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2.6 dX~tl"ddiFf~7%n~~%r'~ 
r ) l i ~ o ~ s s ~ n ~ n - n ~ ~ 8 a ~ i a ~ ~ 0 ~ ~ 8 1 ~ 3 n 9 t b b d s a ~ ~ ~ n ~ ~ 1 ~ : ~ ~ 1 ~ " ~ 0 ~ ~ ~ ~ 1  

2) ~darnnsnii i r i i l~~n'bd~rd~?I ~ u i ~ n s ~ l f i ~ u d w w e ~ ~ u ~ u ~ ~ a r ~ ~ u ~ a ~  o 
X 8unwii~wsuo~nilumn~d ~ r i 1 ~ ~ r i 1 1 r i ~ u ~ ~ n ~ a ~ ~ n ' ~ 1 6 ~ n n i 7 n ' a d $ 1 ~ 7 m ~ ~ 1 d  

3) ~ ~ ~ ~ ~ I ~ R M ~ T ~ ~ I M ~ ~ ~ L I Z U ~ I ~ ~ ~ ~ L I U J U R Y ~  uano~no::~8un~sd?alriilw 

~ ~ n s & ~ ~ ~ u ~ u t l ; u ~ i u u L f i  u ~ w  o h ~ i u ~ ~ r n ~ u ~ i i l d i i r ? m  ?nu747~ ~ i u ~ ~ r i ~ u l % n a h  

~ J ' J ~ U ~ I ' T ~ ~ ~ ~ ~ M ' H ~ I % ~ ~ ~ ~ ~ ~ U S O U ~ ~ ~ U ~ % ~ ~ ~ ~ ~ ~ I  tl L ~ M L L R ~ ~ ~ ~ ~ ~ ~ ~ w ~ ~ T ~ T z Y I ~ R  

4) m n ~ & ~ ~ u a ~ h m i ~ ~ ~ 1 ~ ~ ~ f i ~ 1 ~ 1 ~ ~ ~ ~ ~ u ~ u n ~ ~ ~ 6 ~ u ~ ~ m n ~ w ~ ~ r n  ~ l i u  nis 
m- d a  

ds~nwa2nna n~sa-dwfia ni3riwnuln-n n l~dnwl r~~z iu  7 (-rsLnw l m o i ~ l s a u ' .  

2539, MGI 36) 

3. ~ ~ ~ a r ~ a r i u z ~ o a ~ ~ n ' i d  
"mna& a5 ~h+i~l(un?w~ K~n~wi7  uCooperationn M ~ E I  "Cooperativew 

~ ? l u ~ . r u l u n i ? ~ d  ~ u l  ud4 n n l r $ l ~ l ~ i ? u < ~ w  (working together) ~~€ In l~~?Of l€ l f i ~  

61mn~& lun7w7buZu 1 6 f i ~ ~ ~ ~ u a i n i i n ~ l * i a " u ~ n ~ ~  2 d l  Wa nM nllail 'giaunicv9 

119: 'n3w1' l l d~ j7  " f l ? 3 ? I ~ ~ ~ l "  ~ m C u t t d ~ ~ 6 ~ q 1 ~ i 7  unlsnsrfi7i? u i h "  14% uni%i?uiEt 

nvU37~7~~ 

q ~ m i  nmii5inru' (2540, rrui 7) n i i ? i ~ n ~ i a ~ u i u u u ~ ~ ~ n s d  nsnndu 

~ n o ~ s ~ n s n f i ~ ~ r n ~ u i ~ ~ ~ d a i i  ' ' ~ ~ n d  t ~ w i ~ n ~ r & m s ~ d ~ d ~ ~ ~ ~ f l ~ a ~ n ~ u ~ u ~ u ' ~  
h l L :  

~ ~ ~ ? ~ ~ U ~ ~ ~ ~ ~ ? ~ ~ R ~ S ' I P " H O J ~ M L O J ~ M ~ I U ~ ~ L ~ U U ~ U . ~ ~ I U  ~ ~ ~ ~ L l F l ? l ~ f l f b 7 ' l ~ L ~ U E l  

ninKu~un L ~ ~ P : ~ ~ ~ ~ J G ~ ~ ~ J ~ R A Q ~ ~ ~ u ~ ~ I ' T ~ ~ u ~ I ~ ~ ~ " w ~ "  

auriier~G a~ul5u (2540. M G ~  I 0-1 1 ) 1 6 n E i i ~ i j ~ ~ ~ ~ ~ n ~ ~ ~ ~  D J ~ M ~ T & ~ I U  

~~u?Anuo~ ~8usifn (Gedhard) i 1 m n ~ d ~ i l u d 3 a ~ n ~  ~?J~USIIUM~%LL~ J R ~ ~ U L A U O ~ T W  

!aii~~nSiu~wnuiQn ~ ~ s n i  a i n ? d s - ~ ~ n ' d a z d ~ ~ ~ u ~ i u n i u n ~ n ~ n s a ; i i ~ ~ ~ a & ~ ~ r i r u  

~1uzn7~n7~rhurrarn7r4~ iQua7!wu wu~~i%n 63 L I ~ ~ G I U L D J W I U ~ ~ G J M " ~ ~ ~  urnts~oG2 a 
U 
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n m d ~ ~ ~ j u n ~ n s &  (2545, n* 17) l < f l m u ~ n l u i ~  ~ ~ n s n i  riulflih ton13 
d t  Y 

u u ; l n ~ u n u ~ ~ 6 ~ ~ n : r ~ 0 t b m i 8 1 n ~ ~ 9 u ~ ~ 1 r c ~ n s r u m ~ u u u ~ ~ d a $ 1 ~ ~ ~ ~ a ~ ~ ~ 1 ~ ~ m " ~ ~ n ~ ~ i ~  

uln+iud~~ii uun~aan~io 7 nic ~Lar~ilu~~~1d~u~~n~~ia~~tb!dmu1~nbbn"Lasm1~6~~'3 
d 

niiwhtlsfd ~ ~ n l r u ' ~ ~ ~ a ; l n ' n 3 ~ ~ ~ ~ ' ~ 0 ~ ~ ~ ~ ~ ~ ~ 5 3 ~ ~ 7 n " ~ ~ 3 t l f i ' 3 1 8 1 ~ u ' n ~ ~ ~ )  

~ ~ ~ ~ ~ ~ ~ J ~ ? I I U ~ ~ J ~ ~ T L L ~ ~ F I ? ~ U ~ ~ ~ M U ~ U ~ ~ ~ ~ U ~ ~ L ~ U ~ ~ S I I ~ J E ~ I U ~ R T W ~ A P  gdi~nlll URL 

Q wmsu I n  omsd~fiu?m~fi~d~~tb~$1"~1a~~a81n'ubba:na~l~uw~~11~~n1~1]~:"d~~ o 

4. 1]5:rnnan\ri4~4n4d 

~ I ~ J I U A M ~ ~ & ? ~ ~ ~ I ~ ~ M ~ " W . ~ " O ~ ~  (2549, ~ $ 7  3-61 l $ i b b L i  Jd~tlnW~ilJ 

m n d  oanrilu 6 ds~rnn t o  
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4.5 rnn5du5ni~ 
adu E d  ~ ~ n r r i u ? n ? s  ;a m n r o r n o n w ~ v u I n u i a u ~ ~ n I i ~ a u n i ~  10 R M B M I ~ ~  

i i n i i i ~ a r i ~ ~ ~ ~ u a r t u ~ % ~ ~ ~ ~ ~ n ~ 1 u ~ ~ o m ~ " o d u r " T o ~ ~ ~ u ~ n " ~ 4 3 u ~ 3 n " ~ ' I m u i 6 1 1 ? ~ n n ~ ~  
t ~T:MA nq~.d? u n u t o ~ ~ r a : d ~ u ~ ~ ~ a ~ ~ n ' ~ ~ ~ a : n ' u  ~ i k ~ u n ' i l ~ ~ ~ i ~ ~  q n u n a n ~ ~ r i ~ ~ ~ ? ~  

L: Y. a-18w~da'lf i~~nnm~ afun3 heRu urannsdu"snls k u ~ a n ~ n s ~ u m l u ~  w .R. 2484 A o 

~ ~ n ~ n i ( i i i n i n  ~ i - 1 4  4iCm d u u i 1 ~ d n i r ~ ~ 8 ~ ~ ~ n s n s " ' u ~ n 1 f 1 u ~ d  L L U U ~ U  7 Muri 
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MU. ~ 5 ~ 1 7 5  

wa.q~n?r w ~ .  I slln 
nisfiu 
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2. n~. iGd~Paao~t@ir i ln~ 

~ ~ ~ ~ n n & ~ i w ~ ~ 6 u n i 5 K m i t b I i l a I j ~ ~ ~ ? ~ ~ ~ ' I t b ~ ~ 1 n  ~nufiu?~nn~rn'o~~G~!d U 

liu2$a Jfi~n75%1~tbl8fl~Ml 2 d3rnm s m i i ~ n l r d l a  J % B ~ I P ~ ~ I u H I ~ ~ ~ ' L L ~ : :  
u A u  u n  

iiun~nna~nnnwls~on'~ ~ ~ T \ ~ ~ ~ ~ ~ ~ I ~ B J I T ~ ~ ~ = : ~ Q z u ~ o ~ w ' ~  riloiills:~n^ani w k h : :  
~iuln'ii d ~ v l ~ w s u ~ n u ~ u d i ~ ~ ~ ~ u ~ ~ n n ~ ~ o ~ n ~ ~ ~ i i u ~ n ~ w n i s ~ ~ ~ u ~ ~ ' I ~ ~ d ~ : ~ n ~ n ~ ~  

16 Ba (qnl ~Sind, 2545, ~$744-45)  

2.1 i~aiuds7rnuiou7n~6u?nu~tr~fiu!d fiu?~nn!drnu~s~mn?7uda~n13 PI 

Y 
uo ln l6~a t l  ~ u i 1 n ~ d a d n ' u ~ n ~ s o o ~ n ~ m 3 ~ a u ~ i l u ~ n u u ~ ~ n 2 : ~ 8 ~ n . ; i 7 ~ ~ u  h n ~ u f i u r i l ~ ~ ~ t  

dd u a  Y 
u ~ ~ ~ $ J I J ~ ~ L L ~ ~ ? ? u M ~ ~ ~ M R ~ u Y  a~a~n i i un i  u i l ~ ~ d a u u n u l ~ ~ e  vnuinvu ~rl i i i i iJnuva~ 

i s ~ a i n 1 t l i ~ n ~ n ~ ~ ~ u ~ ~ i l a n : ~ " 3 n ~ ~ ~ ~ ~ ~ ~ 0 ~ ~ n ~ ~ n ' ~ ~ ~ ' ~ ~ n n ~ n ' u ~ n n ~ ~ 1 ~ ~ a ~ n s n n ~ l ~ ?  

a s i d ~ u ~ n r ~ ~ u ? u u o a ~ w n i ~ ~ s e l i ~ n l r n ~ u i u v i i ' L ~ d s e ~ n % n ~ ~ ~ ~ n 7 4 m " ~ ~ u ~ ~ 1 1 e ~ ~ ~ ~ ~ n ~  

R m R J  

2.2 uwiJu?u 1 u n ~ ~ ~ ~ 8 w 1 o ~ o o d l 4 d d ~ ~ ~ n ' r n 1 ~ h ~ ~ " ~ m ~ 1 ~ ~ ~ d i 7 ~ ~  ilr 

~~n$u~~$aaJn,s~a ' f iu  i d n ~ ~ n n u ~ n ~ ~ w ~ u ~ ~ u ~ ~ ~ ~ I ~ ~ i o ~ ~ ~ i r i l u n ~ r j i i ~ m i i w ~ u a a ~  

~~uniuaeu~n7~d~u~Inno-mu~-roiiI~ L L ~  k ~ i l u n i ~ d ~ l ~ ~ u i l n n n ' o ~ u n ~ ~ ~ l u ~ ~ 6 ~  
d 

necu^~n~~~awitn~u~~1::rnu~3n~r"~uwad~)=:dol64~ n 

2.3 % € I u ~ ~ ~ L ~ u ~ w ~  u ~ o I I R ' u D J ~ u ' s ~ ~ R ~ ? ~ G ~ J ~ ~ ~ L I J w ~ ~ ~ : G R ? ~ ~ ~ K H ~ ~ L I  u u 

nsGWa {u^s'Innairiiu'ons81~n~u~fiu'Id~)u~~i~=:~QQa~ U a a :  ~ ~ ' ~ n ~ $ a u ~ u ' s u ~ u ~ ~ u ~ d  PI 

~?essij~o\ sAk; n t h  iim~nwni7?i1mslmd o i o r n u u u ~ n ? ' ~ ~  (mass communication) 
rd  Y v i ~ ~ ~ " $ u " ~ ~ n n ~ ~ ~ u ~ & d a ~ i l ~ n ~ p s " ~ 0 ~ ~ ~ a ~ ~ ~ ~ n " 5 1 ~ w n ~ ~ ~ 8 ~ n " ~  fu"s1nn o~oiinw 1: an!; 

~ ~ ~ ~ ~ L i ~ ~ ~ ~ ~ ~ ~ a y a ~ ~ a ~ ~ C i a - n ~ ~ ~ l i n n n ' G n ~ r % ~ r B ~ ~ ~ u ~ n a ~ ~ r i i l l l ~ n i s \ l j l ~ ~ a ~ a ~  
scl r X d 

~ M ~ R ~ ~ L B L I A I K  ~ Y ~ L I S ~ ~ ~ ~ ~ U . ~ O ~ R B B ~  ~Qmn' runn~du i lnpwu~w uo:d?orill$ 
ciiiJrnn~rnin8uls'ln' U ~ i T n n o ~ e ~ ~ ~ n a 1 l r j ~ ~ u i ~ n n ' n ~ u l u l ~ t w ~ 1 : ~ a ~ ~ n ' . ~ ~ 1 u m ~ d a ~ l r i  

~ W e ~ w o  ~ ~ a n ~ i u i f i k ~ u u ' a ~ a d ~ 6 r ' u ~ 3 ~ n 6 i l ~ n " l $ i  uon~~n~fv lumu~sn.~~~f i (u?~nm 

~uiu~ud~~d661um~fim~!~uu"ou~1di~ilr1m U a a ~ ~ e ~ ? s l i ~ t d  n~iim7u 

2.4 ~ ) L ? R ~ \ I L ~ ~ U J W  B L I T Z ~ I P ~ ~ W ~ U W ~ A Y  0 1 ( { ~ ? ~ ~ ~ ! 6 ~ f l ~ 9 1 ~ 4 7 ~ n 1 ~ 2 1 7 6 1  

~ ~ ~ ~ ~ ~ ~ I ~ ~ ~ ~ u L ~ P T ~ ~ L ~ u u u B : ~ ~ ~ ~ u ' I o  iu~lnnlrno %l i a d o l r i i q ~ ~ ~ ~ " ~ a ~ q u ~ " ~ o ~ ~ n 1 t b  
m t i  A d u -  i lsy7udi~u wnsio~iqu9nuq u n i d  LTI~~=:HI ~ I S O ~ S ~ ~ K M U ~ ~ U ~ L ~ ~ " M  o ~ n n i s n ~ u ~ l n n l r i  

~ i a o i j n s l h a ~  r i ~ l r i ~ d n n ' a ~ d o n ~ n ' i ~ u " s l n m ~ ~ ~ n i l : : ~ ~ n i a ~ ~ m ' ~ u n ~ ~ u ~ n ~ ~ u  ~5an7u 

c i~ou-r l . i~16~"~~"1a~n~sm~3~nour iau~~jo~i lnr iaa  ieTi lr i7n~~tdou~!uuni i lw~tni~~ 
2u$i71?IpdGl4 
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n i u u o n ~ ~ n i i i ~ u ~ a n a ~ u ~ ~ ~ ~ ~ ~ ~ ~ n ~ w a i 0 n ~ ~ ~ m ~ u 1 ~ 6 0 ' 1 1 a ~ ~ 1 1 ~ ~ n ~ ~ $ i  ~~ridu?Innfi 
r u t  

~ d n ~ t ~ a ~ ~ m i n ^ ~ u ~ o  J I ~  ou:w~u~~ad1$i3"~Z~~"5a1if iIm n ~ ~ ~ t ~ a ~ n i ~ ~ I r ; i ~ i l ~ ~ ' ~ ~ i g  

Swhfidavlqln-r~u (~"SlnnB 2 da:nmW a 

1. qil$u?k~ im  L J ~ u u a ~ ~ n n ~  (internal variables) 

2. ~ ~ ~ L I ~ B ~ ~ L I W ~ ~ S D J ~ R R R  (external variables) 

~ ~ ~ l ? f l o n ~ Q < ~ n l ~ ' l V ~ ~ i l ~ o < ~ ~ ~ ; l ~ ( b a s i c  determinants)uuJ 

~ ~ ~ i l n n ~ ~ o r ~ i l w n i n ~ ~ ~ % ~ n ~ : : u ~ ~ n ~ ~ n ~ ~ ~ ~ ~ m n ~ o ' l u ~ ~ ~ u n u i l ~ f l u ~ l n n r r d n i u n i c  4 

EI (I) n?l u n'o~nl3unJ @ I ? h I  (consurnerps need) (2) lls~?~~u(rnotives) (3) 

yn^ann~w (personality) LLae (4) n ~ i  (awareness) d?wilaCvnl ouunis~nhdil<unia 
a 
o ~ % w ~ " ~ I D J ~ ? J  l L ? d E I  (environmental determinants or influences) 

d' r. $h'h (initiator) 8aYnna~and~nuan7~ufin~5~ouell7~~o?6un~rao 

wSmn"m4 

2. ~ ~ ; N % W A  (influencer) W O ~ R R R ~ ~ G + ! I L ~ U ~ J ~  L L ~ t i j j n i i ~ ~ S i ~ n l ~  

ZUZP 4 a  
u d w  A 

3. c6rn2wlu u (decider) ~ B ~ ~ ~ B ~ A ~ M U ~ ~ R R H U ~ F I ~ O ~ S ~ I J  Cf~ifu7<unia 
A' 
va 

d X  
4. ($a (buyer) 1ayn~anaawInn"clbbn" 

5. $$ ((user) ii uynnaiqd1nn~?auilnm~~ mn"m6 
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Y A "  Y 
1. w q G ~ s T ~ ~ ? ~ % ~ ~ c I I ' L ~ . ~ ' o u  (complex buying behavior) $n~w:n?siao 

w ^ a a n " ~ w " ~ ~ u ^ s ~ n n ~ a t ~ % ~ ~ ~ ~ u ~ u ~ u n ~ ~ ~ ~ i n u ~ ~ $ a  i r r r 1 : ~ ~ t a ~ l a ~ a 4 ? w ? u u ~ n d  
e d 

rilwio~<u wgrn~~lbn" nma b~61nd?J5:~<7\161~7~l'j@;~(n LW O ~ ~ T : L ~ ~ U ~ ~ \ ~ L G O T I H R T U ~ I J  
riuu~kiulodo$ninam=:w q ~ ~ r ~ ~ d ~ ~ n ~ ~ ~ u ' ~ ~ n ' ~ ~ i ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ n n ~ ~ ~ a  ~llu$i'~1 

LIC. Y 

~ r w a t t ~ t I ~ $ u  o7iiu w ~ m n ' n d  n~:?ru~uunrnudit 7 dh+Yq~narrlww~da:~umi 

~ ~ J ~ ~ ~ ~ ~ ~ ~ ~ ~ J ~ ~ J ~ J ~ ~ S L L R : I ~ ~ O ~ ~ E ~ ~ ~ ~ " E M ~ ~ J O J ~ L L I ~ J L I I ' ~ ~ ~ I J L ~ ~  wii~~iYw&dd 
2 4 "  wqGnrrun~~.aon.lr~~ca'~u 

J d 
2 . w q 8 n 3 ~ u n 7 ~ ~ o n ~ ~ ~ 1 3 ~ ~ ~ ~ s o s ~ u ( d i s s o n a n c e - e d u c i n g  buying 

behavior) ~ n w l u ; r n ~ ~ ~ a ~ n ~ m . ~ l ' i i ~ ~ ~ u ~ ~ ~ ~ n i ~ ~ ~ : ~ i ~ ~ w s i ~ ' a  ~7 idu ~ n f  ~ J I ~ Y M ~  
~doiic~ooflu' v a r  $u~~nni;un'unisia6~i-rrn~~'.unau~~n~m.$;i~~ ~do~fiuu~fisu 

rd u a~:~~cl8sln'mdari~~~3rn~i1 ~ d a ~ ~ ~ ~ m ~ a w n n a w m  nn~uarnawn:n~n~ilum.~ 
Y mru.ninmlnSul~aa n ~ u w l n M ~ d n ~ ~ u . a " ~ 1 $ o ~ ~ ~ ~ : d ~ t ~ i a f B a n 7 t l ~ ~ ~ n i ~ d a  $9 

a uz n'n~aouoiuu'o~ a ~ i f ~ 1 ~ n " ~ 1 ~ l i ~ n ' m w " ~ i n ~ ~ ~ f n ' ~ 6 a ' 0 u 1 ~ a r ~ w ~ ~ a ~ ~ 0 n ~ u ~ a " ~ n ~ ~ ? 1  yao 
c t  X n ' o ~ a e u n i u u ' a ~ ~ ~ ~ ~ ~ f i u ~ ~ ~ n l n r n n ~ a l d u i i l n l u n u l n f i ~ ~ i o n u s a l ~ ~ ~ ~  1 0 ~ 1  
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Y&' d hi I n i . i n~ t~~n f f r i i r y~ i  (problem recognition) y ruunmuR'n~nmoln 

ost 1~10rn olu du nmuFnn nmln' nioar~g~lwn uuan idu ni~luvrwi ~ i l w s i n  ~ i lu 
X Y 

d ~ n s : ~ ~ i t r : ~ u n ? ? u ~ o ~ n 7 ~ ~ ~ ~ ~ ~ t b  I o n i ~ u a ~ n i r u ~  u w ~ n ~ m ~ ~ d u u ~ n u w  r i l @ n u  

* I  

fuluff 2nnn'un75a;sli23ms(infarmation search) (u'TFnn~riarnul4 
" k  n ? ~ u & 6 y r n ~ c i u ~ 7 $ 0 ~ ~ ~ 7 n ~ i a M " o  d d  ~riinuauo~Cuu.i~<u n?i  u e ~ n 8 ~ u m l u n ~ s n l  

cd uu A' h g a  ~I~eIoaun!~.rumn<a;a ~ i l w < ~  ~~~Innrn~t~a~~ia:~n~~rnn"rnn'~duumuw 

n~ur i l~u~uu.uuuo~n~s6m~u~~1 ~ u ~ I n n ~ ~ I ~ ~ i u j ~ a ~ a w ~ ~ a ~ ~ w ~ r n n " ~ 6 ~ m t b ~ ~ ~ ~ ~ n  
<A A d  ri ou (awareness set) W R ~  ~ ~ 3 w Z m n ' ~ ~ b w a u n u o d ~ u w a ~ ~  (total set) ij~andm?unis 

f io~~miamu'ousc  ~ ~ ? ~ ~ ~ A O J L ~ ~ U U L ~ L I U ~ ~ I ~ W B ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ R ? ~ ~ R I U ~ S ~ ~ U ~ ~ T  
M Y mnu~ua~na~uEio~n7.r h o i i n ' n f l n u i n n ' ~ s 1 " I ~ u u o ~ n ~  ~~?~nn~iu 'ayannw~~n' f lbw" 

rd w d ~ ~ i i  aa ( d u u i n h  uae~mmm H ; R ~ ' I M ~ ~ \ J ~ ~ ~ D  add L M ~  o~awqzn~i wSsln"suvn1~ 
C 

L ~ U W ~ J I ~  on (choice set) L L A ~ ~ ~ G U ~  LZ o n d a ~ i f 3 ~ 5 7 ~ ~ 6 1 n " a n "  9~21~61 auu"u"nni~~a~~ 
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3 nlrdrz~ijuni J ~ i s n  (evaluation of alternatives) Kninuwri?uynn nu o J 
3 ~u?Inn~~rr:~niunisos" '~~~nima ria weian~s l la :~ iun7~~$ i ln~~~mni7~n"tb  n m ~ i m  

L L U U ~ ~ ~ R O J ~ L L R R J L I I ~ H R ~ ~ ~ J ~ ~ T G ~ ~ ~ ~ ~ ( U I P ~ ~ L Q U ~ S & ~ ~ H I  ?$nl~d5:fi~~lr1~~~n~i]~$d~ 

~ J ~ I T I J  I 

~$a i i l~un?waui? i  (attributes) Imol?uu a d  w ~ ~ ~ " c u . P ~ ' ~ ~ I Y H ~ ~ s ~ ~ ~ T I ~ '  
(beneffl) n l u d ~ o ~ n l ~ n i u i w ~ i u  n ~ ~ ~ i ! n n d a l i ~ u w i a u d 8 w  ~aio~fiwsnnrdso~nnl nis  

aunLLuu nwi invni  amlrq l lhn  ~ i l w w s l l s d o a ~ ~ h # ~ ~ ~ ~ u ~ ~ ]  n ~ s l & ~ t h  
u r ? a ~ ~ ~ ~ n ~ ~ u ~ ~ ~ ~ i / ~ a ~ u ~ ~ ~ ~ ~ ~ n ~ ~ d l ~ ~ ~ ~ ~ ~  YZ h ~ d  

U 

wn (brand belief) ~ii?6m%~\il~?n;~~i131~#5"~$~ (perceived value) ~ J ~ R F ~ ~ ~ ? U C ( ? U ~  
Y 

' I n ' ~ i l u ~ ~ n r u 3 e ~ i i ~  Y JWI% ~ ~ i u i i ~ ~ 6 u n : : ~ ~ u u n ~ 1 t l ~ % a 1 u ~ ~ d a : ? o t n u l i i  slsl 
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I . n v ~ d  u w i l ~ r ~ j ~ n l  J ~ ~ T ~ R ~ R Y ~ ~ H ~ F I ~ ~ S L I ~ " I ~ ~ ~ W H U ~ I ~ ~ S J K U  
~ ? i u n ' o ~ n l ~ u a a ~ d a l ~ ~ l i n ~ ~ m  

2. n ~ ~ ~ d ~ u u u ~ ~ ~ n ~ ~ n ~ % ~ ~ ~ ~ ) ~ i i u ~ ~ ~ ~ o ~ ~ ~ n ' n s ~ ~ u ' o ~ ~ ' I ~ ~  ~ ~ i $ g l g  

' d ~~ariruuqn39u~dil ~n uGu?runudu a4 w~nn'mn"1$nl~ 

3. n i ~ ~ d ~ ~ l ~ i i ~ ~ ~ 1 ~ ~ 1 ~ ~ 8 i ~ ' ~ u o ~ ~ n r n u l i ~  @ i l n n l ~ h ~ n  
nmuhni?luin$u 'Luqnr~uddImn isiuuna wgnn'm6 

4. nls td i  ou~ninunr:uo ~ ~ m n ~ u " m ~ ~ n 1 ~ l i ~ ~ r n ~ a t ] ~ ~ w " ~ u 7 d ~ ~ d ~ ~ ' I ~ '  

~i lwpntdw~"sor i~unidm~~n'~$ i~ l~u~ ilh l a w  ol'r4uaan&~!"Ryu~w1 + ~ u n n d w  
d ddd ~inolv7unnaunumi~ m ~ I r u w ~ ~ i o ~ ~ ~ u i ~ ~ ~ u ~ w ~ ~ d ~ ~ n ~ w . r i a ~ d ~ n  

e A Y 
11UW 4 ~1~6~~~~~16ll~ (purchase decision) n 7 u ~ K ~ n l r d r r  ~ ~ I ~ w ~ J L ~ o ? ~  

~ u ? I n n d n ~ ~ u ~ ~ l i l ~ a  w8msl"rnw"a'i7~d~ln~1~ibw~: n ~ i u & ~ l n ~ a i i n ~ ~ ~ ~ ~ u ~ i ~ f l r n ~ r i ~ u ~  
dd* n'n~wl9da93~ goiunuon~nw edan7xdduu~~dn~ n m n ' ~ ~ u l a 8 o  1X11ri R?-IUAFIL;U 

X h ~ k u a ~ y  nna~ni%panp?"40~~n~~auu"~~ n~iuAm~AuiPnn5vred o~z&nnn~?acriu au w h  

v d  d Ba~duwadaioJiiu~n8u uuno1ndii~a~n11d~n~u~u!ai!m~~l~~~~1ps"~a~~l~~1~1da 

c l ~ i u ~ u d a ~  L ~ M  C L $ O J L ~ J G ~ ~ U L ~ I U ? L L ~ T ~  ~ ~ ~ U ~ ~ ~ ~ Y ~ J W M U ~ J I U W ~ ~ ~ ~ ~ ~ ~ ~ E ~ % S ~ ~ W  
~ m u ~ i o ~ d ~ n n i i u $ <  (perceived risk) ~ - I T L ~ R ~ U ~ ? R ~ Z U ~ ~ I &  oon~ n~son~innls!fa 

liluriu ~ ~ ~ n ~ ~ o ~ 1 u n ~ - r a d a u r n n i i d ~ u ~ 1 1 ~ ~ 1 ~ 1 1  R ? I U ~ ~ & U I ~ Y ~ J ~ ~ ~ ~ L L R : ~ ~ U ? ~ ~ ~ O ~ A  
d ~ i / s ~ n ' u ? r u n u ~ ~ u a ~ c r ~ n 6 w w ' o ; l l r j ~ f i u ~ w o  tunn~ iu idu~ i ju~nu"u t~~ : : .~~ t l~ tb3a~  R 

1 I dddd k iur t  u ~ f l  a~~un~~u~ula~i ionm~~cr~anl iunnu.nro~lu~~"snu'o~auo~~o~niss"ul~sr~iuu 
d u l n n ~ s a a i n n ' o ~ ~ n n ~ i a ~ ~ o ~ ~ ~ ~ u ~ n ~ i i ~ n u n ~ ~ ~ ~ ~ a ~ a d u ~ n w a ~ w a n ~ s ~ m ~ u ~ o n ~ : :  

E 2 "  
' lni~sni~$~il~%a ;a a h i  uuumou.r:~iw n~~dsztijuni J ~ ~ ~ ~ ~ L L R = : ~ ~ I K ~ Z M ~ P ~ O ~ I W  5 
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E d vun 5 wq8nlrunl u~ kms& (post purchase behavior) L ~ ~ U ~ U R  O U ~  

$uj~nnordnduw ~msm'rn~uIil~lm"5"uii m.riin'rwbu"uid~::~n%n~w ~ i l u d ~ a 9 o ~ " r ~ ' l i  
~ u o r f l i ~ d $ n ~ ~ n ' n ^ ~ u ~ ~ ~ ~ ~ d  O ~ ~ J O U D U ~ ~  ~1 
v t 
~~na.rLdiliim3nT:fi7n7s$a d ~ l i l i ~ ~ j u ~ < ~ u s ~ u u n i ] u & a  ~arirr  Gi~fimCu~uiu~Inn 

~ u ' n m ~ n a ~ m r n u ~ ~ n t % ~ ~ ~ ~ ~ d ~ ~ ~ ~ ~ u " I ~ n i ~ f i ~ ~ ~ m  ~ ~ n k i m a m  W a rmi~ :~mun jaa  
% A' ~ k m m a  (post cognitive dissonance) & j i n q w ~ d i i ~ ? ~ ~ ~ ? a ~ a " ~ n ~ 5 ' f l o  (dissonance 

d d'd 
theory) ~ ~ n i ~ l ~ ~ ~ f t n r ' i ~ d ~ ~ ~ u " u ~ ~ 3 f l 7 5 ( a " o  Inanqwguan7wGsldui1 au7uiTnnriu~ 

~w3y6un?iui~tilu ~ u m n ~ u s ~ u ~ ~ a u a z d ~ : u ~ a ~ n ~ n d ~ i f n ~ ~ u n ~ n 5 s n d ~ ~  Cu 
~~ld~ni1lruauiuni~dan1mn7~1i a n ~ d d  na~unj~~Rjn i i~1r i luna7uGn~i  U auwZil~iI~T 
t ~ n n ~ ~ u n j ~ ~ n ~ s r c ~ n ~ ~ a ~ ~ ~ s n ~ d n i ~ ~ a v a ~ ~ u ? ~ n n n " n ? ~ h ~ d ~ n ? i u a a u w o ~ ~ ~ . n  

8* 'd )uriloiJndl?ua~iiuci? u ~ r ~ ~ l d ~ n ~ s ~ d u n ~ ~ u ~ i l u l d l ~ u n ~ r n ~ u u i ~ a d i o n v ~ ~  

Gu51nfi U 

Y n s a ~ d i ~ 6 a  i?m~ufi7~a&n~5$os:r~nuunioln'd oulu 3 drmi~Ao 
d d 

1) n i u n ~ ~ J r n ~ ~ m ~ u l i l d h 6 ~ ~ " s a u ~ n  2) r n o ~ k ~ ~ n n i ~ ~ n u j ~ u ~ r i u ~ w ~ " s a ~ ~ ~ ~ ~ 3 ~ ~ ~ ~  
d $ A  %~uihC~un6 RTIU~?RLGU M ~ S R ~ ~ J L ~ O ~ U E I  $IRL 3 )  n ~ 0 ~ ~ j i l ~ n n i d 6 ~ ~ 4 a ~ a d I ~  - d d  n.i~iYunununua; 
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d CIC nlnn u??nu'ru aqaul (2547, ~ $ 7  5) n i i x h  n i ~ ~ ? n l ~  MUTU~IJ i i s n n ~  

~ " s o w a d s t 1 o . a d ~ ~ ~ 7 ~ ~ ~ 4 1 1 ~ 7 f  D ~ ~ ? L B U O I G ~ U $ ~ ~ ~ ~ L I M ~ J I G  h ~ l d f i ~ n 5 5 ~ ~ r l ? ~  

w a d ~ t 1 o a d ~ ~ ~ ~ ~ ~ 1 u r l j ~ ~ i ~ ~ u ~ ~ a ~ ~ ~ r i a 1 f i ~ 6 ~ n ~ ~ ~ l ~ ~ u 1 ~ ~  a t ~ n  7 ;J<U nlsu?iinm 
A d  

~ U < l L ~ U ~ 9 n T 3 u D ~ 7 4 ~ U J ~ u n 3 l u h 6 ~ k h d 7 ~ ~ ~ ~ a ~ n h i L a : ~ ~ ~ ~ L ~ 1 ~ ~ f i 9 ~ R ~ l ? ~  

s v n s d s a n ~  
3rrs"nQ fio~8pl'brrTsou' (2547, tlfi 14) n ~ i x h  n77113n71 ~ u i n i i ~  nis 

A -  A' 
ns:ri1w~~n1ru~?iiun~~d~u~ni5~diund~in~a1~~nd~rrad~ ~~U~I:U?U~IIML~RVU 

g u a ~ a ~  h%u,~ ,r$ l%Ji  Li? ~ 3 ~ 0 3  LC~IFILI bd~~lbbfl~t~ J ~ J ~ L I M ~ I M " ~ " u L ~ u ~ ~ ~ ~ T : ~ ~ ~ I  

w q i n ~ s u  ~ ~ a n i ~ d f i f l ~ n i r d ~ ~ r j a l u i s n ~ ~ ~ d b i l ~ ~ ~ ; 1 ~ a ~ ~ ~  ~ . J ~ I I G ~ ~ U ~ T ~ I ( ~ ~  
"U 2 n? iu~anuuo~n~~u"sn74  I W ~ J U  

I .  n ~ ~ u i n i s d ~ n ~ n r n ~ u n i r n s : ~ ~ ~ ~ a : w q Q n  b~~~uuniiaunid~ilwin? 

i-3u69416 
2. ~ ~ s & L I ^ T ~ ? s  ~ n ~ i ~ : ~ i ~ ~ w n ~ ~ u ~ i l u ~ j l u a  v ~ ~ ) l d  a ~ d a h ~ j l  

Q g h d  tussliund (2548, aui 93) ni i l a i i  n i ~ u ' s n m  i Y n ~ n c r ~ u ~ n i ~  
u5n~.rui~uanri lw 2 ; I ~ L L ~ U M ~ ~  A s  r n s f i n l s d ~ ~ u u u i n ' u 3 ~ 6 7  idu n i ~ i u d s : ~ u n ~ s  

a d u < n i s o ~ n  n l ~ d o u i h s ~  Y ~ Y  osr ~ ~ ~ ~ 6 m & i n ? r d ~  ~fltb~~~mn'na.jl"d~~ K D ~ I ~ K  k$u 

1aa-1 R ~ U R L R ~ ~  ( 1 7 1 1 ~ ~ 1  n a i u i  n m u d 7 u y  ~ i o n m d x i i u n i ~  ~~unic d t m u i ~ n  
1 1 ~ : r i u ~ i i t i a : h u i ~ a ~ ~  un"uI6 &a ri7 ~ u n ~ n m ~ i n l s  kh~ri nndsmitfiu n i ~ u u d ~  d 
d;nain~a;~Ra n l s u < n i s n  a4 ~i;u? ITJLL~U T I W L R P T O R ~  u R ~ ~ U W  UIYIR ~ ~ U B ~ M I S  

B U I R I T L L ~ ~ A ~ ~ ~ ~ ? ? ~ ~ ~  MU1 Llfl'Jlll L L E ~ ~ ~ s ~ ~ ~ ~ D u C ~ B  L ~ U $ N  

; W I ~ I J N  7 ~ 5 ~ 3 l f i T i 6  (2548, il% i l l )  n i i x h  n i ~ u 5 n i l  ~ u l u i ; ~  drdlli 
Y H ~ u I T ~ C U ? ~ ~  ~ l$ i r rd  a i ~ ~ r o i i a ~ i 6 a a s 1 1 ~ 1 ~ m "  L ~ U  u?n73YY?tbii7 uUnn7~m~ni5~~wn 6 

~3n7sni?%-w7 ~ilugu 
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%oauw~ amds-laif (2549, vlci 18) n h 2 i l  nl .nu?n?a~ulu6~  ?onslu 
u A , A "  Y U  w u  

a a ~ n l ~ n s r u ? u n l r r i ~ u a ~ i i . ~ n i n ~ ~ ~ ~ 1 3 m u  (intangible goods) s a ~ ~ f i o ~ n n u ~ l u ' u ~ ~ ~ ~  
~ s o k ~ i l d ~ l i ~ ~ ~ a u u " ~ ~ 1 : : ~ a ~ w u n r m o ~ n ~ ~ u 6 a ~ n ~ w a ~ ~ n ~ i ~ u 1 t ~ ~ d ~ n ~ i n f l ~ w a ~ e ~ d  

uu J' 
91nnalu~u?u6~nh?$7~n'w m u ~ ~ o f i n r r u i n ~ i w u ~ ~ ~ n " c y ~ a ~ d i ~ s i ~ ~  7 l n n ~ u  

1) ~ s n s r i l s l o ~ n s : u ~ u n ~ ~ s i ~ 8 ] 0 ~  (delivery activity) MUILI~J n75dl l f i~nir  
wia n ~ ~ n ~ e r l 7  (performance) ZR 7 Y a d  ;~~BI.$Y"S~IS ~u~ilu~l~bY$?uu^rn~s (:ncii) 

~ @ ? u ~ ~ ~ ~ D u R M D s w % J ~ ~ u ~ ~ ~ u $ ~ ~ ~ I T  

2) % U ~ I ~ ~ ~ ~ J G & R N  (inlangible goods) n w u d a  u n ~ ~ ~ " T n 7 ~ n  &Lfimmn 

Ri ln .rruuo~n~:u?uni~ i~u  au IJi~ri AmEnwi n-n?ulj~:nVta ~ ~ T I M ' L I " ~ ~ ~ S C ~ T ~ - I U ~ U L C ~  
~9~614 

3 )  n ~ w n j ~ n q ~ ~ o ~ $ ? n ~ r  (customer need and want) M U ~ U ~ ~ J  n n ~ I ~ i i l u  

~ R ~ Q = I U ~ I ~ T ~ U I Y  a ~ ~ n ~ ~ ~ f i 7 m ~ 7 " ~ i ~ i ) = : l ~ ~ ~ n n ~ s u ~ n i a ~ u  r~ 

t l o a ~ a a j  (Kotler. 2003, p. 477) n i m i i  n7suTn~a M U T ~  fii)n1au~5a 
rlOu3n~slm 7 d n ~ u q n n a ~ d ~ m u ~ s n r i ~ ~ a u ~ l ~ 5 n n ~ u ~ ~ ~  d ~ ~ a i r n l n ~ n ~ u ~ j ~ 1 ~ i ~ i x  

r. J 
~ ~ ~ ~ ~ ~ ~ ~ ~ J R ~ ~ U L ~ W I & I I B J ~ J ~ R  n ~ ~ n 1 1 n ~ : ~ ~ & n i 7 ? a ~ i ) ~ ] : 1 a  U M % I ~ ~ I ? U B ~ ~ U  

u d~ u ~ m n a r n ~ ~ u I 6  
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2. Snwmzaosnv~?nis 
A 3 5 ~ 4 s  LQSUPIZ?F~~ (2545,~Gl 7) \ G L R M O L L U ? ~ ~ ~ ~ U ~ ~ R L # ~ ~ ~ ~ " U ~ ~ K ~ W ~ ~ ~ E  

slo~n7su?n?si+ 7 t jsrn i~ &d 
1. $ L L ~ U L L ~ : L Q I I F ~ ~ ~ ~ ~ &  (smiling & sympathy) L ~ U D ~ L ~ U ~ P ~ D R ~ I U ~ ~ U ~ ~  

+uinua~;ncil 
2. ~~ounua~~ian?iuds:n~n' (early response) ~~n~n610d?~3~n l~?n 'u~oTm~1 

Zn'MrG~dedinr"san~7 

3. ~ ~ ~ n ~ a a n i i ~ n ~ i u i i u i i u  (respecfful) IRiiosipnni 

4. h wrutnis~~u?uinir~iI~~~uu s;~J"HTI.F] (voluntariness manner) LLR:L&JIPOITI 

ft-t LLUUL~KJI$ 
5.  L L R ~ J ~  o n 8 ~ n i ~ i n ~ i n ~ w w i ) ~ ' ~ a ~ ~ ~ ~ i l  (image enhancing) LLRILR~U 

n 7 v r w ~ G v a ~ ~   APE^? a 

6. n?oiaPsnlnisiau~ou (courtesy) ~ ~ I ~ W L L B : U ~ ~ L I ~ Y I ~  ~ ~ ~ U & U ~ O U R U  

7. iina7unwhn~:\a~ (enthusiasm) ~~a:nxBa?aiu~llltu'rn~~ o:IGu?~IT 
u7nni7dnimvr~t~ua 
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1. nldh'n71 u G I ~ ~ ~ u ~ ~ R ~ R U R ~ ~ ~ I $ ~ ' I  (market and customer focus) n d m  6a 
~ ~ ~ ~ u o ~ n i ~ ~ ~ n ~ ~ ~ $ i a ~ ~ ~ ~ a n ~ w u ' n ~ ~ ~ ~ i n n ~ ~ ~ ~ ~ i i i ) l a i ~ ~ ~ ' ~ ~ ~ n " ~ ~ a i ~ ~ ~ a : : ~ n ~ ~  

Iaodd7nmu L ~ I ~ ~ u ~ ? ~ ~ ~ ~ J ~ ~ T u o : F ~ ~ ~ u ~ ~ I ~ M ~ " s I I ~ J ~ ~ ~ I  

2. n i m r r ~ ~ u i ~ u i a n 1 ~ ~ 6 1 ~ ~ ~ ~ n ~ ~ u  (empowerment of frontline staff) p ? o  

m ~ l s o  U ~ S T K U ~ N ~ T  ~ n ~ ~ ~ i n 1 ~ ' 1 ~ ' ~ 1 1 ~ : ~ n ' b n ~ w u ~ n ~ t b I ~  an~slrii~u~olwnl~6m~u1~ 
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~ u w  Cnmu i n o d ~ ~ n n ~ I ~ w i n ~ 1 u ~ n i i i j ~ a ~ z \ u n ~ . r ~ m ~ u t ~ a ~ c ~ ~ n ~ ~ Z ~ w r i i 7 ~ 1 ~ I ~  

n ? l u h ~ < v n ~ i u G a ~ n ~ 5 ' 1 1 a ~ ~ n 6 1  

3. n 7 s ~ n n u ~ ~ ~ ~ ~ l l n ~ ~ L ~ ~ n 7 1 ~ i l  J ~ ~ l q 1 4 ~ 5 1 ~ ~ n ' u w M ' n  (well trained and 

motivated staff ) w r i n ~ ~ u d ~ ~ ~ ~ ~ ~ i i u n ~ ~ ~ n c l u " ~ ~ ~ m ~ u ~ a e i ~ ~ ~ w a  ~ : u ~ m u ~ s n Y h ~ l ~ ~ n "  

ari7~Edsrln5nw d~aiaa : i1 l$~n~i l t~rn~37u~df ldw o~uiali3n~~#!6~us~nw~n~i~ 
~ ~ i i ~ U d y i 2 ~ 1  i i 7 u n - 1 3 ~ i l ~ u ~ ~ n 3 :  (wlGKuwlin~~w L+U n~sni~~nlwia;li~lwuo~ 

n ~ 1 u n i ~ ~ ~ ~ l u a 1 B w l r i w r i n ~ 1 u ~ ~ ~ ~ ~ 0 n ~ ~ ~ ~ ~ 7 ~ a ' ~ n a u ~ ~ n u  ss r 5a-h ~ilwf;~infludo:: 
u d ,  P A  Y &~~<~~ l~u in~nmn?~uns:n  o s a s w d a n ~ ~ ~ ~ u ? n ~ s t i r i ~ n R " ~  

4. quand<m isu~d UT%J a m n 7 ~ n 7 ~ ~ 5 n 7 5  (a clear service quality vision) 

MUIU~J f i ~ ~ d ~ : ~ ~ l ~ n 6 1 6 0 d n 1 3 ~ : 1 ~  ~ s ~ ~ ~ ) R ~ ~ ~ : A D J L G ~ I ~ ~ ~ o ~ I T ~  ~ilfinl3lwnl~ 

11?'11"3n?~$!fidrGin%m 
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ZuGl i lTasnGinaiap?unir nqsr i~yo~ n i ~ ~ ~ u r r i i  ~ I M I ~ ~ ~ ~ ~ ~ J ~ I I ~ ~ ~  tl!m617~4 

~ 6 f i n ' u ~ ~ ~ ~ s : ~ ~ ' s t i ~ s % s n ~ ~ u d ~ : n ' u ' I ~ ~ ~  

6. nisiiilriqn61illA~n3~uninq5Z~ riaus o ln in? iun~n~~ lo~ ioo ln  
P. h Zn?nlgqn ~ d a ~ n ~ r n i u d n i ~ d ~ u a ~ ~ ~ ~ ~ i ~ u n r i o ~ ~ n 6 ~  i ? n s i ~ ~ i l r ~ f i n n ~ ~ u q f i I ~ ~ 1 4 5 ' ~  

LRUJW ~ f i n i ~ ~ l n d ~ ~ ~ l l n $ p s " ~ ~ ~ n i ~  L L ~ ~ ? $ G U ~ ~ U ~ ~ S ~ P L \ ~ U ~ ~ L H U ~ ~ ~ ~ ~ & W ~ ~ ~ ~ ~ ~ J  

s i o ~ i i n ~  

7. n isd%d~~ u i ~ a n a  ;n+hdau  wa~u~unisw'wu~~~~$M"u"Tni~  lunls 
t t 

indarYu$$u?n~~n~~1laj 7 w?lo:~$unilnmiau 7 u:~ilun~.r~~an.~ii $Gu?iuinl~~ui'lo 

n ~ n ~ i ~ u n ~ ~ n n i u ~ n ~ d ~ l i i ~ ~ n ~ u ~ ~ s n  7 l r h i o o  7 ~ a ? s ~  

8. M ~ L I ~ ~ I A J ~ w ~ ~ J ~ ~ U L M F ~ ~ U ~ R " ~  fi~lfl~i~~~i~~ij~~~"s~~~.6'ik~~1nn~u~a6i 

Q : ~ ~ ~ ~ G U ~ ~ P T ~ I T Y ~ J ~ M * L I " S ~ ~ ~ ~ ~ U  U idw n a u h n a i  lnams in%~$u\ia~dw =J iilnlnd8u 
" 4  dl 

L L ~  oarfihu~~$~:riilM"u'snisandi~~~~.r=uu U ~nn'aa$u~:man6u iinasda~!ukClaIi~ 
~Guidn7sGwui 

9. ~ ~ ~ ~ I ~ I u L L ~ J ' ~ ~ ~ ' u I ? F ~ I  f 7 ~ f l h h J y w 6 & ? ~ l M " 0 t l ~ ~  nair~uua~i jd~uv- i  

i u  d~uim~\6~~rni~ni10~ri~Zm gnnin'dtwal~um$u ~ws~rh~uiuiionaiuao~nni 
J d s rillid u? mdlu wan 

r h  lo. m s s l ~ ~ a u n ~ ~ d n ~ r d ~ u 6 1 ~ u ' t l ~ ~ ~ ' ~ a ~ ~ u ' a ~ n n  & u ~ a n ~ s v i ~ ~ w r ? w ~ " ~ 7  
u 
unn i w  (~dnl~~nni$ni ln  UL~~UFIU~~IPIM) IGqruciq u r i ~ u 5 ~ n n l $ ~ n i ~ n ~ ~ ~ w  UI m a l i  
GdnriJ~nua~anFil16T"tln~~u~ur'~il1n$M'~)"rni~ U 

I I. ~ I ~ ~ ~ ~ ? T ? U ~ ~ : ~ " ~ ~ ~ ~ L I R ? ~ U ~ R ~ U F I : I % O ~ U  L % E G U & Y O J ~ F I ? J  d u  
wsd3eIuarf and awluluni tiuda:~r~uu !FI 7 r i lGw6-Gai~  7 n ~ ~ $ i l ~ ~ i ~ l + i ~  u ud 
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& sympathy: S )  

2. m o u ~ w o s d  o ~ a i u f l s : ~ ~ 6 ~ 1 1 n a n 6 ~ a t i 7 ~ ~ ? ~ 1 " s  ~ u h l n  o9ol"u!&d tl 

din~?t ln~?  (early response: E) 

3. i~an~aanf i~n~inr iu i ia  Iri~fiolGgnfi (respecnul: R) 

4. Kn~ncrnial~u5n7r~ilu11uu ET~J~SIFI L L B : L ~ U ~ P ~ I ~ I ~ ~ I L L L I I I L ~ ~ ~ ~ I ~  
(voluntariness manner: V) 

5. u~mJnond~msinw~nlwworiua~$~uin~~ ua-~6uniwworiuoa{ 

IM'~?n75 ~ a : a ~ n ' n ~  (image enhancing: I) 

(courtesy: C )  

~ ~ ~ W M % L H U O  (enthusiasm: E) 
J Y U  m5in LM i i j~nvgaw' (2539, M G ~  5-6) b?.ih i ~ u i l  ?wd~J3:mru~n1 o~ 

a VPI n l T U ~ M i ? J l ~ ? ~ f i 3 ~ d ~ ~  6s fil1dglJ A ~ ~ u ~ ~ ? L I L W R P R M T ~ G L ~ " T ~ ~ J ~ ~ ~ ~ ~ I $ L ~ ~ R W ~ ~ U ~ J  

wolo d~ij~nnirndhiYq5 i l~znis  Fiil 
b A ,  

1. n l 3 h h J k 2 ~ a  dl4 l i l  L f l  uun"u (equitable service) l~l llflnnfinn?l~n6l 
Y 

ynnu~i inul~r i i~f iaurh n ? i u i n ~ m h n ~ ~ u n n ~ a ~ ~ d ~ t a ~ a u n n n w n ? r d ~ n ^ a ~ n ~ ~ ~ o u  
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iYu$ani~n~~uiu r~e-nitnirriiuc n i ~ l ~ ~ l " ~ n ~ s u a ~ i ; ~ 1 : $ i 0 3 1 ~  i r f i ~ ~ ~ u n ~ ~ a m ~  W? ~ ' s s  

~ 7 7 ~  U ~ P U ~ R  D ~ P U H ~ I U = : ~ ~ ~ ~ P R A ~  

2. n?d$u^smsa ~ ~ ~ J T W I L ~ ~ < M S ~ E I  17 RI (timely service) 8:llji wnmun7~ 

3. n i~~M"~"sni~a d?il LRUJWD (ample service) ~anflinlflu"Tn7'in ~ I J L Y ! ~  

~;ounicun:~viali~~~~m 172 iwawn?iun'n~ni~Iu 
A d  d ao~unnrwa~ w ~ U L - I R - I ~ L Y I U T ~ H B J " ~ ~ ~ ~  ti 

d 
4. n l s ~ ~ u ~ n l ~ o ~ l ~ d o ~ ~ o ~  (continuous service) :~ fd t l "~"sn l3n  enm?m 

n ' o ~ w i a u n a ~ i n 3 u u n ~ a ~ ' T n i ~ d ~ ~ a 1 ~ m 9 ~ v a ~ m m ~ m ~ u i ~ ~  d n ~ ~ ~ n a u ~ ~ a ~ r ~ w d s ~ 4 ~  

~"Ih.4- ~ I ~ ~ I ~ ~ ~ ~ v ~ ~ ~ ~ ~ ~ P P ~ ~ o J U ~ ~ ~ ~ ~ R O W  24 k3h4 

5. n i~u in~. ra riwfimfi (progressive service) ~iluni~u5nisC/iinmu 
d d "  

L ~ ~ ~ ~ ~ ? M ~ ~ ~ I ~ ~ ~ ~ ? J & ~ u H ~ J I w L ~ R ~ ~ M ~ w  bnnl J a  onnuacu 
nuTtW 69 U ~ T L I J  (2540, ~ $ 7  3434) n i l ? i l  L~RRRIU~~ISIGLI~ n i ~ d ~ ~ 1 3 5 d  

~nnCn~unisd~fl i~wni~m'aus"~ I A ~ l r i  inmu(utnurilunir~a4 p - n w d o w ~ o w  i iaeld 

~6o.rAgnn'ir~ua tuiiu'uuiuln wiau~rlflnmnd3o~~ln ~oilslri n7sdfldnlildZd 

~ ~ u ? n r F i ~ u o ~ n a ~  inmuannu ari-$wiiia3 i inmu~do~ h ~ i u ' o ~ ~ ~ ~ ~ f  J  PIP 
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d L L U ~ R ~ ~ ~ G A L ~ U ~ K U ~ N ~ ~ W ~ I ~ U ~ ~ I S  
I. aa~uau~uaooqnm~nnisuin,~ 

i~w& r$!ai-r:?ww' (2545, MCI 14) n h 2 i i  qrunwn?~.u in ls  vuiufh 

n~iscramnijo~n'un~~un"a~ni~~ac~nni r~uiias:6una~umnl1oua~uin~stun15i7fim 
nmu&~rnma~;nh i i a ~ s ; 6 u n ~ i u ~ ~ w  olquo~$n6~~6s ln l$?uu?n7~~d~~R'3  

y wmrrcu 2nrumfiad (2548. ~ u i  178) n r i i ? i l  ? r w n ~ w n i ~ u i n ~ r  ~ u i u f ~  

n i ~ ? u ~ ~ o ~ ~ n n i ~ ~ s ~ ~ u ~ r u n ~ r m ~ ~ ~ ' ~ n ~ ~ ~ ~ u a ~ n ' u ~ a i u ~ ~ ~ ~ ~ ~ ~ ~ ~ ~  n ( i i ~ a ~  i i I j j7 

;n&~rlr i tnuiuuin75u7ria~  ~ i ~ u ~ r d o ~ r ~ a ~ ~ ~ a ~ u ~ n ~ " i ~ . ~ " ~ ~ ~ s " ' ~ ~ " ~ n i ~ ~ ~  gnnia: 
u v d  n u n ~ w n i + r u Z i n n ~ ~ u ~ ~ ~ ~ n ~ ~ u " 4 n ~ ~ 9 ~  J asr7nnkdpnni ~$~u~illu?rnaaa:~fian-~~ 
u u d  n u n ~ u n 1 ~ ~ u ~ t n u ~ n ' ~ ~ 1 ~ n i w n 1 ~ ~ 1 " s n 1 ~ l d ~ ~ 0 0  7 n ~ ~ n u n ? u n i r i u f q m n ~ w ' ~ a ~ n 7 1  

uimra:~au~~d~nin?.rX~~il(a"a (intention) u5nim a~gnsiilwoum~116 
%UIIRUWR T-I~~T:LH?~ (2549. MGI 106) nrimii  qnm~vmq.ru?nlr rnuluii~ 

dd n n i ~ ~ ? n ~ m n ~ s ~ n w n l u n ~ ~ u ~ a ~ n ~ ~ ~ " s a i i i t b n ~ ~ u m ' ~ ~ ~ i a ~ p n n i o w r i ~ ' l n ' g n n i ~ f i ~ n ~ ~ u  
dd s w o I a u a : ~ ~ n n ? ~ u ~ ~ ~ " n ~ n ~  i ~ j l  U ~ ~ ~ S ~ R L B A C I ~ ~ C U R ~ ~ ~ ~ ~ J ~ ~ ~  ZD i ~ i p ~ i l ~ j ~ n v  

~ ~ a m n ~ ? d ~ ? r ~ s ' ~ ~ m ~ n  OY RUN a d i d  L G U ~  ~ u ~ n i ~ n ~ s u i n ~ ~ ~ u ~ ~ u n i ~ u ' ~ n i r d ~ ~ p ~ ~  

u7n J.~:~IJ~-J fudiurirns88ulo nu6~$dqfiu 
J 

WlnyTl%JlU, ~ t l # $ J ,  rra:Lue.r (Parasurarnan, Zeithaml, 8 Berry. 1995, p. 41) 

n113h ? n m w n l r u ^ J n ~ ~  M U ~ U ~ ~ J  ~ m ~ r n u ~ ~ n ~ u n ~ ~ m a ~ ~ t b a ~ n ~ ~ ~ 1 6 a ~ n 1 ~ ~ a ~ p n 6 ~  
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~jisaC~uiri~ulJ~:aun~~n~~wn~m1~xi~ ullinaln liu~u~~~i~~iu~wn"ilorn;iowuuu~n' 

~J i io : i~wn i . rannuu '~~1"sn i~Z~~ ~ ~ u d a ~ n l ~ n l 1 ~ n 4 i ~ r i l u  d i u l l ~ ~ s i n i  nianl~ 
d d "  

a ~ ~ f i u  ~~uuasnunu II rinyu~u~ugnnn~~u! D wBnn'run'~"Tou^sni~dw 9 I U ~ I W P A ~ J  q 

il:r~lrioun"u~"sfiA'~u<~uin r ~ t l n ~ a ~ ~ ~ ~ l n ~ i ~ a t i i ~ . a ' m t o u I B i t l ~ n  L ~ U  L ~ ~ S ~ I T Y " F I ~ L ~ ~ S G ~  
d d und rrd nrnu1n73 Y " s n 7 1 ~ a ~ l s ~ w  rr7u-m U ? ~ ~ I ~ T ~ W ~ L C ~ R  D U  n~ru"srn>~~mr~am มห
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n?s~~sis<u 

2.2 ~%d5u7sra d ~ z n a u h r r  
2.2.1 and~~%4iulwnir~~duu'ai inw mn n ~ r d J r i i u s i o ~ u i n i u r ~ f l ~  

u'ofinwrnnelnnld$u'Tn7~ daurlil$~'iu~iil$iw L%L?RI L ~ ~ L ~ ~ L ~ J J ~ U W C ~ J ~ M ~ ~ D J U ~  

n~uudu oe:nlrg!~6u~nn'7 kZ~n isd iud~~~+ io  t i  0 ~ ~ ~ 3 ~ r r ~ l 7 w \ t b n ~ 3 ~ ~ u ? n i ~ d a  IJ 

li~oiinciiI%4~u ~rarna-~lurnsuf i ik~f i~~ wa7m &irnisn~?wd~nnii rrdl~dadoaU"(a~i1 
Y n i w a n i n n u  nir~maiuufi$af m w ~ ~ m ~ ~ ~ n ~ ~ ~ r r n " l u ~ ~ ~ v r ~ ~ ~ " s ~ a ~ ~ ~ : : ~ i n " l ~ ~ f l ~ f i ~  

J W  2 
nn~~hua.si lyn7 &lu~qnu~uurifinuualm' u s n a i n u n i s ~ l ~ n f i \ ~ l i l d a . d a ~ m o ~ n ~ i ~  
d p r u ~ ~ u ! d ~ z ! ~ u u ~ h  ~ ~ ? ~ M ~ $ ~ ~ ~ L ~ ~ I ! J ? D L I R :  25 

2.2.2 L ~ O ~ ~ ~ ~ L ~ R R ~ ~ U ~ ~ I ~ ~ Z U L I ' I ~ I T ~ ~ Q ~ ~ U ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ O S I I I U ~ ~ ~ ~  

u d i ~ ~ u t d u ~ ~ u ~ r n o n ~ i u 6 a o n ~ s u o ~ ~ n k ~ d  t c i i i \ ~ ~ n n i 6 a ~ w l i l m i o m  u a ~ ~ h 1 4  
q ~ f i s a ~ ~ m  t i ~ ~ i ~ l ~ ~ q ~ n j ~ u ~ n f i i l e ? ~ ~  IW M:LGL~CU~I~~UTI  L ~ ! ~ L L R : ~ ~ ~ U L L ~ J  

na~n~ingnni ln J ~ ~ a r . ~ i n ~ n ~ ~ ~ . ~ ~ ~ u ~ a ~ a ~ u n ~ ~ l i s n i m a r ~ - i ~ ~ d s u ~ i l u ~ d ~ d r i ~ l ~ n  

ctl 
o i%u  (Martin. 1995. unpage) nfil?'h n?lu h @ l l a ~ ? ~ n l ~ n ? ¶ t l ? n l ~  

Inaij~n?wa~n'n 4 i l x n i ~  k d  
1. r n ~ r u i y ~ 8 u h a o q f i  i d s ~ r i n ~ n ~ w a  cdil.j:nnunisim 9 K u i ~ l d  

Y n a l u i i l n i y < u n ~ s u i n ~ ~ u ~ n ~ u  ~IT~I;~APT~IJ 9 B ~ i j m ~ ~ i n ~ ~ ~ 1 d n " u n ~ r t M ' ~ ~ n i ~  

rio w e l ~ n i m ? r g ~ ~  ~ ~ w ~ a ~ ~ ' ~ i i ~ a ~ Z u o ' r n ~ i ~ ~ ~ u i n  

2. n v a d ~ ~ u u n i ~ ~ ~ ~ s d  gc$u nlruinmii a ~ ~ u ~ i o n a  qn$dr?nrilu~14wnm 
Lrd~Y'un'Yi L L ~ J  L L R : ~ ~ ~ J ~ ~ ~ ~ F ~ ~ ~ ~ I U ~ I W ~ I S Y " T ~ ~ S ~ ~ I M ~ ~ ~  i i i i o r i l w y ~ h n 7 w  

1 6 ~ f i n ~  ~ J I ~ W ' D J ~ ~ ~ ~ U L D ~  

Y ad 3. n ~ ~ n s i a ~ n ~ s u a ~ ~ n n ~ n ~ u i n u ' u  l i a ~ a l  n i lqf iulsn o$uqnu o ~ n l s  
Li A u d d ~ n d a i a s i l  p n ~ ~ i l i j n m u ~ u ~ n & t  irnmun'ummsu-m$~ n ~ d n ~ u n i t w  an.~:lmiumnu 

?nm-~w i~ui:nufiul~n~adi~rEis~!rirFju~wn ~w1~e~nni~ni l l i lw6~~/n 'a t l&?ui iu~~~h มห
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d t  
A ~ ~ ~ ~ ~ c i l r B o l f l u j n ~ q i  ~ n $ ~ u j r i l u n ~ ~ r c i i ~ ~ n ~ - \ ~ i  I , ~ ~ ~ o ~ ' o n s i ? u . a ~ n ~ ~ u w u " ~ ~ ~ u ~  
o~nrnsdo~rinsO?flbn7wni~u"~nq5~G riic~ac 

3. dsnii~qmn?wn~.ruinlT 
dud 

3.4 n 3 ~ u ~ o l  uuo J n-nd~nS~?mn7n uqnnwildtYmiunu~ IIIT~JJ 7 riw 
" d' 
RJU 

Cwui i p l I s : ~ ~ ? ^ ~ ;  (2541, ~ l j 1 5 4 )  niimil ni~d~:r i iu?w~w ~ u ? o C r  

n l r s i ~ ~ ~ u ~ 7 u ~ ~ a i ~ n ~ i r f s " f 9 " s a ~ ~ 3 0 n a ~ ~ ~ 7 u n " 7 3 ~ u ' 7 1 ~ ~ r ~ ~ ~ ~ ~ ~  i ~ a w i r n u ~ y  us 

~ ~ % R ~ ~ - T ~ ~ ~ I T ~ ~ J R " ~ ~ ~ ' Y I M R P ~ ~ O ~ J  dll~lfl 
gwu ~nanuun' (2542, ~ii? 197) ~ f i ~ a i u r r u ~ u n i r d ~ t ~ f i u ~ r u n ~ ~  

i~mnI~r~0u?runm ~ u q u i i ~  ~ . I I U ~ U ~ I ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ K D ~ ~ ~ ~ T ~ ' W W ~ U ~ L ~ P T L I U L ~ ~ I I U ~ ~ ~  
d u -  

rnrusiu~aq~u~w ORCIRU?NF~T ~ ~ J & ~ ~ ~ ~ U ~ L ~ P U ~ : G ~ U ~ W ~ O J U D  J ~ ~ T ~ ~ L G M ~ T I  

oa~nsru' ignm. ira:a8n & q n ~  (2545,  MI^ 1 2 ) 1 6 ~ q d m i ~ ~ ~ i u ~ i l 9  
a -a 

d7-h nid~:~iuqnmmwfii n l 3 d r n 8 u ? t u n ? w n l ~ d a f ) ~ ~ i ~  ~8unr:uaunmd5nIlu 
PI UP, z c i laa~ynn~idgu R J I M I M ~ * ~ U F ~ ~ J  7 n ~ u a ~ i  ~ua:~nr;ninuru-Bw 7 d i ? r n i i i a n m  

u F* 
~ ~ ] u ? ~ J ? u ~ ~ ~ u \ ~ T Z ~ ~ ~ L ~ R ~ $ ~ ~ ~ ~ ? U R I ~ D ~ ~ J L L J U O U  M L I ~ & ~ T $ ~ ~ J ~ ~ s I  O R U W P ~ ~ U R L ~ I Z L Q U  

Y 
~ ~ ~ ~ ~ ~ M ~ ~ ~ ~ u ~ R ~ Q ~ u M w u ~ I u " u o J ~ ~ ~ I ; u L ~ ] M ~ ~ u u  u a r ~ n ~ m ~ ~ ~ u u u u ~ ~ u ~ n ' u ~ ~ n ~ ~ b n '  
ninlniiu~ijd1e~n%n~w~up1~~d~u7~il~~ss~~m uha111 

n u a i l  f i a u r ~ u  J (2547, ~ $ 3  194) lSn~111~~1tl<ini~da=:~D~~mn~w 
d u a  ~ u i u n a 7 u i i ~ i ~ n ~ . r ~ k ~ t b t ~ I w  a ~ ~ 4 u q a i ~  M ~ ~ ? I ~ ~ U ~ U ~ ~ T ~ ~ ~ U ~ M M U J  n n ~ u m w i ~  

v t a l ? f l o n r u d i u a ~ u i ~ ~ d ' u 7 ~ a  d l  J 

v~nnnu~u~uvo~rnsll4:~fiu~rurnwdni~2u~ui~c* @ F i L ) a ~ ~ n i i = ~ ~ d  

161 nislls:lijuqmmvr MUTUBJ ns:u~wnis&qatl4Ti~ oa:~tari~iiaulwn71Cwui 
6ai+uqnrcil ~ ~ i u ~ n r ~ ~ : n u n ~ ~ u ~ ~ i ~ ~ ~ i ] r i u ~ n ~ ~ a u e ~ ~ ~ ~ n ~ . r n i  b w n v  ~ y o A ~ ' o u ~ n  

~ i h ~ ~ r ! m 3 d ? ~ ~ l f i " ~  ~ ~ ~ ~ " F I ~ ~ F I u ~ ~ ~ I s z R  7 n'mu n'u~fli~u~niw?ll.r:RJd M% 

~n na4; rim urn15 
3.2 r r r s ~ n ~ ~ u ~ m ~ a : a d ~ ~ ~ ~ n i ~ d 3 = : 1 S u  

u 
t d, 

~ui?; 66 (2548.111h 72) nh-ail nqw~rnnl~r~ijuuuumwn'u 
dd .. d n s ~ a n q a g  odatnqu~u?n~dr=a~6ia~~:~a~n1'1~~un1~d~=:~ijun6~~n'u ua-aiw! 

?n tdu?~n'os aa:~fi4i~~~uni1t0~'IdZIn"Lai~t?~0~n'u k t u  nmlo~8u~n~Jrnmih 7 

n ? a ~ ~ u ~ ~ ~ ~ n ? r ~ r n 8 n ; d ~ ~ u i l ~ r ~ l l ~ ~ u u ~ d ~ ~ ~ i ~ ~ o d ~ ~ 1 ~ ~ ?  L ~ ~ ~ J G ~ ~ P T J N ? ~ ~ J  
d Y a n i ~ u ~ n R ' o u n ~ : % q d ~ r ~ ~ n ' ~ a ~ n ~ ~ d ~ : ~ D u  s1uAo~6d~:nougu 7 n~uorian71la' 
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U sd n u u h  7 ~~acdsr&a~~~lr~6?'~1il~nn7s~.a'~d i i u u ~ u  7 ~ f i u f i i 6 ~ n ~ u d ~ h l ~ ~  w a i n  u 
u- J 

R ~ L I  iiu~n-aiufinrrfir,~~l LLUUWI~~IT~I~L~~U l ? n ~ u  

3.2.1 ~ ~ L L U U ~ ~ S ~ T Z L ~ ~ U ~ I O J ~ ~ ~ ~ U U I H  (Cronbach) i i n a l u ~ A ~ i 7   IT 

d ~ r ~ i i u ~ i l u n ~ s ~ i i u ~ ~ u ~ a u u ' a ; ~  i i a : n ~ ~ I ~ r n ~ ~ u ~ n ~ ~ d a n ~ 5 6 m ~ ~ 9 i l  Ioul%~~uqn~.sn~s 
d ~ - $ u  4 L L U ~ ~ W ~ J ~ ~ L L ~  n v i n  W~SIU?U~IS nl~?~Kn~lmw~a~i ;nd~=:katb  ~ ? T % I  

n"crun8 ~~arn-1s5slm7uw a  
3.2.2 ZIJ ~ w u n i s ~ E w m m ~ ~ ~ m  (Striven) r i l u i i i l ns~d~ i  ~ ? u ' E ~ J ~ " I J  

n i ~ ~ ~ u r ~ u ~ ~ a l l l - r u a a $ a { n  u~~rnu?uffi~g1a~ni5d1f b5u #a nis~$~au'anmR8u?mfii 

ua~fhnssu n75Et~~lih$ J! 2 iin WIM: Ig~illri ~~IIIS~LGUS:M~+I 447 ~GURIT (formative 

evaluation) 18rn73d'ir ~5l-a~ a72a (sumrnative evaluation) 

3.2.3 ~llauunisd~riijwuaaarnn (Stake) ~ilun1~drrrijudq~~riun7.nfiu 
~?ur?u&us~inwslu 7 irtl ia ~ d u h u ~ ~ n ~ i ~ ~ ~ ~ ~ ~ : u u ~ ~ b ~ u u  bbar~n3181~~7~1 iwm3 

;U 
d 3 t t 0 w o : ~ u n ? l u M u l u ~ b ~ ~ ~ 3 7 u H D R n ~ O J L % 3 1 ~  RLl R ? ~ u ~ ~ $ M $ L ~ J ~ M ? w ~ ~  1LR:WFI 

e n k 

uo~ i~u~t~rdo~n ic  s?unan~.rdguni~arwew5a & ~ n d ~ c ~ ~ w a : 6 a ~ ~ ~ u i w 1 ~ 1 ~ l u ~ t ~ n r d - r u  

~ih&Guqruci~lA~u~::au 

3.2.4 L L P I ? ~ ? ? u ~ ~ ~ ~ T ~ ~ w N ~ ~ ~ u  (Alkin) r n ~ ~ ~ ~ f b n ~ z ~ l a u n ~ ~  
ud d o ua~n~mlmlanCay a u~rnn~ns:uum1aw~p1~d~daz~0'11d rAadi~nwada;nuuiw7illu 

nq~cmkI9 n'io t i  o~8unou~ni ~ Z u n - ~ ~ i ~ f i ~ n ~ ~ u ~ " r a I n s ~ n i ~ I  7 

3.2.5 L L U ~ R ~ ~  ~ R ~ ~ I T ~ T : L ~ ~ M ~ O J ~ ~ ] S ~ " R  (Provus) i ia n?afiivrum~ntx6 
d n~n-l;iwni~~u~i.da~i~~~::~i~~n~~~~riru~3isp~u~nnm~u~n~;~unri1nun idal~an7?:: 

pY u k n i i ~ ~ i l w 6 ~ a ~ ~ a ~ : y , u ' a ~ n w  ~OJPIOJIRT~~IS L L ~ ? ~ ~ ~ ~ G ~ ~ " c ~ ~ I ~ ~ ' I ~ s : I G U B : K O J  

47 tffu~1ln-~uin"lrlnr~n71 v 

3.2.6 ~ L W ? R ? ~ I I ~ F ~ ~ ~ ~ ~ ~ ~ : ~ U ~ ~ O J ~ ~ ~ I ~ ~ ~ L J  (Stufflebeam) I I ? O ~ ~ I U U ~ ~ S  
e d d~:~Guun~Brl (CIPP) ~ i l ~ n s r ~ = u n i s ~ f i ~ a ~ d ~ a l s a u ~ n ~ C I i ~ : I o ~ w  iwnriiu115 

ds::nauluni~6aGul~1 ~mu~~d~n71d1r~Cuaan~ilu 4 h r n n  14uri n7~d.r:~Ounix 
A ,  X u a d m  n - 1 ~ f l r : ~ 5 ~ 6 a l - a  n i ~ d ~ r ~ i j ~ n ~ : u ~ ~ n i ~  L I B : ~ ~ ~ ~ : L ~ ~ U G I  a W Z ~ Y I L ~ W ' L I U  

J 
W1T1$11)J111. ~ I L W U ,  LLRZLLUSI (Parasuraman, Zeithaml, 8 Berry, 1995, pp. 

41-50) ~ ~ ~ ~ n w ? ~ ~ ~ d r ~ u u n ~ ~ ? ' ~ ~ m n ~ ~ ~ ' s n ~ ~ ~ ~ a ~ n ' n ~ f ~ i  q rdu aw7n73 Gdaurn 

i i r in~ luCq4 Uin-I~Gnttri~ ~owYun7sBnw7 11aw o ~ m s  Is~nsu riluEiu Iwufim~tYn 

n ? l u i ~ n n r i i ~ ~ - ~ i i ~ n m u n l n ~ i ~  i~rrm~riu~~a~~nniduiiuuimsiilun~n u~:isowf 
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Lnm-miTnumnifrmdil u ~ ~ u u ~ i a o ~ i a ~ i l ~ 9 p  (gap rnociel) hil~~xriwix 5 ~15ml.i 
* J m3u 

d a  a 
1. dn~iwd I (gap 1) ~ilwda~im~nnuurniwm~~~m~flu.ua~~n61~i/u~~u 

n ~ ~ u i n ~ . r d n i m ~ i ~ ' l i ~ ~ e r n ~ ~ u ~ n r d u v i l ~ $ ~ u 5 n ~ s ~ ~  ~ ? ~ U R ? I U ( I ~ ( I A ~ J I ~ ~ ~ ~ ~ I  
2 b A d  ~a~i~~uri~lM'iiinwans:nun'an~i.drr~Duwava~~nnisisnwn~tru?ms guuunua~ria 

.dEiJilJ%o 

1 .I u~nnlsdnwlft~n?iun'a ~ n 7 ~ ~ 1 a : n 3 7 ~ n ~ m ~ ? i 1 " ~ 1  ocgnni 
r .2 ini~lnui aiamsdria U L ~ M ~ ~ ~ ~ M ~ ~ J $ M ' E L ~ ~ ~ J ~ P ~ H ~ ~ , ~ ~ J ~ U F ~ J  q 

u Y 

1.3 ~7 U J ~ W U ~ R Y  f l q a ~ d ~ m ~ i ~ ~ ~ ~ ~ t l n $ ~ f l ~ n ~ ~ ~ a i  EJn~~ln(lI~~jnl3 

~uT~viilri%~nd~&~n$%u"Tn~~~9~~i]~an~u~d o"-~w"u"an~~u"uI~~~~bcii U 

2. ~ O J ~ T J ~  2 (gap 2) t ~ u d a ~ i w d  ~~n~u4 lsmi~~n?~u~61~d~°~~~$ l ; iu"sn7~  
d' 

~ ~ o ? f i u n ~ ~ u n ~ ~ ~ i ~ u o ~ ~ n n i  ~~a:u 'o r i~~wnda~qrun~wda~i7~ur i~ ld~~m~s~n1rnu ia  

qnm~wuimsIuyuua~"uo~~ndii iiilacu 4 ~ ~ s c n l ~ d ~ i o - r i a ~ ~  a 

2.1 G M ~ ~ J L ~ u ? ~ ? M ~ w u ~ P ~ ~ I ~ B ~ . ~ " R L F ~ ' ~ ~  

2.2 uimrnsiu~widn ~~LGUIG 
2.3 i j ~ a ~ ~ ~ m l u n i s l a ' ~ n n l u ~ s i u o ~ ~ n a ~ n ~ d i l ~ r i ~ l ~ - J ~ u u " ~ n ~ ~ ~  

uln.r;iudrilrilw ~ ~ ~ ~ n a ~ n s a ~ u ~ ~ n ~ u l l ~ : : n " ~ ~ a ~ n ~ i ~ ~ ~ i i ~ ~ ~ n i w ~ " s n ~ ~ ~ ~ $ ~ ~ ~ ~ ~  

F ~ ~ L H U O  

2.4 ~ r i ~ ~ 1 7 ~ d s r r c ~ ~ ~ ~ 1 ~ ~ ~ ~ d n ~ ~ ~ ~ ~ ~ u d n " ~ ~ ~ 6 t ~ ~ ~ ~ ~ a ~ ~ n ~ j ? 1 ~ e ~ n ~ ~ u  

~ I Q H ~ Y J  
A s  a 

3. $04ilJd 3 (gap 3) ~ i l ~ d a ~ i i ~ n ~ n ~ % ~ ~ r ~ i i ~ $ o n " 7 ~ u m i " T a d ? b l b n  LLRL 

3.1 U ~ U I ~ V B J ~ ~ R I ~ I ~ I ~ ~ ~ L B U ~ T I M ~ B ~ I ~ ~ I D ~ ~ ~ U ~ M ~ ' ~  f i i l i h n l ~ i j  

R ~ I U F I ~ ~ ~ M ? U J E I  d13~3~037~d$l 

3.2 u l n n ~ n ~ r n 7 ~ ~ n a u ~ u d ~ i b ~ u ~ u n 7 r i 7 ~ 7 ~  Y~T~~Iu~ITI~L~~RIMIFI~ 
3.3 u n u , n < w o $ d u a ~ ~ n s ~ n 3 d ~ ~  W I U I ~ O R O U ~ U ~ ~ $ I ~ ~ ~ I A ~ ~ ~ . ~ ~ I ~ ~ ~ ~  

gnninl ~luuncpnci~ni fluan 
d *  X 

4. h ~ i ~ ~ d  4 (gap 4) ~flu~o~i~~ninnuur:ni~~n1~'~"4n1~i]"s~~Zfi~~ri~n~~ 

~ ~ a : n ~ s ~ n r i e i u a ~ s I ~ ~ ~ ~ n d i ~ ' I u i ' T a ~ ~ a ~ n i ~ u " ~ n i  n~s8mdndo~i~n7 u w a n a : ~  wada 
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n ~ ~ u n ~ ~ ~ i ~ u s ~ ~ n ~ ~ i s u ' ~ m ~ d ~ w ~ u ~ i ] ~ i ~ ~ u '  d ~ l $ ~ f i m ~ a n 3 ~ n ~ T i a q l ~ n l ~ ~ i n l ~ 3 ~ n  

gnZu~atan6 PI ili[a~d~uneiodatii~u"#a 
4.1 ~7nn?si t i ,dadnm~1~~1j1~~~76n~wdl 

4.2 n i ~ I G ~ ~ f q ~ ~ ~ ~ ~ $ ~ ~ i n ~ ~ ~ l d  

5. + a ~ j l ~ d  5 (gap 5) L J U ~ ~ ~ U U R ~ ~ I J T ~ M ~ ~ ~ U " ~ R ~ T ~ ~ ~ R ' ~ ~ I ~ Y I ~ " P ~ ~  LLR:: 

y 's rnT~ ln ' r "y954  

. d a ~ i ~ ~ d a ~ ~ n m ~ m t ~ ~ 1 a ~ d ~ d ~ l i n 7 1 a m i 0 3 i ~ ~ n " ~  5 dr:ni~ Q ~ ~ r n m ?  
- u p .  u~o~nn7lui~1sn~ulua~6ns ~ T T ~ R G U I O Y B J R ~ ~ ~ ~  LLJU~RLLR:LL~RU O : L Z I U ~ ~ R R R U  

U 

;nmm wuirnsii g ~ ~ i s X ~  Iunlsi~?runl wufn~s ua:,-nm~*LLuuha ~J&:~M"MMG-~I~~! 

u i n ~ s d ~ n ~ ~ r n n r r i ~  u~zmsuin~sd~nni~ni7ilr1n*~u 6 u o ~ ~ u u u ~ n ~ ~ a : ~ ~ n 7 ~ ~ a J  
d X a a ~ i i ~ d  5 ~ ? a d n ~ u ~ u ~ u u ~ u m s ~ ' d 7 ~ ~  O J $ O J ~ ~ ~ I  B~i in?~u l tu r iw+f i~n i ra iu11~~~7~0~  

Itbn7w 7 
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d 
nu? (Parasumman, Zeitharnl, & Berry, 1995, p. 41) 
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4.3 ?+~~6a9ilil:i~liniiCqfiq~7 

4.4 ~~~rn6i I~n~yni l iui~un'u 

4.5 ~ ~ ~ ~ " R k ~ i i a a i j m ~ K u  

5.  nlsa~lna3n;n6-1 hm.rnmu8n i i tuidnnau~un~~~iuw alavaqnib 
u a : a ~ j ~ i i ~ t l u ~ ~ a ~ b d t b i ~ ~ i ] d ~ ~ i 9  o ~ ~ ~ n ~ n n ? l u ~ n ~ ~ ~ ~ ~ a ~ 3 i ~ n ~ ~ ~ 1 " ~ " ~ 1 i l 9 ~ ~ ~ 7 ~ ~ ~  

io~lnoulnmsguwk2n$~;n$1'7 ~ ~ ~ i i u d s d u a f i i ~ ~ n ' 5 ~ u n 3 ~ ~ 6 a ~ n i ~ ~ ~ ~ $ n 6 1  i ~ a z i q  
d 

d l  J o . a r I R j n i ~ ~ u ~ a i i ~ q m K n w m t ~  u;ln-I~finlsn~d u 

6. nqs~~udi. :8n%n~wlnoa~R'u~ n n ~ n r ~ ? o w r i n ~ ~ u  wCn~iuyns:<u 
h o ~ a w i r r e o ' u d ~ l i i n i s o : ~ n 8 1 a ~ i 7  iilu6uiunaua~qorn~w L L B = : ~ ~ : ~ I I ~ ~ I I . Y " I I O ~ ~ I ~  

FIdd 
I G Y " s ~ I ~ ~ ~ ~ J ~ ~ J ~ T = : ~ u I G ~  iaui3u ~d o~*~~!~$I\JMM"Is~-I tl n"u b u nlsa<~~%tb~mwn~$ 

~ f i n n ~ ~ u i ~ u i u ~ i r u w ' a ~ n ' a ~ ~ u ~ d e ~ ~ a 5 " ~ ~ ~ 3 1 ~ \ i ~ ~ a ~ a  uscn~iu~nii luuijd~u~ilu 

~ C i ' l u o ~  i i r i ~ a j l u ~ ~ o n l s ~ d u t ~ ~ ~ ~ ~ l ~  i ~ a c i i u ~ n w : n i ~ ~ n 6 ~ n 7 ~ ~ ^ 4 n 1 s ~ b f l ~ ~ ~ i  7 

m a  wqurmi ~ ~ u n ~ r ~ n w ~ ? ' r m u n s s ~ a ~ 6 n ~ ~ ~  a~n?drs"fl"%nisa ~ i i ~ ~ i a i d a ~  

Ircinw' iiu~P~lwlsau' (2547, nlii 767-1681 ~ I S ~ W I ~ N ~ ~ W  ~ i n v 1 ~ 1 ~  

hdrlwn~rfi~n~sna~muinlr ~ i ~ i i ~  u ~ o ~ n i s d ~ r ~ ~ ~ 7 1 - b 1 ~ ~ 1 ? n l s b 8 u ~ ~ a ~ ~ ~ " f l ~ ~ i ~ ~ u  

~ i d b i a ~  w a 3 u ~ u a i l ~  a r r n ' u i r n ~ l ~ i  7 ~4 an ui l~ua~~mun'a~nisu a4 +:Inndiin-~s 

idiuuuriil~nilasl~~m dnil-Gau~?runiwn~s'LM*u~n~5 k i o l d d  
1. U ~ W ~ S T U I J % ? ~ M I ~  (major service innovations) D n15d13 R T ~ R ' Y ' S ~ ? ~  

~ iYn l~a i i  ~~"srirnuilu~rninu~riau u " ~ n ? ~ 9 n i ~ n ~ m : ~ ~ : % ~ a i ~ ~ ~ n w m r " ~ 0 ~ ~ 1 3 n ~ ~ ~ ~ ~ r  

uua~1i~Ifani~lGGni~ 

2. u<anssuns:u?unis~~u'Tn7~~~ J (major process innovations) ddu 
J *d f i n ~ s ~ n ~ d ~ a ~ ' b n ~ ~ ~ 5 0 n ~ : ~ l a u n i ~ 1 ~ a j  7 IwrnsI$uillfn~s a~7amrlriuf n~~nuu'by~~jw' 

~ ~ ~ I I M " w " u ~ I ~ R I ~ ~ ' u  PL w nds:bcl.a~uin$u 
3. u?nlsInd (new service product) l i l u ~ ~ n n " ~ ~ a n " I 1 1 i 8 l ~ s " u n ~ i ~ ~ n ~ ~ ~ 8 ~ ~  

~5l jn l I s"~ l^ rn i~0~I~ i l~)~UIU ~ J I L R W  JIGL*L~~u~;P~~~I w L ~ u ~ u I u ~ ~ ~ L I ( w D u ~ ~ ~ ~ ~ Y ~ E ~ ~ ~ ~  

mo~awulrir~rign63~Qua~7Tiou 

4. nmu UP u rn tl ~?nniU41"~5n71 (product line extensions) L ~ ~ U U P S ~ ~ T ~ ~ Y I ~ ~ U  

Kninwor:ua~nls~iu wlan'wn"t~ J 7 ~ui ld lun~u wlnniw.n'iloaYu ~~a:ni~la7Pnls 
I~"u3ni5auul~ ~41imndqa aadd;i7n"?n3~1%biu 

5. n-nd?ully wlnbiblb6 (product improvement) lillWXtd L M L L ~ R J R N C ~ W ~ ~  

us4 w l n n " m n ' ~ l ~ u i n ~ ~ a  dluil~?uic 
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6. ~ d i  L I U L L ~ R J ; ~ L L U U  (style changes) i i l ~ u ~ a n ~ ~ ~ u o q  w ~ m n ' b l b - d ~  ~dfi1161' 
i 7  udTn B ~ $ J  ~~~~uir~~i?w!6<m~~tb~n63tl 

5. nwnhr n l ~ l ~ s n l ~ n d r i d ~ c n " ~ ~ ! ~  

awn psrnnjrmGn, us-ninnl ayiifiwufia (2548, ~ r i i  166) nri12i~ iilu 
" *  2 

nu?ni~lunisni~~~~lud~:6ulil~r~n (first impression) ~ ~ ~ ~ R z I w ~ w ~ : u ~ u ~ I T u ' ~ ~ ~ s  
a h n ~ u h o ? m i w n ~ s u i n ~ ~  (quality service) ~ A ~ D ~ $ < U ? ~ ~ ~ ~ J G ~ J U ~ ~ ~ ~ ~ L I F I ? ~ U  

9i4ls Glun%n ~ ~ s r ~ ~ d a n ~ i u n ' u ~ r n s ~ o ~ ~ n R " ~  $3i?u~:ni~n~d~i~snisi~~~oi7$~~.ri~ 

U R : ~ I ~ T ~ I U ~ I J ~ P ~ ~ ~ T ~ I ~ ~  
5.1 n l s l ~ m i s i  i ~ u ? l ] ~ r ~ v  (tangibles) 

gwu7 ~ ~ ~ i ~ a i l i n r ~ a  (2548, ~ $ 7  99) n f i m i l  n i  J U ~ ~ I T ~ L ~ I W ~ I I I ~ ~ T U  

n u i u i ; ~  nii.u?n7r&-iiluii~ 7 s:~a~mu~snri~n~~~nd~n~amb~ianfi~6~~~u~~~6~a~ 

n m u a ~ k i h  Y ? ~ ~ ~ ~ ~ ~ ~ J L ~ u ~ ~ E ~ I u u ~ ~ ~ ~ ~ u ~ A ! D s ~ u  ~ d u  $ d n d  L R $ D J ~ I U ? U ~ ? ~ W  
" A d  

a r n - r n d ~ ~  7 i$-w,uqn ~ u ~ ? a ~ ? ~ ~ ~ u i l ~ w n i r m n ~ ~ d ~  $ ~ ~ i l w c k ~ u d I : n a u r n 5 ~ ' r n i ~ ~ n  
" 642 

i l r i ~ ~ ~ f i a ~ ~ r a ~ m o i s n ~ i ~ 1 ~ " ~ ~ ~ ' 1 n ' i ~ i ~ ~ n i w n ~ ~ ~ " s n ~ ~ ~ ~ ) ~ ~ 6 % ' ~ ~ u n t ~ 1 t l ~  l ~ a o l n p r  

u~tYuKu5u?uimsa$uo 7 ~ilunic 
qwl?ssru 3 ~ ~ ~ 3 1 f i a 6  (2548, nli i  188) niii3il  n i s u i n i ~ d ~ i l w  

idnssu nu7 ~ A J  ~ T u ? ~ ~ ~ L Q u ~ J ~ ~ ~ S ~ T U ~ T O Q U S ~ ' O J ~ ~ "  a u ~ ~ n ~ ~ 1 . a ~ n i ~ r ~ n w ~ a u n 7 ~  
$ A  - A d  u n ~ u n m n u n ~ n u ~ ~ a : a ~ s a u  q n~~u?n+nlumsdsr~Dw nusnwwn~~ui3nimu<u61"03~4 

u u ~ ~ n i a ~ i i  oin?ncn1wn7su?n73 u r ~ f i o u ~ ~ i  ~ ~ ~ ~ I ~ ~ ~ w M T J ~ D ~ B u ~ ~ T ~ ~ I I R I T ~ u ~ ~  
* A ,  7 6 5 ' u a ~ ~ ~ a ~ ~ p ' ~ 1 % n ~ a n i ~ u " s n i ~ ~ ~ ~ ~ d i i ~ ~ i n ~ n ~ ~ 1 n n ~ ~ u m ~ i ~ n ~ a ~ ~ ~ n s & ~ u d i 7 % u  

u ,  d -  ni~a-sln7~nuAksn~u6~316 ~ ~ G M R ~ u ~ ~ M ~ ~ ~ Q ~ ~ J u I ~ ~ : ~ o L I L . ~ ~ ~ ~ ~ L ~ ~ " u  

{ U R I I W R  ~ I ~ I ~ ~ L L ~ T ? ~  (2549, ~ $ 7  106-107) nPil3il U?I~?T;LBU~I.I JTTU 

~ ~ l ~ u f i a  ~ J ~ ~ I C T E ~ ! ~  !AII~~ a i n ~ a u a ~ a ~ n ~ & u C i  il~";a~iiauar~dn-id ~ d u  ~ n $ a ~  

~ u u f i m n a i  inwLnnfiGuiu3nqr ihansn ~ ' a ~ i i  n i r n n u i ~ n 7 u u a n n 7 u I u  i h o  
A d  d w  Y dsral&uGub ~ ~ u u v l a i n i l ~  1 r ? u ~ ~ n ~ . r u d ; l n 7 u " u a ~ ~ 5 1 ~ ~ " 7 ~  s~nr7uw;7ln'~aii~ua:: 

~ v r f i o l a n " ~ l ~ ~ r r a m t Y o ~ n ~ ~ ~ 1 ~  un i  W ~ ~ L ~ I U M ~ J Z U ~ ~ U ~ T ~ ~ B J ~ I J ~ ~ ~ R A ~ ~  

W731 L p J 1 U .  ~ L L I I U ,  L L A E L L U ~  (Parasuraman, Zeithaml, 8 Berry, 1990. 
d 

p. 35) nrj ix i i  u i n ~ r c ( ~ i l u ? d m  ~ m ~ s r j n w ~ o ~ d ~ i ~ u a ~ ~ ~ ~ a ~ ~ a r ~ ~ n n ~ ~ n i t l n i w ~  
v $ 4  v * m u ~ ~ o t u n ' u ~ I ~ i  ~ 4 u  qdn-~ti ~ ~ ~ n u i n n I n ~ r m r  i~n:b~ilw?onaluncn3nsi7~ 7 hoi 

" d ' d  d ~ ~ ~ ~ n ~ u n i u u ' i n ~ s d ~ ~ u ~ n l n s s u  m7ui"nua~~%rlnq sa mu u ~ n s u ~ i i u ~ n * u ~ i T ~ ~  ij~ndro~ 
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aza~nI3*~'5nq%aei1~t~u1:~81 
L G ~  ;an, oa:!ln' (Lovelock. 8 Right. 1996, p. 237) u ^ ~ n l ~ d  L ~ ~ U ~ ~ ~ J S U  

' d d  
~ u i u i i r l  Z J ~ L ~ U L ~ ~ S O J ~ ~ ~ L ~ ~ O J Z . ~ " I I B J ~ H ~ ~ ~ ~ I ~ ~ ~ U R ~  L ~ U  L L ~ U I ~ A  t$mi~jl~ 7 LCTHCI~ 
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d 
w i n  q ~ ~ u l u .  Ql~nu, oe:LLun (Parasuraman, Zeithaml, 8 Berry, 1990. 

p. 35) niq?iq nwu m u n o l u n ~ s l r s ' ~ " s n 1 ~ 1 6 ~ ~ u d ~ ~ ~ ~ ~ ~ 1 ! a " n ' u a u ~ % n  o d i  ~i7kBi35 EI 

qnsiuc i~nraiq~nua I ~ ~ ~ ~ T ~ ~ ~ ~ ~ U G ~ ~ R ~ ~ ~ I ~ O ~ O I ~ W ~ ~ R T ~ I U ~ N ~ ~ W ~ ~ ~ I I " S ~ ~ S  miu 
A d  

3mac rWn~aa njd n.r~nm~nsi i u ~ d a r l i ~ s ~ ~ r i i l ~ m  ~ ~ u i d ~ I 6  ~mn'iouutn7saiu 

;$yi ua:lrjiin~iuRnvtn~n 

tdvlzun. iLa:!36 (Lovelock, 8 Right, 1996. p. 237) n i i7 i i  R ~ I U L ~ D ~ D  

\duu7nqiu~runiw n1suTni5 nu7 u$c n~ilriu?m~niuKyy~!?'ii~~ ~ 7 %  

5.3 n i ~ n  au~wn~~?uu'Sms (responsiveness) 

h u 7  E l a t h 6 a  (2548, nri-199) niii??? msnaunwa~do~~ujiru^snls 
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Raunqni ;anq~u~iuu ' in i~ad~~~r is r  lag R ~ ~ ~ ~ ~ ~ ~ ~ ~ ? o : : ~ D J u I P I ~ L ~ ~ M ~ I ~ ~ ~ L L B :  

ns:u~unislwn~~I~u~ni~~~d~:~n3n~w 

wl~lp?ln%, %lWu, il~tll~if (Parasuraman, Zeithaml, & Berry, 1990. 

p. 35) ni-ni i  n ~ ~ n u u ~ u o ~ d a ( Y u ~ " s n ~  donmu L W  u 1 ~ d a r l ~ u 5 n ~ ~ ~ u ~ 3 n o i 7 ~  
u d "  ~1unnulm ue:sm tcjxYu19 1-a ~%a67n781&wnl~~~u ~ t b a ~ i a  HUI% 

rgdinfl, uazb i  (Lovelock, & Right, 1996, p. 237) ndiaj7 ni5mnuauaJ 
do85uu"rn-n nuluO~ ~ i i ~ r i i d u n ~ a n n s n i ~ u ~ ~ I ~ ' n 3 ~ 1 1 ~ ~  I] L M ~  o i~a:rnu~sobYu?iir 

0 ri74n"uiKuIm 

Rnma a i  (Kotler, 1997. p. 592) n i l ? i l  nlrnau~waaio{%Jjllu'in1~ 

nu7ui;o n2iu L~~~P~~~L~~~~S"L IY^~~~ IL~A:~~U~~ IS IQ  uGv wtjw 
d 

~ ! d  ~ ~ R B I J B W D J ~ O ~ Y U ~ Y U ^ S ~ I S  n ~ i u i i i  FI -~ I IW?DU ~31~ i iu l~ ln0: :  

I ~ ~ ~ m ~ ~ a u n ~ u i ~ n n a u ~ w a ~ ~ ~ 1 ~ 6 a ~ n i ~ ~ ~ ~ ~ ~ u l i ~ ~ ~ n ~ ~ ~ s i 0 ~ i ~ ~ ~ u Y i ~ ~ f i  $Yuj~~?ni.i 
V 

~?u15n~u'1d~n?su"r15~6~1  o ~ ~ a : l 6 5 ' ~ ~ a ~ ~ ~ t m 3 n 0 ~ n n 7 ~ u ~ 5 " f l u ~ n ~ s  r2unvJq:$io~ 

n ~ t a i o n ~ ~ ~ ~ u ~ n i . i ~ 1 ] & 3 ~ ~  S ? R L ? ~  ~ I A B J S E I U W  $46 ~ ~ ~ ~ ~ i i l d ~ f i m i ~ ~ u ~ ~ ~ a  
u d a  c ~ u u 5 n w  r ~ ~ n y ~ n u n ~ ~ u n s r i a ~ a i ~ I ~ n i ~ \ M I U P S n ~ 5  ~ < i n ~ ~ i i i ~ ~ ~ ~ ~ n i w I ~ n l l  

v A d  u d 2  l$u?n74 ~ ~ i ~ u i n u ~ ~ 7 u r r ? a a r r b n r ~ ~ u ~ ~ ~ f i u ~ r n  L < T M M ? ~ ~ G U ~ ~ I ~ ~ ~ ~ ~ % U M ~ ~ W I I ~ L I $ ~  

~&nrildl~"u"~nmh un?io~~nt?? u n r ~ ~ i ~ ~ i ~ I r i u ^ ~ n ~ ~ n " u ~ n ~ ~ u o  dw~au anln 

5.4 n i ~ ~ ~ m ~ i u ~ a u r i f ~ ' u ~ f  n73 (assurance) ~ u l u i i  J n73uf n i ~ w n  

Ini~smrdijn?iof nmumumn ~ n w r I u n ~ r f i ~ ~ i u n a u ~ u o ~ ~ a i u $ i ~ ~ n ~ s ~ a s ~ ~ ~ l ~ l ~ n ~ ~  

r ~ a r i u  y w 5 i i l l ~ g i  w mr~~mi~Iri~~uu~ni~~fi~n~~a~Buiiui~nrrti~~n~~uulwloi~o:: 
I ~ ~ u u i n v d  w Ikuri w r i n ~ ~ u i w  w n s ~ u r i ~ ~ B o i i u i i a z I i q i ~ ~ ~ l k  i~n~naul  u'taua:: 

* A a  
~ R D R ~ U ~ W ~ ~ I S U ~ ? U U ? ~ ~ I S  W G ~ J ~ U ~ F I ~ ~ U ~ ~ I  wdaw'icl w ~ l a e l ~ l ~ u i n u n ? l u ~  

naiurnuisn~un1rmou4~niu 

nnai; f iat lsso~ (2540, nrii 57) I g n f i m i ~  n l~ ldnwuh~~r i~nn iq  
ud o ~ u ? t ~ i i ~  ~ ~ ~ u ~ u l o u n n ~ i n n ~ ~ i ~ l ~ n ~ 1 d a ~ a ~ i 0 ~ ~ 0 ~ u ~ ~ ~ ~ ~ l n n ~ ~ ~ ' 1 ~ ~ " ~ n i ~ ~ 1 ~ ~  ll 

9:6flsr572Ci~tbnufi,7\3*~]7~~~3n6~~1 i~ol~anflirfimn3iuh~i) u ii:o n~s~$~1mnau~i1~u 
u -a a u a  r d d  &!nth s c ~ m r a i r i m i ~  inwn?iuKliUUiuuil~qnni d ~ ~ i l w n ~ l d ~ u n M u i n n e : 6 i 3 ~ f i  

~3 ' r r~71133~lUl l l f  fi7471b ~d D ~ ~ ~ ~ ~ ~ ' ~ M " ~ ? ~ U ~ U I D I U ~ ~ M ~ L ~ U ~ " ~ M ' Y ' S ~ I ~  u U u 

f i m r u  ~rir inrt urr:nujiu 7.  (2541 n, nrii 21 6) Mnind17i~ niAG~in?w 

iu~iulanri~~uu~rnis M U ~ L ~ Z J  ~ ^ ~ ~ j n ~ i a : ~ ~ a 1 n r n * a ~ a i u i r n n i ~ ~ ~ 7 ~ ~ ~ 4 ~ i u  R R ~ ~ J R ~ U  
A d d  iuIi~tp ~ ~ R : ~ ~ ~ U I < ~ I J I ' ~ Y [ B I U U ~ ~ ~ ~  ~ ~ u ~ a ~ i l ~ ~ ~ n ~ s n a n ~ ~ t ~ ~ ~ r i ~ n n * ~  
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nDm &qns (2546, MG 2 18) In'ndmil n~~1fin?iu$tb~ilrrri$~u'~15n~f 
* - 

~ o i u f ! ~  ~ ~ ~ ~ i u i n ~ s ~ n ~ ~ u m u ~ ~ o ~ ~ n ~ ~ d ~ ~ ~ ~ i ~ ~ ~ ~ ~ k i ~ ~ 1 n i ~ ' t t ? " ~ " s n ~ ~ d ~ n 4 0  n:nm 
. r ~ n f i ? n i u ~ ~ ~ u d n & w 1 u 6 7 ~ U ~ ~ ~ 7 ~ ~ z ~ ~ " ~ 1 " 4 n 7 ~ ~ ~ i ~ ~ s i  7 O~IJLLGJ 

"I:%$ RP i3 R ! w ~ J  ( 2 5 4 7 , ~ c ~  272) 16n dm47 nmu ida6 o l ? k ~ ' l ~  
C t d Y  

t~sGun?iu i iqa i~  i ~ d a i i o  ai lz idadoko n ~ w n ~ ~ u d o i i a ~ i ~ i ~ l ~ ! 6 ~ ~ r ~ " u d n " u n ~ 5  

A&$P H ~ d ~ r l ~ a u ' i  ani1in7iu t d a ~  E I ~ ~ o \ F ~ % ~  &ILPR~JJY OJUSG~ yrn~nnlwii?u$7i?ua~ 

n u d ~ n i o f i ~ n r i l  n ~ ~ u 4 a i i s l i u a n ~ n 7 i u o ~ ~ I o ~ o ~ f l f i u ~ n ~ r  

r&~;Gua' ~~o.r\iwn$ (2548. M C ~  29) l K n i i ? i ~  n3s1~~muakds~u-i 
A * w  $iuuinl-i ~ u l u i ; ~  n 7 ~ u ~ ~ a ~ ~ n ~ s u u ~ n 1 . 1 f i ~ i o ~ ~ i i ~ l  d ~ ~ : f i ~ ~ . r t u i a ~ n d a  L A ~ J  

nm~dorin s ~~a:n?luldidlalum447~Qu~i~~ oc;-iiio 

{uauvta a l ? i ~ : ~ ~ i z  (2549. HG I 07) Ibinamii nl~I~mmui?uI~ i~r i  

fTuu"4nl.i wuiuff~ n a ? u ~ ~ u l r n l u n 7 m v ~ ~ ~ " s n 7 ~  ~ d o ~ u o ~ n ~ 7 u s i o ~ n l s " u a . j ~ n 6 7 ~ 7 a 6  

1 6 ~ ~ ~ ~ ~ u ~ n ~ s i l : ~ ~ u ~ n " a t i ~ ~ ~ n r n ' o ~  ~ ~ a r \ ' n r ~ i n ~ ~ l ~ t  R J ~ Y ~ ~ ~ I S U ' . ~ I T E U ~ ~ L ~ I ~  
~1 A I ~ L M U ~ Z R U  

d d  " 
R!IJ ~ ~ I I G F I ? T U ~ I P L L ~ ~ ~ ~ " U U " S ~ ~ ~  M U ~ U B J  ~ C 7 ~ C m ~ n n w t f i a 7 ~ j  

A d  A nmiln7uisn anrnnnrn?iugn7w iniuiriinio iLs:uiJolnnol ea& 66ani~IMiPTnlr 
~ ~ u ~ . i n ~ a r r i i ~ ~ ~ i u u ^ r n 7 1 1 ~ m ~ ~ 7 u ~ i a i 4 ~ i l ~ ~ ~ : ~ ~ m n ? ~ ~ ~ ~ ~ 0 1 ~ 0 ~ ~ 6 ? u n ~ ~ ~ ~ " s n i ~ ~ ~  

ii ~n 

5.5 nl3l$il~~fl:f<nt?~~'Tn73 (empathy) M U ~ U B J  n-nl$u?nif~~ri 

~ ? Y ~ % I . ~ ~ L ~ ~ ~ ~ ~ K ~ ~ ~ ~ I B J L O I ~ P ~ ~  ~ n w ~ n ~ ~ u n ' u ~ n ~ s u u ~ $ s " u u " s n ~ ~ ~ ~ d a r ~ ~ ~ ~ ~ ~ ~ ~ ~  
LII d aurka:naluumn d l ~ l u u 7 ~  d a ~  1%~~uaw?nl J ~ ~ ~ ~ ~ , ~ ~ ~ ? ' Y " s ~ ~ ~ $ s ' u u ^ s ~ ~ s L ~ ~ R = : T I  h ~ u  

u dA 
n71~%~n-rluW~w o l  L&AUIWR~RI~~$$~;R I I ~ L ? R ~ L ~ R  - I R ~ ~ U ~ ~ I T ~ L M U ~ : R U  

d~uacln~lu~rn7nurikYuu5ni~ i n ~ ~ ~ l o n l w n i ~ ~ G u i u i n i ~ ? u  - dqu (fiwctn l u d a  an: 
U 

l i n s ~ n ~ i a r i ~ ~  7 )  n l . i i u f i~5aGn  tdu I ~~~:(ii~tu:J~oin{1'utl'Sn71 ~TInloni~lC+nn~u 

oa:EuGnouCaGnn7u i i ~ : n ~ ~ a ~ ~ ~ a u i l i ~ a ~ i ~ ~ a ~ ~ ~ n ~ f c b C i ~ u ~ i w i u . r i a ~ n ~ ~ d ~ ~  % 1 idw 

0 ~ ~ ~ ~ 7 0 ~ 1 3  

i % ~ l l u   nu', LLR:RU~U 7 ,  (2541 R, M ~ I  21 6) ~ $ T I ~ - I ~ A I  ~ ~ S L $ Y ~ Q  

i q n i n n i ~ f  J M U I  u i ; ~  ~ ~ n ~ 1 ~ 6 a ~ w ~ 1 ~ [ 1 ~ 8 1 ~ ~ l ~ i l ~ J ~ ~ i ~ ~ 6 ~ d n 7 ~ 2 1 a ~ ~ n 6 7  LLR:I$~~u 
ad~doann"7 
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4st.imu' fio~iin!wlnd (2547, M ~ I  273) \$nilail ~$119 iifi:i$n:nrii 
va v rl v -  d' 

l m u c ? ~ ~ o ? a ~ r y l d n m u ~ u ~  ulm~u ~ti6uGo~nlunmuw o 7 u ~ u i u i h n ~ i a A ' o ~ m ~ n ~  
@h 1~1a~imwic6~ n ~ ~ ~ n w n ? l r m m ~ ~ i ~ b b ~ ~ 4 n 3 7 ~ ~ ~ 9 n 7 ~ ~  a d t n i h  ~all~lllriuild4 

n-numl~]~di~iJusquynn~ n'otd?~nnilh:diuocmwla~li 

nil)gwiti ~umCuiunu' (2548, ~ $ 7  30) IRlni-nii  ~ITL~Y~IP fCnjnril~P5~ 

n l u ~ u f i ~  nmu H ~ ~ ~ T ~ I ~ ~ I ~ I G L I ~ ~ ~ I ~ R ~ ' ~ J ~ ~ I U  w 012 (satisfaction) r~srnmu5hau 

(appreciation) a~n~~uu?llu^rmsfii l$n B o ~ m j  ~ ~ ~ r n ~ ~ ~ i l . a * u " s n i ~ a t i i  J R ~ ~ L H U E I  

W 1 T 1  EpU1W.  $LLWU. UP:IY €I# (Parasuraman, Zeithaml. & Berry. 1990. 

p. 22) (I& a i 2 i l  \$ilk fCnjnnFi164 nulufi~ nirlriuini~~~rirj?u~~'Tn~'ibti~:~~~~Rju 
R ? I U L B I ~ ~ ~ ~  A ~ Y ? R ? I U ~ ~ J ~ I S % ~ J $ % ' U P ~ ? ~ I S  L L ~ R E ~ U P R ? I U  L M ~ O W  n ~ r n ? ? u ~ m n d l ~  

l u v ~ ~ d a  J I%iilu~~u1rn~~rinlr~l"Tn11$?~ ~?n7~tbi~: 'di  u ~ u n i ~ ~ s ' i i ~ ~ ~ a ~ ~ ~ d  oh 
lfiu~uai, i~il:?dWL (Tenner. & Detoro, 1992, p 85) k k ~ i 3 i l  nl~i$119 

d icn$'ngn<m'sr ~ u l u 6 ~  nmLoaa?m b~~?\~~durii?ui'?n~.r 

~Pdsan (Lovelock. 1996, p. 466) I$nh?i l  ~$i lu icn:n61~?~ HUIUOJ 
r n u ~ r n ~ ~ ~ f i ~ ~ ~ m o ~ : n ~ n  i~armmmlndal&~u nmuthla$?uu?m.r 

n?d n i s i Y i ~ a u n r ~ ~ n [ ? u ~ ' T n ~ ~  m u i u i ; d  n ? i u a ~ u ~ s n l w n i . r g ~ r a  

ciiuliiniraqun~~u~a3n~sd~imnsi7~n"u'u v a~nu75n~tdarnw 1 1 ~ r ~ ~ n n u h 6 ~ ~ u ~ u i ~ n  

ynnuedic~nuan~n 8 n l u l n ~ ~ u R * a t n i s u n ~ ~ ~ ~ i u l i z n i ~ i ~ o ~ ~ ~ ~ w ~ i u ~ n ~ ~ ~ r i n ~ s 1 1 " s n i ~ ~ ~ r i  

$ ~ u % ~ n f i n n w u E i ~ w a I ~  
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~ 1 3 3 ~ 3 7 ~ 1  W, ~ L L W U ,  ULI:LU a# (Pamsuraman, Zeithaml, & Bwry, 1990. 

p. 22) n d l - r i ~  nisthiic@nril n u l u 6 ~  n ~ i u ~ : n ~ n ~ u n i ~ u ^ r n ~ ~ ~ u ~ ~ ~ ~ r i ~ ~ ~ ~ u ' s n i ~ ~ a ~  

j i u ~ u n ~ i u ~ z n ~ n ~ u ~ ~ ~ ~ a ~ ~  a n w i  I i W p n i l ~ n u u u ~ u  r i ~ t ~ ~ j ~ i n a i u ~ ~ u i : ~ u d  

a:w3na~-1 UIU~~ILGUMI J 

1.2 o ~ n i l c n a u d h 6 ~ % e t n i 5 ~ ~ " 7 f i ~ $ n n ' 7  
*c. d' n ~ n ' d r r n a u d d i n ' ~ ~ a ~ n i . i ~ . ~ 1 ? i i ~ ~ n n ' ~  A ? U ~ ~ ~ ~ T L L U ~ ~ R R J U  

d- C 

(~2 . r . ro r  iarmu, urt:nuiu9. 2541n. MCI 29-30) 
d d 

I v 

1.2 . I  an7uGfIduia:n~n ~ 1 : n " o ~ i i ~ ~ n ~ a o - , u f i K ~ i 7  ijnmu~:a7n 

~ n u i ~ s u r i a n ~ ~ u i A ~ d a ~ " r s i u u " s n i ~ ~ ~ n u * a u  t f io~ ln ~ d u ~ a ~ n ~ n ~ i i l a ~ n ~ ~ n - r ~ u  

ST:F17fl HU7tl 
A d  * 

1.2.2 i n ~ ~ n i 7 a 6 n n w  n7~n~nw~&uniw U n Iwr . r~ ; r rw:d~~~+u~"r~~uf i~  
Y L 1 9  honmuoi.11~ a c i i I ~ " ~ n n i ~ a n  a ou (uuazdu& 
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d w l ~ T g s l u l u ,  ~ L W U ,  LLetLuum (Parasuraman, Zeithaml & Berry, 1990, 

p. 20) n i m i i  n i s l n d a i o r n r  M U I U ~ J  ~ ~ ~ R ~ U I S ~ ~ O E U I  L I I M " $ ~ ' L ) u " T ~ I ~ L U ' ~ ~ ~ ~ ~ ~ I J  
!n$m lm ul5niw&i1lsii u 

2.2 uddscnaud h ~ u a ~ n 7 r 6 6 1 d a i o w ~  

d6m @.dlwun' (2548, M C ~  243) ~ ~ ~ ~ ~ ~ ~ J ~ ~ : ~ ~ u ~ ~ I R " ~ " I I o J ~ I T  

~indoinm~ i 5 d3=n14 60 
2.2.1 u h ~  87s (communicator) 16~rf-i tiv?~ (speaker) (sender) 

os:$und-r& (issuer) 

2.2.2 i p n i ~ ~ t l d a $ a m ~  (transmits) 6-wnisym niunlsri~ ~"saninni~ 

a a n c i 7 k ~ 1 ~ o a 7 ~ ' o l j l 7 a l s  (message) In'ilri d 7 t d  (order) J l t l J l W  (report) ~ i a d l  - Y- 

~swauu:: (suggestions) t i  a ti~rll UJ r u n i ~ i o m  
d 

2.2.3 t?lJj~nl~W m i  O ~ D ~ P I S  (communicator) IGLLfi $ 7 ~  (addressee) QW ;lJ 
d 

(respondent) ~ I U Y ~ I  J ~ O  J ~ ? ~ ~ I ~ ~ ~ ~ o w Q ~ J  
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2.2.4 doJnl~nls8m6a8arn1 (communication channel) ~ i ~ < n ~ d l l % i j  
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$?u7qjun J R ~ ~ ~ ~ R C U ~ ~ U ~ ~ ~ ~ I J ' S ~ I T  

% a i ~ u w a  ~ ~ I J I : ~ H ? ~  (2549,  MU^ 173) n d r ~ j i  ~?I~JHIUI~~"I~BJ 

2 n a l n - i $ I ~ u ~ n m  ~ ~ 7 ~ i ; r l  n ~ ~ ~ i ~ ~ n ? ~ ~ ~ ~ : f i u I o I . r ? * < u ~ n K i  IRLI~YEIJU^T~ITIG~~R~ 
odid . r?n~9? d ? o q n $ i i l n n ' i l y ~ l d l ~  7 i a i l a l d g n h  & u i n ~ : ~ ? ~ n i ~ ~ $ f l " T n l ~ \ ~ l ~ ~  

i n w  ~qn?~dl$fiuin6?!i~~~~fitl~$n6~ w a d ~ d s a ~ ~ " s ~ o r ~ i ~ ~ n n " i ~ ~ ~ ~ ~ ~ l b ~ 9 ~ n  cI 

d* " 
uano~nupnni~a~mu~~nn~~~~utilauuaan~~IKu?n~ri~a~Iuna~uiuRnaauun~lnsa:: 

I , H % ~ ~ ~ o ~ s  
d 

wls l~ . i7LJ lU ,  !8LLnu, LLnriuuss (Parasuraman, Zeitham. 8 Berry, 1990, 

p. 20) n a m i 7  n 7 i u  i t i u i ~ u u ~ ~ ~ a i n ~ 6 ~ 1 9 ' ~ 1 " s n i s  M ~ J T U ~ ~ J  $ Y ~ u ? ~ ~ s ~ I G U ~ ~ I S ~ ' D J ~  

n m u i  ijZnolKulun3 ~ ~ a - d a ~ w 6 r i u w i r i f ~ ~  ~ ~ n i ~ n r i ~ l r i ~ ? u u ~ n i ~ ~ ~ m ~ 1 ~ ~ ~ ~ ~ 0  ED 

uarari~n~~u~u1ili~ilt1~4"uu"%nisd~ 

3.2 e ~ d d r r n o u ~ i h ~ ~ u u ~ n ? l u r n n ~ s n u a ~ ~ n a ~ n ~ ~ ~ ~ u ~ n ~ s  
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wmaz7ulu. B u w ,  LLa:iuai"r (Parasuraman. Zeitharnl, & Berry, 1990. 

p. 21) n d m i ~  n77ua?ulululun?d~i~sni~ YIUTJ%I n i ~ ~ ~ n i . r d ~ f i ~ r i ~ ~ ' i ~ ' i ~ ~ n i ~ 6 ~ ~ i : u n ~ ~ ~  
~rru~:auadxnua uardn~~udaunKu L ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ I T ~ R R ~ ~ I ~ ~ M ~ F ] ~ o : ~ ~ ~ " u u ~ ~ ~ s ~ ~  

L G ~  i an (Lovelock, I 996, p. 464) nii ixi l  R T I U ~ ~ M Z ~  nu7 uii J $ ~ u ? n l s  

~ ~ ~ J ~ % J R ~ I U G U ~ ~ L L ~ ~ H ' ~ ' U U ~ ~ ~ I ~ ~ "  7l ua:~mukun~d~am5u 
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5.2 np&Js:nnuhniyu o~nimi i  ~ n n u & u I ~ I u n i r  i M o n  (Lovelock, 
w -  2 

7 996, p. 464) ~ ~ l i a b n ~  w ~ j l ~ l j i d i  wq~nnuki i  ~Daii OLLR::\?"~~ ~ ' 1 0 1 ~  $?u'illuin~s$n 
w A d  v d d  

s u i u ~ s u a . - ~ a o m ~ ~ ~ u n 1 ~ ~ 1 4 ' ~ u " s n ~ ~  ~<~~u~nun?~u;niwdauhu ~ ~ a r ~ s m u ~ n u  

A" 6 = ? ~ ~ n r  lamnu, ua:nwhul, (2541~7, a G  21 6) nmnunoqsu M ~ J I U ~ ~ J  

msnuo~rnuu~nnioen'u~IM'u?n~~ ~~a:~rn'ilq~i~iri;n$i7aei7~~7m~i.7 m u ~ a n f i n ' u ~ n ~ r  lJ 

?4:?wU" f i i ) i ~ ~ l h I ~ ~ ~ . i  (2547, ~ f i  271 ) 16n~j17jl ~ I S R ~ B J F I O U  

~ ~ L ~ ~ ~ ~ ~ * ~ J ~ " ~ ~ ~ ~ U ~ ~ U ' ~ O I S " T O ~ ~ ~ B J W ~ D ~ ~ U ~ I T Z . ~ ? ' U " ~ ~  i i w r ~ ~ i d ~ ~ n u ~ n ~ ~ ~ ~ ~ ~ 5 n i r n d ~ ~  

Cuonn"tb9 ~.du nisEnGuei79uQiiaei7~r7n~i-, lr?'u'snis~n'u19 

Gg~w'wd aashnw' (2548, ~ $ 1  29) nd1711 nirauadnau MU-IEI?!J 

n ~ ~ u ~ a ~ n ~ ~ u s ~ ~ ~ u u ^ T n i a ~ ~ o e i ~ ~ p l " u ~  ; nn 'o~  r-rmi? aa:ci?un~iuiZula 

Cuaowa amd~e~a5; (2549. M C ~  107) ncii?ii nmauadnau MUIU~J  

n3~us?nd=rilun=lo$o1~dp:.o!auLM~oau15n ~ n o l H ' Y 5 n i r a d i ~ ~ ~ n i ~ ~  ~ i l$1a83wiw 

s ~ o h i i n m o g i i q o a  ~~ualn%nuN-i&~~~6aur'u~M'~37~.ri?tl~~8a ~ u i l n i u ~ ~ r n ~ u ~ ? ~  
u5n7saLiwliarrau n a i u s a a ~ i a a : n " o ~ u i m n i ~ i ~ ~ i ~  u ~ t n s t u ~ u n 1 r 9 ~ ~ 5 n 1 5 ~ ~  

flxEn%n~w 

w 7 l l  ~ T l a J l U ,  %~Ru. LLBZLU (PBRSUI~I~II, Zeithaml, 8 Berry. 1990, 

p. 28) I ' n d - n i i  IllTRUElJslou H U - I U ~ ~ J  $~ui~jn~~i~~qildI~u5n7~~3ue'l3~~ tg~ t i )  L L B : ~  
I, a Y U  n?luw5au~a:i2o\n'ia liialuiiinisnun ~uu5n7~\6?un-11~7n7~~~2:man~1a:~~mi~~ 

~gu~unf  aar&b (Tenner 8 Detoro, 1992 p. 85) n d l a i l  nl.iRuamau 
M I J ~ U O J  n ? l u i 8 u l u d o t i ~ u ~ ~ ~ 0 ~ ? u j ~ ~ ~ ~ n ~ i l ~ a ' u ~ l ~ ~ ~ d 7 ~ i  

1Ed:afl (Lovelock, 1996, p. 466) ni?+J j l  ~ l T R U 0 J G l 0 P I  M I J ~ u ~ J  

n?~u~tiulvd~cl~u3n~~n"ufl  L L ~ : ' ~ $ ~ ~ ? ~ u ~ ? u L M ~ o L ~ w o ~ I J ~  
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wrl~nsslulwn~~ada$uhiirdsu~u r i 7ua iy  L W R  n l r i n w l  o l B w  ~i~rs i t l !a  h! 
n ~ i r ~ ~ ~ w ' u ~ ~ ~ w ~ ~ n ~ ~ ~ n ~ ~ ~ a ~ u ~ i b b ~ = : ~ ~ ~ t l ~ a ~ ~ n  ~d nnnd~d~ud LM? A I I U ~ ~ ~ L G D ~  

d A' &una:aaRu6illi~~nn d7~n"u a n ~ i u n ~ u ~ ~ r i i ~ ~ ~ n o ~ ~ b ~ n n i i ~ n ' u  ' ~ L M ?  w a lwn~ni ian  
W A  X F .  CI C 1 -  ~ ~ u f l i n o r . a o ~ u 6 i u m n d i d n t b ~ ~ t l ~ $ i ~ ~ 1 ~ ~ ~ d ~  ru T ~ U  .05 

3 d a  
dsiluau' sarnii i?~ (2540. un6wia) wqin'i~unis4a~a~w'u"T~nnnu~1ai7fb lI 

7-eleven n ~ ~ ~ n w i ~ o w i : n n n  ~ J L ~ W J J P ~ ~ M ~ ~  wam~iCuwuii n~ iuunn i i~hu~wm a y  

a7Qw un:s~a\n"~ii~i-Yubii w a d a n ~ ~ x l A u n ~ ~ ~ u " 7 l d l . a " ~ 5 n 7 ~  i3ustGun~rinwd 

r i ~ ~ ~ ~ d u a d o n ~ i u ~ l ~ n ~ ~ ~ i ~ l d I . a ' u 7 n i 5  u n u i n u a ~ n i ~ ~ ~ i w n r i d ~ t b ~ ~ ~ ~  w a d i u n ~ 7 ~  

danir~m8ufb'l~~'UY7!d~$u?ni~ ~ ~ ~ n 1 ~ ~ ~ ~ ~ ~ 8 ~ n i ~ ' ~ i a n i s m " 7 u ~ v l " ~ ~ u ~ m r ~ n i ~ u F 1 ' 1  w a 
u i n d  onn~m^~ulol$u?n~~u?nnilni~k3 b ~ " ~ u n ~ ~ ~ 7 ~ ~ ~ 6 ~ u ~ u  
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; ~ s l  i r r i o u ~ n t ~ r  (2541, uncnliu) fiims~~uiuP;o~ qmniwu3nis~~uniu 

qdnsd au6Euas ~donl~fiudnussnni wnir m~~rwndvvitaiGi p i n  n ~ ~ i C u w u l i  
U d d  

~ r u n ~ w u i r n m ~ u n ~ ~ i u $ ~ ~ ~ ~ ~ ~ o ~ ~ u ~ ~ m u m  naunlla6v 3.57 ril~Fu?runiwu5nvlu 

niatEiiw 3o ~~unmudaonn'uhm ~ i i l u a u ~ ~ n n ~ w l u r n ~ 1 ~ ~ " s n ~ ~  hunmugniw 
d L jauluu n i u n i ~ i o m ~  ciiun3~u~auuuluqmn7wu'an75 ~ ~ i l u n n ~  i ~ a h ? ? ~ l e r n '  irar 

" & d l  

~ ~ u ~ o u n u a ~ n ~ i u 6 ~ ~ n i s ~ a ~ ~ T " ~ 1 ~ ~ n i ~ ~ ~ ~ u ~ = : m 1 1 m  un7~aiudi1%~ 3.69, 3.87. 3.71. 

3.69, 3.63 11R: 3.50 (111~dl$ll 6~~?'ll l l~l?14~?fll~ $ ? ~ ~ u R ? I ~ ~ ~ ~ u Q ~ L ~ I ~ ~ ~ ~ ~ " u I I " ~ ~ I s  

t t~:~~un?iudu$n~suu a~u?nlsa $u~:~uw a~$%ii ~ a i  u LY!I<U 3.40, 3.26 LlR: 3.15 
Y 

AWJQI~U U D ~ O ~ ~ U W Y ~ I ~ ~ U ~ U U ~ ~ I S ~ ~ O ~ ~  B ~ U I I I W  A I I ~ A  ~ : G Y u ~ I ~ W ~ W ~ ~ I  ~ l I 6 i a  
iRau a G w  aGmu omiu @nr$ i ,u7un+~duiiuuininc~nii~n"u i i ? r u n ~ w l i s n ~ ~  
l ~ ~ n ~ l ~ h ~ d l ~ ~ ~ ~ k 7 6 ~ n 1 ~ ~ ~ ~  (pc0.05) i i~u~?uul lu^snisi~iw~ dat$hP¶h LLB:: 

LLI.~~J$E~~R~I~RI~ dst~~nl3w~~nl~dl~1~LLmndliln"tb ~ ~ i ~ d n i . i ? ~ f ? ~ l n i ~ ' i ~ " T n ~ s \ ~  

tmndlt Cu i i i ~ i u i l ~ ~ l d w u ~ a  so i ~ i ~ r i ~ ~ n i u ~ ~ ~ n ~ d u ~ u  m ~ C n ~ u i u l l i n s ~ r i ~ ~ u m  

~ n m 1 w g d n s & l m n 3 i u f l 9 ~ 1 ~ b b m ~ ~ ~ ~ ~ u n ~ i ~ ~ a u o f ~  61~~1u41~lum~w8mtfiu~wo 
a u  d ~ I G W  S LLHJLW auaiu (2543. ~ n i Y m ~ i a )  1/mm0o~m J ~ ~ ~ T L L ~ ~ U ? I U ~ I W  

n ~ ~ l ~ u ? n ~ ~ u u ~ a n n ~ & a a a n T ' w  duc~~imdyua?i i  n . r i i r g n ~ l ~ n ~ 5 u ~ d n n ~ a ~ n s r '  ain 

ni i i$uwui~ $~auiiuuaaueiridiiulu secunirlnw ~ i m n d i ~ h  dn~sd>r~5u?otniw 
- 4 4  ~ ~ ~ ~ ~ ~ ~ I ~ H M ~ ~ ~ ~ L ~ ~ ~ ~ ~ J ~ U D ~ ~ I J ~ U ' L I ~ ~ ~ ~ P ~ I J B ~ ~ P ; T ~ ~ Y  0.05 ~~a:wuii~mau 

i i ~ ~ u r c s u o i t ~ ~ ~ ~ ~  uI$ida~i otb iia:ds:~uni3dviimu ~~nnsiitn'u Cnlsds: iiju?lunw 

ni1%M"u"rn7s~Jun n i l  J r?'u 

~ R R R - I  G U ~ ~ L ~ U  (2543, unn'ndo) nil%u P f a ~  nisdtwol9uo~uiljn$aan 

~gnniw6danis lduf  n?r~?un:~fluun~nn<iwi~~~uf I j ~ ~ u f j ? ~ d ~ n ~ E i n n ? w d  

(d~=~npr\w o )  43% uanlr i<u w u i i  sr<un31uf!~ w al~Iun7~'1$~'3nis~?un:rdtlu 

nrinniwSdnng.j? n ~ ~ u f i ~ w a ~ o o r i ~ u a ~ ~ ~ ~ ~ ~ ~ ~ ~ u ~ ~ ~ u ~ ~ a i u  U m Z o  n m u p k * a ~  

na1un:n.m ~ ~ ~ u ~ ~ ~ ~ u m u i ~ n ~ u n ~ ~ ~ p s " R ~ f i n ~ i  iiu:di iia:n-nuG KnulKu111n3 h n i u  
d * w  6 i u d ~ a ~ . r u d ~ l u  u n : r i ~ u i n i ~ a ~ l u r : C u d ~ w n ~ ~ ~  ~ J I ~ ~ U C ~ A Q ~ ~ ~ ~ T ~ U S W ~ ~ O O ~  

2: ~~ninniwdi 'dn~iui~~m51i7n~su i i i , ~ ~ ~ i ~ a = : ~ i ~ u " s n i ~ ~ ~ t l n ~ ~ ~ a ~ u ~ ~ ~  ~~XTJ:IIY~~~~?IJ 
Ed,. o ' n n h a ~ ~ u ~ b u  uilcdluf nimd w~u~n~uuo~auouur31 n ? r h r i ~  i%\.nn' (website) 

* d iia:nl~o'niiJu'or?aniu~:.uu online ~ r n ~ ~ ' ~ n ~ r u i i ~ i o n ~ . r d ~ u ~ c ~ u n ~ s i i 1 ~ ~ ~ ~ ~ ~ ~ ~ 5 i 0 ~ 1  

~ ~ ? u i ~ f a l u n m v u & u  i o n ~ i 5  ~ ~ ~ : n ? ~ ~ ~ u ~ ~ d ~ ~ ~ : : d i l ~ ~ ~ n ~ w n i s ~ m r i ~ ~ o n n i r ~ d  
Y 

~ ~ ~ S ' L ~ ~ I J T M  
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~ i i n y  i;oufi (2543, ~ n g m i a )  i i n i ~ j i ~ ~ 4 0 ~  G ~ u n G ~ a ~ ~ n F i i T i r n  
d Ifiu5n1mil J ~ U ~ R ~ L W O ~ ~ ~ C ~ W ~ T L L R : W W ~ S ~ ~ I T ~ ~ W ~ ~ H I " U I ~ ~ ~ ~  WB~IT?CUWU~I tI 

e 
~ ~ u ~ ~ ~ ~ ~ ~ ~ ~ ~ a n i ~ ~ ~ ~ " s n ~ ~ ~ ~ ~ ~ ~ n ~ ~ ~ ~ n ~ ~ ~ n w ~ ~ ~ ~ ~ r a ~ n ~ d n ~ n J  4 $714 

e$w-rm'u\iiw$2i?n r u ~ a ~ u i o ~ ~ u ~ c ~ u t ~ u ~ a t l o ~ i ~ ~ ~  ~ n 6 i r i ? ~ ~ ~ ~ ~ n l 5 ~ n 1 3 1 3 : ~ ~  
u dd 

dsrnn$nui asrdsznoual~w~nvm~nff u i n n l n u ~ w ~ d w n ' w  d%unGdanqslt?"~~?n~~ 

~atawirnsri~wu~n' l i~~mni7~n'u an 
d~ u u d d  ~fiutw~dagnfi nunplwnRunnd~~Cupnnlnuu~$wdlo$u s:&unnlsdnwd~eKu L L ~ :  

111-:~nnn1~~<u?nisi~3n'u ~ i ~ u l n ~ i n Y A w n l d a n i 3 ~ S j i ~ l ' s n ~ ~ ~ ~ ~ n 4 1 ~ n " t b  o d w d & h @  
*Ad 

ni~mans:Ku .05 
a u  d ia"s dnqn (2544, untY~ria) Y ~ + I M ~ P U L S O J  ~ ~ n i ~ n ~ ~ I s s * u I ' s n i ~ ~ a ~ a ~ n ~ d  

uauniwini~~n wnsrilq~nu 47% wuiq aui~n~unsddi j  L W R  5 ~ 6 u n q ~ i n w 1  unr 

nob%ia~Gnu onndi~<u ~ n ~ i u ~ r n i i u ~ ~ u ~ f i ? w n ~ w u " s n i s v a ~ n ~ n ~ &  !~~mnriio?h 

a d i ~ ~ t h h ~ ~ n l ~ ~ ~ ~ $ x $ i u  .05 ~~a:wui~auiBnrmns6 in?iu~m~~u~~s?fiu?runiw 

~?nisua~ic~nrdwn~wmu niuihuQn7s oerhulu~du n~vcs~u~a~oa~lws:~f~u~n 

~ ~ a - a u ~ ~ n ~ ~ u ~ ~ ~ n ' a ~ n ~ ~ ~ r ? ' p 1 ~ n ~ d ~ ~ a r 3 ~ ~ ~ u f l ~ ~ ~ n i ~  v i5u ~danua~nmun'n~ni~la' 
Y i j u c ~  a~~a~i%nmnwu 

qss8 ~ W I Y M ~  (2546, un6mua) i l a < o i r i ~ n u n n ~ ~ u t j w v I v v a ~ ~ n n i  
$Tuu5nisnw~n~m~JInu 416m (unlau) mu~mB T~ninwsruns~"s;qni wani3iTu 

wuil $ $ u < n ~ r r i ~ u l a ~ ~ i l u ~ w ~ ~ f l ~  J - I ~ S : M ~ T J  21 - 40 D nmunwmrausa ii7u-1~ 
P d dn1Kun~rdn w~ :a 13 - 16 9 ai$w?us~anis~"sui;a~~~fii)  slulniruiw 5.001- 

IO.OOO uin x u :  l=av-nr t8upnnilrj~fiu 5 D < ~ u ~ u n f ~ d l . 3 i u i 1 ~ u ~ n ~ 5 1 n u L Q i u i ~  
E d  r u  

L ~ E I U ~ ~ L ~ U  5 $ 6 4  ~ M ? Y ~ ~ ~ ~ L L ? A ? ~ ~ ~ ~ L Q ~ I I ~ D F I S S ~ L ~ ~ ~ S U U " S ~ ~ S I ~ L ~ U  5 ~ 1 ;  $slJ%ll~ 
ri?ulttQirc6u~??ui! ~waZilTmu~auIu~::$iyn i i ~ u ~ u j u ~ r i ~ M u n n ~ i u $ q w g ~ p ~ ~  

< o r i G ~ n ~ ~ ~ f i i  In'ari LWAII a ~ p n n i  @&iuu^rni~ n i r n i ~  m o~:a~a~'rouS'otl 

nlnn~w~\i.ndafia n~iu~riulu~u:li1~~a~o~~a:1fiu"sn~~LLa:~~iumui'in~un~~~~"i~ 

n ~ i u ~ ~ ~ ~ a : d a u n ~ ~ ~ u n i w ~ ~ ^ a u ~ o ~ w l i n ~ ~ w $ ~ u ~ i u ~  
** ," d 
a~ l i~ :n i  RIJ;I&J~' (2546, u n h  da) i l ~ r n i - a q  u ~ ~ a  J a ? i u n l n ~ i ~ u n ~  

~ u i ~ n d d i a u i n i ~ ~ ~ n s d a a u n ~ ' ~  tl' u ~ & i n q n i ~ f i u ~ ~ r i ~ I I s ~ ~ n p ~ l n ~ ~  4-16~ ulnnm?Cu 

wuil r r u i b n a n n ~ n i i i ~ m ~ u ~ ~ ~ ~ l ~ ~ ~ ~ ? " ~ ' I ~ u ' s n ~ ~ ~ a ~ ~ ~ n ~ & ~ ~ T ~ a ~ ~ n i u n i w ~ ~ ~ ~ ~ ~ ~  
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