f l u n m 1 ~ ~ 5 r n r  

~ ~ ~ ~ ~ U ~ ~ U ~ ~ ~ ~ ~ ~ U I M Y ~ ~ = L ~ ~ U I I I ~ U ' ~ ~ ~ ~ L ~ ~ Q R ~ ~ ~ ~ Z G I ~ I I L L R : W ~ ~ ~ R U  %l U F ~ ~ J ~ C L I M ~ ~ ~  

-d~ulunirlriu^sn~s l a  nu u i l r ~ m n ~ ~ m r l ~ u ~ n ~ ~ ~ u ~ ~ n ' u n ' n ~ r ) = :  nmuawnri ua:: 

$nwtG~aar$~Tu?nw~~i  R L ~ U  & 6 i e r d r i 1 l ~ $ % s ' u ~ n ~ ~ ~ i ~ ~ a ~ 1 : a u n ~ i u  riqriilla 

Lawlry nns 4 4  i i~aarillgni~ L ~ ~ J u ' u ~ ~ u u ' T ~ ~ T ~ - ~ ~ ~ u I  n I ~ d e ~ w m i n  unauusr~7ui 
51a F. 

udua jn ihnmw u i o i u ~ w u ~ ? r u m w u a ~ ~ n s ~ n r l ~ ~ r i ~ r i n u  ua:wuiuGnonwlwn~r 

ICuimr ~ d a ~ ~ ~ n m r a i i r u i n ~ ~ u l w  U O ~ ~ ~ ~ I T ~ ~ ~ ~ ~ ~ U ~ M " ~ ~ ~ R ~ ~ ~ I G  u~tutilud a ~ u l n  
5) ~ ~ n l r ! ~ ~ i u i ~ n L ~ u ~ f l n '  (perishability) L ~ J J ' ~ I ~ U ? ~ ~ T R Z W I G & G ~ ~ J ~ ~ ~ R :  

H ~ J M I ~ L I  I I R : ~ L L ~ S I V ~ ~ [ ( ~ ~ ~ ~ D ~ ~ J ~ ~ ~ R ~ ~ ~ % O L L R : ~ U U ~ ~ ~ I I U ~ I N : L C L ~ ~ ' ~  uriilru~?.ua~ 
6 r i i u u ~ n ~ s n ~ ~ r ~ ~ ~ f i ~ ~ u  a ~ n n ~ ~ a ~ j ~ r n r & f i u n ~ i ~ 6 a ~ n ~ ~ ' u ~ u ~ f i b ~ ~ m ~ r n s ~ n " ~  j~ 

i ~ I C ~ t m n ~ ~ u i n i r I i ~ ~ o ~ w  a a a e ? l q ~ o I o n i ~ ~ a n ~ ~ ' i ~ ~ i ~ 7  v d$p~"u'3nwbrnumn 
IGu5n7rln' ~ ~ a t t ~ ~ n ~ ~ u i t ~ ~ d i j ~ ~ t r i n ~ ' n ~ ~ t a ~ ~ i l ~ i 3 ~ i  U Iuuncdanniriaa It 1wunr:d 

~ ~ ~ ~ ~ ~ ~ ~ ~ ~ l i l m ~ l ~ ~ 7 ~ t 1 f ~ 7 6 1 f l ~ ~ ~ ~ 3 ~ ~ u ' 7 1 ~ ~ ~ ~ 7 ~ ~ 5 ~ ~ ~ i l ~ ~ ~ ~ 7 '  ~;~loJ?LlfilJ7ol 
A A  2 ~7~usi~~m~8anLnuwtb~"saaaaa14 udn~ru^midrirnui~n~i~G 

yglnlc aarfin~uai (Zeithaml. 8 Bitner, 2000. pp. 27-28) n i i l ? h  n i s l i s n l ~ i  - J' Knwm:ianx 5 dsrnx mu 
0 4  .# 

1) RI>IIIYIIFI~RU (intangibility) u in -n la ia?mrouar~ i iu  &Gar u a r i h i ~  

lrir6 (abstract) I m ~ l ? $ ~ ~ : a m i j ~ ~  5 i d j m ~ ~ h  m i  M ilun :N 
91 U 
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4) R T I U ~ ~ J ~ T ~ ~ J L L I ~ U ~ ~ W  (fluctuating demand) ~ 3 1 ~ 6 0 ~ n l r n l s ~ i n i 3 ~ ~ ~  

fnni$ueJlnua n i r l r i u i m s ~ u ~ 1 w ~ u ~ n 6 ~ ~ ~ ~ 1 . a " u ~ n ~ ~ ~ ~ ~ 1 n ~ ~ a ~ b ~ ~ 0 6 ; ~ ~ n ' u ~ t b a ~ n " u  

" 
5 )  n a i s ~ a c a n i ~ ~ u a ~ u ~ n 1 3 ~ u b ~ ~ ~ : n T ' ~  (variab~lity or heterogeneity) f?~31~&l  

n ~ ~ u o n n i ~ ~ ' l u k u ? ~ i ~ t u n 7 1 I M ' ~ " r n ~ ~  ~ 8 a a a i n r n ~ u ~ n ~ r & ~ a ~ ~ 0 ~ u ~ " s a w w ' n ~ ~ w  

lun~slGu3uimrril uti?ua~a (labor intensive) ~~n~rdwCn~~uu:fuw? a:Ih?n~r 

niutnlaad~tr~n'a^r~n401i s i u ~ ~ u s ~ r Y 1 ~ i l ~ 6 ~ r : n a u ~ t b ~  i h ~ u s i l u ~ ~ ~ r n o u s r ~ r n ' l ~  

n s n ~ s a i  (Kotler, 1999. pp. 467-471) ~ ~ n i i ~ ~ ~ ~ n i n ~ n r c d i ~ ~ " ~ ~ a ~ ~ ~ i i i l u " ~ n i f  

6 1 Iris1 arlrncu 6il~w (intangibility) 2)  ~ i a i ~ 9 1 1 1  LLJJ~LLI n n71l$uin14 

(inseparability) 3) P ~ I I ~ ~ Y  OW (variability) 4) ~ i a 7 u i 9 n i ~ ~ ~ f l &  (perishability) 0 k k 1 7  

~ w d a i . ~ a ~ s ~ u ~ n ~ . i ~ ~ ~ c ~ a ~ ~ ~ ~ n p ~ n r u ? i ~ ~ o ~ ~ u ? r u m w u n m ~ ~ u ~ ~ a ~ u ~ ~ ~ s l ~ ~ ~ ~ ~ ~ a '  

u i n i r ~ w i i ~ u  o~ amwi (place) 63ynn s (personal) r n h  ~ i j  a (equipment) i~~dI+lun-n 
Ba air (communication material) i?! iin wru' (symbol) a s m m  (price) 4JLvij~Eiluiddg 

a ' # J  I ~ u ~ n ~ r u r ~ a ~ ~ a ~ i ~ a 1 ~ $ ~ ~ ~ 5 n ~ ~ m u ~ ~ n n ' ~ ~ l ~ ~ a ~ ~ a ~ u  

I )  ~imulrn$uGad6 (intangibility) u ^ ~ ~ ~ I ~ ~ ~ H I ~ ~ ~ o ~ ~ J I M " u M " ~ D ~ R F ~ F ~ ~ I u ~ ~  
!&iou~rrirnr5hniaiw ~ 4 u  i ~ w ~ m c r u ~ ~ ~ u l l i m u ~ ~ n u a n ' t ~ i i ~ i l = s ' u u 3 n ~ ~ 1 u ~ d 1 1 ~ ~ ~ ~  

i i l u n i d ~ ~ ~ r i i  k ~ ~ ~ ~ u s n n ~ i n ~ ~ o ~ u a ~ ; ? . a ' u ' r n i 5  $$u3iiTrnr&iu~w o-~ i l~um~ng~nmn '  
A' l iu~6u?mrnw ua=dr~~t l '11~6c~in 'u ' rn i~~~:~$ir 'u  iw"e a ~ ~ ~ n ? ~ u t ~ a ~ u ~ u n ~ ~ ~ ~ ~ u u ~ ~ o ~  

sniwd ni y nna rn"f~i iu iaqdIm'lunisiaiebainr Ktiinani os:slnl i~ i~i i7d kiln 
a ,, r ~ ~ n " ~ ~ 1 o u ~ n ~ s u ~ ~ ~ ~ ~ n ~ ~ i ~ 0 i i l ~ ~ ~ n ~ ~ ~ n ' ~ l 6 $ . a ' u ~ n ~ ~ m ~ i ~ n ~ ~ ~ ~ l i 3 ~ a l ~ i 1 7 ~ ~  
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2) ~ ~ n s ~ s o ~ ~ ~ ~ u u n m ~ ~ p s ' t l ~ n ~ ~  (inseparability) r n a ~ ~ m ~ ~ f i l ( n l l w ~ b 1 ~ ~ ~ :  
d ui1n~lu.u NEL; ~ 3 6 ~  n r j ~ ~ a ~ ~  ~ ~ ~ ~ M U J ~ U ~ U I T O ~ S ~ P ~ ~ ~ ~ ~ ~ ~ ~ ~ I ~ ~ N ~ ~ U I I ~ J ~ I  [I 

~ ~ a ~ s ~ n ~ ~ ' u , o u s i a : ~ 1 ~ ~ a ' n ~ m t ~ i b ~ ~ : n ' a ' b ~ j m ~ ~ ~ n l p s ' n ~ ~ u 1 ~ ~ 7 n ~ ~ ~ ~ n u l 6  rnn :Ga~  
Imue:uSlnnlunw~~uan'u r i~l l l 'n1niuuimra~9u-1~31n'w~ui~a~~~ a ~ t ~ a i  

3) rriiiriueu (variability) fi ~ t u : ~ 0 ~ ~ ~ n i ~ ~ ~ ~ ~ d ~ a ' b l ~ u a ~ n ' f l i 1 ~ " 1 1 ~ u ~ " s n ~ ~  
Y V 

~9uln.l ~r!~u?iirn~r&al~ d l ~ u  U R : D ~ ~ J ~ T  ~ ~ ~ U ~ ~ B U ~ ~ ~ O : ~ ~ J ~ ~ J ~ ~ ~ B J ~ J L L S ~ U ~ U ~ P I  PI 

uirnsu~:nmasu a,u@uri uu~s:~~un?uu4n~s 

4) Iit i iulro~iiulit$ (perishability) U ~ ~ ~ ~ ! ~ A ~ U ~ W N ' ~ W I ? ~ ~ P ~ " L ~ ' L M ~ ~ U ~ M R ~ ~  
d au n i n ~ i u ~ u ~ n w  n-nI l iu in ,~ i ia t I r jZf iny  u d l i l ~ n a r u : ~ 3 l u & ~ n l s ~ a i  

ufiue~~:ri~lri~iiailq'~7 ii a u i n ~ l i G u  ~ a : i i l n i R ~ i l ~ n i  ~ I ~ L I ' T ~ ~ s I B ~ L ~ ~ ~ ~ ~ w o  
Ia lTiaj ,  kE4:17~~6Iilf (Heizer, & Render, 2004, p. 9) n i7aj l  n?~¶J?inl3 

~iluiisnnuhu~~nr;A;, $~wln~~lril~!ri~&nu ibu nm8nuT ~ m a u i n 4 ~  m r ~ 4 ~  n i r  

u i n i r r ~ u u a ~ G u ~ a  nisfiu niruin,r6iilngunlw akn5unSwd nmt l r :h  nir4au 
d U  d' na:mnjl?~inw ~ilusiu Einarurue~nisu5nir (services) undu 

1)  n~su3ninilu~ad~ri36a~1-b (intang~ble) L ~ U  n i ~ $ a & h l l ? ~ r n ~ l n l ~ ~ u  
Y 

2) nl ru t  nis~ilumrrr8 R UEI:U?T~R~JIKAUUIIIL?O~LQLII~'PI (produces & 

consurned simultaneously) ~ 4 i u n 7  t l J ~ n ~ m : ~ ~ i ~ u ~ - m ~  LM: a L ~ N ~ I U L R T U  a? UIUV N:; 

fliihh wul<; nib i ls-8ai~f in~if i i&u~lnn (consumed) 
ad" 

3 )  r n s u i n ~ r i n ~ i l u ~ ~ n u ~ n w w : ~ t l w ~ :  (unique) ~ $ u  nimGm clu d ~ r 6 ~ ~ u q r l r i  

R I U ? T O ~ ~  il~vaa~n$1"~9tn"i~DauCuyndr:n,r 

4) n l l ~ ~ n l 1 ~ : ~ ~ 7 7 ~ ~ w ' ~ f < ~  ~nn"7  (high customer interaction) nli;u?ms 

lin*i~ImifIuuin1;~~1n'oi n LWII:L~U& L ~ w ~ ~ ~ I ~ I R : ~ B J ~ s ~ ~ ~ ~ v ~ ~ ~ T : : ~ w ' ~ ~ ~ w  u7ngqm 

L ~ ~ ? ~ ~ ~ J ~ I T I ~ D I F I  ~ ~ ~ J P I ~ ~ ~ I ~ ~ ~ L M ~ o M % ~ T ~ ~ ~ ~ ~ J ~ o ~ ~ ~ & ~ ~ ~ I ~  %I 

5) rn~u^rnir8 gnnarurdltjn~$ (inconsistent product definition) L ~ M  1-171 

JrmiuTu~nuum' ~wn:i?$anrun~skr0n7~1d~u~sob~~:5:rr:ns~nlrds:fu 
6) n i r u ^ m ~ ~ r i l u & d ~ 6 ~ 7 ~ a ~ n ' t l ~ ~ u ~ a ~ u i  % (knowledge-based) L ~ U  nisfinw 

n i~uwnd  rnsu^smsuiluna)nuio ~ j < u ; J u l n d a : r i n i l u ~ n ~ w ~ w ~ u ~  

7) n73fl%!l3aJ"n!n7~nlXttl (dispersed) n l s n 7 3 $ n f l ? \ u a " n ~ ~ ~ 0 a n \ d  

uimrgnfiniuuanmi]~i]tbn~~u3ni~~u"~t~~nei~ vPraluluii,Cnin~~ufibi 
o i ~ a ~ ~ 1 ~ i n ~ s s ~ s h 6 ~ ~ 1 ' r n i ~ ~ ~ ~ ~ a ~ u ~ ~ ~ ~ d 7 ~ 1 d ~ ~ ~ ~ ~ ~ " 7 ~ ~ u m ' o d 1 ~ ~ 1 a ~ u  

u 

Ilrrrnr L ~ ~ : ~ T $ P : * ~ ~ ~ B P ~ ~ ~ ~ ~ I ~ ~ " ~ ] ~ : W E I F ~ ~ ~ U ~ ~ I " S ~ G M  $ h : n s u m r u r b ~ ~ i h l u  

h+anre.u a ~ $ ~ ~ ~ ~ ~ r n ~ r i ~ ~ i ~ d ~ i l ~ r n i l ~ a ~ a  n l n d u n n i 7 ~ I t j o ~  n%uninl?lrl ariwr~ 
d A 
~ r r a n o r l G ~ 7 7 5 n ~ ~ m a 7 m 1 ~ a t i 7 ~ ~ ~ 1 ~ ~ : ~ ~  ~.s~u~lw~nnlsi<nwslb:61~~ ;a 5ufl"?u'sn+n 
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nsru~un~r$~uauuin7soej7~IG~1a m ~ ~ a ~ 7 i a 1 0 d l ! ~ ~ n ~ 2 ~ f l n a  L+U W G ~ J ~ U Z I - K I  $$ 
m~ailnouru n'rniiu6wi7~~ ~ d u  G'i wC~'lafud ilarrmr uriww'u ua:dlllwT (web site) 

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เท
พส
ตร
ี



muma a+ (Kotler. 1999, pp. 467) 1~ninhliidaJ6ir:nau&~~vad~iiPu~n~~~~f 

1) i 7 n ~ h  (place) & J H I U ~ T ~ R ? ~ J ~ ? ~ U I ~ O ~ U  r ~ ~ ~ n ? ~ ~ 8 ~ m 7 n l d ~ h ~ n ' t l ( G m i a  
d4 L 

~ d u  r n s a a n u u u ~ ~ ~ 8 ~ n ~ ~ u n d a q ~ 3 ~ ~ r i ~ 8 1 ~ G c i ) n ' a  unu~lni$u~wa ~ u r s o i m ~ & : a h ~  

nmuFnl 
I 

2) ynwa (peopie) w ~ ~ J ~ J ~ u ~ I ~ ~ u ~ ~ I ~ ~ D ; I ~ ~ ~ ' s L I ~ J ~ ~ ~ I M u ~ : R  ynBnii nfin18u 
A L 

LLCULL~UIR ~ E I J G  a ~ ~ ; n < ~ ~ i j r n n ~ ~ u ~ ~ ~ : ~ u ~ ~  atxlfiannu ~¶ouui lv in7s~$a i l : :8~=~  
3) L R ~ S B J ~ ~ ~  (equipment) a d n ~ & l ~ h h c n ~ ? ~ ~ : m ' ~ ~ n ' ~ w p J " ~  G ~ ~ E ^ ~ T ~ ~ R I W I W  

nir ln 'usn~rds~nd~LLarCnn'~w~'1~ 

4) ~ $ a  rn (communication material) B~IPIUN-I U R I L B ~ ~ B ? ~ ~ ~ I T ~ W Y I I L ~ ~ ~ J  3 

e : n ' i l ~ a a m n ~ a ~ ~ ~ ~ n w w ? ~ a ~ n i ~ ~ ~ n i ~ ~ ~ a u i o  aa:rinancuargnni 
5) g ~ i ~ n w d  (symbol) % ~ n n ~ ~ ~ i l r i s ~ ~ ~ l u ~ ~ u ~ t l r n s ~ ~ ~ ~ ~ d ' 1 ~ " 1 5 - b n 1 1  . . 

dd P 

~ r i l i ~ n i n A a I ~ " ~ u " ~ ~ n ~ p ~ u n ~ a ~ ~ ~ n  ~ ~ d ~ n a r u r n ~ ~ u r n ~ ~ ~ ~ n ~ 1 1 n 0 ~ n " i J n ~ ~ u ' 5 n ~ ~ ~ n ~ ~  

LmaYl LJ 

6) T7R7 (price) 1l7f  f i l f 9 ~ F 1 5 7 ~ 7  ~ ? T ~ % ~ ' E ~ " T R ~ ¶ ~ ~ T L H A ~ ~ : B U ~ " ' U ~ ~ ~ U ~ ~ T ~ W ' ~ ~ ' S ~ I ~  
h ~ o u  r~a:~ludan?.j.~luun'irn"1fn7~~"4n7'5~~1~nfii79n'u 

5) i x n i w ~ ~ n ~ a i ~ l l ~ a ~ n i r u i m l  nir a a n u u u o i n i ~ a o ~ w ~  n ~ - ~ u a ~ t l c i u u o c  
4.d " u 

n7snn~reijn7ulu$q a~d05ii~a ~ ~ U A : : ~ ? T ~ M B H U  ~ T ) T ~ ~ L ~ E ~ J ~ ~ N ~ L ~ ~ U ~ ~ ~ ~ M R R O ~ ~ ) U  

n- i r aanuuu i~?  ~ K n ~ i u i ~ i l u i n ~  2 I l i w u a ~ n i P n  a2unrian wnur iv lufki la i  

nnudr t & u ~ i i o  is? i ~ f i u 6  us:$~~iiduu~~~ul441~1m~1fli~ ~ ~ ~ u m u ' ~ i l w ~ ~ n ; i w ~ i r i u  

~ U L I ~ L A ~ G  uarrr~nad~:duuu~~a:?mn~ wu"%n~r~a~u3Gn 
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d~:n?s~ds  
d 4 t  

2) ITPW ~ ~ ~ i a ~ ? a ~ n ~ u d ~ m ~ ? m ~ n i ~ i n  WWEJIUIR B J U ~ J A ~ ~ ? ; L L R :  

L o n m  ~ ~ ~ o ~ n ~ ~ n ~ ~ ~ ~ n ~ ~ ~ ~ l ~ ~ ~ 5 ~ 7 ~ d i i ~ ~ ~ n i s ~ ~ o ~ ~ ~ ? n ~ . r n ~ s r ' n ~ 1 ~ w ~ ~ ~ ~ a u r i  

dsrmmdu~iuu?nm huaannaj~~wn~iusiJ~n~lua~~?uuimr  

3) $ ~ ~ ' U T ~ ? I ~ J L ~ J U ~ F I ~ ~ ~ ' F ~ U " ~ " I I I G W ~ ~ J  7 l6nt-i L L N W ~  w ulula ~n @ % n ~  
J' 

In.aum~ riluGu u n n a ~ a i i ~ ~ ~ ~ ~ r i u ~ ~ ~ ~ ~ n ~ ~ ~ n w ~ ~ ~ ~ ~ i a ~ ~ r i ~ 5 ' ~ ~ ~ n i  uanu7nwuij-r 

~ R R ~ ~ ~ L M ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ T " ~ J B ~ C W F ~ L ~ ~ I ] ~ ~ " I I ~ . ~ ~ M I ~ ~ ~ Q U U ' ~ ~ ~ T ~ ~ K ~ ~  

5.2 inroaflr i37no~6ds:nuun~n??~ 2 ~~:nis4nrjmuwrj7 ynuoa~r  nau 

n$ni&?tb~; u ~ i 7 1 ~ n ~ s ~ n u ~ w u i ~ ~ ~  i11~uin~t?~~~u$~s"~~a:tlsta7udanv~ua:n'u 
d d. 

I ~ . r ~ ~ i ~ r 0 u i a u n u s p 1 n ~ ~ ~ w 1 ~ u ~ n ~ ~ ~ p r ' i ~  ~1~~1~1~a~6d5:nau~in~~tiia=a~6d'i:noui 
i~u~uGu6"lsa:II~zmun'u Gqn-i~ 3 
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- Y R Y  

- ~ ' ~ { J H ~ J I U  4~ - 
- na~un-in~a"J 

- ~ m ~ ~ i i e ~ r a : $ m u  

- ln.j~&~Zmw 

- ci?Geral <awn3 

- YE49 

I. ~ a ~ u v r u i m t n ~ n ~ ~ G r n ~ ~ c l ~  

l u n - n $ n ~ ~  L: o?~%n,5n"rn~u13 (decision making) Cnjmn~rA nul~lufiun-n 

~ ~ " a ~ o ~ n " l G n a 1 ~ ~ 9 ~ 1 ~ ~ 0 ~ R i i ~  niGmZu'la &6 
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mar urEa~6. 4,iiirlr ynjoin, uiuw duau. l oacw~d~nn L W U B J ~ U ~ J ~  (2548. 

~ f i  58)  n d w i ~  o ~ s 6 ~ 1 8 u l o  a u ~ u 4 ~  r n r ~ u i s m l n n a ~ \ u ~ ~ ~ m ~ ~ a n p 1 7 ~ k ~ a n i i ~ ~  

a ~ ~ n n h n ~ ~ m ~ ~ ' d o n  l u t Y ~ C / I ~ ~ n i ~ n r : r i - ~ l u ~ n  ww1aw7:I~ n 3 s ~ u ~ t r i i ~ r n ~ r n i l ~ I ~  

~2ioniTaqG 6 4 i m ~ ~ r i J  a'unrndcl.1 rdal$irnrns:iiI1llpdn~a~;f,~pn~~Im$1$ifin~~iil15t16~ 

L ~ ~ ~ E I ~ .  e~:l'i6 (Lovelock. 8 Wright. 1999. p. 54) n i i n i ~  nis&8ulo 

ri .  (Rue, 2000, p. 56) nrj13i1 n?l6~%bto MU~U?~J  n ' i ru?un-~>ud~n ' l~~~~n 
PT 

r : n i ~ ~ m ~ d u n d w  7 A i i a i  
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2. nsz.ila~n-&w3~1a 

LR? ~ J $ U N M ~  (2542, RGT 182-1 88) I ~ Y ~  J ~ ~ T = U ~ U ~ ~ ~ R I R ) U ~ ~ ~ ~ I Z J E ~ J  

$u<FnmOu 6 &nuu lail i inoa:Gtonkd 
d 

I )  n ~ s u u ~ r d u f i q ~ i  (perceived problems) L~UFI?IUW UII~~U%!W~~QM*I~G 
A a a  r$5 inn~Wmi l~~~ r ~ n n s m ~ u a n n r i q ~ ~ : ~ j ~ ~ m ~ w j u i i l u $ c l u n l  (ideal) r k ~ n ~ w  A L ~ U  

f i ~  (reality) $ P C ~ ~ T ~ B W ~ L ~ ~ P ~ F ~ ~ I Y ~ " T I I ~  u ~ J I A H J ~ ~ T & L ~  II L ~ U L L ~  ~ ~ 3 1 5 1  (motive) 

$uu~'lu$i?uo~~u"5Inw U 

2) n i r n n c a v n ~ l u  (internal search) L ~ ~ F I ~ L ~ ~ G I ~ J ~ M I ~ I O ~ ~ L ~ ~  J M I M U ~ ~  

u f i u n ~ r r l u ~ s ~ ~ ~ n ~ ~ i i 3 ~ ~ u " i I d l u f i a ~ u n ~ ~ ~ i ~ o  J ~ U I  Cnnmnaiwimw o i~ l~u+ i i l <  

' i u r i , o o c ~ u ~ s . - ~ a ~ ~ u ~ ~ ~ ~ ~ 1 ~ ~ 4 ~ 9 r a ~ ~ u " 5 ~  ua=u:aiurrilu~~n'~u"s9n~r:~nI&1'~~~ 
d o n a h . ]  u r~?~ui~nnr~ijnff~6~~1~1a7~~3wa'tilfi3:~m~u1 (make decision) 

(u"TTnn~niiil&~oilriw o h  n s r u ~ w m ~ G G i u I ~ i i ~ r o n ~  % s n a ~  
A U A  c F.C 

3) rnlnndM.nnleuun (external search) tuoeu~~nn6a~n7r~fiwfl~ift?~8~ii 

1; ~ ? o i j s ~ u a t t ~ u a ~ ~ u ~ n ' u ~ u ~ i l b ~ f i u ~ w u i i e : ~ u i l ~ % a ~ a u ~ n n ~ u u e n h o n ~ r ~ d ~  

la91wml n~rlll  N P H ~ U  n 1 ~ I n ~ ~ w f i ~ ~ q ~ 6 ~ ~ 3 G n ~ ~ a a ' t ~ ~ 1  1 1 .  I ~ T B I I U W G ~ J ~ U Y ? B  w?a 

ni~Idn?a~mn wiugrn PT n l f i u h u i h  

4) rn3drr~tun-1~18an (evaluation) ~ ~ ~ U ~ ~ ~ ! G T ? ~ ~ U B T ~ @ ~ I J ~  uh8o: 

~ ~ i l u i d s c r O u i ~ ^ R u ~ i ~ ~ ~ n i ~ n ' u Z ~ ~ ~ j ~ ~  n~iuri76tylu~tbaau<ii~a ria~l+n~ciwva~'iurilw67 

(feature) n ~ ~ f i ~ u ~ a s n i r  (criteria) ~urns~iiilndnuo~ ~u"~Inn  -J niliViund tu?Inn~a~n--15 

Bu6i douai u%aib7 
5) rn r~ i iu lu& (decision making) u'u"5~nnhu~~~~:ijnnu~doutwms 

W A Y  4' 8h~~~wm:hciui~nn$iaa~~~1~i~8~n7~~~~~a~:~~~au4dplwnr1 U ~ ~ F i ~ ~ u m r n w i o ~ J  

8~lrnmmaimn'o J ~ I M u ~ ~ ~ ' ~ u ~ ~ s L . ~ ~ ~ ~ I ~ ~ u ^ ~ T ~ ~ L ~ ~ ~ P ~ I  %I aa:~~u~vda~au<dmemr 
i r i i ~ ~ m r n a r m i ? ~  a@oknt$rrdwn??u~n'~,~~(u?Inn i~ernirafiiij;f~iiak~ 

6) nl~wnirrr $448 (post-attitudes) L ~ B  t%In v R R~EWIJ& ~~~3fi1h.6-i1d1$ 
~ ~ 5 ~ n n a : l l n 8 u i ~ 9 ~ 4 ~ ~ u ~ ~ f  a!ai uih~ilw6~ufiin k a ? n l d < i 7 ~ 0 a o ~ ? a ~ ~ w ~ ~ 5 )  $7 

wolilii~z~?i5in--1~$a&l0~ 

ua-rc imuu ~ n a u l ~  (2542, ~ 6 3  3-4) n ~ l q  i iduRaWm+~m~u1~1un~5 

~ ~ r Y i f ~ ~ ~ k 1 1 ~ k d  
1) 6 ~ 7 3 ~ l f i ~ h f i ~ m  ~ u ~ u u r n u o J m r ~ ~ ~ u ~ o c d a u ~ ~ ~ t l i + J ~ i ~ ~ ~ f U  

f i ~ 1 r n r 7 8 ~ f i ~ ~ ~ $ n p l * ~ ~ ~ i ~ ~ a o t I ~  msornnuilrulnd~~~~~~~a~ri~nimira~ntla:~~uel 

d i d  7 v a ~ f i y n l  ua:i~nri:dii~firynin'~ni~a d~nmu~~oln lu~unuuc ;a r n r $ u ~ ~  
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d U P ,  d a  d ~ r d  firyu7rn~nsr~ ~ d o ~ ~ ~ n i 3 ~ n ~ n ~ n ~ u u u n ~ ~ a ~ n ' v i ~ ) ~ u  ~~ar~:rio~utln~~urI'y~"ZQii~a:I~iia 
~ Y M I M R ' ~  ~ N M I ~ O J  ~ A : ~ ~ ~ F I W ~ ~ ~ R R ? ~ U @ B ~ @ ~ ~ ~ ~ O U L G ~ ~ P ~ ~ ~ $ M ~ ~ B J ~ D ~ $ H ~ M ~ " ~  

2) G i ~ l r r u 7 n i r ~ l r n J i f f e n d l ~ 7  ~dan~rkitulq n i u u i i ~ s ~ n d l & i n ~ ~ ~ u w ~  

~ ~ ~ l d u ~ ~ u i i ?  ~uiau756 a u r a j ~ G ~ ~ r r a ~ n i ~ ~ S  s n h J  q dl56m?unlr~lf ifJ+~-1 
Y 

I n  ndnR L L ~ ~ ~ ~ M I ' L R  q O I ~ ~ P ~ ! S % ~ ~ T U ~ ~ " U ~ ~ M R I  u??63 on"U ~ J G U  8 ~~i lum3al l~?7a€i3~ 

fta&:6g~lai~n-t1ciiw~ ~ r i ' e c i n ~ q m ~ t 8 i l ~ l h n i u u d ~ i l ~ n ~ k n h ~  irarlrin-nadl,~ d ~ d  
d ~ u 6 m h l ~ i l ; m n " l u ~ ~ ~ i ' ~ ~ t l ~ ~ ~ l 6 i ; t ~ i ~ ~ ~ d ~ n ~ ~ ~ ~ a n ~ ~  

3) n ~ r d x ~ i i  w ~ a r n ~ ~ 8  u n ~ ~ i i u " ~  bval~~ation of alternatives) nwGhwn?hiY 
C w 

v i i n ? ~ A i l ~ r n c ~ u l ~ ~ r ~ a n d i ~  7 ua'a u ' u ~ ~ a ~ i ~ ~ ~ ~ ~ ~ i ~ i ~ d ~ ~ b b ~ f f ~ ~ ~ ~ ~ i ~ ~ ~ l ~ d i u ' ~  
~ 3 i o d ~ r I d r i n ~ ~ ~ 8 o n i ~ i i ~ ~  rina0n~rd~:~~u~ad;n~~~rn7~3"Sn75 ~ f f s l ~ ' n n u l ~ ~ n ~ a ~  
i i n - ~ l ' i o n I n ~ n i 7 n i ~ ~ ~  a n  i u  'itnn7sd~:rguwanw~~a n 6 0 9 ~ 7 ~ ~ ~ 7 ~ ~ S " y t 1 ~ 6 7 ~ 1 n 7 5 ~ " r ~ ~ ~  

rislrr~aw~:oej~sij'~n~~l~~.n~~nn7~n&m~1~~wi~~~u74tl~nw-i 

4) n l s n k ~ ~ ~ q ~ ~ e n n ~ ~ ~ ~ a n ~ ~ o ~ ~ ~ ~ ~ ~ . a ' ~ i n " ~ ~ ~  % i ~ ~ w ~ u n a u a ~ r i 7 0 w i ) ~ n - ? ~  

KmPmrtu 8 u n ~ - r l $ ~ a e f l ~ s n ' ~ i u ~ 1 ~ ~ ~ 8 a n ~ i ~ ~ ~ r a u ~  h r r % ~ n ~ ~ u n ? l ~ ~ i r ~ ~ i d w  7 
2 u r n  

M ~ J ~ I ~ ~ ~ L $ M J ~ u ~ M ~ N ~ R ( ~ ~  ~ ~ ~ K Q ~ P ~ I P & ~ ~ I ~ I D u ~ F ~ ~ o ~ ~  U ~ \ M L Y I M Z J R ? ~ U G ~ S E G W % ~ ? W  

u ~ n r i a n r i u d r u a ~ ~ 1 ~ f i u ~ ~ 0 n i ~ ~ ~ % ~ a f i ~ u n ~ ~ d ~  U 7 ~ d a i n l r  k81ilaubr$@u~n-?~ 
a u ~ n j ~ ~ r 1 ~ u ~ u i i l ~ n ' u n i ~ ~ ~ o n n n ~ a a ~ n 7 ~ ~ I d i 1 ~ a ~ ~ ~ ~  - *a s ~ u ~ J n ~ z : l u n ~ ~ < ~ ~ a a l ~ i ; ~ n a ~  

L~LI?Q ~ l ~ l d t ~ ~ ~ ~ ~ t t b n 7 3 ~ ~ 0 n m ~ L " ~ a n 6 ~ ~ n h 2  
Y 

-112fii GuiuR7~d3-1rica. usrnuzu? (2545. nG? 108) L L I ~ J ~ U O D U ~ T : V ~ U ~ ~  

6~Wu~~onu?uw5mn"mb~"P~~~a" 5 &-1su6a 
4 

1) f"mallni~$<n (awareness) $ ~ ? h F i f ? I ~ ~ i n f i n & ~ ? ~ $ j  u ~ $ J v ~ R % ~ ~ R  

i$uanufl~li~n"tuw" 

2) ~ ~ W R U I O  (interest) cju"s1n~bla~~ild1-2 m&L$ na~a~n'u~~mn'slb$ 

3) fnd3:k i~f 'h  (evaluation) ~ u ~ ~ n n ~ 0 l s ~ l i ~ t u r n m ~ a 3 ' 1 ~ ~ 1 ~ ~ f i ~ ~ ~ ~ a ~ ~  

4) nmnmaaJ (trial) ~ ~ ~ l n n n ~ a a ~ ~ l r ) n ' m w 7 ~ i 1 u f i ~ ~ t l b t ~ n ~ 0 ~ 1 ~ ~ 0 ~ ~ " ~ n ~ ~  

tlrt ~ ~ u n  ~ F ~ ~ - # ~ ~ I I T : L G M I ~  

5) !l7roallk (adoption) ~ u ? ~ ~ R s ~ R ? w ~ ~ ~ % H B @ s ~ " P A ~ " ~ G U $  ~~a:l$dl:+l 

r%zan, ua:lr6 (Lovelock, & Wright, 1999, pp. 69-72) ? & I E ~ J ~ T : Y ~ U F ~ ~ ~  

&'lwl7$~11u~s~suin7~i] onbh 3 $urn euffa 

1) $URBU~ O U C ~ G U I P ~ D U ~ ~ ~ ~  (per purchase stage) IRUL$ULLT~~U~~'I 
~ : h ~ ~ ~ ~ n l 5 ? ~ ~ 4 n l 1 % 1 6 0 ~ n 7 ~ 2 1 ~ 9 ~ ~ ~ ~ 9  (awareness of need) riau i 76a~n l5 l : l l  

t8annu~1~unj~m~uhii~t~~7$<~m ewnxnib2a  (information search) h n n l s ~ l  

~ ~ a ~ ~ = r i ~ r d a a e u m a ~ ~ ~ ~ u 6 a ~ n ~ s u a ~ n u ~ a ~  ~ d a ~ n n ~ i u ~ d a ~ ~ ~ a ~ a ~ n w a ~ ~ d e i ~ o r  
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kiinturiauriln7.i8~~1~b~~nli5fi~11^~~71 ~r ~ { ~ ~ ~ ~ ~ ~ ~ J ~ Q ~ R ~ M I u I ~ ~ L ~ P T ~ ~ I ~ u L I ~ ' ~  

n21u&asn~s ~~a:~a iu i swo l~vosrntb ia~  
a. X 

2) $un aunisuin?r (service encounter stage) a r i ~ m u u n ~ ~ ~ ? n ( u i ~ n ~ ~ 6 ~  

n1sdrr~ijuni~~bun~rfiau5nmrl~r~l%fiilC~1ii~ ~ u ~ v L G B ~ L L ~ ? ~ - I  I S I I ~ L $ U & U ( ~ ~ ~ I ~  
B 

~ u ~ l n n d i n ~ n ~ a n ~ f i u u ? n ~ ~  (request sewice from chosen supplier) V J L % ~ ~ T L ~ B ~  

Ffiui~6ilnls~r:~~u~in~~)r,i~~a;ad7d =J ua:8~i~riiu~iiudmuu~~fi~fla1u~a~n1dA 
d 

a&~1nitun'a9r ~~~~nr:u~un7~1viu~1~7~'~~\1nrfi (service delivery) % J L ~ u ~ I ~ : u ~ u ~ ~ s  

I ~ u 5 n ~ i m r ~ ~ n $ ~ ~ 3 m ~ ~ d E ~ ~ u " s ~ n n  lI 

3) $ U W ~ M I I  k n i r  k~uls8o (post purchase stage) M & s ~ n ~ r R q l K u 7 n i d d  
w *  * ~~&8o:fi~lv~1~.rTnnifiw n 2 1 d f : ~ f i ~ ~  an7~u"rnl~d~n"%1 I s l u v i o ~ r r u ~ ~ r u n i w v a ~ n ~ ~  

Q Y  4 u?ml i~cren~~uwal~in~3li .ruin?.r ni.rnuv~Inn~t~finn~~uwa1aIu?ocn~wuo~uin~.r 

w ~ a ~ f ~ ~ d u ~ ~ m u i n n ~ r d ( ~ " 3 ~ n n ~ ~ ~ i u n ~ ~ v i i J ~ u ~ n r n ~ w r v ~ u i n ~ s  ~ a o ~ m u n ? n u i ~  

1 1 a ~ f u ~ ~ n ~ s ~ ~ i i l i n n ~ ~ ~ & a ~ n ~ r 1 a ~ ~ ' u ' 5 ~ n ~ ~ a  J dxaum~&aa~u5!iilmn r i i ~ r u e h o m  

m r u a n d o i h  uami-r8ainmmreaioau~~rfio r tac i l i1nnl f i$u"~n~~\1a '3~urr i7 i~d  U 

n u ~ o a n ~ m w ~ ~ l 3 ' n " ~ ~ ~ ~ ~ u 1 a ~ l 6 r ' ~ ~ ~ n n ~ ~ ~ ~ n i ~ ~ ~ ~ ~ ~ ~ l  ~ f i  O U ~  ~rnft~$ln'5"'u~a~lnni7 

i~dn~rnn7~arli~l~~3~^4In~1~fi(jl~a~uwvlsluuin~s r ~ d ~ 7 n G a  on i~n-man~n~?~f is :~J  

w a h h u 5  n i  5 

sinnr:u?un-is~umn~nl~m'n t r b 9 d n i i ~ u ~ a r d m ' i - t  ns:u~~bn71&1'idot%~ 

o ~ n m . i ~ u ~ . ~ ~ ~ m ~ 3 u n 7 5 ~ ~ u 3 ~ n w % ~ ~ a ~ u $ n i a t n u ~ o ~  91 r i~nmupdprn L L R : ~ ~  

r n ~ F i u ~ ~ n i ~ ~ ~ o n d ~ c  7 $ l f l u n ~ r n r i i l q ~ ~ ~ a a 7 a ~ r ~ ~ a 7 u ? ~  d3:~8uVlIJ ~ 2 i s n i i  

n ~ ~ $ e n ~ ~ d a r n ? ~ r ~ a n f i ~ a ~ d a ~ ~ u ~ t i ~ ~ ~ ~ ' b ~ n ~ ~ b b n ' ~ ~ t l  uci?fi~$~iiulur~eny~7db~ilnd~ 
* IQ 

~ i l u r n s ~ ~ a u ~ ~ a k ~ ~ I o ~ ! ~ n n ~ d ~ ~ o ~ ~ ~ ~ ~ ~ r n  ids6 annirriian ua:Jpumn~urn~~~an 

~ L R ~ ~ ~ L ~ T & M ~ ~ u M ~ J ~ ~ I ~ ~ ~ u I ~ ~  v ~ilunirds:iijuw ~ ~ T ~ \ ~ ~ G G ~ D U I ~ I L G  s n ! d i n ~ l u ~ n & ~  
aim LGUJI+I 

3. n~rG~ilulaI+u?nm 
Gauwr  nu olo (2549, w l j l  28-30) n a w i ~  rd a a n r i l ~ a : ~ t i n i i ~ ~ 1 ~ u d a ~ n 7 1  

PI 

UOJRUIOJ ~ a ~ G Y a ~ r n ~ ~ ~ ~ 5 r n ~ i ~ a w a t l  ~ w a ~ n m u a i ~ ~ n i t i u  $ n h i d n l t ~ ? u f ) ? ~ l ~ n l l  
A *  2' d n'n8d.r$a'ubs ~ ~ a d f i n n r r u n i n m a u ~ ~ ~ u , ~ d ~ ~ u u  BJRIUIIOUL~JBOI~LBU 3 $ U R O U ~ J ~  

Y d" 
3.1 < u ~ ~ ~ u ~ ~ I T E I  ~ ~ ~ & M ~ J ~ d ~ n ( i 7 R l : ~ ~ ~ d ~ f l 2 3 U & ~ 3 ~ 7 5 9 1 ~  $ ~ ~ I P Z  

d' 4 -  ~ $ ~ 1 1 a ~ ~ ~ ~ ; l i n z W a ~ a u a s n 3 7 u 6 o ~ n i ~ u " u  h ~ n l ~ ~ r ~ a ~ n ~ ~ ~ a u a n u w : ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~  
d ~ i lu l l r r4~r ra :u 'n=1~1~~~~"0~  E ~ ~ R T ~ I I M U J  

a J T M L ~ ~  ~~r~inim7-1 u ~ n ~ n ~ 1 ~ u ~ i u ~ ~ a 3 ~ u u ~ n ~ s 4 ~ ~ ~ u Z i l ~ ~ o n I ~ a i t i  n . u + ~ f ~  rdu 
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l.t~i?al$ua'E~o (high interaction) ~ n ~ i i l d n r ~ i ; a 1 ~ ~ d ~ w n ~ r ' ~ 1 7 ' t b n ~ 5 ~ " s n ~ s ~ i n  U L ~ U  

nmuacam n$u ~ ' ia r runm ~ ~ n ~ n q ~ n r r u u s ~ p n 6 ~ ~ i u ~ u  i i i n u l s n a i ~ ~ n ? ~ u m n f i  

~~n:rnrFufq M ~ I W Y ~ J L I ^ ~ ~ I T ~ ~ '  

2)  ~ C n ~ i w u i n ~ r  ~ 8 u i l u ~ o d r i i ~ ~ d ~ ~ l u n i r ~ i n ~ ~ d i n i r ~ ~ s i a  
I C I P  I d l j b G ~ f i ~ ~  u n n u s ~ u l u n ~ r a k ~ u l o i a n ~ s u i n ~ r n " i i n ~ s ~ e d u l l f i ~ u ~ ~ $ ~ ~  (raw 

2 2  * 
interaction) ~ 4 u h  S n ~ d ~ n ~ ~ n ~ ~ n m ~ ~ 3 ' ~ ~ t ~ n ~ i ~ ~ ~ i ~ ~ ~ ~ ~ ~ ~ n n ~ n  n m u  

unw<aswas w ~ ~ i ~ ~ : f i ~ ~ f i a n ~ i r f i m n ~ ~ n ~ i i ~ w e % o ~ ~ j i r ~  ua:n?slM"u'Tn71um tilth 
u 

G L ~ ~ J E ~ U I ~ ~ ~ J R ~ ~ U ~ J W O I D I G  ~ ~ ~ ~ T ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ I W ' ~ M ~ ~ ' ~ I ~ P I " T ~ ~ I ~ O J W W ' ~ ~ ~ U  
~ 3 m r a i u i ~ o r i ~ I ~ ~ o m r a n u ~ m u ~ n w : ~ ~ ~ n l n n i w ~ ~ d u l ~ l u n ~ r l r i u f  ms  ad 
f i u n h  n73~?n'bou~sn?r~"rn~'5 (service mind) 

3) uirnraCuawu ~ i l w n r : u ~ u m r d ~ ~ u l ~ ~ ~ n i ~ ~ ~ ~ b ~ w " ~ ~ ~ m s i a n " u ~ n 6 1  
P'J d . C 

Y a -  loumr~rii J I U ~ ~ ~ ~ ~ ~ : ~ M ' ~ ~ I W B J ~ ~ ~ ~ J " U ~ C  a~r i inu inm~ i ~ d n ~ s ~ w  m r ? " m ~ ~ u ~ ~ a : ~ f i " T a a ~ a  

i=wIunsru~un1%~8o~'v1~3 n - n ~ ' - n ~ t i 3  L ~ I P S S N U ~ ~ J ~ U ~ ~ U M U ' T ~ U I ~ ~ ~ ~ M C ~ ~ ~ ~ ~ ~ S I ~  
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~ ~ 5 I n n r n c ~ ~ n i n i i ~ ~ a i u n ' a ~ n ~ r ' ~ o ~ m ~ i a ~  r~a:~~u5nrnru~nauaua~ma7uGa~ni~ Inuiiu 
Y Y A' 

ns:u3unmfi;l~rnnGa Guriauni~~a u"u~cil8dda ua:~~~a '~n?~ .ao  
4 4  4 

4. n r l a 9 r n n s ~ ~ ~ ~ ~ u r n ~ & ~ i R a ~ . 1 ~ a a ~ ~ u ~ T n ~  
ad d 

1113 ~aiin; (2544, MGI 55-61) n ~ i ~ ~ i / ~ n ~ a ~ i ~ i o ~ ~ a ~ ~ u n ~ s ~ ~ ~ u I ~ w s ~  

~ u i I n n i ~ n ~ u i r o j i ~ r u n e s n ~ i l u  2 n q w i j a a  n r l w ~ d i i ~ ~ u o n i r o % u i ~ i s w ~ r ~ ~ o ~  
Y 

uwhw ~~a~n~w~diiniurn1il'c1~~0d~~u~~upn"~~81~ h o ~ w ? & ? s n i l  n q a i j n ~ ~ a a u w  

~awi:~Go~um ri3u ~ d a ~ a l n ~ i l u n ~  w~dwu~t l~uo:a%u~e~d~d~:~nnua anm&m~ulu 
d Y 

d r - ~ n n ~ a d ~ c ~ n n n w ~ u ~ ~ ~ ~ ~ ~ n n ~ ~ u ~ ~ l ~ : ~ n n ~ ~ u ~  U ~ ~ ~ ~ I ~ O L J ~ ~ ~ ~ C R B U ! ~ ~ ' ~ M U R  

uaowiishnula%uw P1 r i l ~ ? u n ~ w ~ 6 i i 8  onlr  a ~ u ~ u 6 ~ ~ u ; ~ u ~ ~ u n ~ u ~ ~ w  o l u l u ~ r  
I 

~ u ~ n ~ ~ a ' 6 u ~ u n ~ ~ ~ ~ ' i u 1 ~ p l ' ~ ~ ~ l t i l ~ a ~ ~ u ' i l n n ' 1 ~ n ~ : i i ~ u ~ n Z u  ii~orii~ucdn~diinia?~ 
" 4 "  d' 

$ ~ u ~ L < u  (exception to the rule) firnu ~ J I ~ L I R :  L ~ u n u a J n ~ w i z d  2 d ~ & ~ i ~ u i o ~ ~ u ~ ~ u  
a A ,  

4.1 w q~grt?763 ~ ? T ? 5 a % ~ ? ~ t a w l : ~ f i  ~ J U I  J i7u (Partial explanation theories) 
a $ .  d s r ~ n n u a ~ n q w ~ n ~ ~ ~ ~ ~ n ~ ~ a ~ ~ ~ t l i ~ ~ ~ t ~ f i ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ m u ~ ~ n ~ ~ n ~ ~ n i ~ l - b ~ ~ ~ ~ n q ~ ~  

d C I ~ C I  u A ,  a Z ~ ~ n q u ~ ~ ~ u a ~ ~ ~ ~ ~ i ~ ~ ~ i i l ~ n q ~ D ~ ~ n ~ ~ ~ ~ ~ ~ ~ ~ u n ~ ~ n i n ~ w l r u a ~ c i ~ " % l n n n ~ n n u u u u  ll 

i-t~n&~$lYn o (I) lama (chance) (2) a& (habit) (3) Ku (impulse) (4) nir+~riud 
d' &nu (social orientation) iia:: (5) n nu%f (heredity) $ ~ o u 1 n ? ~ s l ~ n ~ i r i ~ w d ? u ~ ~ $ % r 3  

gnaru:d i-hlriulau~ In  urrj $9 J u ~ h n  $ n i n ; i w ~ ~ a  i ~ ? w  ~ I u n i s h ~ i h  (self-evident) L ~ U  
A d A "  n ~ r ~ ~ ~ u 1 u ~ a u e ~ u ' u i h 6 1 n i ) f ~ ~ i ] ~ n ' ~ l 1 a n ~ ~ ~ 1 % ~ n ~ 0 ~ b ~ ~ ~ d 1 ~ ~ 1 ~ u '  U ~?unlm6m^au1u& 
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A P  Y 
m7uG&~ n-n$a$~nrr%u ~ ~ n f i ~ n w m : u n ~ n ~ ~ ~ m ~ u I ~ n r n n s l u I ~ ~ ~ ~ u w ~ ~  L ~ U ~ U  g7u 

x A d &  nls.aonuwu2~uu~nP~nnssuwic+ilwnlr$ui nPrr i lhLdoru iu i  n ~nuru: f f i iu i~ t i  
X d 

i i i r h m a  ~$?Inn i$u n~rn*n%ulwian a o n n a ' a ~ t ~ ~ t w ~  ( s w n i a ~  KJJ) ~ 5 a n i ~ i i m u m i  

#ua~unrru~$iril~.ji<o~~m'iuIiliaLLitbm~ ~ i ru~u  riiniun~.rCd~irunlt+ iriudknu 
X A X  . u X  d u *  

Fia nlr.aunuuagnurru2nuuuJm21qHnnquslnniida n n n & i ~ ~ r i i n ~ ~ u ~ n ~ i a s i a n ~ r  
Y X X 
a n v o ~ n  h ~ l r  w u l u 6 ~  r n m o u o ~ ~  n n ~ d o : ~ ~ ' ~ a ~ ~ ~ ~ a ' a ~ ~ ~ ~ b ~ ~ ~ u n " u n i ~ ~ a ~ a ~ ~ f l ~ a ~ u  

A' d 
lwknu ~ U E J  nir.auuuunir~leuauu (imitation) irr<uu-rriul$'i~nqw~~~~uwnni7~ 

ulrdiin qaijla6s:I~i~ 0 5 ~ 7  o h  u&+~\du a~?!n~~ns: i i  r n r & m h ~ o u s ~ ~ u ^ s ~ n n  tau 

(uilnnaiilnki^au~-~$~num nf s d s ~ u i ~ d m u  a ~ n ~ r k l w l d ~ e ~ n n d i ~  7 miiiamo'lu 
uioua~niatu~?s4u d ~ a o ~ a k ~ q  

n s w ~ d i ~ 5 ~ i 7 u m ~ ~ ~ m t l ~ ~ w ~ r ~ i ~ ~ u ~ ~ i ~ u d  i l r l n n o d n b u i % I ~ ~ z  J s m d  e 

I ) o6a:nqw~ardn?~u~Gui~n~rn~:i~n~~n*nlukaa ~~~1"r 'bnm~~u~nn$:  

~~u$krnsnauawer (reaction) ~ i e e ~ r u N '  (emotion) 

2) us iaenqrr~irr~<ud~n~~w~m ~ i u u i ~ a a G a  a (the lack of factual 

information) d $u?Tnnar& ioro&%-m?umrk8u'h 
u a n ~ i n ~ n n l r k ~ ~ ~ ~ ~ a u a ~ ~ u ~ 1 n n ~ n n R ~ ~ u l n ~ ~ r ~ ~ u ~ t  ~ i h i i n a r u r u q ~  

~ ' n a n r : u a t n ~ w ~ f f i i ~ a u n ~ a a % ~ + I 1 1 ~ ~ ~ 1 ~ ~ ~ ~ i a u 4 a u  A o d l ~ ~ d u  In.iorrilu$muim 

u a n i i ~ ~ n o  h @ u a ~ n ~ ~ 8 s ~ ~ i i a ~ ~ n l a n ~ m % f i i i ~ u u u ~ u w ~ u  ~ d a ( u ' l l i l n n ~ ~ l d 6 a  
2 

u u ~ n " s u d a n ~ ~ w n i i i i i n ~ 1 u ~ i ~ ~ ~ 8 u t f i w ~ d  n i a u a i i r d n ~ ~ . a u ~ I M ~ 1 ~ ~ ~ 6 i h 7 l d d  

~ ~ ~ ~ n n ~ R r n n ~ i ~ ~ d ~ i ~ n ~ ~ a ~ 1 ~ n ~ n ~ u n ' u ~  i iwhi i ' l i i in?~u hKyKuh ~iluciu qr~iiw 

i ~ i ~ u d a ~  u ~ n d ~ e i j l f i 5 ~ 7 u o n 1 ~  ~rrn:~ n n a ~ ~ s i a : n u r i 1 ~ 5 ~ ~ m 3 ~ u h n " ~ ~ a a ~ ~ ~ ~ a ~ ~ : i  

~?JRURLR~JO ~ ~ n ~ ~ u ~ l n ~ ~ ~ ~ ~ ~ ~ d ~ ~ ~ n " ~ i ~ ~ ~ b n a ~ ~ ~ u w ' t a ~ ~ ~ t l ~ . i i a ~ n ' u ~ n n a ~ ~ ~  $30 

& ~ F N  & ~ ~ ~ L A ~ ~ ~ J ~ " ~ ~ I ~ ~ " I I u ~ R ~ ~ u ~ F ~ ~ ~ ~  4 7  d % Y n d m u t ~ ~ ~ i  onisoni l  v nq@diisi?s 
d w" Y 4 

n~raEuw~aw-c~8uru~Jhu . 1 r ~ n ~ ~ ~ A i ~ h o m r a ' i u ~ 1 1 ~ a w ~ ~ d a ~ u ~ a i i ~ u ~ . \ 1 m ~ Z ~ ~ w u  

i 7 n q a j b n d l ~ i ~ ~ 0 n t ~ ~ 7 1 u  ~ R ' ~ J J  O J ~ I ~ K ~ Z ~ I  rrda:n qa j?:briuiids:~nn?~a~ 

w q ~ n ~ s u m m ~ ~ n ^ a u ~ ~ u ~ n n i ~ ~ ~ t w ~ ~ i l w q ~ n ~ u m s l 8 w ~ u h u ~ ~ ~ d  
X Y 

4.2 n l)~g%l62i7llnlf a k J 1 u d ~  W E ~ ~ ~ U M ' J M  U@ (Basic explanation theories) 
ua c n q w ~ d i ~ h o n i s u ^ r m ~ ~ ~ ~ ~ ~ Z i u ~ ~ ~ n ~ ~ ~ ~ i ~ t l b ~ ~ ~ " r ' i n ~ i ~ ~ i l t b b ? V ; t d ~ P ~  
d 

$J (1) @4~~7llldfJ~ (a risk reducer) H% (2) i j~f i i l tp1  (a problem solver) ?jWtqW8 
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1) U U ~ R ~ U W I U J J ~ ~ ~ R F I R ~ ~ U L ~ O J  (concept of risk reduction) 

L L U ? R ? ~ U G R U S J ~ ~ ~ R R R ' ~ ~ % ] I ~ ~ ~ ~ ~ : ~ J ~ ~ U M ~ B J % I Q ~ U ~ ~  ~ L I ' S ' F ~ R L ~ ~ ~ $ ~ I ~ ~ ~ " ~ M ~ O ~ U  
~ a r n ~ u : ~ i l w t n ~ a ~ 5 ~ " u a ~ n ~ ~ ~ w ~ 3 ~ u t ~ t ! ~  (a means of reducing risk) n q w ~ d i i ~ w  

d 
n i ~ a ~ m ~ u ~ ' A ~ l r ~ n 1 l u 6 ~ ~ i ~ ~ ~ a ~ 1 . ~ ~ ~ 9 s ' ~ n ~ ~ n ~ ~ i 1 n ~ r n ' ~ 1 ~ ~ I o l i ~ ~ l i n ~ 4 ~ u ~ u n u ~  

d a; t 
~ ~ a e u w ? ~ n u ~ n ~ ~ ~ ~ ~ ~ ~ ~ t l u ~ i n ~ f l ~ ~ ~ u n i ~ ~ a ~ m  m~~iliin~rnkZuh.lu a~du'slnnqnnw 

u : ~ i  s ~ u ' o ~ n ' u a ~ n ' d s ~ n a ' ~ ~  2 d r r r n ~ F i o  nnuLI;uJ (risk) L I R : W R R ~ Y ~ ~ ~ ~ R ~ U U ~  
f 

(consequence) I r i i ~ ~ ' ~ ) ' r I n n s r n r e r i ~ a ~ ~ ~ ; i m u ~ ~ ~ n ~ ~ u ~ ~ u ~ ~ ~ n r u m n u ~ d ~ e r i ~ l f i ~  

n-rwb~uiululn' ~ u i l n n u r ~ r n ~ n c * i ~ $ I u " l n i ~ ~ ~ o ~ a 4 ~ i  a ~ w  e da~ilumraclrsiu 
u u ~ n 3 1 u ~ ~ u r I ~ a  ~ I ~ ~ : ~ U ~ ~ : I I D X ~ ~ ~ I ~ ~ ~ ~ I U  ~m:rim~sGm~uIs d5ztnnusJ~mu t d o ~ d  

a ' ,  d' 
prl$?uifi16~ 5 drr~nn 1Auri ( I )  ~ ~ ~ o r d o ~ n ~ n ~ t l u o ~ n f l s : ~ n ~ n i w v a ~ n i 1 ~ ~ 3 ~ ~  

(performance risk) (2) ~ - 2 l l l r ~ ~ ~ 6 7 ~ ~ l ' s ~ ~ ~  (financial risk) (3) f l 2 7 ~ l i ~ \ 1 6 j 7 ~ i ? ~ R Z l  

(social risk) (4) R ~ - ~ U L ~ U J ~ - I U ~ ~ I :  (physical r i s k )  LLa: (5) R?TUL~LIJR~U~RI~ 
(psychological risk) 

2) uu?ftmu uanls l~~~un" l91 i l t lJ~ l  (problem solver concept) LLU? 6~11 J J 

r n s ~ 9 u $ ~ ~ J u i l ~ ~ i ~ i l u l n n ~ w  jw8Jiiiui7on~~ricl~ulauo~~u~lnndin7~u~Aui~ 

~ u ~ u i l n n ~ i l w ~ ~ s ~ l u ~ ~ ~ r ~ a ~ n ~ ~ ~ i r ~ w ' ~ ~ n T " ~ ~ ~ ' ~ ~  e &nmu~du&ild~ h ~ ~ ~ w r 7 : n m a  
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Ils:~unmiiiwaiin a~nnxi?ndlndadin u i n n ~ r ~ w w n r i u s ~ ~ r f i o ' u ~ n ~ ~  @~1~3nlrsr 
A w v  

I I 

w a l u f i r ~ ? u ~ i l l l u " R ~ ~ ~ a ~ n 7 ' 6  (what) r u u g ? s u u ~ n ~ ~ ~ n ~ l u ~ o 9 n 7 3  (when) N ~rnuif i  
f?uu?n~nl~n'u~nlr (where) 'Luzdrruud~aan~r (how) 

Id6~awulu (Feigenbam. 1997, p.7) 

i~~ilun~s&Zulirua~~n$iiG~*$M"u?n7~ n a m ~ ~ o G u 5 i l l r  Vl r t d ~ u u l i ~ u ~ ? u ~ ~ 3 r n ~ ~ ~ n " s " u  PI 
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w olulawalnMai o ~ $ u  W3n?nulu. ~YfLYIui~ar~~aii'  (Parasuraman. Zeitharnl, 8 

Berry) ~ ~ n i i ~ i l ? m n ~ w n i s u ~ m ~ r  muisou~!~asmih  5 ~ u ~ n 8 o  1 )  ~+nu~i luplarsu 
A A q  varu5nir (tangibles) L ~ W U ~ ~ I T ~ ~ J L J L ~ ~ ~ K . ~ ' @ ~ P U  !&biri an2unnuiu?un?iua:a3n 

g l l n s & ~ ~ % ~ i i a i ~ s  7 unelnr osr~n';aoiainiadomr 2) nmoiirioiis (reliability) 
* - 4  a i i l w n ~ ~ u n i a ~ r n h w m r d ~ u w ~ n i l d $ ~ u ^ r n ~ r ~ i i n n - i ~ u ~ n d ~ t ~ v n ~ ~  ~ % a i i a l ~ ~ ~ a c  

I v i u ~ n ~ 3 d ~ n m ' u ~ ~ r i ~  3) r n m s u a i a a ~ ~ ~ ~ u n ' u a n i ~ " ~ a ~ ~ 7 . a " u ~ n ~ ' i  (responsiveness) 
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. I .  

~ u i u 6 ~  n~~u~~uluoa:&~u~v:I f s 'u^rn7~  ~~erri?auii1:lh'rn7saei7dw"u~ia~~ 4) n?lu 
* ..,e ail (assurance) n u i u h  n ~ i n ~ ~ ~ a : n ~ i u i i ~ a a i < ~ ~ ' ~ a ~ ~ d ~ . u w ~ i w  r ~ u i i ~ n ~ i u a l u ~ - ~ o  

~ ~ m l r i l u n a ~ n 7 1 ~ ~ 1 ~ i ~ l 9 ~ ~ ~ d ~ $ ~ ~ l " % ~ l ~ t 1 ~ ~  5)  ~3lhl+2IJ$fI  (empathy) ~ ~ l l l i ; ~  

n7>1~~%7'?1 a d l ~ ~ i a  J I W ~ L L R E I O ~ I P I ~ ~ U R ~ ~ . ~ ' U ? ~ ~ T ~ ~ ~  t b 3 7 ~ ~ f l f I ~  

h ~ i u ~ m n i w n ~ ~ u ^ z n ~ ~ ~ i u ~ ~ n ~ w  s: ija~&r:nsu8~6y 4 ds:n--tr 

Ga I )  F ~ ~ I U ~ ~ J W D Z P  (customer satisfaction) ~ j i n a ~ n ~ ~ ~ ~ a ~ u ~ ~ n ~ b n ~ s r i r a u ~ t b a ~ ~ ~ i u  

n'uani~uaa$%ufni~ 2) n l 3 d 3 l ~ 9 i f I d a ~ t 7 w h ~  (zero effect) 6arn5+iiJdnnn'udwi 
* M d  ~brnil~"u?rn~ !~ i~37ur io~~"sun~~:unrn .o 'au  3) mrdguniasnn8a~<u~7w52716 

P. - 
7a1Bw (professional standard) M U - I U ~ J  n ~ r d g ~ n n ~ ~ a ~ h n ~ f n i ~ " 7 ' 1 1 i n ~ s  dnica~u 

* - -  
n1uu^4un-j~uuatnuad~um;a1di ~ ~ u 7 : ~ u ~ ~ l a s l ~ w  I P ~ T U ~ ~ ~ ~ ' U ~ J ~ J U  Lbur 4) waaiu$ki 
d a? ~ l ~ $ % i l  (quality of life) ~ i ~ w w  R $ W & ~ J  d ~ c a ~ 6 i a ~ m  

uinmrniimd~?rumw ~ 1 5 ~ " ~ n i 5 ~ ~ ~ ~ d ~ n 7 ~ 6 ~ ~ ~ ' 1 i l l . a ' ~ ' r  nrdlG 
43 F p n l w n l ~ ~ ^ r n 7 3  uo7of l~  ttu~iinuar?"sisdti~n"n~d7~ 6l<~m'ion77uunnd-1~uu~ 
u ^ ~ n i r n ~ ~ n ~ s ~ ~ w n ~ ~ ~ a : w r r ~ u ~ a ~ ~ d ~ ~ ~ ~ i j ~ s i n a n ~ u w  o ~ u l a n ~ o u i n r ; ~ u d ~ ~ r i a :  

l s ~ w  olu~aln'ri3nun1i ~densuauu~6un~~u~a~n~-rus~fdrt~unud~$~1.a"u"~n~1 
2. ~a7ua&l~anrn 

~lvl&tn, ~kn:bn'(Lovelock, 8 Wright, 1999, p. 412) nS77i3 n ~ ~ u a i h a u a  

MUI O;Q ~ - I S ~ M Y U ~ ~ ~ ~ ~ ~ ~ U % ~ ~ ' U ~ R ~ ~ R I ~ ~ Z ~ ~ D I ~ O ~ I L R : R ~ I I ~ ~ ~  U 

n m u p  (Gronroos, 2000, p.127) n i j i l i l  ~31unrj7~nuu w u l u t ~  n 7 5 i  

wI$11'in7~uam~a PI nnlutum 0 ~ 1 n ~ 4 ~ 1 ' % f t i ~ a e i ~ ~ d  D L ~ ~ J L L R : B ~ I L ~ J  EI 

มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เท
พส
ตร
ี



มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เท
พส
ตร
ี



มห
าว
ิทย
าล
ัยร
าช
ภัฏ
เท
พส
ตร
ี



1) ynnauiarqnnshuGn33u~~nneii~fi"u (individual difference) 
Y 

2) ~ ~ n a i ~ ~ i i n ~ ~ n ~ a ~ n i I w ' ~ ~ 7 9 ~ ~ ~ n 7 ~ 1 ~ 1 ~ ~ ~ ~ ~ i ) ~ ~ ~ ~ a ~ b b a r ~ i  

I M ~ ~ U K U  (need difference) o7oGabvrfiau6u ~a9n73fl37u~r@anrn0~~!au<~ 
3) ~ R R ~ L ~ ~ J ~ ~ ~ ~ ~ I J ~ ~ u F I I w ~ ~ u  (a whole person) Ih iwaay~~aa1$  

L ~ ~ ~ R J W ~ ~ ~ ~ ~ U W ? ~ ~ G I ~ W ~ J ~ G M ~ ~ ~ ~ ~ G ~ U ~ I P L ? ~ ~ M ~ J  7 U S ~ ~ ~ T ~ ~ P I S N I ~ ~ : $ B D U D J ~ $ L ~ ~ R  
u 

R I W ~ U V O J ~ R R R ~ ~ U  

4) wq~nrruCi'~nnao:om a ana'~ubiwnd~4n"tb (behavior difference) 

s d a ~ o u m u i l s i o ~ a 7 u ~ i 3 ~ n ~ ~ ' ~ i l ~ ~ u  i~u~~n75rraznsr~l3un~~~7ta~ai~~sstraoinn7r 

fioufitaaflw qJ 

A -  A ' s  
5) ~ n n ~ ? n n ~ h ~ t l ~ n ~ ~ l ~ f i ~ ~ p d  (human dignity) \Z i i l9 : l f l r (~~ i l  

M % $ M ~  i ~ r ~ u i r " s u ~ n i l u  &ffa l r i i~o: i in~iu~innd7 a d i d s  uyw6uuud?ludl~ree 
u d d  
wnnmtPii~fieruh 

3.3 ~ ~ m a u r ~ u ~ t u n ~ ~ a ~ ~ a ~ 2 ~ 2 ~ a ~ r < ~ v r t i i ~  

ul%iw (Martin. 1997, p.374) n f h l j l  ~ ~ U ^ ~ M ~ T ~ ~ ~ ~ % J W I U A M ~ " M F I D U  

i-14 7 ~aiwn-muw u l - a l ~ ~ u ~ n + Y ~ ~ ~ a ~ ~ u  o a c r i ~ l 5 ~ ~ n n ~ ~ n n ' n ~ ~ ~ ~ ~ n 6 ~ 1 ~ u ~ u m ~ u l d  

h u  f i a n ~ m ~ u ~ n ~ t ~ r i n i ~ n ~ i u ~ ~ w ' u ~ r ~ ~ i ~ ~ ~ ~ ~ 1 6 0 ~ ~ n ~ ~ w " ~ t b 1 l f i ~ ~ ~ l d  u ~ d a ~ i a o  

a ~ ~ a ~ ~ ~ ~ a ~ u f i ~ u a r ~ ~ ~ ~ ~ ? " 3 1 ~ 1 e % ~ s ' r n ' w ~ u n a ~ e i n ' u 1 d  P1 n " ~ n i . r ~ a i m r o a f ~ ~  
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(first come first serve) O U ~ J L ~ ~ J R % I  

~7Giu (Martin, 1997, p.374) n i13 i i  n m ~ l  bauanin H U I D Z J  nmtt iY?n~~ 

~ n t l ~ n n s d i i a ~ ~ A u ^ r t ~ i ~ n ~ ~ ~ t n ' n ~ ~ ~ ~ ~ ~ i ~ i u o  l a  ulaiirnrui ~i~unyn~amiuna-~a~)~a'Lil 

3 El J u?$u? rill 

GdSaa, L L ~ : ~ G  (Lovelock, & Wright, 1999, p. 412) rE?aj? ~2?1tlaunn?~ 

~ u i u B ~  nir~~4~~4mrdiiluns~u~11~~i6'~1~~~au~~~ui~~81 bo'iiiijmr~aEin8fi~fiw'Im q 

i ia& (Gilles, 1998, pp. 42-43) n i ~ ~ i ~ w < n i i l 6 y u a ~ n ~ ~ r ~ ~ a u a m n u a ~ m r  
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~ ~ u a ~ ~ m a n r u n l r l $ a n i ~ i  rnrdfiu3Ri Fi~l%i~us~od~?"ai~%'n'r)7  inol$eJ"5"uu5n~sii V 

th ~ < 3  J.lq~fll  f Kfl Z M ~ B  
u 7 n ~ n ~ t - i  IsAn~aiisr (2545, ~ $ 3  42) nPi7l-t~ m 3 l g j i G a ~ ~  i i ? ~ + n  

a "c. 

+i7~~=ri7Iun15T'uu'sn7~ M U ~ U ~ J  n ~ ~ ~ R " % " ' u i i ~ r r ~ = s i ~ n ~ ~ d ~ ~ ~ m u ~ m ~ ~ a ~ ~ U P r n i ~  L$U 

n ~ ~ ~ ~ 6 ~ u u r r i i d ~ r a ~ b k ~ P f a ~ n ~ r l n d a . u u * i ~ ~ m r  r n r ~ ~ ~ a ~ a ~ d u ~ ~ u r n ~ n ~ n ~ s  

\4uil? o n1~riFiiuur~~n~rll~u7wu'uo ~ i j i l q u  LLRL~I~ILI~ LBuRIW 
d nrR8 u?Hu or s p u l  (2547, MGI i 12) nE in i i  ni~\$$a;a i+nsil 

AI iiwttI~lun~siuuin,r ~ u l u i i r  r n 1 1 ~ ~ a ~ ~ d i i i r T I u d ~  . ~ + ~ u & c l m u $ ~ ~ ~ ~ i h l ~  
~ ~ n = n l u n ~ s u 5 n i f l ~ n ' u ~ 5 ' ~ ~ 5 n 7 1  r i l l v i ~ T ~ u ^ r n ~ s ~ ~ i I ~ d ~ u ' r n 1 ~ 1 K 0 e i ~ ~ ~ i l ~ ~ d u ~ ~ ~ ~ 1 n  
J uu L ~ ~ ~ ~ ~ ~ ~ ~ I ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ' U ~ ~ ' U ~ " T ~ I T ~ J U M U I ~ ~ D ~ ~ ~ ' U ' U ' T ~ ~ ~ ~ ' W ~ T ~ ~ ~ ~ U ~ I ~ U ~ ~ I ~  
~ ~ ~ T l ~ ~ L l  

tiidlan. aarIm6 (Lovelock. & Wright, 1999, p. 412) n i i m  n-t~l iKfi~a 

d l l K I ~  d1nu:1hlum1iuu9n+1s nlsnu7~6~ n ~ ~ u u n n i i ~ ~ ~ 3 a a ~ t ~ a ~ ~ u - r f i u n ~ r u ? n ~ ~  

~ % ~ 5 n ~ r 1 u ~ ~ i i a v ~ n i ~ ~ ~ ~ i l ~ 1 1 ~ u a ~  PI 

nraup (Gronroos. 2000, p.127) n i m h  nlsl%$a;e ~iwrns riluurril 

h n ~ r ? u u T n ~ r  ~ u i u 6 ~  n ~ r B v m r l d r i ~ ~ u ~ l n n t A u l ~ ~ i n n u f l ~ ~ u a u u ~ ~ a r n r r u ~ u n i ~  

huuf  nmiw 7 d ? r ~ ~  riinunli ~ d u ~ d ~ u t 1 n n i u ' ~ ~ u a ~ : a ~ ~ 1 ~ 0 1 ~ 5 ' ~ 6 ~ ~ u " i n " u  
n~=uaun~rhuni~u"rn~r 

o ? n m ~ u n u ~ o u o ~ m ~ ~ M " $ a ~ a  di-1~17  ~ ~ L L u L G I ~ N ~ ~ T ? u u ~ ~ ~ ~ ~ ~ K ~ ~ I ~  
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