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L% a é’ dl' a a 1 U 1 % Ly v} Y a =l U U d‘d
fnvziindudeinsfnseiuseningnariund naugdliuinig way/v3e dunsneinsid
o A a v & Y a < = & 1% PRy} v o
AINUNTOAUAT War/v3aszuuvadd Muin1sdy Fudunisuddgmlinugnaduies
(Gronross, 1990, 91afidbu 35AR WISk i BesYI, 2547, 1 6)

a & a a =~ 8 v & e

M3usnng Wufanssuiigniawevty dsinaneuwmiluguveanadsslond uagauiie
nala IngusAannsagusiasmeanienInlusduan (Blois, 1974, 91909k 5908 wIshu o
BY5E, 2547, YU 6)

a . & a ¢ A = PN

U315 (Service) WuNanTsy wauselovd nIpAnUfanalana unsanauaueInlny

Aoin15vesgnAla 1w Tsaseu Tsmeua 15ausy suans Judu (Udlen deyanuus, 2548,

P 163)
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a =t a wa =~ = Yo o 44' v
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a A

(Process) anapnwuiudadudiniu uiufuRnisfiludenvesluviu Judedlyld wazly
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aunsaasauasadld wazu3nislufanssumarsugionadinuawazdnm auusel oy
(Benefits) liungnAluaiuazan uillanizuma é’uL‘ﬂumammﬂmiﬁﬁ%’uﬁmw%@mu

Y

° ~ Y, a ¢ a & ¢ ¢
ernuUasunlanly (a3alawles oy dndeon wavasisu 139, anad 21939ANa AaE

I9TIANG wazTiiiou 91959ANA, Juua, 2546, vt 4)
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1.2 waAuAANgIiuANMAWANS IEUINS
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LUIAIUAAYRY Parasuraman, Zeithaml and Berry (1985) tAgnfununInlunig
TAUTNM139INN5ANYIVEY Parasuraman WavAny Wudwaé’wéﬁLﬁ@%umamqaﬁgﬂﬁwﬂizLﬁu
AANINYBINITUINMIALATY 1T “Aunnuein1suInnsiignA1sul” (Perceived
Service Quality) iU “U3Ms7isu3” (Perceived Service) ufifeuszaumsnifiiintundsain
fnlFsuuimaudatues Tumsussiiunuamusamsuinmadana ity anAsnAERaTN
MninasifiiAainfinudidy 10 Ussnsdsielud G5AR wasau w ogsen, 2547, nih
183-186)

1. Reliability (Ai1321519) mnmanansadiagliusmsmudilédyaniugnn

Lildegnagneias Imsﬁﬁéfmﬁﬁ PRIV R

2. Tangibles (Asfianusadudasls) dnwagmanionimuesgunsal dsmne
Auazan wiinsuLag Sagldlunsdeaseing 9

3. Responsiveness (M3aW8ImaugnA’) arudiulafiazliusnisegnesang
uazBufnavtemdegnin

4. Credibility (Auidedio) mm%aé’méLﬁ?iaﬁalé’%wﬂﬁU%mi

5. Security (AusiuasUannsts) Us1Aa1nsunsenInudssasaiiugaa
GG

6. Access (AnuazaIn) anunsadndsldlasasann wazansofnsedeasle
DL

7. Communication (M3deans) mssuilsgnuaglideyaiidnduungnei
Iﬂ&l%ﬂ?@’?ﬁ@ﬂ??ﬁmwﬁﬂL“fhlﬁ]lﬁ

8. Understanding the Customer (A3naidlagnen) Wmmuﬁ%v‘hmmiﬁ’ﬂ
LAZISYUSANUABINITVBIRNAY

9. Competence (AUE1UN5A) mmiuazﬁﬂwﬁﬁﬁLi‘]maawﬁmm Tun1s
TAusnsgnm

10. Courtesy (AugnMuazALLuding Aadnuazveminmuifnde

[y

ugnAtunisuanseandeauan i WWuling insdla wagliiesfignen
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(Competence) flanmuaziduiinsiugné (Courtesy) Imnudedng uara1u1saasnaning
fulalviungnAnla (Credibility) uazanutuasUaendy (Security)

3. Tangibles (Fsianunsndudedls) Snuaeninieninvesgunsal 1asedlle
fegnneauazaIn ninnu wasTaanlylunisdeanseng 9
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‘:4' 1 o o 1Y i a v A = )
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1. myvihlvignAnalauazUserivla (Customer Satisfaction and Beyond)
. M3UsEAUANAIN (Quality Assurance)

. 38M19 s8uU wazwalulad (Methods, System and Technology)

. M3nsEntinfenninn (Quality Awareness)

. NIAAOUTY (Training)

a0 1
. ASUEIUTU (Involvement)

~N O 00 A W N

[ Avo v A .
. M5unsIn nsgeusutiuiie (Recognition)

Customer Satisfaction

And Beyond

-

—
Recognition / Productivity \

;.-' / o \_\

i ."f o (!
f f Customer \ II Methods,

ol l |
Involvement | |-,‘ - External | | Systems, and Technology

/
- Internal

\_ ~ ___// ,-"f

Training \ Quality / Quality Awareness

Quality Assurance

\
\
\
\
hY
b

gﬂm‘wﬁ 2.1 Service Quality Effectiveness Model

Ca =

NAMT 2.1 Service Quality Effectiveness Model 2gnun919aAUgna1s Muned

9 Y

v A

anAnluesAnsavue Feusegnauluime gnArniglunaznieuen dsddgyigalunisviinu

v 9

- v a a a a & 1% a v - @
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TnUszaeRveIn1susuuse Ae gnAwelagsantiuies

[

AMAIN AD F991AAR1NNNTNANAT5U3 (Gronroos, 1990, Buzzell & Gale, 1987, 814

Y

flu 5577 wishu o ogsen, 2547)
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6. MufiA1uLENanIA (Equality Theory) nguiiiiauadn faruusliyanad

(%)

AmeneNfiaryay UfoRnueaiedt wasfawelalunuvessunioliiu Juegiu
AugRsTINT LA SY HaReULNLAINNTINIL ATy RsssuiiindAe Snadiuseningds
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Y A Yy  a i v a 44' :1' =t = a a o & 2
anAMSeRSUUINIIAEN1sInUIN1sSatlasowmils nIeyavesusn1snnmuadu dadmang
= & aa & A v Y & a Y = v ) |
vaansAnwsgeddifidulumesundanaassluseauanuiianelanazaunivndadeun
Anuianalaty Tunquilhmneiuandaiulasdeynuoddasinuandieiune
2.6 wurRagInUAMNNIwalaluuIN1saNsITME
ANuanelavesUseyrunidon1sIiuIn15veemiiguYess g AITHATIAN
e o wianliu fie (Millet, 1954, p.54 ; enedislu agey Woethiing, 2540, vt 13)

1. nsliusnsegranania (equitable service) nuneia AugAsssuly
N15USMTUNIASFNLFIWARNIN AUNNAU BN AeluUseygunnauaglasunis
UdRegraineuiulusiyuveangrunelaiiniswuseniafdulunisliusmsussvisu W
srlasuuuilugusiduiaanyaradlduinsgrumsliusnsienduy

2. MSAUSNTRE19IWIaN (timely service) Mg NSIAUSNNITITADIUBS

=~ |

11115MUTNNTEN5I5UL LA BINTUIAT NaN1TUURNUTEIMUI8IUNIATY Ao ludl
Uszaniamae d1lifinnsmnsanan Saazadrennnulyifionelaliuiussanvy

3. MIAUTNTRENLNBIND (sample service) ¥NBRY A1TIAUTNITATITOUE
Fosfidnvariisruunsiiuiniswazanuiiliuinisegrsmunzay (The right quantity at

the right geographical location) faevdiuin muEuenArsansnswa aglifinumne
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ae frfidnumsliusnitlilifisme waraouiideiliuims adeenuligfsssuliAnia
WARSUUINS

a. mslfusnisedaraifies (continuous service) nunada nsliusnas
assueiilullegainae TneBauselevivesassusdundn Wlidaanunelaves
mhenuiliuimsiasliengauinsidleladls

5. N5 UIN1508139A1791 (progressive service) nuedia N19ERUTNS
as3ausifinsUsuUTIRaIAN uazHansUfRL nandntenifie nsiiulszdniam
visoaunsafiashmiildinntulagldninensuiia

aufianelavessygnsuiifiseusnsaisisae (public service satisfaction) 1u

msUssdusansuiRnudunsliuinmemisnunasesiesiu Tasdiugiuinan
n155U3 (perception) femsdaaunisunmsfiuiassansUssfiunaiiiazuansetiuld Vil
Juagfulsraunmsnifiuiasyanald3u tnas (criteria) Audazyanaaly sauianisdngu
(Judgement) mmqﬂﬂaﬁ?uﬁw TnensuseifiuraanunsauUseentallu 2 a1y fe (Fitzgerald

and Durant, 1980, p.586 ; esistu a3ey doatriing, 2540, i 13)
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v a o

1. fudeide (subjective) Fainannislasuitiansdaeunisuinis

[

2. uingide (objective) FaiinannnslasulunauuazamunINY0INI3
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a8y I5uvadan (2533, w1 42) TWANURLIgAINNIND Y NaINITAUS NS
Meauveesy Tun1sfinwvedundn el ssaunantaainnisnulzasnndesiulaymi
N A | I~ 1% a =~

fegviselidwmaniuarasrsnnugiiladiosdn

Uessed AUlng (2533, Ut 69) LAAINNNIEANUNINDLIREINITIASUUIN15I
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v a A

Huseiupnufianelavestssvsuiidenisiduuinsludmsing q fi fe
1. fruanuazandilasu
2. frudadmi gl
3. FuAANMBIUINSTLHEY
4. puszzalunmIniunIg
5. fudoyatilssuannmsuins
Faan wevn (2535, wih 65) Ialianumneanufianelavessevwuiifinonts
USNIANsITUEI Maneds sefuaufianelaresUsrrvuiidnenisldsuusnsludnuas

[y
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1. NMSAUSNNseE BN AgNNUY
2. MIAUSNNRE19TINLEITULIAN

3. NNSWUSN15081950LTBY

v

4. NNSAUIN58E19A1INTN

Ugu wdllsau (2525 919dislu Wing agwiiy, 2538, v 30) lAlAAUMLIEY09N73
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wihfifigadliusaiielihenduinanufianela
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[ =~ P a
415130473 L‘UumimaaumaLiawimimimmwuﬂiﬂ 1Bnyanils walidulunui
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maﬂmsmams;u‘wﬂmmmaamimmmm 4 Y3y NdAgy Ao
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2. WARIVS AN UNTNAUINNS (sources)

3. 99aM9luNSAUINIS (channels)

a

4. #5UU3n15 (client groups)

s
a YR

wndng yySmius (2536) laliaunungueanisliuinsansisaedinisiiyaaa

3 U
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3. ATEUIUNISHAZAINTIY

4. aNARNIDFIUINIT

5. ¥0INNNITIAUTNIS

6. mamwuﬁﬁﬁiaﬁ%’w‘%mi

Fitjagerald & Durant (1960) Mlsfaumuneisasuanufianelavesusyysuiidse

U3N15a151500¢ (public service satisfaction) 31 e NsUszllunan1sUSURMUAIUNS

[

TuTn1seamiigau lagdiuguiiina1nn133us (perceptions) 8an13dedouUTNTH

w933 dunsusediunailazuandaiuly islvue divuszaunsaliiudazyanalasuias
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Millet (1970) TuuaAndn anufianelavessysuiifsonisuinisvemuiey
v94¥5 (Satisfactory services) Aammiddnvesuszrmuiivssifiunndnuvazvenisunsly
5 61 D

1. mshiusnsegia@uenia (equitable service)
2. MshUSNNSeENUNaT (timely service)
3. MslAUSATOE NI (ample service)
4, ﬂwﬂﬁu%ﬂ'ﬁaa"wiaﬁaa (continuous service)
5. M3MAUSN190E19A1IUTN (progressive service)

Gilber (1977 81999l 351N 58994, 2538, U1 30) UBIINNITLAUINITEG1T0UL

4 pafUsznevfidfnyfe

1. faderiudn (input) wSensmenns suldun yaans mlddegunsaluazds
91UBAMUAZAIN

2. AaNgsu (activities) ¥i3onsvuUIuN1SHAN Femuneds Tnsialdndnenns

3. ua (results) W3enandn (output) & munededfiindundeaniinnsly
NINLINT

4. AnuAaLiu (opinions) fenanseny (impacts) FamunedanuAnuiuves
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1. 1wan15UNATDY
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sruaunwuinsUnasendu 8 guwu SUszInssIuvisdu 25,160 Ay

woniume 12,498 au tlumnd 12,662 au S1uiuadiseu 17,205 aaseu

2. NNSLADNAY

LUBUANITLADNFAIAUITNANINAUIAFIVAN UL UBTU 2 1ue LU

BENAYAY 6 AU USENaume

WUselasy 1S

YIYNNALUAIAUATTUL

waiondai 1 laun wyn 2, 5,6, 7, 8

13

- WNEUYEA
- WYvae

- WBLAR

- WYAUNIY
- UNYNDINU

- UYLENATT

UNA
quau
RLTRRG
WINMANY
anana

NuSgNA

399UTLFUENUNAVIAFIUATIULN
AYUYNTHEAUNAVIRFIURTIULN
AUNTNANUNAVIAAIUATIVLN LR 1
AUTNANUNAVIAFIUATIUL Le 1
AUTNFNUNAVIAFIUATIUL L@ 1

AUNTFNFNUNAVIAAVATIUNT L6 1

walienaa 2 touA vl 1,3, 4 uagnalfl 6 U1sdu

- WEENYEY
- Wy
- WAV
- W
- WEeing

- WNYYASANG

NADULNY

299lnANa

Uses1uaninAuIanIuanuin

AUTNFNUNAVIAFIUATIUL LUA 2
AUTNANUNAVIAFIUATIUN LUA 2
AUTNFNUNAVIAFIUATIUN LUA 2
AUTNFNUNAVIAFIUATIUN LUA 2

AUNYNANNAVIAGIUATIULT U 2
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3.3 Useung

1. dayaingiuinuiuyseing

M5 2.1 wanstayainediuduInUssrnstuniiunmauiaamuanuin

. U
AU R
YUYU v - ¥ TN Usevns
ALY 2
NINUN
1. qauturu i 1 1,219 885 887 1,772
2. gt uuvaNNz I v 2 4,575 3,240 | 3,294 6,534
3. guyuthunuesuzng il 3 4,136 3,093 | 3,182 6,275
4. qpruthustuan i 4 2,821 1,851 | 1,934 3,785
5. gruthuanle vy 5 1,208 758 735 1,493
6. YUYUUTULMAUNDINATY mﬁ 6 1,895 1,537 1,487 3,024
7. yprudnunluad vy 7 927 865 854 1,719
8. Yyt AU 17 8 424 265 289 554
59U 17,205 12,498 | 12,667 | 25,160

(Tayalasnunzilousuginauiasuariuan o lneugainy 2564)
2. ¥29019uarIUIUYTTVING

d‘ ¥ d‘ o 1 o
M1 2.2 LLﬁG’I\‘i“UEJ%ﬁLﬂ’EJ'JﬂU“U']\‘iENEJLL@%?]’]U’J‘LJ‘UiB”U’]ﬂi

. - UUUIZYING
Y9918 ¥ WS z

YNRUN
439918 0 - 10 U 1,900 1,856 3,756
¥39078 11 - 20 U 1,840 1,898 3,738
439078 21 - 30 U 1,582 1,487 3,069
¥39978 31 - 40 U 2,303 2,352 4,655
¥39078 41 - 50 U 2,738 2,486 5,221
439918 51 - 60 U 1,328 1,468 2,796
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, - IUUYTEVINT
U918 VY NN %

NINUA

439078 61 - 70 U 505 689 1,194
439918 71 - 80 U 226 305 531
439978 81 - 90 U 75 103 178
439918 91 - 100 T 4 18 22

594 12,498 12,662 25,160

(Poyalneunstlouse) snAuIasuaTiui o lnaunaiay 2564)

3.4 FAMNNIFIAN
1. N3EITITUGY
- Tsangnunadaasugunindseddiua
- AUGUINITANTITUFUMAUIAATUATIUNY
2. N3N
- Audimuidndnduriuan
- TsaSguanuIaYiuin
- TsaSsudszandne (venglona)
(sessuguyuinyiuin)
- gudnsfinuiiaudminszeos

A o A ° %
- NOTUNUIADUIZIIMUIY

- gudnsfinwuenlsuseu
- TsaSgulsviaasnnsysy
3. U593 $33Emne
- §UNUN IR TUUNTEERY

- TsangnunadaaSuguaInsuariuin

U 1 WA

U 1 WA

U 1 LAY

U 1 LAY

U 1 U
WU 1 WA
U 4 LS
(vafil 1, 3, 4, 8)
WU 1 WA

U 1 LAY

- drdnauaugnIsunsUesiunagUsuusunsmasauneuii

[

UI2aN99MINTLYBY
- RUIAVNNAITIUUN

-d MANUNTENNTAFUIWNINTZUB

- INNANYATIWNUAVIUNT @N.L1ID958894
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4. ngundavudanssuaulaensisluliinuasninddu
- 9115799y UYUUTEIW VAT UL, walSadnansnaa, Aud auns.

WIAUIRAIUATIUNN

3.5. szuuu’%msﬁugm
1. NMSANUIANYUEY N1TANUIAY
MV LAURY T 2 awaﬁwdauagﬂuﬁuﬁ
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