
-
• .. 

un11Rn~1 2559 

at1avi~LU'Ut1v~11\1111vit11a'vf!ua11«ttt>1il 

pc
Text Box

khanitha
Rectangle



i 

ANALYSIS OF CUSTOMER SATISFACTION BY THE DATABASE­

ELECTRONIC-ACTION-RETENTION (DEAR) MODEL: A CASE STUDY 

OF SUWAN KANCHANG SHOP, TRAKAN PHUET PHON DISTRICT, 

UBON RATCHATHANI PROVINCE 

f 1 Fl 11 JJ ~;.............. -, ! ' ................ . 

/ 
11n111::1 iJrrn?fl. tj>f:6b I I . .· .......... . 

I lU u;1\w.1P. ?) n.A .... !~~b~ 
L. - ................... ':° . .,.WI 

-----~ -- --... 

CHISSANUPONG CHAIT ANEE 

AN INDEPENDENT STUDY IN PARTIAL FULFILLMENT OF 

THE REQUIREMENTS FOR THE DEGREE OF MASTER OF 

BUSINESS ADMINISTRATION 

FACULTY OF MANAGEMENT SCIENCE 

UBON RATCHATHANI UNIVERSITY 

ACADEMIC YEAR 2016 

COPYRIGHT OF UBON RA TCHATHANI UNIVERSITY 

pc
Text Box



i 

mu~ m-al.I n TH'lB u 

ei1"il1-a~~mmn 

vi'a.~n~'Ll 1~'abllB'Ll 

Vl'a.t5'a'alllll61 ?l'LJb?l~ll 
' 

···················~·~······~~ ................. . 
(V!'a.t5'a'alll:Wf1 ?l'LJb?l~ll) 

' 

" (/ - - -- ....... > ,.i"',.J ___j 
.............. ~ ............................................................. ~ ..................................................... . 

('aB\l\311?\\9l'aT'il1'a~iJ'UVl'Ll1 ?\1lJ1jf1) 

fl tu'\J ~fl ru~'IJ~Vl1J1"11?! \91 ~ 

( 'aB\lf"11?1m11i11'a~ vi'a. B~cnmru 'V'l\l,;-r\9ltl) 

'aB\lBBn1'a'IJ~~1~1~1n1'a 



fl 

1"11 LL 'U:::i11LL'1:::ia~~ L ~'UeJ'Ui1flf.l.lrh zj\l L llmh::: lV'll'UL 'Ufl1'~vi1m1Pifl~1R'Ufll1BG'l1::: LciiitlL tl'U8V1\l • 
~.:i Vi~aiivY.:i 1 'IXfl11ii"li1v L 'Vl~a L 'Ufl111'111'1G'lau u.i;i::: u.m 'll-tlauflVi~eN1 'Um1-.ij~vi1.:i1'Ui~v~'Utl 
"il'U m:::vi'.:i.:i1'1Ji'1 v'1'1 L ~"il i;ici1.:iii1~1 v~ m~ V'!lfl m1t1'!18tJVi):::flf.lJL ll'U 8V1\l'1\l L '\Jfl11l.J m f.l.11fl~ .:iil , " , " , 

'!I a m1u'!lat1Vi1:::f! f.l.lflf.l.I::: m1ii fl11'1au R'Ufll1B'11::: \J1:::flelt1~1 v ~1. 511iiiiii;i G'l'!I L'1~ii • • 
~1. :ij' fl~'\J 1:a1Ll.J6'U LL(;I::: ~1. aih5 r1u~.:i\.1 vfl '!Xm1l.lf11f.l.11'1"::: L 1"1eJ'Ui1rhm 1 '!Xfi1LL 'IJ:::tl'1 L 'Ufl11 • • 
LLm '!I.if au flVi~a.:i~1.:i si "11a.:i.:i1'Ui-.ijv 1 ~.if a~~ LLi;i:::.if mi:l'Ua u. 'IJ:::zj.:iiJ1ii1\J~u\J~.:i LLm '!IL ~B 1 'IX.:i1"1Ji'1 v 

OUt1tli1R11l.JG'll.Jtl1tULL'1:::~1L ~'1'1ci1.:i 1 \J1~~1V~ v • 

eJi'1 V'!l8'!18UVi1:::flf.lJU~1 l.l11~1 LL'1:::'\J1\lG'l11V.G'l'Vl5tl''Uvl tl''U'Vl:::LG'ltiEJ L ll'U8V1\li:l\li.'11'Vl-ru 
\J , , 'U 

n1~\l L"ilel'U~1RqJ~\l;\l 1~fl8VL '!Xfi1LL 'IJ:::i.11 oUaL'1'\JmL '\J::: u.":::-U'mJ'1~1\l6l vi'11L U'U L 'Ufl11vl1fl11Pifl~1 

fl~.:iil Vi~aiivY.:iEi'.:iL ll'Un1~.:i 1'1'1'1Rqi L 'Um1e11"1J1 vm1ii'1:::~1 fl L 'U~1"1J~1.:i si vivi11 ~m1Pifl~1il~1 L ~'1 
i;ici1.:i1u1v1~1v~ LL":::V11fli1iail~Vi'11~\J1:::m11~m:ij'v "11aa.nvii1 ru viil • v 



"lJ 

m:an'Uf111'U~vt11anfi'1'1l.l~'Ut5, DEAR Model, ri11lJ~\l'VfeJ1'1, 
" 

B~ 1 vici1'1~mtJ1'UtJ'Ul9i' 

m11"5'tJfl~\ldii1~m.h~G1\lflL.y;B~f1~1 1) '1n~ru::G11'U'Uflfl'1 L"li'U LYW! B1f.I 1~~'Uf111Pif1~1 • • • 
B1~'Vl 11U1~\9im~B'U bbG'l~ G1'11'U.f11'Vl G1\li:.J'1\91Bm1lJ~\l'VlB11i'J"lJB\l~f1fl1~L-if1lJ11oU'U~f111: mru?in~1 

~1'UG1111rum1"li1\I 81wBm~m1Yi"!li:..ia ~\lvtl~B'Um1"llu1\1 2) m1'U~vt11anf11'1l.l'W''U5 (DEAR . ' " 
Model) G1\li:.Ji;t\91Bm1lJ~\l'VlB h"llB\IG'lf1fl1~b-i!1lJ11 oU'U~f111: mru?in~1 ~1'U'1111rum1"li1\I B1b.f1B " . 
~1~f111Yi"lli:.J'1 ~\1Vll~B'U'111"ll51U ncilJ~1B~1\I 1~Lbri ncilJG'lf1fl1~ih.h~'1'Uf111tUL-i!1lJ11 oU'U~f111 

, " " \I 

~1'W'1111rum1"li1\I rl1L.nB~1~m1Yi"lli:..ia '1'1vt1~B'Ua11"11u1\1 "il1'W1'W 350 ri'U Lri~B'liiBvTim'Wm1 . ' 
: 11'U11lJ-i!BlJ'1 RB LL'U'U'1B'UmlJ G1'1~vtl.U RB m1l.l~ ~BtJa~ fi1Lu~tJ fi1L~tJ\lb'U'WlJ1~1;i1'U '1i1~ " ~ 

1Lm1~~m1l.lbb~n\911\I (t-test) '1'1~1Lm1::1~ri11lJLb thi.h1'U (F-test) m11Lri11::i1G1V1'1l.l'W''U5 

(Correlation Analysis) LLa::1m11Lri11::1i1m1'1~'1BtJL68\l'Vl\-l (Regression Analysis) 

i:.JG'lf111l~ tJ'Vl'U11 ~~B'U LL 'U'UG1B'U'11l.l'11'W 1 'Vlru L lJ'UL 'Vll3l"ll1tJ iJ"li1\IB1tJ1::iV111\I 31 - 40 tJ " "' . 

~\IV!1~B'U'111"ll51U LL~n\911\ltl'U~1~~'UtJtJG11ri'w'Vl1\1'1i1~ 0.05 '11'Uv11'WB1tJ 1::i~'Uf111~f1~1 B1~'V'i 
" Ill - , 

11tJ1~19iBL~B'U Lb'1::!'1'11'U.f11'V'i a\li:.Ji;t\91Bfl11lJfi\l'V'lB11il"llB\1'1f1R1~boU1lJ11oU'U~f111hiLL~f1~1\ltl'U 
" 

2) m::'U1'Wf111'U~'Vl11anf\1'1l.l~'U5 DEAR Model th~f1B'U~1tJ m1tl1L 'Vlfl L 'U fa~b -U1m 1 ~'U~f111 
" 

m1-rn~1;i1'Wanr11 i1i:..ial91Bri11lJ~\l'V'iB l<ii"llB\la nfi'1~L '!!1l.l11 i'U~f111 ~1'U'1111rum1"1i1\I 81 L.f1B 
41 \J \J , 

.:!ii CV QJ .ir::t1d QJ QJ O Q.I 4.Q 

~1~f111'V'i"lli:.J'1 'i\l\l'Vl1~~'U'111"ll51'U'Vl1::i~'U'UUG11fl(\!'V11\1'1'11'l 0.01 



TITLE 

AUTHOR 

DEGREE 

ADVISOR 

KEYWORDS 

ABSTRACT 

ANALYSIS OF CUSTOMER SATISFACTION BY THE DATABASE­

ELECTRONIC-ACTION-RETENTION (DEAR) MODEL: A CASE STUDY OF 

SUWAN KANCHANG SHOP, TRAKAN PHUET PHON DISTRICT, 

UBON RATCHATHANI PROVINCE 

CHISSANUPONG CHAITANEE 

MASTER OF BUSINESS ADMINISTRATION 

THUMWIMON SUKSERM, PhD 

CUSTOMER RELATIONSHIP MANAGEMENT, DEAR MODEL, 

CUSTOMER SATISFACTION, MOTORCYCLE PARTS 

This study aimed to study personal characteristics, such as gender, age, 

education Level, occupation, monthly income, and marital status, and the customer 

relationship management (database-electronic-action-retention [DEAR Model]) that 

affected the satisfaction of customers of the Suwan Kanchang shop in Trakan phuet 

phon district in Ubon Ratchathani province. The participants were 350 customers who 

completed a questionnaire. Data were analyzed by frequencies, percentages, 

averages, standard deviations, t-test, F-test, correlation analysis, and regression 

analysis. Results showed that most of the respondents were married men aged 

between 31 and 40 years educated to high school/vocational and earned between 

5,001 and 10,000 baht per month. It was found that different genders showed 

different satisfactions at the statistically significant 0.05 level while age, education, 

occupation, monthly income, and marital status had no significant effect on 

satisfaction. Those customers who used the database had significantly different 

satisfaction at the 0.01 Level. 



n\P'l~n':i111th::n1A 

u'VIA'tlaei111ti1 l 'VIEJ 
., ' ., 

'U'Vlf'lflEJv.fl1'li1v~nq'l.i 

a11ucy 

'U'VI~ 1 'U'VlcU1 

1.1 ~:U1LL6'~fl1111'11f1qJ"lleJ-:J'LiqJ'Vl1l:il'EJ 

1. 2 1 ~ '1'1.h~'1-:iril:1.1n1'jl :il El • 

1.4 "lltl'Ub"ll~fl11l~EJ 

1.5 '\.J1dEJ"lltJ~fl1~';h'1~ 1~-r'U'11fN1'Ul~EJ 

1.6 f11tl'ULL'U1~~fl11l~EJ 
~ .., ' 

1. 7 'IJEJ1:Uia\YfVILuY41~ 

d ct.cU .dd II 

'U'Vl'VI 2 Lvna11LL~::~1u1~EJ'VILnE11'llv~ 

2.1 LL'U1~~LL6'~Vl'l~~L~EJ1tl'Ufl11:U~-:J'Vle:Jh 

2.2 vt'l~£irn1u~V111~nfl1a:u~tJ6~1vm~u1t.1m1 DEAR Model 
' . 

QQ.I .q..:::t II 

2.3 -:J1'UT'1EJVILnEJ1"lltl-:J 

2.4 ~111-:J'11'\.J-:i1t.11~EJ~L~EJ1oUeJ-:i , 
d Q.c:I 0 Q Qo.I 

'U'Vl'VI 3 15fl1L\.l\.ln111~EJ 

3.1 '\.J1~"ll1mLL6'~n~:u~1e:i~1-:i , 

3.2 Ll°l~tl-:JlJeJvtlm'Ufl11l~EJ 

3.3 fl11'1~1-:JLfl~eMi'.Je:ivtl m 'Ufl111~EJ 

Ill 
'Vl\.11 

n 

1 

3 

3 

3 

4 

4 

5 

7 

13 

21 

28 

30 

31 

32 

35 

36 



,, 
4.1 ~'1n111bR11~v16lieJ1JrtYJtt;)1iJ 

'U ... 

uvtvf s i:11tJ,;.ia ei.iitJ11a LLa:;1ivLfl'UVbL'U:; 

5.1 '1'j'IJ~mfl1'j1~EJ • 

.fl1fl!;J'U1n 

Ill 

'Vl'U1 

38 

48 

56 

58 

63 

65 

72 

78 

80 



: 

2.1 

3.1 

4.1 

4.2 

4.3 

4.4 

4.5 

4.6 

4.7 

4.13 

4.14 

4.15 

DEAR Model 

~b<U'1m 1 -ti'LJ~rn1 

fl1b1l~ v bb'1~'1TWfl11l.J b ~V'lb 'lJ'l..ll.J1\911~1'1..1"Uel'l1~~'lJfl111JTI'IYm 1 "'il"Uel'l'1nfh 
... 'IJ 

~boU1l.J11otl'lJ~fl111'1..1~1'1..1fl11l.J11~b~1 

l"i1bo~Vbb'1~'11um1l..lb-cimb'lJ'l..ll.J1~1~1u"Ua.:i1~~'lJfl11l..ITI'IYm1"'il·11a.:i'1n~1 
... 'IJ 

~b "li1m 1 iLJ~rn11 u~1um1l..lti1b~a~a 

ri1Lu~ v LL'1~'11'Wfl11l.JL-civ.:ib 'lJ'l..ll.J1\911~1'1..1"Uel'l1~~'lJfl11l.JTI'IVrn 1 "'il"Uel'l'1 n~1 
... 'IJ 

II 
'Vl'l.11 

29 

33 

38 

39 

39 

40 

40 

41 

41 

42 

42 

43 

44 

44 

45 

46 

46 



4.16 

~L.ij'11J1boil'U~fl11 b 'U~1'Ufl111J61~~1fl 

4.17 fl1LU~!:JLL'1~'11'Ufl11lJL~fJ'IL'U'UlJ1\911~1'U°llel'11~~'Uf'l11lJ.W'IVfe.l1"iJ"lJB-:i'1flfl1 

4.18 

4.19 

4.20 

4.21 

4.22 

4.23 

~ v 

4.25 em m11 Lf'l11~'1iie.i'1 m11 Lfl11~'1iifl111JLL tl1tl11'U'V11'1L~fl1 

m~'U1'Ufl11'U~Vl11'1flfl1'11J~'U5 DEAR Model 
v 

4.26 

II 
Vl'!..11 

47 

47 

48 

49 

50 

50 

51 

51 

52 

53 

54 



d 
.f11'W'Vl 

1.1 

1.2 

2.1 

~1'U1'U1tl-;ij'fl'H.11'Ut.J'U~1 'U'lh~L 'Vl\311 'Vlt.i 3 Ufle:J'UVl~'I 

fl1eJ'lJLL'U1fi~fl111-;ij't.J 

m~'\J1'Ufl11 DEAR Model 

Ill 

Vl'U1 

1 

5 

17 



1.1 ~111Lt~::f11111ih~ru11v.:iilruV111~a ., "' 

..,,; 
'U'Vl'VI 1 

0 

'U'Vl'l.11 

·rn~ n·rn 1t1vt1 l'l L U'Ll v 1'Ll'l"l1'Vl'Ll~ v a 111-U v 11 B'U~'U'Vl~-:i1 m.J1 :a 'Vl fllhrn ~" 1 'U v ri\hr'ilu'Ud • • 
1'1111Lija-:i1 m\] ~ vim1"il11"iJ1~111-il111 w~mmmJ'Ul'l ~"L U'UV1'Ll'l"l1'Vl'Ll~vi-uv111 in'U111nvi'l111 b Yf11~ 

a1P111~t1b'lJ~a-:nl1:U''Ub:ffm'l"l~-:ivi'lh~V1E1111n111'1V'Ul'lu1n bba~ih1riT~Clnn111t1e11P111'11'U 90% "Ua-:i ,, 
11fl1Lu~v ~-:iuririavi'11 'lJl;'f11111m llm41"1la-:i 1~ ~-:iii~'Llv111 i1'1"5'mv1t1v'UIJ1111n~t1 1111 vl;'f11111'1 . ,, 
~'1Lf11'11~ "il1f1.f11Yfvi 1.1 ~'ILLi;'fl11'1'11'U1'Ll1Cl~f1W1'UV'Lll'l1 'UtJ1~L 'VlfllviL ~1J~'Ll'Vlf1U fav 1 'UU 2555 • 
ii'11t11t11'1~mmt1vt11'119,023,751 r1'U ~au11t1tl 2556 iim1L~11'11'U1t1~'ULU'Ll 19,853,157 r1t1 

LLa~1'Llll 2557 ii'11'U1'U1Cl"5'mm'UV'Ul'lfl111LU'U 20,144,586 r1'Ll 1'11:1.Jc;l1~u~-:id 

20,500,000 

19,853,157 
20,000,000 ---------

19,500,000 • 

19,000,000 

18,500,000 

18,000,000 

2555 2556 2557 

. 
Vl111: f1)lJf11)"1l'Ll'1'1'Vl1'1'Uf1 (2558) 

a~-:i V11mtJ~V'ULVivuva111m1'11V1ti1V1'1V'Ul'lLLa~1'1-.ij'mfJ1'UV'Ul'lfl1V1'U'lJ)~L'Vlfil ~'ILL~L~fl'U 

um1ri11 - L1l'li1EJ'Ll 2558 Y1u11 1'1Vt1"1iimJ111'11V1ti1EJ'11'U1t1 251,845 r1'U a111a-:i"il1ntl 2557 

1t11~EJ::L1a1L~EJ1nt1 ~ava:: 15.3 '11'U)Cl~ffm1t1EJ'Lli;) iiE.Ja111'11V1ti1v'11t11'U 585,256 r1'U L~lJ~'U 
"il1f1L~8'UlJf111fl1J - LlJ'li1fl'Ll 2557 ~aE.Ja~ 3.96 ('1fl181Pli;'f1Vff1)):1.JLL vi-:itJ1~L 'VIPl1 'Vlv, 2558) • 



2 

'1'U61~VleJ'U 1 ~L ~'Ul1 1'1..ij'f11CJ1'UCJ'U~1~LoU1lJ1ii'U'Vl'U1'Vl'11rl'lJ l 'Ufl11~11\1~1~'lleJ\llJ'4'l1El L Yle:i 1 iL U'U 

vn'Vl'U~ l 'U m1L~'U'Vl1\l'VI~ eJ'll'Ur:i\l~\l'lleJ\l'll'U 1~ L~ fl 

u"iJ "iJU'U m1LL "ll'li'U 1 'Uo1n"iJri'1'\Jafle:i~1 V1ci1'1..ij mCJ1'UCJ'U~ii'11'U1m ~""1fl<ff 'U L ~ e:i\llJ1"iJ1flm1 • • 
1 i'l1'U1'1..ij mm'LICJ'U~ L th..1~\IB1'U1CJfl11lJ'1~ m fl~iinmL 'Vl'U'VlflU1'U ~1 CJ'lJ'1lJ1tim;1..ij'mCJ1'UCJ'U ~~ii • 
'11'U1'UlJ1fl \'111~iim1lJ~eJ\lm16ii'mrn1 'VlciL Yle:i L ll'Um1u11\l-rfl'l11 LLG'l~61le:imL61llJ~1l.lmCJ m11 i.:i1'U • • 
e:icivci1.:il'im ~e:i.:i ~\l,r'U~'liim1L~'U t~L ~";ff'U 1 'Uo1n"il~1'Ud LLG'I~ 1 'U'lltu~L~mn'LI'Vl1.:i~1'Ue:i~611V1m1" 

'U • • 

m1~~~1'1..ij'mm'UCJ'U~ LLG'l~e:i~ 1 V1G'IL 'U'\J1~L 'Vlf!l1 'VlCJ f!.:iiim1L ~"~~~J1ru'11'1..ijmm'LICJ'LI~ci'LI 1 V11iL-U1 • 
r:i~m~e:ici1.:il'im~v.:i ('1.fl1B~'11'Vlfl11lJLL v1.:ith~L 'Vl~1 'VlCJ, 2558) t~CJvi'11'\J'V11.:i~~~~"il~iie'.hCJe:i~1 'Vici 
'U • 'U 

'Vl~el~'UeJ'U1fl11eJ~ 1 'Vici LL Vl1'1..ij' fl1CJ1'UCJ'U~~iim1~'Url1'llel\l~'U 1 lfleJCJ l ~'U1fl11G'lflrl1 LLl'i L ~eJ\l"il1 fl 
'U 'U 

111"11~'1\I '¥111~~1'U"ll1CJ'\Jafle:i~1 V1ci1"..ij mm'UCJ'U~vi'11 iJ L tJ'U~ilCJlJ'lJe:i.:iflcilJ" flri'1lJ1 flfl11 
'U • 'U 

fl11'U~'Vl11G'lflfl161lJ-W'U5 (Customer Relationship Management - CRM) LlJ'U.ff'U~eJ'U 
'U 

~1f'lru 1 'Lifl11L ~lJ'\J1~~V16.fl1YlL ~v-rm~1G'lflri'1 zj.:iL lJ'Uu"il..ij'CJ~1f'lru 1 'Um1~1L il'Uo1n"ilri'1'\JamLG'l~r:i.:i ., 'U ., , 

~m ll'LI'Vl1.:JL~Bfl~~ 'U m111.:i flG'I CJ'V1Gfl11LL "ll'li'U L lJ'Um1~m~Bfl'l.h~ L.fl'Vl'Vl~.:i~iirh 1 i~1 CJ-UvCJ fll 1 • 
m1'V11m1~m~1 'U~'\J LL 'U'U~el LLG'l~fJ-!1611lJ11'11 ~'4flflG'lvi'11 i.J1 'UeJ.:JRm'\Jlju~L~L Yle:i~"il~\'111 ~Ln~ 

m1lJ~.:iYle:i l"il'lle:i.:i" flFi'1~L-U1l.111 -titJ~m1 t~CJ l 'U'Vlflo1n"il611l.l11'1tl1m~tJ1'Um1tJ'1V111" flri'1'1l.1-W'LI5 
'U , , llJ 

DEAR Model L Yle:ii.J1~Li1'Ufl11lJ~\IY4eJ 1"il 'lleJ.:JflcilJG'lflR1~iii.J1~'1'Ufl11tu L 'Ufl11 l otl'U'1m11~ 
• 'U 

..ij\l'Vl1~v'UG'l11"1JoTu L tJ'U..ij'.:i'Vli'~'ll'U1~ 1 'Vlruii'1~r:i1'Ui.J1~"1J1m t~m1l.l..S1'U1'U 1,844,669 fl'U . ., 

(fl1lJfl11Uflfl1eJ-!l, 2557) fJ\ILU'U~'U~~\l'lleJ-!llJ'Vl11'VlCJ1'1'CJ~\l.fl1fl-r~ LLG'l~LeJfl"!J'U '11'U1'U 4 LL'V1-!l ;.:Jl'U ... 
LLl'i G'I ~LL v1\IJ'U ii '1~ r:f 1 'l.10 otl1'1-;ijfl1CJ1'U CJ 'U~ '11'U 1'UlJ 1 rn-d'U n'U eJ~-!lel1 L.fl e:il'i 1-!l 1 l 'U ..ij\l'Vli' ~ 

B'UG'\11"!151U zj\liimJ~\l'VllJ~ 25 B1L.fleJ LLG'l~f!\lii 1 B1L.fle:i~~e:i 1~11L lJ'Ue11L.flv~ii'll'l.11~1 'Vlru ~el 
• 'U ., 

el1L.flelm~fl11Yl"!l~G'I ~\ILU'Uel1L.flel~~.:JBciv11.:i"iJ1flel1L.flmijeJ\leJUG'\11"!J51U '\J1~mru 40 nLG'\LlJm 
'U • 

"il1fl'll'U1~el1L.fleJvtlmyLLG'l~ii'\Jw"111fl1 '11'U1'U 113,086 fl'U (fl1lJfl11Uflfl1el-!l, 2557) r:i\lt:JG'li1\IL~eM 

m11 i1'1..ijflw1'UCJ'U~v1iii.J~"1rumfl~1 CJ 

"il1 nv1flci11m-U1\l~'U L~CJ1num1LL "ll.:ii'U'lle:i.:io1n"il~1'Uf'11i.Jafl LLG'l~r:i.:iv~ 1 'Vici ·rn~ m CJ1'UCJ'U~~ii • 
fl11lJ1'ULL1\IL~lJ;ff'U t~mUY41~L'll~B1L.flvm:::m1-W"1.1t:JG'I ..ij\l'Vl1'~eiuG'l11"1101-U ii~1'Uri'1vl'ltXu~m1'll1CJ • • 
e:i::: 1 'Vli;i LLG'l:::61im.l1'1..ij'mCJ1'UCJ'U~ "i11'U1'U~\l'VllJ~ 7 ~1'U (m1lJfl1161lJ1fllJV'ivR1el1 L.fleJ~1~m1Yl"11t:JG'I, 
2558: 61lJ.fl1'loJru) V11mVi.CJu"il1fl~1'UR'TvY\IV1lJ~ 1 'LI'11Lneim~m1Yl"11t:JG'I ~1'U~ii'll'U1~ 1 'VlqjLLG'l~iim1 

' ' 
'U~m11"11u1\l"iJ1LnCJ1nu~mCJ1CJ'U~ tl''U~v "~1'U'1111rufl11"!i1\I" • 

II I ~ 1.d 0 .::!ii Cl.I CV .c:::1 O .Q .Q II ..::ii 

11'U61111tufl116ll1\I ~\leJCJ'VleJ1L.fleJm~fl11Wllt:JG'I "il\l'Vl1~eJUG'\11"!151'U ~1L'U'U51fl"ilfl11fl1UG'lfl . " , , 
LLG'l~r:i\l~'Url1l.11fll.11CJ'VIG'l1 fl'VIG'\1 CJ'\J1::: L.fl'Vl 11flvCJ 1 ~u1mi~flR1 t~CJ'Vl1\1{1'U., 1~m1lJG11f'l(\J1 tJ~ 

~'U 1"11V1'1' fl ~ei ~'Uri'1i.J1~ L.fl'Vl v::: 1 'Vlci1'1..ij m CJ1'UCJ'U ~ L "li'U m\l~eJ1'1..ij m CJ1'UCJ'U ~~\l.fl1CJ1 'U LLG'I~ 
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.rrn..1ue:in tl1irmfl~t1.:i tl1irue:ie:i Ll'liKtl (Auto Lubricant) LL"~bb'Ul'lb~tl~ LV1fJ~tJfi'1tl1~b.flVlt1~ 1 'Vf~ 
'U 

)'1-.ijmfJ1ufJur!i1' ~vibuu?<vi~1u 10:30 6llt1.:ifJt1vi6ll1fJ~e:i-l''U (~-.ijvim1-r1u?1111rum1-d1.:i, 2558: 
'U • 

?i'l.l.n1~ru) 1vivih~.:i" nioi'1tl1~"il1~L uu"li1.:isdal.I V1~a~1uf1111v~amL"~~ L lJtJ'Uflfl'1~11 tJ 
'U • 

b~t1.:i~1nm1L ~l.l:il1tJ1tJ~tJe:i~1.:i~m ~e:i.:i6lla.:i-r1u~1tl~n LL"~~.:ie:i~ 1 'Vf~1'1lijmv1tJVtJl'l1 ui{u~ 
rl1L.nt11'11~m1~6lle.rn LL"~tncK Lfiv.:iv'i11-Hu~-.ijv~'11f1qi1 'Uf111~1L -Uu.:i1tJ6lltJ.:iV11.:i~1tJ fia 6J n~1 

?11l.l1w~viau h 1tJL~e:in1iu~m1~1tJ~'U1~ v'i11~"vn.:ii1'U?1111rum1"li1.:i ~a.:im11tl LL uu~i1 
• 'U 

tl1~~V15.n1TI 1 tJ m1-rn~1" nl°116lle:i.:iV11.:i~1tJ, Lm 11 'Vlial.l~..:if1..:iL llum1?1i1.:i fl11l.l~.:ivrn h 1-Hnu 
'U 

n'1l.l"n1°1111v1V1l.l~L-ff1m1iu~m1 1-Hamnn~um1iu~m1J1 (-r"!lii imn\1, 2558: ?i'l.l.n1~ru) 
• 'U 

.:::I.cf SJ' I 0 di Cl.I CV d 

mruf'ln~1 11'U~111rum1"!l1..:i mL.na~1~f111'Vl"1Je.m ~.:iV11vi~um1"!lu1'U 

1.2.2 L-ria~n~1m~'U1'Uf111'U~V111"nl°11?i'l.l~'U5 DEAR Model ~~.:ie.m~Bfl11l.l~.:!V'1Bh6lla.:i 
'U 

1.3 fl1J1J~_!1utu~1u1~a 

1.3.1 ~n~ru~~1'U'Uflfl(;l 1~LLri LV'lf'I mv 1~~um1~n~1 m~V'I 11v1~~m~a'U LL(;l~?lm'U.fl1V'I • • 

1.4 'tlilULCUflfl11i~V 
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mfa.1~1aej1.:i fia mh.Ji;inf11~ii'l.h:::61urnrn1 'Vl~an1'1~t.ff'lJ~m1 i1'U'1111rum1"1l1~ 
• • C\J , 

rl1L.nam:::m1~·1H.J'1 ~~V11'~a'lJi;1116llu1ti 1~mll'W~~'l.h:::na'lJm~Y1-d1~eda"1'1~mCJ1'UCJ'U~ L-.[1"1Ja~ . " 

1.4.2 "IJeJ'Ub"IJ~~1'U~1LLth 

~1LLth~~':i:: (Independent Variables) 1~un (1) '1n'l!fru:::?i1'U'lJflfl'1 'l.J1:::na'lJ~1CJ • 
LV'lf'l a1CJ 1:::~'lJm1Pin'l!f1 m~Yl 11CJ 1~~m~a'U ui;i:::61m'W.fl1Yl (2) m:::'lJ1'Um1'lJ~V111i;inf11'1"~'U6 

' " 
DEAR Model 'l.J1::: fleJ'lJvl1CJ fl1161i1~~1'UoileJ"'1'1flrl1 m1tl1L 'Vlfl 1'U1'1~L off 1"1 t i-1'lJ~fl1)'1 flfl1 fl1) 

~ C\J C\J C\J 

'1i1~fl11"'1U~'U5n'lJ'1flfl11~CJ L -ffn"il fl11"'Vl1~fl111'1"1~ LL'1:::fl11Ltl'lJ-rf1'\!f1~1'U'1 f1rl1 
" "" " 

~1LLtl':i~111 (Dependent Variables) fia m1"Vi~Ylah"lla~i;inf11~ii'lh:::'1'lJfl11W 
" 

11~L~1 m1uw1L~a~a fl11"61:::m~ fl11"'1:::mn LL'1:::m1"Lmht?f (Parasuraman, Zheitaml 

and Berry, 1988; n1Tii;i LLn1'1"i1n, 2552) 

1.5 tl':i:: 1u"ll'll~fl1fl11'iil:: ltli1'1.J'iil1n.:11'U1~u 

1.5.1 '11"11'1tl1-Ila"i;ivi'lvl'"11Lfl11:::"1m1v\'1~1'LI"lleJ~'Vl1~-r1'U., -;hii't.h:::~'Vl5.n1Yl 1 'Ufl11'1i1~ 
" 

fl11"Vi~Ylel ht ~O'lJ'1f1fl1eJCJL 'U):::~'lJ t~ L Ylatl1"1 t m 'Ufl11-WW.J'U11ULL 'lJ'lJfl1)vl1~1'U bb'1:::61-r1~m1" 
" " " 

"' "'QI 

1.6 n':ieJ\JLL'U1flfln1':i1'iilEJ 

"il1f1fl11"1'1a~m11Lfl11:::~m1"Vi~Yla h"lla~i;infi'1~1E.Jm:::'lJ1'Um1 DEAR Model "lleJ~~i"5'CJ 
" " 

~~ rl1'Vl'U~~1 LL 'lh~iifl11"&r"-W'U6 n'Uaa n"1L U'U~'l.J LL 'lJ'lJ~1 u tl1B'11::: (Independent Variables) 

th:::na'lJ~'JE.J '1n'l!fru:::'1TW'lJflfl'1 LL'1:::m:::'lJ1'Ufl1)'lJ~'Vl11'1f1fl1&rl.J.W'U5 DEAR Model (1'VlCJ1 . " 
~1'U5'11~~i;i ui;i:::Vi.n'rl ~m, 2549) ~iii:.ii;i~a~1LLU11'l1l.J (Dependent Variables) fia m1"Vi~ 

Ylah·im~~nfi'1~L-H'1"11-U''lJ~fl11 (Parasuraman, Zheitaml and Berry, 1988; fhV'm LLtl1'1l.Ji1n, 

2552) 
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i1LL\hfilflca:: (Independent Variables) i1LLtl1fl1iJ (Dependent Variables) 

- €11tJ 
' 

- ':i~vlUfl1':i~fl~1 

- m'li'l"l 

- ':i1tJ1~~BL~B'U 

- m:num'l"l 

DEAR Model 

- fl1':i'1~1.:J~1'U'ii'BlJG'l'1fl~1 
"' " " 

~ "' ., 
- fl1':iLflU':ifl~1~1'U'1flfl1 

"' " 

~ 

- l'l11:1..l':i1(;1L':i1 

- fl11lJ'li1L 'liu~B 

- fl11ll'1~(;11fl 

- fl11lJL€11 hJ 1'1 

VJ•1HJ'1 ~~'VllVIBU'111"1151U ~~1 b ti'U51n'1 L 'U1tl bb uu n11f11tl~ nLb'1::r11'1~v::1 V1~l.11~11ii1'Uh1 
" , '\I &I 

1fl~f11V1'UV'U~11lJ~~eltlmru~b~f.11-liel~tl\Jf111~bbf;l'!f1'1!t11fl~f11V1'UV'U~ 
• 'U 

ant11'lh::lii1 V1it1vi1~ f;lf1R1~i1t11::'1um1w1'Um11iu1m1i1mn11rum1"1i1~'1tl1bG'litB ~~ 
'U 'U • 

(;l f1R1~L tlm'11"1Jel.:j)fl~f1W1'UV'U~ L~1"!1eMfl'1f111-r1'Ufl111f.l~BV bLf;lt-r1'U6ilelit l.11 L iu~f111el~1~ 
'U 

UBV'1tl~1l1f;l:: 1 fl~~ f111LoHU'1f111L'ULL~f;ltf'I~~ i1m1"1i11tL1'U12.iuvf.lf111 200 U1'Vl i1m1L-li1it1LoH 

u~m1~m ~v.:iL tltJ1::vtL 1f;l1 1 u;tJ 1 ti bbf;l::E!wil11111 iu~m1'1'Ui1.:iil'1'1UtJB~1.:i~vL ~v.:i • 

AQ.11/Q V f' 

"!Jel.:iU1'\!t'Vl~~f;l~1fl'1f11f.11'\.JV'U~ 
'U 

a:: 1 'Via L Viu iJ V1it1 v ii.:i B:: 1 'Vlci'Vl~B~tJ '11'U ~~ ~~;tJ'11 ni '1vi'Vl~v'11'Utl 1:: n vu~:UR run1'V'l . ' 
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~1'UoUBllfifinri'1 (Database) 2) nT~ 1iLVlfl 1'W 1r;i~~L'V!m::?lll (Electronic) 3) rn1n1'V!'U~ hhLLmll 
.... 'II 'II 

L~a?l~1'1fl11lli>l'll~'W~ (Action) 1.1.m~ 4) rn1Lnu-rn~1r;inl"11 (Retention) 
'II 

f'l1111.W.:icwil Ll\l"llfil.:ianf\1 'V!ll1 ~~.:i fl11lli~n~Ln~~'Wnur;inr111 'Wvi1.:iu1 n 'Vl~.:i'11nrn11~-ru 
'ij 'II 'II 

th::?lu m1ru1 'Wm11iu~m1~1'W ?1111ru m1-d1.:i e11 L.na~1~ m1Yi•1Hrn '1.:i'Vl1~aufi11"lln1i1 
' ' 

th~nau~1~ 1) fl11m1~L~1L'Wfl11L~'U~fl11 2) m1l!i..i1L~a~a 3) fl11ll?l~m~ 4) fl11ll?l~~1n1'W 

rn1LoU1ll11iu~rn1 LLa~ 5) fl11l!LB1L'11'1anr11 
'II 



d 
tJ'Vl'VI 2 

fl'Ufll1bamnmat-:i1'Ui-.ij'CJvib~m-Ua-:iaanbtl'U~1-Ua ~-:id 

2.1 bb'U1~~bbat'Vl(]'lil]b~CJ1nufl11iifi-:i'V'la1'1 

2.2 'Vl'l'lii]nTm~V111~n1"11aiiir'LI~~1CJmtu1'Um1 DEAR Model 
.c::.V ~ d !ll 

2.3 -:11'U1"i!CJ'Vlbf1CJ1"1Jm 

2.4 l'l111-:16'!1tl-:11'Ui-.ij'CJvib~m-ifm 
' 

2.1 LL 'U1i>1flLLa::'Vlq'li{jL~a1nufl11ii-W.:icwei L"'il 

2.1.1 fl11iiviii1a'Uv.:ifl11ii-W.:icwei1"'il 

~b 1n 'lf1,;V1~1CJ (2528) m1iifi-:i'V'la L"il V1lJ1CJ5-:i ~fil'Ufl~V11-:iu1n"llm'4flflavii1~a~-:it~ 

~.:i'Vli1-:ib tl'Ufl11ii~~ n V1~a~fil'Ufl~vi~~a.:i1'Uvi"11"1Ja-:iuflflavii1~a.:i1'U 1 'UV11-:iu1 n m1ii'1"1J"1Ja-:iu fl fl a " , , .. 

B'Ubfl~"i11nn11tli)'\J~-:11'U brnt 1~fu~a b tl'Uvifi.:i'V'la h"ilt'1-:i~a 1 ~'4flfla bn~m1iimt~a~a~'U i1 

fl11ii'1"1Jfl11ii1i-:i~'Uvi"ilt"11-:11'U i1'll1ru bbati1n16"-:i 1'1 i1fl11ii~mir'Ufi'u'Vl'l.h CJ-:11'1.J i1fl11iiJ11flflilh t 'LI 
, , " '\I '\J 

I 4 V !ll 0 '"' ' .c::I II' 

m11;1-:i~a mm 1ii f111'Vl'U1 LL at fl11lJ'11L1"il'l!a-:ia.:il°l me::i n~1 CJ 

n~m tl~~~an (2529) m1iiVi-:i'V'la h 'VllJ1CJa.:i m1ii~~n6llau 'Vl~v-vrn 1"ilvii1~a 
'U 

a.:iritl1t nau bLa::~.:i~.:i 1"il1'U~1'U~1.:i1 b~a 1~-rum1l'la'U'1'Ua.:i 

Q'1'11-a'CJ fl.:i'1'll (2535) m1iiVi.:i'V'la1"il'VllJ1CJ5.:im1ii~an 'Vl~e::i~fil'Ufl~"lla.:iuflfla vii1~a~-:i 
• 'U ' 

'Vli1.:i'Vl~€1'Li"il-;ij' CJ~ 1-:161 vh~m-Ua.:i fl11lJ'i~f1'V'i8h'1'U"iJ::Ln~~'UL~8fl11lJ~8-!lf111"1J8.:j'lJflfl'11~-ru f111 
I "' • 

1'1€l'U'1'Ua-:i V1~e::iu11'1~~*'VllJ1CJ 1 'U1::~u'Vli1.:i 

~a.:im1V1~a"il~1i-:1V1mmT'LI1ii1~-rum1l'lau'1'Ua.:i 
' ' 
1;1~1 .rlu.11-:iri (2540) m1iiii-:i'V'la h V1lJ1CJfi-:1 fl11iii'~nviLn~~'UL~a 1~fu~a'11L ~"il1'11lJ 

'U 'U 

fl11lJ1i-:i'VllJ1 CJ 'Vl~m U'U m1iii'~ n.ff 'U'1~Vl1 CJvtl.~f u ~ aa1 L ~"iJ(;l1lJ1 (;lf1U1t'1.:iri 
.. '\J .. , 
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bVl'VfV'fLI:U bi'JeMbb:W'LI bbi;'l:::'11.:i i;"IT;i'HU (2540) f"ld11J~.:JYltJ 1':J blJ'LI.f111:::"1JtJ.:Jf1111JYltl 1':J • 
V1~aM111:::~i1aTrnru1 i.Jt 'LIV11.:iu1 n~bn~~m iia.:i'11nm1iJ1:::dJ'WiJ1:::'1u m1cl"1Ja.:Jfl'LI 'l 'Vfii.:i~.:i~ 

"ll1~V11CJ 1 iJ1:::wh.:im1b6'l'Lia t ~nu~.:im~-ru '1:::b lJ'LI11mn'LI"llmri11:uYla hbbi;i:::m1:u hJ~.:iYla h 1~ ... 
i''Fil'LI1'Wm:wo'\Ju11·1rurusn1?1'1m'LI (2542) 1~~fl11:uV1:u1CJ"lla.:im1:u~.:ivrnhH-;h • 

~.:ivrn h V1:1J1CJf:i.:i -rn 61lti'U h Lbi;i:::~.:i h 'Vf:IJ1CJf:i.:i Ylti h 61lti'U L'iil 
11l4 Yl11ruLvi1 (2542) fl11:u~.:il'lah LlJ'Ufl11:u~anfl1CJt'U~1?1h"lla.:i:u'U't'1tl~ 

• 'U • 

1~h V1i1a'LI n'LI ~'LI av nu bL~i;i:::uririi;i--J 1'1:::i1fl11:ufl1~V1mCJ nuirnii.:i~.:i t~av1.:i 11 ti'1fl1~V11'.:iV1~ai1 
'U • 

ri11:u~.:i hmmLi;i::: 1~-rum11?1ti'U6'l'Wm~1 CJ~ '1:::i1m1:uYi.:ivm hmmLl?lL 'LIVl1.:J 1?11.:J n'LI"li1:wm'1 ~ ~'Vf1.:i 

'Vl~a1lJ~.:iYltihLlJ'Liav1.:i~.:i Lda1:u1~fom11?1ti'U'1'Wm1?11:u~fl1~V11.:i11 ~.:id~'Wavnu~.:i~~.:ih1111i1 
'U 

fl11:U6"ll~'LI 5 tl'LI tJ V1.:J6ilu'1f ti'LI 1~ CJ fl11lJ~.:JYl tJ L '1 '1::: Ln~~'LI Ldtifl11lJ~~ nVl1.:J'\J1 ni1m n ffi1Vl1.:J i;\'\J 
'U 

mtylil'LI1 a1ru~"ll1~ (2546) fl11lJ~.:JYltih"llti.:Jll'4'l'1tl LlJ'Wn11LL6'l~.:iaanvi1.:i'V'lq~m1lJ 

~L lJ'LI'LI1lJ511lJ 1lJ'11:1J11'1lJtl.:JL i.1'Ub lJ'LI1V~1.:J 1~ n11~L 11lil:::Vl11'U11'Uflfli;'li1fl11lJ~.:JYltl 1':J'Vf~tl 1lJ 
'U ' 

CV .d I II CV CV II II .c:i.C:: ii' d I II 

'11lJ11'1'1.:iLn1?1'11nm1 Lb'1~ .:i aa n Vlflti'LI"ll1.:J '1i;'l'U611'U611ti'LILLi;'l:::~mll'1.:iL11Vl 1?11 .:i ~a fl11lJ l?l m m1"lla .:i 

'Uflfli;'li\i.:ilil:::v'h t ~'\Jflfli;'!Ln~m1lJYi.:J'V'ltl h ~.:itY'LI ~.:JL ~1i5-!IL lJ'ULL ).:Jli].:J h"llti-!l'Uflfli;\tY'LI t ~Ln~m1lJi!i.:J , , \I , 

'V'lti 1lil1 m1'LitY'LI 

li11nm1m1li!Ltin6'l11.if1.:i~'U'11iJ1~11 fl11lJ~.:ivrnh V1lJ1CJf:i.:im1lJ~~n~~ 'Vl'iffvtf'll'Wfl~ 
• 'U 

' ' ., 
ri11lJ~~ n-Vi~~ a~.:itl''LI \?) 1 .:i n'Lii1lJV11nri11lJ~ a.:im1"1Ja.:i1?1t.1 1lJ1~-ru m11?1au'1'Lia.:iri11lJ 1lJVi.:iYla 1 lil 

'U 

... d ., .ct "I 
2.1.2 bL 'IJ1flf!Lna1n'Ufl111J'VH'Welb'1 

Shelly ( 1975) 1v1L'1'UtlbL'LI1fiflLMCJ1num111Yi.:i'V'lti 1'111 fl11lJ~.:J'V'ltJ hL lJ'Ufl11lJ~~n 
'U 

' ..:::9 I.IQ> I.let II.ct ~ !lief d 
'1ti.:i LL 'U'U"llti.:JlJ'LI'l'1CJ ria f-111111'1 nvi1.:iu1 n LLi;i:::ri11111'1 n'Vl1.:ii;iu ri11111'1 n'Vl1.:iu1 m iJ'Lim1m'1 nvi 

, \I \I '\I \I 

Ln~~'LILLIK1lil :::'Yi11 ~ Ln~ ri11lJ'1"ll 1~ CJfl11lJ'1"lldL U'Uri11:u~a n~LLl?l nl'i1.:i'11 nm111~~ nV11.:iu1n5'LI 61 
, , "' ,,. I 

mh1Aa LlJ'LIR1111~~n~i11:::uu{Ja'Unr;lu fl11116'l"ll'11lJ11o'Yi11~Ln~fl11lJ~anvi1.:iu1nL~:u~'LI1~~n 
'U • 'U 

~.:iif 'LI lil::: L i1'LI 1v111 fl111l'1"llL ll'LI fl11lJ~a n~'1r;lu61lui'a'LILLi;'l:::fl11:u6'l"ll-d lil:::i1ernl'iauflflalJ1nn11 , \I , , 

fl1111~an L 'LI'Vl1.:iu1n 
'U 

1"11CJ L V1~a.:i511lJ61l1~ (2531) LL'LI1fi~fl11lJw.:ivm h ii'11mMCJ1"1ia.:inuR11lJ!Pla.:im1"llm 

ll'4'l'1tl n~11Aa ri1111Vi.:i'V'la hli!:::Ln~~'LI 1v1n~mdam1lJ~a.:im1"lla.:i11'LI'l'1CJ1~fom11?1au'1'Ua.:i zj.:i 
• 

1l'LI'l'1CJ1lJ11 a CJ "l 'Wvtl~ v alli1R11ll!Pl m nT~.ff 'LI~'LI ;i1'LI 1lJl'i1.:i n'LI 
• 'U ... 
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tl~v1Y11 1-:ii3la'U1?11b"iltl (2535) 1~ilm1?11tl-J1 U"il~VV1~aa-:il°ltl1~naum·&\ll'U 
' ' 

Lfl~miiau-:i.ff fi-:iilqJV11~LMv1-Ua-:inufl11iiYi-:iY1a L"il L 'Wm1v\'1-:i1'U tT'Wil 3 tl1~m1 f1a 

( 1) U"il~V~1'U'\Jflfla (Personal Factors) 'VliJ1vfi-:i flru~n11ru~'11'U~1"1.1B'l'\Jflfla~ 
' . ' 

L'Um1v\'1-:i1'U m1Pin111 L~m~a'U LLa~ fl11il'1'Uh Lll'U~'U 

(2) U"il~V~1'U'l1'U (Factor in The Job) 1~LLn ~n11ru~"l.IB'l'l1'U l1n11~L'Un11vl1'11'U 

~1'U~'Vl1-:ii"111;ziy.i "l.l'U 1 ~"I.la -:iV1t.i1 v-:i1'U m1m1h-:i 1na 1~V1-J 1-:iu1'ULLa~~v\'1-:i1'U LL a ~M11Yl'Vl1'1 .... 

(3) U"il~V~1'Un11~~m1 (Factors Controllable by Management) 1~Lbrl m1ii 

~'Ufl'l L 'U'11'U11v-ru i:.Jatl1~ Lv"lltl 1am'1n11V1i!1 a1'U1"il~1ii~1LL 'VltJ'IVIU1~ '1.f11Y1m1v11-:i1'U L ~a'U 

11ii.:i1'U fl11ii-ru~~ m1~a'111nu~u.:i~uuru"111 fl11iifll-r'Vln11'U~1~u~V111 mTLIL'Vlfll.:i1'U Lll'U~'U v u v 

Vil1n,; m11Viii (2538) m1iiYi-:iY1a h L tl'Utlfin~v1~1'Uri11ii~~n\Jla~.:iL ~1 'V!~a~-:i • ~ v 

m~(;i"W~ LL'1~.:ii:.Ja aa nii11 'U~ n11ru~"1Ja-:ii:.Ja~Y16'1~Vf 1v"1Ja-:i m~u1'U m1tl1~ LiJ'U 1~ mJ.:iuanVil"l'Vl1.:i ' . 
"1Ja.:ii:.Jam1tl1~LiJ'U11Lll'U 1 tl1 'U~n11ru~ Vil"l'Vl1.:iu1n V1~aVil"l'Vl1.:iau 'Vl~a hJiltlijn~v1f1muv 1 \Jla~.:i 

' ' ll d .c:t, ..:=I i.I 

L 11V11a'1.:i'Vlmm~1?1'U , 

m'VlYI YITU"ll~'U5 (2541) 1~'11tl-J1 ~.:i"il-:ihvfliLll'ULfl~a.:iiiam~~'U 1 ~'Uflflmn~m1ii 
, 'I '1 '\I , , 

~.:iy.ial"iJ il~1vn'W 4 tl1~m1 ~a 

(1) ~'l"il'IL"il~Lll'U1'1?1t1 (Material Inducement) 1~Lbrl L~'U ~.:J"l.IB'I 'Vl~B?l.f111~'Vl1'1n1V~ 
v ' 

1~LLn~tl1~naun"iJm1ii\Jl1.:i1 

(2) ?l.f11Yl'Vl1.:Jn1V~~-:i'lh11f.l'U1 (Desirable Physical Condition ) ~a ~.:JLL1~"'aii1'W 

m1th~naun"ilm1ii\Jl1.:i1 zj.:iLll'U~.:i'11~t1Ja~1.:iV1~.:ieY'Una1~Ln~f'111i1~"1J'Vl1.:imv 

(3) i:.J'1tl1~ LV"lltJ'Vl1.:J~~ilfl~ (Ideal Benefaction) 'Vlil1Vfi.:i ~.:i\Jl1.:i1 ~?l'Ua'lfl11il 

(4) i:.Jatl1~ LV"lltJ'Vl1.:JG1'.:ifliJ (Association Attractiveness) 'Vlil1Vfi.:i m1ii'1ii-W'U6U'UVl 

:n~1nu~11iin"ilm1iJel'U"il~vl1 L ~Ln~fl11ili:.J n~'Ufl11il~.:JVm L "il LLa~?l.f)1YI m111ii fl'Uel'UL tl'Ufl11il~.:J 
v v 

Yltl h"lla.:iuf'"!fla L 'U~1'UG1.:JfliJV1~afl11ii~'Ufl.:J L 'UG1.:ifli1;.:i"il~v\'11 \H~niJV1~ntl1~ n'W LLa~ilfl11ii~'Uf'"l.:J 
• v 

L'Un11tl1~naun"iln11ii 

~1LLtl1~t11ii 11it'U.:i1'Ul ~ v fl# .:id Rel U"il~ v ~ n11ru~ £11 'U '\J flfl '1 1~ LL n L YI l"1 a 1 v ' . 
dd 21 I O d CV IV ..::ii I I 

DEAR Model mruflln111: 11'U?1111rum1"111.:i a1L.f1a1?11~m1'V'l"lli:.Ja "il.:JV11~aua11"11n1'U ?l.:Ji:.J'1~a • • 
f111iiYiwrn L "il nu'1 nfi'1~L-U'1ii11"li'u~m11~vYi"il11ru1L tl'U11vuflfl'1 v • 
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c1d "' d 'I 2.1.3 'Vltl'i.i£)Lm.11n'Uft1111'W..:i'Wa b~ 

Kotler and Armstrong (2003) 11tN1'U11 'V'lq&im1:1.J"UeMl.l'4'1S-tlLnvi~'UIKB..:iil~..:i~..:ih 
(Motive) 'Vl~BLL1..:i-Uu~'U (Drive) LU'Um1:1.JIKB..:irn1v1nvi~'U"il'U:1.J1ffwB v1"il:::"il..:ih1'1XuRR'1Lnvi 

'IJ • 

'V'l') &i f111:1.J L ~ Bl'l B'\J ?l'U B\IR11:1.J~ B\I f111"UB\ll'l'UL B\I ~..:iR11:1.l!KeMf111"U B\I bbvl'1:::R'U hJ b 'Vli1B'U n'U 

R11:1.J~B\lf11)'\J1\lmh..:ibU'Ufl11:1.l~B\lf11)'Vl1\16ii11'VlEJ1 (Biological) LnV!~'U"il1f16'1.f111:::~..:ibR~CJV1 b°li'U 

R11:1.l~1 m:::V11CJ'Vl~BR11:1.li;l1u1 mn..:i B ci1..:i b U'U R11:1.l~B\lf111'Vl1\1~1'11'VI CJ 1 (Psychological) 

LnV!"il1f1R11:1.l~B\lf111f111CJB:l.l'!u (Recognition) R11:1.J~B..:im1~nCJmJm (Esteem) 'Vl~Bf111LU'U 

blij1"UB\l'Vl-!'V'ltl~'U (Belonging) R11:1.l~B\lf11)'11'U 1 'Vlaj B1"il hi1l1f1'V'lBv1'1:::~..:i 1'11'IX'4RR'1m:::vh1 'U 

6li1..:ib 1m'1"Wm1:1.JIPi'B..:im1'1::: na1CJ L ll'U~..:i"il..:i 1 '1 Lifo l~f um1m:::~'UB~1..:i L ViCJ..:i'V'lB"il'ULnvim1l.l~..:i 
'IJ • 

LR~CJV! LV!CJ'Vl')'IS-~vi'l~fuR11:1.J'LlCJ:1.J:1.J1nv1~vi i1 2 'Vl')'IS-~ ~B 'Vl')'IS-~"UB\I e1u11~1J m?t1a1 (Maslow, 

1943) Lb'1::!'Vl')'IS-~"UB\I ~f1lJ'U~ vhBCJ\;\ (Freud, 1965) 

2.1.3.1 'Vl')'IS-~LL1..:i~..:ih"UB\ll.11?1La1 

Maslow ( 1943) Fl'UV111fiv1'1:::B~'\J1CJ11v11l:1.JR'U~\1Clf1e.J~f1~'U LV!CJfl11:1.l 
'U 

IKB\lf11)'\J1\1Bci1..:i tu L 1'11'Vlil..:i vl1 L:l.JR'U'Vlti..:i~..:ivim 'VIL1'11 u.a:::'V'l~\l\11'UB~1\ll.11f1L ~B 1 m~:l.l1zj\lfl11:1.J • 
U'1BV1.ti' CJ"UB\ll'l'ULB\I LL~B f1R'U'Vl\i..:i f1~'\Jvl1~\IL V1~1J'U L vfo 1 'VIL~f'l.Jf111 CJ f1~B\liJ'\J ~B"il1f1~~'U rl11'1B'\.J 

'U 

"UB\1:1.J1?l L'1l ~B fl11:1.l~B\I f11)"UB\llJ'U'IS-tl"iJ:::Clrn~CJ\li;l1~'\.J"il1f1~\lv1nvi~'U:l.l1f1v1?tvi l '\.J~..:itivCJvi?tvi 
, 'U , , 

'VIC)'IS-~"UB\ll.11?1La1 l~~~~1~uR11:1.J~mm1ml.IR11l.1'11ri'cy RB 

1) R11:1.l~B\lf111'Vl1\lf11CJ (Physiological Needs) LU'Ufl11:1.l~B\lf111-«'U~1'U 
~a mV111 v1wn mm~ mfn'IS-1bri 

2) fl11:1.l~B\lf111R111JU'1B~.ti'CJ (Safety Needs) LU'Ufl11:1.l~B\lf111v1L'Vli!Bn11 

R11:1.J~B\lf11)L~BR11:1.JB~)B~ LU'UR11:1.l~B\lf1111'U~1'Ufl111JUG'IB~.ti'CJ"il1f1B'Ul'l)1CJ 
'U 

3) R11:1.l~B\lf111'Vl1'1'1'1R:l.l (Social Needs) LU'Uf111~B\lf111f111CJB:l.lf'l.J"il1f1L~B'U 

4) R11:1.l~B\lf111f111CJncim (Esteem Needs) LU'Ufl11:1.l~B\lf111f111CJf1ciB..:i 

'11'U~1 fl111ltl''l.J~BLb'1:::?tm'U:::'V11\1'1'1fllJ 

5) R11:1.l~B..:im11'1Xl'l'UU1:::?l'\Jfl111l'11b ~"ii (Self - Actualization Needs) 

L U'UR11lJl'i'B..:if1116'1\l?l~"UB\llJ.vlG'l:::'\.JRRG'I 1"111:1.JIK B\lf11)vl1'Vlf1~\l'Vlf1Bci1..:i 1 ~'11b ~"ii llJ , , , .. 

uflfla'V'lmm:1.Jv1'1:::?1~1..:ifl111Jf;..:i'V'lB1 '1 1 ~nuR11:1.Jl'i' B..:im1v1'11ri'rnv1?t~b ll'U . ·~ . 
el'U~'\J u. 1 ntivmrlvri11l.I l'i'B..:i m1J'U l~fu 1"111:1.JVi..:i'V'lB h fl11:1.J~a..:im1J'U"il::!V1:1.J~"..:i Lrn::: L U'U 

~1m:::~'U 1'\Xurifla'V'lmCJ1lJ?l~1..:im1l.lf;..:i'V'lBh1 '!Xnum1:1.J~B..:im1v1'11r\fllv1?1~'11~u~B l u ~1Bci1..:i 
, " v~ , 

L "!l'U fl'Uv1B~Bt11n (1"111:1.J~B..:im1'Vl1..:imt1) '1::: hla'W 1'1~B..:i1'U~au:::"li'U~1?tvi (1"111:1.J~B..:im1?1..:i?t~) 
• 'IJ • 
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vt~a 1:W~a-:inTrnncia-:i'.\11n~~'l.I vt~a 1:W~a-:im1LLlJLL~mmP1v1u~"1'Vl~ (fl11lJtlaa~nv) LL~ Ldam1:u v • 

~a-:Jfl11Lb~a::~'U hH\.1m1:u~'l'V'la L'.\1Lb~1 n'.\l::ilm1:uvi'a-:im11'U~'t.1Gh~u~a1 u 
2.1.3.2 'Vlt)'M~LL1-:1~-:11'.\16Ua-:i'l'hav~ 

Freud ( 1965) ~'l"1:UlJ~~1'Ul1 'Uflflal!n 1:U~\911mn'l!n11'V'l~'l'V11'1~~1'Vlmi1 
• dJI , \I 

611'l.l"li1v"1~1-:i 1~Lfi~'V'lfl~m1lJ vhav~'V'lu11 'Uflfl'1L ~:ULLa::mufllJ~-:JL ~1vtmvaci1-:i ~-:iL ~1L vtci1daci DI • , \I 

'I.Jam vtilam1fl1ufl:uaci1-:i~m "ll-:i Uflfla~-:iilfl11lJ~'U 'V'l~l"lTffi:W~-:i h'V'l~ i1m1lJruaciL vttimvt~~a 
, , \I \I \I , 

~ ..:::i. 4 .c::it, ..:::i., .c::i., I 

LL'1::lJ'V'lt)~fl11:UV!'1aflvt'1a'Uvt1aLfl~a1fl111~fl'.\l1~aV1'llJ1fl 

'lJ~ru L~"ll~'l.1~1 (2535) 1~L"1'Ua'Vlq'M~fl11LL"11-:ivt1f111lJ~-:i'V'la 1'.\11111 '4flfla 

Via L '.\11\l:: m::vi'1~-:i 1~., vh ~iiA11lJ"16U LL'1::'.\l~vt~n L~v-:i 1:Um ::vi'11'l.l~'l~L6U1'.\l:: 1~-rufl11lJ'Vlfli vt~a 
I • ' 

m1lJt11n~1u1n 1~vm'.\JLLiJ-:1tl1~L.n'Vlm1:u'Yla hffi~ 3 tl1::um fia 

1) m1lJYlah~1'U~~1'Vlm (Psychological Hedonism) LlJ'U'Vl11fil'U::6UeM 

A11lJ~-:JYla L'.\111 :U'U~t1'1~vu11:u'lJ1~'.\l~iiA11lJLL"11-:ivt1fl11lJ"16U611'l.l1'11 vt~avt~m~v-:1'.\11nA11:u'Vlni • • • 
2) m1lJ'V'laL'.\JLMv1nu~ma-:i (Egoistic Hedonism) Lll'l.l'Vl11fil'l.1~6Ua-:1A11lJ 

Via h11lJ'l.l'MtJ'.\l:: Yl v1cn:u LL"11-:ivt1m1lJ"16ll'11'l.l~1 LL~1:W-'11L ll'U11m1LL"11-:ivt1m1:u"16U~a-:i L ll'U . . , 

3) m1lJ'V'la L'.\JLMv1nu'.\l~t1511:U (Ethical Hedonism) 'Vl11fil'U::fl~d~a11 

:U'U'MtJ LL"11-:ivt1fl11lJ"16U L ~a~atl1:: 1v"lltl6Um:u1alJ'U~tJvt~ei'1-:1A:u~~m ll'U"1lJ16ll na ci LLa~ L ll'Um~-ru 
• , • \I 'U 

2.1.3.3 'Vlt)'M~fiJW.fl1YlLb'1~fl11:Ufl1~V!l'lfl11'U~fl11 

Parasuraman et al. ( 1988) 1~vi'1fl11Plfl'M11°1UJ.fl1'V'l6Ua'l fl11'U~fl116lla-:J51fl'.\l • • 
I O d I Cit, :!I IQ.I I I I Q.I Q.I !I' 

~LL'1bL'1::61lalJ'U11'l L'lla11flW.fl1'V'l'U1fl116ll'UeJVfl'U'lJa-:J11'11::'Vl11'l fl11lJfl1~'V11'l LL'1::fl111'U1"Ufl'l 
\I , , " " 

'U~fl11LL'1::~a"111'.\11flm, ~'U~fl111 tJ V-:1'1 fl~1 tl1'U~fl11~'1fll~h 1~-r'U~fll1V!~a L Vhtl'Ufl11lJl°11~'Vll-:J~a 
v v v 

11u~m1'1'Ui1Aru.n1Yl 1~v Parasuraman 1~vi'1m1~n~1LMv1nufltu.fl1Ylfl11'1.J~fl11 'V'l'Ul1 U'.\l~V ' , 
~'l.1~1'U~~u~1.nfl1m'l.lm1~~~'l.lflru.n1'V'l6Ua-:im1u~m1ii 10~1'U1~vmwiu11u11:u.LJ'a:ua 2 ~1'1..1 

c&I " , \I ,, 
.di Q.I 11 Q.I .:::ii Q.I c:il 

Aa fl111'U1 LL'1::fl11:Ul°11~V!1'l :U~'l'U 
v 

1) A11lJ 1111-:i h (Reliability) LMmia-:inum1:u~nvi'ei-:1 l 'Um::u1'Um11 ~u~m1 

1~LLrt 1°111lJ"11lJ11t1 L 'Ufl11L~'U~fl11LLrt'1fl~11~eici1-:1t1fl~eJ'l~-1LL~LL1fl LL'1~"11:il11t1 L ~'\J~fl11LLrl'1fl~1 v v v 

1~~1lJi.'1cycy1A1'Ul\''J'U 
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2) f111\Wfl'U?l'UeJ~fl11lJ~a~nT~ (Responsiveness) Fia fl11lJ~~hbLfl:::fl11lJ 

V'l~al.1~'1::: 1 ~tJ~m1"1Ja~V'liirn1'U 11lJ 1·1.H1~fl11l.lb'VllJ1:::?1l.161.la~1:::CJ:::b1fl11 ~ll~m1vi'1 CJ b "li'LI wwrn1'U 

'1 :::~a~ 1 ~'ll~m1 Lbfl::: LLm 61.IUruV1161.la~"' nfi'11vi' a~1~11~L ~1 ml.lfl11l.ll'la~m161.lmflnfi'1 
... 'II 'II 

3) fl11lJ?l1m1'161.leJ~0~'U~f111 (Competence) 'VlmCJfi~ ~ru?llJU&IL'Uf111il 

Vi'n1.1:::bLfl:::m1l.l?11lJ11'11 'Lim11 ~'ll~m1 if 'LI Fi a V'lun~1'Uv11 ~'ll~m1fl nfi'1~milm1l.l~m1l.l6li'1'U1ru 
'II 'II ... 

bbfl:::f111l.1?11m1'11 'U~1'U~'V11 

4) mwu1(fom1'U~f111 (Access) 'Vll.11CJfi~ m1l.1?1:::~1n1'Uf111~~\9la~a?l11 

L "li'LI?i1l.11W 1'Vl1~~\9la1~11rna~b 1m f111'U~f111~l.la'll bbrlfl nf'l1~a~a1'U1CJm1l.l?1:::m n L 'U~1'UL 1fl1 
'II 

bbfl:::?lm'Uml.l "l ~flnfi'1~a~fla CJ'LI1'U l'11Lfl~a~ilm1l.IL 'VllJ1:::?1lJ bbfl:::?1:::~1n?1tJ1CJ L 'Uf111b~'U'Vl1~ 
'II 

5) fl11l.lilaut11~CJ (Courtesy) V'IUn~1'Uvi'l ~'ll~m1~nf\'1~a~ilau~n~CJ 1l.l~~ 

ilm1l.l?i.fl1V'I LLfl:::iJlJ'U1.1CJ'1l.l'W''U5~~ 11lJ 1 '1Jfi~f111bb\9l~m1~?1.fl1V'I LLflt L 'Vll.11t?llJ61.lel~V'IUrn1'U • • • 

ri1tJ~m1bbfl:::a1'Uf1~ 

7) fl11l.ltJ1L~a~a (Credibility) 1~LLrl ~aL~CJ~"l.la~'ll~,;'Vl ~n1.1rut~t11Lzja~a 

61.lm'V'ltl'm1'U~~~\9lantJflnf'l1 m1l.l~a'1~~ thH11~h fl11l.lb~a~a1~ Lbfltm1tl1L?l'UeJtJ~m1~~ 
'II 

' q I '-' 

'Vl?l~bLn6'lnfl1 
• 'II 

8) m1l.l'IJfla~.tlCJ (Security) m1tJ~m1~'1~l.leJ'ULLn~nf\'1~hJila'U~11CJf111l.l 

L~CJ~ LbfltUty'V!1\911~11~LLn fl11l.l'IJ6'la~.ti'CJ\9la~1~mCJ 'Vl-r'V'l~~'U Lbfltfl11l.ILU'Ua1'Ul'i'1 

9) f111L-n'1l<iJLL6'ltf111~~nflnfl1 (Understanding/Knowino The Customer) 
'II 'II :;, 

~a m1L-n'1 h fl11l.ll'l a~ m1"1Jmfl nf\'1 LLfl::: L~CJ'U~L~CJ1 ntJfl11lJ~a~m1a1'U\Pl11 ~m1l.l?l'U L'16'1 nf'l1 
'II 'II 'II 

LOV'11t'Uflfl6'1 LL6'lt?i1lJ11'1'1~'11~a61.la~flnfi'11~ 
• 'II 

10) m1mlJ'U1'1Ju11lJ61.leJ~f111'U~f111 (Tangibles) 1~Lbrl ~n1.1tut'Vl1~f11CJ.fl1V'I 
'II 

61.la~tJ~,;'Vl ~n1.1ru:::.fl1V'l~n1.1ru61.la~V'lurn1'U 11l.lfi~~'IJmruel'1'U1CJm1l.l?1~~1n L 'Um11 ~tJ~m1\911~ 'l 

'11n'Vl'J1.1iJ L~CJ1ntJf111lJVi~V'la1'1~tl1m1-ff n1V1'U~l'i'1bb 'IJ1~1lJ 1 'U~1'U1..ij CJ fl#~m~m11~B~ 
1'1.JLL'll'llfi'1ml.lfl11l.1Vi~V'la 1'11m1'U1..ij'CJ61Jm (n1'rlfl bbtl1?ll.li1n, 2552) ~~LLtl~L U'U 5 ~1'U~~d 
'II 

( 1) vi'1'U'Vl1'V'lt11m L 'Um11 ~'U~m1 ?ta~fl'1a~ 1 m~a~61.la~ 

(2) ~Tum1l.lt11L~a~a L 'Um11 ~'U~m1 ?leJ~fl'1a~ L 'UL~a~61.la~ 

(3) ~1'Ufl11lJ'rl~alJ 1 'Um11 ~tJ~m1 ?ta~fl'1a~ 1m~a~61.la~ 

(4) ~1'Ufl11l.IL~a,j''UL'Um11~ll~m1 ?la~fl~a~1'LIL~m"lla~ 

(5) ~1'Uf111~LLmm h 1aflnf'l1 ?la~fl~a~ L'UL~a~"l.la~ 
'II 'II 

' 
I "" "" fl11lJ'U1b"lleltlel 

m1l.l?1tm~ 

fl11lJLel1 l<iJ La 
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.c:t. II Q.I °" ~ 
2.2.1 fl11:1J'Vl:IJ1EJ"lJeNln1':i'U':i'Vl1':i~nfn~UJ'rfU5 

zj'Wiij\Plij LL~~L"il'Wn"il (2546) fl1".i'U~'Vl11'10fl1~1Jfr'Wfi f\1e:i n"iln".i11Jfl11\>1"1~.yjmtvl1vl€1 
\I 

a nf\1 m"il"ilt L ll'Wa nf11~u~lnfl 'Vl~e:ia nf11fl'Wna1~ 1 'W"limV11\lrn1"5'~"i11V1i.11 EJ LL~a t11E.1 mh\l~e:i L ~e:i~ 
\I \.I \I 'l\J 

V V I I 
..::,. Q.I CV .c::il I ii .c:i. d q I ..::!f V' CV Q.I tf I 

'U".i~'Vl 'Vl~'W "iltm L 'W'W ff'il n".i11Jfl1".i'1€1'11".i LL 'U'U '1€1\l'Vl1\l1J"il~m'Vl1J1EJ L Yl€1Ylw.J'U1fld11J'11JYl'U'B".it'Vl11~ • • • 
u~i;''Vlnu~nf\11'Vl1~i.ht 1ml'w~~'1e:i~~1E.1 (Win-Win Strategy) LU'U".itE.1tna1E.111'W1'W 

~'Wfi~1 LL'1~~'W'Vli (254 7) fl1".i'U~'Vl1".i'1nR1~1Jir'Wfi ~€1 naE.1V16rn1\Plm~vlt-U'tlnu~~e:i 
, \.I , d.J 

~nr11V1~e:inzjm i11V1111 EJ 1~mL 'W1V11~m1tl{lu~ L ll'W~n~rut\Jl1~e:i\Jl1 'Vl~mu'rl1tnzj11L~e:i t VI 

'1e:i~fl~e:i~nu fl1111~mrn1"lle:i~a nf\1 t 'UbL~atfl'W'Vl~mL~atmi11 el''Wne:i t VILn~fl1111~'1YlB ht 'W\Jl1 
\I • 

~'WR1LLatu~mi 1111fi~rn1"il~-rnnn~~e:i\>111'1qi~n~cl\>111~'UR1V1~e:ie:i~rlm ~~LlJ'Wrn1'1~1'1fl1111 

'111~'U6vl~~~'WLLatL ~e:i~an111t 'W".itE.1tE.111"lle:i~e:i'1iim 

i'VlE.11 ~1'Wrl'11~na LLat~flYl e:i~i (2549) rn1u~V111anr11'111~'U6 Vl1J1Vfi~ m1'1~1\l 
• , \I 

m111Yle:i ht Vlanf\1 LLa::'1~1\l~an111vl~m ~e:i~~1 mn1-rn~1m111Yle:i hif 'W 1 Vtfl\lB~'W1'Ub v11'U1'U 
\I \I 

L ~e:i t Via nf11 Ln~fl1111 L i1 t "ii Lrnt-ru~~~ ~~ f1''1~e:i~'111111tivl1rn11 Lfl11tt-1i1~fl rur11fl1111'11~ru"lle:i~ 
" \I , .., 

anf11LL~at'Uflfl'1 (Customization) '1~1~f1111J"il~-rnnn~ (Loyalty) LL'1::'1~1~fl111J~1J~'WfieJ'W~~e:i 
\I • 

€1\lrln".i\PlaeJ~ 1 ti 
I 

'Vll.11vfl11l.111 

rn1~n~1 "fl11l.l~B\lfl11" LLat "Ylt]~mil.I" "llB\l~nf11LL~1~\l"iltU1l.l1vl1Lll'Wmtu1'Wrn11'Wrn1 

\PlffU'1'Ue:i~ t Via nr11Ln~fl11l.ltl1tVlu t "ii LLatilm1l.l~l.lir'U6vl~~\l~'Wi111t1'111v1~LLat~a'11'Uvil.l1n~'W 
\I \I 

t 'W€J'W1fl\>1 

'1~1~f111l.l~l.l-n'U6nuanf11 L vfo t Vlanf11ilfl11l.!Yi'1Yle:i 1'11'U~1~'Ul'i1LLa::u~rn1 rn1-rn~1anf11L ~e:i t VI 
\I \I \I 

anf11Ln~fl11l.l"il~-rnnn~ 'U\>111a'Ul0l1 hlL ti~ V'ULL tla\l L 'IHim1~e:i 1 etl'U~fl11"ll€1~rl LL oU~ L~V 1 m~-ru 
\I \I 

tli:: 1v'lltl~'1'1B~il1v~~~e:i~1a nr11LLate:i~r1me:i~1\l~m ~e:i~ L U'W1tvtm1'U1'U 
\I 
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1'Vltn ~1'U611~na (2545) mi111'ifo,11J1t.iaviLL 'U1f1~m1u~V111anfi'1iK"~'U5l~-rum1 . . " 
"' ' 

cia"-run'U a~1~ffJ1~6lJ11~tl''U :Wm~e.mVi?11fi'qi 3 'lh:m11 fla 

( 1) u1rh1vi~a~m16'1~1~fl11mL1J1nl'i1~tl11tl'1m1"1JlL tl~ciu 1 'Lim1LL ~~-LJ''U 
' " ' "' 

(2) fl11"fl1~Vl1~6lla~anl'11Vi6't~"li'U 
" " 

(3) fl11"6'11m1~6lla~L 'Vlfl 1'LI1avihr'il'Li'LI • 
2.2.3 UVIU1Vlbb~::A1111d1Aruttiv~n11u~vi11anA1i11-Wu6 

., 'U 

Philip Kotler (2003) aBu1ci1111 ~'U'Vl'Uf111V11anl'111 ml 6't~n11~'U'Vl'Uf111''ll1CJ 
, \I 'U 'I 

t.i~1J1.!lru6V11~anfi'1L~"~~ 5 Lvi1 iil~~a~6'1~1~naci'Vl5Lfl~a~i1at.in~"~'U5nun~""'nl'11L~" fl11"?!1L~\I 
'\I '\ '\I 'I \J 

1"'1Jltl11 n n1 'U1tlcia~6ll1ci b vi1tf 'U m1via n1'11ijfl11".!lnm 'U1J111t.1~1J1i1 ru'fia nfi'1.ff 'U~v11wu1vi L ll'U'Vl\Jl 6.J \I 'U \I 'U 

~'UITT"\Jl~m~\11ci~116'111'Vl1~u1n1 tl i:r~\! nl'11fl'U~'U 'l l ~Ln~fl11"m~V11'~ LLa ~"lh citl-rum 1" L-li11 "~ 
hi~n~a~\11nLi1ci~viLll'Uaul'iat.i~1J1.!lru'fi6llmu~,;''Vl~n~1ci 

" 
zj'U~IJIWI LL~~b\l'Ufl\I (2544) m1"?111'1ru6lla~m1u~V111~1'Uanl'11iK"~'U5 "li1ci1~mf'lm ., " 

"'1"11m ~"m1"i.1"~'U5a'Um ~nu\jnl'11 b ~"11ci 1Jla~rh 1 "li~1cil'i1~ 'l 1~mu'V'11~L~a~rh 1"li~1ci1 'LI 

f111Lb6'11~Vl1a nfi'1 LLa~b~"fl11"~~'V'la 1"6lla~anfi'1 (Customer Satisfaction) 1~cim16'1~1~ 
" " 

m~ u1'U m1v11~1'U LL a ~~~'LI 1t.i ~ \J!Jl ru'fim" fl11" ~mm 16/Ja~a n 1'11 "1 nr11-U tn"~~ n~ 11v111 ~ 
" 

6'11"11~l.la~L~'U~~~m~ru~'11fi'ru 6lla~m1u~V111anl'11~l.l~'U5 4 tl1~m1 ~~d 
"' " 

(2) 11Jl ~tl1~6't~fl1l1'1'1L ll'U~B~L ll'Uf111L ~l.JCJ8~6ll1CJ l 'Uvl'Uili Vl1f1LLl'it.ia~'V'l51 'U1tl6lla~ . " 
ciaV16lJ1mn~~'U 1 'LI1~ci~ m1vianR1~~ntl1~Vfu h iiri11l.IL "1111" LLa~m1-ru~vim 'Lil'l11~'Ul'11 ~~,r'U~~ 

" " " 
vi~a~m1\11nm1u~V111a nR1iKl.l~'U5mnn11 ~a m1t.in~'Unua f1R1a~1~~m ~a~ 1 'LI1~ci~ci11 

" " " 
(3) "~lJ~V1"1ci6lla~m1u~V111anl'11i.1l.l~'U6 ~a ~a~m11 ~~~u~,;''VlLLa~anfi'11Jl 

'I 'I \I '\I 

tl1~ 1ci"lltl~~"'a~~1ci 
(4) n\ln11"m1~a6'111 Lb 'U'U6'1B~'Vl1~ Lfl~a~iJaiil~L ll'U~B\JIB'U n~u 1~CJ\Jl1 .:i (Direct 

Response Device) 

2.2.4 1~'1tl1::a-1t'l'tlv-1n11u'iV11':i~n~1a11-Wu6 
• 'U 

zj'U~\J!Wl LL~~L\l'Ufl\I (2544) 1Jln~11H ~~.Q' 

( 1) L ~m~"cia~6ll1CJ~'U1'11V1~au~m1"1Ja~u~,;''Vla~1~~m ~m 

(2) L yja6'1~1.:ivll"l'Ufl~vi~~a~'UR1vt~au~m1 LLa~u ~,;''Vlv111 ~a nl'11'Vl11u15m11off~'U1'11 
" 
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(3) L .yjB 1 ~a nfl1iJf1';n:u.fin~~tl'U~~'VlLLa~~'UA1Vl~eJnTrn~m1"lleM'U~~'YI 1 'U mru~'U ~~'YI 
" 

il~'UA 1'11V1U1 E.1Vl'11E.Jff1 E.l t:-J ~ ~ .n rusn m 1~a nfl1~eJ~'U A161Jtl.:J'U~~'YI 1'Uff1 E.l t:-J~ ~.n rusn'Vl'd .:! LL~1-r~ n 
" " 

tl1~Vl'U h 1 'U'V11.:l'U1 n fa n1ff~'U~~'Yl'1~ Lff'Utl"ll1E.l~'UA11'Uff1E.lt:-l~~.nru'1~'U 1~'11 L ~'1'1~il L ~:U~'l.I 

( 4) L .yjtl 1 ~anf\1 LL 'U~'l11~'UA1Vl~tl'U~n11~tl 1 tl~.:i~~'ULnVl n11'V'lVl LL 'l.J'Utl1n~e:itl1n 1 'LI 
" " " 

'V11.:itJ1 n L~E.11 ntJ~t1fl1ilm1:u't11 L zje:i~e:i:u1nn-hr11nci11el'1.:i1 t1 L'i!~ru1Lne:itJ~~'Yli;in L '1:w&i'11n~~t1 
" " 

a nf11-&t1 ~"ll tl.:l'U ~~'YI L VJci1dLe:i.:J~'1~vl1VlU1~ L U'U m~'Utl ma E.J.:Jtl m1e:i.:izje:i La E.l.:l"lltl .:I'll ~~'YI LLa~~'l.IA 1 
" 
Vl~e:in11tJ1n11"1Je:i.:itJ1~'YI 

2.2.s 1::~ubbfil::at1bb\J\Jfl1111a11.W'l.11i-a::'V111.:iu'i-J'Vlnu\ln~1 

zjt1i5~1'1 LL-.ij~L'1t1n'1 (2546) 1~~tJfl11:u~:uYrt15"1Je:i.:itJ~~'YlntJanf\1 VJ:u1E.Jfi.:i 'Lit11~"lle:i.:i 
" 

6 1~~'\J ~.:id (1) 1~~'llanf11f11~Vli'~ (Prospect) (2) 1~~'\J~~e:i (Purchasers) (3) 1~~'Uanf\1 
" " " 

(Clients) (4) 1~~'U~nf\1~fttl''Uff'4'U (Supporter) (5) W~'U~ii~tlm1riru (Advocates) (6) 1~~'\J 

~t16'11t1u1n'1 (Partners) 
' ' 

2.2.6 ':itlbb uum1a~1.:ifl1111a11'W°''Lllinufiln~1 
~ ~ 

Philip Kotler (2000) 1~n~11fi~1tlLL'UtJm1ft-r1.:i1~~'Ufl11:u~:uYrt15ntJanri'1mm~~'U 
" " 

fl11:U~:U~'l.15 ~1.:161 H 5 ~tlLL'l.J'U ~.:id 
( 1) 1tl LL 'U'Uvr'U~1'U (Basic Marketino) L llt11tlLL 'U'Ufl11:u6":ufrt15~m~:u~t1~'V'ltl'm1t1 

'\J ~ :::> '\J 

"ll1E.J"lleJ.:J'U~~'Ylv11m1 Lff'UB"ll1E.J~'Url1 ntJ nci:u~ L llt1a nfi'1fl1~V11'.:i L ~eit:-J~n~t11 ~Lii~'V'ln~ m1:um1~e:i 
' " ·1 

(2) 1tlLL 'U'Un11~'11~L "B.:i1'u (Reactive Marketino) L llt11tlLL'U'U~'V'ltl'n~1t161J1E.JVl~tl 
" ~ " 

'U~~'Yl'V'lE.11E.11:Uff1'Ufl11:U~:Ufrt15ntJa nA1 b 'U1~~'U~L Vli1B~'U 1 tl'11nn11~eJ61J1E.l~'l.IA1 1 t11tlLL 'U'U 
" " 

vr'U~TU 1~~'1.JeJiieJtln11fltl.I fltl vl1n11~a1~fl1E.l'UelnLL 'Vl'U'l.J1~'VlL~el b ~anfi'1 LLa~anfi'1fl1~Vll.:111E.l 
6.8 \I I\ 'I \I '\J 

I ti ti I II 
4 v 4.::::.. I.I 4 .di! .c:a. II ..:::i.QJ .c:11t. d 

el'U 61 Vl'U111'YI ~a el.:16llelff'U fl1Vl1el6llelft'l.lfl1"ll el.:J'l.J1~'Vl L 'V'll.16!.l'U 

(3) 1tlLL'l.J'Ul.i.:JLU'ULB1h16'1anri'1 (Accounted Marketing) 'V'ltJn.:J1'l.1'1~v11m1~~~ein'l.J 
" ' " 

an ri' 1 VJ~ .:1'11 n~a nri' 11off'l.J~n11V1~ e:i~ei ~'LI ri' 1"ll e:i.:i'l.J ~~'VI L ~ ei~ 11 '1 ff e:i'l.J F111:u Vi ~vrn h LL a~ 
" " 

(4) ~tlLL'l.J'Un11~'11V1L"fi.:i~n (Proactive Marketing) Vltl'n.:i1t1"ll1E.J Vl~eJ'V'ltl'rn1t1~1E.J 

"ll1E.J L 'Vlfliifl"lJB.:J'l.J~~'Vl'1~ L llt1~1E.J e:iein 1 ti L~ E.111a nri'1fi.:iu1t1~v11.:i1t1VJ~ei~1t1ri'1 ~ L llt1a nri'1"1Jm'l.J~~'Vl 
" " 

Lllt11~E.J~ '1 L ~ei~'1~t11Lfft1ei"ll11ft11-LJ'e:i:1Ja 1 VJl.l '1 L~E.11n'l.J~t1ri'11 ~imL t1~'l11eJ't1L llt1tl1~ LE.J"ll'UL t1m1 

'U~Vl11~1'U~VlLLff Vl.:J~'Url1 b 'U~1'Ufl1E.l b~ LL 'U1fl~11 01\J':i n'16!.leJ.:Ja nfi'1tJ1~ff'l.Jfl11:U'11L ~'1 u1n'1"llel.:J . " , 

khanitha
Rectangle

khanitha
Rectangle
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(5) 1LJ bb 'U'U~'U'11'U51fl'1 (Partnership Marketino) u~,;''Vl'1~ 1 ~m1?ttl'U?l'U'Ufl11 
'U , , ~ , 

~1 b iJwn'U61J a~ ~1'Wvi b llmrnf11a~1~ L~11vi -.ij vim1tlnau1111 ~ri1111~ m1u ~V111~1'Ufi'1 a~1~:W 
'IJ 'IJ 

LJ1~~'Vl6J11~ L~a~'11ni:.mn11161Ja~~1'Wf11viLtJm1nfi'1L yj11;ff'U '1~v111 ~t:.1an1111vitJ111161Ja,rn~,;'Vl 
'IJ 

-Um?tn~ ~1'\11111"1~ (2549) ~~vianf11~a~m1 ~aLJ1~1tJ"tluvianfi'1ri1vi11'1~1~-ru'11n 'dJcUI 'U 'U 

~'Wfi'1V1~au~m1 fam~aa nfi'11~v\'1m1 L LJ~tJu L VitJu1~V111~~'U'Vl'Wvi~a~~1tJaan 1 LJLL~1 "f111r11" 
'IJ • • 

~n11LLa~LL\9ln~1~'11nr1LL"li~i'W 
'IJ 

( 1) m1n1V1'W~l91a1~b i11V1111m ~a~'11nanf11:Wm111~mm11 'Urirur11~LLl91n~h~n'U ~~ 
'IJ • 

'11L ll'W~a~l'laU?l'Ua~\9la~nfi'1LLl91n~1~n'Waan 1 LJm1bb u~l91'11viaam ll'U'11'W~atJ 'l bbf;l~aamL uuna 

tJ'Vltfo11u~V111a nf11'111~'W6i.'11V1-ru 191f;l1 ~ L i11V1111 tJ 
• 'IJ 

(2) m1i11 L?l'W arirur11 Lbnf;l nfi'1 m1i11 L?l'W arirur11LLn'1 nf11il1"li'Vlti1~61Ja~ iJ1tJ m1191(;11 vi 
, 'U , 'U 

L Yi tJ~~1tJ L~tJ1 L vhJ'U 'Vl nil1tJ'11 L ll'Wvi'1~~a~u-ru L LJ~tJ'Wm~u1'Um1v\'1~1'U 1 'Vl,J L ~ai11 L?l'W arirur11vi • • 
.::!I I I I Q.I 

L'Vl'U8n11FlLL 611~61J'U 
'IJ 

(3) fl11U1~ LlJ'U 1~tJ fl11 L LJ~tJ'UL VitJu tJ 8~6111tJvi LflV"l~'U'1~ ~ LL a ~LJ1~ Lii'UtJB Vl6111tJ191111 

L i11V1111tJm1'1111'1ri1111~a b '161JB~f;lnr!\1 LLf;l~~tl'rn1'U 1 'Wu~,;'Vl 
'IJ 

~fl~~,; ~1"il'Wn'U1fl (2546) m1u~V111f;lnr!\1'111~'U5 ~a 1~uu~:Wm1-.ij'~v\'1~'Ul.l1L~a 
'IJ 

1mm~~nf;ltJ'Vl51vitJ1inrn'Vlri1'W1"~ii 4 a~fiLJ1~nauV1~n ~~d • 

., 
-da~'Vl1~~1~1 111n~'W 

(2) m~U1'Ufl11 (Process) m1i11V1~ nm1~~fl11f;l nfi'1'111~'UTIL-if 11111i'1~"1i1tJ1 ~ 
'IJ 

a~fimlJ~LiJ'U L LJvim1~w.J'U1LJ-ruLJ1~m~'U1'Ufl11'Vl~n61 ~~'1~'1~t:Jf;ln1~'Vl'U 1~tJ\911~ L uvif;lnfl1 LLa~EJ'~ , , I 'U 

L tl'W m1-d1 tJv\'11 ~a~rl m'Vl11u~1tJ11 n1~u1'W m11~:Wri1111a1rl'runuf;l nf111~u1~ iJ atJ rif~via~fi m 
"' 'IJ 

~11~~ 1LJ11m~U1'Ufl11fl1tJ1 'Wa~rlmviifo~mh~'Vff;11n'Vl'11tJm~~~m~'11tJ LLf;l~'li'uia'U'1~'1~t:.1f;l b ~ 
'IJ 

f;1nfi'1LnviLJ1~?tum1ruvThJm'Wm1~~~ati'ua~rln1 
'IJ 

(3) L 'VlFl 1'W1"~ (Technology) viL~tJ1-H'a~L U'Ua~r1LJ1~naui.'11rl'qivi-d1tJ 1 ~a~rlmLJ1~?l'U 

t:J'1'11L ~'11 'W~1'UV1~nm1u~V111f;lnf11'111~'U5 a~1~ 11nm11m1~'111ru1tl'1L 'Vlri 1 'W fa~viL V1111~?t11111 
'IJ 

1-ff"li1tJ1 ~a~fimu11f;l L i11V1111tJV1~n61Jmm1u~V111f;lnR16111~'UITT~L ~1~'U LLf;l~:WLJ1~~'Vlfifl1~111n~'U 
• 'IJ 
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' ,, 
(4) ~i.rn-:i1'U (People) fl1111~111iJBfl1tJ L'Ua-:irim m1VilJflfla"llmei-:irim(P)-:iLLIPi1~~'U 

~i.rn-:i1'U'IJ filli) f111'1'Ufi-:i1~~'U~'U~V1111'11-:i 1 ~fl111l"1'U L '1 LLa~l.1-:iL U'U 1 'IJ~m1vi B'U"1'U B-:im111~a-:i m1 d.J 'II • 

... ' "ll8'11w.J'Utl111lel'lflf11 

2.2.8 n1::'U1'Un11'U~'\111':ii'!nf\'1~11~'Ut5 
'II 

F''''''C '''',, 
l '""~i~ 

~;:"~s"lu 
iJ<Ul-J~~nF\'1 

nt~~'I 

-li'<l>;J~ 
c.h'-'"fln 
,j~..)Yl"l~ 

Ufl!: 

'.l'\.i"lf.l4'1'U 

l"'l"l!;"Nfl~).J~nf')"l 
~'1).J>;J>'ll'h~nA'"I 

d 
.fl1W'VI 2.1 n1::'U1'Ufl11 DEAR Model 

II I.I .c!i 0 .err. 'Q.I I dil I II I 4 .J !J 

a f1fl1 LLa1'1-:i'VI1n1 ':i1Lfl11 ~VI '1 ~LL '\N LL a~ La an n a11i'I n 1"11aan111\J\1111"1ru1"11 V1':iam 1l.1"11l.I 1 ':i t1'VIG'I n1"11 ,, , ,, , \I 

LLIPii;i~nci11'1~"1~1-:in11 ':i1~n'U'U~~'VI1m 'U1~tJ::m1 • 
(2) f11':iL.nL'Vll"IL'ULn~~LV11l1::'1lJ (Electronic: E) 

(2.1) L 'Vll"l L 'UL'1~"11':i"1'ULV1?1~t11l.l11.nL ~m ~11'\.h~~V16.n1~m':ivl1-:i1'Ui1 ~-:id 
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(2.1.1) 1~'U'Ufl111'1'11Vlell'l L 'UlJ&i (Market Automation) rn1i11LVJl'!L'Ufa~m 

°1i1CJiLm1~'1-1-Ue:i:wmuvn~'UAA'1 (Tele-marketino) V'l1tU"l1VBL~nvi1e:i-Un~Ltl'Urn1i11Li:l'WB~'Ufl1 
'U • ::, 

'Vl~B'U~fl11~L 'Vl:W1~'1:W 11Xn'U'1nf111m1'11~L 'Vl:IJ1~'1:W rn11 etlL VlAU\Plfl1)'1Jlnfl'U-U'e:i:wm1~°1i1CJ 1 'UL~m 
'U ' 'U 

'IJB~fl111LA11::vt1~ih.J1d1VJ5.f11Yl:W1n;'U 

(2.1.2) fl11'lJ1CJell'l L 'Uml (Sales Automation) LU'Un1~'U1'Ufl11vivh 11X~'Ufl1 

1 i.Jfi~iJe:ii;i nfl1 'Vl~Bfl111 'tX'U~fl11'1nfl1 n1~'U1'Ufl11'<il~L~:W~~LL~ fl111 'tXoLJB:W'1'lJB~~'Ufl1Lb'1~11A1 
'U 'U 'U 

(2.1.3) fl11'U~fl11 (Service) LU'U~1'Uvfl 'tX'U~fl11'1nf111~Lbrl 1~'U'U Call 
'U 

center fl111'1B'Ufl1'11:W'IJB~'1nfl1 fl11'U~'V111 Workflow rn111'i'l'le:iue.i1'U1~U'U IVR (Interactive 
'U 

Voice Response) ~'UV'U~fl11 rn1'<ilviv11L 1'U 16l!~ L ~B 11Xu~rn1vi11'UL vti;ivi 1 vM -r'U LL~~\hyvt1rn11 iX 

-Ue:i:wi;ie.i1'UV11~ 1 Vl1~YlViile:i5e:i 
'U 

(2.1.4) Yl1ru"11tlaL~nvi1e:iiln~ (E-Commerce) LU'Ufl11vl151n11:W~1'U1~'U'U 
' 

B'UL~ ffh iJl'l ~~LL~ m11 iX-Ue:i:wi;i~'Ufi'1 m 1vl111 CJfl11~B'lJ1CJ LL a ~1~'U'Urn16lf 1w L~'Uv1iim1:w 
'U 

(2.2) L vi A 1'U1a~ '11L ll'Ul'i'e:i~1m 'Ufl11'U~vtTrnnf11£1:w~ws 1 'Urn1'U~vt11anf11 
'U 'U 

£1:w~'Wfi'<il1LlJ'Ul'i'm1-tl'Lvil'l1'Ufa~~iiA11:w'11~ru L~mn'Uie:i:waanf\'1 s 1ULL'U'U ~~d 
QI v \I v 

(2.2.1) Ai;r~-U'Bl,J'1 (Data Warehousing) LU'Ufl1111:W~1'UoUBl,J'1'Vl'11CJ~1'U'<il1n 

1::tmi..l~u&im1 L°1i'U 1::'U'U'IJ1CJ ~~1'1 uty~ m'<ilvi1:11U1vtl1L~m.JL~CJ~l'11:w~1-Ue:i~1~111X~i1:11:w11'1 

L-V1fi~-Ue:i:wa 1~~1CJ -Ue:i:wa'<il~Ln'U 1 'Ui;rn~ru::1:11uu1~~m';iv1151m';i:w LLa::LL 'U11.U:w~1~ 61 L°1i'U 
" " , , I 

-Ue:i:wa LLa ~1 Ll'l11~'1-1'<il1 n-Ue:i:wai.J fillii n 11'<il 1 m::u'U ~1'U"lie:i:wa ~ 1~ 'l L ~e:ii11m1 LA ';i1~-Hvi1~1:1 '1&1 fl1 ';ivt1 v 'U 'd.J .... v 

Ylfl&i n11:W'IJB~'1 f1fl1b~el1 i1'~B'l.Ji:l'UeJ~A11:Wl'i' mfl11"!.IB~'1f1fl11i;\':w1n;1'U11:W~~fl11LL U~ bLCJ f1~'11Vlb ~B ·1 'U 'U 

L~:w:wafi111Xnu5';in'<iJ 
'U • 

(2.2.3) fl1)1iLV1AL'UL'1~B'UL'Vle:iiLu~ (Internet Technology) Lll'Um1tl1 

LV1Afofa~:w11iu-r'Uu1~i.J~a:w~wsn'U~nfi'11~LLn fl1';i1otlL1'UL'VlAL'UL'1~ m11-tl E-mail fl1';i1i';i~'U'U 

fl1';ifoU.a~'1~"1ie:im1:w (Instant Messaging) L°1i'U Facebook Messenger vr~e:i Line 

(2.2.4) ';i~'U'U~'Utlu~m1~nf11 (Call center) f11';i1etl1~'U'U PC Telephony 

';i1:Wfi~ Internet Telephony zj~LU'Ufl1';i';i'J:W1::uu L 'Vl1~V'IViLi1nu1~uu~1'U~1~'1 L °1i'U ~1'UoUBl,J'1 
II ..::::i.. .c:ii.cvffd II 11 1 ~ 

"!JeJ~'1f1A1 f111"l.11CJ f11)L~'U LL'1~~a~.nru'1 L YlB\91B'Ui:l'UeJ~l'l11:W~mf11';i'lJB~'1f1A1BCJ1~111nL ';j'J 
'U 'U 
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(2.2.5) 1~'\J'U 1 'Vl1~·v'l'viih:i~el ri11lJ611lJ11fl~L ~lJ~'U"lleN 1 'Vl1~vrvl:Wel~e:iv\'11 VI 

611lJ1'Hl-r'U~\l.if ellJ'1L~~\l1 'U1U LL 'U'U"lleJ\l.fl1Vl L~ E.1\1 .if mm .fl1VlLfl~el'U L 'Vl1 L ~el\1'11f1~1'U1'Uerm off 
'U 'U 'U \f 

b 'Vl1~Vl'\11i1el~el~\l~ije:i ~ LL'1 ~B\9111 f111 L~'U b\91~61\l~'UeJ ~1\111 ~L ~TVh 1 m 'Vl1~Vl'\11i1e:i~e:ii1'U'Vl'U1'Vl£.111"1ru ,, ,, ~ 

1'Lin11'U~V111ri11lJ~lJ-W'U6n'U'1nr11 ,, 
(2.3) m1i11 E-CRM m1mVltl1~61'Ufl11lJ'11L~'1 eJ1'1LLU\lf1'1lJL'Vlflb'Ub'1ffi~ ~\l.Q' • 

(2.3.1) L'Vlflb'Ufa~m1~~1j1'U.ifel\j'1 (Database Technology) 1-U'11V1-r'U 

U1~~'Vlfi .fl1Vl f111 Ln'U.if ellJ'1LL'1~f1111 Lfl11~~.if eJlJ'1 ~1'U1'UlJ1 f1 ,, ,, 
(2.3.2) L'Vlflb'Ub'1~~611lJ11fl1~19leJ'UL~ (Interactivity) L"li'U Ll'UL61lvll:J'U~'U~f111 

.if mm'll116111 'Vl~e:i15~'U i ~'1nrl'1611lJ11fl~~~eln'U'U~~'Vl 1~Vi''UVi~~ el\lm1 ,, ,, 
(2.3.3) L 'Vlri 1 'LI fo~m1~fA\9l~'Url'1 ~611lJ11fl~fA\9l L~lJ1m1i1m~E.11nm ll'U 

~1'U1'UlJ1f1LL'1~611lJ11fl\9lel'U61'Uel\lfl11lJ~eJ\lf111"lleJ\l.ifellJ'1'1f1R1L\l'Vl1~f1'1lJ (Mass customization ,, ,, . 
technology) L ~el 1 Vl'U~,;-'Vl L61'U eJ"ll1 EJ~'UR1 LL'1 ~'U~f11".i ~U\9ln~1\ln'Uelel n 1U\9l1lJfl11lJ~eJ\lf111"llv\I 

., 
'1f1fl1 ,, 

(2.3.4) L'Vlfl b 'Ub'1~~1'U b 'Vl1fllJ'U1fllJ (Telecommunication) L~eJ\9leJ'U61'UeJ\I 
ti ..::::.. I 4 

~1'U f11 ".i\9l~ \91'161 eJ611 ".i 

(3) f11101'Vl'U~bU1LLf1".ilJL.yjeJf11".i61~1\lfl11lJ~lJ~'U5 (Action: A) 

(3.1) f111'U~'Vl11'1f1R1 (Customer Service) 1m~\l-r'U (Reactive) ~el f11".iLLm"ll ,, 
Unl'Vf11 VI n'U'1f1fl1 'Vl~eJ 1 m "ll\11f1 (Proactive) ~fl1~fl~L 'Ufl11lJ~eJ\lf111"lleJ\1'1f1fl1L yjeJ'V11'Vl1\1~'1~ 

g~ \J • \I 

\9\e:i'U 61'U e:i\I ri e:i'U~" nr11 '1~~e:i\l"lJ e:i 'Vl~e:i ne:i'U~"\l~ Ln~i:l ru'Vl1~1m ll'U m1 \9l e:i'Ua'U e:i\I ri11lJ~\l'Vl e:i 1'1 ,, ~ 

(3.2) bU".iLLf1".ilJ61~'1lJfl~LL'U'U 1tl1LLf1".ilJ61~1\lfl11lJiln~ (Frequency Loyalty) Lll'U 

m11Vl~\119lvrnL 'Vl'UUn'1 nfi'11~EJ m11 i~'Vl5L ll'LI alJ1~ n'Vl~e:i'1~alJri~ u 'Um~e:i ~e:i~'Ufi'1V1~e:i m1'U~m1 ,, 
.fi1"l V1'11E.1u1n'11~5m1ih'Um1-rn~1'1nfi'1 LL'1~a~1\lri11lJiln~e:i~1\111'1'~'1 L "ti'U u1n'1611E.1m1u'U 1-U I , 'U , 

m1a~61lJ LlJ'1L yje:im1-rn~1'1nr11 ~1'Uel1V1111 ~5a~'1lJU~lJ 'Vl~e:im1alYri1L lJ'UalJ1"1lm Yle:i 1 VllJ11 off ,, 

(3.3) bU".iLLf1".ilJ'1~1\lfl11lJ~lJ~'UITT'UL"ll\l~\lftlJ (Community Program) Lll'Uf111 

ti cvcv' G.J 1 1 I.It.I 41 1 tlcv ..::::.d~ d 
a 11\1m1lJ61lJVl'U u'Vl 1\161\IfllJ1~V111\I f1'1 lJ" n ri1~1 EJ \9\'U L eJ\I V11e:i1~V111\l '1 nri1 n 'Uu1 n"\l L Vle:i EJ ~ L 'Vl'U E.11 

• 'U 'U • 

~nfi'11Vlm1'U1'U~G1~ L"li'U f11".i~~~\l"lllJ".ilJ'VleJ{~L1'UL"\leJ{ T6 U'1~Taylor Swift Fan Club Ltl'U~'U 
(3.4) 1tl1LLf1".ilJ61~1\lfl11lJ~lJ~'U5L"ll\11ri1\161~1\I (Structural Ties) 'U~~'VleJ1'1~~'Vl1 

e:itl mru Lfl~m:We:i 'Vl~VL'Vlfl b 'U faffi Vln'U'1f1R1L yjm ~eJlJ 1EJ\1'1f1R1LoU1n'U'U~~'Vl"li1EJ 1 Vl'1nfi'1 Lfl~fl11lJ 
• \J "' 'U 

a~mn1 'Uf11".i~~~e:i L"li'U m1i\l~v m1"1f11~L1'U f11".ifl1'UfllJfl"'\l~'UR1 mru'U~,;''Vltl'U~LlJ'U\911 'VIEJ . ,, 
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(SCG) 1-tl'1t'U'U (Electronic Data Interchange: EDI) b~m~lll"l11ll?ltmn1'Wm1~'l~e:J m1~e:i?111 
V CV Q..I 'oc;lll.c:::I Q..I CV 0 I 

bb"' t f111?111'l 1"111l.l?lll'V'l'U Li'Vl ~ f)'IJ \Pl'J bb 'Vl'U"il1Vl'U 1 ti 

(4) m1-rm~1"'nr11 (Retention: R) bU'Uf111'l.htd1'1.Jc.mm1u~V111"'nr11i1m~'t.15 bb"'t 
" " 

m1-rm~1m1l.lb~u L1P1"1Je:i-:im1lli1ll~'U6nu"'nr11 11P1m.ht?1-:ifi'b ~e:i?1-r1-:im1l.l'lhtVlu 1'<il 1 'U1P111~'Ur11 " , 

(4.1) m1?1-r1-:ii1ll'W''W5.fl1'V'lnu~nf\'1 \Pl1llbb'U1f.i~"!la-:ifltil'l b"'a1 mhTJ1 m1"1J1ti 

~'Ur\'11 iX"'nf\'11 Vll.Jij~'U'Vl'U?l'ln11m16U1ti~'Wr111 iX"'nfi'1bri1Ci-:i 5 b vh n'<iJm1l.lm1-rrn~n"'n1"1'1ij 
\I , \I \I \I ., ., .., .., .. 

"ll'U\Pltl'U ~'l'U 

(4.1.1) 

?1rub~t1'1nr11 m1~a"1Ja-:i'1nfi'1 ?!1mb 'l.J-:im1~a"1Je:i-:i~'Wr11vtl iXnuu~~'Vl Ldm .Yfounuvtl iXfiLL-il-:i-U''U 1 'W 
'\J Ill \I \I '\J 

~'UATthtL.fl'VIL~mn'U 

(4.1.2) m1"1Jt11mL'1t-rn~11"111l.IL~'U L\Pl "1Jt1-:im1l.li1ll'W''W5m1"1Jt11tim1L~'U L\Pl 

"1Ja-:im1lli1ll~'U6'<ilt1i'lhtfo6lltl'<iJ1nf111l.lr1mflti LL'1tf111m~a5e:i~'1nf11ij9Jan'<ilm1 L~t1"1Jt11ti 
' " 

"llti'U L "!l\Pl m1~a~'Wfl1Vl~au~m11 iXn11-:i"1J11-:i~'U l~ffu11 'l.J~ m1~e:i~'Wfl1Vl~e:iu~ m11 Vll-1 LL~ tm1~a . ., 
I .:::t..:::il I ~ 

\Pltltltl~'Vllll.1'11"11?1-:J"!J'U 
" " 

(4.2) LL'U'J'Vl1'lf111f111-rn~1~nr1TU'<iJ'<iJU'U 1iXa~n'UL11\Pl~tl~ 1 'l.J (~'U~\Pl~ LLlij'lL'<iJ'Ufl'<iJ, 
" . " 

(4.2.1) 

m1l.l~~n 1iXLn'Wn111"111ll'V'lt11'<i1"1Ja-:i'1nr11 
" " 

(4.2.2) 1iXu~n11rltJ'ULL'1~Vl~'lf111"!J1fJB~1'1Lll'Un'ULti'l 
., 

(4.2.3) 1iP1'Wtln~1-:im1~u-ilBll'1 (Call Center) 'V'l~Bl!Vl'l~w.J'U1f1B'l'Vl'U'U 
" " ' 

(Back Office) 1iXLL~'lLLf1~'l 

( 4.2.4) 1 it 'l.J1bLml.l?i-:iL'1~llm1"1J1fl~Vl1'-:ii:.1'11tfltt111 
( 4.2.5) ~-:i~1ti"'nr11i1ll~'U5m~u.a m11 l1u~m1 LLrl'1 nr\'1 l~ t11P11-:i 

" " " 
(4.2.6) 1 l1m1l.IL?ll.IB.fl1fl L 'Wm11 \1u~m1nu~nr11'Vlf1fl'U " . 
( 4.2.8) ~~Vl~mL 'W1f1~f111\Pl'11~\Pl1ll~'ILL 'U'Ul.11'111ll (Mass Customization) 

(4.2.9) '1~1'lf111\Pl'11~fl1fl1'W (Internal Marketing) ~LL~'!Lbf1~'1LL~dj 

f1tl'l'Vl'4'W (Back Office) ~~ 
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~1lJ-d1m V1~arn11 ~'IJ~ fl1'~'Vl~a fl~lJ~~l'lfirus/i (Category Management) vi11.:ilii1V1U1tJ L 'U~1'U-d1 tJ 

rn1~~11.:i~'Uf111 'U~1m uul'i'U 

2.2.9 fl1111fl11.n'Llfi':i::Vl11.:im':iu'ivi1':ian~1a11.nufi (CRM) LLa:: DEAR Model ., 
Customer Relationship Management (CRM) 'VllJ1tJ'1.:i fl11U~'Vl11'1flfl1'1lJTI'U5 

L U'U fl" tJV16rn1u~V111~~m1a ci1.:iV1~.:i zj,:iriflaafl LL 'IJ'l.Jl.11Lyja-d1tJa.:ir1m1 ~{;'(1m1ri~ ~ m~u1'Um1 
' " 

n1tJ 1 'W1 ~~1L il'U.:i1'U 't~aci1.:i'1a~fl~a.:i LL"~ l'lffU'1'UB'l~afl11lJ11ia.:im1"lla'!" flfl1L~a1~"flff1Ln~ 
" " 

fl11lJ'V'l8 L"iJ'1'!'1~tl1lJ1zj'!fl11lJ.fifl~"ll8'!" flfl1"11 l ~Lfl~11 tJ L~.yi L ~lJ;'U tl1lJ1zj'!fl11"11fl1L11~ tJ~ tJ11 
" ' " 

611V1-ruu1'!u~,;V1vi L oU1 L "ill1 6llffWVi LL 11 rn1u~V111" flfl1'1lJTI'U5ti'Um "il L U'U L 'V'l11 ~~1'U'Vl~'!"ll a'! fl" 
" 

tJV16m1u~V111"flf11al.l'W'u6 vilii1LU'Ul'immP!m Vlfl 1u1"~lJ1L U'ULfl~a'!iia 1 urn1Lnu-U'alJ'1"flf11 zj'! 
• "U '\I '\I 

L U'U~1'U611~ruvi"il~l'11a'lr1rn1'11m1ri~1L il'U'l1'UL V:ma1amm L"il LL"~'1~1'!fl11lJVi'l'V'la 1"il 1 ~" flff 1 't~ 
~ " 

8V1'!flfll'ia.:i ihh~~VlGfl1'V'ILL"~11~L~1;'U zj,:ii;1'11~L~'Ufl1Wi~;'U ~8fl11LU~tJULVitJ'IJ;J1'U"flfl1"ll8'! 
" ~ " 

a'lri'mL U'UL 'Vliia'Ui.hviatJ i. m1'1 V11fllh{1vi'1'ltl1n"il~ 't 'Vl'1aafl L 'IJ~tJu 't~num1via'lr1 m"il~l'ia.:i'1ru L~ tJ 
'U '\I \I QI 

'1flfl188fl 't uacil'1'18~ L 1'11 LL'1~ fl11U~'Vl11"flfl1'1lJTI'U5 L U'ULfl~eJ'liiavi"il~m"~"ll'U1~18tJ{1"1Jm 
" " " 

{;'( ~u "il 1 flVlf;) ~n fl11'1.J ~'V111'1 flR1~lJ-w'U5vit~ fl~ 11tu-if1'!111 'U t!'U '11lJ11ritl 1lJ 1 

'IJ1~ tJ fl1'11-tlnu rn1l'11'!1'U"lla'!-r1u'1111rurn1-d1'! eJ1Lnal'11~m1fi"l!~" ~.:iwr ~aum1"l!u1-W L ~a'!"il1fl 
' ' ' 

iim1lJ'18~fl~eJ'!tl'U':i~'Vl11'1 Vlf;)~i)LL'1~fl1)'1.J~'V111'1flR1'1lJTI'UBviV11'!-r1'U l~ul)u~ 1~tJ"il ~n1'Vl'U~ 1 ~ 

LL 'U1fl~.nL U'U "\Pl1 LL u111i'U" el'UU 1~ flel'IJ ~1 tJ fl11'1-r1'!;)1'U"!l8lJ"" flR1 fl11'111LVlfl1 u fa~ L "!l1lJ1 ... " " 
1 ~u~rn1"flf11 rn11-&'n"ilm':ilJL i4a{;'(-r1.:im1lJ~lJTI'U6nu"flr11 LL'1~m1Lnu-rfl~1;J1'U'1flri'1 1~ m~'I~" 

\I \J i:'I '\I 

~a "lli'1LL 'IJ11'11lJ" ~af111lJYi'lwa L"il"lla'!"flr11viL-il1lJ11.Uu~m11 'U~1'Ufl11lJ':i1~L ~1 fl11lJU1L ~a~a 
" 

fl11lJ'1~~1fl m1lJ'1~m~ m1lJ 1'1"l"il 
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.c.&1cid II 

2.3 .:11\.111iltl'VILm.11'UeJ.:t 

Shu-Mei Tseng Pin-Hong Wu (2014) 1v\'Pim.~nt:JG'lfl':i~'Vlurn1-fui''lJe}!l\1flR1bbm:.:rn1u~vi11 

G'l nf1161:1.J~'UITT 'Uflruil1'W'lJe:J~ m11 Viu~ rn1 i:rn m1Pi n~1'Wu11rn1-fu-r'lJe:i~G'l nfi'1iHJY16'WG'l b -a~u1 mi e:i 
'U , '\I \I 

flruil1'W rn11 Viu ~rn1 nci Tl f;1v"li1 CJ b ~:i.J rn1-f u -r'lle:i·rn nfi'1v\'1 CJ m~u1'U m1u~vi11G'l nf11'1:1.J~'U 5 
• 'U \I 'U 

1 'W'llru~~ rn1u~V111G'l nf11'1:1.JYi''Uu1 'Utl11 b ~:i.Jfl ruil1'Wfl111Viu~rn1G'i~i:rn1VIbnl'lm1:1.J1~ b ti~ CJU 1 'W rn1 " . 
bb 611~-ff 'U .LJ'e:J..ij1nl'l1 'U fl111~ EJbLG'l~ t:JG'l fl':i~'VlU 1 'W fl111~ CJfl~.:iif i'i fl11G1'1':id~t:J G'l m ~YIU vl e:JG'l flfl1 fl11'fU~ 

" " 
LbG'l t fl11'U~V111'1nfi'16111~'U51t1fll11il1'Wfl111 Vf u ~ fl11~'Ue:JV nu n11-f u -r'lJv-:!U~'t1'\ll LLG'l t hli'i fl11 

'U , \I 'U 

Vl':i1~'1e:JU b~CJ1 nu rn1-ru-r'lJe:J-:IG'l nr11vie:Ju~'l1'Vl ~~t!'U~~L U'UsUe:Jb'1'Ue:Jbb 'U~ 1 'Ue:J'U1fll'l~fl111~CJf1111il~ 
" " 

b~ CJ'"JsUe:J~ nu 'V'fU fl~1'U'lJ e:i.:iu1'l1'Vl G'lfl r11tl~~U'U bLG'l ~G'l flfl1~ LLt:J.:i L ~el L'111J'1-r1~'11J fl11 t:JG'l m~'\ll'U fl11 
" . " 

tlntl'&l t:-.1G'ltl11nwi1m1-fu~'lJv~'1 nf11 b tl'U~~'11~ru LLG'l~'1-r1-:1R11111~ b tl~CJu 1 'U m1Lb611.:ioff 'U ~~t!t1 d.J ~ 'U \I ~ 

I .::iii QJ .::::t, ~ 

L "ll'Ubl'ICJ'dflUfl11b 'W1Jflf11il1'WU1fl11'lle:J-:l'W'd flL 'lJ1 • 
1hliltl 1~:1.J-:!flG'liCJ (2557) 1~~n~1m1Vi'w.i'U11tlLL uurn1~1'lfl11G'lnfi'161:1.Jvr'U5Lb uue:iv'U 1'1tl . " " 

G11V1'fUti1 n~tlWLil'\11fl111 Vfu'1m1i.J11-:1-rn~11flCJ'U~ t:JG'l fl11~ fl~1'WU111tUU'111J11fl b ~1Jfl111lb ~1 • • 
1t1rn11Viu'1rn1LLG'l~G'll'lsUe:Jijl'l'WG'l1l'l1 'U rn1v1'1-:11'U'lJe:J-:11~uu L~:i.J 11:1.J 1 tlfi~'11m1ri l'le:JU '1'U e:i.:im111Vi.:i 

'We:J h"llv.:im i~1'U 1~ 'W1~#i'u~111n 1~mr11bu~CJ'lle:J-:11~#i'ufl1111Vi.:i'We:J h'llv.:i~L ~CJ1"1J1ru L vhnu 4.56 
" " v 

G'iTUL~CJ~L U'U1l11'11~1'Ub vhnu 0.44 LbG'ltt:JG'lfl11tl1~Li1'Ufl111JVi-:!'We:J 1~'lJe:J-:IITT i~1t1~11 Url1L\l~CJ'lJe:J-:I ... " 

n'111 611u1v\'11 1~uu~vrw.it11~'Ui1fl1111Vi.:i'Wv 1~vCJ"I. 'U1~~u~mn . . " 

~'1'Uil1 '11t'Vle:J-:IVl'U (2555) 1v\'~n~1tl~~ CJ~i1B'VlTI'Waviv'W()&im111 LLatm111Vi.:i'We:J h"lm.:i 

~u~1ilflvle:Jfl111 iu'1m1-r1'U11'161'U 1 m 'lJl'lm.:iL 'Vl'W1l'V11'Ufl1 t:Jam1~n~1'V'lu11 1) #i'1'U'1n~rut~1'U " . 
UflflG'l 1~bLfl b'V'lfll e:J1CJ e:i1"li'W 1t~Ufl11~fl~1'1-:!'11'1 LLG'lt11CJL~L\l~CJvle:JL~e:J'U 'WU11 ~l'le:JU 

, • " , '\I 

bLUU'1e:JUf111JG'i1'U1VlajLU'UL'Wfl!Vl~-:I iim~ 26 - 30 tJ ii1t~um1~n~1t1'1tyty11'1~U1tfle:JUe:l1"8'W 
'Wtl'fl-:!1'UU1~'Vlbflfl"ll'U bbG'lt11CJ1v\'Lu~CJvle:Jb~e:J'U 10,001 - 15,000 U1'Vl 2) vlf!l'Uf1&1~1'UG'i1'Uu1~'11l 

'\111-:lfl111'1G'l11'111'1CJ111Je:JCJL'U1t#i'u~ LbG'lt11CJv11'U 1v1LLri ~1'U~ill'l.ii'ru'1 v11'U11fl1 v\'1'UG1f11'U~~l'l 
" 

0 t ti I .::. SI II' CV V 

~1Vl'U1CJ 1'11'Ufl11'1-:lb'111lfl111'1'111'1 1'11'U'Ufl'11fl':i l'll'UG'lfl~l11t'\111-:!fl1CJil1'V'l 1'11'Ufl1t'U'd'Ufl1) • 
1Viu1rn1 e:J~L'U1t~u~ 3) eJl'1'1n~uH1'LI1'l'161t111'lm111e:J~"l'U1t~u111n LLG'l~11CJ~1'U 'Wu11 ~1'Ufl11 

0 I I.I CV CV i.I d IV t II CV Q.I II I O 

11~ l'llLL 'Vl'U~'lJe:J-:111'1.111'1'1'U l'll'U fl11'1e:J'111'lJ e:J:lJG'l'll11'111"tle:J-:111'U1 ~'1'U l'll'U fl11'1-:11J e:J'U fl11'\111-:11'U 
" 

"lrn-:1-r1'U1'l'1Glt1 ~1'Ufll11rl11'111iit11°i'1'lJe:J-:!~1'U11'1Gl'U e:JFil.'U1t~'U:lJ1fl 4) fl11'U~'Vl11G'lflR1Gl11vr'U5'lJv-:! 
• \j " 

-r1'U1~61'U 11'1CJ111lvCJ"I. 'U1~~uu1t1nG'l1~ bLG'lt11CJ~1'U'WU11 ~1t1fl11'1-r1-:1~1t1anR1 m11 iL 'Vlfl 1 'LI fa~ 
" ... " 
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av"l 'W1~vi'umn 5) 'Wf\~ m1:u"lla-:i~u~L.nfl~1n 1iu~m111'W1'1PJG1'W 'WU11 ~ai:..1~1P1Ji'ru"1n'1:uvibb~~1 
\I IDI \I " '\J 

mv:u1n~6'1vi 'lh~b.n'Vlm1'1-:iL6'1~:um11P1~1vifiia hh1:ui'W 11P1'1'WiiVIL~V1b'i!~ ~V16'1'16'1VI 50% mn~6'1vi 
" 'U , , 

11Plt:1'lh~'1'lfiL-U11 iu~m1 L ~B~Bi:.J~IP)Jl ru"1 6'11b 'Vl!Pl~ln 1 iu~n11 L 'W11~i1i:..i ~IP)Jl ru"1~ ~B'I n11fl)'U 51'W , . 
Uflfl~~i1a'Vlfi'W~viam1~e:i~a~1beN L~an 1 iu~m11'1P1'1'W~-:ie:iv"l 'W~1-:i6'111'W~'W~1 6ll1-:i L 1m 1 'Wm1 b .U1 

' 'U 

1iu~m1 18.01 - 20.00 'W. m1:uffi'Wm11-Uu~m1Lo~vvim~e:i'W 'lh~:u1ru 2 flf-:i fii11-&'~1vL'Wm1 
~Bi:.J~IP1JlUJ'1LV!mu~VvlBflf-:i 351.38 'U1'Vl 6) fl11:UVi'l'WB h~m1-&'u~m1~1'W11P1'1'WLVIV11:UBVb 'W 

'U 

1~vi'u:u1n bL~~11v.Ua 'Wu11 fl11:uri-:i'Wa 1'11viv11:uvia~1'W1'1P1'1'W m1:uri-:i'Wa hvim.i~1P1Ji'ru"1LL~~ 

u~m1vtl~-ru L~m Vivunum1:uft1viV11'-:i ft11:uri-:i'We:i h 1viv11:uvia 1 tl11:u-B''Wvi1-:i1 L~ab Vivunum1:u 

mviV11'-:iav"l'W1~vi'u:u1n 7) ~u~L.nfl~:u11iu~m1i1LY1!3l mv 11v1~m~vvim~a'W Lb1P1nvi1-:in'W 
'U 'U , 

i1Y1q~m1:um11iu~m1 ~1'Wft111lffi'Wm11-&'u~m1Lo~vvim~a'W LL1P1nvi1-:in'W aci1-:ii1tl'm'11~qi'Vl1-:i 

6'1~~~1~~u 0.05 LL~~~u~L.nfl~:u11-&'u~m1i1LY1!3l 11v1~Lo~vvim~a'WLb1P1nvi1-:in'W i1'Wq~m1:um1 

1-&'u~m1~1'Wfii11-&'~1v1'Wm1~ai:..1~1P1.ii'ru'11vivLo~vviaflf-:i LL1P1nvi1-:in'W aci1-:ii1tl'm;1~qi'Vl1-:i6'1~~~ 
1~~u 0.05 8) ~u~L.nfl~iimv LL1P1nv\1-:in'Wi1fl11:uri-:iY1ahviam11-tlu~m1"lJa-:i~1'W1'1P1'1'W1'Wb"ll!Pl 

'U • 

m-:i b 'Vl'W:U'Vl1'Wfl1LLIPlnvi1-:in'W aci1-:ii1tl'm;1~ru'Vl1-:i6'1~~~1~~u 0.05 LL~~~u~L.nfl~1J11 offu~m1~i1 
• ... 'U 

1~~um1~m~1 m"S'W 11V 1~Lo~vvim~a'WLL1P1nvi1-:in'U i1fl111JVi-:iY1a hvie:i hh1:u-B''U~1-:i1 "lla-:i~1'U1'1P1 

~'W LL1P1n~1-:in'W aci1-:iiitl'mf1ri'qi'Vl1-:i6'1~~~1~~u o.o5, 0.01, LL~~ 0.01 1P11:ua1vi'u 9) 'V1fdl'Ufl~~1'U 

'11'U i.J1~6'1:U'Vl1'In111Pl ~ 1 vi 6'111J11t:1v11'W 1 V'W'J ~ n111Jn 111-Hu~ n 116lla-:i ~1'W 1 IPI ~'U L 'W L "ll !Pl 

m-:iL'Vl'W1J'Vl1'Wfl11~~-:id 9.1) l1'!3!'Ufl~~1'W~'J'W'\J1~6'11J'Vl1-:im11P1mvi ~1'W6'1m'W~~vi'11V1i.11v 6'111J11t:1 , 

vl1'W1V'Wtj~n111Jn11Lotl'U~n1) ~1'Wfl111lffi'Wm11iu~m1LO~VvleJL~B'W a~1-:ii1tl'v611ri'qi'Vl1'16'1~~~ 

1~~u 0.01 ~'16'111J11fl'Wmmru1~~e:iva~ 6.4 9.2) 'V1!i!'Uf1~~1'U~1'Ui.J1~6'11J'Vl1'1m11P1a1vi ~1'U 

~f1mm 6'11m1t:1v11'U1V'Wtj~m11Jm11 iu~m1 ~1'Ufii11 i~1v L 'Um1~ai:..1~1P1.ii'ru'11 'Wbbvta~f1~'1 a~1-:i 
i1tl'v611ri'qi'Vl1-:i?1~~~1~~u 0.01 zj,:i6'111J11t:1Y1v1mru1~~mm~ 2.2 10) e11P1'1'm~rum1~'Ufi'1 6'111J11t:1 

v11'W1v'Wq~m1:um11 iu~m16lla-:i~1'W1'1PJ&r'W L 'Wb"ll1P1n1-:iL'VlY11JV11'Wf11 1~~-:id 10.1) a1P1'1'n~ru1P111 
~'WA1 ~1'Wn11'1'11lB'Un11vl1'11'U"llB'111'U1'1P1'1'U '111J11flvl1'U1V'Wtj~n111ln11LoH'U~n11 ~1'Wfl111l~ 

L'Wm11iu~m1Lo~vvim~a'W aci1-:ii1tl'v611ri'ru'Vl1'1'1~~~1~~u 0.01 zj'l'111l1W'WV1mru1~~ava~ ... 

i. 1 10.2) e11P1'1'n~ru1P111~'U~1 ~1'Wm1~a6'111.Ua1Ja"lh1?111"lla-:i~1'W1'1PJ~'U ?111J1111v11'W1v'Vlq~m1:u 

m11 iu~m1 ~1'Ufii11i~1v1 'Wm1~ai:..1~1P1.ii'ru'11 mLvi~~f1f-:i aci1-:ii1tl'mf 1ri'qi'Vl1'1'1~~~1~~u o.o 1 

zj,:i'11:u11t:1'Wv1mru1~~ava~ 3.1 11) m1u~V111~nf11'11J~'U5 '11m1t:1v11'U1V'Vltj~m1:um11 off 

u~m1"lla-:i~1'U1'1P1'1'U 1 'UL"ll!Pln1'1L'Vl'W:U'V11'Wf11 1~~-:id 11.1) m1u~V111anf11'1:u~'U5 ~1'Wn116'1~1-:i 
• 'U 

;i1'UoLJa1Jaa nf11 LL~~~1'Wm1n1V1'WV11 i.J1 LLm:uL ~a'1-r1-:im11J'11l~'Wfi '11:u11t:1v11'U1 v'Vln~ m1:um 1 
doll " 11\J ·1 
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LL'lhvY.:i 2 ~1d'11l.l11'1'V'lti1mru1~-rmim~ 5.2 11.2) rn1u~V111'1ni'11'1u~\16 ~1i.rn11Lnu~mn 
" 

\jnl'11 '11l.111'1vl1'U1tJ'V'ltj&1m1l.lrn11-ffu~rn1 ~1t1rh 1-ff'11ti 1t1rn1,ae.i~~firu'fl1 'UbL~'1tfl~'I a~1.:ii1 

'IJCJ~1ri'tyVJ1.:i'1'1~~1t~u 0.01 ~.:i'11m1'1'V'lti1mru1~-rati'1t 3.5 12) 'V'lti&1m1l.lrn11iu~rn1-r1t1 

1~'1t1 ~1t1ri11l.lm t1rn11 iu~rn1Lu~ ti~m~at1 ilrn1l.l'1l.l~t16nuri11l.!Vi.:i'V'la h 1i;iti11l.l~a-r1t11'~ 

'1t1 ri11l.loW'l'V'I ah~ a e.i ~~.n ru'f'i Lrntu ~ rn1~1~~'UL~ m Vi tJ'U nuri11l.l mi;iV11'.:i ri11l.!Vinrn L "il ~a 

1tb1l.lit1~1.:i 1 -im.:i-r1t11'~'1m Vitiu num1lJmi;iV11'.:ia~1.:ii1titi~1ri'tyVJ1.:i'1'1~~1t~u o.o5, o.o 1 

Lb'1t 0.05 ml.1~1~'U 1i;itiiJfl11l.1'1l.l~'U5nt1L'U1t~'U~1L'U'Vil11'Vl1'1b~tJ10'U 

'1i;i1-r~tl ~ LLnTu~tl (2555) 1~~mnn'1ti'V15L ~m ~l.lmiu~rn1-r1t161ieil.l1'1~ mti1t1tit11'1 
' . " 

'1. L"il~UJtJ'U(911 'Ub "lll'lb V1131'U1'1'Ufl1"1JeJ'ULLn'U ~'l'V11i;J"lJeJ'UbLrl'U e.!'1fl11~n'tfl'V'l'Ul1'11t11 vmJ L ll'Ub V'll31'VIW'I " ., "' 

mti 31 - 40 tJ rn1~n~11::~utJ~ruru1(9l~thtneium;s'V'l1'11"U1ti/51n"il'11t1~1 i111ti1~ 10,001-, " "' . 
20,000 u1vi i1rn11i.:i1t11'1~1n11 3 tl1i1'1~mti1t1tit1ii~~a~at1~1 ilrn11iu~rn1-r1t161ieil.l 

1'1~ mmt1tit1iiL~ai1eit 1 V1~u1.:i11tJrn16l111i;i1i;iti L~ an 1ieit1 'VI~ LL Vl~vi1.:i-r1m llt1rit1~i;iV11:1.J11 ~il • 

"iJ1V1't11ti ~1'Ue.J~l'lfiru'f'i ~1'UU1t~Vlfti11V'lLL'1tflW.fl1'V'I ~1'U'1.f11'V'ILL1i;Ji;\'al.l ~1'U11fl1 LL'1t~1'Ufl11 • 
61.:i L'1~l.rn 11 I'! '11 i;i l'l 1l.l '11 ~u "ii 1 mm n11 ~ n~1'11l.l11" '11tJ n '1 tJ vi5 L ~ mrliu~ n1161la lJ . . " 
1'1~mti1t1tit11'1'1.L"il~tyc.Jt1vi'1~i.:i~t1 4 1fl1.:irn11~LLri 1) 1fl1.:irn1 "rn1~w.ii.ntH'.ia-ih.:i" 
2) 1fl1.:irn1 "rn1'1.:iLa~:1.Jrn1"U1tJ" 3) 1fl1.:irn1 "rn1~~1tutm111 ~u~rn1" LL'1t 4) 1fl1.:irn1 

"fl11~w.J'U1'1'11'U~bb'1t'U11tJ1fl1131.f11tJ 1 t1-r1t1" 

a~nm "ll~V'l (2554) 1~~n~1L~'1.:J fl11~'1'111L~eJ'U~'Vl11'1nR1'1:1J~'U5 "lleJ.:J'U~~Vl1'1.:J ~fl'U~1 
" " 

~'1'111"iltLtl't1rn1~aa11'V11.:im.:i (Direct Mail) Lu'V'11tL'11t"il.:JLtJEY.:ilJi'1'1nl°11 ~a 'V'ltin.:i1t1"ilti1rn1 
" 

1'V11Pl'V'lvi~i;i~a~nl'111i;itil'!1.:J:IJ1nffl1~"ilt1 i~aa~1.:i~t1 ~.:i~mthm11~aa11LL uuaa.:ivi1.:i (Two-way 

Communication) 1m~a.:i6lla.:i1tJLL'U'Un"ilm1:1J~a-r1.:im1:1J~.:i'V'lal"i11~'1nl°11tTt1 "ilt~i;in"ilm1:1J~i1 
" " 

-rrn "'Brul.11 L ~m llt1 rn1'1-r1.:ifl11:1Jtrnl1't1 nu'1 nl'11~ilflruri16lla.:iu~~'Vl i v111 ~'1 nl'111~-rufl11l.l~.:i 
.., ,, '\J • 'V 

'V'la ha.:iai;i"il1nn"ilm1:1J LL'1trn1u~rn1~~"il1n-r1'1Jn.:i1t1 ilrn1uan~anue!~t1 LL'1tn~u:1J11 iu~rn1 
" . " 

~n"ilmni;iL tlt1m1:1J"il.:i~nJi'n~~au~,;'vi, 1i;iti'11tJ11:1JLLi;\'11 'UIJi'16lla.:i'1 nr11tT'Unilfl11l.ltJ1::~u L"il 1 t1 . " 
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~'U., Lbfl~~~na\lm111Lll'Unm-ewi11nnTfu~m':i~~LLfl~L~111'1L~m1~1\lm111Vi\li"lB1'1'1\1'1~LLnflnFl1 
I \J " , 'U 

~1tl'~~1 1 Vlmnmru (2553) 1~~m~nnmm5V11\lfl1':i\Jlfl1~LLfl~ fl1':i'll~Vl1':if!nFi'1"'m~'w5~ii 
... • 'U 

1til911 ..S1n~ 1m"ll\Jln1'1L'Vli"l11Vl1'Ufl';i Ylu11 ~1J1B'Ubb'll'll'1Bum11&11'U1 myLll'ULi"lP1"ll1ti iim~B~L 'U"li1\I 

41 - 50 tJ ':i~~'llm':i~mfltJ~qiqi11J1~ iim'iii"loU1':i1"llfl1':i ii':i1ti1~'lJ':i~..S1~m~B'U 10,001 - 20,000 

u1V1 iifl1111~~ L ~'U L~ti1 nun" ti'Vl5V11\lm':i\Jlm~ 1~ti';i111LL'1~';i1ti~1'U 1~LLn ~1'U~a 1J1.firu'1 ~1'U , 

':i1fl1 Jl1'U"liB\l'Vl1\lfl1':i"5'~..S1V1i.11ti ~1'Ufl1':i'1\IL'1~11m':i\Jl'11~ fl1':i'll~nV11':i~nF\1"'11~'U5t~m111LLfl~ 

';i1f.JJi'Tu 1~LLO ~1'U';iUbL'U'U~'U~1'U ~1'U';iULL'll'Un1'~\Jlfl1~L6ii\l~'U ';iULL'U'Ufl1';i\Jlfl1~L6B\l';in Lb'1~';iUbL 'U'U 
'U OI \I \J 11 'U 

fl1';iLfl11'11af!nFl1BtJL 'U';i~~'U~ iifl1111oW\li"lB 1'1 L~tl';i11JBFil 'U';i~~'U111n LLfl~iim111~~L ~'U~BflWrh 
\J " \i , 

1~ ti':i111B ~1 'U ';i~~uiiflrur11 1off ':iflti'Ul9i'L\Jl 1ti~ 1~'U Vios ii LL Vl'1 \loUB11'1vi1 i1 'U m':i~ n'\11 L vlB 
'U , , 'U 

•th~ n B'll m ':i ~ ~~'U 1 '1~B':ifl tJ'U 19i'RB ~1 L B\I LL'1 ~ii~'l~1 i'tJ ':i~ nB'll m ':iii'11':i ru11 'U m':i~ ~~'U 1 '1~B 
':iflti'Ul9i' RB '111':i':ifl'U~"llfl\l':iflti'Ul9i' '11L'Vl\Jl~L~Bn 1 iu~fl1':iPl'UEJ'll~fl1':i L\Jl 1til911 Lfl 11m1J1B{'1 RB 1n~ 

• 'U 

'IJ1'U'tJ':i~L.fl'Vlfl1':il offu~m':i'11nPl'UEJ'll~fl1':i L\Jl 1til911 Lfl 11m1J1Bfa RB u~m':iL~fl':ifl\Jl111':i~tJ~'Vl1\I 
'U 

"ll1\IL1f!1vtliu~m':iRB"li1\ILi1 08.00 'U. - 11.00 'U. L'Vl\Jl~flvi~~~'U1'1~mflV'U\JlL\Jl 1til911 '11n L\Jl 1til911 , 

Lfl 1lflb\JlB{'1 RB L ~Bli''U 1 'UflW.f11i"l~'UFl1 m iu~fl1';iviii';i1tl 1~LLfl:~';i~~'Ufl1';i~n'\11~1\ltl'U iifl111loW\I 
• 'U 

i"lB 1'11~ti':i111LL\Jln~1\ln'U vi':i~~utl'ti'11Fi'wV11\1'1Cl~ 0.05 nati'Vl~Vl1\lfl1':i\Jl"1~ 1~ti':i111 Lba~':i1tiJl1'U 
~ , 

'lJ':i~nBu~1ti ~1'U~a1J1.fiw'11u~m';i ~1'U':i1m ~1'U"liB\IY11\lm':i"5'~'11V1i.11ti LLfl~~1'Um';ia\IL'1~11 

m';i\Jlf11~ iifl1111"'11~'U6nufl1111Vi\li"lB 1'11~ti':i111 B~1\liitl'ti'11Fi'qiV11\1'1C1~vi';i~~u o.o 1 tl'1"5'ti~1'U 

fl1':i'll~Vl1':if!nr11~11~'U6 'lJ':i~n-eiu~1ti ~1'U':iULL'll'll~'U~1'U ~1'U':i'lJLL'U'Ufl1':i\Jl'11~L"B\l-ru ~1'U':i'lJLL'll'll 
" 'U ~ \J \J 

fl1';i\Jlfl1~L 6B\l':in LLfl~~1'U';iU LL 'U'Ub tJ'ULfl11'U1af!nfl1 iim111"'11~'UGtl'Ufl111loW\li"lB 1'11~tJ';i111 B~1\lii 
• 'U 'U 

' 
tl'ti'11Fi'qJ'Vl1\1'1Cl~Vi';i~~'U 0.01 

e1qi1ru hn~1 (2552) 

';ifl"5' n':itl1'Uti'Ul9i' ~" n1':iPin'l11i"l'Ul1 ~\JI B'U LL 'U'U'1B'Ufl111'11'UL vrni b ll'UL i"lPl6111 tJ iiB1tJ ';i~Vll1\I 
'U ·~ , 

21 - 30 tJ m':i~n't11ew"l'U':i~~ul1'5ti11~n't111J1B'U~'U ii':i1ti1~Lu~v~m~B'U 5,001 - 10,000 'll1'Vl 
'U 

a Tu 1 vrqjL U'Ui"ltl'n\11'U'U~,;'VILBn611'U '1fl1'U.fl1i"l'111';i'1 ';ifl"5'n':itl1'UtJ'UIJl~~BtJ1111 ri1BB L\Jlbl.J~ n L U'U 

i"l1Vl'U~viilti11111n-via~ '1~ 1 offu~m':i~1'U':it1"5'mti1'Uti'Ul9i' L~mn~L Vl\Jl~'UL "li'U ti1\1~1 ':it1'11J11fv1 hJ~~ , . 
18.01 - 21.00 'U. m111tl'Um':i1iu~fl1';i 1 - 3 L~fl'U I fl~\I fl111loW\li"lB1'11'l.la1'UU';i~'111Vl1\I 

fl1':i\Jl'11~ 1 'U m':il iu~ fl1':i~1'U'liB11':it1"5' m tJ1'Uti'l.llJl~\JlB'll LL 'll'll'1B'llm111~ ti Lu~ ti1 ~m1l.JG11Fi'qi1 'U 
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' v O Q.I QJ .:=ii Q.I Cit. 1J 4. I.I I Q.I 0 I Q.I I 

m1:1.J'11fl'1J fl'\J 11 fl1'Vl b V1:1.J1~'1:1.J fl'Ul°Jru.fl1'V'l"ll eM'1'Ufl1 bb"1~'\J1fl11 Vl1'U"lleJ\l'Vl1\l"ilVl"il1Vl'U1 EJ fl11\;l\leJ ~ 

1fl~ bb V1i;i\l"q:1.J"ll'U I 1fl~1hu i1fl11'1'1b'1~:1.Jfl11\;1"11VI h1m1:1.J'11~qia'U1'1'U bb 1fl fie:i i11~EJ~ nm 1 'Ufl11 

e.le:i'l.1°1111~ 'V'1tl'fl\11'U'\J~m1i'.ifl111J~m1m-b'1h1 'Ua'Ul"11b tl'Ue:i ~1\1~ bb"1~'V'l~e:i1J 1 ~l°l1bb 'U~tl1 h1b'11Je:i 
" 

eJ\lrl'th~ fleJ'\J'Vl1\lfl1EJ.fl1'V'li'.i'U11E.11fl1PIU'1eJVI 1 tJ~\I I b~'U'1'\J1E.I 

el"ilu111~ eJd'UeleJ'U (2550) 1~fiifl~1b~eJ\lfl11'\J~Vl11\11'U"1flfl1Gl1J~'U5 b~e:i'1~1\l.fl1'V'li;rflMU"lleJ\I 
" 

'U ~~vm1EJ'U~e..i"1m1Pifl~1'V'l'\J11 '\J ~~'VI 1 i;i EJ 'U vli11\;}i;itJ1~'1\Ifl1'Um1vl 1n"1EJ'VI5 fl11'\J ~VI 11\11'U"1nfl1 . . " 
Gl1J~'U5b~e:i 1) '1~1\lf1111J'Vi\l'V'le:ih1~n'U"1nfl1 2) fo~1"1nfl1 bb"1~ 3) b~m~1Jn1b LVIE.Ji1fl111i 

" " 
bfl~eJ\lij eJ fl11~eJ'111 fl11\;l '11VI bb '\J'\J'\J 1ru 1 fl11Li11l1"1i1EJ1 'Ufl11'1~1\lfl111JGl1J~'U5 tl'\J"1 flfl1 l~ LLO 

" " 
"i!Vl'V!1J1EJ\;11\I SMS/Call Center L1'Ul61l~ ~eJ'Uflfl'1 LL"1~fl"ilfl111JYiLPI~ '11'U"lleJ\lfl111~m~\1'1111"il • 

VI Pl'U fl&\~~ vi f)'\J ~~'VI) f;l EJ'U ~ ~1 El LL"1 ~'\J~~'Vl) f;l EJ'U ~~ii fl1 )~eJ'111 L 'U L~eJ\l"lJ f) \I fl1 )'\J~'V!1) \11'U~ fl fl 1 

Gl:u~'U5e:i~1'1vim ~e:i\I n"il~vl1 t ~"1 flfl1i1V!P1'U fl&i~~vie:i'U~~'Vl '11'U"1 nf11~i1Vi'Pl'Ufl~~~vimi;i EJ'U ~ n"il~ 
" " 

.cilQ.I ..:::..d.::111 ct.CV tf 

lJ'VlPl'Ufl\;l'VlVl\;lf)'\J)~'Vl)f;lEJ'U\;l 

e:i1-q:u1 1\IL ViEJ'U-tl'EJ (2550) 1~Pi fl~1il"il~EJ~i1B'Vlti-w"1vie:i'V'lq&im11J 1'Um19i'V1a'U1"il L~ e:ifl~1'U 

'11V1tl1EJ e:i~ 1 V1i;i1i;i~ m En'UEJ'U ~"lJeJ\lej'tJ1~ ne:i'\J fl11~1'U6lie:i:1.J1i;i~ mEn'UEJ'U\;11 m "lJ\;lel1 L.fl e:i Liie:i'l~\l'V!l VI 
" 

L ~ EJ\111 El e..1"1 fl11Pi fl~1'V'l'U11 'V'I') ~ fl11:U"lJeJ\l~~f) '11'U L 'V!aji'.i fl11~Vl~f)\;11:Ufl111J~eJ\lfl1)'V!~eJ'11 L U'U 

L vi1L!'U i1~1'UtJ1~'11t'Um1~e:ie:i~1 mi LVlm~e:ifl~e:ie:i~ 1 V1""i11n-r1'U~1LLE.JflE.11'UEJ'U~tle:iEJ~'1VIL~eJ\l"il1n • 

ej~Vlfl11 L lJ'Uej' vi' Vla'U L "ii L 'U fl11 L~ f) fl-r1'Uf)~ 1 'Vli;i fl11fl1'V!'UVlflru.fl1'V'l"lJeJ\la'Ufl1 L otl fl11fl1'V!'UVlvl1eJ~1\I~ 
" " . 
~a-:im1 ej~i'.ie:l1'U1"i1 vi'Vla'U h L~a nflru.n1'V'l"lJa-:ia:~ 1'Vl~~a"1nfl1~Loff1:u1 t i'U~m1 LL"1~a'UFl1~ 

" . " 

"ii 1 n e..1'1 fl11Pi fl~1U"il ~El '11'U tJ1 ~'11J'Vl1\I fl1) \;l '11VI LVI EJYi"iJ11 ru1"i11 flfl1 Lu~ El \;11:1.J a 11'1'U'11U 11 El "1 ~LB El VI • 
1~1'1\ld il "il~EJ ~1'Ue..ia\;lfi ru'1 ~i'.i~'Vl5'V'I"' vie:im1vi'V1a'U h~a"lJa-:iejtJ1~fle:i'\J fl111 'U1~1'1'U1J1fl~a 

" 
'11:1.11) mL"1 fl'V!~m tJ~ EJ'U'V!~el~tla'UR1 L~'V!1 fli1m1el Vl'V'l"11VI aufl1i1ri ru.fl1'V'I LL"1~i1 a'U f0l1~'V!"11fl'Vf'11 El • 
fl1'\J ri-r'U il"il ~ EJ ~1'LI°1im'Vl1-:i m 1~ VI '11V1tl1 EJ ~i1B'Vlti'V'l'1 via m1 vi'V1au L "il~a"lJe:i\I w tJ·Hm e:i'U m 11'LI1 ~~'U 

" 
mnfia vl1L'1~vr\l~Vlfl'\Jf;l'U'U L 'Vlaj1 tJ-:U1'1~Vl1fl '11:1.J11ml-:i~eJ'Vl1-:J L 'Vl1ial'V'lvl'V!~el L 'Vl1'1111~LL"1~fl11:U 
11viL ~1 i;in~e:i-:i 1 'Lim1~V1'1-:ia'Uf11 il"il~EJ~1'U11ri1 ~i1~'Vlti'V'l"1viam1vi'V1a'U h~e:i"lJe:i\lej'tJ1~na'U m11 'LI 

" " 
1~1'1'U:u1flflf) a'UR1LLvi"1~"1lilVli1Vl"11 EJWl'1'U11fl1 L ~L~elfl i1fl11LL '1-:i 1 ~"1 flfl1'Vl)1'\J'Vlflfl~-:Jna'U"il~tJ-r'\J 

" ' 



27 

fl111?1'111'1 

~w1'1fl~ru L 'V1LJ11ru (2549) 1~~fl~1L~eN m1LJ~V111'1fll'i'1"'l.l'W''U5"1Je:i-:i 'U~~'Vl~1LL'Vl'U"il1V1ti1t1 , . " 
1ti{l mt11'Ut1'U1?11. 'U{).:iV11'l'll.IV11'111f'"l1l.I ~'1fl11~fl~1'V'ILJ11i1 1) a fll'i'1~1'U 1 V1ruL lJm'V'l~"IJ1t1 ilmt1 " ... . 
1~V1i1-:i 18-28 tJ m:av'fwm~t1'U/ti~1?1/LJfl~fl~1 1~vi''Um1Pifl~1 t1'4'tJ~qiqi1/tl1'1. LL'1~~Vle:iwvfloff 
fie:i ~e:i'U~1 2) a fll'i'11 Vlm1l.l'11 rl'ruLMt11 nLJtl ~{) t1'Vl1-:im1\?la1l'l~il~'1~e:im1~ l'l~'U h~e:i1ti{i' fl t11'U " ... 
t1'U1?1Ll'lt111l.I e:i~1 'U1~vi'LJ'tJ1'Uflm-:i Lde:iii~11ru1L lJ'U11t1~1'U e:it1'1 'U1~vi'LJ'tJ1'U flm-:i 1~ LLn~1'U 

" " 
1;'f tl1'U~ LL'1 ~"lieJ-:!'Vl1.:J fl11~1'1'11wu1 ti L '!i'U il'Vl'11 t1'11"1J1 L Vl'11l.111'1L oil11 'tJ L~ a fl~eJ'Vl fl~'U'Vl fl ~VleJ\?11l.I~ . , . 

' ' V I.I Cit. V tf I q CV tf I c:il!l/ -==llJ' 

\?leJ-:!fl11 l'l1'U~'1\?l.fl ruEfl L "IJ'U l.lf'"l11l.IV1'11 fl'Vl'11tl"lleJ-:!1tl~flW1'Utl'U\?l 'Vlf1i'U'Vlfltl'VleJ\?11l.l'Vl\?leJ-:if111 • • • 
LL'1~~1'U'1fl~ru~'Vl1-:imt1.n1'V'I L '!i'U "ll'U11'lf'"l11l.l L VlqJ Ll?l"lleJ-:!'U~~'Vl ~1LL 'Vl'U'11V1ti1 t11ti{i' mt11'Ut1'Uvl 

3) '1 fll'i'1iJm1l.IL ~'U~1 ti Lnt11 rl'Ufl11il'U~fl11'1 fll'i'1al.loW'UG"lleJ-:!'U~,;'Vl~1 LL 'Vl'U '11Vltl1 t11ti{i' f1it11'Utl'Uvl 
" " 

Ll'lt111l.I e:it1'1'U1~vi'LJ'tJ1'Uflm-:i Lde:iii~11ru1LlJ'U11t1~1'U e:it1'1.'U1~vi'LJ'tJ1'Ufla1-:i 1~LLn ~1'Um11i 
" " 

'U~~'Vl~1 LL 'Vl'U '11Vltl 1tl 1ti{i' m tl1'Utl'U vii1 f'"l11l.l'V'I tl1 t11l.I ~l'IV111tl~ f1itl1'Utl'UvlVl~eJeJ~ 1 'Vlci~'Vl1-:!~1'U 

1 '1Xn'Uafll'i'1L vJe:ieJ1'U1tlf'"l11l.1'1~1'11fl L 'iXLLrl'1fll'i'1 ~1'Ufl11fl1'Vl'Ul'l L 'tJ1LLf1il.IL ~eJfl11'1~1-:!f'"l11lJ"'l.l~'UG 
" " 

I.I ii II II I c:il c:t. I odf II II I I II .di c:ilClt. 

LLl'll'l LL'1~1'11'Ufl11'111-:!~1'U"lltll.1'1'1flf'"l1 L "IJ'U l.lfl11\?ll'llneJ'Vl1eJLL ~-:!"lltll.1'1"1J11 G'l11LLfl'1 flf'"l1 Ll.ltll.lfl~f111l.I 
d.I '\I v \I '\I 

"IJeJ.:J'U~~'Vl 'Vl~e:ii11ti~fltl1'Utl'UlnL'Vll1 eJ~L'1l.leJ 4) '1fll'i'1~ilL'V'I~ LLa~m:a'V'I LL\?lfl~1-:!rl'U ilm1l.IRl'IL~'U 
" " 

~1 ti LM tl1 n'U fl11'U ~'Vl11'1fl1'11"'l.loW'U G"IJ eJ-:!'U ~~'V1~1 LL 'Vl'U"il1'Vltl1ti1tl..ij m tl1'Utl'Uvl LI'! ti 11l.I LL'1~LtJu11 ti 
" 

~1'U'Vlfl~1u 1~LLnfl11a~1-:i~1u-n'e:il.la'1 fll'i'1 m11-'ffL'Vlrl1 'W fav~L vtl.11~1:1l.IL ~am11 Lrl11~~LL'1~ 
.. d.I 'U \I 

LLtl mw~'1flrl1 fl11fl1'Vl'Ul'l L 'tJ1LLf1ilJL ~eJ'1~1-:!rl11l.l"'l.loW'U5 LL'1~ fl11Ltl'U~fl~1'1fll'i'1LL\?lfl~1-:!tl'U 
" " 

(p>.05) 5) aflr11i11~vi'LJm1~fl~1LL1?1fl~1.:in'U i1m1l.IRl'IL~'U~1mMt11nLJi1m1LJ~'Vl11afll'i'1"'l.l'W''U5 
" " 

"ll e:i-:i'U ~ ,;'Vl ~ 1 LL 'Vl'U '11V1i..i 1t11ti ..ij m t11'U t1 'U vi LI'! t111 mLa ~ L lJ'U 11t1~1'U'Vl fl~ 1u 1~ LLn fl11 a ~1-:i • 
~1'Uoif eJl.1'1'1 fll°11 fl11fl1'Vl'Ul'l L 'tJ1 LL nil.IL ~eJ'1~1-:!f'"l11l.l"'l.loW'U5° LL'1~fl11Ln'Ufo~1'1fli'11 LLl?l fl~1-:!n'U 
d.I \I '\I 'U 

i.11'V!~'Ufl11 L -'ff L 'Vlf'"l L 'U fav~L 'Vll.11~'1l.IL vJe:im11 Lf'"l11~~LL'1~LLtlflLLtl~\'jflrl111JLLl?l fl~1-:! n'U (p >. 05) 

1a'VlB ~.n\?11~fla~1?1tl c2541) 1~~fl~1m1l.IYi-:1'V'le:i t'1"1Je:i-:1aflr11-u1~'11 "1Je:i-:1~1'Ur11e:i~ 1 'Vlci1tit1'Uvi 
.. .. \I " 

mru~fl~1 ~1'U'tJt1-:it1'Uvl ..ij-:i'Vl11'1'11~'U~ ~'1fl11~fl~1'V'l'Ul1 '1flrl1~1'ULw1ILlJ'UL'V'l~"IJ1t1 i1mt1 , \I Git: , 

1~V1i1-:i 26-30 tJ mfl~~l'l ~1'UL'Vlaje:i~i.'U1:1m'U111-n'1l.l11:1 ~'Um1Pifl~11'U1~vi''Ut1'4'tJ~qiqi1 'Vl~e:i 
'lh'1 l.11fl~~l'l ilm:a'V'!Lllu"li1-:im.J~ \'Jfll'i'1fl~l.IL 'Vlaji1·nt11~Lu~tl~mila'U 5,001-15,000 'U1'Vl '11'LI 
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vin~m1:w 1'Wrn11 offtJ~rn1~1'U\Ja.:itJ'LI~hr'U '1V1\J1~'1\IR~anf11'11'U:w1n~aa~ 1 'Vl'1mn~'1viAa ~m ~a 01 " ,, • 

tl11iJ1Vf"li1\16lla:w~vi~\I1 VI zj\1~1'Ua~ 1 V1'11aCJ'U~b ll'U~1'U~anf11~eia~ 1 V1'11atJ'U~ '11'U 1 'Vlru'1~b~'U'Vl1\I 
'U ... 

:w1~a~1CJl'l'Uba\I d1wr'U~'Uf11~anf11titJ:w~ailn'1~bll'Uvi1na:;\V1au11\li'mfll'l1:w1:;tJ~ b"li'LI 1~ma\I 
'U • 

tl1il'LIV1'1a~'U~1\l'l zj\lanf11iln'1~ 1 offtJ°1rn1b~a'Ua~ 1-2 fl~\! b ~a'Ub U'LI'Uflfla~:Wa'Vl5viamn~'1vi 1 'U 
'U • ' 

rn1b~an1 off tJ~ m1~aa~ LV1'11atJ'LI~ a nf11:Uf't11:wTiwm h lii arn1tJ°1m1"11a\I ~1'1..!Uel\I CJ'Ul'lLVICJ 
'U 

11mbba~rn1'1\lb'1~:wrn1l'la1vi m:w'11~'U £11'1..1-ilmi:t'Uabb 'LI~ fia b Yll"l'VltY\l:Um1:wTI\IYlel h~1'U~'U '1 

-U'atJn11b Yll"l"l11CJtJm1'LI~1'LI'1m'U~ 1 'LI~1'Urn11Vl'U~rn1m1:Um11 Vf~1 bb 'LI~tl1 ~1'U~'Ufl1L U'U'WLP!~ 

i.J~ruru11'1~ ~a\I m1~'Liri'1~V1mnV1a 1tJ 1 Vtb~an mmtJ\J1~:w1ru 'Vl1\1~1'U ~\lm1:w~ vi Ll'l~ CJ:W~'Ufl1~\I ... ... 

a~ L 'V1'1bLVl a~ L'VlriL VitJ:w HtJ°1m1 bba:; 1'LI'11'Uanf11~:Um"livi"li1\ICJ'U~ 'Vl1\1~1'Ufl111 Vf'11'Uavi-W LPl~LLa~ 
'U 

L~fy.j" "1lel\1'1flrl1~:W11off'U~f111 mru~n~1: 10 '11"1l1~L~:W~1btl'Uf111Uf'U1UbL'U'Uf1111Vf'U°1f111 
'U 'U 

('11"111tl1~eN) i:.iam1Pin~1vitJ11-Ua:wa~1'U\J1~"l11mP11'11'11 V'ltJ11 anf11'11'LI 1 w1 lb U'Ub V'1Pl"l11CJ :U 
'U 'U ·~ 

m~1~V111\I 31 ti fi'I 40 tJ m~V'IYlUfl\11'1..!'U~~'V!Lan"l!'U m1Pin~11~~'U\J~qiqi1l'l~ 111:.JL~~m~a'U 

15,001 tJ1'Vl fi'I 25,ooo 'U1'Vl L1a1m~?1~mn1'Lim1L-il1ftJtJ~m1V1~\I 11.00 'LI. i:.iam11-.ij'tJ1~~'U 

fl1111TI\1Ym 1'1"1la\lanf11Y1tJ11 m1:w~\IV'la h~:U~a Pl'LIV'U~m1u11\lfn~11'11:.J'LI~ "L "llaa aa 1~ 
'U 'U • 

b~1'Vl" "1leJ\lanri'1~:w11-fftJ~rn1 10 ?11"111~L~:w~1LU'Um1i.JftJ1\JbL'U'Uf1111 Vt'U~f111 (?11"111tl1~a\I) 
'U 'U 

LVJCJ11l.J8CJ L 'U1~~'Ul.J1 fl Lb'1~ bifo~~11UJ111CJ~1'U U11fl n11~1'U~\IL?l~l.J f111111'11V1:Um1:WTI\1Ylel 1 ~a~ 
'U ~ 'U 

1 'LI1~~'UU1'Una1\I ~1'LI~1'Ui:.J~l'lfiru'1Lba~f111'U~f111 ~1'LI11fl1 ~1'1..!?lm'LI~ :Ufl11:w~\IV'la hatJL'LI 
'U 

u11\li'n~11f:ltJ'LI~ "L"lla~ aei 1~L~1'V'l" 1 'Linci:wi.J1~6l11m~:Um~V'ILLa~1~~'Uf111Pin~1 ~1\ln'LI :U • • 
fl11:WTI\IV'la 1~LLl'lnlii1\ln'Ua~1\liitl'tJG11fi'ru~1~~'U 0.05 '11'Linci:wi.J1~6l11m~ii LV'IP! mtJ 111:.J 1~~a ... . . 
L~a'LI L 1a1~?1~mn 1'Lim1L-il1ftJtJ~rn1~~1\ln'Liiifl11:w~\lvm1 ~ ul'ln~1\ln'Ua~1\I hJiitl'tJG11fi'qi 

2.4 ~111'1fl1U'11'U1'1t1vlLfla1<U'iH 

1ULb'U'Uf111'U~'V111'1flfl1"':W~'UU DEAR Model bU'Ui:J~-.ijtJ1'Uf111?1~1\lfl1V'l~fl~ru bb'1~fl113J 
'U 'U 

i:.in-W'U1~V111\lm VftJ~m1LLa~anf11~L-il1:w11 -fftJ°1m11 VIL ~:wmn~'U LLa~tl11i.J'1fl113JTI\IV'lah1 Vf ntJ 
~ ~ ~ ~ 

anri'11 'UtJ°1m1"1la\lm Vt'U~m1 LLa~iia'Vl5Y1a~arn1~~~'U hL~am-b'13.l11-b'tJ~m1J1"11a\lanri'1 aii\I 
'U 'U 'U 
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'lJ".i~?i'Vl5n 1Yl L 'Um".i~1 L iJ'U.:i1'U~1'U m".il'lm1wue:i.:im ~'U~ rn".iv1rl'1t1.:i ~.:i".i'lJLL 'U'U rn".i a~1.:im1ii'1ii~'Ut5 
'II 'II 

L 'U ".i~ t1~ m1 LL'1~ L U'U".i'lJ LL 'U'Uvlt1e:iii-r'Unm ~iimn:fi''U 
'II 

'11 n.:i1'W1~ ti~ L~t116lle:i.:i~.:i'Vll.1\11 ~1~ ti 1~a ".i'lJ".i1 tlzjtlITT~ tl~L~ t116llt1.:i'rl~tll.I n'Ui11~1 LL 'lJ".iB!.'1".i~yt 
'II • 'II 

(Q) 
~ ("' vc:;; 

1!lr" (Q) e;: c:: ~ r .... -~ r ("' 

°'C s: (Q) s: ~ c:: ("' r n n (Q) 
a;;> .,.. ·;x 1.1:0 1.1:0 -)~ 

;i ;i ;i ;i ;i 
r r r r r 

.. IQ ("' ("' ("' ("' ("' 

)~ 
c c c c c 
;J ;J ;J ;J ;J 
r r r r .. ~ 

~il~U.~~ (ti) 
r °'i' )~ °'Ci: °'Ci: °'S: "'S: 

"'C ~ ;i ~ ~ ~ ~ .. ~ ~ c:: ;i r c:: c:: c:: c:: c:: a;;;o r ("' c:: a;;;o a;;;o a;;;o a;;;o a;;;o 
a;; G °'i? e: (tO;I 

"" "" "" "" "" ;i;o - "" ;J (Q) (Q) (Q) (Q) (Q) (§: VWJ 
(§: (Q) 

0:0 r r i? i? i? i? i? 
°'i? 

...,.. 
W'1 ;;J• ";i 1.1:0 ... ... ... ... ... 

;J r 8r.i 8r.i 8r.i 8r.i 8r.i ;J r ~ 
(Q) 1> ("' lt0'1 "VJ: )~ ;:::: ;:::: ;:::: ;:::: ;:::: 

~ "" ~ 
... 
;i "" "" "" "" "" )3 

~ ;;J 1;: •a: 1J: 1;: 1;: a r .,.. 
1.1:0 o;x .,.. 1!C: ;i ;i ;i ;i ;;i 

1> ... .,.. .,.. c: .,.. r r r r r 
)~ r r -~ ~ 

("' ("' ("' ~ ("' 
c: c: IC IC (§: IC 

Shu-Mei Tseng Pin-Hong Wu (2014) ./ ./ ./ ./ ./ 

11 ".ililU 1~!b.1.:i!'l'1otlt1 (2557) ./ ./ ./ ./ ./ 
' 

P!~'U.f\1 '1".i~'Vltl-!l'Vl'U (2555) ./ ./ ./ ./ ./ ./ ./ 

avi1-rl'ltl ~LLn1ill'lv (2555) , ./ ./ ./ ./ ./ ./ 

~~nm '!l~n (2554) 
" 

./ ./ ./ ./ ./ ./ ./ ./ ./ ./ 

~1ii'vivi11v1vv1mw (2553) ... ./ ./ ./ ./ ./ ./ 

aqiiw 11\ln~1 (2552) ./ ./ ./ ./ ./ ./ 

B'lilo".i11~ t11'U~ei'U (2550) ./ ./ ./ ./ ./ ./ ./ 

tl".i'!ll.111.:JLViV'UotlV (2550) • ./ ./ ./ ./ 

'1~1~fl~W L'Vl'U".i1W (2549) 
' ' 

./ ./ ./ ./ ./ ./ 

ia'VI~ !'1Jll'l".i~n'111'ltl (2547) 
• , 'II 

./ ./ ./ ./ ./ 

1"8".ii'Vlfl 1l!fi (2546) 
'II 

./ ./ ./ ./ ./ ./ 

~-u.1 10 6 5 11 6 4 10 5 10 6 



Model: 

~ 
'U'Vl'VI 3 

f11:1'U1'Ufl11~flfl1~lJ~'U5 DEAR Model ~1~t.11~~fl'r/1L8fl'111l'll1fl11 LL'U1fl11lJ~~ Vlf;]'l~~LL":I 

-!!1'Ul~CJ~L~CJ1oUB-:I L ~an1Vl'U~~ULL 'U'Ufl11~1L'i1'Ufl111'11.:i1 ~.:i~a 1ud 

3.1 tJ1::"ll1mLL"::nzjlJl'i'1aci1.:i 

3.2 Ll°l~a.:iiJaviH1. 'Um11~t.1 

3. 3 f\11'1~1-!!Lfl~B-:llJel.ffi m 'U fl11l~ CJ 

3.1.1 tl':i::'ti1m 

tJ1::'1!1mmm'Um1~n'rJ11~t.11'Uf1~.:id ~a "nfl1~:UtJ1~'1um1ru vt~a"1Jru::n1~.:i1i 
'II 

61ial.l1t1~mt.11'Ut.1'U~ LL"~"nfl1tJ1~'11 '11'W1'U 2,400 Fl'U 1~mo~t.1~alJL~a vtPi. 2557 (offam=t 
'II 'II 

cf V I.I I o .di , CV CV ..::ii Q.J .cJ Q.I G 

L'U8-!ll'l'U"IJ8-!l 11'U'1111t\Jfl11'1!1-!l 81L.fl8\111:1fl11V'l6!le.J'1 '1-!!Vl1~8\J"11"1l51'U tu 1'UV1 1 fllJ.fl1V'l'U5 
' ' . 

2558) . ., . 
3.1.2 nq11~1t1a1-:i 

ncil.l1'11aci1.:i L 'U.:J1'Ui~t.1F1~.:id fia ncilJ"n1"11~:UtJ1~'1um1ru vt~a L 'U"1Jru~n1~.:i 1 iu~rn1 
• ' 'II 

1t1~mt.11'Ut.1'U~ LL'1:1ncil.l'1nfl1vi'11 tJ '11'WTU 350 Fl'U eJi~t.11~Vi1m1~~L~anncil.l1'11aci1.:i 1~t.1 hl , v v , 

ml"i't.1vt~flfl11l.1'11'1~LU'U (Non - Probability Sampling) LU'Ufl11L~anl'i'1aci1.:itJ1~"ll1mLL'U'U 

L"'il1::"'il.:i (Purposive Sampling) 1~t.11im1r11'U1tumlJU'U1V11.:l"lleJ-!l vi11~ t.11mLt.i (Taro Yamane 
., JI 

'1973) ~.:l'U 



N n=---
1+Ne2 

n = 

N 

e = 

2400 n=------
1+24ooco.os)2 

n = 342.86 fl'U 'Vl~tl 343 fl'U 

3.2 Lfl~eH1iiil~Lifl.'l.lm~1:5'v 
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(3.1) 

bfl~B~ile:im m 'Ufl1".i'YJ'lJ'nl.loUtll..Jn"lltl~fl1".iPif1~1 L 'Ufl~~d ~€1 bL 'U'Ui:IB'Uml.l (Questionnaire) 
" 

vler1~v 'Li-r'll '\.J1~-Ue:irl1t11iiii1"il 1 n~1'U1-.ij'vvl LM v1-Ue:i~fl 1v1~ n1e:i'U LL 't.11 ri11ii fi~ (Conceptual 
" . 

framework) vln1V1'U~ 11LvJe:i1 ~i1ri11iii:le:i~ri"'e:i~n'Wn'll-ll'lt1'Li1~'1~fi Lba~"'""~~1'U"llt1~rn11-.ij' v . ... 
fl1".ii:l~1~Lb'U'Uf.1B'Uml.l i1'11'U1'U 3 611'U 1~mL~a~611'Ui111va~LBV~ vl~d 

t'i1'U~ 1 -Ue:iiimt11 'LiLMmn'llmiiian1"11vli1'Li1~'1'llrn1cl 'Vl~e:i L 'U"llru~n1a~ 1i'll~rn1~1'Ui:1111ru 
\J , \J , 

rn1-d1~ LL'U'Uf.1t1'llmiii1an~ru~Lll'ULL'U'U~111"il11vrn1 (Check List) LLa~1-Ur11mii'\.JmvtJ~ 1~v 

Lile:iV11me:i'Uriaii-Ue:iiiaL~v1n'U L~LLn L Ylfll e:i1v 1~vl'Ufl1".iPin~1 t11~'Vl 11v 1~~m~e:i'U LLa~ . " . 
' ' t'i1'UVi 2 Lb'U'Uf.1€l'U'11l.!Lnv1n'Uf1".i~'U1'Ufl1".i'U~'V!1".inf11°11&Yl.l~'U5 DEAR Model "lltl~Vl1~~1'U 

" 
1~LLn rn1f.1~1~~1'U-U'e:iiiaanl"11 rn1i11L Vlri 1'W1a~L-U'1ii11 ~'U~rn1anl"11 rn1'1~1~m1ii&Yii'W''U5n'U 

611 \J '\J " 

anl"111~v 1 in"il m1iiVJ1~ rn1l'la1~ LLa~ rn1Ln'll-rn~1~1'Uanl"11 1~v LL 'U'lli:IB'U miii16l n~ru~ L ll'WLL 'U'U " ... " 
l.111'111'11'U'\.J1~ii1rufi1"llt1~~Lri{VJ (Likert' s Rating Scale) 1~mn1V1'U~fi1ri~LL'U'U"llt1~1~~'\JLnru'1 

Q,/ ~ ~ Q,/ 

fl1".i1~fl11l.lfl~L'Vl'U 5 ':i~~'U 

a1\J~ 3 LL'U'Uf.1€1'Uml.lLMv1nuri11iiVi~Yl€11"il"lle:i~anl'11vlL-il1m1i'll~fl11i1~~'V!l.l~ 5 ~1'U L~LLrl 
" 

~1'Uf'\11l.l':i1~L~1 ~1'Uf'l11l.IU1Lzj€1~€1 ~1'Ufl11l.lf.1~€11Vl ~1'Ufl11l.li:l~mn LLa~~1'Uf'l11l.!Lt11h1'1 

1~mL 'U'Uf.1t1'Umiii16ln~ru~ L ll'ULL 'U'Ul.!1m1611'U'\.J1~ii1rufi1·1rn~fori1VJ (Likert' s Rating Scale) 1viv 
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1111tJi;rn'\Sru~LL'U'U?l€J'Um:ULL'U'U:U1\W.i1'11'W'lh~:u1rufi1'1l€J'l~Lfl{'Vl (Likert' s Rating Scale) b'U 

'11'1..1~ 2 LL'1~ 3 1111tJn1'V!'U111A1fl~LL'U'l..l'11€J'l1~~'Ubnru'tin1':ii'1111t~'Ufl11:W~'IVrnh 5 1~~'U f1B :u1n 

~?1111 mn th'l..lnm.:i UBtJ U€JtJ~?l111 (~~111ru L?l~-r~tl bb'1tflrut, 2541) ~.:i\1 
• • 

d 
mn'Vl?l\11 • 

inn 

'lh'l..lmn.:i 

... d 
'U'm.l'Vli;'l\11 • 

4.21-5.00 

3.41-4.20 

2.61-3.40 

1.81-2.60 

1.00-1.80 

3.3 n1':iit~1'1Lfl~e.i.:iifotliil:unT:i1~a 

5 

4 

3 

2 

1 

'1::~\Jfl11:Uvt'l'Wil 1~ 

·H~~um1:ua1Rqi:u1nv1'~111 

1~~ufl11:ua1Rqimn 

1~~u'lhumn.:i 

1~~um1:uli1Rqiue:it1 

1~~um1:uli1Rqiue:it1Vi~111 

3.3.1 iul9le.iun1'ia-i1.:iLfl~e.i.:iile.itlmum':i1~a 
3.3.1.1 ~n'\S1m~'U1'Wm1?1~1·m 'U'U?IB'Um:w 1111cim11Lm1~~LL'1~11LJ11:u.rre:i\J'1"il1n 

'11'1..11..ij'tJ 1 m~B'I m~'U1'1..1n11'1nfi'1'1:u~'l..l5 ~1'U'111tJe:i~ 1 'VI~ bb'1t1'1..ij'mtJ1'UE.J'Wl'l L ~m U'ULL'U1'Vl1'1 b '1..1 
" 

n11fl1'Vl'U111n':iel'ULL 'U1~111LL 'U'U?le:J'Um:U 

3.3.1.2 ~n'IS1V1~'1S{j bb'1t'l1'Ui..ij'E.J~LXci1numtu1'Um1~ nf'i1'1:u~'U6 ~1'1..1'1!1tJe:it 1 'VI~ 

LL'1~1'1..ij'n':itJ1'UtJ'Ul'l ~1:Ui'~~i.J':it?l'1~'11€J'l'l1'U1..ij'E.J 

3.3.1.3 ~1'1bb 'U'U?lBum:u L ~€11 l1?te:i111fl~eN~1:un1Bu bb 'U1~1111 'U m11..ijci L ~m ll'U 

Lfl~€J'lijel b 'Un11Ltl'Ui€J:U'1"il1f1f1~:U~1€J~1'1 " . 
3.3.1.4 L ~el 1 l1LL 'U'U?l€J'Um:Ui1fl11:U?l:U\pclLL'1tL ~tJ'l~':i'I (Validity) 1~'1-:!LL 'U'U?le:J'Um:U 

'1"'"'d ~ .:JI ·' d .... 
~ 'V!~L "lltJ1"111fl l'VfliJ11Ul1m1"iJ?lel'Ub 'Uel'\1111 u bb 'U'U n11?l€J'U'11l.J L Tie:Jm1"iJ?l€J'ULL'1t'U1'11€J L?l'Uelbb 'Ut:U1 

" ·~ " 
i.J-ru'lh'I LLm m \1i1m1:Uotll11L "il'UL 'V!:U1t?l:U~1l.Ji~'1i.J':it?l'l~'1Jel'ln111..ij'E.Jfl~'l\1 , , 
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3.3.1.5 b ~B'V1Vl?IB'U'V11r11fl11lJL zje:ili''U"llfl~LL 'U'U?IB'U'11l.J (Reliability) tl1bb 'U'U?IB'Uml.J 

~1~vhnT~bLm"llu'!uth~1u'Vlvi?te:iunumil.l~1e:i~1~~ii'1n~ru~u1~"1nmfl~1~nun~l.J~1e:i~1~"il~~ . ' ' 

b ~BV11-ile:iunvde:i~"l.IB~-if e:if11ml.l mi~~ )1"il?IB'Ufl11l.J L 'VllJ1~?llJL U'W 1 uml.Jn1B'U Lb 'W1~VlLbG'l~Vf1-if B 

'Vl~B hl bLG'l~tl1-if e:il.l6'1~1~m'Vl1r11m1m zje:ili'u"l.IB~bb 'U'U?IB'Uml.!~1~1u1LLml.l~1b1"il1uu1~~nil'Vl1~ 
" " ' 

?!~~ 1vi~16m1V11r1161'l.lu1~?l'V1BelG'loW1"1.IB~fl1B'W'U1fl (Cronbach' s Alpha Coefficient) zj~r)1 

fl11l.JbzjBli''W (Reliability) ~1~\ile:i~iir11hJ~1n11 0. 7 ~~~Bl1bL 'U'U?IB'Utnl.Jiifl11l.JtJ1b ~B~BLbG'I~ 

?11l.J11t1tl11 Ul iLnu-if e:il.lG'lnun~l.J~1e:i~1~"iJ~~ 
" ' 

3.3.1.6 tl1LL'U'U?te:iuml.J 1 ubnu-ife:im1nun~l.J~1e:i~1~ 350 ~Te:i~1~ ~a 1u " . 

i1U.'lh 

m::'U1'Un1':i'U~'V11':iflnfl1il'11~'U5 DEAR Model 
. " 

2.1 vl1'ULREJ 1~form~l'l~tl"'il1n'Vl1.:J~1'UL~EJ1n'\Jfl1':i 1~'U~fl1':i 

cJ1'UV11.:i 1 Vl':itilvwi 

2. 2 vl1'ULREJ 1~foLV nG'l1':i':i1 EJ"1::L~ EJl'lL~EJ1 n'\J~'Ufl1~Vl1.:J~1'U 

"1 1.ffRfJl.1~1L\9lfJ{~l'l'Vh 1 ~ 

2.3 vi1'U 1~fo 1 'Un1nm1EJm':i~'Ufi'1~~"~i)fJnm~1n 

RfJl.1~1Ll9lfJ{'1JfJ.:J~1'U "1 

IOC 

2.25 

2.67 

0.67 

1.00 

1.00 

Reliability 

Try- Out 

(30 i1e:iti1.:a> (350 i1e:iti1.:a) 

0.83 0.87 

0.66 0.77 

0.62 0.68 



" 

. ~ 

~1';i1.:1Vi 3.1 fi1i;i3.1th~a'Vl'5ue>~'W1'!le:i.:1fl';ie:i'Uu1fl C~e>) 

3.2 L~vvl1'U~eNm1~uri''Ll'llv:1.Jmri1~Li'lm '111m 1 offu"im1'Vl1.:i 
" 

~1'U'11l.J1)()~'Url'U 1~vJ1'U1~ 

3.3 L~€lvJ1'U~€l.:lfl11i'l11l.J'li1m'Vl~€l ~1'U'1'11l.J1W1~ 

~1'\.J~n~1LL'1:::\91€l'U'li'€1'1.:!GltJ 1~vJ1'U1~ 

4.1 vl1'U 1~fom11 ~u1m1~1n~1'U'1 ~1tJR11m U'Un'Llrn.:i 

L '\.J~tJ'U L'1ij€l'U~.:I qj1~ 

4.2 vl1mRti1~1uR11:1.J'li1mV1~mu'Llmruvhl'l~~1n'V11.:1~1'U., 

1~mhi~~f'l11off~1tJ 

5.2 m:::'U1'Ufl111'Um1i.:i~v~'Uri'1 '11m1ri~1Lii'Um11~mh.:i 

11~L~1hiiu~€l'U 

IOC 

3.00 

1.00 

1.00 

1.00 

1.67 

0.67 

0.67 

0.33 

2.73 

2.67 

1.00 

1.00 

34 

Reliability 

Try - Out 

(30 ~1e:iv1~) (350 ~1t1v1~) 

0.68 0.69 

0.68 0.73 

0.77 0.89 

0.63 0.75 

0.66 0.83 
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. ' 
~111~Vi 3.1 rha:utJ1::il'Vl'Gbbv~f.J1'tleNfl1v'l.lu1fl c~ei> 

Reliability 

~1U'lh° IOC Try- Out 
.. ... 

Ln'U'l"H 

(30 ~1ev1~) (350 ~1ev1~) 

7. i'l11lJW~'V'IB h'!JB~(;lflR1 ~1'Uf111lJG'f::;B1l'l 2.67 
" 

7.1 Ml1'V'ILL11'1'1BlJfl1E.IL'U11'U"1 i1f111:1.m::;ml'JL1EJu1eiEJ 

1u1~1~~ 
1.00 

7 .2 mEJ L'U11'U"1 1~i1m1..ij'l'lL1m~'UR1~Lllm::;dforn1EJu1eiEJ 0.67 0.79 0.75 

7 .3 m1LL~~fl1EJ'!JB~'V'l'l!m1'UmEJ L 'U11'U"1 iif111lJG'f::;ml'l 

L1E.Ju1eim U'U1U LL tJtJ L~E.11n'U 
1.00 

" 
8. f111lJ'fi~'V'IB h'!JB~(;lflR1 ~1'Uf111lJG'f::;l'l1n 3.00 

" 
8.1 v1'1L(;l~lk~'!Jei~11'U"1 '11m1moff1fi~ 1~'1::;1'11n'1u1EJ 1.00 

8.2 vi1'U 1~fof111lJG'f::;m n L 'Ufl11'ilBl'l1mdm .U1m 1-tlu~m1 0.62 0.79 
1.00 ,, 

)1'U"1 

8. 3 vi1'U'11m1ril.IB~L \,';'U~'UR1fl1EJ L 'U11'U., 1~m.Jwa'l'lL'il'U 1.00 

9. f111lJW~'V'IB L'il'!Jfl~(;lflR1 ~1'Uf111lJLB1L'il1~ 
" 

3.00 

9 .1 'V'IUfl~1'Ufl1EJ L 'U11'U"1 1 ~m1~ei'U'itJu.(;l::;~n'V11EJvi1'ULdei 

mfi~mEJ1'U11'U., 
1.00 

9 .2 'V'!um1mm 1'iJ LG'IL 'Um1foVl~m1~~~'UR1LL(;I::; 
0.63 0.79 

.UmG'f'UmL'U::;~1~1 Lll'Uei~1~~ 
1.00 

9.3 'V11~11'U"1 i1m11~u~m1V1~~m1'!l1mll'Uei~1~~ 1.00 

n:u 1.94 0.688 0.716 

3.4.1 m..ij tJ 1~"lltJ'Vfi!~~tl'11flflru~'U~'Vf11Pl1G'l1'1'i :U'Vf1l'VltJ1~tJtl'U~11"1151'U L vlti"l.ltlfl11:Utl'Ubfl11~~ 
\J ' • 

b 'Ufl11Ln'U11'U11:UoUtl:U'1'11fl~'U ~'Vf 1';jLL'1~'1 fl~1~ L oU1:U1 b oU'U~fl11~1'\JG'ITfi ruflT~"li1~ el1 Lfl tll'l 1~ fl11 
~ ~ ~ ~ 
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Vli;r.:i-o;i1 flbtl'lJ"j'J'lJ"j'JlJoUBlJfl b ~ t.J'U~B tJ bb6i'1 ~1:ij'tJ1~t11lJ1l bm1::1"1b :a.:iLJ~lJ1tu (Quantitative) 
~ ~ 

~lt.J 1 D"jbLmm11L ~'OJ"j'tJ fat.1?1n~vtl m '\.Jn1"jl:ij't.J ~vh1:ij't.J 1~n1V1'U~fi1?1n~'11V1~'l.Jf11"jl bfl"j1:::"1ieil.Jf! 
~ ~ ~ 

H~.:id fiei '1n~L;a'l'V'l"j"jUJ'lJ1 (Descriptive Statistics) Lvleiei5u1t.1-U'al.lfli;rn~ru:::'11'UUflflfl6!.ltl'lf1cilJ 
~ . . 

IJ11ei~1.:i f11"jlbm1:::'1-1ri11lJ-W'l'V'l€11"16!.IB'lflf1~1~1t.Jm:::ul'Uf11"j DEAR Model 1~t.11if11"jbb'OJf1bb'OJ'l 
~ 

fl11lJ~ (Frequency Distribution) fi1~at.1i;:i::: (Percentage) fi1bu~t.1 (Mean) fi1'1Tub~t.1'lb'U'U 

m~mi1'U (Standard Deviation: SD) ~.:id ... 

... 
"jtJt.Jfl::: 

3. 5. 2 ?ln~vTI m 'Uf11"jl bfl"j1:::"1m:::'Ul'U f11 "j'l.J~Vl1"jfl f1~1"'lJoW'U66!.IB.:i~1'U?il"j"jttJf11"j-1i1'l el1 b.fl B 
~ . 

flf1~1 f11"j'1~1'lfl11lJ"'lJ~'U6nui;:i f1~1b~t.J1 in-o;i f1"j"jlJ'V11'lf11"jl'\fl1~ f11"jbtl'U~f1~1~1'Uflf1~1 fia 
l\J l\J OS CU 

' ' 
fi1LuaEJ (Mean) Lbfl:::'11mtiv.:iLu'UlJ11'\"j~1'U (Standard Deviation: SD) ... 

~1'1n~ 1~LLn f11"j'Vl~?tau?tn~Vi (t-test) 1Lfl"j1:::'1-1m1lJLL'Li"j'tJ"jl'U'V11'lL~t.11 (One Way ANOVA 

Vl~a F-test) Lrn::: f11"jl Lfl"j1:::"1?t'Vl"'lJoW'U6 (Correlation Analysis) f11"jl Lm1:::'1-1ri11l.Jfl~fta EJ 

(Regression Analysis) 

fi1"'lJ'tJ"j:::~'Vlt?1V1"'lJoW'U6 (Correlation) 1 i'Vl~?IB'Ufl11lJ"'lJoW'U66!.la.:i\Jl1 bb 'tJ"j 2 IJ11 ~b U'UB?l"j::: 

~an'U ~LL~i;:i:::\Jl1ih:::~um"jf ~6!.IB'loUBlJfl 1 'LI"j:::~ue1''Umfl1fl (Interval Scale) 1~t.11 i'1n~?t'Vl"'l.l-W''U5 
~ 

mh.:i41t.16!.1€l'lb-Wt.1{"''U (Pearson Product Moment Correlation Coefficient) 1-tl'Vl~?tau 

?llJlJ~~1'UoU€1 21~t.11i?tl'l"j~.:jd ... ~ 

rxy = 
n L XY-(_L X)(L Y) 

(3.2) 



d a:wt11~~'Vlt"V1a:w~'U5 bl.JeJ r xy bb 'Vl'U 

l;X bb 'Vl'U ~rt11l.J"l.lel.:JR~LL'U'U X 

l;Y Lb 'Vl'U ~"'11l.J°lffi.:JR~bb'U'U Y 

l;Xz Lb 'Vl'U ~rt11:W"l.lmR~bL'U'U x Lbl'irt~~"JtJfln1i;r.:iG'feM 
l;Yz bL 'Vl'U ~"'11:W"l.lmR~LL'U'U Y LLl'irt~~"JtJflrl1i;r.:JG'fel\l 

l;XY LL 'Vl'U ~6'!11:W"l.lel.:JR~LL'U'U X bL6'l~ Y 

n LL 'Vl'U ~1'U"J'U"l.lel.:Jfl~l.J~1elti1.:J • 

1~tJ~rha:wt11~~V1tG'IV1aiiTI'UBlil~i1fi11~V1--.i1.:i -1 < r < 1 ~.:id 

(1) rl1 r L\J'U - bLG'l~.:i--.J1 X LL6'l~ Y lJR11:Wal.JTI'U5l'UViial'Vl1\l\Jl1\l-iJ1l.J 

(2) rl1 r L\J'U + LLG'f~\111 X LL6'l~ Y lJl"l11l.Ja:WTI'U5l'UViial'Vl1.:JL~tJ1tl'U 
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(3) li'1 r iJfi1L-iJ11fl~ 1 'Vll.J1tJfi.:i X LL'1~ Y iJm1iia:w~'U5l'UViia!'Vl1.:JL~tJ1tl'U Lb6'l~iJm1l.Jal.J~'UB 

tl'UlJlfl 

( 4) 51 r lJrl1L-iJ11fl~ -1 'Vll.J1tJfi.:i X LL6'l~ Y lJR11l.Ja:W~'UITT 'UVlial'Vl1.:J\Jl1.:J-if 1:w LL'1~ii 
CV Q.I 'OJ 

1"111l.JG'fl.J'W'U5fl'Ul.11fl 

(5) 51 r L-iJ11fl~ 0 LLG'f~.:i--.J1 X LL6'l~ Y iiR11:wal.J~'UBtl'U-tieltJ 

(6) 51 r = 0 LLG'f~.:i11 x LL6'l~ y hliim1iial.JTI'UBtl'Ub6'ltJ 

1~ tJlJ L fl ru~1'Ufl11ti1~LiJ'U1 ~ ~u R11l.J a:w TI'U B"l.l a.:)~ 1Lbti1~vl 1fl11'Vl ~"au G'f l.J lJ ~ ;'i1'U ' ... 
(°llial~ 1.:if!ii'\Jl'U~, 2546) 

'U 

ri1a:w'lh~~'Vlt"V1a:w~'U6ati1~V111.:i o. 91 - i.oo LLG'f~.:i11i1m1:waii~'U61~~u".:i:w1fl 
'U 'U 

ri1a:wt11~~'Vlt"V1a:w~'U6ati1~V111.:i o.31 - o. 10 LLG'f~.:i11i1m1:waii~'U61~~utl1'Uflm.:i 
'U 

ri1aiitl1~~'Vl~G'f'V!a:W~'UBBti1~V111.:i 0.01 - 0.30 LLG'f~.:i11i1R11:wal.J~'UB1~~U~1 
'U 

ri1autl1~~'Vl~G'f'V!a:W~'UBBti1~V111.:i 0 UG'f ~.:i11 hli1R11:Wa:W~'U5l 'Ub "ii.:iL'1'U\Jl1.:J 
'U 



d 
\J'Vl'VI 4 

Model: n'HUPlf1~1 ~1'W~1':i'H\Jf11'~"li1\I a1L.ne:im~f11':ioW"lJ~a ~\l'Vfl~e:JU'1':i1"11'51\1 ITT~EJ1~vl1f11':i . . " 
Lnu4f mm -:u1n n~l.l ~1e:i~1\1 1~ EJ ~e:iuml.l:u 1nanfl'1~ L 4f 1l.l11 "li'u ~ m':i~1'W~1':i':i ru m':i"li1\I 81 L.n e:i 

~ ' ~ . 
~':i~m':iYi"lJ~a :ij\l'Vfi'~e:iua':i1"11u1\1 "il1'W1'W 350 fl'W L~EJ 1~n~l.1~1e:i~1\ILU'W~me:imLuu~e:iuml.l~1EJ . . " 

L 4f 1l.J1 L "li'u~f11';i~1'W~1';i';itl.lf11':i"li1\I el1L.lleJ~';j~f11';ioW"lJ~a :ij\l'Vfl~eJUa';i1"lJ'Ei1i1 i11L~'Uel 1~mL-:Uf1LL':il\I • • 
LU'Url1fl11l.J~ LL"1~~e:JEJ"1~ ~\li;\e:i1'1J.if 

. 
V11-a1.:iVi 4.1 '11'W1'Ll~e>aa::;'tle.:imfa.1~1ea1.:i'11LL'LlnV1111L'Wtl • 

L'Wfl '11'UTU (fl'U) 
. ., 

fl1"aerna::; 

"ll1EJ 226 64.6 

VI~\! 124 35.4 

1'UJ 350 100.0 

'11f1~1';i1\I~ 4.1 LL~~\l L ~L i1'Wl1 ~~BULL uu~e:iuml.1'11'1.J L 'VfqjL um 'WPl"111E.J "il'TIJ1'W 226 

fl'W f1~LU'Wfl1~e:iE.Ja~ 64.6 LLa~L'WP!'V!fY\I "il1'W1'W 124 fl'W R~LU'W~e:JE.Ja~ 35.4 



J 
:I 

39 

~1'U1'U (A'U) il1EI • 
' " f\1':ieJEJgj~ 

15 - 30 tJ 93 26.6 

31 - 40 tJ 129 36.9 

mEJ 41 u~'UhJ 128 36.6 • 
':i13J 350 100.0 

"'il1 mnn.:i~ 4.2 bb'1~.:i 1 ~ b ~'U11 ~ ~arnL uu '1au m:u?h 'W1 'Vlruihh.:i a1 tl'rnvd1.:i ,, "' ' 
31 - 40 tJ ~1'U1'U 129 fl'U A~blJ'U~mm~ 36.9 ·rn.:i~.:i:u1ihh.:im~ 41 lJ;'UhJ ~1'U1'U 128 ri'U 

A~blJ'U~mm~ 36.6 Lb~~'li1.:imm~V111.:i 15 - 30 tJ ~1'U1'U 93 fl'U A~Lll'U~mm~ 26.6 ~1:u~1~u , 

~1'U1'U (f\'U) 

47 13.4 

105 30.0 

110 31.4 

34 9.7 

54 15.4 

350 100.0 

lJliEJ:uPim~1~a'UlJ~1t.1/th6!1. ~1'U1'U 11 o fl'U A~b lJ'U~at.1~~ 31.4 1a.:i~.:i:u1iim1Pim~n 1 'U1~~tJ 
l1'lit.1:UPifl't!f1~a'U~'U ~1'U1'U 105 fl'U A~LlJ'U~vCJ!;l~ 30.0 ii1~~tm11Pimfl tJ~ruru1~~;'U1tJ ~1'U1'U "'., 

54 fl'U A~btl'U~vt.Jr;l~ 15.4 ii1~~tirn1Pim~n tJ1~ri:uPifl'1~1 ~Tt.m.J 47 fl'U A~btl'U~vCJ!;l~ 13.4 bbr;l~ 

ii1~~um1Pim~n a'4tJ~cyqi1/lJ1'1. ~1'U1'U 34 fl'U A~Ltl'U~vCJ!;l~ 9.7 ~1:u~1~tJ 
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"' ~1'U1'U (fl'U) 
• Ill 

t11'tf'W fl1'.imm:: 

-Um~t1'U/un~n~1 31 8.9 

1u11611n11/'V'lun.::i1'U1~1?11"1n"il 37 10.6 .. 
fl1'll1tJ/lfifl"il~1'U~1 

' 
186 53.1 

1u~1.:ivf11 ti 81 23.1 

Lfl~l'l1m 15 4.3 

'.i'Jll 350 100.0 

"iJ1nm11.::i~ 4.4 LL?l~.::i1VfLi1'LI11 ~l'le:J'ULL'UtJ?latJml.l'11'LILm1Jiia1"1i'V'l fi'1"!l1CJ/u1n"il " ... . 
'11'LI~1 'il1t11'U 186 fl'U R~Lll'U~ar.iri~ 53.1 ·rn.::iri.::imiim~'V'l -ru~1.:ivf1'h.l 'il1'U1'U 81 fl'U R~Lll'U 

~ar.iri~ 23.1 iim~'V'l -ru11"1Jm1/'Wirn.:i1'U-r~1?11V1n"il 'il1'LI1'U 37 fl'U R~Lll'LI~ar.iri~ 10.6 iim~'V'l ... 
tl'm~r.i'U/tl'n~m~n 'il1'U1'U 31 fl'U R~LU'U~aCJri~ 8.9 LLri~iie:n"li'V'lLn~mm 'il1'U1'U 15 fl'U R~bU'U 

~e:JCJrl~ 4.3 l'l1l.l'11~'U 

'.i1tJ 1~~0Lflil'U ~1'U1'U (fl'U) 
• Ill 

fl1'.iiltJ~:: 

~1fll1 5,000 'UTVl 57 16.3 

5,001 - 10,000 'U1'Vl 114 32.6 

10,001 - 15,000 '\J1'Vl 99 28.3 

15,001 - 20,000 U1'V1 80 22.9 

'.i111 350 100.0 

"il1f11'1111\I~ 4.5 LL?l~\ILVlLi1'LI11 ~l'le:J'ULL'U'U?leJ'U'11l.l'11'UL'Vlajii11r.11~ 5,001 - 10,000 

'U1'Vl 'il1'U1'U 114 fl'U R~LU'U~Br.Jrl~ 32.6 )e:J\lrl\ll.J1ii11r.11~ 10,001 - 15,000 'UTVI 'il1'U1'U 99 fl'U 

R~LUti~Br.Jrl~ 28.3 ii11r.11~ 15,001 - 20,000 'UTVI 'il1'U1'U 80 fl'U R~LU'Ufar.J'1~ 22.9 LLridj 

11r.i1~ ~1n11 5,ooo 'UTVJ 'il1'U1'U 57 fl'U R~LU'U~Br.J'1~ 16.3 l'l1l.l'11~u 
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fltl1'LA.f11'W l\i11.111.1 (fl'U) 
. ., 

fl1'Ielf.lil:: 

fa~ 152 43.4 

'1111'1 190 54.3 
I ., 

8 2.3 'V!CJ111..:J 

':i111 350 100.0 

'1'1'U1'U 190 ri'LI f1~L U'U~BflG'l~ 54.3 1B..:iG'l..:i111i1'1m'U.fl1'V'l fa~ '11'U1'U 152 ri'U f1~L U'U~BflG'l~ 

43.4 bbG'l~i1"'m'Ufl1'V'l vtv1-r1..:i '11'U1'U a ri'U f1~b u'LI~BflG'l~ 2.3 mlJci'1~'U 

4.1.2 fl11'lh~lJ1 G'l~ G'loiJBlJ"1~~'U m 11lfl~ b i1'LI"llB..:Jn1~'U1'Ufl11'U~vt11G'l fll"11'111~'UU DEAR 
v v 

.d I .d I d Q l/QIQld 

m'I1~\ll 4. 7 F11mamLil::fl11.1F11111ma·m.J1.1111\9l'IJ1'Ll'tleNn'I::u11.101'IU'IV11'I~nF11fl11cw1.1u 

DEAR Model 

I C1I 

ft1L'1i1£1 

(X) 

4.09 

4.19 

4.22 

4.13 

1111 4.15 

i'l1'UL\j£1./ib\J'U 

111~'I~1'U (SD) ... 
0.73 

0.64 

0.67 

0.74 

0.49 

l.J1fl 

l.J1fl 

l.J1fl 

111n 

.d I II <CA ..::::.. ~ I .::ii, 11 

"il1 fl!Pl111..:J'Vl 4. 7 'V'l'U11~\PlB'lJLL 'U'\.J'1B'Uf.11lJl.Jf'l11lJ\Pl~L 'V!'U!PlB fl1~'U1'U fl11'\.J1'V!11G'l flfl1 
v v 

'111~'Ut1 DEAR Model 1~fl11lJBflL'U1::~u111fl i11°11Lo~mvhnu 4.15 L~B~"iJ11nn~1lJ~111\l'V'lU11 
v 

~1'Ufl11'1~1..:im111'111~'Lit1nuG'ln1"1'1 ~1'Um1tl1L 'Vlfl L 'U LG'l~L '1111111 ~u~m1G'ln1"1'1 ~1'Um1-rfl~1G'ln1"1'1 
v v v 

bbG'l ~ ~ 1'U fl11'1 ~1\1 ;j1'U-ff Bl.JG'l ~ ~ B'U LL 'U'U'1 B'Ufl11li11~ ~'Uf'l11lJfl~ b i1'UB fl L 'U 1~~'\.Jl.11 fl 1~ fli11°11 bO~ fl 
cf.I " \J " 

Lvi1nu 4.22, 4.19, 4.13 LLG'l~ 4.09 m11'11~u 



.d I d I d Q II Q,I Q,I tf 

t911';i1\l'VI 4.8 tl1bilf1Ubbi;t:::fl1'1.!tl111lb'UV\lb'U'l.!111t9l';i!1'1.!'llil\IO';i:::'U1'1.!n1';i'U';i'V11';i~ntl1fl11'W'Uil 

DEAR Model ~1'Un1';ifl~1\l\i1'UaUil11fl 
.., 'II 

• d 
fl1bilftV 

<x> 

4.09 

4.08 

4.09 

~b'l.lb~V\lb'U'U 

1119l'Hi1'LI (SD) .. 
0.81 

0.81 

0.73 

l.J1f1 

mn 

inn 
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~lJ~'U5 DEAR Model ~1'\Jfl11'1~1\l\i1'1Jial.1'1L~V11l.lt!VL'l.11:::~ul.11fl ijfi1b~~V11lJLvl1tl'\J 4.09 
~ 'II 'II 

Lriafi"il11ru1L lJ'IJ11via'V'lu11 ~{;lti'\JLL uu'1aum111 ~rn1l.l~1\0lru L 'U1:::~umn ~a v11mrm 1~-rum1 
'II ~ 

d I d I d Q II Q,I ~ tf 

t911';i1\l'VI 4.9 tl1bilf1Vbbfl:::fl1'1.!tl1111b'UV\IL'U'U111{;11!1'1.!'llil\IO';i:::'U1\Jn1';i'U';i'V11';i~flfl1fl11'W'l.!il 

DEAR Model ~1'1.!n1';iU1b 'Vltl L '1.1 laab "61111 l cM'U~fl1';j~nf'i'1 

1. vl1'UbfltJ 1~1um1&i~\9\e:J"iJ1n'V11\l-l1'U"1 L~mti'um11 ~u~m1 

~1'U'V11..:J lV11~'V'lvi 

2. v11'ULflt11~1urnna1111mi:::LBt1~ L~mti'uauR1~'V11..:i~1'U., 

1ifle:JlJW1L{;le:J'~~~v111 ~ 

3. v11u 1~1u 1 un1nrn1vm1a'UR1~~u~e:Je:Jnm'11n 

fle:JlJ-n1 L{;le:J{"lm..:J~1'U °1 

. ... 
fl1bilftV 

ex> 

4.00 

4.23 

4.33 

4.19 

a1'Ub~V\lb'U'LI 

111Pl'Hi1'LI (SD) .., 

0.78 

0.84 

0.83 

0.64 

mn 

l.J1f1 

mn 

111n 
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'i\11fW1111.:J~ 4. 9 'V'l'Ul1 e'.11WEJ'\J bb '\J'U'1B'\Jfl1lJ 1 ~fl11lJ&11Fi'rnn'\Jtli~'\JT\.Jn11'\J~Vl11'1flf'11 
v ·~ v 

~lJ~'U5 DEAR Model l111'Um1tl1L 'Vlfl L 'U L'1gL.ff1lJ1 L ~'\J~fl11'1fll'i11~v11lJm.i1 'U1~vl'\JlJ1fl iil"h bu~ v 
v v 

11lJ b vl1tl'\J 4.19 bdBVi'i\111!111 L U'U11V-if B'Vl'\Jl1 ~l'!B'\.JLL '\J'\J'1B'\Jfl1lJ 1 ~fl11lJ&11Fi'qi1 'U1~vl'\JlJ1fl fie:i 

vi1'U 1~-r'\J L 'Un1n'U11vm1~'Uf'11~VilJoWBBfllJ1'i\11flflBlJVl1Ll'lB1"lm.:i~1'U., i11"11m~ tJ 4.33 ~eimfie:i 

vl1'Ubfl tJ 1~-r'\J bBfl'11111tJ'1~LBtJ~L~tJ1tl'U?i'Ul'i1~'V11.:!~1'U °1 1 irie:ilJVl1Ll'!Bf~'~v\'11 \1 iJ1°11bu~ tJ 4.23 

bb'1~vi1mri tJ 1~-r'U m1~~~B'11fl'Vl1.:J~1'U., b~tJ1tl'\Jfl111 ~'\J~fl11~1'U'Vl1.:J L 'V11Pi'-wv'i iil°i1Lu~tJ 4.00 

\9l1lJci'1vl'\J 

.d I d I d A I/ Q,J Q,/ ~ 
\Pl111{1'Vl. 4.1 o fl1Lu~Wbba:::a1'Llf11111ma.:i L U'IJJJ1\Pl''Hi1'1J'llB.:Jn'j:::U1'Um'j'lJ'W11':ianf11a3.1cw'UG ... v 

11 11 Cll .., ~Cll II 

DEAR Model ~11'1Jm':ia':i1.:Jfl11JJa11cwuGnu~nfl1 

1 ~ X.c::tt.vd 
1. 'V11'UG'l1l.J11mf1'lH'l~G'll.Jfl:i Lb 'U'U'11fltlt1Vln116ile:l?l'Ufll1L 'ntlLb"fl 

'lJtl..:JG'll.J'U1fllf11tlU'V11..:J1'1'U"1 
' 

2. d'.lm'11'U~t1~'UP!1'31'U1'Umn'i\l:i 1~1'U'11'UG'lVIL ~umn11''U 1vitJ 

B\9111.Jllii 

3. Lrit1v11'U~t1..:im1fll1111-d1m 'Vlat11'1'U., mmw 1 ~l"i1mm~n 
Lb":i \9le:JUoUtl?l..:J"'tl L ~vl1'U 1~ 

ex> 

4.26 

4.23 

4.17 

4.22 

ft1'UL~tl.:lb'U'U 

3.11\Pl':i~1'U (SD) ... 

0.83 

0.89 

0.83 

0.67 

l.J1fl 

l.J1fl 

~:U~'U5 DEAR Model ~1'Ufl11?1~1.:Jfl11:U'1:u-n'U5n'U'1flA'11~tJ11:UBtJL 'U1~vl'\.JlJ1fl i1~1btl~tJ11:U v v 

b vi1 tl'\J 4.22 Ldt1Yi'i\111ru1 L ll'U11 v-ff t1V'l'\Jl1 e'.i l'!B'\J LL 'U'\.J?le:iumlJ 1 ~fl11:u '11Fi'ru L 'U Wvl'\J:U1 fl fie:i v ~ 

2J' ~ .¥41.1.d Q./ ti 

~ \9l €1'\.J bL 'lJ '\J ?I B'\.J fl1:U?l 1lJ11 mfl'\.J ?I::: ?l:U fl::: Lb 'U 'U 'i\11 fl tJ €1~ fl11~€l?l'U fl1 L V'I B LL'1fl"lJB\l?l:U'U1flrufl'\.J'Vl1-:J 11'U 
v ' 

., Lde:ie'.11'!€1'\.JLL '\J'U?IB'Ufl1:U~B?i'U1'11'11'U1'U:U1fl'i\l::: 1~fo'11'U'1~L ~:UlJ1fl~'U 1~m)l'l L '1.J11'~ bb'1~LdmJl'lB'\.J 
v v 

bb '\J 'lJ ?I €1 '\.J m :u I'] B \I fl11fl11:W"li1 tJ L VI~ B ~1 '1.J., ?11:U11 '11~ri1tl~ fl~1 LL'1::: \9l €1 '\.J .LJ €1?1.:J "'v1~vi1'U1~ 
.::I I .cJ I Q.I O V 

:Ufl1bu'1tJL'V11fl'\.J 4.26, 4.23 LL'1::: 4.17 \9l1:U'11~'\J 



. . . 
~1 '<i1.:iVi 4.11 R1 Lu~fm~::t=i1'Uf\1111 L ua.:i L 'U\.1111~'<i_!1'U'UeJ.:Jn'<i::'U1\.ln1'<i'U~'Vl1'<i~nf'11tl'11.W'Ufi 

DEAR Model ~1\.ln1'<ii'm~n,!1'U~nf'l1 

1. vl1'U 1~-runT:i 1~u~rnT;u1n~Tu "1 ~1CJfl11:l.ILU'UnmeM 

LU~CJUL?lila'U~\lqj1~ 

2. vl1'ULf1EJ 1~1um1mhm V1aa L ll'UmrufiLf'l"M'11n'V11-:i~1'U "1 

l~mhi~~rhW~1ti 

. ... 
fl1LOiU.I 

ex> 

4.23 

4.03 

4.15 

4.13 

111l'l':i~1'1J (SD) ... 

0.82 mn 

1.01 :1.11n 

0.93 

0.74 
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"il1fWn'j1\lvl 4.11 Y1u11 ~l'la'ULL'U'U?1aum111'\Xri1111'1'1r1runum::u1tJrn'jLJ~V11'ji;in~1 
'IJ ... 'IJ 

i111.WtJ6 DEAR Model ~1'Uf11'j-rmn~1tJi;in~11~~tn11aflL'U'<i::~u111n iiri1bo~m111bvl1nu 4.13 
.... 'IJ 'IJ 

Ld a~ "il 1'H1.l 1blJ'LI'j1 ti -U aY1 u11 ~I'! au Lb uu ?I au f;l 1111 '!Xri1111 '11r1 rut 'LI '<i:: ~ u111 n ~a ~I'! au 
'IJ ... 'IJ 

LL uu?tau m111~-ru n1'~1 '!Xu~ f11'<i"il1 n~1'U "1 ~1 t1ri1111 L ll'U n'ULB\IL tl~fl'Ub?1:Ua'U~\lru1~ ~l'la'U 
., 'IJ 

LL 'U'U?leJUfl111Lrltl1~-rU°!JeJ\l°!J1UJ"iJ1f1'Vl1\1~1'U "1 b 'U"li1\IL 'V1Plf11'1til V1:J LL'1::~\;leJ'LJLL 'U'U?leJ'Ufl111LrltJ 1~{'U 
... 'IJ 

ri11116li1mV1~mlJtJmru~LP!~"iJ1n'Vl1\1~1tJ"1 L~m1:Uf111lri1tilii1t1 ilri1Lo~mvl1nu 4.23, 4.15 LL'1:: 

4.03 (;11l.Ji;\'1~'U 

~1'<i1.:i~ 4.12 i'i1Lu~mL~::t=i1'Ufl1111L~EJ.:iLu\.1111l'l'<i_!1'U'tlt1.:i1::~uf\1111w.:icwt1Ll\l'Ut1.:i~n~1 

~ L c!hi.n 1-tiu~m'<i 

. .,; 
a1'UL i'.1t1.:iL \J'U fl1Lilfltl ., 

A1111.W.:itfil L'11leJ.:i~nA1vl L .U1111 l-Hu'im':i ':i::flu 
" ex> 111l'l':i~1'U (SD) ... 

1. fl111111~L11 4.30 0.55 inn 

2. m111u1L:Sa~a 4.33 0.59 inn 

3. fl11:1.1a::m~ 4.06 0.69 :1.11n 

4. m1:1.1a::mn 3.87 0.60 inn 

5. fl11:1.1Lil11'J1~ 4.14 0.75 inn 

':i111 4.16 0.55 inn 
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'11n\91Tn.:i~ 4.12 vru11 ~\?lB'ULb'U'UG'IBUm:uih~~ur-i11:u?i~b~'U~Bm1:u'W°.:i'Vle:ih 
" 

1'Wi'U\91B'Ul'i1.:i11~m1:umii.'U1~~u:u1n iifi1Lu~mvi1nu 4.16 L~BYl'111ru1Lll'W11CJ-U'e:i'Vlud°1 ~\?le:iu 
" " 

LL'U'UG'IB'Ut:n:U 1~r-i11:u'11Fi'ru 1'W1~~'U:IJ1n 1 m1n.Ue:i 1~uri fl11:UU1b~Bifo fl11:U11~L ~1 fl11:UbB1h 1?1 "' . 
r-i11:uG'l~m~ LL'1~r-i11:uG'l~mn iifi1Lu~mvi1nu 4.33, 4.30, 4.14, 4.06 LL'1~ 3.87 m:uci'1~u 

gi1-a1.:i~ 4.13 f\1 Lu~mL~::~1'Ufl11:UL dEJ.:i LU'U:U1g)'a_!1'U'tlt1.:i-a::fi'ufl11:u.W.:ivrn L\1"1Jt1.:i~nf\'1 

~L il1:u11 <liu'im-a L 'U~1'Uf111:u-a1~L11 

2. m::u1'LlnT:i 1 'Um1i.:i~e:ia'UP\1 i:11m1t1~1Lti'Um':i 1~eici1.:i 
11~ L 11 llJ.a'usif ti'lJ 

' 
ft1Lwall fl1'UL-dt1.:iL'U'IJ 

(X) 111~':iJ1'U (SD) 

4.28 0.71 

4.27 0.71 

4.35 0.74 

4.30 0.59 

mn 

mn 

mn 

'11n'V11.:i~1'U°1 ~1tJm1:u11~b ~1 1e:i.:ii;i.:im~e:i ~\?le:J'Ubb'UUG'le:ium:u 1~-rum1u~m1'11n'V11.:i~1'U°1 L 'U 
" 

m11°1'Uvt1a'Ul°11~1tJr-i11:u11 ~b ~1 Lrn~ m~u1'Um11 'Um1~.:i~e:ia'Ul°11 G'l1ii11ci~1L ti'U m11~e:i ~1-:i 
11~L~11l.J.iju'lle:i'U i'.iri1Lu~mvi1nu 4.35, 4.28 LL'1~ 4.27 1911iici'1~u 



(911"a'HI~ 4.14 fii1Lu~mba::t;i1'Uf11111Lda.:im'U111(91-a~1'U"lle>.:i')::~'Uf't1111\1.:iv.at'l\l"llv.:i~nft1 

~ Lil1111 t ii'll~m-a t 'U~1'Ufl1111\J1b ~aila 

3. m11Vll"lT1.ffo'l!t1L~ti1nu11va:::L~ti111~1.:i1 '1Jei.:iauA'11i11n 

'V11\1~1'U"1 iifl1111U1L~tl~tl 

' ... fl1LOiUJ 

(X) 

4.40 

4.34 

4.22 

4.32 

fl1'Ubtlti.:ib'l.J'U 

111~1~1\J (SD) ... 
0.75 

0.79 

0.85 

0.69 

46 

mn 

~.nn 

bb'U'IJ?lti'\Jml.l1Vfm1l.l'11flqi1u1:::~'\Jmn-vin.na 1~bbri ~1'U"1 i1nTHh'Vl'Uvi111"11~u1b~a~a 1a-rn.:im 

f1a ~\91ti'l.Jbb'IJ'IJ?1a'l.Jml.lb ~a&t'U 1 'U1"1ru.n1'V'l"11a.:i?l'U~1~~a"il1nvi1.:i~1'U., bba::nT'j1 Vlf11u~n'l!t1b~ffJn'IJ " . 
' ' 

11~.Ja:::bBtJV\~1-!l'l "1JB-!!?l'Ui°11"il1flV11-!1~1'U"1 i1m1l.JU1b~B~B i1fi1Lu~mvi1n'IJ 4.40, 4.34 bLm~ 4.22 

\911l.Ja1~'1.J 

A1111\1.:iv.ei1'1\lcuv.:i~nft1vlb'1111111.Uu'im1 ' d 
fl1'1.JLtlt1.:iL'U'U fl1LOiitl ., 

1::f1'U 
~1'Ufl1111fl::V1fl {X) 111~1~1'U {SD) .. 

i. ?1.nTrun111"'ei11mv 1u~1u., iiR1111?1:::m111L~tiu~eiv hH.:i 1a.:i 4.05 0.75 mn 

2. mv 1 u~1u., 1~iim11ij111 L~v.:ia'Ul'i'1~LtJ'U1::: L uvrn~vu~eiv 4.07 0.72 mn 

3. m1LL~\lfl1EJ'1J£l.:ivrun.:i1'Umt11 u~1t1"1 iim111?1:::m111 

L~ti'U~BEJLUtl1ULL'U'UL~El1n'U 
4.06 0.74 111n 

" 
1111 4.06 0.60 111n 

~1'U1"11111?1:::a1vi 1tJ1:::~'Ul.l1n i11"11bu~mvi1nu 4.06 L~a~"il11ru1Ltl'U11ti.UaY1'U11 eJ\91ti'U 
" 

bb'U'U?la'Um111Vf1"11111'11flru 1 'U1~~ul.l1nvin-Ua 1~Lbrl .n1ti 1 'U~1'U., 1~lln11-;ijvib~ti.:i~'Ui°11~b U'U 
u ' 



47 

1i.Jbb'U'Ub~t11n'W bbfl~'1.n1mn1116la:1.J.n1t11 tJ~1tJ., i1m1:1.J1;1~m111b~t1u~at1 1u~.:i1~.:i i1~1bu~mvl1nu 
'U 

4.07, 4.06 bbft~ 4.05 m:1.Jci'1~u 

\;1111.:i~ 4.16 fi1Lu~fma::~i1\Jfl1111L ~a.:i L 'U\J111\Jl1!1\J'tle:J.:i1::~'Ufl1111~.:icwe:i l<i111e:i.:i~nA1 

~ L oll1111 L if'U~n11 L \J~1\Jfl1111'6l::fl1n 

A1111Yl .:ivrn Llil"tleJ.:l\'jnA1vlL itf 11111 -iiu~m':i 

~1\Jfl1111fl::fl1n 

':i'UI 

. "" fl1LtliUI 

<x> 
3.87 

3.62 

4.13 

3.87 

t;hUL \1v.:iL 'U\J 

111l'l':i~1\J (SD) ... 
0.91 

0.93 

0.83 

0.75 

inn 

inn 

111n 

1~mh.:i-ilviblil'U 1a.:ift.:i:1.J1~a vl1rn~~.:i6ll-a.:i~1'U., 1;11:1.J11m-if 1fi.:i 1~'1~WJfl'1'U1tJ bbfl~vl1'U 1~-ruri11:1.J 
'1~vi1n 1tJm1lilavi1m~m-i11:1.J11-&'u~m1~1tJ., i1f11bu~mvi1nu 4.13, 3.87 bba~ 3.62 miici'1~u 

~111.:i~ 4.17 fl1Lu~mLa::d1\Jfl1111L~EJ.:JL'U\J111~1!1\J'tle:J.:i1::~'Ufl1111~.:J'W'1 L"il'Ue:l.:J~nA1 

~L -t11111 t if'U~m1 l \J~1\Jf11111Le:11 l"il la 

A1111Yl.:icwe:i Llil"tle:i.:i~nfl1~L f 11111 ifu~m':i 
. ... d1\JL~tl'1L'U\J fl1Ltl~tl 

"111.Af11111Le:i1 l1i1 ld <x> 111l'l':i~1\J (SD) ... 
1. YI'!! fN 11.A.rrni 1 \J~ TU., 1 ~ fl1 ':i ~au fo bLft ~Vi' nvrnivl1 'U Lil ti 

m ~.:i .rrni 1 u ~TU., 
4.09 0.80 

2. Yl'l!fN1'ULt1111il 1a"l um1foVl.:im-si.:iatJr11LLa~"li'ma'UeibL u~ 

~1-!l'l LU'Utici1.:i~ 
4.13 0.73 

3. 'Vl1.:i~1'U., iim-s1 ~tf~m1V1"'.:im-s"ll1mtl'Utici1.:i~ 4.19 0.74 

':i111 4.14 0.64 

., 
':i::flu 

mn 

mn 

:l.J1fl 

1110 
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lil1n~nnrVi 4.17 Ylu11 ~~e:irnLuu?1e:ium:un1~~um1:ufi1viL~'\.J~Bfl11:u'Vi.:iYle:ihlw 
'U 

~1'1.Jfl11mmh1'11tJ1~~u:u1n i1ri1Lu~mvi1nu 4.14 Lrle:i~lil11ru1LlJtJ11tJ"lle:iYlu11 ~~e:iu 
'U 

LbUU?le:ium:u 1~fl11:u'11F1qi1 tJ1~~umnvin-ile:i 't~LLn V11.:i~1tJ., i1m11 ~u~m1V1i;r.:im1"U1m tltJe:iri1.:i 

~ 1e:i.:ia.:i:u1fie:i Yltl'n.:i1'\.JLB1 h1?1'1tJm1~u~.:im1i.:i~tJfi'1LLa~-ilm?1tJmm~~1.:i1 L tltJe:i~1.:i~ bba~ 

Yltl'rn1tJJl1tJ1 '\.J~1'\.J., 1 ~m1~e:itJ~ULLa~VlnV11tJvi1tJLlie:i:u15.:in1tJ1 '\.J~1'\.J., :Wl°11Lu~mvi1nu 4.19, 

4.13 LLa~ 4.09 ~1:uci'1~u 

' ' 
?1:u:u~~1tJ6lle:iVi 1.1 i;rm.;ru~i:l1tJuflflff<S1LL tJnmm YliaJViLL~ n~1.:intJ:W~a~e:im1:u~.:i "" , 

·1.h~"ll1m?1e:i.:in~:u 1vitJn~:u~1e:i~1.:i~.:i?1e:i.:in~:uLll'\.J~6'11~~e:intJ (Independent Sample t-test) . , , 
1-U1~~um1m~B~'\.J 95% ~.:i'1tJ lil~tJe:i:u~u?1:u:u~~1tJ Lrle:ir11?1(l~tl'tJG11F1ruV11.:i?1(l~i1r11-Ue:itJn-:i1 

d ~ 

., d 
0.05 ~am1'VlV16'lBULL6'lVl.:JVl.:!~1)1.:l'Vl 4.18 

L'Vtfl 
• d -

fl1Ltiaa (X) ft'J'ULifa.:JL'U'U111fl~J1'U (SO) t-test p-value 

'1f1a 4.07 0.49 
-3.46 0.00* ... 

Vlty-!J 4.26 0.46 

. ' 
* i1tl'tJG11F1qiV11.:i?1(l~Vi1~~u 0.05 

' 
lil1nm11.:iVi 4.18 ~am11Lfl11~iH'e:i:ua1~~ufl11:uLL~n~1.:i·1rn.:ii;rm;ru~i:l1tJuflfla 

'U • 

' ' 
-3.46 LLa~i1r11 p-value Lvl1tlU 0.00 Gli.:iiiri1-Ue:itJn-:i1 0.05 'VllJ1tJfl11:U11 ~~BULLUU?le:ium:uViil 

'U 



49 

' ' 
m.1ii&i~1'U-U'aVi 1.2 iK m~ru~'11'U'Uflfl""il'1 u. 'Linmirn1t1ViLL1?1 n~1\ln'Uilt:.i"~am1ii-W\I "" . . 

vrnhi"UB\l"nA'1~LoU1lJ11-ffu~m';i: mru~m~n ~1'U'11';i';if1!n1';i-d1\I B1L.fl'El\?1Wn1';i~"llt:J" ~\!'Vil~ 
~ . 

611V1f 'U'1Cl&im m 'U n1';ilLl'l';i1~ihT'U Ii)~ 1-ff m';ilLm1~-Hr11fl11ii LL thtJ ';i1'U'Vl1\I L~tll 
(One Way Analysis of Variances: One Way ANOVA) ~';i~~'Ufl11lJL~'El~'U 95% liJ~tl'EllJf'U 

' ' 
'1iiii&i~1'ULile:ir11 p-value tiatin-h 0.05 t:.i"n1';i'V1~'1'El'ULL'1~\l~\l\?11';i1\1Vi 4.19 

tl1£1 SS d.f. MS F-test p-value • 
';i~'\1111\lncllJ 0.57 2 0.29 

' 1.20 0.30 
m ti 1tm~ll 82.54 347 0.24 

'l111 83.11 349 

n1';ilLm1~-Hr11m1lJLLU';iU';i1'U'V11\IL~tl1 (One Way Analysis of Variances: One Way ANOVA) 

'V'lu11 m1l.l1.1.1?1n~1\l"UeJ\16lm:1-t"u~'11'UUl'lflml1LL 'Un1?11iimt11~EJ.fl1'V'l';i1lJi1r11 p-value L vl1nu o. 30 • • 
~'l:i1r111.nnn11 o. 05 V1mEJri11ii11 ~~:i1mmL1?1n~1\ln'U:i1~.m~e:im1iiV.\l'V'leJ11il"Ue:i\l"nA'1~L .U1ii11-H 

~ . ~ 

611V1f u '1 f;l~~1-tli. 'LI n1 ';i1Lfl';i1~i-1'1'U liJ ~ 1 i n1';i1 Lfl';i1~i-1fi1ri11ii LL U';iU ';i1'U'V11\I L~ E.11 

(One Way Analysis of Variances: One Way ANOVA) ~';i~~'Ufl11lJL~eJ~'U 95% liJ~EJm.Jf'U 
' ' 

'1lJlJ~~1'LILi1e:ir11 p-value tie:iEJn11 0.05 t:.i"n1';i'V1~'1'El'UU.'1~\l~\11?11';i1\1Vi 4.20 
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-a::~um-af1n-li1 SS d.f. MS F-test p-value 

1~V111~nal.l 2.21 4 0.55 • 2.36 0.06 
mCJ1tmal.l 80.90 345 0.23 • 

':i1l.J 83.11 349 

LoU6'1~~1'Ufl11lLfl11~~ri1m1iiLL'l.J'n.J11'U'V11~L~CJ1 (One Way Analysis of Variances: One Way 

ANO VA) ~'\.Jl1 l°l11l.JLL\91 nl911~"lJel~"' m1ru~~1'U'\.Jflflff'il1LL 'Ufl\911l.J)~~'\.Jfl11Pifl'lfl Ll?ICJ.fl1'1"l11l.Jiiri1 
' ' ' I V di ct I I I tl.::::il-=:il CV cf I QJ' ..::=I I 

p-value L'V11fl'\.J 0.06 6'/Ml.Jfl1l.J1flfl11 0.05 Vll.J1CJl°l11l.J11 ~'Vll.J1~1?1'1.Jfl11131fl'l11LL\9lfl\911~fl'Ul.Ji:.J'1\9le:J 

m1iiYi~'l"lt1h"llt1~'1flfl1viL oU1l.J1 L oU'lJ~fl1): mruPifl'l11 ~1'U6'1111tufl11"1i1~ B1L.fleJ\9l)~fl1)~"lJi:.Ji;J 
~ ' 

~~V11'1?1t1'lJ'111"lJ51U 1lJLL\9lfll911~n'U 
' 

.. . .... 
el'lJ'111"lJ51'ULL\9lfl\911~fl'U 
' 

611V11''1.J6'1ii~v11-Ui. 'Ufl11l Lfl11~~'1'U '<\!~ Loff fl11lLfl11~~rl1fl11l.JLL 'thti11'U'V11~L~ CJ1 
' . ' 

(One Way Analysis of Variances: One Way ANOVA) Vi1~~'\.Jfl11l.JL6lie:il!'U 95% '<\l~tlell.J~'IJ 
' ' 

6'1l.Jl.J~~1'ULiie:iri1 p-value timm11 0.05 i:.J'1fl11'Vll?l6'1eJ'IJLL6'11?1~~~\91111~Vi 4.21 

.. 
SS d.f. MS F-test p-value tl1'ti'W 

1~V1i1~nril.l 2.07 4 0.52 
' 2.20 0.07 

mCJ lunal.l 81.05 345 0.26 • 
':i12J 83.11 349 

fl11lLfl11~~ri1m1iiLL'lhthi1'U'V11~L~CJ1 (One Way Analysis of Variances: One Way ANOVA) 

'l"l'lJrJ1 fl11l.JLL\91 nl911~"lle:i~"' fl'l1tu~~1'U~flfl'1-'il1LL 'Ufl\911iim'li'rl Ll?ltJ.fl1'1"l11iJiiri1 p-va Lue L vi1n'IJ o. 07 

zj~iiri1mnn11 o. 05 V1i11E.Jm1ii11 ~viiim'limL\9lfll911~n'Uiii:.J~~e:im1iiYi~Yle:i 1'<il"lle:i~'1nl"11viL-U'1ii11-U 
~ ~ 
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QJQJ .::::ii ICU 

~~'Vl1~EU~11"l.151'UU~n~1~n'U • 
&11V1-ru?1'1&i~1 m 'Un11l bf111:::~if u ~::: 1-tlm1ibri11:::~fi1ri11:i.rn 'IJ 1'1J11'U'Vl1~ L~~.n 

(One Way Analysis of Variances: One Way ANOVA) ~1:::~uri11mzjmiu 95% ~:::CJa:1..1-ru 

'i1ulfl~m~v'U SS d.f. MS F-test p-value 

':i:::vd1~mh.J 0.51 3 0.17 • 0.71 0.55 
mEJ 1 'Unci:1..1 • 82.61 346 0.24 

'i1:1J 83.11 349 

?1'1&i1um1iLm1:::~fi1m1:1..1LbU':iU':i1'U'Vl1~L~tJ1 (One Way Analysis of Variances: One Way 

ANOVA) 'V'lu11 m1:1.JLLl'ln~1~"1JE~~n~ru:::?i1uuriri~-o51Lmnm:1..1 ':i1CJ1~~m~au L~CJ.flTV1111:1..1i1fi1 • 
p-value Lvi1nu 0.55 ~~i1fi1:1..11nn11 0.05 V1:1..11CJm1:1..111 ~~i111CJ1~~m~EULL~n~1~nui1t:·rn~a 

f111:1.J~~'V'lEh"llE~~nff1~LoU1:1..11boffU~n11: mru?in~1 ~1'U'1111t1Jn1':i"li1~ eJ1LflEm~n1':i~"l.lt:J~ 
~ . 

... ' .., 
EU~':i1"l.151'UU~n~1~n'U • 

&11V1-ru?1'1&i~b m 'U n11l bfl11:::~tT'U ~::: b -ff n1':ilLfl':i1~~fl1f111:1.JLb 'IJ1'1J11'U'Vl1~L~CJ1 
(One Way Analysis of Variances: One Way ANOVA) ~1:::vi'um1:1..1bzjmfu 95% ~:::CJa:1..1-ru 

?1:1..1:1..1&i!1'ULdafi1 p-value tiatJn11 0.05 t:J~n1':i'Vl~?IEULL'1~~~~~111~~ 4.23 

' 
i;i1')1~Vi 4.23 ~am')1tfl':i1::'1fl1111tti;in~1~"llv~an~w::~hu'4flfut'11u.'lJni;i111iitt11'lJfl1~ 

flt11'Ufl1~ SS d.f. MS F-test p-value 

':i~V111~mfa.J 1.02 2 0.51 • 2.16 0.12 
mv 1 un~l.l 82.01 347 0.24 

'i111 83.11 349 
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?1i1&i1'Ufl1'~lLl"l'n~i-ifi11"111d.JLL'l.ln.b·1'U'Vl1-:JL~E.n (One Way Analysis of Variances: One Way 

ANOVA) 'W'\JrJ 1 1"111l.JLL\?l fll'i 1-:J"l.leM'1 fl~ru~?i1'U'\Jflfl{;Fil1LL 'U fll'l1l.J?lt11'Ufl 1'W hH.Jfl1'W11lliifi1 
' ' ' 

p-value Lvi1nu 0.12 ;-:iiifi1d.J1flfll1 0.05 vtd.J1E.Jm11111 ~Viii?1m'Ufl1'WLL1?1fl1Pi1-:in'Uii~a~am111 

Yi-:J'WB 1'1"l.IB-:J'1 fll°11~L .LJ'11111 ~'\J~fl11: mru~fl~1 ~1'U?l111tufl11-1i1-:J el1LflB\?11~fl11'~"ll~'1 ~-:JV!l~ 
" ' 

?1d.Jd.J~~1'U.LJ'a 2 m~'\J1'Ufl11'\J~vt11afll°11'1ll~'UG DEAR Model ii~al'iam111Yi-:i"Wa 1'1 
"" " 

"lJ B-:J'1fl1°11~ L .LJ'11111iu~fl11: fl 1 ru ~ fl~1 ~1'U?l111tu fl11-1i1-:J eJ1LflBl'l1 ~ fl11Yi"ll ~a ~-:JV!l ~ 
" ' 

611vt-r'IJ?li1~ffi m 'Ufl11l Lfl11~i-1'1~ L ifl11'Vl~?IB'Ui"11?1'1~ LL '\J'IJ?li1~?1V1G111vrwfo ~1-:J~1 CJ 

"l.IB-:J Pearson Correlation L~BlL1"111~i-11"11111'111~'UG1~vt11-:i~1LLth~-:i?1a-:i~1 ~1i1fi1 P-value 

(2-tailed) -U'aCJfll1 0.01 tl''UflBCJBd.Jfo1'U?ld.Jd.J~~1'U Vld.J1EJ5-:i ~1LL'lh~.:1?1a-:ii11"111lJ~d.J~'UGn'UB~1'1 
"" 

iitl'CJ'11~t1J'Vl1'1?1'1&i~w~'\J 0.01 LLa~~1iir11 P-value (2-tailed) -U'aE.JflrJ1 0.05 tl''UflBCJB11-ru 1 'U 

?ll.ld.J~~1'U vt111EJ5-:i ~1LLi.h~.:1?1a.:iiJm111~11~'UBO'UB~1-:iiitl'E.1'11~t1J'Vl1'1?1'1~~1~~'\J 0.05 ~afl11 
'Vl~?IB'\J LL?1~-:i~-:i1?1111.:1Vi 4.24 L~CJ fl11'Vl~?IB'\J~'I n~1Td L U'Ufl11'Vl~?IB'\JL da.:i~'U (Primary 

Analysis) L ~Bl'l11'1?1B'\Jfl11d.J~d.J~'UB1~Vl11.:i~1 Lb U1B?l'l~ LL'1~~1Lb U'l\?1111 

~T=a1.:i~ 4.24 ~anT=aV1~aeitm-=a::u1umcau'iV11-=a~nA'1a11~u6 DEAR Model il~a~ei 

fl1111Yi.:i'Wv 1"11ei.:i~n~1~ L .U1111 l .Uu'in1-=a 

~1LL'l.h 
I d -

fl1bQiUJ (X) (1) (2) (3) (4) 

(1) m1l.l-ri-:ina1~ 4.14 1 0.36** 0.57** 0.52** 

(2) rn1i;,11.:i;j1'Uia1m 4.09 1 0.57** 0.36** .. " 
(3) rn1'11L'Vlfl 1'U L'1~Li1m 1 ~'l.J~rn1 4.19 1 0.65** 

(4) rn1i;,11-:im1l.l'1l.lfr'Ui5nuanfi'1 4.22 1 
" 

(5) nT~-rn~1;j1'Uan~1 4.13 .. " 

(5) 

0.56** 

0.31** 

0.56** 

0.69** 

1 
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"111fWl111-:JVl 4.24 'V'fUl1 fl1~'\JTUfl11'U~'V111'1flR161':1J~i.!5 DEAR Model 'Vlflvl1i.!ii 
~ , 

' ' 
B ~1-:iiitl'm;1'1rl'ty'Vl1'1?1i1~Vl1~~'\J o. o 1 bifoi\l"1111ru1 t:.m n11 

'Vl~?IB'U611i.!tl1~?l:IJ'Vl1-:J fl11\11'11~ b Ui.!11tlvl1i.l 'Vl'\Jl1 

( 1) ~1i.lfl11?1~1-:J~1'U-ii'B:IJ'1 iim1:1.161:1J~i.!5~Bm1:1J~'l'VlB h"llB'l'1flR1~b-ii'1m 1 off'U~fl11 ... ~ ~ 

1'Ll1~~'Utl1i.lfl'11-:J (r=0.36) B~1-:iiitl'm1'1rl'ty'Vl1'1?1i1~~1~~'\J 0.01 

(2) ~1i.lfl11L 'VIFi 1 'Ll fa~ L-ii'1:1.111 ~'\J~m1 iiFi11:1.1'1:1.1~'U6~vm1:1.1~-:i'Vlv h"llv-:J'1nr11~Loff1 
~ 

:IJ1 l oU'\J~fl11 l 'U1~~'\Jtl1'Ufl'11'1 (r=0.57) B~1-:iiitl'ti'11Rty'Vl1'1?1'1~~1~~'\J 0.01 

(3) ~1i.l m1?1~1-:iFi11:1.1'1:1.1~i.16n'U i;:i nr11 iim1:1.1'1:1.1~'U6~ vm1:1.1Yi-:i'Vlv h"llv-:i'1nr11~Loff1 
~ ~ 

m1.ff'U~fl11 li.!1~~'Utl1i.lflm-:i (r=0.52) B~1-:iiitl'ti'11Rty'Vl1-:J?li:i~~1~~'\J 0.01 

( 4) ~1'U m1-r fl~1'1 nr11 ii fl11:1J61':1J~i.l5~Bfl11:1J~'l'VlB h"llB-:J'1 fll°l1~ b-iJ1:1J1 l oU'U~fl11 
~ ~ 

l'U1~~'\Jtl1i.lfl'11-:J (r=0.56) B~1-:iiitl'ti'11Rty'Vl1-:J?li:i~~1~~'\J 0.01 

~-:iJi.l ?11:1J11t1?11tl1~11 fl1~'\J1i.lfl11'\J~'V111'1flr1161:1.1~i.!6 DEAR Model iim1:1.1 , ~ 

'1:1.1~'U5~Bfl11:1J~'l'VlB h"llB'l'1 nr11~ L-iJ1:1.11 l oU'U~fl11 1 'U1~~'UU1i.lfl'11'1 B ~1-:iiitl'ti'11Rf.1J'Vl1'l?lf:i~~ 
~ ~ 

)~~'\J 0.01 

~1':i1.:i~ 4.25 t-Jam':i1Lfl':i1~l1fl1111LL'lh'l.h1uV11.:ib~u1 n':i~'l.J1'Llfl1':i'U':jV11':i~nA1a11.Wu6 

DEAR Model 

LL \·Ui.:ifl1111U U'i'lh1'U SS df Mean Square F-test p-value 

Regression 34.44 4 8.61 
61.02 0.00* 

Residual 48.67 345 0.14 

1'111 83.11 349 

' 
** i1tl'ti'11Rty'Vl1-:i?1Ci~Vl1~~u o.o5 

"111fl\111'~1-:J~ 4.25 'Vl'\JrJ1 t:.mm1iLFi11::"1f111:1.JLb tl1tl11'1Jbb 'U'UV11-:Jb~tJ1iifi1 p-value 

L v11n'U o. oo zj-:itl'vti n11 o. 05 '1'Ufiviiu"ll'1mfiti1 nu n1::'\J1'Um1'U~V111'1 nf'1161:1J~'U5 DEAR 
~ 

Model B~1'ltJBtJ 1 vl1'U ~i1Fi11l.J'1lJ~'U5n'Um1lJ~'IYrnh"llm'1flR1~LoU1lJ11i'U~fl1) B~1-:ii1 
~ 

tl'ti'11RtyV11-:i?1Ci~~1~~'\J 0.05 ~-:ivi11 ~0'1tivi1m1V1~?1B'\J L 'U.ff'\J111v'U1'iv 1 'LIL ~B'V!1Fi11:1J'1lJ~'U5Lrn~ 
'VltJ1fl1ru~1bbU1~i1e.m~B m::'\J'J'U'Vl1)'\J~'V!11'1flR161'lJ~'U5 DEAR Model Lb?l~-:Jt-1'1Vl~?IB'\J~-:J\11111-:J 

~ 

.J 
VI 4.26 
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d Cit. d' .Q. IV Q,/ Q,/ d'.ci.c:t I 

i;i1';i1.:i'Vl 4.26 i:.,mm';i1LR';i1::vm~'1vt1'W~'tle:i.:im::\J1'Um';i\J1'V11';i~nfl1~u.1-wu5'Vl11i:.iai;ie> 

R1111-W.:i-we> Llil'tle:i.:i~nt11viL 'li11111 'titJ'im1 j1uq1';i';i'Wn111i1.:i 

DEAR Model b SE b Beta t p-value VIF 

0.15 12.24 0.00 ' .. 
1°111°1-:J'Vl 1.88 

0.04 0.03 0.06 1.14 0.27 0.67 

~1'Wfl11tl1L'Vlfl b'W ba~LoU1lJ11 ~'U1fl11 0.23 0.04 0.30 4.87 0.00** 0.44 

0.07 0.04 0.09 1.53 0.13 0.43 

~i'Wm1rrr1~1~1'Wan~1 o.zo o.o4 o.30 .. " 5.35 0.00** 0.52 

Adjusted R
2 = 0.408, SEE = 0.375, F = 61.025, Sig. of F = 0.000** 

\11ni;iTn.::iV1 4.26 'V'l'Ul1 m:::u1unTrn~V11'rnnl"11~:u~'W5 DEAR Model ii[:.Ja~e:iR11:u 
" 

Vi.::i'V'le:i 1 \l"!.IB.::I~ n1"11viL-U1:1..111-ff u~nTrn~h.::iiii!m11~qiV11-:i'1'1~vi':i::~u o. o 1 1~CJ'V'lu11 i1'1a.::i~1t1~ii[:.Ja 

~aR11:u-ri.::i'V'IB h:u1n~'1~ fia ~1'Wfl1':it11b 'Vlfl 1 u fa~b-li1111l~u~m':ibLa:::~1um':i1'm~1~1uanl"11 . ... " 
"' 

ilrh p-value Lvl1nu 0.00 i1r11 Beta bvl1nu 0.30 bvl1nt1Vi'.::i'1B.::l~1'W ':ia.::ia.::im ~a ~1'Wfl1':i'1~1.::i 

m1:u~:w~u5nu~nl"11 ilrh p-value Lvl1nu 0.13 i1r11 Beta Lvl1nu 0.09 bba:::~1'Wfl1':i'1~1.::i 

~1'W-D'B~a i1r11 p-value bvl1nu 0.27 i1r11 Beta Lvl1nu 0.06 mmh~u 6/i.::i:u1nn11 0.01 

1~'1B~fl~e:i.::inu61:u:w~~1'W~~.::iH i1r11 R Square (R
2

) Lvi1nu 0.408 V1:1J1CJR11:w11 m:::u1'Wfl1':i 

u~V11':ianl"11~:w~u5 DEAR Model .Jf.::i 4 ~1'W ihrnl'iam1:u-ri.::i'V'IBh"!Ja.::ianl"11~i1·1.h:::'1ufl1':itu1'W 
" " 

m':i1iu~m':i ~1'W'11':i':itum':i-il1.::i ~BCJa::: 40.8 LL~ ti'.::iil~n~aCJa::: 59.2 ~Ln~\11nu\1"5'CJ~'W61 ~a~ 
' I " 

'WBflL VlilB 1 U\11flfl1';jPlf1~1fl#.::i-d 
1~CJL'Wfl1':iPlfl~1fl#.::iden-.5'CJ1~n1V1'W~r11 Variance Inflation Factor (VIF) 1~fl1':iLn'W 

" 
5.3 ('1~~11'a~ L'V'l"!l':ih\ltl Lba:::Rru:::, 2547) bLat\11flfl1':i[:.Jafl1':iPlfl~1'V'l'Ul1 i1r11 VIF i1r11a~ 

" 
t I ....:::.. II Ct.I CV ' ~ I.I d 

WVl11.::I 0.43 - 0.67 Vl:W1Clfld1:W11 m:::'U1'1.Jfl1';j'l.J';i'V11':iaflR1'1:W'V'l'W5 DEAR Model Vl.::1 4 ~1'W'VI 
" 

tl1:w11 m 'W fl1':iPl n~1f\#.::id 1~iiu qjV11';i:::Vll 1.::I m 1:U~:U~'U5 O'W~.::1'11:W1':ifltl1 L 'lfi Lfl ':i1:::ifa:w fl1';j 

rt~rtBEJL~ 

fl1':iVi\11':itu1V11r11~mh:::~vtBm1:wrt~mrn (b) 1~'V'lu11 m:::u1u fl1':i'U~'Vl1':i~ 111"11 

~:w~u5 DEAR Model 1u~1'Wm':itl1b'VIR1t1fa~L-U1:1..111~u~m':i iiri1~:u'lh:::~V1B (b) Lvi1nu 0.23 

Vl:U1EJfld1:Ul1 b~B~\;JB'l.JLL 'U'U'1B'Ufl1:U 1 ~m1:w'11~qi b'Wvl1'Wfl1':itl1L Vlfl 1u1a~L-U1:w11 ~'U~fl1';iL ~:U~'W 
1 V1u1EJ \l:::v\'1l~Ln~R11:wYi.::iY1ahL~:w~'W 0.23 V1u1EJ 
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Model L 'UJi'1'Um1f n~1;i1'Ui;inf\1 Ji'1'U m1?1~1.:ifl11ll'1ll'W''Utl°n'U'1 nf\1 bbi;i::: L 'U~1'Un11?1~1.:i 
.... " " 

;i1'UoLJ8ll'1 ii!'i1 r;;'m.b~~'Vlt (b) bvl1tl'U 0.20, 0.07 bL'1~ 0.04 \Jl1ll~1~'U iifl11l!Vl:w1E.Jl1 
.... " 

L~aer~a'Ubb'U'U?ta'UmllL~fl11l!'11~ru1'U~1'Um1fn~1;i1'Ui;infi'1 Lvill~'U 1 vtt.i1E.J '1:::vi1 
'\f cu d.I \.I 

l~Ln~m1l!Vi'l'V'l8hb~ll~'U 0.20 vtt.i1E.1 

dfoer ~ a'U bb 'U'U?ta'Umll 1 ~m1ll'11~ru L 'U~1'U m1?1~1.:if111ll'1ll~'U5n'U'1 nfi'1 b ~ll~'U 
" v " 

1 vtt.i1E.J '1~vi1L~Ln~m1ll'fi'l'V'l81'1L~ll~'U 0.07 VltJ1E.J 

b~aer~a'ULb 'U'U?ta'Umll1 ~fl11l!'11~ru1 'U~1'Um1?1~1.:i;i1'Uonal!i;i L Yill~'U 1 vtt.i1 E.1'1~vi1 
'U "" ~ 'll 

1~bfl~fl11llVi\l'V'l8hbvill~'U 0.04 VltJ1E.J 



., 

d 
'U'Vl'VI 5 

fl'jU~ft eiiltJ-a1v LLft~'ti'mfl'UVLL'U~ 
' 

5.3 "lle:JL?l'Ue:Jbb'U~ 

5.1.1 ~am':i1Lfl':i1::~;Ja~aul\1:5'a~1'1J'4flfla 

~1P1fl'Ubbt1t1i;rnt1m:w1wi1'1..11~ari~-:rd~·m1vmJ LU'l..ILV'll31"1l1tJ ihh'lfl1tJ1~'Vl11'l 31-40 tJ 
" "' ' 

i11~~t1n11~n~1~oa:w~n~11P1a'l..lua1a/u1~n1131uau1P111"1!1~Vi 

i111tJ 1~ 5,001-10,000 'U1Vl LLa~i1?1tn'Ufl1Vi?l:W1?1 

5.1.2 ~am11Lfl':i1::~;fa~am::u1'1Jn1':i~nA1fliJ~'IJti DEAR Model 

'<iJ1nm1~n~1-Ua:wam~t11'Um1t1~'Vl11an~1GY:w~'l..l6 DEAR Model V'lt111 na,':w 
" " 

<ii'1a~1'li11~~t1ri11:w~'l'V'la 1'<il 1 '1..11~~t1:w1n 1~a mi:w<ii'1a~1'l 1 ~ri11:w~1~ru1 'l..l~1'l..lm1'111L viri 1 '1..1 la~ 
' "' 

L-U1:w11~t1~m1LLa~~Tum1fn~1~1'l..lan~1i1ri11:w~1~ru:w1nv1?1~ ia'la'l:w1~a ~1'l..lm1?11'1'l 
41 'U .., , 

ri11:wGY:w~'l..l6nt1an~1 LLa~~1'l..lm1?11'1'l~1'l..l-Ua:wa faa?11:w11mL i.l'laam llmLl'i~::~1'U ~'l.Q 
" ~ " 

:w1n 1~a mi:w<ii'1a~1'l 1 ~ri11:w611~runt1~1'U ~1P1at1LL t1t1?1at1m:wLriv 1~ft1 m1~~l'ia'<il1nvi1'l1'1'U.., . "' " 
L~tJ'l nt1m11~t1~m1~1'UV11'l1 vii~Vi\'1 ~1P1at1 LL t1t1?1at1m:w bf1tJ 1~ft1 Lan?11111aa~ LB a~ L~ a1 nt1 

" 
i1'1..1~1vivi1'l~1'1..1'11~ria:wvbLl'la{"5'~v111~ LLa~~1P1at1LLt1t1?1at1m:w1~ft11t1n1nt111am1i1'UA'1v1Vi:wTI 

" 
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l'1Ta~1-:i 1 Vf fl11:1.JG111°1qJn'U~1'U~1-:i1 ~-:id ~~e:i'ULb'U'U61e:i'Um:i.J1~~'1Jm11 Vf'IJ~nT;i'OJ1n~1'U., ~1tJfl11:1.J 
b tl'Utl'Ube:J-:J b 'IJ~tJ'IJ b'1i'.ie:J'U~'1qJ1~ ~~e:J'IJ bb 'IJ'IJ61eJ'IJ(l1:1.JLfltJ 1~~'1J'tleJ'1"lllqJ'OJ1n'Vl1'1~1'U., 1 'U"li1-:i b 'Vl\'31 fl11U 

1 'Vll.i bb"'::: ~ ~ e:J'IJ Lb 'U'IJ ?I e:J'IJ '11:1.l bfl tJ 1~-r'IJ fl11:1.J"li1 tJ b VI~ m ll'W n1rll-W b\'31~'11n'Vl1-:i~ 1'U., 1~ tJ hl f1 ~ 
" 

~11i~1tJ ~1:1.Jci'1~'1J 

5.1.2.3 ~1'Wm1?1~1-:im1:1.Ji1:1.J~'W6n'IJ"'nf\'1 n'1:1.Jl'l1e:i~1-:iih:::~'Um1:1.Jfi~b i1'W 1 'U1:::~'1J " . 
V I I V 

..::!l.::::i.11.c!I QJ II di.I ..::!l.::::i.llo 

'11 n tJ e:i~ m161le:i?l'U fl1 L vrn LL"' n"ll e:i-:i?l:i.J'U 1fltu n'U'Vl1-:i11'U., L:i.Je:ie..i ~ B'IJ LL 'IJ'U ?le:J'U m:i.J611e:i?l'Ufl1'0J1'U1 'Um n . " 
'OJ::: 1~~'1J'11'U"'~L ~:1.J:l.l1n<fi'U fa m)~ 1 'Wir~ LL"'::: L~eJ~\JleJ'IJLL 'U'U?le:J'Um:l.J~eJ,:)fl1'jfl11:1.J°li1 tJL 'Vl~e:J~1'U., 

" 
?11:1.l11'11 Vff11'1J~n~1LL"':::~e:i'Uoif e:i?1-:ii1tJ 1Vfvi1'W1~ ~1:1.lci'1~'1J 

5.1.2.4 ~1'Ufl11"1~1-:i~1'Uoife:i:1.J"' n'1:1.Jl'l1e:i~1-:iih:::~'Ufl11:1.lfl~Li1'U 1 'W1:::~'1J:1.J1n 1~tJn'1:i.J 
-'.9 \I , 'I 

ii ..J fl.I ..::ii II ,d II ii ct ii i.I 

11'U., LntJ1 n'IJ11 tJ"'::: LB tJ~"lleJ-:Je.J ~ eJ'IJ LL 'IJ'U?le:J'Um:l.J LL"::: L:l.Je:Je.J~ eJ'IJ LL 'IJ'U?le:J'U m:l.l~eJ'1fl11?1'1Jfl'U"lleJ:l.J"' 
" " " 

Ln1~LfltJ b-il1m1 i'IJ~m1'Vl1-:i~1'U., ?11m1'1~'1Jfi''U 1Vfvi1'U1~ 

1Vffl11:1.J611ioi'qJ1 'U~'U~B'U~1-:i1 "lle:J-:Jfl11:1.Jii-:i'V'le:i h L 'U1:::~'1J:1.J1n 1~tJ~~e:i'IJ LL 'IJ'IJ"1B'Um:i.J1 Vfm1:1.J!:i11°1qJ 

L 'W~1'Ufl11:1.ltJ1L ~e:i5e:i 1 'W1:::~'1Jmn 1e:i-:i"-:i:1.J1 ~e:i ~1'Ufl11:1.l11~L ~1 ~1'Uf111me:i11'0J 1'1 ~1'Ufl11:1.l 

?t:::m~ LL":::~1'Ufl11:1.J?1:::~1n ~1:1.Jci'1~'1J 1~tJ?11:1.J11mLtJ-:ie:ie:imll'U11tJ~1'U ~-:id 

5.1.3.1 ~1'Ufl11:1.Jti1L~e:i5e:i nzj~l'l1a~1-:i1Vfm1:1.J'111°1qJ1'W1:::~'1J:1.J1n 1~tJnzj:1.Jl'l1a~1-:i 

1Vfm1:1.J6111°1ru1 'WL~a-:i ~1'W"1 iim1n1V1'W~11fl1vit.i1L zja5a ~(;le:J'IJLL 'IJ'U"1B'Um:i.J L ~a~'W 1 'Wflu.u11'V'l"lla-:i 
., " ' 

d 14.c:!I OQJ 

:1.Jfl11:1.J'U1L"IJB'1B \;11:1.J"1~'1J 

5.1.3.2 ~1'Ufl11:1.J11~L ~1 n'1:1.Jl'l1a~1-:i1 Vfm1:1.Ja11"1ru1'U1:::~'1J:1.J1n 1~tJn'1:1.J~1a~1-:i1 VI ' ., ' 
fl11:1.Ja11°1qJL 'UL ~a-:i ~~B'IJ LL 'IJ'IJ"1B'IJ'11:1.J1~~'1J'IJ~n11~'1J--d11:::'0J1n'Vl1-:i~1'U., ~1 tJfl11:1.J11~ L ~1 

'jeJ-:J"''1:1.J1~B~~B'IJ LL 'U'IJ?IB'Um:l.J 1~~'1Jfl1'j'IJ~fl1)'0J1n'Vl1'1-r1'U., 1 'Ufl11R'U'V11~'UR1~1tJfl11:1.J11~L ~1 
" 

LL":::m:::'IJ1'Um11 'Wm1i-:ita~'Uf\'1 "11:1.l11'1~1L U'Ufl111~a~1-:i11~L ~11l.i'li''IJ~B'U m:i.J"1~'1J 
5.1.3.3 ~1'Wfl11:i.JLm1'11'1 n'1:1.J~1e:i~1-:i1Vffl11:1.Ja11"1ni1'U1:::~'1Jmn 1~tJn'1:1.J~1a~1-:i1Vf 

' •t: ' 

m1:1.J'111°1qJ1 'UL~a-:i 'Vl1'1~1'U., iim11 Vl'U~fl11'Vl'1'-:Jfl1)"lJ1tJL ll'UB~1'1~ 1B'1"''1:1.J1~B 'V'ltJn'11'ULB11'11'1 

1 'Wm1~'1J~-:im1i-:i~'UR1LL"':::-ffm"1'WBLL 'U:::~1-:i1 L ll'Wa~1.:i~ LL":::'V'lum1'U.fl1tJ 1 'W-r1'U., 1 Vf m1~e:i'W~'IJ 

LL"':::Vi'n'Vl1tJvJ1'UL~Bm5.:i.n1tJ 1 'W~1'U., ~1:1.J"1~'U 
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5.1.3.4 ~1'UF11111'1:::en~ rn=l11~1a~1.:i1 Vfm111'11fln11 'U1:::~rn.nn 1min~111'11a~1.:i1 Vi' • •t: • 

fld111'11ri'qJ 1 m~m .fl1tJ 1 'U-r1'U i 1~iirn1~~b~tJ'l~'Wf'11~b lJ'W1:::b -Utirn~ti'U-rati 1eJ'l(.1.:Jll1fia f111bb~.:i 

f11tJ6lleJ'l'V'ltl'n.:i1'U.fl1tJ1 'W-r1'U i ilFl1111'1:::el1~b~tJ'U-ram lJ'U1U bb 'UtJb~tJJ n'U bb(,1 :::'1.fl1'V'l Lb 1 ~ii' eJ11.fl1 tJ L 'U 
\I 

-r1'Ui ilFl1111'1:::el1~b~tJ'U~eJtJ 1tl~.:i1~.:i ~111~1~'U 

5.1.3.5 ~1'UF11111'1:::~1n n~11~1a~1.:i1Vi'Fl1111£11fln11 'U1:::~tJmn 1~tin~111'11a~1.:i1 Vi' • •t: • 

Fl1111'1119qJ1'Ub~a.:i v11'U'11m1'111a.:ib~'U~'UR1.fl1ti1'U~1'Ui 1~a~1.:ii~L\l'U 1m(.1.:imfia v11b(.1~~\l 

6lla'l~1'Ui a1m1m .U1~.:i 1~'1:::mn'1tJ1tJ Lb(.1:::vJ1t11~ftJm111a:::~1n 1 t1rn1'1a~1mdm-ir11111 itJ~rn1 
., 0 ., 

11'U i m11m~'U 

5.1.4 e..lftn11'Vl~iilel\Jli11111~!1'l.I 

bb~n~1.:in'W~1:::~tJtl'ti'11i9ruvt1.:i'1i;l~ 0.05 ~1'UL'W~1'W enti 1:::~tJrn1Pin~1 en~'V'l 11ti1~~ab~at1 ., , 

bb(.1:::'1mt1m'V'l ~.:ie..i(.1~am111~.:ivra h61Jm(.1nR1~L-if 11111itJ~rn11lJLb~ n~1.:int1 
\I 

' 
'11f1e.J(.1f111'Vl~'1a'U'11111~\i1'UVJ 2 'V'l'Ul1 m:::'U1'Un11'U~'V!11(.1nR16111~t16 DEAR 

~ \I 

5.2 e:i.iit111ae..iam11..[a 

'11f1~(.1f111l~tJ b~eJ\l m1ibFJ11:::~m111~.:i'V'leJL\16lle:J\l(,1f1R1~1tim:::u1'Um1 DEAR Model 
\I 

mruPin~1 ~1'U'1111Wf111"li1'l eJ1b.fle:im:::m1fi"lle.J(.1 ~\l'V!l~e:J'IJ(.1)1"1!51il '11lJ11'1tl1lJ1'11U'lh:::b~'U • • • 
ri1i9rume:iTith1m.m 1~ ~\ld ., 

5.2.1 e..iam11:5'au"'i1:5'a~1'l.l'4flfla 

5.2.1.1 b'V'lfllbL~n~1.:in'Wi1~(,'l~e:im111~-rrrn h 1 'Um1L .U11111 -Hu~rn1~1'U'1111rum16li1'1 • 

(2546) b~e:i.:i m111~\JY1e:i1'1~i1~e:i131'Utlu~m1t111.:ifn~11'1ti'U~ "L"ll(.1~ e:ie:i 1~b6B~vJ" 6lle:J.:i(.1nR1~m 
\I , \I 

1-Hu~rn1 mruPin~1: 10 a16ll1~b~11~1btl'Wm1tlfu1tlbb'U'Um11Vfu~m1 ('116ll1tl1~e:i.:i) Ylu11 (.1nR1 
\I \I 

~1111-Hu~m1~i1b Y1!3\Lb~n~1\ln'U i1FJ1111~.:iY1e:i 1'1~i1~e:i f!l'Wvu~m1t111.:ifn~11'1ti'Uii "L "llm~ e:ie:i 1~ 
\I • 

L'B~vJ" "1Je:i.:i(.1nR1~1111 -Hu~m1 1 o '116ll1~b~11~1L tl'Um1ufut11.:i1tlLL uum11 Vfu~m1 ('11"111tl1~e:i.:i) 
\I , \I 

1~m111bb(.1:::11ti~1mb~n~1.:in'U LL(.1:::ae:i~FJile:i.:inu.:i1'Ui~EJ6lle:i.:i 1avtt 131.fl~·rnn(,'lf~tl (254 7) b~e:i.:i 
• • \I 
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'V'lel h 1~ m 'V'l~'Vl~.:Jbbfl:::"!J1cr<il:::ii~rn11Vi-:i'V'lel h 1 'UR1111~mnT~vlLL~ rwh-:i n'U 

5.2.1.2 mtJvlLL~n\9l1-:in'Uiie.Jfl\9lelR1111Vi-:iYrn 1'i 1'Un1'~b-U1m1 iu~n11~1'U?111'Hun11 . ' 
"li1-:i B1 b.flel~)::: fl11ill"!Je.Jfl -.ij'-:iwr~~'Ufl11"!151-n11ibb~ n\9l1-:in'U zj.:J'1el~R~el.:itl'U.:J1'1Jl-.ij' E.l"llel.:J Yl1Vi11fl 

R-:io11 (2554) 1vi'~n'l..t1b~el-:i n11~ n~1m111Vi-:i'Vlel h Lbfl:::m1111'imn11"1Jmflnr11mvi'fuu~m1'11n 
" 

u~~'Vl La11.bel"1J.B - ~bb1tfl (VI) :6'1n~ Yl'U11 cr-ruu~n11vliimmb~n\9l1-:in'Uiim111~el-:im11~m111111 " . 
Lb~ n~1-:in'Uel~1-:iiitl'E.1~1~ru'Vl1-:i?1~~ LLfl:::~.:J?lel~R~el.:Jtl'U.:J1'Ul-.ij'tJ"llel.:J l"!11 111'Uv:i1~'U5 (2552) 

u ' 

l$\'~ n~1 b~el -:i 1::: ~u m111Vi-:iYl el 1'i \91 mJ '1-.ij' E.J'Vl1-:i m1~ m~u ~ m1"1Jel-:irn iu~ m1?11tJm1u'U1'VltJbbel1 " . 

1'U~1'Utb:::?111'Vl1-:im1~m~1~E.J.n1'V'l11111vi'LLn ~1~'Ufi'1 11R1 am'Uvl m1~-:iL?1~11m1~m~bbfl:::m1 

1 ~u~m1111mL~n~1-:in'U dieiii'111i;\.n 1 'U11E.J~1'Un'1''1.Jwu'l1 flnfi'1mtJ 41 ll~'U 1 tl '1:::iim111Vi-:i " . 
'V'lel h 1'U~1'U~1~'Ufl1 fl1)~.:Jb?l~1Jfl1)~"1~bbfl:::fl111~'1.J~fl1)l.Jlflfll1flflfl1e:J1E.l~1fll1 41 tJ ~1'U1 'U 

" ' 
~1'U11R1 bb'1:::?1tn'U~,j'U Yl'\.Jl1 flnfi'1~mtJueltJfl11 31 tJ '1:::iim111Vi-:i'V'lel h?1-:in'l1flnfi'1mti 31 

'ti " 'ti \I q 

"' ... 
61el~R'1el.:Jfl'U 

5.2.1.3 1:::~'\.Jfl11~fl~1~bb~fl\911-:in'Uiie.Jfl~elR1111Vi°.:J'V'lel h 1'Ufl11boU1l.J11 off'l.J~fl11~1'U 

?1111rum1-d1-:i B'1L.nel~1:::m1~"!1e.Ja :5'-:iV11'~el'l.Ja11"!101il1lJu~ n~1-:in'U zj-:ivh 1 ~?lel~R~el-:in'\.J • • 
-:i1'U1:5'ti"llel.:J 1~11'Vlti 1~ri (2546) b~el-:i m111Vi-:ii'lel hv1ii~Bfil'U~'\.J~fl11tl11-:i-rn~11t1tJ'U~ "b"!Ja~ " " , 
elel 1~L68{vJ" "llel.:Jflflfl1~m 1 off'l.J~fl1) mru~fl~1: 10 ?11"lJ1vlL~11~1L U'Ufl11Uf'l.J)U LL '\.J'\.J fl1) 1 ~'\.J~fl1) 

" " 

LL~11l?lel~R~el-:i n'\.J-:i1'U1-.ij' tJ"llel-:i ~~'U.fl1 ?IW'Vlel.:J'Vl'U (2555) 1~~n~1 b~el-:iiJ'1:5' ti~iiB'VlB'V'la~ el 

j'lf1&)fl))1) LLa:::m111Vi-:i't'lel h"llel.:Jcr'\.J~L.flR~elfl1) 1off'l.J~fl1)-r1'Ul~i;r'U 1 'UL "ll~fl).:JL 'Vl'V'l1J'Vl1'\JR) i'l'\.Jl1 ., " ' 
. 1:::~'\.J fl11Pi f1~1vl Lb~ fl ~1.:J tl'Uiie.Ja ~elR111!Vi.:Ji'l el 1~ Lb~fl~1.:Jtl'U L 'Vl~e.J avl11J61el~R~ el.:J e:J1'1 L lJ'U L 'V'111~ 

' 
fl11Lb tJ-:i1:::~'\.Jfl11Pifl~1"lle:J.:i.:J1'Ul-.ij' tJoU1.:J~'ULb tJ-:ibiJ'UL vfo-:i 3 )~~'\.Jel~1.:JR~1111 'U"lltu~vl.:J1'1Jl-.ij'tJ b 'U 

R~-:id iim1LL'li-:im1~n~1v1a:::LBtJ~ 1~tiuti-:ielelflLll'U 6 1:::~'\.J ~-:ivi11\1e.Jam1~n~1hi?1B~R~el-:in'U 
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"llel-:J \WJ-:JV'l1 ~'U&i'Hl~ (2547) 1~~f1'1~1L~el-:J 'lh1..ij'CJ'V11-:Jfl11\Jl"1~v1i1m1lJ'11Fl'qil'ielfl11~~~'Uh 

L~elfl 1-li'U~fl11~1'U6ilellJ1t;J..ij'fl1CJ1'UCJ'Uw;"llel-:Jrn-li'U~fl11b 'UL "ll\Jlel1Lflel Lilel-:i ..ij'-:J'V!l~'Uf11116!l~m V'l'Ul1 
" 

~1'U~fl~UJ~'Vl1-:Jfl1 CJfl1V'I ~1'U11fl1 ~1'U?lmt1v1 LL"~~1'Ufl11~-:JL?l~lJfl11\Jl"1~ hhLIJlfll'i1-:int1 

LL"~"'el~f1~el-:in'U-:i1t11..ij'CJ"llel-:J 1~11'VlCJ 1"ri (2546) L~m ri11lJVi.:ivmhv1i11'ielPit1tl'U~m1tl11.:iffl~1 
" " . 

u~\Jl irfl~fl~1 "1l1116!lm11V'lirn-:i1t1-r~1"'1n"il V'lirfl.:i1'U'U~,;'V1Lelfl6!l'U 01n"ill>11'U~1 f'U:il1.:i~11 tJ ~1'U 
~ . 

' ' ' 
?tmuVi LL\9lfll'i1-:in'Uel~1-:ii1iJCJ'11Fl'ru'Vl1-:i?1i:i~Vi1~~'U o.o5 V'l'U11 "nfi'1Vii1m~V'I vJmJ1'U/LLl.iu1'U 

v " 

1 Vl'U~fl11 (?11"lJ1U1~eJ-:i) i:1-:Jfll1 U~\9l/tJfl~fl~1 L ~el-:J"il1fl'U~'U'Vl"llel'lfl11~fl~1i1f111lJLL\9l fll'i1-:in'U 
" 

L~CJ-:J1'Ul~CJ~.:tfl~11l.i-:J b 'Ufl11~fl~1L~CJ1n'UCJ1'UV'ITVl'U~"ll'U1~ 1 vmJ ~-:JeJ1~V'l"lleJ-:i'Uf1f1"v1L lJ'UL..ij'1"llel.:t . ~ . 
CJ1'UV'l1'V!'U~"ll'U1~ b 'V!tU"il~iim1\J11,:i~ LL"f fl~Tvi1'11-:Jn'U ~'l~'li:.J" b VlLn~fld1lJ LL\91 fll'i1.:tn'U ;'l\911-!ln'U 

v • " 

-D'1lJ n'U m1~ fl~11..ij'CJ 1 'Llrif .:id 

5.2.1.5 11CJ 1~1'im~el'Uv1LL\9lfll'i1.:in'Uiii:.J"!'ielm1lJVi-:iV'lel h"Uel.:i" flfi'1v1L "1J1lJ11 off'U~m1: 
" 

n'U'l1'Ul..ij'CJ"llel'l ~~'Ufl1 i:11~'Vlel.:t'V!'U (2555) 1~~fl~1L~e:M il"illijCJv1iiB'VlTIV'lrtl'ielV'lt"]~fl11lJ LLrt~f111lJ 

Vi.:i'V'lel h"llel-:J~'U~Lflril'ielfl111 off'U~fl11~1'Ul\91&1'U 1 'LIL "ll\91 m.:iL 'VlV'llJ'V!1'Uf11 V'l'Ul1 ~'U~Lflriv1lJ11 off'U~fl11 
" . " 

v1ii 11CJ1~ Lu~ CJ I') el L~el'U LL\91fl~1-!l n'U iif111lJfi-:JV'lel l"iJ L~ CJ11lJl'i el~1'Ul\91'1'ULLrl ~f111lJfi .:!V'I el 1"iJ I') el 

[:.J~ \91.tl rusn LL"~'U~ fl11v11~f 'U "il1 fl~1'U1' \91 &r'U L~m tJ~ CJ'U L Vi CJ'U n'U f111lJ f11~V!1'.:t 1l.l LL\91fl1'11-:i O'U 

LLl'i1l.Ji:1el~f1~el-:JO'U-:J1'Ul..ij'CJ"llel'l 1"il1l'VlCJ 1"fi (2546) L~el'l f111lJVi'lV'lelloiJ.yiijl')elPJ'UcJ'U~fl11 
" " 

tl11.:iffl~1)f;JCJ'U~ "L01m~ elelL~\~HYl" "llel-:J"flfl1v1lJ11-Uu~fl1) mru~n~1: 10 i:11"ll1v1L~lJ~1LU'Ufl1) . " 
tJf'U1U LL 'U'U fl1) 1 Vl'U~fl1) (?11"ll1U1~el-:J) V'l'Ul1 f111lJVi'lV'lel hv1iil'ielPl'UtJ'U~fl1)tJ11'lf fl~1)f;JCJ'Uw; 

" " . 
"L"lm~ elel 1~L6ii{Yl" "llel.:trtflfl1v1m1 oU'U~fl1) fl1ru~fl~1: 10 i:11"ll1v1L~lJ~1LU'Ufl11Uf'U1ULL'U'Ufl1) 

" " 
1 Vl'U~fl11 (i:11"1J1ti1~m) 1~CJ11mLri~11CJ~1'ULL\9l n~1.:in'Uel~1.:i1l.liiirm11Fl'qi'Vl1.:i1:1'1~ L ~ el'l"il1 fl 

1t;i CJ'Ll~ii~11-U~1CJ1 'U fl11tl11.:if fl~1 LL\91 nl'i1-:i"il1fl1t;ilij fl1CJ1'UCJ'U~-.ij1L llt.1~el.:tii11CJ1~v1L ~ CJ-:JV'lel • 
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mruPlm~n ~1i.IG'l11'HUfl11'1h~ el1Li18~1:::fl1'~~"lle.JG'l ~.:i'Vl1'~CJUG'l11"ll51'Ub.JLL~mh~ni.l G'ICJ~fl!Ka~ • • 
tlU~1i.11~tJ"lJCJ~ \i1tl'~~11'VltJtJ1fl1tU (2553) 1~Plm~rn~a,:i flG'ltJ'Vlfi'Vl1~fl11~G'l1~LbG'l:!fl11'LJ~'\ll11 

"" . 
a fl f11~11~i.16~ii fl11l.l ~l.l~i.15nu1"11111-W~vrn h 1~ tJ"nl.l ~ ci1 '1 tJi.l ~1~ 1tJ ~ 1 u ~~'VI 1~1tJ ~ 1 
'IJ 

bfl 11m~afo ~1n~ 1m"ll~m~L'VIY'lll'Vl1i.lm Y'l'l.JrJ1 aflfi'1~ii"1mw11Y'l~1~ni.l ii1"11111-W~Y'lci1"\J 
, 'IJ 

1~tJ11111lJbb~fl~1~ti'i.1 bb~1lJ"1a~fllKa~ti'u~1i.11~tJ"lleM 1'1'Vl~ l3l.n~1:::fla-r~tl (2547) 1~Plmm~ci~ 
• • 'IJ 

fa~/lJ1tJ/bbtJfltli.ICJci b~8~"\J11tu11 i.111tJ~1i.lfl~UY'l'l.Jl1'Vlfl 'l ~1i.l G'l flfOl1~"1111G'lbbiK1 ~1~iifl111lfi~ 
'IJ • 'IJ 

Y'lcih1i.1~1i.l~1~11lJ11"\J:::~1i.1~1~i.1fi'1 111"11 G'lmi.l~ fl111.'1~b"1~11m1~m~ bba:::m11~u~m1 

V1~ciV1ci1~1~~ii.n11::: bba:::r111 off ~1tJucitJ 

5.2.2 ~am':i1~EJm::\J1'U01':i\J'i'Vl1':i~n~1il1J<W''U~ (DEAR Model) 

5.2.2.1 ~1i.lfl11"1~1~\i1i.loU81lG'lG'lflfOl1 Y'l'l.JrJ1 fl1:!'LJTUfl11'\J~'V111G'lflfOl1~1l~i.lfi DEAR 
~ v ~ ~ 

Model 

mruPlfl~n: ~1i.IG'l111tufl11"1i1~ el1b.f1CJ~1:!fl1Tri"lle.JG'l ~~'Vli'~CJ'IJG'l11"ll51i'1 L th.!e.JG'lvi11 ~G'!Cl~fl"'el~tl'LJ • • 
~1i.11~tJ"lla~ ~~'U.n1 G'l':i:::mMvt'U (2555) 1~Pifl~1b~ci~u'1~tJ~ii~'Vl5Y'la~cim1~m111 bLG'l:::1"11111Vi~ 

Y'la h"llci~~u~1.nfl~cim11 offu~m1~1'Ui'~~'U 1 m "ll~m~L 'VlY'lllvt1'Ufl1 Y'l'lll1 ~u~1.nfl~m 1 offu~m1ii 
'IJ • 'IJ 

"llCJ~'l.J ~~Yl~ 1 LL 'Vl'U ~ 1'VIU 1tJ1'1~fl1tJ1'U tJ 'U~1 'U ~~Vii' ~ll'Vl1'111fl11l Y'l'l.JrJ 1 a fl f11iifl11l.l L ~i.1~1 tJ 
'IJ 

b~tJ1 nu m1u~vt1':iG'lflfl1~1l~'U5 ~1'Ufl11'1~1~\i1'UoUCJlla cici1~ L 1n~11l 1 "Wm1m1Yl~G'l ciui5YJ5Y'la"llv~ 
'IJ "' 'IJ 

~1LL'thlP\''ULbG'l:!~1LL'lh~1lJ Y'l'\Jl1 hiG'ICJ~fl6\'v~tl'\J~1'U1~tJ'llCJ~ ~~'U.f11 G'IW'Vlel~'Vl'U (2555) ~~fl11 

1;1~1~311'U-U'vlJai.'1~e..ia~ciY'lti~ m11l~1'U l i.J EJ'~f11111Vi~Y'la 1"il L 'U"llru:::~~1'U1~ tJ1 'Ufl~~d fl11"1~1~ 
\i1'UoU elllG'l 1lJl.'1 ~ e.Jc;:J ~ elfl1111Vi ~Y'l el h 1~tJ b VI~ t:J c;:i Cl1"il"il ::1l1"il1 fl'\J~UYl"llel~ fl11Pl fl~1~ bb~ fl~1~ tli.l 
"' 'IJ • 
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6'1eW1fl~B~n'U~1'Ul-;j'CJ6lJB~ Fi~'U.f11 6'f)~VlBWl'U (2555) 1~Pin'l!t1L~B~ ih1-;i'CJ~iiavi6'V'la~t1'V'lq&lm1:w 

bb'1~ fl11:WoW~'V'lB L"iJ6lle:i~er'U~l.f1fl~Bn111otl'U~n11~1'Uf1'161'U 1m6lll'ln1~ L Vl'V'l:W'Vl1'Ufl1 'V'l'Ul1 er'U~l.f1fl 
v • v 

.J 
6'11~VlB~Vl'U (2555) 'IM 

fl11tJ1b Vlfl l 'Ufa~ boU1:W11 ~'U~fl11~nr11hJ(;'{~c.J'1~B'V'lt)~n11:W~1'U1U~~fl'J1:WoW~'V'lB1'<il 1 'LI6lltu~~ 

~1'U1-;i'CJ1 'Ufl~~d m1t11Lviri t 'LI ta~L-D'1m 1 ~'U~m1anr11'1~c.Ja~e:im1:w'ili~'V'le:J h t~CJ b vtl'lc.Jatl1'<il'<il~ v • 

LLl'ln~1~n'LI vh 1 ~mm11Pin'l!t11li?1e:i~ri~mn'LI 

5.2.2.3 ~1'Um1?1~1~m1:w'1:w~'U6n'Uanr11t~CJ1-tin'<ilm1:wvi1~m1l'la1~ 'V'l'U11 m~'U1'LI 
v 

(2553) 1~Pin'l!t1L~e:i~ naCJvi5vi1~m1l'la1~ua~m1'U~vt11anfi1'1a:w~'U6~i1m1:w'1:w~'U6n'Um1:w-W~ • v 

'V'le:ih t~m1:w~e:i1f;1CJ'Ul'lLl'l tCJi;J1 'U~,,;'vi Ll'l foi;J1 Lri :wml'le:J'fa '11n~ 1 m6lll'lm~Lvi'V'l:wvt1'Uri1 'V'l'U11 • 

u1~tCJ"li'l1LMCJ1n'Ul'i'11f;11~i~L'<il'U iim1:w'1:w~'U6n'Um1:w-W~·t'rn1'<il LLa~?1e:i~ri~e:i~n'U~1'Ui-;JCJ6llm 

1~1lVlCJ 1il~ (2546) L~B~ fl11:WoW~'V'l€J h~i1~e:Jial'U~'U~n11tl11~-rn'l!t1)f;)CJ'U~ "L"!iaa €1€1 l~L6ifi'V'l" 
v v • 

"1l€l~anr11vt:w11i'U1n11 mruPimn: 10 6'11"111~L~:W~1Lil'Um1tJ-r'U1tJLL'U'Ufl1';i1~'U1n11 (?11"11TW1 v v 

~L Vl:W1~6'1:Wn'Ufl11:Wi;i'e:i~ m1anfi'1 LLl'l L 'Un11n11Vl~?IB'UBVlG'W'16lle:J~l'i'1 LL u )~'U LLa~l'i'1LLu11'11:W 'W'Ul1 
v 

hhrn~ri~ e:i~n'U~1'U1..ij'CJ6lle:i~ Fi~w11 a1~vie:i~vt'U (2555) iS~m1n1vt'U~ t u1LLn·rn L ~e:i?1~1~ 

ri11l.JG1l.J~'U5l:i~c.Ja~ B'Y'lt)~ n11:w~1'U 1uv~ri11:w~~'Y'lB1 '<il 1'LI"1lru~~~1'U1'1CJ1 'Wri~~d m1a~1~ 

m1l.JG1:w~'U5n'Ua nr11t~CJ1 in'<il m1:wvi1~ m1l'la1~ hJ'1~c.Ja~e:im1:w~~'V'le:i h t~m vtl'lc.Jae:i1'<il'<il~:w1 v • 

'<il1 nvr'Uvt m:ll.11'11B~1~ Lba ~'U ~'UVl 1'Ufl11 Pin~ LLl'l n~ 1~ n'U \Pl a B~'<il'U fl1101Vl'U~U 1 ~ L~'U ~1 m:w~ • 
LLl'ln~1~n'U vh b ~c.Jam1Pin'l!t11li6'1e:J~fl~e:J~n'U 

!I acv IV I ~ il<VV~ 

5.2.2.4 ~1'Un11Ln'U1n'l!t1~1'Uanri1 'V'l'U11 m~'U1'Un11'U1vt11anri1?1:W'Y'l'U5 DEAR 
~ v v 

Model ~1'U m1Ln'U '!n'l!t1~1'Ua nfi'1iim1:w'1:w~'U6~e:iri11:w~~-we:i 1 '<il"11e:i~anr11~L-D'1:w11 oU'U~fl11 
~ v v 

mruPin'l!t1: ~1'U6'1111tun11"1i1~ el1L.f1Bl'l1~n1Tri"lic.J'1 ..ij'~Vfl~€J'U'1116!151'U Lll'Uc.Javl11~6'1€J~fl~€J~O'U • • 
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'11'Wi..ij'CJ'1Ja'I ~~'Wi11 ?11:::V1a'IV1'W (2555) 1~Pin~1L~a'I u'1..ij'CJ~iiaV15vm~a'Y'lq~m111 LLa:::ri1111~'l 

'Y'la h'lla'l~'U~li1ri\Plam11 otl'U~m1f1'LI1\J1'1'LI 1 m 'll\11 m'IL 'Vl'Y'l1lV11'Wm 'Y'l'Ul1 ~'U~fori~m 1-tl'LJ~m1:W 
" ' " 

a'Vlfi'Y'l'1'1Jel'l~1LL'lb\9l'W Lrn:::~1LL'lh\J111J 'Y'l'Ul1 blfaeJ~f1~el'ltl'U'l1'Wl..ij'CJ'lJeJ'I ~~'Wi11 6'11:::'VleJ'IVl'LI 

(2555) ~'lf111Ln'U-rn~1~1'LI~nr111:W?i'lt:-Ja~a'Y'lq~ m111~1'LI 1 tltY'lri1111~'1'Y'leJ h 1'LI'1Jru:::~'l1'LI1..ijCJ1 'LI 

ri~'ld m1Ln'U-rn~1;)Tt.1-Ua11aa nr11?i'!t:-Ja ~ari1111~'l'Y'leJ 1'11~m V1\J1t:-Jaa1'1'1:::111'11n~'U~n~11 
d.I \I \I , " 

~1el~1'1LL'1:::'U~'U'Vl1'Uf111Pln~LL\J1n~1'1tl'U \J1'1el~'1'Uf111fl1Vl'U~tl1:::L~'Url1tl11J~LL\J1n~1'1n'U vh1'!Xt:-Ja 

m1Pimn 1:W6'1a~ri~a'ln'U 

.c.:1.::f i.I I O 4 QJ' CV QI II 0 .c.. Q.I .c::::il ii 

mrufdln~1 11'U?1111rum1"!l1'l mLi1eJ\J11:::m1'Y'l"!lt:-Ja '1'IV11~a'Ua11"!lu1'U t:-J'Vl1f11Tl'1 CJ1l'lleJL6'f 'UmL 'U::: 
' . " 

L ~a6'1~1'11°1111J b~Ltl~CJ'U 1 'Uf111LL"li'loU'U LL'1:::f11111'1Lbt:-J'Una~'VIG'V11'1f111\J1'11~ ~'Id 
s.3.1 -Omtl'LlmL'Ll:::mt11i11n.:i1'Ll1~a 

5.3.1.1 ~tl1:ma'Um1 ri111'1Xm111~1~ruL~CJ1nLJm1tl1LV1rifo1a~L-U11111 '!XLJ~m1anr11 
" ~ " 

1~CJert11:::naLJm1ri11V1li''U~~l'iaanr111~CJ1m'Vl1~'Y'l°rl L~mL~'l-Ua11a"ll11?111V1~a~~~a?1aLJm11 
" " v 

L~ CJ1tl'U fl11'U~ fl11'1J el'l~1'U., a fl r11LflCJ1~1'U La n6'11111CJ'1::: L~CJ ~ L~ CJ') tl'U~'WA'1~'Vl1'1~1'U., 1m i 
" 

flel1J~1L11JeJ{..ij'~vi'1111 '\X LL'1::: 1 '\Xaflr111~1'U b 'Ufl1tl'U11CJ fl11~'UA'1~fo.J~elflfll.J1'11flfla:l.J'~1L\J1ff~"llfl'I 
" 

rn1LJ~rn1'11n~1'U., ~1CJm1m ll'Unma'IL tl~CJrn?lihitJ~'lcy1~1 'Ufl11L -U11111 otl'U~rn1 rn11 '!Xri1111 

"li1m V1~a~flr11L ll'Umrufofd1~'11flV11'1~1'U 1~CJ 1l.if1~fi11 i~1CJ LLa:::rn11 'IX'll1cy'11nV11'1~1'U., l'U"li1'l 

L 'Vlfdlfl1'1~1'1~ L °li'U L'Vlfdlfl1'1tfl V1:WeJ~1'16'ftl1L6'11Jfl 

5.3.1.3 B~1'l hn1P11111'U?i1'U~ert11:::fla'Un11 ri11tl1''Utl1-ma:::~\91J'U1 tl1:::fleJ'U~1CJ m1 
v • 

6'1~1'1 m111'111~'UGtl'U'1 nr11 LL'1::: fl116'1~1'1;)1'UoUB1J'1 '1 nf'11 L "li'U ?i'!L61~1J 1 '!Xa nr11ii fl11 Lfl'U61:::6'1l.J 
\J d.I \I \I \J 

J"Q.vd fl.I ti v t1d 1.1.J'.c..110 

ri::: LL 'U 'U '11nCJB~'llB61'U1°11 L vrn LL'1fl'lJB'l6'11J'U1flrufl'U'Vl1'111'U., LL '1'1'1fl1°11 L1J aa fl 1°11611a?l'Ufl1 '11'U1 'l.1111 n 
' v v 

"\]:;: 1~-r'U?i1'U'1~ L ~1J1J1flofl'U l~CJB\11 L 'UdJ~ L ~B"li1 CJ b 'Ufl11~~~'U b "\JVl~m ~11\11tJ1'lJ~f)l.J1flofl'U Lrn:::L~B 
anr111'i'a.:im1m111"1i1m vt~a 'Vl1'1~1'U., ?111111f;l 1'\Xr11tl~n~1LLa:::\J1eJ'U.u'eJ61'l'1CJ1 '!Xa nf'111~ ~1'Ufl11 
" " 
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tl1:::.-winT~~e:i'lle:i.:i~nfl11v1Vl'WV1 
'II 

5.3.2 ilmfl'Llmb 'l.l::L'Un111~aflf .:il9iv l ti 
~v11m11-.ij'm?l'WBLL 'U::: cl1V1-rum11-.ij'tJ 1'Wri~.:il'ia1 tl~.:id 
'II 

5.3.2.1 "il1nrh Adjusted R Squared i1ri1 0.408 {911l.J~1LLU1B?t1::: ~e:i m~U1'Wn11 

u~V111~nr11'1l..l~'W5 DEAR Model fatJV'lu11 i1ri1an~e:itJ~::: o.592 Ln~"iJ1n~1LL'll1~1l11mm'W 
'II 

'11'W11ijr.i ri~.:id zj'l'Vl1 m111uf.i.:i~1 Lb tl1~.:inci11e:i1"il"il~vl1 L ~~11ij tJV111uf.i.:iu"illij tJ~?i.:ie.i~ ~BR11l..l'Vi.:i 
'II 

V'le:Jt"il'llv'l~nfi'1mn~.:i~'W L"1i'W U"illijtJ?i1'Utli~?ll..IV11'1n11{91~1~ (Marketino Mix) L~ml11tl?im1 
'II ~ 'II 

n1V1'U~n~r.iV15!. 'W m111.:Jbbe.J'Wn11{91~1~'11:inzj.:irn1l..!?11m1i;i 1'Wm1ne:i1~Ln~ri11l..l'Vi.:iV'le:i1"iJ nu~ nff 1 
• 'II 

~L-U1:in 1 -Uu~m1'lJe:i.:itJ1n"il L ~""1n~'W • 
5.3.2.2 1'W.:i1'W1-;ijr.iri~.:iden-;ij'tJ1~vhm1~mnL tl~tJUL VJtJu 1 'Wu~uVJ'lla.:incil..1~1a~1.:i~i1 

'II ' 

i;rn~ru:::tl1:::"1nm LL~:::1tlLLuuncil..!~1e:i~1.:i~Lth..1~nfi'1'l!e:i.:i~1mvfo.:incil..IL~tJ1 rn1i1m1L'll~tJULVltJ'U 
'U " 'lJ " 

1 'Wu ~'UVl'll a .:i~1'W~ L lJ 'Wl°i bL "ll.:ii'W V11.:i n11fi' 1~i1i;r n~ru~ n11v11.:i 1'W~i11tl LL uu ~"a ~ri rK a .:i nu 
'II 'II 

m:::u1'W m1u ~V111~ nl"i'1&1'l..l~'WTI ~.:ie:11"ilv111 ~V111ui.i.:im~u1'W m1u ~V111~ nl"i'1'1l..l~'W5i1e.i~l'ie:im1 
'II 'II 

L ~"ri11l..1?11:in1i;i 1 'W m1 LL "ll.:ii'WV11.:itJ1n"iJl..11n~'U 
' 



.; 
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LL utrn vu m11dL U'Ur:i1'UV1i!\1"1JB·rn11Pi''Liri1'1aG'l1::: tl' n~mfltl~qiqi1 LV1V1i;l n~~1tl~ qiqi1 

Vi'lvrnh"llv\l~nA'1~1tim:::u1'Um1 DEAR Model "lleJ\1~1'UG'l111Um11'li1\I el'1L.nvm:::m1~"!lt:-1~ 
'I.I • 

~\l'Vlll'1B'U~11"!lo1-W LL 'U'UG'lv'Um11LL tl\lvvm U'U 3 r:i1'LI ~"if • 
' 

r:i1'UVi 1 LL uuG'lvrnn11i;ln~ru:::r:i1'U'Uflfl~"llB\l~~B'U LL 'U'UG'lvum11 
• 'I.I 

' ' 
'11'UVi 2 LL'U'UG'leJ'Uf111JLnEnnum:::'U'l'Un11'U~'V111~nA'1~11Yr'U6 DEAR Model 

r:i1'U~ 3 LL 'U'UG'IB'Um11L~ti1ti'um111Viwrn h"llm~nA'1 

ITT~tJ"lleJ"lleJ'Ufltu'Vlnvh'U~G'I~::: L 1~1~vu LL 'U'UG'lvum11 ~\IL U'Ur:i1'Uri1~ru~"il:::vh 1 ~m11~ti ri~"d 
'\J , ct " 

tl1:::G'lut:-1~'11L ~"il 1111ti-Uv11~d"il:::cimnu-rmn L tl'Uri1111i;lu LL~:::"il::: 1:Ucintl1111 L tl111Lt:-iti1 'Liffi111 'l L U'LI 
'I.I 'I.I 'I.I 

11tiuriri~ "il:::i11LG'l'Um U'U.n1-w1111L~vtl1:::1ti"ll'LI1 'Un11~n~1L vi1J'U • 

~ 6 Q.J &A 

'U1tJ"!l~Clft'Nfll 'lltJti1'U 

ir n~n~1tl~qiqi11 'VI vii;) n~~1u~V111~1n"il11V11uru;i~ 



• 

( ) 1 6ll1EJ 

2. enEJ • 
( ) 1 15 - 20 ti 

( ) 4 31 - 35 ti 

3. 1~~um1~m~n 

) 1 'lh~m.J~n~1 

( ) 2 21 - 25 ti 

( ) 5 36 - 40 ti 

) 3 l!um.J~n~1~e:J'Utl"'1EJ/tl16ll. 

) 5 tl~ruru1~~~t11'll ., ., 

4. €11~-W 

) 1 tl'm~EJt1/tl'n~n~1 

) 3 fl16ll1EJ/51fl'1'11'U~1 • 
) 5 bfl~~1fl1 

5. 11EJ 1vi'bu~EJ~m~e:J'U 

) 1 ue:JEJn11V1~mv11nu 5,ooo u1'Vl 

) 3 10,001 - 15,000 '\J1'Vl 

6. ~mt1m-w 

( ) 11~~ 
( ) 3 'Vt~1~1.:J 

( ) 3 26 - 30 ti 

( ) 6 mnwh 41 ti 

) 2 l!um.J~n~1~e:J'U~'U 

) 4 m~tl~cycy1 I 'IJ1~. 

) 2 1u11"l!m11-wtl'rn1t1~efwTvtn'1 ... 
) 4 1u~1.:ivi'11 tJ 

( ) 2 5,001 - 10,000 '\J1'Vl 

( ) 4 15,001 - 20,000 '\J1'Vl 
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~1u~ 2 LL'U'U~t1um11L~v1nun-a::u1un1-au'iV11-a~n~1a11wuti DEAR Model 

m ru1vi'1 Lfl ~B-:i'Vl:i.n CJ ../ 1'LI"llmvi~1-:i tl'Ufl111lfi~ L ~'U'llB'lvJ1'U1!1 nvi'1 ~ 
' ' 

DEAR Model 

2.2 n1':itJ1LV1fll1.1lfliiL1i'12.nll1u'im':i~nA'1 

2.2.1 vi1'ULflEJ 1~fonT~~~~t11i11n'vn-:i~1uL~mntJ 

m11iXu1m1eJ1uvrn1 'V11~'Wl'i 

2.2.2 vi1'ULflCJ 1~1'rne:in'11111CJma~v~ L~mntJ 

a'UFJ1~'V11-:!~1'U°1 liflt!l.J~'JL~m{~~vh 1 ~ 

If .., .., ~.., " 

2.3 n1':ii'l':i1~f11111a11v-iutmu~nfl1 
I ~ x 

2.3.1 'V11'U"'1:1.J11tl Lf1'U"'~"'llfl~ LL 'U'Ulil1flCJtl~f111-iltl 

2. 3. 2 L~e:ivi1'U~t1a'U Fi'1'11m'Ul.J1nlil~ 1~1u'11'U'1~ 

L~l.Jl.J1f1~'U1~EJ~~1'U~ 

2.3.3 LijBvi1'U~e:i-:im1m1l.l-d1mV1aB ~1'U.,"'1l.J11ti 

1iXl'i'1mn~1LL'1~~B'UoUtl"''l"'EJ11Xvi1'U 1~ 

2.4.1 vi1'U 1~fom111Xu1m11i11n~1'U., ~1EJf111l.l 

L tJtin'U Lt!-:! L i.Jfou L"'ijeJ'U~'I qj1~ 

2.4.2 vi1'ULflEJ1~fom1l.l°il1mV1amll'Umru~Ll31~ 

lil1nV11-:1~1'U 1~EJ 11J?i~Fi11 ilii1v 

2.4.3 vi1'ULflEJ 1~1''U'lJtl'l'll1qJlil1f1'V11'1~1'U., L 'U"!i1'1 

L'V113ln1'1lfl'Vl1J 

UTLI 
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iihw~ 3 bbuuae:ium11b~a1nu: A1111w.:i'We:i1'1'tle:i.:i~nR1 

n'HlJ1vl1Lfl~eJ'IVll.11CJ ./ 1 tJ"lie:i-:ivi1P11-:Jn'Ufl11l.JRVIL i1'U"IJB'lvl1'Ul.J1nvi'1vi • • 
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