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@A

nsusmsle 9 feunsPenazSuuinistd uwiaiuisasuiin vimstuavseld Adewdialavdn

v Y A a

Fuusnisuu 4 win Tuvaeiduslneanunsoueiiu fusewsefiansannuandfvesdudild
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ANUAEAINIINUEINRAAD

a A ddiy Y a
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1.2 yara (people) HlUSMIADIAIRIIINEEL UATNA AR WelignALin
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1. 3Us33Y (tangible) nunefie dNBAENIINIEAINYBINITUTNITFFUUTNITLATY
I AIEUN50AINALILTIANAINTBINISUINISAINGI LA

2. A11ul311918 (reliability) vunefe gSuusnisidasiutemnuatiiaus

Y

wazaHgnAadlunsIuINg sanwsednsameesniinanunliuing

3. NINDUAUBINOHTUUINT (responsiveness) anefis Jldusn1sagAlanulan

Y

wazAuansatunsunletdymivesdliuinisiinssgansenndt aAungsuUINIHBINTT
w3l

4. anugulald (assurance) nunefis g3uusnisasuesdsnnuinutuIgnTe

Y

AUENNTURIYAaINS Jadunafiazasisminuiula suianulinsdalumsuinisiuy

¥ <@ <@ = VY a a =
5. A lanazanuiueniiiula (Empathy) u1es 50051598 W10

Y

[

AUAZAINAIUIAT A0UN T aTAI AABAIUAINUNYIBINVBINLTNIUALII AT IAIY
ABIN13VRIEUINT TIuTemuaulalunisneuausInuABINITAINGT?

3306 wIthu i ogsen (2547, i 183-186) iiiausuuiAUAAYeY Parasuraman

' [ ]
a =

wazAny NgiuamnInlunIsliuIngg 1nn15AnYT Uil KadNENAATUINAITNGNAN
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CaNle

Usziliununnvesnisuinisianldsu 15ond1 “auninvesnisuinisfigndniu
(perceived service quality) AU “U%ﬂﬁﬁ%ﬂi” (perceived service) Faffouszauniseld
Aetundsanfildsuuimaudatues lunsUssdiunaunmusansuinisdanaiiu gnén
fnvzfinnsanatnnaeiviandaindianuddy 10 Usznseiaseluil

1. w3919 (reliability) Anuanunsaiazliusmsauiilddnygyriugnanlile

pgegnavlneNiinelydiemae
2. A4NAU50IUADILA (tangibles) éfﬂwmzmamaﬂﬁwmaaqﬂﬂstﬁﬁqé”]mamm
o ) ~l A |
gzann nunuaeTaanlelunisaeanseing o
3. NFAUBINBURNAN (responsiveness) anuinlanazliusn1seg1eInSnazdus
dl 1 & v
Magdiemaegna
4. anueie (credibility) Avudedndiiatielavewliusnig
5. AnusiuasUaende (security) UsiARndunsiemuidssiarmnuadiaasdy

6. MNUAZAIN (access) ANUITLUNDILALALALAIN LATANNITORARDFEDANT LANE
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7. A3@0a1s (communication) n1s3uilsgnAtuazlidoyanindunngnan lagld

Y

dl 14 v ¥

AMwgnAmaEnsailale
8. mwﬁﬂ%qmﬁ’] (understanding the customer) Waﬁaﬂuﬁﬁlzﬁ’lﬂ’g’mfﬁﬂuaz

ISUIANABINITVBIGNAN

9. ANAINITA (competence) ANuFwazinweNdnTuveminaulunisliuinig

[y

10. Aman muazAduling (courtesy) AudnwarvaIninIIUNAnFaiUgNAT
Tunsuanseentisnnuanin Wuding nsdla wasliAesfignan

awviaas (Spechler, 1988) Nd1331 AaAmMMsiUInsiluivsuufinisiazgsi

'
1A

b a o @ & o v & lo & v Yoo a A
WiaunmnsuinsUsraunadusautunnelavesgnatduliddndudedddisnisifninfngn
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WedBRewinty wasisnsiusvauanudnsaogiegs Tuiwimils Aldaunsaduuseiuin

Yy o oaAd v g A& a v a4 a A wooa o o A S
wlonadundumeansly vis 4 Mlududvseuinmseginfediu dsddgynziaueluidl
A aa a a a P o & ) v 1T yy A
Ao UBUUTEUsEAVEHAavRIAMNINNITUSNNS Falundnnmsmily Alasuniseensuinlanad
=2 Y@ v a v @ ! o Y = ! 1Y a
fawidndunannmisifglfuinig uwinisi luuszgndldnenalinnuuanseiulalunisnén
2 1A o A 1 A Y ' A v 3 oA
Aludgaiuee lilinszuiunisassnseuiunisimilouiuas Tuusasusuniveiinszuiuns
W3szuUNULAnaeiY Tnevhlduds uiaznssuaunsasiidnuazianziinozidungua
Tdannudnsa fuimsazdesdumiadedfgliiny wasinisuudssssuununianssuiy
msnetos uazadialiduimusssuvesesdns Iaenrdasiuanusenisvesgnainigly

o w

waratguen tngddadudAyaniusenisiagiensentnegiaues TuAe n1suURaKEN
(productivity) uagAunIn (quality) 910 service quality effectiveness model TNUN
wudemnudnsaveanszuiunisivganududavesnunmnisuinsleeguuuy asivun

o w

LI LaE AN 19YRIANLd IS ITeIINUENS Selitadudidty 7 Usenis fe
1. mavilignAmelauavuseiula (customer satisfaction and beyond)
2. MsUseiuAmAIN (quality assurance)
3. 35119 UV wazivAlulad (methods, system and technology)

4. MINTENUNTIRUAMN (quality awareness)

5. NMSRNBUTY (training)
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6. M3xdmsMW (involvement)
7. msunidnniseensutiudie (recognition)

NEIUAYANY (Parasuraman & others, 1991) 181731 ATIAANNINTDINTS

o

THusnisanunsninldlaeingesing (gap) seninansudnisiigninsuiuaznisusnisiigndn

U &J U = = 1 U L2 dﬁl
AIANIIUUNUEIUYDY 5 U9de TnelinteazidanudasUady fadl
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2. ANUEANLNTONBUEUDY (responsiveness) Ain ALANTaTagadBLaLUSNTS
1 <
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4. anulagne (empathy) Az N15RLagNAYRINAINTTRETITNAN LY
5. anuweNduNald (tangible) Ao LAAIANYUENINIYATNUDIAIOTUIYANEZAIN
6 % a | d‘
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TAUIN15v09A ML vTeRedAnT NUSEAVEAN donndediuAINfBINTT wasUselevy
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a0

ANUSANn visevirunfvesyananiinedladmils lnsenandululalugsssidiuane
=g =l L9 a Q‘ d" QI g:v I3 & d"
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a c{' I ] < [~ 1 ¥ d' 1 = =
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fiya Aivzua (2549, vt 30-31) lalvianumunglidn anufisnela As Aauddnves
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a a a0 Y v Y oA
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Y

Au3an Benalaunn viveududdn JanUseiivla

19auNy (Wolman, 1973, p. 392) lalimdninaiuvesainuieanela (Satisfaction)
AINAINMANG VDINIUIYNTUNIIA NG ANTIY T Tuanimaus dnvesyaranidninuay

a 4‘ v A U/
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A A A oAy

GIIGENG IR R
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o/ce = o Y & = = 3 2
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AndulavesgnAnazUsenduiusidnnuaglifvenisiniaunue deunaadusielUdwua
Y9INIVINNUGINIIANLAI I InEUTInABsanalan Nty
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