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ABSTRACT 

TITEL THE ELECTRICITY CHARGE PAYMENT CHANNELS BY DIRECT 

DEBIT AFFECTING CUSTOMER SATISFACTION OF THE PROVINCIAL 

ELECTRICITY AUTHORITY, UTHUMPHON PHISAI DISTRICT, 
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The purposes of this research were to determine (1) individual characteristics 

that influenced their satisfaction of the electricity charge payment channels through 

direct debit in Uthumphon Phisai district, Si sa ket province, (2) analyze the 

relationship between electricity charge payment channels through direct debit and 

customer satisfaction and (3) analyze the influence of electricity charge payment 

channels through direct debit on customer satisfaction. This study was collected by 

the completion of a questionnaire from 124 consumers who pay electricity charge 

payment through direct debit in Uthumphon Phisai district, Si sa ket province. 

Statistics were percentages, frequencies, means, t-test, F-test, standard deviation, 

correlation and multiple regressions. 

The results revealed that (1) individual characteristics in terms of age, status and 

education influenced on customer satisfaction of the electricity charge payment 

through direct debit with a statistically significant value of 0.05, (2) the electricity 

charge payment channels through direct debit correlated with customer satisfaction 

of the electricity charge payment through channels direct debit with a statistically 

significant value of 0.01 and (3) the electricity charge pay fees and the serving 

personnel for request in the first time influenced the customer satisfaction of the 

electricity charge payment through channels direct debit with a statistically significant 

value of 0.01. This may explain the changes of perception process with the 
2 

percentage of 82.9 (R = .829). 
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" 
"1l11~1"i1m~ LL'11 vJ.W1~1'U'1ie:J-:i'Vl1-:Jfl11'1XflUqJ:tiL1'U~1fl5'U1fl11 51 

4.14 L\J~vu LViV'Ufl11l.JVi-:i'Wa t"il'l.la-:icTI iu~m1"1111~l"i1m~LL'11 vJ-W1 
" 

~1'U'1ie:J-:i'Vl1-:Jfl11'1Xni.Jru:SL1'U~1fl5'U1fl11 '11LL'Ufl~1l.Je:J1V 51 
~ ' 

4.15 LU~V'U L Vi V'Ul"i1 Lu~ V11 vl"ifl11l.JVi-:J'We:J l "il'l.le:J-:JITT iu~m1'811~fi1 m~ LL'11 vJ-W1 
" " 

~1'U'1ie:J-:i'Vl1-:lfl11'1Xni.Jqi:ti L1'U~1fl5'U1fl11 '11 LL 'U fl~ 1l.J'1i1-:im~ 52 

4.16 L \J~v'U L Vivufl11l.J.W-:iY1a l "il'l.la-:icTI off'U~n11"1111~l"i1 m~ LL'11 vJ.W1~1'U'1ia-:i'Vl1-:i 
" 

m1'1Xni.Jqi:SL1'U~1fl5'U1fl11 '11LL'Uflml.JG'ltn'Um'W 52 

4.17 L U~V'U L Vi V'Ufl11l.J LL~ fl~1-:iioi1 Lu~ V11Vl"ifl11l.JYJ-:J'We:J l "il'l.le:J-:J ITT off'U~fl11"1l11~ 
" " 

l"i1m~ LL'11 vJ.W1~1'U'1ie:J-:J'Vl1-:Jfl11'1XflU qi:S L1'U~1fl5'U1fl11 '11 LL 'Uflml.JG'l tn'U.fl1'W 53 

4.18 L \J~v'U L Vivuf!11l.JoW-:J'Wa t"il'l.la-:icTI i'U~m1"1111~l"i1 m~ LL'11 vJ-W1~1'U'1ia-:iV11-:i 
" 

m1'1Xni.Jru~L1'U~1fl5'U1fl11 '11LL'Unmm~~um1Pim~n 53 
~ 

4.19 L U~V'U L Vivu fl11l.J LL~ fl~1-:Jfl1 Lu~ V11 Vflfl11l.JVi-:J'We:J l "il'l.le:J-:JITT iu~n11"1111~ 
" " 

fi1m~ LL'11 vJ.W1~1'U'1ie:J-:J'Vl1-:Jfl11~flU'lJ:ti L1'U~1fl5'U1fl11 '11 LL 'Ufl~1l.J1~~'1J fl11Pi fl'l~1 54 

4.20 L \J~vu L Vi vum1l.J-W-:i'Wa t"il'l.la-:icTI iu~m1"1111~l"i1 m~ LL'11 vJ-W1~1'U'1ia-:iV11-:i 
" 

m1'1Xni.Jru:SL1'U~1fl5'U1fl11 '11LL'Uflml.Ja1:SY1 55 
~ 

4.21 L \J~vu L Vivufl11l.JoW-:J'We:J l "il'l.la-:icTI iu~m1"1111~fi1 m~ LL'11 vJ.W1~1'U'1ia-:i'Vl1-:i 
" 

fl11'1Xni.Jqi~L1'U~1fl5'U1fl11 '11LL'Uflmm~~'IJ11V 1~ 55 

4.22 L U~V'IJ L ViV'Ufl11l.JVi-:J'We:J t"il'l.le:J-:JITT iu~m1"1111~fi1 m~ LL'11 vJ-W1~1'U'1ie:J-:i'Vl1-:J 
" 

m1'1Xni.Jqi:SL1'U~1fl5'U1f!11 '11LL'Unmm~~ufi11 vJ-W1Lu~v~m~a'U 56 

4.23 L \J~vu L Vivu fl11l.JVJ-:iY1a l "il'l.la-:icTI iu~m1"1111~fi1 m~ LL'11 vJ.W1~1'U'1ia-:i'Vl1-:i 
" 

m1'1Xni.Jqi:SL1'U~1fl5'U1m1 '11LL 'Unmm~~ul"i11 vJ-W1Lu~v~m~a'U 56 

4.24 61~Ut-J6'lfl11i Lfl11~i.1~l.JU1~~'Vli'1'Vf~l.J~'U5 (Correlation Coefficient) 57 



4.25 

4.26 

4.27 

fl11l'l11"il?la'Ufl11l.l'1l.l~'Ulh:::vd1\1~1LLtJ1a?11::: (Multicollinearity) 

fl11l Lfl 11:::~fld1l.Jfl~ fl a tJ L ~\l'W'Vt61J 8\1~1LLtJ16111.JtJ 1:::?1l.J'V11\Ifl11916'l1~ 
' 

51n"il'U~rn161Ja\1"1la\l'V11\I rn1"1111::: L~'Ufi1 m::: LL?l1 vJ~1 l~ ti rn1irrruru~ 
' v 

L~'U~1n5'U1fl11~iil'iafl11l.J~\l'Wa1 "il61Ja\lm i'U~rn1"1111::: L~'U 
" 

fi1m~ LL?l1 vJ~1fatirn1irnu11J;L~'W~ 1n5'U1fl11 

?11tJe..16'lrn1'V1~?1a'U?1l.ll.l~~1'Un111..ijti 
' dJl 

II 
'Vl'U1 

58 

59 

59 



"" .f11'W'Vl 

1.1 

5.1 

ma'ULLt.11f1~1 um1Pi'mn 

fl1el'U bb t.!1fl~"lim'Vl1\I m1"1111~ b~t.1fi1m~ bb'11'V'lvh1~ eJ fl11~fluqi"li 

L~u~1nlit.111"111 ~l1~~9lam1l.l-W\IV'la h'lla'lrn-ti'U~m1"1111~ fi1 m~ LL'11 'V'lvh 
" 

II 
'Vl'U1 

5 

64 



d 
'U'Vl'VI 1 

0 

'U'Vl'U1 

1.1 fl1111bU'U111 bbf!::f11111a1~ty'tleHIUty'Vl1 
rn-a 1 vJvh?iTWJii.n11"1 (PEA) 1~-ri.m11ria~~~'Ub ll'Ua~f1rn1Lam 'Vll31\911lJ'W1~11"11fl'J~~rn ~~1 ~ 

11\dai''U~ 6 ii'U11°1lJ 'W.131. 2497 bb~~'l.J1~rnl311'U11"11n"il"il1'Ub'l.Jfl~1 bda1'U~ 16 ii'U11°1lJ 'W.131. 2497 • 
ilrn1LL~~~~l°1ru~ m1lJfl11~m ll'U~mu 1°1lJ rn1u'1V111a ~.n1ti1~ rn1m'l.Jl°1lJ"!Ja~ mlJ 1mn b 'Vll31'1.J1~ 

\I • \I q 

m~'V111~lJV11~ 1 'VI ti bb~~-r;iu1~ fa tiii-r;jlJ'U\91~11rn1m~'Vl11~lJV11~1 'VI tJ iirl1'U 1"iJ n1nu 1~ tivi'11 u ... ... 
a~f1rn11 vJvh?i1'U.nii.n11"1ii'Vl'U'l.J1~ b~lJmlJflf1V1mti'<il1'U1'U 5 ~1'U'l.J1'VI ilrn-a 1 vJ~1ati"l 'U1"111lJ~ Lb~ cu , 'dJ \I 'U 

'11'U1'U 117 LLvl~ "il1fltY'U rn1lvJ~1?i1'U.niiml°1 ~'Vlu~m1"11 2503 ru 1'U~ 28 tl'UtJ1tJ'U 'W.131. 2503 
'IJ • 

1~ ti-rrnl'N.n11n"il~a"il1fla~f1rn11 vJ~1?i1'U.niim1"1lJ1~1 b U'Urn1a~1~~a b ~a~ 1~tiil1191 ~'l.J1~~~fl'VI~ fl 
'IJ • 

~a fl11e.i~\91 m1~~1m~m ~~?!~ Lb~~fl11~~'11V1tl1ti~~~~1'UlvJ~11~LLrii.J1~"111"1l'U u1n"ilLL~~ • 
a191~1V1m1lJ~1~ 61 1m61ll91'11V1tl1ti 7 4 ~~V11~vi'1u1~b 'Vll31 ti m1'U m~b 'Vl'WlJV11'Um 'U'U'Vl'l.J~ Lrn~ 
" I " , 

~lJ'V11'1.J11rn1 maul°1~lJ~'U~ fll1 510,000 191111~ti1mlJ\911 'Vl~a~~bll'U~ati~~ 99 61Ja~~'U~vi'1 • • 
'l.J1~L'Vll31 (rn1lvJ~1?i1'U.nii.n11"1, 2557: 3-5) 

'IJ 

m11 vJ~1?i1'U.nii.n11°1bblJ"il~ b ll'Ua~f1m"!Ja~-r~~ii1~lJ~ bb~1~V11n1l1L"li'Uu1n"iJ bafl"ll'U bb~~~d 
\I dJI q , 

lil31'Vl1~bb~~u'Vlu1'VI rn1~1bU'U~1'U1 'Ua'U11°1\91 rn-a 1 vJ~1?i1'U.nii.n11"1lJ~ b u'Urn1L ll'Ua~ f1 m~iifl fl~1 b ll'U 
'IJ • '\i 

131'U~flm~ (Customer Centric Oroanization) 1~ti\91e:J'l.J~'Ue:J~1°111lJ~e:J~fl1161Je:J~~fl~1'Vlflfl~lJb~a 1 ~ 
\I ::> 'U , , 

bfl~l°111lJ~~'Wah ~~1~m1lJ.ti'fl~~nueJliu'1rn1 (Customer Loyalty) -rfl~11°111lJ"'lJoW'UG~~ 
1~V111~~ fl~, LL~ ~a~f1fl1 Lb~~~ ~1~.n 1~~ fl~ru~~ Lbria~f1 fl-a 1~ ti L ~lJ ~lJ11~'U~ Lb~ ~u-ruu 1 ~ 

'IJ • 

'l.J1~~'VITI.n1~rn11~u1rn1a~1~~m~a~ (rn1lvJ~1?i1'U.niiml°1, 2557: 13) 
'IJ 

D"il"ilU'U ~1m 'Vl1°11 'U fa~~Vl'U'1irtimfl~'U rn11 vJ~1?i1'U.niiml"1l~rl1'U1tim1lJ'1~mfl1 ~~fl~1 
• 'IJ 'IJ 

b~afl"ll11~~1fl1~bb~1 vJ~11~'V1~1tJ-da~'Vl1~ ~~.a ( 1) 131'U~'l.J'1fl11~fl~1fl111 i"J~1?i1'U.nii.n11°1 (PEA 
'IJ 'IJ 'IJ 

Front Office) bbU~blJ'U '11-Urn1'Urn1lvJ~1?i1'U.niiml°1 u'1nrul31'U~fl11~1offm!1 1~u'1rn1Ll"l~a'U~ 
'IJ 'IJ 

(Mobile Front Office) (2) ~1'U~1 Lb 'Vl'Ubn'l.Jb~'Um~-rrnb~~~~"il1flrn11 vJ~1?i1'U.nii.n11"1 (3) 1 'Vl-a~'WVi 
'IJ 

bl°1~e:J'U~ bO'W1~~fl~1vhi1:mu AIS bb~~ True (4) ~1'U~1bb'Vl'U"il~'l.J1rn1 b-d'U bl°11tJb\Pla1 b61la11'1 
'IJ • 

u1,;-'VI maVi '11n~ (lJ'Vl1"1l'U) u1,;-'VI b~~'1u1ti '11n~ u1,;-'VI Dfl~ 61lbua1b~'Ub\Pla1 '11n~ (lJ'V11"1l'U) 
'IJ 

u'U11"111m~1'Vlti '11ti'~ (lJ'V11"1l'U) u'U11°111fl~m1'Vlti '11ti'~ (lJV11"1l'U) u1,;''VI 'Vl1 iJ'U~ '11ti'~ u1,;''VI 
• 'IJ 

1i.J1~tllti1'Vlti '11ti'~ u1,;''VI bba~11'U61l b~lJbU~ '11ti'~ bb~~u1,;''VI be:Jfl--titi ~'1'Vl'1'01-&'U '8'1b'VllJ '11ti'~ 
(5) -Hflut1J~b~'U~1flu'U11°111 (6) -Hfluqi~u\91-abm~\Pl bb~~ (7) ~1'Uu'1m1u'U11°111aa'U1m1 (bbe.J'U 

fl"ilfl11"'~1°1lJbb~~~~bb1~~alJ m1lvJ~1?i1'U.nii.n11"1 b"!J\91 2 .f111°1\91~1'Uaarn5ti~L'Vli1a ~~Vii'~ 
'IJ 

el'l.J~11"1l51i1, 2558: 8) • 
rn-a 1 vJ~1?i1'U.niiml°1 rl1L.naa'VllJ~1Yi"'ti ~~'Vl1~131~~~ bfl~ b U'U'VltJ1tJ~1'U 1'U"'~ti'~rn-a1 vJ~1?i1'U 

'IJ •• ... ' 

.niim1°1 b"!J\91 2 .n11"1\91~1'Uaam5ti~L'Vli1a ~~V11'~au~11"11u1i1 ~~a~Vi 677 'VllJ 7 ~'U'Ul31~'1.Jru~a 
\I • '\J \I q ti 



2 

~1'\J6'ttl1 LLYM eJ1 L.fleJeJ'VllJ'W1Vi~tJ ~'l'V!1~f'f~?f~Ln~ ii'VfU1~1''1.J~~"lleJ'U~1'1.Jn11~1'V!U1tJn1~LL?f1 Ylvh •• 
m1"Um tJ1~'1.J'Uli!1V1u1 tJ m1~~~ .:in bin e:i1 m1 LLm "Uu qiV11 b~ tJ1 n'Um~ LL?t1 vJ.Yh-rr~-li'e:i.:i LL6't~m11''1.J 
"1111~fi1m~LL?11'V'J.Yh \11n-li'e:ilJ6'1L~eJiJln6'111°llJ 'W.f'f. 2558 iimm'V'JYJ1~.:J'V!lJ~ 38,129 11tJ bLU'lL'UiJ v • v 

'V!U1tJ.:i1u11"1Jm1 416 11tJ 1'~1?11'V!n\J 70 11tJ LBn"1Ju11tJ1m1:l 34 11CJ LL6't~Le:in"1Ju11CJ~eJCJ 

3 7 ,609 11CJ (m11 'V'JYJ1?f1iJ.fliJ.f111°1eJ1L.fleJeJ'VllJ'W1Vi~CJ, 2558) v •• 

.LJ'e:ilJ6'1 m1 t -tl'IJ~m1"1111~fi1nw LL?f 1 vJiJ1"Ue:i.:im -tl'IJ ~m1 m11vJYJ1?i1u.fliJm1°1a1 Lfl e:ie:iV1lJ'W1Vi~ CJ 
\I \I \I ". 

~'l'V!1~f'f~?f~Ln~ ~1iJ"lit1'l'Vl1'l~1'l1 L iJL~eJiJ~6'111°llJ - 'Wqf'f~n1CJiJ 2558 ln1lJln111'lLL?f~'l~'ld 

l'l111~~ 1.1 "ii1'U1'UVt;lfhm:::LLfl1ww1~"111:::~h'U<tiv~'Vl1~~1~6] L'UL~el'IJ~t;11fliJ 2558 

<m-a1 ww1a1'U1Jii.n1flil1 Lflv~VJ:UYi1waa, 2558) 

"" "" "" L~el'U L~el'U L~el'U 

tl'UEJ1EJ'U 2558 IP!t;l1fl:U 2558 Viqf1~n1EJ'U 2558 

'11tl'n.:i1um11 'V'JYJ1?i1w;ii3.f11l°l 

el1 Lfl eJ eJ'VllJ'W 1-Vi~ CJ 

15,905 11CJ 15,333 11tJ 15,911 11CJ 

•• 

... "' "" Ind LL 'VliJ Ln'IJ L'liJ 23,854 11CJ 24,03111CJ 24,426 11CJ 

2,722 11tJ 2,724 11tJ 2,583 11CJ 

137 11tJ 138 11CJ 146 11CJ 

L 'U?i1'UoLJBl;Jflm1"1111~L~'U~Tu"lie:i.:iV11.:i~'U 1 (L 'V11~'Wl°1Ll°l~eJ'U~, umLl°11~1n LLfl~ 'IJ~m1u'U11°111 
e:ie:i'U 1m1) ITT~CJiioff e:i~1n~ 1 'Um1L i1~.:i.LJ'e:ilJ6'1 v v 

\11 noLJBlJft n11L i'IJ~m1"1111~ fl1 m~ LL?t1 'V'JiJ1"UeJ'l «l i'IJ~n11 n111 vJYJ1?i1'U.fliJ.f111°leJ1 L.fl B v v v 

B'VllJ'W1Vi~tJ ~.::i'V!1~f'f~?f~Ln~ ~1'U'lit1.:J'Vl1.::1~1.:J61 L'UL~B'Ulnft11°1lJ - 'Wnf'f~n1CJ'U 2558 'W'\Jl1 
• " I • ul 

'1it1.:J'Vl1'l~ij m otl'\.J~ n11lJ1 n~ ?I ~~ti 'liv'l'VI 1.::1m1"1f11~ L~'U~ 1'U \911 LL 'Vl'U btl'U L~iJ ~1~1''1.J LL~'l ~'l\J 1nn11 
v • 

1vJYJ1?i1'U.fliJ.f111°1 ~1'U1'Um-tl'IJ~m1Lo~CJ~.::1 3 L~B'U ~e:i 24,100 11CJ L~e:i.::i\11n~'U~m1tmvJYJ1 v v 

?i1'U 1 'Vfrue:iCJ1 'UL "Uln"ll'U'U'VI m11vJYJ1?i1'Ufli1ml°l~.:ia1'U1CJl°111lJ?1:::~1n1~tl1~"111"1J'U1~wm1?i.:i~1 LL'Vl'U 
~ v v 

Ltl'\J L~'Ufl1n1~LL?t1'V'JYJ1e:ie:in1 tl'IJ~n111n1lJ'V!lJ,j'1'U ~.:id m1 t ~'U~n11 L 'U'lieJ'l'Vl1.:Jdiie:i~ Lil'W1~~1'\J6'1~ v v 

B~'UeJnL "U!nl911Lifo.:ia1LfleJeJ'VllJ'W1Vi~CJ b vi1i!'U Lb6't~m11 ~'U~n11"1JeN~1 LL 'Vl'Ubtl'\JL~'U\J~ 1 ~'\J~n11LV1CJ.:i v •• 

L~eJ'Ufl~ 1 1°1~.:i '1ie:i.::1V11.::i~iim11-tl'IJ~m1mmll'UeJ'U~'\J~ 2 ~e:i '1ie:i.::i'Vl1.::im1"1111~~'11tl'n.::11'Um1 



3 

1v.J~1ii'iTUillJil1flel1Lil€l€l'VllJV'f~·~'1CJ "il1'U1'\.JLU~CJ~.:I 3 L~e:J'U f'ie:i 15, 700 11CJ LL'1t"il1n-rre:i:i.J'1fl111i 
\I , , \I 

u'1m1"1i11trhmt LL?f1 v.J~1"1m.:ierl iu'1m1m11v.J~1G'i1w1ilil1fl1'U"lie:i.:i'V11.:i~'U61 "il1'U1'Urn-tiu'1m1ii 
"' \I I \I 

fl11:1.J~1.:in'U:i.J1n l~CJ-de:i.:i'V11.:i~iim11iu'1m1:1.J1n~?f~Ltl'UeJ'U~'U~ 3 LL'1t 4 fie:i ~1'U~1LL'Vl'U"il~ 
' ' 

u'1m1 ii"il1'U1'Urniu~m1Lu~mf;CJ.:i 2, 100 11CJ LL'1t~n~1mYrn~u'U1fl11 iierliu~m1Lu~mf;CJ.:i v ·~ v 

140 11CJ 

"il1n'U lCJ'U1CJ611 e:i.:i~u~vi11m11 v.J~1G'i1'Uililil1flel'1 Lil e:ie:i'Vl:i.JVi1~'1 CJ LM CJ1 nu m1'1J~mh.:iflruil1Vi 
'U \I • • , , 

m11 ~u ~m1"1i11t L~'U f11mt LL?! 1 v.J~11~ CJ m1~nu f!J~ L~'U~1 nu'U1fl11 L ~ e:i.:i"il1n~u~vi11L i1'U-.i1 L tl'U 

"lie:i-:i'V11.:1~6'11:1.J11mLm 611Uruvt1'1n~1~1.:i"li11tf11mt LL6'11 v.J~11~ LL~t 1 'UU"il"i'JU'U~-:JLL~1'U~ 1 :i.Jm1fl:l.J 
"' v ' 

2559 L lJ'U~'U:i.J1 m11v.J~1G'i1w,iilil1flii'U fou1 CJ hJ Lnu f11u11:1.J L uCJ:i.J1 'Um11 ~u~m161111tf11 

mt LL?f1 v.J~11 'U"lie:i-:i'V11-:i~-:in~11 L~e:i L ~:1.J"il1'U1'Urn iu~m161111tf11mt LL?f1 v.J~1 faCJ"lie:i-:i'V11-:i~-:in~11 
v 

1 ~mn~'U ~1 CJ L vi~d ~1 ~ CJ~-:i~e:i.:im1Pim~1m1:1.J'Vi.:iVie:i h6lle:i.:i~n~1~ e:i-de:i.:i'V11.:im1~u61111t L~'Ufi1 
mt LL?f1 v.J~11~ CJ m1~nu rn~ L~'U~1nu'U1m 1 1~ CJPi n~1"il1 nn~:i.J~ n~1~ Lfl CJ1 iu'1m1"1i11tf11 

·~ ' v 

mt LL?f1 v.J~1 l~CJ m1~nu f!J~ L~'U~1nu'U1m1 zj,:it:-J~m1Pin~1fl~-:id"ilttl11 tJ L lJmL 'U1'V11.:i1 'Ufl11 

'IJ~'U'IJ 1-:J fl Wil1Vi fl11 b ~'U ~ fl11 fl11~'U"1i11t L~'U fl1 mt LL?f 1 v.Jvh l~ CJ fl11~ nu ru~ L~'U~1n5'U1fl1161J€l-:J 
' ' "' 

i.2 1~qt11::~.:if'l"llei.:inT~flm~n 

1.2.1 L ~e:iPin~1 L 'IJ~CJ'U L Vi CJ'UU"il~t.JG11'U'Uflfl~~~.:lt:-J~ ~€lfl11:i.J'Vi-:iVi€l b"il"ll€l-:Jrn iu~n1'~°1i11tL~'U 
' v 

., ., "" 
"il-:!V!1~13116'ftLn~ 

1.2.2 L ~e:iPin~1 L 'IJ~CJ'U L Vi CJ'U-de:i-:i'V11-:Jfl11"1i11t L~'Ufl1 mt LL6'11 v.J~11~rn fl11~nUf!J~L~'U~1fl 
5'U1fl11 ~iim 1:i.J'1:i.J'W''U5tl'Ufl11:i.Jfi.:!Vi€l b "il61J€l-:I rn i'U ~ fl11"1i11tL~'U fl1 mtLL6'11 v.J~1fl111 v.J~1G'i1'U 

v 
..:::. 0 .Q, Q.I Q.I Q.I .c:I 

illJ.f11fl€l1Lil€l€l'VllJVi1Vi?ICJ "il-:IV!1~13116'ftLn~ 
v ' ' 

1.2.3 L ~e:iPin~1~'V15Vi'161J€l-:J61ie:i-:i'V11-:J m1"1i11t L~'Ufl1n1t LL6'11 v.J~1 l~Wfl11~nUf!J~L~'U~1 n 

u'lJ1m1 ~~-:Jt:-J'1~e:ifl11:1.J'Vi-:1Vie:i 1 "il"lle:J-:irn iu'1m1"1i11::L~'Urh mt LL?f 1 V'l~1 m11 V'IYl1~1'Uililil1fle\'1 Lil e:i v v 

1.3 t11: lEJ'Y1um~-ruliJ1nm1fln-tt1 
1.3.1 ?11:1.J11t1i111 tJ1m 'Um111-:1LLt:-J'U'W'w.J'U11tJ LL uum1"1i11tL~'Ufi1m:m?11 V'IYl11~rnm1~n 

v 

un 1~L~'U~1n5'U1fl11 61J€l.:lfl111 V'IYl1~1'lJiliJil1flel1 Lil€l€l'VllJVi1~~CJ ~-:ivt1~131~6'f t Ln~ g~ \I , , 

1.3.2 6'11:1.J11tltl11 tJ1 m 'Ufl1111.:ILLt:-J'UL ~€l'IJ~'U'IJ1-:11tJ LL 'U'Ufl11"1i11: L~'Ufl1mtLL6'11 v.JYl1~1'Ufl11 
' v 

1.4 "llvrn"ll~"llei.:im1flm~n 

1'Um1Pin~1fl~.:id ~Pin~11~n1vt'U~"lle:irn"ll~H 4 ~1'U ~.:i11CJ'1tL~CJ~~e:i1tJd 
v ... ' I.I .di! Cl~ 0 .Q,Q.I Q.I Q.I Cl 

1.4.1 61J€l'UL"ll~~1'UVi'U'Vl fl€! €l1Lil€l€l'VllJVi1Vi?ICJ "il-:JV!1~13116'ftLn~ 
' ' 
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b~'U~1fl5'U1fl1'S 1'Utl y.j_pl, 2558 ~~1'UlJ1 
1.4.3 "lleJ'Ub"U~~1'U'lh:::"lJ1fl'S ~a m eff'U~fl1'S'll1'S:::l"hm:::bba1'V'Jvh1~vm-s-Hni.Jru~b~'Ub~'U~1fl 

~ v 

o'U1fl1-s m-sl'V'Jvh61·rn.fliJ.fl1fla1b.flae:i'Vll.lw-s-W61v ..ij.:i'Vl1~Pl~a:::bn~ "i11'U1'U 146 -s1v (.rre:il.l"1b~e:i'U cu , , \J 

w~Pl~fl1V'U w.131. 2558) 1~vm-sPin~11'Ufl~.:id bD'Um-sPin~1'1J-s:::"lJ1m~.:1V1l.l~ bb~a1l.l1-s'11-ffa~&i 
'Vl~ae:iu al.ll.l&i ;i1'U m-s1..ijv~~.:i~'U1~ b w-s1:::5.:i bb~11"il::: b i'.J'U m-sPin~1'1J -s:::"111m~.:1V1l.l~ ti Ei'.:i b D'Ub Vi v.:i .... 
ncil.l ~1 e:i ~1-:JVl~.:i b vi1tT'U b w-s1d1 E! .:ii1'1J -s:::"111 mn cil.l~'U., ~ n~i1~ n~ru::: mi' 1 m1'U ('U rno-s-sl.l , • I ci u~ 

n"iJ'IJ~~Tu~a'VlB, 2540: 155 - 156) • 
1.4.4 "UeJ'Ub "U~~1'Ubde:iV11 ~e:i Pin~1fl11l.l'Vi.:iwe:i 1"il"Ua.:i~ effu~m-sm-s 1 'V'J~1611'UJJi3.fl1fl 1 'W~'U~ 

a1b.fleJeJ'Vll.lW-S'W61v ..ij.:i'Vl1~Pl~a:::bn~ 1 'W~1'Ufl1'S'U~m-s'll1-s:::l"11m::: bbal 'V'J~11~vm-s-Hni.Jru~b~'U~1n 
• • v 

o'U1m-s 1~mbtl.:1~1bb'IJ-se:ie:in 1~~.:i-d 
1.4.4.1 ~1bb 'IJ-saa-s:::~~e:i.:im-sPin~11 'Ufl~.:id ~e:i "lla.:i'Vl1.:im-s'll1-s:::l"11m:::bba1'V'J~11~v 

m-s-Hni.J~~b~'U~1flo'U1m-s 1~bbtl 

1) 1"110-s-sl.lb ilvl.lm-s"ll1-s:::l"11m:::Lba1 'V'Jvh 

2) fl11l.lW~eJl.l"Ue:i.:iam'U'ITT 'Ufl1'S 1'IX&i~~e:i"Ue:i1effu~m-s1 'Wfl~.:i bb -sn 

3) fl1'SU'S:::"lJ161lJ~'U CTb~ V1 nu fl1'S 1 eff 'U~fl1'S'll1-s:::1"11 m::: bb'11 'V'J~1~1'U°1leJ.:J'Vl1.:J-Hfl 
i.J~~b~'U~1fl5'U1fl1'S 

4) 'Uflmmvi'l iXu~m-s 1'Wm-s&i~~e:i"Ue:i1effu~m-s1 'Wfl~.:J bb -sn • 
5) m:::u1'Ufl1'S"lleJ 1effu~m-s1 'Wfl~.:Jbb -sn bb"1::: 

6) ~.:Jbb1~~eJlJ'Vl1.:Jfl1V.fl1W 
1.4.4.2 ~1 bb 'IJ-s~1l.l~~e:i.:im-sPin~11 'Ufl~.:id "il::: 1 -tlm-s1'~m1l.l'Vi.:iwe:i hi;infi'1vh -tlu~m-s 

~ 

'll1-s:::l"11m::: bba1 'V'J~11~ v m-s-Hni.J ru~ b1'U~1flo'U1m-s ~1l.l bb 'U1~~ m-s'IJ -s::: biJ'Uriru.fl1wn1-su~m-s 
v • 

(SERVQUAL Model) "UeJ.:J Parasuraman, Berry and Zeithaml (1988) B'U1~bbtl 

1) 'U~fl1'S~..iju~e:i.:i1~bD'U~'IJo'S'Sl.l (Tangibles) 

2) 'U~m-sffiil"il 1~ ~fl~B.:Jbbl.J'UEJ1 (Reliability) 

3) fl11l.l*~'Ub~l.l h 1'Wfl1'S1 '!Xu~m-s (Responsiveness) 

4) 1'1Xu~fl1'S~1Vfl11l.lifl11l.l"ll1'U1~ (Assurance) bb"1::: 

5) 1'!X'U~fl1'S~1Vfl11l.lbe:i11"il161~nfi'1 (Empathy) 
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1.5 n'~eJ'ULL u1f1~ lunT~Ami1 

m1 Pi m~1"1imvi1.:i m1°11Trn b~'W 1"11 m::: bb?l 1'V'Jvh1~ ~ m 1'\X n'\J qi:S b~'UeJ 1flo'W1ri1161.:i ~.m ~ ei ri1111v; .:i 

'V'le::J h"lle::J.:lfl nl'11 f1111'V'Jw1611'1.J.fl iJ.n 1 l"lel1 b.fl€1€JV111'V'l1~'1 ~ ~.:!Vil ~131~?1::: bf1'13 ij f11€l'Ubb '1..11fl~1 'W 
C\.I \.I , , ... 

cf ., ... 

fl11131f1'131 ~.:l'U 

\h1:ij'ai;i1'tJ'4 fl fU'I 

1. b'V'l\31 

2. €11~ • 
3. fl11Pif1'131 

4. m:S'V'l 

5. 11~1~ 

6. l"i1m:::bb?1l'V'Jw1bo~~~m~e::i'U 
7. o'l..l1ri11vhiu~n11 

"tieNl'Vl1·m11"li11::a~uf'h 

m::LL~L wvh l~am1\1'nuty;iL~'tJ 
~.J1no'tJ1fl1':i 

1. l°i151111L~~11f111°1111:::fi1 

m:::LL?l1'V'Jvh 

2. ?1~1'1.Jvtl'Uf111~~~€l"lle::Jbi 

'U~fl11b'Ul"l~-:JLL1fl 
3. fl11'lh:::"ll1'111-W'U6 

4. 'Ul"lft1fl1vh~'U~f111 • 

' 
6. ~.:lbb1~~€111Vl1-:Jfl1~.fl1'V'l 

""' "I II fl1111VN'VieJ L1il'tleJ-:l~nfl1 ~111 

LL 'tJ1fl~n1':i'lh::LiJ'tJflW.f11'Vi • 
n1':i'U'in1':i 

( SERVQUAL Model ) 

1. u~m1~~u!Xe::i.:i1~ttl't.11tlo1111 
" 

2. u~m1~111'11~ ~n!Xe::i-:imJmh 
" 

3. m111il-:i~m~111'11'Wm1 • 
1~'U~fl11 

4.b~'U~f111~1~1"11111~1"11111 
" 

°111'1..11qj 

5. 1~'U~fl11~1~1"11111b€11h161flfll'i'1 
" 
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1.6 ~3.13.1~~11..1t1..1m~Ami1 ... 
1.6.1 u:u~ m11'UtJl'll'l'1~bbl'lmh.:in'U i1~'1l'ie:i1"111:1.JYi.:ivrn h'tle:i.:im iu~m1"1l11~fi1n·Hrn'11 vJvh 

• v 

~1'U"lie:i.:ivi1.:itrntrn 1.:S b~'UtJ1n5'U11'111 L 'U~'U~eJ'1 b.fle:Je:J'Vl:1.JV'l1~'1v ~.:iV11'~P1~'1~ bfl'l3bbl'l nl'l1.:in'U "al •• 

1.6 .2 "lie:i.:i'Vl1.:im1"1l11~ b~'Ufi1 m~ LL'11vJvh1~vm1trntrqJ.:Sb~'Ut-l1n6'U11"111 i1l'l11:1.J61:1.J'W''U5nu 

1'111:1.J~.'.JV'le:J h'tle:i.:im it1~fl1':i°1i11~fi1 m~ bb'11 vJ.Yh b 'U~'U~eJ1 b.fle:Je:J'Vl:l.JV'l1~'1v ~.:JVl1'~P1~'1~bfl'l3 v •• 

1.6 .2 "lie:i.:i'Vl1.:i n11"1i11~ b~'Ufi1 m~ LL'11vJvh1~ v m1trntr qJ.:S b~'Ut-11 n5'U11"111 i1 ~'1111 e:im1:1.J~.:i 

V'le:J 1:u'tle:i.:im iu~m1"1i11~fi1m~LL'11 vJ.Yh 1 'U~'U~eJ'1L.ne:ie:i'V1:1.JV'l1~'1v ~.:iV11'~P1~'1~Ln'l3 v •• 

1. 7 ilt11iJfl~,j LQ~1:; 

'1flrl1 Vl:l.J1Vei.:i rnitJ~fl1':ifl11'111'~~fi1m~bb'1lvJ~1eJ1b.fle:Je:J'Vl:l.JV'l':i~61v ~.'.l'Vll~Pl~'1~bfl'l3 
'U 'U .. , 

fi1511:1.Jb uv:1.Jm1"1111~fi1m~bb'11 vJvh Vlmv~.:i fi11 i~1v~ bbl'i'1~6'U11'111L~vmnunu'1nfi'11 'U 
v 

m11 iu~m1"1i11~fi1 m~ bb'11 vJ~11~v m1trntr qJ.:S b~'Ut-l1n5'U11'111 

mn'Uvh 'Ufl1':i~~l'ie:i'tle:i 1 iu~m1 L 'Ul'l#.:i Lb ':ifl Vlinvei.:i '1m'U~ 'l GJflfl1~~1'ie:i'tle:i 1 iu~m1"1i11~fi1 
m~bb'11 vJ~11~vn11trntTrn.:Sb~'UtJ1n5'U1!'111 ~e:i m11 vJ~1G'i1'U.nii.n11'leJ1b.fle:Je:J'Vl:i.JV'l1~'1v ~.:i'Vli'~ g~ 'U , , 

P1~'1~bfl'l3 bb'1~5'U11'111~'1nr11~e:i.:im11it1~m1 'lh~ne:it1~1v vl1b'1~~.:i, m1~~~'Uvh~t1~m1 bb'1~ 
v 

l'Ub 1mvh ~tJ~m1 
fl1':i'lh~"11161:1.J1r'U5 Vlmvei.:i m11 i~e:i"lie:i.:i1'11.:i 'l 'tle:J.:ifl111 vJ~1G'i1mJii.n11'11 'Um1'\.J1~"11161:1.J'W''U5 

L~v1 nu n11"1i11~fi1m~ LL'11 vJ~1 fa vm1trntr qJ.:S b~'Ut-l1n5'U11'1111~ Lbn ue:i{~~~'\.J1~mP1"tJe:i.:im1 
1 vJ~1G'i1mJii.f111'1, L1tJ 161J\9l www.pea.co.th bb'1~n11'\.J1~"11161:1.J1r'U6fam:il1V1-U1~n111 'V'1~1G'i1'U 
.nii.f111'1 
v 

tJl'l'11fl':i~L ~tJ~fl11 V1:1.J1vei.:i L:il1V1'lJ1~n111 vJ~1G'i1'U.nii.n11'l~b~V1-U'e:i.:i1'Ufl11~~1'ie:i"tle:J1 i 
• v 

u~m1'1111~fi1m~bb'11 vJ~1~1'UtrntrqJ.:S5'U11'111 L"li'U i1m11~tJ~m1~1v!'l11:1.Jb~:1.J1 :u ~:i.J bb~:i.Jbb~:i.J 1'1 

1 ~tJ~fl11~'1.f11V'I '1fl~e:J.:Jbb1J'UE!1 i1m1:1.J~!'l11:1.J°1i1'U1rubb'1~ bb'U~tl11'Um11~tJ~m11~e:i~1.:i~ 
, \I 'U QI 

m~tJ1'Ufl1':i"tle:J 1 iu~m1 L 'Ul'l#.:ibb ':ifl V1:1.J1vei.:i i'U111e:J'Ufl1':i'tle:J 1 iu~m1"1i11~fi1m~Lb'11 'V'l~11~v 
m1i'.rnuqi~L~'U~1no'U1ri111 'Uri~-:i LL ·rn 1~ Lbn 1) m1~~~ei"llmL~-:im1:1.J"i1'1'U-:i 1 'Um11 iu~n11nu 
L:il1V1-U1~m11'V'l~1G'i1'U.niimri 2) m1me:in-U'e:i:1.J'1L'Ubbt1t1vJei{:1.J'tle:J1it1~m1 3) m1'11Lbt1t1'V'lei{:1.J"tle:J v v 

L itJ~fl1':i 1 '\.J~'UtltJ5'U11'111~~e:J.'.lfl1':i L itJ~fl1':i bb'1~ 4) fl11'11Lb tJtJ'V'Jei{:i.J"tle:J L itJ~fl11G'f-:J~'U L ~tltlfl11 
1 vJ~1G'i1'U.nii.n1ri 

v 

~-:Jbbd~~e:J:l.J'Vl1.'.lfl1V.f11V'I V11J1Vei-:J l'ld1:1.J'1~fl1~ e:JWVl.flii bb'1.'.l'1l1-:I fl1':iflflflbbtJtJl?lflbbl'i-:J.f11VL'U • v 

bb'1~.fl 1 V'U e:J fle:J11'l1 ':i m 1:1.JVl'U'1iJ V"ll e:J.'.le:JU mru bb'1 ~ bl'l~e:J-:JiJfl~L m 'U fl1 ':i L ~tJ~fl11 111'1fl~:U'U1'111:1.J • 
'1~~1mL'1~!'111:1.J'\.J'1e:i~.tlv L 'Ufl1':i 1 'V'l~1G'i1'U.nii.n11"1'eJ1 L.fle:Je:J'V1:1.JV'l1~'1v ~-:i'Vl1~P1~'1~bfl'l3 LL'1~5'U11'11':i v •• 

~~~l'ie:i"lle:i 1 it1~m1trntrru.:SL~'Ut-l1n ., 

ri11:1.JYi.:iY1e:ih Vlmvfi.:i m1:1.J~~n"llmmiu~m1"1i11~L~'Ufi1m~LL'11vJ~11~vm1trnuru.:SL~'U v v ., 

t-l1fl5'U11'111 1?11:1.Jfl11U':i~bii'Ul'lW.f11V'lfl1':itJ~fl11 (SERVQUAL Model) U':i~fle:JtJ~1V 1) tJ~fl1':i~~tJ • 
~e:i.:i1~Ltl'U1'\.Jo11:1.J 2) t1~n11~111:u1~ '1fl~€Mbb1J'UE11 3) l'l11:1.J1J.:irim~:1.J1:u1'Um11~t1~m1 4) m1 

v v ' 

L~tJ~fl11~1vm1:1.J~ ri11:1.J'111'U1ru bb'1~ 5) fl1':iL~tJ~fl11~1vm1mmh1G'i'1flrl1 v ., v 
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fl1':i'U~fl1':j~-.ij'U~B.:i 1~ b U'U':iU6':i':ilJ VllJ1 CJfi.:i 'U~fl1':i~1 ~bbrl~~'U'U~fl1':i~B.:i bbG'l~.:i1 ~b ~'U11 v v 

~fo'U~m1G'l1m1'1f11~fl~ b 'Uflru.fl1'V'im1'U~m11~-a-~ b-:u'U b"li'U m1m 'U bb..ij.:ifi1m~bbG'tl 'V'Jvh1 ~i;inf!1 
v ' v 

IPl':i1'1G'IB'UrlB'Ufi.:i1'U~~flDqJ'ii b~'Ui:.l1fl6'U 1 fl1':i fl1':i bb ~,:i b~ B'U ~~"1111~ri1m~ bbG'f 1'V'Jvh~1'U':i~'U'U SMS 

"lm.:iu'U1f111 bb'1~m11~~'U 1 rnG'l~-:uri1m~bbG'll 'V'Jvh 

m1'U~m1m il-:u 1~ '1fl~B.:ibblJ'U~1 VlmCJfi.:i m ~'U~m1iim1lJG'l1m1'11'Um1tJnllii.:i1'U vi11 ~~ 
\I " d.J \I 

~'U'U~fl11bn~m11J-S~n H11.:ih 1~11 m11 ~'U~m1iim1lJ'1nl'i'B.:i b~CJ.:im.:i b"li'U ri1l vJ.Yhiifl11lJG'llJ v v 

b VllPl t:-J'1 n'UtJ~mru m11 off "il1tJ1'Ub~tJri1 m~ bbG'tl 'V'Jvh~~~iJru'ii b~'Ui:.!1 nutJ1fl11 b tltJ"iJ1tJ1m~'U~'1 n~m 
' " v 

Q.1 Q.I IJ' I CV I.I 

bb'1~fl1':i':ifl~1fl11lJ'1'U'lJBlJ'16'11'UIPl1'1JB.:i'1flfl1 
v v 

fl11lJlJ.:i~m~llh 1 tJ n111 ~'U~m1 V1ll1 CJn.:i 'V'ltl'rn1tJ n111 'V'Jvh&11tJ.fliJ.fl1fl bb'1~'V'ltl'n.:i1tJ 
' v 

5'U1fl1':iiifl11ll'V'i-S'Bll~'1~ 1 ~'U~fl1':i'1 nf111~Vl'LI'Vi bb'1~iim~'U1'Ufl1':i 1 ~'U~fl1':ibbrl'1 nf11B~1.:i11~ b ~1 v v 

m11 ~'U~m1~1 CJm1ll-S' m1ll"ll1tJ1rn VlmCJfi.:i 'V'lirn.:i1tJ n111 'V'Jvh&11tJ.fliJ.fl1fl bb'1~'V'l'irn.:i1tJ v ·~ v 

6'U1fl1':i~B.:iiifl11lJ-S' fl11lJG'l1lJ1':i'11'Ufl1':i1 ~oLJBlJ'1b~CJ1tl'Ufl1':i'U~fl1':i~'U"ll1':i~rl1fl':i~bb6'11 'V'Jvh L~CJfl1':i v v 
........ "" 

Vlfl'Uqj"ll6'U1fl1':i 

m11 ~'U~n11~1CJfl11mm1-:u 1&1i;i n~1 Vim CJfi.:i 'V'lir n.:i1tJm11 'V'Jvh&11tJ.fliJ.fl1fl bb'1~'V'l'ir n.:i1tJ 
v v 

6'U1fl1':i 1 ~'U~fl1':i L~ CJ~1il.:ifi.:i~ IP\ h bb'1~fl11lJ bblPl fl~1.:)'1J€J.:)~~'U'U~fl1':ilPl1lJ"' fl~Ul~'IJB.:) bb~'1~'Uflfl'1 
v ' 

bll'U~1~qi 



•. 

cl 
'U'Vl'VI 2 

rn11°1'Ul"11'1a6'11~ L~eM rn1Pin~1"1ieM'V11~rn1"1l11~L~'U~1m~ LL6'11vJvh11'1vn11'!Xnuqi~L~'U~1n 
5'U11°111G'i~i:.J fl ~elm 1ii-Ww1el h'1l eMfl fl 1°11 rn11 vJ.W1'11 'U.fliJ.fl11°1a1 L.fl el el'VliJV'l1VlG1 v ~~Vl11'1 Pl~G'I~ Lfl~ cu 'll .... 

' ' ... Cll ~cv Ci! I.I Cilov vel 

ii bel fl6'111 bbfl ~~1'U1 "ii EJ bfl EJ'J"IJ el~'Vl 6'111°1 qjl'"l~'U 
.. .,j .... "" 'I 

2.1 bb'U11°11'1bflEJ1fl'IJl°111lJV'l~V'lel b"il 

2.2 LL'U1~1'1fl1111'11°1UJ.fl1V'lfl11'\J~fl11 (SERVQUAL Model) • 
2.3 Lb 'U1~1'1G'i1'U'lh~G'lilfl111'1'111'151fl"il'IJ~fl11 • 
2.4 LL'U1~1'1Lnmn'Urn1'\J~rn1 

2.5 m~'IJ1'U rn11 oU'IJ~rn1"1l11~ L~'U~1 m~ LLG'l 1 vJ.W111'1v15'1Xn~1'Uuqj~5'U11°111 

2.6 ~1'LI1~vvhfim-b'el~ 

2.1 LL'U1fiflL~a1n'Ufll11:u~.:ivrnl" 
2.1.1 fll11:uvr:u1a'IJei.:ifl111:u~.:i~ei Llil 

1°111ii-W~V'lelh 1~l1~-rl~fl11i1VlmvHVlmvvi1'U ~~d 
"" 

6'11~'LI11'1JL"il~ru (2540: 27) H11~1°111i1Vlmv-)1 m1ii-W~V'lelh ~el fl11ii~~nVi~ Vl~el 
• v " 

L '11'lfl~~~'1lel~'4flflfl~l1~ el~~,r'U 1 Ldel'4fll°lfl~Viia1LL1~n1mLfl~ 1 "il G'l~uqiqi1L ~el m~vh 1 'LI~~,r'U 
'V11V'I~,; i1'Uf11 (2541: 8) H11 ~1°111i1Vli11v"1Jel~fl11ii-W~V'lel h11 L ll'Ufl11ii'llel'IJ61Jel~'Uflflfl • 

~n~el~~Vl~~~~ 11'1 ;~6'11m1~fll'"lm1ii~~ bfl~EJI') bbfl~\91 el'IJG'l'Uel~fl11i1~el~ rn1"1Jel~'Uflflfl 1~'V111 ~Lnl'1 • 
fl11i1-W~V'lel h~el~~ir'U 

1wl V'l11UJL'V11 (2542: 11) 1~fl11lJ'Vll.l1EJH11 m1ii-W~V'lelhLll'Ufl11lJ~~fl.fl1EJ1'U~\9lh . " 
61J el~lJ'U~~~1lJ b VllJ el'U tl'U zj ~ b lJ 'U el~ tl'Ubb~ fl ~'IJ fl \01 fl11'1 ~1°111'1'\lll.11 EJ tl'IJ ~~'Ill~~ ~~ 11'1el ~ 1~ h l11 . " . 
fl11'1Vl1~Vl~ell1m1ii~~ hii1n LL fl~ 1~-r'IJ rn1!'lel'IJG'l'Uei~~1v~ "il~l1m1ii-W~V'lel hmmLl'lb 'U'V11~1'11~n'U 
.LJ'1iim"il~l'"l'Vl1~Vl~el 1lJ-W~V'lel hLlJ'Uel~1~~~ Ldel 1ii 1~forn1l'lel'IJG'l'Um!'l1ii~fl11'1Vl1~ 11 ~~.Q;'Uel~tl'IJ 

" ~~~l'l'U~~ h 1111'1~l1mn'Vl~ffuelv 
Campbell (1976: 117-12; B'1~a~"il1fl 11ru 'Vlel~LG'l11'1, 2548) n~1111 1"111ii-W~V'lelh 

L ll'Um1ii~~n.fl1v1 'U~ LL~fl~flm tl~v'IJ L Viv'IJ1~'\ll11~m1i1~1'1L ~'U~el6'1.fl1Y1n11ru~elmn 1 ~L ll'U'Vl~el 
" 

1°111'1'\ll-r~ Vl~el~~n11G'li11°111"iJ~ 1~-ru i:.Jflm~"il~LU'Ufl11ii-w~V'lel h'Vl~el 1lJ-w~V'lel hL U'Ufl11~1'1~'U61Jel~ Lb~ 
" 

Domabedian ( 1980; B'1~a~"il1fl 11ru 'Vlel~L6'11\9l, 2548) n~1111 fl11ii-W~V'lel h'1lel~ 

~-r'IJ'IJ~fl11 VliJ1tJ5~ ~'IJ~rn1tl1~6'1'\Jm1ii~1L ~"ii 1 'Urn1'Vi'11 ~G'll.11'1fl1~Vl11~~~~~-r'IJ'IJ~fl111 ~~1tl'IJ 
'll 'U .. \I 

fl11ilfl11'1Vl1~'1lm~-r'IJ'IJ~fl11 bbfl~tl1~6'1'\J rn1ruif 'UL U'U 1 tl \911lJfl11lJfl11'1Vl1~ 
" 
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:v1flm111V1111t1~fl~11l.ni1-:i~u ?11'lJm111V1111t16llel-:im111-W-:i~elh ~el m111~~fl1 u • v 

'V11-:i'U1fl 9iel?1.n1~ bb 1~~ el11~el ~1el'U~1 bbi;'l~ b llufl1111~~ flffi~'U11i;:t5-:ifl1111~el-:im16llel-:i'Uflfl(;'l~u 61 
,... '\.I " , I 

2.1.2 ih1~t1~ij~fl~eifl1111f;.:ivrn Llil 
fl1111-W-:ivrn 1:u1um1-r'U'U1m1 b tJu f11111~~ fl'V!~elm111f\~ b ~'\..!~ bM t11 tl'U~ Pl'l..!fl~°llel-:Jfl'I..!~ 

v 

bn~:u1 flU1~?f'U m1ru~~-r'U'U 1 m1 b i11 u1 oU'U1m11u?tmu~'LI1m1~u1 bbi;:t ~'lJ1~?1'U fl11ru~u 1~ 
btlu 1u1Jn11fl1111m111V11'-:i:v1fl~-r'U'U1m1111fluelm-vlt1-:i1~ 1~t1 m '\..!fl ?1111ruuru'11J1 bbi;:t~.n1?1m el~" v • • 

'W'W.Jufi:u (2548: 111) 1~fl~115-:iil:u~t1~l1e..1'19ielfl1111-W-:ivrn h6llel-:i~-r'U'U1m1btlu~-:i~~-r'U'U1m1:u~ v v 

bb?l~-:Jelelfl 1 'LI'V11-:i'U1 fl'V!~el'1'U9iel~-:iffi~-r'U:v1flm1'U1m1 bb'1~ mTu1 b?l'U el m1'LI1m1 fa m 'lJ~t1'U b Vi t1'U 

ti'U~-:i~1~fl1~V11'-:111 ;-:1?111111!;1 bu~t1'Ubb u"-:i 1 u1~1J1111il:u~t1bb1~~elmb"~"'m'Ufl11ru~bfi~~'U1 'U 

1~V111-:im1'U1m11~bbn 

2.1.2.1 e.J ~(JlJl rusn'U1 fl11 1 'U m1'11 b?f'Uel fl11'U1 fl11:U~~el-:il1e..i~ !JlJl rusn'U1n11~l1 
rirum'Vl bb'1~1~~'U m11 ~'U~fl11~1J11-:in'Um111~mm1•1m-:i~-r'U'U~fl11 L~ mTI ~'U~m1:u ~~el-:i bb?l~-:i 1 ~ 
• v v 

~-r'U'U~fl11b~'U 5-:iri1111bel1h16'1 bb'1~:v1-:i h9iel fl11G'f~1-:J bG'f111flUJ.f11~6llel-:Je.J~!JlJl rusn'U1fl11~:U~?i-:i v • 

11el'U 1 ~bbn~-r'U'U1m1 
v 

2.1.2.2 11ri1~1'U~m1 ri1111-W-:i'Vlel 11il6llel-:1~-r'U'U~m1bfi~:v1flm1u1~ biJ'Uriru.n1mb"~ v • 

1u bb 'U'U6llel-:im1'U 1m1 b Vi tl'U n'U11ri1~1'U1m1~:u~~el-:i~1t1elelfl1 u 1~ ti m. ~'U ~ m1:u~~el-:i n1V!'U~ v v 

11m ~1'U1fl11~ b V1111~?111n'Uflru.n1~6llel-:1 fl11'U1m1 bbi;'l~ b tJ'U 1um11m111 b~11h~:u~~1t1 • 
(Willinoness to Pay) °llm~-r'U'U1fl11 ~1'U1fl11:U~f;1fl'V!~elbb m~'Uel~tl'Ufl1111?111111f;11 'Ufl11~1tl 

::> 'U \I 'ti 

Q I I I/CV Q .::::ii ii 

bb'1~b:U!Jlfl!Jl!Jlel11fl16llel-:ifl'111 e.J1'U'U1fl11elfl~1tl • v 

2.1.2.3 G'fm'U~'U1fl11 m ~'U1fl11:U~~el-:111el-:JV!1G'fm'Um 'Ufl111 ~'U~fl11~~-r'U'U1fl11 
v v 

?111111!;1bi15-:i1m~ t1?1~ m fl l1?1m'U~ fl11-:16ll11-:i b Vl tl-:J'Vlel bb'1 ~~ el-:Jl°1Tu-:i5-:i fl11eJ1'U1 t1 m111?1~~1 fl bbn 

~-r'U'U~m11 'U'Vlfl~1'U b"ll'U m1l1?1m'U~:vel~w V1~elm11 ~'U1m1~1'U1~'U'UB'Ub1J1el~bu1J1 zj-:i.Yh1 ~ v • 

u1~b~'U ~1'UG'fmum ~'U1m1"~"-:i 1 u1~ b tJ'U~'U 
2.1.2.4 m16'1-:i bG'f1:!.Jbb'U~l11'U1fl11 m ~'U1fl11:U~~el-:J1 ~iel11'1~11G'f111 'Ub~-:l'U1flbbn 

v v 

~-r'U'\.J~fl11rr-:it 'U~1'UflUJ.f11'Vlfl11U~fl11 bb'1 ~fl1'Vla fl~ru6llel-:lfl11'1.J~fl11~1'U'V11-:l~el~1-:I 61 b ~el 1 ~ 
v ' I 

~-ru'IJ1m11~'11iel1li;:t b V!~Tcrt 'lJ61J1 t1'lJ1~ biJ'Ub ~el~~~'U 1:u1oU'IJ1fl11~el1 tl v v 

2.1.2.5 eJl ~'IJ~m1:u~~el-:im~V1'1J'fl1J1'Ubel-:111l16'11w.=11~qi1 'Ufl11?1~1-:11 ~bfi~m111-W-:i 
'Vlel h 1'Ufl11U~fl116llel-:J~fou1m11~t11 'Ufl11rl1V!'U~fl1~U1'Ufl11~~fl11 fl1111-:J1tl bb 'IJ'IJ fl11U~fl11 v v 

:u~~el-:i 1°11il-:15-:i~-r'IJ'IJ~fl11b tl'U~1~t1J ~-:i bb?I ~-:i'Vl ~~ m111'1.J1m1 bb'1 ~ b?l'U el'IJ1m1~~ flfl1~ el-:Jfl11~1 t1 

fl1111G'f'U 1 Ii) bm 1Ii)16'iel~1-:J b~11~~1 tl~IJ1~1il fl6llel-:Jfl11'1.J1fl11 

2.1.2.6 ?1.n1~bn~~el116llmm1'1.J1m1 m. ~'IJ1m1:u~~el-:1?1~1-:i1 ~bn~ri1111?11t1-:i1116llel-:1 
v 

el1fl11G'f m'U~ ~1'U fl11elel flbb UU!Jl flbb9i-:J fl11 bb tJ-:il{'U~el ~ 1-:1 b V!:!.J1~ ?111'1-:1~1?1~1-:I 1 ~ bfi~.f11~a fl~ru~~ 
°llel-:i el-:il°imerl ~u1m1bb'1~~el.n1~a fl~rub Vl~TOel elfl 1 tl?i~-r'l.Ju1m1~fl~1 t1 

v vv 

2.1.2. 7 m~'IJ1'Ufl11'1.J1fl11 m ~'IJ1m19l1-:ilJ-:1V11-:i1 ~bn~m111l1'lJ1~~'V15.f11'Vl°llel-:lfl11 
v • 

~~m11~'\J'IJ m1'1.J1fl11b ~el b ~11m111ri~ el-:1~1 bb'1~ri1111?111111f;11 'U m1?1'Uel-:J1J1el'IJ9ielm111~el-:im1 
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"11a.:ii;i fl~11~a ~1.:Jt'lfl~ a.:i ijflru.fl 1~ 1~w fl1'HJ1'Ufl'11m bb'1::: b 'Vlfl L 'Ufa~ b .LJ'1l.J1~1l.J tl'Ub ~m ~l.J 
'U 'U , , 

th:::~'Vl6.fl1~ 1 'U m1'U~m1 bb'1:::Vl1.:i~ m.h:::~'Vl5i:.m~"il::: bn~;'U~at:r~'U'U~m1 
" 

2.1.3 1:::~uf1113.1.W.:i'V'le.J L'1'1JeN1~-ruu'im1 
'U 

Pl~~1 ~'U~~i;ii'l'Yv (2538: 5) 1~~bb'U1fi~"11a.:i1:::~'Ufl1111~.:i~ah"11a.:i~fo'U~m11~v 
" " 

~fo'U~m1~al.Jijfl11l.J~e:i.:i m1 bb'1:::1"11~V11'.:i1 'LI m1fo'U~m1'VI flfl~.:i bda 1 u-ruu~m11~th:::6'1u m1ru 
" ' 
6'1m'Um1ru~ b U'U"il~.:i b 'IJ~ vu b Vi vu num111~a.:im1ria'LI 1 '1Jfou~m1bb'1::: bb6'1~.:iaa fl b ll'U 1:::~u1"111l.J~.:i 
vrnh ;.:i6'111111mbu.:iae:imll'U 2 1:::~u 1~bbn 

2.1.3.1 1"11111~.:i~ e:i h~ l'l 1.:i nu 1"111111"11 ~Vl1.:i b ll'U fl11bb6'1~.:i1"11111 ~'U ~ij6'1"11"11e:i.:i 
' 

~-ruu~ fl 11bde:i1~~uu ~fl 11~1'11.:i nu 1"111111"11 ~Vl1.:i~ije:i ~ b °1i'U i;i fl ~11'IJ-ru'IJ1:::V11'U e:i1V111~ 
" " " 
~€l'l81Vl11bbvl.:JVl\j'l bb'1::: 1lJ~~Vll'l~€J1Vl11€J~€Jmb'1:::'U~fl1111~b ~1 Vl~e:J '1fl~1 b~'U'Vl1'1~1 V6'11Vfl11 

" 
'Ll'U n.:i"il ~Vl111 VU '11V'Vl1'1€J~1.:J'IJ '1€1~.fi'V1'11'l1'1111n1Vl'U~b1'11 

' 
2.1.3.2 1"1113.J~.:i~e:i h~bfl'Ufl11l.Jfl1~Vl1.:i b U'Ufl11bb6'1~.:i-S'~fl'IJ'11'U'IJ~l.JV1~e:i'IJ1:::Vl'u h 

" "11e:i.:i~-ruu'1m1Lde:i 1~-ruu1m1 bfl'Um1111"11~V11'.:i~ije:i ~ b °1i'LI i;i fl~1b~l.Jtl1ifow~6'1m'Wu'1m1 bb vi.:i 
" " " 

Vl~.:i ~~e:i111~fou1m1m1"il bfl~e:i.:iv'U~bb'1:::b~11i;i11Yl~ Vl~e:ii;i fl~11 'IJ~e:i"11e:i.:i~~1.:i6'111~~'U~1bbvl.:JV1~.:i 
" 

bb'1::: 1~~u11.:i1'i;i-W bi31'131~ v 1lJm~f\~111 ri a'Ub ~11~ b ll'Ui;i fl~1~ n1V1'U~ 1 ~fo11.:i1i;i 
" ~.:ii!'U ~.:ifl~116'11'1J1~'"h 1"11111~.:i~e:ihfie:i m1l.J~~fl~e:ih~e:i~.:i1~~.:iV1~.:i Lde:im111 

' " 
~e:i.:im1"11e:i.:i11'U'l3~ 1~-ru m1l'le:itJ6'1'Ue:i.:i~.:i'Vl1.:i~1'U~1.:immLi;i~~l'l 1"iln"il:::bn~m111~e:i h 'lle:iu h Ln~ 

' 
b ll'UVl'i31'Ufl~~1'Uu1 fl ~ bb6'1~.:i 1 ~b ~'Un.:i6'1.fl1~1"11111~.:i~e:i h 1 'U~.:ii!'U bb'1:::Vl'i31'Ufl~~1'Ui;iu~ bb6'1~.:i 1 ~ 
b ~'U n.:i6'1.fl1~1"111111lJ~.:i~a 1 "il 1"11111~.:i~ a 1 "il b ll'U e:i.:iFi'IJ 1::: fle:iuvi1'Ufl11l.J-S'~ fl"1Je:i.:i.YY 131'\.Jfl~;.:i 1lJ 

" 
li\'1 b ll'U~e:i.:i bb6'1~.:iV1~e:ie:i6u1 v L "il.:i L Vl~i:.Ji;i L6'111e:i 1 'IJ il1~ ~.:ii!'U m111~.:i~e:i 1 "il~.:i L ll'U L-Wv.:i'1Jljn'1v1~1'U 
1"11111~~ fl~ €J ~'lb ~1Vl~€J ~ 'l m::: ~ 'U ~ bb6'1 ~'l i:.J '1 €J €J fl111 b 'Ur;r fl'l3t1J~"11 €1.:J i:.J i;ir;r ~lfo ~vh V"11 €J '1"1l'U1'U fl11 

" ' ' 
'IJ1:::Lii'U1~ vu.:iu e:i fl fi.:iVii31'Vl1.:i"11 e:i.:i i:.Ji;i 'IJ1~Li1'U1°1"il~ b ll'U 1 u1 'Urr fl'l3ru~Vii31'Vl1.:iu1 fl V1~e:iVil31V11.:ii;iu 

Vl~a 1lJij'IJljn1v1 fie:i Luv1 ~e:i~.:ib ~1V1~e:i~.:im:::~'Ui!'Uil1~ 

2.2 LL'Ll1tl~n111~flWl11'V'ln11'U'ifl11 (SERVQUAL Model) • 
Parasuraman et al. ( 1985: 4 7) 1~vi'1m1Plfl'131LMv1nuflru.fl1~m1u'1m1~u11-\J"iJ~V 

' ~'U~1'U~'1fl~11m'Um1~~~'Uflru.fl1~"11e:i.:im1u'1m1ij 10 ~1'\.J 1~vm1Lnu11u1111.Ue:i11i;i 2 ~1'\.J 
~ 'U • 'U 

" 4 II QJ II' I.I Q.J d d G.J d 

1"1€1 ~1'Ufl111'U1bb'1:::~1'Ufl11Fl1~Vl1.:J 1111V'1:::b€JV~~'l'U 
" 

( 1) 1"1111111'11.:ih 1~ (Reliability) LMv1.Ue:i.:inum1l.J~fl~e:i.:i1 'Wm~u1'Um11 ~u'1m11viLLn 
Fl11116'11l.J11'1b'Ufl1)1 ~'U'1fl11bbrl'1 fl~11~e:i~1'lt1fl~€J'l~'lbb~ bb )fl bb'1~6'11l.J11t1 b ~'U'1fl11bbrl'1 fl~11~ 

" " " 
m11~'1ryry111e:i~1.:Jfl1'Un1'U 

(2) fl111'1€l'U6'l'U€J.:Jfl11l.J~€J.:Jfl11 (Responsiveness) fiam111~.:ihLL'1~m111~-Sa11~"iJ::: 
1 ~u'1m1"11m~irfl.:i1'U 11111 '1Jn.:im111L V1111:::6'111"11e:i.:i1:::v~ nm 1 ~u'1m1~1v L°1i'U ~'l'Yn.:i1'U'1:::~e:i.:i1 ~ 

u'1m1LL'1::: LLn-\Jn 1V11"11mi;i fl~1e:i ~1.:111 ~ L ~11'11111"11111~e:i.:im1"11e:i.:ii;i fl~1 
·~ " " 
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(3) R111JG'l1lJ11ti"IJa.:irn~'U~fl11 (Competence) 'Vl1J1tJfi.:1RruG'l1J'U°1iL'Wfl11ij~fl~~m1~R111Jf 
'lJ , 'lJ 

R111JG'l1lJ11ti L 'Um11 ~'U~fl11 ii'Wfia vrufl.:11'Uvit ~'U~fl11'1flFl1~a.:iijm11Jf m11J"ll1'U1ru bb'1~ 
'lJ 'lJ "' 

R111JG'l11J11tlL'U.:!1'Uvit~'U~fl11 
(4) rn1b-U'1fi.:ifl11u~rn1 (Access) mnvfi.:im11JG'l~~1flL'Ufl11~~~a~aG'l11 b"li'W G'l1lJ11tl 

1'Vli~'V'lvl~~~a1~ 111'18~ b 1'11 m1u~rn1~1Ja'U bbfl'1 nF11~a.:ieJ1'U1 tJR111JG'l~~1 fl L 'U~1'U b 1'11 bb'1 ~ 
'lJ 

G'lm'Um1J t ~'1 flfi'1Ra vm'W vi'1 b'1~a.:iijR111J b 'Vlm~G'l1J "'~~1flG'lu1v1 'Wm1 b~'U'Vl1.:i 
'lJ 

(5) R111JijeJ'utJ1~tJ (Courtesy) 'V'li!n.:i1'Uvit~u~rn1'1flfl1~a.:iijeJ'5v113i'tJ11J111~ ijR111JG'l.fl1'V'I 
'lJ , 

bb'1 ~ij1J'U~~ ~1J'W''W'5~111J 1tJ5-:i rn 1 bb~.:i rn v ~G'lm 'V'I bb'1 ~ b 'Vlm~ G'l1J"lla .:i'V'li! rn1'U ~1 v , , 
(6) fl11~~~a~eJG'l11 (Communication) R111JG'l11J11tl L 'Ufl118G'U1tJ~ flfl1L ~b -U'1ha~1.:i 

tifl~a.:i 1~v 1 off.fl1~1~b-U'1 h~1v b"li'W m1 t ~-U'm.Jm~tJ1nurn1u~rn1 111J~.:1~1u~m1bb'1~6'i1'W'1~ 
'lJ 'lJ 

(7) R111Ji.i1bzja~a (Credibility) 1~bbrl zjm~tJ.:i"IJa.:ia.:irim ~fl~ru~~i.i1bzja~a"1Ja.:iy.iiJn.:i1'U~ 
~~~an'U'1flFl1 m11J~a~111~i.i11111.:i h R111Jbzja~a 11'i'Lb'1~rn1tl1bG'l'Ua'U~fl11~~~"'~ 1 ~bbrl'1flFl1 

'lJ , 'lJ 

(8) R111JtJ'1a~Ji'tJ (Security) m1u~rn1~6'i.:i1Ja'Ubbrl~flfi'1 hJna'Um1v m11Jb~tJ.:i bb'1~UfY'Vl1 
~1.:11 zj,:i 1~bbrlfl111JU'18~Jl tJ"IJeJ.:1~1.:1 fl1tJ 'Vl~'V'l~~'U bb'1~R111J b U'U?i1'UIK1 

(9) fl11boLJ11"ilbb'1~rn1f~fl~flfl1 (Understanding/Knowing the customer) fl11boLJ1L"ilR111J 

~8.:lfl11"1J8.:1'1 fl Fl1 bb'1 ~ b~tJ'U f b~ tJ1num1l.J~ 8.:lfl116'11'UIK1 1 ~m11JG'l'U L "il'1 flfl1 bu'W1~'URR'1 bb'1~ 
'\I '\I \J • 

G'l1lJ11ti'11zj8'1flFl11~ 
'lJ 

(10) R111JbU'U~U5111J"IJ8.:lfl11'U~fl11 (Tangibles) 1~bbrl ~fl~ru~'Vl1.:lfl1tJ.fl1'V'l"IJ8.:18.:lrlfl1 

~fl~ru~.fl1tJ'Uafl"llm'V'li!rn1'U 111Jfi.:i~tJmrue)1'U1vm11JG'l~mfl1 'W m1t~u~rn1~1.:i1 

~am Parasuraman et al. (1988: 23) 1~tl1U"il~tJ~.:i 10 ~1'W1tJ'W'w.imbU'UbR~a.:iiiatJ1~bi1'U 
Rfil.fl1'V'l'U~fl11~b~tJ fl11 "SERVQUAL" tJ1~flaul'i'1vu"il~ v L 'Wrn1tJ1~ Li1'WRfil.fl1'V'l'U~fl11 L ~b 'Vl~a , , 
b~tJ.:i 5 1'11'U (Dimensions) ~.:id 

(1) R111J b U'U1U5111J"IJ8.:l'U~fl11 (Tanoibles) 'U~m1ffi ~bbrl~~'U'U~fl11~8.:lbbG'l~.:I 1 ~b i1'W11 
'lJ ~ 'lJ 

~~'U'U~fl11 G'l1lJ11tlfl1~R~b'Uflfil.fl1'V'lfl11'U~fl111~-a'~b"il'U b"!i'U G'ltn'W~ffi~'U~fl11 ijf!11l.JG'l~~1fl 
'lJ , 

?1u1mb'1~bR~a.:ii'.lerntJmrumm'Wm1t~u~m1 ?11v.:i11J ~'U?iirmtJ'U~'U , 
(2) R111Ji.i1Lzja~a 'Vl~a 1111.:ih 1~ (Reliability) 0 ~u~rn1ijR111J?11l.l11t1 L 'U rn1tJ5u~.:i1'U 

vi'1t~~~'U'U~rn1di~R11l.Jf~fl1111.:i h 1~11 "rn11 ~'U~rn1ijR111Jtifl~a.:i b~tJ.:11111.:i" 
'lJ 'lJ 'lJ 

(3) rn1111a'U?l'U8.:IR111J~a.:im1 (Responsiveness) 0 ~'U~fl11ijfl11l.J'V'lf a1Jbb'1~ b~1J h~"il~ 
1 ~u~rn1 ?111J11t1111a'U?1'Ua.:1R111J~ a.:im1"1Ja.:i~fou~rn11~m1J~ m rn1 

'lJ 

(4) m11 ~m11lli''W h (Assurance) m ~u~rn1ijR111Jf bb'1~ijeJ'5v1~tJ~m 'Urn11 ~'U~fl11bb'1~ 
'lJ 'lJ 

R111J?11m1t1"1Ja.:im ~u~rn16'i.:i~'1 t ~~~uu~rn1Lii~R111J b zjali''W 1 'W rn1 t off u~rn1 
'lJ 'lJ 

(5) m1b-U'1L"ilfl11~uf m11l~a.:irn1"1Ja.:i~~uu~rn1 (Empathy) m ~u~m11 ~u~rn1 fatJ 
'lJ 'lJ 'lJ 

ri1ti.:ifi.:1~1111 "il bb'1~R111J bbl11 fl~1.:1"1Ja.:i~~'U'U~rn1ml.J~ fl~ru~"IJa.:i bb~'1 ~'URR'1 b ll'W'111"i'ru 
'lJ , "' 

bR~a.:iiia SERVQUAL 11111JU"il~tJU1~bi1'URfil.fl1'V'I 5 ~1'Ud U1~fleJ'U~1tJoLJ8rl1tl1l.J 22 ia , 
(Items) bbU.:ibU'U 2 ?i1'U fia ?i1'U~ 1 bU'Um1tJ1~bi1'URru.fl1'V'lu~m111111Jm11JR1~'Vl1.:i ?i1'U~ 2 , 
b lJ'Wm1tJ1~ Li1'WRfil.fl1'V'l'U~ fl111'111Jfl11-ruf"1Ja.:i~~'U'U~fl11 1~ m~ tJ rnR~a.:iiiad11 "RATER" 

, 'lJ 'lJ 



12 

(Reliability, Assurance, Tangibles, Empathy, & Responsiveness) (Suttle, 1996: 9) "il:::L~'U 

1~11 U"il~V 5 ~1'U"IJeN SERVQUAL d U"il~v~ 1, 2 LL'1::: 3 zj,:i1~LLn m1:1.JLll'U1'1Ju11:1.J"1J8'l'U~fl11 
'lJ 

Fl'J1:1.Ji.i1b~8~ffVl~81111-:ih 1~ bb'1::: fl111'18'\J?f'U8'1Fl11:1.J~8'1n1':i b tl'UU"il~ v b~:l.Jzj'l 1~"il1nfl11vi1fl11 
~:i.J.fl1~run~:i.J (Focus Group Interview) 1'U'l1'Ui~md8tl Fl.ial. 1985 ci1'UoLJ8~ 4 LL'1::: 5 zj,:i1~LLrl 
rn11 ~F111:1.J~'U h LL'1:::rn1L-U'1 hrn1fo~F111:1.J~8-:irn1"1J8-:i~-ruu~rn1L tl'Uil"il~ v 1 'VllJ LLl1in'IJ1:::n8u 1 'IJ 

'lJ 'lJ 

~1v11vrn1\111-:i1 ~~8hHl-:iil"iJ:ilm~:i.JBn 7 ~1'U~L'Vl~8 
~-:ii!'U bblJ SERVQUAL "iJ:::'IJ1:::n8'\J~'JVU"il~V 1 'Ufl1)'J(;lflt\J.fl1'W'IJ~fl11LVlv-:i 5 ~1'ULLl1infl18'\J 

' 
Fl'j:l.JLL4~:1.Jl111-:i1 "IJ8'1U"il~m~:i.J~'I 10 ~1'U bb'1:::b tl'ULL'U'J~(;lm.vn'U8~1'1bb'W~'Vl'11V 1 'Urn1'1J1:::d1'U 

Fltw.fl1'W'U~f1111'U:i.J:i.J:i.J8'1"1J8'1~-ruu~rn1 (Wong Ooi Mei, 1999: 139, Lopez and Serrano, 
' ' 'lJ 

2004: 772) 

'Vl'J~lJci1'U'IJ1:::?1:1.Jfl111'1'11(;1~1n"il'U~f111 (Payne Adrian, 1993) 'IJ1:::n8u~1vil"il~V"il:::~8'1 

Vi"i111ru1 L ~8 n1'Vf'U(;l~1 LL 'Vii.I -:J"IJ8'1 rn1u~rn1 LL'1::: n1'Vl'U (;lci'J'U 1'1'11(;1"1J8'lu1fi"ilu~rn1 ci1'U'IJ 1::: n8u LLl1i 
' 

'1:::ci1'U"1J8-:ici1'U'IJ 1::: ?t:i.J f1111'1 '11 (;I "ii :::ij e.rn m:::'Vluzj,:i n'U LL'1::: n'U LL'1::: ~ 8'1?18 (;} FlfK 8'1 n'U L ~81~rn1 
~1L il'U'l1'U~1'U fl111'1'11(;l'IJ1:::?1um1:1.Jii11 L ~"ii m:i.J11'1 '1'1J1:::?1-:i~'U8n L 'Viii 8"il1 nci1'U'IJ1:::?1:1.Jf1111'1'11(;1 

' 
611'Vl-ru~'Uf11~11 'IJ ~'IJ 1::: n8u~1 v 4P' s 1~ LLrl l!-l~l'lnru;i LL'1::: rn1u~rn1 (Product) 11F11 (Price) 

?tm'Uffi ~'U~f111'Vl~8"118-:i'V11-:irn1~(;1'11'Vli.i1v (Place) LL'1:::rn1ci-:iL?1~:1.Jf1111'1'11(;1 (Promotion) LLl1i 

~1'U'IJ1:::?1:1.Jf1111'1'11(;}'\J~f111~'1ijci1'U'IJ1:::n8'U~L~:1.J~'U:1.J1Bn 3 ci1'U~8 'ifl'11fl1 (People), m:::'U'J'U 

rn11~u~rn1 (Process) bb'1:::f111?1~1'ILL'1:::tl1L?t'U8~n~ru:::'V11-:irnv.fl1Y1 (Physical Evidence & 

Presentation) L(;lvci1'U'IJ1:::?1:1.Jf1111'1'11(;151n"il'U~n11ij11v'1:::bBV(;l~'ld 
' 

(1) ~1'Ul!-l~l'lnru;i (Product) rn1u~rn1Ltl'Ul!-l~l'l.f1ru;i"1J8-:Ju1n"il'U~fl11 zj,:iF118'\JFl'1:1.J'Vln8~1-:i 
' ' ' 

"1J8-:Jl'i'1~'Uf11 LL'1:::'Vln~-:i'Vl n8 ~1'1~ Ll'l~V:i.J 11 u~rnw nf11 L ~ 8'1"il1n'1nf111lJ1~iJl8'1 rn1L Vlv-:il'i'1~'Uf11 
, , \I \I 

LL'1 :::u~rn1L ·vhi!'U LLl1i ~-:i ~8'1rn1'1J1::: 1v"lltJ'Vl~8Fl ruri1~'U~l~-ru"i11nrn1~8~'Ul°i1 LL'1:::'\J~f111"1J8'1 
' 

(1.1) 'U~fl11'Vl~n (The Core or Generic Product) ~8~n~ru:::"IJ8'1'\J~fl11'Vl~n'Vl~8 fl11 

'U~fl11~'U~1'U ~ bl'l~V:l.J 11l ~'U~fl11'1nff1 zj'l?f 1:1.J11'11'18'\J?f'U8'1Fl'J1:1.J~8'1fl11~ Lb Vl"il~'l"IJ8'1'1 nf111~ 
~ 'lJ 'lJ 

( 1.2) 'U~fl11~~nf11F11(;l'Vf1-:i11"i1::: 1~-ru (The Expected Product) 'IJ1:::n8'\J~'JV 'U~fl11 
'Vl~ mL'1:::u~rn1~'U 61 ~'1nf11"il:::1~-ru eJ'UL ~mm"il 1n rn1~8'\J~fl11'Vl~ m tlm~ 8'U 1 "IJ~1?f (;1~'1 nf11iJ18-:i 

I \I , " 

1~fo 

( 1.3) 'U~fl11~L ~:l.J~'U"il1nL~:l.J (The Augmented Product) ~8'\J~fl11~ijfl'J1:i.Jfaiai~ 
LLl'l n\111-:i"i11 nu ~rn1"1Jmri LL -tl-:i-LJ''U~ ?11:i.J11'11'18'\J?f'U 8'1m1:1.J ~ 8'1n11"1J8'1'1 n f111 ~m n n-:l 1 L~ v n11 L tl'U 

'lJ 'lJ 

"Fltwrl1L ~:i.J (Addino Value)" ~b?l~:i.J'U~f111'Vl~n 1'W1'1J"1J8'1Fl'J1:1.JL~8~81~LL'1:::f111V8:1.J-r'U"IJ8'1 
' ::. 'lJ m .Vu~rn1 

'lJ 
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(1.4) 'U~n1';j~G11111-rnb~~flruri1Vlbl"1~ (The Potential Product) f.ie:ifl11mtJ·1.JltJ1~l:u 
' 

m1b ~~'1 fl~ru~'W bl"l~'Vl~e:i~fl't.h~ 1tJ"!ltl~'W~~ flfl1fl111~-rv'il1 fl m1~e:i~'W r11bb~~'U~m11 'W1tl611e:i..:im1 
'IJ 'IJ 

Q c:il4 CV !.I 

'U 1fl 11'Vl bn'l.J m 1~fl1 ~'V11..:J611 e:i..:i~ fl fl1 
'IJ 

1 'Wm1Pifl~1flf ..:id ~~191.f1ru'1 'Vl:i..ntJ5..:i 'lia..:i'Vl1..:im1"1111~ b~'Wri1m~bb'11 'V'lvh~'m.h'W'uqi~ 
b~'l.Ji:.!1fl5'1.J1fl11 

(2) 111'11 (Price) 'Vl111tJ5..:Jflruri1611e:i..:i~~191.f1ru,-i1'1.J1tl~1b~'W 11fl1bll'l.J~'W'Vl'l.J (Cost) 611B..:J~flrl1 
• \I 'I \J 

zj..:i'1~btJ~tJ'UbVitJ'U1~'Vl11..:iflruri1 (Value) tl'U11fl1 (Price) 'Vl1flflruri1~~191.f1ru'11;1..:in1111fl1 ~flfl1'1~ 
, , \I \I 

~~~'l.J h~a zj..:im1n1V1'1.J~fl~tJ'Vl5~1'1.J11f11'1~~e:i..:irhu..:i5..:i 
' 

(2.1) m1tJa~-r'U611e:i..:ii;i flr111'Wflruri1611e:i..:i~~191.f1 ru'1~..:i fl1111fl1~~191.f1ru'1 
'IJ ' '\) 

(2.2) ~'l.J'Vl'l.J~'l.Jri'1bb(;l~r111 i~1tJ~bMm-Ua..:i 
' 

(2.3) 61.f111~fl11bb"ll..:ii'W 

(2.4) u'1-.ijtJ~'W1 b'li'W 1;1n11~bl"11~~n'1 
1 'Wfl11Pifl~1flf ..:id 11fl1 'Vl:i..ntJ5..:i fi1511~b titJ~m11 otl'U~m1"1111~ b~'Wri1 m~ bb'11 'V'lvh~fl 

~1'1.Jtlqj~b~'l.Ji:.!1fl5'1.J1fl11 zj..:Jrl1511~btitJ~bb~"1~5'1.J1fl11'1~bll'U~fl1'Vl'l.J~ 
(3) 'lia..:i'Vl1..:im1-.ij'~'11V1u1tJ (Place) ~1'W'1m'Wffi ~'U~m11'W'11'Wbb1flf.iam1b~aflv11bi;i~~..:i 

(Location) m1 b~ a flvl1 b"1~ ~..:i611e:i..:i51n'1'U ~ m 1ilfl11~'11fi'n 1111fl1~ tJ bu'Vl1~51n'1'U ~m1~i;i flrl1~e:i..:i 
, v~ Ill \I 

1 tJ-r'U'U~m1'11flrn ~'U~m11 'l.J'1m'W~~m ~'U~m1-.ij'~ 1~ b'Vl11~vl1b"1~~..:i~b~amtl'W~1n1'Vl'W~nci~ 
'IJ 'IJ ' 

611a..:ii;iflr11~'1~b-u1~11 i'U~m1 ~..:itT'l.JG1m'l.Jm ~'U1m1t'la..:i1;111111r:ifl1a'Uf1"1~~'1.Jm 'Wm11 ~'U1m1 
'IJ ' 

flci~ b u1V1~1tJ 1~ :i..n n~ 1;1~ bb"1~r\'1il..:i 5..:iv\'1 b"1~ ~..:i611e:i..:iri bb "ll..:ii'W ~1 tJ 1~ tJ m 1~'11fi' ru611e:i..:iv\'1 b"1~~..:i'1~il 
q , \I QI 

m1~'11fi'qi~1fltie:itJ bb\91n~1..:in'l.J 1 tJm~'1fl~ru~ bu'Vl1~611e:i..:i~1n'1'U ~m1 bb~i;i ~tJ1~ b.f1'Vl zj..:i bb tl..:i e:ie:in b tl'W 

3 '1n~ru~ 1~bbn 

(3.1) "1flr11~a..:i1 u-r'U'U~m11 'WG1m'l.J~~m ~'U~m1-.ij'~b\91~tJ~ 11 
'IJ 'IJ 

(3.2) ITT ~'U~fl111 tJ1 ~'U~fl11bbni;i flr111 'W61m'W~611a..:ii;iflr111 '1.Jmrudfl11b~aflvl1bi;i~~..:i 
'! \I \I 

V .c:::l.::I O CV II 

bb(;l~fl11'1~'1f:l1'1.J'Vl~fl11~'11flqj'l.JeltJ(;l..:J 

(3.3) ITT~'U1fl11bbi;i~er~'U'U1fl11ir~Yl'Un'W ru 61m'l.J~bbvt..:i'Vl~..:i b~e:i1~'U1m·rni;i~~'U 
'IJ 'IJ 

'U~m1 ru '1m'l.J~bbvt..:itT'W b~afl11~1;1~~1fl611a..:i~..:i 2 ~1tJ 1'Wmrudm1b~aflvl1bi;i~~..:ibb"1~m1-.ij'~ 
61m'Wm ~'U~m1ilm1~'11fi' qii!a tJ 

1 'Wm1Pin~1flf ..:id 'lia..:i'Vl1..:im1-.ij'~'11V1i11tJ V1~1tJ5..:i '1m'W~1 ~nr11m11'V'lvh~~~a611a1-tl 
'U~m1"1111~ri1m~ bb'11 'V'lvh~fl~1'1.Jti'ru~ b~'Wi:J 1 fl5'1.J1 fl11 f.ia m11 'V'IVJ1611'WniJn1fleJ1 bnaa'Vl~'Vl1 

" \I , , 

Vl61tJ -.ij..:i'Vl1~1"1~'1~ bfl~ bb"1~5'1.J1fl11~~ fll°11~e:i..:im1"1111~ri1m~ bb'11 'V'lvh~n~1'1.Jti' qi~5'1.J1fl11 
(4) m161..:ib'1~~m1191i;i1~ (Promotion) b ll'l.Jm1~~~e:i~e:i1;111bM tJ1 n'Uoff e:i~i;i1~V111..:ier~an'U 

'IJ 'IJ 

~6111 tJ b ~e:i1;1~1..:iVll"l'Wfl~ bb"1~Yl'J~ m1~m1~e:i m1~~~e:i~e:i1;111 m'11 -tl'Ylirfl..:i1'W6111tJvl1m16111tJ bb"1~ 
fl11~~~el~B'111fatJ1~ L otlfl'l.J bfl~B..:iiie:i b 'l.Jfl11~~~el~B'111iJ'Vl"11tJtJ1~b.f1'Vlzj..:Jel1'1 b otl'Vl~..:J 'Vl~el'Vl"11tJ 
bfl~e:i..:iiie:i ~e:i..:i 1 otl'Vl'1 flfl11b~ Bfl 1 i bfl~e:i..:iiie:i~e:i'111bb 'U'UtJ1~1;1~tlw'11'1.J tl'l.J (Integrated Marketing 

Communication) 1~tJVl'111ru1'1..:ifl11~m~1~1;1~n'U"1nr11 ~~191.f1ru'1ribb"ll..:ii'W 1~tJ'U11"1'1~lJ..:i'Vl:i..ntJ 
I I ti \I \I , q q 

~'J~n'l.J1~ bfl~a..:iiia'1..:ib'1~~m1191m~Vi'11fi'qi n~..:iii 
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(4.1) fl11 L~~ru1 (Advertising) b th.i~'l.J bb 'U'UV!~\11 'Ufl11~~~8~8?111~ilm.Jn'l..!:1.J1fl1 'U 

51n"ilu~m1b ~8?1~1-:im1-run 'Um1u~m1 "'~1-:im1:1.J b -li'1h1 'Um1u~m1~m ~u~m1:ij'~ bl'l~v:i.J 11 
• 'U 'U 

bba~ b ~8'1\11'11 ~~~1"11~11'1~ b ll'Ua fll°i'1~bb'1~8V1fl~"il~ 1 iu~m1~-:itY'U tl' flfl111J1a 1~u~m1~-:i~ 8\1 
'\I 'U 'U '\I 

1J11~V1tl'flfi-:im1:1.J611~(1J"ll8\lfl111~~ru1bba~iim1~~~'Uh1'Ufl111~~ru11~vf11i1-:ifi-:11'1J1'l'l.J1~61\lf11 'U 

m11~~ru1 m1n1V1'U~\l'U'l.J1~:1.J1ru 1'l..!m11~~ru1bba~m1b~8fl 1-tl'~81'Ufl111~~ru1~1v 
(4.2) fl11"ll1V 1~v1 otlyjtJfl-:i1'U"ll1V (Personal Sellino) bU'U1Ubb'U'Ufl11~~~8~8?111~6'i-:i 

;:, 'U 'U 

-d1161111'lJe!-:i~1u-d11?1111~v m\181'1 b~ Vfll1 b U'U fl11~ ~~ 8~861111~V!l1\l'Uflfla ~6'i-:i-d11?111'1~ 
'U • 'U 

611m 1'11u~ bba ~'l.J 1~ bi1'Ui:.J a '11fl~fo-d1161111~~'1..!Vi 
'U 'U 

(4.3) m16'i-:ib?1~:1.Jfl11"ll1V (Sales Promotion) bU'Ubf1~8\lij81~v~~'U b~8m~~'Ufl11 
1J18'U?l'U8-:11~b~1~'U bU'U\11'U~b~v1i8-:inum1?1~1\I m1tl11'1.J1-tl m1bi:.Jmb'V'j~ bba~b'Vlflilf1~1\lj 1~v 
1-tl'b?1~:1.Jnum11~~ru1bba~"li1v6'i'lb61~:1.Jm1"1J1v b"li'U m1a~ bbafl bb"ilfl bb'1:i.J bU'U~'U 

(4.4) m11~-d11bba~'l.J1~"!1161:1.J~'UB (Publicity and Public Relations) m11~-d11bU'U 

fl11b61'U8f111:!.Jfl~ bi1'Ub~ V1 n'U~'Ul°i'1 bba ~'U~fl11 V!~8'U LV'U1V'U~,;'Vl 1~v ~1'U~8zj\181'1 hl~8\liifl11 
~1m~'U V1~8~1m~'l..!fi1~ 1~vm11-tl-d11blJ'l..!6'i1'UV1~\l"ll8\lfl11'1.J1~"!1161:1.J-W'l..!6 

(4.5) m1'1.J1~"!1161:1.J~'U6 V!mVfi\I m1:1.Jyjmm:1.J1'Ufl11~8?111b~8?1~1\l~~'Uf1~~~~8 
mflm 1 ~i:.J~l'l.ti'ru'1b ~8?1~1\lm1:1.J61:1.J-W'U6~~nu-q:1.J"ll'U~1\I i Vl~mi:.J v bb yj~-LJ11~~ m1?1~1-:ifl1ww'1tl 
~ m~ v fl1161~1\I b V!l'l fl 11 tUV!~8 b~8\1111~ ~ • 

(4.6) fl11'U8flfl~11'1.J1fl~8'1.J1fl (Word of Mouth) ii'U'Vl'U1'Vl611~ru8~1\l~\ln'U51n"il ., . 
u~m1b 'V'j11~~~ bfl v 1 iu~m1"iJ~'Vl11u-J1m1u~m1"1J8\151n'1tYm U'l.18~1\111 '11fl'l.J1~61um1ru"1J8\I 

'U • 

l'l'U bba1~1v'Vl8i;i'lJ1~61ufl11ru~'U~81 LJ eJ\l~zj\181'1'1~ b lJ'Um itJ~fl111 '1..!8'1..111"11'1 V11flm-titJ~m1ii 
'U 'U 'U 

f111:1.J~~fl~~ 'l.J1~~tJ 1'11 'l..!m1tJ~m1 n"il~tJ8fl~8 i 1'l.Je!'ltJflfla1fla~~ 
'U • 

(4.7) fl111'1'11~'Vl1\11'11\I (Direct Marketing) bU'Ufl11~i;i~8~86111ntJfltj:1.JbU1V!:!.J1V 
b ~81 ~bn~fl111'18tJ?l'U8\l Li;i vm\I V1~8V1:1.J1vfi'l15fl11~1\I i ~tl' flfl111J1a1i;i 1 i?i'I b61~:i.Ji:.J~ 1J1.ti'ru6Vi 

1~v1J11-:1ntJ~~mba~vh1~bn~m11J18tJ?1'U8\11'U~'UVi 'l.J1~fl8tJ~1v m1~~~m?1'l.!8"1J1v'Vl1\IL'Vl1iai'wvi 
'U 

fl11"ll1V 1~v 1i'1~V!:!.J1VIJ11\I fl11"ll1V 1~v 1oUbbfl~IJ11~8fl fl11"1J1V'Vl1\l b'Vl1~~tl1'VlV V!~8V!tJ\l~B~l.J~ ;\I • 
'1'11'11 ~afll°i'1iin'1m1l.Jm11J1atJ61'Um b "!i'U 1 ifl'lJB\lbbafl~a 
'U 'U 'U 

1'Ufl11Pifl~1fl#\lif fl116'i\lb?l~:!.Jfl111'1'11~ V!:!.J1Vfi\I fl11U1~"!1161l.J~'Ufib~V1ntJ"!iB\l'Vl1\lfl11 
'1111~ b~'Uri1 m~ bb?l 1Yl-W1~1'U"li8\l'Vl1\l~fl ~1'1..!U ru~ b~'l..!~1flli'U1f111"llmm11Yl-W16'i1'Ufli1m fl 

., 'U 

(5) ~fla1m (People) '11fl~fl~ru~b~W1~"ll8\l'U~fl11~b~Vfll1 "Inseparability" bU'U 

mfl'l.J1~fl8tJ~611~ru~\l 1 '1..!m1i:.J~ l'ltJ~m1bba ~ m11 ~tJ~m1 1 'Ull'1'1U'U;\l?lm'U m1rubb oLJ\loLJ'U51n"il ., . . 
1mb 1\l~'U 'Ufla1m~\lb tJ'Ull"iJ~va1~ru~?1~1\lm1l.Jbbl'lfl~1\11 ~ntJ51n"iJ 1~v61~1-:il.Jar11 b~l.J1 ~ntJ 
, q CV 'I \I 

~'Ul°i'1 zj\lvl11~bfi~f111l.J1~b 'lJ~V'U'Vl1\lfl11bb oLJ\loLJ'U b~VflUJfl1W 1 'Ufl111 ~'U~fl11~8\181fii'Vfl11~~b~8fl • 
m1~fl8tJ1:1.J m1'1\lh b~81~?11m1'1?1~1\lm1:1.Jv;\l'V'jBh1 ~ntJafll°i'11~ bbl'l fl~1\I b V1ua1°1bb oLJ\l"li'U ~\l~'U 

'U 'U 'U 

yjtJ fl\11'U~\l~B\liif111:!.J~f111:!.J'1f 1'1.J1f111 'U?l1V\11'U ii~~'Ufl~~~ iitJfl~ flfl1Tibb'1~fl11bb~\lfl1V~~ b ~8 
'U ·~ • 

?1~1\lm1:1.Jil1 b~B~8 iil.J'l..!~~61:1.J~'l..!6 iim1m?1:1.J8fl1fl 1 'Um11 ~tJ~m1a fll°i'1b ~8?1~1\11°111:1.J~~fl 
• 'U 'U 



i.J1~Vl'U 1:u~elfl111 ~fl-;rn.JG11~qiel ~1\1 b vi1 b Vim.J a1m1'11))el'l.J'1'Uel\I bbfl~ bbntl qiV11~1\I ~ "Uel\l~fl~1 i1 
fl11l.lfi~~b~lJ bbfl~'11l.J11'1'1~1\1~1il~ii 1~tl'Uel\l~fl'S1~ 

1 'Um1Pifl~1 fl~\l.Q 'Uflfl1 m Vim ~1;1" 'V'ltJ fl\11'U m11 vJ-W1611'U.rdJ.n1flrl1 b.fl elel'VliJ'V'l1Vi61~ , \J , , 

~\l'Vl1~Pi~a~bfl~ bbf!~'V'lir fl\11'Uo'U1f111vi1 ~'U~m1~ fl~11 'Um1~~~ el"Uel 1i'U~fl11"l111~~1m~1 vJvh 

~1'U"limV11\li1fluqi~b~'U~1flu'U1fl11 

(6) m~'U1'Ufl111 ~'U~fl11 (Process) btl'U~'Ul))el'U1 'Ufl111 ~'U~fl11L ~el61\ll.lel\lflW.fl1'V'l1 'Ufl11 
' 

1~'U~fl11tl'Uflfl~11~11~b~1bbf!~i.J1~Vl'U1"ilflfl~1 "il~fi"il11W11'U 2 ~1'U ~el fl11l.lrd''U6b'el'U 
~ ~ 

(Complexity) bbfl ~fl11l.l'Vlfl 1 fl'Vlfl1 ~ (Divergence) 1'U~1'U"Uel\I fl11l.lrd''Uiel'U "il ~\Pl el\1Vi"il11ru11;1\I 

~'Ul))el'Ubbf!~fl11l.l~m ~el\l"Uel\l\11'U 1 'UflW'U'l'U fl11 

1'Ufl11~fl~1fl#\ld m~'U1'Ufl111 ~'U~fl11 'Vlm~i;l" f111iia~~1m1~b~11 'Ufl11~~~el"Uel1i 
'U~m1"l111~~11 vlvh fa~15i1fl ~1'Uuqi~o'U1f111 ~1'U 1 'U~1'U"Umm1ii'Vlf!1 fl'Vlfl1~ t'i'el\l'Vi"il11ru1~" 

f111iiaa1~bbfl~m1ii ~~'Vl~'U a1m1'1~"il~ b i.J~ ~'Ubb '\.Jf!\l~'Ul))el'U'Vl~el~1~'Um1vi1\11'U 1~vi11 ~ij~'U l))el'U 
' 

fl111 ~'U~fl11~11~b ~1~\l~'U 1~ 
(7) ~\lbbd~~ell.l'Vl1\lfl1~.fl1'V'I (Physical Evidence) 'Vlm~i;1\l.fl1'V'l~fl~tU'Vl~el~\l~~fl~1'11l.J11'1 

61\1 bfll)) b-H'U 1~~1 ~'Vl1\lfl1 ~.fl1'V'I bbfl ~b tl'U~\l~~el 1~~'U~1.nfl1~-r'U~Ci\l.fl1'V'I~ fl~tU"Uel\I fl11'U ~ fl111~el~1\I 
~ ~ ... ., 

"11~b"il'U~1~ 

1'Ufl11~fl~1fl#\l.Q' ~\lbL1~~ellJ'V11\lfl1~.fl1'V'I 'Vll.11~Ci\I fl11lJ?l~eJ1~ elW'Vl.fliJ bb'1\1'111\I fl11 ' ~ 

elel fl bb 'U'U \))fl bb~ \I .fl 1~1 'U bbfl ~.fl 1~'Uelflel1fl11 fl11lJVl'U al! ~"Uel \I eli.J mru bbfl ~ bfl ~ el\lij el~1 m 'U fl11 
' 

1 ~'U~fl11 \))fl el~"il'Uf111iia~~1 fl bbfl~m1iii.Jf!el~.ii'~1'Um11 vlvh611'U.niJ.n1flrl1 b.flelel'VliJ'V'l1Vi61~ 
~ ' ' 

~\l'Vl1 ~Pi~a~ bfl~ brn ~o'U 1f111~~ ~ ~ el"Uel 1 -tl'U ~fl11'!Xflu qi~ b~'U~1 fl iJ11 bb i.J1t'i''U 1 'U m1~ fl~1fl~"d 
'11l.111'1'11'\.J L lJ'U\))111\11~~\l.Q' 

' 

~111.:J~ 2.1 flT'H°lfiVULVivrnh'Uth::a11m':i~~1~~':ifh1u'im':i 7P's LL~::~t1~1LLth~An~1l'U 
~ ,: 

fl':i.:J'U 

~~\)).tlrueri -del\IV11\lm1"l111~ b~'U ~1 m~ bba 1vlvh1~~ m1'!Xflu qi~ b~'U 

~1fl5'U1fl11 

khanitha
Rectangle

khanitha
Rectangle
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2.4.1 fl1111vi111t1'llt1.:inTrn~nTa 

fl11lJ'Vl:i.n~"1J-ei-:im'.iu~m'.i 1~iim ~f111lJ'Vl:i.n~ H ~-:id 
'U 

Pi~1'.i'.iru b?l~-rl'ltl (2541: 344) fl'11111 fl1'.i'IJ~fl1'.i (Service) btl'Unlilfl'.i'.ilJe-J'1tJ'.i~1~"1ltl 

V1~eim1lJ~-.:J'We:J 1 lil~?l'Ue:J\lfl11lJ~ ei-.:im'.ibbrii;i flA'1 
'U 

~~~ir'Wv'i bl'l"ll~~tl~ (2540: 6) flci1111 r1111 "m'.iu~m'.i" l'l'.i-.:inu.n1i;T5-.:ifl~i;11 

"Service" b 'Ufl11lJ'VllJ1~~11btl'Ufl1'.ifl'.i~v\'1~b~~lJ 1 tl~1~m1lJ"!i1 m 'Vl~e:J fl1'.ib ~m1lJ"li1m 'Vl~e:J 
m'.i~1 b il'Wm'.i~ b tl'Utl'.i~ 1~"1ltl 

1'.i~'W-.:i,; bu~lJi'.i~-rl'!tl (2542: 1) 1m~fl11lJV1:i.n~11 m'.iu~m'.i btl'U~-.:i~~u 61lJer?I 

bbl'l~~ei.,:i1~mfl bb'1~blJ'U~-.:J~L~e:JlJ?lru?l'11~ 1 tJ1~~1~ 'IJ~fl1'.i Iii~ 1~-r'Ufl1'.ivl1~'U ((~Wlil1fl'IJ~fl'.i) bL'1~ 
'U., 

G'f-.:JlJe:J'IJ~~-r'IJ'IJ~fl1'.i (~ flA'1) L ~e:J b -tl?lel~'IJ~fl1'.i,f 'U 1 Lvi~Vl'UVi 'Vl~e:J b 'UL 1'11Lflel'Ulil~Vl'UViVl'U 1vi~iifl1'.i 
1 ~'IJ~fl1'.i,r'U 

otl~?llJ'W'1 "ll11U'.i~L?I~~ (2549: 18) 1m~fl11lJ'VllJ1~"1Je:J-.:J fl1'.i'IJ~fl1'.i 'VllJ1~~.,:i fllilfl'.i'.ilJ 
"' 

"IJel-.:Jfl'.i~'IJ1'Ufl1'.iG'i-.:JlJel'IJ~'U A'1~hliil911 l'!'U (intangible goods) "llel-.:J~'.inlil 1 ~nu ~-ruu~m'.i 1vi~~'UA'1 
mlJii\9111'1'U,r'Ulil~~e:J\ll'lel'IJ?l'Ue:J-.:Jfl11lJ~el-.:i fl1'.i"1Je:J'l~fo'IJ~fl1'.ilil'U'l.h 1 uG'i fl11lJ~-.:J'Wel 1Iii1~ 

'U 'U 

Kotler ( 1997: 611) 1~-.iJ1nvim1lJ"1Je:J\lfl1'.i'IJ~fl1'.i H~-.:i~ei 1 tJdm'.i'IJ~fl1'.iLtl'Ufl1'.iLL?lvi-.:i 
'Vl~el ?llJ'.i'.i'1'U~~'VltJ1~-.:J1'U'Vl~-.:J1 ?11:!.J1'.i'1L?l'Uel1 ~tl'IJBfl'Vl'l.h ~-.:J1'Uel'UL tl'U~-.:i~1lJii~tl~ fl'l;tUelV1-.:J L tl'U 

LLri'U ?11'.i Lb'1~ 1lJlie-i'1~'WITT 'U?l.fl1'Wfl11lJ b tJm41"1lel-.:J b 'U~-.:J 1vi 1vi~~fl1'.ie-J~l'lel11illil~ 1lJci fle-1 m!vin'IJ 
'IJ 'IJ 

"" ... .. 
e-!'11'1.flUJ'1fl1 ~.fl1'W 

lil1flfl11lJ'Vl:i.n~~flci11lJ1-b'1-.:i~'U ?11tJ1~11 "m'.iu~m'.i" 'Vl:i.n~~-.:i m'.itl~'Li~"llei-.:iel-.:iiim 
L ~e:J?l'Ue:J-.:Jfl11lJ~el-.:J fl1'.i"1Je:J-.:J'1 flA'1L~el1 ~'1flA'1Lnvifl11lJW-.:J'Wel1lil ~-:id fl1'.i'IJ~fl1'.i L tl'U~-.:i~1lJli\911l'l'U 

'IJ 'IJ 

'Vl~ei~u~ei-.:i1~ 

2.4.2 an'lin.t:::'llt1.:lfl1'.i\J~n1'a 

~-.:id~fli;ru~"IJe:J-.:Jfl1'.i'IJ~fl1'.imlJ~ -tl'~?llJ'W'1 "1111tl'.i~L?I~~ (2549: 27) 1~flci11~-.:im'.i ... 
'U~fl1'.ili~fli;ru~bu'W1::: 5 tl'.i~fl1'.i ~-:id 

(1) m1lJ 1lJli1911l'!'U (Intangibility) 'U~fl1'.i 1lJ?11mw lJel-.:JLi1'U~'U~el-.:J Lrn~6"lJ~?l1lJ1~ 

(abstract) 1vi~1-tltl'.i~?ITVl6"lJer?l~-.:i~11lJ111i1~btl'Ul'!1 'VI lillJfl ~'U c:i1'VIU-.:J 'U~fl1'.i1lJ?11m'.imLU-.:JbL~fl 
'IJ 'IJ 

L tl'U~'Ub 'Vlijel'U~'UA'11~ L "!i'U 'Vl1fllil~tml1V1ellJ ~tel VellJ~'U"1J1vitl1V1ellJlJ1'Vlvi'1el-.:iovi 1~vilJ fl~'U 1~ 
'IJ 

'Vl~eitm tl'U"1J1vi 1~ 
(2) fl11lJLL~ fllil1fln'U1lJ1~ '.i~'Vl11-.:irn ~'U ~fl1'.i Lb'1 ~i;i nA'1 ~-r'U'U ~fl1'.i (Inseparability) 

'IJ 'IJ 'IJ 

1'U"li1-.:iL1i;i1 fl1'.ib ~'U~m'.iJ'U L "!i'U 'U~fl1'.i'U1 vi LLe-J'U L 'U '.i1ru ~'U1 vi LL'1 ~i;i flA'11il~ ~ei-.:i elV'W~e:JlJ n'W 
'IJ 'IJ 'IJ 

ru ?lm'U~vib ~'U~fl1'.i b 'Ufl1'.il'l'.i11il-rfli;1bL 'W'Vl~ LL'1~fl'W1-b'lil~~el·:ieJ~~b~~1n'U ~-.:J?lel-.:J~1~ fi1lJ?l1lJ1'.i'1 
'IJ 

LL~fllil1nn'U 1m 'U"!i1-.:ib 1mvi'l ~'U~m'.ii!'U 
(3) fl1'.iLn'U-rfli;11lJ1~ (Perish ability) fl1'.i'U~fl1'.i~ei-.:im~~fl'Ub 'Ufl1'.i1 ~'U~fl1'.iLtl'U 

611~ru ~-.:iJ'U'Vl1fl1lJiii;iflA'1lJ11 -tl'U~fl1'.ib 'U"!i1-.:i L 1i;i11vi L 1mV1~-.:i 'WtJ fl-.:J1'U~1 ~'U~fl1'.in1i1d1-.:i-.:i1'U 
., 'IJ 

Odle) Lnvim'.i~qJL~~ri11-tl~1~1 'U~1mL '.i-.:i-.:i1'U 1vimtlci1tl'.i~ 1~"1ltl 1lJriel 1~bnvi'.i1~1mvi 1 
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(4) m11ll'i'e:J\lfl11~hlLLtJ'Ue:J'U (Fluctuating Demand) m11Jl'i'e:J\lfl111i'U~fl11"1le:J\I 
'1 flfl1~'U'1\I e:i ~ L6'11le:J fl111 ~'U~fl11,!'U'1 flfl1,!mh'U1'U'1flfl1~1l11-il''U~fl11"il~1l1flVJ~e:iue:iCJ \;)1\ln'U 
'U \I 'U \I 

~'Utl'IJ"!i1\IL1'111 'ULL~'1~1'U 1'U 1 'U\Pl'U6itJ~1i1VJ~e:JVl1CJ6i'tJ1111i1111J~\ltl~fl1'1 L"li'U ~6'11"1J1"1Je:J\15'U11"111 
"1i1 \1-Wfl fl'11\11'U "il ~ii'1flfl11J11 oU'U ~fl 111J 1flfll1"li1\ID1 CJ "li1\11''U ~'U'Vli LL'1~1'U131fli"il ~ii'1fl~1eJ1fl Cle:J'U v • v 

L~'U1J1flfll1"li1\ll'U~'U '"] 1 'U6itJ~1i1 
(5) l"l111JLLl'lfl~1\1"1Je:J\lfl11'\J~fl111'ULL~'1~1"l~\I (Variability or Heterogeneity) l"l111J 

LLl'lfl~1\l 1'U~1'Ul"l'1J.fl1V'l1 'Ufl111 ~'U~fl11 L ~e:J\l"il1fl'U~fl11l'i'e:J\le:J1~CJl"l'UV!~e:JV'IUfl\11'U 1 'Ufl111 ~'U~fl11 • 
Lll'U'11'U1m1] (labor intensive) zj\lfl11~V'1Ufl\11'U"il~t1JV!~e:Jhl "il~1~u~fl11~1CJ~l'lhe:i~1\ILLVl"il~\I 
V!~e:J hl l'i'm~'Un'Ue:J\lflU1~fltl'U~'U 1 ~\11 'U~1'U~1\lfl1CJLL'1~~1'1 h L"li'U V'IUfl\11'Ul"l'UV!~\I L~e:J1'U11'Ud 
1 ~'U~fl11~1J1fl t1J LLEJ1JLL~1l16'1 Vlfl'V11CJ'1fl~1 L tl'Ut1~1\I~ LL~1'U~\l~'UV'IU fl\11'Ul"l'UL~CJ1 n'Utl1"il'1fl v • v 

~e:J\IL~CJ'Ul1'\J~fl11 blJ~ 1lJt1JLLEJ1J V'l~"il1 bllb V'IL 11~ 6'11L V!l'l L ~tl\11J1"il1flV'IUfl\11'Ul"l'U,!'U 1lJ1~'Utl'UV!~'U v • 

e:J ~ 1\1 L~1J ~1J L V'l11~ ~ e:J\I ~ LL'1'1fl6'1111 CJV!~ \1"1J1 'U~U1CJLU'U1-iJVJ1~1'1 '1 ti~ ~'U~ ~1'U1J1 v v 

~\ld~m~m.1~"1lt1\lfl111 ~u~m1Lvlt1m11 ~'U~fl11Ln~m11J11~L ~1 Ctfl~e:J\I mu~1'U'Vlfl v • 

~'Ul'lv'ULL'1~ii1"1111lL6'11lt1.n11"11J111l~ t11~~'V1B V"1111ru~?1'V1B (2540: 22) eJ'1\l~\l"il1fl "1l1'1'U'll t1'V1CJ1'U • • • 
(2558: L1'U161!\9l) 1~flci11H ii 2 ~fl~ru~ ~ti 

(1) m11~'U~fl11LL'U'IJLU~L6'1~"il (One Stop Service) ~ti m11~u~m11'U6'1'11'U~L~CJ1 
~\IV!1J~'Vlfl'V!tJ1 CJ\11'Uvh ~'U~fl11 ~iil"l111l'11l-W'UITTfl6i68~ LL'1~~t1\l 1 ~'U~fl11LL6i'1 L?l~"il L fiCJ\ll"l~\IL~ CJ1 • 
L~CJ ~1J1~1'1~tl 1iL1'11Ue:J CJ LL'1~ Lfll'11"1111JVi\IV'le:J 1 "il 

v 

(2) m11 ~'U~fl11LL'U'Uell'l L 'U~ (Automatic Service) Lll'Ufl111 ~'U~fl11 Ll'1CJ1 oULl"l~t1\liie:J 
~Vl'U?llJCJ iie:itJmruLViCJ\IV'le:J vh1~Lfll'll"l111J6'1~1'11fl111'1L~1 U1~V!EJl'1L1'11 tl1~V!EJl'll"l'U • 

2.4.3 fll1111lii1A'ty"llv-3m1u~m1 

6'11J"IJ1CJ fl"ilCJ11CJ\I (2536: 15) b~flci11~\ll"l111l'11~qj"lltl\lfl11'U~fl11LlJ'Ufl111 ~'U~fl11~~ 
LL'1~iil"lru.n1V'l"il1fl~TUl"ll"l'1zj\11'lt1\le:11~m'Vll"lUl"l fl'1CJ'V15 Vl'fl~~LL'1~m11JLL 'U'IJL UCJ1J\;}1\J 61 ~"il~l-111 ~ 

, , " I 

"IJ'U~ 1"il'1fl~1 ~~1l1~1'1~tl51n"il VJ~t1'Ul"ll"l'1vf11tl~m1-Uu~fl11~\l~tl 1~11iim11J'11~rut1~1\l~\I 1 'U 
\I \I , , QI 

U"il"il'IJ'Ud m11 Vl'U~fl116'11mwm~l'111~ ~\lnt1'ULL'1~ 1 'U1~VJ11.:ifl11~l'l~e:JVJ~e:i.n1ciVJ~\lfl11~1'1~e:i • 
Ll'lCJ 1~fom1'U'1m1"il1fl~1'Ul"ll"l'1'Vlm~~'U.n1CJ 1 'Ut1\lfim 111J~.:i~u~VJ11"1Jt1.:ie:i\lfimi!'U 61 m1'U~m1 , , " I 

~~"il~ L ll'ULl"l~e:J\liie:i"li1CJ1 ~~~l'l~tln'U tl\lflfl151fl"il Lfll'll"l111J L zjtl~tll31-r'V151 LL'1~fl116'1~1\l.fl1V'I~ fl~ruzj\I 
v • 

"il~iii:.m 1 'Um1~1'1~t1 VJ~t1'U~m1~'U 11'U1e:im?1VJu1 

2.4.4 th::L.n'Vl"llv-3~1rh'1u~m1 

~11~-rm.J fl"ilL~\311 V'lh"iltl (2548: 33) b~flci11~\I 51fl"il'U~fl116'111J11'1~1'1UWL.fl'Vlb~ • 
4 tl1~L.fl'Vl ~\I.fl 

( 1) fl11'U~m1\;)t1~1\lfl1CJ~fl~1 (People Processing Service) tl1~L.n'VldLlJ'U'U~fl11~ 
iifl11'1mde:il'i'e:i.:i~1'1fl~1Ll'1CJl'11\I (L"li'U ~l'l~lJ 'U11'1LL~'UL'U11t\J i'1i) V!~t11llnLll'U'U'1fl11'V11\I 

v v 

mCJmV'I (L "!i'U u~m1"1l'U'1\lm'1"1J'U - Ll"l~t1'UE!1v~1'1fl~11 tJ~"ill'1VJmcitl'11CJ'V11.:i) zj\1'1fl~1"il1Lll'U v • v 

~e:i\lt1CJL 'U?lm'Uvh Vf'll'1m1l'1'1t11'1~\lm~'U1'Um11 Vfu~m1 "il'Ufll1"il~ 1~-r'll~'1t11~ LCJ"1JtJm1l~l'i't1.:im1 
v 
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(2) f11'j'LJ~f11'j~el~l'lh~n~1 (Mental Stimulus Processing Service) 'lh~L.fl'VlddJ'IJ 
f11'jb ~'U~f11'j 1~m 1fr'il1 Lll'IJ~el-:1'1 m del~el-:1~1'1 n~1 LLl'i L ll'1Jf11'j t ~'U~f11'jl'iel~l'l he:J1'j:l.JtUV!~elfl11:l.J 

'IJ 'IJ 

~~n"1lel-:J'1n~1 (L"li'IJ h-:i.flTVW'IJl'l~ h-:iL~tJ'IJ 1~ fo?t~ "1'1 "1) zj,:i'1n~1Lll'IJ~el-:JeltJ't 'IJ?tm'IJvit ~'U~f11'j 
\J \J \I cu 

1'1'1el~~-:im~'U1'1J f11'j 1 ~'U~f11'j'1\J ffJ1'1~ 1~1'U t:-1mJ 'j~ lcJ"l!tlm:i.J~~el-:Jf11'j'11 n'U~f11'jJ'IJ LL~?tm'IJ 
'U~f11'jb'IJ~d tl1'1'1~vt:1.J1tJ5-:i ?fm'l.Jvit~?fm'IJ~vt~-:i ~LuV'l1~L'11~'1-:Jb'IJf11'jb~'U~f11'jJ'IJ L"li'IJ h-:i 

'1~fl'j 1 'j-:J.fl1V'ltJ'IJl'l~ vt~eltl1'1'1~el t!"l 'IJ?!m'IJ~~1n'1eleln 1 tJ LL~'1 n~1nrnTI ~'U~f11'j?f1:1.J1'ji;i~~~eltl'IJ 
'IJ 'IJ 'IJ 

1~ 1~tJ b iL'Vlfl 1'IJ1'1~?f1'j?f'IJL'V1Plvt~m~'U'U 1 'Vl'jfl:l.J'IJ1fl:l.J 

(3) f11'j'LJ~f11'j~el~-:!"1lel-:J"1lel-:J~n~1 (Procession Processing Service) 1 'IJV!'11tJ1 fl~-:! 
61Jel-:Jf11'j~el'U~f11'j L 'j1 hJl~~el b ~tl'U~1 L 'j1Lel-:J LLl'i L 'j1~el'U~f11'j b ~tl'U~-:161Jel-:J61Jel-:J L 'j1 L "li'IJ f11'j b ~'U~f11'j 
tJ1'j-:J1m~1VflJe:JLL D'1-:J 1vh~1 L tl'IJ~'IJ ~-:iJ'IJ 'U~f11'j t '1Jni.=i:l.Jd'1~ L tl'IJ'U~f11'jm ~'U~f11'j~-:J61Jel-:Jel~1-:Jb~ 

' ' 
el~1-:ivt~-:1"1lel-:J'1 n~1 1~ tJ~1'1 n~1 hl'11 L tl'IJ~el-:ieltJ "l 'IJ?1m'IJ'U~f11'j t 'IJ'j~vt11-:i~ Ln~rn'j t ~'U~rn'jnt~ 

'IJ 'IJ 'IJ 

(4) f11'j'LJ~f11'jl'iel?f1'j?f'IJL'V1Pl61Jel-:J~n~1 (Information Processing Service) 'U~f11'jb'IJ 

n'1:1.JdL tl'IJ'U~ f11'j~Yl1 ~el~ -:161Jel-:161Jel-:1'1 n~1 L "lim~ tJ1 tl'U'U ~f11 'jD'j~ L.fl'Vl~ 3 LL~ 1'11-:i tl'IJ I') 'j-:J~ ~ n~ru~ 
' 'IJ 

61Jel-:J "~-:!61Jel-:!61Jel-:J'1n~1" 1~tJ "~-:J61Jel-:!61Jel-:J'1n~1" t 'IJ'U~f11'jD'j~ L.fl'Vl~ 3 '1~L tl'IJ61Jel-:J~ij~11'1'1J LL~ 
'IJ 'IJ 

~-:161Jel-:J b 'IJD'j~ L.fl'Vl~ 4 '1~ L lJ'IJ61Jel-:J~blJij~11'1'1J zj,:i~1'1J b vtruL lJ'IJoLJel:l.J'1?f1'j?f'IJL 'V1Pl61Jel-:!'1 n~1 'U~f11'j 
v 'IJ 'IJ 

'\.J'j~L.fl'Vld 1~LLn 5'1J1fl1'j 'U~f11'j~'\.J1m~1'V11-:J5'jn'1 'U~f11'jl~tJf11'jl'\'11~ Lll'IJ!Ji''IJ 
' 

2.4.5 LL\J1~~m':i'W'~t1101':iu~n1'a 

~'IJl'l'IJ1 rnu'U-:Jf11'j (2539: 26-28) 1~n'1115-:Jf11'j~~'IJ1n1'rn~rn'j'1~ij.ff'IJl'lel'IJLL'1~ 
' v 

lGf11'j~'1~u11 '1.J~f11'jDfl'lJ1l L ~elf11'j'LJ~f11'j t ~Ln~fl11:l.JD'j~~'U h LL'1~ 1~1'LJ'\.J'j~ 1tJ"lltl?f-:i?f~ 1~tJ L~:l.J 
\I dJ \J • 

'11n~'U~vt11?1-:1?1~'1-:i 1 tJ zj,:iij.ff 'IJl'lel'IJ~-:J~el 1 tJd 
'IJ 'IJ ' 

( 1) ~'U~Vf1'j1~~'U?f-:Jij L'1l'l'IJ1eJ'IJLL1-:in~1 b '1Jf111b ~'U~f11'jij'IJ lcJ'U1 tJ f111b ~'U~f11'j~ 
'IJ 'IJ 

i~L'1'1Jn1vt'IJ~ t ~'H1vt-U'1LLt:-1'1JmL'1'1-:JL {11vt:1.J1mL'1~ 1ri1-:irn'j'lJ1'tJ'lJ1-:iml'11;i1'1Jrn1 t ~'U~rn1 t mLt:-1'1.Jn 
' dJI 

61Jel-:Jl'l'IJL ll'1J'\.J'j~'11tl n1vt'IJ ~fl1"1Jl qi'\.J1~'11 el-:Jrl m LL'1'1-:J'IJ 1tJ'U1 tJV!~el'lJ1~ f11P! L D1Vf:l.J1 tJ~1'1J f111 

'U~f111el~1-:Ji~ L '1\J LL'1~ijf11'jD1~"1l:l.J~'U~Vf11'j~~'U?f-:JL ~el f111'U~f111~ L U'IJL~Pl 
' 'IJ 'IJ 

(2) ijrn1~n~1Vf1fl11:l.J~ LL'1~fl11:l.J LoLJ1 h L~tJ1 tl'UPl16'll'l{f1111 ~'U~f1116llel-:JV'IUfl-:J1'U'Vlfl 
'IJ ' 

1~~'U~'U~f111 L~tJ'U~f11'j n1vt'IJ~'IJ 1tJ'U1 tJ LL'1~ f11'j~ ~Yl1n'1 tJ'V156llel-:Jel-:Jrl m lGf111l~fl UJ.fl1V'l'U ~f111 
\J \J q , 

LL'1~ L'Vlflilfl~1-:J 61 1 'U m~'U1'1Jf111~~'U1flt1J.fl1V'l'U~f111 ij f111LL'1'1-:Jvt~mL~-:J LLrlV'IUn-:11\J'Vlnfl'IJ LL'1~ 
I ' ' 

'Vlnfl'UL~tJ'IJTIGf111 t ~'U~f111~~~"'~ LL'1~ L ~:l.JV'l\Jfl11:1.J~m1:1.J?11m1i;iel~l'1'1el~ L 1m 
• 'ti , \I \J \I 

(3) n1111-:i LLt:-1\J n'1tJ'Vl6~1\J'U~ n 11~<ff~ L '1\J LL'1 ~?f el~fl~ el-:Jtl'U ~ n~ru~ LuV'11~ ~1"1lel-:J 
' 

el-:iri'mJ'U 1~ tJ~'U~vt11w~'U?1-:iijrn1:1.Jel'Uvt:1.J1 tJ t ~Vi:1.J-:11'1JLuV'l1~11-:i LLt:-1\J n'1 tJ'V16'1.J1~'11el-:iri' mt~ 
'IJ 'IJ ' 

11-:J LLt:-J'Un'1 tJ'V15~1'1J-:11'1J'U~f11'jel ~1-:1'1~-:J~-:J LL'1~ L U'IJLLt:-J'IJi~ L '1'U n1vt'IJ ~ t ~'H1vt-U'1-:i1'1J'Vl nri'l.Jfo~ij f111 
' ' 'IJ 

'lJ 1~~:1.J;ff LL '1-:J LL'1~~mel11 '\.J '\.J~ U~ ~ 'U ~Vf1 'j) ~~'U l'i 1-:J 1 !Ji' el-:JU 1 L?f 'IJ e:JLLt:-1'IJ-:11\J1 'Uvti.11tJ-:11\J Vf ~el 
.ie:il Q.J a. II II Cl.I ' Q.J I II a. 

Ut:-J'U-:J1'1J'Vll'l'IJ1'Ut:-J~"llel'U '1~l'lel-:J?fel~fl'1el-:Jn'Uut:-1'1Jn'1tJ'V15vt'1n61Jel-:Jvt'IJ1tJ-:J1'1J~1'1Jn1'j'lJ'jn111'11:1.J 
' 

L ,j 1Vf:l.J1 tJ'\.J 'j~ "iJ1tJ 

(4) ~n~1 l Lfl11~~ LL'1~elelnLL 'LJ'LJ'j~'LJ'Uf111'U~Vf1'j-:J1'1J ~?fel~fl~el-:Jtl'IJ'IJ 1tJ'U1tJ~1'U 
'U~f11'jLL'1~Ltel t ~LLt:-1'Un'1tJ'V16~1'1J'U~f111~n1vt'U~ 1 i'?11:l.J11'1~1 L il'IJ rn1 l~el~1-:iijtJ1~~'V1Gt:-J'1 ijf11'j 

' 
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1 Lfl11~~1~'U'U m11 Vl'U~fl111 'ULL~(;l~1\l''il1'U ~ m11~m 1 i'Vli;r flfl11:W11~ L ~1 LLa~m1:wih.n~ 'Hi1'U~1'U 
"' 

fld1:WVrn 1'J 1 'UVlffil~m Vl'U~fl11 i1fl1':i11\l~\l'Vl'l.b ~'U~fl111mVf(;l1~fl'1eN~1:W'11~'U 1lJ1fld'Uvl1\11'U 1 Vf • • 
~1 ~ ITT Vl'U ~fl11 LL(;l~~~'U'U~ fl11 L i11 "ii vl1'Vlir\1~€lfl11'U ~ fl11~ L 'Vl:w1~61:W tl'U'VlU1 ~ \11'U tl'U LL~(;! ~'VlU1~ 

u u 

LL"ilfl 1~mU'Ufl11L ~~'U~el1'U~1~ Li1 h~1~ 1 iLll'U~i'.ia 
u 

(5) i11fl1 \lfl1161~1\I~ ~611\j fl fl111 Vl'U~fl11~~ LL(;!~ fl11Yi~'U1fl11:W611lJ11tl 1 'Ufl11 

1 Viu~m1 au1:wV'li1m1'UV1fl~1m~ei.:i m1u~ fl1 'rn ~1.:imJ1L61:Wei -.ij~61:w:w'U11 ViV'lufl\11'U~-.ij fl16fl11 
• u 

-.ij~v1111~.:i1'U 'Vl1"ii~aei'U1 'W~1'U m1u~fl11"1Jei.:i~'U LL a~ 1 i L ll'U Lfl~ei.:ii'.ia-d1 ~11.:i LLt:.J'U'IJ~u1.h.:i.:i1'U • • 
'U~fl11~ei 1 u -.ij~'U11~1ffV1Ll"f~~1'UU1~61'Ufl11tUfl11'U~fl11 -.ij'~l11"f'U~fl~1~\11'Ufl11'U~fl111 'UB\lrlfl1~ 

u 

tJ 1vl1 L ll'ULL 'U'Uel ~1\1 -.ij ~UV1111"f fl116'f .:i L61~lJ\11'U'U~fl11 -.ij'~i.J1~m~ fl1"1li' ty fl11'U~ fl11~~ -.ij ~ fl11 

u1~m~LLa~ 1 Vi11.:ii'a L"li'U 1 Vi11.:ii'aLLnV'li1m1'U~m~~u~~L~afl11Lll'Um Viu~m1~L~Pi 
u u 

(6) m1'1J~u'IJ1.:i~m~IKu 1fl1\161~1.:i~'U;i1'U ~Lta~eim11 Viu~fl11 fl11'1J~u'IJ1.:imfl11 . "' . 
G'fm'U~ 1Vi611~.:i1:w 1a.:i1m 61~~1fl61'U1~ L~eiaflill1~:w1~~~ei -.ij~v11:w1~1;'i1'ULafli;rfl~ru"1Jei.:i 

u "" 

'VlU1~\11'Ui1th~~eim Vl'U~fl11 1ru1.:ir1~1'Um1:w61~€l1~L~~'U~el~ ~\l~vl1\11'U Vfei.:itl1 61.fl1V'lLLJ~~a:w 
u 

~.:i.n1~1'U .n1~'Ueifl 61m'U~v11.:i1'U 
(7) fl11 ~ flWIK'U:W1m;'i1'U \11'U'U ~fl11 1~ m61~:W Lfl~€l\I el1'U1 ~fl11lJ61~ m fl Lfl~B\li'.i el 

"' 
Lfl~ei.:i 1 iL Vlfl 1'U1a~ Lfl~m-.ij'm m11Vi1~uu.LJ'a:waV11.:im1u~m1~~1 'VllJ m11 i1~'U'Ufla:w-W1 L~B~Li1 

u • 

:w1-d1~~1'U.LJ'a:wmLa~ 1 Viu~fl11 'IJ~u'IJ1.:iYi~'U11~uu~a6111~l1''U613J~ 1i1~uu611'11fl.:i1'UB~ L 'U3J~ 
u • 

L ~a 1 Viflru.fl1V'l'U~fl11~~'U L ~:w1~'U'U 1 Vi~~'U'U~fl11L i11 iu~m11~l1'UVi 
• u 

(8) 1ru1.:ir1 61~1\I uaflru.:i 1~'U'B11:W1 'Ufl11'U~fl11"1Jel\1€l\lrlfl1 rl1'Vl'U~ 1 n 'U'Vl-LI'1~"1J€l\1Vlfl 
u • 

V1tl1~.:i1'U11.:i1'U611~ty fia m11 Viu~m1~fl~1 'IJ~flru.:if11"1Ji'ty m1au1:w V11mL~'Uth~1ViV'li1fl.:i1'U 

Vlfl fl'U~ 1~V1'11fl1 'W"ll ru~~'IJ .n-u~.:i1'U11 "fl11'U ~fl11fiei.:i1'U"1JB\IV'lu m1'UV1 flfl'U" "fi:w LG'f:wm~a . ~ . 
1Viu~m1" "fl11:w-W.:iV'lahfiaVi1 hm11 Viu~m1" 

(9) -.ij~f)UJ~vl1\11'UL ~€l~1 L U'U Lfl1\lfl11 U~'UU1\l\11'U'U~fl11 flfL.l~vl1\11'Uvl1 LLt:.J'Ufl(;l~VlB • • 
I.IQ 0 ii v' ..:::ii. Q.I '' 0 

~1'U'U1fl11 flfL.l~Vl1\11'U6111\I Lei fl(;! fl~UJLL'1 ~ L611:W.fl1V'l'1 fl~fL.1€l\lflfl1 flfL.l~Vl1\11'U~ 11"ii61€l'U:w1~1;'i1'U 
"' 

m1u~m1 flru~m1:wm1'1J1~m~ Lfl1.:im1u~m1~ L~'U flru~ m1:wfl11~~ L~BflV'lirn-nu 1 Viu~m1 
.. I 

~L~'U 

( 10) U~'UU1\IL 'IJ~ ~'LILL U'1\l.fl1 ~1 'UB\lrlfl11Vi~~'U~!;'lel~L1(;11 -.ij~LLt:.J'UflU1~"1!161:wVi'U5 • 
LL'U~tJ1~~'1.J'IJ~fl11L~€l\l~'U~el'U 15fl11L ~~'Ufl1"1Jel -d1~-.ij'~~'U~el'UL€lfl6111L ~ei 1 Vf ~~'IJ'U~fl111 i'IJ~fl11 

u u 

1~a ~1\l~'U h 61~~1fl 1lJ L~m 1a1 -.ij~v11n"il m1:wfl'1:w~a~ mufl:w'IJ~u'IJ1.:iflru.n1V'lm1u~m1 (fl'1:w , . , , , 
fi16li) 1 Vf11.:ii''1 LLrlfl'1:W~L61'U€lfl11U~'UU1\I~~ €l€lflLL'IJ'IJ LL'1~-.ij~~\lfl111 Vl'IJ~fl11~-r'IJ'IJ~fl111 'VllJ v111 Vf 

• • u ... 
4 

61~mfl61'1.J1~"1l'U 

2.4.6 Lb 'U1tl~fl11~~'U1fl11'U~flT~'Utl.:lll1fli'~ ... 
u'UVJV'l1 ~~m11 (2543: 38 - 39) 1m ViLL'U1fi~m1Vi~'U11~uum1u~m1LL'1~15m11 'U 

"" 
fl11U~'IJU1\I fl11'1.J~fl11"1J€l\l~;i 1 Vf~~\l~'U ~ ei.:iYr~'U11~'1.J'IJ fl11'1.J~fl111 Vfij m~'IJ1'U fl11 LLa~~'U~ el'U~ . "' 
611lJ11tl LUlUtu'Vl1"il1 fliJ"iJ-.ij' ~~ L ll'ULL 1\1fl~IK'U~\l'Vla1~1Vi'1'11.:i1 u1~:w1 fl~G'f ~ 1~~m6m11K.:id ... . . 
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(1) nT~'<il~'U~m'S~ij!OJru.n1TI ~el m':il'iel-:ii'<ilntl1bel1b'Vl1"11'LI 1'1mi;'f~rJt Vl~m1"1'h~el'U~m':i 
~w1h..1 m':i~'<ilm1-:i bb~'U bb'1::!'<il~V11tl1bl"l~el-:ici1melni;'f1'Jm i-:i1'Ubb'1::!vh 1~m.1i~ v11tVf1"1ru.n1Y1"11el-:i v • 

-!11'U~:fi''U Vl~el b 'Ubb~"1Jel-!ll"l'U~vl1-!11'U n\9le:i-:i:u1el'U':il.Jbb'1::!~!9ll'U11"111:U~bb'1::!Vlf1~::!~1-:J., b ~el b Vli;'f1lJ1W v v I 

vi'1-:i1'U 1~~:ff'U zj-:i'1::!~-:i~'1 t vr~~l'l~'U~1 bb'1::!m':it Vi'U~m'Svi'11~~:ff 'U~1rJ b "!i'U m':i'<il~~nel'U'S:ut Vf~..ij n 
v 

bl"l~el-:iijel~el i;'f 1 ':i bb'1::!bl"l~el-:i1"1el:u'Yi1 bl'l elfl~~:ff 'U Vl~el m'Ji;'f el'U.n1~1er-:i n'J~ t VI b ~ el':iel-:i~'U'J n ~1 
~1-:i'Li':i::! b 'Vl\311 V!~:ff 'U Vl~ela1'Ubelni;'f 1"S 1~:u1n"11tl~:ff 'U TI~el:u~-:ii;'fiJ'Ui;'f'U'Uf11':i b~rl'UTI~~:ff 'U 

• v 

(2) f11':i'1~1'iu'Vl'U zj-:im1iiv111~Vlm rJ'Vl1-:i~1 rJ n'U b "!i'U m':i'Yilil1'Sru1\J ~'U\J':i-:i m':iv\'1-:i1'U • • 
1~ rJ f11'SU1 bl"l~el-:i'<il m6'1l1' rJ 1 Vl~~ij':i11"11'1n v11-:i1'U 1~ '1nl'iel-:i bb~'UEJ1boff1m"li1rJl"l'Uvl1-:J1'U1 'U.ff 'Ul'lel'U v v 

~1-:i., m'S 1 V!m1:u~bb'1::!f11':iel'U':i:U b~m~:u~'1~~l'l Vl~elm':i1 bl"l':i1::!~f11'J6'1fl lb~mb'1::!tl1''Utl'S-:i Vl~el'1~ I " \lu~ , 

.ff 'Ul'lel'Um~"ii1 b U'Ubb'1::! nel t Vlbn~m'S~'Ub tJ~el-:i t Vl'1~UelrJ'1-:i nliJ::!ij~1'U"li1rJtvr~'U'Vl'U'1~'1-:i1~ • 
(3) m':i b ~:u1"1ru~11 Vl'1 n~1'U~f11':i"1lel-:J~~b "!i'U b~ m n'U bel n"11'U~!;'f1m':i'1i;'f ~1-:i bi;'f~:u~-:i~ij • v ~ 

1"1ru~1 t Vi'1n~1 Vl~eltl'S::!"111"11'U~:u1~'U'U~m'S 1~~-:i b°1i'U m"St Vfij'U~m'S~-:i belni;'f1'J 1 tJt V!~u1'UV1~el • v 

i;'f1lJ1':i'1'U~f11':i'VlmrJ I el~1-:i 1 'U~~ b~tn b "li'U ~1V11n~~ii;'f1V1nlil~-:i'VlmrJ~\J':i::!"ll1"11'Ubb~'1::!1"1~1 b~el'U 
lii1 b U'U~el-:J t otl'U~f11':ibbrJf) n'Ui!'U Vl1f) 1~'S1:U tl'Ub ~el t Vl'1 f)~1i;'f1lJ1':i'1"1l1':i::!~1i;'f1n1'SfilU1.nl"l'S1:Utl'U t 'U 

v v 

'1~b~rJ1 ~el ~1rJr11"1lm~rJmnrn~'U t 'U b~rJ1 Vl~el~1rJ~1'U'\Jfll~b~rJ1 Vl~el&i~~el"1Jeloff el:u'1~-:i'Vl:u~ t 'Ulil~ 
q g~ \I • 

VI~ -:i "il ~ 1~"11 el-!!~ ~1i;'f1 Vlfl Ii) t~., bb~ 1 nliJ ::!vl 1 t Vl'1f)~11~ ~'UU ':i ::! Lrl"IJU i;'f ~1-:J l"l ru ~ 1t'Ub~el-:J1"111lJ , ~ I \I , 

i;'f::!~1f1i;'f'U1mb'1::!tl':i~Vlir~nm 1~mn bU'Ul'i'U 

( 4) f11':itlfotJ1-:im':i 1Vl'U~f11':i1 V!v111~':i1~b ~1 ~-:ici'1f'lqi~~~ 1 'U~l"l fami1119lltl ~el 1"111:u b 

"1Jel-:i~-:i~1-:i1 eJ'Ubn~lil1m 'Vll"l L 'U 1'1m~-:i'li1rJ t V!m'S~1btl'Um':i'Vl~elm"Sv11nlilm':i:u~1-:i1 !;'11m'S'1vi'11~ 
i;'f::~1n~1mb'1::u'U 11 l"l':i'U~1'U'1n~mmn:ff 'U bb'1::~el-:i1'-.il ntl1 b'Vll"l L 'U fam:u1 t -tlci'1V11''Um':itl~'Utl':i-:im':i v v • 

v11-:i1'Ubrn::'1~.ff 'Ul'lel'U m':i'U~m':i ~-:i b ll'U~-:ici'1f'lqi~lil::!"li1 rJ t V!m'S'U~m'Sv11 t m~ b ~1:fi'Ubb'1::611m'S'1 
1Vf'U~f11':i1~~f1':i1U''U bn11"11el-:i~ bb"ti-:i-IJ'U ~1el~1-:J"1Jel-:J'Vlir-:i~el~iim"S'Vi:u.W'U1TI~~~~ 11 ~el:uvi'1 t Vf m':i 

v 

'U~f11':i 1~~:ff 'Un11bb'1::!U'U11 n11"1Jel-:J~bb "ti-:i bb'1::!;'1::~1n 1 'Uf11':ifi~ b~'U~1 ml"l~el-:i bb'1::~1V11niim"S11-:i 
v 

'S::'U'Ub~el:u fo-:in'Ut 'U bi;'f~lil farJVi:u-W"S1rJm'St VI n"iJ::!v11 t Vf bl"l~el-:iv11-:i1'Ubb 'Vl'Ul"l'U 1~~-:i'Vl:u~ v11 t Vf bn~ 

(5) f11':ib Vl'U~f11':ibb'U'Ul"l':i'U1-:J"il':i (Package Service) bV'Uf11':i~\9ll'U1f11':i'U~f11':ib 'Ub~-:iin 

1~rJfi~m':il'lel'Ui;'f'Uel-:im1:u~el-:Jf11':i"1Jel-:i~mfo'U~f11':i blJ'Uci'1f'lru 1"111:u"S1~ b ~1 t 'Um':it Vl'U~f11':i m1:u v ~ 

m::! &i el~el 1'U 1 'Um ':i'U ~ m':i m1:u~.n 1TI a el'Uu el:u"IJ el-:i b ~ 1V1-U'1~ m1:u bi;'f:u el.n 11"1 bb'1:: b lJ'Un'S'S:u ~ -:i~ cl' 1141 qi 

~!;'(~ f11':i 1 Vl'U~m':il'ie:i-:ib6'1~"ili;'f:U'U':iru (Completion) iT'UVllJ1rJ5-:im'Jbi;'f~liJi;'f:U'U':irul'l1:U~'Vl5tl':i::! LrJ"!ltl • v v 

"llel-:J~fo'U~f11':i 1~rJ 1~1'i'el-:ini;r'U:wi&i~~mJelrJl"l~-:i 'Uel n'11ni!'Ul'i'el-:ib U'Un':i':i:U bb'1::m1'16'1el'U 1~ 

2.s n-a::u 'l'Llm-a l .iju'im -a1h-a:: L~'LI f'i1m::LL~1 'W~1 t ~rn15~n ~1'Lluru;i5'Ll1fl1-a ., 
m::'UTU f11':ib otl'U~f11':i"ll1'S:: b~'U~1m:: bbi;'f L wvh t~ rllB~f1~1'UDqj~n'U11"11':i ii.ff 'Ul'lel'U b 'Uf11':i b otl 

'U~m'S ~-:i-d (m'S 1 wVJ1~1'U.nl1.n11"1, 2556: b 1'U 1611~) 
v 

( 1) b~1"1Jel-!!D qi"S b~'UcJ1 nn'U11"11':i~'U bb 'U'UWel~:Uf11':i"!l1'S:: b~'U ~11 wVJ11~ rJ15\1n'IJqi~ b~'UcJ1n 
n'U11"11':i b Vlbbfli;'f 1"1J1n'U11"11'S~ii'IJ ru61Jb~'UcJ1 f1 bb'1::ci'1iJn-:J1'U f11':i 1 wYJ1~1'U.fll1.fl11"1 b 'U~'U~ 

~ v 



21 

(2) f11';i1 w-W1~1'U.niJ.n1f111'U111J-!Jel1J~m m w-W1~~ 1~5'U1fl111Xnun1fiJ'W~el1Jtl'U~1tJ1~bVl1'11 
\I \I \I D~ 

- rnmw-W111CJ~elCJ (u1'Uel~mPi'CJ!fi:i1m1"1J'U1\Vlb~n) 1Xnuru'ilvin1'U~ 11 "!Jel~b~el'U 
\I \I Cl/ , 

- rnmw-W111CJhmJ 1Xnuru'ilvin1'U~ 19 "!Jel~b~el'U 
\I Cl/ QI " 

(3) m11 w-W1~1'U.niJ.n1fl~~ L 'Ub'1~"il-r'Ub~'U!l tJn1ntJ.n1;;tb~el'U~1Xnuru:UHi'Lb~~ 1 tJbb~~r111 w-W1 
~ v 

b~el'UiJ"il~u'U 'W~el1J1'U~~5'U1f111"iJ~iXnuqJil 'Ufl111~el 1 tfl 'H'Lbrib~1"1Jel~uqJ'ilb~'U~1n5'U1m1'W~el1J 
n'Uvi1~ 1 tJ113ruv 

(4) b ~ 1"1J el~U qJ'il b~'U~ 1n5'U1 fl11"1l11~ b~'U l"115111J b i1CJ1J1-H bbri5'U1fl11\?l 11J er \?l 11~5'U1fl11 
n1'Vl'Ul'l iJ"il~'Li'Ui15'U1fl111 'H'tJ~m1 '11'U1'U 19 bb vi~ ~~.Q 

(4.1) 5'U1f111m~bVl'W '11nl'l (1J'V11"1l'U) 
' 

( 4.2) 5'U1fl111 VICJ'W1ru"llv '11n\Vl (1J'V11"1l'U) 

(4.3) 5'U1f111m~1viCJ '11n\Vl (1JV11"1l'U) 
' 

(4.4) 5'U1fl11n~m1viCJ '11nl'l (1J'V11"1l'U) 

( 4.5) 5'U1fl11Vl'V1111 VICJ '11tl\Vl (1J'V11"1l'U) 

(4.6) 5'U1fl11m~t11~elCJ6CJ1 '11n\Vl (1J'V11"1l'U) 
' ' 

(4.7) 5'U1f1115'U"ll1\?l '11n\Vl (1J'V11"1l'U) 

(4.8) 5'U1fl11CJ1elu '11n\Vl (1J'V11"1l'U) 
~ 

(4.9) 5'U1fl11mma1JffiviCJ '11n\Vl (1J'V11"1l'U) 

(4.10) 5'U1fl11'1bb\?l'Ul'l1{1'1"1!1{bl?lel{\Vl (l VICJ) '11n\Vl (1J'V11"1l'U) 

(4.11) 5'U1f111~~bb'U~n '11n\Vl 

(4.12) 5'U1fl11bbvf~L1?1bnm-iJ1?161liJ"B melWb"il '11nl'l 
~ ~ 

(4.13) 5'U1fl11'1bb\?l'Ul'l1{1'1"1!1{bl?lel{\Vl (l VICJ) '11nl'l (1J'V11"1l'U) 

(4.14) 5'U1fl1161lii11?1L1J iJ1?161lCJ bb'U~~~flel{tJm1i'U 
~ ' 

(4.15) 5'U1fl11~'1~11Jbbvf~U1~bVl1'111 VICJ 

' ' I.I ' d I (4.16) 5'U1fl11bb~'U\Vl bbel'U\Vl b®'1'1 b'Wel11CJCJelCJ 

(4.17) 5'U1flT~l1'11n 

(4.18) 5'U1fl11elel1J~'U 

( 4.19) 5'U1m1riel~n~bb~~b~CJ~ 1~bb rn~~flel1tJm 1i'U '11nl'l 

' ' 
2.6 ~11J1~'1ViLflV1cU'il~ 

m1~'Ufli'1~G11~ b~el~ m1Pin131"!iel~vi1~m1"1111~b~'Uri1m~ bbii11 w-W111'1CJm11XnuqJ'ilb~'U~1n 
5'U1f111~~i:J ~~el m11J-W~vrn L "il"IJ el~~ n~1 m11 w-W1~1'U.niJ .n1fla1 b.n elelV11J'W1~ifo ~~'Vli'l'lt11~ii1~ bm~ 

\I \I , q 

~1'Ui~m~CJ1.Uel~~i.11ri'qJ bbu~bll'U iX1-llel~~d 
2.6.1 .:i1u1~a~ b~a1.Uei.:intm11u'im1"!lei.:im11 ww1~1'U1Jii.fl1f'l 

f'l.nnruru1 ~'Uvi1n"1J1 (2558) Pin131flrum'Wm11 ~'U~m1"1Jel~m11 w-W1~1'U.nilmfl b"IJ\?l 
q QI QI " q \I 

a1b.nmiiel~el'U~11"1!61-U ~~'Vli'l'lel'Um1"1161-U 'W'U11 rn m w-W1i1fl111J-W~'Wel 1"il~elflru.n1'Wm1 
, , \I " 

1 'H'tJ~m1"1Jel~m11 w-W1~1'LI.nil.n1fl 1 'U.n1'W111J bb~~11CJ~1'UelCJL 'U1~~tJtJ1'Un~1~ Ll'lm~CJ~~1~'U 
~ ~ 
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1'11bu~tJ"il1nmn hJvnum.J ~el ~1'U'Ufl~1m ~1'Un~t1'Vl6m11 ~u~nT;i ~1'Um~u1'Um1 ~1'U11fl1 
' ' 

bb~~f'l11i~1t1"1lel~rniu~m1 ~1'Um1~~b'1~lm111?1~1~bb~~m11~m1:1.J~bbnrniu~m1 ~1'U'1m'U~ 
'U 'U 'U 

bb~~m1-.ij'~'1.f11'V'l bb 1~~el:1.J m:1.J~1~u bb~~"il1nm1'Vl~'1el'U'1:1.J:1.J~~1'U 1~t1m11 bfl11~'1-1m1:1.Jbb1?1 ni;h~ .... 
1Pi'1bbthL~tJ t-test bb~~fl11:1.JbbthtJ11'U F-test (One-Way ANOVA) n1'Vl'U~61i1~fl11:1.Jb~el~'Ueltj~ 
~eltJ~~ 95 bvlm tJ~tiu bVit1um1:1.Jr;~'V'lel 1"il"1Jel~mm vivh~iji;ielflru.f11'V'lm11 ~u~m1"1Jel~m11 vivh 

'U ' 

~1'U.f1ij.f11fl 1~mhbb'Unm:1.Ju"il-.ijt1~1'Uuflfl~ Ylu11 rnmvlvh~ijmti '1tn'U.f11Yl m1'1!:1.J1'1 1'111.U~1t1 
\I , \J , 

1'Un111mYlvh1~mu~tJi;im~el'Ui;i1~n'U "il~ijfl11:1.Jv;\l'V'lel h bb1?1ni;i1~n'U 1 'U.f11'V'l11:1.J bb~~11tJ~1'U el~1~ 
ijiJ't1611~rn'Vl1~"'~~~ 0.01 bb~~mmvivh~ijb'V'll31 1~~um1Pin~1'1~?1~~1~-ru 1~~u11t11~i;im~el'U g~ \I \I 'I 

~n~ru~"1JeN'1m'Um iu~m1 "1J'U1~fa1?1e:iim ii;i1~n'U "il~ijfl11:1.Jr;~'V'lel 1"il 1llbb1?1ni;i1~n'U 1 'U.f11'V'l11:1.J 

~'Ui!i'V'l~ c.mm (2554) Pin~1fl11:1.Jf;~'V'lel1"il"1lel~miu~m1~iji;ielm11~u~m1"1lel~m1 
'U 

1 Yl~1~1'U.f1ij.f11fle51 b.f1el"111~m~m1 -.ij~'Vli~~~ru 1~ n 'V'lu-.i1 -U'e:i:1.J~vf 11 tJ"1lel~m iu~m1~ijm1:1.J 
\I , \I \I 

bb1?1ni;i1~n'U 13.liji:.mm~'Vl'Ui;i elfl11:1.Jf;~'V'lel 1"il1'Um11 ~u~m1~ bb1?1nl'h~n'U bbl'ifl11:1.Jf;~'V'lel 1 "il~bb1?1n1'11~ 
" ' 

n'U~'Ue:itjn'Ub1~1Vi1mb1?1ni;i1~n'U "iJ1nf'i11~~'1.JiJ't1611~1lJ'Vl1~'1~~"il1nm1'Vl~'1€l'U (Sig.) "1l€l~~1'Un11 

1 ~u~m1"1lel~'V'liJ'n~1'U ijf011ti'e:it1n-.i11~~uiJ't1611~1lJ'Vl1~'1~~~n1'Vl'U~ H (N=0.05) "'~tJ1~11 b1m~ 
';iel~ bb\?1 ni;i1~n'U 0oU'U~n11"il~ijfl11:1.Jv;~y.j€Jh1'Un111 ~'U~n11~bb\?1 ni;i1~ n'Uel~1~ijiJ't1611~tlj~';i~~'U 
0.05 

rn@'U ell.J n:1.JV11i tJ (2552) Pi n~1m1:1.Jf;~'V'l el h"1l el~~ nff 1~ij i;im~'U'U'U~m1m1-ru 
• fill , \I 

61111~b~'U"1le:J~m11 Yl~1~1'U.f1ij.f11fleJ1b.f1€J b Vi~ -.ij~'Vli~ b 'lit1~11t1 'V'l'Ul1 ~nf11ijm1:1.Jf;~'V'l€J hl'iel1~'1.J'U 
'U 'U 

u~m1m1-ru"ll11~ b~'U 1~t111:1.Jel~b 'U1~~'1.JtJ1'Unm~ bdmbtirn U'U11tJ~1'U 'V'l'Ul1 ~1'Um1u~m11 'U 

.f11'V'l11:1.Je:it11 'U1~~u:1.J1n ~1'U'1m'Um 'U.f11'V'l11:1.Je:it11 'U1~~u:1.J1n ~1'Um1~~i;iel~el'1111 'U.f11'V'l11:1.Je:i~ 
'U 'U 'U 

1 'U1~~utJ1'U n~1~ bb~ ~~1m :ij1V1ti1~ e:i tJ L 'U1~~utJ1'U n~ 1~ m1 b tJ~ tJ'U b Vi tJ'Ufl11:1.J bbl'l ni;i1~"1lel~fl11:1.J 
'U 

f;~'V'le:i 1"il"1lel~~ nff 1~iji;iel1~'1.J'U'U~m1m1-rmh1~b~'U"1lel~ m11 Yl~1~1'U.f1ij.f11fle51 b.f1el b Vi~ ~~'Vii~ 
'U 'U 

L 'lit1~11t1 "ii'1 LL 'Un1?11:1.J L 'V'll31 'V'l'U-.i11 'U.f11'V'l11:1.J~ nff 1ijfl11:1.Jf;~'V'lel hl'im~uu m1u~m1 m1-ru"ll11~ L~'U 
'U 

13.iLL\?1 ni;i1~n'U ~1'U n11L tJ~tJ'U L Viti'Ufl11:1.J bL\?1nl'i1~"11€1~ fl11:1.Jv;~'V'lel 1 "il"1J€J~~ nff 1~iji;i €J';j~'l.J'U'U~n11n11 
'IJ 

1ui11~ L~'U"1le:i~m11 Ylvh~1'U.f1lJ.f11fleJ1L.f1mVi~ ~~'Vii' ~L 'lit1~11t1 "ii'1 LL'Unm:1.Je:i1 tJ e:i1~'V'l LL~~i~~u 
'IJ ' 

m1Pin~1 'V'l'U-.i11 'U.f11'V'l11:1.J~ nff 1ijm 1:1.Jf;~'V'le:i h ~ e:i1~uuu ~ m1m1-rui11~ L~'UbL\?1 n~1~n'U e:i ~1~ij 
'U 

t1't1611~1lJ~1~~t.J 0.05 1 uvin~1'U LL~~UtlJ'Vl1~'V'lt.J 1'U1~t.J'U'U~m1m1-rui11~L~'U"1lel~m11 Yl~1~1'U 
' Q 0 .:::it. QJ QJ .c::il .c::il di II I I 

.f1:1.J.f11fl €11 b.f1 m 'Vl~ "il~'Vl1~L"11tJ~11 tJ m n'Vl'1 ~ fl el n11 LC.W LL 'V'l1"1J 11'1111 Lb~ ~"11el~'Vl1~ n11 LC.W LL 'V'l1 
'U ' 

'll11'1111ijiJe:itJ 1€J~~~l.J1~el fl11:1.J 1ll'1'U'1~mL~~ 1lifl1'1.J~1'U"1Jel~eU€Jl.J~'ll11'1111 n11LL611~~1 ~'U~m i 
'U 

-.ij~11~Ln1t ij1~tJ~vi1~tielmfi'U 1 tJ vh 1 ~L-U'1ele:in~1u1 n LL~~m1-.ij'~11~ueli~tJ1~"111~:1.J~'U6~ 
13.i L 'Vl:!.J1 ~ '11 lJ 

5'U~~ L~1'Vl~ L .w tlJLL'1~ (2551) Pi n~1 m11Pi' ~~'Uh L~el n 1 i-de:i~'Vl1~m1"1111~ L~'Url1 

m~LL?f1 vJ~1"1Jmrn m vJ~11 'Ub "111?1 L 'Vll31t.J1~'Ufl1~1tJ1~ 'V'lt.Jl1 ~1'U'U~n11 L~tJ11:1.J ijf'l1 Lu~ tJ 3.42 el~ 
'U 'IJ 

1'U1~~utJ1'Un~1~ ~1'U11fl1 L~tJ11:1.Jijf'i1Lu~tJ 3.55 eltJL'U1~~umn ~1'Um1~~"ii'1wt11t11~t111:1.Jij 
'U 

f'i1Lu~tJ 3.62 eltJL'U1~~umn ~1um1~~L'1~:1.Jm11?1~1~ 1~t111:1.Jijf'i1Lu~tJ 3.23 eltJL'U1~~utJ1'U 
'IJ 'U 

n~1~ ~1'U'V'liJ'n~1u 1~t111:1.Jijfi1Lu~tJ 3.76 e:JtJL'U1~~'1.Jl.J1n ~1'Um"~'U1'Um11~u~m11~t111:1.Jij 
'U 
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ri1bu~tJ 3.89 eltJL'U1~~umn ~1'U~\lbn~~eliiL'Um11~'U~m1 L~tJ11iiiiri1ba~tJ 3.73 eltJL'U1~~'U 
'IJ 'IJ 

ii1 n nciii~1el ~1\1 b~el n m1"1111~ ri1 m~ bb'11 vJvh~ bf11tl b\11 el1 b 'lrn111:1m n~1:1~ b ~ el\1'11n1:1ti1'U~"l111~ • • 
b~'U el tJ 1n~ u 1'U 'V!~el~vl1\l 1'U bbi;'l ~1:111.111ti"l111~1~'Vl n bb \-1\l~Tth~ b 'Vl~ 1el\li;'l\11.11 ~ el"1111~~ri1ii' n\11'U 

'IJ • 

m11 vJ~1?i1'U.flij.f11fl~\l'Vfi'~a1tl1\I b del\1'11n'11l.111t1"1111~ri1 n':i~bb'11 vJvh di'U fl1'V!'U~1~tJ~b 1i;i11~ 
'IJ 

bbi;i ~1:11ii11tim11i1'1el'U ri1 m~ bb'11 vJvh~ el'U'Vfi;r'l 1~ a1~'U~1:11ii~el "1111~~ 1'Ui.Jry"lib~m·h nu'U1l"l11 

b~el\1'11n1:1~~1n L 'Um11 i'U~m1 bbi;i~ 1~1Ji'el'lb~'U'Vl1\l~.n 1 i'U~m1"1111~rhm~ bb'11 vJvh ?i1'UUfYV11'1lel\I 

1:1m'U~1''U"l111~ b~'Uri1m~bb1:11 vJvhwv;h 1:1m'U~1''U"l111~ b~'U~ri1ii' n\11'U m11 vJvh?i1'U.nij.n1l"l~'l'Vfi'~ 
'IJ 

a1tl1\lel~1ni;i 1~'1~mn L 'Um11 tJ1 i'U~m1 1:1m'U~1''U"tl11~~bmtlb111el1b61lel111:11~iim1iitli;iel~.ti'tJ1 'U 
'IJ 

6li1111 bbi;'l~'V11''W~~'U brn~'1m'U~"ll11~~n~1'Ui.J ry"li b~'U~1nu'U11°l11'W'Ul1 IJi'el'lii b~'U~1n!"l\I b 'V!~el 111 'U 

i.Jry"lib ~tJ\l'Wel L 'Um1~n"111wri1m:m1:11 'VJ~1L 'Ubb~i;i~ b~el'U ~i;i'1lm'1iiii~.'11'Uf111~~~'Uh b~eln ti 

-del'l'V11\lm1"1111~b~'Urhm~ bb'11 vJ~1'1lel\lrn it vJ~1 L 'Ub '1l111 b 'Vl~'U1i;'l'Ul"l1~1tl1\I -w'U11i1'1~ tJ?i1'U'Ul"ll"li;'l 
'IJ • 

1~bbrl b'W~ m1Pim~n el16li'W 11tJ1~ iil"l11ii&1ii~'UB~elf111~~~'Uhb~eln1i"liel\l'Vl1\lfl11"111wb~'Uri1 

m~bb'11 vJ~1'1Jel\10it 'VJtm '1J\1lb'Vl~'U1i;i'U!"l1~1tl1\I el~1'liiii'tJri1~ry'Vl1\1'1n~~1~~'U o.o5 'Ueln'11nd 

Ulil~tJ?i1'U'U l°ll°li;'lzj\11~bbn mtJ ri11 vJ.Yhrn~ tJ~ m~el'U 1~iim1ii&1ii~'UIT~el m1~~~'Uh b~eln 1-U • • 
-del\l'Vl1\lm1"1111~b~'Uri1m~bb1:11 vJ~1'1Jel\lrn it vJt 'Ub'll\11 b 'Vl~'U1i;'l'U!"l1~1tJ1\I 

'IJ 

'1l.11'U '1'Vl6'W\l,;bn~1111 (2550) Pin~1m1iim~'Vfi''I bbi;i~m1iiVi'l'Wel h'1lel\li;in~1~elm1 
• 'IJ 

1 ~'U~m1~'U~'U~m1i;in~1m11 vJvh?i1'U.nij.n1flbijel\l~'VltJ1 ~'l'Vfi'~'lli;i'U~ 'W'U11 ~111el'Ubb 'U'U'1el'Umii 
\I \I \I , \I 

?i1'ULmyiiw~'U!"l11iim~'Vfi''IL'U1~~'Umn~\I 6 ~1'U ~el~1'U'Wii'm1'U ~1'U'1m'U~th~nel'Ufl11 ~1'U 
m1ii1:1~mn bbi;i~11~b~1 ~1'Ul"lUJ.f11'Wfl11'U~m1 ~1'Utl1~'111'1ii~'UITbbi;'l~fl111''U~oLJell.li;'l"ll111:111 bbi;'l~ 

• 'IJ 'IJ 

~1'Uf111tl 1~ '11'U\11'U f111'U~ m1 611V11''U 1 ~~'U !"l11ii-Wwrn h el ~1'U1~~'Uii1 n L 'U ~1'U'Wii' n\11'U 
'IJ 

,, "' ,, "" .. .... "" 1 !'! "'tJ ~1'Ul"l11ii'1~mmbi;i~11~b11 bbi;'l~~1'Ul°lUJ.f11'Wm1'U1m1 bbi;i~ii1~~'Uf111iim'Wel lileltJ b'U1~~'U 1'U 
• 'IJ 

ni;i1\l L 'U~1'U'1m'U~tl1~ nel'U m1 ~1'Utl 1~'1l1'1ii~'UBbbi;'l~ m1fo~.LJ'eliii;i"ll111:111 bbi;'l~~1'Utl 1~ '11'U\11'U 
'IJ 'IJ 

m1'U~m1 ~i;im1'Vl~'1el'U1:1iiii~~1'U L 'U~1'Um1ii!"l1~'Vfi'\l L~tJ11ii'W'U11 i;in~1~ii.LJ'eliii;i~11 tl~1'Ub 'WP! 
~ 'IJ 'IJ 

mtJ 1~~'Um1Pin~1'1\1'1~ bbi;i~11tJ hi' bu~ tJ~m~el'U~bb111n~1\ltl'U iim1ii!"l1~V1i'\l~elm11 ~'U~m11~ 
• 'IJ • 

LL\n f1~1\I tl'U tJ m l'U 1 'U~1'U'1J el\ltl':i~ L.fl'Vl m11-tll vJ~1 ?i1'Ut:.ii;'l fl11'Vl~'1el'U'1l.ll.l~ ;i1'U 1 'U~1'U l°l11l.l.W\I 
~ 

'Wel h 1~tJ11l.l'W'Ul1 oLJeliii;i~11 tl'1Jel\li;in~1 ~1'Ub 'W~ mtJ 1~~'Um1Pin~1'1\1'1~bbi;!~tJ1~ b.fl'Vlfl111-U 
\I 'U , 'U , 

1 vJ~1~LL1nn~1\ln'Uiim1iiVi'l'Wel Llil~elm11 ~'U~m11~bb111n~1\ltl'U tJf1b l'U ~1'Um~bbi;'l~~i;im1'Vl~'1el'U 
b tJ~ tJ'U b Vi tJ'U l°l11l.ll°l1~'Vfi'\I tl'U f111l.l-W\l'Wel h'W'Ul 1 f111l.ll°l1~'Vfi'\I Lbi;'! ~l"l11l.l-W\l'Wel 11iJ'1Jel\li;'l n~1~ el fl11 

'IJ 

1 ~'U~ fl11'1Jel\l~'U~'U ~m1i;in~1m11 'VJ~1?i1'U.nij.n1!"l bijel\l~'Vl tJ1 ~\!'Vii' ~'1li;'!'U ~ iim1ii bbl1ln~1\ln'U 
'U 'U \I , 

el~1'liJii'tJri1~ry'Vl1\1'1n~~1~~'U 0.01 L'U'VJn~1'U 
'11n\11'U1~ tJ~ b~tJdoLJel\1'111.111tl'11tl ~1 Lb tl1~1'UU'1~ tJ?i'J'U'U flfli;'j 1~~\l.n • • 
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(;11-a-1-:ivf 2.2 a-at1~1LL tl-a~huih:i~mhuufltU'lvl L~u1-Hei-:inum-au'im-a"1Jei-:im-al vJ~1~1u.flij.fl1fl • • v 

0 ., ....,. ., 
tJ~~~lJ~ m~'U i:.Jl"il!:J 

v 

~ 
r 
c;::;; 
~ 

a:: ;ur r 

~ 
r G 
(Q) ~ 

1 
., ., 

P1.nnruru1 "il'U'Vl';if1"ll1 
, QI QI , 

2558 x X* X* 

2 
., .. .. 

yj'U'VJVW ~G'llJ1 2554 x x x 

3 
., 

2552 X* '.J~'1'UellJ ~lJVl1"1l!:J x 

4 
.. 

2551 X* 5'U~G'l bG'l1Vl:::byj~bb?f~ x x 

5 
.. .. 

2550 X* ?flJ1'U ?f'V]l)'V'j~~bf1~~';j x x • 

x VllJ1E.Jfi~ ~1 LL LJ1~Pin~1~1lJi1~'11?ia1"111lJ.W~'V'jeJ h"lla~n~lJ~1a~1~~Pin~1 • 
X* Vlmi:Jfi~ ~1LLU';i~Pin~1~i1~G'll?ial?iafl11lJ.W~'V'jeJh"lla~n~lJ~1a~1~~Pin~1 • 
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"il1 fN1'LI1~ ti~ b~ m-LJ' eM n'll fl11'll1 fl11"1JeN rn11 V'IVJ1'11'LI.niJ.n1fl "il:::'V'l'U'J1i1 rn1Pin~TU"il~ ti'11'U 
'U 

'llfl\0'16'1 Hi'bbrl b'V'l\31 env (;'ltn'U.fl1'V'I 1:::~'llrn1Pin~1(;'1.:i(;'I~ en:g'V'I 11v1~\u~v~m~e:i'U bb6'l:::fi11V'IVJ1 , , \I , 

bu~v~m~e:i'LI ~.:ii!'U 1 'Urn1Pifl~1fl~.:id ITT~v:;;i.:ib ~lJ~1 bb'lh~1'U5'U1fl11m i'll1rn1b ~lJb9ilJ b ~e:i.:i"il1n 
'U 

1 'Lirn1Pin~1fl~.:idb ll'Lirn1Pin~1"1ie:i.:i'Vl1.:irn1"1111::: b~'U~1m::: bb(;'l1 V'IVJ11~ v rn1~n'IJ qi:g b~'Ue.l1n5'U11°'111 
'1.:i~6'1~€lfl11lJVi.:iY1e:i h"llm6'1 flfi'1rn11 V'IVJ1'11'U.niimfleJ'1 b.fl e:Je:J'VllJY11V1'1v ~.:ivi1~131~(;'1::: bfl~ b ~ e:i.:i"il1 fl 

\I \I q, 

6'lflfl1bb~6'1:::\0'l'Ue:J1"il"il:::1i'll1fl115'U11°'111~1\ltl'U 
'U 

2.6.2 .:i1'U1:5'a~b~a1.n't1.:inu~1'Uth::fl1m11~~1~rn1n'1u~m1 • 
~1~Y11 b~e:i.:in6'1 (2558) Pifl~1'11'U'l.h:::(;'llJ'Vl1.:irn11?1m~ bb6'1:::flru.n1Y11 'Lim11 ~'ll1m1~i1 • 

a'Vl5Y16'l~e:im1lJVi.:iY1e:i1"il"lle:i.:i6'lflfi'11 Yll?lb'Ul?l 16111611~ m.:ib'Vl'V'llJV11'Um Yl'll11 ~1bb'\.J1u"il~ti'11'U 
'U • 

u1:::(;'1lJ'Vl1.:im11?16'11~i1a'Vl5'V'16'l~e:ifl11lJVi.:i'V'le:i1"il"lle:i.:i6'1flfi'11 Ylm'U(;'l 16111611~ m.:ib'Vl'V'llJV11'Ufl1 e:i~1.:ii1 
'U • 

tl'v'11~qi'Vl1.:i(;'l~9i~1:::~'U o. 05 1~ vu"il ~ v ~1'U11fl1 i1~1"1J'U1 ~a'Vl5'V'16'1 ~e:im1lJVi.:i'V'le:i h"lle:i\16'1 nf11 
'U 

1 Yll?lb'Lil?l 16111611~ m.:ib'Vl'V'llJV11'Ufl1lJ1fl~(;'I~ 1e:i.:i6'1.:ilJ1fie:i U"il~v~1'U~'Ufi'1~~1?1.fi'ru;J '11'U~1bb'\.J1 • • 
u"il~tiflru.n1Y11'Ufl111~'ll1fl11i1a'Vl6Y16'l~e:i\O'l11lJVi.:iY1e:i1"il"lle:i.:i"1flfi'1 1 Ylm'U(;'I 16111611~ 

• 'U 

fl~ .:i b 'Vl'V'llJV11'U fli e:i ~ 1.:ii1tl'v '11 ~qi '\111\1(;'!~9i~1::: ~'LI o. 05 1~ VU"il~ v~1'Ufl11lJ(;'l1lJ11'11 'LI fl11 

\?1€J'LJ(;'l'Ue:i.:i~e:ifl11lJ~e:i.:im1"1Je:i.:i6'lnfi'1 i1a'Vl5'V'16'l~e:ifl11lJVi.:iY1e:ih"1Je:i.:i6'lflfl1lJ1n~(;'I~ 1e:i.:i6'1.:im 1~bbn 
'U 'U • 

U"il~V~1'Ufl11lJbbU'U€l'U bb6'l:::U"iJ~V~1'Ufl11lJboLJ11"il6'lf1fl1 
'U 

Pi1-rl?ltl (;'l:::ww6'1 (2556) Pi fl~11°'111lJVi.:iY1e:i h 1 'Um11i'll1m11'11 V'IVJ1tivhe:i(;'I 'V'l'll11 • 
~l?le:i'll bb 'll'll(;'le:J'lltnlJi1m1lJ fi~ b ~'UbM v1n'll'11'U'\.J1:::(;'1lJ'Vl1\lm11?16'11~ 1 'LI~1'U~1'1 I 1~ bbri ~~1?1.fi' ru;i 

bb"1:::'ll 1m11 ~m1lJG11~run'Uu"il~ v~1'Ufl111 ~'ll1m11~v11lJm fl~(;'!~ ~1'LI"1ie:i'l'Vl1\l~~"ii'1viil1v1 ~ 
~ . 

fl11lJ'11~qJn'Uu "il~ V~1'U"ii'1'U1'Ubb6'1::: rn 1m::: "il1 ti ~1-i{'U~~1\l I "1Je:J\1(;'1'1TU1'11 V'IVJ1m fl~~~ bb6'1:::~1'U 
m1'1'l b(;'l1lJ m11?1m~1 ~m1l.IG11~ qin'llu "il~ v ~1'LI m1~ ~ n"il m1l.l'1'l b(;'l1lJm1"1J1 v~'\.J bb 'll'll ~1.:i I l.11 fl 

~~~ ~"1m1'Vl~(;'le:i'll(;'llJlJ9i!1'LI Yl'll11 u"il~v'11'LILJflfl"1'11'LI1viaj 1~bbri b'V'll31 e:i1~ 1:::~'llm1~fl~1 
(;'1\1(;'1~ e:i1:g'V'1 bb6'1:::11v 1~bu~v~m~e:i'U ~ bb\?l fl~1\ln'Ui1~6'l~e:im1lJVi'l'V'le:i h"1Je:i\lm~v(;'l111'11 V'lvh 
'U • 'U 

tiV1be:imb1?1n~1\ln'LI ~1:::~'Utl'v'11~ru o.o5 vm1'LI (;'lt11'U.n1Y1 i1~"1~e:im1lJVi'lY1e:i1"il"lle:i'lm~v(;'l11 
~ 'U 

1'11 V'l-WTuVI b e:i?t bb6'1::: ~1'U'\.J 1:::?1l.l'V11.:i fl111?1m~~.:i 1 ~1'Ui1fl11l.l~lJYr'U6nu\0'111l.l~\l'V'leJ h"lleM 

0~ti(;'l111'11V'l-W1tiVlbeJ(;'I bb"1:::i1"il~ti~1'U~'LII ~bMti1oLJeJ'l 1~bbn ~1'U~1?11'Vlti1 ~1'Ubl311~!n"ilbb6'lt 
fl11 bi1e:i'l ~1'U'1\lfllJ bb6'l:::u 1:::6ll1 fl11311(;'1 \?) { i1fl11lJ'1lJ~'U6nu\0'111lJVi\l'V'leJ1"il"lleJ\I m~ v(;'l111'11 V'IVJ1 

'U 

C/I .c;t I.I I Q.I d QJ QJ 0 Q.I .Q.Q 

'll'Vl be:J(;'lmm"ll'Un'LI 'Vl1:::~'ll'Uti(;'l1flqi'Vl1\1(;'1'11?1 0.05 

tU:Ofl1'U~ ir'U5(;'11(;'1~ (2556) Pifl~1U"il~ti'11'UU1:::(;'1lJ'Vl1\lfl111?16'11~~i1a'VlTI'V'l6'1~€lfl11lJ .. 
~\l'V'le:J 1"il"lle:J\16'lflfl1~1'Ufl1bb V'lb 'Ub"lll?l"il~6'llJ f11\lb'Vl'V'llJVl1'Ufl1 'V'IU11 U"il~ti'11'UU1:::(;'1lJ'Vl1\lfl11\?16'11~~i1 

'U • 

~6'1~€lfl11lJVi'l'V'leJ h1 'Ufl11botl'll1m11~ti11lJ"IJ€l\l~'ll11.nfl b 'Ub"IJl?l"il~6'llJ f11\lb'Vl'V'llJV11'Ufl1 1~tiU"il~V 
'U • 

'1'lb(;'l1lJfl111?1"11~ ~~1?1.fi'ru;J bb6'1:::°1ieJ'l'Vl1\lb'Ufl11~~"ii'1vii..hv 1?11lJ'1°1~'ll 

'U'l'Vl~ 1.:i~lJrusr11 (2554) Pin~1'11'U'\.J1:::(;'1lJ'\111.:im11?16'11~~i1~e:im1lJ~\l'V'le:i 1"il"lleJ.:i~m i 
'll1m1(;'11ti m1ti'U.n1v1'LI'\.J1::: b 'Vll31"1Jm'll1~'Vl m1ti'U 1 'Vl v "ii'1 n~ (lJV116ll'U) b 'Ub "lll?l fl~\I b 'Vl'V'llJVl1'Um 

'V'l'll11 mi'll1fl11~€11V 1:::~'Ufl11Pifl~1 en~'V'I bb6'1:::11v1~Lb\?lfl~1\ln'U i1fl11lJ'Vi\l'V'leJ1"iJ~e:ifl11botl 
'U • 
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'IJ~rn1£'f1fJrn1iJ'U.n1fJ1'Uth:m111"1'1Ja-:1'1.J~,;vi rn1iJ'Ulvifl '11n~ (11'V!1"ll'U) bb~rwh-:in'Ua~1-:ii1i!mh~'~ 

vi1.:i£'1'1~~1~~'\J 0.05 6'i1'Utl'il..ijfJ6'f1'Uth~£'11JVJ1.:irn1~m~ 1~fl111l ~1'Ue.J~~.ti'rusvi 111°'11 -da.:ivi1.:irn1 

..ij~li\'1V!il1fl m16'i.:i b£'1~1lfl11~'11~ m~'IJ'J'U rn11 'Uf1111 'IX'IJ~rn1 i;i' n~ru~vi1.:irn fl.fl1V'l brn~~1'U 

th~~vi5.n1Yl bb'1~flru.n1Yl'1Ja.:i rn11 'IX'IJ ~rn1i1fl1111'111~'U6n'IJ m111~.:1Yla 1 "il'1la.:irn i'IJ~rn11 'UViP1vi1.:i 
' " 

b~ fJ'J n'UafJ L 'U1~~'1.J£'f .:i111na ~1.:ii1i1fl ~1~n 1vi1.:i£'f '1~~1~~'\J o. 05 6'i1'U~1'U'\J 1°'1'11 m hii1fl1111'111~'U6 
'U 'U g~ • 

tl'\Jl°'l'J11J~.:JV'le:J1"il 

~'U~1V'l1 'l.Jvi£'1-:ibti'U (2553) ~n~1iJ"iJ..ijfJ~i1avi5V'l'1~am111~.:iV'lah'1Ja.:irn-U''IJ~rn1 
" " 

tl'U 11°'111ab~flVJ1 au rnfi 'U b '1J ~ ..ij ,:i 'Vf1~'U1°'1111"!!~1] 1 V'l'\J 11 fl~ 1J ~ d a~ 1-:J en oU'\J ~ fl115'U 11°'111 
' " 

ab~ nvi1a'Wn~ i1m111~-:iV'la 1 "il~ a rn11i'IJ~n11G'U1m 1a b~ nvi 1a'W n~~1'U6'i1'UtJ1 ~£'f11vi1-:i rn1~m ~ 

.Jf-:i s ~1'U 1~fJ.n1Yl11irn~"l'U1~~'\J111n bb'1~"iJ1ne..1'1m11bfl11~~iJ"iJ..ijfJ~1.:i1 .Jf.:i s ~1'U Yl'IJ11 iJ"iJ..ijfj 

~1'Ue.J~~.ti'rusvi/'IJ~rn1 ~1'U111°'11 ~1'U"lia.:ivi1.:irn1..ij~li\'1V!il1fl ~1'U6'i.:Jb£'1~1.1rn1~'11~ ~1'U'IJl°'l'11m 
' 

~1'Uirn~ru~vi1-:i n1 fJ.n1V'l ~1'Ufl1~'1.J1'Un11 bb'1~~1'Ue..1~~.n rusvi i1avi5V'l'1~am111~.:iV'la h'1la.:i 

rn oU'IJ~rn1G'U1fl11a b~ nvi1a'W n£'11 'U1~~'1.J111n 
" 

"iJ1n.:11'U1..ij fj~ bM fJ16lia-:in'IJ6'i1'UtJ1~"'11rn1~m~ £'111111~£'11'\.J b tl'U~111.:i~1 bb tJ11~~.:id 
' 



Ct; •io e:~ ;:: ~~ ~ 4!0 r :;;:: 1J ~~ ;;;) 4\.l c;: r r tli: ri ;, 1J r 
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tli: (i: 

(CIJUC!p!f\] 
* x x 1t!J!SALjd) MLU'~LUC'LlAJtG~lM, 11C'~ 

(ssaJOJd) ~Lu~n,J{b L ~Lun.e.,n,;::w x * x 

(a1doad) WLtJleln x * x 

~ 
~e: 

if'> (UOi:J.OWOJd) ~LtlW~LUlt~k!1C'~~LU x * ~ x 
-~ 

(C!Jt!1d) ~Lfb!ll,L~~~~LUC'LIA.C-8~ x * x 
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"iJ1fl111111.:i'11'l.Ji;i'1LL'l.J1.:i1'LI1'<ilt1~b~t11.ffeNntici1'U'l.J1:::'1l.lm11J1"11flo1n"ilti~m1 Ylti11 ii 
' ' 

m1Pim~ni;i'1bb'l.J1~1l.ln'U~.:J 7 i;i'1bb'l.J11~bbn e.J~\Jl.tlrusii (Product) 11m (Price) -de:i.:iV11.:im1'<ilfl 

'11V1i.l1t1 (Place) m1'l.J1:::"111~l.l~'U6 (Promotion) '4flf11fl':i~b~tJ~fl11 (People) m:::tJ1'Ufl11 

1 ~tJ~fl11 (Process) bbf1:::~\lbb1fl~e:Jl.IVl1\lfl1tlfl1Yl (Physical Evidence) bb~m1Pim~1b 'Ufl~.:i-d'btl'U 
m1Pim~n-de:i.:iV11.:im1"1111::: b~'U~1 m::: bb'11 v.JV111flti m1~m.J qi"ii b~'U~1 flo'U1f111ci.:i e.Jfl ~e:Jf111l.loW\l'Vle:J b "il 

"1lm fl flr11m11v.JV11ci1'Ufliifl1fl a1 bfl e:Je:JVll.l'Vl':i~~ tJ '<il.:iVl1fll31~'1::: bfl~ ~1 '<il tJ "il::: b~ e:i fl Pi fl~1i;i'1 bb 'l.J ':i~'U 
\I \I q q 'U 

b 'U~1'U11f11 (Price) -de:i.:iV11.:im1'<ilfllil1V1i.11t1 (Place) m1ci.:ib'1~l.lfl1':i\Jlf11fl (Promotion) tJflf11fl':i 
' 

(People) m:::tJ1'Ufl11b~tJ~fl11 (Process) bbf1:::~\lbb1fl~e:Jl.IVl1\lfl1tlfl1Yl (Physical Evidence) b~e:J 
f111l.I b Vll.11:::'1l.1"1Je:J\l b de:iVl1 b 'Ufl11Pi fl~1fl~\l.Q 

A.U.dct II Q.I QI A. 

2.6.2 -:i1'Ll1lil£J'Vlbfl£11'tlv-:inum"a1flflrull1'Wfl1"a'U'm1"a SERVQUAL Model 
' 

'111\lfl'U1 .ti'Vl':ibl.l~'UVI{ bbf1:::13111tJVILi b~fle.J~e.Jfl (2555) Pifl~1 SERVQUAL Model tltJ 
' ' 

flf;Ufl1Ylfl11tJ~fl1"j"{J€J\l'5'U1f11"a 1 Vltl'Vl1ru"l!tl mruPifl~15'U1f1111 Vltl'Vl1ru"11 tl'11nfl (l.1Vl1"11'U) b 'Ub "{J\J] 
' 

a1 bfl mije:i.:i '<il.:iVl1fl~~ru Lfl fl 1 -&'15m1 b~e:i flcil.li;i'1e:i ~1.:i Lb tirn "il1:::"il.:i Lri~e:i.:iije:i 1 'Lim1Lntieff e:il.lfl~e:i 
' ' 'U 

bb tJtJ'1e:itJml.l"il1flrn -ffti~m1"1Je:i\lo'U1ri11 "1 '11'U1'U 400 11t1 bbf1:::'1~~m m 'U m11 bri11:::~.ff e:il.lfl~e:i 
'U 'U 

~1~€1 tJfl::: ~1 bu~ ti ci1m ~ ti.:i b tJ'Ul.l11J11~1'U bbfl::: m1V1fl'1e:JtJ~11 Lm1:::~~1~l.l'l.J1:::~V1t'1Vl~l.l~'U6 ... 
b.Yfo{~'U YltJ11 rrt-ffti~fl11ci1'UbVlqjbtl'Ub'Vll31Vl~\l €11~1:::Vl11.:i 40-49 tJ "iltJfl11Pifl~1"a:::~tJ'l.J~qjqj1 

\Jl~ 'l.J1:::fle:itim"ii'Vlo1n"ilci1'Ui;111L~1"1lmn"ilfl11 iiri11l.1~1'Um11-&'ti~m1ntio'U1ri11 2-5 ri~.:i ~e:i 
' 

3 b~e:J'U bbfl:::ii11t11~Lu~tJ~m~e:i'U l.11flfl11 30,000 ti1V1 ci1'UbVlqi"l-&'ti~m1~1fl - '1e:J'U ~'11"1l1bVl'1 
1mf1\;)(;1 Vie:i'l.Jbbfl'Ufl1'U°1i1.:in"'1 11.31 - 20.00 'U. mfl~'1fl "iJ1flm1Pifl~1YltJ11rn-ffti~m1ci1'U1w11 

' 'U ·~ 

ii1:::~tiri11l.l~flbi1'U~e:irirufl1Ylfl1'rn~m1"1Je:i.:io'U1f111~.:i 5 ~1'U 'l.J1:::fle:iti~1t1 ~1'Um1ti~m1~"5'ti 
' 

~e:i.:i 1~ ~1'Ufl1':itJ~fl11m 11."il 1~ ~1'Ufl11lJ.:ili''Ub~l.I h 1 ~tJ~fl11 ~1'Ufl11tJ~fl11~b zje:ili''U bbf1:::~1'Ufl11 
' 

ti~m1~ Lm 1"il1'1e:it1"l 'U1~~timfl bbfl~ll"il'<il t1~1'Urirufl1Ylm11 ~ti~m1 iie.Jfl~e:i m1i;i'fl~'U hL~e:ifl 1-if 
'U ' 

ti~m1omri111 Vlt1Yl1ru"11tl '11nfl (l.IV!1"11'U) b"1J\Jla1bflmije:i.:i '<il.:iVl1fl~~~ Lflfl 1flt111l.le:i~1.:iiii!t1~1R'qi 

Vl1\l'1~~Vl':i~~tJ 0.05 

"il b-r1J1tl "ll~i!'Uvi (2554) Pi fl~1fl11 b 'l.J~tirn Viti'U fl111'flri rufl1Ylm1ti~11111~V111.:i 
' ' ' 

h.:ivrn1ti1"1fl1f1be:Jfl"11'Ubbf1~ h.:i'Vlti1tJ1"1fl1f1-r~ti1"1 Lflt1m1'l.J1~t1fl1J11-if SERVQUAL Model flcil.I ... ' ' 
'l.J1~"111mbtl'Uri'U 1i~ll11-ifti~m1bbe.J'Ufl~lJ1t1'Ue:ifl11.:i'Vlt11ti1"1be:ifl"ll'Ubbfl~11.:iYlt11ti1"1-r~ti1"1 Lb l-1.:i'V!~.:i 

'U ... 

1 'LI'<il.:i'Vl1fl"11"1ti~ 1~flcil.li;i'1e:i~1.:i Lflti 1-if Lbtiti'1e:itimllb tlmfl~e:i.:iije:i 1 'Um11'<il ti 1~'11'U1'Uflcil.li;i'1e:i~1.:i 
' ' ' 

287 "llfl YltJ'J 1 h \l'Vl tJ1tJ1"1-r~tJ 1"1'11l.111'1 \J1€ltJ'1'U €1\l~ eJ fl11f11fl'Vl1'l"1l€J.:lf1'U 1 m 'LIVI fl ii~ f1tufl1Yl 
• d.I , • 

1'U"1lru~~ri'U1 eff~IJle:iti bb titi'1e:itiml.1"1Je:i.:i 11.:i'Vlt11ti1"1 be:ifl"ll'Ul.Je:i.:i1111.:i'Vlt11ti1"1'11m1'11J1e:iti'1'Ue:i.:i~e:i 
m1ri1flV11.:i1~L'Yit1.:iti1.:ici1'U 1'Liii~"1le:i.:i ri11l.li.11bzje:i~e:i fl11~e:i'111 bbfl~ri11l.lbzje:ili''LI "1Je:i.:i 

11.:i'Vlt11ti1"1bvhJ'U~f1'U1 eff ~i1fl11~fl11~Yl1m"1l1f11fl'Vl1.:i111 'LI"1l ru:::~ii~~1'Ufl11\Jle:JtJ'1'Ue:J.:lf111l.I 
'U 

~ e:i.:i fl11"1le:J\lf1n1"11bbfl:::m1l.I b eff 11 "il"1le:J\lf1 flrl1 "il::: b tl'U~ 1'U ~'1 fll.le:i.:i11iim1l.I bb\Jl fl~ 1.:i"iJ1 fl~.:l~Yl1 fl b "1l1 
'U 'U 'U 

f11f1Vli''lb€1111 bb\Jlb 'U~1'Ul.111tl1VI bbfl~ fl11b i1'Ue:Jflb i1'LI b"iJfl'U 1.ff EJ'liif111l.l~i1fl11~€J tJfl11~\l~Yl1flb "1J1 
'U 

ri1flV11'.:1Lm Hl.11fl 
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.n1191 11'HUfou (2554) Pini.~nrn1'lh~Lih.11"1ru.n1Y1fl11'U~fl11"1Je:J\l~TW True Coffee 
' 

?11"1J1 t 'W~'Vl11'Vltn~CJ 1~wfll.'i~~1e:i~1\l~e:i UflPlm~11~~'Uu~ruru1191~~n1~\IPlm~1e:iCJ't 'W~V111'Vltn~ CJ 
, cu"' \I 

zj\li1~1'W?l1"1J1"1Je:J\I True Coffee bll'W1~'U~fl11'11'W'J'W 8 ?11"1l1~ (;'!~ 50 "ll\91 11~bll'W 400 "ll\91 bb(;'l~t.U 
bb'U'U?le:J'Um~b~e:JU1~biJ'Uf1UJ.f11Ylfl11'U~fl111911~bb'W1~\91"1Je:J\I Parasuraman bb(;'l~f1ru~ bU'Ubf1~e:J\lije:J 

' 
t 'Ufl11bn'U11'U1'J~oLJe:J~mb~TU11UU1~~'J(;'li:.J(;'l~'JCJ1 U1bbn1~~1b ~'11U ~1'Vl-r'U?l~~m m 'Ufl111bf111~i.1 

~ ~ 

oLJe:J~(;'l 1~11 fl1~e:JCJ(;'I~ 1"111~~ fl1bO~CJ ~1'Wb~CJ\lb'U'W~11911:01'W fl111bf111~i.1bb'U'U Paired Samples 
~ ~ 

T-Test Yl'U11 (;'lflrl1"1le:J\1~1'W True Coffee ?11"1l11'W~'Vl11'Vltn~CJ~bll'Wtl'flPim~nzj\lbU'Wfll.'i~~1e:J~1\I 
~ ' 

1'Wf1~\ld ~1'WtmyLllmY1ialm~\I ~\91Lll'W~e:iCJ(;'I~ 53.50 i1m~1lJLn'W 19 tJ ~\91Lll'W~e:iCJ(;'I~ 31.25 

1e:J\l{;'l\lm Lll'Wtl'flPim~n~'WlJ~ 2 ~\91bll'W~e:JCJ(;'I~ 28.50 bb(;'l~~1'Utmyi111CJ1~e:itj~ 8,001-10,000 

'U1'Vl ~\91Lll'W~e:JCJ(;'I~ 31 1e:J\l(;'l\lm ~e:i i111CJ1~e:i~~ 6,001-8,000 'U1'Vl ~\91LU'W~e:JCJ(;'I~ 26.50 b\91CJ 
~ 

(;'lflrl1i11~~'Uf111~f11\91'Vl1\l~e:Jf1UJ.f11Ylfl11'U~fl11?1\l~?l\91 b\91CJi1fl1bO~CJ"1Je:J\lf1~bb'W'Ubvi1tl'U 6.30 bb(;'I~ 
'\I , '\I , 

i11~~'Urn1-r'U~~e:if1ru.n1Y1rn1'U~rn1~1~-r'U'1~\1?1\1~?1\9l L°1i'Wn'W b\9ICJi1ri1 Lo~ m vi1n'U 6 .42 Lb(;'!~ Lrle:i 
\I , \I .. 

b u1 CJ'U b Vi CJ'U tl'U1~'Vl11\I 1"111~ f11\91'Vl1 \I bb(;'I ~ rn1-r'U ~Iii~ \I~ e:J f1 ru.n1vm~ fl11i:.J (;'1~1~ ~e:J 1~~'U m1-r'U ~ 
~ ' ~ 

'1~\l~e:i f1ru.n1Yl'U ~rn1 i:.J (;'1~1~~e:i 1~ ~'U rn1-r'U~'1~ \I~ e:Jf1ru.n Tvm~rn1i1r11 LO~ CJm fl fl11fi1 LO~ CJ 
' ~ ' 

?11"1l1 t 'W~V111'Vl CJ1~ CJ b\91CJ1~~'Um1~ f11\91'V11\I~ e:if1ru.n 1'V'l rn1'U~rn1 Lb(;'!~ rn1-r'U~~e:if1ru.n1Y1rn1 ' ~ . 
'U~m1ffi~folil~\li11"111~bb\91fl~1\ltl'We:J~1\li1tl'CJ~1fi'qJ'Vl1\1?1~~~1~~'U 0.05 

ururu115 t:l~CJ11'Vltl (2552) Pim~nrn11\911~~'Uf1UJ.f11'V'lfl11'U~fl11'Vl~\lfl11"1J1CJ b\91CJ ti 
QI " , , 

bb'U'U'11(;'1e:J\I SERVQUAL b\9ICJfll.'i~u1~"111m~Pim~1~e:J(;'lflrl1'11'W'J'U 70 'U~,;'Vl bf1~e:J\lije:ivltm'Wfl11 ' ~ 

11'U11~-rre:i~(;'l~mL'U'U?1e:i'Um~ Y1'U11 1) mi~u1~L.n'V161n'1"1le:J\l(;'lflfl1~LLl9lfl~1\ln'W rn1 t i'U~fl11"1le:J\I 
\I , , \I 

(;'lflrl1~LLl9lfl~1\ln'W u1~?1'Um1clvi'1\11'W"lle:J\l(;'lflrl1~LLl9lfl~1\ln'W mCJm1ti'l1'Wbf1~e:i\lu-r'Ummial"lle:J\I 
~ ~ ' 

(;'! flrl1~ bb\91fl~1\ltl'U bb(;'I~ bbi:.J'U fl/~ 1 CJ~vl1\11'U"1Je:J\l(;'I flrl1~ bb\91 fl~1\I tl'U i1 i:.J(;'lvl1 t ~f111~f11\91'V11\I bb(;'I~ fl11 
~ ~ 

fo~~e:i1"1ru.n1Y1rn1'U~rn1V1~\I rn1"LJ1 CJ bb\91 fl~1\ltl'W CJ fl L 1'W m CJ m1 t i'l1'U bf1~e:J\lu-r'U m mial"lle:J\l(;'I flrl1 
\I , • \I 

~ bb\91fl~1\1tl'W1lJi1i:.J (;'!~ e:i rn 1-r'U ~ ~ e:i 1"1ru.n1'V'l rn 1'U ~rn1V1~\I rn 1"1J1 CJ 2) m1~ f11\91'Vl1 \l"ll e:J\l(;'I fl 1"11 ~ e:i 
\I , I \I 

..::::. II QI ..::ii Q.11/ I/I .Q II 

f1UJ.f11Ylfl11'U1fl11\911'Ufl11191e:JU?l'Ue:J\I ~f11mn'Vl?l\91 fl111'U1"1JeJ\l(;'lflf11191Bf1UJ.f11'V'lfl11U1fl11\911'Ufl11 
, " \I \I , 

t~m1~~'Wh i1fi1~1fl~?f\91 bb(;'l~1~~'Uf111~v;\l'V'lBh"1JeJ\l(;'lflrl1~Bf1UJ.f11Ylfl11'U~fl11 btl'U(;'IU~\I . ~ ' 
5 iJ~zj\l-U11u~1"111~1lJ-r;\IYle:J h ~e:irn1fou~rn11\91 CJ(;'! flri'1i11~~u1"111~-r;\IY1e:J h~1'Wfl11191B'U?l'WB\I 

~ ~ 

' ' .o::::.Q.l..::il-=al II QJ Q.I .::::., 

'11fl\11'W1'1CJ'VlbflCJ1"1JB\lfl'Ufl111\91f1UJ.f11'V'lfl11'U1fl11 SERVQUAL Model ?11m1t:l?l1U 
' ' ~1 Lb u1 t 'W\11'W1~CJ b ll'Wm11\l~\ld 
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(J\4+edw3) i;.Lui;.n.m .. "' 
I\ I\ 
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,. 
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(sa1qi8ueJ_ 
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:;;;:: 
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·~ 
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'11fl\?1111'1G'l1'\.J~1LL'IJ1..:i1'U1~~~b~~1oLJeJ'lfl'Ufl111~flUJ.fl1V'lfl11'U~fl11 (SERVQUAL Model) • • 
V'l'Ul1 iln11~n~1~1LL'IJ1~1iin'U~..:i 5 ~1'U ~e:i m1mll'U~'IJ511ii"lle:i..:iu~n11 (Tangibles) fl11iiil1L~e:i~e:i 
'Vl~e:J 1111..:i h 1~ (Reliability) fl11\J1e:J'UG'l'Ue:J'lfl11ii~e:J'lfl11 (Responsiveness) m11 ~m1iili''W h (Asurance) 

LL'1~fl11L i11'1m1fo~fl11ii~r:i..:im1"llm~fou~n11 (Empathy) ~..:itY'U L 'Ufl11~n~1fl#..:iif ITT~~~'IL~vfl~fl~1 
'IJ 'IJ 'IJ 

~1LL'IJ1~'1 5 ~1'U L°1i'Ub~~1fl'U 



.,; 
\J'Vl'VI 3 

m1fi''Wl"l1' 1a61'HH~el\I -del\lvt1\I nT~"ll11::: L1'W ~1 m::: LL'11vlvh111w m1'\Xnu'1J:il L1mh nu'U11"111 

61\1~~ ~el wJ1lJVi'lvrn b '16llel\I~ nf11 m11 vlvh&'i1'U.ni1.n11"1e11 L.flelelvtlJV'l1Vi~EJ ~\IV11'11w1~61::: Ln~ :W15m1 
\I \I •• ., 

.qQ.1 Q.J..::i 

1'1EJ 111\l'U 

3.1 '1.h:::"1l1n1LLi;:t:::ncilJ~1el~1\I • 
3.2 Ll"l~el\lijelm m 'Um1Ln'\.J11'\.J11lJ.LJellJi;'I 

'U 
' 

3.3 n1161~1\ILLi;:t:::n11~\9l,J'U1Ll"l~el\lijel 
"' Ill 3.4 n11Ln'l.J11'\.J11lJ6llell;ji;:t 

Q.I II .::::t. d' I.I 

3.5 n11'1\1ln116llellJi;:t LLi;:t:::n111 Ll"l11:::'Vl6llellJi;:t 
'U 'U 

3.5 '1~~vitm'Um1iLl"l11:::'l.1-LJ'ell;Ji;'I 

3.1 tlca::1nmLL~::nq3..1~1mh:i 

3.1.1 tlca::111m 
'1.h:::"1J1mvi'l m 'Un111~EJ b 'Ul"l#\1.Q' ~el m i'l.J'1n11n111 vlvh~1'U.fli1.fl11"lel1L.flelel'VllJV'l1Vi~EJ 

\I \I , , 

~\IV11'111~~61:::Ln~ ~"1111:::~1m:::LL'11vlvh'!Xn~1'Uu'1J:iln'U11"111 146 11EJ (oLJell;Jm~el'UV'l~~~mEJ'U V'l.~. 
2558) faEJ m1~n~1 b 'Ul"l#\l.Q L ll'Um1~n~1'1.h:::"1J1m~\l'VllJl11 LL~611m1t11 i'1~~'Vll1161el'l.J'1lJlJ~~1'U ... 
m11~EJ~~\l~'U1~ LV'l11:::'1\ILLlJl1'1:::Lll'Un11~n~1'lh:::"IJ1fl1~\l'VllJ\11 neJ\ILU'UL~EJ\lncilJ~1el~1\l'Vl~\I • !V I I f" 

Lvl1U'U L Y111:::11e'J'lihh:::"1J1mncil.l~'U '1 ~nVilj~n~ru:::l"l~1EJtl'U ('1.Jrnu11lJ nliltl~1111'1.J'161vt5, 2540: , I ,g~ " 

155-156) 

3.2 Lfl~v.:iilvmfl:unTnn'Unu-a1ll<tlvlJ~ 
Ll"l~€1\lije:ivi'lm'Um11~EJl"l#\l.Q ~€1 LL'l.J'l.J61€1'1.Jt11lJ (Questionnaire) 61~1\11111lJ1111t1tl1:::61\lflLLi;:t::: • 

me:itJLL'U11"111lJfll1l~n1V1'Ul1l~'U 1111mLu\le:ie:imtJ'U 3 111€1'U 111'1.Q 

3.2.1 \Jlv'U~ 1 ih1:5'mh'U'Uflfl~ '1.h:::ne:i'\.J~1EJ LV'l~ mEJ m1~n~1 e:i1:SY1 11EJ1~ LLi;:t:::~1 • • 
m::: LL'11 vlvh L\l~ EJ~€JL~€J'U ;\IL ll'Uri1ml.lvi'l iX~111 €1'\.J LL 'l.J'l.J61€1'1.Jtl1lJ L~€1 n L ~EJ\lri1111 €1'\.J L~ EJ1 

'U 

3.2.2 \JI v'U ~ 2 ~ 1'U ti ca::all'VI 1.:i n 1'~\Jl ~ 1fl15-arh:i u~n 1'a"!I v.:i'tiv .:i 'Vl1.:I n 1'a'fi1 ca:: L~ 'Llfi 1 • 
m::LLal ~~1 tb:::ne:i'l.J~1 EJ 1) ~1n11lJLUEJlJm1"1111:::~1m::: LL'11 vlvh 2) 1"111lJV'l~BlJ6lJB\1'1m'Wvi'l 'U 

n11~\11~€16ll€Jbi'l.J'1n11b'Ul"l#\ILL1 3) n11'\.h:::"IJ1~lJoW'U~ 4) '\.Jl"li;'l1fl1vi'liX'l.J'1n11 5) l"l11lJ61i''l.J61!€J'U6lJ€1\1 • 
m:::'\.J1'Un116ll€1 1i'l.J1m11'Ul"l#\ILL1n LLi;:t::: 6) l"l11lJVJ'U61~EJ i11Lzje:i~e:i 6ll€1\1€1tlmru1 'Um11 iX'l.J1m1 • 
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3.2.3 (PleJ'U~ 3 fl111.1.W.:iweil1il"t1ei.:i~lmvHh (Pl11JLL'U1flfln111'"fJWfl1wn11ujn1'~ 
(SERVQUAL Model) ~fl~tu~"lleJ.:Jbb '\J'\J'1eJ'\Jt:rn.J\W€l'U~ 3 b llmb '\J'\J'lh~ bl3'Ul"i1bb '\J'\JL otl~1bi;J"lJ 
(Numeric Rating Scales) 5 1~~'\J L~CJijbfltu'1f111b~eJfll'leJ'\Jbbi;J~L~fl~bb'U'U ~.:id 

l.J1 fl 

'l.J1'Ufli;i1.:i 

(5 fl~ bb 'U'U) 

(4 \Ol~bb'U'U) 

(3 \Ol~bb'U'U) 

(2 \Ol~bb'U'U) 

V1111CJfi.:i ~1'Ub~'U~1CJn'UieiP11111~'U1~~'\J111fl~'1~ 
' d I W: ii' Q.J I.I ~ Q.J 

Vll.J1CJtN Vl1'Ub'Vl'U~1CJfl'\J"lleJ\Ol11l.J'U'U1~~'\Jl.J1fl 

V1111 CJ fi.:i ~1m ~'U ~1 CJ n'Uiei P11111~'U 1~ ~'\Ji.J 1'U fli;J 1-:i 

Sid d I ~I.IQ.It/ ~ Q.Jl/d 
'UeJCJVl'1~ ( 1 \Ol~bb'U'U) Vll.J1CJtl.:I Vl1'Ub'Vl'U~1CJfl'\J"lleJl"l11l.J'U'U1~~'\J'UeJCJVl'1~ 

' ' ~1 ~CJ 1 -ii b fl ru s;i bu~ CJ L 'U fl 11eiii'l.J11 CJ e..i i;i 1 ~ CJ ei 1 iii' CJ £11'11 fl 11f11'U1 ru-d 1-:i fl 11.:i "ll ei .:i .ff 'U 
'U 'U ., 

("ll~~ 1-:ifil-rl'l'U~, 2552) ~.:iii 
'U 

= 

5 - 1 
= 5 

0.8 

d 
4.21- 5.00 

q .id Cl.I ~ n Q.I d 
\Ol~bb'U'Ub\li;'ICJ Vll.J1CJtN l.J1~~'\J\Ol11l.J b Vl'UeJCJ 'U1~~'\Jl.J1flVl'1~ 

'U ' d 
3.41- 4.20 

q .id Q.J ~ n Q.I 

\Ol~bb'U'Ub\li;'ICJ Vll.J1CJtN l.J1~~'\Jlil11l.Jb'Vl'UeJCJ 'U1~~'\Jl.J1fl 
'U 

d 
2.61- 3.40 

q 

ij1~~'\Jm111 b ~'UeiCJ "l 'U1~~'\J'l.J1'Ufli;i1.:i Iii~ bb 'U'Ub\li;'l CJ Vll.J1CJtl.:I 
'U 

d 
1.81- 2.60 

q q Q.J ~ n Q.J ., 

lil~bb'U'Ub\li;'ICJ Vll.J1CJtN 111~~'\JP11111m'UeJCJ 'U1~~'\J'UeJCJ 
'U 

d 
1.00- 1.80 

q c::il CV ~ n Q.J !I d 
\Ol~bb'U'Ub\li;'ICJ Vll.J1CJtl.:J l.J1~~'\J\Ol11l.Jb'Vl'UeJCJ 'U1~~'\J'UeJCJVl'1~ 

'U ' 

" QI .der1 
3.3 n11fl11.:!LLfl::'W~\J1Lfl1eJ.:!1JeJ 

m1£1~1.:i bl"l~ei.:iihim m 'Uf111bn'\J11'\J1111-Uei11i;i ITT~ CJ 1~~1 b u'U m11'1111'11~'\J ~.:id 
'U 'U 

3.3.1 m1fimet1~'Ufl11 -:U1fl~111 belfl'111 '\JVl\Ol11l.J Vl~~~Vl~flfl11 bbi;J~.:J1'U1~CJ~bMCJ1iei.:i 
n'\Jm111~.:i'Wei1-:u fl111'~1iituil1'Wfl11'\J~f111 (SERVQUAL Model) ?i1'U'l.J1~'1l.Jfl111'!i;J1~51fi-:U 

' ' 
'U~m1 7P' s Lbi;i~m~'U1'Um11 i'U~m1-1111~b~'Ul"i1m~bb'11'V'Jvh1~CJ15-H'fle.i1'Ui.J'qi:fiL~'Ue.l1flG'U1P111 

' .rdil 0 &:f .Q, Q.J 

b 'WeJf11Vl'U~"lleJ'\J b "lll'lf111~fl~11-:U CJ 

3.3.2 n11U1LLUUfleJU'111J~~~'U11J11il1n.:!1'U1:&'a~L~CJ1'li'eNbtlV11fl111J(Pl'j.:!L~.:!Ldeivi1 
(Content Validity) b~eil'!11-:u£1ei'\JP11111P11ei'\JP1i;Jl.J"lJei.:id1'eiV11bbi;J~.fl1~1mi 1~CJ~V11.:1P1ru1\9!i 

, 'U , • 

lii'TUTU 3 ~TU 1~CJ1-if15f11'U1tuV11~"1li1m111£1eJ~\Ol~eJ.:!1~Vr:h.:iieif11ml.Jn'\J-:U~tl1~£1.:lfl (Item 
' 

Objective Congruence: IOC) L~CJL~l"i1P1~bb'U'UL'Ubb'\J'\JU1~bl3'UblJ'U~1 3 1~~'\J ~ei 1 = H1~ 0= 

hlbb'U"l-:u -1= 1m111~1~CJ1i£1mm1f11'U1ru (51ti'UV11 f1ffu-:u11, 2553) ~.:id 
'U ' 
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IOC L:R/n 

,, d 
~b6llt.11"1l1ru 
'U ': 
0 ,, "" 

n = "il1'U1'Um6llt.116ll1ru 
'U ... 

b~an-Uar11mlJ~ijf11~-:1bb~ 0.05 ~'U 1 LJ ~1'Vl-r'U-D'ar11mlJ~ijf11~6lltim1lJ6'feJ~f1'1a-:i ~1 
n11 0.05 vi'1m1LJ-r'ULJ·:mui1"1l-D'ar11mlJm:1.1-U'm?f'Umb'U~"1Ja-:i~\zjt116ll1n1 bba~m"il11~~LJ~mnna'U 

• 'U ·~ 

t111LJ'Vl~aa-:i1i 

3.3.3 nTw11fi1fll11l.Jb~vli'u (Reliability) ~"5't1t11Lb'U'U6'fa'Um:1.11LJ'Vl~aa-:i1i (Tryout) tl'U 

mi'U~m1"1111~1'11m~ bb6'f1 vJ~115'1Xn~1'Uun1"1iu'U1f111 L 'UeJ1L.flaa'VllJ'V'l1~~t1 ~-:i'Vl1~131~6'f~ bf1~ \J g~ q , 

"il1'U1'U 30 fl'U b~ffU1oLJ8lJ'1lJ11bfl11~~'Vl11'11fl11lJbzjali''U"1leJ-:!Lb'U'U6'feJ'UtnlJbL~'1~~1LbD1 rl1'U1ru1'11 
'U 

~lJLJ1~i1'VltLbaavJ1 (Cronbach's Alpha) 1~t11i~l'l1L'Ufl11rl1'U1fl.I (nat1111ti6ll~Uqj6ll1, 2553) 
... .., .. 

~-:l'U 

Cronbach 'sAlpha 
kf 

= 
1+(k-1)f 

k = "il1'U1'Url1tnlJ 

r = 1'11 bu~ E.J"ll a-:i 1'11~lJLJ1~i1'Vlt6'f'Vl~:1.J~'U~1~V111-:ir11m:1.1tY'U1 
.dfCV 4 I 0 ~I 

"il1 n ~a f111'Vl~ ?f a'U m 1:1.1L6ll alJ'U"1Ja-:i bb 'U'U?f a'U ml.I mi 131 n~16lla-:i'Vl1-:i m16ll11~ b-:l'Um 

m~ bL6'f1 vJ~11~t1m1'1Xnu ru"lib~'U~1nu'U1f111?1-:i~a ~a\0111:1.1~-:i'V'la L"il"1Ja-:ia nfoi'1m11 vJ~1?i1'Uniin1l°l 
... 'U 'U 

a1Lnaa'Vl:1.1Y11~~t1 ~-:i'Vl1~131~6'f~bn~ "il1'U1'U 47 -Ua (IOC = 0.865) 'V'l'U11 ijf11m1mzjali''U"1la-:i •• 
Lb'U'U6'feJ'U'11lJ~Lfl'U"il1f1f1~lJ~18~1-:I ( Orry-Out =0. 924) ci1'Uf11fl11lJ b zjali''U"lleJ-:ILL 'U'U6'feJ'U'11lJ~Lfl'U 
"il1f1D1~6ll1f11"iJ~,:j (a = 0.969) 1~t1"il~ij11t1a~LBE.l~ ~-:id 

ii ii O .d~ al Q, d.d QI I 0 Q, I 

m'U"1JeJfl1Cl1lJ"1JeJ-:!Lb'U'U6'feJ'U'11lJ'Vlbf1'U"il1f1u1~6ll1f11"il1-:l'Vlbf1E.J1f1'U"lleJ-:l'Vl1-:!f111"1l11~b-:l'Ufl1 

f11~bL6'f1vJ~1L~E.lf111'1Xf1UqJ"!ib~'U~1f15'U11°111 ij 27 oLJeJ (10( = 0.840, Orry-Out = 0.852, 0 = 

0.938) D1~f18'U~1E.J 1'11511lJLi1E.JlJfl11"1i'11~1'11m~bb6'f1vJ~1 "il1'U1'U 3 -Ua (IOC = 0.889, aTry-Out = 

-1.756, a = 0.767) 6'fm'Um'Ufl11~~~8"1J8Lotl'U~fl11L'Ufl~-:lbb1f1 "il1'U1'U 5 -Ua (IOC = 0.733, aTry-

a ) ·' .., .., .. 0 ... 

Out= 0.765, = 0.867 fl11u1~"1!16'flJ'V'l'U5 "il1'U1'U 3 "1J8 (IOC = 0.889, Orry-Out = 0.986, 0 = 

0.871) 'if1'11f11~L~'U~f111 "il1'U1'U 6 .LJa (IOC = 0.889,0rry-out = 0.912, a = 0.919) 

m~'U1'Ufl11"1JaLi'U~f111L'Ufl~-:!Lb1f1 "il1'U1'U 4 .LJa (IOC = 0.667, Orry-out = 0.685, a = 0.910) 
' 

bL'1~i1-:!bL1~'1alJ'Vl1-:lfl1E.l.fl1'V'I "iJ1'U1'U 6 oLJeJ (10( = 0.889 , Orry-Out = 0.823, 0 = 0.849) 

~1'UoLJ ar11mlJ"1la-:i bL 'U'U?f a'Um:l.l~ bfl'U"il1nLJ1~"111 m"il~-:i ~ L~ E.J1tl'Ufl11lJ~-:l'V'la L "il"lla-:i 

anfoi'1 mmb'U1~~f111D1~LiJ'Uflfl.l.fl1'V'lf111'U~fl11 (SERVQUAL Model) ij 20 oLJ'a (IOC = 0.900, 
'U • 

Orry-out = 0.920, a = 0.960) LJ1~na'U~1E.J 'U~fl11~~'U\Pla-:i1~bU'U~lJ511l.J "il1'U1'U 3 -D'a (IOC = 

1, Orry-Out = 0.110, 0 = 0.846)'U~fl11~1-J'l"iJ1~ ~n\PlmLbll'UEJ1 "iJ1'U1'U 3 oLJeJ (IOC = 0.778, 
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OTry-Out = 0.769, 0 = 0.914) fl11:W*ri''Wb~:Wh1'Wfl111~'1J~fl11 "i\'1'U1'U 6 -Ua (10( = 0.778, 

0Try-Out = 0.908, 0 = 0.917) 1~'1J~fl11~1~fl11:Wfm1:w"li'1'W1qj "il1'W1'U 3 -Ua (IOC = 1, 0Try-Out 

= 0.870, 0 = 0.898) bbm~1~'1J~fl11~1~fl11:Wba11"i!1ci~nl'i'1 "il1'W1'W 5 -Ua (IOC = 1, OTry-Out = 

) 
.... d 

o.894, a = o.876 ~.:im11.:i'Vl 3.1 

.c::::i I 0 I/ 0 I I d ,:,, 
(;1111.:l'VI 3.1 fl1"il1\J1\J'llelfl1fl111 fl1 IOC LL~::fl1fl1111L'!1el11\J'llel..:ILL\J'Ui'leJ'lHl111 

~1LL'lh 

'tiei..:i'V11.:im1'tf11::L~\Jfhm::LLfll 'W-W11~m 

m1\1'nuru;f L~'U~hnti\J1fl11 ... 

?1muvh urn1~~~a"1rn 1i'IJ~m11 ufl~.:i 
bb )fl 

fl1111f;.:1V'lei L"il'llv.:i~nA1 (;111JLL \J1~~ 

fl11'lh:: Lil\Jfl Wfl1V'l fl11'li~n 11 • 
(SERVQUAL Model) 

"' II 3.4 m1Lnu11un11'!lv~~ 

II o 
'llelfl1[111J fi1 IOC 

27 0.840 

3 0.889 

5 0.733 

3 1 

6 0.889 

4 0.667 

6 0.889 

20 0.900 

3 1 

3 0.778 

6 0.778 

3 1 

5 1 

47 0.865 

' ' ' .. ., 
fl1fl1111L'!1el11\J 

Try out 

0.852 0.938 

-1.756 0.767 

0.765 0.867 

0.986 0.871 

0.912 0.919 

0.685 0.910 

0.823 0.849 

0.920 0.960 

0.110 0.846 

0.769 0.914 

0.908 0.917 

0.870 0.898 

0.894 0.876 

0.924 0.969 

fl111 ~~fl~ .:idl.1-:i Li.Ju~ n~1~.:i1\J bb 'IJ'IJ-da.:i'Vl1.:i fl11"1111~L~u~ci.:i~6'l ~ afl11:wViwrn h"lla.:i • v 

erl i'IJ ~n11"1111~ L~u n111vJvhci1w1ij.fl1fle31 b.flaa'Vl:wY11vhfo ~.:i'Vl1~131~?1~ Ln~ LL 'Vl~.:i-Um.16'1~1 mu 
\l 'U , , \J 

" " m1Pin~1fl-r.:i-U:w1'11n 2 ci'Ju ~a 

3.4.1 ii'ei11~thi11flil (Primary Data) 1~'11nrn1rl111'1n~:wl'i'1a~1.:i 1~mn~~1~btl'ULL'IJ'IJ 
'II "' 'II • v 

?feJ'U m:W'11 nm i'IJ~ fl11fl111vJvhci1u.flij.fl1flel1 b.fleleJ'Vl:WV'l';i~~~ ~.:l'Vll~l31~G'I~ bfl~ ~"1111~~1 
'U \I , q 

m~bLG'l1vJvh~n~1uuru~uu1fl11 124 11~"ll~ ., . 
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3.4.2 -ti'm.Ji'l'Vl~aflij (Secondary Data) 1~"il1f1f111~f11"1~'Ufl11 bb'1:::11'\J1111-ile:i11'1"il1f1 
" • \.I 1U 

be:in?111~1-:i 1 ~ bMcn-ile:i-:i b 'li'U be:in?111"iJ1m~1 ~ CJvi1'U~'Um~~ n1"1 H ne:i'Wbb~1 1111~-:ibb 'U1~~'Vl~1"~ 
I c:J.cJ II o .c:::t. .c:::t. di .c:::t. .c:::t. tfl II .c:::t. tfd, 

Wl1\I 1'Vlbf1CJ161Jel\l"il1f1\Pl1111"1l1f111 'U\PlCJ6'111 ?lel?l\l'V'lll'V'l\Pl1\I 1 bb'1:::61lel:IJ'1'Vl1\lel'Ub 'Vlel1b 'U\Pl 

3.5 flil~tl-irl:um-a1bfl-a1::'l1-ti'v~i'I 
m11 ~CJ fl~ \Id ~1~CJ1~vh m 11 bfl11:::VIL~CJ1 ob'?!~~ b ~ \l'V'l11tu'W1b~e:i'\J11 CJ1 CJi;r f11"tu:::61le:i\l-ile:i11i;:i 

~ ~ 

vi'11 u~'V'l'\J bb'1:::f111l bfl11:::Vlb~CJ?I~~ b ~\lel'U111'Ub ~el'Vl~?lel'U6'11111~~1'Uf111l~ CJ 1111 CJ'1::: b~ CJ~~\ld 
' ' ~ 

3.5.1 m-a1bfl"a1::\1-ti'v~i'l 1fla1'liflil~b;j.:i-w-a-aruu1 (Descriptive analysis) 1~bbfl ~eJCJi;:t::: 

(Percentage) 1°11111~ (Frequency) R1bu~CJ (Mean) ci1'Ub~CJ\lb'\J'U111\Pl1~1'U (Standard -

Deviation) 

3.5.2 m-a1bfl-a1::\1-ti'm.m 1fla1'liflil~b;j.:iv'Ui.J1'U (Inferential analysis)1~bbn 
~ . 

3.5.2.1 ?1~~1bfl11:::~fl1111bb\Plf1~1\I (t-test) 'Vl~?le:J'Ufl1111bb\Plf1~1\11:::V111'1R1bu~CJ61Jel\I 
nzj11~Tv~1\I 2 nzj11~bll'U~?11:::~e:in'U (Independent-Sample t-test) 

3.5.2.2 ?1~~1bfl11:::~fl1111bb \J1\J11'U (F-test) b ll'Wm11 bfl11:::~m111bb \J1\J11'U'Vl1\I 

b~CJ1 (One-Way Analysis of Variance: ANOVA) bll'Uf111'Vl~?leJ'Ufl1111bb\Plf1~1\11:::Vl11'1R1bu~CJ 
61JeJ\lf1ci11~1e:i~1\l~b ll'U~?11:::~ e:i ti''U111 n11 2 nci11 bb'1 :::'Vl~?le:i'Ui1m1mb\Pl n~1\I b 'tJ~CJ'\J b ViCJ'IJ b ll'U11 CJR 

' ' ~ 
~1CJlTif111bU~CJ'UbViCJ'Ubb'\J'\J Least Significant Difference (LSD) 

3.5.2.3 ?l~~?IVl'111~'UTibb'\J'Ub~CJ1'1'U (Pearson's Product Moment Correlation) 11 

bf1tu'fl1 'Um1bb ui;:i m111V1111 CJ61JmR1'111u1:::~'V1~?1V1'111~'U6 < u1ru1 f11'V'lnn:::, 2552) 61l'U1~m111 
' " QJ QJ tf Q.I Q.J Q.I tf Q.I .c::il 

6'111'V'l'Ul'.ibb'1:::1:::~'\Jfl11116'111'V'l'U'5 ~\l'U 

., ., ' 
61J'U1~fld1116'111'V'l'U'5 

0.91 - 1.00 
q Q.JQJtf CV 

11fl11116'111'V'l'U'51::: ~'U?I \1111 f1 
~ 

0.71 - 0.90 
a v v ' QJ 

11fl11116'111'V'l'U'51:::~'\J?l\I 
~ 

0.51 - 0.70 11m111'111~'U61:::~'1Ju1'Un'11\I 

0.31 - 0.50 

0.01 - 0.30 

3.5.2.4 ?l~~f111lbfl'n:::i1nTrn~'1eJCJb~\l'Y'l'VJ (Multiple Regression Analysis) bll'U 

b 'Vlfliifl m11 bfl11 :::i1m1'1 ~mm~ bM m-ile:i\ltl'\J ~1 bb \J1 ~?11:::~111 n n11vi~'1~1bb'tJ1 m1 b ~11~1bb'tJ1 
~?11:::~bMCJ1-ile:i" b-ii'11 'Um11 bm1:::l1"iJ:::vh1 ~ m111'1n~e:i\161Je:i\ln111bfl11:::~b ~11111n~'Ubb'1:::R1 

~ 

fl'11~bfl~eJ'U111\Pl1~1'U61JeJ\1~1U1:::111tuR1 (standard error of estimates) '1~'1\1 
~ 



d 
'U'Vl'VI 4 

fl1)~\l!"ll1~6'f)~ L~a-:i "lia-:i'Vl1-:lfl11"1111~ L1'U~1m~ LL6'11vlvh1~ tJ fl1)~flUqj~L1'UeJ1 fl5'U1!"111 

~-:it-.1'1~a1"111~Vi-:i~a h"1la-:irn iu~rn1rn11 vJ~1~1'U.ni1.n11"1eJ'1L.naa'Vl~~1~i1ti -.ij-:i'Vl1~131~6'f~Ln~ t 'U 
\I \J , .. 

l"l~-:id Lll'Urn11-.ij'tJ!"l11~i1~-W''U5L:a-:iL'IJ~tiULVitiu (Comparative Correlation Research) 1~tifl11 
Lnu.LJ'a~'1~1mL uu?faum~ zj,:itJ1~nau~1ti 'iJ"iJ'<ij ti~1'UUl"ll"l'1 "lia-:i'Vl1-:irn1"1111~L1'U~1m~ LL6'11 vJ~1 

~ . 
1~ ti rn1~nuqi~ L1'UeJ1nG'U11"111 LL'1~m1~Vi-:i~a t "il"1Ja-:i0 iu~rn1~a n11"111w L1'U~1 m~ LL6'11 vlvh 

1~tin11~nuqi~G'U11"111 

'IJ1~"!11fl1~b-bl 'Ufl11l '<ijtJ b 'U!"l~-:!d ~a rn iu~fl11fl111 vJ~1~1'U.fli1.fl1!"leJ1 L.fl88'\11~~1~i1 tJ 
\J \I , q 

-.ij-:i'Vl1~131~6'f~Lfl~ ~"1111~~1m~LL?11vJ.Yh~fl~1'UUqj~5'U1!"11) 146 11tJ (oLJBl,j'1L~a'U~~l31~fl1tJ'U ~.Pf. 
2558) ej'1-.ij'tJ'l11.LJ'a~'1~1~mv11rn11Ll"l11~~L~a11'lt1'1J1~6'1-:!Fi ~-:id (1) L~aflin~1L'IJ~tiULVitJUU"iJ'<ijtJ 

~ ~ . 
~1'UUl"ll"l'1~~-:it-.1'1~a1"111~Vi-:i~a h"lla-:irn iu~rn1"1111~ L1'U~1m~ LL6'11 vJ~11~ti n11~nuru~L1'UeJ1n 

• ~ v 

5'U1m1 rn11 vJ~1~1'U.ni1.n11"1eJ1L.naa'Vl~~1~i1ti -.ij-:i'Vl1~131~6'f~Ln~ (2) L~aflin~1L'IJ~tirnVitiu"lia-:i 
~ .. 

'Vl1-:irn1"1111~ L1'U~1m~ LL6'11 vJ~11~tirn1~nuqi~ L1'UeJ1 nG'U11"111 ~il1"111~i1~~'U6nu1"111~~-:i~a h 

"118-:lrn iu~n11"1111~ L1'U~1 m~ LL6'11 vJ~1fl1)1 vl~1~1'U.fli1.fl11"leJ1 L.fl88'\11~~1~i1tJ -.ij-:i'Vl1~131~6'1~ Lfl~ 
" '\J , .. 

(3) L ~aflin~1~'Vl5~'1"1JB-:!"lia-:i'Vl1-:I rn1"1111~ L1'U ~1 m~ LL6'11 vJ~1 fa tJ fl1)~flU qj~L1'UeJ1 fl5'U1!"11) ~ 
~-:it-.1'1~am1~~-:i~a h"lla-:irn iu~rn1"1111~ L1'U~1 m~ LL6'11 vl~1rn11 vJ~1~1'U.ni1.n11"1eJ'1 L.naa'\11~~1 

\I \I q , 

QQ.I Q.I Q.I .cal 

~6'ftJ "il-:l'Vl1~13116'f~Lfl~ 

1~tim'<ijti'l11L6'f'Uat-.1'1fl111-.ijtim~LL'li-:iaamll'U 2 ~1'U ~-:id 
~ 

4.1 t-.1'1 n111 Ll"l11~~-rra~'1~'U~1'U 1~ tit i?f~ ~h :a-:i~11ru'U 1'1J1~ nau~1 ti !"111~~ ~a ti'1~ 
~ ... 

~1LU~tJ LL'1~~1'UL~ti-:1Lu'Uml'l1~1'U 1~ti1L1°111~~!'11~ci'1~u"1Ja-:1LLUU?1aum~ ~-:id 

., ., .. 

... 

4.1.2 fl11l L!"l11~~"1ia-:i'Vl1-:!fl11"1111~L1'U~1fl1~LL6'11 vl~11~tifl11~flUqj~L1'UeJ1fl5'U11"111 

4.1.3 rn11L1"111~~1"111~~-:i~a L"il"lla-:irn iu~rn1~arn1"1111~L1'U~1m~ LL6'11vlvh1~tirn1 
~ 

'VlflUqj"!J5'U1!"111 

4.2 t-.1'1rn11Ll"l11~~-rra~'11'11~1'1'lt1'1J1~?1-:ifi 1~ti1i6'f~~L:a-:ia'Um'U 'IJ1~nau~1ti 6'1~~1L1°111~~ 
~ . . 

!"l11~LLl'lfl~1-:I 6'1~~1Ll"l11~~m1~LL'IJ1'1J11'U 6'1~~6'f'Vli1~-W''U5LLUUL~tJ~i1'U LL'1~6'1~~1Lm1~~fl1) 

tl~tlati~'Vll"lru 
·~ 
4.2.1 rn11 L1"111~~L'IJ~tiu LVitiu'iJ"iJ'<ijtJ~1'UUl"ll"l'1~ilt-.1'1~am1~Vi-:i~a h"lla-:irn iu~rn1~a . ~ 

"lia-:1'\111-:1 rn1"1111~ L1'U~1m~ LL6'11 vJ~11~ti rn1~nu '1.l~L1'UeJ1n5'U1!"111 t 'U~'U~eJ1L.naa'Vl~~1~i1 ti - .. 
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4.2.2 nT~1 b1"111~-Hb tl~m.J b Vi CJ'll'1im'Vl1-:im1"1!11~ b~'Ul°i1m~ bb'11vJvh1~CJ m1V!niJ~;J b~'U 
~1fl'O'U11°111 ~ijl°l11l.Ji1l.J~'U5n'Ul"ld1l.J~-!l'VfeJ 1 '161JeMm -ti'U~fl11i11~ b~'Ul°i1 m~ bb611 vJ.W1fl111vJvhG'f1'U 

'IJ 
.Q. 0 .c:i.QJ CV CV .::I 

.fll.l.fl11°1 en b.fl ei e:J'Vll.l'V'11'V'l'1 CJ '1-!l'Vl1 ~ !i'l1'1 ~ bfl~ 
'IJ •• 

4.2. 3 m11 bl°l11~-H~V15'V'l"161le:J-!!'1ieM'Vl1-!!fl11°1l11~b~'Ul°i1 m~ bb'11vJvh1~CJ m1V!niJ ~;jb~'U 

~1nu'U11"111~ei1"111l.l~-!l'V'le:J1 '1"1lei-:i0 i'll~m1~ei'1im'Vl1-:i m1"1!11~ b~'Ul°i1m~ bb'11 vJ-W11~ CJ m1V!niJ~;J 

b~'U~1fl'O'U11°111 

... tfll Jt 
4.1 ~anTa1Lf111::'Vl'UiliJavfu~1'U 

'II .., 

4.1.1 \hr~'afi1'U'4flfrn 

fl111~CJl°l~-!l.Q' bn'U11'1.J11l.l-U'e:Jl.l"1'11fl'l.h~"!l1m ~ti motl'll~fl11fl111 vJ.W1G'fTu.ni1.n11"1 
'IJ 'IJ 'IJ 

a1b.nile:J'Vll.l'V'l1Vii1CJ ~-:i'Vl1~!i'l~'1~ bfl~ ~"1!11~1°11m~ bb'11 vJ.W1V!n~1'UiJrn;iu'U11"111 124 11CJ '11flfl~l.l , , g~ , 

tl1~"1.11m~n·ru~ 146 11CJ (-U'ei:!;jm~ei'U'V'l~!i'l~n1CJ'U 'V'l.!i'l. 2558) 1~CJPin~1-U't1:1;jf1~'U~1'U~11tJ 
b~CJ1n'llb'V'l!i'l enCJ '1m'U.n1Y1 m1Pin~1 en;l'V'I 11CJ1~ l°i11vJbu~CJ~m~ei'U u'U1m1mi'll~m11i'1~~ • 
~'U~1'U1'Un11ei6'1.J1CJ61Jei-:i-ueil.J"11'Un~l.ltl1~"!11n1mm'Un11Pin~1 

... 'IJ • 

e..1"1m1Pin~1-uei:l;j"'~11 tJ61Jei-:in~l.ltJ1~"!11mm m 'Um11~CJ'V'l'U11 n~l.ltl1~"!11m?i1'U 1 'Vlaj 

bll'Ub'V'l!i'l'Vlru-:i ~~bll'U~e:iCJ"'~ 57.3 1e:i-:i"1-:imbll'Ub'V'l!i'l"!l1CJ ~~bll'U~eiCJ"'~ 42.7 i1'1i1-:imCJl.l1nn11 50 
... . 

tJ mn~'1~ ~~bll'U1e:iCJ"1~ 32.3 1ei-:i"1-:im~e:ienCJ1~V111-:i 41-50 tJ ~~bll'U~e:iCJfl~ 30.6 ij~m'U.n1'V'1 , . 
'1l.l1'1mn~~~ ~~bll'U1e:JCJ"1~ 58.9 1e:J-:i"1-:im~e:iij61m'U.n1Y11'1~ ~~blJ'U~e:JCJfl~ 28.2 i1m1Pin~1 , 
1~~'1.Jtl~~~1~~ mn~~~ ~~bll'U1BCJ"1~ 53.2 1ei-:i"1-:im~e:im1Pin~11~~rnruCJl.lPin~1~ei'Utl"11CJ 
tl1"!1. ~~blJ'U1eJCJ"1~ 17.7 ijen;JY1-LJ'111"11m1/~~1'11V1n'1 mn~G'l~ ~~blJ'U~e:JCJfl~ 50.8 1ei-:i"1-:imij ... . 
en;iY1Y1tl'n-:i1mein"!l'U/"1n..ij1-:i ~~bll'U~eiCJ"'~ 22.6 G'i1'U1muij11CJ1~ei~1~V111-:i 10,000-20,000 'U1'Vl 

'IJ ... 'IJ 

bbfl~ 20,001-30,000 'U1'Vl ~~bll'U1eiCJ"1~ 22.6 b'Vl1n'U 1e:i-:i"1-:imi111CJ1ml.lbn'U 10,000 'U1'Vl ~~bll'U 

~eiCJ"'~ 21 l°i11vJvhbu~CJ~m~ei'U~1n11 1,000 'U1'Vl ~~bll'U1eiCJ"1~ 52.4 1~CJu'U11"111mi'll~m1 
mn~'1~~ei u'U11"111m-:i1'VlCJ ~~bll'U1eiCJ"1~ 69.4 11CJ"1~baCJ~~1l.J~111-:i~ 4.1 . , 

\hr~afl1'U'4flfla 
0 

(fl'U) 
II 

~1'U1'U 1erna:: 

L'Wfl 

"!l1CJ 53 42.7 

'VI~-!! 71 57.3 

11iJ 124 100.0 

il1~ 

21-30 tJ 18 14.5 

31-40 tJ 28 22.6 

41-50 tJ 38 30.6 

50 tJ ~'U1tl 40 32.3 
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\h1 i5' m;h'LA'4 fl fl~ 
0 

(fl\J) 
II 

1il1\J1\J 1e:iv~:: 

1111 124 100.0 

flC11\Jfl1'W 

fa~ 35 28.2 

'1l.l'rn 73 58.9 
' Ill Ill 

16 12.9 'Vlt.1111-:1, lJ1tJ 

1111 124 100.0 

m1tfnli1 

1l.lbn'Ul1'otil.l~m~1!'1a'Utknt1 i.J1·11. 22 17.7 

mftJ~qiqi1, i.J1'1. 18 14.5 

i.J~qjqj11'1~ 66 53.2 

'1-:in-:i1 i.J~ruru1!'1~ .. ., ., 18 14.5 

1111 124 100.0 
... 

eJ1'tf'W 

oLJ1'j1'1Jn1'j/-r;il'11'Vlfl"il 63 50.8 ... 
Ylt'Xrn1man'1J'U/~n41-:i 28 22.6 

f .- ~1'1J1t1/t'pn'1?i1'Ul'i'1 15 12.1 

bfl~l']'jfl'j'jlJ 12 9.7 .. ...; 
6 4.8 €11'1J'rl8'U1 

1111 124 100.0 

11vl~ 

1l.Jbn'U 10,000 U1'Vl 26 21 

10,001 - 20,000 U1'Vl 28 22.6 

20,001 - 30,000 U1'Vl 28 22.6 

30,001 - 40,000 U1'Vl 11 8.9 

40,001 - 50,000 U1'Vl 17 13.7 

mnn11 50,000 u1'Vl ~'U1i.J 14 11.3 

1111 124 100.0 

th L 'rhil~V~elb~el\J 
1l.Jbn'U 1,000 U1'Vl 65 52.4 

1,001 - 2,000 U1'Vl 36 29 

2,000 U1'Vl ~'U 1 iJ 23 18.5 

1111 124 100 
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U1il :5'afl 1'U'4 fl fl a 0 

(fl'U) 
II 

1il1'U1'U ·rnaa::: 
5'U1flT-am ifu~m~ 

m.:i 1 'Vlti 86 69.4 
' 

fl~m1'Vlti 22 17.7 

e:Je:JlJ~'U 4 3.2 

5fl6'1. 8 6.5 

1 'Vlti~1ru"1J~ 4 3.2 

niJ 124 100 

4.1.2 ~:::~\Jfl113.J~~n i1u"llv·mqiJu ~:::"ll1 m~v'lieHl'Vl1-rnT'a"tt1~:::L~'UFhm:::tta1 ww1 l~am~ 

inuru;it~ueJ1n5u1fl1~ ., 
1 'UG'i1'U1::: ~'Um1ii fi~ L i1'U"1l a.:i fl ~ii'lh:::"1l1 m~ a-da.:i'Vl1.:i m1-tl11::: L~'U Fi 1m::: LL?f 1Ylvh1~ ti 

' fl11~flDflJ~L~'Ut-J1fln'U11i111 l'Ufl111~tilil~.:id btu.:iaamtl'Uli111l-lfi~ti1'U 6 ~1'U 1~tui 
o) fi1u11iittltiiim1"1111:::~hm:::tt?11 Ylvh 

(2) ?lm'Uvfl 'Ufl11~~~a61Ja 1 -b''U~fl11b'Ulil~\lbb1fl 
(3) fl11tl1:::61l1'1ii~'U~ 

(4) 'Ulilmmvfl~'U~fl11 
' 

(5) m:::'U1'Ufl11"1l€l 1 -b''U~fl11l'U!ii~\lbb1fl Lb'1::: 
' 

(6) ~\lbbd~~e:JlJ'Vl1\lfl1tJ.fl1~ 

1~ ti t:-m 1:::~'U1i111ii fi~ L i1'U61Ja.:i fl~iitl 1:::"1!1 m ~ a-da.:i'Vl1.:i m1-tl11::: L~'Ufi1m::: LL?f 1Ylvh1~ ti 
' 

m1~flDflJ~L~'Ut-J1flu'U1m1 ~.:i 6 ~1'U ~.:id 
U Qd I c:i I 0 QI 

( 1) ~:::~ \Jfl 113.Jfl ~ L 'Vl'U LL a :::a1u Lu a~ L uu3..11 l'I ~~1'U"llv ~"llv ~\111 ~ n1~"ll1~::: L~'U fl 1 ... 
n1:::ttal ww1 l~am~im.1ty;iL~'UeJ1n5'U1fl1~ ~1'UA151~3JL UEJ3.Jn11<ti1~:::f'hm:::Ltal WW1 

fl113J b i1'U61J e:J\l fl~lJtl 1:::"111 fl)~ fl113J b ii'U b~ tl1tl'U-d€l\l'Vl1\lfl11"111 )::: b~'U fl1 m::: bb?l 1 Ylvh 
' 

1~ ti m1~flDflJ~ t~t1t-J1 flnt111i111 ~1'U fi1u11ii t tltiii m1"1111:::fi1m::: tt?f 1 Ylvh 1~ ti11iia ~ 1 t11:::~'Um fl 
(Mean = 3.95) bb'1:::dja'W1i111ru11 'ULL~'1:::-ilaioi1mii ~'Ul1 fl~iitl1:::"1!1m~li111iiti1t1fi1to~tie:i~ ' ~ 

1:::V111.:i 3.86 - 4.11 1~ti-ii'e:ir11mii~~fi1tu~timfl~6'1~ ~a fi1u11iittltiiifliifi1~hl~e:i\lt~t1'Vl1.:i1tl 
' ' 

be:J\l (Mean = 4.11, SD = 0.947) 1e:J\l'1\ll-l1~e:J fi1u11iittltiii~111i11tifl (Mean = 3.89, SD = 
~ 

0.921) ~fl11Lt-.ij.:ieY11111fi1u11mtltiiit~m-b''U~fl11'Vl11'U (Mean = 3.86, SD = 0.966) 11ti'1:::L~ti~ 
~ 

d 
\1113J\111)1\l'Vl 4.2 
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.d I ~d Q.I Q" Id I 0 QI 

911'5'1.:J'VI 4.2 fl1Lufilt1'5'::fluf11111flfl b 'Vl'IJ bbfil::a1'1Jb uv.:i b u'IJ11191·rn1'1J'lJew11e:i.:iV11.:i n1'5''t11'5':: b.:J'IJfl1 
.~ ~ 

n '5':: bLal vh~ 1eJ1 'IJ Vi' nu ru ;f b~ 'IJ eJ 1no'IJ1fl1 '5' ~ 1'IJfi10'5''5'11bilv11n1 '5'"1i1'5'::fi1 ... 
n'5'::bbalww1 

4.11 0.947 :W1fl 

3.89 0.921 :W1fl 

3.86 0.966 :JJ1fl 

3.95 0.781 111n 

(2) '5'::~u fl 1111 f>l fl b oM'IJ bbfil ::~b m ~ v .:i b U'IJ11191 '5'~1'1J'lJv .:i'tie:i .:iV11.:i n1'5''ti1'5':: b~'IJ fi1 
dS . ~ 

m::LLal ww1 lflt1n1'5'Vlnuru~b~'IJeJ1no'IJ1f11'5' ~1'1Jam'IJVil. 'IJn1'5'~fl~v'lJv 1 ilu'im'5'L '1Jfl~.:iu '5'n ... 
fl11:w b i1'U6tl eN fl~ mJ 1::"1l1 mij fl11:W b ~'U bM C.J1 n'U '1ieN'Vl1'1fl11-1i11:: b~'U fi 1fl1:: bbi."I 1'V'J~1 

' 
LflC.Jm1Vi'fluf1J~b~'U~1flu'U1fl11 ~1'Ui."ltn'UvTI 'Um1~fll'i86tl81-ti'U~m11 'Ufl#..:i bb )fl LflC.J11:w8~ 1 'U1::~'U 
:JJ1fl (Mean = 3.92) bb'1::bd8Yl~11,1.n1mLl'i'1::oLJ8rhm:w V'l'Ul1 flcimh::"ll1mijm1:wb~'Ufl1bu~C.J 

' 8~·rnvd1..:i 3. 71 - 4.15 LflC.JoD8r11m:w~ijfi1bu~C.J:1J1fl~i."lfl A8 ~~'16tl8'15'U1fl118C.JL 'Uvl1b'1~i."l::f11fl 
'IJ ' 'IJ 

l'i8m11i'U~f11';i1'Ufl#..:ibb1fl (Mean = 4.15, SD = 1.041) 18'1'1'1l.J1A8 5'U1fl111~~fl~'UvTI'Um1 
~fll'i86tl81 i'U~m1'1111::fi1m::bbi."!1 'V'J~11flC.Jf111'VlflUf1J~b~'U~1fl5'U1fl11 vl11'!Xi."l::mfll'i8m11 i'U~m1 

(Mean = 4.06, SD = 1.073) '11il'fl..:i1'Um11'V'J~1''1 h1~fl~'UvTI'Uf111~fll'i86tl81i'U~f111'1111::fi1 
m::bbi."11 'V'J~1 LflC.Jf111VlflUf1J~b~'U~1fl5'U1fl11 v'i11'1Xi."l::fl1fll'i8f1111i'U~f111 (Mean = 3.93, SD = 
1.106) ijm1~flv11t11mbi."lfl..:i-b'mb'U::tl1 'Vl~8i."lm'UvTI 'U m1~ fll'i 861181 i'U~m1-U11::fi1m::bbi."l1 V'J~1 
LflC.Jf111VlflUqj~b~'Ue..11fl5'U1fl118~1..:i-tl'flb~'U (Mean = 3. 76, SD = 1.04 7) ~~'16tl8'1i.'11il'n..:i1'Um1 
1vJvhi 8C.JL'Uvl1b'1~i."l::fl1fll'i8m11i'U~m11'Ufl#..:ibb1fl (Mean = 3.71, SD = 1.228)11C.J'1::baC.Jfl 

'IJ 
.,I 

1'11111'1111'1'VI 4.3 

.d I .d Q,I Q" Id I 0 QI 

911'5'1.:J'VI 4.3 fl1 Lu fil v1::flUfl11:t..1flfl b 'Vl'IJ bbfil ::a1'U b uv.:i b U'IJ111911~1'1J'lJv.:J'l1v.:iV11.:i m1't111::L.:J'IJf11 
dS 

1 ww1eJ1'1Jinuty~L~'IJeJ1no'IJ1f111 ~1'1Jam'Um 'IJm1~~~v'lJv 1 ilu'im11'1Jfl~.:iLL1n 

1. ~~'16118..:ii.'11il'fl..:i1'Um11 'V'J~1i eWL'Uvl1b'1~i."l::mfl 
'IJ 

l'i8m11i'U~f111L 'Ufl#..:ibb1fl 

2. ~~'16tl8'15'U1fl118 ~1 'Uvl1 b'1~i."l::f11 fl l'i am11 i 
'IJ 

'U~m11'Ufl#..:ibb )fl 
3. '11il'fl'l1'Um11vJ~1i 1~~fl~'UvTI'Uf111~fll'ia6tl8ti 
'U~m1 v111'!Xl."l::fl1fll'iam11 i'U~m1 

3.71 1.228 :W1fl 

4.15 1.041 :W1fl 

3.93 1.106 :W1fl 
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.c:i I .c:i QI Qt$ Id I 0 QI 

\;1111.:l'Vl 4.3 fl1 blliUJ1Zfl'Ufl1111fl fl b 'Vl'Ubbi'!Zi'l1'U b 'UV.:! b 'U'U111\;11~1'U"lleWt:leJ.:l'Vl1.:ln11"!111Zb.:l'Ufl1 ... 
n1::bba1 V'lw1tJ1'U~n'1qi;Jb~'U~J1n5'1..11 f111 ~1'Ui'lm'U~L 'U m1~fl~e:i"lle:i 1 ifu'im11 'U 

"' fl~.:ibb1n (~e:i) 

' "" ..J d u fl1blli'IV TI1'Ub'UV.:lb'U'U 1::fl'U 

4. o'l.l1rn11~~~~'Uvtl 'Ufl11~~~e:i"Ve:i 1 otl'U~m16l111~ 
fi1m~bb611V'lvh1~EJ m1~n-utlJ~b1'UeJ1nu'U1rn1 v111 ~ 

61~~1n~e:in111-tl'U~n11 

5. i1m1~~v11-U1mb61~.:i.LJ'mb 'U~i.11 Vl~e:i61m'Uvtl 'U 

m1~~~e:i"Ve:i 1 otl'U~m16l111~fi1m~bb611 V'1~1 L~EJm1 

~nutlJ~b1'UeJ1nu'U11"111e:i~1.:i-lr~blil'U 

4.06 

3.76 

3.92 

111\;11~1'1.J ... 
1.073 inn 

1.047 :W1fl 

0.889 

QI QG Id I 0 QI 

(3) 1::flu fl1111flfl b 'Vl'U bbi't::a 1'U bu v .:i b 'U'U 111 Vl1_!1'U"lle:i .:i"!f e:i.:i'VI 1.:i m1"!111:: b.:l'U fl1 

m:: bbal WW1 LflV n11~flU qi;} b~'Ue.11fl5'U 1 fl11 ~1'1..1n11\J1::"111a11.W'U5 

1"111:w b i1'U"V m n~:wth~"lf 1mil1"111:w b i1m~ EJ1 n'U-de:i.:ivi1.:i m16l111~ b1'U fi 1 m~ bb611V'I~1 
' 

hwm1~flUtlJ~b1'UeJ1no'U1fl11 ~1'l.lm1tl1~"1l1"':w~'U6 L~EJ11:we:i~1 'U1~~'U:JJ1fl (Mean = 3.85) 

bb'1~b~e:J~'<il11ru1Lmb~'1~.LJ'e:if11m:w ~'U11 n~:wtl1~"ll1mi1m1:wbi1'Ul°i1bu~EJe:i~1~V111.:i 3.80 - 3.93 
' 'IJ 

1~ EJ.LJ'e:if11m:w~i11°11 bu~ EJinn~61~ ~e:i -Ue:i:w'1~116111 b~ EJ1 n'U-de:i.:iV11.:im16l111~ L1'Ul°i1 m~ bb611 V'l~1"1Je:i.:i 
' 'IJ 

m11V'l~1., i1m1:w.a'~b'<il'U 611in1m.LJ'1h1~~1EJ (Mean = 3.93, SD = 0.973) 1€1\1'1\lin~e:i m1 

1 V'1~1"1i1n11tl 1~"lf1"':W~'U6~116111 b~ EJ1 n'U-d e:i \l'Vl1\I n116l111~ b1'U 1°11 m ~ bb611V'I~1e:i ~1\1 ~ e:i b ~ e:i.:i 

(Mean = 3.82, SD = 0.929) vi1'U611in1m-U15.:i~e:ivtlm'Um1bb~.:i.LJ'e:i:w'1~116111b~tnti''U-de:i.:i 
'IJ 

vi1.:im16l111~ b1'Ul°i1m~bb611 V'1~1"1Je:i.:im11V'1~1.,1~ (Mean = 3.80, SD = 0. 971) 11EJ'1~ bBEJ~\J\1:W 

d Id QI QG Id I 0 QI 

\;1111~'Vl 4.4 fl1 blli'IV1::fl'Ufl1111fl fl b 'Vl'Ubbi'I ::i'ITU b UV.:! b 'U'U111\;11~1'U"IJ eJ.:l"lfeJ.:l'Vl1.:I n11"!111::b~'Ufl1 ... 
m::bbal ww1 lflvm1~nuru;Jb~ueJ1n:J'U1fl11 ~1'Um1tJ1::"!11a11.Wut5 

"' 
' 

fi1Lilg;V fi'ltALUV~LUU 1~~\J 

1. vi1'U 611 :w11m-U15.:i ~ e:i~1it'Un11 bb ~ .:i-U e:i :W'1~116111 3.80 
' 'IJ 

0.971 inn 

bnEJ1ti''U-de:i.:ivi1.:im16l111~ b1'Ul°i1m~ bb611 V'l~1"1Je:i.:im11 V'l~11~ 

2. -Um;J'1~116111bnEJ1n'U"lie:i.:iV11.:in11"l111~b1'Ul°i1 3.93 0.973 inn 

m~bb611 V'l~1"1Je:i.:im11 V'l~1., i1m1:w.a'~b'<il'U b.LJ'1h 1~~1EJ 

3. f1111V'I~1"'lilfl11tl 1~"lf 1"':W~'U6~ 116111 b~ EJ1 tl'U-de:i.:i 3.82 0.929 inn 

vi1.:i m16l111~b1'Ul°i1m~ bb611 V'l~1e:i ~1.:i~ e:i b ~e:i.:i 

0.889 



(4) 1~~ufl1111flfib~'Ubbi'l~~1'Ubtia~b\J'U1l1~1!1'U"!.m~'tiei~'Vl1~m-a"li11~b~'Uth 
n-a:m~l cw~1 lflam-a\1'nuru;ib~'UeJ1nG'U1R11 ~1'UUfli'l1n-avil \1u~m-a 

~ . 
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rn1:ub~'LI"11a.:inci:utl·w"ll1mi1rn1:ub~'Ub~t11nu-da.:i'Vl1.:im1"1111~b~'Ul°i1m~bb6'11V'lvh • 
1~t1m1'\Xn'\Jrn"iib~'Ue.J1nu'U1f111 ~1'U'Uflmmvl'h~u~m11~t111:ue:it1'1 'U1~~'U:w1n (Mean = 4.13) 

·~ . ~ 

bbfl~b~ffYi"il111;i.n1'Ubb~fl~iaiohm:u V'l'UrJ1 nci:utl1~·1nmi1m1:ub~'Ul°i1m~t1e:iv1~vt11.:i 4.01 - 4.34 . ~ 

1~t1.Ue:ir11m:uvlii1°11bu~t1mnvl?1~ ~a b~1vt-U1vlu'LI1m1 iim1bb~.:imt1iifl11:ubll'U1~bDtJ'Ub~tJ'U~e:it1 • 
.?1 tJ ""'., ( .. ., v.J 1""' ., bbfl~bu'U1 bb'U'Ub~tl'Jfl'U Mean = 4.34, SD = 0.697) 1e:J-!lfl-!l:U1fle:J b"il1vt'U1'Vlu'U1fl11 vt'U1n11mtJ 

~ 

m1m~:u1"il d:ubb~:Ubb~:U16'1 bbfl~iim1l.l6'1il1V'I (Mean = 4.20, SD = 0.954) b~1vt-U1vlut.11fl11 • 
bbt.1~i111t.1m11Vfu~m11~av1.:icin9la.:i -tl'~b"il'U (Mean= 4.10, SD= 0.780) b41vt-U1vlm11V'lvh., i1 

~ 

I .cil !'1Qc:l11 if'ltJ ...... 
f111bblPl.:in1tJ:Ufl11:Ubu'U1~b'UtJ'Ub1tJ'U1e:JtJbbfl~bu'U1 bb'U'Ub~tl'Jfl'U (Mean = 4.08, SD = 0.802) 

~ 

b~1vt-U1vlm11V'l.Yh"11Vfu~m1~1tJfl11:Ub~:U1"il d:ubb~:Ubb~:U16'1 bbfl~iim1:u6'1il1V'I (Mean =4.06, SD • 
= 0.926) b41vt-U1vlm11V'lvh"1 bbt.1~i111'Um11Vfu~m11~av1.:icin9la.:i -tl'~b"il'U (Mean = 4.01, SD= 

~ 

... .J 
0. 780) 11tlfl~be:JtJ~~1:UIJ1111-!l'Vl 4.5 

1. b~1vt-U1vlm11V'l.W1., 1Vfu~m1~1tJfl11l.lb~l.l 1"il d:u 

bb~:Ubb~:u16'1 bbfl~iim1:u~il1V'I 

2. b~1vt-U1vlut.11m11 Vfu~m1~1 tJm1m~:uh d:u 

bb~:Ubb~:U 16'1 bbfl~iifl11:UG'lil1V'I • 

-=I .c:i "' ~I tJ ""' ., 
1~b'UtJ'Ub 1tJ'U1e:JtJbbfl~b u'U~ bb 'U'Ub~tl'Jfl'U 

11 ti d ..:::ii I d C:.: 

6. b"il1vtt.11'Vlut.11f111 :un11bb111.:imt1:ufl11:ublJt.1 

1~ b 'Li tiu b~tJu~a tJ bbfl~ b llt.1t,tl bb uu b~ mnt.1 

tl1btl~V ~'J'Ub\jV~b\J'U 
111~1j!1'U 

4.06 0.926 mn 

4.20 0.954 inn 

4.01 0.879 mn 

4.10 0.780 mn 

4.08 0.802 mn 

4.34 0.697 

4.13 0.712 
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(5) 1z~ufl113.1f>ifi b \,;'IJu~zaTub ~v~ b 'l.J'IJ3.J1vi1~1'1J"!lv.:i'Tiv~V11~n11-d11zb~'IJti1 
mzbLa1 vJvh Lflam1\1'nuru;f b~'IJe.l1nt:i'IJ1fl11 ~1'1Jmzu1'1Jm1"!lv 1 ifu'im1L'IJflf~bb1n ., 

fl11ilb ~'U'lJeN nciii'lh~"IJ1fl1iifl11ilb ~'Ub~ tn tl'U-dv-:i'Vl1-:im1"1l11~ b~'U fl1f11~ bb~l 'V'Jvh , 
Lf'ICJ m1~nuqi"8b~'Ue.l1 f1'B'U1F111 ~1'Uf11~'U1'U m1'lJa 1 i'U~m11 'Ufl~-:ibb ':in 1~w11iia~'1 'U1~~rn.,11n 
(Mean = 4.10) bb'1~bi1t1Yl"il11ru11 'Ubb~'1~ie:ir11m~ V'l'Ul1 nciii'l.J1~"1J1miifl11iib~'Ufl1bO~CJa~ , ~ 

1~Vl11-:i 3.90 - 4.221~wiari'1mii~iil°i1bo~CJmn~~111 ~a bt1n£111'l.J1~na'Um1'lJa1.ff'U~f111"1111~ , 
fi11 'V'IVJ1~n~1'Uu qi"lib~'Ue.!1 nli'U1m1ii b Vl CJ-:i611 b 'U1um'l.J1~"1J1"1J'U bb'1~'11 b m~~111u qi"8V11J1 bb ':in b vhi!'U 

(Mean = 4.22, SD = 0.851) 1t1-:ir;i-:i~1~a m1maniaiir;i1'Ubb'U'U'V'laiii'lJa1i'U~f111"1111~fi11vJVJ1 
~ 

~n~1'Uuqi"8b~'Ue.l1n'B'U1fl11 hli'Uia'U (Mean = 4.15, SD = 0.843) m1'lJmb'U'UvJaimh1~fi1 

1 vJYJ1~ f1 ~1'1.JiJ qi"li b~'Ue.J 1 f1'B'U1 fl11ii'Vl'11 CJ-dt1-:i'Vl1-:i b-d'U B'UbVI aid'j VI 611iJ m1'U f1111 vJYJ1 "1 bbG'l ~ 

'B'U1fl11 (Mean = 4.15, SD = 0.899) f111bb~-:i~r;ivia'U1''Uf111'lJeJ1.ff'U~f111"1111~fi11vJVJ1~n~1'UUqJ"8 

b~'Ue.l1f1'B'U1fl111i1~CJ~b1mbrlCJ-:i 1 61'l.J1111"1 (Mean = 3.90, SD = 0.932) 11CJ'1~bBCJl11Vl1iJl11111-:i~ 
4.6 

d Id Q,I .:::ii.-" Id I 0 QI 

Vl111~'VI 4.6 fl1 bu~V1Zfl'l.Jfl113.Jflfl b 'Vl'IJbb~Za1'1J b 'l.J El~ b 'l.J'IJ3.J1 Vl'Hi1'1J"lltl~"11eN'Vl1~ n11"1111Z b~'IJfl1 
"" 

n1ZbLa1vJvh1flvm1\1'n-uru;f b~'IJe.J1nt:i'IJ1fl11 ~1'1Jmzu1'1Jm1"!lv 1 ifu'im1flf ~bb 1n ., 
... . . 

mzu1'1Jn11"1lv1ifu'im11'1Jfl-r~bb1n fi1LO~V fl1uLu~~L\J1J ,~~\J 

4.15 0.899 il1f1 

e.J1n'B'U1fl11iiV1mCJ-da-:i'Vl1-:i b-d'U a'Ubviafo'.'lvi 

611tl'rn1'Um11 vJVJ1i bb'1~'B'U1fl11 

2. m1maniaiir;i 1'Ubb'U'UvJaiii'lJa1 i'U~m1"1111~fi1 
~ 

1 vJVJ1~n~1'Uuqi"liL~'Ue.l1nli'U1fl11 hJi'Uia'U 

3. Lan6111·th~nau f111'1Je:J 1 iu~m1"1!11~fi11 vJVJ1~n 
~1'UUqJ"8L~'Ue.l1nli'U1fl11iiLVi~m'11L'U1Ul'l1U1~"ll1"ll'U 

LL'1~'11L 'U1£11;jl11U qi"8V11J1Lb1f1 b vhJ'U 

4. f111LL~-:i~G'll'le:J'U1''Uf111'1Je:J 1 .ff'U~f111i11~fi1 l 'V'JVJ1 

~n~1'Uuqi"8L~'Ue.l1n'B'U1m11.ff1~ CJ~ nm L Vl CJ-:i 1 

61'l.J1111"1 

4.15 0.843 

4.22 0.851 

3.90 0.932 

4.10 0.783 3.11n 

QI .r::::t.A 1 d I 0 QI 

( 6) 1Zfl'l.Jf1113.Jflfl b 'Vl'IJbb~Za1'1Jb '1.JEI~ b '1.J'IJ3.J1Vl1~1'1J"lltl~"l1v.:l'Vl1.:ln11"1111Zb.:1'1Jfl1 
"" 

mzbbal vJVt11flvm1\1'niJru;f b~'IJe.J1nt:i'IJ1fl11 ~1'1J~.:i bb 1fltlv3.JVJ1.:imv111Vi ., 
fl11il L ~'U'lJ e:i-:i f1 ci~'l.J':i~"IJ1 mii fl11il b ~'Ub~ CJ1nu-de:i-:i'Vl1-:im1"1111~ b~'U fl1 m~ LL'11vJYJ1 , 

L111CJ m1~m1ru"8b~'Ue.11 f1'B'U1fl11 Jl1'U~-:i bb111l~e:Jil'Vl1-:Jf11CJ.fl1V'I L111CJ11ile:J CJL 'U':i~~'U~1 n (Mean = 
~ ~ 

3. 70) LL'1~Li1aVl"iJ11ru11 im~r;i~ie:ir11mii V'l'Ul1 nci~'l.J1~"1J1miim1~L~'Ul°i1Lo~CJa~1~V111-:i 3.03 , ~ 
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- 4.13 Lflt1-U'e:i~1m:w~iil°i1b~~ti:w1n~?tfl fie:i li'U1flT~iim1:w?J~mfl e:ie:imb'U'Ul?lmb~·:i?Jm'U~ • 
VJ'U?llJti ih1i'U~fl1':i (Mean = 4.13, SD = 0.816) ':ieJ.:ia.:i:w1fie:i li'U1fl11iifl11:w~:w~'U il1b-U'11Uli 

'U~fl1':i (Mean = 4.00, SD = o. 786) '11tl'n.:i1'Um11 Ylvh., iim1:w?J~mfl e:ie:imb'U'Ul?lmb~.:i?tm'LI~ 
VJ'U?tl!ti ih1i'U~m1 (Mean = 3.81, SD = 0.934) li'U1fl11ii~'1e:JflW?l~fl1n b~t1.:i~e:i~e:imi'U~m1 

" 
(Mean = 3.68, SD = 1.063) '11tl'm1'Um11Ylvh"1 iifl11:w~:w~'U il1b-U'11Uli'U~fl1':i (Mean = 3.56, 

SD = o.876) '11tl'm1'Um11vJ.Yh., ii~'1e:Jfl':i'1?1~fl1n b~t1.:i~e:i~e:imi'U~m1 (Mean = 3.03, SD = 
" 

"" .,I 1.262) ':i1tl'1~be:Jtlfll?l1:Wl?l1':i1.:J'Vl 4. 7 

d Id Q,/ QQ Id I 0 QI 

m-a1 .:i'VI 4. 7 fl1 bilfta':i::fl'l.Jfl11:Wfl fl b 'Vl'Ubbft::a1'\J b ua.:i b 'l.J'U:W1\Pl':i_!1'1J"l.lv.:i'tie:i.:i'Vl1.:i m-a"ln-a::b.:i'Ufl1 

n':i::bbal vJvh Lflam':i\1nuru~b~'U~1nt>'U1fl1':i ~1'\J~.:ibb 1fl~e>:u'Vl1.:imw11w ... 

1. '11tl'm1'Um11 vJ~1., iifl11:w?J~mfl e:ie:imb'U'U 

l?lf1bb~.:J?l'1TW~Vl'U?llJtl 'l.h 1-ti'U~fl1':i 

' 
2. o'U1fl11iim1:w?J~mfl e:ie:imb'U'U~mb~.:i?Jm'UVi 

Vl'U?llJtl il11-tl'U~fl1':i 

3. '11tl'n.:i1'Um11vJ~1., iifl11:w~:w~'U il1b-U'11Ul-tl 

'U~fl1':i 

5. '11tl'm1'Um11vl~1., ii~'1e:Jfl':i'1?l~fl1n b~ti.:i~e:i 
~e:J~otl'U~fl1':i 

I .ct I d Q,/ 

fl1bilfl'-I fl1'Ub'l.J'-J{lb'l.J'U -a::fl'l.J 

111\Pl':i.§1'\J 

3.81 0. 934 :W1f1 

4.13 0.816 l.J1f1 

3.56 0.876 :W1f1 

4.00 0.786 l.J1f1 

3.03 1.262 

3.68 1.063 l.J1f1 

3.70 0.732 

4.1.3 ':i::~uf111:wf>i" b \,;'IJ"Ue:i.:in~:w,h::'ti1 m~e:if111:w.W.:iwe> Llil"llv.:im. <tiu'in1-a \Pl1:Wbb 'IJ1f>ifl . " 
n1"a\.h::bij'\Jf1Wfl1'Wn1':i'l.J°in1"a (SERVQUAL Model) • 

L 'U~1'U':i~~'Ufl11:w~fl b ~'U"Ue:i.:imi:w'\J 1~"1!1 m~ e:im1:w~.:i~e:i L '1"Ue:i.:im -ti'U~m1 ~1:w bb 'U1~f1 . " 
fl1':iU':i~blj'Uflru.fl1~fl1':i'U~fl1':i (SERVQUAL Model) L 'Ufl111~tifl~.:i-d bb u.:ie:ie:im U'Ufl11:W~flb~'U 

' 
5~1'U1~bbrl 

( 1) 'U~m1~~'U~e:i.:i1~biJ'LI1'\Ju11:w 
" 

(2) 'U~m':im 11'11~ f;lf)~e:J.:ibblJ'Utl1 
" 

(3) fl11:wlJ.:ili''Ub~:w h L'Um1L~'U~m1 
' 

(4) 1~'U~m1~1tifl11:wifl11:w"ll1'U1'1J bba~ 

(5) 1~'U~m1~1tifl11:wbe:i1h1~ 
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1~t.Jt:Ji;i1::~'Um1:1.J~~b~'U"UeNflci:1.Jtl1::'1J1m~e:ifl11:1.J~.:ivre:i1'1"Ue:i-:im.U'U~m1 \911:i.Jbb'U1~~ , v 

m1tl1::bi1'Uflru.n1~fl11'U~fl11 (SERVQUAL Model) ~.:i 5 ~1'1.J ~.:id , 
( 1) -a::~ufl11iif\l" L ih..1LL~::fl1'U L ~v.:i L U'Ui11\Pl-a~1'U'tlv.:ifl11ii.W.:ivrn L1il'tle:i.:ierl. <tlu1m-a 

~ v 

\Pl1iJLL 'U1A"n1-atl-a:: Lij'Uflw111cwm-au'101-a (SERVQUAL Model) ff 1'Uu1m-a~:[u~e:i.:ilff L tl'U , 
at16-a-aii 

fld 1:!.J b ~'U"U e:i.:i flcil.J tl1::'IJ1fl1iim 1:1.J b ~'U b M t.J 1tl'Ufld1:!.J~.:i~ tl 1 '1"UB.:im -ti'U ~fl11\911:!.J , v 

bb'U1~~m1tl1::bi1'Uflru.n1~fl11'U1fl11 (SERVQUAL Model) ~1'U'U1m1~~'U~e:i.:il~i\tl'U1tlu11iJ , v 

1~t.J11:!..ltlt.Jb'U1::~'U:i.J1fl (Mean = 4.01) bbf;l::bde:iVi'111u.n1'Ubb~i;i::offe:ir11m:1.J ~'UrJ1 fl~:1.Jtl1::'1J1mii v , 

fl11:!..lb~'Url1bu~t.Je:i~1::vd1.:i 3. 94 - 4.04 1~t.J-ffe:ifi'1m:1.J~iir11bu~t.J:1.J1fl~G'f~ fie:i vi1'Ul~-r'U v , 

1 'U bG'l~'1-r'U b~'UVJflfl~.:ibde:iiim1'1111::r11m::bbG'tl Ylvh 1~t.Jfl11~fl~1'Uu~'8b~'UeJ1flu'U1f111 (Mean = 
4.04, SD = 1.115) 1e:i.:ii;i.:imfie:i vi1'U1~-r'U 1 'Ubb~.:i'Vldr11m::bb&'f1 Yl~1bvJtJ\9111'1G'ftl'Url11i~1t.J ne:i'U~.:i 
1'U~flu~'8b~'UeJ1flu'U1fl11 (Mean = 4.03, SD = 0.979) vi1tJ1~1''UbtJflG'f11/1'Vl1~~v'i~'Uei'Ut:Jf;lf111 

"Ue:i1iu1m1'1111::r11m::bbG'11Yl~11~t.Jfl11~flu~'8b~'UeJ1fl'5'U1fl11 (Mean = 3.94, SD = 0.931) 
"" d 11t.Jf;l::btlt.J~\911:!.J\91111.:i'Vl 4.8 

~Id~ .c:::\4 d .c:f 81 
\Pl1'a1.:l'VI 4.8 fl1 bQ~ ti-a:: "\Jfl11 ilfl" b 'Vl'U Lb~ ::fl1\H \JV .:I b \J'Uil1 \Pl'a ~1'U'tle:J.:1 fl112.J'W .:l'We:J ~1\1 'tle:J .:! 

~ 

erl.<tiu1m-a\Pl12.Jbb'U1f.i~m-atl-a::Lij'UflW.f11'Wfl1':i\J1m-a (SERVQUAL Model) li'1'U v • 

u1m-a~:[u ~ e:i .:i 111LU'U-atl6-a-aii 
v 

1. vl1'U 1~-rrne:i fl&'f 11/1 V11~~v'i~'Uei'Ut:Ji;i fl11"Ue:i 1 i 
u1 m1'1111::r11m:: LLG'f1 Yl~11~t.J m1~flu ru'8 L~'UeJ1 fl ., 

2. vl1'U 1~-ru1tm~.:i'Vldr11m:: LLG'f 1 Yl~1 L Yle:i\9111'1G'ftl'U 

r111 i~1t.J ne:i'U~.:i1'U~fluru'8 b~'UeJ1flo'U1f111 ., 

3. vl1'U 1~-r\J 1 rn&'f~'1-r'Ub~'U'Vl flfl~.:i Lde:iiim1'1111::r11 , 
m:: LLG'f1 'V'l~11~t.J m1~fl~1'Uu ~'8 b~'UeJ1flu'U1fl11 

' "" ,.I d 
fl1LU~tl '11\Jb\Jtl.:lb\J'U 

il1\Pl'a~1'U 
~ 

3.94 0.931 mfl 

4.03 0.979 lJ1fl 

4.04 1.115 mfl 

4.01 0.884 ii1n 

(2) -a::~uf111iif.i~ L oi1'ULL~::fl1'UL ~v.:i L \J'UiJ1\Pl"a~1'U'tlv.:ifl11ii.W.:icwe:i L1il'tle:i.:i«l .Uu1m-a 

\Pl12.Jbb'U1f.i~m-atl-a::Lij'Uf'1Wll1'Wn1"a\J1m-a (SERVQUAL Model) li'1'Uu1m-am11.1i1lli' tln~e:i.:i , v 

' 0 bbil'Utl1 

m 1:!.J b ~'U"U e:i.:i fl~ :i.Jtl 1::'1J1miim1:!.J b ~mM t.J1 nu m1lJ~.:i~e:i h"ll e:i.:i en iu1m1 \911:1.J , v 

bb'U1~~m1tl1:: Li1'Uflf;U.f11~fl11'U1fl11 (SERVQUAL Model) ~1'U'U~fl11~11l'11~ tlfl~tJ.:ibbll'U~1 , v 

1~t.J11l.ltlt.JL'U1::~'U:i.J1fl~G'f~ (Mean = 4.27) LLf;l::Lde:iVi'111un1mL~i;i::offe:ifi'1m:1.J ~'UrJ1 fl~lJ v , , 

tl1::'1J1miifl11lJL~'Ur11Lu~t.Je:i~1::'Vl11.:i 4.23 - 4.36 1~t.Joffe:ir11miJ~iir11Lu~t.Jmfl~G'f~ fie:i "il1'U1'U v , 
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b~'Uri1m:mG'l1V'1~1~~~UqJ~b~'U~hnu'U11°111 i1f111lJ~ntXei.:i bblJ'U~1 (Mean = 4.36, SD = 0.887) 

1ei.:i'1.:ilJ1~ei m11V'1~1i btl'UoLJeJlJ'1611'U11i'1"1Jei.:ivi1'Ulnll'Uf111~vu (Mean = 4.23, SD = 0.894) 
'IJ 

u'U11°111btl'UoLJeJlJ'1611'U~1"1.leJ.:Jvl1'U11'bll'Um1lJ"''U (Mean = 4.23, SD = 0.837) 11t1'1:::bBt1~1'11lJ 
'IJ 

d 
\91111.:J'Vl 4.9 

d Id., QG ...J d d "I 
l'l1":i1.:J\ll 4.9 fl1 L~UHJ":i::~\Jfl1111fl~H 'Vl'Ubbi'l::'11'Llb 'lHJ.:J L \J'U111~":iij1'U"lli:Hlfl1111VHVHJ Llil"lleH ... 

~;fu'im":i~111bL'Ll1fl~n1":iU":i::bii'LlflW.f11'Wn1":i\J'in1'l (SERVQUAL Model) ~1'LI 
'IJ • 

u'im1m1i.'11~ ~n~v.:JLbii'Lla1 
I ... 

~1'Llb\Jll.:J L \J'LI 

111~1§1'LI 

4.36 0.887 

4.23 0.894 

4.23 0.837 

4.27 0.806 

(3) ":i::~uf11111A~ L ~'LILLi't::~1'LI L ~a.:i L U'Ll111~":iij1'Ll'!lv.:i fl1111.W.:icwei L'1'!1v.:i~ ;fu'im1 
... 'IJ 

~111LL 'Ll1A~ n1":i'IJ'l::Lii'LlflW.f11'Wn1":i\J~n1":i (SERVQUAL Model) ~1'Llfl1111ii.:J~'LIL~11L'1 L'Lln1":i • • 
t~u'im'l 

m1l.lb~'U"l.leMn~m.J1:::6ll1mi1f111lJL~'Ub~t11n'Um1l.l-W.:i~ei11\16lleMrni'IJ1m1l'l1l.l 
• 'IJ 

bb'U1fi~m1tJ1:::bil'Uflru111~m1'U1m1 (SERVQUAL Model) ~1'Uf111l.llJ.:i~'Ub~l.l 11\l L 'Uf111L ~'IJ1m1 • • 
1~m1l.lvt1"l'U1:::~'\Jl.!1n (Mean = 4.10) bb'1:::bdv-Wl\l11ru11mL~'1:::ieir\'1ml.l ~'IJ11 n~iitJ1:::6ll1mi1 

'IJ • 

m1itb~'Uri1Lo~t1v~1:::V111.:i 4.04 - 4.16 1~t1ivr\'1mii~i1ri1Lo~t1mn~G'I~ ~B b~1vrtJ1~'0'U11°111 
'IJ • 

1 ~'IJ1m1rn -ti'IJ1m1'Vlnl"l'We:i~1.:iLG'litvml"l 1'Wm16lJB1 -ti'IJ1m1"1111:::ri1m::: LLG'l1V'lvh1~ti m1'1Xn-Un '~b~'U 
'IJ • •i:: 

~1f1u'U11°111 (Mean = 4.16, SD= 0.887) 1B.:!'1.:!it1~B f111L~'IJ1f111"1.leJ.:Jb~1'VltJ1~u'U11°111 i11"111it 

m:::~v~v.r'U~l\l::: 1 ~'IJ1m1 LLrivi1'U L 'Uf111"1.lei 1 -ti'IJ1m1"1111:::ri1m::: LLG'l1 V'l~1 L~t1 m1'1Xnuqi~L~'U~1n 
D'U11°111 (Mean = 4.12, SD = 0. 782) b~1'VltJ1~f1111 V'l~1"1 L ~'IJ1m1rn otl'U1f111'Vlf11°1'UB~1.:JbG'llJB 

'IJ • 

.n11"1L'Uf111"1.1B1-ti'IJ1m1"1111:::ri1m:::bbG'l1 V'1~1 L~t1m1'1Xnuqi~L~'U~1nu'U11"111 (Mean = 4.11, SD = 
0.828) m11 ~'IJ1m16llmL~1vrtJ1~m11 V'1~1i i11"11111m:::~ei~v~'U~l\l::: 1 ~'IJ1m1LLrivi1'U L 'Uf111"1.lei 1 -ti 

'IJ1m1"1111:::ri1m:::bbG'l1V'1~11~t1m1'1Xnuqi~L~'U~1nu'U11"111 (Mean = 4.07, SD = 0.818) b~1vrtl'1~ 
m11 V'1~1 i 1 ~m111'11~qi~eir\'1~B.:J"l.lvl\l1nvi1'U L 'Uf111"1.1B 1 i'IJ1m1"1111:::ri1m:::bbG'l1 V'l.W11~t1 m1'1Xn 

Uqj~b~'U~1f1u'U11°111 (Mean = 4.07, SD = 0.798) b~1vrtJ1~u'U11"1111~m111'11~qi~eir\'1~m"l.lei 
1\11nvi1'U1'Um1"1.lv1i'IJ1m1"1!11:::ri1m:mG'11V'l~11~t1m1'1Xnuqi~L~'U~1nu'U11"111 (Mean = 4.04, SD 

"" d = 0.810) 11tl'1:::beltl~l'l1l.Jl'l111.:!Vl 4.10 
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\Jl1-a1.:i~ 4.10 fi1 L~~ t1-a::~uf11111fi" L ~'lJLL~::a1'lJ L ~ t1.:i L u'lJ111 \Jloa~1'lJ"llt1 .:i f11111f1.:ivrn Llil"llti.:i 
~ 

m-ttu°in1'a\Jl111Lb 'lJ1fifln1'atl'a::bij'lJflC\Ul1'V'ln1"aU°in1-a (SERVQUAL Model) v • 

~1'lJfl1111*~'lJL~11 llil L 'Um-al \1u'im-a 

1. moat ~u~m1"1JeH1 L~1viiJ1~m11 V'lvh., i1fl111J 

m~~h:i~a~'U~'OJ~ 1 ~'U~fl11bbnviTw L 'Ufl11"1JB t iu'irn1 

"1111~~1m~ bbG'f 1 V'lvh faci m1~nuqi~b~'U~1 nu'U1fl11 

2. n11t~u~n11"1Ja.:ib~1vtu1~u'U1fl11 i1fl111J 

m~~B~B~'U~'OJ~ 1 ~'U~fl11bbnvi1'U L 'Ufl11"1JB 1 iu~rn1 
"1111~~1m~ bbG'f 1 V'lvh hm m1~nu qi~b~'U~1 nu'U1fl11 

3. b~1vtu1~m11V'lvh"1 L~fl111J~1~qi~ar!1~a.:i"IJB 
'OJ1nvi1'U1'Un11"1Ja1 iu~m1"1111~~1m~bbG'l1 V'lvh hm 
m1~nuru~b~'U~1nu'U1m1 ... 
4. b~1vtu1~u'U1fl11t~m11J~1~ru~ar11~m"1JB'OJ1fl ... 
vi1'U 1'Wn11"1Ja1 iu~m1"1111~~1 m~ bbG'f 1 V'lvh facim1 

~nuqi~b~'U~1nu'U1fl11 

B~1.:jbG'f1JB.fl1flL'Ufl11"1JBLi'U~fl11"1111~~1 

m~ bbG'l 1 V'lvh LflCJfl11~flU qj~b~'U~1fl5'U1fl11 

6. b ~1vtU1~5'U1fl11 L ~'U~fl11rn iu~fl1TV1flfl'UB~1.:i 
'U • 

bG'l1Ja.fl1fl 1'Um1"1Ja1 iu~m1"1111~~1m~ bbG'l1V'lvh1flci 

m1~nuru~b~'U~1nu'U1fl11 ... 

' ' I .tC'il I oCil QI 

fl1LU~tl ~1'lJL\Jtl.:IL\J'lJ oa::fl\J 

11111l'a§1'lJ 

4.07 0.818 

4.12 0.782 1J1fl 

4.07 0.798 1J1fl 

4.04 0.810 mn 

4.11 0.828 mn 

4.16 0.887 1J1fl 

4.10 0.690 

< 4 > -a::~uf11111fifl L ~'ULL~::a1m ~ t1.:i L u'lJ111111-a!1'lJ"lleNfl1111f1.:i'V'lt1 Llil"llti.:i ~ -tiu'im-a 

\Jl111LL 'lJ1flfln1-atl-a:: Lij'lJflC\All1'V'lfl1'a'U°in1'a (SERVQUAL Model) ~1'lJL \1u'im-a~1tlfl1111~ • v 

fl1111-ti1'lJ1ru ., 
~ ' .1 .. ~ .,j <V cl '1 !':"!""" 

fl111J L V!'U"IJB.:imrn u1~6ll1 fl11Jfl111Jb V!'Ubfl CJ1 fl'Ufl111JYMV'IB b'OJ"IJB-:le.J b 6ll'U1fl111P111J 
• 'U 

bL'U1~flfl11U1~L5J'UflUJ.fl1V'lfl11'1.J~fl11 (SERVQUAL Model) ~1'UL~'U~fl11~1CJfl111J~ m11J 
• 'U 

"ll1'U1rn LflCJ111JBCJL 'U1~~'1.J1J1fl (Mean = 4.13) bL'1~L~B~'OJ11UJ1 L 'UbL~i;i~-U'ar11m1J V'l'Ul1 fl~l.l 
·~ 'U • 

\J1~'ll1 mi1fl111J b i1'U~1bu~cia~1~vt11.:i 4.1 o - 4.16 Lfl ci-U ar11m1J~i1 ~1 bu~ CJl.11 n~G'lfl ~a 
'U • 

b~1viiJ1~m11 V'lvh., G'l11JTrna~u1ci11cii;i~ bBCJfl 1 'Ut u bG'l~'OJ-rrn~'U~1m~ bLG'l1V'lvh1~a~1.:iiflb'OJ'U 
(Mean = 4.16, SD = 0.748) 1a.:ii;i.:i1J1~a b~1vtiJ1~m11V'l~1"1G'l1l.111f;1~bL'OJ.:ifl11marnb'U'UV'IB'~1J 
fl11"1JB1iu~m1"1111~~1m~bLG'11V'l~11flCJfl11~nuru~b~'U~1fl5'U1fl111~a~1.:iiflb'OJ'U (Mean = 4.13, ... 
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SD = 0.87 4) b ~1'VlU1~5'U1fl11611ll1'rn:ff bb'1'1 f11'Hl1e:Jnbb '\J'UVhJ1lm116lJ eJ 1 otl'U~f111'll11:::1"11 
m:::bb611vh~11~CJf111~niJ~:gb~'U~1f15'U1fl111~mi1.:i-tl'~b'1'U (Mean = 4.10, SD = 0.801) 

"" .. 11CJf!:::beJCJ~ml.lm11.:i'VI 4.11 

\Jl111.:i~ 4.11 fi1bu~v1~~ufl1111f1" b i1\Jbb~~a1\Jb ~v.:i b 'U\J111\Jl1!1\J"lleH1f11111;;.:ivrnh"lleN 

m..Uu~n11\Jl111bb\J1fl~n11U1~bij'UflC\U11'Wn11u~n11 (SERVQUAL Model) v • 

~1\J1~u~m1~1vf11111~ fl1111'l11\J1ru v ... 

1. b~1'V!U1~ m11vHh "1611l.l11t1~ bb'1'1 m1 me:i n 

bb tJmfo1ll m1"Ue:i 1 itJ~m16!l'11:::1"11m::: bb611vJvh1~ CJ 

m1~n,r~:gb~'U~1 nu'U1m11~e:i~1.:ii~ b '1'U 
' v 

2. b ~ 1'Vl-LI1Vi5'U1fl11611ll11tl:gbb'1'ln11 f11 eJ f1 

bb tJ'IJ'V'JeJ1llf1116lJeJ 1 otl'\J~ m16!l'11:::1"11 m::: bb611'V'Jvh1~ CJ 

m1~n,r~:gb~'U~1nu'U1m11~e:i~1.:i-B'~b'1'U 

3. b~1V1-U1~m11vJvh., 611m1t1e:i6tJ1CJ11CJf!:::baCJ~ 
1'U1 tJb61~'1fo b~'Ul"i1m:::bb611vJvh1~e:i~1.:i-B'~b'1'U 

I .c:::il I ct oJ 

fl1bu~v ~1\Jb'UV.:Jb'U\J 1~"'1.J 

111\Jl1_!1\J 

4.13 0.874 ll1f1 

4.10 0.801 

4.16 0.748 

4.13 0.737 111n 

cs> 1~~ufl1111f1" b i'.1\Jbb~~a1\J b ~v.:i b u\J111\Jl1!1\J"llv.:if11111;;.:icwe:i 1'1"1le:i.:iert oifu~m1 
\Jl111bb \J1fl"n11U1~bij\Jf1Wll1'Wn11'1.J~n11 (SERVQUAL Model) ~1\Jb ~'U~n11~1tlfl1111 bv1 b'1 • 
1am.-uu~m1 v 

m1llb~'U"Umn~l.li.h:::'lJ1miim1llb~mMCJ1ntJm1ll~wrnh"Ue:i.:imitJ~n11~1ll , ~ 

bb'U1~~f111th:::bij'Ufllli.fl1V'lf111'U~f111 (SERVQUAL Model) ~1'U1~'U~f111~1CJfl11l.JLB1h1~ • m oU'U~f111 b~CJ11l.leJE.i'I. 'U1:::~'Ul.J1f1 (Mean = 4.00) LLfl::: Lrle:i~'111ru11 'UbL~fl:::-if e:if11ml.l V'l'Ul1 f1~l.J 
~ ~ , 
tl1:::'1J1miifl11l.lb~t11"11bu~CJe:i~1:::V111.:i 3.78 - 4.13 1~CJ-ife:if11ml.l~iil"i1bu~CJl.l1f1~61~ ~e:i 

~ , 
L ~1V1u1~u'U1m1iifl11l.l61t11 '1-rtJ~.:iu ~V11 LMCJ1ntJ m11 itJ~m16!l'11:::1"11m:::Lb611'V'Jvh1~ CJ m1~n'IJ' ~:g 
b~t1~1nut11fl11"Ue:i.:ivi1'U (Mean = 4.13, SD = 0.836) 1e:i.:if!.:im~e:i b~1V1u1~m11 'V'Jvh"1 iim1l.l 

61'U h-rtJ~.:iu~V11bM CJ1 ntJm11 itJ~m1'll11:::1"11m::: bb611vJvh1~CJ m1~n'IJ' ~:g b~t1~1nut11fl11"Umvi1t1 
(Mean = 4.06, SD = 0.881) u~V11bMCJ1ntJm11-b'tJ~m1'll11:::1"11m:::Lb611vJvh1~CJm1~nu~:ab~'U 
~1nut11f111"Ue:i.:ivi1'U 1~-r'Um1"8bb'1'l 'Vl~e:i 1~-rtJm1bbm6ll'11nut11fl11 (Mean = 4.05, SD = 0.873) 

u ~'Vl1 bM CJ1 n'U m11itJ~m1'll11:::1"11 m::: bb611vJvh1~ CJ m1~nu~:a b~'U~ 1nut11m16lle:i.:ivi1t11~-r'U m1 

offbb'1'1 'Vl~e:i1~-r'Uf111bbm"ll'11f1f1111'V'Jvh"1 (Mean = 3.97, SD = 0.785) mru~iim1~nu~:g 
~~V'lfl1~vl1'U 1~-r'Uf111~~~e:i'11m~1'Vlu1~m11 'V'J~1 "1 'Vl~m~1'VlU1~5'U1fl11eJ~1'111~ b ~1 (Mean = 

"" .. 3. 78, SD = 1.079) 11CJfl:::beJCJ~~1l.l~111'l'VI 4.12 
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~1-a1.:i~ 4.12 fi1bu~v-a:::~ufl11i.if>i fl b ~'Ubba:::i11'U b ~v.:i b U'Ui.11~-a~1'U'U'V.:lfl11i.i~.:ivrn L'1'UeH ... 
meb'u'in1-a~1i.Jbb'U1f>ifln1"atl"a:::dj'Uf1Wfl1Vm1-au'i01-a (SERVQUAL Model) 
v • 

~1'UL~u'in1-a~1t1fl11i.ibei11'11ilmeb'u'in1-a v 

' A1Loilv fi1uLU'1~Luu 1~.iu 

1. L:ij1'Vl-LI'1~fl111vh~1"1 iif111:1.J6'f'IJ 1'11''U'W·:i'U~'Vl1 
LMt11ntJ rn11 itJ~rn161111::ri1 m:: LL?f 1 vJVJ11flt1 rn1~n 
iJ ~"ii L~'\JeJ1nu'\J1 f111"1l m'Vi 1'\J 

2. L :ij1V1-U1~u'IJ1f111iim1:1.J?1'\J 1'11'uw.:itlruV11 LMt11n'U ., 

rn11 itJ~rn161111::1"11m::LL?f1 vJVJ11~tirn1~ni.J~"ilL~'\J 

eJ1nu'IJ1f111"1leM'Vi1'1J 

3. tl~V11LMt11ntJrn11 itJ~rn1"1111::ri1m::LL?f1 vJvh 

1~t1rn1~ni.J~"ilL~'\JeJ1nu'IJ1f111"1JeN'Vi1'1J1vi'forn1 

~LL'1'1 'Vl~e:J 1vi'1''1.Jfl11LLm"ll'11nrn11 vJfJ1"1 

4. tl~V11LMti1ntJrn11 itJ~rn1"1111::1"11m::LL?11 vJvh 

1~ tJ rn1~ ni.J ru"il L~'\JeJ 1 nu'IJ1 f111"1l e:i'l'Vi 1'\J 1vi'1''1.J rn1 ., 

~LL'1'1 'Vl~e:J 1vi'-r'Ufl11LLm "1J'11n5'\J1f111 

5. mru~nrn1~ni.J~"il~~'l'l~1~ 'Vi1'1J 1vi'1''1.Jfl11~~~e:J 
1i11rn:ij1V1u1~rn11 vJVJ1., 'Vl~m:ij1V1u1~u'IJ1m1e:i~1.:i 

4.2 e..iamca1bfl"a1:::~~eii.ia~1i.11'~tltlca:::~.:it1 v • 

4.06 0.881 :1.J1n 

4.13 0.836 

3.97 0.785 

4.05 0.873 :1.J1n 

3.78 1.079 :1.J1n 

4.00 0.733 i.11n 

4.2.1 U'1:5'tlfl1'Ll\Jfl flflij e.J ft~tl fl 11 i.i~.:ivrn L'1'U tl.:J meb''U'in 1-aoJ1 ca::f\1 nca:::LL~1 vlvh e.hu • v 

1it1.:iV11.:i\1'nuru;J L~ueJ1nGu1fl1-a 1 u~u~ti'Vli.icwca'W~v :5'.:i'Vl1 fl A'i~:: Ln'li ., .. 
6'f:i.JlJ~~1'\J~ 1 Dlil~tlcil'IJ'\.Jf1f1~~LL~ n~1.:i n'IJ ii~~~e:Jf111lJ~'l'l'le:J h"lle:i.:ierl i'U~rn1"1111:: ... . ~ 

l"i1m:: LL?f 1 vJVJ1~1'1J"lim'Vl1'1rn1i1ni.Jn1"1iL~'\JeJ1 nu'IJ1m11 'IJ~'IJ~a1 L.fle:Je:J'V1:1.J'l'l1~1.1' tJ ~'l'Vl1 ~121~6'1:: Ln~ "t: •• 

LL~n~1'1n'IJ 1~t1tl'1~t1'11'1J'\.Jf1f1~1'1Jfl11l~tlf1~.:!-d' 1vi'LLrl L'l'l\21, e:J1tl, 6'ftn'IJ.fl1'1'l, 1::~'\.Jfl11Pin~1, • • 
m"il'l'l, 11t11vi', l"i1m::LL?f1 vJVl1Lo~t1~m~e:i'IJ LL~::u'IJ1Fi11vtl itJ~rn1"1111::1"11m:: LL?f1 vJVl1 fat1rn1~n 
i.J~"ilL~'\JeJ1f15'\J1f111 

( 1) L'l'l\21 

f111lJ LL~ f1~1'1"1Je:J'lf111lJ~.:l'l'l e:J h"ll e:J'lerl i'U~ m1"1111::1"i 1n1:: LL6'f1 vJVJ1~1'1J-de:i.:i 
~ 

'Vl1.:irn1~ni.J~"ilL~'\JeJ1nu'IJ1m1"il1LL'\Jn~1m'l'l121 ij1"11 P-value Lvi1n'U 0.565 ~'liiri1mnn11 0.05 

LL6'f~'111 L 'l'l\21~ LL~ f1~1'1n'IJii ~~ ~e:Jf111lJ~.:l'l'le:J h"ll e:i.:ierl i'U~fl11"1111::1"i1 m:: LL?f 1 vJVJ1 ~1'1J"lie:J.:!'Vl1'1fl11 
~ 

~ni.Jru"ilL~'IJeJ1nu'IJ1m11lJLL~ n~1'1n'IJ ~'11lJ?fe:i~f1~e:i'lntJ?f:1.J:1.J~~1'1J~ 1 'Vim t1f111:1.J11L 'l'l1211lJii~~ ., ... 



51 

~elm1lJ~.:ivffil'il"llel.:ierli'U~m1'llT~:::1•hm:::LL6'11v-IYhe.hu-iim'Vl1.:im1irnuru<iiL~'U~1rnm1f111 el~1.:iil 
'IJ ... 

' ' 
tl'ci'11~'Y'Vl1.:J6't{)~.Yh:::~'U 0.05 11ci~:::Laci~~.:im11.:iVi 4.13 

~111.:i~ 4.13 L tl~au L Viaufl11iJu~n~1.:i 1::'Vl11.:i L -wflnu fl11iJ~.:ivrn L\l'Ue>.:i m.-Uu~m1.J11::fi 1 
" 

m::LL~1 'V'Jvh ~1tJ'tie>.:i'Vl1.:i m 1\1'm1 ru;i L~\JH1n5\J1fl11 .. 
b'Wfl n Mean SD t-test df P-value 

"ll1tJ 53 4.030 0.670 -1.026 112.566 0.565 

VI~-:! 71 4.155 0.675 

(2) mci • 
fl11lJ LL~ n~ 1-:1"1Jel-:lfl11lJ~Wlel h"llel-:!«l i'U~ m1'll11:::ri1 m::: LL6'11 vJ~1~1'U-del-:i 

" 
'Vl1-:in1''Si.rnurn<iiL~'U~1nu'U1riT~"il1LL'Unml.lmtJ ilri1 P-value Lvl1n'U 0.006 LL6't~-:i11 enci~ 

·~ . . 
LL~ f1 ~1-:1 tl'UiJ ~~~el fl11lJ~Wlel b"iJ"lJ el-:!eJl otl'IJ ~ fl11°ll11:::fi1 m::: LL6't 1 vJ~1 ~1'U°1l el-:l'Vl 1-:1 fl11,_r f1U 'Y~ L~'U~ 1 f1 

' ' ' 
u'U1m1 LL~n~1-:in'U ~-:i6'tel~ri~el-:in'U6'tlJlJ~~1'UVi 1 V1lJ1ciri11lJ11 mciViLL~n~h-:in'Uil~~~elri11lJ~-:i 

~ . 
vrn 1 "il"llel-:ieTI iu~m1'll11:::ri1m::: LL6'11vJ~1~1'U°1lm'Vl1-:i m1i.rnuru~ L~'U~1nu'U1ri11 LL~ n~1-:i n'LI el ~1-:i " ... ' ' 
iltl'ci'11~'Y'Vl1-:i6't{)~Vi1:::~u o.o5 11ci~:::Laci~~-:im11-:iVi 4.14 

~111.:i~ 4.14 L mau L Viaufl11iJ~.:i-wei L\l'Uv.:i~ ob'u~m1.J11::fi1m::LL~1 vJV11 ~1\J-dei.:i'Vl1.:im1\1'n 
i1ru;f L~\JH1n5\J1fl11 ~1 LL tJn~1iJma .. . 

Sum of 

fl11iJbbtl1tl11\J Squares df Mean Square F P-value 

1:::V111-:in~lJ 5.458 3 1.819 4.342 .006 

.mci1'Un~lJ 50.271 120 .419 

11lJ 55.729 123 

~-:iif 'U ITT~tJ~-:itl1~~m11 Lri11:::V11 ti L tl~tJ'IJ L Vici'IJ L~-:iiel'U (Multiple Comparison) 
" 1~ci1i15nTrn~6'tel'IJLL'IJ'IJ Least Significant Difference (LSD) L~el'Vl~6'tel'IJ11ri1Lu~tJ~"l~i.J1-:i~ 

LL~n~1-:ltl'U 

fl11 L ti~ tJ'IJ L Vi tJ'IJ rl1Lu~tJm1lJ~-:l'Vlel 1 "il"ll el-:! erl i'IJ ~ fl11°ll11::: rl1 m::: LL6'11'VJ~1~1'U°1lel-:i 
" 

'V11-:lfl11...rnu'Y~L1'U~1nli'U1fl11 "il1LL'Uf1~1lJeJ1~11tJ~"1Jel-:lf1~lJ~1el~1-:!ViLL~f1~1-:ltl'Uil~~~elm1lJ~-:I 

V'lel 1 "il"llel-:i«l iu ~ m1'll11::: ri1 m::: LL6'11vJ~1~1'U-d el-:i'Vl1-:i m1i.rnu ru~ L~'U~1nu'U1 ri11 V'l'IJ11 ~vtl i 
" ... " 

u~m1mci1:::V111-:i 21 - 30 ti enci1:::V111-:i 31 - 40 ti mci1:::vd1-:i 41 - 50 ti LL~:::mci 50 tl~'U , , ci , 

1 ti iJ~~~elfl11lJ~-:IV'lel 1"il"llel-:!erl otl'IJ~fl11°ll11:::fi1 m::: bL6'11 vJ~1~1'U-del-:!'Vl1-:lfl11,_rniJ ru~ L~'U~1 f1li'U1fl11 " ... 
Lb~f1~1-:ltl'Uel~1-:!iJtl'rn.=11~ru'V11-:16'1{)~~1:::~'\J 0.05 iJ~~~1-:lrl1Lu~tJbvl1tl'IJ 0.5138, 0.6637, 0.4 77 6 ... 
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~rn.Jr;t1~'\J 1~~rnitJ~n1'rnciiienm~V111-:i 21 - 30 ti iifl11ii~-:ivreihm1"1111~fi1m~bbi:11vJ.Yh~1'U 
~ . . 

"lieM'V11-:!fl11-H'ffurn"liu'U1fl11l.11fl~i:I~ 1e:i-:i'1-:im~e:i n'1iien~ 50 tl:ff'U1tJ nciiim~1~V111-:i 31 - 40 Vt: Cl 1 C! , , 

ti nciiien~ 31 - 40 ti nciiim~ 41 - 50 ti miir;t1~'\J , , " , 

\91111.:i~ 4.15 L ma\JL Vim.Jfi1 L~~EJ'nafif'l1111~.:i~ei L'1"tlt1.:im-titJ~m1'th~::fi1m::ual 'V'l.W1~1u v v 

-rlei.:iV11.:i m1\1nu ru;i L~'luh n5u1 f'l11 lil 1 LL u n\91111-rl1.:i ei 1 a 
~ . 

-d1.:iei1a Mean 
-rl1.:iei1~ 

n 
21 - 30 u 31 - 40 tJ 41 - 50 tJ 50 \J~ultJ • 

21 - 30 ti 18 4.575 0.5138* 0.6637* 0.4776* 

31-40tl 28 4.061 0.1499 -0.0362 

41 - 50 ti 38 3.911 -0.1861 

50 t1:ff 'U 1 tJ 40 4.097 

(3) i:lf11'Ufl1'V'l 

fl11ii bbl'! n~1-:i"11e:i.:ifl11ii~-:i'V'l e:i 1'1"11 e:i.:im itJ~m1"1111~fi 1m~ bb1:11 vJvh ~1'U°1ie:i.:i 
~ 

'Vl1.:!fl11-H'ni.Jqi"lib~'U~1fl5'U1fl11"il1bb'Unmiii:lm'Ufl1'V'l iifi1 P-value bvJ1tl'U 0.017 bbl:l~.:111 

i:lfl1'Ufl1'V'l~bbl'I n~1.:in'Uiie.J'1~eJfl11l.l~.:l'V'leJ 1 '1"1leJ-:J m otl'U~fl11"1111~fi1m~ bbi:!1 vJ~1~1'U"1ieJ.:i'V11.:I m-s'H'n 
~ 

i.Jru:ab~'U~1nu'U1fl11 bbl'ln~1.:in'U zj.:i1:1e:i~fl~e:i-:in'Ui:ll.ll.l~~1'U~ 1 'Vll.l1~fl11ii11 l:lfl1'Ufl1'V'l~bbl'lfl~1.:i 
~ ~ 

n'Uiie.i'1l'ie:ifl11ii~.:i'V'le:i 1 '1"11ei.:irn itJ~m1"1111~fi1m~ bbi:! 1 vJ~1~1'U"liei.:i'Vl1.:im1~ni.J ru:a b~'U~1nu'U1fl11 
~ ~ 

' ' 
bbl'ln~1.:in'U ei~1.:iiitrm~1~qiV11-:i1:1t'i~Vi1~~'\J 0.05 11~'1~ba~~~.:im11.:iVi 4.16 

\91111.:i~ 4.16 L ma\J L Via\Jf'l1111~.:i~ei Llil"tlt1.:im-titJ~m1'li11::fi1m:mal 'V'l.W1 ~1u-dei.:iV11.:im1\1n 
v 

uru;iL~'U~105'U1f'l11 \11LL 'Un\911llfltn'Ufl1~ 
~ 

Sum of 

f'l1111LL U'SU'i1'U Squares df Mean Square F P-value 
I I 

3.655 2 1.828 4.246 0.017 1~'Vl11,:if1Gll.l 

n1~1'Un~ii 52.074 121 0.430 

11l.l 55.729 123 

' 
*iitrm~1~qiV11-:i1:1t'i~Vi1~~'\J 0.05 

~-:ii!'U ITT~~~-:i'l11e.i'1fl111 bfl11~'Vl1 tktJ~~'Ub Vi~'Ub "8-:iiei'U (Multiple Comparison) 
~ 

1~~1m6m1'Vl~i:lei'UbL'U'U Least Significant Difference (LSD) b~eJ'Vl~l:leitJ11fi1Lu~~~"!.~'\J1.:i~ 
LLl'lfl~1.:ltl'U 
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fl TH '\.J~CJ'U L vfo'U fl1Lu~ CJfl11llfi.:!VfeJ 1"il"lltl.:!~ i'U~f111i11~fi1m~ LLG'IL v.J~1~1'U"litJ.:i 
Vl1.:I f111~ fltJ ru"il L~'Ue.11flti'U1fl11 '11 LL 'U fl\Pl 1ll6'1fl1'U.fl 1'Vl11 CJ fl"lltl.:lfl~ll~'J tl ~1.:1~ LL\Pl fl~ 1.:1 n'Uiie.J fl ~tl 

v v ' 

fl11llv;.:l'Vltl 1"il"11B.:lm i'U~f111i11~fi1m~ LLG'IL v.J~1~1'U-dtl.:IV11.:1 f111~fluru"ilL~'Ue.11fl5'U1fl11 'Vl'U11 ~~ v v v 

ii61m'Ufl1'Vl161~ 61m'U.fl1'Vl6'1m61 LLf1~6'1m'Um'Vlvt~1~1.:i, vt~1CJ iie.ifl~Bm1l!Yi.:i'VltJ1"il"lltJ.:imi'U~m1 
v 

i 11~ fi 1fl1~ LLG'l L v.J~ 1~1'U"li €J .:!Vl1.:I fl 11i'.1 flU qi"il L~'U e.J 1flli'U1fl11LLIPIfl~1.:1tl'U€J~1.:iiitl' CJ '11~t)JVI1.:161 t1 ~~ 
1~~'U o.o5 iie.ifl~1.:ifi1Lu~mvhn'U o.3881 LLfl~ o.3436 1P11l1~1~'U 1~CJmi'U~m1'1m'U.fl1Vlfa~ii 

v 

fl11llv; .:l'Vl tl 1"il~€Jfl11i11~fl1fl1 ~ LLG'IL v.J~1~1'U-d €J .:!VI 1.:1 fl11i'.1 fltJ ru"il L~'Ue.l 1flLi'U1fl11 lJ 1fl~61 ~ 
v ' 

~Tn.:i~ 4.17 L tfiarn Viau f111lJ LL~ n~1.:i fi1 L~~u11 a~ f111iJ~.:ivrn Llil'tlei.:i~<iiu~mca<tf 1-a::fi1 

m:: Lu;1\ ~-W1eJ1'U'tiei.:iV11.:i mca\1nu ru;l L~'UeJ1nti'U1f11-a '11 LL 'LI n~1iJfl m'Llfl1W ., 

fltl1'Ufl1W 
fltl1'Ufl1W N Mean 

lfl~ ' ... ... 
fllJ"afl via1-a1.:i, viiJ1a 

161~ 35 4.374 0.3881* 0.3436 

61l!161 73 3.986 -0.0444 
I II ... 

16 4.030 vtm11.:i, vtmCJ 

' 
*iitl'CJ'11~t1JVl1.:!61i1&1Vi1~~'U 0.05 

(4) 1~~'Uf111~m~n 

fl11ll bb\Pl fl ~1.:l"lltl.:lfn 1l!Yi.:!'Vl tl 1 '1"11 B.:im i'U~ fl11i11~fi 1 fl':i~ bbG'IL v.J~1~1'U-dtJ.:i 
v 

'V11.:lf111i'.1flll'qi"ilL~'Ue.11fl5'U1fl11"il1bb'UfllP11ll1~~\Jf111~mn iifi1 P-value bvt1tl'U 0.002 bb61~.:i11 

1~~'U fl11~m~n~ bb\Pl fl ~1.:i n'Ui1e.ifl ~ e:if111llii.:i'VlB 1 '1"11 e:i.:im off 'U ~ fl11i11 ~fi1 fl ca~ bb611 v.J~1 ~1'U"lie:i.:i 
v 

'V11.:lfl11i'.1fltJUJ"ilb~'Ue.J1fl5'U1fl11 bb\Plfl~1.:ltl'U zj.:16'1tl~fl'1B.:!tl'UG'llll!~;i1'U~ 1 'V!ll1CJfl11l!11 ':i~~'U 
v ~ 

f111~fl'l~n~ bb\Pl fl~1.:I n'Ui1 e.lfl ~€Jfl11l!Vi.:i'Vle:J 1 '1"11€1.:lm otl'U 1 m1"1111~fi1 m~ m'l1 Yl~1~1'U-de:J.:i'V11.:lf111i'.1fl 
v 

uqi"ilL~'Ue.11fl5'U1fl11 Lb1Plfl~1.:in'U B~1.:iiitl'CJ'11~t)J'V11.:!6'1i1~~1~~'U 0.05 11CJfl~LBCJ~~.:!IP1111.:!~ 4.18 

~1"a1.:J~ 4.18 b marn Via\Jf111lJ~.:JWeJ Llil'tleJ.:im <iiu'imca<tf 1-a::fi1m::LbflL ~~1eJ1'U'tieJ.:i'Vl1.:imca\1n 
'U 

t1ru;f L~'UeJ1nti'U1f11"a '11 Lb 'Un~1iJ-a::~umcaftn~1 ., 

Sum of 

f111lJLL tlcath1'LI Squares df Mean Square F P-value 

1~vt11.:iflzjl! 6.571 3 2.190 5.346 0.002 

.fl1CJ 1 'Ufl~ll 
' 

49.158 120 0.410 

)'Jl] 55.729 123 
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~\IJ'U 0~i:J~\1'11~'1nT:i1bfl'j1~'V11 '1.Jb't.J~~J'Ub Vii:J'U b ~\l'lla'U (Multiple Comparison) 

1~i:J1m5m'j'Vl~?fa'Ubb'U'U Least Significant Difference (LSD) bvla'Vl~?fa'U11l°i1bu~l:Jflb~U1\I~ 
" 

m'jb LJ~i:J'U b Vii:J'U l°i1bu~ 1:Jm1lJ~\IV'la 1 '16lla\lrn i'U~m'j"ll1'j~fl1m~ bb?t1 vh~1~1'U"lia\I 
" 

'V11\ln1'j~n'\Jn1~b~'U~1nu'U1fl1'j '<ii'1bb'UnmlJ'j~~'lJm'jPlm~n'j11:Jl°i6lJB\ln~lJ~1a~1\l~bbl?ln~1\ln'Ui1~'1 
·~ " , 

~Vfl11l.l~\IV'IV b':il°ll-V\10 otl'U~ n1'j"li1'j ~fl1 m~ bb?IL vJ~1~1'U-dB\l'V11\I n1'j~nuqi~ b~'U~1nu'U1fl1'j V'l'U11 

~~n'j~~'lJn1'jPifl~1'j~~'ULl1bn'U~51:JlJPim~11?\B'UU'111:J, U1"1l. n1'jPin~1'j~~'U'V'4U~qjqj1, U1?1. 

m1Pin~1'j~~'U'\.J~qiqi11?1~ bb'1~m'jPin~1~\ln11 '\.J~qiqi11?1~ i1~'1~am1l.l~\IV'la1'16lla\lerti'U~m'j 

"111'j~fl1 m~ bb?t 1vJ~1~1'U"li a \I 'V11\In1 'j~ nu qi~ b~'U ~ 1nu'U1fl1'j bb 1?1n~1\In'Ua~1 'li1ifo '11141qi'Vl1 \l?t ~ ~ ~ 
'j~~'U 0.05 n~'1~1\lfl1bu~mvl1n'U -0.6329, -0.5820 bb'1~ -0.6321 1?11l.Jcl'1~'U 1~1:Jertotl'U~n1'j 
'j~~LJm'jPin~1B'4'\.J~qiqi1, '\.J1?1. i1m1lJ~\IV'lah~Bm'j"ll1'j~fl1m~bb?11vJvh~1'U"lia\l'V11\lm'j~n 

uqi~b~'U~1nu'U1fl1'jlJ1n~~~ 'j'€J\1'1\llJ1fia 'j~~'U m'jPi n~1~'1n11'\.J~qiqi11?1~ 'j~~'lJn1'jPin~1 
'\.J~ruru11?1~ bb'1~ 'j~~'lJm'jPin~11lJbn'U~u1:JlJPin~11?1a'U'\.Jm1:J, '\.J1"1J. ml.1~1~'U ., ., 

~111.:i~ 4.19 L u~au L Vi aufl1111 LL~ n~ 1.:if\1 Ltl ~a11 afifl1111.W.:ivrn Llil"!leJ .:ierl. <tiu'im1-ti11~f'i1 
v v 

m~ LLt'll v-l.W1~1'1.J"!iei.:i'VI1.:i m 1~nu qi;JL~'IJ~1n5'1J1 fl11 ~1 LL 'IJ n~1111~~u m1fln~1 

... .... 
1~~'Un11fln~1 

1~~um1fln~1 N Mean 1lJbn'U~u1:JlJPin~1 a'4'\.J~qi1 '\.J~ruru11?1~ 
I 

?f\ln11 ., ., 
" 

l?la'U'\.Jmi:J, '\.J1"1J. , '\.J1?1. '\.J~qjqj11?1~ 

1lJ bn'U~5i:JlJPi n~1 22 3.608 - -0.5820* -0.6321 * 

1?1a'U'\.J'111:J, '\.J1"1l. 0.6329* 

a'4'\.J~qiqi1, '\.J1?1. 18 4.241 0.0508 0.0007 

'\.J~qjqj11?1~ 66 4.190 -0.0501 

~\lffl1 '\.J~qjqj11?1~ 18 4.240 

(5) m~V'I 

fl11lJ bbl?\ n ~1\16ll'V\lfl11lJ~\IV'I ab '16ll B\lrn otl'U~ fl1'j"li1'j~fl1 m~ bb?IL vJvh~1'U"lia\I 
" 

'Vl1\ln1'j~nuqi~b~'U~1n5'U1fl1'j'<ii'1bb'Unl?l1lJ'V1~V'I i11"11 P-value bvJ1tl'U 0.459 bb?l~\111 a1~V'I~ 
bbl?\ n~ 1\1 tl'Ui1~'1 ~ 'V fl11lJ~\IV'l'V b '16ll B\10 otl'U ~ n1'j"ll1'j ~fl 1 m~ bb?I L vJ~1~1'U"li'V\l'Vl1 \I n1 'j~ n'lJ qj ~ b~'U~ 1 n 

u'U1fl1'j 1lJbb1?1n~1\ln'U zj\ILlJ?ta~fl~V\ltl'U?fl.llJ~;i1'U~ 1 V1lJ11:Jfl11ii11 m~V'l~bb1?1n~1\ln'Ui1~'1~a ... 
fl11ii~\IV'la 1 '16lla \I rn i'U ~ n 1 'j"ll1'j~l"i1 m~ bb?t1vJ~1~1'U"li a\l'V11\I m'j~nu ru"ll b~'U~ 1 nu'U1fl1 'j " ., 
1lJbbl?ln~1\ltl'U B~1'li1ir1:Ji:11\4lqi'V11\l?t~~~'j~~'U 0.05 'j1i:J'1~bBl:J~~\ll?l1'j1\I~ 4.20 
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Sum of 

fl1111bb thtlnu Squares df Mean Square F P-value 

)~'Vll1-:Jfl~l.I 1.658 4 0.415 0.913 0.459 

.n1EJ L'Ufl~l.I 54.070 119 0.454 

)'JlJ 55.729 123 

(6) )1EJ 1Jl 

fl11l.I bLIJl fl~ 1-:J"l.le:J-:lfl11l.IYWr~ e:i L"iJ"l.I e:i-:im oU'U~fl11°1111~rl1flW LL?lb 'V'Jvh ~1'W"lie:i-:i 
" 

V11-:Jfl11VlflUqJ"liL~'U~1fl5'U1fl11"il1LL'Uflmm~~'U11EJ \Ji' nri1 P-value Lvl1n'U 0.260 LL6't~WJ1 1~~'U 

)1EJ 1Jl~ LLIJl fl~1-:J n'Un ~rn ~e:im1l.1-W-:ivrn L"il"l.le:J-:J m oU'U~ m1"1111~ri1m~ LL?tb 'V'J~1~1'U-de:i-:1VJ1-:Jfl1)Vf fl 
" '\Jru"liL~'U~1fl5'U1fl11 L~LLIJlfl~1-:in'U zj-:i\~?te:J~fl~e:i-:in'U?tl.ll.l~;j1'U~ 1 'Vll.11EJfl11l.ll1 1~~'U11EJL~~ 

v ~ 

LLIJlfl!Ji1-:in'Wni:.J'11Jie:if111lJ-W-:ivrn1"iJ"l.le:i-:imi'U~m1-tl11~ri1m~LL?t1'V'l~1~1'U"lle:i-:iVJ1-:im1Vlfluru<aL~'U~1fl 
" v 

5'U1fl1) ~LLIJ!fl!Ji1-:in'U e:i~1-:intl'EJ~1ri'qJV11-:16't~~~)~~'U 0.05 )1EJ'1~LBEJ~~-:JIJ\1)1-:J~ 4.21 

~1':i1.:I~ 4.21 L tn£1\J L ViaUfl1111oW.:l'Viv blil'tleHlejL -tfu'im-:i-'11-:i:::fi1m:::bLflL 'W.W1 ~1'1J"liv.:i'Vl1.:I n1':i~n 
'II 

U'ru;!L~mhnti'IJ1f'l1':i '11bb'IJn~111':i:::~u':i1al~ ., 

Sum of 

fl1111LL tl-:itl'n'IJ Squares df Mean Square F P-value 
I I 

2.953 5 0.591 1.321 0.260 )~'Vl11-:Jfl~l.I 

.n1EJ L 'Ufl~l.I 52.776 118 0.447 

)'JlJ 55.729 123 

(7) ri11'V'l~1Lu~EJ!Jim~e:i'W 
f111l.I LLIJI fl~1-:1"1.1e:i-:if111l.1.W-:iY1e:i1'1"1.1 e:i-:im i'U~fl11"1111~ri1fl1~ LL?tl 'V'l~1~1'U-de:i-:i 

" 
VJ1-:ifl11Vlflu qi"li L~'W~1 flti'U1fl11"il1 Lb 'W fl1J11l.11~~'llrh 1 'V'l~1bu~ EJ !Jim~e:i'W nri1 P-value b vi1 n'l.l 

0.092 bb?t~-:111 )~~'Url11 'V'l~1bu~ EJ!Jim~e:i'U~bb\Jl fl!Ji1-:in'Uni:.J'11Jie:Jf111lJ-W-:iV'le:i L"il'lrn-:im oU'U~fl11"ll'11~ 
" 

ri1m~ LL?t1 'V'l~1~1'U-de:i-:iV11-:im1Vlfluru~ L~'W ~1flu'U1fl11 1~ LLIJI fl ~1-:i n'W zj-:i 1~?te:i~fl~e:i-:i n'W?tl.llJ~;j1'W 
v ~ 

~ 1 'Vll.11EJ fl11l.111 )~~'Uri11 'V'l~1 Lu~ EJ~ m~e:i'U~ LLIJI fl!Ji1-:i n'Uni:.J'1~e:im1l.l~-:1Y1e:i 1'1"1.le:i-:im i'll~fl11 
" 

"1111~ri1 fl)~ bb?tb 'V'l~1~1'W"1ie:i-:iVJ 1-:J fl1 )Vf fltJ ru"li b~'U~1 fl5'U1 fl1) 1~ bb\Jl fl!Ji 1-:J n'U e:i ~ 1-:intl' mhri'ruVJ1-:J 
v v 

.Q..o:::tt.d CV c:i CV d 
6'1'1\JlVJ)~~'U 0.05 )1EJ'1~be:JEJ~~-:J\;11)1-:JV1 4.22 
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\Pl111'1~ 4.22 L tffou L Vivufl1111w-1'Wv L"il"llv-1~l:ifu'im1"111zfi1m:mfll vJ.W1~1'1J'liv-1'Vl1'1m1\1'n 
'II 

'\Jru;}L~'IJ~1n5'1J1f111 "ii1Lb '1Jn\Pl1111Z~'Ufl1 L vJcW1Ul~V~v L~v'IJ .., 

Sum of 

fl11i.ILLtl1tl11'1J Squares df Mean Square F P-value 
I I 

2.151 2 1.076 2.429 0.092 1~V111-:inm..J • 
fl1tlb'l.ln~l.J 53.578 121 0.443 

11l.J 55.729 123 

(8) 5'U1rl11vtli'lJ~fl11 
f'n 1l.J bbl'! n~ 1-:i"IJe:i \lfl11l.JVi\l'Y'l e:i 1 '<il"ll e:i\lrn i'lJ~m1-t111~~1 m~ bb?t1 vlV11~1'U6lie:i-:i 

'U 

'V11-:irn1'1Xn-uqi"lib~'UeJ1nu'U11°111"ii'1bb'Unl'l1l.Ju'U11°111vi'li'IJ~fl11 i1~1 P-value bvl1tl'IJ 0.097 bb?f~\111 
5'U 11°111~1 i'IJ~ n11 bu~ tJ ~ e:i b~e:J'U~ bbl'! n ~1-:1 n'Ui1~l;'l~e:i1°111l.JVi\l'Y'l e:i b '<il"lle:J-:lrn i'IJ~ n11otJ11~ ~ 1 

'U 

m~ bb?f L vlV11~1'U6lim'V11\I rn1'1Xn'Liqi"li b~'UeJ 1 nu'U11°111 hl bbl'! n~ 1-:i n'U zj,:i 1lJ?te:i~l°l~e:i-:in'U?fl.Jl.J~3j1'U~ 
1 V1l.J1vm1l.J11 u'U11°111~1i'lJ~m1~bbl'ln~1\ln'Ui1~i;i~e:if111l.JVi-:i'Y'le:ih"1Je:i\lrni'lJ~m1-tl11~~1 

'U 

m:m?t1 vlV11~1'U6lie:J\l'V11\lrn1'1Xn'Liqi"lib~'UeJ1nu'U11°111 11Jbbl'ln~1\ln'U 11vi;i~b~tJ~~\ll'l111\I~ 4.23 

\Pl111'1~ 4.23 L mvu L ViV'Ufl11i.IW-1'Wv L'1"llv-1rn.ifu'im1"11,zfi1mzLLflb vJ.W1 ~1'1J'liv-1'Vl1'1 m1\1'n 
'II 

'\Jru;}L~'IJ~1n5'1J1fl1'j '11LL '1Jn\Pl1i.l'j::~'Ufl1 L 'WcW1 Ltl~V~v L~v'IJ .., 

fl11i.ILLtl1tl11'1J 

Sum of 

Squares 

3.532 

52.197 

55.729 

df Mean Square F 

4 0.883 2.013 

119 0.439 

123 

P-value 

0.097 

4.2.2 n111 Lfl11Z'lif L mV'IJ L Vivu'liv-1'Vl1'1n11'tf11::L~'IJfi1n1ZLLflb 'WcW1 L~Vn11\1'nu ru;JL~'IJ~1n .., 

5'1J1fl11 ~iifl11i.l~i.l~'IJBtl'IJ fl11i.IW-1'Wv Llil"llv-1 m .ifu'im1,Y1,:: L~'IJ fi1 mz LLflL vJ.W1 n1, l vJ.W1i'l1'1J 
'II 

.ni1.n 1 fl el1 L.fl v v'Vl i.l'W1~ ~ v ~ '1'Vl1 ~ A'ifl z Ln'li ?I 1tJ n 111bl°I11~i.-1~l.JU1~ ~'Vlt?t'Vl~:l.J~'U -5 
\J • Ii q 

(Correlation Coefficient) 'Vl~?fe:J'lJ?f:l.J~;i1'Uie:i~ 2 'Y'l'Ul1 ~1511l.Jbi1ti:1.Jrn1-tl11~~1m~bb?ILvlV11 ... 
?1m'Uvtl'Urn1~~l'ie:i"1Je:i1i'IJ~rn11'Uflf-:ibb1n rn1tJ1~"111~:1.J~'U-5 'Ufli;i1mvtl'\XLJ~rn1 m~'IJ1'Ufl11"1le:J • 
1i'IJ~fl11b'Ul°l~\lbb1fl bbl;'l::~\lbb1~~e:J:l.J'V11\lfl1tlfl1'Y'l i1~1 P-value bvl1fl'lJ 0.000 zj\lij~1'Ue:Jtlfll1 0.05 

bb?f ~\111 ~1511:1.Jb i1v:1.Jm1-tl11~~1m::bb?IL vlV11 ?1m'U~L 'Urn1~~~e:i"1Je:i 1 i'IJ~fl11b 'Ul°l~-:lbb 1n m1 

tJ1~"111~l.J~'U-5 '\Jfli;i1mvtl '\X'U~rn1 m~'IJ1'Ufl11"1le:i 1 i'IJ~rn1L'Uflf-:ibb1n bbi;'l~~\lbb1~~e:il.J'V11\lfl1tifl1'Y'l • 
i1m1:1.J~ 11"1 qi'V11-:i'lJ1 m ~~'lJm nn'IJ 1°111:1.JVi\l'Y'le:i b'<il"IJe:i\10 i'IJ ~ rn1ffi i'IJ ~ rn1-t111~ b~'U~1 m:: bb?f 1 vlV11 

1~vrn1'1Xn'Liru"lib~'UeJ1nu'U11°111 mJ1\li1tl'm11l"i'ru'Vl1\1?1~~~1~~'\J 0.01 ?fe:J~l°l~e:i-:in'IJ?f:l.Jl.J~;i1'U~ 2 
v v ... 

'Vl:l.J1tJl°l11l.Jl1 (i'1i1~~'U16lie:i-:i'V11\lrn1-tl11~ b~'U~1 m~ bb?f 1 vlV111~ v rn1'1Xn'Li qi"li b~'UeJ1nu'U1rn1 '<il~i1 
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~" ~e:irn111~.:ivrn l<ii'lrn.:i~ aii'U~rn1'1111~ L~'Ul°i1 m~ LL?t1'Vlvh1~ CJ rn1i1nu qi;a L~'U~1 nu'Ll11"111 n11 

1 'VlVJ1i:l1'Unijn11"1a1 Lne:ie:i'Vl11V'IT~61CJ ..ij.:i'Vl1~1'f ~?t~Ln~L ~11~'U 11CJ'1~LaCJ~\;1111m11.:i~ 4. 24 
'U ' ' 

~1'51~~ 4.24 ~~m-a1bfl'a1::~~11tl-a::itvi~~'Vl~1n~\.15 (Correlation Coefficient) 

~1bbtl"a y X1 
y 1 0.542** 

X1 
X2 
X3 
X4 

Xs 

x6 

**i1tl'm11~qi'Vl1.:i?1Ci~~-a~~'U 0.01 

* i1tl'm11~qi'Vl1.:i?1Ci~~1~~'U 0.05 

1 

X2 
0.630** 

0.389** 

1 

X3 X4 Xs 
0.547** 0.533** 0.738** 

0.147 0.208* 0.431* 

0.633** 0.481** 0.628** 

1 0.559** 0.586** 

1 0.468** 

1 

x6 
0.595** 

0.258** 

0.551** 

0.469** 

0.453** 

0.564** 

1 

V1111m'VI~ : v = 1"11111~.:iV'le:i 1'1'1le:i.:imi'U~m1"1l'11~b~'Ul°i1m~Lb?11 'VlVJ11~CJm1~nuru;aL~'U~1n 
• 'U v 

u'U11"111 m11 'VlVJ11?i1'Unijmf1a1Lne:ie:i'Vl11V'l1~'1CJ ~.:i'Vll'~l"l~?f~Ln~ 
'U ' ' 

X1 = rl1511:1Jb'LlCJ11m1'1111~ri1m~bb?t1 'Vlvh 

X2 = ?ftn'Uv1't 'Um1~~~e:J'1le:J 1 oU'U~fl11 b 'Uf1{.:i bb 1fl 
a I v v ' X3 = fl11u1~"1!1?f:IJV'l'U5 

X4 = 'Uf1"1mvl'l~'U~fl11 
' 

X5 = m~'U1'Ufl11'1le:i1aii'U~fl11b'Uf1{.:ibb1fl 

4.2.3 m-a1 bfl'a1::~filVI5V'l~"tltl ~'lf v~Vl1~m-a'lf1-a:: b~'U fh m:: bb~l vJth b~ £1 n1'a~ nu ty ;f b~'U ~1 n 

G'U1fl1-a~t1fl1111.W~V'lv Llil"tlv~m .Uu~m-a~v'liv~vi1~m-a'lf1-a:: L~ufi1 m::LL~1 vJvh l~am-a~nu ru;J v ~ 

b~u~1nGu1fl1-a 

~1~CJ\;111'1?fe:J'Ufn1:1JG1:1J~'UTI1~'Vl11.:i~1bbtl1~?11~ (Multicollinearity) \;J1:1Jb~ffU1"1l"lle:J.:J 
'U 

m11 b1"111~~1"11111f;l~f;le:i m ~.:iV'l'VI ~1 CJm1m1'1ri1'111'l.h~~'Vlt?1V1'111~'U6 ri1'1 ~l?i1'U\;1111 LL 'lhtl11'U 1 'U 
' 

~1bb'lh~e:i5'U1CJ1l.11~~1CJ~1bbtl1~'Uj (Tolerance) bb'1~rl1 Variance Inflation Factor (VIF) 'Vl1fl 

r11'111tl1~~'Vlt?tV16111-W''LI6i1r1Tue:iCJ n11 0.80 ri1 Tolerance i1ri1mnn11 0.19 bb'1~rl1 VIF i1ri1 

tie:iCJn11 5.3 LL?1~.:i11~1LLtl1~?11~~'1~rn11Lm1~~m1f;l~f;le:imL'U'UV'IV1f1ru 1l.Ji1uruV111"111:1,1'1:1,1~'U6 
''U v 

1~'VlrJ1.:J~1bbtl1 ('Ul"l11 fl1f1?1111tu, 2555; eJ1.:J~.:J'11fl ~~~11'1J bV'l"1!1h"iltl bb'1~f1tu~, 2547) bb~ 
' ' 

b ~ e:i.:i"il1n11i1~1 Lb tl1"1i eN'Vl1.:im1'1111~ L~'Ul°i 1m~ Lb?! 1'VlVJ11~ CJ m1i1 nu ru~ b~'U~1nu'U1m1i11"11111'1:1J~'U6 
v 
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Vl1'l1~~ 4.25 n1'lVl'l1~~el'Ufl1111il'11cW'IJG'l::'Vl11 ~~1bb 't.hij~'l:: (Multicollinearity) 

~1bbtl'l Tolerance VIF 

ri1u11lJ b ilEJlJrn1"l111:: b~'Uri1m::: bbG'f 1 V'lvh 0.743 1.345 

t'lm'Uvtl 'Ufl11~~v1el"llel 1iu~rn1L'Ul°l#·rn1fl 0.436 2.291 

m1tl1:::"1l16"l.l~'U6 0.455 2.196 

'41°1mmvtl Vfu~m1 0.627 1.595 

m:::u1'Ufl11"llel 1 iu~m1L'Ul°l~·rn1fl 0.447 2.239 
' .. ... 

0.594 1.682 G'f .:J bbd ~ '1ellJVI1.:1 fl1 EJ .fl1 V'I 

"' ~ff'il1fltl''U0"5'EJ v11m11b1°111:::"11°111lJf;Wlt1elm"1l.:iV'l'V! (Multiple regression Analysis) 

1~EJ1 i b vt1°1il1°1 Enter V'lu11~1 bb tl1-del.:ivt1.:im1'1111::: b~'Uri1m::: bbt'IL V'lvh 1~EJ m1'1Xfli:Tqi~ b~'Ut:-l1fl 

u'U1m1i11°111lJ~lJ~'U6nu 1°111lJ~.:iV'I el L '<il"llm ~ iu ~ m1'1111:::ri1m:: bbt'IL V'lvh 1~ EJ fl11'1Xfli:Tqi~ b~'Ut:J1 fl 

5'U11°111 L~rl1 F = 42.796 bba:: P-value = 0.000 bbG'f~.:i11~1bb'l.Ji~.:ivtl-l~i1e.Ja~ell°111lJVi.:iV'lelb'<il"llel.:J 
~ iu~m16!111:::ri1m::: bbt'IL V'l~11~EJ m1'1Xfli:T qi~ b~'Ut:-l1flu'U11°111 

e.J a fl111 b\0111:::\-11b\0111:::\-1m1t1~t1elEJb68.:iV'lvt"llel.:i ri1u 11l.l b UEJlJ m 16!111::: ri1 m::: bbG'IL vi~ 1 
' 

t'lm'Uvtl 'Ufl11~~v1el•1rn 1 -tlu~m1L'Ul°1#.:ibb1fl m1'\.J1::"1l1~l.l~'U6 u1°1a1mvtl Vfu~m1 m:::u1'Ufl11"llel 
' 1-tlu~fl11L 'Ul°lfrn 1fl bba::~.:i bb 1 ~~ell.lvt1.:i fl1EJ.fl1V'IL 'Ufl11~~~el"llel1-tlu~ fl11L 'Ul°1~.:i bb 1 fl V'lu11 

ri1u11l.lb UEJl.lm16!111:::ri1m::: bbG'f L V'l~1 ul°lmmvi'l Vf u~ m1 m ::u1'U fl11"ll el 1 -tlu~ fl11 L 'Ul°1~.:i bb 1fl bba:: 
' ' ' 

~.:Jbbd~~ellJVl1.:Jfl1EJ.fl1V'I i1ri1 p-value bvl1tl'U 0.000, 0.029, 0.000 bba:::0.010 \Jl1l.lci'1~'1J ~.:ii1ri1 

tielEJfl11 0.05 bbt'l~.:111 ri1u11l.lbUEJl.lfl116!111:::ri1m:::bbt'IL V'l~1 ul°lmmvtl Vfu~m1 m:::u1'Ufl11"llel 
' 

1-tlu~fl11 L 'Ul°1#.:i bb 1fl bba:::~.:ibb 1~~ell.lvt1.:irnEJ.fl1V'l L 'Ufl11~~~el"llel 1 -tlu~fl11L'Ul°1#.:ibb1fl i1e.Ja~ell°111l.l 
Vi.:iV'lel L'<il"llel.:J~ -tlu~m16!111::: b~'Uri1m::: bbt'IL V'1~11~EJfl11~fli:T qi~ b~'U t:J1flu'U1m1 el~1.:ii1tl'mh~'qivt1.:i 

t'l~~~1::~u 0.01 L 'U"llru:::~G'fm'Uvtl 'Ufl11~~~el"llel1iu~m11'Ur1#.:ibb1fl bba:::m1tl1:::"1l1~l.l~'U6 i1ri1 

p-value bvl1nu 0.288 bba::: 0.271 ml.lci'1~u zj.:ii1ri1mflfl11 0.05 bbt'l~.:i11 t'lm'Uvtl'Urn1~~~el 
"llel 1-tlu~m11'Ur1~.:ibb1fl bba::: m1tl1:::"1l16"l.l~'U6 1lii1e.Ja~elm1lJVi.:iV'lel L'<il"llel.:im -tlu~fl116!111:: b~'Uri1 

'U 

m::: bbt'IL V'l~11~ EJ m 1~ fli:T ru~ b~'Ut:J 1flu'U11°111 el~ 1.:ii1tl' EJ '11Fi'ruvt1.:it'I ~~~ 1 :::~u 0.01 1~ EJ~ v v 

ri 1611lJbilEJlJfl116!111::: ri 1fl1:: bb "'1y.J~1 "'ti 1'U~b'Ufl11~~~el"lJel1i'IJ~fl11b'Ul°1~.:ibb1 fl fl 11 

tJ1:::61!1~lJ~'U6 'Ul°1'11fl1vTlVt'U~fl11 m:::U1'Ufl11"llelbotl'U~fl11b'Ul°1#.:ibb1fl bb'1:::~.:Jbbd~~ellJVl1.:Jfl1EJ.fl1V'I 
' 

t"11l.111t1el~u1EJ fl11 b tl~ EJ'Ubb '\.Ja.:im1lJVi.:iV'lel L '<il"llel.:im -tlu~m16!111::: b~'Uri1m:: bbt'IL V'l~11~EJm1~fl 
'U 

i:Jqi'lib~'Ut:-l1flu'U1l°1111~ ~elEJa::: 82.9 11EJa:::baEJ~1J11lJ1J1111.:i~ 4.26 



59 

~1~1.:i~ 4.26 1Lfl~1~~Ft1111tl~urnm;f.:i-wV1"lle:i.:ifi15~~11Lilv11m~'ll1~~fhn~:ma1 v.JVh am'U~L 'U • 
n1~~~~e:i"lle:i LoU\J~n1~L'Uflf .:i LL ~n n1~tl~~"lf1fl11~'U5 ~fl~1n~~L~\J~n1~ 

~ II ~ ~ ~ I ti d~ I ct 
n~~\J1'Un1~"1lel L"!f\J~n1~ L 'Ufl~.:lbb ~n bb~~il.:!Lb 1~~el11'Vl1.:ln1Vfl1'W'Vl11~elfl1111'W.:I 

'Wel Llil"ll e:i.:i ITT oU\J~n1~'!11~~ b~'Uf'h m~LLa1 w-W11~ v m~~nu ru;l b~'U~1nll'U1 fl1~ 
~ ~ 

~1bbtl~ B SE b beta t p-value 
I q 0 .Q I 

fl1511l.Jb'U~l.Jfl11~11:::b-:i'Uf11 0.233 0.052 0.270 4.497 0.000* 

m:::bb?t1Ylvh 

0.063 0.059 0.084 1.068 0.288 

0.067 0.060 0.085 1.107 0.271 

0.137 0.062 0.145 2.213 0.029* 

0.304 0.067 0.353 4.562 0.000* 

~.:i Ln~~eil.JVJ1-:ifl1~.n1Y11 'Um1~~11iei 0.161 0.062 0.115 2.607 0.010* 

"llei 1 -tl'U~m11'Ufl~-:ibb1fl 
2 

R = 0.829, SEE = 0.38613, F = 42.796, P-value of F = 0.000 

' 
*ei~1-:iih!mh~'qiV11-:i?t~~vh:::~'U 0.01 

p-value ve:i11i'u tl~Lflll 

1. tl "iJ lij ~ ~1'U'U fl fl'1 ~ bb\?l fl \111-:i tl'UlJ i:.J '1111 el • 
f0111l.J~-:iV'lei1"il"1Jei-:i~i'U~fl11~11:::~1 

'II 

fl1::: bb?t1vJvh1~ ~ fl11~ flD qi~ b~'U~ 1 fl 

5ti1fl11bbl?lfl~1-:Jtl'U 
' 

1.1 bV'll31Vlbbl?lfll1i1-:in'UlJi:.J'111ieJf111l.JW.l1l.J~-:J t = -1.026 0.565 

V'lei L"il"llei.:im i'U~m1~11:::~1m::: bb?t1 vJvh 
'II 

1~~m1~fli:Tqi~L~'U~1flu'U1f111 bb1?1fll1i1-:i 

n'U 
.c:il I fl.I .c:il I .lf::R 

eJ1~Vl~l?lfll?l1-:Jfl'Ul.Ji:.J'1\?leJfl11l.Jfl11l.JV'l-:J • 1.2 

V'lei L"il"llei-:im i'U~m1~11:::~1m::: bb?t1 vJvh 
'II 

F = 4.342 0.006 

fa~m1~fliJqJ~b~'U~1flu'U1m1 bbl?l fll1i1-:i 

tl'U 



1.3 
d I CV .c:I I 

'1~1t.1n1'V'l'1~1'1'Vl~\J\n\J\1~nt.1~~~\J\E 

fl11~fl11lJ~WIEblil'llE~rni'IJ~fl11-d'11~ F = 4.246 
'IJ 

l"i1n1~bb'1L 'V'IVl11~fJn11~nuqi~L~t.1e.l1n 

5u1m1 bb\J\mh~nu 
' 

1.4 
di ..::::ii I Q.I .:::ii I 

m1l3lm~n'Vlbb\J\nm~nt.1l.l~~\J\Efl11l.lfl11l.l 

~~'V'lEblil'lJE~~bi'IJ~n11-d'11~fi1 
'IJ 

F = 5.346 

n1~ bb'11 'V'1Vl11~ fJ n11~ nu fll~b~t.1e.l1 n 

5mf111 bb\J\n~h~nu 

1.5 
.c:I .d I f.t.I .c:I I di 

E1"!l'V'l'Vlbb\J\n\J\1~nt.1l.l~~\J\Em1l.lm1l.l'V'l~ 

'V'lE h'lJE~rn i'IJ~m1"1l'11~fi1m~ bb'11 'V'lvh 
'IJ 

F = 0.913 

1~flm1~nuqi•!h~ue.J1n5u1m1 bb\J\n~1~ 

nu 

1.6 11fJ1~~bb\J\n~1~nuii~~~Efl11l.Jf111lJ~~ 
'V'lEblil'lJE~rni'IJ~fl11°1l11~1"i1m~bb'1L'V'lvh F = 1.321 

'IJ 

1~f!m1~nuqi~L~t.1e.J1n5t.11fl11 bb\J\n~1~ 

flt.I 
1.7 l"i1m~bb'1L'V'IVl1bu~fJ~m~Et.1~bb\J\n~1~ 

n tJ ii~~ 9) E fl 11l.lfl11 l.J ~ ~ 'V'l Eb lil '1J E ~ F = 2.429 

rnoti'IJ~m1"1l'11~fi1m~bb'11 'V'IVl11~fJm1 
'IJ 

i.s 5t.11fl11~1i'IJ~m1LL\J\n~1~nu ii~~~E 
fl11l.l~~'V'lEbliJ'llE~~H\.1~n11-d'11~~1 F = 2.013 

'IJ 

fl1~ bb'11 'V'1Vl1 ~1 fl11~ nu qi~ b~tJe.l 1 fl 

5tJ1fl11 bb\J\fl~1~tltJ 

2. °1iE~'Vl1~m1-d'11~b~t.11°i1nwbb'1L 'V'IVl11~fJ 

n11~nuqi~b~t.1e.l1n5t.11f111 ii 

fl11l.J '1~~1.J ~ tl'\J fl11l.J~ ~'V'l Eb Iii"!! E ~ 

mi'U~ n 11"1111~l"i1n1 ~ bb'11'V'1Vl1~1t.1 
'IJ 

°1iE~'Vl1~~flUW~b~t.1e.l1n5tJ1fl11 ., 

3. "liE~m~rn1"ll'11t b~t.1fi1mt bb'11vlvh1~ fJ rn1 

60 

p-value um.iiu 'llljbt'l6 

0.017 

0.002 

0.459 

0.260 

0.092 

0.097 

0.000 

~nuqi~b~t.1e.l1n5t.11m1 ii~~~Em1:1.1Yi~ F = 42.796 0.000 

YiEl<iJ6!JE~rnoH'IJ1fl11i11tfl1fl1t bb&'ll vlvh 
'IJ 
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a~tJ~fl e:i.fitJ~1t1~fl bbfl~,j'mat.1mbt.1~ • 

fl111~ t.I L~B~ fl11~fl~161im'Vl1~ fl11"1111~ L~'Ul°i1 m~ LL611 'Y'lvh fa t.1 fl11~flUqJ~ L~'UeJ1fl5'U11°111 
ci~~fl ~Bl°l111Jf;~vrn h"11B~'1 fl~1 m11 y.j~1ci1'U.fliJ.fl1flel1 L.flB B'V11J~1-W'1 t.I ~~Vl1 ~131~61~ Lfl~ LL i.J~ fl11 

'll 'll q q 

U1L61'UBBBflLll'U 

5.1 611'tl~'1m11~t.1 • 
5.2 m1e:i1i'tl11t.1~'1m11~t.1 

5.3 -ifBL61'UBLL'U~ 

5.1 fl1tl~.rnnT~1:[a • 
fl111~ t.I L~B~ fl11~fl~161iB~'Vl1~ m1"1111~ L~'Ul°i1m~ LL611 'Y'l~1 fat.I fl11~flUqJ~ L~'UeJ1fl5'U11°111 

ci~~fl~Bl°l111Jf;~~B 1'<iJ"1JB~'1 fl~1fl111 'Y'l~1ci1'U.fliJ.fl11°lel1 L.flBB'VllJ~1oW'1 t.I ~~Vl'J~l31~61~Lfl~L lJ'Ufl11 
'll 'll q .. 

1~t.11°1111J'1l.l'W''U5L~~L'tl~t.1'ULVit.1'U (Comparative Correlation Research) 1~t.1ii1'111~'tl1~61~fl ~~.Q 
( 1) L ~B~fl~1 L 'tl~t.J'U L Vi t.l'UU'1~t.Jci1'U'Ul°ll°lfl~ci~~'1~ Bl°l111Jf;~~B 1 '1"1JB~rn otl'U'1fl11"1111~L~'Ul°J1 

• 'IJ 

m~ LL611 y.j~11~t.1 fl11~flUqJ~ L~'Ue41fl5'U11°111 m11 Ylvhci1'U3Ji3.fl1flel1L.fl B~VJl.lW~'W'1t.1 ~~Vl1~ 

131~61~ Lfl~ (2) L ~B~ fl~1 L 'tl~t.J'U L Vit.1'U"liB~'Vl1~ m1"1111~ L~'Ul°J1 m~ LL611 'Y'1~11~t.Jfl11~flUqJ~ L~'UeJ1 fl 
u'U11°111 ~iifl111J'11J'W''U6n'Um11Jv;~~e:i h"1lmrn i'U'1fl11"1l11~ L~'Ul°i1m~ LL611 'Y'l~1 fl111 'Y'l~1ci1'U 

'IJ 

.fliJ.fl11°lel1L.flBB'VllJ~1oW'1t.1 ~~Vl'J~l31~61~ Lfl~ (3) L ~B~fl~1~VJ5~'1"1JB~"lim'Vl1~fl11"1111~ L~'Ul°J1 
'IJ •• 

m~ LL611y.j~1 L~ t.lfl11~flU qJ~ L~'UeJ1 fl5'U11°111 ~ci ~~ '1~Bl°l111Jf;~~B 1 '1"1JB~0 i'U'1fl11"811~ L~'Ul°i1 
m~ LL611 'Y'l~1 fl111 'Y'l~1ci1'U.fliJ.fl11°lel1 L.fl BB'VllJ~1oW'1 t.I ~ ~Vl'J~l31~61~ Lfl~ U1~"ll1fl1~~ fl~1~B 

'IJ • • 

m otl'U'1m1"1111~1"11m~ LL611 'Y'1~11~ t.I fl11~flU n I~ L~'UeJ1 fl5'U11°111 fl111 y.J~1ci1'U.fliJ.fl11°lel1 L.flBB'Vll.1~1 
\J g~ 'll q .. 

oW~t.I ~~Vl'J~l31~61~Lfl~ "iJ1'UTU 124 11t.I '11fl"iJ1'U1'U~~VllJ~ 146 11t.I (-ifBl;J'1L~B'U~~l31~fl1t.1'1.J ~.131. 
2558) Lfl~e:i~ifomm'Um11~t.1~e:i LL'U'U61B'Uml.l 1~mLiJ~e:ie:imtJ'U 3 ci1'U ~e:i (1) u'1~t.1ci1'U'Ul°ll°l'1 ii • 
B~flU1~flB'U 8 ~1'U ~B L~l31 B1t.I 61m'U.fl1~ fl11~fl~1 B1~~ 11t.11~ l"i1m~LL611'Y'l~1L\l~t.J~m~B'U • 
LL'1~5'U11°111m otl'U'1fl11 (2) 61ie:i~'Vl1~fl11"1111~ L~'Ul°i1m~LL611 'Y'l~11~t.1 fl11~flUqJ~L~'UeJ1fl5'U11°111 ii 
B~fl't11~flB'U 6 ~1'U ~B l°i15111JLUt.11Jfl11"1111~1"11m~LL611 y.J~1 61m'Um 'Ufl11~~~B"1JB 1 otl'U'1m11 'U 

l°l~~LL 1fl fl11U1~"ll1'1l.l'W''U5 'Ul°l'11fl1m ~'U'1fl11 fl1~'U1'Ufl11"1JB 1 otl'U'1fl111'Ufl~~LL1fl LLfl~~~LL 1~6"Bl.l • 
'V11~fl1t.l.fl1~ (3) 1°1111J-W~~B 1 '1"1lv~0 i'U'1m1"811~1"11m~ LL611 'Y'1~11~t.1 fl11~flUqJ~L~'UeJ1fl5'U11°111 

iiB~flU1~flB'U 5 ~1'U ~B 'U'1fl11~~'U~B~1~LlJ'U1U5111J 'U'1fl11~111'11~'1fl~B~LLlJ'U~1 1°1111JlJ~~'U 
'IJ 'IJ • 

L~l.11'11 'Ufl111 ~'U'1m11 ~'U'1fl11~1t.11°1111J~l°l111J°1l1'U1ru LL'1~1 ~'U'1fl11~1t.11°1111JLB1h1ci 61'1~mi 
'IJ "' 

1'Ufl111Lfl11~~iBl;J'11~LLri ~Bt.1'1~ (Percentage) 1°1111J~ (Frequency) 1°11Lu~t.1 (Mean) ci1'U 

L~t.l~L'U'U1J1\111~1'U (Standard Deviation) fl111Lfl11~~1°111lJLL\1lfl~1~ (t-test) fl111Lfl11~~1°1111J ... 
LLU1U11'U'V11~L~t.11 (One-Way Analysis of Variance: ANOVA) fl11'Vl~61B'Ul°i1fl111JLL\1lfl~1~ 



.. 

62 

L 'l.J~titJL Vi tJ'U L th.J11tJ~ 1~ti15rn1L 'l.J~ti'U L Viti'U LL 'U'U Least Significant Difference (LSD) fl11 

lLl'l11:::~G1lJ'l.J1:::~'VIB61V1G1lJV¥'U5L~ti1G1'U (Pearson Correlation) LL6'l:::rn11Ll'l11:::~m1lJt1~t1eJm"B-:i 
'V'l'\1 (Multiple Linear Regression) 

i:rn fl1)l ~ tJ 611'1.Jl~~-:id m i'U ~ rn1't111::: L~'U~1 m::: LL611V'lvh1~ tJ fl1)~flU n I~ L~'Ui:J1 fl5'U11'11) 
• 'U •jj 

'11'U1'U 124 l'l'U n~lJ'l.J1:::'111m?i1'U1'Vlfl!Lllm'V'll"l'Vlqj-:i fi~Lll'U~eJti6'1::: 57.3 1eJ-:16'1-:1mLllm'V'll"l"IJ1t1 fi~ 
Lll'U~eJti6'1::: 42.7 ihh-:imt1lJ1nn-J1 50 tJ lJ1fl~61~ fi~Lll'U~mm::: 32.3 1eJ'l6'1-:imf1eJmt11:::wJ1-:1 • • • 
41-50 tJ fi~Lll'U~elti6'1::: 30.6 ifomw11'V'161lJ161lJ1n~61~ fi~Lll'U~elti6'1::: 58.9 1eJ-:16'1-:ilJ1f1eJ1l • 
ii1mw11'V'lfa~ fi~LlJ'U~eJti6'1::: 28.2 1lrn1~n~11:::~tJ'l.J~qiqi11J1~ mn~~~ fi~Lll'U~eJti6'1::: 53.2 

1eJ'l6'1'1lJ1fleJrn1flin~11:::~tJ:Wut1lJf!in~11J1eJ'U'l.Jmt1 'l.J1'11. fi~Lll'U~eJti6'1::: 17. 7 1lm~'V'li111'1Jrn1/ 
~~i611V1fililmn~ii1~ fi~ L ll'U~eJti6'1::: 50.8 )eJ-:16'1-:imiim~'V'l'V'l'Ll n-:11meJn'll'U/6'1 n~1-:i fi~ L ll'U~eJti6'1::: 

"" • 'U 

22.6 i:11'U1'Vlfli1i11v1~eJtj1:::V111-:i 10,000-20,000 tJ1'V1 LL6'1::: 20,001-30,000 tJ1'VI fi~Lll'U~eJti6'1::: 
22.6 Lvl1tl'U 1eJ'l6'l'llJ1ih1t11~hhfi'LI 10,000 'U1'VI fi~Lll'U~eJti6'1::: 21 1l~11V'lVl1Lo~t1~m~eJ'U 
hJLfi'U 1,000 tJ1'VI mn~61~ fi~Lll'U~eJti6'1::: 52.4 1eJ'l6'1'1lJ1fleJ 1,001 - 2,000 'U1'VI fi~Lll'U~eJti6'1::: • 
29 1itJ~fl1)5'U11'111fl1'11 'Vlti1 'Ufl11"1111:::~11 V'lVl11~tJfl1)~flUqj~lJ1fl~~~ fi~L U'U~eJtJ6'1::: 69 .4 

)eJ-:16'1-:ilJ1f1eJ u'U11'111n~m 1 'Viti fi~Lll'U~elti6'1::: 11. 1 

~1LO~ti1:::~tJm1lJ L i1'U"1JeJ'I fl~lJ'l.J1:::"111m~ eJ"tieJ-:1V11-:1 m1"1111:::L~'U~1m::: LL611 V'lVl11~t1rn1~n • 
un '~L~'Uf:J1fl5'U11'111L~tJ'llil1fllJ1fl~61~ 1 'l.J'VITUeJtJ~61~ ~-:id ~1'U'Ul'l6'11mvh ~'U~fl11 1i~1Lo~m:::~'U g~ , , 'I 

l'l11lJLi1'UlJ1fl~61~ (Mean = 4.13) 1~t1-UeJf'i'1mlJ~Li1'U~'"JtJlJ1fl~61~fleJ L~1'VIU1~5'U11'111 1irn1LL~'I • • 
rnmlJ'U1:::LDtJ'Ub~tJ'U~eJtJ LL6'l:::LU'U1'1.JLL'U'UL~ti1n'U (Mean = 4.34) 1eJ'16'l'llJ1fleJ ~1'Um:::tJ1'Ufl11 

'U 

"1JeJ1offtJ~fl111'Ul'l#-:iLL1fl (Mean = 4.1 O) 1~t1-UeJf'i'1mlJ~Li1'U~'"JtJlJ1fl~61~fleJ LeJfl6111'1.J1:::fleJ'Ufl11"1JeJ • 
1itJ~n11"1111:::~1m:::LL611 V'lVl11~t1rn1~nuqi~L~'Ui:J1nu'U1l'l11 iiL ~t1-:id1L 'U1U1J11'1.J1:::'111'1l'U LL6'1::: 

d1L'U161lJ~Uru~'VIU1LL1flbvl1~'U (Mean =4.22), ~1'U~1u11mi1t1lJfl11"1111:::~1m:::LL611V'lVl1 (Mean . "' 

= 3.95) 1~ti-UeJf'i'1mlJ~Li1'U~1tJlJ1fl~61~fleJ ~1511lJLi1tilJfllJ~1~hJ~eJ'IL~'U'Vl1'11 'l.JLeJ'I (Mean = • • 
4.11), ~1'U61t11'Uvh 'Ufl11~~~eJ"1JeJ 1itJ~fl111'Ul'l~'ILL1fl (Mean = 3. 92) 1~t1ieJf'i'1mlJ~Li1'U~'JtJlJ1fl 
~61~fleJ ~~'1"1JeJ'l5'U11°111eJtJL'Uvl1L6'1~61:::mn~eJrn11itJ~fl1';ifl#-:iLL1fl (Mean = 4.15), ~1'Ufl11 

• 'U 

'l.J1:::'1J1G1lJV¥'U5 (Mean = 3.85) 1~t1-UeJf'i'1mlJ~Li1'LI~1t1lJ1fl~61~fleJ ieJlJ6'1~116111L~t11ntJ-deJ-:i 
• 'U 

V11-:im1"1111:::L~'U~1m::: LL611 V'lVl1"1JeJ-:1m11 V'lVl1G'i1'UJliJJl1l'l i1l'l11lJi~Llil'U 611m1m-b'1h 1~41 ti 
'U 

(Mean = 3.85) 1~t1-b'eJf'i'1mlJ~Li1'U~1vmn~61~fleJ ieJlJ6'1~116111LMt11ntJ-deJ-:1V11-:irn1"1111:::L~'U~1 
• 'U 

m:::LL611 vlfl1"1Jmrn11 V'lVl1G'i1'UJliJJl11'l 1lm1lJ-ff~Llil'U 611lJ11m-U1h 1~41t1 (Mean = 4.15) LL6'1::: 
'U 

'11~'U61~Vf1t1 ~1'U~'ILL1~~eJlJ'V11'1fl1tJJl1'V'I (Mean = 3. 70) 1~t1-b'eJf'i'1mlJ~Li1'U~'"JtJlJ1fl~61~fleJ • • 
5'U11'1111il'l11lJ61:::m~ eJeJflbL'U'Ul'lflLLl'i-:161m'U~Vl'U61:W't1 ·1..h1itJ~fl11 (Mean = 4.13) 

~1 LO~ tJ):::~'U m 1lJ L i1'U"1JeJ'lfl~ lJ'l.J1:::"1J1 ml'i eJl'ld 1lJYi'l'V'leJ 1 lil"ll el'! rn otl'U ~fl11 l'l 1lJ LL 'U'"J fi~ fl11 
• 'U 

'l.J1:::LiJ'Ul'ln.!Jl1'V'lfl11'U~fl11 (SERVQUAL Model) L~tJ'llil1fllJ1fl~61~ 1 '1.J'Vl1UeJti~61~ ~-:id ~1'U'U~fl11 • • • 
ffi1h1~ t1fl~eJ'ILLlJ'Ue111i~1LO~t11:::~tJm1lJL~'UlJ1fl~61~ (Mean = 4.27) fat1-b'eJf'i'1mlJ~ii 

'U • 

~1 Lo~ v1::: ~'Um 1lJ L i1'UlJ1fl~~~ f'leJ '11'U1'Ub~'U ~1m::: LL611 Ylfl1~\9l ~u qi~ L~'Ui:J 1 flu'U11'1111im1lJ 

tifl~eJ'ILLlJmh (Mean = 4.36) 1eJ'l6'l'llJ1 fleJ ~1'Ufl111~tJ~fl11~1tJl'l11lJ~ l'l11lJ"ll1'U1ru (Mean = 
'U 'U "' 
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4.13) 111m.LJ'8r11m:w~i1fi1bu~m~~um1l.lb ~'Ua.nn~ri~ fi8 b-.il'1vi-U1~n1's1 'V'lvhi:l1'U.nii.n1ri r11:w1'rn 
• v 

8Bu1ti-s1ti~~bBti~1 'W1 'Ub'1~'1-r'Ub~'Ufi1m~bbrt1'V'lvh1~8~1-:i~~b'l'U (Mean = 4.16), ~1'Ul°l11lJil-:i~'U • 
b~:wh1'Wm-s1~u~m-s (Mean = 4.10) 1~tioLJ8r11m:w~i1fi1bu~tJ'S~~'Ul°l11:Wb~'Umn~ri~ fi8 • 
b-.il'1vi-U1~u'U1ri1-s 1 ~u~nTsrn iu~m-s'Vlnri'W8~1-:i brt:w8.n1ri 1'Wm-s"ll81iu~m-s"lf1-s~fi1m~bbrt1 'V'lvh v • 

hmm-s~nuqi~b~'U~hnu'U1ri1-s (Mean = 4.16), ~1'U'U~m-s~~'U~8-:i1~ (Mean = 4.01) 1~tioLJ8 
1°11m:w~i1fi1 bu~ tJ w~u m1:w b ~'Um n~ri~ fi8 vh'U 1~-ru 1 rnrt~'l-rrn~'U'Vl nri~ -:i bd8i'.im-s"ll1-s~r11 • • 
m~bbrt1'V'lvh1~tim-s~nuqi~b~'U~1nu'U1ri1-s (Mean = 4.04) bb~~~1~u~~Vf1ti ~1'Um-s1~u~m-s 

~1tim1mmh1i:lrniu~m-s (Mean = 4.00) 1~tioLJ81°11m:w~i'.ir11bu~tJ-s~~uri11m~'U:w1n~ri~ fi8 
v • 

b-.il'1VltJ1~5'U1fl1'Si11"111:W'1'U 1 '1fo'W-:i-Uqivi1 b~tl'J n'U f11'S 1iu~m-s"lf1wr11m~ bbrt 1'V'lvh1~ tJ m-s~nu qi~ 
b~'U~1n5'U1fl1'S"ll8'1vl1'U (Mean = 4.13) 

t-rnm-s~mfl~m~rn.1~i:l1'Uuriri~~i'.it-rn~8m1:wf;wrn1'1"118'1rniu~m-s~8"1i8-:i'Vl1-:i"ll1-s~b~'Uri1 
• v 

m~bbrt1 'V'l.Yh fa tim-s~nun1~b~'U~1nu'U1ri1-s 1 'Uvr'U~e!1 b.fl88'Vl:w~-s-W~ti ~-:ivi-r~iai~ri~bm~ ~u11 •t: •• 

~n~ru~i:l1'U'Uflfl~ '1.h~n8'U~'JtJ mti rtm'U.fl1~ bb~~-s~~um-s~n~1 i'.it-J~~8ri11:wf;-:i~8h"ll8'l • • 
0 iu~m-s"ll1-s~r11 m~bbrt1 'V'lvh fa ti m-s~nu qi~ b~'U~ 1nu'U1ri1-s 8~1-:ii'.iiJ tiri1~ qi'Vl1-:i'1~~~-s~~u 
0.05 1~tii1-s1tJ~~b~tJ\11~'1.a ~1'Ua1tJ ~'Ul1 rniu~rn-s~i1"1i1-:imtJ'S~Vll1'1 21 - 30 tJ i'.iri11:wf;,:i • v • 

~8h~8rn-s1 iu~rn-s"ll1-s~r11m~bbrt1'V'lvh1111tirn-s~nuru~u'U1ri1-smn~ri~ -s8-:i~-:i:w1fi8 mi:w81ti 
cu " " , 

50 tl~'UhJ ~1'Urtm'U.n1~ ~u11 rniu~rn-s~i'.irtm'U.fl1~1'1~ i1m1:wf;-:i~81'1~8m-s1iu~m-s"111-s~ 
v 

r11m~bbrt1'V'l.Yh1111tim-s~nuqi~u'U1ri1-smn~~~ -s8-:i~-:i:w1fi8 '1m'W.fl1~vi~1~1-:i, vilJ1ti ~1'U"S~~u 
rn-s~n~1 ~u11 rniu~m-s~i1m-s~n~1-s~~'U8'W'\.J~ruru1, -s~~u'\.J-s~miaiutium1"1J1~~.ff'Wrt-:i 

\.I " cu QI cu 

i1ri11:wf;-:i~8h~8m-s1 iu~m-s"ll1-s~r11m~ bbrt1'V'l.Yh1~tim-s~nuqi~u'U1ri1-smn~~111 -s8-:i~-:imfi8 
m"llu~rn-s~i1m-s~m~nw~'U'1'1n11mruru1~~ 8~1-:ii'.ii!tiri1~ru'VJ1'1'1~~~'S~~'U 0.05 
cu \.I cu cu "' 

t-J~m-s1 bri-s1~~b '\.J~tiu b Vitiu"li8-:i'Vl1-:im-s"ll1-s~b~'Ufi1 m~bbrt1'V'lvh1~ti m-s~nuqi~b~'U~ 1 n 

5'U1fl1'S ~i1m1:w~:W~'U5 n'U m1:wf;-:i~ 81 '1"118'1 m otl'U~m-s"111-s~ b~'U rl1 m~ bb'11'V'l.Yhm-s1 'V'lvhi:l1'U 
v 

.fliimrie!1b.fl88'Vl:W~-s-W~ti ~-:ivi1~iai~ri~ bn~ ~u11 fi1u-s-s:wbuti:wm-s"ll1-s~r11nwbbrt1 'V'l-W1 mnuvtl 'U v •• 

m-s~\11~8"1181-tlu1rn-s 1 'Wfl~-:i bb -sn m-s'\.J-s~"1J161:w~'U5 uri~1mvtl ~'U°1m1 m~'U1'U m1•1m 1 oU'U°1m1 • 
1 'Wfl~'I bb 1n bb~ ~~'I bb 11116" 8:W'Vl1'1n1 tJ.fl1~ i1ri11lJri1~ru'Vl1'1'U1 m~ ~'Um n nu fl11:W*'l~81 '1"118'1~ nff 1 

v v 

m otl'U~m1"1!11~ b~'Url1 nw bb'11 'V'l-W11111 tJ m-s~nu qi~ b~'U~1 n5'U1fl11 8~1-:ii1'\Jtiri1~qi'Vl1'1'1~~~1~~'U 
o.o 1 rt8111ri6"8-:inuri:w:w~~n'U~ 2 vimtiri11:w11 '1in~~'U1°1i8-:i'Vl1-:im1"111-s~ L~'Wri1m~bLrt1 'V'l-W11111ti ... 
rn-s~nuru~L~'U~1nu'W1m1 '1~i1t-J~~8m1:wf;-:i~81'1"118-:irn off'U~m1"1111~ L~'Wrhm~ LL'11 'V'l-W11111tim1 

v v 

~nun'~ b~'U~1nu'U1m1 m-s 1 'V'l-W1i:i1'U.flii.fl1rie!1 L.fl88'Vl:w~1-W'1ti ~-:ivi1~iai~'1~ Ln~L ~:w~'U u~ \.I II 't 

t-J~ m-s~ m~n a'VlB~~"llm"li8-:i'Vl1-:i m1"1!11~ L~'U r11n1~ LLrt1 'V'l-W11111 ti m1~ nu qi~ L~'l.!~1 nu'l.!1 ri11 

~8ri11:wf;-:i~81 '1"118'10 i'U ~m-s~ 8°1i8-:i'Vl1-:i m-s"111-s~r11 n -s~ LL'11 'V'l-W11111 ti m1~nuqi~ L~'U~ 1 nu'l.!1ri11 

~u11 r11u11:wL uti:wm1"1!1wr11m~LL'11 'V'l-W1 'Urimmvtl ~u~m1 m~'U1'Un11"1l81iu~m11 'Uri~-:i 
' 

LL 1n Lb~~~'ILL -;i1116"8:w'Vl1-:i mti.fl1~1'Wm1~~~8"1l81 otl'U~m-s1 'l.!ri~-:i Lb -sni'.it-J~~8m1:w*-:i~81 '1"118'1 

0 otl'U~m1"1l1'S~b~'Url1n'S~ bb'11'V'lvh1~ tJ n1 'S~ nu qi~b~'U~1 n5'U1fl1'S 8 ~1-:ii'.ii!ti a1~qi'Vl1'1'1~~~1~~'U 
0.01 1 'W"llru~~rtm'Wvfl 'Uf11"S~111~8"1181-tlu~m-s 1 'Wri~-:iLb -sn Lb~~m-s'\.J-s~"1J1~:w~'U51ili'.it-J~~8ri11:w 



• 
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~.:ivrn 1 '1"1.le:J.:lm oU'IJ~fl11"1111~ L1'lJ~1fl'S~ LL611 V'JYJ11~ (Jfl1)~flD ru"li L1m.h fl'O'l.!11"111 LL'1~'11flfl1) 
'II " 

1 L1"111~~fl1)fl~fl aa L 'ti.:iYfVl"l.le:J.:1~1'511lJ L-Wal.l fl11"1111~~1 flW LLn1 V'JYJ1 61fl1'lJ~1 'lJ fl1)~~~ e:J"l.la 1-ii 
' 

'U~fl111 'lJl"l~.:ILL )fl fl11U'S~"IJ161'lJ~'lJ5 'IJl"1'11fl'Sm -Hu~fl1) fl)~'IJ1'lJfl11"1.le:J 1 iu~m11 'lJl"l~.:!LL'Sfl LLG'l~ 
' 

~.:i Ln~~al.JV11.:i m wn'V'l~l1 ~am1l.l~.:ivm h"lla.:irn iu ~m1"1111~ L1'lJ ~1 m~ LLn1 V'JYJ11~ a m-s~fl'Li ru"li 
'II " 

L1'lJ~1flu'lJ1m1 n1l.l11ri~1l.ln'l.lv11m aA11lJ~.:i'V'la 1 '1"1.la.:irn iu~m1"1111~~1m~ LLn1 V'JYJ11~ a m-s~fl 
'II 

iJqi"liL1'lJ~1flu'lJ11"1111~~aa'1~ 82. 9 n1l.l11m ~am lJ'lJ61l.lfl111L1"111~~m1ri~riaa1 'lJ~'\.J fl~ LL 'lJ'lJ 

m~mn'l.l 1~~.:id ... 

Y = 0.270**X1 + 0.145**X2 + 0.353**X3 + 0.175**X4 

1~a~ Xl ~1'51-Sl.l L ual.l m1"1111~~1m~ LLn1 V'JYJ1 

X2 uAmmffi -Hu~m-s 
' 

X3 = fl'S~'IJ1'lJfl11"1.le:J 1-ff'IJ~fl111 'lJl"l~.:ILL 'Sfl 
' 

X4 "" ., 
= 61.:1~1~'1e:Jl.JVl1.:ifl1(1fi1'V'l 

1~ a aV1fi'V'l'1"1.le:J.:!6lia.:1V11.:1 m1"11'11~ L1'lJ ~1 m~ LL611 V'JYJ11~a fl11~ flD qi"1JL1'lJ~ 1fl'O'l.!11"111 ~l1~.m ~a 
m1l.l~.:i'V'la h"lla.:irn iu~m1"1111~~1m~ LLn1 V'JYJ11~a m-s~fl'Li ru"li L1'lJ~1flu'lJ11"111 1'11l.l mau LL 'lJ1fi~ 

'II " 

1~~.:lfi1'V'l~ 5.1 

0.270** 

1"111l.J~.:i'V'la 1'1"1lmrn iu~m1"1111~ 
'II 

~1m~LLn1v-Jvh1~am-s~fl'Liqi~ 

L1'lJ~1fl'O'lJ11"111 

' I c:il V 0 Q.I .c::t,.c:t..c:il V 

**p < 0.01 LL61~.:111lJ'lJ(l6111"1q)V11.:161fll'lVIW~'IJ 0.01 

111'Vi~ 5.1 meiuu u1Rfl1iei.:iV11.:i01-a.U1-a::L~'Uf'i1m:mfll 'WV111flamcai.1nuru;JL~m.J1mn.11fl1-a ... 
viii~fl~el fl1111.W.:iti el Llil'tlel.:J m-tiu'i01-a.U1 «a::f'hn«a::LLfll 'WV111fla01-ai.1'nu ru;J L~'U~·hn 

'II ... 

ti'U1fl1«a 
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5.2 e:iiitl-a1a~~m-a1:5'a 

5.2.1 m1i3i fl~Ttl'il~ tJ611'U'Uflrmi1tJ '11'18fl11l.JoW\l'W8 h'1J8\lm off 'U ~fl1'a"111'rnrh m:m?l 1'V'Jvh1~rn 
• 'U 

m1~flu qi"li b~'UeJ1 flu'U1m1 w'U11 0 off'U~m1"1111~ri1m~ bb?l 1'V'J.Yh1~ tJ m1~fluqi"li b~'UeJ 1flu'U1m1~ 
n b 'Wfd!bb111fll'i1\ln'Uiit.J~l'l8m1l.l-W\l'W8h1 'Um1"1111~ri1m~bb?1l 'V'Jw1~1'U"li8\l'Vl1\lm1~fluqi"liL~'UeJ1fl 

u'U1fl111:iJLb111fll'i1\ln'LI 6'18~1°1~8\ln'U\11'Ui~tJ'1J8\I ?1l.l1'U ?1'VlTI'W\l~bfl~1111 (2553) Pifl~1fl11l.l • 
fl1~V!1\I bb'1~ fl11l.JiI\l'W8 l'il'1J8\1'1fl~11'18 fl111 ~'U~fl11fd!'Utl'U ~fl11'1 fl~1fl11 l 'V'Jw1611'U.fli3.fl1fl bi'.18\1 

\I \I \I \I 

~'VltJ1 ~'lvr1~"11"'4~ ~.nti'qiqi1 ~'LI'Vl1fl'1J1 (2558) Pifl~1~ru.n1wm11~'U~m1'1J8\lfl11l'V'Jw1611'U 

.nl3.n1fl b'1J111eJ1 b.fl8 Li'.l8\18'U'111"1!u1i1 'W'Ul1 b 'Wfd!~ bb1?1fll'l1\ln'UiitJ'11'18m1l.lYI\l'W81'11 'LI m11 off'U~fl11 
'U • 

hlbbl1lfll'i1\ltl'U b"!i'Utl'U 

m off 'U ~ m1"1111~ 1"11fl1~ bb6'1l 'V'Jw11~ tJ fl11~fltJ f11</i b~'UeJ 1flfi'U1 fl11~iim tJ bb\11fl1'11\1 tl'Uii t.J~ 
'U ·a: • 

1'181°111lloW\l'W81'11 'LI m1-811~ri1m~bb?11'V'Jw1~1'U"!i8'1'Vl1\lfl11~m.J qi"8 b~'Ue.l1flu'U11°111 bb1?1fll'i1\ln'U 

8V1'1iiirmhl°i'qi'Vl1\1?1i;)9i~1~~'U 0.05 6'18~1°1~8\ltl'U ?lm'U ~'VlB'W\l~bfl~m (2553) i3ifl~1m1l.l 
l°l1~vr1'1bb'1~m1l.liI\l'W81 '1'1J8\1'1fl~11'18fl111 ~'U~m1fd!'Utl'U~fl11" fl~1fl111 'rJw1611'U.niJ.n1l°l bi'.18\1 

\I \I \I \I 

Q 0 d.11 .::I 

.fll.J.fl11°1 b '1J\Pla1 b.fl8 bl.J8\18'U'111"1lfi1'U 
'U • 

m -ti'U~fl11"1111~ri1m~ bb6'1l 'V'Jw11~tJ fl11~fluru"lib~'UeJ 1flfi'U11°111~i16'1m'U.fl1'W bb\Pl fll'l1\ltl'U 
'U v 

i1tJ'11'18m1l.liI'l'W81'11 'Um11 off 'U~m1"1111~ri1 m~ bb?1l 'V'Jw1~1'U"li8\l'Vl1\lm1~fluqi"liL~'UeJ1flu'U1l°l11 

bb1?1fll'i1\ln'U 8~1'1i1irm11l°i'qi'Vl1\l?ff;)~~1~~'U 0.05 6'18~1°1~8\ltl'U ~.nnqiqi1 ~'U'Vl~fl'1J1 (2558) Pifl~1 
flru.n1w m11 ~'U~fl11'1J8\lm1 l 'V'Jw1611'U.ni3.n1l°l b '11111 eh b.fl 8 bi'.l8\18'U'111"1!u1i1 ~'lvr1 ~8'\J '111"11u1i1 , \I , , 

w'U11 ?1m'U.n1wm1?1l.l1?1~bb1P1fll'i1\ln'Ui1t.J'1l'i8l"l11l.l-W\lw8 hl'l8l"lru.n1wm11 ~'U~fl11'1J8\lm1 l 'V'Jw1 • 
I .Cit, 0 ~ .c:il <V CV .:::I I Q..I I cl Q.I 0 <tJ Q4Cil d 

6'11'U.fJl.J.fl11°lb'1Jl?la1b.flabl.Ja\l~'U~11"1lfi1'U "il\IV!1~~'U~11"1lfi1'U bb\Plfl\111\lfl'U 8tJ1\ll.J'UtJ6'111°lqj'Vl1\16'1tll?l'Vl 

1~~'\J 0.01 

eJl -ti'U~m1"ll11~ri1m~ bb?1l 'V'Jw11~ tJ m1~fluqi"lib~'UeJ1flu'U11°111~i11~~'Um1Pifl~1 
bb1?1fll'i1\ln'UiitJ'11'18m1llVi'lw8h1 'LI m11 -ti'U~m1"1111~ri1m~bb?11 vJw1~1'U"!i8\l'Vl1\lm1~fluqi</i b~'U 

eJ1flli'U11°111 bb1?1fll?i1\ln'U 8~1\l~tl'tJ~1~ty'Vl1\1?1i;)~~1~~'U 0.05 ?la~l°l~a\ln'U li'U~~ L~1vr~L~t1JLL6'1\I 
(2551) i3ifl~1m1~~~'U hb~8fl 1 i"lia\l'Vl1\lm1"1111~ b~'Ul°i1m~ bb?ll vJw1'1J8\lm, m vJw11 m '1J\Pl L'Vlfd!'U1'1 

'U 

'Ul°l1'11tl1\I 'W'Ul1 1~~'\J m1i3ifl~1~bb1P1nl'i1\ln'Uiit.J'1l'iam1~~~'U hb~em 1 -tl'"li8\l'Vl1\lfl11°1l11~ b~'Ul°i1 
m~bb?ll vJw1'1J8\lm, m 'V'Jw11 'Ub'1Jl?lb'Vlfd!'U1'1'Ufl1'11tl1\I 

'U 

m -ti'U~fl11°1l11~ri1m~bb6'1l 'V'Jw11~ tJfl11~ntrru"lib~'UeJ 1 f)fi'U1fl11~i1m"8-w bb\11 nl'l1\I n'Ui1 t.J(;'I 
'U v 

\?lam 1l.l-W\l-wa 1'11 'LI n111i'U~m1"1l11~ri 1 m~ bb?1l 'V'Jw1 ~1'U"li8\l'Vl1\I n11~ntr qi</i b~'UeJ1nu'U11°111 

hhL111nl'l1\ln'U bbl'lhi?la~l°l~a\ln'U u'U~'1 b~1vr~b~qjbb6'1\I (2551) i3in~1m1~~~'Uhb~8n 1 -tl'"li8\l'Vl1\I 

m1"1l11~ b~'Url1f11~ bb6'11 'V'Jw1'1Ja\lm m 'V'Jw11 'Ub'1Jl?lb 'Vlfd!'U1'1'Ul°l1'11tl1\I 'W'Ul1 m"li-w~ bb1Plf1l'i1\ltl'U i1t.J'1 
'U 

l'lam1~~~'LI1'1b~an 1 i"li8\l'Vl1\lfl11"1111~~1m~bb?1l'V'Jw1 bb~~'Urut1'U8l.l nl.lvr1-tltJ (2552) i3in~11°111l.l • v • 

iI'l'W81'1'1J8\1'1 n~1~iil'la1~'U'U'U~ m1m1-r'U61111~ b~'U'1J8\I m1 l 'V'Jw1611'U.nlJ.n1fleJ1 b.fla b Vi'I ~'lvr1 ~ 
'U 'U 

b "8tJ\111tJ 'W'Ul1 "n~1~iim"li-w bb\Pl nl'l1\I n'LiiitJ '11'181°111l.liI'l-w 8 h l'lm~'U'U'U~m1m1-r'U°ll11~ b~'U'1J8\I 
\J f.I tJ I I 

m1l 'V'Jw1611'U.niJ.n1fleJ1 L.nmVi'I ~'lvri'~b "1itJ\111tJ b "!i'Un'U Vi''li'ib ua\l"il1fltl1~"111mVii3in~1iim1l.l 
'U 
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via1nvimCJ1JaCJn11.:i1'Ui~CJ~'U~'U Ll'lCJlJ1~"1!1m 1 'Wm1Pin~1fl~.:idih vfo.:i 148 11CJ zj,:ici-m1 viqj 

lJ 1~ na'Um:ii-w-U111"1!m1/-S;ii?11V1n'1mfl~?f l'li1-:i~aCJa ~ 50 .8 ~.:im'lvh 1 ~i1~m m11~ CJ bb1P1fl~1.:in'U ... . 
0 i'U~m161111~1"11 m~ LL?f 1 v.JYJ111'1 CJ m1V!nuqi:S L~'U~ 1rni'U1A11~i11~~'U 11CJ 1~ LLIPI n~1.:i 

ti''Ui1t.Ja~afl11lJ~.:i-wa 1'11 'U n111 otl'U~n11"1111~1"11n1~ LL?f1 v.JYJ1c.i1'U-da.:iV11.:i n11V!nu qi:S L~'U~1 fl 

5'U1fl11 hlLL1P1n~1.:in'U ?1al'lfl~a.:in'U 'W''WVi-w~ t.Jam (2554) Pin~1m1lJ~.:i-wah"1Ja.:imi'U~m1~i1 
'U 

~an111 ~'U~n11"1Ja.:im11 v.JYJ1ci1'U.nil.n1fleJ1L.na"1!1&im~m1 ~.:ivi11'1Vj~ru fan ?fm'U ?f'V15VN,_; 
'U • • 

Lfl~IPl1 (2553) Pi fl~1fl113Jfl11'1Vl1.:i bb'1~fl11lJ~.:i-wa 1 '1"1Ja-:ianf11~am11 ~'U~fl11Pl'U~'U~fl11a nf11m1 
'U 'U 'U 

1v.JYJ1ci1'UiJil.fl1flbija.:i~'VICJ1 ..ij,:ivi11'1"11'1~~ ~.nnqiqi1 ..ij'U'Vl~fl"ll1 (2558) Pin~11"Jru.n1-wm11 ~'U~n11 

"IJ8.:Jfl111 v.JYJ1ci1'U.flil.fl1fl b "IJIPleJ1 b.flmija.:ia'U'111"1!51-U ..ij,:ivi11'la'U'111"1151-U 'W'U11 m otl'U~fl11~i1 
\I , , \I 

1~~'U11CJ 1~LL1P1n!Ji1.:in'Ui1t.Ja!Jiafl11lJ~.:i-wa 1'11 'Um11 off'U~n11 hlLL1P1n!Ji1.:in'U 

m i'U~m1"1111~Fi1 m~ LL?f 1 v.JYJ111'1CJ m1V!nu ru:S L~'U~1nli'U1fl11~i11~~'U1°111 v.JYJ1 L~~ CJ!Jia 
'U v 

L~a'UbLIPlfl~1.:in'Ui1t.Ja~afl11lJ~-:1-wa 1 '11 'Um11 otl'U~m161111~1"11m~ LL?f1 v.JYJ1c.i1'U-da.:iV11-:im1V!nuqi:S 

L~'U~1nli'U1A11 LL1P1n~1.:in'U ?1al'lfl~a.:in'U ~.nnqiqi1 ..ij'U'Vl~n"IJ1 (2558) Pin~1'°lru.n1-wm11 ~'U~n11 

"IJ8.:Jfl111 v.JVJ1611'U.flil.fl1fl b "IJIPleJ1b.flmija.:ia'U'111"1!51-U ..ij,:ivi11'la'U'111"1151-U 'W'U11 m otl'U~fl11~i1 
\I • , \I 

1~~'U1°111 v.Jw1L~~ CJ~ab~a'UbblPlfl~1.:in'Ui1t.Ja~am1lJ~.:i-wa h 1 'Un111 otl'U~n11 Lb1P1fl~1.:in'U a~1-:ii1 
i!CJri1~qiV11-:1?1~&ivh~~'U o.o 1 

5.2.2 n11Pin~1 b lJ~CJrn Vi CJ'U-da.:iV11.:in116111w b~'U1°11m~LL?11 v.Jw1 Ll'lCJfl11V!nuqi:iiL~'U~1 n 

5'U1fl11 ~i1m1lJi.1lJ~'U6n'Um1lJ~.:i-wa h"lla.:i0 iu ~m1"1111~1"11 m~LL?f1 v.JVJ111'1CJ m1V!nuqi:iiL~'U 
~1flli'U1fl11 -W'U11 1°11li11l-l L-UCJl-lfl11"111wFi1m~ Lb?! 1 v.Jw1 i1fl11lJi.1'lJ~'U5 b :a.:i'U1 m~~'Ul-l1fl n'U fl11l-l 

~.:ivrnh"1Ja.:imi'U~m1 a~1.:ii1-Um:h~ruV11.:i?1~&1~1~~'U 0.01 ?1at'lfl6"a.:in'U ~~-S'IPltl "'~vi-Ua (2556) 
'U v • 

Pin~1fl11lJ~.:i-w ah 1 'U n111otl'U~m11t:11 v.JVJ Tu Vi rn?f -W'U11 ci1'UU1~ ?flJ'V11.:J m11P1a 1l'l~1'U11fl1 i1 

A11lJi.1lJ~'U6n'Um1lJ~.:i-wa h"ll a.:i ml'lCJ ?111a ~ 1.:ii1'W'CJri1~ ru'Vl1.:i"'~ &1~1~~'U o. o5 LLGl~ ~.:i61al'JF16"a.:i 
'U v 

ti''U 'U'J'VIB 1-:i,.;lJ ru6Vl1 (2554) Pi n~1\J'1..ij CJ ci1'UU1~?flJ'V11.:J n111P1a1l'l~i1~afl11lJ~-:1-wa h"lla.:i 

m otl'U~fl11?11CJm1ti'U.fl1CJ 1 'WlJ1~L'VIP1"1Ja-:1 'U~,;''VI m1ti'U 1 'VICJ '11nt'l (lJV11"1l'U) 1 m "lllPlm.:i b 'Vl-WlJV11'Ufl1 
'U • 

-wtJ11 'Li'l..ij CJ'11'UlJ1~61lJ'Vl1.:im11P1a1l'l~1'U11A1 i1A11lJ"'l-l'W''U6n'Ufl11lJ~.:i-wa 1'l"lla.:i0 iu~m1611CJ 

m1ti'U.n1CJ 1 'UU1~ b 'VIPl"IJa.:i u~,;''VI m1ti'U 1 'VI CJ '11 tll'l (lJV11"1l'U) a~ L 'U1~~u~.:ilJ1fla~1-:ii1i!CJri1~qi 
QQ..J Cl.I 

'V11.:J?ffl1Pl'Vl1~1'1'U 0.05 

'11nm1Pin~1-w'U11 ?f m'Um 'Um1&il'J~a"1Ja 1 -ti'U~m11'Ufl~.:iLL1n i1A11lJ"'lJ'W''U6L :a-:i'U1n 

1~~ulJ1nnuA11lJ~-:i-wa h"lla.:im i'U~n11 a ~1.:ii1-Umh~ruV11.:i?1~&1~1~~'U o. o 1 ?fal'lfl~a.:inu 
'U v 

~~-S'IPltl "'~vi-ua (2556) Pin~1m1lJ~.:i-wah1'Um11i'U~m11t:11 v.Jw1uViLa?1 -w'U11 611'Uu1~'1lJV11.:i • 
n111P1a11'1~ 1'U-da.:iV11.:i..ij l'l '11vi-U 1 CJ i1A11lJ i.1lJ'W''U 5n'U fl11lJ~.:i-wa 1 '1"1Ja.:ieJ[ l'l CJ ?111a~1.:ii1ifo ri1~qi~ 
1~~'U o.o5 Lba~?lal'Jfl~mnu 'U'J'VIB 1-:1,.;lJru6Vl1 (2554) Pin~1u'1..ijCJci1'Uu1~"'lJ'Vl1.:im11P1a11'l~i1~a 
m1lJ~.:i-wa h"lla.:im iu~m1?11CJm1ti'U.n1CJ1 'U\J1~L'VIP1"1Ja.:i 'U~,;-'VI m1ti'U 1 'VICJ '11nl'l (lJV11"1l'U) 1 'W 

'U 

b "lllPlm.:iL 'Vl-WlJV11'Ufl1 -wtJ11 u'l..ij CJ611'UlJ1~?1lJ'Vl1-:1 m11P1a11'1~1'U-dmV11.:i..ij l'l'11vi-U1 CJ i1A11l-li.1'lJ'W''U6 • 
n'Lim1l-l~.:i-wa h"1Ja.:imi'U~fl11?11CJm1ti'Ut11CJ 1 'U\Ji~b 'VIP1"1Ja.:i u~,;''VI n11ti'U 1 'VICJ '11nt'l (lJV11"1!'U) 

'U 

a CJ '1 'U1~~u?1.:ilJ1na~1-:ii1i!CJri1~n ''Vl1.:i61~&1~1~~'U o.o5 
'U 'U ·~ 
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'11flm1Pim~nvru11 m1i.h~'111'1l.l'W''U6 i1m1l.J61'l.l'W''U6b'8\lu1m~~umflnUl"111l.JVi\I 

V'lah"1la'lrniu~m1 atl1'1i1tl'm11~ruvi1\1'1~~~1~~u 0.01 '1a~l"l~mnu 131~-riwu '1~Vl'W~ (2556) 
'II ., • 

Pifl~11"111l.JVi\IV'lah 1 'Um11iu~m11'11 vJvhuvha'1 V'lu11 ~1'U'lh~'1l.JV11\lm1~~1~~1'Um1 

'lh~'111'1l.l'W''U6 i11"111l.J61l.J'W''Ut5num1l.JVi'IV'la1'1"1leJ\10~ti'111atl1\li1tl'ti611~111~1~~u o.o5 Lb~~ 
'1B~l"!Gla\lnu 'U~VIB 1\l,;l.Jru'11 (2554) Pifl~TU1ii-.ilti~1'Utl1~'1l.JV11\lfl11~~1~~i1\9lam1llVi\IV'leJb'1 
"1JeJ\l«lotlU~fl11'11tJfl11ti'Ufl1tJb'UU1~bVll"l"1JeJ\I U~~VI fl11ti'U1Vlti "iJ1n~ (l.JV!1'1l'U) b'Ub"1J~ 

'II 

fl1'1LVIV'll.J'Vl1'Ul"11 V'lu11 U'1-.ilti~1'Utl1~'1l.JV11\lm1~m~~1'Um1t11~'111'1ll'W''U6 i1m1l.J'1ll'W''Ut5nu 

1"111l.JVi\IV'leJb'1"1JeJ\lrnotlU~fl116'11tJfl11ti'Ufl1tJb'UU1~bVll"l"1JeJ\I U~~VI fl11ti'U1Vlti "il1n~ (l.JV!1'1l'U) atJ 
'II 'II 

b'U1~~U6'1\ll.J1flatl1\li1tl'ti611~ruvi1\16'1~~~1~~u 0.05 
'II ., 

'11flfl11Pifl~1V'IU11 Ul"1~1m~1 ~U~fl11 i1m1l.J61l.J~'Uth'8\IU1n1~~Ul.J1flflUl"111l.J • 
Vi'IV'la1'1"1la'lrniu~m1 atl1\liltl'tii.'11~rnvi1\16'1~~~1~~u 0.01 '1a~l"l~a\lnu 131~-r~-u '1~Vl-u~ (2556) 

'II ·~ • 

Pifl~1m1l.JVi'IV'la h 1 'Um11 iu~m11'11 vJvhtjVi La'1 V'lu11 ~1'Utl1~6'1l.JV11\lm1~~1~~1'Uu1"1~1m~ • 
1~u~fl11 i11"111l.J61l.J~'U 5nu1"111l.J Vi\IV'I ah "1J a \Im~ tJ 6'111eJ tl 1\Ii1tl'tJ611~ru~1 ~~u 0. 0 5 

'II ., 

bbt9ihJ61a~l"!Gi'a\lnu 'U~viB 1\l,;l.Jru'11 (2554) Pifl~1Ulil'<ilti~1'Utl1~61l.JV11\lfl11~m~~il\9la1"111l.JVi\I 
V'IBh"1la\IITTotlu~m1'11tim1ti'Ufl1tib'Utl1~bVll"l"1leJ\I u~~VI m1ti'U1Vlti "il1n~ (l.JV!1'1l'U) b'Ub"1l~ 

'II 

m\ILVIV'll.JV11'Um V'lu11 'Li'1'<ilti~1'Utl1~'1l.JV11\lm1~~1~~1'Uu1"1~1m 1lJi11"111l.J'1ll~'Ut5nufl11l.JVi\I • • 
V'lah"11a'l«liu~m1'11tim1ti'Ufl1ti1'Utl1~LV11"1"1la\I u~~vi m1ti'U1viti "il1n~ (l.JV11'1l'U) ~\Id 

'II 

b~eJ\1'11flflzjl.J~1atl1\l~Pifl~1 ~'Uvtl'Um1Pifl~1 b~eJ\l~Pifl~1 bb~~EJ''lilU'1-.ilti~'U1 Bfll.J1fl~bb~fl~1\I 
n'U v'h 1 ~~~ m11-.il tim~ bb~ fl\911\ln'U 

'11fl m1Pifl~1V'lu11 m~U1'Ufl11"1leJ 1 iu~m11 'Ul"l~\I Lb 1fl ilm1l.J?fl.l'W''U6b '8\lu1m~~u 
l.J1flnum1l.JVi\IV'leJb'1"1leJ\IITTiu~m1 atl1\liltl'ti611~ruV11\161'1~~1~~u 0.01 6'1eJ~l"IGi'a'lnu ~~-r~tl 'II ., 

'1~Vl-u~ (2556) Pifl~11"111l.JVi\IV'la h 1 'Um11 iu~m11'11 vJvhuViLa'1 V'lu11 ~1'Utl1~'1l.JV11\ln11~~1~ • 
~1'Um~u1'Um11~u~fl11 ilm1l.J?ll.J'W''U6num1l.JVi\IV'la1'1"1la\lmviti'111atl1\liltl'tii.'11~ru~1~~u 'II ., 

0.05 bb~~61a~l"!Gi'a\lnu 'U~VJB 1\l,;l.Jrusn1 (2554) Pin~1U1ii'<ilti~1'Utl1~61l.JV11\lfl11~m~~ilt9ia1"111l.J 
Vi'IV'la h"1la'IITTiu1fl116'11tim1ti'Un1ti1 'Utl1~L VJl"l"1la\I u1~vi m1iJ'U 1 'Vlti "ii1nvi (l.J'Vl1"1f'W) 1 m"U~ 

'II 

fl1'1L VJV'll.J'Vl1'Ul"11 V'lu11 U'1'<ilti~1'Utl1~'1l.J'Vl1\lm1~~1~~1'Um~u1'Um11 ~u~m1 ilm1l.J6"l.l'W''U5 

num1l.JVi\IV'leJ h"1Ja\lrniu~fl116'11tJfl11iJ'Ufl1tJ 1 'Wtl1~b'Vll"l"1Jel\I u~~'Vl fl11iJ'U 1 'Vlti "ii1n~ (l.JV!1"1f'U) 
'II 

a~ L 'U1~~u~\ll.J1flatl1\liltl'ti611~t11'Vl1\1'1'1~~1~~u o. 05 

'11flfl11Pifl~1V'lu11 ~\I Lb 1~~eJl.JV11\lfl1tJfl1V'l b 'Ufl11~~\9la"1Ja 1 iu~fl11b 'Ul"l~\I Lb 1fl il 

1"111l.J?fl.JoW'Ui5b '8\IU1 n1~~Ul.J1 fl nu fn1l.Jfi\IV'leJ 1 '1"1leJ\I rn iu~ fl11 el tJ1\liJUtii.'11~ru'Vl1\161'1~~1~~U 
'II ., 

0.01 '1a~1"1Gi'a\lnu ~~-r~-u '1~Vl-u~ (2556) Pifl~1m1l.JVi'IV'lah1'Ufl111iu~m11'11vJvhuViLa'1 • 
V'lu11 ~1'Utl1~'1l.J'Vl1\I n11~m~~1'U~\I LL 1~~al.Jvi1\lm tifl1V'I ilm1l.J?ll.J~'Wcrnum1l.JVi\IV'la 1 '1"1la\I 

0viti6111atl1'liltl'ti611~111~1~~u 0.05 bb~~'1a~l"!~a\lnu 'W~viB 1\l,;l.Jru'11 (2554) Pifl~1U1ii-.ilti~1'U 
t11~6'1l.JV11\lm1~m~~ilt9ia1"111l.JVi'IV'la 1 '1"1lmrn iu~m16'11tim1iJ'Un1ti 1 'Utl1~b VJl"l"1Ja\I u~~'Vl m1 

'II 

ti'U1 'Viti "ii1n~ (l.J'Vl1'1l'U) 1 m"1l~m\IL'VIV'll.JV11'U1"11 V'lu11 'Li'1'<ilti~1'Utl1~'1l.JV11\lm1~m~~1'U~fl~ru~ • 
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'Vl1-:i m c.1.rn-w :Wm 1:u'1:u~'Wfinum1:u-W-:i-w a 1 '1"1J a-:irn iu ~m1n1EJfl11Dw11EJ1 'W'lh::: L 'Vl P1"1Ja-:i u~,;'Vl 
'lJ 

m1u'W1 'VlEJ '11ti'~ (:uvmi'W) aEJ1 'U1:::~un-:i:u1fla~1-:i:i1-UEJ&11~ru'Vl1-:ini1~~1:::~u 0.05 
'lJ 'lJ "' 

5.2.3 fl11Pifl~1a'Vl6-wa"1Ja-:1"1ia-:i'Vl1-:i fl11"1i'11::: L~'Wl°i1 m::: LLn1V'lvh1~EJ fl11-H'fl'l.Jqi:aL~'W~1 fl 

G'W1fl11 ~61-:it:-Jal?iam1:u-W-:i-wa 1'1"1Ja-:irn iu~fl11"1i'11::: L~'Wl°i1m::: LLn1 V'lvh fl111 vJVJ1611'UniJn1fl 
'lJ 'lJ 

e)1 L.fl a a'Vl:u-w1-WG1EJ -wu11 fi1511:u L iiEJ:u fl11"1i'11::: 1°11 m::: LLn1 V'JVJ1 :i1 t:-Ja ~ afl11:u-W-:ivrn h"lla-:i •• 
qt iu~m1"1i'11:::L~'Ul°i1 m:::LLn1V'JVJ1 fa EJ m1-H'flli' qi~ L~'W~ 1 fl5'W1fl11 a ~1-:ii1-UEJ'11 ~ty'Vl1-:ini1~~1:::~u 
o. o 1 na~fl'1 a-:i nu ~'W~ 1-w1 u'Vln-:i L 'Ll'W (25 53) Pifl~1U"il ~EJ~i1a'Vl5-wa ~a fl11:u-W-:i-wa h"lla-:i 

'lJ 

rn iu~m1G'U1fl11a b~fl'Vl1a'Ll fln1 m "lJ(;l ~-:i'Vli' ~'W fl111"ll~:u1 -wu11 U"il~ EJ~1'U11fl1-Ua~:i1a'Vl6-wal?i a 
'lJ 

m1:u~-:ivrnh"lla-:irniu~fl11G'W1fl11 a~1 'W1:::~u111fl 1~LLn tlwm'J~l°i11-H~1EJ1 'Ufl11L~'W'Vl1-:i 
'lJ 'lJ 

1a-:ia-:i:u1 1~ LLn ai;i11fi1511:u L iiEJ:u~fl L~m tl~EJ'U b ViEJu ti'umTVl151m1:u ~1'W'VltJ1 bfl1i.hi;ia1 1 ~fl11:u 
'lJ • 

f1:ul°i1 Lna LViEJu ti'uam11°11u~fl11LLa::: L 1a1~~a-:1L~EJ 1 ti LLa:::fi1511:uL iiEJ:u11EJtl:i1m1:uL V1:u1:::n:u • 
m:u'11~u na~fl'1a-:iti'u ~~~-w1 L~a-:ifla (2558) Plfl~1611'Utl1:::n:u'Vl1-:im1i;ia1~Lba:::flrum-w 1 'Um1 • 
1~u~m1~:i1a'Vl6-wal'iafl11:u~-:i-wa1'1"1la-:iaflf11 i YJi;iL'Wn 16111611~ m-:iL'Vl'W:U'Vl1'Wfl1 -wu11 U"il~EJ~1'W 

'lJ • 

11fl1 :i1a'Vl6-wal'iafl11:u~-:i-wah"1Ja-:iaflf11 i YJi;iL'Wn 16111611~ m-:1L'Vl'W:UV11'Wm 1~EJaflfl1Ltl~EJrnViEJu 
'lJ • 'lJ 

ai;i 11 l°i1n:u168 fl~fl fl f111~ ~ 1EJ1 ti b 'Vl:U1 :::n:u tl'U fl fil.fl 1'W~fl fl f111~-ru bbfl ::::W fl11 b tl~EJ'U b Vi EJ'U a {;111 
'lJ • 'lJ 

l°i1u~m1m1L ll'Wn:u168flYJi;i L 'U{;l~~'W 1 ~:i1~run1-w1:::~u L~EJ1 n'U 

'11flm1fiifl~1-wu11 nm'Wm 'Wfl11~~1?ia"1Ja 1 iu~m11'Wfl~-:iLL1fl 1l.i:i1t:-Jal?iafl11:u~-:i-wa h 

"1Ja-:irn iu~fl11"1i'11:::L~'Wl°i1m:::LLn1 V'JVJ11~EJ fl11-H'fl'l.Jru~L~'W~1fl5'W1m1 na~fl'1a-:inu ru~fl1'W~ 
'lJ "' ... 

w'W 5n1 n ~ (255 7) Pi fl~1U"il ~ EJ ~1'Wtl1:::n:u'Vl1-:im1i;i a1 ~~i1a'Vl5-wal?i am1:u~-:i-w a h"ll a-:ia fl fl 1~1'W 
'lJ 

m Lb V'lt 'WL "1J"168~a:u m-:i b 'Vl'W:U'Vl1'Wfl1 -wu11 ~1'Utl1:::n:u'Vl1-:im1"1a1~~1'U-da-:i'Vl1-:im1~~'11V1i11 EJ 1l.l • 
:i1t:-Ja~afl11:u~-:i-wa 1'1"1Ja-:iaflf11~1'Ufl1LLV'l1 m "1J"168~a:u m-:iL 'Vl'W:U'Vl1'Wm LLl'i1l.lna~fl'1a-:iti'u ~'U~1-w1 

'lJ • 

u'Vln-:i L 'Ll'W (2553) Pifl~1il'1~ EJ~:i1a'Vl5-wal?i afl11:u~-:i-wa 1'1"1la-:irn iu~m1G'U1fl11a L~fl'Vl1ati fl ITT 'W 
'lJ 'lJ 

L "1J"1 ~-:i'Vli'~'Wfl111"11~111 -wu11 U"il ~ EJ~1'U-da-:i'Vl1-:im1~ ~~1V1i11 EJ :i1a'Vl5-wal?i afl11:u~-:i-wa h"lla-:i 

m iu~fl115'W1fl11B b~ fl'Vl1a'Ll fl611~ EJi a~:i1a'Vl5vrn l?i afl11:u~ -:i-w a 1 "il"lla-:i m iu~fl115'W 1fl11 
'lJ 'lJ 

a L~ flV11ati fl'1aEJ 1 'W1:::\1lu111 fl 1~ LLn 5'W1 fl11a L~ fl'Vl'rnti fl ~G111111~"1i'11:::~1u~ m1 l~vm1 EJtl1~ b.fl'VI 
'lJ 

V1a1EJ1tlbb uu 1a-:ia-:im 1~LLn G'W1fl11aL~ fl'Vl1a'Ll fl'1i1'1~ 1 ~u~m1~1'U1'U:u1mLa~ b ~EJ-:1-wanufl11:u 
'lJ • 

~ a-:i fl 11 G'W 1fl11a L~ fl'VI 1atifl61 ~ -:i a ~1'Wvl1 La~ n::: ~1 fl LL a::: n1:u 11~V111~~1 EJ Lba ~ G'W 1 fl11 
'lJ 

a L~fl'Vl1a'Ll fl'1n1:u11~v1111 EJ fl111~'Vl fl~ (u~fl11V11-:iami;ia1L il"1) m:u'11~u ~-:idn1rni;i~t:-Ja • • 
m1Pifl~1~1~LL{;lfl\?11-:in'W L tia-:1'11flflci:u~1a~1-:i~fiifl~1 ~'Wm 'Wfl11Pifl~1 L~a-:i~Pifl~1 Lba:::c'J-:i:W • 
u"il~EJ~'U 1 aflmfl~bb{;lfl\?11-:in'U v111 ~t:-Jam1Pifl~1m~bb{;lfl~1-:in'U 

'11 flm1Pifl~1-wu11 m1tl1:::"111'1:u~'W51l.i:i1t:-J a ~a fl11:U~-:i-wa h"lla-:i«l iu ~m1"1i'11~ b~'W 
'lJ 

l°i1m:mn1V'lVJ11~EJfl11-H'flli'ru:ab~'U~1fl5'W1fl11 na~fl'1a-:iti'u ru~fl1'W~ ~'Ufini'n~ (2557) Pifl~1 "' ... 
U"il~EJ~1'Wtl1:::n:u'Vl1-:ifl11i;ia1~~i1a'Vl6-wal?iafl11:u~-:i-wa1'1"1Ja-:iaflf11~1'Wfl1~V'l1'WL"1Ji;i68~a:u 

'lJ 

fl~ -:i L 'Vl'W:U'Vl1'W fl1 -wu11 u "ii~ EJ ~1'W tl1::: n:u'Vl1-:im1i;ia1~~1'U mi~ -:i Ln~:u m 1i;im ~ 1l.li1a'Vl5-wa ~a 

fl11:u'W'-:ivrn h"lla-:i~u~fofl fl1bb V'lt m "1Ji;i:ii~a:u m-:ib 'Vl'W:U'Vl1'Wfl1 LLl'ihlna~fl'1a-:iti'u ~'U~1-w1 u'Vln-:i 
'lJ • 'lJ 

L 'Ll'W (2553) Pi fl~1il'1 ~ EJ~:i1a'Vl5-wa l?i afl11:u~-:i-wa h"lla-:im iu ~m1G'W1fl11a L~ flV11a-U fln1 m "lJ(;l 
'lJ 
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'<il'-:i'Vl1~'Wl°l11161l~:IJ1 -w'U11 ih1'<il'v~1'Wm1~-:ib?1~:1Jm1~fl1~ iia'Vl5-wfl~8m1:1J-W-:i-w8h"11mmi'U~m1 
'U 

u'W1l°l11aL~n'Vl18ij n~ 1~ vi8~iiaV16-wfl~8m1:1J-W-:i-w81"il"118-:im i'U~m18~1 'W1~~'Umn 1~ Lbn 
'U 'U 

5'W11°111Bb~ n'Vl18\jn~?11:1J11tivhq1m1:1J 1~'Vlmn'Vlfl1V L"li'W 'll11~1°11~'WA'1 b~:IJ b~'W'Vl1'11 'Vl1!3i'-w'\A' 

18'lfl-:J:1J11~LLn u'W11°111aL~nV118\jn~iim1·1.h~61l161':1J~'W6'Vl1-:ii'Vlv 1 V11Vl'l3ltl LL~'W~'U 1'U1-a'1i Lbfl~ 
' 

Vltl''1~8~:1J~ 5'W11°111B b~ f)'VJ'j8ij n?l1~~n'\.J1~61l161':1J~'W5 bbfl~ b 'B'1j61l1'W1 m i'U~m11~ VV'!tl' f)-:J1'W 

t18vl°l#-:i Lbfl~5'W11°111a b~ n'Vl18\jn?11~iim1'<il'~ 1 u11:1Jim ~8~-:JL?l~lJLLfl~~-:i~~ 1 ~flnA'1:1J11 i'll~m1 
'U 'U 

L"li'W m·rnti:1J'\.J1~n'W ~1:1J~1~'U ~-:id?11LV1~~t:-Jflm1Pimn~1~LL~n~1-:in'W L ~m'11nn'1:1J~18~1-:i~ 
' ' 

Pimn ~'Wvh'Wm1Pin~1 L~8-:i~Pin~1 Lbfl~Ei'-:iiiu"il'<il'V~'WI €lnmn~LL~n~1-:in'W v111~t:-Jflm1Pin~1~ 
1~bb~n~1-:in'W 

"il 1 n n11Pl f)~1V'l'U11 'U l°lfl1 mvh ~'U~ f)1'j ii [:.Jfl ~ 81°111lJoW'IV'I 8 h"118'1 m i'U ~m1'1111~ b~'W 
' 'U 

1°11m~ LL?11v.Jih 1~v m1~nu '1l:S L~'W~1nu'W11°111 8 ~1-:iiitl'm11~'1J'Vl1-:i?1~~~1~~'U o. o 1 ?18~1°1~ 8-:Jn'U 

~'Wm-w 1 'U'Vl?l-:i L ij'W (255 3) Pi n~1u lil'<il' v~i:la'Vl5V'I fl~ 81°111:1J-W-:if'l8 h"118-:im i'll~ m1u'W1m1 
'U 'U 

ab~ n'Vl18\jn?11 m "11~ '<il'-:iV11'~'Wl°l11161l~m V'l'U11 u"il'<il' v~1'W'Ul°lmm iia'Vl°6V'lfl~8l°l11:1J-W-:if'l8 h"118'1 
' m i'U~n115'W11°111B b~ n'Vl18ijm1 1~vi8~iia'Vl5V'lfl~81°111:1JoW'IV'18 h"ll8'1m i'U~n118V b 'W1~~'Umn 

'U 'U 'U 

1~ bbrl -wtl' n-:i1'Wiil°l11:1J~m1:1J?11m1ti 1 'Wm1bb 'W~i.11m11i'U~n115'W1m1a b~ n'Vl18\jn~ 1tl'lfl'l:IJ1 
'U 

1~LLn V'ltl'n-:i1'W?11:1J11mLni1'1JV111~8~1-:i11~L ~1 Lbfl~ 1 ~l°11LL 'W~i.11~L i1 h~1v Ldmn~U'1J'Vl11'Wm11 i 
'U~n11 L"li'W m11 ~'U~n11"il1n Call Center bbfl~V'ltl'n-:i1'Wiim1Lb'W~i.111~~~~'Wh1i'U~n115'W11°111 

aL~n'Vl18ijn611~V111-:im1vhu1m1:1J~1'WL1°11tlL~8i Lbfl~?l8~1°1~8-:in'U ru:on1'W~ ~'W5?11'?1~ (2557) 
' "' 

Pi n~1u "il '<il' v ~1'W'Li 1~ ?1:1J'VI 1-:i m 1~fl1~ ~ii a'Vl5-Wfl ~ 8 l°l11:1J-W-:if'I 8 h"ll 8-:Jfl n ~ 1~1'W m LL vJ1 m "1l ~-a ~fl:IJ 
'U 

m-:i L 'VIV'l:1JV11'Wm V'l'U11 ulil'<il' v~1'W'Ul°lfl1miia'Vl6V'lfl L 'tl-:i'U1 n~8m1:1J-W-:i-w8 h"llmfln~1 L ~8-:i"il1 n 
' ' 'U 

-wtl'm1'Wii'Ul°l~n.fl1V'lt11L~8~8 L"li'W 1'\.J~1-:iV1i'.f1~1~ iim1:1J?1.fl1-we:i8'Wi'.f8:1J ii:1J'W~tl61:1J~'W5~~ ?1~1-:i 
" " " .. 

m1:1J~~nLtl'Wnm8-:in'Ufln~1 iil°l11:1Jzj861'~tl"il~-:i1"il?11:1J11ti~8'U?l'W8'l~8m1:1J~8-:im1"118-:ifln~11~ 
'U 'U 'U 

"il1nm1Pin~1V'l'U11 m~'U1'Wn11"1181 i'll~m11 'Wl°l~'I LL 1n iit:-Jfl~8m1:1J-W-:i-w8 h"118'1 

cJl i'U~m1'll11~ b~'Wl°i1m~ LL?f 1V'J~11~vm1~nu '1!:S L~'W~1 nu'W1m1 8 ~1-:iiitl'm11~ '1J'Vl1'1?1~~~1~~'U 
0.01 ?18~1°1~8-:inu ~'Wm-w1 U'Vl'1'1LU'W (2553) Pin~1u'1..ijv~iiB'Vl5-wi;i~8ri11:1J~·rn8h"11eN 

'U 

m iu~m1u'W11°111ab~ n'Vl18un'11 m '1!~ '<il'-:iV11'~'Wl°l11161l~:1J1 V'lu11 i1'1..ijv~1'Wm~'U1'Wm1i1B'Vl5-wfl 
'U 

~ 8m1:1J-W-:if'I 81 '1'118-:i m iu ~m1u'W1 l°l11a L~ n'Vl18u n ~ 1~ v.LJ'8~iia'Vl°6V'lfl ~ 8l°l11:1J~-:if'l81 '1'118-:i 
'U 

m iu~m18v 1'W1~~'Um n 1~ Lbn u'W11°111a L~ nV118ij n61iim~u1'W m1v11-:i1'W~tin~8-:i Lb fl~ LLl-i'WeJ'1 ii 
'U 'U 'U 

m~u1'Um1~11~ b ~11'Wm11 ~u~m1 18'1fl'l:IJ1fl8 u'W 1l°l11a b~ n'Vl1ffU n61iif11 Lb 'W~i.11~-a'~ b '1'Wb oLJ1 h 

~1V 1'W1~V111-:im11 iu~m1 Ld8iiU'1J'Vl11'Wm11 iu~m1V11-:i1~'U'UG11:1J11t1Lbm '1!U'1J'Vl11~Vl''Wnm 
"il1nm1Pin~1V'l'U11 ~'ILL 1~~8:1JV11-:imv.fl1V'l 1'Wm1~~~8'1!81 i'U~m1 L 'Wl°l~'lbb w iit:-Jfl~8 

1°111lJoW'IV'18 h'll8'10 i'U~f111"1111~b~'Wl°i1 m~ bb'11 vJ~11~ Vf111~ nu '1j:S b~'W~ 1 f15'W11°111 8 ~1-:Jii 

tl'v'11~'1J'Vl1-:i'1~~~1~~u 0.01 '18~1°1~8-:in'U ~'W~1-w1 U'V1'1'1LU'W (2553) Pin~1u"il..ijv~iiaV15-wfl~8 
'U 

l°l11lJoW'l'W8 h'1!8'10 iu~m15'W11°111B L~n'Vl18u n'11 m '1!~ ..ij-:i'Vl1~'Wl°l11161l~m V'lu11 ulil'<il' v~1'W 
~ n~ru~V11-:im V.fl1-wiiaV1°6V'lfl~ 8l°l11:1J-W-:i-w81 "il'll8-:im iu~m1u'W1l°l11B L~ n'Vl18u n ~ fa v.LJ'8~ii 

'U 

a'Vl°6V'lfl~8m1:1J-W-:if'l8 h'll8-:im iu~m18~1'W1~ ~'Um n hforl u'W 11°111aL~ nV118'W n61ii m1 ~'WEJ'W 
'U 'U 
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Vl~\1~1flfl11v11u·rn11:u b"li'U 1uu'UVim1t.1m1 b~eJ'U~1'U SMS 1mi;:t\l:u11~bbrl e:i1ri11 am'U~ 
' 

'\J~b 'HU~~~~\15'U1fl11B b~ fl'Vl1eJ'W fl~ ij bb'1\1'111\I~ b Ylt.1\l'Vrn 1 a~e:itl mw bb(;'l~ bfl~eJ\liieJ L 'U fl11 
' ' 

1~u~m1ij11ru.n1'V'lbbi;:t~m1:uVl'Um1't.1 ~bbi;:t~.n1'V'l~1i~flbb~\111:u~\lm1:ua~m~u~b1ru~~~~\lbbi;:t~ 
u'U1ri11ab~fl'Vl1e:i'Wfl~"li1t.1~\l~~ri11:ua'U h 1 ~b i1:u11 iu~m1 

'U 

5.3 ,j'tJL~1JilLL1J~n111~a 

5.3.1 .ijm~'Umt'U~L'Um1tl1~~mfj1ij'EJhfl.;J 

~1flm1Pi mn"lie:i\IV11\1"1111~ b~'U~11vJvh1~ t.1 fl11~flu qi"B b~'UcJ1flu'U1ri116'i\I ~rn ~e:iri11:uVi\I 

'V'leJ 1 ~"1le:i\lm .Vu~ m1"1111~~1 m~ bba1 vJvh ~1'W"lie:i\IV11\lm1~fluru"B b~'UcJ1flu'U1ri11 mi 1 vJvh?i1'U 
'U "' 

.ni1.n1rie11b.neJeJ'Vl:U'V'l1Vi'1t.1 ~\IV1i'~111~a~bfl'l.1 m~t.iijima'Umb 'U~ 1'Wm1tl1e.m1~ti1 tJ1 i ~\l.Q 
\I q. \I 

fl 111 vJvh ?i1'U.ni1.n 1ri ri11-rfl'l.11m~u1'Ufl11"11e:i1iu~fl111'Uri~\Ibb1 fl 1~ t.1 fl11"11 e:i 
'U 

bb'IJ'IJ'VJe:i{:u"1111~~11 vJvh~fl~1'UDru"1ib~'UcJ1fl5'U1fl11L ~ijV!i;:t1flV!(;'l1tJ"lie:J\l'Vl1\I b °1i'U B'Ub~e:J{b .u~ 
"' 

~111 fl\11'Um11 vJvh., bbi;:t~u'U1ri11 mime:iflie:i:ui;:t 1 mb uuvJe:i1:u61le:i 1 -tlu~fl11"1111~~11 vJVJ1~fl~1'U 
'U 

uqi"Bb~'UcJ1fl5'U1fl11~e:J\11l.liu61i'e:i'U 1l.lri11ij be:Jfl'111tl1~fleJ'\Jfl11"1Je:J 1 iu~m1"1111~~11 'VJV11~fl~1'U 

uqi"B b~'UcJ 1flu'U1ri11ij be:i fla11:u1mfi'U1 tJ ri111 i b Vi t.1\1~1b'U1u~1tl1~61l161l'U bbi;:t~~1b'W1a~~,r qi"B b~'U 

cJ1 flu'U1ri11V1i.J1bb1fl b vhtY'U bb'1~m1bb4\lt·rn~e:iu-ru fl11"11e:i 1 iu~fl11"1111~~11 vJVJ1~fl~1'Uuqi"B 
u'U1ri111 ii~ti~ nma'U~'U 

1 'W?i1'U"1l e:i\I ~1u11:u b i1 t.i:u fl11"1111~ b~'U ~1 m~ bba 1 vJvh mi 1 vJVJ16'i1'UIJi1.n1rim1-rfl'l.11 

er~11~1u11:u b -Wti:u 1 ~ij11ri1Clfl iim1:ul"l:u~1num1~i;:t fll°l11l.l~e:i\I b~'UV11\l 1 tl"1111~~1 m~bba1 vJVJ1 
'U ' 'U 

~1t.l~'Ube:J\I bb'1~ijm1bb~\ler~11~1u11:ub-Wt.1:u 1 ~i;:tfli"11V111u 1~tiu~~..r'U~\lbb~i''U~ 1 :um1ri:u 2559 
'U ' 

b u'U~'U:u1 ~fll°l11l.l~e:i\lb~t.1~1u11m-Wt.1:u L 'Ufl11"1111~b~'U~1m~bba1 vJVJ11~t.1 fl11~fluqi"Bb~'UcJ1fl 

u'U1ri11 b~e:i\1~1flm11vJVJ16'i1'U.ni1mri~~bu'U~e:ie:ifl~1u11:ubi1ti:u1 ~ 
'U 'U 

~1'U e:i1ri11am'U~"1lm mi 1 vJVJ16'11w1i1.n1ri bbi;:t~u'U1ri11 m1-rfl'l.11ri11:ua~m~ iifl11 
'U 

e:ie:imbuu~mb~\lam'Uv1'l~Vl'Ual!t.1 ~:u~'U bbi;:t~ii~~e:i~1Cla~~1mriti\l'V'le:i~m~1-tlu~m1 
~\lfl111 vJVJ16'i1'U.ni1mri bb'1~5'U1 fl11 ri11-rfl'l.111~~'\J fl11'\J~fl11"1Je:J\I b ~1VIUTvfl ~tJ ~fl11 

'U 

~1t.1ri11:ub~:uh ~:Ubb~:ULL~:u1a iim1:ua.n1'V'l bm~tl1m11~u~m11~e:i~1\1Clfl~e:i\I i~L~'U bL~\lmtiii 
' 'U 

ri11:u L u'U1~ b ti tiu b~t.iu~e:i t.1 bb(;'l~ b u'U1tl Lb uu b~ti1 n'U 
'U 

~1'Uam'U~1 'U mi~~~ e:i"1J e:i 1 -tlu~m11 'Uri~ \I bb 1fl mi 1 vJVJ16'i1'U.ni1.n1riri116'i\l'V'li1fl\11'U 
'U 

e:ie:ifl 1 tlfoal!ri1m11 iu~m1"1111~ b~'U~1 m~ Lba1 vJVJ11~ ti mi~flu qi"B b~'Uc.l1flo'U1ri11~1:uV1t11 ti\11'U 

~1\1 I b ~e:J\1~1flt-Ji;:t fl11Plfl'l.11'V'l'IJ11m"1i'V'li;:t fli"11~1 iu~fl11:u1fl~a~fiie:i i111"1!fl11 LL'1~'V'ltl'fl\11'U 
'U ' 

-r~1a1V1n~ 'U e:Jfl~1fl.n fl111yJYJ16'i1'U.ni1.n 1flbb(;'l~li'U1fl11fl11~~~~~'Uv11'Ufl11~~~e:J"1Je:J1 otl'\J~fl11 
~ 'U 

"1111~~1m~ LLa1 vJVJ11~ t.1 m1~fl'IJ'qi"1lb~'UcJ1flu'W1ri1111e:i~1\I L U'UG1~6'i1'U ~~v1Tl11ti Lb'1~\limb 'U~tl1 
V!~e:iam'U~L 'U fl T~~~~ e:i"1le:i 1 iu ~m1"1111~~ 1 m~ bba1 'VJVJ11~ t.1 fl11~ flu qi"B b~'UcJ1 flo'U1ri11e:i ~1\1 
otl~b~'U 

1 'W?i1'U"11eJ\lfl11tl1~"1l1'1:u'W''U6 mi 1vJvh?i1'U.ni1.n1rim11 i~e:i~a1m1m i1~\li;:t flA'11~ 
'U 'U 

e:i~1\lb u'U1i11'U1'Umfl b °1i'U ~e:i 1 V11V1111tl 1'Vlti t11titl1~61l1'1:u~'Uifl 'U"ll:U"ll'U L ~e:i\1~1flil~~'IJ''Um11 vJVJ1 
' ' ' 
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G'i1'U.nii.n1fl~vivi1 b Vi V-!!1'Utl~htl1~61!161'ii~'UITTV1V11-!!11~'U~ b 1tubfl1tlb~e:i1"1111~ b~'Ufl1fl1~ bb6'11 Ylvh 
" 

b vi1i!'U fav b -d'e:iVl161Je:J-!loLJtllJfl b~V'"Jtl'U-de:J-!!'Vl1-!lfl11"1111~ b~'Ufl1fl1~bb6'11 'W~161Jtl-!lfl111 'W~1G'i1'U.nii.n1fl 
" " 

~e:i-!!iim1iiivi blil'U 6'11m1ri b oLJ111il 1~~1 v bbf!~fl11ii m1'lh~61!161'ii~'UTI~116'111 b~v1n'U'1ie:J-!!'V11-!!fl11 
"1111~ b~'Ufi1 m~ LLG'l 1 'W~1e:i~1-!!l?i e:i b ~e:i-!l ., 

5.3.2 -il'enfl'Uent u:::if 1'Vli'um11;i'vfli'-:i~ei 1 ti 
5.3.2.1. m1~mn1'Wfl~-!ld bU'Um1~m~n1'LI~'U~eJ1L.ne:ie:i'VllJY11Vi&rv ~-!!V11'viP1~6'1~Ln~ 

' ' 
~-!l,r'U 1'Um1~n~1fl~-!!l?ie:i1 tl l5-!!m1~n~1fl11ii.W-!!Y1e:J 11il61Je:J-!!0 otl'U~m1"1111~ b~'Ufi1m~ LL6'11 'W~11viv 
m1~nuqi"iiL~'UeJ1nli'U1fl111 'U~'U~~'U ~ vi11 ~Lnvim1L tl~vrn Viv'Ue.if!m11~v Lbfl~6'11m1ritl11 tl~ 
m1tlfotl1-!! bbf!~~~'U11tl bb'U'Um11 ~'U~m11'U1~~'U.n1Y111ii1~1?ie:i 1 tl 

' " 
5.3.2.2. m1~n~11'Ufl~-!!d LlJ'Um1i~vL~e:i~n~1buY11~\911bbtl1G'i1'U'lh~6'1lJ'Vl1-!lfl11~f!1vi 

~1'Ufl1511lJ Luviim1"1111~ b~'Ufi1m~bb6'11 'W~1 6'1m'U~1'Um1~vil?ie:i61Je:i1 i'U~m11'Ufl~-!!bb1n m1 

tl1~61!1~lJ~'UTI 'Uflf!1mffi ~'U~fl11 m~'U1'Ufl1161le:J 1 otl'U~m11'Ufl~-!!bb1n bbf!~~-!!bb 1vi~e:iii'V11-!!mv.n1Y1 
' 1'Um1~vil?ie:i61Je:i1otl'U~m11 'Ufl~-!l Lb 1n 1 'Um1~n~11~ Vfl~-!!l?ie:i 1 tllil-!!fl11~n~1~-!!l911 Lb tl1~'U~tl1"il"il ~ii e.Jfl 

l?ie:im1ii.W-!!Y1e:i t"il61Je:i-!!0 -ti'U~m1"1111~ L~'Ufi1m~ LL6'11 'W~1 fa v m1~nu qi"ii L~'UeJ 1nli'U1fl11 1~ LLn 

'\.J1~61!1mP116'1~1 LP11~~n"il 61'-!!flii 'U 1v'U1vmfl-r~ bbfl~m1Li1~-!!L 'Vlfl 1'U1"~ ... "' 
5.3.2.3. m1~n~11'Ufl~-:id1 im111'U11ii-LJ'e:iiifl~1 vm·nnrnb 'U'UG'le:J'Umii ~-:itY'U 1 'Wm1 

" 
~n~1fl~-:il?ie:J 1'\.Jlil-:ifl'"J)1 m5m161lJ.f1Tt~mJ b~tl 1m~oLJtllJfl1 m~-:i~n 

" 



• 

• 



ni;im 11il"1l~U~"1l1. m11.U SPSS for windows 1um11Lfl11::l1-U'eJ~f;l. ~d.Jvifl~-!l~ 16. 

fl1-!lb'VlV'l°1: 1511d.J6't11, 2553 . • 
rn11vJ~1?!Tu.nii.n1fl. 11a.:i1ut.h::~1u 2557. m-!lb'VlV'l°'I: rn11vJvh?i1u.niimfl, 2557 

'U ' 'U 

" . 'ti'u~eJ'Un11"1leJ 1 .Uu~m1"!111::fi11 v-J-W1\1mhuuru;i5u1f'l11. ---- ~ 

http://www2.pea.eo.th/ict/1129peacallcenter/kb.html. 1 5'U11fld.J, 2558. 

rn11 vJ~1?11u.nii.n1fle:l1 b.naa'Vld.JV'l1~~ CJ. 11a.:i1ua1tlm1i'u"li11::b~'U tl1::~1 LfieJunua1au 
" , 'I ' 

2558 ti.:i bfieJ'U'WqA~n1fl'U 2558. ia!~G't:: bfl'l3: fl11 b vJvh?f1u.nii.n1fleJ1b.fltl 
'U 

tl'Vld.JV'l'a~~CJ, 2558 . . ' 
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____ . 11fl.:11'U~.rnn11~~Lfl\Jb~'U tJ1::~1Lf'ieJ'Utl'Uf11fl'U 2558 ti.:iLf'ieJ'U'Wqf'l~n1fl'U 2558. 

iai~6't::bfl'l3: rn11 vJ~1?11u.niimfle:l1b.naa'Vld.JV'l1~iKCJ, 2558. 
'U , • 

. 11fl.:11'Un11i'u"li11::L~'U"!JeJ.:lrn ;fl v-Jvh~"li11::~1'U~1LL Vl'\Jlil~\J~n11 tl1::~1 LfieJ'U 
---- 'U • 

nua1au 2558 ti.:i LfieJucwqA~mau 2558. iai~6't::bfl'l3: rn11 vJ~1?11w;iii.n1rie:l1b.na 

tl'Vld.JV'l'a~~CJ, 2558 . • • 
. 11a.:i1u~1u1u11am1"!JeJ.:im m v-J.W1~"li11:: 1~a15inuru;JL~u~1n5u1f'l11 

---- 'U ~ 

tl1::~1Lfivunua1au 2558 ti.:i L~v'UV'lqf'l~mau 2558. iai~'1::bn'l3: 

rn-a 1 vJ~1?11u.niim1"1e:l1L.naa'Vld.JV'l1~~CJ, 2558. 
'U '. 

~~~iruv'i bvi"ll::fl·tM. "m1d.J~b da.:i~mMCJ1nu~~1'Vlmu~rn1 ", Lvna11m1aeiu"!l~1"!l1~~1via1 
• 'U • 

m1u~m1 V1t.i1a~ 1-7. ~d.Jvifl~\I~ 4. 'U'W'Vl'Ul d.J'V!1l'VlCJ1i;rCJ'1L61JvlCJu11d.Jd.J1511"1l, 
' ' 

2543. 

~uvi1V'l1 'U'Vl'1-!l b ilu. U'iiJ~a~ijiJvificwf;l~vfl11:1.1w.:icwei L'iiJ"!lv.:im .Uu~m15u1f'l11ilL~nvi1eiilmfl. u 
'U 'U 

L "!l~~.:i'Vl1~uf'l111"!l~:1.11. rn1r1uf11'1B611::tl~ruru1u1fi"ill.l'V!1u ru'1~: l.l'Vf11'Vlmi;r CJ ., ., . 
b'Vlri fo1i;i~1161ll.J-!Jfl(;la611u, 2554. 

~u~u1 ururnrn1. m1a~1.:i~~~1ilnm11 ~u~m1num1tli'utl1.:im1u~m1fl1f'li'~. m-!l b 'VlV'l °1: 
, QI • ell.I • 

vJa{Lbl.l'VlV'l{'W~-!l, 2539. 

~~~V'l1 b~tJ-!l ni;i. ~1utl1::a11vi1.:im1~f;l1~ Lbf;l::f'lrufl1cw 1 um11 ~u~m1~ijiJvi6cw~~vf'l11:1.1w.:i • 
cwvb'iiJ"!lv.:i~nti1 1 w~L'U~ 16lJL6lJ~ n~.:iLVl'W:l.l'Vl1'Uf11. rn1r1uf11'1B611::tl~~~1 
~i;itlia1161~1l.IV11uru'1~: l.lV111'Vlmi;rEJm-!lb'VlYl, 2558. 

' 
"il 11-r~tl "ll~iJ'Uvl. n11An~1 L 'lfiarn Viaum11~flWfl1'Wn11\J~n111::'Vl11.:i 11.:i'Wfl1\J1~ • • • 

fl1f'l Lvn"!l'UbL~:: 11.:icwa1u1~fl1fli'~u1~ 1~am1tl1::an~1.U SERVQULA Model. ... . 
rn1 ~u fli' 1B611::'1.J~ ~ ~ 11'Vl CJ 1ia1161~1l.lV11iJ ru'1~: d.JV111'Vl m i;r EJu11l.lia1161 ~ { 25 54. 

"1l-rruru1 '1111rub'1~-rn,;. ~f'l'Uf'l~"!lv.:i~tl1::neiun11~ij~eim1"!111::L~'Ua:1.1viunei.:iviutl1::nmY.:if'l:1.1 
QI QI , \J " 

~1'UVl1.:15'U1f'l11b uei1 Lflv Lijv.:i L ~a.:i 1 'Viii rn1r1u fll1B'11::tl~ruru1u~V111u1fi"il ., ., . 
l.JV11uru'1~: l.l'V!1l'VlEni;rm~EJ-!l1'VflJ, 2551. 

-a'CJ61l.JV'l(;l "1111'1J1::L'1~:0. n11~f;l1~\J~'Vl11. fl1-!lb'VlV'l °1: 6/ib~Vlmfl-B''W, 254 7. 
~ ' 'U 
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"llPI~ 1\IPl-r111'U~. b'Vlflilfln1'5"1.tfaii~hi:Jam'5"1;i'a uuutl~utl'5".:i1Vlij, m\lb'VIV'1"1: 
~ . . 

'U~~'Vl 1'Vlm'U1i1111n'1 a'Ub111a~ 1i.hbm'1~YI "il1ti'~, 2552. 

'Vl1V'l\I~ i1'U l°\'1. fl1111f;.:ivrn L'1'tl a.:itl'5"~"1f1"1f'U~a n1'5"fl1U fl11n1'5"'1 '5"1'1 '5"~1 a'5"~uu • 
fl a11~ 1 bl'! ail 'Lib 'tll'leh urn bij a .:i;i'.:iV11l'Ib;la.:i1 Vlij. rn11°1'U f11'1 a&11~tl~qi qi1~!Pl1'11111 

11vi1'1Jw4i111: 11vi11'Vlm~m~CJ'l1vil.l, 2541. 

n'U~"' bf11vt~b ~qi bb'1\I. m'5"~~ilu 1'1L~an1 if'tia.:iV11.:im'5"1i1'5"~L~'Llfi1m~LLal 'Ww1'tla.:i«l m 'Ww11 u 

b 'tll'I b V1f1u1fi1'Ufl'5"fii1t11.:i. rn11°1'Uf11'1aG11~tJ~qiqi1~1nliJ11vi1iJruen\91: 

11vt11'VlCJ1~CJ116ll.ti'~ci'1tl1\I, 2551. 

n1U'U'Vl~ ~ffUlil11. n1'5"1;i'mbfl~1Lfl'5"1~-Hoiia11fil'Vl1.:ifi1Cl~~1a SPSS. m\lb'VlV'l"1: 
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f'l1;i'LL~.:i 1tJ1~v'i1L~~a~V11J1v ./ ~~1u"lla~ D ~!'11~ti'u~111JLU'W'1~~ 

1. L'V'I~ 

2. m~ 

D hlbnu 20 tJ 
D 31 - 40 tJ 
D 1J1nn-J1 50 tJ 

D 21 - 30 tJ 
D 41 -5o tJ 

3. ?tmwn'V'I 

D 1?t~ 
D V1~1~1~ 

,, 
Vl1J1V 

4. d~~un1d~n~1 

D t11~'11Jfiin~1 

D :iJ5v1Jfiin~1!'1autlmv, tl1·11. 

D t1~qiqi11'1~ 

D :iJ5v1Jfiin~1!'1au~u 

D a11t1~qiqi1, t11?1. 

D ~~n11 t1~qiqi11'1~ 

.. 
5. 81'11'V'I 

D -Um~vu/-UnP!n~1 
D 
D 

6. 11V1~ 

'V'lurn1man'l1'W/~n..ij1~ 
'U 

Lf1~1'11f1111J 

D 1lJLnu 10,000 u1V1 

D 20,001 - 30,000 'U1VI 

D 40,001 - 50,000 'U1VI 

7. ri1m~LL?11YlvhLo~v~m~au 

D -U111'11n1'~1-r~1?11Vln'1 
"" 

D 1'i'1'1J1V/51fl'1~1'Wl'i'1 
' D ~ d 1 

81'11'V'18'W"] tl1~1~'1i························ 

D 10,001 - 20,000 U1VI 

D 30,001 - 40,000 'U1VI 

D 1J1f1f111 50,000 'U1VI 

D hlLnu 1,000 u1V1 D 1,001 - 2,000 u1V1 

D 2,001 - 3,000 'IJ1VI D 3,001 - 4,000 'U1VI 

D 4,001 - 5,000 'U1VI D 1J1f1f111 5,000 'U1VI 

8. 5'W1~11~'Vh'W 1 otl'U~m1'111wri1 m~ LL?f 1Ylvh1~ Vf111~f1Uqj~ L~'W~1 f15'W1~11 
D 5u1m1m~1Vlv D 5'W1~11n~m1V1v 

' D 
D 
D 

5u1m1aa1J~'W D 5u1m1L~am1Ln~!'11LL6'l~?IV1mrum1Ln~m 
5u1m11V1v'V'l1ru'11t! D 5u1m1m~LVl'V'I 

' 
5u1~11~u11 tl1~1~'li·································· 
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fi1~bblil~ 1 ~v'i1Lfl~ti\1Vll.l1CJ ./ L 'LI"lia-:i~?lti~fl~a-:in'Ufl11~fi;b i1'U"Uti-:ivi1'U L 'U1~~'U~1-:i 1 ~1n~~~ 
LVlCJ-:i 1 "lim 1~CJ 5= ~1n~6'1~/ 4 = mn/ 3 = tl1'Unm-:i/ 2 = i!aCJ/ 1 = ii'aCJ~?I~ • • 

(1) 

1.1 ~1511~ L -UCJ~~~~1tl'U n11~hJ~ tl\I L~'U'Vl1\l 1 tJ • 
"ll11~~1m~LL?11vJvh~i'dCJIP1'ULm 

1.2 

1.3 

(2) 

2.1 

2.2 ~~\l"lltl\15'U1fl11tl~l 'Uvl1L~~6'1~mf1~tlfl11l off 
\J 

'U~fl11l'Ufl~\ILL1f1 
23 r.11tl'n-:i1'Urn11vJvh.,1~~~-«'Um 'Urn1~~~a"Ua 

l off'U~fl11"1l11~~1 m~ LL6'11 l'Jvh b~CJ fl11~nuqi~ 

L~'Ut:J1f15'U1fl11 vl1 l ~6'1~~1f1~tlfl11 l off'U~fl11 

2.4 5'U1fl111~~~-«'U~l 'Uf111~~~tl"lltiloff'U~f111 
"ll11~~1m~ LL6'11 vJvh b~CJ fl11~f1Uqj~ L~'Ut:J1 f) 

5'U1fl11 v'i11 ~?1~~1n~arn11off'U~rn1 

2.5 ijrn1~~v'i1l11mL?1~-:iimm~i11 Vl~a?lm'Um 'U 

rn1~~~a"Ua 1 off'U~rn1"ll11~~1m~LL?11vJvh1~CJ 

fl11~f1Uqj~L~'Ut:.l1f15'U1fl11t1~1\li~L"il'U 

3.1 vi1'U?11~11 m i1 ~\I~ a~1i1'Um1 LL~ -:ii a~~ 
\J 

I .c:il QJ I 0 ..:::::., I 

611116'111Lf1 CJ1 f1'U"lltl\l'Vl1\I f111"1f 11~ L\l'Ufl1 

f11~LL6'11 'rJVl1611tl\lfl111'rJYl1°11~ 
II I ..:::::ii QJI 0 ~I 

61Jtl~~611116'111 L f1 CJ1 f1'U"lltl \l'Vl 1\Ifl11"1f11~ L\l'U fl 1 3.2 
\J 

m:rn6'11 vJVl161Ja-:i m11 vJvh., ijfl11~-u~ L"il'U 

?11m1m i11"il 1~~1CJ 

5 4 3 2 1 



,, ,, ..,; 1··1 ·~ 1 " "" ,, ~ 1 4.1 b'11'Vf'U1'Vlfl1'Lvm1"1 'Vf'lJ'rnT~mtJfl11l.Jbl?l11 '1 

~11 bbeJlJ bb ~11161 bb'1~i1fl1111?j.fl1V'I 
4.2 b~1V1i!1~u'U1m11~'U~m1~11:.Jri1111 b~11 h ~11 

bbeJlJ bb ~11161 bb'1~i1fl1111'lfl1V'I 

4.5 b~1V1i!1~m11 v.JYJ1., i1m1bb~\lmtJi1m111b lJ'U 

1~ b ti tJ'U b~tJ'U~a tJ bb'1 ~ b lJ'U1'\.J bb 'U'U b~ 1:.J1 n'U 

4.6 

(5) 

5.1 

II I.Id .::ii I ..::ii ~ 
b '11'Vf'U 1'Vl 5'U 1 fl11 11 f111 bbl?l \I f)1 tJlJ fl'J 111 b iJ'U 

1~ b ti tJ'U b~tJ'U~atJ bb'1 ~ b lJ'U~LJ bb 'U'U b~ 1:.J1 n'U 

m1"1Jmb 'U'Uv.Ja{11"1!11~~11 v.JYJ1~n~1'Uuqi"ll 

b~'U~1 flu'U1m1i1V1m tJ"!ia'l'Vl1\I b "!i'U 

~'Ubl?leJ{b iJl?l 611'U'fl\11'Ufl111 v.JYJT1 bb'1~5'U1fl11 

5.2 m1man-Ua11'11 mL 'U'Uv.Ja{11"1Ja 1 i'U~m1'1111~ 
" 

~11 v.JYJ1~n~1'Uuqi"llb~'U~1nomri111lJ 

5.3 Lan6111'\.J1~na'Um1"1Ja 1 i'Li~m1'1111~~11 v.JYJ1 

~n~1'Uu qi"ll b~'U~1nu'U1ri11i1b~1:.J\1611bmu1?11 

'lh~"1J1"1J'U bb'1~61°1 m1?1l.J~D'1J~V1i!1LL1m vi1i!'U 

5.4 fl11bb~\1~'11?leJ'U-r'Ufl11"1JeJ 1 i'U~fl11'1111~~1 

1 v.JYJ1~n~1'Uu qi"ll b~'U~1nu'U1ri111 i1~ CJ~ b 1m 

b~tJ\I 1 61'1.Jmv1 
(6) ~-:iLn~~e:i11V11·m1a.fl1V'I Cmru~'ViTuL-ii'1hl 

~~~e:i ru ~mu~~-:imh1) 
6.1 611'U'fl\11'Ufl111 v.JYl1"1 nri111161~a1~ elelflbb'U'U 

l?lflbb~\161tn'U~Vl'U61~tJ '1111i'U~fl11 

6.2 
.. ' .. 

u'U1ri1111ri111161~m~ aamb'U'Ul?lflbbl?l\161tn'U'Vl 

Vl'U61~tJ '1111i'U~fl11 

81 

5 4 3 2 1 



0 ., 

fl1~\J 

6.3 611iJn.:nwm11v-J.Yh-, ilm1lJ~lJ~'U il1bi11tl1i 

'U~f111 

6.5 611.Yn.:i1'UnTi1v-l.Yh-, il~'1ei~mw1~mn 
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