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The purposes of this research were to 1) study the levels of personal factors, 

marketing strategy factors, customer relationship management factors, and customer 

satisfaction; 2) compare personal factors that influence customer satisfaction; 3) study 

the relationship among marketing strategy factors, customer relationship management 

factors, and customer satisfaction; 4) study personal factors, marketing strategy 

factors, and customer relationship management factors that affect customer 

satisfaction with mobile phone centers in UbonRatchathani province. The participants 

were 400 customers selected by the stratified sampling technique. Data collection 

tools were questionnaires with reliability coefficients a = 0. 912. The data were 

analyzed using descriptive statistics, t-test, F-test, Pearson's correlation, and multiple 

regression analysis. 

The results showed that most of the participants were female, under 25 years 

old. They mostly were government officials and state enterprise employees with a 

bachelor degree, and earned 20,000 to 25,000 baht per month. The overall 

satisfaction was high. The comparison between personal factors and customer 

satisfaction showed that customers with different occupations had different levels of 

satisfaction on service by staff and service process at mobile phone centers at a 

significant level of 0.05. The analysis of the relationship between marketing strategy 

factors and customer relationship management factors influencing customer 

satisfaction showed that there were significant relationships from moderate to high 

level in all aspects at a statistically significant level of 0.01. 



The analysis of personal factors, the customer relationship management factors, 

and the marketing mix of services that affected customer satisfaction showed the 

following aspects sorted by regression coefficient from descending order; process 

aspect ( b _1 = 0. 415), the use of appropriate technology ( b _ 2 = 0. 327), customer 

retention (b_3 = 0.240), program definition for relationship building (b_ 4 = 0.211), 

database creation (b_5 = 0.197), personnel (b_6 = 0.105), product dimension (b_7 = 

0. 137) at a statistically significant level of 0. 01. The physical environment had a 

significant influence on customer satisfaction (b_8 = 0.085) at 0.05 level (R2 = 0.613). 

It was found that the 11 variables, which consisted of 7 aspects of marketing strategy 

factors and 4 aspects of customer relationship management factors, could predict the 

variance of satisfaction of customers with the mobile phone centers in UbonRatchathani 

province at 61%. Another 39% of customer satisfaction was influenced by other variables. 

From the study, an equation that can be used to predict customer satisfaction is 

customer satisfaction = 0.415 ** (b 1) + 0.327 ** (b 2) + 0.240 ** (b 3) + 0.211 * * - - -
(B_ 4) + 0.197 ** (b_5) + 0.152 ** (b_6) + 0.137 ** (b_7) + 0.085 * (b_8) 
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f11eJ'U~'U1fl11:U~~f111l~tl 

~1'U~~:un11Vl~1~'lla\151n~'U~n11 
' 

7P's of Service Marketing 

' 
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. ... 
\J'VI'VI 1 

0 

\J'VI'U1 

UVIU1'VI1 'U'YJfl j a~rlfl11 vY~.fl1fi~!LL~~.fl1f1Lafl"II'U fl11~~'U11~UtJ~e:JG'f111 'VI1fll.J'U1fll.J"lla~tl1~L 'VIfll 

~~l1ci'"Jua1 ~ fli~G1UUG1'U'Ufl11~~ 'U 1U1~L 'VIflla~1~ 1aU~1'U L ~a~ "ill flfl11"ll t11 ~ ~'"J"ll a~a \91 Gil 'VI fl11l.J 
·~ , ' 

LL~ ~u~n11~aG111 1 'VJ')fll.J'Ulfll.J L iJutJ"il,Y~a1~qJ1 un11L~l.l2J~'"h 1 ~nu fllfl~\91 G11VIfl11l.JI'i1~ i 

vY~'V11~\911~LL~~'VI1~elalJ ~~J'U fl11t:-Hifl~'U Lfl11~;ifl"il LL~~G1~fll.J~1-ff L 'VI Fr1 'U 1~ EJG111Gi'U L 'VIfll LL~ ~ fl11 ... 
~aG111 'VI~a Lfl11~!fl"il~~\1'~ (Digital Economy) fl1~1~G1fl11~LL'"J~~m.J~1~L'VIfl1 u1~EJG111Gi'UL'VIfll 

L tJuci1u-rru Lfl~autTu "il~~a~mfii'~ n1111~'U 1~u1 ~~1'Ufl11a'Uru1\91 LL~ ~n1nu~ LL~ a~1~ L 'VIl.ll~Gil.l ' ~ ~ 

~~ fl11L tJ~~'ULL tJ~~~Ln~~ua~1~11 ~ L ~d 1 uil"il"iluu auL iJu m1n11 L -&'1 ci~ fiL tJ~ ~'U~1'U'VI1~ L 'VIfl1 u 1~ e1 , ~' 

vY~"il1fl1~UUL"B~atllJ1'U (Analoo) ci1~UUL "a~~'"JL~"ll (Dioital) 'VI~e:Jf111L oU1ci~fiB'UL 'VIa{LiJ\91fld1lJL ~1 
'I :;, \1 :> 'U, 

G1~Lfl~a'U~"il1fl1~UU 3G ltJci1~UU 4G 'VI~e:JLL1JLLI'i 5G 1ua'U1fl\91el'U1fl~ 'Vll1oHfl1fl~;i"lJa~'U1'U1 
~ ~ ... 

1~~UU1~L 'VIfll 1~~UfliJ.fl1fl LL~~1~~UG11fl~ L ~ali~cifi'"Jll.J~'Ufi~LL~~~~~~~'"Jl.Jtl'U 
~ ' ~ 

~~wd~~G1~Vfaufi~m1~~'Ul L 'VIfl1 'U 1~v"lla~tl1~L 'VI fill 'VI~ 1-H'L tJu~tl1~,Y n~1 u1~~UG11 n~ ~a 

c.J~"il1fl~"llilfl11~~'U1'VI1~L'VIfl1 u1~VG111Gi'UL'VIfllLL~~fl11~aG111 VI~ a ICT Development Index: IDI 

1 'U11~~1'U Measuring the Information Society (MIS) "lla~Gi'VIfi1Yl1 'V11fll.J'U1fll.J1~'VIi1~tl1~L'VIfll 

(ITU) fl11lLfl11~l-TIDI "lla~l'VI~ tJ 2558 Ltl~~uLVi~uoffalJ~"lla~ IDI tJ 2553 t:J~U11fl!Ji1 tl1~L'VIfll 

1'VImlfl,Y~a~1uau~u~ 74 "llm1~n1~~"llVU~'U"il1flU 2553 fi~ 18 au~u ~~ltlni1tTu tl1~L'VIfi11'VI~ 
~ ~ 

-:uufi~uci1G1~ ci'"J'U'VItl~"lla~fld1l.Jtl11VI'Ii'1~~flci11 l.J1"il1 flfl11l.Ja1 L ~"il1 'U fl111 ~U~fl11B'U L 'VIa{ L U \91 
' 

fl11l.JL~'"JG1~~1'U 1 'VI1fii'wvhFr~a'U~ (Mobile broadband) 'l!u~~LLI'i fl11a'Uru1\91U1~flau fl"ilfl11U'U 
~ ' ~ 

jl I I I !LI 

MHz LL~~ 900 MHz 11l.l~~fl1111~LLt:J'UL\91~~l.Jfl11,Y~G111fi~'Ufl11lJ~~1'U 1800 MHz Vi"il~~'UG1~ 
' 
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lil1f1 f11'H U~EJ'U L .yj EJ'U'U ~n 1~ 1 VI~~'VfVlL~~ a'U~"IJ a\11 VI EJ 1 'U L 1Vi1~ n "li'm.J~ ai)~G1 VI i.'11'U 'U ~ n1~ 
'U 

1 VI~PlWvJL~~el'lJ~~ml1'U1'UU~~'ll1m 100 ~'U "lleJ\IU~~LVIPI1'VIElelEJL'Uel'U~'U~'U"Ila\11~n el1lilnaTl1~ 
'U 

--h L U'UelVI~1n1~L~'U 1~LL~~LL W~'H~1EJ"t..a\I'U~n1~ 1 'UU~~L 'VIfil1 'VIEJ~ LnV~~'Ua~1\1~1VIL ~1 ~lil1~UJ1lil1 n 

~ 1'U 1'U ~~ \lVI ~ dj EJ'U1.g'U~f11~ 1 VI~PlWvl L~ ~ a'U ~ ij G1 VI 1.'11 'U ~1'U 1'U ~~\I 'VI~ L U EJ 'LI1iu ~n 1 ~ 
'U 'U 

1'VI~PlWvJL~~eJ'U~~a~1'U1'UU~~'ll1ni 100 l'l'U (Mobile Penetration Rate) U'U~\ILL~tl 2545 

~ijLVfEJ\1 27.52 ~a~1'U1'UU~~'ll1m 100 ~'U lil'Lim~..t\lii\1 123.53 ~a~1'U1'UU~~'ll1m 100 l'l'U 

1 'UU 2558 ~"ijG1V~i.'11'U~G1\I~'Ua~1\l~m~eJ\I ~a 1~11 LU'U~11lJLL 'Vl~"H~1EJ"I!a\lu~m~ 1 'VI~Pi'wviLR~a'U~ 
'U 

~?l\lf111~~~'U~1L1l~EJ"IleJ\11~n~1EJ~1~1lJ"Ii'alJ~n1~tJ~~lJ1UJn1~"1Ja\l ITU ~\l.f11W~ 1.1 
'U 'U 

160 
140 
120 
100 
80 
60 
40 
20 
0 

CIS 

Mobile-celluar subscriptions per 100 
inhabitants 2015 

108.21 108.1 96.78 91.62 

Thailand Europe Arab State The World Asia & 
Amerioas Pacito 

Africa 

.d 
.f11W'VI 1.1 L tnEJ'ULiiiEJ1JU'in1~ 1 'VI~flw..f Ll'l~eJ'U~"t..eJ-!11 'VI EJ L 'UL 1m~n 

~~1: G'f1Uf1\11'UI'lW~m~lJn1~FhJn1~n1~"il1EJL~El.:! fl"iln1~b 'VI~~fil'l1LL~~ 

fl"iln1~bVI~~lJ'U11'llJLL~\I"ll1~ (2558) 

~n n.n 1W ~ 1.1 LL?I VI '11 ~ L ~'U11 Ll1m tJ~ EJ 'U L Vi EJ'U ~ 1 'U 1 'U G1 VI i.'11'U ~~\I 'VI~ L U EJ 'U 1.gu ~ n1 ~ 
'U 

1 'VI~~WvlLI'l~a'U~~eJ~1'U1'UU~~'ll1n1 100 l'l'U "lla\ltJ~~L'VIfil1 'VIElfl'IJ~1\IU~~L'VlfiiLL~1 G1V~i.'11'U'<iJ1'U1'U 

~~\I'Vl~LUEJ'U Hu1m~ 1 'VI~Pi'wviLR~a'U~~mh~"ll1m"l!a'ltJ~~L 'VI fill 'VImm"l 'U~~~u~?~\IL U'UeJ'U~'IJ~'U 1 
'U 'U 'U 

LL ~ eJ \1 ~ 1 n 11 n a lJ tJ ~ ~ L 'VI fi1 L l'l ~ eJ i' ;i Lam 1 "11 tJ 'j ~ n a 'IJ ~ 1 EJ el1 i LlJ L ij EJ eJ 1 L '11 a it '1J lil1 'U L 'IJ ~ 1 ~?I 
' ~ ' 

fl1sB'R?~m'LI Mn'll?~m'LI lJeJ~1m1 i'?~L~EJ 'V11~n?~m'U EJLI'l'j'IJ LL~~eJ'liLun?~m'LI (Commonwealth 
'U ' 

of Independent States: CIS) LL~~~'ln111'LI'VIlU~htJ m"Hi''IJLL~~mlJ1m LL~~tl 2558 ~1LU~El 
"lleJ\11~ neJ~~\J'j~mw 96.78 ~\1~1a'V~i.'11'U"IleJ\1~1'U1'U~~'~'VI~L UEJ'LI1.gu1m'j 1 'VJ'j~'WvJLI'l~eJ'U~~eJ 

'U 'U 
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"ii1'LI1'Lith~"l11m"lla~tl':i~L 'VIPI1vm~~nciTJ ~~ni1tl':i~L 'VIPI~ilm':iw~ 'LI1 L 'VlflL 'LIL~ ~1 'LieJ'LI~tJ~'LI 1 

"lla~1~n 

:U1fi~.fl1'Wn1':iLL -u~en'U~~~'LI'll11 tlaLL 'LI1L UlJ"lle:J~eJ(;J':i1fi1tJ~n1':i~~{;J~~ i1fl11lJ'VI~1 n'VI~1f.l"lle:J~ 
" 

':itiLL'I.JtJn1':i1'"tJ~n1':i ~1tlflW.fl1'W~tle:JlJ~tJ1~ Vl~e:JVI:U'LicrlitJ~n1':i~1lJ1':imoff1fi~tJ~n1':i1~a~1~ 
" . " 
~~VI1 n o':in:UtJ~m':i 1 'Vl':i~'Wvl Lfl~ B'LI~ (Mobile Services) ~~ L U'LitJ~n1':i~1~~tJ fl11lJU tJlJ LLa ~ • 
LL 'W~'VImt~ ~~Ei~fl~ilLL 'LI1 1 ulJm':iL&ltJ 1V~L~lJ~'LIV~1lJci'1~uvl11l1'"ii1'LI1'Lim itJ~m':iL ~lJ~'Ua~1~~m ~a~ 

" 

111 'LI a'L11flV~"ii1'LI1'Licr a~'Vl~L iifl'LI1 itJ~m':i 1 'Vl':i~'Wvl Lfl~ a'LI ~ :u ~il m ':i 1 itJ ~m':i tV~ fl Lu~ fltl':i~lJ1 ru 
" 

2 L~"ll'VIlJ1tJ~e:JmitJ~n1':i 1 ':i1f.l B~1~hnV~1lJ 'V11n~:U1':iW1oUBlJ~VI~1VI tJ~n1':iL'Vl':i~'WvlLfl~e:J'LI~ 
" " 

LL~1 'WtJ':h 1'LIL"lJ{;J~'LI~V~1lJ.nijmflEi~fl~mam~1 'Lin1':i"lltl1 tJ;)1'LI~ nA'1m itJ~m':i 1~Bnmn ~~.n1'W~ 

1.2 

"' r 
ri 
::;;: 
~ 

~ 
;f 
(""" 
;f 
r 

•c;> 
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120 

-v:;;:: 100 
;f 
COl 

-~(1:0 80 (i: 

~~ 

~ 60 
if" 
:;;:: 40 
~ 

20 

0 
2554 

\1 cQ 'U 'U 

2555 2556 2557 2558 2559 2560 

B!llill ~1U~U~II~VJ:;Lijuu1ilui-rmtfml'Yl~Uf::~1~ (ihULII'II\UJ1U) 

---~1U~U~II~VJ::LuuulliljimrLml'l'Yl~U1::~1~flitJtlmnm 100 I'IU 

177.99% 
200% 
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2561 2562 

.n1w~ 1.2 n1':ifl1flfl1'mlmn1 ulJ~TU1'U~a.:J'Vl ~L ihru 1 iitJ~n1'a1 'Vl':iAwvl Lfl~eru~ 
'II 

.,; 
'VllJ1: &1TUn.:J1'LiflW~n':i':ilJn1':in:Umln':i~:U1m~tJ\l n:u n1':i L 'Vl'a7JPitJLL~~n:Un1':i 

L'VJ)fllJ'U1fllJLLvi\l'!l1&1 (2558) 

~1'VI-rtJVI~1VItJ~n11 L 'Vl1~'W'ViLfl~e:J'Liil11tl 1~:u1 nm1 1l1tJ~tl11 L 'Vl'l~'WViLfl~B'U~Ltl~ t!~ma-u 

'VIlJ1tJ~m~a'U (Average Revenue Per Unit: ARPU) ~LU'ULL'U1 LUlJfia'Wi1\l'Vl1\lvl1 LLa~m1~V~a1V~ 
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u~n1~ 1 'VJ~~'Wvl Lfl~ a 'U~ ~~ L~1.J 1t>~ a Ei1~ a1'U 1 vrru 1J1';ij1 n n1~ 1ifu ~ n1~B'U L 'VI aiL il t'l ~1 'U 'VI 1~ 
\1 ., 

1 'VI~f'i''WvlLfl~a'U~~~:ij1'U1'UL ~:wmn~'U ~~ Ltl'Un1~"11~ L "'IEJ~1EJ 1~';ij1n1.J~n1~'VJ1~ L~EJ~~ij LL 'U11 U:W"~"~ 
aEi1~~m~a~LL":ntl'ULL'U11 ti:w'VJ1~L~EJ1~Ln~~'Uvi'11"n 'Uan';ij1nd LL'U11ti:w1'Utl 2559 n~n';iju~m~ • 
1 'VI~f'i'-wviLfl~a'U~ijLL 'U11 ti:w~';ij~ijm~"~'VI'ULLm~L tl~ 1 ~u~m~ 4G 1.J'Ufl~'Ufl11:W~i'VIm~:wvr~amJLL~ . ' 
5G 1 'Ua'U1flt>~eJ'U1ml' LL"~m~~~~~~fl~'Ufl11:w~i'VIEJ 1vr~mn~'U • 

aEi1~ hnt>~1:w~1'1! ni"'!1 n1~LL" ~~~ m~'VI~'W EJ1 n~ 1 'VI~fl:W'U 1fl:w ~1'1! m1'U n~'VI"'f. (2558) 

1~~1 ~ L oH'U 5~ 1fl~~~~1~ t>1 "1 ~u ~m~ 1 'VI~~-wvl Lfl~ a'U~ djaW';ij1 ~ru11 'Ufl1'W~1:W'lla~t>~" 1~u~m ~ 
1'VI~f'i'-wviLfl~a'U~vY~vr:w~ mi:wu~,;'VI AIS ma~a1'ULLU~t>~"1~~~~~~~aEJ"~ 45.56 vr~mh~:w1ru 

• \1 • 

37.84 ~1'UL"'llVI:W1EJ el'U~U~~m n~:wu~,;''VJ DTAC i1a1'ULLU~t'l"1~~~aEJ"~ 29.56 vr~m.h~mru 
' 

II U CL1 cJ I Q 0,1 .c:::rl I I .Jv 4 

24.55 "1'UL"'llVI:W1EJ a'U~1.J'V1~1:W n":wu~~'VI TRUEMOVE H :W~1'ULLmt>~"1~'VJ~aEJ"~ 22.14 Vl~a • 
'lh~mru 18.39 ~1'UL"'ll'VI:W1EJ L'U'llru~~~~u~m~~1EJ~'U ,1~LLn u:w';ij. n~'VI. 1'VI~fl:W'U1fl:W (CAT) 

LL"~ 1.J:W';ij.maVi ~1:wnun~:wu~,;''VI Mobile Virtual Network Operator: MVNOs (3G) i1~1'ULLU~ .. . 
t>~"1~~1:wn'U'll~~:w1ru~av"~ 2.74 vr~a'll~~:w1ru 2.27 ~1'UL"'ll'VI:W1EJ Lvh'I!'U ~~m-wVi 1.3 

. 

•TOT/MVNOs 

•CAT 

111 True Mobile 

• DTAC 

•AIS 

Vi:w1: PI'U~offa:w"LL"~i~mP!~~;ifl';ij b 'VI1fl:W'U1f"l:W ~1Uni"'f1n11LL"~~~n11 
\1 \1 .. 



5 

LL'VI'U~::I"l~'U'VIn~hu ~.:Jul'inr~E.J'VIG~Tum~'U~vn~r~n~1~11~UGvit.Ua~1.:JLLr~::~m~nwJ111~11wu6nu 
' ' 'IJ 

r~n~11 u~m~w::~na 1-Hdi~~r~rh 1 ~ ur~::L uum~a~1.:Jm111~11~u6u 'U'U~.:J~u 1~EJmPi'CJm~a.:J11B'U 
'IJ 

l"lWfh~L V!'UBni1RLL oU.:JoU'U~1E.Jm~ 1-Htb:: 1CJ'iiUL ~11~u 1 UG11EJV11"llB.:Jr~n~1 B~1.:J 1 ~f1mwiau~a.:Jrin~ 
' 'IJ 'IJ 

o~n~~::a~1.:JI"l1111~.:Jwa h 1-Hn'Ur~n~1~~!ila.:JL .Zh hl"l11111ii'mm~"llB.:Jr~nA'1L~EJnau (11~ril ~u~b.:JI'I 
.. ,. \I 'I 

11W'il LLG'Itl"lWt, 2552) nr~~'VIG~1'Un1~VIG'I1~ ~1~~V!JlWsvl (Product) ~.:JffioHL~Bfl'VIG'11fl'VIG'I1CJvt.:J 
Ll"l~B.:JG'I floU1 E.JLLG'It«i. oH'U~fl1~ 1 'VI~Pl'V'Ivl Ll"l~B'U~ ii fl1~'U~fl1~'VI~.:Jfl1~"ll1EJ~ ~ ~1'U~11"11 (Price) 

'IJ 'IJ 

m~ri~G'I.:JB~1.:JI'iBL ~B.:J1111~EJVIG'IB~ 1 'U.f11'V'I~111 iim~"llEl1E.J"IiB.:J'VI1.:Jn1~~~-;j1'VI1.hEJ (Place) L ~11~'U 

~1111 tlfi.:Jm~vi11L~u"ii1u1u111n 1 t11 um~a.:J LG1~11m~V~ r~1~ (Promotion) m~ 1-Hwu n.:J1'U'VI nl"luii 
' ' 

'U'VI'U1'VIL u m~ 1-H'U~m~LLn~ nA'1 (People) m~'I11~'UVIB'U~ L 'VI111tG111 n'U m~ 1-H'U~m~ (Physical 

evidence and Presentation) ~.:JL'VIGhtluan~::a::Vfau1-HL~'Ufi.:J~t~'Un1~LL oU.:JoU'U~~'ULL ~.:JLL~11 'U 
' 

BflLL~1111'VI~.:JeJ.:JG1tVJB'U 1-HL~'Ufi.:JLL 'U11 U11"lJB.:JBUG1.:Jr1~iiam1 m~L~'U 1V~~~Bn~1 EJ 1 'UB'U11"1Vl~m if 
' , 'IJ 

'U~fl1~ 1 'VI~Pl'V'IvlLI"l~B'U~'VI~B mi11L iJ1'VI111EJ ~.:Jii~'VIG~~t L~ B n 1 oUL 'VI~Pl'V'Ivl Ll"l~B'U~ fl'U111 n~u 
' 

~'U~1ill"l'VI~mrl. -if'U~m~n ~ t111 L~B mrl. oH'U~ n1~~tJ ~tvl'U h'VI~B 1l1'U~n1~~~~G1 ~ LLG'I ::eri. l1u~n1~LLI'i 
'U 'IJ \1 , \1 

r~::~1EJ!ila.:Jiinr~EJ'VIG'VI~BEJ'VIo1ii~~:: 1 ti11ti11 ~.:J h 1l1~~1 -ifu~m~ 1 'VI~Pi'wvl Ll"l~m.t~-H'u1111 -if'U~m~ 
• , '\J 'IJ 

"llB.:JVI'U 'UBfl~1ntl m~'l11 nr~ E.J'VIGL ~B~~::!il B.:J~fl'l~1;i1'UG'Ifl~1 Ln1~B~fl'UVI'ULB.:J111'U1'U 111 Ll1 L tJ ~ CJ'U 1 tJ 
, ""' 'U \1 

1 -if'U~n1~"lleJ.:Jeri. l1u~n1~~1EJ~'U LLG'ItG1~1.:J;i1'UG'I nA'11 'VI~L ~elL ~11EleJ~"ll1El LLG'ItG1~1.:JI"ld111~.:J'V'IeJ h 
'IJ ~ 'IJ 

a.:Ja~~~::'I11111~.:JI"l1111~.:J~n.tln~wnuo~n~ 
'IJ ' , 

~.:J'VI1~a'Ur~~1'iloTilL uu~.:J'VIl'~m 'VIru't unci11~.:J'VIl~Ba1uV~auci1.:J iitl~::'il1n~ 1,857,429 l"l'U 
' ~ ' 

L uu~.:J'VIi'~iim~L~'U 1V~B~1.:JI'im~a.:J ~.:JLnV~1~~1nm~"llCJ1 CJ"ll eJ.:J~1 Liia.:J~111n~u Bnvt.:J~.:Jiio~n~ 
' 

Bn111n111EJ m~~~l'ia~aa1~~.:JL iJu~.:JGi1~ruB~1.:J111n1 um~-ff'ULfl~auo~n~ ~.:JLLI'i"llu1~ L~n~u 1 tlfi.:J 
~ ' 

"ll'U1~ 1 'VIru 'VI1n\;~1~W1olJell.JG'IVIG'11~'U'1m~1 'VI~Pl'V'IvlLfl~ eJ'U~LL~1 'V'I'Ui1 L 'UL "lJVI~'U~VI111iliJil1 fl EJ.:Jfl.:J 
~ 'IJ 'IJ 

ffiama1 um~"llm E.J;j1ur~nA'1m<ti'U'1m~ 1~Bn111 n ~1 CJ L 'VIV~tl~.:Ja.:J~r~t-Ho~n~ 1 'VI~I"l11U11"111Ln~ m~ 
""' \J \J • , 

1 'VI~I"l11U11"111~.:Jiii'B.:Jfi~ naCJ'VIo1 'VI1i i eJ~V~aeJ~ L 1m L ~al'ia~nuriLL "!i.:Joffu L ~a~~:: 1~1"l~B.:Jci1ULL u.:J 1 u 
, '\J 'IJ '\J 

VIG'I1~o~n~ 1 'VI~I"l111.J11"l:JJ1 m~:JJ1n~a~ na CJ'V1Gfl1~VIG'I1~ LLG'Itfl1~'U~'VI11~11WUG~iit:.J a vi eJI"ld111~.:J , , , 
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tJ ~~~'VIBfl1'Yi:J.J1n~.:J:fflJ L ~a 1 ~~a~ fl~a.:J tl'U l'l111J~ a.:Jn1~"lla.:JG'l nf'11 LLG'l ~L ~avi1LoHGl nf'11vi1-&'tJ~ m~ 
~ ~ 

t 'VI~~'YivJLfl~auvh~~'Ufll1:J.JoW.:J'Yia Lli!~.:J~~~a 1 tJ 
~ . 

nG'l ~'V1Gn1~l91m ~ LLG'l~fl1~'U~t11~Gl ni'11~:J.J..,lJG~~~ Gl~ am1:wVi.:J'Via Lli!"lla.:JG'l n1'11vtl-&'!i!1J~'ll~m~ 
, 'U \1 'U 

t 'VI~~'Yivl Lfl~auvtl lJL "l!l91:il'.:JWJ~a'UG'l~1"1161U vl1L m~~:w:w&i~11J m~i:il~~.:jd 
• 4 

1.3 .1 u lil :il ~ rid lJ 'lJ fl fl Gl ~ LL l91 n ~ 1-:J n lJ ii ~ Gl ~ a fl d 11J Vi -1 Vi a Llil "lJ a -1 Gl n 1'11 ~ 1-&' !i!lJ ~ 'lJ ~ n 1 ~ ' ~ ~ 

L 'VI~~'YivlLfl~alJ~~1.:J fllJ 

1.3.2 u li!:il'~ ri11J tJ fl fl Gl u ~ :il~ nG'l ~ 'VIGfl1 ~l'l Gl1l91 LLG'l~U li!:il'~ m~tJ~t11~Gl n 1'11 ~:J.J~lJ 5 . . ~ 

1-&'!i!lJ~'ll~m~ t 'VI~~m.J Lfl~alJvh lJ:il'-1w)~atJG'l~1"llo1il" fl#-1d ~Gl"l!a-!lm~i:il'~li!~tia 1 ~Lfi~ tJ~~ 1~"11'11 
~ ' 
" "" "" ~.:jlJ 
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\ila-3nT~"lleJ-3~m~h ~111~-3L~m1~'U1~TU~1-3 rlwihh~~'V!Gm'Vl 
1.4.3 1-&'LU'U;:i1'UeUeJ1l~L'Um~Pimn1wLLri~~i.'f'UhPimn u11tlth:wnl'l1ii.'Um~1~e.~1'Ufl~-3 

dol '\1 '\1 , 

J/ 
1.5.1 "lleJtJL"lll'l"lleJ-3L'UeJ'V11 

m~i~e.~ 1 'Ufl~-3il'L U'Um~Pi n'l!n n~ e.J'Vl~'Vll-3 m~l'l~1vt LL~ ~m~u~vr1~~ nA'1«11~'U~~iit:.~~ 
' v 

~eJfi1111Vi-3'VleJ h"lla-3~nA'1~1 -&'P!'Uvu~m~ t 'Vl~l'i''Vlvi Lfl~ eJ'U~1 'U~-3vr-3'vtau~~1"lltnu 1 'U L "lll'l~-3vr-3' vt 
v v ' 

1.5.2 u~~"l!1mmm'Um~1~e.~ 

tl~~"1!1mm m 'Un1~l~e.Jfi~-3.Q ~a ~nA'Tvtl offPI'UVtJ~nl~L 'Vl~l'i''VlvlLfl~eJ'U~ 1 'UL "lll'l~-3'VI-3'vt 
v v 

au~~1"1!o1U~-3'VI1lvt 1,857,429 fi'U (~111: ~~uua~~vmm~'Vl~LUe.J'UU 2558) 
' 

-;;l1'U"J'U 400 ~1e.1 tl~~nauJi'"Je.J (1) AIS 132 fi'U (2) DTAC 144 fi'U (3) TRUEMOVE H 124 fi'U 

1.5.4 ~"JLLu~mm'Um~Pim~nA''Ufl11 

1.5.4.1 ~"JLLU~~i.'f~~ 

1) D":il~e.J,h'UtJflfl~ 1Ji'LLri L'Vlfil e11e.1 m~'Vl ~~~um~Pim:t1 ~1e.~1Ji'Lo~e.~ . ' 

(People) Ji'1'Ui.'fJl1't'ILL"Jvt~e:J1l'Vl1-3n1e.JJl1'Vl (Physical Evidence) Ji'1'Um~tJ"J'Ufl1~tJ~n1~ (Process) 

3) {1 ":il ~ eJ Ji' 1'U nl~tJ ~'VI1~~ nA'1«11~'U ~1Ji' LLO n1~i.'f~1-3;j1'1JeUe:J2J ~ nl~ 1 off 
v "' v 

( 1) Ji' 1 'U ~~tJ tJ fl1~1 w tJ~ fl1 ~ (2)Ji' 1 'U fl ~~tJ"J 'U n 1 ~1 w tJ~ fl1~ (3) Ji' 1'U L-.5' 1'VIii 1 ~ m ,:{ tJ~fl1 ~ 
v 
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1.6 n1~if3J~·:mth.:J 

nT~~n'l!t11~f.lf'l~~il1-dnTHnu u. uu&HJu mSJ hw1-d1thh.J~1 a~1~ LL uu1-df'l11:wth~~ L tl'IJ , 
(Probability Sampling) 

fl1'H'i:W~18~1~1-d1thL 'U'U LL u~~'IJ.nii (Stratifiedsamplino) L U'IJ fl1'H1:W~18~ 1~ hw LLf.l n 
, '\J ::, , 

'\.J';i~'ll1 maam U'IJn~:w j 'V!~a LL u~L U'IJ~'IJ.nii ria'IJ 1~w'VI'u1 f.IU';i~'111m 1 'IJLL~~~~'IJ.nii~dl~n'l!tru~ , ~ ~ 

L'VIiia'Wfi''IJ (Homogeneous) LL,;l1~:wa~1~~1f.IL~a1m~"ii'1'1J1'1Jn~:w~1a~1~(;11:1.J~~"h'IJ"118~"1l'IJ1~ 

n~:w~1a~1~LL~~m~:w'\.J';i~'111m 1~f.l~i11CJ1'Wn~:w~~ii~mH.l.l~f'l,;l1f.lf'l~~ti'IJ LL~~1~n~:wti'IJ~~ii , , , , 

... ... ~ 

1. 7 'IJf.l13Jfl'W'VILil'W1:: 

fii'IJ~'U~n1';i 1 'VI';i~"WviLf'l~a'IJ~ 'V!:I.J1f.lti~ fii'IJ~'U~m';i~ n.,lh~~ L U'IJ'VIU~ 1 'IJ"Iia~'VI1~m';i 1 ~u~m';i 
~ ~ ~ 

L ~a 1 ~~nA'11~~aum:w'VI~atJ~n~nuqJ'VI1~1'1J~1~ i L~f.l1nuu~m';i~1'1J 1 VJ';i~"WviLf'l~a'IJ~ 11:wvY~ 
L U'IJLL'VI~~"ii'1'VI'I.h CJ 1 'VI1~'Wvl Lf'l~ 8'1J~ U1~ nau ~1 f.l3 ~1CJ en ~'U~n111 VI1~'Wvi Lf'l~ 8'1J~ 1~ LLri 

~ 

fl1CJ DTAC AIS LL~~ TRUEMOVE H 

~nA'1.ffi-&'PI'IJ~'U~n1';i 1 VJ';i~'WviLf'l~8'1J~ 'VI:I.J1Elfi~ ~~:1.111 -&'PI'IJ~'U~n1';i 1 Vl';i~'WviLf'l~a'IJ.ffi 'IJ~~'VIl~ 
'U 'U , 'U 

8'U~';i1'1ltlTUL'IJfl1f.l DTAC AIS LL~~ TRUEMOVE H vY~ilhl1~LU'IJ~nA'1~1-&'u~m11'VI';i~1CJL~CJ~ , ~ 

L -w CJ~a ~1~L~CJ1 u.~ eJ~11:1.JO~~ nA'1~1-du~fl11~1'1Ja'IJL\Pl a1L U\Pl ';i1:1.Jvr~~ nA'1~ LaU1:1.J1~8 Lf'l~a~ 
~ ~ 

1 VI1~'Wviiia~a LL~~'Yi1~';in1';i:I.J~1'1J~1~ j L-d'IJ n1';i'li1';i~fl1'U~n1';i n1';ii''U'U~n1';iL~f.l1 tl'U Lf'l~8~ 

(~~'1ia:1.J/i~fi1Lf'l~a~) LL~~L tJ~f.l'IJ'U~m';i/~'IJ i 
n~~VJGVJ1~n1';i(;l~1~'V!~a ~1'1JU';i~~:I.JVJ1~n1';i\Pl~1~'U~n1';i (Marketing Mix: 7P' s) 'V!:I.J1CJO~ 

Lf'l~a~iiaVJ1~ n11\Pl ~1 ~ ~11 a 1 'V!3J~~1:1.11';i~mu f'l:W 1~ ~1-da~ 1~c.J~:Wc.J~1'1J n'IJ L ~a (;I au~'IJ a~m 1:1.1 , 

'\.J';i:me:~u~ha 7 ~1'1J ~~d 
(1) ~1'1Jc.Ja\Plilrusr'i (Product) 'VI:W1CJO~ ~~~L~'IJeJ"U1CJ 1~ CJu';jfi~L ~eJ\PleJ'U~'IJe:~~m1:w"ii'1 L U'IJ'VI~eJ , 

f'l11:1.J~eJ~n1';i"Uel~~ n~1~:1.111 ifii'IJ~'U~n1';i 1 Vl';i~'WviLf'l~eJ'IJ~ 1 ~Lfi~f'l11:Wfi~'Wel h c.Ja\Pl.ti rusn~LG'l'IJeJ 
~ ~ 

"111CJ81~~~ii~1\Pl'IJ'VI~8 hlii~1\Pl'IJfll~ L"li'IJ LLYlmn~fi11 Vl';i/1 '\.J';i1:wi'IJ LL~d 'YI';i~'WviLf'l~eJ'IJ~ LU'IJ~'IJ 

(2) ~1'1J';i1f'l1 (Price) 'V!mafi~ "ii'1'1J1'1JL~'IJ'VI~eJ~~5'1J i ~iim1:w"ii'1LU'IJ~eJ~~1EJL~eJ1m~ 

c.Ja \PI il rusn'V!~el'U~ fl1';j'Vf~el f'IWfl11 'IJ ';iU"UeJ~ ~1 L~'IJ L U'IJ ~'IJ'YI'IJ"Uel~~ nA'1~:W11 iu~rn ';j 1 'YI';i~'Wvi Lf'l~ el'IJ ~ 
, 'U , 'U 
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(3) ~1'Un1'l..ij~-.5TVI'll1a (Place) 'V11J1E.Jil~ rhln'l'l1J~LMa"J"Ii'ewi'uu'l'lE.11n1PI~~LL"J~aa1J1'Um'l 

u1 L"uau~n1'l1 ~Lui~ n~1 ~~ih:.J~~am'l~'U~'lla~~fl~11 'UFl ru ~1 LLj;~ ~Fl ruth~ 1a"llu'lta~u~m'l~ v v ,. , , 

1 'VI'lf'i'WvlLFl~ e:J'U~ Fl"J11J"~~"J n1 'Ufl1'lL "li'1ii~PI'U~'U~fl1'l "1'lte:J~~ fl~1 Fl"J11J L fl E.J~'We:JLL~~Fl'la'U f0lj;l1J'lfe:J~ 
" " ' 

~uvh um'l 1 ~u~m'l'lta~Piu~u~m'l"1 LiJu~u 
" 

(4) ~1'Un1'lci~L"~1Jfl1'l~j;J1~ (Promotion) 'V11J1afi~ LiJuLR~a~nam'l~mn1L~a"~1~Fl"J11J 

fi~'We:J l:iJ~ai'i'U~1'VI~e:J'U~fl1'l'lla~j;~fl~1~lJ11-b'PI'U~'U~fl1'l 1 'VI'lf'i'WvlLFl~e:J'U~ t~ail1(;lmJ1~"'~R~LL:il~ 
" " . 

"li11"'1 1'VI~a-a' n~~ 1 ~Ln ~vJPI\J R~ LLj;J ~'W ~ ~m11Jfl1'l 1.n'u~m1 ij m'l 1 ~'liru1th~"ll1 ~1J'iuthh1 "'1 'lcJ1u ~a 
~1~ '1 L"liu 1'VI'lvi'Piu LLcJui11a1~'1.iru1mh~~m~m ijm'l1Jaui'i'VIGYhPiti~1'VI~'Un~1Jj;!fl~1L~a-B'n~~ I , v v 

fl1'l1J11 -Hu~m'l L tJu~u 

(5) ~1'U'U Fl~1 m (People) 'V11J1Vil~ Fl'U~ cJ1'Ufl1'l~~ L~anm'lc:l fle:J'U'l1J fl1'l~~h L ~a 1 ~ . " 

1 ~'U~fl1'lijFl"J11Jfl'l~~a~e:J~'U LU'U~'U 

(6) ~1'U".fl1'WLLJ~ae:J1J'VI1~mam'W (Physical Evidence) 'V11J1E.Jfi~ LU'Un1'l"'~1~LLj;J~U1L"''Ua 

~ fl'l.if:U~'V11~ fl1 CJ.fl1'W 1 ~tl'U~ fl~1 1~ E.J'WE.I1E.I11J"~1~Flrufl1'W 1~ V'l"J1J vY~'VI1~~1E.I fl1 E.l.fl1'W LLj;~~'ltJ LL 'U'U 
" . " 

fl1'l'U~n1'le:J~1~i~L~'U LU'U~'U 

(7) ~1'Ufl'l~'U"J'Ufl1'l'U~fl1'l (Process) 'VI1J1Vil~ n~m'llJ~LMa"J"Ii'a~nu'l~LUti'Ul5m'lLL~~~1'U 

~tJt)llii1 'U~1'Ufl11'U~fl11 ~U1L"uanu~n~1~m1 -Hu~m11 'VI'lf'i'WviLR~au~ L ~e:JlJe:J'Ufl111 ~u~m1 

a~1~~fl~B~ 11~L~1 LL~~v'h 1'\X~nA'1Ln~Fl11lJU1~vt'Uh 
" " 

vh fl1'lV!e:J'U"''Ue:J~~1'Ut:.J~(;!Jlf:Usn LLj;l~fl11'U~fl1'lcJ1'U"tie:J~'VJ1~~1~ 1 L ~a~~~v\'1 1 ~~fl~1 Ln~Fl111Jfi~ 

'Wah LLm~m11J~~~nfin~a~n'Uo1n~1~u1'U~"'~ U'l~fle:J'U~"Jtl 4 ~1'U vi'~d " , ' 
" ' 

(1) ~1'Ufl1'l"~1~~1u-ifa1J~j;lfl~1 'V11J1t.Jii-:~ m'l..ij'~vi'1~1u"li'e:J1Jj;l'lfa~j;lflA1LUa-:J!Pi'u L"liu ~a 
6.31 '\J 'U cQ '\J '\J 

~a~~~~~a 1~ L 'WPI e:J1tl HF11'U5"J'UL~aFl'la'UFl~lJ1 'Ufl111~'U~fl11 1"J1Jfi-:Jfl1')..ij~Lfl'U"Ii'a1Jj;!LMti"Jtl'U 
'U , , 'U 
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LUI'lLi{fl (Social Network) L~mthJ'Iia.:J'VI1.:J1'Um1~mn~ 

(3) ~1'Un11tl1'VI'U~ 1 ti1LLm:UL ~m'1~1.:Jfll1:U~:U~'Ui~ 'VI:U1tJii.:J n11LL u.:J LLtJ fl'VI~a:ij' ~~ nfh 
'U 

a a fl L U 'U fl ~ :U L ~a~ 1 tJ vi a fl1 1 'IJ ~ 'VI1 1 :ij' ~ fl1 1 vl 11 ~ f'1 'U ~ 'IJ ~ fl1 1 ~a .:J tl 1 VI 'U ~ i G tl fi U~ vi a~ fl fl1 
, 'U d.J 'U 

(4) ~1'Ufl11i'fl'l~J1~flfl1 'VI:U1tJii.:J fl11i'fl'l~1fll1:U~:Ui'Ui~fl'IJ~flfl1a~1.:Jvim~a.:J LL~~Lml<iJ 1~ 
'U 'U 

a~1.:J~~1L~:Ua L'li'U f'I'U~'IJ~n11"1 ijm1:Ua'IJ 1t111:u-B''U 1~LLrl~flfl1L~a.:J1'U1am~~Lf'l~vi1.:J 61 
" " I 

m1:u-ri.:Jvm 1-<u-na.:J~ nf11~1 oHf'I'U~'ll~fl11 1 'VI1~vrviLfl~a'U~ 'VI:U1 t~ii.:J m1:u~~n-na.:Jc:li''ll'll~fl11 
\1 'U 'U 'U 

"ii1flflUJ~:UUiJ~~I'lflW9l'V!~am1'1J~n11vh~i''llfll1:Uf11~'VIl.:J"llmc:fi''IJ'll~fl11'VI~a~flfl11~LLrl fll1:UYi.:J 
' 'U 'U 

vm t-<u 1 'U~1'U1~'1J'Um11~'ll~m1 ~1'Um~'Ul'Ufl11 1~'1J~m1 ~1'UL:ij1'VIU1~m ~'U~m1 L u'U~'U 
'U 

(i'VI tJ1 ~ 1'Uth1.:Jf'l, 2545) LL~ ~ fll1:UYi.:J'Vl a h-na.:J~ n f111~ t~i' ~ "ii 1 n f1 ru.n1'Vl'll ~n1 1 (i tJ ~:u'Vl~ 
'U ' 

'll1lti1~L~~~. 2547) ;.:J~1:U11mL~~.:J1~"i11flma'IJLL'Ulfll1:U~~"!Ja.:Jn11i:ij'tJfl~.:J.Q' 
"' 



-L'Wfll 

-mE.~ • .. 
-tn"IIW 

-')~~'lJfl1';jPifl'l~1 

-';i1EJ1~Lo~EJ~a 

II Q.J 0 I 

-~1'1Jfl1';j';(J~';(J1'VI'U1EJ 

-~1'Ufl1';iri-:!L"~l.lfl1';iV!a1~ 

II II 

-~1'U"-f11'WLL 'J~~tll.J'VI1-:Ifl1EJ .ll1'VI 

-~1'Ufl1~'U'J'lJfl1';j'lJ~fl1';j 

II II 

-fl1';j"';i1\1~1'U'lltll.J~ 
... \J 

-m';il otlL'VIrlL u1~~~L'VIl.l1~"l.l 

-fl1';irl1'VI'U~ L thLLfl1lJL ~a"~1\lrl'J1l.Jal.J~'Ufi 
"' II 

-fl1';j';jf1~1~f1rl1 
\J 

.., "' ... .J 
rl113JVH'Wtl L\l"'ltl-:l~nfn'VI 

1-tiu 'in 1 ') 1 vml-wvl Lfl ~ vuvi 

- ~1'U';i~'U'Ufl1';i 1l1u~fl1';j 

- ~1'Um~'ll'J'Ufl1') 1l1u~m';i 

- ~1uL:il1vrt!1~ml1u~m';i 
\J 

.J ~ ~u 
.n1owVJ 1.4 ma'l..lLL 'U1fl11l.lfl~n1':i1\la 

11 



d 
'U'VI'VI 2 

Yi~-wa h"'la~" nl'11~1-&' P~'tJ~u~m~ 1 'Vl~~-wvi Lfl~ atJ~1 'tJ :ij~vrl' ~ au"~1"115Tu ~~ nti11~~ nti11'1'lm11 ,. ,. , \1 

L ~mh-ii'alJ" 'Vl'J~~ LL"~~"~1'tJi:ijv~L~En-ii'a~ L ~a 1-a'LU'tJLL 'tJ'J'V11~ 1 'tJfl1~~n'li1~~d 
( 1) LL 'tJ'Jfl~ LL"~'Vl'J'li~L~EJ'Jfl\J'U:ij:ij'mbtJoyf1f1" 

' 
(2) LL'tJ'Jfl~LL"~'Vl'J'li~Liimnun"~'VlG'V11~fl11~m~ 

' 
(3) LL'tJ1fi~LL"~'Vl'J'li~Liimnum1u~'VI1~~nl'11a~~'tJ5 

( 4) LL'tJ'Jfl~LL"~'Vl'J'li~ L~Vdfl\Jf111~W~'Wa 1 :ij"'Ja~~nf'11 
(5) ~1tJi:ij'v~L~m-ffm 

.q ,q,d Q,/~Q,/· 
2.1 LL 'tJ1fi"LL":'Vlq'tt~Lf1El1f1Uu;J;Jmf1'tJ'Yf1f1" 

a~"~ :ij1~~~f1n" (2542: 38-39) n~1T;i1 "'n'liru~th~"111n1P~1a~{ ~1~fi~mv L'WPI n11~n'li1 , , .. .. 

11 v1~ LU'tJ~'tJ "'n~ru~~~n~11~f111~a'1~ru ~mr n m~~"1~L 'W~1~~'tJL~EJ'J~tJnu m.Ja~~ ... , 

(Demand) 1 'tJ~'Ji1'tJf'11vt~'VI"1El fl11L tJ~EJ'tJLL tJ"~'V11~tJ~~"U1n1!311a~{il ~\ ~'tJfi~fl11Lfl~ 1 'VIl-i LL" ~ 

~"1~~'tJfl:ij~'VI~~1tl'VI~a"~f111~a'1~~"~ 
2.1.1 mv (Aoe) L~a~:ij1f1~~~.tlrusn:ij~a1m1t~~auatJa~f111~~a~m1"1la~n~~~u~1flf1~~ 

, :::, , 'U 

mv~ LL~n~1~n'tJ '!Jnm1~m~i5~ 1 it11~ 1v"ll'l1:ij1nmv L U'tJ~'JLL tl1~1'tJtl1~"111n1P~1a~{~LL~n~1~n'tJ 
' ' 

' ... "' ' ... 
V1~"1~m~a1'tJ 'tJ'tJ 

2.1.2 L'WPI (Sex) LU'tJ~'JLLtl1~a'1~qJ1tJm1LLti~ci'J'tJfl11\0lm~L"Ii'tJn'tJ 'li'ntn1\0lm~~a~~n'li1~1 

· LL t11d mh~~auflau L 'W~1~ 1 'tJU:ij~u'tJd~'J LL tJ1~1'tJL 'WPI~fl11L tl~ EJ'tJLL tl"~ 1 'U'W'J~ m1~n11u~1n f1 

fl11L tJ~ EJ'tJLL tJ"~ ~~ f1~1'Jfl1:ij~a1 L 'VI\OJ:ij1f1fl1~~a\Ol~vl1~1'tJ~1 n~'tJ 
' 

2.1.3 "'n ~ru ~ f1 1au f1 -r1 (Marital Status) 1 'tJ a~ \01 :ij 'tJ fi ~il :ij :ij u 'tJ "'n 'liW ~ f1 1 au f1 -r1 L tJ 'tJ , 

L thV1mv~a1~ru "UB~m1 1-a'm1~'Wmm~'V11~fl11\0lm~m L~EJ\Ol"a~ LL"~~f111~a1~ru~~~'tJ 1 tJci'J'tJ ... ... 

i1tJI'i'1'VI~~LL"~er~a'tJ h 1 'tJfl11 'W:ij11W1"'n'liru~vn'ltl1~"111mP~1a~{ LL"~ Lf11~a~1'l~1'tJ~a~L~ v1-ffa~ 

nu~~~i1'tJh 1 'tJf)-r'JL~a'tJ L~a"!i'JEJ 1 'tJ fl11'W'\9lJU1f1"EJ'VlGVl1~fl1)\0lm~ 1 v1L 'VI~1~"'~ 
'U ' 
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2.1.4 ·na1~ fl11Plfl~t1 LL~~en~'W (Income Education and Occupation) LU'U~'JLL'I.h~ 

a1~ f\11 'Ufl1':ifl1':in1'VI'U ~~1'U"tlfl-:J ~~1 ~ 1~ avi"J 1 'IJ,j' fl fl1':i!Pl ~ 1~ ;,)~"'U h ~tJ ~lfl fl~iJPt11:U 1111 EJ 

LL~fl~1-:J1 ':in!Pl1:Ufl':ifltJfl-r1~ih1EJ 1~~1;,)~LU'U!Pl~1~~iJ"tJ'U1~ 1 vrqj Uqj'VI1a1~qJ1 'U fl11LL U-:J~1'U 

fl111'1~1~ 1~a~mnrusn':i1EJ 1~eJ~1-:J L~EJ1 n~eJ 11EJ 1~;,)~ L U'U~l~fl11i1'VI~fl hii1i11"111:U"1:U11(11 'Ufl11 

~1 EJ~'U ~11 'U"tJW~L~ ~n fl'Ufl11L~ eJ fl~fl~'U~1~ LL VJ;,)~-:Je.J1;,) ~eJLflWsn':i'IJ LL tJtJ fl11~11-:J~i 1'1 ':i"UEJ:U 
" 

Fhila:u en~-w m1Pi mn .,~., LLlJi111a 1~;,) ~ L tl'U~1 LL '1J1~1-tlu aa:u1 n 'I! n fl111'1~1~ ;,)~ 1a-:J Lnru 6f! 

11a 1~11:unu~·:1LL 'IJ':i~1'U'IJ':i~"ll1mP11"1'11vr~a~'U 1 L ~a 1-Hn1vr'U~ L u1vr:u1a~i~ L ;,)'U~-:J~'U 

;,)1flLL 'U1~~LL~ ~'VI(j'li~~1'UU;,) ~ El~1'U'4 flfl~oU1-:J~'U ~Plfl'li1~-:Ju11 'IJ1m 'Ufl11~-:Jfi11m:u1 'U 

LLtJtJ"e:JtJm:U1'UL~eJ-:Jfll1:ULL!Plfl~1-:J"tJeJ-:J'IJ':i~"ll1fl':i 1'UL~eJ-:J"tJeJ-:J L'WPI fl1EJ fl1~'W 11EJ1~ "m'Uil1'W LL~~ , 

2.2 u 'U'J~fl LLa:'VIq'li~ L~a·:u)mhu'IJ'i::a:w'V11~n1':ifla1 fltJ'in11 

2.2.1 fi'J12J'VI:J.J1V'lleJ~l;hut.l'i:a:J.J'VI1~m'ifla1fltJ'im'i 

McCarthy (1960; eJ1-:JB-:J;,)1fl Philip Kotler, 2009: 392-396.) :il'1LL'UflLfl~eJ-:JiJa-d 

e:JeJflLU'U 4 mj:u1vrqjj sg-:JL~anan~avr~-:Ji1 4Ps "tJe:J-:Jfl111'1~1~ 'IJ1~fleJtJ~1EJ ~~l'l.tirusfi (Product) 

111"11 (Price) 'lia-:J'V11-:Jfl11~~:6'1vr'l11mL~~fl11fli~;,)1EJ~'U~1 (Place) LL~~ fl11ri-:J L"~:Ufl111'1~1~ 

(Promotion) fl~~'VIGfl111'1~1~a1vr-ru~11htJ~fl11 (Marketing strategies for service firms) 

ril'U'IJ':i~":U'V11-:Jn111P1~1~ 4Ps 

Boom and Bitner (1981) n~11i1 fl~EJ'VIGfl111'1~1~a1vr-ruo1n;,]tJ~fl11 (Marketino , ' :;, 

strategies for service firms) ~a-:J1-H'm1:U"'Uhtiuu;,]...ij'EJ~1~'UL~:uan 3Ps L~e:~1-tltium11'1~1~ 

tJ~fl11 1~ufi fi'U (People) L'VI~fl1':iru'V11-:Jfl1Elil1'W (Physical evidence) LL~~fl1~tJ1'Ufl11 

(Process) 

Vi'liru ;,)-:J"fl!Pll~'U1 (2554) ~1'U'IJ1~":Ufl111'1~1~~a U;,]...ij'mL'IJ1t:1'U'V11-:Jfl111'1~1~~ 
' 

~u~vr11fl111'1"1~ L"'Ua 1-H LLn!Pl~1 ~ L i11vr:u1 a L ~mhu~ fl11:u~ e:~-:J m1'W~a:u~-:Ju1m1:uvm h"-:J "~:u1 
" " ' 
ril'l"1~ L U1'VI:U1EJ ~1'U'IJ1~":Ufl11!Plm~ L U'UU;,) ...ij mL 'IJ1c!'UL vr~ Tift -H"e:~~ PI~ e:J-:J tiu fl11 L 'IJ ~ EJ'U LL 'IJ ~-:J"tJ€1-:J 
" 

"~1m-:J L~e:J-:J1~1~ (2543: 29) 1~n~11i1 ril'UU1~":U'V11-:Jfl111Plm~ (Marketino Mix) ' , :;, 

~a a-:Jf'l'IJ1~ ne:~u~a1~ru 1 'Ufl11~1 Lil'U-:J1'Ufl111Plm~ L U'UU;,)~EJ~"1:w11(lflltJPt:u 1~ 1~ a~'U;)1'U"tJeJ-:J 
v ' ~ 

ril'UU1~":U'V11-:Jfl111'1~1~ ;,]~'IJ1~flfltJ~lEJ ~~l'l.tirusn (Product) 11m (Price) 'lia-:J'V11~fl11...ij~ 

:6'1vr'l11a (Place) LL~~fl11ri~L"~:Ufl111'1~1~ (Promotion) ':il:J.JL~ani1 4P' s LL~f11L U'U~l'U'IJ1~":u 
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'VI1..:Jfl1'Hil"'1~u1nT'.i ':il:::L~lll.nan 3P Hi'LLn ,;J1u'VI~Y~mm'4F~Fl"' (People) ,;J1u"'m~•ru:::mE.J.n1Y~ 

(Physical Evidence) LL"':::,;J1'lJfl".i:::U1'lJfl1".i (Process) 

Pi11".i".itu La~~~ti LL"':::F~ru::: (2546: 434) 1~1:H'm11l'V11l1E.J ~1uth:::a1J'VI1..:Jfl1".i~"'1~ 

~1'Vf~U~".iihu1fl1".i (SeNice Marketing Mix) i1LU'lJLFl~a..::~iieJ'VI1..::1fl1".i~"'1~al!E.JhnJ L~a1-&' 

VI flU au fl-.1 Fl111JVi..:Jl'l fl h"ll fl-.1 nall L 'ID'VIll 1 E.J L 11 L~fl fl~1'lJ'lh::: a1J'V11..::1 fl1".il'l"' 1 ~ .fl -;h 7P' s • 
Sli..::~th:::nau,;J1E.Jtb:::nau,;J1E.J (1) L:J~V~.fi'ru'fl (2) ".i1Fl1 (3) "lla..::~'V11..:Jfl1".i..ij~:ij'1VJ'Il1E.J (4) fl1".i~..:JLa11l 

fl1".i'll1fl (5) 'VI~'t'IE.J1fl".iUF!Fl"' (6) "fl'1~UJ:::fl1E.J.fl1't'l LL"'::: (7) m:::U1'lJfl1".i • 

(Marketing Mix: 7P's) 'VI1l1E.J~..:J LF!~a..::~iia'VI1..::1fl1".il'l"'1~'~al!E.J1mJ~a11J1".it1Fl1U~1l1,;J ~1-&'a~1..::1 

L:Ja1JL:Ja1'lJ tl'lJL ~fll'lflU a'lJeJ..::IFl111J~fl..::l fl1".iLL"':::a~1..::1Fl111JVi..:J't'lfl ha..::~a~ 1-H' flU fla1J L th'VI1l1 fJ 'VI~fl 
" ' . 

th:::nau,;J1E.J L:J~~.fi'ru'fl (Product) ".i1Fl1 (Price) "1im'VI1..::1fl1".i..ij~:ij'1VJ'!l1E.J (Place) LL"':::fl1".i~..:JLa11l 

fl1".i"!.l1fl (Promotion) 'VI~'t'lfl1fl".i'4Flfl"' (People) "m~ru:::fl1E.J.fl1't'l (Physical Evidence) LL"'::: 

fl".i:::U1'lJfl1".i(Proces~ 

2.2.2 LL'lJ1fittLL"'::'VI{}ti~ Lfi E.l1tlUGf 1W~6'11Jfl1':itta1~U1fl1':i 

Me Carthy (1990: 233-235; a 1..::1 a ..::1 ':i1 1 fl a tl ~".i fil~lJ 1..::1 Fl-.1, 2552) ~ 1 'lJ tl ".i::: a 1l 

fl1".ii'I"'1~~LU'lJ~~..ij'n1J1fl~a~1iu~a 4 P's 1,;JutiL:J~V~nru'fl (Product) 11m (Price) amu~ " . 
(Place) fl1".i~..::l La11l fl1".il'l "'1 ~ (Promotion) ~1'VI ~Uf:i".i fi ':i~U 1 fl1".i".itl LL uu 1 VJlJdw \9lJ 'lJ 1 ~'lJ ':il::: . " 

'VI~Y~m muF~Fl"'"n~ru:::m E.JmY~ LL"'::: m:::u1'lJfl1".i'U':il..ij'E.J~..:J 7 tl".i:::m".id':il::: L uuu':il..ij'E.J~a11J1".it11-&'L uu • 
VI" fl"!.lfl..::l5".in':ilU1fl1".il'i1..::1 ., LL"' :::VJ1fl5".ifi':il ~..::1 fla11"!.11~U':il..ij E.J'VI~-.1 1~ 1 tJ flfl1':il~..::IL:l"'~..::IF1111J~1 L ~':il'VI~eJ 

' I ' 

Fl111J~1JL'VI"'1"!Ja..::~5".in':il 1,;J ~..:~mY~~ 2.1 • 



ri1'Uc.J,uJm'lVJa1~~Lu'Vl1~L~1~~,nda·t.h1t11-tlnua.:Jrimq'ln~VI~.:J i fi~~~a.:Ji1m'l 

tlfuLti~~'UV1111~fi1'Ufi1'lrueJ1ViL~'U V1111ti~111UJ"lleJ.:J~ti~.:Jrl'l~~~L1a1~vl1fi1'lL~'UeJU~fi1'l'VI~.:J j 

a a n1 tl ~.:Jt!'U fl)~U1'Ufi1'l~~1.:J ri1'Uc.J~11fi1'lV1 a1~ n~~ L U'Un1'ltlfu L tl~ ~'Utl~..ij ~VI~eJeJ.:j rltl'l~ nau 1 ~ 
OJ ~ 0 ~ .J.. tiel tl iJ~ .J I I 

L Vl11 1 ~~11 f1 U ~ t11'U fi1 'lUI LLa ~rn 111 ~ 1 L 1J 'U "lleJ .:J V1 a 1 ~ 'VI11 fi1'l L a~ 'U LL a.:J LLa ~ L 'U 'VI LL 'U 'U eJ'U11 

a.:Jritl'l~nau"lla.:Jri1'Uc.J~11f11'lVJm~LLl'ia~~1m~i1m'l~1'1i'a"Un'Ua~u1.:JL'l1~.:Jhl~1111'ltt~~~vi'1m'l 
'IJ 

~~a'U h 1~ j L~~eJ1~~eJ.:Jrltl'l~f1eJUVI~.:J Lvhtf'U'UeJf1~1f1tf'Ua.:Jrltl'l~f1eJUVI~.:J j n~~fl.!lfl1111ci'1rlqj 
L fl~.:J~1-!l L 1a1V1~.:J j L vhtT'U~.:Jtf'UmeJ'U1tiLL 'U'U~ n1"'.:JeJG'U1~l'ia 1 tl~1mJ'U~'VI11~1'U fi11Vla1~ 1 ~ 

'IJ 'IJ 

~1m1tt n1V1'U~ri1 'Uti )~~11m1VJa1~~ L Vl111~ ~11 nuu1n~u ~m'l"lla.:JVl'ULm 1~ catl'\!1'1 P~~~1.:Jfl.:J, ' . 

2552) 

(1) c.J~ VJ.fi' rusv'i (Product) ~.:J~ L~'UeJ"ll1 ~ 1~ ~u1n~ L ~aVJaU~'UeJ.:Jfl1111'il1 L U'UVI~eJfl1111 , 

~ a.:J f11'l"lla.:Ja n~11 ~ Ln~ m111Vi.:J'Vla hc.J~ VJ.fi' rusv'i~ L~'U a"lJ1~ a1~~~l1~1VJ'UV1~a l~i1~1 VJ'U fi1~ 
'IJ 

c.J ~ VlJl ru svlVI~eJU~f11 1~.:Jtl1~ f1eJU L tl ~1 ~ a'U~ 1U ~ f11'lfl1111fl ~ ~fi1'U~ c.J~ VlJl UlsvlVI~eJU~ f11 )~eJ.:Ji1 

m'ltttl'l~ 1~"11ui1flrurh 1 'U~1~VJ1"lla.:Jan~1 
, 'IJ 

(2) 'l1fl1 (Price) 'il1'U1'UL~'UVI~a~.:J~'U i ~i1m111'il1LU'U~a.:J~1m~a1m~c.J~VJ.fi'rusv'i 

Vl~au~m 'l'VI~aflru rh 1 'U'ltl"lla.:J ~1 L~'UL U'U~'U'VI'U"lleJ.:Ja n ~1 ~u~ln fl~~ L tl~~u L Vi~u'l~VIl1.:J fl ru ~1"/JeJ.:J 
, 'U , 'U 'U 'I 

c.J~VJ.fi'rusv'iVI~au~m'lnu'l1fl1f1'1flru~1~.:Jn11'l1fl1~u~lnfln~~~~a'U1~~a~.:Jt!'U~"lJ1~~.:J~a.:Jf11i1.:J5.:J 
'I 'U 'U 'U 

khanitha
Rectangle

khanitha
Rectangle

khanitha
Rectangle
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(3) 'lia'I'VI1'1fl11i~"ihvru1EJ (Place) L tlun"iim1l.l~'I'Vh 1-Hc.J~~.ti'rusrh U'U~'VI1~1 EJG1Tvr-ru 

~ flrl1L~m 'lJ1~eJ'Ifl11~eJ hii1L~eJ 1~LL~~~1 'VI'Utl{;l1l.J'I1'U 1 u'lia'I'VI1'1fl11i~:il1'VIU1 EJ~'Ith~ fleJ'U~l E1 
" ·~ v Ct. I V II c:::t. 0 I 0 olll:liiiiU I 0 I .c::l 

fn1l.JG'I~m fl'lleJ'I fl1){;1~ {;leJ fl'U~ flR1fl1W4"ii110J1 {;11 LL 'VI'U'I'VI1 L~'VJ{;l'l'lJeJ'I LL 'VI~'I"ii 1'VI'U 1 EI'U eJfl"ii 1 fl'U 
" 

eJ'II'ith~ fleJ'U LG'I~l.J 1 'U L~eJ'I'lJ eJ'I fl11G'IU'UG'I'U 'U LL~ ~ fl1) fl )~"i) 1 El ~l aurl'1 ReJ n"iJ fl))l.J~ L~EJlif eJ'I tl'U fl1) • 
LR~ eJ'Ufl1EJa'U rl1"ii1 fl~c.J ~ {;11 tJ eJ'I~'U~Lil R L ~a 1-HLn~ fl11U 1~G'I1'U'I1'ULL~ ~ 1-H Ln~~'U'VI 'U 1 'U fl11i ~ 

" " ' ' ' 0 I 0 .c:::l 

"i11'VI'U1EJ{;l1'VJG'I~ • 
( 4) fl11ci'ILG'I~l.lfl11{;1~1~ (Promotion) LU'ULR~B'Ii1Bfl11~eJG'I11L ~aG'I~1'1fn1l.JW'IV'leJ h 

l'iaaurl'1'VI~au~m1 1~v1 -ffL ~a"ii'l1 "ii 1-HLn~Rl1l.J~ a 'I m1 L ~m~a'UR11l.l:il11 uc.J~{;l.ti'rurn1~ EJ m~i1"i!di 
" 

a'VJ5vml'iaRl1l.J~a nRl1l.J L ~a LL~~-.ul~fl1)l.J m1~a m1~ ~l'i a~aa11m"ii 1 offV~u n'I1'U'll1 EJv'h fl11'll1 EJ 

fl11~~1'ia~aa11 1~ EJ 1l.l '1 iRu fl11~BG'I11U1~nau~l EJ m1ci'l LG'I~l.lfl11'll1 v~~'lci ~u~1Il R m 1n 1~~'U 
" 'U'U , 

'VI~aihEJ 1'¥l~ru1fl1){;1~1~~1u~aaLan'VI1ailm1 LL~~ m1'll1EJ'VI1'11 'VJ)Pl'Wvi 

(5) uRmm (People) fi'U~~1'Ufl11fl~L~Bflfl11~fleJ'U1l.lfl11"ii'11 "iiL ~a 1-Ha1l.l11f1G'I~1'1 . " 
fn1l.ln'IV'l a 1 "ii 1-H tl'U ~ fl rl11~ LL{;l nl'i1'1 L 'VIU a~ LL ~'1-ff'U'WU fl'I1'U ~ B'li1fn1l.IG'I Il1'W L~ EI'U ~a EJ G'l1l.l 11f1 

" " ' 
1-Hu~m1 1~mh'l1l~ L ~l m1Lm h lci~nrl'1u ~fl11L ~Ell.! 1 tJ~1 EJ~avtl.ILL~~Rl1l.l L tlu nuLa'l LLn~ nrl'1~ 

" " 

(6) fl11G'I~1'1LL~~111LG'I'UeJ~fl~ru~'V11'1fl1EJ.fl1'W (Physical Evidence) 51fl"ii'U~fl11 
' 

,)' 1'UTUUeJ Ell.J1 n~1lii1~ fl~OJ~'V11'1 fl1EI.fl1V'l'lleJ'I'U ~ fl11L if1l.J1 L~ EJl.zieJ'I~'IJ 'U cil'U tJ 1~ fleJ'U ~ L tJ 'U 

~ fl ~ru~ 'VI1'1 fl1 E1 Il1V'l ~ tJ 11 fl n eJ ~ U 1-3 n ~~ij c.J ~ \1i eJ fl1 1 ~~au 1 ~ 'lJ eJ'I~ fl rl1 'VI~ eJ m -ffu ~ fl1 1 L 'li 'U 1"\' 1l 1 
~ 'U 'U 'U 

' QJ' ~ cf Sl I IIU .::::1 I 

~ fl ~ru ~'VI1'1 fl1 EJ.fl1'W'VIl.J1 EJ f1'1 flll1l.J1ll.Jf1-:J G'l Il1V'l LL l ~~ell.! L "ll'U fl1 1"ii ~G'I f1 1'U 'VI fn 1l.J G'l~eJ 1 ~ LLG'I 'I G'll1-:J 

~tJLL'U'U~1'U~'IeJ1'UlEJflll1l.IG'I~mnLtl'U~'U 

(7) m~'Ul'U fl11 (Process) 1 'Ufl~l.l51n~'U~fl11fl1~'Ul'Ufl11 1 'Ufl11ci.:Jl.JeJ'U'U ~n11i1 
' ' 

flll1l.JG11 ~ru L 'li'UL~ Ell tl'U L~eJ.:J'VI-rV'IEI1fl1'Ufllfll~ LLlJi1rn oH'U~fl11"ii~i1flll1l.JG'I'U 1"iJ ~ LL~~ flrl1eJV1'1~ fl1~ 
'U , 'U 'U 'U 

G'l1l.J1)f) LLflU t1J'V11 ~ fl rl11~~-:J'VIl.J~L'Ii'U fl1)"i)eJ.:JR'J)~'U'U fl1)'1.J~fl1)~~fll)eJ'U fll~l.Jfi'I'U LEJ'U 1 EJ LL~ ~ 
" " ' 

fl1~'Ul'Ufl11~U1l.J11 -ff1~~'Ufl11 1 otlLR~a.:Jimn~ 1 'Ufl11 1-Hu~fl11L 'li'Ufl11-r'U-d'11~L~'U 

Pl~111ru LG'I~-r{;ILJ tJ~ru~nml1'U'Uvl LL~~P!Il1 LG'I~-r{;ILJ (2541: 337-339) 1~G'I1ULMEJltl'U 
" ' ' 

LL 'Ul fn1l.IR ~ fl~ EJ'VIBfl1 1{;1 ~1~ G1Tvr-rutnn "i1 fl11'U~fl11 (Market Mix) 1 it 'U m!.:J~a fl11'U~'V111 
' ' 

fl11{;lm~~R1'VI~l1~'U{;leJ'U1 'Ufl11~~auh~a (Buying Decision Process) LU'U~1~'U~'U{;leJ'U 1 'Ufl11 
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~~~i.lh~B"llB~~U~L.flfi'WU'"h ~U~LilfiC·hi.lm~U1i.lfl11 7 .rri.IIJlBi.l ~8o1fi"~1~U~fl11"~1-&'a1i.l " " , 
'\.h~~1.1fl111JlG'I1~ (Marketing Mix) 'H~B 7Ps ~~ih1EJG'I~LaEJ~~~~ahJil 

( 1) c.J~~J~.ti' rusii (Product) L uu~~~~~ua~m11.1~1 L uu LLG'I ~fi11:W~a~ n11"Ut:mJ111!tml'l 

~a~~~ ~"ll1 EJ~ a~:wau 1 ~LLriG'I n~1 LLG'I~G'I n~1 "~ 11'1~u c.J G'ltl1~ LEJ"llULLG'I ~fl ru fi1"ll a~c.J ~ ~J~n rusiiJu i 
'U 'U 'U , 

1~EJvi'11 tlLL~1c.J~~J~.ti'rusii mj~aam uu 2 ~ n'l!tru~ ~ac.J~IJl.ti' rusii~m" L uu~~~~ -.iju~ a~ 11'1 LLG'I~t:-J ~IJl.ti' rusii 

~-.ij u ~a~ hi11'11 ul'11u n11u ~ n111'11u~u L ~aJ u~ a-J1 L Ui.lc.J ~ ~J~.ti' ru sii~ -.iju ~a~ hl11'1 L ~a~" 1 n L tJ u 

t:-J~~J~.ti'rusii~a~1 i.11U"lleJ~U~fl11 (Service Product) fl11~"~~~1~fl111.1~i.l h LLG'I~vh 1 ~G'Ifl~1Ln~ 
" " " 

m 11.1~~'WeJ h 1 i.lfl1) 1-nu~m)Ji.lo) n"" ~~ eJ~~~1~ LLG'I ~'111 L~i.l eJ~~~ L Ui.l 1U5111.1L ~m Ui.l~ ru ~ fl'l!tru , " ... 
LL 'VIi.l fl11U ~ fl11m~~11.111()-.ij'U ~eJ~ 11'1 

(2) 111"'11 (Price) "H1.11Eifi~ flrufi1t:-J~~J~.ti'rusn'i.u1tl"Ua~~1L~i.l 11fi1LUi.l~i.I'VIi.l"lleJ~ (Cost) . " , 
"lleJ~G'Ifl~1 G'lfl~1"~Ltl~EJuLViEJu1~"Hl1~flrufi1 (Value) c.J~~J~.ti'rusiinu11fl1 (Price) t:-J~~J~.ti'rusiiJuti'1 " " , 
F~rufi1~~ n1111fl1 L "ll1"~~~~i.l h~a ~~Ju fl11rl1"Hi.l~ nG'I EI'VIGI'l1i.111fl1~eJ~ l'hi1~fi~flru fi1~~ L uu~~ 

, 'U , , 

~n1"Hi.I~:WG'Ifi11 i.lfl11LLG'I m tl~EJi.l~i.I~1"H~au~m1 1 i.11tl"Ua~ L~i.IIJ111 L uua1u~ Lfiv1 tiu15m 1rl1"Hi.l ~ 
" " 

t:-J~~J~.ti'rusiiJu ~i.IVJi.l~i.l~1 LLG'I~fi1 H~1EJ~Lfiv1-ila~ fl11LL ozi~-ll'i.ILLG'I~iJ"-.ij EJ~i.l i 
fl11~~11fl1 (Pricing) L Ui.l L 'VIf1Ufl~i.'i1~qj L 'W11~11fi1~~~Juiit:-J G'l~ eJ fl11~~ ~u1 "~a 

"lleJ~~u~1.n fl mL -il1fi~..,n~ m1:W"lleJ~G'I n~1"~ L uutl1~ LEJ"llua ~1~~~ 1 i.lfl11~~11fl1~i.l ~1 1~ EJtl n ~ 
" "I " 

n"m1"~~11.111(lfl1"Hi.l~11fl111'1"1n 3 15 ~~d~a ( 1) fl11rl1"Hi.1~11fi1L~EJ-w"1111"1fl~i.I'VIi.I"H~a~ , 

~1EJIJl1cJ~a (3) 15m1n1"Hi.lm1fl1"1flfl11LL"li~iu LLu~11'1 215~a n1"Hi.l~11fi11Jl1:WfiLL"li~LLG'I~ 
" " 

0 cJCIIt. I I I 0 

fl1'Hi.l~11fi1'VIfl~11fiLL"ll~"~fl1'Hi.l~ 
" 

fl11~~11fl1eJ~1~ 1 1uan LWUeJ"1 nm1:wL -ii'1 h L~eJ~'Wq~m1:W"lleJ~~u~1.nfl LL~1 u1~fl#~ 
\9la~'l11 Lm L i11"H:w1 EJ"lleJ~61n":w1tl1~n au~1 v 1'11~iifi11:W"H:W1 mfiv1-ila~ nu11m ~a 1'1111:wG'!fi1 

' " 
LLG'I~el))()U)~ LEJ"llU 

:WG'Ifi1 (Value) ~eJ fl11~U~"1flG'Ifl~1 "1flfl11LU~EIULViEIU1~'Hl1~1'1UJil1'W"lleJ~~i.l~1 
'U 'U 'U , 

'H~au~m1nu11fl1~i.I~1Ju i <P1~111ru L~~~IJlti, 2543: 12o) 1~muum11~L~~tJ~:w1ru"Ua'l:wG'Ifi1 
" 

t:-J~~J~.ti'rusii L ~a"~ 1 "1 ~t:-J~~J~.ti' ru'fiLn~ fl11LLG'I n L tl~vu '11 n m 11Jlm~ 19lmwm m:w L~i.leJt:-J~ ~J~.ti'rusvl~"' n~1 
" " 

CJeJ:W~'U L~EJ1 ~ii:wG'Ifi1~'1fll111fi1LLG'I~'WCJ1 CJ11.1~~1~:WG'Ifi1 L~:W (Value added) i.'i1"H~Ut:-J~\>lnrusvl 
" " " 
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m'Hl'l.h~LEI"'!U (Utility) ~af'JW{;UJWi"lla-1~-111'1~-1'VIU-1~a11J1'HWltl'I.Ja'IJa-11"1111J~a-lm';i 

"lJa-11l'IJ'IiVLliLnl'll"l111JW-l'Vmh (i'i~T~';iW La~~~u. 2543: 121) • 
(3) "lia-l'VI1-lfl1';i~\11,)1'VI'U1EI (Place) ~1'1Jamu~1li'I.J~fl1';i1'1JaTULL';ifl f\a fl1';iL~afl 

vi1L~~~-1 (Location) "lJa-lu';iO~'I.J~m';iiil"l111J~1~ru1J1flLI'Imu'rl1~Li';iO~'I.J~flT;i~~'I.J~L.fll"l~a-1h.l~'I.J 
, QJ , '\J 

'I.J~fl1'j~1nm li'I.J~fl1'j 1 uamu~~m li'I.J~fl1'j~l'l11 L 'rl';i1~vi1 L~~~-1~ L~ am tluvi'1 n1'VI'IJI'I nci1J ~'I.J~L.nl"l 
, ,. 'I '\J 

~ ~ ~ L -ii11J 11li'I.J~fl1'j ~-1,ju a (11 u ~1-H'I.J ~n1 'j~ a -1 a 11J 1 'j(li"J 'ja 'I.J ~"~ ~ 1J~ u ~1 u fl1'j1-H 'I.J ~ n1 'j • 

"lia-1 'VI1-1 fl1 ';i~ 111 ,)' 1'VIU 1 EJ (Channels) fl1'j fl1'VI 'IJ 111 "11 a-l'VI1-1 fl1';i~ 111 ,)' 1 'VIU 1 EJ ~ a-11"\' TU-1 a -1 fll'l.h ~ n a 'I.J 

3 ri1'1J 1~ u.n ~ fl'liW~"lla-1 fl1':i'I.J~ fl1 ';i fl111J,j'1 L tl 'IJ 1 'IJ fl1';i 1-ff l"l'IJ fl ~1-11 'IJ fl1';i,J1'VIU 1 E1 LL~ ~ ~ fl ~ 1 
'U 

(4) fl1';iri-1La~1J'VI1-lfl1';i~~11'1 (Promotion) L tlu Ll"l~a-lila'VIU-1~iil"l111J~1~qj 1 'IJ fl1'j 

&il'l~a~aa1';iL~EJ1n'I.Joiia1J~'j~'Vf11-l~"ll1au.~~mlX'I.J~m'j LI'IEJi11~mh~a-lfilL~aLL,y-1~11a1'j 'VI~a-tln 
\I '\1 \1 , 

~-11-HLiii'IVi'f'lul"l&i LL~~'rln&in'j'j1Jfl1'jvJ\YI~u 1~L~an1-&''I.J~m'j LI'IEJil~1';iW1ii-11"1111JL 'V11J1~a1Jn'I.J~ n~1 
" "I " 

LI'IEILI"l~a-lilam m '1Jfl1'j~aa1'jfl1'j~~1\YI'I.J~fl1'j 1 '1Jfl1'jri-1La~1J'V11-lfl1'j~ml'lm~vi11~ 4 LL 'I.J'I.J~1EI n'IJ 

~-1 L~EJ n11 ri1u~a1Jfl1';iri-1 La~1J fl1'j~~11'1 (Promotion Mix) 'VI~m11'1J'I.h~a1J 1 'IJ fl1 ';i&il'l ~ a~aa1';i 

(Communication Mix) 'l..i';i~fla'I.J1'1..1~1EI 

(4.1) fl1';iL~'IiW1 (Advertising) LU'IJfl1':i&il'l~a~aa1';iLL'I.J'I.J11l'1-&''4~'~~"~~ LI'ICJ~1'1J~a 

~1-1 i LL~~~a'l..l51JJh1CJfl1'j~a-1LaEJFh 1-&'~1EJ1 '1Jfl1'j t~'liW1~~1u~a L "liu wu-1~al'lm~ 1vm t 'VJ'jVJf'liJ 
'U' • 

thCJ L~'liW1 fl1'jL~'IiW11'1Jh-l.fl1'rlCJ'IJ~~ ,~., 

(4.2) fl1';i"lJ1 CJ L\11 EJ1-&''rl11fl-11'1J (Personal Selling) L tlu fl1';i&i 111 ~ a~e:J a1';i'V11-1 ~ ';i -1 

LL 'I.J'I.J L~;aru'VI'U1';i~'VI11-l~"ll1EJU.~~~n~1~iith'IJ1~~eJ ~-1 L U'IJfl1'j"lJ1EJ 1111 CJ 1-&''rl'l1n-11'1J"ll1 CJ 
"' 'U 'U 

( 4.3) fl1 ';iri -1 La~1J fl1 ';i'tl1 CJ (Sales Promotion) L tl 'IJ Ll"l ~ eJ-lil eJ'VI ~ eJ ii ~ n ';i';i1J'VI1-1 

n1 'j~ ~ 1 111~ m~vi 1 fl1'jeJ ~ 1-1~ eJ L ~eJ-1 uam wu eJ ~ 1 n fl1';i"lJ1 CJ 1111 CJ 1-&''rl'l! fl-11'1J fl1':i t~'liru 1 LL~ ~ fl1'j 

'l..l':i~"'l1~1J~'IJ6~"1i1 CJ m~~'IJI"l111Jau 1 ~ lum'j 1-&''I.J~fl1':i"lleJ-1~ n~1 
• 'U 

(4.4) fl1';i'l..i';i~"'f1~miu6 (Publicity and Public Relation) LU'IJLL~'IJ-11'1Jfl1':i 

th LaueJa ~1-1 ~ m ~eJ-lL ~eJ-a'n~-1 nci1Ja1u1';iW~ 1-H Lii 1'11"1111J Rl'l L i1 'IJ'VI~eJVi'f'lu I"J&i~ ~ ~ eJeJ-1 f1 m~ ~ eJI'I~'IJ 
'U • 

a~1-l.fl1'rl~ fl'liuJLL~~I"l111JL -ii11 ~el'IJ~'j~'Vfl1-lli';in~n'I.J~ n ~1 nci1J 1111 nci1JV1U-1 
, 'U , 'I 

(5) '4~"~~'~~ (People) 'VI~eJ Yf1Jfl-11'1J (Employee) 'VI1l1CJii-1 '4~'~~'~~~vi1'VIU1~~'1.J~I'I"'leJ'I.J 

1 'IJfl1';i&il'l~mLa1-l'VI1~fl~1 fl1';iLa'IJeJ"lJ1EI L~elfl';i~~'IJ1li~fl~1 Lfii'II"J111J~-11 ~LL~~vli'I~'IJ h;eJ 
'U ' 'U 
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(6) ~~1'1LL~~U1L~'Ua~n~ru~'VJ1'1n1~.f11'W (Physical Evidence and Presentation) 

1~~'W~1~111~~1'1f!Ni11WL~~111l (Total Quality Management: TOM) 'VI~eJ~eJ'ILL~~'I1oHL~'U 

flru.n1W"llt~'lu~m11~~c..i1'Um11-&'VI~mn'U~l.la'IL~'U1~ L-d'U o1fi~ L1'1.n1ow~'UlJl{~moW'\Jll'U1~n'l!tru~ 
' ... ' 
'VI1'1n1~.f11'WLL~~1ULLUUn111-H'u~n11L~a~~1'1flflJ~11-H'nu~nl'l1 (Customer-value Proposition) 

v ' v 

11li1~~L U'U~1'Ufl111l~~m~ fl111111~ L ~11 'Um1-:il1V1ll1~ ti1 'VI~aflrutJ1~ 1~"lltJ~'U 
' 

(7) m~U1'Un11 (Process) LU'Un'<iln111l~L~~1-ffa'lnU1~Lu~u i6m1 LL~~'I1'U~tJ~u1i 

1 'U~1'Un11U~n11 ~U1L~'Uanu~nf11L ~81le!Un111-H'u~n118~1'1(ln~m 11~L ~1 LL~~v111-H'~nf11 Ln~ 
v " v 

fi1111U1~VJU 1 '<i1 

.J 
.f11'W'VI 2.2 7P's of Service Marketing 

~111: Kotler Phillip (2000) 

~1 nLL 'U1fi~ 'VIq'l!t~~L~~1-ffeJ'I flU n~~VJ6'VJ1'1 n11lJl~ 1~ ~1:5'm~'IL i1'Ui1 iJ '<il:5' ~~1'U 
tJ1~~11VJ1-m11lJlm~u~m1 7P' s tl'U~fl111lci'1~ru ~'lfi11L U'U 1-H'fl11l.lci'1~ru 1 'UL~eN"lla'I~1'UU1~~11 

v v 

'VI1'1n11lJl~1~u~m1 ~'IL tl'UiJ~:5'~~~11111(l'<il'l h 1-H~u~t.nfi~~~'U hL~an 1 ii'u~m1LL~~~~1'1fl111loW'I 
" v 

'We! L'<iJ 1-H' LLfl~U~L.n fl ~'ltl'U~1:5'~~'11~u1 LL 'U1fi~ n~ ~VJ5n11lJl ~ 1~ ci'1V11'Uo1n'<il n11U ~n11"ll8'1 
\.1 \J , , 



. 
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co"" .. "' ,. ( ) • I !'I ~ d ,. 
f'l11'f'H1J LG'f111'l'U LLm~f'IW:: 2541 111u1=:~n(;)b'Ufl11f'!n~1L1e:J~ "mW'VI1ln11(;)rt11'1 • • 

LLr~:: m1'll"i"H11rtn~h~l.l~'U5 ~iia'VIGVir~~afl11l.ln~Via 1 :u"IJa~r~mhvtl -fff'I'U~'U"im1 1 'VI1Pi'ViviLI'l~a'U~ 
~ ~ ~ 

Cillo c:~cl o,J c. flo,Jo,J~ 
2.3 U.'U1flfiLLrt::'VIq~~Lm.J1n'lln1":iU'ifl1":i~nfl1al.lw'Uti 

2.3.1 fi11Wl.l1EJ"l.la~m":i'll"im":i~nR'1amitJti (Customer Relationship Management CRM) 

nru'fl~ ~'U":il.l~ (2547: 117) 1m-H'P111l.l'Hl.l1~"lla~ fl1":i'll"i"H11rtnR'1~l.l~'U51TVIlJ1afi~ . ~ 

m":i'll"i"H1":ifl11l.l~l.l~'U5"l.la~r~nf'l1 LtltJm":iG'I1'U~l.l~tJ5n'l.lr~nf'l1a~1-:J~m~a~~l~m":iL~~'U-rL~mn'll 
~ ~ ~ 

l'i1rt nf'l1m1l.l~a~m":i LLrt=:Vin&im":il.l"lla.:Jrtnf'l11 'U'VI n~1'U:u1 n n11ii'\.J n~lJ~tJfin'll r~ nf'l1 vh1-H 
" .. , " .. d.J " 

a 1111'Hl'V111'llii'al.lrt rt n f'11 u.r~ ::'111ii'al.lrt L mh,! 'U1111 fl. 'U m1~ IJlJ 'U 1 ~'U f'l1 LLrt ::'U "1 n 11(;1 rt a 1'1 :Y'U 
~ ~ ~ 

~'U~(;) LL-:ij.:JL:Y'Ufl:Y (2548: 122) 1moHI'l11lJ'Hl.l1~"1Ja~ n11'll"i'H11rtnfl1~l.l~'Ufi11 
~ 

L U'U m::'lll'Ufl11 1 'Ufl11'll"i"H1":ifl11l.l~l.l~'U5n'l.lrt nf'l1a~1~~ a L ~ a.:J L~l.l~'U :u 1 nm1LL u.:Jr~ nf'l1 a am U'U 
~ ~ 

I c:::. II CLI CLI .JqQJ 1.1 I I odil I 4 Jl 

n~l.l 1 ur~::aamL 'll'll n:u n11lJG'f":i1-:JG'fl.lVi'Uo.fl1Vi'VII'I n'll~ nfl1 LLml::n~l.l"H1aLL(;)rt=:11~ L Viaa11~ 

iimatJa~~ (Offerinos) LLrt=:flru~1L~1! (Value Added) Lwua~LL"li.:J1tJ"'n~ru::~~.:Jcr~mLr~::cr"ll1~ 
::> 'I " '\J " 

1~-f'll'\.J":i::1u'ln1:u1nn:um":il.l (Double win Strategy) 

fl(;)&i ~"i~rtrt.n (2544: 3) mh1·h CRM ~al.l1:Y1n Customer Relationship 
' 

Management 'H~aG'f1111":im~~n11 fl11'll~'H1":i-31'U~nf'l1~l.l~'U5 \1111~5-:J n:um1l.l'VI1-:Jfl1":i(;)rt11'1Vi 

m::vi'1~artnf'l1 ~-381:Y :y:: L U'Urt nf'l1 cr'll ~1.n 1'1\-t~afi'Un rll-31 'U-da~'VI1-3 fl11~ l'l:ij 1'HU1 ~ LL~rt ::11 a a ~1~ 
~ ~ ~ 

~m ~a~ Ll'lmh 1-Hr~ nf'l1 Lnl'lfl11l.JL ii1 h iim'l'f'll-r~~(;)rt ai'I:Y'U-r~n"l!a'll'll"i,;'VILLrt::~'UR1 "H~am1 
• "' " '\J 

'll"im":i"lla.:J'll"i'li'VI ~.:Jif:u ::li-3 L'li''U~ n:u m111~aa11LL 'U'llaa.:J'VI1-3 t~'~ ~n:ul'lli.:J'H111~ L ~a m":i~IJli'U1 • • • 
fl11l.J ~l.J~'U 51:: 'Hl1~'ll~'li'VI n'U ~ n R 11-H'1~ 'f'll '\.J 1:: t~ "11 u ~ .:JG'f a~~ 1 ~ (Win-Win Strategy) 

L U'U":i::~::nr~1m1 

1'VI~1 ~'H'J'VI~11-:J (2546) hi1-H'm1l.l'VIl.l1~"1Ja~m":i'll"i'VI11~nf'l1~1l~'U5 'VI~a CRM 

,r'U l1'V1111 ~fi-3 fl1 ":iG'I -r1-3 fl11l.J ~l.J~ 'U 5 n'll"' n R1 LL~ ::cr ~m a fl1 a:u ::111 L tJ 'U ~ n R1 ~1 ~ fl1 1?1 -r1-3 fl11l.J 
~ ~ ~ 

L oll1 1:y 1 'UI'l11l.J~a.:Jfl11"llm~ nfl1LL~:: fl1":i(;) a'UG'f'Ua.:J~1'Ut:-J~(;J.tl Wovl LL~::fl1":i'll~fl1":i~1'U-da.:J'VI1~~1-3 1 

LL 'Ul'V11-:J CRM "lla.:J'll~~'VI~11 '\.J:u::iiflru"'n~ru::~LU'Un~~'VIfio":in:u 1 'U":i::~::mlLI'I~l.l.:J L U'U 1 '\.J~a'\.Ja.:Jr'i 
, 'I , , 'I 

"/Ja~~ nf'l1 fl11~ 1'1 fl1 ":i 1-H'm1l.lWa.:J fl11"1Ja.:J~ nR1 (;) ":i-3 n'll PI ru ~ 11 'U l'il (!.J ~ (;).n ru"fl~'111 L?f'U a ~a~ n R1 
'U 'U 'I " 



. . 
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i:JL 'VI,hiflil~t:lfltJ'UVifl 11U'U;i1'UoffeJ:Ua"IJH~eJ'Ifl f11'VI~eJU~'tiVJ L ~el 1m 'Uf11~l Lf'l~1~'1-1'V'In~m~:U"IJeJ'Iaf1~1 
,. "" 'U •I ,. 

1 um~ri1'VI'UfilLLa~'V'ImmwatlG1.:~f1 L ~au~vr1~-:5'1ilm~ 1'1iatlVJ1'U m~'V'Imm:uG1~1-:Jf'lrurh 1-Hnuan~1 , , , \1 

Frederick Newell & Loyalty COM (1999: 69) Hil-H'f'l11:U'VI:U1EJ"IleJ'If11~U~'VI1~~n~1 

~:u W'U 511 d] 'Una EJVIG1 'U f11 ~G1~1'1Vl Pl'U f'l ~'VI ~elf'l11:U"IJ eJ u ~ eJ el'l f1 n~ nu 'Vi ,r fl'I1'U LL~ a~ f'l 'U , 

-deJ'IVI1'1f11~~eJG11~LLa~a flfl1~ L U'U~a:U1lil1 nm ~L ~:uf'i' flE.I.tl1'V'I1 'U m~tl nu~'I1'U LLa~m~-r m~na flfl1 
OJ d.J OJ 

li!filtl~~G1'1fl~LL\:fli!~'l"llel'l CRM ~eJ f11~U~'VI1~Ltl~EJ'ULG1~:Url1~'1 'V'In~m~:U"IleJ'I~U~Lflf'l CRM LU'Ul1 , ., OJ 

a.:~f1mf'l1~lil~fi'uvr1 LLa~ 1-H'f'l11:UG1'U hi1anfi'1"1JeJ'If'lru 1-H'f'lrurhnu~'l11il:u1nni1lil~G1'U h~.:~11il~f'lru , . , . 

Stanley A Brown (2000: 112-114) 1~-H'f'l11:U'VI:U1EJ"IleJ'If11~U~'VI1~~n~1~:UW'UGH 

i1 L tluna~VJtfl um~LL ~'~-uum -H'f'l11:uG1u h~am1:u~mm~"lla.:~~u~1flf'l LLa~~G1:u~G11u15~1'~ 1 

1 um~L~~ruvr'IJ1nuan~1mEJ 1 'UeJ'Ifln~ m~u~vr1~a nfi'1~:u-KufiL tlum~tl-rutl~.:~ n~~u1u m~ 1 um~ 
" \1 \1 , 

'Y11u~fili!L ~a~lil~~.:~:uauf'lru~11 tl~.:~anfi'1 , , OJ 

Philip Kotler and Gary Armstrong (2010) 1-Hum:u"lleJ'I CRM l1LU'Um~U1'Uf11~~ 

G1~1.:~ LLa~-rmn~atl~~ LEJ"IJUf'l11:U~:uwu5an~1 Lfil EJm~~'I:UeJUf'lW~1LLa~G1~1'1f'l11:U~'I'V'IeJ 1lil1-H'a nfi'1 
OJ , OJ 

1"11'il1 nfilf'l11:U LLa~f'l11:U'VIlJ1EJ"IJeJ'I m~u~vn~a n fl1~lJW'UG ( CRM) ~1~lil1 nti fll"IJ1 f11 ~ 
OJ 

LLa~~L ~El1"1J1ru 'Y111-H'G11:U1~t:IG1~tlf'l11:U'VI:U1El"llel'l m~u~vr1~a nfi'1~:uwufi ( CRM) 1 'U.tl1'V'I~:U~~1'11 ~ 
\1 " , 'U 

1"11'il1nfilf'l11:Uf'lGl1EJf'la.:~nuJu~:u-Ku5nutJi'1LLtl~vr~n 3 \Jl1 ~a 
( 1) anfi'1: ~~ai;uf11vr~a~u~Lflf'li;ufi'1 LLa~~-ruu~m~ 

\1 'U 'U 'U 

(2) a.:~f1m: ~"ll1EJi;ufi'1vr~a~'il1vru1EJi;ufi'1LLa~crt-Hu~m~ 
OJ OJ OJ 

(3) mmVJ5: 15m~LLa~m~u1um~-:5'!ilm~f'l11:U~:uwu5 • 

f'l11:U~eJ'If11~ LfilEJlLf'l~1~'1-1f'l11:U~eJ'If11~ f'l11:U"IleJU LLa~'V'In~ m~:U"lleJ'Ia nfi'1 fi'uvrT;hanfi'1 ., OJ OJ 

1-H'f'lW~1nU~'I11il LLa~\91 eJUG1'UeJ'If'l11:U~eJ'I f11~"1l eJ'Ia fl~1 ~1 EJi;'U fl1'VI~eJU~f11~~ L 'VI:U1~ G1:U nua flfl1 LL~ 
• OJ OJ 

a~f'l'U1J1fl~G1fil L ~el~lil ~'Y111-H'a flfl1 Lflfil f'l11:U~'I'V'Iel h LLa ~f'l11:Ulil'l-rnJi' fl~el ~ nuu~filil1-H''U1'U~G1 fi1 
, 'U '\J , , 

V .c::lll 4 V I I IV .J"v .c::l 

LL:Ulil~:U~'V'Ifilt:l'l CRM fl'U:U1 fl1J1 mLa~f'l11:U'VI:U1E.I"1leJ'I LL\9la ~f'l'Uel1lil LL\91 fl\911'1 fl'U 'Uelfllil1 fl'UE.I'I:U f11~ 
OJOJ 

~filLLtla.:JLL'U1Rfi1"1leJ'I CRM 1tl~L~eJ'I5'U ., aan1tl~flVla1EJ~tlLLUU LL~~.:~if1~i1 CRM lil~t:lflL~E.Ifll1 , I cu 'U 

a~1'~ h~1'1fiiiLL'U1RfilL~EJ1n'U~a L tl'Um~u~Vl1~f'l11:u~:uw'U5~n~1~1EJ15m~11il 1 n\911:u~vh 1-H 

fllil fl1~G11:U1~t:li'lil LLa~ L ~:u:ua~1"1leJ'Ia flR1 (Customer Value) \9laeJ!illi!'UG111J1~t:l1 ~Lf'l~a.:~ilmLa ~ 
OJ OJ 
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15nT~~t1n~a-3LiJalil~ h 1l1"nFh L vrci1J'Ua~nunli!m1mh~flu'U1'U 1~ EJ L tl'Uf'l11:wv.mm:w~lii~..;-~'U1 
'U 'U 'U 'U 

LL"~:il~m1f'l11:wa:w..;''Ut5Lov.1~~1nu"ni"l1Luv.1~11EJ ~~a-3~'lh~nau11:w·trn~ilEJ1:wLvrci1-d'"1:w11t1 
" 

vl11l1Lii~f'l111JL "li1 h a ~1~~1 EJ~"~~a CRM L tl'Utl-r'llru1"l.lminfllii~\1EJ1 EJ11JLLEJ n LLEJ~LL" ~~a'U "'Ua~ , u , 

"nl"l1 L tl'U11 EJ ncl:wvr~a11't.J'Uf'lf'l" m:wm1:w~ a~ n11 L ~a"~1~f'l111JoW~v.a 1lil LL"~m1:w.tl n~"l.lm" nl"l1 
'U • .. 'U 

LL"~Lnu-rm~1"nl"l111a~1~El11'U1'U L ~mmn1111 'U1~EJ~EJ11,r'ULa~ 
" 

(2547) 1~nci1Th 

2.3.2.1 L ~m ~:wEJa~"l.I1EJ~'UR1 vr~au~m1"l.la~LL~"~'U~,;vm~1~~m ~a~ 1 'IJ·th~ L 1"11~ 

'U~,;'VI1 'U1~EJ~tl11 

2.3.2.3 L ~a 1l1" nl"l1 Lii~m1:w.tl n~~au~,;'VI LL"~~'UR1vr~au~m1"l.la~u~,;'VI 1~ EJ Lu\11 ~ 
" 

a ~1~ ~ ~ 1 'U mrll~u~,;'VIii~'U 1"11~ 1wu1 EJvr "1 EJ"1 EJ ~~ ~ .tl rusii m1~" nl"l1~a ~'UR1"l.la~u ~,;'VI1 'U"1 EJ 
" 

~~~.tlrusiivrll~LLa1i~ntl1~l1'u 1lil1 'U'VI1~'lnn 1am"~u~,;'VIlii~L"'Ua"l.I1EJ~'UR11 'U"1EJ~~~.tlrusii~'U '1 

(Cross Selling) fllil~ii:w1n~'U 

2.3.2.4 L ~a 1l1"nR1LL 'U~U1~'UR1vr~a'U~n11~a 1 tlv~~~'U Lii~ n11V.~LL 'U'Utl1n~atl1n 
" " " 

(Words-of-Mouth) 1 'U'VI1~'U1 nL~EJ1 n'U~'U R1 ~~iif'l111J'I11 L ~a~a:w1nn11ri1nci11el1-l1 'U 1~~ru 1 

LL"~ L~a~'UR1vr~a'U~n11"l.lmu~,;'VIt1n 1lil:w~lil1n~~'U "nl"l1.ff'U~"l.la~u~,;'VIL vrci1-d'm-l~lil ~v111l1vr'li'1~ 
" " " 

Ltl'Um~'UanL~EJ-l tlnua-l~aL~EJ~"l.la-l'U~,;'VI LL"~~'UR1VJ~a'U~n11"l.la-l'U~,;'VI 

2.3.3 ~mtru~a-:m11'U~m16'1n~1a3M''U5 (CRM) 
'II 

LL 'U1R~"l.la-l CRM 1 'U n11'U~'VJ11" ni"l1a:u..;''Uij,f'U"11J11t1:il~ 1l1a~hJGi1'U'Vfll-l"ll a-ln11 
" " 

11-l~ 1 LL vr'll-l'VI1~n11~" 1~ lil1f1'VItl~~~ nci1Tj1 n11li!~vi'11l1u~,;'VIa~1a~ 1~ EJ n11vr1Gi1'U LL U-l'V11-l 

f111~"1 ~~ L tl'U 1 tl1~ l1:w1 n~" ~ 51nlil La-lf'l11lil ~lJ-l L ti'U 1 'Un11"~1-l f'l11:wa:w..;''Ufi~ ~-l ~'Un'U" ni"l1 ~1 EJ , , , 'U 

vl1-l1'U~11Jfl'U ~a (i'VIm ~'Vftl'VIvl11-l, 2546) 

2.3.3.1 CRM L~-ltl~u&i n11 (Operative) lil~:il~ n11n'U f111"~1-l1~'U'U a~ 1 'U~&i1 ,X 

Vi:W-l1'U"l.I1EJ LL"~'VI1-lLLtlU qj'Vf11 'UL~eN f111tl ~a:w..;''Ufinu~ f1R1 ~-llil ~ ~a-l\j1UJ1 f111n'U n1~'U1'U f111'1Ja-l 

G1'1t!n-:n'U Back Office 
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2.3.3.2 CRM L;a .. m1'~lLfl~1~oH (Analysis) "ii~~111Lel1fl~~ifBl;JG'ILLG'I~n1~LLtlUqjV11~~UU 

ile:~11G=t ~~"ii~ 1-tlm~i Lfl~1~'l-1-ifmJG=t~ LntJ111"ii1 mhutlnUi m~ e:~~fitl~~ ne:JtJ"lle:J~'hui Lfl~1~oH~{l n t-tl 
~ ~ ~ ~ 

1~ EJ'U~~'VI L ~B~"ii ~ 1~i':5' nG=t n ~1"ii ~ L U'LI "ii~~~i'1~~1'LioUBlJG=tG=t n ~1 
,. " , o:Q '-1 \J 

2.3.3.3 CRM L;a~m~vi1~1'U~111tl'U (Collaborative) L'IJ'Um~~111LB1'lie:J~'VI1~n1~ 

&i~vie:~~e:~~1~~v111 ~u~fi"i1~1111~{l&i~vie:~~e:~~1~n'U 1m~E~~~~ ntJG=tn~1 , ~ 

2.3.4 rnfl'tl~ne:JtJ"llrn (CRM) 

"i11nm~~1'U~111'U'VIfl1111~1'Lil:5'mME~1ifB~ntJ CRM "lim E.W.T.NGAI (2005) 'Vl'U'"h 

CRM tl~~nBtJ1tl~bEJ 4 ~1'LI ~~ii'll'VI'U1'VIVI'IJ1~VI~n f.ie:~ 

2.3.4.1 Marketing LiJ'LI'U'VI'U1'VI~iifl1111LfiE~1ifB~111n~~~n'U CRM ~~ CRM 1~~'U'Vl'U 

~'UL'UE~fln1~~"1~G111i'LI51~E~ii11w.~'LI1n1~"lle:J~ CRM "ii1nm~"ll1E~m~ (Direct Sales) 1tl~n~11 , ~ ' 
~G'I1~ 1 vrqj (Mass Market) ~G'I1~Lil1VI111EJ (Target Marketing) LLG'I~L~e:Jn1~'U~VI1~~n~1G111i'LI5ii 

fl1111Lif11if'U~'U m~~G'I1~LLG'I~ CRM ~~LU'U~~~LLE~nn'U111L~ 
2.3.4.2 Sales L U'U'U'VI'U1'VIL 'U m~~i'1~G111i'Uufl1l'l tl'UG=t n~1~~~tl~~ nB'U n'U~'LI L U'U 

~ 

CRM 1~E~Ltl'U~~a'11"i'ru1'Lim~iw.~'U1nG=tEJ'V15m~"ll1EJ~"ii~~i'1~LLG=t~-rm~1~~~'Ufl1111G111i'U5"lle:J~"n~1 ., , ~ 

L~B~"ii~u11 ti~L il1vr111EJ~1E~ 1~"lle:~~e:~~fim 1~E~iiL 'VIfl1 'U 1G=tvL tl'U~1'LI~rie:~ 1 ~Lfi~fl1111Ltl'U 1 t11m 'Lim~ 
~ 

~~1~ n1~'U1'Un1~"ll1 E~~iit11~a'VIfifl1'VlLLG'I~L ~11Ele:l~"ll1 El 1~e)~ 1 'UiJ&i 

2.3.4.3 Service and Support n11~U'll~'4'LILLG=t~tJ~m~~n~1Ltl'U~~a'11"i'qJ1'Lim~ 

iw.~'LI1~~~tJm~~ LLG=t LLG=t~-rm~1 fl1111G111i'LI5~ ~ntJG=t n~1 H 1~ EJ 1 'UU"ii"i!U'LI~iim~ LL "li~-n''LI n'LI~~ tJ~,;'VI 
\J ,. • '\J 

"ii~\Pl e:l~ L ~fl1111L~'L"iJ L 'Uf\1111\Ple:J~ n1~"lle:l~G'I n~1 LLvi G'l ~fl'U L m~e:J~1~~1~L ~1 LLG'I~e:l ~1~{ln\Ple:J~ LLl-iWi 1 , ~ 

~11l.i'Vle:J hLL~1 vnm "ll1"ii~ 1 tlvr1tJ~~'VI~'LI 1 'UVJ'UVi 

2.3.4.4 Information Technology and Information Systems Ltl'U'U'VI'U1'VIci'11"i'qJ1'U 

m~iw.J'L11"lle:l~ CRM 1~EJ~1111~m11111L m ~L tl'U~~'U'U 1~-vr~VI11~VI~e:l'U1~G'i1'U"lle:l~n1~'U1'Un1~ CRM 

~~nG=tE~'VIfi CRM ~L Vl111~~11~1111~{ltJ1L'VIfl1 'U 1G=tV1111-&1~vim~B~ 1~E~~G=te:J~ v111 ~~1111~{):5'~m~ 
' 

1 'Lim~!K~a'Uh~m111 LV1111~~11"lle:J~n1~VI1G=t n~11 vrl.i (Customer Acquisition) m~-rm~n" n~1 
~ ~ 

(Retention) LLG'I~~~1~flru~11 'LI'li1~~1~"lle:J~G=tn~1 (Life-Time Value) ~~ 1 'UL'VIfl1 'LI1G=t~~'U~~ 1~~111 ' ~ ~ 

1tlo~m11ilfl~~ile:J11G'I (Data Warehouse) LLG=t~Lvriie:~~ile:J11G=t (Data Minino) 1'Um1'li1E~~LLG=t-rmn 
'\J \J ~ '\J 

r~n~11~L~11~'LILLG=t~L~m.Jr~n111~~~'LI"llmmrlm 
~ 
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.,...:;J.., Cillo .,..,..,~ 

2.3.5 VI'U'l'VI'VIafl"Utl'lrrm.J':i'V11':i~ flfl1aUW'IJii (CRM) 

2.3.5.1 fl1'lLi1han~1 
'U 

3) i6m'li~e.~ati1h ~.!l1~un 'l~~'l..l"llv.!l'l1EJa~LEh.J~ r111l.I41EJ1'Ufl1'lLoH1tl.!l 

iaua 'l~'l..l'l..l?l1'l?l'UL Vl!31 r111l.ILL~'UEJ1LLa~r111l.ltJ1L ~a~a "Ua.!liaua LLa~1Bm'l1 m 'Ufl1'l\9l~~'U h 
'U 'U 

4) fl1'lLLU.!lfl~l.l"lla.!lafl~1LLa~fl~l.I"Utl.!ll'!a1~ ~.!l1~LLtl fl1'lLaafllBfl1'l'l..l~fl1'l 
• 'U • 

an~1 m'lLL ti.!lti1 h~J~1l.lfl~l.ll'i1.!1 i LLa~15m'l~1L U'U.!l1'U"Ua.!lul'ia~LLe.J'Ufl 
'U • 

o I V 

2.3.5.2 fl1'l'U1L?t'Ua~J~vaflr11 
'U 

1) fl1'liilr1'l.!lfl1'l~iiua~1~.!11~LLtlfl1'lLLU.!la~cll'ULLI'ia~LLe.J'Ufl m'l-r'LI'lh~n'U 
'U 

11iifl1'l'l..l ~m'l~~ n11~LL ~.!1 fl1'l~luna"Ua.!l'l..l~,;vt1 'ULrl~a L ~a'l..l~fl1'la nA'1 LLa ~ fl1'le.J~ n~'UL ~a 1 ~ 
'U 'U 

Ln~ fl1'lLL ~.!l-rr'Ui11EJ L 'Ua.!l~fl'l 
2) fl1'lLLU.!la~cll'U'l~'VI11-!le.J~IJI.firu,Jfi'l..lfl11'1..1~fl11 ~.!l1~LLtl fl11LLU.!la'~cll'U 

L ~ae.J~ fl~'U 1 ~Ln~e.~an11 1 fl11'VI1"U'I..Jl'Ufl11L ~a'VI1a'~al'U~L 'VIl.J1~?tl.J fl11?1~1-!l?l11r11 ~Ln~r111l.l~~ 

1'VI~ i m1~~Laanr111u~~m'VI~ i ua~m1EJau-r'I..J'Iia.!lvt1-!lm1~~1'ie:~ 

3) fl11'l11L?t'Uae.~ae.~~~J~.firu,J LLa~fl11'1..1~fl11~1'VI~ i fl11'VI1fla~vtth~a 

'l11L?t'U a e.~~ ~J~.fi ru ,11 'VI~ i m 'li~ r111l.IUEJl.I"Ua.!l~ n A'11'ia ~~a LLa ~ n11EJ m~~'l..l ~~a 1~ EJ?l~1-!l 

e.~~~J~.firusn1 'VI~ i 'VI1"1ia.!lvt1-!lfl11'l11L?tuam 'VI~ i 

4) fl11~~fl11LMEJln'LI~~a"Ua.!l~'UA'1 ~.!l1~LLn fl11?t~1-!lnaEJvt6vt1-!l~~a 
' 

e.~~~J~.firusn1 'VI~ 

2.3.5.3 m1iiauTI'u6n'UanA'1 
'U 
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3) m~lm~ru1 ~-:~1~un m~a~1-:~n"a'Vl51m~on m~i-:ija~P~"11Pl m~1~m~ • 
!Pifl'U-ru m~1off~eJt;i1-:~ 1lum~lm~ru1 L"li'U'Vl1'1~~'"111a B'UL'VleJ{Lil~P~ LL"~m~1~'lh~~'Vlfi.n1'rl"l.lfl'l 
m~lm~ru1 

4) fl1~-:ij~fl1~~1'UUqJii ~-:~1~LLrl m~1~~~~'Ufl1~LL~'I-rr'U1'U~1'U~"I")1 m~1~ 

1~~'U fl1~tl1~111m:m LL"~m~1~~~~'UriOJ.fl1'rl • 

tl~~~'VIB.fl1'rlm~tl~~"lf1~11't1'Uti u"~m~i-:ijam~tl~~"lf1~11't1'Uti 

6) "lifl'I'Vl1'1fl1~~ ~t;jfl ~'11~ LLrl fl1~1~ 1'11111~11 L 'l-1"11 'U"lifl'I'Vl1'1 fl1~~ ~t;j fl 

m-;;1-ff-deJ'I'Vl1'1fl11~~t;ieJ"lfm-H''U~1'U u"~m~a~1-:~ n" a'VIGfl11~~t;ieJ • • 
2.3.5.4 m-;;-:ij~m~~1'Ufl'lrlfl11 

1) m-;;m~~'ULL"~1-H'-;;1-:~1"wun-:~1'U ~-:~1~LLn -;;~~um-;;~P~eJULL 'Vl'U1-H'wun-:~1'U • 
fl111 ~tl1~~'VIB.fl1'rlfl11vl1'11'U fl11L tl~a'ULL tl"'l fl1~1 ~tl1~~'VIB.fl1'Yi LL"~ fl111-H'11'11" fl11n1~~1 a 

~11a11 LL"~m-;;1-H'L~'U11'11" mua~-:~rr1111"lfeJUrrru • 

3) m~a~1-:~vi'n~~fl11"lf1mL"~m-;;u~m-;; ~-:~1~LLn fl11fl'U111vln'l!t~t;i1-:~ 1 m-;; 

tlnaeJ'U m-;;1~tl-;;~~'Vl5m'Yi~1'Ut;i1-:~ i L"li'U vi'n'l!t~ m-;;'t1~'U1rt1111a11111o LL"~m-;;iivln'l!t~IPI111~ 

1111fl11L tJ~ a'ULL U"'l LL"~fl111~1~~'UI'I1111,.;'1'Yifl h 1 'Ufl11L tJ~a'ULL U"'l 

5) m1a~1-:~1'~ 'UG11111 'U m1u~m1 ~-:~1~LLn m-;;1-H'rh-..hn ~ rr1111"ll eJ'I 

-J~'Utl11111 'U fl11'U~fl11 LL"~fl11iJf~'Utl11111 'Ufl11~~t;jfl 

2.3.5.5 m11111n~m~ 

1) m-;;-:ij~ fl11't1'UGiJIPI1fl1119'1 ~'11~ LLfl fl11~111iJeJtl'U.fl 1a 1 'Ufl'lrl fl11tl'U 1"119'1 
'U 

LL"~t:.J""l.lm m1~111iieJm a 1 'U 

2) fl11-:ij ~ fl11" nl9'1 ~11't1'U G'Vl1'1B L~ fl'Vl1flii n a ~-:~1~ LLn ~ 1'U1 'U fl11"l.l1 a 
'U 

q~ .q d' q I .q .r::::t.~ .q d' 

'Vl1'1e:JL"n'Vl1e:J'UnG1 LL"~m-;;rr~I'I1'U1fl11'Vl1'1e:JL"n'Vl1e:J'Una 

2.3.6 Lb'U'\.J~1~fl'ln1:7U1'Ufl11 CRM mfl DEAR Model 

LL'U'U~1"e:J'In1~'U1'Ufl11'U~'l-111"nl9'1~11't1'UG (DEAR Model) ~'1Lil~~1nm1't1~'U1 
'U 



26 

Value) 1 liani"11LnV~fl111ui'n~nuu'lfilil1 'LI'l~EJ~en1 LLa~Ldai1fl1111n11'VI'Ihvn.:~L 'VIfiL 'LILa~ Lfl~a-d1EJ 
~ . 

LVI EJi~'LI1'l~\J\JL 'VIfiL 'L1La~a11a'L1L 'VIlli ~.:~'Vi11 li LnV~ n1'loW~'LI1L 'VIfiL 'LILa~~1'LioUa11a LLa ~L 'VIfiL 'LILa~ ... ~ 

nua flR1 LLa~ fl1'lL~EJ'LI~V.£'1~fl'l'l11"!1eJ'Ia flR1 'Vi11 lia.:~r1ma1111'l~Vle:J\Ja'IJ a.:~1~ Vl'l'l fl\J fl1111~ eJ'I fl1'l 
'U 'U "'I 'U 

'lla.:~anl"11~'1111fl~'LI ~.:~i1'l1EJa~LBEJVI 4 a.:~R\h~nau~.:~d (i'VIm vh'Lifi1'l'lna, 2545: 86-92) 
~ . 

2.3.6.1 fl1'li:'I~1'1~1'LioUe:J11aanl"11 (Database) ... ~ ~ 

fl1'li:'I~1'1~1'LioUe:J11aa n1"11J'LI 'LIB mn n~ ~ L U'LI fl1'l'l1\J 1111m rl"tl 1~ nau~.:~ L iJ 'LI ... ~ ~ 

11EJa~LBEJVI"!!e:J'Ianl"11 (Customer Profile) HLLGl1EJ'I1111fi'lfl11lLfl'l1~~:5'V~LLU'I LLa~L~anncl11anl"11 
~ . ~ 

a a n111Vl111fl ru fl1'VI~e:Jfl1111i:'l11111~~ a nl"11 LL~ a~ ncl11li! ~"' ~1.:~n1111 liu~,;'VI1~ 'LI1~ EJ ~ EJ 11 . ~ . 
1) fl1'li:'I~1'1~1'LioUa11aanl"11 LU'L111EJa~LaEJV~L~mnuanl"11 L"ll'LI ~a mEJ LV.fll 

.a '\1 'U 'U , 

m=iiv. n11Pimn ~a~a1~EJ 'VI~a 'l1EJa~LaEJVI~'LI i L~EJ1fl\Jfl1111"lle:J\J'VI~aih=i'Licl1'LI~1 LU'LI~'LI 

~.:~'Vi11 li~1EJ nuu ~,;'VI~~ ~i1~1'LioUe:J11a L -d' a.:~~'LI"!!e:J'Ia n1"1111 'Vi11 lia ~VI1 n ~a m1 ~VI~ a nu an 1"11 
c£11 'U , 'U 

1.1) 11Elfl1'l~a~'LII"11 tl1~nau~1EJn11~a"!Ja.:~anl"11v.~a11~1EJ 
~ 

11EJa~LaEJV~ L"ll'LI 'l1EJfl1'l~'LIR1 ~'LI'lle:J'I~'LIR111fl1~~a l'LI~'Vi1m1:5'V~cl.:~ ~a~'LIR1LU'LILL\J\JL~'LiaV~ 
' ...... 

'VI1eJL'I'LIL"lleJ "'Jai 

• 

1.2) fl11~VI~e:J'lla.:~a nl"11 fl11~V~~avY.:~li!1 n ncl11a nl"11fi.:~u~,;'VI LLa ~lil1 n 
~ ' ~ 

u~,;'VIti.:~a ni"11~1'LI"lla.:~'VI1'1 fl1'l~ V~~a'VI n-da.:~'VI1'1 hi~1 L tl'L111lil~~a.:~L U'LIL~a.:~ L~EJ1 nu fl11"!11 EJ'VI~a 1~ 
~ ' 

v.~a1111EJa~LBEJV~1 'Lifl11~V~~a 

1.3) offa11a11EJa~LaEJV~~'LI i ~L~EJ1offa.:~nuanl"11 offa11ad~~Ltl'LI 
~ ~ ~ 

tl1~ LEJ"lltiL ~am1:5'V~ncil.lanl"11 LLa~fl1'llLfl11~~a nl"11 L "ll'LI '11'Lia~iL 1n ' ~ ~ 

~LLi:'IV~'It:.Jafl11VleJ\Ji:'I'LieJ'I"!!e:J'Ianl"11~aLfl~a.:~iia~1'1 i ~u~,;'VI1-&' L"ll'LI fl11\PleJ\Ji:'I'LieJ'I'lleJ'Ianl"11~am1 
~ ~ 

~VI~ a~1 mn! n.:~1'LI'll1EJ n11~Bi:'111LV~EJ 1 -&'~a'VI1'11 \ht~ru t!i5.:~a nl"11 LLa~ n11~ VI~ a~1 nu~,;'VI1 'LI 
~ 

fl~11 (Segment) \91111~ULL\J\JV.'l~fl'l111'VI~e:J~1LL\h~111~'LI j ~L'VIiie:J'Lifl'LI ~'I~~'Vi11 liu~,;'VIi:'l11111~ 

L ~11Lama1 'Lim1'Vi1n111vY.:~tlli!~u'LILLa~a'LI1fl\91 ~.:~d 
' 

2.1) Lama~~nl"11~a~'LIR1mh.:~'VI~'ILLGl1 ~a~'LIR1B~1'1~'LI i ~1EJ 
(Cross-Selling) L"ll'LI anR1L~'Lic.hnffiamaLtl'Lianl"11u\911Lfl1~\91 ~'LIL~eJLfi'VI~ tl1:::n'LI=iii\91LLa:::~'LI i 

~ ~ 
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2.2) 1am~~~nA'1L~11"ll'U1~fl1'~~B (Up-Selling) 1~CJiG~1-1 (1~LLri 
n1~~a~uA'1~ij~1Pl1~-1~'U1tl-;J1nL~11 'VI~8L~11tl~111W Pll111~m~1 m u-d'J-:J~~CJ~L 16'11VItl-:J I 

2.3) PJ1111~1111~o~n-;Jm~-;J~"'~~u'Vlu1~ L"liu ~u'Vlu1um~"ll1CJ ~u'Vlu , , , 

1., r 1 .. c~ ..; ... ~ ... 
2.3.6.2 n1~ "lfL'VlPl~'U f!CJ'VlL'V1111~~11L'I"lan1~1LPl~1~'VILLt.lf1LLCJ~flflPl1 (Electronic) 

'U 

m~Laan L 'V1Pl1 u 1flffi -HijPll111L '111111 ~~11ti''U m ~ 1 ~'I.J~ m~ L ~a m~i LP1~1 ~l1 LLfl~ 

LLCJ fl LLCJ ~6'1 nA'11 'U n1~~~1-1n1~~~ ~a tl'\.Jflfl A'1 LLfl~ L ~a n1~n1~';11 CJ-iJ' a11f!'Vlfl"lia-1'Vl1-1 b~ CJ'VI'\.b CJ-11'\J 
~ '\1 \J 't 

.fl1CJ 1 'Ua-1Fln1L U'U~-:J~,j1 L U'U,h'VI~'\.J n1~'\.J~'V11~flflA'1G13J~'UG tl~~na'\.J~'JCJ 
'U 

1) n1~Laan 1 -ffL 'VlPlb 'U bf!VLLfi~~~'\.J'\.J~L '111111~~11 ~-1~~'\.J'Utll)u~ m~LLfi~~~'\.J'\.J 

iLPl~1~l1 L uu~-1ri1~ru 1um~~~1·:Jn1~Ln'I.J-il'a3.1fl m~-;i'~ Ll'l~CJ3.1 LLfl~m~L -iJ'1(i'l-ifa11f!flnA'1 ~\11um~ 
., '\J 'U \J 

La an 1 iL 'V1Pl1 u 1flvL uu 1 tlm.l1-1L '111111~~11 'I.J~,;''Vl-;J~~a\l-;i'~Vi1LLC-Jum~-;i'~-il'a3.1f!fl nA'1~uriau L ~a-d1CJ 
'U 'U 

1 'Un1~11-1LLC-J1Jn1~'111L 'VlPlb 'U bf!V3.11L offa~1\IL tlu~~'\.J'\.J 

2) ~~1\1-;J~~~~ an'I.Jfl nA'1 'I.J~,;''Vl-;J~~a\lij m~1 ~m13.1ri1~ n1 n'I.J PJW.fl1'1"l~ 
• \J D~ , 

~J1L~11a 1 'Un1~ 1 ~'\.J~n1~ ~\I'\.J~,;''Vl~a\lijm~iLPl~1~l1Pll111LLI'lfl~1\l"lJa\lf!flA'1LL~fl:~~1 CJ ~\I~'Ua~ tl'\.J 
'U 'U 

Pll111tl1l'VIU1'Vl1\IL 'VlPlb u 1"' EiauL 'Vla{L ill'l Vi11 ~-da-:J'Vl1\ln1~~~ ~an'\.Jfl nA'1 L uu 
'U 

m~LO'I"l1~vhvi11~~1CJ~'U U-;J-;Juum~ri\I-;J~'V1111CJBL~n'Vl~aum1~ijPll111LLI'ln~1\ltl'ULLfi~L-;J1~~\Ivll , 

(i\1~ n A'1 LL~fl ~~1 CJvl11~ a ~1-:J'VIf11 fl'VIfl 1CJ~\I.fl1'1"l LLfl ~ L~ CJ\1 ~~1\1 m~tll) G111~u61tiil u~u Vi ua n ';11 n 

L 'VlPlb 'U bf!V"'IB-11'1'\JCJL 'Vl~~'l"lvifiijPll13Jtl1l'VIU1a~1\l~\l ~-1vl11 ~~13.11~0~~1\1~~~~ ~81~'VIl1\I'\.J~~'Vl 
'U , 

. 
~~'I.J-il'a3.lf!flflA'1~1CJPl1J~1'U'Vlflaa'VI~a'Vln-da\I'Vl1\ln1~~~~a (Cross-Media and Cross-Chanel) 

, 'U 'U • • 

hH1flnA'1~~~~~m-il'1111a~1-1h -il'a3.lf!~~~1m~m~CJnm~ 'VI~aH1tiilu'Vln'l~~"'nA'1~~~an'\.J 
'U '\J '\J 'I , 'U 

. . 
0 ~ I .dl ..:::!t i.1 

n1~n1'VI'U~LLC-J'U\111Jfl'ln1~3.11'11\l I 'Vl1\ln1~1'16'11~LLfl~eJ1J I L'l"leJ~~1\ILLfl~ 

~m~1 m111G13J~u5n'I.Jf! nA'1 ~\ltl~~neJ'I.J~lCJm13JG13J~u5 4 ~tl LL 'I.J'\.J ~B LL 'I.J'\.J ,j1 fiB \I n1~?1~1-1 
'U 'U 

G13.1'Wu6~1 CJ~1\11"' LL '\.J'\.J,j1f!B-1 fl1~?1~1\IG13.1-wu51'!111 L1Bu 1 "lJG1 ruru1 n1 ~?1~1\1 Pll 111G111'Wu6~1 CJ Plru rh 
~ ~ , 

L ~3.1 LLfl ~m ~?1~1\1 Pll 111G13.1~u6~1 CJ m ~ 1 ~Pll 13.1~ LO'I"l1 ~ ~1u 1 ~ CJii ~1 CJ "'~La CJ ~?I ~tl1 ~ ~ \1;1 
'U , 
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1) LL'U'U,j1"a~fl11G1~1~a':wi'U5rkw·n:J1" (Reward Model) LU'ULL'U'U,j1"a~ 

~n~11il~LL 'U1f:i~m11l1'11~1"nuwtl~n11:ULthvr:u1EJ'U1~m.h~"lla~~ nfh 1~ EJViEJ1m:w-:ij~ 1 thun1:w 

m11l1'11~1"ila~1~~m~a~Ltl'U1~EJ~L1"1vr~~ il~~L~'U fia a1:U11()G1~1~i:ww'U5n'U"n~11~a~1~ . " 
~elL ~a~ 1 'U"Ib~ L 1"1'VI~~ G11:1J11()~~1'11:1JVifl~ n11:Ufl11~a"l!a~" n~11 'U'VlflF1~~~1nfl11~a~'U~1 LL"~ 

"I " ' 

fl11U'UVi nFJ~LL 'U'UG1~G1:U LL"~~~~'U~~'V11~~1n 1 thLLn1:U'VI~aLLFI:U Ltl ru fl11'U~'V111" n~1a:ui'U6 fia 
... " 

~1'\.JoHa:u"" n~1 ~~~a11LU'U'Vl~Vi~~'U (Assets) ~il~1 ~~"lla~'U~~'Vl ~~"li1 EJ 1l1'U~~'V1G11:U11()U~'U ... " " 
1 U1LLn1:U 'VI~aLLFI:UL tlruL ~alJia'UG1'\.Ja~FJ11:U~a~ fl11"l!a~" n~1 LL~"~11EJ 1~:U1 n~a~ .. " . 

2) LL 'U'U ,]1 "a~ fl1 1G1~1~ a:uw'U 51'!1 :u L~ a'U 1 "ll a qj qj 1 (Contractual Model) 

1tl LL 'U'U fl1)G1~1~ a:ui'U5n'U" n~1fl1 EJ 1~ LL 'U'U,j1"a~il ~~ L U'U 1 tll'l1:U L~a'U 1 "l!a ruru11~vr-h~'U ~~'Vln'U 
'\1 '\1 .., tl 

"n~11~ EJ'U~~'VIViEJ1EJ1:Ue.J niT~" n~1~1 EJfl11fl1'VI'U~ 1l1" n~1~a~~1EJ ~1a:u1~n vr~mh 1-N~1 EJ 
'\1 '\1 '\1 '\1 

ci~LG1~:Ufl11"ll1EI'U1~ri1'U L~aLoU1~1:U1'U1tl1LLn1:U CRM ~'U~~'VI-:ij~vi1~'\.J 
3) LL 'U 'U.,) 1" a~ fl1)G1 ~1~ a:u W'U 5~1 EJ Fl ru ~ 1 L ~ :u (Value-Added Model) • 

L U'ULL 'U'U,j1"a~~n~115~1tlLL 'U'Ufl1)G1~1~i:uw'U5n'U" n~1~1EJU)~ 1EJ"II'lJL ~:UL~:U 1 tl~ 1ntl1~ 1EJ"IIU 
" " 

Vi a h 1l1 LL ri" n ~ 1 (Over Satisfaction) ~ ~ Fl11 :u Vi~ Vi a h "1.1 a~" n ~ 1 (Customer Satisfaction) 
" " 

L U'U1~~'U FJ11:U~~ n"'la~" n~1~ile.J":w1 ~1 n n11 L tl~EJ'U L Vi EJ'U1:mi1~ e.J "tl1~ 1EJ"IIti~1 n FJ ru a:uu~"'..a~ 
" " ' 

4) LL 'U'U,)1"a~fl11G1~1~a:ui'U5~1 EJ fl111l1'm1:U~LUVi1~~1'\.J (Education 
" 

Model) fl1 EJL~LL 'U'U,)1"a~il 'U~~'Vl~ ~-:ij~ 1 tl 1 um:wm11l1'.Ua:u"~11G111 FJ11:U~ 1 'U L~a~~ L U'U 
" " 

tl1~1EJ"IIu~a"n~1LL"~"n~1Fl1~vr1~~~aEJ"l'U~1'\.JoHa:u""'..a~'U~~'Vl ~~m~~~-:ij~aEJL'U1tl"l!a~~11G111 
\1 '\1 'U '" 'U ,. \I 

.Ua:u"-:ij~ci~h1" n~1'V11~1 U1'1!tru~ vY~ilu1n~~ L'VI:U1~G1:Ufl'U fl11-:ij~ 1 U1LLn1:U CRM 1 'UL~~fl11b'!X " " . 
~11G111Fl11:U~ 1~LLn u1n~~-:ij'm~'U'UG1:U1~n L"li'U u1fi~,j'1'VItJ1EJ)()EJ'IJI'l'iX1~G111Vi~'Uf'11 LiJ'U~'U " . ' 
u1n~~a~~Yi:uviLuv..1~~1'U L"li'U i11'1EJG111u1n~ 111a11nacl'vl LU'U~'U h~v..EI1'U1" am'UPin'l!t1~1~ i 
' ' 

2.3.6.4 fl11~fl'l!t1"n~1 (Retention) 
" 

fl11U1~ dJ'Ue.J" fl1 1'U ~ fl1 1" n ~ 1a:ufr'U 5 LL" ~ n11fn't!t1 F111:U L~ 'U 11'1 "1.1 a~ 
" 

F111:Ui:Uw'U5n'U" n~1,j'U iiil'l()U1~G1~flL ~a G1~1~F11 1:Utl1~Vl'U 1 ~ 1 'UI'l11~'U~1 LL"~G1~1~a:wi'Uu mv.. 
" ' 

' ' IJ .c: .. :::IIQ.I V q cfq QJ 11.<::::11 c:;:,J IVCll 

'Vl~n'U"nmL~:u "11~n~m1:Ufl111n'l!t1"nFJ1:U11EJ"~LaEJ~~~'U 
" " 

1) tl1~Lii'Ue.J"fl11'U~'VI11"n~1a:Uw'U51~EJ1'U1~'U'U CRM ~~~a~L~:ULnru,J 
" 

rn1i ~~ L U'UFJ11:Uci'1f'i' ru"'..a~" nf'11 L ~a~1l1'~tl 1~na u rn1 L i1'U11 rn1u~vr11" n~1a:wfr'U6tl1~au 
.., \I '\1 'U 

FJ11:Uci'1L~~vr~hi LWEJ~1~ Lnrusn1'Ufl11tl1~Lii'Ue.J"~ci'1f'i'ru 1~LLri ~'U'Vl'U1 'Ufl111~m~~"n~1 eJI'l11 
" ' " 
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2) "lJmtiLL~~-rmnf11'H~'U 11'l"lltl'lfi11:1J~:W'ti'Wfi1(;HJf111"llE.l1E.lf111L~'U 11'l"lltl'l 

F111:W~:W'ti'Wfi"il~ 1-tl'·t..h~ 1E.J"IIU"il1f1fi11:1J~'WLFIE.l LL~~F111:1JL ~tl~e:l~~f1~1iJ~aii"iJm1 L-ria"lltnE.l"lle:l'U L "lll'l . " 
m1~aa'W~1'VI~au'1m11 ~ni1'!~'W 1(;1 m111 'll~m1~aa'lJ~1'VI~au'1m1 1 'VI~ i 'VI~am1~a~aE.Ja(;l~ii 
:IJ~~1Gi'I~'W ~'!ilL ~tl'l"il1f1~ f1~1L~:wi1 LL 'W'J 1 U:IJf11)~e:Ja'lJ~1'VI~e:l'U'1f111 1 'VI~"il1f11i"il f111G1'1 n11~ f1~1 
'\J \J \J 'U 'U 

1 'VI~'VI~1 m vh 'We:J n"il1 nt!'Wii"il m1~'1G11:1J11t1 m~~'W m1~a LL~ ~m11-&'a'W~1'VI~au~ m 11 '!XiJ Fl11:w ~ • 
L ~:IJ~'W ~'lri'lt:·m 1 ~Ln(;1'1Jfi~:wli'Wfi'VI1'1 f1111'1~1(;1:1J1f1~'W LL~~U11 'IJ~FI11:1J~:Wli'Wfi~LL 'W'U LL 'li'W 

d ... ..,. 
2.3.6.5 m~'U'J'Wf111Lf1E.l'Jf1'U'U1'VI11 CRM: DEAR Model 

'Wtlf1"il1nll E.l'VIii'W1 ii11:WL"il~ru (2544) 1~U1LG1'We:l 1:JJL(;lm~E.J~ (DEAR) ~'ILtl'lJ . ~ 

u"il:5'E.li'W~'W~1'W 1 'Wf111'U~'VI11~f1~1~:Wi'W5 L -ria1 '~XL -b'1 h m~'U'J'Wf111vl1'11'W ~'l'l11~nau 1 '1.1~1 E.l 
~ " 

D = Database 'VI~tlf111G1~1'1~1'WoUe:l:W~ 1(;1EJeJ'Iflf111FI11i1~1'WoUtl:W~"lltl'l~ f1~1 
Q \J d3 \I \J 

~~'rle:J1~11L~t!'IL(;l j L"li'W 1'W L~e:l'W tlLii(;l ~e:l~tl1PlE.l 'VI~t111E.l~~LaEJ(;l~'lJ j Ltl'W~'W ~'lvi11'1X~1E.ltl'U 

'U~,;''VI~"il~iJ~1'WoUe:l:IJ~ L ;rtl'I~'W"lltl'l~ f1~111 
~ " " 

E = Electronics 'VI~a m11otlL'VIFI1 'W1~~~L'VI:W1~a:w ~'1Lnaa'!~f111i1-b'm;j~"lle:J'I 

~f1~1LLa'J Fl111otlL 'VIFI1 'lJ 1~ ~~ L'VI:W1~Gi:IJ tl'U~ f1~1 L 'VI~1tf'WL -rJaf111l LFI11~oHLL~~LLE.lf1LLE.l~~ f1~1 L -rJam1 
" " " 
G1~1'1"iJ(;l"lJeJ'I f111 ~(;l~e:Jtl'U~ f1~1 LLa L -rlam~"il1 E.JoUtl:IJ~'VIf1"1it!'I'VI1'1 LL~ ~'VI f1'VI'li1 E.J'I1'W 1 'W'U~,;''VI 

'I 'U 'U , , 

A = Action 'VI~ a f111rl1'VI'W(;11 'l11LLm:wL-riaa~1'1FI11:Wa:wi'W5 Ltl'Wf111rl1'VI'lJ(;l 

ii"ilm1:wL -rlaa~1'~ Fl11:w~uw'W5nu~n~1 L-rimLGi(;l'le:Jannu~n~11 'WL ;a'lu'Jn 
" " 

R = Retention 'VI~tl m1-rm~:t1~n~1 Ltl'Wf111U1~Li1w:.J~f111'U~'V111~f1~1 
" " 

a:ww'Wfi LL~~f111 -rn~1 FI'J 1:WL~'U 11'l"lltl'IF111:Wa:wi'Wfinu~ f1 ~111'lt1U1~Gi'l~ L -rJaa~1'1F11 1:WU1~Vl'U L"iJ " . 
1 'Wm1a'lJ~1 LL~~a~1'1a:ww'Wii.fl1-r~~~ nu~n~1U"il"ilU'lJ ~'~"il~v111 ,x~ n~1~aa'lJ~1'VI~au ~m1mh'l " , " . 

I .. V 

l'lt!L'Wtl'l (;l'l.fl1'rl 2.3 
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ht'V11-:Jt15u&iLL~l 1-unTn•nLil'U-:J1'U~1'Un11tJ~VI11~n~1~:w.Wufi"l!a-:Ja-:J!"lm uamnn 

m1tJ~'VI11-:J1'U~1'Un111'1~1(;1 u~,;''Vla-:Jfln~cJ'Vl5~6111"1ru~1mum1a~1-:JFll1:w~:w.Wu5nu~n~1 ~a 
' ... " 

LFI~mna~aa11'VI~arhm11:W'V11-:J n11111m(;lan:w1 n:w1t1 L ~a 1-&'L tlu n~ tJ'Vlfi'VIrr n 1 u m1a~1-:J~:w.Wufinu 
' 

'oi)~ tila-:JL~an 1 ~flfll1:W'VIm n'VIm tJ L(;l tlY!n 'l LFI~a-:Jna'VI~a n'oiJ n11:W'V11-:J n111'1~1 (;l'oiJ~Iii' a-:Jaa(;l Fl~a-:J tltl 

Y~~ &i m1:w~u~1.n Fl L(;l tJ LFJ~a-:Jnam1~aa11n1 1111 ~ 1 (;] ~u~,;''V1'111:w11-&',!u a1m1~ a1t1 L tJu 1'1111-:J 1~ 
~-:Jm11-:J~ 3 ~-:JLtlum1LLa(;l-:JLFJ~a-:Jna'VI~an'oiJm1:w'V11-:Jm11'lm(;JL~am1a~1-:Jfll1:w~:w.Wu5nu~n~1 

" 
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- Telemarketing: Call Center 

- Warranty Card: 'Vl~1u'l.J~~-wlnT~~B 

-Direct Mail I Print Media : L~BL~B'LJF1111J'VI~,r;)1 VI~BL?f'UB"ll1tl 
I q 

Bt11-:IL-:JtiU 1 

- E-Marketino: 1liiB1l~ ~1tlmHBt1VI -dn"1!1'ULli~mL~~';J-:JL';J1li"'nFh 
:;, '\1 '\1 '\.1 

- n';Jm~1l'Vl1-:Jn1~(;1"'1VI (Event Marketing): ?1~1-:JFI111l?l1in?I'U11J 

LU'Ufl'ULB-:1 LL"'~HG'i1VI~U"llB-:JFiomnFh 
• 'II 

- LU'U Sponsor ~VI-:11'Un1~~fii"'VI~Bn';Jm~1l'Vl1-:J~-:JFI1J~1-:J j L~B 

?t~1-:~m111t.hL ~B~B 1linuu~,;'Vl . 
- m~LL';Jn"lJB-:1 Premium L"li'U L~B VI1J1n LLflTU1 VI~B"llB-:JVi'lh?t~?f1J 

L ~e:JLU'Un1~?1~1-:JFI111J';JV1~11 'U~1~'UI·l1 

- m~ 1liu~n1~V!Gl-:ln1~"ll1 tiL ~B?f~1-:IFI111JYW hVIGl-:ln1~"ll1 t1 n1~~ VI 

fl';Jm~1l~nBU~1JLliF1111J~L~B-:I~'Ufl1 
'II 

- 1-&' Logo thtl~qjan~ru L~e:JLU'Un1~?1~1-:!F1111J~V1~1 LL"'~~B?f1~ 

~1tl IMC 
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li!~L um -w~~Lfl~a~ila L~~lJL vh,j'U '1.h~L~'Ua~~1151filil,j'U ~a~alJ~~nua n~1"ll'U1~ 1 VJ'UlJ1 m!a~ 
" , " 

L Vi~~ 1~ LLa~afl~1ilfl11lJ~B~fl11~Vfa1n'Vfa1~Vf~a 1l.J ~~iJf!11lJ~1LU'U 1 'Utl1fi"il'I.J~fl11 L 'li'U tl'U1fl11 " , 

fl111JalJ~wh1'U ~ nu a n~1 L ~avh 1l1a n ~1 Lfi ~Vi ~VI a h LLa ~fl111lfi n ~ m11-&'~'U ~ 1 VJ~au ~n11 
" " 

(Customer Loyalty) fl11U1Vf~flfl11'1.J~Vf11~fl~1alJ~'U15 (CRM) ii11~1~~L~1J~'U 'I.H\J'\.J~~ 
m~'I.J1'Ufl11vl1~1'U 1 'Ua~l"ima~11~~1~ 1 'Ufl11~1 L ti'U~1'ULLa~~'U'VI'U m1V11a n~11 VJl.J ., VJ~a~~a n~1 , ~ I \1 

n~'I.J1l11-&'~'U~1VJ~au~m1Bflfl~~ 

2.3.8.2 fl11'1.J~Vf11"!JB~1~"il1fl11vl1q1fi"il"!lm~n~1 (Customer Life Cycle Management) 

1) fl11Vf1~fl~11Vfl.JL"li'1a~l"im (Customer Acquisition) 1~~fl11~~1~fl111J 

L~'U (Differentiation) "llm~'U~1VJ~au~m1m VJl.J (Innovation) LLa~L~'UBfl111Jfl11lJ~~mn~u1~ 

(Convenience) 1l1nuan~1 
" 

2) fl11L~lJfl11lJYi~'VIah1l1nuan~1L~av11m1~a~'U~1LLa~u~m11~~~1'U 
" 

~'U 1?1 B'Ufl11vl1~1'U~fl1~otl'I.J L ~Bfl11~'UB~I?IB'I.Jfl111J~a~ fl11"1JB~afl~1L~11 ~ L ~1 LLa ~~n~a~ LLa ~fl11 
" " 

(Customer Service) 

(Listening) 111Jtl~fl11L~'UB~'U~1LLa~'I.J~fl111Vfl.J (New Product) 

2.3.8.3 fl11L~lJ'I..b~~'VIG.fl1'VI1'Um~'I.J1'Ufl11vl~~'Uh (Improving Integration of 

Decision Making Process) fl11L~lJfl11'1.h~~1'U~1'U1'U~1~~1~ 1 "llB~'I.J~~'VIL~mtJ'VI1~fl111od1~'1.J'I.J 

;j1'1J"li'alJa"lla~an~1~11ln'ULLa~~'I.J~Vf11~1lJ11~~~"1i'a1la"il1m~uu~1~ ., lJ1'1.h~naun11vl~~'U1"il 
63 '\J \1 \1 cu I 

L'li'U 11~a~La~~"lla~an~1~~~~m"li'1m1'U~1~an~1a1J~'U15 (Call Center) 11~a~La~~"lla~m1 
" " 

~1 ~ L~'U"llma n~1"il1fl~1~"ll1 ~ (Sales) fi"il fl111J'VI1~ fl111?1a1~~L~'Ua 1l1a n~1 bb~a~ n ~lJ'Vf~a LL~a ~ 
" " ' 

'I.Jflfl(;l"i!1fl~1~fl11\?la1~ (Marketino) Lba~fl11fl1'1.JfllJU~lJ1UI"llB~~'U~11 'ULL~a~·~h~"i11fl~1 ~~'U~1fl~ 
' :::> ' 

fl~~ (Inventory Control) LU'U~'U 

2.3.8.4 fl11L~lJ'I.h~~'VIG.fl1'VI1'Ufl11~1Lil'U'I1'U (Enhanced Operational Efficacy) 

fl11'1.J~Vf11~fl~1alJ~'U15 (CRM) "il~'li1m~lJU1~~'VIfi.n1'VIfl11vl1~1'U"lla~~1~~1'1 1 "llB~'I.J~~'VIL~~ 
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oUB1.1"~1~1~1.11"1n"liB·:rVn:Jn1'l~m'11'l L"li'U Fax L'VI'H~'vn1 LL"~ BL1.1Gl (Email) LiJ'W~'U ~~n1';iL~1.1 
'U 

th~~'VIG mr~1 'Un1';i~1L U'U~1'\J"!Jel~el~~mihh~ LEJ"'lUfl1.J~1EJ~1~ i "!Jel~el~~m 1~~~~B1 uil 
1) ~1EJ"!J1EJ Telesales, Cross-selling LL"~ Up-selling ';i~UUL'VIFIL'UL"V 

G'l1';iG'I'UL'VIf'l~L~EJloUB~nu~1EJ"!J1EJ L"li'U L'Un1';i"!l1EJ~'U~1LLUU Cross-selling LL"~ Up-selling 

L ~1.1Fll11JG'I11.11';iCIL '\Jn1';iFl1VI LVI1LL 'Ul L '!J1Jn1';i~el~'U~1'VI~el1.J~n1';i';i'J1.1fi~ n1';i 1 offoUel1J""!Jel~" n~1 L -d'U 
'U 'U 

2) ~1Eln1';ii'I"1VI (Marketing) ';i~U1.Jn1';i1.J~'VI1';i~0~1~1.1-n''Ul5 (CRM) iJci'J'U 

"111 ElL Vi u~,;'VI G'l11.1 1';ifli LFl';i1~oH11i51VI~ 1"11 ';i~ VI "1'VI '111 EJ ~'U ~1 ~1'\J "liB~'V11~ n 1';i'll 1 EJ (Sales 

Channels) ~1~ j L"li'U (;)1LL'VI'Un1';i"!J1EJ (Sales Representatives) LL"~~1'\J'VI1~Liu16111'1 (Website) 

';i~U 1.J n1';i1.J ~'VI1';i~ n~ 1 ~1.1i'llthJ~lJU'VIU 1'VI~1 ~ 'lJ flU "li el ~'VI1~ n1';i~el G1 1 ';i (Communication 
I t I II 

Channels) L -d'U ';i~U"liel~'VI1~ n1';i~elG11';iVl L 'VI1.11~G11.1VJG1 Vla1'VI-ru n1';i"!J1 EJ ~'U ~1"1lUVIU'U'VI~el" n~1 LL~ 
' • 'U 

"~';i1EJ 'VI~eln1';i';i~U r~un~1'U~L'V11.11~G11.1~G'IVIL'\Jn1';iLvtU~n1';i'VI~el~VI~Bnu"n~1';i1EJtT'U j 
' ' 'U 

3) ~1EJ~n~1~1.1-n'w5 (Customer Service) LL"~~1EJG'IUUG'I~'U (Support) 

';i~UU n1 ';i1.J~'V11';i" n~ 1 ~1.1l1w51 'U~ 1 EJ" n ~1~1.1-n''U 6 (Customer Service) LL" ~~ 1 tJ G'IUU G1'U 'U 
'U 'U , 

v "" "'1 ~ ) "" "!Jel1.l"';i1EJ "~LelEJVI"!Jel~"nF11 'Uel~l"lm (Account management LL"~';i~UULLG'IVI~';i1EJ"~LeltJVI"!Jel~ 
'U 'U 

oUB~'lJ ty 1';i~'V111~el~~n';inu~n~1 (Detail Service Agreement) 'U eln->il1 nifLL~l';i~UU~ VI n1';i 

'VI1~~1'\JBL1.1"Gl (Email Management System) ~B11LU'Uci'J'Ua1~ty1'1Jm';iG'I~1~n"~'VIG'VI1~~1'\J 

n1';i1.J~'V11';i"0~1~1.1l1'UG ( CRM) L "li'W G111.11';iCitlel'U'VI"'~VIBL1.1"Gl"!Jel~"n~1L 'Uel~l'l1~LL"~';i~UvJLL 'VI'U~1 tJ 
\I '\.1 'U '1'\J 

'll1 tl~L 'VI1.11~G'I1.1~G'IVIflU"n~1';i1tltT'U 1mVIEJoUel1J"m offm"" ~1.11"1 OoUel1.1"~1~ j ~"nA'1 Ll"ltl~VI~ el~l tJ 
• \I 'U 'U 'U 

2.3.8.5 ';i1tJ"~LBtJVI"!JB~n1';i"'l1';i~rh~'U~1'VI~BU~n1';i 1 Vinu" n~1 (Customer Billing) 
'U 

u';if\"G'111.11';iCIL -ff';i~UUn1';iU~'V11';i" nA'1~1.1-n''UG (CRM) 1 'Un1';ielelm1EJ"~ La t!VIn11~1tl L~'U'llel~"nA'1 
• 'U 'U 

(Bill Payment) LL"~~~1'\Jn11~1tJL~'U1~UUa'ULl'lel~LUl'l (Electronic Bill) LL"~n11LvtU~fl11L'Ufl11 

l'lBUoUBG'I~~tJ~1~ i ~1'U"liB~'VI1~n11~BG'I11~1~ i L"li'U L'U1~UUBB'W1m1 

2.3.8.6 n11"!J1EJLL"~1Viu~m1L'UG'ICI1'U~~"nA'11'lel~fl11 (Field Sales and Service) 
'U 

m1u~V111" nA'1~1.1-n''U6 (CRM) ~L~tJloUB~nu m1"1l1 mL" ~ 1 Viu~m 11 'UG'Im'U~~" n~11'1 B..:J m1 
'IJ 'U 

(Field Sales and Service) vl1Lvtr~un..:J1'U?I11.11';iCI"lilt~1 'Un11~~offel1.1"1.11L m'U'llru~~vhm1'll1t!'VI~B 
'U 
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1'11l.J~el'tn1'l"l.ltl\liffiPl1LL~~:::'lw (Customized Products) 'l:::uu~vi1\11'U'I..l'l:::G1TWl'U~'UPl1Fl\IFI"'\I 
" 

(Inventory System) 'l:::uum'li\l~tl (Ordering System) n1'l~\ILLl;l:::1u~'UPlTVI~ti'U~n1'l (Logistic 

System) m'l:ij'l'lm'l1'11 ~nuvn1n'I1'U~~::: 1 ~u~m'l m'laan 1 u LL~\I'VI;f LLl;l:::m'l:ij'l'l f11'l'l:::uu 1FJ1m 

1 'Un1'l"l.l1tl 

' 
2.3.8. 7 n~m'll.JViG1~1\IFI11l.J.fi'f1~LLl;l:::f11'l1m~n~nPl1 (Loyalty LLl;l::: Retain Program) 

f11'l'U~'VI1'll;l f1Pl1al.J~'Ufi ( CRM) ~ihh:::~'V!Gfl1'Vl~'Utl ~ nu f11'lLLtl f1Fl11l.J LLI'l f1~1\l L 'VI~1;fl'l1l.Jf1~l.J 
" " . 

(;1 nP11 (Customer Seomentation) L 'liu f11'llii'1LL un'l.J'l::: Lfl'Vl"l.leNl;l f1Pl1tltlf11'11l.JFI11l.J~ tJ\1 f11'l"l.ltl\l 
" ~ " 
(;lf1Pl1 'l.J'l:::1~~1'U~1"llt:J\I(;lf1~1 LLl;l:::'\.h:::~m'l~a uan~1niffi''IG11111'lon~m'll.J(;lf1~1eJt:J'U'VI"''~L~a 
" " " 
'U~~'Vl~::: 1~'l11'li't:Jl.J(;l L 'VI~ 1if1 'l.J1 LFI'l1 :::li'VI1'li' tll.Jl;l L ~\I~ f1 L '!i'U '!it:J\I'Vl1\l f11'l~tl G11'lL 'VIl.J1::: Gil.J~ Gil'l"l.ltl\1 

" " ' 
(;lf1~1 LL~l;l:::'l1tl (Effective Communication Channel) 'Vln~m'll.Jf11'l~tl"l.ltl\l(;lf1~1 (Customer " ., " 
Behavior) LLl;l:::~'U~1~ijFI11l.J'WLfil'milVn:::~1 (Customized Product) ~1'VI1'U(;lf1~1LL~l;l:::'l1tl 

" 
2.3.8.8 L~l.JFI11l.J'l11'1L~11'Um'll~u~m'l (Speed of Service) f11'l1i'VI"'f1n1'l'U~'VI1'l 

~ n ~1a11~ufi ( CRM) G11111 'lo'l.J1u'l.J'l'lm:::u'Ju m'lvi1'11'U 11'1 m.i\1 L uu~ m'll'l au Gi'U a \I m 111~ a \I m 'l " . . 
-nuVi (Real Time) L'li'U 'l:::uum'li\I~'U~1ijf11'lL~t:Jl.J1t1\l'l:::'U'U~1\I j vY'I1'U~1t11Um'li\l~tl (Order 

Fulfillment) ~1tl"l.l1tl (Sales Department) ~1t1Uty~ (Accounting Department) ~1ti~'U~1Fl\l 

Fl"'\1 (Inventory) LLl;l:::~1ti~L~m'li'a'ln'Um'll~LFI'l~l'ln'U~f1~1 (Credit Authorization) 

2.3.8.9 f11'l'l1'U'l1l.J'l1tll;l:::Latll'l~1\l"l.ltl\l~f1~1 (Gathering More Comprehensive 

Customer Profiles) f11'l'U~'VI1'll;lf1~1al.J~'U5 (CRM) 1~'li1v1 ~L~l.J'l.J'l:::~'V!Gfl1'Vlf11'lvl1\11'U"l.ltl\1~1tl 
" 

~1\1 i 1 uu~,;'Vl1~111n~uL'Vl'l1:::11m'lu~'VI1'l(;lf1~1al.J~u5 < CRM) 'li1vm'l:ijl'lm'lL~mnu'li'al.J(;l"llt:J\I 
" " 

~ n~1~ijav1~111 n~uvi1l ~'li'al.lmnua~1\IL tlu'l:::uua~1'~ L ~a11 1v'l~u u~~'VIG11111 'lo'll1~1u'li'al.Jl;ld 
'U 'U , d.S 'U 

l.J11mu'l:::uu~1\l i 1~ 

2.3.8.10 f11'l(;ll'l~'U'Vl'Ul'U~1'Uf11'l"l.l1tiLLl;l:::f11'l:ij'l'lf11'l (Decrease General Sales and 
' 

Marketing Administration Costs) f11'l(;ll'l~\l"l.lti\I~'U'VJ'Un1'l~1L il'U\11'U,j'Ul.J1~1 n 1 i'VI"' f1f11'l'U~'VI1'l 
(;1 f1~1al.J~'U5 L ~tl\1~1 nu~~'Vlij'l:::'U'U f11'l:ij'l'l f11'l~ L U'U 1 'UL~tl\1 f11'lG1~1\IFI11l.Jal.J~'U5au ~ fl'U(;l f1~1 
" " 

fltl 1 ~Lnl'l'l1t11~LLfl'U~~'Vl 

2.3.8.11 m'lG1~1\Il.Jl;l~1L~l.J (Value Added) 1~n'Ul;lf1~11uu:u~u'Ul;lf1~1,j'U'Vltl1tl11l 
'U 'U , 'U 
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ant;iahJ LLt;i~a~n1'~~rufhLvi2J~Vh1l1'"nR1ijl"l112J~am.nnn-J1~112.l'Vla1:iJ ~~~'th~na'Uf11';i~1';i 
, 'U 'U 'U 

~~1~flWI"i1Lvi2.11l1'nua'Ufi'1LL"~'U~fl1';iL~EJ~TU Value Chain ~~1'Uri1'U"lla~~R1 (Supply Chain) 

LL"~1'Uri1'U"lla~~112.l~a~m';i"l!a~"nR'1 (Demand Chain) L~avh1l1'Ln~f11';j'tJ';iW1fl1';i~vi11l1'Ln~ 
,. 'U 

2.1"f'i1L vi2.1 1-Htiu" nf11a~1~~';i'U1~~';i-i~';i~'Uu~1 nvm1EJVI'Ii1 EJ~1'UL -if 1m L~m-ila~~~mEJ1 'Ua~l'lmLL"~ 
'U 'U 

.fl1 EJ'U an a~l'l n';i (Internal and External Oroanization) uu ~~ LLt;i ~ "i11V1 'li 1 EJ1~PH1 ~ 'U (Raw 
~ 'U • 

Materials Suppliers) m~'U1'Ufl1';i~L~EI1olla~nu1(Jl~~'U (Material Procurement) n1';iaanLL'U'U 

t:.J~(JlJi'rusrl (Product Designers) n1';i~~'V11~umru~'Uri1'U (Spare Parts Suppliers) f11';i"ll1EJ 

(Sales) LL"~f11';i(Jl"1~ (Marketino) ~~vhf11';i~~:51'VIU1EJ (Distributors) LL"~'VIU1EI~1'U"nR1 
~ ,. 'U 

~2.1iwi (Contact Center) LU'U~'U 
' LU'UVi'VI';i1'Un'U~ a~ LLGl111 n';i~'U1'U f11';j~~1~~112J~2Ji'UG" nR1'VI~an1';iVh CRM 

'U 'U 

,r'U ri1'U'VI~~n~a fl1';j~~1~~112.loW~'Vla h LL"~m12.1Ji n~"ll a~" nR'1~ijt;i aa~l'l ma'UR1 LL" ~u~m';i ,. 

u~,j'U"ll'tJ1'Ufl1';ii L~';i1~oH 1~ E1 LL"~fl1';i11~';iU LL 'tJU"llmEI'VItiPI1~(Jlfl 'Ufl1';i~~1~1"1112.1Ji n~"llm" nf11~ij 
'U • 'U 

t;iaa~l'lm -i!a2.1"t;i1~ q ~hi',!'U~~~a~LU'UoUa2.l"~LoU1i1~ri1'U~n"lla~"nR1 (lnsiohtful) LL"~~a~LU'U 
\J I 'U 'U ~ 

-i!a2.1"~"n~a~~1 nLL 'VIci~-ila2.1"~ L ~a~a 1~ ijm';ivl1fl1';i1~ EJ~"n'VI~ n15 ~~~~'111-i!a2.1"2.11vi1 CRM 
'\1 'U '\1 'U 'U 
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.... ... "" "' 4 'I 2.4 I.L'LI1fUli.Li'I::'VIq~!)LnEI1fl\Jfi1111'VH'WeJ Llil 

2.4.1 fi111M111UUeJ~fl11uW.n'4eJ Llil 

V'I':U'U1'Ufl'l11uU'U'l1"liUNsn(;)EJGHnu (2537: 659) 1m~l'l1111'VI111EJ';hm111~'l"tmh • 
'VI111EJO.:J"lla'U h~.:~ hG111 h~ hrhl1 "l'l111l~.:J'I"la h" m.:~nu flTt:neY.:~ n~~d1 "Satisfaction" ~.:~ii 

l'l1111'VI111EJ t~avf1 11 tll11::~'\JI'l111li~n 1 'U'VI1'l'U1 n"lla'l1ii'li'l~~a~.:~ t~~'~'VI~'l 
~~1'l'lN LG1~-r(;lu (2546: 90) 1m~l'l1111'V1111EJ"lla.:~l'l111l~.:~'l"lah"lla.:~~nfi'1 (Customer 

'II 

Satisfaction) ?ia dJ'UI'l111l~~n"lla.:~~n~h11~'l'l"lah'VI~a1~~.:~'1"lah ~.:~Ltlu~~~'l"lihl1nn1'l 
'II 'II 

L '\J~EJ'U L ViEJ'U'l::'VIl1~n1'lvi1'11'U"lleJ'l~ a(;)Jl ru 41 fl'U 1'111111'11 ~'VIi''l"ll 8'1~ n fl1 (}, ~ ~ n1'l m::vl1"ll8'1 
'II 

~a (;)Ji'ru41~1 n111'l111l'V11.:~n1il::Ln~ l'l11111~'1"la h ti'1~~ m'lvi1.:~1u"l!a.:~~a(;l.nru41G1.:~ n11m11ll'l1~'VI1.:~ 
'II 

111n ~nfi'1n1il::Ln~l'l1111~.:J'I"laha~1'1111n l'l111ll'l1~'V11.:~"lla.:~~nfi'1 (Customers Expectation) Ltlu 
'II 'II 

~.:~~ ~'U~Lfll'l~a.:~ m'l 'VI~al'l1~'VI1.:~1il:: 1~-ru1il 1 n~a (;)Jl ru 41 m 11ll'l1~'VI1.:~ Ln~ 1i11 n'll 'l::G1 u m 'lUJLL~:: 
'II 

l'l1111TI ua~(;l"lleJ'l~~a 
'II 'II 

~(;l~h!uvl L~"ll::l'l'll~ (2539: 19- 20) 1m~m111'V1111a"lla~l'l1111oW'~'I"lah"lla.:~~u~tfll'lH 
• 'II 

'11 fl11 m'lWLLG1~.:~o.:~m111~~n 1 'U'VI1'l'U1 n~Ln~1i11 n m'l'll 'l:: Liiu L 'll~au L Viau'll 'l::G1'\J m'lru1~-ru 
'II 

Kotler (1997: 252- 268) 1~nci110'l'VI~~~"lla.:Jm111~'l'l"lah11 LU'UI'l1111i~nG1a.:~ 

LL'U'U"lleJ'lli'U~V ?ia l'l1111~~n'VI1'l'U1mL~::I'l1111~~n'VI1'l~'U l'l1111~~n 'VI1'l'U1mtlum111~~n~L~a 
'I ~ '\J '\J \I 

Lfl~~'ULLG1'11il::vJ1h1Lfi~l'l1111G1"ll l'l1111G1"llifLtJ'UI'l1111~~n~ LL(;lfl~1'11i11fll'l111J{~n'VI1'l'U1fl~'U '1 
'I , \1 'U 

nci11?ia LU'UI'l1111{~n~'l::'U'U~aunr;ru l'l1111G1"ll~ G11111'l~vh1~Ln~l'l1111G1"ll'VI~am11l{~n'VI1'l'U1n 
'U 'I 'I '\J 

111nn111'l1111f~n'V11'l'U1n~u 'l 
Kim et al. (2008; el1'1B'l1i11n ~n~~1 ~~Jl'VI'lLG1flN Lb~:: 'l111V~'I"lEJ o'U1i11'l'\J(;l1'U'Uvl, 

' 
2554) nci11l11'l111l~'l'l"lah"lla'l~'U~Lfll'l (Customer Satisfaction) ~n1il::iim'lU11111ic;11'l11iln'U 

'II 

~'U ~Lfll'l'VI~a~ nfi'1"lleJ'lo'ln1ila ~ L tJu'l11:: -..l1 L ~ a.:~1il 1 n m 'l{~ n ~ n fi'1 L'IJu ~.:~-..1 1 L tlu 1 u m::u1 u m'l 
'U \1 'I 'U \1 'U 

L1il~ruL~'U L(;)LL~::m1~~'U1'VI1'lo'ln1il t~avf11 'll l'l1111~'l'l"la L1i1~1'U'U~m'l"lla.:~c:lu~1fll'l1il::'VI111EJO.:~ 
.. , 'II 

l'l111l~~n"l!a.:~~u~1fll'lfl1 a'VIr;r'l1i11nm11~ L i1-ruu~m1 11iim111"lla'U'VI~a 1~"lla'U 1 uu~ n11~1~-ru 
'II 'II 
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m~vrl'-!1 111'1111l'W-!l'Vla 1"n"~Ln~~1J LLI'itl'11'11111l11a-!1 rn~ 111 '1~-ru m~(;)eJ'Ui.'11JeJ-!J(;J111~1'11~vrl'-!1 111'11111 

oW-!lW-!1 h n"il~ hiLn~~1J 
2.4.2 LL1J1fi~Lffa1n'UI'l11uW.:JWeJ L"il"lleJ.:Jan~1 

'U 

Hinshaw and Atwood (N.Y. McGraw- Hill 1943) hil.t~'LL1J1fi~-h 1'11111oW-!l'VleJh 

'lleJ-!1~-ruu~m~L tl1J 1'11111fi~ L oH1J'lleJ-!l~-ruu~m~~1~-ru"1 ncr!. ~u~m~ LLa~~~L tltJLnrusnth~Lil1J~11J 
'U 'U 'U 

e.~ a "''VlG~1 EJ LLa ~ L tJ 1J~~~'U'll eJ-!1 1'11111 i.'1 a~ 1'1~ eJ-!1 ~~vd 1-!1 1'111111'11 ~ 'VIl-!l'll a..:J ~-ru u ~ m ~ L1J a~ 11 1'1~ nu m ~ 
'U • 

-!u ~'llel-!1 ~111-!'U'U ~m ~m~-ru (;1111 1'11111 L U1J "~..:! a1 vr-!uu ni :ij El 'V11..:J'Vl fl~ m~11 1~ ~ 1'11111'VI111 EJ'llel-!J 1'11 
" v "I 

11 1'11111W..:J'Vlel h 1 1J'U~n1~L tl1J1'11111~anvr~eJI'l1111fi ~ L oH1J~L~EJ1-a'eJ..:J nm1PI1JI'l~'llel..:JI'l1J~ Lfl~"il1 n 
'U 

t.l~~i.'1u m~ru~~-ruu~m~L -a'11 tfl-&'u~m~ 1 tJi.'1mtJ~1 ~u~m~JtJ 1 ua~t.l~~i.'1um~ruJtJ 1~ L tltJ 1 t.l 

(;)1111'111111'11~'VIl..:J'lleJ..:J~-ruu~m~111 mi'aEJ L w EJ-!1 1~~1JeJ~ nuu" :ij v~ LL(;) n l'i1..:J tl1J'VIfl'li~ 1'11111111 eJ..:J'll eJ..:J 

Maslow (111i.'1La1) L tltJ-U'ni:ij'vi'VIEI1"1111eJ..:J flf]'li 1~i.'1~1-!l'VIf]'li~l'l1111111a..:J n1~(;)111~ 1~'U~1Ji.'11111~~11J 
a~ 2 t.l~~m~ ~a 

'U 

( 1) 111J'liViil'l1111 111 a..:J m~a ~(;)a a~ L 1 a 1(;1 ~1u 1~~ iJ..:Jii;;ii (;)a~ 1'11111111 rN m~~1~ -rum~ 
• 'U 'U 

(;)eJ'Ui.'11J el..:J LL"'1 fl"il~ hh tl1JLL ~..:! ~-!1 ha1'VI'~,'U'Vlf]~ n1~11,j1J B fl !'ia 1 tJ 1'11111111 el-!1 n1 ~~ iJ-!1 hJ1~-!'U n1 ~ 

(;)eJ'Ui.'11JeJ..:JLvhJtJ~-!l"~iia'VIB'Vla"-!l hl'ia 1 t.l 
'U 

(2) 1'11111111a-!lm~'lla..:JI'l1Jii"' n'liru~ L tltJ~1~u~tJ"1 n~11 t.lvr1i.'1..:J(;)111~1 ~'UI'l11l.Ja1~ru ttJ 
'U .. 

Li1eJI'l11lJI11a..:J m~~1J ~11~-!u n1~(;) eJ'Ui.'11JeJ-!l LL~11'11111111 a..:Jm~~1Ji.'1..:J n"il ~(;1111111 111i.'11afl~ LL u..:J~1~'U 
'U 

(2.1) 1'11111111eJ-!ln1~'V11..:!~11J~1..:Jn1EJ (PhysiologicalNeeds) 1'111lJI11eJ..:Jn1~'V11-!1~11J 

11..:Jfl1~L U1JI'l11lll11a-!ln1~L 6a-!li111JL ~eJI'l1111eJ~~a~ L "lltJ 1'111lJI11a-!1 n1~ L1JL~eJ-!leJ1'VI1~ J1 ~a~m~v 
'U 'U 

Ll'l ~a..:J'tl-!1~11 EJ 1'! fl'li1 hl'l 1'11111111 el-!1 fl1~W fl ~ el1J LLa ~ 1'111lJ 111 el..:J fl1~'VI1..:J L 'Vl PI "1 a "1 1'11111 111 el..:J fl1 ~ • 
'VI1..:J ~11J ~1..:! fl1 EJ "~iia'VIB'Vl a~ m'l f] ~ m~11'll el..:J 1'11J n ~ eJ Li1 eJ 1'11111 111 el-!1 n1 ~'V11-!J ~ 11J11-!J fl1 ~ii'-!1 hi1~-!u 

n1~(;)eJ'Ui.'11JeJ..:J La v L1J~11J-d'L~ vt.l n~ LL~1a..:JI'im'VI n LL ~..:J:W fl"il~(;JeJ'Ui.'11JeJ-!ll'l11111'la-!1 fl1~'lleJ..:J LLI'ia :::1'11J 
' 

II .r:::::...::::lll V 4 I c:tt. I II 

mmom~'VI1..:JeJeJ11 l'leJ m~"il1EJL-!11JI'l1"il1..:J 

(2.2) 1'11111111 eJ-!1 fl1~1'11111t.la a~.ti' EJ'VI~eJ 1'11111il'1JI'l-!l (Security or Safety Needs) 

tl1'VI1 fll'l1111111a-!l fl1~'V11-!l ~11J ~1-!1 m EJ 1~-!u fl1~(;) au i.'11J eJ-!1 (;) 111 i.'1111'11~LL~1 111J'liV n"il ~iil'l1111 111 eJ..:J m ~ 
' 

L1J ~1J ~a 1 t.l~ ~ -!1~1J 1'11111 111 a..:J n1~'VI1..:J ~11J 1'11111'1..1 a a~ .ti' vvr ~a 1'11111il' 1J 1'1-!1 ~ 1-:J 1 1'11111 111 eJ-!1 n1 ~ 
'VI1-!1~11JI'l1111tlaa~.nv"~L tltJL~eJ-!lL~milu m~ua-!1 ntJ L ~a 1 ~ Lii~l'l1111tlaa~.n EJ"il1fleJ1J(;)~1EJI'i1..:J 1 
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I !II I !II 
oC:i1 q 4 IU' I Ci1 V q I V IV 4 II 

'VlLnl'l"l..'LJn'IJ~1~me.~ rr:n:u~qj L&'1e.J'Vl1~1'11'LJLP!~'Ij!n" &'11'LJffJ1:U:U'LJf'I~'LJ'lJ vr:u1e.~m f'I11:UI'Ia~ m ~f'I11:U 

ri''LJf'l~ L 'LJn1~1'11~~;j'W L "!i'LJ f'I11:Uri'~f'l~ L 'LJVIU1~n1~~1'LJLL~~am'LJ~'V11~~~f'I:U 

(2.3) f'I11:UtJJa~m';i'V11~tJJ1'lJ~~f'I:U (Social or Belongingness Needs) .fl1e.JVI"'~ 

"1nm~r'Um';i\91a'Ua'LJa~t'LJaa~~'LJ~~mh1LL~1n"~i1f'l11:utJi'a~m';ja~~'LJ ~a f'l11:utJi'a~m~'V11..:J~~f'l:u 
"IJ 

"~ L~:UL U'LJ~..:J~~ h~~1rlqj~ a'W(]~ m';j:JJ"'Ja~f'I'LJ f'I11:UtJJa..:J n1';i'V11~~1'LJ.O"~ L U'LJf'I11:UtJJa~ m~ L~e.~1 n'U 

fl1';jtlfH1:Utl'LJ LL~ ~ m~ 1~-r'U fl1';j e.! a:ur'U "1 n'U f'l f'I~~'LJ LL~ ~i1f'l11 :u~a n11 I'I'LJ La..:J,r'LJL U'LJ a1'LJVI~..:J"l.. a~ 
"IJ , "IJ 

(2.4) f'I11:U~a..:Jn1';i~"~i1;j1'LJ~L~'LJL'LJ~~f'I:U (Esteem or Status 4 Needs) ... 
f'I11:U~a..:Jm';j ~'LJ~a:u1"~LU'lJf'I11:U~a..:Jm';j~tJ';j~na'U~1e.!~..:J~1..:J 1 ~~d~a m1:uri''LJh 1'LJ~1La..:J1'LJ 
L~a..:Jf'I11:U&'11:U1~fl f'I11:U~ LL~~f'I11:U~1rln'1'LJ~1Lm~1:UI'I~al'lvY~f'I11:U~mm';i~"~ij;j1'LJ:::L~'lJLU'LJ~ 

"IJ ·~ ... 

e.~a:ur'U"l..a..:J'U f'lf'I~~'LJ vr~a~ a~ fl1';j~"~ 1-H''Uf'lf'I~~'LJe.~ n ~ a~&'1';i';iLa~ru 1 'LJf'l11:ur'U ~l'l"l..a'U 1 'LJVIU1~ m ~ , , ... 

..:J1'LJ n1';i~1';i..:J~1LLVIU~~~1rlqj 1 'LJa~r1m 

(2.5) f'I11:U~a..:Jn1';i~"~1~-r'Uf'I11:U~1L~"1'LJ=iiil'l (Self-actualization or Self­

Realization) a1 ~'U ~'LJ 1'1 a 'lJ f'I11:U ~a~ n 1';i~ &'1..:J a 1'1 "1.1 a~:u 'lJ ~6 n ~a f'I11:U~ a~ n 1 ';i~ "::: tl ';i ~a'U 
"IJ , , 

f'I11:U~1L ~" 1 'lJ =iiii'II'I1:Uf'I11:UUnfil'l vr~af'I11:Uf'I11'1VIi'..:J'Vl~ Le.Ja'Vl~e.J1'LJ 1~~'LJ~"~ 1~-r'U~~~1 L ~" 1 'LJ~..:J 

a'LJa..:Ja~ t 'LJVJPI'LJ:::"l..a~"''LJ 
"IJ 

~..:J,j'LJ ~~n~11l~i1 'Vl(]~~"l..a..:J:U1&'1L~l ~1-H'L~'lJl1:U'4~6i1f'I11:U~a..:Jn1';j 5 tl';i~n1';iLi1a 
f'I11:U~a~m';ja~1..:J11'1a~1..:JVI~~1~-r'Um~l'la'U&'1'lJa..:JLL~1f'I11:U~a..:Jn1';j~..:j~'LJ I n"~Lni'I~'LJ:U1Enf'I11:U 

otle.!&'1:U'W~ "l..11tl';i~L&'1~;j (254 7) 1~aG'U1e.Jii..:J LL 'LJ1fli'I&'11L VII'I~Vi11-H'~r'U'U~n1';iLnl'lf'I11:U 
"' , "IJ 

-w~-wa hvr~a hi?i..:Jowa h 1 'LJm';jr'lJ'U~m';itl';j~na'U~1e.J~1LL tl';j 3 tl';j~fl1';j~..:Jd 

(1) ~1LL tl';i~1'lJ';j~'lJ'U m~ 1-H''U~m~ vr:u1e.~ii..:J a..:JI'ltl~~na'U Lf'I~..:J·lhe.~~~:uww:in'LJ"l..a..:J 

fi"m';i:U'U~n1';i ~1~11'1&'11LVI\91~1'LJ.Q 1~LLn f'I11:U&'1~1'11n 1 'LJL~a'LJ1"ll"lla-r'U'U~n1';i f'I11:ULYJe.J..:J'Wa~1ii..:J , 

1-H' LL~~f'I11:Utl11VIU1LL~~W\Pll'lJ1"l..a..:J';i~'U'U'U~n1';ivTioH 

(2) ~1LLtl';i~1'lJm~'U1'LJm';j1-H''U~m';j 1~LLn f'l11:ua~mn1'LJm';j~"'~a"llar'U'U~m';j 

m1m11'1 L ~11 'LJ~'LJI'Ia'LJ"l..a..:Jm';j 1-H''U~n1';j f'I11:U&'1~1La:ua~m ~a..:J"l..a..:J'U~m';jvit -H f'l11:utl~al'l.ti'e.~"l..m 
'U~n1';ivTioH 



( 1) PI"J1:W'WeJ l'iil"lleJ~PI"J1:WG'f~~"Jnvi'l~fu"il1nnT~u~nT~ 

(2) PI"J1:1J'WeJ l'iiJ~eJn11tl1~G'f1'LJ~1'LJ~U~fiT~ 
" 

(3) Pll1:W'WeJ l"i!~eJn11~eJ'I.JfuLL~~m1Lm 1"il1G'i"lla~0 -Hu~m1 

< 4) P111:w-wa hnu-lia:wmhl"11.ffi~-ru 
" 

(6) fll1:W'WeJ h~am1 1 offu~m1~e1m1:w11 -ff~1~ 1'1.Jm1u~m1 
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"J1~'LJ'vl~ a'LJ"~"~ LL~~ l''LJVi'Wc1 a'LJ"~"~ (2541) a1~a~"il1naG'111:w 'H1~1"!u'I.Jv1 (2554) 
\1 , \1 .. 

n~1TJ1 PI"J1:1JoW~'WeJL"iJ'H:W1~5~ fi"J1:1JG'f1:1J11t:l"lleJ~t:-J~~Jirus/i~G'1~1~fi"J1:1JoW~'WeJL"iJLLrl~fii")1~~LU'LJ 

PI"J 1:1JoW~'W eJ 1 "il~ di ~ ~'LJ 'H Gl~n11~eJ a'LJ I"11'H~eJU ~ n11PI"J 1 :WoW~'W eJ 1 "il "il ~~'LJ eJ ~ tl U n 1 1fu ~ ~ eJ n 11 
" " 

tl~u1i~1'LJ"lleJ~t:-J~(;J.tiru6fl1~mi'1m1-ru~~eJm1tl~u1i~1'lJ"lleJ~t:-J~(;J.tirus/iLtl'lJ1tlm:w~PI1~'Hl~LLG'f~~11 

~nl"11w~-wa 1 "il LL~~1 hh U'LJ 1 tl(;J1:1J~~ n1"11P11~'Hl~ 11 LLG'f~~11 hi.W~-wa L"ilPI11:WW~'WeJ h~~1"J:W5~ n11 
" " 
{;) eJUG'f'I.JeJ~~ n1"111 'LJ~~~~ n~1~eJ~fi11"il~~ ., ~~ 1 'LJ"lJW~ nm LL~~i~'VI1~~~ n~1~e1~ fi11'H~eJ"il~n~11 1~ 

'U , I ou 

l1LU'I.Jn11(;JeJUG'f'I.JeJ~PI"J1:W~1Ltl'LJ"lJeJ~~n~1~~m"ilVhm1~~m11~~u PI"J1:WW~'WeJL"iJ1~ 3 1~~u ~eJ 
" 

... .d 0 .ft v 
1~~U'VI 1 fi1)(;JeJUG'f'I.JeJ~PI"J1:1J"il1L u'LJ"lJeJ~~fifl1 

" 
1~~u~ 2 G'f'LJeJ~Pil1:WPI1~'H:w1 ~"lleJ~~n~11 'I.Jl~'VI1~~am nnGl'um1 offu~m1a n 

" 
1~~u~ 3 G'f'I.JeJ~Ln'LJPI"J1:WPI1~'H:w1~"lleJ~~n~1L ~a 1-H'Lfi~Pil1:ww~-wa 1"il 

" 
n11R'LJ'H1l1~~ n 1"11iim 1:w~ a~ fi11'H~aiim 1:w ~1 L U'LJ a~ 1 1LL~"J~~ G'f'LJeJ~ m1:w ~a~ m 1 

" 
LL~~fi"J1:1J~1Ltl'LJJ'LJ~~1~~Ufi"J1:1J ~eJ~fi11"lJeJ~~n~1LL~~~PI'LJ"il~iim1:W~1LU'LJLL{;Jfi~1~tl'LJLL~fi"J1:1J 

" 
~eJ~ n11~'LJ~1'LJPI~1~ PI~~ tl'LJ 1~11~ n1"11"il~ L U'LJUPIPI~ 1~ fl(;J1:1JPI"J1:1J~eJ~n11n"il~PI~1~PI~~ tl'LJ~~U"il~~ ... " ' 
~rleJ 1-H'Ln~fi"J1:WW~'WeJ L"iJt11~nvU~"J~ 

( 1) PI"J1:1J~ eJ~ fi11 1 'LJ{;]"J a'LJ~1 LL~~U~n11sH~~ n 1"11P11~'H1~~"il~ 1~fua'LJ 1"11~ {;))~ tlUfi"J1 :1J 
" 

~a~ fi11LL~~ u~n11~11 ~L ~1tl1~Vi'u h 1~ ~ 1~u n-w~a~sH~~eJ L U'LJU"il~ ~'HGl n~~1fi' qJ~~~~"il~vh 1-H 

~ n~1G'f'LJ 1 "ilsH~ Lda L tl~~uL Vi~uti'utl"i!~ ~~1'LJ11fl1 LL~"J~~iiPI11:W~1fi'ru:w1 nn-J1 
" u 

(2) 11PI1 LL ~~i'LJL tl 'LJU "il~~~1fl qj a ntl )~n1 )'Hti~~"il ~rleJ Ln~ PI"J1:1JW~'W eJ 1 "ilL~~ L\J'W1 ~ 
'H1mtl'I.Ja'LJI"11 ~1'1.Jl'I.Jmn 

(3) PI w.n 1-w u~~ PI 11m ~a~ a 1~ ~ n ~ 1 Pl1 ~'H1~11a 'lJ 1"1 1 LL~ ~u ~ m 1~ L "lJ1~eJ 1 tJ '<il ~ii 
' " 

( 4) n11G'i~:WeJUa'lJ~1sH~m -H'u~fi11'<il~~eJ~iJm1G'i~:WeJU~{;J1~L "J~ 1L ~eJ 1-H'~ n~1 Lfi~fi"J1:1J 
" " 

w~'WeJ 1 "il LL~~ m1G'i\l:wauJ'lJ'<il~~a\lvi'1~1 ~m1:wiit11~a'V16m-w 1~Lfi~Pil1:wu nvda\1 
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(5) m~'U ~n1~'VI"'~ fl1~"111V L~aa nFh 1~vi1 n1~~aa'UFhLLa ~'U~n1~LL~·:m n~1 ~mJ 
~ ~ 

fl1~'VI1'111'VI1mn~ \1 qJ'VI1n'Ua'U~1'VI~a'U~m~~1~f'U L "llT;)~ 1~f'Ufl11:W"ibm 'VIamLa~ LL 'U~U1L tl'U 

f'U'U~m~vY'Itl~"J:Wil'I'U~~m m fl1 LLa ~fl11:Wi.'l ~~1 n1 'Ufl1~'U ~ m~ ~1 v 

m'Un i.'I"J~~u.nTru;j~ ua~ mam a~a~~'Un"il (2548) 1~n~11i1'1 u"il~v~iic.Ja~af!"J1:W 
' ' 

Vi'l~el h"lleJ'I~f'U'U~fl1~L U'U~'I~~f'U'U ~fl1~"il~LLi.'l~'lelelflL 'U'VJ1'1'U1 fl'VI~eli;l'U~el~'l~1~f'U "il1 fl fl1~ 
~ ~ 

'U~fl1~ LLa~fl1~U1Li.'I'Uelfl1~'U~fl1~ b~mtl~V'UL fieJ'Ufl'U~'I~1~fl1~'VI1'11l ;'li.'I1:W1~m tl~V'ULL tla'11 tJ 

1~~1:WU"il~VLL"J~~el:WLLa~l.'lm'Ufl1~ru~Lfi~~'U1'U~~'VIl1'1fl1~'U~fl1~ 1~LLtl 

( 1) c.J~~.nru9i'U~m~ 1 'Ufl1~U1 Li.'I'Ua m~'U~fl1~"il~~a'l iic.J~~.n ru9i'U~m~~iifl UJ.fl1~ 
' 

(2) ~1fl1fi1'U~fl1~ fl"J1:WVi'l~ eJ l"iJ"lJeJ'I~f'U'U~fl1~Lfi~"il1fl fl1~tJ~~LiJ'U fl UJ.fl1~ LLa ~ 
~ ' 

~tJ LL 'U'U"llel'lfl1~'U~fl1~L Vi V'U fl'U~1fl1fi1'U~fl1~~"il~~el'l~1eleleJfl1 tJ b~ mJ1 oH'U~fl1~"il~~ el'l rl1'VI'U ~ 
~ ~ 

i.'I1:1J1~f1Li1i1'11~~Vi.'l~mn iil.'lm'U~fll1'1"1111'1LVieJ'I~eJLLa~~el'lrlTU'Iil'lfl1~el1'U"Jelf!"J1:Wi.'I~~"JflLLtl 

~f'U'U~fl1~ 1 'U'VIfl~1'U L "li'U m~iil.'lm'U~"ila~~f1 'VI~am~ 1-H''U~fl1~~1'U~~'U'U€i'UL~a{L -a~ ;'lvi'11-H 
~ ' 
tl~~L~'U~1'Ui.'lm'Uvtl oH''U~m~a~a'l1 tJ1~ Ltl'U~'U 

(4) fl1~~'1 Li.'I~:W LL 'U~U1'U ~ fl1~ ~ oH'U~fl1~"il ~~ eJ'I1-H'i a:w a~ 1"Ji.'l1~ 1 'U L ;a 'I'U 1 flLLn 
~ ~ 

~f'U'U~fl1~vY'I1 'U~ 1 'Ufl UJ.fl1~ fl1~'U ~fl1 ~ LLa~.fl1~" fl'l:l'ru"lleJ'I fl1~'U~fl1~~ 1'U'VI1'1~el~1'1 ., L ~el 1-H' 
~ ' I 

~f'U'U~m~ 1~t11ia:wm 'VI~Ttn tl"li1vtl~~ LiJ'UL ~al'l~a'U h 1 otl'U~m~~a 1 tJ 
~ ~ 

fl1~'U~ fl1 ~"11 el'l~f'U 'U ~ fl1~ b~ V 1 'U fl1~ rl1'VI'U~ fl1~'U1'Ufl1~~ ~ fl1~ fl1 ~11'1~tJ LL 'U'U fl1~'U ~fl1~"il ~~ el'l 
~ ~ 

rhu'lii'l ~f'U'U ~ m~ L tl'U ~1 ri' '11 vY'I LLi.'l ~ '~~ ~ ~ m~:w'U ~ m ~ LLa ~ Li.'I'U a'U ~m~~~ n Fh ~m m~ ~1 v fl11 :w 

i.'I'U hLm h 1~a~1'1L~:w~~1v~~~1Ufl"lleJ'Ifl1~'U~fl1~ 
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(6) ~Il1'V4LL1~~8lJ"IJe:J.:Jn11'U~n11 m~'U~n11~~;Je:~.:~~i1.:J1~Lfi~f'l111.1~1EJ.:J11.l"l.le:I.:J 
" 

m fl11~mu~ eJ1um1e:~e:~nLL uu~ nLL~.:J m1LL ti.:~~u~e:~~1.:~L l-11.11~~1l'N~1~i1.:~ 1 ~Ln~Il1i'l~ n'tiru~~ 
'!Je:~.:~e:~.:~l'imm~u~m1LL~~~e:~m'V4~n~ruL~'hile:~e:~n1tJcleH'uu~m1an~1EJ 

" "" 

u~n11LL~~wr.:~~e:~tJ1~~'VI6c.J~~~~Ln~~'U~Ber-ruu~n11 
" 

fl111lw.:~Y~e:~ h'lle:~.:~er-ru~m1,r't.l~11.111mLti.:~e:~e:~n 1~Ltl'U 2 1~~u~·:mn'U ~e:~ 
" 

c 1) m11Jw.:~'V4e:~ h~m.:~nufi111Jfl1~~1.:~ Ltl'U~.:~~m ~u~m1~~;le:~.:~i~ 1 ~il 
" 

~ 11.1 fl111.1 fi1~~1.:J'lJ e:J-:1 er-ruu~n11LL~ ~1~1.:~1~1 ~ Ln ~ ~.:!~ ~1 nl1fl111.1 fl1 ~l-11-:J,f'U 1~ L ~ B1 ~ 
" 

er-ruu~n11i~nEj'U~ LL~~iJfl111.1~"1.1 1 't.ln111.11-r'U'U~n11,f'U j 
" " ' 

(2) fi111Jw.:~'V4e:~ h~Ln'Ufi111Jfl1~l-11.:~ Ltl'U~.:~~m ~u~m1~-:~l-11-:~~~~~i1.:~ 1 ~il 
" ' 

Ln'Un11m11lfl1~l-11-:~'!Je:~.:~er-ruu~m1 L ~e:~1 ~er-ruu~m1ilfl111.1i~ntJ~1utJ~1.1 hl-l~e:~tJ1~~u h 1 'U 
" " " 

u~m1m~-ru~.:~ Ln'Ufl111.1fl1~l-11.:J~~.:J h H 
~1tJ1~11 fi111.1W.:J'V4B h~B fl111li~ni'le:J h~B~-:1 1~~-:Jl-1~.:1 LiiBfl111.1;la.:~m1'lJa.:J1.1'U'lirJ 

' " ' 
1~-ru n11~a'U~'Ua.:J~.:J'VI1.:1~1'U~1.:Jn1EJ LL~~~~ h n~~Lfi~fi111Ji'la h '!le:I'U h Ln~ L tJ'U~Pl't.lfl~ ~1'U'U1 n 

~ LL~~-:1 1 ~L i1'Ufi.:J~ Il1i'lfi111.1W.:J'V4 a h 1 'U~.:J,f't.l LL~~~Pl'U fi~~1'U~'U~ LL~~.:J 1 ~ L i1ufi.:J~Il1i'lfl111.1 1~w.:J 

vm h fi111.1W.:J'V4a h L tJua.:~l'itJ1~ nau~1't.lfl111li~ n"l.la.:J~Pl'Ufl~~.:~ 1~1ii'1 L tl'U ;le:~.:~ LL~~.:Jl-l~aa6u1 m '8.:~ 
" 

LL~ ~.:Jc.J~aa n1.111 'U~ n'liW~'!la.:Jc.J~~i'IG~~VI1 EJ'!JB.:J'!l'U1'U m1tJ1~Lii'U 1~ EJti.:~uanfi.:~Vi Pl'V11.:J'!Ja.:Jc.J ~ 
' 

tJ1~Lii't.ll1~~LtJ'U1 tJ1 'U~n'liW~ViPI'VI1.:J'U1n l-l~aViPI'V11.:J~'Ul-l~a 1~iJtJ!jfi~El1 ~a LUEJ j ~a~.:JL i1l-l~a 

~.:~m~;~'U,r'Um~ 
' 

tJ -r'!l qJ 1l-l~e:JLL 'U1 fl111.1 ~ ~'VI1.:Jn11~ ~1~ (Marketing concept) ~~.:Jfl111.1~11"1 qJ ~ ~ n 1"1 1~ ~il 

~~~.:Jl-11.11m ~a~i1.:Jfi111.1W.:J'V4a h 1 ~ti'u~nl"i'1 ~.:~ m1~i1.:Jfi111.1W.:J'V4a h 1 ~ti'u~nl"i'1ilu ~i EJ~;la.:~ , , ,. 'U 



42 

(3) Urtrt"~L~E11oUel'lflU'U~,;}'VItl1~fleJU~·:m eJ~eloH'U YI'Ufl'I1'U eJ"li1EIU"ii..ij'EJf111 
, ~ "' 'U 

e.Ja~ LL~~I'I'Ufl~1'1 fl11L ~1JI'I111J-n'I'V4el l"iJ 1-H'nu~ flf'l1"ii~i1e.J"fl':i~'VIUvieJrt111J'ri'I'V4el 1"iJ"lJeJ'II'I'UL VI~TQ 
'U 

(1) 1~UUf111;)L~EJ'ULL~~.Uma'UeJLL'U~ (Complaint and Suggestion System) 

L U'U fl1)VI1oUeJ1Jm~' f'I'Urt;J"ll el'l" nf'l1 L~EJ1 nu e.Ja~ .n ru,J LL~ ~ fl1)vl1'11'U"llel'IU~,;r'VI i1 ru'VI1 L~ ElloU eJ'I nu 
'U 'U u 

e.Ja~.flru,JLL"~fl11vl1'11'U 111JvY'IoUeJLG1'UeJLL'U~vi1'1 j ~q1n"i!UEJ1J1otl 1~LLn 5'U11'111 h'ILL 11J 

b 1'1l'W1U1~ "1~ "1 51n"i!L VI~TQ"ii~..ij'~L~~EI1Jfl~el'I~UI'I111Jfi~L -H'U"llel'l~flf'l1 
• 'U 

(2) fl11d111"iift111J-n.:~'Y'Iah"lla'l~flf'l1 (Customer satisfaction suNeys) 

1 'Ufl)rud"ii ~L U'U fl11d111"ii1'1111J-n'I'Yiel h"lleJ'I~flf'l1 ~'I~ n·:hi5Vi LL )fl~lJ fl'Y'IUU ru'VI1'h ~ nf'l1~1'U 1 Vlru 
\1 IIU \1 '-' 

hlriaEJ1-H'm11l~11li'imL~~l!m tl~EJ'U 1tl~a~'UI'l1"i11fleJ"ll1 EJ11EJ~'ULL 'VI'U L U'Ue.J~ 1-Hu~,;}'VI(P) a.:~aru L~ EJ 
'U 'U u 

(2.1) fl11LoHI'I~LL'U'UI'I111J~'I'Y'IeJh"lla'l~flf'l1 (Rating customer satisfaction) 

~i1viae.Ja~.flru,JVI~eJU~fl11 b~EieJEIL'U1U"llel'lfl111-H'rt~LL'U'U L-d'U 1:W'Y'Iaha~1'1~'11:lJ'Y'It~1"iJ 1:lJLL'U'L"iJ 
'U 'U 

(2.3) fl11tn1l1oH~ nf'l11~uu ru'VI1"ii1 flfl111 otle.J~~.fl ruGYI LL"~ LG1'UeJLL 'U~ 'U , u 

tl1~L~'Uvi1'1 j ~"ii~LLm"liUqJVI1,j'UL~EJfl':h fl11iLrt11~~UqJV11"lleJ'I~flf'l1 (Problem Analysis) 

(2.4) LU'Ufl11tn1J"nf'l1L ~a 1-H'rt~LL 'U'Urtrua1Ju;Jvi1'1 i LL~~fl11vl1'11'U 'U , 

"lleJ'Ie.Ja\Pl.fl WGYJL~EJ ni1L U'Ufl11 1-H'rt~LL 'U'Ufl11vl1'11'U"lleJ'Ie.Ja\Pl.fl ru6fl (Product performance rating) 

i5d"i!~-d1EJ1oH'VI11Ut1'1"ii~elel'U "ii~LL ~'l"llel'le.Ja\Pl.fl'Wsrl , . 
(2.5) dJ'Ufl11d111"iirt111J~'Ih 1 'U fl11~el~1"llel'l~ nf'l1 (Repurchase 

intention) 

(3) fl11L~elfl~elb~Eifl~1J~flf'l1~LU'ULU1V11J1EI (Ghost shopping) i5if"i!~L~qj 
u rtrt"~ m~i1"ii ~ L U'UeJ~a~i1f'1' flEJ.f11'Yi 1-H'i Lrt11 ~~"ii~ LL ~'~ LL" ~"ii ~ aa'U 1 'U fl1 1~a~'U f'l1"lleJ'IU~,;r'VI LL~ ~ 

, 'U 'I , 
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(4) m'i1Lfl'i1~'l1i1-:mnf11~~ruL~CJ1tJ (Lost customer analysis) 1'Llmw-d''oiJ~ 
'U 'U ... 

1 Lfl'i1~'l1vi~aa~m~ru~nf11 L~~~L tJ~CJ'IJ 1 tJ1-&'Iil11~'1Jf11~'1J L "li'IJ u~'li'VI IBM 1~ in~ t.~'VIfiil'L -rla'VI'i1u 
'U ' 

i1.:~~1L'VIIil~1'1 ., ~vi11'!X~nf11L1.J~EJ'Uh L"li'IJ 'i1fi1~'1Lil'IJ1tJ u~m1hi~'r!a t:J~h•ui'ru"VJ1l.ithL~a~a , I ~ ~ 
... 
cv 4 4U 4 VII 

'i1~'VI'Itl1'oiJ'oiJ~Pin~1malil'i1n1'i~qJL~t.I'Jnfl11il1EJ 

'oiJ1na.:~f'i'tJ'i~nam.ta.:~ LL 'IJ1f111~filil LM CJ1 ti\m11~~'1'r!El h"lla..:J~ nf11J'U ~1:5' CJ 
'U 'IJ 

'oiJ~U1 Ltl1LL 'IJ1filil~1L 'VIIil~vl11'1X~-ruu~n11Lfllilfl11~~'1'r!El h'VI~a 1l.i~..:J'r!El 1'oiJ 1 'Un11-ruu~n11"l!El..:JiCJ 
• 'U 

~~\AI~ "ll11tJ'i~L~~;) (254 1> ~11m 'U'I1'1J1:5'CJ LlilEJ~:5'EJ1~vi'1 m1l-i.:~L u'IJ 1 tJ v-.:~ m'i11ilm1~~-:~'rla h 
~ 'U • 

... 
I' a I 111.1 .q 

lil1~El'lfl u'i~na'Uiil..:J'IJ 

( 1) ~1LL tJ'i~1'1J'i~'U'Un1'i 1 '!Xu~m1 

(2) ~1 LL tJ'i~1'1Jn'i~'U1'1Jn1'i 1 '!Xu~m'i 

(3) ~1LL tJ'i~1'UL~1'VIU1~m '!Xu~m'i 
'U 

.t:.\..,cl.c:J II 

2.5 .:11'U1'oiJEI'VILnEI1'tltl.:i 

~~'Ufl1 ~'i~'VItl'I'VI'U (2555) 1~vi'1m1Pin~1L~a..:~ il'oiJ:5'CJ~i1a'VI5'rl~~a'rlfl~m1~ LL~~m1~~..:1 

'ria 1 'oiJ "l!a..:J ~'U~Lflfl~ am1 1-li'u~m1~1'1J1'1ila''IJ 1 'IJL "l!lilm..:J L 'VI'ri~'V11'Ufl'i i111ilfl\J'i~~..:~f'1 L -ria Pi n~1u'oiJ:5' EJ 
'U • ' 

~1..:1 1 ~i1a'VI5'W~~a'rlf1~n'i'i~ LL~~fi11~~..:J'rla h"lla..:J~'U~Lflfl~am'i1-li'u~m1~1'1Ji'lila''IJ 1 'IJL"lllil 

m..:~L'VI'ri~'VI1'1Jfl'i ;.:~1~LLn-ffa~~~n~ru~ri1'1J'Uflfl~ ~f'I'Ufi~~1'1Jri1'1JtJ'i~~~'VI1..:Jm11ilmlil alil~n~ru 
, 'U • 

1-li'u~m'i ncl~l'i1a ~1.:~~1-li'~a ~'U~Lflfl~1 -li'u~m'i"l!El'I~1'1J11ila''IJ 1 'IJL "lllil m..:~L 'VIW~'V11'1J fl'i ~ 1'1J1'1J 
• 'U ' 

4oo fi'IJ 1-li'LLuu~aum~Ltl'ULfl~a.:~i1a 1'U m1Ln'U11'U'i1~-ua~~ ~~~m-at 'Um11Lfl'i1~'l1-ua~~ ~a 
'U 'U 

m'i1Lfl'i1~'l1m1~LL!il n~1..:1 Llil EJ n1'i'VI1fhVi LL~~m1~LL tJ'itJ'i1'U'VI1..:J L~EJ1 m11Lfl11~'l1fllilfleJCJ L .:a.:~ 

i"''VIf'IUI LL~~fh~~~a~tJ'i~~'VI~~'VIa-~~'Ut5a~1..:J~1CJ"lltl'l LWEJia'IJ t:J~n111 :5' CJ'I"''Ui1 1) ~1'1J~ n~ru~ri'J'IJ 
'"' 

~flfl~ 'ri'Ui1~1ilEl'ULL'U'U~aum~ci1'1J1'VIqjLU'IJL'rlf'I'VIiQ..:J m~ 26-30 tJ i11~~'Um1Pin~TU~qjqj11il~ 

m;ai"'i"'tJn..:J1'U'U~,;'VILEln"ll'U 11EJ1~Lu~CJ~m~a'U 10,001-15,000 'U1'VI 2) ~f'I'Ufi~~1'1Jri1'1Jth~~~ 

'VI1'1n111il~11ilLiilEJ11~a~'i~~u~ LL~~11CJ~1'1JaCJ1 'IJ'i~~u~ 3) Blil~n~rulil11~'UFllLiilCJ11~aCJ1 'IJ'i~~u 
'IJ 'U 'IJ 

~1n LL~~'i1CJ~1'1J aCJL'U'i~~umn 4) n11'1.J~'VI11~mi1a~~'UmlilCJ11~a~'i~~utJ1'Unm..:~ LL~~'i1CJ 
'IJ 'U 'IJ 

~1'U"r~ui1 ~1'Un11~~1..:J;)1'U~ nf11 ~1'1Jn111 ~L'VIf'IL 'IJ 1~v~L'VI~1~~~ n11Lnu-rm11~ n~1aCJ 1 'IJ'i~~u 
~ ~ ~ ~ 

tJ1'Unm.:~ n11rl1'VI'UiilLtJ1LLm~L-rla~~1..:Jf'IJ1~G1'~~'1J5 aCJL'U'i~~umn 5) 'r!n~n11~"lla..:J~'U~Lflfl 
"' "I "' 

~~11 ~u~m1 'ri'U'h sSat:J~Iil.fi'ru.;ililLL~~1 mCJmn~~liltJ'i~Lfl'VIn11ri..:JL~~~n111il~11il~a 1 tJ11~-B''U 
'IJ ' 
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m·mi1litJ~nTl 18.00-20.00 u. R1111ffiunT~1itJ~n11Lu~tJ~m~auth~111ru 2 R~-'l 6) fl11ti'Vi-'l 

rm 1 'OJ~1111 oHtJ~n11~1'U1~~u1~m111B~"l 'U1~~tJ111 n 

R11R1tJ LLG'1-'l'VIeJ-'ll'i1 (2558) 1~Pln~nL~eJ-'l "n~tJ'VIfim1~~1~LL~~n11tJ~'V111~nA'1~11i'U5~il 
, 'IJ 

~nA'1ti'U1R11n~m1'VItJ 2) Plmi1n~tJ'VI5m1~~1~LL~~m1tJ~'V111~nA'1~11iu5~iH1'VI5rm~am111 
'IJ , 'IJ 

Vi-'l'WeJ h"llm~nA'1ti'U1R11n~m 1 'VItJ 1 u:5'-l'VIl~ci'Tt.l1-'l nci11~1e1~1-"J fla ~nA'1"lleJ-'lti'U1R11n~m 1 'VItJ 
'IJ , 'IJ 

1111 oH'U ~n1 1LL~~ ~G11"ll1L 'tJ :5'-l'VIi ~ci'1tJ 1-'l :il1'U 1'U 400 11 tJ L tJ 'tJ n11i:5' tJL ;a-'l a 111 'OJ Lfl~el-'l if a fl eJ 

1R1-ln11~1tJL'VIRUR PLS-Graph ~~m11:5'tJ'WtJl1 1) ~nA'1~1111oHtJ~n11 1 'ULL~~~G'11"ll11 u:5'-l'VIl~ 

ci'11.J1-'lri1u1 'VIniLtluL'WI'I'VIru-'l mtJatJ"lu"li1-'l 31-40 tlm1Pln~11~~tJtJ~ruru1~~ tJ1~natJm~r~ .., "' , , "'"" 

'WUn-'l1'UtJ~'li'VILeJn'!I'U if11V1~ri1'U~1 15,001-20,000 tJ1'VI/L~eJ'U G'11"ll1~1tJ1itJ~n11111n~G'1~ flel , 

G'11"ll1tJ'U'UU~11'lltJ n11LoHtJ~n11ti'U1R11 Lu~tJ1-2 R~-'l/L~eJ'U tJ~n11 ~hn/oau/1au 111n~G1~ , 

LL~ ~1~V~L1~1~LU'U~nA'1ti'U1fl11 1-2 tJ fl1111fi~ L~'U 1~tJ1111~1'Un~tJ'VIfin11~~1~ n11tl~'VI11 
'IJ • 

~ n A'1~11i'UfiLL~~fl1111-ri-'l'W eJ 1'0J a~1 'U1~~tl111n'VI nu'OJ:5' tJ 2) ~~ n11i Lfl11 ~~~1 LL tJ tJ G'111 n11 
'IJ 'IJ , 

a'VJ5r~~'VI1-l~1-l~aR1111-ri-lr~a 1 'OJ 

1G'1~Ru5 LL'liL~tJ (2558) 1~Pln~1L~eJ-'l "U'OJ:5'tJr~q&i m111n111 oHtJ~m1 h-'l LL 1111"lrufl1'W n11 

tJ~m 1ri1u~ G'111 m1 ~ ~1~tJ ~ m 1 LL~ ~ R ru~1 ~ 1 1~'U A'1~ ri-'l ~~ ~ BR1111-ri-'l'W a 1 'OJ"lleJ-'l ~ n A'1'!111 ~ 1-'l'll1 &i ~ 
, 'IJ 

r~q&i n1111 m1litJ~n11 h-'l LL 111 U'OJ:5' t1ri1u~ G'111 m1~~1~tJ~m1 U'OJ:5' tlliJrufl1'W n111 ~tJ~m 1 

LL~ ~U'OJ:5'tJRru~1"lleJ-'l~11~'-11~'1 ~ri-'l~~~ elfl1111-ri-'l'Wel L'OJ"lJeJ-'l~ nA'1'1l11~1-'l'll1 &i~1 oH'U ~n11 1 1-'l LL 111 
, 'IJ 

1~~tJ~1 ~11 LL '14-'l'VIll-'lL 'tJ :5'-l'VIl~ n~-'l L'VI'W11'VI1'UR 1 1~ tJ1 oHLL tJ tJ G'1eJtJ m11fl1~1B-'lnq~~ ~ 1'U nTl 

VI11'0JG'1BtJR1111 m-'l"lleJ-'l L ila'VI1'0J1n~'V11-"JRru1ii LL~~ilR1111 L ~mtu L vh titJ .941 1 'U m1 LntJ11111111 
'IJ • • 

~VIeJ'ULL'UtJG'1eJ'UfJ111ri1'U1'VIruif~ru'!l1&i LLR'U1m L~'U111'fn ~-'lR1tJ'f LL~~BVI1~ LL~~~~n11'VI~G'1eltl 
'IJ v v 

G'11111&i;i1'U 'WtJl1 U'OJ:5'tJ~1'tJ'Wn&i m111n11 1 oHtJ~m1~1'U1~tJ~ nm 1 um1L -i11'Wn"lla-:~~ nFh~LLVIn~1-'l 
~ "I , 
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nu a-u.mlJit~ft1111Vi·:rrm1';l'llt1.:J~n~1"ll11tJi1.:~"ll1~vh~u~nT~'Ilru~~u';J-o5'EJ~1'UrlC)~n·f:i11m11~u~m1 

~1'Ufl11l.lm 'Un11L "li1in LL"~l~m.h~a.:JI"i'llti.:J n11L "li1i n'IJti.:J" n~1~LLI'l ntJi1.:1 fl'U hia.:~t:m tJitlft11lJVi.:J 
' v 

'Uti n';l1nif U';J-o5'EJ~1'Ufl1111 L U'U1'\Jti11l.lcl.:~t:.mlJie:~ft11l.IW.:J'WtiL ';l'IJti.:J" n~1"1111tJi1.:~"l11~1 u n11 1 ~u ~ n11 
v v 

L 1 .:~ LL 111 1~ ~ u l11VI11 LL \4.:~ 'VI~.:~ 1 u -o5'.:~VI1 VI n 1 .:~ L 'VIl'll.l 'V11 u fl 1 LVI EJ vi' 1 u 1 EJ fi1111Vi .:Jl'l e:~1 ';1 'il e:~.:~" n ~ 1 
' v 

"ll11tJi1.:J"ll1~"ll11tJi1.:J"ll1~m ~U~n11 L 1-:JLL )l.J)~~Ul11VI11 LL oH.:J'VI~.:J L 'U-o5'.:J'VIlVI n1.:J L 'VI'Wl.I'VI1'Ufl) L~~tl EJ "~ 
' 

43.7 e:~Ei1.:~ih!mh~ru'V11.:JG'1~~~1~~u .05 cl1'UU';J-o5'EJ~1'Uflru.n1l'lm1l1u~m1 U';J-o5'EJ~1'Uftru~1'ilti.:J 
... ' ' 

1'111au~1 u';l-o5'EJcl1ut:.~al.lm1~"1V~u~m11~cl.:~t:.~"lJie:~fi1111Vi.:~ne:~1';1'1lti.:J"n~1"ll11tJi1.:~"ll1~1um11~ 
v 

~'UVI1'W1 UVIG'1.:JLi1'U (2554) 1~Pin'li1L~B.:J "U';l-o5'EJ~il~'VI5n"tJitlft1111Vi.:J'Wtl h'llt~.:Jm ~U~n11 
v v 

ti'U1fi11~L~ n'VI1Bi1na1 'UL 'IJI'l-o5'.:J'VIlVI'Ufl111"ll~l.l1" illl'lt1'\J1~G'1.:Js-i L vie:~Pin'li1U';l-o5' EJ~iJ~'VIfil'l"tJi tlfl1111 
' 

Vi.:J'Wtl h'llt~.:Jm ~U~n11ti'U1fl11~ L~ n'VI1Bi1 na1 'UL 'ill'! -o5'.:J'VIlVI'Ufl111"ll~lJ1 '\J1~"111n1vh m 'Un11Pi n'li1 
v 

fl~.:~d fie:~ m~U~n11ti'U1fi1)~L~n'VI1tli1m1 L'UL'IJI'lehL.nmile:~.:~ -o5'.:J'VIlVI'Ufl11"ll~lJ1LVIEJfl1'VI'UVIfl1111 
v 

L ~mtu~e:~EJ"~ 95 fl1111fi"1VI Lfi~Bu 1~Lfiu~e:~EJ"~ 5 LL"~m'VI'UVI ncl11{;}1e:~Ei1.:~ LVI EJn11fi'1u1 ru-;)1 n 
' 

am W.G Cochran ';l~L~'il'U1VI'ilti.:Jncll.l{;}1t1V1.:!';11'U1'U 400 fl'U LVIEJL~LLuuae:~uml.ILU'ULfl~tl.:~ile:~ 
v ' 

Lfl~e:~.:~ilm vimnu"lie:~l.l"';l1 ncl11{;}1e:~Ei1.:~ ~1u1u 440 fl'U 1 Lfl11~-H"Iimm~1EJ hhLLm11Gi1 L ~';) 1'\J'V11.:~ 
'U "' 'U 'U 

a~~ ~1G'1~~~1m'Ufl111Lfl11~-H"Iit~11" L~LLn ~1~tlEJ"~ ~1LU~EJ cl1'UL~EJ.:JLU'Ul.I11'1)~1'U LL"~n1) v ~ 

1 Lfl11 ~-Ht1VIt1tiEJ'Vi'VIflru t:.J" fl111-o5' EJ'VlUi1 1) ';11 fl t:.J" fl1 11 Lfl11~-Hofft~l.l" L~EJ1 flUU';l..ij EJa1'UUflfl" 
, , '\J 'I 
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-ua.::~anrhrn .. d1 anFhri1uhuuiimflmJlu·!h.::~ 20- 30 tJ nT~~n1!f1G1.::JG1~1~~utJ~ruru1(;1~ th~nau 
'U IIJ w , ,. \1 , .., .., 

a1:avn tluil111"!! n11/-wun.::~1u-ua.::~ ~;) ua ~ii11fl 1~ ~m~ au a ~1 u"li1.::~ 15,000- 20,000 u 1'VI 
... 'U 

2) ulil:5' flri1'U'lh~a:w f111(;1Gl1 ~ n11u ~m 1~iic.Ja ~a m1:wVi.::~-wa h-u a.::~a n f111 u n1 11 ~u ~m1-ua.::~ 
'U 

5'U1R11m.::~1'VIfl ~1n~ (:W'V11"!!'U) 1uL"lJ(;leJ1L.nmiia.::~ :5'.::~vr1~'W1!fru1an -wu:h anfi'1iiR11:W~.::~-wah1u 
, ' 'U 

)~~tJ:W1f1 L~tliLR11~~)1fJGl~LBfl~ LL~a~i!a-wui1 a1u1 vrrua nfi'1i1Fl111J~.::I'Wtl h 1 'U)~~tJ1J1 n 
"''U 

L~fl.::Ja1~tJR11:WG1'1f'1ru 1~ufi ~1'UtJfiGl1n1 ~1'Un1~tJ1'Un111~u~m1 ~1'U~f11!JW~'VI1.::!fi1fl.f11'W ~1'U 
"' ' 

c.J~(;lftWrriLLa~\J~fi11 ~1'UG1m'U~'VI~e:J"Iia.::~'VI1.::Jn111~u~m1 LLGl~~1'U11fl1 ri1'U~1'U~Glf1fl1iifl111l 
'U 

Vi.::~-wah1u1~~uthunm.::~ 1~ufi ~1'Um1ri.::~La~:wm1(;1Gl1~ 

:wuaail '4q)iilil~a~1 (2556) 1~~n1!f1L~a.::~ "i:l":5'fJ~ri.::~c.Ja~afl11:wVi.::~-wa hLLa~'Wq&i m1:w-ua.::~ 

unvia.::~ L~fl1"!!111 'VIfl ~ii~e:J(;!Gl1~tr(;l)Pia11 'Uel1L.f1tloH1~'U :5'.::~vr1~'ll1~lil1tJ~~"Ii''U6" iil(;lt1U1~G1.::J f'1 , 

L ~tl~f11!f1U":ij fJ~a.::Jc.JGl~tlfl11:WVi.::~'Wtl l"iJ LLGl~'Wq&i f1111J"ll a.::~unvia.::~ L ~ fl1"!!111 'VIfl~ii~ e:J(;!Gl1~tr(;l1Pia1 

1 'Uel1L.na-H'1'H'U :5'.::~vr1~'ll1~lil1tJ~~"Ii'u6 mi:w9i'1t1~1.::Jm m 'Un11i:5' fl~tl unvia.::~L ~fl1"!!111 'VIfl~:w11.n , 

vi a.::~L ~fl1(;1Gl1~ tr(;l1Pim LnauvY.::~vr:w~ii fl11:w~~ L -Hu 1 ui:l ":5'flri1u'll1~a:w'V11.::~ m 1(;1 a1 ~~ii c.J a~ am 1 

111via.::~L ~fl11 'lJ(;l Gl1~"1n~1'Uc.J~ (;lftWrri 11fl1 n11:5'~~1'VI'U 1fl LLGl~~1'Un11a.::~ LG1~:Wn11(;1Gl1~ 

-ua.::~(;la1~tr(;l1Pia1 a1L.nmi'1'Hu :ij.::~vr1~'ll1~"1u~~"li'u51 u1~~u:w1n 1 u-uru~L~mnuih -Hui1i:l":5' fl 

~1'U fiW.f11'WtJ~fi1) 1 'U~1'U~ f11!JW~'VI1.::Jn1 f) .f) 1'W Fl111JoU 1L ~tl~tlLLGl ~ H11.::1 h fi1)(;ltJtJ G1'Uti.::J~ tl , 

'll1~"1u~~offu 5 i1 m1:w~~ L -Hui 1ii c.J a ~a n11:w1vi a.::~ L ~ fl11 u (;!Gl1 ~1~~u 111 n a~ 1.::1 h fi m:wvr1 n 

~" 11ru 11~~u fi11:Wi.1'lJ~'U51~'VI11.::~il":ij fl~ii B'VI5'Wa ~a fl11lJVi.::~'Wa 1" LLGl ~-wq &i n11lJ"ll a.::~u nvi a.::~ L ~ fl 1 

"!!111 'VIfl~ii~a(;la1 ~tr(;l1Pia11 uel'1 L.n a-H'1~'U :5'.::~vr1 ~'ll1~"1u~~"li'u6tTu "~ L -Hu 1~11'VI nil":5' fl~ii n11 
' 

fl11l.li.1':w-n'u51 'll1 uVilii'VI1.::JL~fl1nunufl11:w'*.::~'Wa h-ua.::~unvia.::~L ~m"!!11l 'VIfl~i1~a(;lm~tr(;l1Pim 

u.::~~n1!fw 'll1~~u'VIa.::J (2554) 1~~n1!f1L~a.::~ "fl11lJ.yj.::~-wa h-ua.::~anfi'1~an11 1 ~u~m1-ua.::~ 
'U 

5'U1fl11aal.laua1-u1'll1 ntl1"!!lJ'W1" ii1'(;lt1'll1~a.::~ f'1 L ~a~ n1!f1fl11lJ.yj.::~-w a h-ua.::~a nfi'1 ~ii~ a m1 
, ' 'U 

~am1 1 ~u~m1-ua.::~5'U1f111aal.laua1-u1'll1ntl1 "!!lJ'W1(;11lJa.::~f'i''l..h~nau -ua.::~fl11lJ~.::J'Wa h 3 ~1u , 

~a ~1'UtJfl~ n.n1'W m11-Hu~m1-ua.::~'Wu n.::~1u ~1'U m~tJ1'Uf1111 ~tJ~n11LLGl~ ~1uamu~ LLGl ~ , 
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u1mi1 "'J1J'Vi';i Ltl'U:d'TtJ'J'U 363 l"l'U ri11~1a~1-:~hwi5ri11LLuuu-:~L~ru Ll"l~a-:~1la~1-&b'Um';li'ilmtl'U , , , ., 

LLUUG'IBUt1111 ai)~~1m'Ufl1';ilLI"l';i1~lHia11~1~LLti fi1~BEJ~~ fi1Lu~EJ LL~~ fi11"11111L~EJ-:JLU'U 
'U 

111~';i;i1'U ~:.mm';ii'il EJG'f';)u1~~-:~-d' ~n~1ijm111~-:~'Via h~a m';i 1'1Xu~m';i"l.la-:~il'U11"11';iaa11~ru G'f1"1.11 
~ ' 'U 

u1mi1 "'J11'Vi';i 1'U~1'U~1-:J i ~-:~ 3 ~1'U ~a ~1'UUI"l~n.n1'Vifl1';l1'\.1u~m';l"l.leJ-:J'Vi't!n-:~1'U ~1'Um~U1'U 
' ' 

fl1';iL'\.1U~fl1';i LL~~ ~1'UG'ft:l1'U~LL~~G'I.fl1'ViLLd~~a11 BEJL'U';i~~U111fl 
'U 

G'UEJ'Vi';i L~fll'J';i';)UJ'Vi-:~~ (2554) 1~Pim!t1L~a-:~ "u"ii'il'EJ~t:.~~~al"l1111~-:~'Viah"lla-:~m-&'u~m';iu1'U 
'U 

L 'Vi~'U~~ia'Vi1-f~ Lii'U ~" fl"11~1B ~1-:~~1 -ff1 'U fl1';il 'il'EJ l"l~-:~-d'~a fl"11m -&'u ~fl1';)U 1'U L 'Vi ~'U ~~of 
' ' 'U 

B'Vi1ivnii'U~ ~-:~vrr~a11·mu';i1fl1';i -,l1'U'J'U 65 l"l'U 1~v1iLLuuaaum11LU'ULI"l~a-:~1la1'Um';iLnu • 

fl1';il Ll"l';i1~,.;-l"l1111 LL~ fl~1-:!~1 EJ fl1';i'VI~G'faUfiTVi fl1';il Lfl';i1~,.;-l"l1111LL U';iU';i'J'U'V11-:! L~ EJ'J L~eJ'ViUI"l1111 

LL~fl~1-:!"i!~Lii5'VI~G'faUti1~-:JG1B-:!B~1-:!ij't!m11~ru'\JaEJ~G1~ 'VI~B ~'UL,j~~ Vi 3 fl1';ilLI"l';i1~,.;-
... ' 

l"l1111~11i'Utfliai1~1"i1~11U';i~~'VI~G'f'V1~11i'U5a~1-:J41EJ"I.IB-:JLViEJi~'U ~-:~t:.~~m';ii'ilv-nui1 miu~fl1';i 
'U 

ri1'U1'VIq)Ltl'UL'nfl!'VIqj-:~ ijam'U~.n1-n1a~ m~';i~'VIi1-:~ 18-27 tl ijm';)Pifl'l!t1';i~~u'lJ~qjqJ1~~:ff'U1u 

ijm~'Vi '11m~EJ'U/ii~~/'11nPin'l!t1 ij';i1EJ1~ 10,001-20,000 U1'VI ij';i~EJ~L1mm';lL'1i'1inmPi'EJ111nni1 

1 tl1~vt:TI-&'u~n1';iijl"l1111fi~Li1w•iau"ii~EJ1~u~n1';i"l.la-:~u1'UL'Vi~'U~~ia'Vi1i'VILii'U~ 
'U 

~1'UUI"l~1ma~1 'U';i~~U ~111fl ~1'Ut:.l~ ~fi rusn ~1'U ';111"11 ~1'U'YhL~~~-:! ~1'UI"l1111U~ a ~fiE! 
' 'U 

~1'Ufl';i~U'J'Ufl1';i 1 ~U~fl1';i ~1'U~fl'l!tW~'V11-:I fl1EJ.fl1'Vi BElL 'U';i~~U~ LL~~~1'U~-:!el1'U'JEJI"l1111G'f~~1 fl 
'U 

BEJL'U';i~~u1~~ miu~m';iiji"l1111~-:I'ViB1"ii1~EJ';)'J1JBEJL'U';i~~U~-:I'ViBh 1~EJU~fl1';)~1~-ru~';i-:Jm1J~ 
'U 'U 'U 

Ll"lvin111 ijl"l'l111~-:~'Via h 1 'Uu~m';ivtl~-ru~1ll"i1L~m VivunuL~'U~Lav 1uav1 'U';i~~u~-:~'Via h 
' 'U 

L~a'Ul"iJ ~'U'VIi'VI'UB-:JG'f';)'J-:1 (2554) 1~Pifl'l!t1L~B-:I "fl1';)Pifl'l!t1fl1';iU~'V11';i~fl~1~1li'UGijt:.l~~a 
'U 

l"l'l111"ii-:J-rnfi fl~'IJB-:Jm -&'U~fl1';i 1 'VI';iPl'Vivl Ll"l~ B'U~ Ll"l~B~1 EJ LB 1m a a 1 'U L "1.1~ fl';i-:J L 'VI'Vi1l'V11'U 1"1 ';i" 
'U ' 

ij1~~U';i~G1-:!rl ~a L~mu~EJULViEJUU"ii~EJ~1'UU';i~"/J1fl';ifll1G1~ofijt:.~~~al"l'l111"ii-:J-rnfin~ LL~~L~BPifl'l!t1 
fl1';)U~'V11';i~ fl~1~1li'UG ijt:-1~ ~BI"l1111"ii-:J-rnfi fl~"I.IB-:Jm -&'u~fl1';i 1 'VI';iPl'Vivl Ll"l~eJ'U~LI"l~eJ~1EJ LeJ 1eJ LeJG1 

'U 'U 

1 'UL "1.1~ m-:~ L 'VI'Vi1l'VI1'Ui"l';i ~-:! 1-&'iGfl1';il~ EJ L ~-:!G'11';i'J"i! 1~ EJ'Vh fl1';)LflU';i'JU';i11J'?i'eJ11~"i11fl fl"11~1 eJ ~1-:1 
• 'U • 

~-:~ L tl'UI:j'ffi iu~m';l 1 'V11Pl'Vivl Ll"l~eJ'U~LI"l~eJ~1 EJ LeJ 1eJ Lela ~eJEJ 1 'UL "l.l~m-:~ L 'VI'Vi1l'V11'UI"l';i "i11'U1'U~-:J'VI11~ 
'U 'U • 

400 l"l'U ~1EllGLL"iiflLLUUG'feJUt1111 ai1~~1-&' 1~LLn Percentage, Mean, Standard Deviation, 

Chi-square-Test, T-test, F-test LL~ ~ Regression t:-1 ~ fl1';)Pi n 'l!t1'Vi u i 1 tl1-&'u~ fl1';i~ ~ eJU 
" 

LLUUG'feJUt111lri1'U1'VIqjLU'UL'Vifll'VIqj-:J a1~';i~'VIi1-:~ 20- 30 tl ijG'ff11'U.fl1'Vi1G'f~ ~';i~~Ufl1';)Pifl'l!t1 

U~qjqj1~~'VI~mViEJUL'Vh ij11EJ1~Lu~EJ~m~eJ'UeJ~~ 10,000- 20,000 U1'VI LL~~eJ1~'Vi'Vi'l1fl-:!1'UU~,;''VI 
" m -&'u~m11 'VI';iPl'Vi'ViLI"l~eJ'U~LI"l~eJ~1EJ LeJ 1eJ LeJG'f ij 1"11111?1~ L oM'UL~EJ'JtlU fl1';)U~'V111~fl~1~11W'UG~1'U 

'U 'U 
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m~~~~1lJ"n~1~1'UalJ~'U'Dfi1"Wnu"n~1~1'Um~u~'H1~n1~~8a1~~~wh:~n'U~1'Un1~LeU'11\Irn1lJ 
~ ~ 

1"11~Wl-3"1.18-3" n~1~1'U n 1~L tJ 'U'"'Uri"l'U LL"~~1'U n 1~'Vll L'" L\l'W1~ L \11~ \I-3'U 1"11"1" 8~~~~~ 'U 1"111lJ L 'i1'U 
'\1 , , 'U 

~1EllJ1n LLa~-3 1 '"L 'i1'U-.h crl l1u~m~ 1 'Vl~~VfVlLI"I~8'U~LI"I~8"li1m8Lm8aiim~'U~'H1~"n~1alJ~'UG~~ 
~ ~ 

Vl~-3 L \l"n~1LL"~crl iu~m~ 1 'Vl~~'Wvi LI"I~8'U~ Ll"l~eJ"li1 eJ LeJ L8L8G1 iil"l11lJfl~L 'i1'UL~V1 n'UI"I11lJ\I\I~nJi' n~ 
~ ~ 

~1'Um~(a~1tln~~1'Um~(8-U'1lJa1EJ~'U~1/u~m~~1'Um~uan~anuui"II"I"~'U LL"~~1'Um~ii • 
flij ~lJ n'UL 'Un1~t1n~-3L U'H1fi LL "li\18 ~~ ~~~'U 1"111lJL 'i1'U ~1EJlJ1n LLa~\IL l1 L'i1'U'll ~-&'u~ m~ 
'U , 'U 'U 'U '\I 

1 'Vl~~nviLI"I~eJ'U~LI"I~8"li1 m8Lm8a iil"l11lJ\I-3fn.tl n~vi8crl l1u~m~\11 nt:·m m~1LI"I~1~vil"l1 1lJalJ~'U5 
~ 

I Cit. V V V ff II' c::IU IIJ IV II' V .q 

LL"~c.~"m~'Vl'U nu11 m~u~'H1~~ni"I1G1lJ'W'U'D m'Um~lJalJ't~'U'Dmnnu~nl"l1 m'Um~u~'H1~m~ 

~8G11~~~'Hl1-3 n'U ~1'U m~L oU1 hl"l11lJI"I1~'Hi'-3"1JeJ-3"n~1 LL"~~1'Un1~L U'U'"'Uri"l'U iim1lJalJ~'UGLL" ~ 
~ , 

c.~"m~'Vl'UL~.:J'U"lnnul"l"l1lJ\J-3fn.tln~"I.I8.:J"n~1 ~1'Um~(8~1Ltl'Utln~ ~1'Um~(8eU1lJG11EJc.J~vt.tlru"fl 
~ 

LL"~m~u~m~ ~1'Um~u8n!.'i8nuui"II"I"~'U LL"~~1'Um~liflij~lJn'U t 'Um~,m~.:J~~ 1 tl"H1fiLL "li'l 
, 'U • '\1 \1 '\1 

a1fl1 ~.:J,;riTrl~ (2554) 1~Pin'l!t1L~8.:J "m~u~'H1~"n~1alJ~'U5 LL ~.:J\I.:JL\I~iia'Vl5¥mvi8 , ~ ~ 

't'ln~m~lJ L 'Un1~~~~'U L \1 L~ 8n(8tJ~~n'UJi' V~fleJ'UtJi'"I.I8.:J ~'U~1fll"l L 'Un1\IL 'Vl'WlJ'H1'UI"I~ nuu~,;''Vl L8n"!l'U ., ~ , 

LL '!A.:J'Hrt.:J "m~i~VI"I~.:J.Qiim1lJ1i.:J'HlJ1V L ~8Pin'l!t1 m~'U~'H1~"n~1alJ~'UG LL ~-3\1\1 L\l~iiB'VlGYI"vi8 , ~ ~ 

Yin~ n1~lJ L 'Un1~~~ ~'U L \1 L~8n(8tl~~ n'UJi'EJ~fiV'U tJi'"I.I8.:J~'U~1fl1"11 'Un1.:J L 'Vl't'llJ'H1'UI"I~ n'U'U ~,;''Vl LeJn"!l'U ., ~ , 

LL'IA.:J"Hrt.:J ncilJ~"leJ~1.:J~tm"Um~1~vi"I~.:J.Q~8 ~u~1fll"l~iimv~.:JLLvi 20 u~'Ultl :S1'U"l'U 400 I"I'U , ~ , 

Lo~v~m~8'U 20,001-30,000 'U1'Vl iim~Pin'l!t18~'t 'U~~~utl~tyqj1vt~ am'U~fl1VlG1lJ~G1/8~~hwi''U 

LL"~ii~t~uitl'U n"v'V15m~u~"H1~"n~1alJ~'Uli 1~LLn ~1'Um~~n't!t1"nl"11 ~1'Um~~url'I-U'8lJ"~"~11lJ u. . '\1 'U 'U 

"1.18.:J~'U~1fll"l L 'Un1.:J L 'Vl't'llJ'H1'UI"I~ ij~~~'UI"I11lJfl~ L 'i1'U8~L 'U~~~'UlJ1n ~ Vl8'U LL 'U'Ua8'Ufl1lJri"l'U L mu 
'U , 'U 'U I1J 

'iivlJ'vhmlJ'D~~l1tl~~n'U.tlv~t~v'UtJi'tl~~Lfl'Vl 1 1~m"Hvtc.~"m~(8 ~a\lm~m1lJ~lJI"I~8.:J t '"nu1t1 • • 
vt'UL8.:J iim~(8tl1~n'U.tlv ~~~8~u~,;''Vl, 1~vvt~.:J ii L"Hvtc.~mh~'ru~a~L~8ntl~~n'U.ti'tJnuu~,;''Vl, . " . 
~mav.:J LL"~mVlYI\1'11~~ "1.18-:Ju~,;''Vli 'UI"II"I"~ii ~~~'UhmlJ~1~.:J n11'H1eUeJlJ"\11n'UI"II"I"~~~n 

, 'U 'I 'U 

vi8eJ1Vn1lJ'D1~3Jnuu~,;''VlszreJlJ 8L 'ULI"I~8'U~~'Vl .:J'Utl~~lJ1ruvTI m 'Un1~(atJ~~n'UJi'EJ1tiV'UtJi' LY~VeJ~ , ~ ~ 
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~ 12,325.65 'UTVI ,j'1'1J1'1J'HHJ'IJ(;l1'1Jfl11:Ufl'Hl'l..lrl'Hl~ ,j'1'1J1'1J'Hl EJ'IJ\1l1 '1Jrl11:Url~B'U rl'HN~Vh 

tl~tn'IJJimo~m.l~t:u1ru 1 ~'IJ m~Ltl'IJ,mfh'U~~'Vl:u1LL~T~r~Vf:u(;l Lo~EJB~~ 4.6o tJ LL 'IJ11 ti:um~ 
~ ~ 

LL 'IJtU1'1..1 rlrl~ ~'IJ 1 ~~Btl ~t n'IJJi EJ1 'IJB'IJ 1rl (;} B ~1 'IJ ~t~'l..l LL 'IJtU1 LL~t f11~vhtl~~n'IJJi E.l~f:l EJ'IJI'l1 'IJ . ~ 

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

em.J ./ ./ ./ ./ ./ ./ ./ ./ ./ 
' 

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

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

~fJ1'Uil1'1'1 

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

./ ./ ./ ./ ./ 

~1'U-:i1Fl1 ./ ./ ./ ./ ./ 

./ ./ ./ 

./ ./ ./ 

./ ./ ./ ./ 
n1EJ.fl1'1'1 



m~nTVI'UI'I L tJ~LLnil.JL ~EI 
~-r1.:JI'111l.l~ut~·u~ 

~1LLU~VI1:1J 

~lLLU1"il1m1'Ui:5'eJ~L~CJ1oUel-3 ~-3LL~ 3 l"l'U;'U1tl 

G 
U) 
U) 

~ 

D"il:5'v~l'U'UI"ll"l~ 1~LLn L-nfl mv m~-n 1~~'Um1Pim~n 11v1~Lu~CJ~m~a'U , , 
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-t1"i1:5'CJ~l'Utl1~":wVI1-3n111ilmV~ 7 ~1'U 1~LLn 1) ~1'U(;.J~Iil.li'ru'11LL~~'U~n11 2) ~1'U11m 

3) ~1'U"IimVI1-3:5'!il-:ij1'VI'l11CJ 4) ~1'Ufl11~-3L"~:wn111Plmlil 5) ~1'U'UI"ll"l~ 6) ~1'Ufl1~'Ul'Uf1111-H''U~f111 , 

LL~~ 7) ~1'U~-3il1L"'UeJVI1-3f11CJ.fl1'n 

fl11'U~'VI11~ ni"11~:U~'U51~LLO fl11"~1-31"111:U~:U~'Ul5n'U~ nl"11 L ~el\l"il1flL U'U~l LL U1~iil"ll1:U 
'IJ 'IJ 

L~ CJloUel-3 tl'U5"1fl"il :IJ1 fl~ "VI 11il CJ LL U-3elel flL U'U 1U LL 'U'U 1 'U fl11"~1-31"111:U~:U~'U5n'U ~ nl"11 4 1U LL 'U'U 
'I , 'U 'U 'U 

1~LLO 1) fl11"~1-3:01'UoUel:U~ 2) fl111otlLV11"11'U1~~~L'VI:IJ1~":U 3) fl11rl1'VI'Uiil1U1LLfl1:1JL~el"~1-3 
"" 'IJ 



r1111loW\I'V4BhL'UnT:iLoH1L-&'U~n11 1~LLri 1) ~1LL'th~1'U1~UUn11Ll1'U~n11 2) ~1LLth~1'U 

n1~U1'Un11Ll1'U~n11 3) ~1LL'th~1'UL:ilTVItJ1~ml1u~m1 
\1 
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d 
'U'VI'VI 3 

m~i~E~flf.rd'Luum~Pim~1mwvn1m~~~1~u~m~ LL~~n1~u~vn~~n~1G1:w~ufi~iic.J~!ile:~ . " 
fl'J1:WW\1Vie:J h"lle:J\I~fl~11 um~ 1 otlf31U6u~m~ 1 'VI~I'i'wv1Lfl~e:J'Um 'U~\IVI'l~e:JU~~1"llo1'U 'lh~ne:JU~l El 

" " ' 
3.1 'Ll~~"ll1mLL~~n~:w~1e:J~1\Ivtlmum~i~EJ 

' 

. 
3.3 n11G1~1~U~~i\JlJU1Lfl~el~ijeJ 

3.1 'Ll-a::'!f1fl1LLa::n~11~1v~1\lvTlmun1-a1lij'a • 
3.1.1 'th::'!f1n-a 'Ll~~"ll1m (Population) ~1-&lum~i~E~fl~\ld 1~LLti ~fl~1~1-tl'P1u~u~fl1~ 

" " 
1 'VI~f'i'VivlLfl~e:J'U~ 1 'UL "ll~~\I'Hl~e:JU~~1"llo1'U ~1'Ul'U 1,857,429 fl'U • 

3.1.2 n~11~1a~1\l n~:w~1e:J~1\I (Sample) ~1-&Lun1~i~vfl~\ld 1~LLn ~n~1~L-H'1:w11i . ' " 
U~fl1 ~Pl'U ~U~fl1~ 1 'V11f'i'Vivl Lfl~e:J'U ~L 'U ~\I'Hl ~ e:JU ~ ~1"11il1U"ll e:J\Ierl ~U ~fl1~'H~ fl 3 11 EJ 1~ LLn 

" ' " " Plu6u~m~~fl~1 AIS P!u6u~fl1~~fl~1 DTAC Pl'U~U~fl1~~n~1 TRUEMOVE H \1\ILViP1"111mL~~LViP1 
'U 'U , 'U 'U '\J 

e:~ua~1"llo1Uii~1'Ul'UU~~:w1ru 1,857,429 fl'U ~\l,j'U~\IL~e:Jflfl~:W~1e:J~1\I"'il1fln1~rl1'UlW"ll'U1~fl~:W 
' ' ' 

Q.l I • d Q.l .d ~ V CV .d 
me:JV1\1~1:W~~~ KreJcle and Morgan 'VI~~~Ufl11:WL"IIe:J:W'U~e:JVa~ 95 LLa~-a~~Ufl11:Wfla1~Lflae:J'U 

~e:~va~ 5 <iL~v~ Lfl~~\lfl, 2543 : 35) 1~mL~~'Ii6m~f11U1ru~1:w~~~1~ ~\Iii 
' " 

n 
N2Np(1- p) 

(3.1) 

n 
3.841-1,857,429X 0.5X 0.5 

(o.o5f x (1,857,429-1)+ 3.841X o.sx o.s 

n = 380.48 



53 

"1nti·H~'l!1m:STU1'1J~.:J~'IJ 1,857,429 fi'IJ fl1'1J1tt.l"l.I'IJ1VI~Tel~1.:JL~ 380 fi'IJ LL~~L~el 
Uel.:J tl'I.Jfl11lJ~VI'Wm V1"1 n fl11VleltJ LL tJtJ aeltJtnlJ~hl alJtJ1ru cJi ~ EJ :S.:J 1~~11el.:J mil.l ~1 el ~ 1-!l L ~lJ an 

'U 'U ' 

20 fi'IJ 11lJL~'IJ"l.I'IJ1VIfl~lJ~1el~1-!l~.:J~'IJ 400 fi'IJ 
' 

3.1.3 n1'Hf11~1BEh~ m1Pim~1i~EJfl.f.:Jil1 offm1Lnu LL uuae1um11 LV~EJ 1-&'ith111~1el~1.:JLL uu • • 
1-fffi1111Ll1"~LU'IJ (Probability Sampling) 

fl11~11~1el~1.:J 1-&'15LL tJtJLL U.:J~'I.Jflij (Stratified samplino) L~'I.Jfl11cll.l~1el~1.:J LV~mLEJ n 
, 'U ~ , 

tl1~'!!1fl1elelnLU'I.Jn~lJ ., 'VI~elLL U.:JL ~'IJ~'I.Jflij nel'IJ LVI EJ'VIL11EJ'I.J1~'!!1m 1 'IJLL~~~~'I.Jflij"~ij~ nliru~ , I 'U 'U 

L 'VIijel'I.Jtl'IJ (Homooeneous) LL~1cll.lel~1-!l~1 EJ L ~tiL m~:S1'1J1'1J n~l.l~1tl ~1.:JV11l.I~VIcl1'1J"l.lel.:J"l.I'IJ1VI 
::. ' ' 

. 
LLV!fl~1-!ltl'IJ ~.:JV1111.:JVi 3.1 

8,500 132 33 

9,200 144 36 

8,000 124 31 

25,700 400 100 

~111: offell.l~aeltJtnlJ"1nf'l'IJ~tJ~m11 'V11~'WvlLfl~el'I.Jffi 'IJ~.:J'VIi'V~eltJ~11'!!5TU 1 'IJ-d1.:JL~el'IJ mnfl1fll.l 
'U 'U , ~ 

tl 2559 

3.2 Lfl~v~iivvhm'I.Jm':i~hlv 

Lfl~ti.:Jije.J1 'I.Jfl11l~EJfl.f.:J;l1 -ffLL uuae1uml.l (Questionnaire) a~1.:JV11111Vlflth~a.:JI"i\L~ ~me.Ju • 
LL'IJ1fl11lJ~VI~n1'VI'IJVI;'IJ 1V~EJLLU.:Jtltlm~'IJ 4 Vlel'IJ~.:Jil 

Vlti'IJ~ 1 LLuuaeluml.IL~mnuofft~l.l~~11tl"lltJ.:JcJVJtJtJLLtJtJat~uml.l s offe1 1V~milmnfl1tltJfl~l.l 
'U 'U • 



(1) vi1'U~~~.t1ru"fi (Product) 

(2) vi1'U'l1f'l1 (Price) 

(3) vi1'Ufi1'l~~-;\'Tvt'lh:J (Place) 

(4) vi1'Um~a·m'I~1Jf11'll'lm~ (Promotion) 

(5) vi1'U'\.lf'lf'l" (People) 

(6) vi1'UG'l.f11'WLL1~~tl1J'V!1'1f11~m'Vl (Physical Evidence) 

(7) vi1'Um~tn'Um~1~tJ~f11~ (Process) 

54 

~m~tru~"Ue:J.:t LL tJ'UG'ltJ'Ufi11J Ltl'U1J11'l'na1'Uti~~1J1Nrh (Likert Rating Scale) LL u.:taam tl'U 

V '111 I .,j tl IV IV .,j 
5 ~~~'U L~LLfl 111fl'V!G'l~ 1J1fl 1'Uflm.:t 'Uti~ 'Utl~'V!G'l~ • • 

c 1) vi1'Um1a~1'1\l1'Uona1J" 
... " 

(2) vi1'Ufi1~f11~ 1 ~L 'Vff'l1 'U 1"~~L 'V!1J1~G'l11 

(3) vi1'Ufi1~fl1'V!'U~ 1 ti~LLfl11JL ~e:JG1~1'1f'l1111G11JoW'UG 

(4) vi1'Um~-rn'l!t1"n~1 
" 

~m~tru~"Ue:J.:t LL tJ'UG'le:J'Ufi11J Ltl'U1J1m1a1'Uti~~1J1 rurh (Likert Rating Scale) LL u.:taam tl'U 

s ~~~tJ 1viLLn 111n~a~ 111n ti1'Un"1" .Ua~ .Ua~~a~ • • 

1) vi1'Ufl111 ~'U~f11~"Utl'I'Vl'!!fl.:t1'U 

2)vi1'UG1~1'U~~'U~fl1~ 

3) vi1'U~ULL'U'Ufl1~1~'U~f11~ 
" 

~fl'l!l'N~"Utl'l LL 'U'UG'ltl'Ufi11J Ltl'U111m1ri1'Uti~~1J1 rurh (Likert Rating Scale) LL U'ltltl m tl'U 

s 1~~'\J 1viLLn 111n~a~ 111n ti1'Unm.:t .Ua~ .Ua~~a~ • • 
..J V ~~c,!.q II 

l'ltl'U'V! 5 "UtlLG'l'UtlLL'U~ 'l1flf'l111Jf'l~L'V!'UL'Vl1JLIJ11J"Utl'l"flf'l1 
'U 

' 
3.3 n1lfli1~LLazcW'wu1Lfl;v~ijv 

' ' 4 c:t, v d q 11 v tf .q v QJ v t/ 

Plfl'l!t1 LtlflG11~LL"~'I1'UTiil ~'VI Lfl ~'J"Utl'l fl'U fl" ~'V!5'V!1'1 fl1~1'lm~ fl1~'U~'V!1~" fl f'l1G11J'Vl'U 5 LL" ~ , " 
f'l111Jfi.:t'Vltl l"iJ"UtJ'I" fl~11 'Ufl1~ 1 ~Pl'U6'U~ fl1~ 1 'VI ~1'1'Vlvi Lf'l~ tl'U~ L ~tl'lJ11J1 L tl'ULL 'U1'V!1'1 1 'U fl1~G1~1'1 

" " 
LL 'U'UG'ltl'Um1J 
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. 
.q~ qq II 4 o c::..cv 

'11'U1~ti'V1LnE.I1"lle:J'IL 'V'Ie:Jf11'ti1'U~"lle:J'U L "lllil"lle:J'I f11'l1~tl 

3.3.2 ~m~niGfl1'lG'Ii1'1LL 'U'UG'Ie:J'UmlJ L ~tlfl1'ti1'U~"lltl'UL "lllil LLG'l~L ifa'tl11"lltl'ILL 'U'UG'Ie:J'UmlJ 1~ii 

3.3.5.1 fl1'llil'l1~G'Ie:J'Urt11lJL~tl'llil'l'IL~'ILifa,1 (Content Validity) ~i~t~1~111 

LL'U'UG'IaumlJ~il'll'U1lJ1~1n'I1'Ui~tJ~LMmia.:~1~~L~tJ1"ll1ru"ii'1'U1'U 3 vi1'U lil'l1~G'Ia'Urt11lJ()n~a.:~ 
~ ~ ~ 

~1'U 1m.:~G'Ii1'1 L ila'tl11 .fl1'1!t1~1-&'ii rt11lJ() n IJi' a.:~ LLG'l ~~ ~1'l w 1rt11lJG'Ia~ rt "'a.:~ 1~ t1 ~ L ~ tJ1"ll1ru ~ ~ 
~ ~ ~ 

th~LiJ'U~1tlrt~LL 'U'U 3 'l~~'U ~a 1 = G'ltl~rt"tl'l 0 = hhL tih -1 = hJG'!a~rt"tl'l LL"1111t:·m fl1'l 

~~1'lW1lJ1rl1'U1Wrh~"llUrt11lJG'Ie:J~rt"El'l (Index of Congruency: IOC) ~1n~lil'lrl1'U1W ~.:~.fl 
(51'U'U'Vl~ Plm1~1'l, 2553: 96) • 

d 
LlJtl 

IOC 

R 

IR 
n 

IOC 
IR 
N 

(3.2) 

ti'1~1~"llil1oc ~r11tJ1ru1~tJ.ffa1~ii~1lJ1nn11 ,~mvi1nu o.5o r1'1mlJ.ffmYtJniim1lJ 

G'la~rt"a.:~nuLifa,11 'Uth~L~'U~!Ji'a.:~m'li~tJ LL~ti'1rl'1mlJia 1~ii~1~"llil~1n11 0.50 r1'1mlJ imYtJ 

~~()n~~aan 1 tJ 
~ 

3.3.5.2 fl1'l'tl11rt11lJL~mr'U L~tJ111LL'U'UG'Ie:J'UmlJ1tJvhfl1'l'Vl~G'!El'l1-&' (Try Out) nu 

tJ'l~"ll1"ll'U 1 'lJ n~lJ~ii~ n'l!tw~ 1n" Lfit~.:~nun~lJU'l~"ll1 m~~n'l!t1 ~1mYtJ1.l1 LL uuG'IaumlJmi Lrt'l1~'1-1 . ' 
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~~aVI1f'l11lJL~mY'U'l1CJoUa (Item Analysis) LL~~~·rU1lJ1iLf'l'l1~'l-hlf1f'l11lJL~mi''U (Reliability) 1~CJ 

i5VI1rl1GllJtl'l~a'YIBLLamh'l.la.:Jf'l'la'U'U1f'l ( Cronbach) l~r11f'l11lJL ~mi''U"lleJ.:JLL 'U'UG1a'llmlJ 

(kr) 
Cronbach's Alpha 

(1+(k-1))r 
(3.3) 

k = 

r = fi1Lo~v"lla.:Jfi1GllJtl'l~a'YIBG1VIGllJ~'Uih~VIi1.:Jri'1m1nr'U 1 
':\11flfl11VI1rl1f'l11lJL~mi''U (Reliability) 1~fi1f'l11lJL~a~'U"lleJ.:JLL'U'UG1a'UmlJ ~.:J~111.:J~ 3.2 

. ~ 

m~1'1Vi 3.2 fi1alJth~a'YifiLLeJ~Vh"lla.:Jf'l~ti'U'U1f'l 

0.913 

0.910 

0.908 

0.912 

o ~ d II 

3.4 fl1~~1L'U'Un1~Lfl'U~1'U~1lJ'!JtllJ~ 
'II 

3.4.1 offalJG'!tl;ilJ.flii (Primary Data) 1 offi5m'lLfl'll'l1'll'l1lJoUmm 1~CJ 1 offLL 'U'UG1a'UmlJ-:u1n~ L off1 
" "' '1.1 'U 'U 

m1 off'U~fl1'lfil'U~'ll~fl11Glfll"i11 'YI'~f1Y~v'iLf'l~a'Uvit 'LJ-.ij'.:JVI1~a'UG'l11"115TU l~LLn fll'U~'ll~fl11Glfll"i1 DTAC 
'U 'U , 'U 'U 

c:-. c:-. .ctt. ~ q V ci ~ V I I V .Jq V W: 
'YI1.:J1"111fl1'l 1'YI CJ1'U'ri'U5 .:J1'U1':\J CJ'YI ~n m"lla.:J':\11 fl'VI'U1 CJ.:J1'U \011'1 1 "ll a.:J'l~~~Gl~ ~an"ll'U'YilJ~ ~fl'll 11'll 11lJ 

11 ~ ~aLU'U~L 'U1'YI1.:J 1 'Ufl11Pifl'I~1~~Gl~G11'1'1~~ 'U'UG1a'UmlJ 
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(Descriptive analysis) LiJunT:itJ'l'HJ1EioUt12Jn L~EJn1'HL~ni.L~~fl1111~ (Frequency) LLm:faEJn~ 

(Percentage) 

LL tJtJG'ItltJm:u L U'ULL tJtJ111\9111~1'U'I.J1~:u1ruFh (Rating Scale) vi1m'li Lfl'l1~'V11~ EJn1'l'VI11'i1 Ltl~ EJ 

(Mean) LLn~l'i1L~EJ~LtJ'U111~'l~1'U (Standard Deviation) L~EJn1'VI'U~I'i1J1'VIUn~1Ln"llm:ui5"l!a~ ... 
~1LFHV1 (Likert) i1m'lm1~1-Hr~::LL 'U'ULnw91m'l1-tlnnEJV1Gn1'l~n1~ n11tJ~'VI11(;lnA'1G1:u~u5 ~~,j' ' ~ 

(~ty"ll:u PI~G'I::en~. 2554) 

5 

4 

3 

2 

1 

I d 
fl1Ltl(;lEJ 

I d 
fl1LtlGW 

I d 
mLunEJ 

I d 
fl1Ltli;lEJ 

I d 
mLunEJ 

4.51 - 5.00 

3.51- 4.50 

2.51- 3.50 

1.51- 2.50 

1.00- 1.50 

.... .. ~ 

1::~ufl1111fl~ L 'VI'U111 n 

1::~'\.Jfl1111fl~L ~'Uthunn1-:J 

i1r~1111fl~ L ~'Ue:JEJ 1 'U1::~tJ111 n~G'I~ 
~ ' 

i1r~11:uf1~ L ~'Ue:JEJ 1 'U1::~tJ111 n 
~ 

i1r~11:uf1~ L ~'Ue:JEJ 1 'U1::~utJ1u n(;l1~ 
~ 

i1r~11:uf1~ L ~uaEJ1 u1::~uu aEJ 
~ 

i1r~11:uf1~ L ~uaEJ 1 u1::~uua EJ~G'I~ 
~ , 

\l::v'hm11Lm1::i-11~EJLotli5 F-test (One-Way ANOVA) LU~EI'I.JLVJEJtJ11EI~~hEJm1LU~EltJbVJCJtJ 

'V'I'VIflW (Multiple comparison test) ~'JEJlGVl~G'Ie:JtJI'i1btl~EI11EJI'i LSD (Least- Significant) , ~ " 
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. 
\PleJ'UVi 4 n11'VIVI~e:l'UFI1111"'11i'Uth~vrh:mmrVlijn11\Pl~1VILL~~n11'U~'Vf11~fl~1"'11i'U5 tl'U , ~ 

1LI"'11~vhL 'U'Un11'Vf1fl1~'Vf"'11i'U5LL uuLfiE.J{"''U (Pearson's Sample Correlation Analysis) LL~~ 

1fim11L1"111~~1"11111~V~~am~.:J'rl\!~W (Multiple Regression Analysis) LVIE.J~Lnw4i1'Ufl11LL'IJ~ 

1"11111'Vf111E.J~.:J\Pl111.:J~ 3.3 Salkind (2557, eJ1.:JL'U LViqJi11"11 ~'U~1, 2560) 

\Ple:l'U~ 5 11'U1111 ~1'1J"lla11~ "!lm~'Ue:llL 'U~LfiE.J1tl'UI"'1111-ri.:JVle:l h L 'Ufl11L"ll11 otl'U~fl11 , ~ 

.... .... , 
'U'U1VIfl1111i111'W'Uti 

Gl o.l o.l 4 

fi1111VI111E.J"i::VI'Ufl1111iif11'W'Uti 

0.00 hi~I"'1111"'11~'U5n'U 

0.00-0.20 
.. "" "" ~ ... ~ 
111"11111 ~11Vl'U5fl'U \Pl1111 fl 

.. "" "" ~"" 
. 

0.20- 0.40 
0 

111"11111~11Vl'U5fl'U\Pl1 

0.40- 0.60 ~~"~1111"'11i'U5n'U'th'Unm.:~ 

0.60-0.80 
.. "" "" ~"" 
111"11111~11Vl'U5fl'U~.:J 

~ 

0.80- 1.00 
.. "" "" ~"" 111"11111~11Vl'U5fl'U~.:J111fl 

~ 

3.6.1 ilOAL;i~'W"i"in.I'U1 (Descriptive Statistics) 
I .J 

3.6.1.1 1"11fn111~ 

3.6.1.2 ~e:JE.J~~ (Percentage) . 
3.6.1.3 fl1Ltl~E.J (Mean) 

3.6.1.4 ?i1'UL~E.J.:JL'U'U111\Pl1~1'U (Standard Deviation) . ... 
3.6.2 iifOA'VIVIiifeJ'Uiif1111A~1'ULoHililAL;i~B'U111'U (Inferential Statistics) 1'Ufl111LI"'11~~ ... . 

3.6.2.2 F-test (ANOVA) ihvrruL'IJ~E.J'ULViE.J'Ufl1Ltl~E.II"'l111-ri.:JVle:JliJ1~'Vf11.:J'th~'ll1fl1 

3 fl~11~'U1'1J fl1'1Jmh~'ru'VI1.:J~il~1m'Ufl111Lm1~~1"1.f.:~d fl1'Vf'UV~H~1~~'U 0.05 LL~~ 0.01 , v 

3.6.2.3 fl1~'Vf"'11~'U5LL'U'ULViE.J{"''U (Pearson's Sample Correlation Analysis) 



3.6.2.4 n1'ilLPI'i1~oHn1'iUI'lt:Jelm:U.:~-w"l'!JW (Multiple Regression) Lviavn 

a'V!G'Wa'IJB.:JU~~EI~TU'UP!Pia U~~EJnaEJvli5'Vl1.:Jfl11~a11'! U~~Eifl1'i'U~VI11an~1~1J~tH:i~ii~a~a . . " 
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•. 

. 
ct 

tJ'VI'VI 4 

nT~i..ij'aflf~dLU'Un11~n'l!t1 n11~0'1!t10&'1EJ'VIfim11'1&'11~LL&'I~n1':i'U~'VI11&'1nR1~:W~'Ufi~ljc.J&'I~a 
, 'IJ 

fld1:WVi~wa h"!Ja~&'l OR1~L ii'I'UEl'U~n1) t 'VI 1Pl'Wvl Lfl~ a'U m 'U ..ij'.m-r~ au &'I )1"/Hl1i1 t~ EJ n1) Lfl'UoUellJ&'I , "' , , 
Jl1mL uu~aumlJ ~~,.h~nau h.JJ11a iJ~..ij m11'U'Uflfl&'l iJ ~..ij'an&'la'VIfi'VI1~n111'1&'11~ iJ~..ij aJ11um1 , , 

'IJ~'V111&'1nR1~:W~'U5 LL&'I~fl11:WoW~wa h"lla~&'lnRTvi'l ii'I'UcJ'U~m1 1 'V11Pl'WvJLfl~a'U~ ~1nn~:w~1a~1~ 
, , \J , 

&'I nR'1~ LoU'1ml iu~m1fi!u6u~m1 t 'V111'i'wvl Lfl ~au~1 u..ij·:l'VI1~aum1·zuni1"1la~m ~u~m1'VI~ n 
'\J , , \J 

3 11El 1JlLLn fil'UEl'U~n11&'1nR1 AIS I'I'UcJ'U~n11&'1nR1 DTAC I'I'UcJ'U~n11&'1nR1 TRUEMOVE H 
, , " " 'U , 

vY~ L 'W fi1 "111 EJ LL&'I ~ L 'WI'! 'VI ru ~.,) 1'U1'U 400 f"l'U cJi ..ij'a 'll1oU a :W &'1~1Jl :W1'Vh n11i Lf'11 1 ~vh vi a~ n 'l!t1 
v 'IJ 'IJ 

(1) Lvia~n'l!t11~~uiJ~..ij'm11'U'Uflfl&'l iJ~..ij'an&'la'VI5m11'1&'11~ iJ~..ij'EJn11'U~'VI11&'1nR1~:w~u5 LL&'I~ 
, , 'IJ 

fl11:WVi~wa h"!la~&'lnR1~1 iflu6u~m1 1 'V11Pl'Wvl Lf"l~au~ (2) Lvim tl~au LVi auiJ ~..ij'mh'U'Uf"lfl&'l 
'IJ 'IJ ' 

~lj~afl11:WoW~'Wa h"lla~&'IORTffi ifil'Utl'U~n11 L 'V11Pl'WvlLfl~a'U~ (3) L via~n'l!t1fl11:W~:W~'Ufi1~'VI';h~ 
'IJ 'IJ 

iJ ~ ..ij a n&'l EJ'VI5m11'1 &'11~ LL&'I ~iJ~..ij a m1u ~'V111&'1 n R'1~:w~u 5 LL&'I ~fl11:wri~w a 1~"!1 a~6'1 n 1"11~1 i 
, 'IJ 'IJ 

fil'Ucl'U~n11 L 'V11Pl'WvlLf"l~a'U~ (4) L via~ O'l!t1iJ~..ij'EJG"il'U'Uflfl&'l iJ ~..ij' EJO&'I EJ'VIfin111'1&'11~ LL&'I~iJ~..ij'EJn11 
'IJ , , 

'U ~'V111&'1 n R1~lJ~'U5 ~nc.J6'l~af'111:WVi~wa L~"!Ja~&'l nR'1m ifil'Ucl'U~n1) t 'V11Pl'Wvl Lfl~ au~t~ a'll1 L~'U a 
'IJ 'IJ 'IJ 

c.J&'Im1i..ij'mL'll~aamuu 2 6"11u ~~d 

Ql I I Ql I 

4.1.1 an'ttru~611'U'Uf"lfl&'I'Ua~na:wl'l1aa1~ • • 
m1i..ij'EJfl~~.Q Lfl'U11'U11lJoUmJ&'I~1nn~:w~la~1~&'1nRTvi'l ifil'UEl'U~n11 1 'V11Pl'WvJLfl~a'U~ 

'U , 'U 'U 

1u..ij~'VI1~a'IJ&'I11"1lini1 ,)1'Ul'U 400 fl'U t~a~n'l!t1oU'a:w&'l~~d 
, 'IJ 

~n'l!tru~cil'U'Uflfl&'11JlLLfi Lfl~a~1EJrn~'U~n11 L'Wfil eJ1EJ a1;a'W1~~'Un11Pin'l!t1 LL&'I~ , 'IJ , 

11a1J1Lu~a~m~au1i~il~h<Yi~W11UJ'U1 tl1~nauvi'1a ,)1'Ul'U ~aa&'l~ l"l1Lu~a LL&'I~Gil'UL~EJ~L'U'U 
:W11'11\i1'U 1 'Un11a5'1J1a-ifmm"'..a~n~:w~la~1~ 

.. 'IJ , 
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t:·m m~!J L~~1::vH'mHlGl n~ru::ri·:ruu ~ ~~'W'U-.i1 mhJ ~1eJ~1.:JriTU 1 VI ru1 off L~~a~1 E.lt:J 
'U • , "' 'U 

h~u~m~ DTAC f.i~LU'U~mm:: 36.0 ~a.:~~.:~:u1 AIS f.i~LU'U~eJEJ~:: 33.0 LL~:: TRUE f.i~LU'U~aEJ~:: 

31.0 LU'UL'Wf'IV1ru.:~:u1n~G1~ f.i~Ltl'U~aEJ~:: 51.3 ~a.:~~.:~:u1~a L'Wf'l"li1E~f.i~Ltl'U~aml:: 48.8 iimE~ri1'U .. ' , 
1VIru eJ1E1~1n-.i1 25 tJ f.i~LU'U~aEJ~:: 26.5 ~a.:~~.:~m~a mEJ~::VI-.i1.:J 25- 30 tJ f.i~LU'U~eJEJ~:: .. ' ' 
26.0 a1EJ1::VI11.:~ 36- 40 tJ f.i~LU'U~aE~~:: 14.0 a1E~1::VI'h.:~ 31- 35 tJ f.i~LU'U~eJEJ~:: 12.3 , ' 

1VIqjLtl'Uoff1~1"llm~LL~d'!1a1VIn~ f.i~Ltl'U~aEJ~:: 31.3 ~a.:~~.:~:u1 ~a iim~v.um~E~'ULL~::unPin'l!t1 

f.i~LtltJ~aEJ~:: 25.3 o~fi~ri1'U~1 f.i~LtltJ~aEJ~:: 22.8 LL~::v.un.:~1'U'Ll~,;'VILan"li'U f.i~LtltJ~aEJ~:: 
' 

20.8 ii~::~um~Pin'l!t1tl~qjqj11'l~:U1n~~~ f.i~LU'U~aEJ~:: 49.5 ~a.:~~.:~m~a~1n11tl~qjqj11'1~ 

f.i~LU'U~aEJ~:: 27.3 LL~::a.:~n-.i1tl~ruru1111~ f.i~LU'U~aEJ~:: 23.3 ii~1E~1~Lu~E~~m~a'Ua~1'U"Ii1.:~ 
\1 " ., '\1 

20,001- 25,000 'U1'VI mn~a~ f.i~LU'U~aEJ~:: 21.8 ~a.:~~.:~:u1~a"li1.:~ 15,001 - 20,000 'Ll1'VI 
' 

f.i~Ltl'U~aEJ~:: 21.0 "li1.:~:1J1nn-.i1 25,000 'U1'VI~'UhJ f.i~LU'U~eJEJ~:: 17.8 "li1.:1~1n-.i1 5,000 'Ll1'VI 

f.i~Ltl'U~eJEJ~:: 14.8 "li1.:J 10,001 - 15,000 'I.J1'VI f.i~LU'U~eJEJ~:: 13.0 LL~:: "li1.:J 5,000- 10,000 'U1'VI 

f.i~LU'U~eJEJ~:: 11.8 ~1EJ~::LBEI~LLG1~.:J~.:JI111~1.:J~ 4.1 

. . 
1111~1-:~Vi 4.1 fl11:ua~av~:: 'Ua.:~~n"ttru::~h'Uuflfl~ • 

u I 

\l1'U1'U (fi'U) 
II 

~n'tfru::a'l'U'Llflfl~ ":ieJEJ~:: • 
Lfl'iv'ti1vm-Hu'1m'l 

" 
AIS 132 33.0 

TRUE 124 31.0 

DTAC 144 36.0 

~1:1J 400 100.0 

LWfl 

"/11EJ 195 48.8 

VlqJ.:J 205 51.3 

11:1.1 400 100.0 



~1fli1 25 u 
25-30 u 
31-35 u 
36-40 u 
41-45 u 
46 u~LJhJ 

v-nr n-:~1'U'U ~,;'VI La n'll'IJ 

li1n~a1'U~1 
' 

-a::~ 'U fl1':i ft fl'l~1 
~1niTtJ~ruru1{;}~ ...... 

tl~qjty1{;}~ 

1.'1-:~ni1tJ~ruru1{;}~ " " ... 

. 
vl1fli1 5,000 'U1'Vl 

5,000 - 10,000 'U1'Vl 

10,001 - 15,000 'U1'Vl 

15,001 - 20,000 'U1'Vl 

20,001 - 25,000 'U1'Vl 

:J.J1flfli1 25,000 'U1'Vl ~'U1tl 

lii1'U'J'U (fl'U) 

106 

104 

49 

56 

40 

45 

400 

101 

125 

83 

91 

400 

109 

198 

93 

400 

59 

47 

52 

84 

87 

71 

400 

26.5 

26 

12.3 

14.0 

10.0 

11.3 

100.0 

25.3 

31.3 

20.8 

22.8 

100.0 

27.3 

49.5 

23.3 

100.0 

14.8 

11.8 

13.0 

21.0 

21.8 

17.8 

100.0 

62 
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e.m n 111 Lfl11 ~vH1 '1-:5' ~ n~ ~'Vlthn:~ n 11~ ~ 1 VI~ 1'Ue.J ~ ~ Ji' ru 6fi 1~~u fi111J ~VI L ~'U 'll eJ~ nci lJ . ' 
tJi'1mh~:Wm1lJ~VI L~'U 1V~~111JeJ~~1~~mnn i1~1Lu~mvh nu 3.90 u~~LdeJVi'l11UJ1LL~~~-ueJ 

'II 

1~(;}ulJ1n ~~i1~1Lu~~eJ~~ 3.79- 3.961V~~-ffeJ!"i'1mlJ~i1~1Lu~m.nn~"VI ~eJ 1'Vl1~V'I'vlLfl~eJ'U~~ 
'II • 

~1vr'l11~.n1~1 'UI"1'UeJU~m11 'Vl1~-rnhfl~eJ'U~i1 m1-ru1eJ~lJ1~11fi1'U ( x = 3.96, so = 0.531) 
'II ~ 

1eJ~~~1J1~eJ Pl'Uel'U~n111'Vl1~'WvlLfl~eJ'U~i1fll11JVI~1nVI~1~'lleJ~'lh~L.fl'Vl/"llilVI~'Ufl1 (X = 3. 95, 
'II 

50= 0.741) Pl'Uel'U~n11"1 iifll11JVI~1nVI~1~'lleJ~'U~n11 (X = 3.90,50= 0.770) LL~~Pl'Uel'U~n11"1 
'II 'II 

' ' 
:i1~UJ.fl1'WLfl~eJ•!hmL~~~qjqj1UJVJiVIL'l'U (X = 3. 79, 50 = 0.906) 11~~~LB~VILL"VI~~~m11~Vl 4.2 

I ..1 ' I ct 

II ... "' ~ 
fi1Ltl~ll Sf1'UL'Ull.:l L 'I.J'IJ 

"' V~1'U~~~.nru" -a::V~'I.J 
(X) 111~'Hi1'U (SO) ... 

1. Pl'UeJ'U~m11 'Vl1~'WvlLfl~eJ'U~iim11lvrmnvrm~'lleJ~ 
'II 

th~L.fl'Vl/"llilV~~'Ufl1 
3.95 0.741 111n 

2. Pl'Uel'U~n11"1 iifll11JVI~1nVI~1~'lleJ~'U~n11 3.90 0.770 111n 
'II 

,-q. cf dJ I V .d 
3. Pl'U~'U1n11"1 1lfiUJ.fl1'WLfl1eJ'll1mL~~"ruru1ru'Vl 3.79 0.906 mn 

\J , tl tJ 

"' "!!VIL'l'U 

4. 1 'Vl1~'WvlLfl~eJ'U~~:ij1VIU1~.fl1~ 1 'UPI'Uel'U~n11 
'II 

3.96 
1 'Vl1~'WvJLfl~eJ'U~iim1-ru1eJ~1J1 ~11fi1'U 

0.837 :~.nn 

"' .. 
1111 3.90 0.531 mn 

1~~u fll11l~VI L ~'U'lleJ~ nci1JtJJ'leJ~1~~uu '~~ ~n~~'Vl6'Vl1~m1~mV~ ~1'U11fl11-&'"~ ~ L :a~ 
' ' 

'Vl11UJ'U1 th~neJ'U ~1~ ~1 Lu~ ~ LL~~cil'UL ~ tl~L 'U'U111m1fi1'U 1 'U n11eJG'U1 ~oUeJlJ~ 1 'ULL~ ~~nci11 
"' 'II ' 

r;.J~ n11l Lfi11~~U'l~ ~ n~ ~'Vl6'Vl1~ n11~ ~1 VI ~ 1'U 11fi11~~'U fll11J ~VI L ~'U'lleJ~ n~ 1J . ' 
tJJ'leJV1~i1fll11JAV~ L~'U 1V~~111leJ~~1~~u mn :W~1 Lu~m vhnu 3.80 LL~~LdeJVi'l11ru1 LL~ ~~-ueJ 

'II 



64 

1~ aiiaf'i1m1J~ij ~1 Lu~ a1n n~a~ ~a P~u6u~n1'), ijfil111J\·Ht1 mHna"l..a~·H~~U~1m~ufh . " 
( x = 3.87, so = 0.818) 1a~a~1J1~a Plu6u~m~, ijihau,J'~~1fil1~'U~1~i~L'l'U ( x = 3.85, 

" 
SO= 0.863) LLa~PI'U6U~n1~, ije)l'I~1~1U~n1~L'Vl~~'Wvi~LVJ1J1~a1J (X= 3.68, SO = 0.811) 

" . 
~1am~Laa~LLa~~~~l'I1~1~Vi 4.3 

. . 
I .. 

if1'LILUV~LU'LI111t;~"a!1'LI 
"' ~1'LI~1fl1 

I .. 

fi1Luaa 

(X) (SD) 

3.68 0.811 1J1n 

L 'V11J1~a1J 

3.87 0.818 
.. v 
auf'l1 

3.85 0.863 

~11J 3.80 0.591 1J1n 

P1u6u~n11 ( x = 3.83, so = 0.898) ?tmu~~'l~~a~'V11'lLLa~m11Ja~mn1um1Lil1~'lPI'U6u~m~ 
" " 
( x = 3.82, so = 0.820) LLa~"li1'lL1a1Ltl~-u~vi'1m~ijf'l111JL'VI1J1~a1J ( x = 3.81, so = 0.881) . 
~1aa~Laa~LLa~'lvl'll'l111'lVJ 4.4 



"' 0 I 

liJ(;l\11'M'IJ1U 

. 
I q 

ft1Lil~U 

3.82 

3.83 

3.90 

3.81 

3.84 

~1'1JL-dU.:JLU'IJ 

3J1(;l'i\i1'1J (SD) ... 
0.820 

0.898 

0.896 

0.881 

0.601 
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~-nn 

3.11n 

3.11n 

:IJ1n 

:~.nn 

"lla-mci3.1~1a~1.:Ji1rrJ11Jfi(;lLoH'IJL(;lCJ'D:l.Ja~~~~~mnn i1f"i1Lil~mvhnu 3.89 LLa~Lda~:U1'HU1LL~a~ 
' " 

ii'al'11m:l.l ~u11nci:l.l~1a~1.:Ji1m11lfi(;}L~'U1'U~1'U~1'Un1~ri.:JL"~:l.lm~wa1(9}1~~umn ~.:Ji1roi1Lu~CJ , 

a~~ 3.87- 3.91L(;lCJi!al'11m:l.l~i1r-i1Lu~CJ:l.l1n~"(;l ~a Pl'UEJU~n11i i1Lan"1~LL'U~'I11~'UfllLLa~ 
" ' " 

U~n11~(9}11.:J1oHU~n11 LL:VnmCJ1'UPI'UEJU~n11BV1.:Jotl(;lL:U'U (X = 3.91, SO = 0.836) 1B.:J(;l.:J:l.J1 ~B 
" 

Plufiu~m1; i1~'Vl5~LPI~Gi'TVI-runa:~.Jan~111CJ L~B'U/L U(;l L uafl V1lJ/ei1EJroi1 m ueJ{L~:l.l/L tl~ CJ'U:U 1 n L~:l.l 
" ' " 
L~'ULtJ'U11CJL~B'Ua~1.:J"~1L":l.Ja (x = 3.89,50= 0.824) LLa~Pl'UEJU~n11i i1n11L~~ru1 

" 
tl1~'1l1Gl:l.J~'UB~11"11~1'U~B~1.:) I (X = 3.87, SD = 0. 784) LL"(;l.:)~-:)(9}111-:J~ 4.5 
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~ 
. . . "' 

~1'l.lm~a.:~ta~11n1~fla1fl 
fl1tuaa a'J'l.IL'Ufi.:IL'U'l.l 

<>I 

~Zfi'U 
(X) 111f1~;)1'lJ (50) ... 

1. Pl'U6u~nT~., iinT~ 1m'l:Jru1tl1::'1!1~lJ~'U5·!h"J~T~~1'U~a 
'IJ 

3.87 0.784 111n 
I 

{;11\1 1 
~Cit. q 04.J.I q III.J 

2. Pl'UCJU1n11"1 lJLeJn~11LL'UZ'U1~'Ufi1LLG'l::U1n11~WJ1\I 
'IJ 

3.91 0.836 111n 
1~u~m1 LL~nma1'UPI'U6u~m1mh'I-B'fiL~'U 

'IJ 

3. P!'U6U~n11"1 ii~'VIGoWLP1~~1'VI~Unat~G'lnfl111CJL~eJ'U/LUfl 
'IJ • 'IJ 

L uafl. 'VIl.i/eJ1CJ~1CJ L ua~L~t~/L tl~CJ'U~1n L~lJ L~'UL U'U11CJ 3.89 0.824 111n . .. I 0 

LfleJ'UeJCJ1\I~lJ1L~lJeJ 

~111 3.89 0.588 111n 

1'11a~1'1iim1t~fifl L -Ht~ Lfl CJ11t~a~~1::1'lu 111n ii~1 Lu~mvhnu 3.86 LLG'!::L~a'W~11ru1 LL~G'l::.rra 
'IJ 

ri'1m11 Y-~u·;hnat~l'i'1B~1\Iiifl11t~fifiL-H'LI1'L1~1'UUfiG'l1m1::1'1ut~1n ~'lii~1Lu~aa~~ 3.73- 4.00 
' • 'IJ 

( x = 4.00, SD = 0.821) 1eJ\IG'l\llJ1~el Pl'U6U~n11"1 iim1LoHU~n11G'lnfl1LU'UlJ1\Jl1;J1'UL~CJ1fl'U 
'IJ " ... 

( x = 3.88, SD = 0.804) m11~1t1 Pl'U6U~n11"1 iiwum1'LI~iifl11t~1clh1'Lin11LoHU~n11 iim111 
" 

m::~a~a{'U (X =3.84, SD = 0.896) LLG'l::P!'U6U~n11"1 ii"ii1'U1'U'V-IUn\11'U~oHU~n11eJ~1\IbViCJ\I'V-IeJ 
'IJ 

(X = 3. 73, SD = 0.854) \Jl1t~ci'1~U 11CJG'l::LBCJfiLL~fi\I~\I\Jl111\l~ 4.6 
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. d 
a1'1JLtiEJ·U'U'IJ 

II 
fi1Lu~W ., 

j;J1'1JU funn'l 'l::j;J\J • (X) 1J1j;J'lti1'1J (SO) ... 
1. P!'IJ6u~nTl, ij:ij'1'1J1'1J'VlUfl.:n'IJvh ~u~m-:imh.:J 

'U 

3.73 0.854 111n 
"' L 'Vlti.:JYHJ 

2. P!'IJ6u~m':i, i1m-:i1~u~m':i"n~1LU'IJ111~':i;i1'1J 
'U 'U .. 

3.88 0.804 111n 
"' .... 

L('ltl1n'IJ 

3. P~'IJ6u~m':i, i1'Vlun.:J1'LI~i1rn1111G1"l":il 1 '1Jfl1-:i 
'U 

3.84 
1 ~u~m':i i1f11111m::~a~a~'1J 

0.896 111n 

4. P!'IJ6u~m':i, i1'VlU.:J.:J1'1JVi LL!Ji.:Jmm VI111::G111G1Il1'Vl 
'U • 4.00 0.821 111n 
"' ... 
L ':iti'U':ifltl 

':i111 3.86 0.577 111n 

YI1.:Jfl1-:i1~'U~fl1':i~111U':i::L.nYJ"'..eJ.!lfl1':i'U~fl1':ieJ~1.:Jotl('lL":iJ'IJ (X = 3.89, SO = 0.835) ':ifl.:J".:J111~8 

PI'IJ6'U~n1':i, i1fl11:Wnl1-!l"'..11.:J G1::('11nG1'U1tl G1::eJ1('1 LL"::ihLG1.:JG1l1.:JViLV11.11::G1:W (X = 3.89, 
'U 

so= o. 762) LL"::P!'IJ6u~m':i, i1~a.:J-ru':ia.:JLL"::~,!.:J~n 1 'IJ':i::VI11.:Jn1':i':ia-ruu~m':i ( x = 3.82, 
'U 

SO = 0.962) ~11.1~1~'U ':i1CJ"::LBCJ('lLLG1('l.:J~.:J~1':i1-!l~ 4.7 



'• 

. ' 

--· 

• d 
fi1Lil6W 

(X) 

3.89 

3.82 

3.89 

3.87 

. . "" if'J'IJL'UE.I·U'IJ'IJ 

~1(;l'H11'1J (SO) ... 
0.762 

0.962 

0.835 

0.614 
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:~.nn 

~1n 

~1n 

~1n 

3.68-3.96 hwiaf'i'1m~~i1 ~1Lu~ v~1n~ ~Hl ~a f111:Wtl nvi' B-lf11'U tl1'LJL 'lJ nT~vh51n11~ n'U , 'IJ , 

f31'LJV'U~n11"1 (x = 3.96,50= 0.848) 1a-l~-l:W1~a f31'LJ6'U~n11"1 iJm11~f'i'1LL'LJ~U1L~cnn'U 
'IJ 'IJ 

LL~f1Lml~1L'V11LL~~n11Lotl'U~n11'Vl1-lL'Vlf1'ijf1~1'LJ~1-l j ~otl~L"il'LJ (X = 3.92, SD = 0.874) (;11:W~1V 

f31'LJ6'U~n11"1 lJf111:W~~1L~:Wa'!.la-lf1Wi11YIL 'LJ.ff'LJ(;lfl'LJn11 1 ~'U~n11 (X = 3.82, SD = 0.877) LL~~ 
'IJ • 



69 

I .J I .J 
., ... fl1bu~£J 6f 1'1J b 'U £1 {I btJ'IJ ... 
~1un~~'U11Jn1~'U~n1~ ~~~'U 

(X) ~1~~!1'1J (SO) 

1. P~mh.J~nT~., ljofi''Ul'le:J'Um-;;1-H'u~nT~hi~-:Jmnsffuim.J 3.68 0.845 ~1n , 
' ... I "" bb~~3Jfll11~fll~e:J-:Jl'l1 

2. m1~"n~ a.:~fll-;;ut1'1'U 1 'Wmo;;'Yi1o':imo;;~nufil'U~u~m-;;., 3.96 0.848 3..11n , 
' 

, 

3. fil'U~u~m-;;., ijm-;;1-H'Fi'1bb'W~u1b~mnuLLflfliLmlfhlm 3.92 0.874 ~1n , 

LL~~m-;;1-&'u~n1':i'VI1-:JL'VIfl1Ufli~1'U~1-:J j ~od~L~'U 

4. fi!'U~u~m-;;., ijfll11~a~1La~a"lla-:Jfltrum'Vl1 'U.ff'Wl'le:J'U 3.82 0.877 ~1n , • 
m-;;1-H'u~m-;; 

'11~ 3.84 0.610 mn 

~-:Jij~1Lu~£Ja~~ 4.02 - 3.99L~f.l.Vaf'i'1m3J~ij~1Lu~f.l~1n~a~ ~a fil'U~u~m-;;., ijm-;;-.5'~ufiu , , , 
.Va~~L~mnuth~-wim-;;~~~a .Va3..1~m-;;1-&'u~m-;; tl-;;~i'~m-;;~a L~adJ'U.Va~~u~mo;;'\11~-:Jm':i"111f.l , , , 
(X = 4.02, SO = 0.810) LL~~fil'U~'U~n1':iL'VI':iPl'Vlv1Lfll~e:J'U~ijm-;;:S'~'Yi1~1'UoVe:J3..1~"1le:J-:J~n~1L,1a-:J!'i''U 

'U 6!1 'U 'U 

(x = 3.96, SO= 0.763) 1'113..lci'1~'U ':i1f.l~~LBf.l~LLa~-:J~-:Jl'l1':i1-:J~ 4.9 



70 

fi1Lt:1Sa d'J'IJL~a~L'U'IJ 

(X ) 1J1(;)~!1'1J (SO) 

1. f!l'Uau~m1 1 vt1Pi'rrv1Lfl~B'U~i1m1~~vho1'U.rra1l~"llEFJ 3.96 0.763 111n 
~ ~ ~ 

II S !I 

~fifl1L 'UH~(;}'U 
~ 

2. fll'Uau~m1i i1m1~~Lnuia~J~Lfia1ti'uth~-wim1~~~a 4.02 0.810 
~ ~ 

ia~J~n11Li'U~n11 'th~-wim1~B L~mtl'UiB1l~'U~n11 
~ ~ 

3.99 0.622 

1~~'Ufl111J~~L-H'U"llB-!lfi~1Jt;j1mh.:Jflfl111J~~L-H'U1~m11JB~~1~~'U1J1fi flrhLo~mvhti'u 3.07 LL~~ . ~ 

Li1a'W"11W1LL~~~iari1m1l 'Vl'Ul1fi~1lt;j1B~1.:Ji1fl111J~~L -H'U 1 'U~1'Un11L i L vtfl1 'U 1~ ~~ L 'V11J1~~1J • 
1~~umn ~.:Ji1rhLo~aa~~ 4.01 - 3.891~a.rrari1tn1l~i1~1Lo~a1l1n~~~ ~a fll'Uau~m1i 

~ ' ~ 

b~~~1~'U'U~1'UiB1J~U 1~-wi n111J1~~~B"lJB-!l ~ n~1blB ~1-!lfl1'U6'1'U L ~m.hmi Lfl11~t1 LL~~ 1 ~'U~n1 1 
~ ~ ~ 

LLn~n~11m~-rum111~~mn~u1a~.:J~'U ( x = 4.01, so = o.829) 1B.:J~.:J1l1~a fll'Uau~m1i i1m1 
~ ~ 

call center ~11J11t11vt1~B'Utn1JiBl;J~VI~mL4.:Jil'lJ'V11~1-!l 11~ ( x = 3.98, SO= 0.944) LL~~ 

fll'Ua'U~n11i i1m1 1~u~m1~1'UL'I1L~EJ~LU\91Ll~fl (Social Network) L~mtltJ"ilB.:Jvt1.:J 1'Um1~B~11 
~ . 

L"lf'U bLB'VlfiLfli'U LtJ'U~'U (X = 3.89, SO = 0.781) \9111Jci'1~'U 11EJ~~LaEJ~bL~~-!l~-!J\91111-!l~ 4.10 
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d ' d ..J d .!'1 "' ., ~ ., "' "' ~ 
t;~1'l1.:J'VI 4.1 o fl1 Lui'lmLa:::li11'1J L ua.:~ L 'U1UI1 t;~'l~1'1J 'tl v.:Ju lillil £Jt;J1'1Jn1'l'U'l1>11'li'l mna3J'W'IJ li 

Q ~ 

~1'1Jm'll ilL 'VIAL 'IJ laa~L 1>13.11:::a3J 

' d ' d fi1Lui'l£1 a1'1JL'U£1.:JL'U'IJ 

(X) 3.11t;l'l~1'1J (50) 
Q 

1. PI'U6'U~n11i i1m11-H'u~f111~1'UL"I!L;gmm:J~Li{fl (Social 
'IJ 

Network) L~VLU'U-dv~'VI1~1'Ufl11~eJG111 L"li'U LLv'VloWLfli'U 3.89 0.781 

iJ
~ .., 

L 'U~'U 

3.99 0.848 
SMS 

"lfv~an~1 Hv~1~fl1'Ut1l'U L ~ml13.11lLfl11~,_,LLm~ 
'IJ 

4.01 0.829 

1-Hu~fl11LLrian~11m~i'ufll13Ja~mm'lu1v~~~'U 
'IJ 

3.98 0.944 111n 

3.97 0.588 

4.1.11 i1lillij'£1~1'1Jn1'l'U'i1>11'l~nf'l1if'3.1.W'IJfi ~1'1Jn1'ln11>1'1Jt;~LthLLn'l3.1Lvfva~1.:Jfl113.1a3.1w'IJfi 

1~~'Ufl113J~~L-H'U"lfv~na3J~la~1~~at1"ii~tJ~1'Ufl11'U~VI11an~1~11~w5 ~1'Uf111 
, 'IJ 

n1VI'U~ 1 tJ1LLni1JL ~va~1~fll111~1Jn'Utfl iat1&1L -a~'Vl11W'U1 tJ1~nau~1tJ fi1Lu~v LLa~i.'h'UL ~tJ~L u'U 

111~1;)1'\J 1 'Ufl11a5'U1voffmJa 1 'ULL~a~na11~1a~1~ 
~ 'IJ , 

fll11J~1J~'Ul5 1~~'Ufll11J~~ L oH'U"llv~ na1J~l el~1~i1fll11J~~ L oH'U L~tl1l1Jel ~~1~~'U1J1 n i1 fi1Lu~ tJ 
, 'IJ 

L'Vhti'U 3. 79 LLmH~eloW"ii11W1LL~a~offa~1m1J 'Vl'U'"Jlna1J~lel~1~i1fll11J~~L oH'U 1 'U~1'U f111rl1VI'U~ , 

111n~a~ ~a PI'U6u~m1i m1~~n"iin1111L~a1a~i'um11i~1'U"lla~an~1 L"li'U n"iim111Lfl~a~Lri1 
, 'IJ 'IJ 

LLamfl~a~1mj ( x = 3.82, so = 0.888) 1a~a~m~a PI'U6u~fl11i i1m11JB'U"lla~~1~~n1~nu 
'IJ 

' 
an~1"1il~L'VIf'ifl1a~1~ j (x = 3.79, so= 0.952) LLa~ PI'U6'U~fl11i i1m1aanumYla'VlutJ~anFh 
~ ~ ~ ~ 

' ' 
'Uanf'I'U6u~m1a~1~a~1La11a (x = 3.76, so= 0.874) m11ci'1~u 11tJa~LatJ~LLa~~~~~111~Vl 

'IJ 

4.11 



(X) 

3.76 

3.79 

3.82 

3.79 

~h1JL~£1~L'U'IJ 

ll1fl".i~1'1J (SD) 

0.874 

0.952 

0.888 

0.696 
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:IJ1n 

1~~ u fl11lli>i \11 L 'i1u"lla~ n ~:u ~1a ~, ~ tJ!aiJ "il ~a~ 1u m 1u ~'VI1".irt n f\'1 ~:u'Wu 6 ~ 1u m 1 
, 'U 

~n'li1rtnfi'11-ffG1i1~L ;a'I'W".i"SUJ'U1 tJ".i~ntl'UVll£1 l"i1Ltl~ £1 LLrt~al'WL ~V~L 'U'U:IJ1fl".i;i1'U 1 'Un1"Stl5'U1£1 
'U 4 

~~i1!"i1Lu~va~~ 3.75- 3.831\11aolfm•11m:u~i11"i1Lu~a:u1n~G1\11 ~a !31u~u~m1"1 1-H'fll1:Ua1fi'ru1u 
~ , ~ v 

n1"S:il \11vl1~'U fl1/'U~n11 11a1'VI~'Urt mhriLfil'liL uuaii ~'VIBLU'W1~'U flflrt ~i11~ £1~ L l "'1 n11 1-ffu~m 1:1.11 
'U , 

1um".i:u11-ffu~m".i"lltl'lrtn~1tl~1'1G1~1LG1:ua ( x = 3. 77, SD = 0.949) LLrt~ filu~u~m1"1 i1m1:uau 
'U 'U 

1tl"S1:uoffu ~'VI5~L!31'1i 1oHLLtl~n~1L~a~1u1amG1~L!31'1itJl1~ '1 (X= 3.75, SD = 0.892) fi1:1J~1~'U 
' 

11£1rt~LB£1\11LLG1\11~~'1fi111'1Vi 4.12 



2. Pl'UcJU~nT;;, 1-Hm111ci'1~ru1 unT;;~~'Vi1~'UI'11/u~m':i H 
~ ~ 

ci'1vr-ru~ nl'i'1'WLP1'liL tJuafi~VJ~LU'W1~Uf'lf'l~ ~ij 
~ . 

. . ... 
fi1LiliUJ 

(X) 

3.75 

3.83 

3.77 

3.78 
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I "" if1'LIL'U£1~L'U'LI 

3J1lij'Hi1'LI (SO) 
GO 

0.892 3J1n 

0.983 111n 

0.949 mn 

0.755 111n 

4.1.13 fi113J~~wa 11il•tm~~n~1m oif~'L!clu'im1 l Vl'aA'w-.1 Lfl~a'LI~ ~1'L11::uum1 1 ~u'im1 

1~ ~u fill 111 f>1 ~ L -Hu 6lJ a~ n ci 11 ~ 1 a ci 1~ ~a f'l 1111 Yi~-wa 1 'lflJ a~~ n 1'11 ~1 off PI u cl u ~ n 11 . ~ ~ 

1 Vl':i~-wv'i Lf'l~au~ ~1'U':i~uu n11 1-Hu ~n11 1-ffail&lL~~'W':i':iru'U1 tJ':i~nau ~h tJ rh LU~ tJ LL~ ~~l'U 

L~tl~L U'U111~':i;i1'U 1 'Un1':iaBU1tJ~a11~ 1uLL~~~nci11~1aci1~ ... ~ . 
m11-H'u~m1 '.i~~Uf'll111R~LoH'UflJa~nci3J~laci1~ijf'll111R~LoH'UL~tJ':i'J11aci~':i~~mnn nrhLu~tJ . ~ 

L'Vhnu 3.89 LL~~L~a'W'I1'.iru1LL~~~~ari1tn11 'WUl1nci3J~'JaV1~ijf'l'J13JR~LoH'U1'U~1'U':i~UUn1':i 
' 

1-Hu~m1~111ci'1~utiauvra~ L"liu m11-H'u~m':im11ci'1~uf>11 ( x = 3.98, so = 0.868) 1a~~~111 ~a 

f'll111fln~a~m.iw1161Ja~':i~uum':i1-H'u~m':i ( x = 3.85, so = 0.823) LL~~fl1111L.WCJ~"Wa~'Ji1~61Ja~ 
~ 



• 

' ' ... 
fl1LiUIEI 

(X) 

3.85 

3.84 

3.98 

3.89 

cl 
~hUL\JEI~L\J'IJ111~':i;i1'1J (SO) ... 

0.823 

0.930 

0.868 

0.648 
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:W1fl 

:W1fl 

111fl 

L 'V11~'VlviLfl~eJ'IJ~~1'Un':i:::U1'Un111 ~U~flT~ 1-tiaii~L;a-:I'Vl1'HlJ'U1 'lJ':i:::fleJU~1EI rl1 L\l~EI LL~:::Gi1'U 

L~EI-:!L U'U:W1~':i;i1'U 1 'Un11eJG\J1EioUeJ:W~ 1 'ULL~~:::n~:wlK1aci1-:t 
Q ~ • 

~rl1 L\l~ ElL vhnu 3.83 LL~::: Li1avhl11UI1 LL~~:::offeJ~1t:l1:W 'VlUi1fl~:W~1eJ ci1-:t~fl11:W~~ L oH'U 1 '1.1~1'1.1 • 
n1~U1'Um11~u~m11~~u111n ~-:~~r11Lu~aaci~ 3. 77 - 3.94 l:~aoffa~1m11~~1"11Lu~a:w1n~a~ 

~ . 
fl11:Wa~~1fl1'Wm~U1'Ufl11~~~eJ"lleJ'fUU~fl11 (X = 3.80, SD = 0.827) LL~~fl11:W11~L~11'U 

~'U~eJ'U"l..eJ-:tfl111~U~fl11 (X = 3.77, SD = 0.973) ~1:wci'1~U 11EI~~LBEI~LLa~-:t~-:!~111-:t~ 4.14 

':i'Jll 

' . ... 
fi1Luaa 

(X) 

3.80 

3.77 

3.94 

3.83 

' ' ... 
a'J'IJL\Jf.I~L \J'IJ 

111~':i;i1'1J (SO) ... 
0.827 

0.973 

0.862 

0.668 

111fl 
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4.1.15 fi11:UoW.:I'WtJ L;J'Uv.:~anft'1ih -tiAuau'in111 'VI'!iAow\1Lfl~v'Livl ~1'LIL~1VIu1vl~1:l1u'im'!i .. .. .. 
1~ ~u fi11:U f1 ~ L ~u "!ltl'l n~ :u ~1 t1 ~ 1'1 ~a fi111J~ 'l'n a 1 ;J"!J a 'Ian F11~1-if f'I'U ~ 'IJ ~ n 11 

• 'IJ 'IJ 

h11Pl'nvl bfl~a'U~ ~1'Ub~1VIU1~m oM'IJ~fl111-ifaii ~ b ;j'l'n1'HU'U1 tl1~ na'IJ ~1 CJ fl1 btl~ CJ bba ~ a1u 
'IJ 

b~ 1VIU 1~ m oM'IJ ~ fl11 1~~'1Jfi111Jfl~ b ~'U"!l a 'In ~:U ~1 a~ 1'li1 fi111Jfl~ b ~'U L~ CJ 111Ja ~~ 1~ ~'IJ 1J 1 n 
'IJ • 'IJ 

i11"11 btl~ m vhnu 4.00 bba~b~aVl;J11W1bb~a~-liari'1m:u -nui1n~:u~1a~1'1i1m1:uf1 ~ b ~u 1 u~1u • 
b~TV1U1~m'!Xu~m11~~u:u1n ~,i1fi1Ltl~CJa~~ 3.94- 4.08 t~CJ-liaf'l1m:u~i1f11btl~CJ:u1n~a~ ~a 

'IJ 'IJ • 

«<.v1u~m1i1Pr11:U~a~~~a;J~~1un11tlnu~VIU1~ (x = 4.08,50= 0.834) 1a'la'l:U1~a 
'IJ • :.1 

. 
~11J~1~'1J 11CJa~bBCJ~bbi.'1~'1~'1~111'1Vi 4.15 

I .d ' I q 

~1'LIL~1VIu1vlm~u'im'!i 
fi1LuaCJ ~1'ULUCJ.:IL'U'U 

"' 1:::~'U .. 
(X) 1J1~1;11'U (SO) ... 

1. m '!Xu~f111i1fi111J~LLa:::~n'l!f::: 1 'Ufl111 'IX'IJ~fl11/ 
'IJ 'IJ 

3.94 0.773 1J1fl 

~auf'l1m:ubtlua~1'~~ 

2. ql oM'IJ~f111i1fi111Jb~1J hbLa:::fi111J'n~a1J 1 'Ufl11 3.98 0.865 1J1fl 

1 v1u~m1a~1'1"'f11'n • 
3. m v1u~m1i1Pr111l~a~~~"';)~~ 1 um1tl~u1iV1u1~ 4.08 

'IJ • 
0.834 1J1fl 

'!i11J 4.00 0.587 1J1fl 

t~ CJi1l'~t1tl1~i.'1'1~ b ~a ( 1) b ~aPin~11~~uu;J;ij'CJa1'U'I.Jflfla u'l;ij'CJ na CJ'Vlfim1~m ~ u;J;ij tJ n11 
' ' ' 

'IJ~VI11a n F11~:u~u 5 bba ~fi111J~WI ah"lla'la n FJ1~1-iff'lu ~'IJ~ n11 t 'V11Pl'V'I vi Lfl ~au~ 
'IJ 'IJ 'IJ 
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1 'VI~~vn1LI"l~B'IJ~ 

4.2.1 An'tf1'thr~v,buuflfla il";lvnatJ'VIGn1~VIa1VILLazil";lvm~u~'l-11~anf'l1a1lw'Uii vi . . .. 
n~a~B fl111loW~'WB L""llel~ an 1'11vft .UA'IJ~'U'in1~ 1 'VI'afl'W~ Lfl~B'Uvl .. .. 

i.11V1~uao~~1m um~1Lfl~1z,_., ~~ 1-tlm~'VI~aBul"h t 1~~:J1i Ltl~l:luL Vivu 

rl1 Lo~ tl"lleJ-1nci11~1B~1-1vY-1aeJ-1nci11~ L tluaa~~nu (Independent t- test) 1 i~~~u Fn111L ~mfu • • 
95% 1~m~11~1nn1~'VI~aeJUfl1111LLtl~tl~1'1J~1nVI1~1-1 Levene's test 

m~1~vf 4.16 ~am~'VIVIlifB'UA1fl1111LL tl~ti~1'1J"llB~fl1111W-l'WB L""llB~~nf11'ffi .Uu'im-a 

1'VI'iA'W..1Lfl~B'IJ~ ,)1LL'UnVI111L'WA1~mt.U Levene's test 

Levene's Test for Equality of 

fl1111W~'WB L""llB~ ~ nf1Tvll ifu~n1-a 1 'VI'iA'W-.1 Lfl~B'IJ~ Variances 

F Sig. 

~1u~:;uum~ 1-Hu~m~ 4.492 0.035* 

~1um:;u1um~ 1-Hu~m~ 3.923 0.048* 

~1'1JL ~1V1u1~m -Hu~m~ 0.035 0.852 
'IJ 

~1flVI1~1-1~ 4.16 LLa~-lt:.J~'VI~aeJUrl1Fl111JLLU~'lh1'1J"llel-lfi111J~-l'V'IB h"llB-1 

~fl~1~1otljij'IJ6u~nT;i 1 'VI~~'V'I'vlLfl~B'IJ~~1LL Ufl~11JL'Yijij 1~l:l 1-tl Levene's test 'YitJi1~1u~:;uun1~ 
'IJ 'IJ 

1-Hu~m~nr~, Sig. o.o35 LL~:;~1um:;u1un1~1-Hu~m~nrl1 Sig. Lvhtiu o.048 ~-:Jiirl1ue:wni1 

0. 05 VI1J1l:l fl111li1 fl111J LL U1U ~1U"llel\l LL~~ ~ flci1JLLVI fl~ 1\l nu eJ ~1-:JiJ'I!l:l i.1'11"i'ru'V11\la 0~ ~1:;~ tJ 0. 05 
' v 

~\l1otl t-test mru Equal variances not assumed LL~~~1UL~1V1iJ1~0-H'u~m1iJf11 Sig. Lvhnu 

0.852 ~\liJrl11J1 fl fli1 0.05 VI1J1l:JI"l111Jl1Fl111J LL tJ 1U11U "llel\l LL~m~ fl ci11 1~ LLVI fl~1\l tl'IJB ~1\liJ 
' 

'l!l:la'11"i'ty'V11-lao~~';j:;~u 0.05 ~'l1i t-test mru Equal variances assumed 
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d _I'!! ... ... 'I "' ~"' ~ ... ,. "' ~ "" d 
IJI1~1{1'VJ 4.17 ~filn1~L"U~ti'UL'VIti\Jfi111J'W.:I'Wil L1il'Uil.:l~nfi1'VI L'ti~'Uti\J~n1~L'VI~fi'W'VILFifilil'U'VI 

;i1LL'Un\JI11JL'Wfl 

FI111JW.:!'WBL1il'UB.:Ianfl1~~ 
u 

L'Wfl Mean so t. df Sig. 
~'Uau'im~ 1 'VI~A'Wvi' Lfi~B'U~ 

'll1tl 3.90 0.597 0.276 394.18 0.783 
~1'U1~\J\Jfl1'~ 1~U~fl11 

'VIiQ-l 3.88 0.694 

~1'Un1~\J1'Ufl1'~ 1 ~U~fl1~ 
'll1tl 3.82 0.608 -0.351 392.45 0.726 

'VIiQ-l 3.84 0.721 

~1'UL ~1'VIU1~m ~U~fl11 
'll1tl 4.02 0.568 0.764 398 0.445 

... 'U 
'VIqj-l 3.98 0.606 

'11fl\JI111-l~ 4.17 c.J~fl11'VIVI~BUL'Wfil~LLIJifl~1-ltl'Ui:iF1111J'W-l'WBh"llB-l~fl~1~ 
'U 

1 ~~'UVU~fl11 1 'Vl1Pl'W'ViLrl~B'U~LLIJifl~1-lti'U LVIt11 ~~{19) Independent t- test 1 'Ufl11'VIVI~BU 'WU'"h 

~1'U1~\J\Jfl111~U~fl11 ~1'Un1~U1'Ufl111~U~fl11 LL~~~1'1JL~1'VIU1~ql~u~m1ii~1 Sig. LVhnu 

' ' 
0.783, 0.726 LL~~ 0.445 m1J~1~\J ~-lii~11J1flfll1 0.05 LL~VI-ll1~fl~TViiiL'Wfi1LLIJlfl~1-ltl'U iir11111 

'U 

oW-l 'riB 1 ;)"lJB-l~fi~1m ~fil'IJVU~fl11 L 'Vl1Pl'W'ViLrl~B'U~'h.iLLI'l fl~1-ltl'U 
'U 'U 

~{)9lmm'Ufl11'VIVI~BURB fl11iLrl11~oH~1rl111JLLU1'lh1'1J'Vl1-lL~t11 (One -

Way ANOVA) L~mtl~auLVitJUrl111J~1-l1~'VIl1-l~1Lu~tl"lla-ltl1~'1l1n1~1J1flfll1 2 n~11 LV!tl F-test 

~1~~Url111JL~B~'U 95% LV!t!L~1J'I1fifl11'VIVI~B\Jrl111JLL'lhtl11'U;)1fll'l111..:J Levene's test 'V11fl~1 

rl111J LL U1U11'1J"llB-liB1l~'Vl nna1J 1:1J LLI'l fl~ 1..:! tl'U 1 ~'VIVI~BU rl111J LLI'l fl~1-l ~1 t1 F-test LL~ ~'V11 fl~ 1 'U , , 

rl111JLLU1U11'U"llB-liB:~J~mh-lUBtl 1 fl~1J LLI'lfl~1-l;)1flfl~1J~'U '11~'VIVI~B\Jrl111JLLI'lfl~1-l~1tl 
Dunnett's T3 tl1ii~1Lu~tiB~1..:JUBtl 1 ~ ~LLI'lfi~1-ltl'IJ ~B..:Jth1tl'V1Vi?IBU~1tliGLU~tJULViau 

'U 

L:a-liB'IJ (Multiple Comparison) LV~t11~15'V1VJ?IBU Least Significant Different (LSD) L~a 

LU~tiULVitJU~1Lu~EJ11tlrlLVIU1-l~LLI'lfl~1-ltl'IJ~1~~uum=h•i'ru'Vl1-l?f{)9) 0.05 c.J~fl11'VJVI?IBU~..:Jtl 
'U "' 
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fl11~~~~al~~a~an~,~~ v Levene statistic dfl df2 Sig. 
ft'LIEhl~n1':i1'VI':iA~-.1Lfl~v'LI~ 
v 

~1'LI1~UUflT~-t oHU~n11 0.951 5 394 0.448 

~1'Ufl1~U1'1Jn11LoHU~n11 0.786 5 394 0.560 
v v v.c:ln_v..:::. 
1?11'UL~1VI'U1'VIt:J VIU':in11 0.865 5 394 0.505 

'II 

~1fll'l111.:J~ 4.18 LLG'II?I.:Jt:J"''VII?IG'IeJU~11'1111JLL'I.h'th1'U"'.JeJ.:Jf1111J~Wiel h"'.Ja.:J 

"'mhvi't-&'PI'U~U~n11L'VI':i~'WvJLI'l~eJ'U~ -;11LL'Ufll'l11Ja1EJ LI?IEJL-&' Levene's test wui1 1'1111.1~-:J'Wah 
'II 'II ' 

,j1LL'Lifl(;I11JV1EJ ltw F-test • 

fl11~~~~a l~~a~an~1~ ~fl'LI~u'im':i 
v v ss df MS F Sig. 

1 "' ~ d d 
'VI':ifl~'VI Lfl aa'LIVJ 

Between Groups 2.751 5 0.550 1.317 0.256 

~1'U1~UUn11LoHU~n11 Within Groups 164.631 394 0.418 

Total 167.382 399 

Between Groups 4.007 5 0.801 1.815 0.109 
II 

1?11'Ufl1~U1'Ufl11 

l-Hu~m1 
Within Groups 173.993 394 0.442 

Total 178.000 399 

II V .J II Between Groups 1.117 5 0.223 0.645 0.666 v 
1?11'UL~1VI'U1'VIt:J 

'II 
Within Groups 136.547 394 0347 

1-Hu~m1 
Total 137.664 399 
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a~~.ffimunT:i'VI~aau~a m11Lfl11~'l-11"11fi11:WLLthtl':i11J'V11..:JL~tJ1 (One -

Way ANOVA) L~m'IJ~~tJUfi11:W~1-11~'Vrl1-11"11Lu~tJ'l!B-1'1.h~'ll1m~:w1nrr:h 2 n~:w 1~tJ F-test 

~1~~Ufi11:WL~mi'u 95% 1~m~:W'.il1fln11'VI~aaum1:WLL'IJ1'1J111J'.il1nm11-1 Levene's test vnnl"l1 

fi11:WU. 'IJ1'1J111J'l!B..:Jona:w~'VI n nci:w hl LLI'ln~1-1nu 1 ~'VI~ aaum1:w LLI'l n~1-1~h tJ F-test LL~ ~'\111 nl"l1 
OJ ' ' 

fi11:WU.'IJ1'1J111J'l!B..:J-lim,J~B~1..:JUBtJ 1 n~:w LLI'lfl~1..:J'.il1nn~:w~u i 1-HVJ~aaum1:wLLI'ln~1..:Jfii'1tJ 

Dunnett's T3 u1i11"11Lu~tJB~1-1UBtJ 1 1"1 ~LLI'lfl~1..:Jtl1J ~a..:Jt111'1JVJ~aaufii'1tJiGL'IJ~tJtJLVitJu 
OJ 

L ;a -1 i B 1J (Multiple Comparison) 1~ tJ 1 -ffiG'VI ~a a tJ Least Significant Different (LSD) L ~ B 

LmtJuLVitJul"i1Lu~tl11tJfiL~u1..:J~LLI'ln~1..:Jnu~1~~utim11~ru'VI1..:Ja~~ o.o5 ~.mm1VJ~aau~-1-d 
OJ u 

,. "' ~ .,; cl 0 ... ,. .. ., 

L'VI'lf1~'VILfl"el1J'VI \11LL'Unl'l13JB1"lf~ Ll'ltl L"lf Levene'S test 

... 1 .,vtl., 
fi11:W~~~a \l"ttB~"nfi1'VI "'f 

'II 
Levene statistic dfl df2 Sig. 

~ ""' 1 "' .. "' cl f1'U tltJ '1 n1 '1 'VI '1 fl~'VI Lfl" B'U'VI 
'II 

fii'1u1~uum11 ~u~m1 5.756 3 396 0.001** 

fii'11.1m~u1um11-Hu~m1 2.629 3 396 0.050* 

fii'1uL~1V1u1~m-Hu~m1 2.168 3 396 0.092 
OJ 

'.il1fl!Pl111-1~ 4.20 LLa~..:Jt:J~'VI~aatJI"i1fi11:W LL U1'1J111J'l!a..:Jf111:W~..:JV'Ia l'.iJ'llB-1 

~nR'Tffi otlP11J~u~nT:i 1 'VI1~V'IvlLfl~au~,J'1LL1Jfll'l1:We.J1:SV'11~tJ 1 off Levene's test V'ltJl1 
OJ OJ 

1oHtJ~flT:ii1fi11:WLLI'l fl~1-1 tl1JB~1..:Ji1um11~qj'VI1..:Ja~~~1~~tJ 0. 01 

fi11:W~-1V'IB h'llB-1~flR1~1 otlP11J~u~m11 'V11~V'IvlLfi~B1J~~afii'1u m~U11Jn11 
"U "U 

1~u~m1i1fi11:WLLI'lfl~1..:Jnua~1..:Ji1tim11~~'VI1..:Ja~~~1~~u 0.05 

fi11:W~..:JV'I a h'llB..:)~ nR'1~1 otlP11J~tJ~fl111 'VI1~V'Iv'i Lfl~au~~a~1u L~1'VIU 1~ ~ 
"U "U "U 
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lij11Jv1;lw 1lijt1 F-test 
.. 

ct l "vfl" ~.::.. ~111JW~Wtl ~~v~anR1~ ~AUtiU~n1~ 
'IJ 'IJ ss df MS F Sig. 

1~~AW'l1LR~tlU~ 

Between Groups 2.253 3 0.560 1.325 0.326 

~11.1~:::uum~l-Hu~m~ Within Groups 164.523 396 0.420 

Total 163.253 399 

Between Groups 5.362 3 0.801 1.142 0.043* 
v 
~1'Um:::u:~'Wm~ 

1-Hu~m~ 
Within Groups 145.36 396 0.442 

Total 182.352 399 

Between Groups 3.202 3 1.067 3.143 0.025* 

II II vclnVctt. 
Within Groups 134.462 396 0.340 ~1'UL~1'\-1'U1~c.J l1'U~n1~ 

" 
Total 137.664 399 

. 
* ih!t~G11~fYm-!lG'Ii1~vh:::~u o.o5 
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(;11~1.:J~ 4.22 ~~n1~Lm£1UL~£1\Jfl1Lu~£1~1Vfl'tltl.:J~nA'1~ijen;i~LL(;In~1.:Jfl1Jn\Jfi113JoW.:J~tlL'l 
'II 'II 

'tlv.:J~nA',m.U~udu~m~1'VI~fi'~-.1tfl~vumut1'1um::u1un1~1-Mu~m~ 

.. I cl -
(1) (2) (3) (4) 81'!1~ fi1Lu~£1 (X) 

-0.242* -0.051 -0.219 
tim~a'ULLm~tinPlm~1 (1) 3.78 -

(0.005) (0.998) (0.116) 

off111"11nT~LL~::~~~hnvrn~ (2) 
-1.192 0.023 

3.95 -
"' (0.264) (1.000) 

0.169 
'V'IUn.:j1'tJ'U~,;'VILvn"li'U (3) 3.85 -

(0.437) 

ti1fl~i.+"l'Ul'i'1 (4) 3.98 -, 

. 
* ih::~utimh~ty'Vl1.:j~i1~Vi 0.01 

~1ml111.:j~ 4.22 ~G'ln11lLfl11::'t-1m1LU~V'ULVim.JrhLu~V11Vf'1"1la.:jG'ln~h~ii 
'IJ 'IJ 

m~'V'I LL(;I n~ 1.:j nwi'u m1:u-ri.:j'V'I a h"1l a.:j" n~h~1-&'PI'U~'U ~ m 11: 'Vl1~'1"1Vi Lfl~ a'U~1 'U ~ 1'1.1 m ::u1'U m 1 
'IJ 'IJ 

"n R' 1~ iia1~'V'I ti m~a 'U LLG'l ::tin Pi m~n ii fl11:w-ri .:j'V'I a h "1l a.:jG'l n R' 1~1-&' 
'IJ 'II 

PI'U~'U~n11L'Vl1~'V'IvlLfl~a'U~~a~1'Um::ul'Un111-H'u~m1uaani1G'lnR1~iia1~'V'I-ff111"1in11LLG'l:: 
'IJ 'IJ 
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IJ11"a1~~ 4.23 ~~m-aLmam-viaufi1Lu~a-a1afi'!lv~~mh~ihn;lwufln~h:ui'unufl111loW.:JVHlL;) 
" " 

'!lv.:J~nfl1mfAueu~n1-a1'VI-afl'w'VILfl~vumu~M1uL~1\1oU1~rn-Hu~m-a 
" " " 

"" I ~ -

(1) (2) (3) (4) il1"U'W fl1Lil~EI (X ) 

UnL~EJ'ULL~~UflPifl'l!l-1 (1) 
-0.195* 0.022 -0.104 

3.78 -
(0.013) (0.800) (0.215) 

0.216* 0.090 
oH1~1'llfl1'HL~~~;Jl611'VIfi"'il (2) 3.95 -

"' (0.009) (0.263) 

-0.126 
'V'IUfl.:J1'U'U~~'VlLvfl'll'U (3) 3.85 -

(0.154) 

o~fi"'ilri1'U~1 (4) 3.98 -
• 

. 
* i1umh~qJ'Vl1.:~ai1~vh~~u o.o5 

"'il1fl!J11~1-!l~ 4.23 t:mfl1~lLfl~1~~fl1~LU~EI'ULViEJ'U~1Lil~EJ~1EJ~"Ilil-!l~fl~1~i1 
'U 'U 

eJ 11i'V'I LLIJl n ~1.:1 tl'U nu fl1111-t;-!l'V-I eJ 1 "'il"lleJ.:J~ n ~1~1 etlfil'U~'U ~n1~ 1 'Vl~~'V-Ivl Lfl~ fl'U~1 'U ~ 1'U L 4 Tt .. 'l'W 1~ 
'U 'U 

~ fl ~ 1~ ij eJ 1 11-w U fl L~ E1 'U LL~ ~U fl Pi fl'l!l-1 ij fl11lJ f4 -!1 'V-1 eJ L"'iJ "IJ eJ -!1 ~ fl ~ 1 ~1 etl 
'U 'U 

fil'U ~'U~fl1~ 1 'Vl~~'V-Ivl Lfl~ eJ'U~~eJJM1'U L4TVIU 1~m ~'U~fl1~U eJEJ n·:h~ fl~1~i1m1i'V-IoH1~1'll fl1~LL~ ~ 
'U 'U 'U 

~3lia1'Mn"'il eJ~1.:~i1'11mh~ty'VI1.:Jai1~~~~~u o.o5 (P = o.o13 < o.o5) 

~ n~1~i1eJ11i'V-Iil1~1'lln1lLL~~~;Jia1VIn"'iJ i1fl11lJV4.:J'V-IeJ 1"'11"1lfl-!l~ n ~1~1 i 
'U ... 'U 

u~~'VlLeJfl'll'U eJ~1.:Ji1'1!m11~tlJ'Vl1.:J61i1~~~~~u 0.01 (P = 0.009 < 0.01) 

4.2.1.4 U"'il..ij'EJri1'U'Uflfl~~1'U~~~um~Pin'l!l-1 • 
aa~m m 'Ufl1~'Vl~61eJ'UfleJ flT~i Lfll1~~~1fl11lJLL UlU~1'U'Vl1-!l L~ EJ1 (One -

Way ANOVA) L~mtJ~EJ'ULViEJ'Ufl11lJ~1-!l~~VIl1-!1~1Lu~EJ"Ilfl-!lU~~'ll1fl1~lJ1flfl'h 2 fl~lJ 1~EJ F-test 

~l~~'Ufl11lJL~eJ~'U 95o/o 1~m~lJ"'il1flfl1~'Vl~61eJ'Ufl11lJLLtJ~tJ~1'W"'il1fl!J11~1.:J Levene's test Vl1fl~1 

fl11lJ LL UlUl1'U"IleJ.:JiJeJlJ~'VIfl fl~lJ hhLIJl fl~1-!l tl'U 1 ~'Vl~61eJ'Ufl11lJ LLI'l fl~ 1-!1~1 EJ F-test LL~ ~VI1 fl ~1 
'U • • 

m1mLtJ1'1Jl1'U"IleJ.:JoHm;J~fl~1.:JUeJEJ 1 n~lJ LLIJlfl~1-!l"'il1flfl~lJ~'U i1~'Vl~61eJ'Ufl11lJLLI'lfl~1-!1~1EI 

Dunnett's T3 ~1i1~1Lu~EieJ~1.:JUeJEJ 1 ~ ~LLI'lfl~1-!ltl'U ~eJ.:Jti11tJ'Vl~61eJ'U~·withtJ~EJ'ULViEJ'U 
'U 

L;a .:Ji eJ'!J (Multiple Comparison) 1~ t~1-ffi5'Vl ~ 61 eJ 'U Least Significant Different (LSD) L ~ eJ 

L tJ~EJ'U L Vit~u~1 Lu~ EJ11 EJ fl "l~u1.:J~LLI'lfl~1-!l n'U~1~~u'l!m11 R'ru'Vl1.:J61i1~ o. 05 t:.J ~ fl1l'Vl~61eJ'U ~.:Jd 
'U u 
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fl1111~.:J'Wtl L~"Hti·Umf'hvfl -H ... 
Levene statistic dfl df2 Sig. 

fl'UtJot.J~nT~ 1 'VI'iA-w'Vi Lfl ~ti'U~ ... 
vl1'U1~'\.J'\.JnT~ 1 ~'U~m1 3.799 2 397 0.023* 

v1'1um~'U1'Um11~'1.J~m1 2.820 2 397 0.061 

vl1'UL~1·v,!1~m~'I.J~nT:i 0.215 2 397 0.807 
'IJ 

\11 nvnn~~ 4.24 LL~~'It:J"Vl~~B'\.J ~11'11111 LL 'lh'tb·1'U"l!B'Ii'l1111fi\I'WB h"llB'I 

"mhvi'l otlfii'U~fii'U~'\.J~m1L Vl1~Vf'VJLI'I~B'IJ~~1U 'Unl'l1111~~'\.Jm1Pimn L~tJ 1 off Levene's test 'Vl'\.Jl1 
'IJ 'IJ 'IJ 

. 
nua~1'1ih!mi119'qJVl1'1~il~Vi1~~'\.J 0.05 

Gi1'U 1'11111-Yi'I'Vl B h"ll B'l" n ~ 1~ fii'U ~1 otl'U~ n 11L Vl1~'Vl vi Li'l ~ B'U ~ ~ B vl1'U 
'IJ 'IJ 

fl1111~.:Jowa t~"tJ a .:Jan fl'1m -HAua'U~m'i ... ... ss df MS F Sig. 1 "' ~ d cl Vl'if'l'WVI Lfl a ti'U'VI 

Between Groups 0.775 2 0.421 0.888 0.325 

vi'1u1~'\.J'Um11~'1.J~m1 Within Groups 177.215 397 0.420 

Total 177.52 399 

Between Groups 0.796 2 0.398 0.892 0.411 

v1'1um~'U1'Um11 ~'U~m1 Within Groups 177.203 397 0.446 

Total 178.00 399 

Between Groups 0.288 2 0.144 0.416 0.660 

vl1'Ub~1'Hti1~m~'I.J~m1 Within Groups 137.376 397 0.346 
'IJ 

Total 137.664 399 



84 

"il1n;t1~1~~ 4.25 ~~ n1~1Lf'l11~v1L tJ~CJ\JL Vim.Jfl11l.!Vi~'Vltl hJ"l.IB~~ n~1.ffi oH 
'U 

Pl'U~\J~n11L 'V11Pl'VlvlLf'l~B'U.ffi 'U~1'Un1~\J1'Un11 LL~~~1'UL~1'VIU1~cTI oH\J~n11 -..i1 LL 'l..ln;t1l.I1~~\J 
'U 'U 

~il~vhm'Un11'VI~~B\J~B n11iLf'l11~v1~1f'l11l.ILLtl1tl11'U'V11-!JL~CI1 (One -

Way ANOVA) L~mtl~CJ\JLViCJ\Jf'l11l.I~1.:J1~Vd1.:J~1Lil~CJ"l.IB.:Jtl1~'111m~l.l1nn11 2 n~l.l 1~v F-test 

~1~~\Jf'l11l.IL~mY'U 95% 1~m~l.l"i11nn11'VI~~B\Jf'l11:uLLtl1tl11'U"i11n;t111-!l Levene's test vnn~1 

Fl11l.l LL tl1tl11'U"l.l B.:J"Ii'Bl.I~'VInn~l.l hi LL;t n~1-!l tl'U 1oH'VI~~B\Jf'l11l.l LL;t n~1-!l~1 Cl F-test LL~ ~'V11 n~1 
'U , , 

f'l11l.ILLtl1tl11'U"l.IB~"Ii'B~~B~1~UBCI 1 n~l.l LL;tn~1~"i11nn~l.I~'U j 1-H''VI~~B\Jfl11l.ILLl'ln~1~~1tl 
Dunnett's T3 tl1ij~1Lil~CIB~1-!JUBCI 1 ~ ~LL;tn~1-!ltl'U ~B.:JU11tl'VI~~B\J~1CJiihtl~CJ\JLViCJ\J 

'U 

L~ .:Ji B'U (Multiple Comparison) 1~ v1i15'VI ~ ~ eJ \J Least Significant Different (LSD) L ~ eJ 

L tl~CJ\JL Viv\J~1Lil~CJ~1 CJFIL~U1~~LLl'ln~1.:Jtl'U~1~~uumh•1ru'V11.:J~il~ 0. 05 ~~ n11'VI~~eJ\J~.:J,j 
'U u 

f'l11~~~~et~~e~~nA1~f 
'U 

Levene statistic dfl df2 Sig. 
fl'l..l~\J~m,-1 'VI1A~vl Lf'l~v'LI~ 
'U 

~1'U1~\J\Jn111oH\J~n11 2.898 5 394 0.014* 

~1'Um~\J1'Um11-H'\J~n11 1.749 5 394 0.122 

V II vdnv..::. 
~1'UL"il1'VI'U1'VI~ 'VI\J1n11 2.228 

'U 
5 394 0.051 

' 
* n1~~\J11mh~'qj'VI1~~il~Vi 0.05 

"il1nl'l111-!l~ 4.28 LL~~.!l~~'VI~~eJ\J~1f'l11l.ILLtl1tl11'U"l.leJ.!lf'l11l.l'*.!l'VleJ l"iJ"l.IB.:J 

~n~1vh otl\J~m11 'V11PlYfvlLf'l~eJ'U~:S1LL'Un~JJ1l.I11CJ1~Lil~CJ~m~eJ'U 1~v1-tl Levene's test 'Vl\Jl1Fl11l.l 
'U 

'*.:J'VleJ 1 "il"l.IB.:J~n~1~l otl\J~n11L 'V11Pl'VlvtLf'l~eJ'U~~eJ~1'U1~\J\J m1loH\J~f111ijf'l11l.l LL\Jl n~ 1-!l nue1~1.:Jij 
'U 

' QJ 0 v ~.<C:It. q CIJ 

'UCI~1Flfll'VI1-!l~ti\Jl'VI1~~\J 0.05 

cl1'UFl11l.I~.:J'VleJ h"lleJ.:J~n~1~l otl\J~m11 Vl1Pl'VlvtLf'l~eJ'U~~eJ~1'Um~\J1'Uf111 
'U 
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A11~~~wv1~~v~~n~1~Aual~u~n1~ v v ss df MS F Sig. 
1 'VI~AW~LA~vU~ 

Between Groups 33.325 5 0.362 1.125 0.057 

til1U~~UUtl111 1Xu~tl11 Within Groups 173.207 394 0.524 

Total 172.036 399 

Between Groups 33.263 5 0.653 1.471 0.198 

tilTtJn1~U1'Utl111 1Xu~tl11 Within Groups 174.737 394 0.443 

Total 178.000 399 

Between Groups 1.113 5 0.223 0.642 0.667 

til1uL4Tvtti1~m1Xu~m1 Within Groups 136.557 394 0.347 
'IJ 

Total 137.664 399 

1"1'U6'U~tl11L 'VI'l~lWl Lrl~B'U~1 'Util1'Ufl1~'U1'Ufl11 LL~~til1'UL41VIU1~m 1Xu~tl11 ;ij1 LL 'U fl\111~11 EJ 1Jl 
'IJ 'IJ 

Lu~EJ~m~Buhw F-test wui1 c;,n~1~ih1EJ1JlLu~EJ~m~v'ULLI'lfl~1·:ui'u ijr111lJ-w.:~wvh"llB.:J~flfl1~ 
'IJ 'IJ 

'VII'I~v'U hw1 -li~~~~1G1'~'1.h~a'VI~~VIG1'lJoW''U5mh-:~41 EJ"!le:J.:J LY1 EJ~G1u (Pearson Product Moment 

Correlation Coefficient) 



... 
. . 

..1 <V <V d '<V tl..l..l II <V ell 1. 11~11 d ... T <V d ..1 ..1 
1011~1.(l'VI 4.28 fli113J~UJ'W'IJ5~:::'YI'J1{ll>I'JLL ~'VILm.l1"lleNn'Ufli113J'W.(l'Wll lil"llll.(li'!nfli1'VI L"llA'IJEJ'U~n1~ L'VI~fli'W'VILflli'lli'IJ'VI 

'U 'U 

\l;;J~a 1 2 3 4 
I 

5 6 7 8 9 10 

L~T\Je.I~I11Jlru'l'l 1 0.477** 0.559** 0.484** 0.506** 0.363** 0.543** 0.416** 0.464** 0.320** 

2.~11J'i11'l1 1 0.538** 0.492** 0.504** 0.382** 0.538** 0.382** 0.463** 0.387** 

3.~11Jn1'i~mhvn11a 1 0.551 ** 0.569** 0.498** 0.572** 0.424** 0.517** 0.390** 

4.~11Jn1'il'i~~"'~1Jn1'il11~1~ 1 0.594** 0.407** 0.560** 0.372** 0.469** 0.410** 

5.~11Jtli'l~1n'i 1 0.556** 0.661** 0.434** 0.531** 0.492** 

6.~11J"'tn'V'HL'l~~ll1J'VI1~n1EJi1TI'~ 1 0.621** 0.408** 0.475** 0.528** 

7.~11Jf1'i~'\J'l1Jn1'i'U~n1'i 1 0.564** 0.636** 0.574** 

8.n1'i"'~1~.li11JoUlll;J~ 1 0.567** 0.385** 

9 .rm 1 -u~'VIfl11J 1~vY1~ '1-11.11~"'1.1 1 0.474** 

10. n1'ifll'I-11J~ 1 'I.J'i~~f1'i1J~ ~l)"'~1~ 1 

i'l111J~1J'W'1J5 

11.m'i~n1!11~nl'11 
~ 

12.~1\J'i~'\.1'\Jm'i Nu~m'i 

13.~11Jn'i~'\J11Jn1'i 1 ~'\J~n1'i 

14.~1u~.i'1wthyjrJl~u~m'i 
--- - -- --

0 

** iltimh•i'qJVJ1-:J~ii~vh~~u o.o1 

11 12 

0.380** 0.449** 

0.419** 0.464** 

0.476** 0.502** 

0.465** 0.505** 

0.486** 0.556** 

0.496** 0.463** 

0.659** 0.613** 

0.463** 0.499** 

0.565** 0.589** 

0.625** 0.494** 

1 0.592** 

1 

. .. 

13 

0.520** 

0.457** 

0.502** 

0.482** 

0.574** 

0.506** 

0.626** 

0.468** 

0.551** 

0.552** 

0.538** 

0.640** 

1 

14 

0.509** 

0.459** 

0.491** 

0.451** 

0.560** 

0.487** 

0.665** 

0.533** 

0.620** 

0.491** 

0.557** 

0.601 

0.651** 

1 

()() 

"' 
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';11 fl(;l1~1"~ 4.28 ~1'Uc.J~(;l.nwsiiijl'l11l.Jal.lnu5nul'l11l.l'w.:rvrfl h"lJa.:mn.-hffi offm1lJ'Vi.:r 
'U 

vm 1 ';l"llmnn~1m offfilu6u~n1~1 'VI~Pi'vn1 Ll'l~au~u~m~ 1 'VI~Pi'r~l1LI'l~au~ ~1u~~uum~ 1liu~m~ 
'U 'U 

~1um~u1un1~1t-1u~m~ ~1'UL~1'VIU1~rnliu~m~ ijrhal.Jtl~~a'VI~a'VIal.l-w'u5 (r) Lvhnu o.449, 
'U 

o.520 LLn~ o.509 LLa~.:r-hilm1l.la'l.l'Ww5l tlt'U'Vifii'VI1-:rL~mnu~~~utl1unm.:r 

~1'U~11'11iJI'l11lJalJ~u5nu m1l.l'Vi.:rr~a 1 ';l"lla.:r" n~ 1~1 offl'l11l.l'Vi.:r'VI a h"lla.:rn nl"11~1 off 
'U 'U 

P~u6u~m~ 1 'VI~Pi'wl1 Ll'l~au~u~m~ 1 'VI~Pi'wl1 Ll'l~au~ ~1'U~~uum~ 1liu~m~ ~1'Uf11~tJ1'U n1 ~ 
'U 

1liu~m~ ~1'UL~1'VIU1~rnliu~m~ ijrhalJtl~~a'VI~"'VIalJ~u5 (r) Lvhnu 0.464, 0.457 LLn~ 0.459 
'U 

LLa~.:ri1ill'l11l.la'l.l"Wu5ltltu'Vifii'VI1-:rL~mnu~~~utl1'Ufln1-:r 

~1u m~~ ~ ,J1V1u1 ~iJ m1l.l al.li u 5 nu l'l11l.l'Vi.:rr~ a h"lla.:~n n ~ 1 ~1 offm1l.l'Vi .:~r~ a h "ll a.:~ 
'U 

m~tJ1'Ufl1~1liu~fl1~ ~1'UL~1'VIU1~mliu~fl1~ ijrhalJtl~~a'VJ~"'VIalJi'UG (r) L'Vhnu 0.502, 0.502 
'U 

LLn~ 0.491 LLa~.:~i1ijl'l11lJalJiu5ltltu'Vifii'V11-:~L~mnu~~~utl1unn1.:~ 

~1'Ufl1~~.:j L&'1~lJ fl1~ (;l(;l1 ~lJI'l11lJalJoW'UGntJI'l11lJ'Yi.:!'rla 1 ';}"lJ a .:In fl ~1m offm1l.l'Vi.:!'rl a h 
'U 

"lla.:~n n~1m offfilu6u~m~ 1 'VI~Pi'r~l1LI'l~au~u~m~ 1 'VI~Pi'r~l1 Ll'l~au~ ~1u~~uu m~ 1liu~m~ ~1u 
'U 'U 

m~tJ1'Ufl1~1liu~fl1~ ~1'UL~1'VIU1~mliu~fl1~ ilrhalJtl~~a'VJ~&'1'VIalJoW'UG (r) L'Vhnu 0.505, 0.482 
'U 

LLn~ 0.451 LL"~.:!i1ijl'l11lJalJoW'U§ltJ1 'U'Vifii'V11.:1L~mn'U~~~UU1'Ufln1.:1 

~1uu l'lm mill'l11lJalJwu5num1lJ'Yi.:~r~a h"llmn n ~1m offl'l11lJ'Yi.:~r~a 1-;)"lla.:rn nl"11~1 off 
, 'U 'U 

Pl'U6tJ~fl1~ 1 'VI~f1r~l1 Ll'l~a'U~tJ~fl1~ 1 'VI~Pl'rll1 Ll'l~a'U~ ~1'U~~tJtJ fl1~ 1t.itJ~fl1~ ~1'Uf11~tJ1'U fl1~ 
'U 

1liu~m~ ~1'UL~1'VIU1~m~u~m~ ijrhalJtl~~a'VI~a'VIalJwu5 (r) Lvhnu o.556, o.574 LL(;l~ o.560 
'U 

LL"~.:~i1ill'l11lJalJwu51 tJt u'Vifii'VI1.:1 L~~1 nu~~~uu1unm.:~ 

~ 1 u" .n1 r~ LL 1 ~ f{ a lJ 'VI1.:1 n1 ~ .n1 r~ ij l'l11lJ a lJ -w u 5 n u l'l11lJ -w .:~ r~ a 1 ';) "lJ a.:~ (;l n ~ 1 ~1 off 
'U 

fii'U6tJ~fl1~ 1 'VI~~r~l1LI'l~a'U~ ~1'U~~uu m~ 1 ~tJ~fl1~ ~1'Uf11~tJ1'Ufl1~ 1 ~u~m~ ~1'UL~1'VIU1~ ~ 
'U 'U 

1~u~m~ ilrhal.Jtl~~a'VI~"'VIal.l"Wu5 (r) Lvhnu 0.463, o.5o6 LLn~ o.487 LL"~.:~i1ill'l11l.Jal.lwu5 
1 tJ1 'U'Vifii'VI1.:1 L~~1 n'U~~~tJth'U fln1.:1 

~ 1'U fl ~~tJ1 'U fl1 ~u ~ fl1~:il m 1lJ alJW'U fin tJ l'l11lJ'YiWI a h "llm n n Fl1~ fii'U 61 offu ~ fl1~ 
'U 'U 

n1~" ~1.:~\i1 u .if a lJ "iJ l'l11lJ alJ w u 5 nu l'l11lJ 'Vi.:~ w a 1 "il "lJ a.:~~ n f11~1 off P~u 6 u ~ n1 ~ 
o(.9 'U 'U 'U 

1 'VI~Plr~l1LI'l~e:J'U~ ~1'U~~tJtJfl1~ 1 ~tJ~fl1~ ~1'Uf11~tJ1'Ufl1~ 1 ~tJ~fl1~ ~1'UL~1'VIU1~m ~tJ~fl1~ ij~1 
'U 
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a:wt11~~'VIa"vra:w~'UG (r) Lvhnu 0.449, 0.468 LLI;l~ 0.533 LL"~·:rhiifr:n:wa:W~'U§tt11'UViPI'V11.:! 

L~~J1tl'U1~~'UU1'Uflf;l1.:! 

n11 1 iL 'VII") t 'U t(;l ~~ L vr:w1~":wiil"l11:wa:w~'U5num1:w'Vi.:~Yia h'lla.:J(;lfl~1~1 otlPI'U~u~m1 
'IJ 'IJ 

t 'VI1~Y~v1LI"l~a'U~ ~1'U1~uum11-H'u~n11 ~1'Um~u1'Ufl111l1u~m1 ~1'UL~1vru1~m -Hu~m1 iifi1 
'IJ 

a:wt11~~'VIa"vra:w~'UG (r) Lvhnu 0.589, 0.551 LLI;l~ 0.620 LL"~'I11iil"l11:Wa:W~'U§t t11 'UViPI'V11.:! 

L~~J1tl'U1~~'UU1'Uflr;l1.:! 

n11fl1VI'U ~ l tl1 LLfl1:WL vJa"~1'11"111:Wa:W~'UG:rim1:Wa:W~'UGtl'UI"l11:WVi.:JYia 1 \1'1Ja.:Jf;l fl~1~ 
'IJ 

1 otlPI'U~'U~fl11 l 'VI':i~Yivl Ll"l~a'U~ ~1'U1~'U'U fl11 1l1u~fl11 ~1'Ufl1~'U1'Un11 1-H'u~fl11 ~1'UL~1'VIU1~~ 
'IJ 'IJ 

1-Hu~m1 iifi1a:wt11~~'VIaavra:w~'U6 (r) Lvhnu 0.494, o.552 LL(;l~ o.491 LLa~.:~11iim1:wa:w~'U6 

1 tl1 'UViPI'V11.:!L~El1tl'U1~~'Uti1'Uflr;l1'1 

fl11-r fl'l~1 1;l fl ~ 1 :ij 1"111:1.1 a:w ..,'U G tl'U 1"111:1.1 Vi 'I 'Wah '1J a 'I 1;l fl ~ 1~1-ff PI 'U ~ 'U~ fl11 
'IJ 'IJ 'IJ 

t 'VI1~-wv1LI"l~a'U~ ~1'U1~uum1 1-Hu~m':i ~1'Um~u1'Ufl11 1l1u~m1 ~1'UL~1vru1~m -Hu~m1 iifi1 
'IJ 

a:wtl':i~~'VIaavra:w..,'UG (r) Lvhnu 0.592, 0.538 LLI;l~ 0.55 7 LL"~'I11iil"l11:Wa:W~'U§t t11 'UViPI'V11.:! 

L~El1tl'U1~~'UU1'Uflr;l1.:! 

4.2.3 flmi1B'VI6ow~'1Ja-3il\l,j'an~a'VI5m1\ij~1~LL~::il\l,j'am-au'ivl1':i~n~1a':wwu5 ~ii~~ . " 
~ afi11:WW-3'Wa L\1'1Jv-3~ n ~Tvh etlfi'UEJU 'im-a1 'VI1A-w..1 Lfl~v'U~ 

" " 
~i..ij'CJ\1111\I"aum1:wa:w~'U51~'V111.:~~1LLtl1aa1~ (Multi collinearity) \111:WL~a'U1'1l 
'IJ 

'lJa.:J fl11i Ll"l 11 ~'l11"111:Wt:l ~ fJ a CJ L =a.:~-wvr ~1 CJ fl11\1l 11\1 Fi1a:wtl ';j~~'VIaavra:w~'UGFi1a ~ ~1'U 1"111:1.1 
' 

LLtl1ti11'U1'U~1LLtl1~a5u1CJhi1~~1CJ~1LLti1~'U j (Tolerance) LLI;l~Fi1 Variance Inflation 

Factor (VIF) 'VI1flfi1a:wti1~~'VIa"vra:w~'U5iifi1uaan11 0.80 Fi1 Tolerance iifi1mnn11 0.19 

LLI;l~fi1 VIF iifi1uaan11 5.3 LL"~'I11~1LLU1B"1~~\I~vl1fl11iLI"l11~'l1m1t:l~t:lamL'U'U'W'VII"lruhiii 
'" 

Y~u11 ~1LLtl1aa1~ ih..ij'anf;lCJ'VIGfl1111lr;l1~~1W·dil1l.ti'rusrl ~1'U111"11 ~1'U'Ufl(;l1fl1~1'U 
' ' 

Ml1'W LL 1~fK a:W'VI1'1 fl1 CJ .fl1YI LLI;l ~~ 1'Ufl1~'U1'U fl11'U~ fl11iifi1a:Wti1~~'VIa"vra:w~'UGaCJ 1 'U-d1.:1 0. 000 
'IJ 

' 
- 0.080 "li.:~iifi1tiaan11 0.80 iifi1 Tolerance Lvhnu 0.580, 0.595, 0.441, 0.558 LLI;l~ 0.395 
' ' 

;.:~:Ufi1:W1flfl11 0.19 LLI;l~iifi1 VIF Lvhnu 1.724, 1.682, 2.268, 1.792 LLI;l~ 2.531 6/i.:~iifi1uaan11 

5.3 LL"~.:~11~1LLtl1a"1~vr.:~ 4 ~1LL t11 hJ:UuqJvr1m1:wa:w~'U61~vr11.:~~1LL t11a"1~ 
~(;l fl11i Ll"l11 ~v; fl11fJ~ t:~am =a.:~YI'VI'lla\IU\I..ij'CJ fl(;l CJ'V1Gfl11\1l r;l1 ~:n~(;l ~ al"l11:W~\1Yia 1 \I'll a 'I 

' ' 
f;lfl~1~1otlPI'U~'U~fl11l'V11~YivlLI"l~a'U~'W'U11 ~1'Ut:-J~\11JlfJJsrl ~1'U111"11 ~1'U'Uflf;l1fl1 
'IJ 'IJ ' 

V II V o0::1t. .:::1 I .ci 1 ..J 
~1'U".fl1YILL1~1;la:W'VI1\Ifl1CJ.fl1YI LLI;l~m'Ufl1~'U1'Ufl11'U1fl11:WI"l1 F = 99.552 :Wrl1 Sig = 0.000 SZI\1 

:UFi1uaan11 o.o5 ~\I LL"~\111 u\l..ij'CJ fl(;lCJ'VlGfl1111lm~:n(:.Jr;l~al"l11:WVi..:JYia h'll8\J(;lfl~1m otlPI'U~'U~fl11 
' 'IJ 'IJ 
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1 V11~'VfVJLPl~eJ'U~mh:Jihj~~1~qj'VJ1,:jG1i)~~ 0.05 1~~~ G111111~eJGtJ1 ~n11L tl~ ~'ULL tJ",:j"!JeJ,:jfil1111'rf,:j 

na h"'la·:mmhvh oHPI'U~tJ~m1 1 'VI1~vn1LPl~eJ'U~ 1~~e.mm~ 64.0 
" " 

G1fi1'Vl~1~~a11VJ1,:jn1~fi1'Vl ~"~~1'Un1~tJ1'Un11tJ~n11~D~"~eJPl111J~,:jna1~"1Ja,:j"n~1~1-tl 
" 

~u~u~m11'VI1~nv1LPl~au~ D~1Lvhnu 0.137, 0.152, o.o85 LLm~ o.4151'1111ci'1~u 1~~D~1 p-. 
value Lvhnu 0.013, 0.001, 0.170, 0.132, 0.001, 0.036 LL"~ o.ooo ~,:jD~1li'a~n-h 0.05 LLG1~,:j 

u~m1D~"~ar11111~,:jna h"'lm"n~1vit oHPI'U~u~m1 1 'VI1~'WvlLPl~au~a~1,:jD'lJ~~1~ru~ o. 05 
" " u 

~1~11tl1~~'VIan11~~ ~am~,:j'W'VIG111111~a5u 1 ~L~~,:j;j' ~1 Beta L vh nu 0.137 • 
'VI111 ~ r11111i 1 ll1~ a ~a 1'1 il ru,] L ~ 11~u 'VI~ ,:j'VfU1 ~ r11111~ ,:j'Vj a 1~ "'l a,:j" n ~1~1 i PI'U ~ u ~ n 11 

" " 
1 'V11~'WvlLPl~a'U~~~L ~11~'U 0.137 'VIU1~ LL~ll1~a~al'lflru,J"~",:j'Vf~,:j'VIU1~ P1111J~,:j'Vla h"!Ja,:j 

"n~1vi'l-HP1u~u~m11 'VI1~'WvJLPl~au~~~"~",:j 0.137 'VIU1~ ~1 Beta Lvhnu 0.069 'VI111~Pl111111 
" " 

'VIU1~ ll111m"~",:j'Vf~,:j'VIU1 ~ P11111Vf,:j'Vla h"!JeJ,:j" n~1.ffi oHPI'U~u~m1 1 VJ1~'VlvlLP1~au~~ ~" ~ ",:j 
" " 

0.069 'VIU1~~1 Beta Lvhnu 0.152 'VI111~Pl111111 ll1ur1"1mL~1I~'U'VI~,:j'VfU1~ r11111Yi,:j'Wa h"'lm • 
"n~1vi't-tlP1u~u~m11 VJ1~'VlvlLP1~au~ ~~L~11~'U 0.152 'VIU1~ ll1ur1"1m"~",:j'Vf~,:j'VIU1~ r11111Yi,:j " " . 
nah"!Ja,:j"n~1~1-tlPiu~u~m11VJ1~'WvlLPl~au~ ~~"~",:j 0.152 'VIU1~~1 Beta Lvhnu 0.085 

" " 
'VI111 ~r11111i1 ll1an1nLL 1~~ a1JVJ1,:j m~n 1'W L ~11~'U'Vf~,:j'VIU1~ Pl111J~,:j'Vl a h"!Ja,:j" n~1~1 i 

" 

Lvhnu 0.415 'VI111~Pl111111 ll1m~tJ1'Um1u~m1L~11~'U'Vf~,:j'VfU1~ Pl111JYi,:jnah"!Ja,:j"n~1~1-tl 
" 

PI'U~tJ~m11VJ1~'WvlLPl~a'U~ ~~L~11~'U 0.415 'VIU1EJ ll1m~tJ1'Un11tJ~n11 "~",:j'Vf~,:j'VfU1~ r11111 
" 
Yi-:~'Wa h"'la,:j"n~1vi'l-HP1u~u~m11 VI1~'VlvlLPl~a'U~ ~~"~"'~ 0.415 'VI'I.b~~1n~1'1lPl'U'WtJ11 ~1 Beta 

" " ' 
"!Ja-:~m~u1um1u~m1 111nni1~1 Beta ~1uau 1 LLa~-:~i1m~u1'Um1u~m1 DaVJ6'W"~ar11111 

Yi-:~'Wah"!Ja,:j"n~1vitoHPI'U~tJ~n111'VI1~'VlvlLPl~a'U~111nn11~1'U~'U ., a~1-:~D'l!m1'11"i'ru~ 0.05 LLMl'l 
~ ~ I v 

' 
11~"~La~~~,:j91111'1VJ 4.32 

0-.5'~9111~G1atJPl1111~11~'UG1~'VI11'1lPl1LL tl1aa1~ (Multicollinearity) 1'1111L~ au 1 "'J"!Ja'l 

m11 Lfil';i1~~m111~~~am ~'~'W'VI ~1~ m19111~~1 ~11tl1~~'VIaa'V1~11~u6~1~ ~ci1ur11111 LL tl1tl11u 1 u , 

lPl1LLU1~a5mEJhJ1~~1EllPllLLU1~'U 1 (Tolerance) LL"~~1 Variance Inflation Factor (VIF) 'VI1n 

~1~11tl1~~'VIEG1'V1~11~'U5D~1UaEJn11 0.80 ~1 Tolerance D~1111nni1 0.19 LL"~~1 VIF DFhli'aEJ 

ni1 5.3 LLa ~,:ji1l'i'1 LLU1BG11~~~~v11 m11 Lfil11~~m1~~~aEJ LL tJtJ'Vl'VIfil ru 1lJD1J ru'VI1Pl1111~11'Wu5 
, " u 
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~~vrh:J~'"lLLU~ (~(;)~111~~ L'W"II~h:;n1 LL~~f'IW~, 2547) 'Wtr.h~'JLLU~Ba~~ u:;~-;ij'EJ~1'Un1~'U~VI1~ 

~ nFhi1~w'Ui5m~a~1-:J~1uoH'm.J~ m~HIL'Yif'l1 u 1~ ~~ L Vl~1~a~m~nTVI'U (;) 1 '\.J~un~~ L ~ aa~1-:J 
~ ~ ~ 

. 
Tolerance Lvhn'U 0.645, 0.550, 0.585 LL~~ 0.504 ~.:Jiirh~1nn-l1 0.19 LL~~iirh VIF Lvhn'U 

1.549, 1.817, 1.708 LL~~ 1.984 ~.:Ji1rhuavn-J1 5.3 LLa(;).:J';h~'JLLU~Ba~:a~.:J 4 ~'JLL'\.J~hJiiuqJV11 

f'l11~i1~W'uth~VI11-:J~1 LL '\.J~Ba~~ 

t:-.mm~1Lf'l~1~oH n1~(1(;)tleJEJL;g.:J'WVI"llB.:JU:;J-;ij'EJm~'U~VI1~~nfi'1i1~w'UG ~i1c.J~~am1~Vi.:J . ~ 

'WB h"lla.:J~ nA'1~1offi'1'U~'U~m~ 1 'YI~~'WvtLf'l~au~ "W'U11 m~a~1-:J~1uoH'a~~m~1 off L 'Yif'l1 u 1~ ~~ 
'U 'U Q 'U 

LVI~1~a~m~n1VI'U(;)1'\.J~LLm~L~aa~1-:Jf'l11~i1~wutiu~~m~-rmn~nA'1iirh F = 156.466 iirh Sig 

= o.ooo ~.:Jiirhuavn-l1 0.05 ~.:JLLa(;).:J11 i1:;~-;ij'vm~'U~VI1~~nA'1i1~wutiiic.J~~af'l11~Viwlah"lla.:J 
~ 

~nA'1vi1off1'1u~'U~m~1'YI~~'WvtLf'l~au~ mh.:Jiiumh~'ru'YI1-:Ja~~~ o.o51(;)EJ~ a1~1~"a6'U1EJm~ 
~ ~ ., 

L 'I.J~EJ'ULL U~.:J"lJB.:Jf'l'J1~Vi.:J'WeJ 1 :;J"lJeJ.:J~ nA'1vi1 offi'1'U~'U~n1~ 1 'YI~~'WvlLf'l~eJ'U.ffi~~eJEJ~~ 61.3 
~ ~ 

Vl~1 EJ f'l'J 1~11 f1'1 n1~a~1-:J ~1'UoHB~~ L ~~~'UVI~.:JVI't11 EJ f'l11~Vi.:J'WB 1:;J"lleJ.:J~ nA'1~1 offi'I'U ~'U ~n1~ 
cQ 'U \1 'U 

1 'YI~~'\I'lvlLf'l~eJ'U~ :;J~L~~~'U 0.197 Vl'tl'JEJ LL~f1'1m~a~1-:J~1'UoHB~~~(;)~.:JVI~.:JVI'tl'JEJ f'l'J1~Vi.:J'WB 1:;J 
"' ~ 

Vl~1 EJf'l'J1~-J1 f1'1 n1~1 offL 'Yif'l1 'U 1~ ~~ L V1~1~a~ L ~~~'UVI~.:JVI'I11 EJ f'l11~Vi.:J'WB 1:;J"lJeJ.:J~ n A'1~1 off 
" 

1'1'U~'U~n1~ 1 'YI~~'WvlLf'l~eJ'U~ :;J~L~~~'U 0.327 Vl'tl'JEJ 01n1~ 1 offL'YJf'l1 'U 1~~~LVI~1~a~~(;)~.:JVI~.:JVI'tl'JEJ 
" 

0.211 VI~1EJf'l'J1~11 f1'1m~fi1VI'U(;) 1 '\.J~LLm~L~aa~1-:JI'l'J1~i1~W'UGL~~~'UVI~.:JVI'tl'JEJ 1'111~-ri.:J'rleJ 1:;J 

"lleJ.:J~nA'1vi1off1'1'U~'U~n1~1'VI~~'\I'lvlLI'l~eJ'U~ :;J~L~~~'U 0.211 Vl't11EJ f1'1m~fi1VI'U(;)1'\.J~LLm~L~aa~1-:J " ~ 

m 1~i1~W'UG~ (;)~.:JVI~.:JVI'Il1 EJ 1'111~-ri.:J'WB h"lla.:J~ nA'1~1 offi'!'U~'U~n1~ 1 'VI~~'rlvtLI'l~ B'U~ :;~ ~~ (;)~.:J 
~ " . ... . 

0.211 V1'111v rh Beta Lvhn'U 0.240 VI~1EJI'l11~11 f1'1m1-rn~1~nA'1L~~;'UVI'U.:JV1'111CJ l'l11~TI.:J 
" 

"r~ah"lla.:J~nA'1~1offi'1'U~'U~m~1 'VI~~'rlvtLI'l~a'U~ :u~L~~~'U 0.240 VI'I11CJ o1m~-rm~n~nA'1~(;)~-:J 
" " ~ 

Vl~'l'VI'I11v l'l11~Yi'l"Wah'lla.:J~nA'1~1offl'1u~'U~m~1'YI~~wviLI'l~au~ :u~~(;)~'l 0.240 V1'111v :u1n 
~ ~ 
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~1.:J~'\J'W'lJi1 rh Beta "lJB.:Jm~liL'VII'lL'IJL~Ei~LVI111~G'f11111nn·hrh Beta ~1'\J~'\J i LLa~whm~1-6' 

L 'VI I'lL '\J L~V~L VI111~G'f11ijB'VI5'W~~BI'l'l111oW.:J'nB 1 'l"IJB.:J~ n~1m oUfii'IJ~'lJ~ fl1 ~ L 'VI~Pl'Wvi Ll'l~ B'\J~111 n ni1 

~1LL'lh . 
I q 

l'l11'l.:J'VI 

~1'\J~11'l1 (X2) 

m~ 1iL'VII'lL'IJ1"'Ei~ 
LV1111~G'f11 (X2) 

fl1~rl1VI'\J!11L U~LLfl111L -riB 

a~1.:JI'l1111G111~'1Jfi (X3) 

'II 'II 

B SE Beta t Sig. 

0.374 0.150 2.502 0.013* 

0.142 0.041 0.137 3.448 0.001** 

0.064 0.037 0.069 1.746 0.080 

0.055 0.040 0.060 1.375 0.170 

0.058 0.039 0.062 1.511 0.132 

0.145 0.044 0.152 3.330 0.001** 

0.076 0.036 0.085 2.102 0.036* 

0.375 0.044 0.415 8.610 0.000** 

0.174 0.035 0.197 5.045 0.000** 

0.306 0.040 0.327 7.749 0.000** 

0.167 0.032 0.211 5.155 0.000** 

Tolerance VIF 

0.580 1.724 

0.595 1.682 

0.488 2.050 

0.540 1.852 

0.441 2.268 

0.558 1.792 

0.395 2.531 

0.645 1.549 

0.550 1.817 

0.585 1.708 

m~-rm~1"'nfi'1 (X4) 0.175 0.032 0.240 5.439 0.000** 0.504 1.984 
'II 

R = 0.783, R2 = 0.613, R2 (Adjusted)= 0.609, SEE= 0.34447, F = 156.466, Sig = 0.000 

. . 
** ij,Jm11~qj'V11.:JG'I~&iVi~~~'lJ 0.01, * n-um11~q)Vl1.:JG'I~&iVi~~~'lJ 0.05 
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Pl'U~u~m~ 1 'VI~i1vfviLR~a'U~L~t~.:~~1~u~h"'l.lth~l.hJ5m~"~"aEJ"ii1mnn 1 t.JvnuaEJ 1~LLn 
'U 

(1) ~1'Un~~'U1'Um~ m~~Pl'U~'U~m~anl'11i1.ff'U~a'Um~1~u~n1'l~i1f"l11l.l?l~mmLa~ 
, 'U 

~"l~L ~1 R11l.l"n~a.:~LL~'Uei11 'Um~vi1o~m~l.ln'UPI'U~u~m~ i i1m~ 1 ~ri'1LL 'U~'l!1L~mnu LL .Wmn"iiri1 
'U • 'U 

1 'VI~bba~m~ 1-tlu~m~'VI1.:Jb 'VIf"IUFI~1'U~1.:J 1 ~-ff~L"ii'U Lba~i1f"l11l.l?l~1b~l.la'lla.:~~rum'V'I1 'U.ff'U~a'Um~ 
1 ~u~m~ "ii~ri.:~t:Ja 1 ~anl'11i1f"l11l.IVi.:~-wa 1"ii1 'Um~ 1 offu~m~ 

'U 

(2) ~1'Um~1-ffL'VIf"l1 'U1a~~b'VIl.l1~~l.l m~~Pl'U~u~m~i i1m~ 1 ~u~n1'l~1'U 1 "llb~EJa 
'U 

~ ~f' .4 ~ I 1 d I q, c:., iJG J1 C1 V 

b'U~L"l~f"l (Social Network) b'V'IaLu'U"lla.:J'VI1.:J 'Un1~~m11~ b"li'U bLa'V'I'Wabf"l"li'U L 'U~'U l.ln1~bL"ii.:J 

1 t.J~ 1l.li'ULba~~'VI5tl~~ 1EJ"li'U1 ~ani'11'VI~1'U~1'U'V11.:J SMS 1~-.ij~~~'U'lJ;j1'lJoffal.latl1d'&i n11l.l1&i ~~a 
'U ... 'U 

'lla.:Ja nl'i'11la~1.:Jf"I~'Utl1'U L ~a'l!1l.l1lbf"l11~l-1bLa~ 1 ~'U~n11bLna nl'i'11 m~~'U f"l11l.l~~~1 n~'U1 El ~.:J~'U 
'U 'U 

i11~'U'U call center ~1l.l11" 1 'VI~?Ia'Uml.loffal.la'VI~mL~.:~i:lruVJ1~1.:J ., 1~ "ii~ri.:~t:Ja1~anl'11i1f"l11l.ll'i.:~ ~ u I ~ 

'V'Iah1'Um11-ffu~m~ 

(3) ~1'Um~~n~nanl'11 m~~Pl'U~'U~n11i 1~R11l.lri1~ru1~EJm1l.la'U 1t.J~1l.li'U ~'VIG 
, 'U v 

'WLP1~~1.:~ 11~LLn~nl'i'1L~a.:~ 1 'U 1am?I'WLP1~~1.:~ 11 ~m1l.lri1~qJ 1 'Um~..ij~vi'1~'UI'11/u~m~ 1l'ri1'VI~u 

ani'11'W LPI~L U'Uai1~'VIBLu'W1~'Uf"lf"la ~i11~ EJ~L 1a1m~1-ffu~m~l.l1EJ11'U1'U Pl'U~u~m~i i1m~ 
'U • 'U 

&1~~1l.l ~auml.lm1l.!Yi.:~-wa h1 'Un1~l.l11 otlPI'U~u~m~ 1 'VI111''V'I'vi'LR~a'U~'llmanl'11a~1.:J?I~1 b?ll.la "ii~ 
'U 'U 

(4) ~1'Um~n1'VI'U~ 1 tl~LLml.IL~a?I~1.:Jf"l11l.l"'l.l~'Uii m1~Pl'U~'U~n11i i1m~aanuo 
'U 'U 

L ~m~utJ~~n1'11'UanPI'U~'U~m~ a~1.:J?I~1L?Il.la i1m1l.la'U'lla.:J~1~~n 1 ~nua nl'11"1i1.:~L 'VIPlma~aa~ 
'U 'U 'U 

(5) ~1'Un1~?1~1.:J;j1'lJ-ffal.la m1~Pl'U~u~m~ 1 'VI~i1vl'v1 Lf"l~a'U~i1m1-.ij~vi'1;j1'lJ-ffal.la 
d.1 "' , c(ll 'U 

'lla.:~~ni'11L-d'a.:~~'U L"li'U ~a ~a~~&i~~a1~ L'WPI mEl HR1'Utl1'UL~aR1a'URal.l1'Um~1~u~m1 i1m~ 
llJ 'U , 'I 

(6) ~1'U'Uf"la1m m~~Pl'UcJ'U~m~i i1~1'U1'U'V'IUn.:J1'U~1~u~m1a~1.:JL~EJ.:J'V'Ia i1 
• 'U 

'V'IUn.:J1'U~i1m1l.l~LLa~vrn~~ 1 'Um1 1 ~u~m1/~aur\'1ml.IL U'Ua~1.:~~ i1'V'IurN1'U~i1R11l.l 1?~1"ii 1 'Um~ 
'U 

(7) ~1'Ut:J~~.fi'rusn n11~Pl'Ucl'U~n1~ 1 'VI1f1''V'Ivl Lf"l~a'U~i1f"l11l.l'VIa1 EI'VI~1EJ'lla-!lt.J1~ L.ll'VI/ 
'U 

"IIU~ ~'UI'i'1 L"li'U bboWnLn"iiri11'VI1/1tl11l.li'U 1'VI1i1'V'Ivlbf"l~a'U~ atlmrub?l~l.l ~l.lm1~/b'Ua1~1EI~~ , 
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-riLPI~ iif'l111l'VIa1n'VIa1EJ"IJ8.:J'U~fl1~ L"li'IJ fl1~"li1~~~1'U~fl1~ ~'U'U~fl1~L~EJ"ltl'ULFI~tl.:J (fl1~~.:J6lia1J/ 
~ 1 4 d .q -~ ..::!1 4 1 " dv 'l v ~ d .J,J 
(;I.:Jf'I1LF1~8.:J) LLa~L tJaEJ'IJ'U~fl1~/tl'IJ ~ 1lfJW.fl1Vi LFI~tl"IJ1EJLLa~aqJ qj1 W'VI"ll~ L 'OJ'IJ b 'VI~P!Vi'VILFJa tl'IJ'VI'VI 

~1'VI'I11EJ.fl1EJ 1 'IJPI'!Jfl'll~m~ t 'VI~I'i'VivlLFI~a'IJ~iim~~'ll~a.:J1l1m;j1'1J '"il~~.:Jt:Ja 1-Hanl'i'1iim11J~.:J'Via h 
'IJ ... 'IJ 

a~m~ LLa~iiLLa.:Jal1.:J~L V11J1~a11 ii-H'a.:J~'U~a.:JLLa~~tf.:J~ n1 'IJ~~WJ1.:Jfl1~~a~'ll'll~fl1~ ii m~LL u.:J 

"lia.:J'VI1.:Jfl1~ 1-H''U~fl1~(;111Jtl~~L.fl'VI"lla.:Jfl1~'ll~fl1~a~1.:J-a'~ L '"il'IJ '"il~~.:Jt:Ja 1-Hanl'i'1ii Fl111l~.:J'Via h 1 '1Jfl1~ 
'IJ 

( eJ(;I~1 ~1'U~fl1~LL ~mti '"il~1 E.l L~ a'IJ/LL ~ mn'"il L&l1J L~'IJ) iim111V1a 1 fl'VIa1 E.l"llti.:J ~~~'\..1~1 FJ1~'1J 1'11 ( ~1 Fl1 

a111i'VI t 'V'I'IJ) iiu1E.ILL~.:J~1FI1~'1JI'i'1~i~L'"il'IJ '"il~~.:Jt:Ja 1-Hanl'i'1iiFJ111l~.:JVia h 1 '1Jfl1~ 1 -ff'll~m~ 
'IJ 

(10) ~1'1Jfl1~~.:JLa~1Jfl1~(;1a1~ m~~PI'!Jfl'll~fl1~, iim~t~~ru1tl~~"ll1a11~'1Jthh1a1~ 
'IJ 

~1'1J~8~1.:J ~ L"li'IJ l'VI~~PIU LL~'IJU1E.Il~"MW1 8~1-:J~m~a.:J iiLafla1~LL'IJ~'!.h~'IJf'i'1LLa~'U~fl1~:ij'm1.:J 

1-H''ll~fl1~ LL '"ilfl.fl1E.I 1 'IJPI'!Jfl'll~m~a~1.:J-a'~ L'"il'IJ ii~'VI5-riLPI~a'1VI~'llfl~1Ja nl'i'1~1 m~ a'!Ji:l 'OJ'OJU'IJ/Ltl~ 
'U , 'U , 

L tmfl V1Wfl1E.I~1m 'Ua·h~1J/L tl~E.1'1J'OJ1m&111 L~'IJL U'IJ~1EJL~'IJ a ~1.:Ja~1 La1la LLa ~ii~1E.Ifl1~~.:J La~1J m~ 

"ll1E.I a111i'VI t 'V'I'IJ~1FI1-riLPI~a~1.:Ja~1.:J~m ~a.:J '"il~~.:Jt:Ja 1-Hanl'i'1iif'l111l~.:J'Via h 1 '1Jfl1~ 1 off'll~m~ 
'IJ 

'VI1.:Jfl1~"li1~~~1'U~fl1~ L"li'IJ LF11UL(;Iti{L61J'aiia 6'1J1F11~ iim111a~~"lfl LLa~"li"l.:JL"la1LU~-U~vl1fl1~ii 

FI111JL'VI1l1~a1J ( 10.00-20.00 'IJ.) 'OJ~~.:Jt:Ja 1-Hanl'i'1iif'l111l~.:J'Via h 1'1Jm~ 1 -ff'll~fl1~ 
'IJ 

1 off PI'IJ fl 'U ~ fl1 ~ l 'VIf'i ViVl LFI ~ tl'IJ~1 'IJ :ij'.:J'VIl~ 8'\.J a ~1"llli1iJ = 0.415** ( ~ 1 'IJ m ~ 'U"l 'IJ fl1 ~'U ~ fl1 ~) + 
'IJ ' 

0.327** (~1'1Jfl1') 1 -ffL'VIFI l 'IJ La~~L'VI1l1~a1l) + 0.240** (fl1')~fl~1aflFll) + 0.211 ** (fl1')f\'1V1'1J~ 
'IJ 
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. 
ct 

'U'VI'VI 5 

awe.Jiil e3itJ·:nEJ bbiil~ilmaueuu~ 
' 

t.mnT~i..ij'EJfl~~d LU'Um~Pimi1n~EJVJBn1~11lm~LLm:m~'IJ~Vn~~nPhX:w~u5~i1t-~~~am1:w~~ ' ~ 

"'la h"lla~~ n~1vh -ffP~u6'1J~m~ 1 VJ~Pi'wvi Lfl~ au~1 u..ij~vr1~a'IJ~~1"ll51il1~ EJi1t-~~ m~Pimn~u fll1 
~ ~ ' 

5.2 aihh1EJ~~m~1-;ij'EJ 

5.3 ob'maumLu:::~1~~1n~1'U1-;ij'EJ 

5.4 ob'maumL u:::ri1vr-r'I.Jm~1-;ij'EJfl~~~a hJ 

~~~1nm~Pimnn~t~VJBn1~11l~1~LL~:::m~'IJ~'VI1~~n~1X:w~'U5~i1~~~am1:w~wm1~"lla~ ' ~ 

~n~1.yh otlfll'U6'1J~n1~ 1 VI~Pli'Wl Lfl~e:J'U.yh 'U..ij~'VIl~e:J'IJ~~1"ll51il t;11:W1~~a~'I.J1~~~tl 
'\1 'U • , 

l'i'1e:J~1~ "'l'I.Jl1 

~1lJLfl~e:JoU1EJ~~'U~n1~ DTAC R~LU'U~e:JEJ~::: 36.0 ~a~~~m AIS R~LU'U~e:JEJ~::: 33.0 LL~::: 

TRUE ~~LU'U~mm::: 31.0 
11 ~Q~1 v q:1 v 
Vl1lJL'Wfl L"'lfll'VIqj~ fl~Lu'U~e:JEJ~::: 51.3 LL~:::L"'lfll"ll1Elfl~Lu'U~e:JEJ~::: 48.8 

~1ua1EJ a1EJ~1ulvrru mEJ~1n-h 25 tJ ~~Ltlu~aEJ~::: 26.5 ~a~~~:w1~a mEJ~:::wh~ . " "' , , 
25- 30 tJ R~Ltlu~aEJ~::: 26.0 mEJ~:::w;h~ 36- 40 tJ R~Ltlu~aEJ~::: 14.0 mEJ~:::vri1~ 31 - 35 tJ 

' ' 
~V~Ltlu~aEJ~::: 12.3 mEJ 46 tJ~u1u R~Ltlu~aEJ~::: 11.3 LL~:::mEJ~:::vr-J1~ 41 - 45 tJ ~~Ltlu ' , 
~e:JEJ~::: 10.0 

~11Ja1;lw m~'W~1'U1'VIruLU'U.rr1~1"lln1~LL~:::-r;Jia1vrn~ ~~LU'U~e:JEJ~::: 31.3 ~a~~~:w1 ~a "' ... 
i1m~Yl'l!m~EJ'ULL~:::'I!nPim.i1 ~~LU'U~e:JEJ~::: 25.3 5~n~~1'UI'i'1 ~~LU'U~e:JEJ~::: 22.8 LL~:::'W'Il'n~1'U , 
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~::~t1n1'~ffm;1 tJ~ruru1~~111n~~~ fii~LU'U~mm~ 49.5 'Hl.:J~.:J111~a~1ni1tJ~ruru1~~ 
V IV , ._, V 

fii~LU'U~av~~ 27.3 LL~~~.:Jni1tJ~ruru1~~ fii~LU'U~av~~ 23.3 " ., .. 
~1vhiLtt~v.im;ia'U a~1'U"li1.:J 20,001 - 25,000 tJ1'Vl 111n~~~ fii~LU'U~av~~ 21.8 " , 

1a.:J~.:J111~a"ll1.:J 15,001 - 20,000 tJ1'Vl fii~LU'U~av~~ 21.0 "li1.:J111nni1 25,000 tJ1'Vl~'U1tJ 
fii~LU'U~av~~ 17.8 "li1.:J~1ni1 5,000 tJ1'Vl fii~LU'U~av~~ 14.8 "li1.:J 10,001 - 15,000 tJ1Vl 

fii~LU'U~av~~ 13.0 LL~~"li1.:J 5,000 - 10,000 tJ1'Vl fii~LU'U~av~~ 11.8 

..J .,j ."1 Q.l d' I 

tt1'U\'I 2 u:u:uvn~EJ'V15'V11.:Jn11~~1~ 'rltJ11 , 

~1'U~a ~ui ru sn 1~~tJm111fii~ L~'U'lla.:Jn~11~1a~1.:Ji'jl'l1111fii~ L~'U 1~v1111a~~1~~tJ mn 
, 'IJ 

.::::ill I .J I Q.l d Q I V 0 I d oQ I II 0 I 

111'11Lu~EJL'V11ntJ 3.90 LL~~L118'W:U11fl.I1LL~~~'ll81'11m11 'WtJ11LL~~L118'W:U11W1LL~~~'lJ81'11m1J 'rltJ11 

n~11~1a~1.:Ji'jl'l1111fii~L~'U1'U~1'UCJa~J1ru.;i1~~tJ111n ~.:Jij~1Lu~va~~ 3.79- 3.961~v-liafhm11~ij , " 

(X = 3.90, SO= 0.770) LL~~Pl'U~tJ~n1'~i ijl'lW.fl1'WLI'l~8"li1mL~~aruru1ru~off~L:U'U (X = 3.79, 
'U " .., ., 

so= 0.906) 

~1'U~1fl1 1~~tJI'l1111fii~L~'U'lla.:Jn~11~1a~1.:Jijl'l1111fii~L~'U L~EJ1111a~~1~~tJ mn ij~1Lu~ tJ 
' " 

'lla.:J1~~tJ111'11a'U~1 ex = 3.87, so= o.818) 1a.:J~.:J111~a P1'U~tJ~m1, nu1mL-.[.:J111'11a'U~1~ 
" 

i~L:U'U (X = 3.85,S0= 0.863) LL~~Pl'U~tJ~n11i ije)~11~1tJ~n11L'V11~'Wvl~L'V1111~~11 (X =3.68, 
" 

so= 0.811) 

~1'Un1~'<5'fl ~1'VIU1V 1~~tJ 1"11111 fii~ L ~'U'llfl.:J n~11~1a ~1.:JlJI'l1111 fii~ L ~'U L~ tJ ':i111 a ~~':i~~tJ , " 

1'11111'V1~1n'V1~1tJ'lla.:J"lia.:J'V11.:Jn11"111':i~~1tJ~n11 (X = 3.90,SO = 0.896) ':ia.:J~.:J111~a 

1'11111LWtJ.:J'rlaLL~~I'l':i8tJI'l~11'll8.:J~'U~1 'Un1':i 1 ~tJ~n1':i'll8.:JPI'U~tJ~n11 (X = 3.83, SO = 0.898) 
' 'IJ 

~tl1'U~~.:J':i~EJ~Vl1-:JLL~~I"ld111~~~1n1'Un11L-li1fi-:JPI'U~tJ~n11 (X = 3.82, SO = 0.820) LL(;'I~ 
" 

"li1-:!L1t;'11LU~-tJ~vi'1m':iijl'l1111L'VI111~~11 (X = 3.81 ,SO = 0.881) 

~1'Un1~d.:JLa~1ln1~~~1~ 1~~tJI'l1111fl~L~'U'll8-:Jn~11~18~1-:!lJI'l1111fl~L~'UL~tl':i1118~~':i~~tJ 
' 'IJ 
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mh:Ji~L~'lJ (X =3.91, 50 = 0.836) ':ia.:J".:J111fla Pl'lJ~'U~n1-:i, iiaVJGVhPI~"TVI-r'Un~11"n~1-:i1EI 
" ' " 

L~a'lJ/LV~L 'Uafl VI~/Ei1v~1m 'Ua{L~11/Ltl~EJ'lJ~1nL~11L~'lJL tl'lJ-:i1m~a'lJa~1-:Ja~1La11a (X = 3.89, 

50 = 0.824) LL"~~'lJ~'U~n1-:i, iim-:i 1~~ru1tl-:i~"ll1a'11~'lJ5oU11a1-:i~1'lJ~a~1-:J '1 (X = 3.87, 

50= 0.784) 

tl11J'U A "1 n~ ';i~~'U m 111fi~L ~'lJ"'..a.:J n~111'11 a ~1-:Jiil"11111fi~ L ~'lJ 1~ EJ';i111a~~~~~'U 111 n . . " 
ii~1Lu~m vh n'U 3.86 LL" ~ Li1a~~1~W1 LL~"~offa~1fJ111 yj'tJi1 n~11!Pi'1a~1-:Jii1"11111fi~ L ~'lJ 1 'lJ~1'lJ 

' 
'UI"1"1m~~~'Umn ~.:Jii~1Lu~va~~ 3.73 - 4.00 1~v.Ua~1m11~ii~1Lu~v111n~a~ f1a Pl'lJ~'U~m~ , ~ , ~ 

, iim';i1l1'U~n1';i"n~1Ltl'lJ111~'Hi1'lJL~V1n'lJ (X = 3.88,50= 0.804) ~111~1V Pl'lJ~'U~n1';i, 
" ... " 

iil'jun.:J1'lJ~iil"11111hih1'Wm~1l1'U~m~ iil"11111n~~~a~a~'lJ (x = 3.84,50= 0.896) LL"~ 

Pl'lJ~'U~n1~, ii:S1'lJ1'lJyjUn.:J1'lJvi'tl1'U~n1~a~1-:JLilv.:Jyja (X = 3.73, 50 = 0.854) 
" 

. ' ' 
vh~~'U111n ii~1Lu~mvhn'U 3.87 LL"~Liia~~1~W1LL~"~offa~1fJ111 yj'tJi1n~111'11a~1-:Jiifn111 

' 
fi~ L ~'lJ 1 'lJ~1'lJafi1'VjLL 1~ ~a11VJ1-:Jn1Vfl1l'j~~~'U111n ~.:Jii~1 Lu~va~~ 3.82-3.891~v.Ua~1m11~ii 

" 

LL"~iiLLa.:Jai1-:J~LV1111~a11 (X = 3.89, 50 = 0. 762) LL"~PI'lJ~'U~n1~, ii,;'m-r'U';ia.:JLL"~~l1-:JoW'n 1 'lJ 
" 

';i~VIi1-:JnT~';ia-r'U'U~n1';i (X = 3.82, 50= 0.962) 

lif11..1~ 3 iJ~,j'EJ~1'lJn1~'U~VI1';i"n~1a'11oW'lJ5 l'j'tJi1 
" 

f1a 11"11111~n~a.:J!"l';i'Uf1'1'lJ1'lJn1';iV\'15';im';i1ln'UPI'lJ~'U~n1';i, (X = 3.96, 50= 0.848) ';ia.:J".:J111fla 
" ' " 

~'lJ~'U~n1';i, iin1';i 1 ,;'~1LL 'lJ~'I11L~V1n'ULL Vll"l Ln-<il~11 VJ';iLL"~n1';i1-n'U~n1';iV11-:JL Vll"li11"1~1'lJ~1-:J '1 

~-a'~L~'lJ (X = 3.92, 50 = 0.874) ~111~1V Pl'lJ~'U~n1';i, iim111a~1La11a"'..a.:JI"1Wfl1yj1'lJ~'lJ~a'lJ 
" ' 

LL"~iil"111111"1~a.:J!Pi'1 (X = 3.68, 50 = 0.845) ~111~1~'U 

~11..1 n1'H~~1-:J ;111..1-ff a116'1 ';i~ ~'U 1"11111fi~ L ~'lJ"'.. a.:J n ~111'11 a~ 1-:Jiil"11111 fi~ L ~'lJ 1~ V';i111 a~~ ';j~~'U 
d3 \.1 , 'U 

mn ii~1Lu~mvhn'U 3.99 LL"~Li1a~~1';iW1 LL~"~.Ua~1m11 l'j'tJi1n~111'11a~1~iim111fi~ L~'lJ1 'lJ • 
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~a Pluch.J~nT~., iin11:ij~ Lnu-lla:w" L~ cnn'U't.l1::1~ n11~~~a -lfa:w" m1 1 offu~m1 '1..h::i'~m1;a 
~ ~ ~ 

L~mtlu-lfa:WG'I'U~fl11VI~.:Jfl11"ll1EJ (X = 4.02, SD = 0.810) LLG'I::PI'UV'U~fl11L 'Vl1Pl'VfvlLfl~el'U~iifl11 
~ ~ 

:ij~vh;i1u-ila:w""lla.:JG'Infi1Li1'a.:J~'U ( x = 3.96, so = o. 763) {;11:W~1~'U ... " " 
~1'Ufl1':iL.ijL'Vlfl1 u la~~LV1:w1::a:w 1::~'Ufl11:WR~L ~'U"lJeJ.:Jnci:w~1eJ~1.:Jiim1:wf'l~L ~'U t~CJ11:W , . . . 

a~vh::~u:w1 n ii~1 Lo~ m vh nu 3.07 LLG'I::d1a~"il11ru1 LL~G'I::-ila~h;n:w wu-h nci:w~1a~1.:Jiim1:w 
~ , 

f'l~L~ut u~i1um1toffL'VlflL 'ULG'I~~Lvr:w1::G1:w1::~u:w1n ~.:Jii~1Lu~CJa~~ 4.01 - 3.89 t~CJ-ilaFhm:w~ii 
~ 

so = 0.829) 1B.:J G'I.:J:W1~ a PI'U vu~ n11., ii n11 LL -;ij'.:Jri1u~n111 -H" n Ft1'Vl 11uc.i 1'U 'Vl1.:J SMS 
~ ~ 

( x = 3.99, SD = 0.848) {;11:W~ldCJ ~'UV'U~fl11"1 ii1::'U'U call center G11:W11(1 t 'V11GieJ'Um:w-lfa:JJG'I 

vr~mL-;ij'.:Jihyvr1~1.:J ~ 1~ (X = 3.98, SD = 0.944) LLG'I::~'UV'U~fl11"1 iim11-H'u~fl11~·h'UL"I1L~CJG'I 

LiJ{;!Ll~fl (Social Network) L~mtJu-da.:J'Vl1.:J1'Ufl11~eJG111 L"li'U LLa'W~Lfli'U LU'U~'U (X = 3.89,50 

= 0.781) {;11:1J~1~'U 

d1u~ 4 m1:w-ri.:J'Wa 1"i:J"lla.:JG'IflFJTvit otlPI'UV'U~fl11L 'Vl1Pl'WvlLfl~au~ wui1 
~ ~ 

~1'U':iZ'U'Ufl1':iL -Hu~n1':i 1::~um1:wf'1~ L ~'U"lleJ.:J nci:w ~1 a~1.:Jiim1:wf'1 ~ L ~'U t~ CJ11:W a cJ ~1::~'U , " 

~a fl111oH'U~fl11{;11:W~1~'Uria'UVI~.:J L"ti'U fl111oH'U~fl11{;11:W~1~'UR1 (X = 3.98, SD = 0.868) 

1a.:JG'I.:J:W1Ra fl11:W()fl~a.:JLLl.i'UcJ1"lla.:J1::'U'Ufl111oH'U~fl11 (X = 3.85, SD = 0.823) LLG'I:: 
" 

fl11:WLViCJ.:JY.IavY1~.:J"lla.:Jfl111oH'U~fl11 (X = 3.84, SD = 0.930) {;11:W~1~'U 

~1'Ufl':iZ'lJ1'Ufl1':iL oM'lJ~fl1':i 1::~'Ufl11:WR~ L ~'U"lJa.:Jnci:w~1 a~1.:Jii fl11:WR~ L ~'U t~ CJ11:WeJV~ , ~ 

fV ..::::11 .J I fV d .q I JJ o I I CLI I oCII ..:::. G 

1::~'U :W1fl :Wfl1LOG'ICJL'Vl1fl'U 3.83 LLG'I::L:WaV'f"il111JJ1LL{;IG'I::"lJafl1tn:W 'W'U11flG'I:W{;l'JaCJ1.:J:Wfl11:Wfl~LVI'U 
' 

~Gi~ ~a iim::'U1'Ufl11fl111oH'U~fl11~oU~L"il'ULLG'I::~am.:J~aG'Iflfl1 (X = 3.94, SD = 0.862) ' ~ 

1a.:JG'I.:J:W1fia fl11:wa::mn1um::'U1'Ufl11~~~a"lla-ruu~m1 (X = 3.80, SD = 0.827) LLG'I::fl11:W 

11~L~11'U~'U{;la'U"lla'lm11-H'u~fl11 (X =3.77, SD = 0.973) {;11:W~1~'U 

~1'UL-;ij1VI'Il1~ m oH'U~fl1':i ';i::~'U fl11:WR~ L ~'U"lla'l nci:w~1aV1.:Jiifl11:WR~ L ~'U t~ CJ 11:Wa~~1:: ~'U 
" ' ~ 

:w1n ii~1Lo~mvhnu 4.00 LLG'I::L~a~"il11ru1LL~"::-ila~hm:w V'f'Ui1nci:w~1a~1-1iim1:wf'l~L~'U1u , 



99 

~111~1~'1..1 

~bu;i 5 ~.Jaf111lLfl11~'l-1~1111~CJ'lh~a.:Jf! , 

1) ~nf11~:iJ L Y1 f'1 LL~ n~1-!l n'U :iJfi1111W.:JYI a 1~'lla.:J~ n fl1~1otlf'1'U 6'1..1 ~n111 'V11Pl'V'4vl Lfl~ a'U~ 
'II 'II 'II 

hiLL~n~1.:Jn'U 

2) ~ nf11~:iJ a1 EJ LL~ n~ 1-!l n'U :iJfi1111W.:JYI a 1~'lla.:J~ n fl1~1otlf'1'U 6tl~fl111 'V11PlYivl Lfl ~ a'U ~ 
'\1 'I 'U 'U 

hiLL~fl~1.:Jn'U 

3) ~nf11~:iJm~YILL~n~1.:Jn'U :iJfi111J'ri.:J'Wah'lla.:J~nf11mif'1'U6'1..1~m11'VI1Pi'YiviLfl~a'Um'U~1'U 
'II 'II 'II 

L-.ij1VIU1~eJI.~'U~m1 ~1'Un1~'U1'Uf111 u~n~1.:Jn'U ncl11fia ~nf11~:iJm~Y~'Ii'm~EJ'ULL~~-unPin~n :iJ 
'II 'II 

4) ~ n fl1~ :iJ 1~~'U n11Pi n'\~1 LL~ n ~ 1-!l n'U :iJ fi1111W .:JYI a h 'lJ a.:J~ n fl1~1-ff f'1 'U 6 'U~ n 11 
'II 'II 'II 

1 'V11Pl'WvlLfl~a'U~1liLL~fl~1-!l n'U 

5) ~nf11~:iJ11EJ1~ Lu~ EJ~m~a'ULL~ n~1.:Jn'U :iJfi1111W.:JYia h'lla.:J~ nf11~1if'1'U6'U ~n11 
'II 'II 'II 

1 'VI1Pi'YIViLfl~a'UmliLL~n~1.:Jn'U 

6) i1~~EJn~EJ'VIGf111~~1~ ~1'U~a{;l.tlru'fl111"11 f111~~..S1VIU1EJf111Gi.:JLi.'1~11n11~~1~ ~1'\J , 

~nf11m -tif'1'U6'U~m11 'VI1Pi'Yiv1Lfl~a'U~ 
'II 'II 

7) u~~EJ~1'Uf111'U1VI11~flfl1~11..;''U5 ~1'Uf1111otlL'VIfl1 'U 1~~~LVI111~1.'111 ~1'Um1-rm~1~nA'1 
'II 'II 

8) u~~EJ n~ EJ'VIGf111~~1~:iJa'VI5YI~ n'Ufi1111W.:JYia 1 ~'lla.:J~nf11m otlf'1'U6'U~flT~ 1 'V11PlYivl Lfl~ a'U~ 
, 'II 'II 

9) u~ ~ EJ ~1 'U f111'U ~VI11~ n fl1~11~'UG:iJa'VI5YI ~ n'U 1"11111W.:JYI a 1 ~'lla.:J~ nf11~1 off f'l'U 6'U ~ fl11 
'II 'II 'II 
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. 
"ii1nt:-~~m~1..ij~ "n1~Pin~nn~~VJ6m~~~1rnLL~~n1~'1J'i'VI1~~nfi'1Gl1JoW''U5Vi1lt:-~~~eJfl111J~~ . ~ 

'riel h•lm~~ mhvit if'1'U~'IJ~n1~ 1 VI~~VfViLfl~eJ'Uvrt u..ij~'VIl rneJ'IJ ~ ~1"lfli1'U" ?111J1~~'1111l1 eJ.fh.h1~ t:-1 ~ 
~ ~ . 

1~WL~~~"i11m=i'1~'1Jfl111J~1~qj ~.:~il 
5.2.1 ~nfi'1~nm;aY~LL~n~1-:~nu 1lfl111l~.:~Y~eJ h"lleJ~~nfi'Tvi'l i'IJ'im~P1u~1 VJ~~Y~v'i Lfl~eJu~1 u 

~ ~ ~ 

-if1 ~1"lfm~LL~~n'l!n~ 1u-r~1?11'VIfi"ii m"ii L ~m"ii1 n'l! n L~~'U LL~~,r nPimmbu 1 'VIru"ii~ 1 i'IJ~m~L~1l L~'U 
~ ~ 

~~ hi~eJ~ l~L -iJ1lUl i'U'im~~Pl'U~'U'im~~nfi'1 ~~t1'1m oH'U'im~1lfl111l~LL~~vrn~~ 1 um~ 1-H''I..J'im~/ 
\1 'U , \1 

~€l'I..Jfi'1m1JL U'Umh.:~~ 1ffl111JL~1J 1 "ii LL~~fl111Jl'l~€l1J 1 'Un1~ 1oH'IJ'in1~€1~1-:!?lfl1l'l 1ffl111J~eJG1~ 6?t"i1'i~ • • 
1um~\J~llii'VIU1~ L"li'U hi"lleJ~~~el'IJLLVI'U hii''IJ~'U'IJ'U hi'VI1t:-~~\J~~1~"lf'U1 'UVI1~i1"lf€l'IJ fl"ii~~~t:-~~1-H' 

~nfi'11lfl111J~~neJh~.:~~rn ~~?teJrnflaeJ~n'UVI'J~~"lleJ.:J fleJ~L~eJ{ LL~~ Lfl~L~eJi (Kotler & Keller, . . 
2009: 197- 200) mh1i1 m;anViLL~n~1~n'U"lleJ~LL~~~'I..Jflfl~"ii~~eJ.:~m~~ufi'1LL~~'IJ'im~Vi • 
LL~n~1~n'U LL~~?IelfnflaeJ.:Jn'IJLL'U1firn"llm Pi'i1~~ru L?t~i'~,J (2546: 205) m;gl'l"llel.:J'Uflfl~"ii~U11\J~ , ~ 

fl111J,j'1LU'ULL~~fl111J~€l~n1~~'Ufl1LL~~'IJ'im~~LL~n~1-:Jn'U 

5.2.2 ih ..ij'~ n ~ ~ VIGn 1 ~~ ~ 1 rn n BVIG'rl ~ n'IJ fl111J ~ .:Jl'l €l h "lJ €!~ ~ n fl1~1oa'IJ'i n 1 ~ P1 'U 6 . ~ ~ 

LVJF!Ufl~1'U~1~ "l ~irnL"ii'U 1lfl111J~n~eJ.:~m'IJ51u1 um~v116~m~1ln'IJP1'U~'IJ'im~., LL~~nm111 
~ . ~ 

?I~ 1 L?I1J el"lJ€1-:JflW.fl 1l'l1 u.ffu ~el'U n1~ 1-H''IJ'in1~ n "ii ~ ~ .:1 t:-1 ~ 1-H'~ nfi'11J fl111J~~l'leJ1 "ii Pl'U 6'1J 'in 1~ "1 . ~ ~ 

?t~1-:Jfl111l?t~mn 1 um~'IJ1'Um~~rn~eJ"lleJ-r'IJ'IJ'im~ LL~ ~n m~'IJ1'Um~m~ 1-H'I..J'im~~offrn L"ii'ULL~ ~ 

~eJ~~.:J~eJ~nfi'1 aeJrnflaeJ~n'UVI'J~~"lleJ~fleJ~L~a{ (Kotler, 2000: 428) nci11i1 i1"ii..ij~~1u\J~~"'1l 

m~~~1rn 'V11J1~fi~ L tlu~~~La'Ua"l!1~ 1rn~Li~fl"i!L ~a~a'IJ?I'Ua.:Jm11l~a.:~m~"l!a.:~~nfi'11-H'~~l'la h 1 u , ~ 

t:-~~ ~Ji'ru"Via11J1~~"ll1 ~ 1~ 

5.2.3 il"ii..ij ~~1u m~'IJ 'i'VI1~~ nfi'1Gl1loW'u51JaVJ5Y~~ n'IJ m111~~wa h "ll a~~ n fi'1~1 i'IJ 'i m~P1u ~ 
'IJ ~ 'IJ 

1 VJ~~Y~v'iLfl~au~~a~~~1l1~a ~1u m~1 iLVJfl t u t~v~ L 'VIm~?t1l nci11~ a Pl'U~'IJ'im~., ~nm~ 
'IJ 

1-H''IJ~m~~1'U1"11L;a~mu~L1{fl (Social Network) L~mtlu-da~VJ1~1um~~a?t1~ L"liu LLaY~'W~Lfliu 

1fm~LL..ij.:~ L U~L1li'ULL~~~VIGU~~L~"lf'U1-H'~nfi'1VI~1'1J~1'UVI1~ SMS P1'U6'1J'in11"1 1f1~'1J'IJ call center 
~ ~ 

?111111~ 1 VJ1?1a'I..Jm1l-ifa~~'VI~mL..ij.:~ilqJ'VI1~1~ "}1~ LL~~ 1~..ijrn1~'1J'IJ~1'U-ifa~~\J1~l~ m 1111~rn~a 

"l!a~~nfi'11l'a~1~fl1'1Jtl1'U L ~aU11J1lLfl11~oHLL~~ 1oH'IJ~n11LLn~nfi'11 m~i''I..Jfl111J?I~rn"Jn?I'IJ1~~~~'U 
'IJ 'IJ 

~~?tarnRaa~nmLu1ii-irn"lla.:~ off~?t1ll'l~ "lf11\J1~L"'~~ (2549) nci11i1 -da.:~VJ1~m1~a?t11 ... 
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f111i1~1'UolleJ:I.Ja'l.leN" n~1 ~l'Ui1B'V1G'Vl"~e:Jf11 11 oUU~f111'l.le:J~" n~1VI~e:JCJL oUU~f111 LL"~I'Il1lJYi~'Vle:J 1 ~ .a ,. \I \I \1 

II 

'l.le:J~"nl'l1 
'U 

5.2.4 u~~ ~ ~1'U f111U~V111" n~1alJ'Wufii1a'VlG'Vl" nu l'll1lJYi~'Vle:J 1 ~'l.le:J~" n~1vTI iu~ n11PI'UcJ 
'U 'U 'U 

hl11lJ.a-'U a'V!GWLP1~~1~ 11~LLn~n~1L~m1u1aml;"1WLP1~~1~ 1 ~'UcJU~f111i 1~1'111lJG11~qJ1'Uf111 
~ ~l'vi1a'U~1/U~f111 1l'G11vt-ru" n~1WLPI~L U'U aiia'Vl~Ltl'Vl1 ~UI'II'I" ~i11~~ ~ L d ~ 1 f111 1 iu~ f111lJ1 

'U • 

(2549) mh1i1 f111~~n~m1lJri~Li;"1~lJf111'l.l1~ 1~a'V1GWLPI~nu"n~1 ~~"lil~i;"1~1~1'1l1lJYi~'Vle:Jh 
'U 

1~nu"n~1 
'U 

PI'UcJU~f111i iif111lJe:JU'l.le:J~~1~~n 1~nu" n~1·zb~L 'V1Pif11"~1~ ., LL"~PI'UcJU~f111i 1 ~1'111lJG11~ru 1 'U ,. ,. I ,. ~ 

f111~~fi~ n11lJL ~e:11e:1~-rum1 1 oU~1'U'l.le:J~"n~1 L "liu fi~ n11lJLI'I~e:J~Ln1LL"n Ll'l~e:J~ 1 vtli sg~i;"1e:J~I'I~m 
'U 

tl\JLL'Ulfl~'l.lm otl~i;"1lJ'Vl" 'l!1Tlh~Li;"1~~ (2549) ncl11i1 f111~~~1'ULLi;"1~~a'U~1'Uelfl~'U~~"lil~i;"1~1~ ... 
Fn1lJYi~'Vla h 1 ~nu"n~1 LL"~i;"1~1~m1~m~~~ 1 ~nuu~'li'Vl 

'U 

iiPI'UcJU~f111 1 'V11~'Vl'VlLI'I~e:J'U~i1m1~~'V'h~1'Uolle:JlJ"'llfl~" n~1L 'IJa~vl'U L "liu ~e:J ~el~~&j ~~ e:J 1~ L 'VIP! 
'U .a 'U 'U 'U 

m~ HI'I1Utll'UL~e:JI'I1e:JUI'I"lJ1um11~u~m1 LL"~Piuc1u~m1i i1m1~~LnuolfalJm~~lnuthd'&i 
, , \1 \1 

nuLL'Ulfl~'l.lm i~l;"1lJ'Vl" 'l!1Tth~Ll;"1~~ (2549) ncl11i1 m1~~~1uolfalJ"'lle:J~"n~1 ~muun"~'Vlfi 
""' d.S 'U 'U 'I 

CRM ~"lil~i;"1~1~1'111lJG11L~~1'Uf111'lh~ne:JU51n~ , 

1 'V11~'Vlvl Ll'l~e:J'U~ 1e:J~"~lJ1~e:J vl1'UUI'I"1n1 PI'UcJU~f111i ~i1"il1'Ul'UV'I'Wfl~1'U~1 ~U~f111e:J~1~ 
, 'U 

L~~~'Vle:J i1m1 1 ~u~m1" n~1L U'UlJ1m~1'UL~mnu i1vrw n~1u~i11'111lJ 1l;"1'h 1 um1 1 ~u~m1 i1m1lJ 
'U "' 

I 
4 4 II c::l V Ci1 I c::1 II ll V .:::1 tf 

m~l'le:J1e:J1'U lJ'Vl'U~~1'U'Vl LLI'I~ mm vtm~l;"1lJ~.n 1'Vl L 1~u1a CJ l;"1e:J~ ~'~"a~ nu'Vl~~!)'l.le:J~I'I e:JI'I L"e:J1 

(Kotler, 2000: 429) ncl11i1 'VlUn~1'U'l.I1CJ LU'Uf1111'1"1~'V11~m~~"lilCJt11t.J~I'!.ti'ru"Vl'l.lmmr1m 

L olf1fi~"n~1 L thvtlJ1 CJ 1~e:J~1~ L VllJ1~i;"1lJ 
'U 
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1 'V11Pl'WvlLR~a'U~ 1a'I"·UJ1 fo1a ~1'U~~\JIJlWsfi n11~PI'U~'U~n11 1 'V11Pl'WvlLR~a'U~iifi11:UVI"11:JVm1 EJ , 
"lJa'lti1~Lfl'VI/"IfU~ ~'UI'i1 L"'i'U LL-nmn'ilrh 1 'VI1/1 tl11:ui'U 1 'V11Pl'WvlLR~a'U~ atlmWLG1~:U ~:um{~/ • 

~ IV Q .c:;l q I 0 I Cit. lll.l Cit. .J V d 
L'Ua1G1li:Jfi~'WLPI't!t :Ufi11:UVI"1nVI"11:J"lJa'I'U1n11 L "11'U n11"1111~fi1'U1n11 1'U'U1n11Lfli:Jl fl'U LR1a'l 

(n11ci.:J"'ia:w/~'lfi1LR~a'l) LL"~ Lti~I:J'IJ'U~n11/~'U j ii!'lWfl1'W LR~a"'i1 I:JLL" ~~ qj qj 1 W~otl~ L'il'IJ 

1 'V11Pl'Wvl LR~a'U~~,j'1VI'Lh I:Jfl11:J L 'IJPI'IJ~'U~n11 1 'VI1~'WvlLR~a'IJ~ii n11-r'U1a.:J:w1m:01'1J 'il~a.:J~" 1-H' , ~ 

~nl'i1iiR11:WoW'I'Wah1um11iu~m1 G1a~R~a.:~nu'VIq'l!t~"lla.:JRa\JIL"a{ (Kotler, 2000: 430) na11 

·:h ll1o1fi'iliim1~~\JI~'IJI'i1VI~au~m1~G11:w11fl\Jiauh'VI~"nl'i11~mmvhh m1:UoW.:J'Wah"lla.:~ , , 
"nl'i1n'il~ii:u1n~u LL"~'il~nGl'u:w11iu~m1a~1.:~~m~m , 

5.2.9 u 'il :ij'EJ n" I:J'VIB n 11\JI" 1 ~ iia'VIG'W" nu fll1:U w 'I'W a h"ll a 'I" n 1'1 1 ~1iu~ n 11 PI 'IJ ~ . , , 

G1~~lnG1U1EJ a~m~ LL" ~ii LLa.:~a11'1~L Vlm~a:u ii-H'a.:~-ru1a.:~ LL" ~~,!.:~~n 1 'IJ1~VI11.:~ n111a-ruu~m 1 

ii n11LL U'l"'ia'I'VI1'1 n11 L-H''U~n11\JI1:Uti1~Lfl'VI"lla.:J n1 1'U~n1 1a ~ 1-:Jotl~ L 'il'U 'il ~a 'I~" 1-H'" n l'i1ii fld1:WoW'I , 
'Wah L'Un11Liu~m1aa~R~a'lfl'U'VItl'l!t~"lla'1Ra\JIL"ai (Kotler, 2000: 431) na1111 n11:ij~G1m'IJ~ 

1 'Un11 1-Hu~m1L tlu~.:~~1~ru L 'W11~L U'U~'ILL 1n~"nl'i1G11:U11fl~:w~a 1~ "' , 

1 'VI1~'Wvl~ LVI:U1~G1:U (el\JI11fi1'U~n11LL ~ n Ln'il111:J L~a'IJ/LL ~ n Ln'il L~:U L~'IJ) iim1:UVI"1 flVI"11:J"lla'l 

1~~'U11R1~'UI'i1 (11R1G1:U1i'VI hiu) iiihmL-:5'.:J11fi1~'1JI'i1~i~ L'il'U 'i!~ci.:~~" 1-H"nl'i1iim1:wVi.:~wa h , 
1um11iu~m1 aa~R~a.:~nu'VIq't!t~"lla.:~Ra\JIL"ai (Kotler, 2000: 428) 11R1~G11:U11flG1~1'1Rl1:U 

W'I'Vm l'iJ 1-H'nu"nl'i11~ 'il~"'ilt:J L-H'o1fi'il"ll11:J~'IJI'i1VI~a'U~n11 1~~EJ41t:J , . 

. 
'il1 n m1i LR11~v1 "m1Pi n'l!t1 n" t:J'VIBn11\Jim ~ LL" ~ m 1u ~VI11" nl'i 1 ~:u~u5VIii t:-J" ~a m1:uVi .:~ . , 

'Wa l'iJ"lleJ'I"nl'i1m iP~'IJ~'U~n11 1 'VI1~'WvlLFI~ aum 'IJ:ij'.:JVIl ~ 8'U"11"11o1i1" iioifaLG1'1J8LL 'IJ~~.:1ll· , , , 

L'VIR'ilR~1'1J~1'1 i ~-a'~ L'il'IJ iim1:ua~1La:wa'1Ja'l!'lWfl1'W 1 u~utJ~aum1 1-Hu~m1 G1~1'1Rl1:UG1~m n 

1 um~Ul'Un11~~~a'IJa-ruu~m1 a~1'1Rl1ml~ L ~11 'IJ~'IJ\JieJ'IJ'Ila'lm1 1-Hu~nT~ 1-H~~.:~~u L 'W11~ 
L tlu~.:~~'il~G1~1.:~Rl1:ww.:~wa 1'il1-Hnu" n~ha.:~G1~ , , , 
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5.3.2 ~jh1u~nTHI'l~a'li1EJ 1 'VI~Pll'lvlLI'l~el'lJ~ l'll~LU'lJilPll'lJ1~1'Un1~~~~1'VitJ1EJ L -d'lJ &1m'lJ~~~ , 
~~EJ~'V11~LL~~I'll11J&1~mn 1 'lJ n1~L oU1tl~f'l'lJ~\J~n1~, l'ld11J L ~EJ~YiaLL~~I'l~a\JI'l~1J"l.la~~'lJ~1 'lJn1~ , ' 
1l1u~m~"l.la~f'l'lJ~u~m~, l'll11JVm1n'VI~1EJ"l.lm-da~'VI1~m~'li1~~~1\J~m~ L'li'lJ Ll'l1'11L~a{L'Z!a{1&1 , 

. ~'lll~Ll~1Ltl~-tl~vi1m~~~l'll11JL 'V11J1~&11J ( 10.00-20.00 'lJ.) L YI~1~L tl'lJ~~~~~&1~1~1'll11JW~Yia h 

1l1ti'u~n~1 , 
5.3.3 m l1u~m~LI'l~a'li1EJ 1 'VI~Pll'lvlLI'l~a'lJ~ m~L U'lJ 1l1~m~ilPll'lJ1~1'lJn1~G'i~L&1~1J n1~~~1~ , 

L~a~~h L tltJm~~~~ L~'lJ"l.la~~'lJ~1 L ~am~~'lJ 1l1~n~1Lfi ~l'l11:ulii'a~ m~LL~~ Lfi~ m~~~~'lJh~a 
, , • \1 

1~a~~ 1l1iim~1m'liru1tl~~"li1~:Ui'lJG'li11&11~~1'lJ~a~1~ 1 L'li'lJ 1 'VI~~f'!ti LL~tJ{ha 1mtiru1a~1~ 

~elL ~a~ LL~~:Ua\J~'VIG-ri Lf'I'13~1'VI~\J n~:U~ n~1~1 EJ L~ a'lJ/L U ~ L \J aft 'VIl.i/EJ1 EJ~1EJ L ua{L~:U/L tl~ EJ'lJ~1 n ' , 

L'VI:U1~&1:u L U'lJL~a~m~n1'VI'lJ~ 1 tl~LLm:UL ~a&1~1~m1:u~:ui'lJG L -d'lJ ~~ fi~m~:u 1l1~ n~1~G'i1'lJ~l1J , 
~m~G'i~-d11&11~ 1 tl~ 1:u-B''lJ 1l1ti'u~n~1 L tltJ!il'lJ , 

" 5.4 .UmatJenL 'lJ~ L'lJm'i1,jafli'.:~~u hi 

5.4.1 l'll~Pln'tiTU~~EJ~1'lJ~'lJ 1 ~L~EJloUa~ti'um~1l1u~m~~n~1 L'li'lJ il~~EJ'VI1~llPll'lJo~~1J 

~~l'l:u LL~~Yin~m~:u~n~1m if'l'lJ~u~m~ 1 ·mPi'Yivl Ll'l~a'lJ~ ., , , 

"':ui'lJG Ltl'lJG'il'lJ'VIrt~"l.la~m~~m~ amn~~1l1~m~Pinti1Lul'l1~~1'lJ L'li'lJ ~~1~'lJ~1 c.J~~.nru'fl L~a 
&111J1~~u1-u'a:u~:u1tl~utl~~n1~1l1u~n1~"l.la~u~fi~1~~~~~'lJ , ' ' 

5.4.3 1tfm~ Ln\J~l\J ~1:u-u'a:u~ m~ 1-tlitf~'lJL ~:u L~:U'lJa n~ 1 n m~ 1 otlLL u u &1au m:u L ~a~ ~l EJ , 

.Ua~1tl~"l.la~m~vi11~EJ 1 'lJI'l#~-rl'Ltl'lJm~~1~T~ 1 'lJ~tl LL uu&1aum:u m~~~~m~ 1 i"':um'l3ru1 'lJL ~~~n , 

mnni1d L'li'lJ m~"'~Ln~ m~"':u.n113ru LL uu~ril'lJ~l:U L ~a~~ 1~'VI~1\J~1EJ~~ LBEJ~ a~1~~ n~~ 
L Yl~1 ~~~ 1~oUa:Urt~l'l~U5l'lJLLrl~~ n!il a~ LLl.i'lJfJ1 , , 





nmn1TU"lf6uty"lf1. n1~1f SPSS for Windows 1un1~1Lfl~1::-H,jv2J~. -n:u~r1~-:J~ 16. 

n1-:JL'Vli"':U'VI1'Ur11: 511:U£'111 ,)1fi'VI, 2553. 
' 

fl!Pl~ ~~~G'IG'l.fl. "fl11!PlG'l1VI£'!1tJG1:UoW'UG" ,1 'U LeJm'l1~th::nv\Jn1~a3.13J'lJ1 "fi~\JLfl~eJ·U~eJ.:J 

n1~VI~1V~nmiVItleJVIn~EJ'Vl~". n1-:J L 'Vli"':U'VI1'Ur11: £'!:U1r13J'!Jnm1!PIG'l1VI LL oH.:J't.h:: L 'VII"! . . ' 
b'Vltl, 2544. . ~ 

nrusn~ ~u1:u6. n1~1i.:JL uu~nf'l1LL~::!Pl~1V~: a~1.:Jv.:Jfin~ 1-M'uV~n~1.:Jva1.:J L 'VIUv-a'u. 
' • v . 

n1-:JL'Vli"'3J'VI1'Ur11: amu'ULW:U~G'l~~!PlLLoH.:J"lf1~, 2547. 
' 
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'llu~:o1 ~'U~11W"lf6'W.:Jf4. fl113JW.:JWeJ 1;:J"'IeJ.:J~nf'l1~ij~vn1~1-Mu~n1~"1leJ.:J~1'lJ~LL 'Vlfl 1 u~.:J'VI1V~ 
... v 

2547. 

r1:Ur11 tJ LL£'1-:J'Vle:J.:JI"h "nG'ltJ'V1Gfl11!PlG'l1VI LLG'l:: fl11'\J~'VI11G'ln~1G1:uiufi~iia'V1Gi"'G'll'iam1:U~.:Ji"'e:J 1 -;;J"'Je:J.:J 
' 'IJ 

G'ln~1o'lJ1r111n~m 1 'VltJ 1 u~.m1V~a1'\.J1-:J ", 11~a1~11'VI11'Vla1aaufl~wu3J. 5(2): 
'IJ 

62-69;'Wq~mr13J - ~.:J'VI1r1:U, 2558. 

-;a~rui"'1 'VI1ru'WEi'r1. ll1wlii'n<ttruLL~::fi113JW.:Jwv1"1un1~1fu~n1~~1ui'i'1 u~'li'Vl'Vl~fla~'\.Jm~-B'u 
v v v 

'\J~'VI11o1n-;a3J'VI1urusn!Pl: 3J'V111'VltJ1~ tJV1am1~11 'VltJ, 2554. 
' 

~!Pl~'!J'U'Vl LVI"lf::r1'\.J~. L;)(;lfl~LL~Zfl113JW.:JWeJ 1" 1 'Un1~\J~n1~. -n3J~r1~-:J~ 2. 'lJ'U'Vl'\J~: 
' ' 

:u'VI11'Vlm~tJa1'llYi'tJu11111fi11"lf, 2539. 
' 

~'UV11i"'1 '\J'Vl£'1-:JL U'U. "U-;;J~tJ~iia'VlGV'IG'll'ie:Jr111:UoW.:Ji"'e:J 1 "il'lle:J\Im otl'\J~fl115'U1r111BL~ n'V11e:Jilna1 'UL 'll!Pl 
'IJ 'IJ 

LL'l<i.:J'tf1~flf{j~ 23. 3J'VI11'Vltl1~tJL'VlfiL 'ULG'l~11"lf:U.:JfiG'IB£'11'U, 2554. 

itJ:u\lfiG'l nu'Vl:::UG'l. U;:J~EJ~ij~~~vfi113JW.:Jwa1;:J"'Ie:J.:J~nf'l11un1~1-Mu~n1~ "'le:J.:Jo'lJ1fl1~m\11'Vla 
'IJ v • 

'\J~'VI1151fl"il:U'VI1Urusn!Pl::U'VI11'Vltl1~tl'UL11"111, 2556. , 

it~a:uvm "lfTJU1::L£'1~:o. n1~!Pl~1VI\J~'VI1~. n1-:JL'Vli"13J'VI1'Ufl1: ~LBVItJLfi-B'u,2547. 
... , 'IJ 

~'U~!Pl~ LL..ij'.:JL-;;J'Ufl"il. n1~\J~'VI1~~nf'i'1a3J~'lJ~. n~.:JL'Vli"':U'VI1'Ufl1: L'VI~tlfl!'4fl!fl11iJ:U~(1988), 

2548. 
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L9ieru h ~'U'YI'h·'I'Ua~~';j"J~. m1An'li1nTm'i'VITntnR1a11w'Ud ij~~~vfl1111\l-3~n.ri'n~"llv-3 ... 
m fu'in11 1 'Vl1A~vl Lfl~v'U;f Lfl'iv'lhmv lmva1 'UL "ll~n1.:1 L 'Vl~3J'V11'Ufl1. f111~'Ufll1 ... . 
a~1~U~qjqj1U~'VI11~1n\ll.l'VI1Uru9i~: l.J'VI1l'Vltn~EJn~~L'Vl'W, 2544. 

5'UEJ'W';i L~Pl"J';i';iW'W~~- illil1ij'a;fij~~~vfl1111.W.:~we~ L\l"llv.:~m -tlu'im1u1'UL ~il'U~~';j. i'VI cnilw'U5 ... 

tJ~ruru1U~'VI11li1nlill.l'VI1Uru9i~: l.l'V11i'VIm~EJPI~'Ufl~'U'VI1i1 1(;1J, 2554. ... ... , 

li1U'U'VIi ~~Ulil11. fl1111ij'mL~~1Lfl11:\1oti'v11~'Vl1.:!ail~~1fl SPSS.'Wl.JoWfl~~~ 11. , ... 
Q ...:::. ~ ~ 

m~L'VI'Wl.J'VI1'Ufl1: 'U~'IIL'U~e:J11LLe:J'UI'Wl, 2553. 
' 

'U~~m~ru tJ1~1'i'u'VIa~. fl1111.W.:~we~1lil"ttv.:~~nR1~vn111'l-1u'im1"llv.:~u'U1fl11vvl.lit'Ua1"llTthnJ1 ... 
"f11~1. i'VItnilw'U5tJ~qJ'lJ1U~'VI11~1nlill.l'VI1Uru9i~: l.l'VI1i'VIm~m1"1j.O!JU'1'U~l.JL~lil 

L:ij'1'W';i~El1, 2544 . 

.c:t oiCII. Ql X II q ~ ~ cJ QQ ff 

uru"ljll P11~~ml'l. fl111\laL'Uv.:I~'U. 'Wl.l'Wfl1~'VI 9. m.:JL'VI'Wl.l'VI1'Ufl1: ~11'VItn~1~'U, 2554. , " , .. 

uruL~EJ.:J "!llil1~~ti. ail~11ij'a 1. m.:JL'VI'Wl.l'VI1'Ufl1: w L~'U m1¥1l.l.W, 2542. (n) 
'... ' 

. ail~11ij'a 2. m.:JL'VI'Wl.l'V11'Ufl1: w L~'U m1¥ll.l.W, 2542. ("!J) ------- ' 
urulil~n'liru ~~~offEJil-r'UI'l{ fl1111oW.:!~v1lil"llv.:!~nR1~ij~v1:uu CRM "ttv.:~u'i'li'VILijv.:~l'Vla 

" ' ... 

l.l'V11i'VIm~EJP1~'Ufl~'U'VI1i1 1(;1J, 2550. 

'W'liru lii.:J~il(11~l(;ll'U1. fl11'U'i'VI11fl11(11~1fl fl111Lfl11:oM n~EJ'Vlfi LL~:fl11~1'lil'UL\I. , ' 
gQ.J.q/1( .q.., ,. 

m.:JL'VI'Wl.l'VI1'Ufl1: ~1'Un'Wl.l'Wl.l'VI11'VIEl1~EJli11l.lfi11~(111, 2554. , 

Lwru.li'r11 ~'U~1. ail~u1nlil. au~11"1juTil: h.:J'Wl.lwl.J'VI1i'Vlm~EJau~11"1ju1il, 2560 . .., . . , 
l.JUG'1ail tjqJiiPI~G'1~1. "-tlli!~EJ~ci.:J~~~afl11l.JVi.:Jvm hLL~~wq~m1l.l"!leJ.:Jun'VimL ~EJ1"1j111 'VIEJ~ii~a 

(11~11'1U(111~m 1 'Uel1L.nmh~'U ~.:J'VIl1'1U1~lii1U~~off'U5", 11".ii;l111"1f1n11 Veridian 

E-Journal. 6(1): 119-131; l.Jn11fl11- Ll.J'li1EJ'U, 2556. 

l.J'VI1i'VIcn~EJ';j1"1j.i1!J'Ufl';i~1';i';ifl. Vl61'nm1'l.l".i:"'f1al.Jw'U5. 

http://teacher.nsru.ac.th/e _learning/toon/chap6.html. 5 l.Jn11fll.l,2560. 

1~~fl'UG LL"liL~EJ. U\11ij'a~q~m111fl1".i1-tlu'im".i1 1-:ILL 111 fJW.fl1~fl11u'im1 ri1'U~al.lm1~~1fl 

u 'im 1LL~:fl ru fh ~ 11 it'U ~1~ ri.:~~~~ eJfl11l.l'Vi .:~w v 1 lil"ll e.:~~ n ~1 "'f11 ~1.:1"111 ~~1 oii . ... 
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http://stat.dopa.go.th/stat/statnew/upstat_ m.php.5lJn':i11"llJ, 2560 . 
., . 

11'11Urusn~~m'U. W:U'U1'Un'llJilU'U':i1'lfUruen~mu:n'U. vhJ~I"l-r~Vi 6. m~L'VI~lJVI1'UI"l1: elfl'\~1 • • ........ 
L:U1q.j'VIf'l'U, 2537. 

~~~n1m1 L~'ll1h:uu LL~~I"lru~.':i::Liia'U1~m':i1~a.m~L'VI~lJVI1'UI"l1: ~11~~~ m1~11~, 2547 . • 
111u.tlf'l1alJU'll1a~1~. "1911lJVi~~e~h'llt.J~~mtoS'u~m1'lleJ~ KTC Touch L'UL'll~n1~L'VI~lJVI1'UI"l1", 

'U ' 

11':iil1':in1':iL~'LI n1':ia~'VI'LI m':i~a1~LLa::m':i'U~,.,,':ili':in:u: lJ'H11'VIa1iil'ai'~a~. 2(2): • • 
1 06-124; L1J~1au - ijflu1a'U,2555 . • 

1L~a1 Ln~~~-H. fiiivn1':i1~a:m':i1~m;l~tlil~.~lJ~I"l~~~4. m~L'VI~lJVI1'UI"l1: L:U~rur:.m, 2543. 
, '\1 ~ , 1&1 

~!::!io I 0 .c:a. c:l ~ ~ .c:ICI ~ ~ 

1'VIa1 ~1'U511~fl~ LL~~ ~.n~ €!~1. 'lfeJ1':iLeJ3J - 'lfVLv3J'HE.I'U'HEJ1~n1':i~a1~. m~L'VI~lJV11'UI"l1: 
'U • • 

1~fl~lJ, 2547. 

i'VIm ~hu611~n~. n1':i'U~'H1':ifi11JJ~JJ-w'wianR'1: e~::hLta::mh~h. m~L'VI~lJVI1'UI"l1: LM~nvJ 
'U .. • 

~ ~ 
Le!~~'li'U, 2545. 

'U 

.n1':i'U~'H1':i (Manaaement). m~L'VI~lJV11'UI"l"i: Loe~i~L1Yl LB~~LI"l~'U,2546. 
------- ~ • 'U 

f'l~ 1~Pii'~u~. L'VIfiUflm':it.Uaa~iLi:Je~m':i1~EJ. iluutl-rutl1~LV11i. uu'VIul1'VIL'U1ij~n:u auL~e~i . ' 
1tl1Lm~~vJ, 2552. 

lii'n~~1 PI~Ji''VI11~.nru LL~~ tl116Vi~6 o'U1.iil"ltl~1'U'Uvi. "l"l11lJalJnuth~VI-h~l"lrum~m1u~m1~ ' . 
1~-runUI9113Jfi~~e! L:U LL~~I"l113.1Jlfl~'lle!~l"l'U 1.U: mruPin~111~~mU1me!fl'li'U 1 'UL 'll~ 

fl1~L'VI~lJV11'UI"l1 ", 11':iil1':i1~EJ lJ'H11'VIEJ1iil'EJ'tlv'ULLtl'U. 1 0(2): 160-172; 

fi';jfl~119lJ - 5'U111"llJ,2554. 

Pl~um ~1~'VIeJ~VI'U. i1:u~EJ~iiB'VI5wa~e~wq~m':i11 LLa::fl1111oW~we~1:u'tle~~~'U~Ulfl~eJfl1':iL.U .. 
'U~n1':i ~1u1'~~'LI L'LIL'tl~n':i.:JL'VIW111111'Lifl':i. i'Yimil~u6tl~ruru1m1Pin~1 . " " 

11vnurusn~: lJVI11'VIm~af'l~'UI"l~'U'VI11111'11,2555. 

P1~111ru L~~-r~u. m':i'U~'H1':in1':i~a1~EJfiL'H1i. m~L'VI~lJVI1'UI"l1: u~,;''VI 01111~11 \\'1ti'~, 2538. 
' ' 
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PI'U6oUel:!Jr!LLrl~l:5'tiLPI~~\inlil1 'VI~fl1l'W1fl11. (2558). iil"a'llll1't'f'~·1:wv~a1VIm'"a111'VI'afl11'W1fl11 2558. 
'\1 '\1 dol • ' 

http://goo.gVASAjml. 10 G'Wl1fi:W,2559 

LPI~~\im f'l:w~~~l~~ru. 'a1fi.:J1'U~'!IU~1~ 1 'Ufl\lfl1'a 1 'VJ'jfi1J'U1fl11"llv.:Jtll::L 'VIA1 'VIR ... ' 

flliln1~1 'VI~fi11'W1fi11LL W.:J"Ij1~, 2558. 

~mu'WL~:we.~r~e.~~~LLW.:J"Ij1~. mruffmt1 Best practices n1liii~1.:Jfi1111Vi.:Jwv1\ILLa:: . 
~ 01 ~fl.l II IV .q Q I q 

fl1111iii11W'Utln'Uaflfl1. n1-:JL'VI'W11'V11'Wfl~:~m'U'WLW11e.Jrle.Jri~LL'VI.:J"Ij1\Jl, 2548 
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"a1fi.:J1'U~11il~1~ 1 'Ufl\ln1l1 'VI"afil:U'U1fil11U 'H.:Jtl"a::L 'VIft1 'VIat!"a:::il1u (2557 -2558). 

n1-:JL'VIW1l'VI1'Wfl~: ~~otlcln1~~:ww, 2558. (n) 
' 

e.Jaf11lL matJL ViatJ'U~fl1'a 1 'VI'a'AW..iLfl~v'U~"llv.:J 1 'VIfl 1 'UL 1man, n1-:J L 'VIW11'VI1'Wfl~: 
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'IJ 'IJ 

vh'U 1'Ufl1111EJ.:J1'U.ffmJa 112J~.:J"il~ 1ll~m1~1lJ 1 i.ffeJlJa~.:Jn~11tlUUflflG"i.fl1EJ'Ufln~'U 1~ 1~a 1ll1~ 
'IJ 'IJ , 

084- 5163563 'VI~fl E-mail: naphat.hpk@gmail.com 

... .. 
'llflLL~~.:Jfl11lJ'UUt1fl 

'U1.:J~11'UJl'VI1 'VIfllJWna , 
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~vu~ 1 .Uv:w~~1h.l"llv~~~vuLLuuavum:w 
'II 'II 

fh~LL~.:J 1tJ~(;J1ciL~~tl~'VI:W1~ (I) ~~1uoziv~l1~~1Jl~~IJ11:W~11:WLthJ'l~~"lltl~vlTu:w1n~a(;) , 

1. L'VlPI ( ) 1. '111~ ) 2. 'VI~~ 

2. m~ , ( ) 3. 31-35 tJ ( ) 1. ~1fll1 25 tJ 

( ) 4. 36-40 tJ 

( ) 2. 25-30 tJ 

( ) 5. 41-45 tJ ( ) 6. 46 tJ~u1tJ 

( ) 1. '!Jm~~u/'!JnPimn ( ) 2. oU1~1'llfl1~/'Vl'!Jm1u1';Jia1vrn'l 
"" 

( ) 3. 'Vl'!Jfl~1'UU~~'VILtlfl'li'U ( ) 4. il~fi'lci'J'U~'J , 

( > 5. ~u 11 tJ~(;J~~'4 ............................................................ . 

( ) 1. ~1fll1'll~qjqj11Jl~ 

( ) 3. a~ni1tl~ruru11J1~ 
'II " " 

5. ·n~1~Lu~~vim~vu ) 1. ~1ni1 5,000 U1'VI 

) 3. 10,001 - 15,000 U1'VI 

( ) 5. 20,001 - 25,000 U1'VI 

( ) 2. 5,000- 10,000 U1'VI 

( ) 4. 15,001 - 20,000 U1'VI 

( ) 6. :U1flfll1 25,000 U1'VI 

( ) 2. DTAC ( ) 3. TRUEMOVE H 



'I "' .. d .,j 
b 'VI1fll'W'VILI'IG'!e:l'I.J'VI 

fi1~LL\I~ hh\111~Lf'l~a-nuJ1EJ (I) G'I-:J1u-da-:rh:J~t'l1-:Jnum1lJLU'I.J"ii~.:J"llmvi1'1.Jl.l1fl~"\11 , . . 
( 5 = l.l1nVi"\1l , 4 = mn , 3 = thunG'I1-:J , 2 = 1JaEJ , 1 = 1JaEJVi"\1l ) 

' ' 

e:l'I.J 1'111lJ'VIG'11fl'VIG'I1EJ"lle:l.:J 

tJ1~Lfl'VI/"'li1\1lauFh L -du LL Ylmn"i!l'h t 'VI1/L tJ1 LlJiu 

l 'VI1~'VfViLI'l~e:l'I.J~ 
I' Q q Q I 0 

2. fll'I.JEJ'U1fl11i lJI'l11lJ'VIG'11fl'VIG'I1EJ"lle:l'I'U1fl11 L "!l'I.J fl11"!!11~ 
'IJ 

f"i1'U~fl11 -ruu~fl11L~EJ1fl'U Lf'l~e:l.:J LLG'!~L tJ~EJ'I.J'U~fl11/~'I.J j 

.. ... 
fll'I.JEJ'U1fl11i 
'IJ 
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14. PI'UcJu~nT:i i :Ua'VI~oWLPI~a'1VI-run~:uan~Tnm~a'U/L tJ ~ 
'II • 'II 

L uafl V11l/Ei'1 tJ Fi1m uaiL~:U/L tl~tJ'U":il1 m~:u L~'UL U'U':i1tJ 
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Pl'U6U~f11'~"1 iinT~1l1't!hu 'U~U1 , 
f11) LotlU~f11'~'V11.:J L 'VIflilfl~1'U~1.:J 1 ~~~Wii'U 

Pl'U6U~f111 L 'V11Pl'V'IvlLfl~e:J'U~ , 
fh;}LL~~ hh~1aLfl~e:J.:J'VIlJ1EI (I) ".:JL'U"!ia.:Ji1.:J~I'l1.:JtlUfl11:ULU'LI~~.:J"lle:J.:J'Vh'Limn~a~ , 

cl ... v cl ( s = :w1nVJa~ , 4 = :u1n , 3 = ti1'Lif1"1.:J , 2 = 'Ue:JEJ , 1 = 'Ue:JEJ'VIa~ ) , , 

~ .. ... 
Pl'UEIU1f11 ~~'V11~1'U"lle:J:U""lle:J.:J , ~ , 
r;Jf1~1Lifm~'U L"li'U ~a ~a~~~~~a1~ L'V'IPI mE~ H , , , 

~ lf:l:lt. Q I 

2 Pl'UEIU1f111"1 f1111'l~l'le:J , 
oUe:JlJ(;lf111LotlU~f11) tl1~iilf111~e:J L~e:JLU'UoUe:JlJ(;l'VI"'.:Jf111"ll1EI , , 

3. Pl'U6u~f111"1 iim11l1'u~m1~·h'LIL"Il"L~EJmili'ILi{fl (Social , 
Network) L~mtl'U"!ie:J.:J'VI1.:JL'Uf111~e:Ja11 L"li'LI LLeJ'V'IoWr;J 

Lfli'LI L U'U~'U 

SMS 
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9. fllu6'U~nT~., nT~-:5'~rhm11lJ m11i.:J1'U"!.IH~ 
'IJ 

~n~1 L"li'U fi'ln11lJLI'l~B,!JLn1LL~nLfl~eNL'VIl.i 
'IJ 

11. fil'U~'U~m1., t-Hm1l.lri1~ru 1 um1-:5'~v'i1i1'U~1/'U~m111 
'IJ v 

ri1vri''U~n~1ViLfl1'1!tLtl'UB.fii1'VIthuvn~'Uflfl~ ~ih~fl~nm 
'IJ • 



.:::1 .::. ~ .J cu 4 1 !I~J.I ~.q :'r "~ d .c:l 
(;leJ'IJ\'1 4 fi111Jfi(;JL 'VI'IJLml1 fl'Ufi111J'n.:J'Vlel 'oil"lle:J.:Janfi1'Vl ~ "'lf'I'IJEJ'U'ln11~ 'VI'lf'I'VfVILflae:Ji.I'Vl 

" " 
fi1;iLLlil.:J hh~ 1riLfl~e:J.:J'V11J1EJ ( I ) a.:J 1 u"!ia.:J-:i1-:J~(;J'l.:Jn'llfi111JL tl'LI-.u~.:J"lle:J.:Jvi1'LI1J1n~a~ , 

.J v vel 
( 5 = 1J1n'Vla~ , 4 = 1J1n , 3 = tl1'Lina1-:J , 2 = i.le:JEJ , 1 = 'Lie:JEJ'Vla~ ) , , 

3. m11-H'll~n11(;111J~1~'Utia'IJ'VIa.:J L"li'IJ m1l-HtJ~m1 

(;111J~1~'U~h 

118 



.n1fi(:..J'l.l1n "tt 

bb uu lJ171~~eu bfl~v~iie1~a LlJla~ b ~a1"lf1t;mf1VIi'u~ Tu1~ a 
'II .., 
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LL 'lJ'lJiij11~6fv'U Lfl1v.:Jiie~1~ a lfl ali L ~EJ1'tf1 ru'h'"~'U.:J1'LJ1~a v ., 
II II .., 4 

n11fl'LJfl11el6f1:: L 1el.:J 

flfl EJ\'15n11iij fl11ij LL6'1::011'U'i'"116'1 n fl1a11W'LJ5 vf ij~fl ~ el fl1111oW.:J'Wvl~'Uel.:Jfl flfl1vf f'l'LJm otl'U'ifl11 
' 'U 'U v 

'i" ~ " "" ..1 L \'11f'l'W'VI Lflflel'LJ'VI 

MARKETING STRATEGY AND CUSTOMER RELATIONSHIP MANAGEMENT 

INFLUENCING CUSTOMER SATISFACTION OF MOBILE PHONE CENTER IN UBON 

RATCHATHANI PROVINCE 
cl If ~ .., 3 
L'W'LJ e:J1\11':i'CJ l'l':i.L'Wqjilfl':i 'W'Um 

m':ii~CJFI~.!lLU'L.Im':ii~m;a.!lu':i':iCJ1CJ ii11ijCJtl':i~&'l.!lfi1'L.Im':ii~CJ~v 1) L~vi"in~1':i~~uu\J~m+:~'LJ 
' 

L'VI':iM'WvJLFI~v'Uvf 2) L~mtl~CJtlL'Vivuu\J~mb'UtJFIFifl ~ij~vfll1~~-!l'Wvh-ne~.!lftfl~1~1-&'Pl'UVtJ~m':i 
' v v 

L'VI':iM'WvJLFI~eJ'U~ 3) L~vi"ifl'li1Fil1~~11W'Uth~vd1-!lU\JiCJnfiCJ'VIGn1':ilijfi11'1LLfi~U\JiCJm':itJ~'VI1':iflfl~1 
' v 

~~i'UG LL6'1::Fil111~-!l'Wel 1\1-na.!lft fl~1~1-&'P1'UVU~n1':i t 'VI':iM'WvlLFI~a'U~ 4) L~ai"i fl'li1U \Jimh'UtJ Flflft 
v v ' 

i1 \li vnf!CJ 'V1Gfl1':ilij 6'111'1 LLft~u \Ji CJfl1':itJ~'VI1':ifl n~ 1~ ~i 'UG~ ii t:-m ~ afll1~~ .!l'Wa h-na-!16'1 n~ 1~1-&' 
' v v 

L'Ufl1':i~1LU'Ufl1':ii~viim':i&'l~1-!l~rnilamm'Um':ii~CJ ~a LLuuaaum~ (Questionnaire) Ltl'U 

LFI~a.!lila1'Um':i'Lnmlmlmal;]flii~m~uumtlw11ij':i1'b'Utl':i~~1ru~1 (Rating Scale) 5 ':i~~u :51'Ul'U 46 -ira 

LFI~a.!liJai ~ CJ 1~ :5-!l"l!aL~CJ'UL ;a UJvJ1'ULU'U~ L~ CJl'111ruiij':i'"J\J&'fatJFI Ulil1'WLFI~a.!l1Jai i CJ LL6'1~"l!afld1~mru1 
Ill 'U Ill , , 

vJ1'U1mtl':il'liij':i'"J\J&'fatJFIUJil1'W"l!a.!JLFI~a.!liJai~CJLL~fl~lija'lJiij1~Fl1~LL\J.!l 'VI1nii-iJ'aL&'I'UaLL'U~'VI~aLda-iJ'a • 
Fi'1m~'Waal'lfl~a.!lnunu~.!l~ll-!111'lvr~am1~ll.!lvr~1CJ"lla.!lm':i11'1 ttl':ii'IL~CJ'Ufl1LL'U~'Il11'Um':itl~utl':i.!lfl.!lL'U ' . . 

... "" 
"llaLL&'fl'l.!lfll1~'UtJtla 

('U1-!l&'f1l'UJl'VI':i vra~Yinft) • 

L'VI':i 084-5163563 E-mail: naphat.hpk@gmail.com 
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\Jiv'U.vf 1 ie~:!J~vY1 1 '\.J"llv~~\JieJtJLLtJtJi:fvum:!J 
'U 'U 

f'h;i'LL"~ 1 '\.J1~ 1G'iLf'l~eN'Vf:!J1EJ ( I ) ~~ 1 u'lie~~11~~\JI1~\JI1:!Jf'l11:!JL U'IJ-;J~~"llv~vhu:!J1n~~~ • 
1. L 'WI'I ) 1. "111 EJ ( ) 2. vrtij~ 

2. el1El • ( ) 1. ~1n-:i1 25 tJ 
( ) 4. 36-40 tJ 

( ) 2. 25-30 tJ 

( ) 5. 41-45 tJ 

( ) 3. 31-35 tJ 

( ) 6. 46 tJ~u1'\.J 

( ) 2. i111"1ln11/'Wun~1'1J1'~1a1vrn-;J ... 
( ) 4. 51fl-;JG'i1'1Jvl1 • 

< ) 5. ~'IJ!L'\.J1~1~'4····························································· 

( ) 1. ~1n11'\.J~qjqj1\JI~ 

( ) 3. a~n11'\.J~ruru1\JI~ 
'U ...... 

5. 11EJ1~Lu~EJ~m~v'IJ ( ) 1. ~1n-:i1 5,000 tJ1'VI 

( ) 3. 10,001 - 15,000 tJ1'VI 

( ) 5. 20,001 - 25,000 tJ1'VI 

( ) 2. 5,000 - 10,000 tJ1'VI 

( ) 4. 15,001 - 20,000 tJ1'VI 

( ) 6. :1J1nn-:i1 25,000 'U1'VI 

6. Lf'l~e:J~1EJm~tJ~n11~Vh'IJ1~ ( ) 1. AIS 
'U 

( ) 2. DTAC ( ) 3. TRUEMOVE H 

" A11:!J6feJ~Ai1'v~"UeJ~LUeJ'Vf1 1~f'h IOC 

1 aa~f'l~a~ o LuEJI -1 hiaa~f'l~e:J.:J 



'i .... ~ "" cl 
~ 'Vl~I'I'W'VILrtafl'IJ'Vl 

fli1~LLlil.:J hh~1"Lrt~B-!I'VIlJ1~ (I) rt-!!1'U"lia-!!i1-!!~(;J'WltJrtl1lJLthJ~~-!I"llB-!!Vh'UlJ1n~?~~ , 

' ' 0 l.c:~t. CLIQ .c::i IV 4 

n1~'111~~rt1tl~n1~ ~tltJ~n1~Lfl~lfltJLFI~B-!I mt~ 

L '\.J~~'Uu~m~/~'U 1 
6' q .<:::ill 4 I IV 

3. ~'U~tl~n11i lJflUiil1'WLFI1B"ll1~LLrt~?!qjty1fll 

on~L~'U 

L'VIlJ1~?1lJ (eJ(;J11~1tJ~n11LL~mn~11CJL~B'U/LL~n 

Ln~L~l.JL~'U) 
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... "' fi113JfUlLV11J 

"' 9. ~r:m.JL 'WEJ~'V-IeJLI."'~~'~'HlU 

1~u~n1~~eJ~~u6u~n1~, 
'II 

(10.00-20.00 u.) 

12. ~u6u~m~"1 iim~L~'ml.l1'lh~"ll1i3-l'W'uthiTJ~1~~1ti 
'II 

~e1~1~1 L"liu LVJ~-.1~'11 LLC-JuihEJt~~ru1eJ~1~~mtim 

~ 4. c:iCIIt. C11t. q 0 t.1 I II 

14. ~tiE.I\1101~"1 3J~VIti'V-IL~~1'VI~Un"'3J"'nl'l1~1EJ 
'II , 'II 

L~eJ'U/LU~L\JeJTim.i/51EJf'i1EJLUeJiL~WLtl~Elti~1n 

L~3JL~tiLUti~1E.IL~eJtieJEh~~~1~3JeJ 

~ "' 17. ~tiEJ~nTI"1 
'II 



~11 'VI':iLL~~nT~ 1-tlu~nT:i'V11-!lL 'VI1"1Ufl~1'lJ~Jh-!l 1 ~ 

ifiL"ii'lJ 

... "' fl1111 fl fl L 'YI'U 

124 
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(;JeJ'lJ~ 3 FI111Jfi~L ~'lJL~El1 nUn1'iU~VI1'i"nf'l1~1JoW'Ul5~ijc.J"vlvfi111Jfi.:JVlv 1 ~"llv-3" nf'11vh otlU~n1'i 

t ..... "" .,j 
VI 'i P!Vl'VI LFI" v'l.l VI 

~ ~ 

f11~LLlil.:J hh~1~LFt~a.:~'H1J1EJ < 1) ".:~lu"lia.:~11.:~~(;)'i.:Jnum11JLU'U~~-!I"llv'l'vhu1J1n~~~ • 

... "' FI113Jfi~L'H'lJ 

.. "" 2. PI'UEJU'in1'ii n1'i 
~ 

~~via ila1l"m'i1-&'u~m'i 'lh:r)~m1~v L~mtJu 
~ 

3. PI'U~U~n1'ii ijm11oHU~n1'iC·h'UL"IIL~El"L,j(>)L11FI 
~ 

(Social Network) L~mtJu"lia.:~VI1.:J1um1~eJ~11 

L "liu LLvVl-rimFt.a-u L tlu~u 

~1'U'VI1-l SMS 

. " 
~:::~1n~U1t1~Wliu 



""" "' nu"mn 
" 

. . 
II I ~ odl I 4 

\11'U"llv'mnrn L"ll'U fl:ijf11~11Lf'l~v\1Lfl1LL"mf'l~m 
" 

1mJ 

1thl1Jiu a'VJ5"WLPimi1\lj 1-H'LLn~n~1L~a\11u 

lama'WLPimi1'1 i 

11. ~u6u~m~, 1-H'f'll1:wa1~f1! 1 um~~~rvi1au~11 

U~fl1~ 1 ia1'V!-ru"fl~1'WLPI~L U'U ai1a'VIBLil~1 ~ 
" 

,. q q q ~ 

12. ~'UEJU~fl1~i 1Jfl1~1'WII'l1:W aaum:wf'll11J~\I 

~a h 1'Ufl1~1J1L-&'PI'U6U~fl1~ L 'VI~~WVlLfl~eJ'U~'IJeJ\1 
" 

126 

... <$ 

fi111JflftLVI'IJ 

ll.d 
'Uil~~L 'tltl1'tl1ty 

+1 0 -1 



cl ""~... ... ., 'I "~!''"" 1 ..... "" ... Plti'LI~ 4 fi111Jfi(;)L 'VI'LILflEn flUf11111'W.:J'VHH'iiJ"lleJ\I~ flfi1'VI ~ "lltJ'mT~· 'VI~PI'W'VILfl~eJ'LI'VI 
" 

fh1fLL\I~ Ltb(;)LriLfl~eJ.:J'VI:W1~ (I) ~\IL'l.l-da\ll1-:J~PI~.:JtiUfi11:WLthJ'iiJ~.:J"llti\I'ViTU:JJ1fl~~(;) , 

"" fi1111W\IW 

3. fl1~L~U~fl1~P11:W~1~Una'l.I'VIGl.:J L"li'LI fl1~ 

L~U~fl1~~1:W~1~UR1 

8. m ~U~fl1~i1fi11:WL~:W L'iiJu~~fi11:W'W~eJ:W 1-um~ 
" 
L ~U~fl1~eJ~1-:J~.fl1'W 

' 
9. 0~u~m Gl~fl~'iiJ~~tum~tJl)'lM 

'VItJ1~ L-du 1~"lla~.:J~auu'VIu 1~~uauuu 1~'1111 

~~tJ~~ 1~"ll'l.l1 'l.I'V11-:JlJ"l!au 

... ..,; 

'tla\I~L'tl~'l'tnru v ... 
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................................................................................................................................................................... 

................................................................................................................................................................... 

................................................................................................................................................................... 

.................................................................................................................................................................. 

............................................................................................................ 
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rua1. 2553 - 2556 trqJ=iiurusn~JJ 

'W.PI.2558 - il:ir;auu , 

Device Sale 


