. (25I47) | (Facility Management).

- (2550) 2506665

Catts, D.G. (1999). The facility management hanchbook. (2rded.). NY: AMACOM.

Chematony, LD. & Segal-Hom, . (2001). Building on services' characteristics to develop successiul
services brands. Journal of Marketing Management 17: 645669,

Davis, DL, Guiltinan, JP., & Johns, WH. (1979). Service characteristics, consumer search, and the
classification of retail services. Journal of Retalling, 55(3), 3-23,

Dotchin, JA & Ockland, J.s. (1994). Total quality management in service part 1 Understanding and
classifying sewvices. International Journal of Quality 11.(3): 9-26.

Edagett, . & Parkinson, . (1993). Marketing for service industries: A review. The Service Industry
Journal 13(3): 19-39,

Ganesh, J. & Amold, MJ. (2000). Understanding the customer base of seivice provider: An
examination of differences between switchers and stayers. Journal of Marketing 64: 65-87.

Gronroos, c. (1990). Service management and marketing : Managing the moments of truth in
service approach, (2rded.). MA: Lexinton Books.

Gronroos, c. (2002, Seivice management and marketing : A customer relationship management
approach, (2ded.). UK John Wiley & Sors.

Koskela, H (2002). Customer satisfaction and loyalty in after sales service: Modes of care in
telecommunication systems delivery. [Onling]. March 2,2004. Available from
hittp: i tkt. fi/Diss/2002/1sbn9512258994

Kotler, p. (2003). Marketing management (11th.ed.) Upper Saddle River. NJ: Prentice Hl.

Lovelock,C.H. & Wright, LK. (2002) Principle of service marketing and management, (2rded.). Upper
Saddle River. NJ: Prentice Hall


http://www.lib.tkt.fi/Diss/2002/isbn9512258994

218

Lovelock,CH. Wirtz, J., & Keh, HT. (2002). Service marketing and in Asia; Managing people,
technology and strategy. Singapore: Prentice Hall

Parazuraman, A, Zeithaml, VA, & Berry, LL (1985). A conceptual mode! of service quality and its
applications for future research. Journal of marketing 49: 41-50.

Rust, RT. & Oliver, RL (1994). Service quality : Insights and managerial implications from the
frontier.  Rust, RT. & Qliver, RL (Eds), Service quality: New directions in theory and
practice. USA" SAGE Publications,

Zeithaml, VA, Benry, L & Parasuraman, A (1990). Delivery quality service : Balancing customer
perception and expectations. NY: Free Press,



FWIAINTANNIINY 1A
CHULALONGKORN UNIVERSITY



280

1 T
?

2 ?

3 / ?

4 /



281

Technology /
?
?
(KP1) ?
Training
?
Training



10

1

FWIANNTUNNIING 1A
CHuLALONGKORN UNIVERSITY

28



283

|
1
?
2 (In-sourcing)
(Outsourcing) ?
3
/ , 2
4

TOR ?



284

Training



10

1

subjective

| Follow up

Outsourced

285



286

|
................................................. |
/ ?
3 Function
?
4 Trainirg,?TechnoIogy /



Outsourced

(KPI)

Feedback



10

FWIANTUNNIING1A D
CHuLALONGKORN UNIVERSITY

288



2689

23 2509

Master Degree in Management  Tiffin University

2550

Senior Manager - Business Development Service



	รายการอ้างอิง
	ภาคผนวก
	ภาคผนวก ก ตัวอย่างแบบสัมภาษณ์

	ประวัติผู้เขียนวิทยานิพนธ์

