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ABSTRACT 


TITLE THE EFFECTS OF CUSTOMER RELATION MANAGEMENT ON SEVICE 

QUALITY OF ADVANCE INFO SERVICE LIMITED COMPANY UBON 

RACHATHANIBRANCH 

BY THONGCHAI KULSA TIRA WONG 

DEGREE MASTER OF BUSINESS ADMINISTRATION 

CHAIR CHANANDA SINCHUEN, Ph.D. 

KEYWORDS CUSTOMER RELATIONSHIP MANAGEMENT I SEVICE QUALITY 

This independent study aimed to investigate the service quality of Advance Info 

Service limited (public) company in Ubon Rachathani branch, to compare a difference between 

customer personal character and customer views on service quality of the company, to survey 

customer relation management that affect the service quality, and to survey problems and 

obstacles of the service quality. This study was a survey research data were collected from 

questionnaires and analyzed by using statistics program ofsocial science. 

Results showed that customer personal character mostly are men in group of age 

between 21-30 years old had percentage at 38.8 an education of bachelor had percentage at 52.2 

an occupation of personal businesses operation had percentage at 36.5 and a revenue at between 

5,000 - 10,000 per month had percentage at 38.0 

Results of analysis the customer relation management of Advance info service 

limited (public) company in Ubon Rachathani branch, in general and particular were a high level 

service quality of the company in general and particular were at a high level. By putting in order 

of importance following the average figure from a high to low level such as : concrete of service 

paying attention to customers responding the requirement of customers giving confidence to 

customer and reliability and trusting. 

Comparison the difference of personal factors that had a different of ages, educations, 

occupations and an average revenue per month, had a view on service quality of the company in 

general and particular had same view on service quality. Customer relation service had effect on 



service quality found that the Customer relation service on information procedure and personnel 

had effect on the service quality of the company significant at .05, while Customer relation service 

on technology had not effect on the service quality of the company. 
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1l\1tL111J Vl11J '.ilf1l tl11J 
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Lfl'.i 0'\llVUI;1:::tl11JtJt.Ufll'rl ~1Jfll'.i 'I1U'jfll'.i L'rI0'lf1.:a'lf.:aa'11JUU.:a'VI1~fll'.i VI 1;1 1i'l \1.:aa' u~am::: 'VI U'VI 1 '11 

~flll1ijfll 'j Vfl1ftfl'l1l1 1Vla'\l1 'VI'.iff'rl'Vi'uat1tlg V'U'tllf'.itUU'\Io~~U.u .:al;j1J '11J11J 1I1fl (U~1i'VIUOi'l 
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'" '. 1 0 1 1 .dd4 ,0 .. .. ... JI
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. " 
, U ffft 1 1f11 ~wnii fI1~ u,; ~;rU 'Yll ~ ~~n\l ~~Ua:;f11111 uti ~tI ~1U 'Yll ~Un'tl! n\ll1~'U 

':'1 cI" Q ,.,,, •tI ~:;L'Ylffua:;'Yl1 afl 'tlfl., fHflfl~flO~f1f1111UU1'YlHL't't0 11f1ULO~ ffl111Hlo~~0;lua:;ffl111HI 

. " 
fi1&ijU fl\lfl1 ~1A'6fh~ iitl~:; ff'Yl i m't't m rJ'~ffflnfl1~ runfl;l A'u&11 thu 1J;'ll11;~ ~ 1&~U~O~ 91 ~:;11 \rfl 

i1~fl1111tTlfl'ty'UfI1~l~lIffflrJm't't'UfI1'll';~.uU ':11'\l11afl'\Jo~l1~ fl\l fll~Soffn 0~~fl1111ffl111~ tl 

2 tI...... 4. , .. "''''" ,,, ... 441,,·!1t
'Yll~"lU ~::ff'Yl1im't't"O~lmO'\JlrJua::tJwm't't UfI1~1J~fI1~ ;I~UUfI1~ 111nfl1n~nO ;I111lJU 

111'\ltTlfl'ty'ufI1~;fl'tll!lU\lfl~11AlI''!\'f1~od'u ~::1J1J ItlU1J1Jfll~''!\'1J;fI1~ ;~1~'U ri1'U11rt~'U 

fln;fl'tll!l'U ~fltl'l''!\'fl~O~' 'U ~::1J1J u~,'U'\Jw::1~rJ1n'U1J;'ll'Yl~U';~~ 1Aiifll~';9lI'U lflaQ'Yl1fA'nJ 

~H" hH1\l::l~'U A'lU~lfl1 A'nHfllo';ltJua::~lutJwm't't1J;fln 1i40';1~;~riT1Juti~'YlH 
fI1Hlalfi ;~ri~~am::111Jt11' '!\'\1fl~liifl1~i1f111J01ua::1tl~tJ'U1tI,f~::1J1J'\JO~~U';~l~'U~nn'U 
1I1fl 

\llfl fl1111tTlfl'ty"0~tlty111A'~ fla n Fj1~tJ1~l'tfU fI1111~1&~'U~\l::A'O.:ltl i'1J~l''!\'ffl111~ tl 

;1J 1ion1JfI1~u,;~;r'U,uti \l,-U-U 'UOfll11UO\llfltl~::ff'YlimYt'YlHA'l'U lfllO';1t1U~1 fI1~1J;11 ll\1fl~1 

nll';'U tiua::tJ wmYtflll''lf1JlfI1,ilo,~'Ua.:ItTlfl'i\I~\l::t11',r~ l fl \ltll ::ff1Jfl1111 ffl1~ \l A'~,fu 
fI1l ftfl'tllf11111nll';'U til::111HfI1l1J l111l \1fl~lnll';U tin1JtJwm't't fI1l'..r1JlfI1~'\J 0~1J;1i11 "Ofl 

11'Uci' D'U hH (0)1611ff ~lnfl (1I111".'U) ffl'\Jlf21Jall".,nu ;.:Iiifl1111thfl'ty1~'U0~1.:1~~ 1~0\l::1A'ul 

~afl1lftfl'n1tI,f,~uu'U111HfI1ltli'1Jtll~1J;fI1lua::';9lIUlf11l1Jl111~ ~fl~lnll';U i'n1JtJwmYt 

fI1l'..r1Jl flll'..riitll::ff'Yl i ftTW1l1fl~~;f'U l~o~ \l:: ffl111l tl9101JffU 0.:1 fl1111~O.:lfl1l "O~\1fl~l'..r 
lflftfl1111«~YtO'\l'UfI1l1J;fI1l\l~qft 

''Ufl,,1~tJflf.:lif Fj1itJiiiftQtln~ff.:lti'l~o 
a '" ~ '" .... ... .... .... 1.l" .... 0'"1.2.1 l't'tOnfl'tlltJwm't'tfl1l 111JlflU'\JO.:l 1Jl'tl'Yl UOft11UC)f OU nl 1.Ol1ff \llflft 

(1I111".'U) ffl"l~1Jan"'1ilU 

1.2.2 &~oL1ntl1JlfirJutJwafl'tlw::ri·m1Jflfla'~tJ1n1JtJwm't'tfl1l'..r1J;fI1l'\JO~ 1Jl'll'Yl 

UOft11Uci' DU 1,"1 '.011ff ~lnft (1I111"l1'U) ffl'\Jlf21Ja11".1ilU '\Jo~\1fl/j,~U91fl~l~n'U 
1.2.3 '~Oftfl'tllf111Ul1111\1fl~lnll,;uti ~ii~a~OtJwm't'tfl11'..r1Jlfl11'\J0~ u;)jl1 

" .. 1..1" ..... 0'" ...UOft11U. O'U n1 ,.011ff \llflft (1I111".U) ffl'\Jlf21Jal1".1il'U 

"'~!1 tI ,,,.........,,

1.2.4 lYtonfl'tllllty111ua::f2 ffl1f1'\J6.:1tJwmYtfl11 111Jlfl11'\J0~ U1'tl'Yl UOft11U. 

DU 1,"1191611ff ~lnft (1I111".'U) ffl'\Jlf2Ual1".1ilU 
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1.3.1 fJw afl1:l W:: ~bu1Jflfla~u~fl~h~fiu ijHa9li tJfJWfll'Vtfll~hV'U~fll~"o~'U~lil1 
UOfll1U. oul~i LCJ10i1ff ~lfifl (ll'Hl'JfU) U~fl9liHfiu 

1.3.2 fll~'U~'Hl~ \1flflltYll-nUi' ijHa9liflf,J Wfll'Vtfll~hV'U~fll'''fl~'U~lil1 Uflfll1U. 

oul~i LCJ10i1ff ~lfifl (ll'Hl')fU) 

... '" 1.4 	"81J1'UP1"8~fl11l1Jfl 

" " .
fll~1i'[Jfli'~il ~1i'[J,hfll~"fl1:l1 Ham::l1'Ufll~'U~'H l1\1flti'l tYlJ'tiU i'l1ijHa9liOfJWfll'Vt 

fll~'l\''U~fll~''O~'U~lil1 UOfl';nU. OUhH lCJ10i1ff ~lfifl (ll'Hl')fU) ffl"1~'Uan')f1i1il 

lh::')flfl~ ftfl 'Qflfll~1l1'4I'U~flU-UO~'Ullil1 Uflfll1U. tlU l~f LCJ10i1ff ~lfifl 
(1l't11')fU) ffl-Ul~'Uan')f1i1illflm~gm~Oua:: 3,000 flU ('U~lil1 Uflfll1U. VU hH lCJ10f1ff ~lfifl 
(1J't11')fU), 2555 -U) 

fl~ll~lf)t.h~~'4I'Ufl1l1i'[J~lU1U 400 flU fh't1Ufl-UUlflfl~1l~10thnlml1~H 
Krejcies ua:: Morgan f1i'tI·t;'fllltill~10th~ hW'4ILl1tlljflfll'ti1Jilf.lfh~u'U'ULfJU'::'U'U 

. 	 "" 
(Systematic Sampling) flfl \1flflll11Jl '4I'U~fll~ \lz'ti lfll'flflU~~filfJflfli'~ ihufl"hJU1J1i''U 

~alfl L';U Ihi'Uualfl'~'t11J1mn-U 5 'tilfll~ti1J lflm1[J.uhi'UfldHLfJu~z'U'Uil0dl~~\l::film~f)fl 
.-!II 
flO 15 25 35 45 .... \lUfI~'U 

1.7.1 tllUth8Q'1:: 

1.7.1.1 i]\li'mY1U1Jflfln '~url L'Vtf!' 01~ '::~'Ufll~fffl1:l1 my'Vt ~lt1'~PiOL~flU 

1.7.1.2 1:h i'tI~ lU fl "'U~'t1" \1 flfll tY1J-nU i' (CRM) ,~u rl ffl,ffULl1ff 

(Information), mZ'U1Ufll' (Process), Ll1f11U lav (Technology) unz 1Jfla1m (People) 
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1.7.2 ftlU1,hfll,. '~uri fJtlUl1'Wf11'.i'lf1.1lf11'.i'UtN1.1ll1l1 UtlY'l11'IJcH O'IJ lvJf LCJftlf1ff 

iltiY'l (1Jl1l'tf'IJ) ffl'Ul~1.1'f1'.il'tftilil 'lh~fltl1.1~1f.l 

1.7.2.1 "'1'IJfl111JLrI'lJltJ1i'.i'.i1J'Utl~1.1lf11'.i (Tangibles) 

1.7.2.2 A'1'IJfl111Jl.i1t'~tliltlH1H'~'~ (Reliability 

~ ""QI1.7.2.3 'i'll'IJf11'.i fltl1.1 ff'IJ tl~fl111Jfltl~ f11'.i'UtNPJ'.i1.11.1 Q'.if11'.i (Responsiveness) . . 
~ , " .. QI" • ".., Q

1.7.2.4 tl1'IJf11'.i l1fll11JI'tftl1J'lJUfiPJ'.i1.11.1'.if11'.i (Assurance) 

1.7.2.5 "'l'IJf11'.i'tl1'~ 'ri;it)~;1.11.1lf11'.i (Empathy) 

(Independent Variable) (Dependent Variable) 

..... ,
flWQOllw::al'U'qflflQ 

-lyu1 

- fJ1Q 

-1::tl1.1f11'.iffflln .. 
- 61'J'n 

- nrJ'~i1i61ft6U 

f11 '.i 1.1~'H11\1 flft'l U1J';u1i' 

(CRM) 

- ff1'.iffULl1ff (Infonnation) 

- m::1.11Uf11'.i (Process) 

-l'Vlfll'IJ l'f1V (Technology) 

-1,Ifl'f11f1'.i (People) 

.. 
a1111,UQ11'lf1il'U 

- "'lUfll11JLrh.Jl,j1i'.inJ'U6~1.1~flU (Tangibles) 

- "'lUfl111JU1'~fJ6fJ'~1H1~'~ (Reliability) 

- ~lUf11'.ifl61.1ffU6~fll11JA6~f11'.i'U6~ 

~;1J1.1lflU(Responsiveness) 

- "'ltJflU1..rf1111J'~6ii'UUri~;1.11J~f11'.i 
(Assurance) 

- ~ltJf11'.iLtl1h'ri9i6~;1.11Jlf11'.i (Empathy) 
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.. ,"~ij ,.... " "IV ... "...1.9.1 "If'lJ'UU'U1'V1H 'Um':iVl~'UH1'U~1'Unn 1J':i 11n~ntl1t'1'lJVI'U1ma::nn,,.ttl 
1Jlm':i"V~1Jl'1i'VI UV~1l'U4 6'U l~l ,C)tvlit'l' ~hn~ (lJ11l"1f'U) t'l'l"lt21Ja'.i1"1f1ili1 'M'iifJ\ufllVllJln 

~.l 
V~"'U 

1.9.2 t'l'llJ Titl ,~,n'Uo\1V\I~n.h:nV1JU'U1't11~ 'um':i Ufl'"i1iY11l~l'Um':i1Jl'H l':i~n/i1 

11lJiu..6"V~1Jl'1i'VI UV~1l'U4 6U l~l ,C)tv,it'l' .hn~ (lJ11l"1fU) t'l'l"lt21Ja'Sl"1fl"i1 

o '" " ..., .d .d " , "... , 01.9.3 'VIl l1V~fln'S11'SVl1U1V~lU'VI&nV1"V~ ~lJUU1'V1H um'Sml1U~fJ\ut1Trtn1'S 

1M'1Jlm'Sua::m'S'ljuu~nu1M'l11lJl:t'I'lJ 

... ... 4... T~I 4 .. 0'" ..v "" ... " 
1.10.1 U1lfn n8f1ll'U. 8'Um1 '.8n" ~lOfi (Ul'Il'tS'U) 11lJ1Vtl~ 1J'S1I'VI UVfl11UC)t 

6'U 1~, LC)tv,it'l' ~lnfl (lJ111"1fU) 11;V LV 'VLVt'I' t'l'1"1t21Ja'S1"1f1i1il~M'1Jlm'S'VIH~lUltl;v"hv 
o.r; • .d 4 cC 1/ ell 010 ',011/4 d1'VI'Sff't't'VILtlaVU'VI'S::1J1J'LVt'I'LVlJUVfl11UC)t (GSM Advance) 1J'Sm'S'S1J"If1'S::tl1 'VI'Sff't't'VIltlaVU'VI 

.. d 1/- ~ 0 '1Q11/4.d- Q'.cdi U'S::1J1J'LVt'I'LVlJ &LVfl11UC)t1J'Smnt1U~lU'VI::&1JV'U V111'U1V 'VI'Sff't't'VI'tlaVUfl1J'Sm'S&ff'SlJfl1~" 

,nuA'u 
1.10.2 f2W.tll"0111'1lu1nn 11111Vil~ a~~ij1Jllt1tl11;viji1J1Jlm'S~fliiufJ\Um't't 

lf1Vn1'S'mV1Jliiv1Jn1'Si1Jf~nna~~'t't1m"1'~i'1Jn1Ja~~'t't1m"1tl1f1111'~'h'::'~i'1Jm'S1JlnU 
t1 t .., 

UU'1 iit'l'llJ1'Stlt'l';Htl11lJi4~VlVi,1M'nm.h::"If1'tfUii,0\1 llJ1 1 ~1JI nu1flviiiJ V iviiii6'V1i't'ta~vm'S 

i1Jfil~fJ\Um't'tm'S11f1Jlm'S ,.h::m.l1J~1V Sli1U '~un 
!'II _I'" oil ~ .d d ,2

1.10.3 fllU.UlJ'UllJli"U,.8-1JU1nl1 (Tangibles) 11lJ1Vtl~ t'I'~'VIt'I'llJ1'StllJV-IJI11U ~ 

mtl1'St'I'tl1U~"V~1JI'li't1 UVfl11U4 6'U l~l ,C)tvlit'l' ~hnfl (lJ111"1fU) t'l'l"lt21Jan'tfl"il 'f1~V~~V 
ua::t2t1n'Sllr~H"''lfU ,tl~V~tlVlJih,P1V' ltl~v-IJ(hmvnt'l'l'S ~ VVfI'Stl ihvtln:'tf111lJiu..6 

Ltl~v~tli'1JV1n1ff U1J1J~V'lJ~1~"'S1lJ,f~nuu~~mvua::-nnll\u::"V~L~111,r1~ 
, . 

1.10.4 flluni 1&V80811'-n~1~1fl' (Reliability) 1111 1tJil~ m 'S lJV1J1JI m'SLflv 

"V1Jt'I'UV~tl11lJA'v~n1'S "v~~n~1~lJ1'f1Jlm'S ~tl 1'S V:: Lnu,~V rh~QnA'v~ua::,,'S ~P11lJ 
~ . 

1'~'ltl'S::t'I'~ti'''v~n1'S1Jln1'SUUflltJ1uL1a1iiI11111::t'I'lJ 
11 11... ... • oil 

1.10.5 m'f181J"'U8~flllUfl8-1Jm'''8~I!f'UU'm' (ResponSiveness) 11111tJtl~ tl11lJ 
~ . . 
~~1vii'::'lf1tJl11~t:l~nfl1 lflv1JlnuvvH'S1f1L!1 ,~lJ" ,,j,1f'SV;hU1U '~t:l\lnflwG'llJ1~fI~VU~1 

A'v,:a;1J1M'tl11lJ'lf1V111 nv t'l'v1Jtl1lJil~n1'S1J11~1Jln1'St:lVH 'ua::,av 
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I • , • 

1-\' ""..." "..... .... '"l 1 " .. III •1.10.6 nl1 llfl1UJI'Ufltl1mne1111110l1 (Assurance) 'H1JltHH m1 'Hfl1l1Jl'll'fl1J'Ul1 

" "";";1""" ... '1 ... ... .. 1-'11" .. " 1\11'H'Ul'Y1'Y1 'H111m11Jfll11J ~ fll11JfI'l1Jl1C1U'fI::1Jfl111Jqml1 1J\11Vti1UIl<II 'Um1 11111m1nUJfI'n{l 

fll11J,r'U, \1llfntJ'ijf1fl'l"h\1::1~i'tJm111;m1~'~'U1Jl~1! l'UU'fl::,j'flfl~tiV 

1.10.7 0l1Ifl1'\l'a~fI~1111110l1 (Empathy) 'H1J1Vn{l mll6l,.1ril'Um11lf11;m1 

• d 1 : 1 1 1.'J1 .. • d";... "1 1""''' ..flVH'~1J \1~{I t~ t'Um1 11111m1flVl{11~1J'YI1Jfl111Jl11f11J 'Um1 'HtJ1mll'l.ll1dh:Y'Hl'H1f1f1l11J 

I{fI{lm1'UfI{I~i'tJtJ;m1 fl'11Jl1C1uft'l1ty'Hl1t\' 

1.10.8 0l1111't111gnft1itl,;,,'; (CRM) 'H1J1Vn{l m1tJ;'H"~flm1f1111Jff1J~'U1f 
I 2.... .. .. I "I' _I "1 11 '"l 1 ..........

1::'Hl1{1gf1f11f111f1{1flf11l'Wflll{lfJlf1QlJ1::fI'{lfl t 'Um1f1'l Hfll11J'W{I l1 fI t~ fll11J~{l1 f1fl f1R U'fI::fI'{ll'U 

i'mngf1{{l'UfI{ltJ;'I:1'Y1 1 ~~lvm1fl'fHfll11Jff1J,;'U1ft;{I~ f11'U 1::V::Vl1Nl'U f1'f1~'YI1fl,ju111J~H'l~ 

11;'I:1't1~{I~::tll1Jl,j'::~f1~1fntJgf1{{11h::f1fl1J~lV 4 t\'1'U 1~uti 

1.10.9 1I1111"1'tl8 (Information) 'H1J 1vn{I 11 \1 ~Vt;,tity~ ~ ::,hv'lfm1tJ;'H 11 

COl ...... "_1 d .. J! 511 1! .." ~ ''''_1''' ...0

fll11JfI'1Jl1 'U ti gf1flllJ1::fI'tJ N'fI fl'111~ fI{lflf11 'U 1111 'U ~fl{l1J1 'H11"fl\l'fI fI Vl{11JlJ1::fI''t1 tiflll1 

1.10.10 n1::111"n11 (Process) 'H1J1Vn{l t\4fl~{lfI'fHfll11J~{I'WfIl~1 lfntJgf1{{11~'U 

'Haf1U'fI::I\4f1';9IJ'Ul,j1::n't1im'Wm1,jQiWimv''U fI{lt1f11 U'fl::'fI~I{'U 'tJ 'Ut;, 1 f, lV' 'U m1thlU'U{ll'U 

1.10.11 l'tlftl"laD (Technology) 'H1J1Vn{l lf1HfI'!H''U m1 ~flm1.r;fI\lf1tLf1::'::tJtJ 

1 1 ... ..;1Y. .. 1 " COl _I "" ... <If <If " 2
I'YIfI 'U 'fIV'tl t'l I'WfI t'H1J,'npflQlJ'::fI'{lfI 'Um'tJ''Hl'fll11JfI'1J'W'Utigf11'1l 

1.10.111jfta1n1 (People) 'H1J1Vn{l l1Uf1{11U'UfI{ltJ;'I:1'Y1~1if1"fifl9iflamn'ntJgf1{{1 
'" 511 i1 .... ...s <If ..;, II .... .... "<If 2 ... ..I..... 
C1f11lJU n Vg 1f1ty1Jlf1'Y1qfl U m,fl'1 Hfll11J fl'1J'WU ti f1tJ g f1f1111)1{l1JfI 'fIlf11 't1f1fll '1Jfll11JfI'l1Jl'CI 

..I .... , II <If ...... ., 2511 
't1~::flflflflU'fl::t"1'11{1f1l11JfI'1J'W'Utif1tJgf1,.nl1JU'lfJ1JflfI'fI 

:t!"t" .... '"l 2 ..I ~ ,~... ... .... "... 1 ..
1.10.13 l!f ,..111m1 'H1JlfJm gmll'Y1l"l1Jl '1tJ1 m1'\lfl{ltJ1'lJ't1 Uflfll1UCJ flU vh 

fl40.., -=s 
llI)1f1'lf1' ~1f1f1 (1J'Hl'11''U) fl'1'U1fltJ'fI11'11'tilU 

1.10.14 ~,"1110l1 'H1J1Vn{l tJ;'I:1't1 Uflfll1'U0Ji' flU 1vH ICJfl11f1' ~ln~ (1J'Hl'tfU) fl'l'Ul 

fJ tJ 'fIn'll'tilU 
... 



.... 

U'fI'fI 2 

tll '.iflfl'l!ll L4tH N~ fl'.i::YI'l.Jfl1'.i1.l;111'.i ~flti'1tY1J';\J 1~ iiN~~OfJw'fI1Vifl1'.i 1..f1.l;fllHIO.:J 

l.I;-WYl UOfl11\Jci' 6\JhH' 19fOl1a' ~10fl (1J111.,\J) a'14U1fJl.I~'.i1"1nil f1iV'~Yll.IYl1\J1'.i'.iw'fl'.i'.i1J 

flfl'l!ll11U.:JSO LOfla'l'.i U~::.:J1\J1ifJ~'~V1.r10.:J ,yjo''''~\Ju\J1Y1H1\Jtll'.iflfl'l!l1 lflfJiia'l'.i::d,.iqJ 

'" ..II fl.:J\J 

2.1 U\J1flfll~V10UfJw'fI1Vitll'.i1..fu;tll'.i 

2.2 U\J1fl111JflflU~::Ylq'l!la4UO.:J11afltll'.iU;111'.i\lfl/;'tY1J';\Jl 

2.3 lh::1~fl111J,rl\J1J14UO.:JU;-WYlUflfl11\Jci' 6\JlyH' ,ctffll1a' ~lflfl (1Jm.,\J) 

2.4 .:J1\J1iv~l~V1.r1fl.:J 
2.4.1 .:J1\J1iv1\Jlh::1Ylff 

2.4.2 ,n\J1iv1\J.iHlh::1Ylff 

. 
... ... ..... • II ... 

2.1 "\J1ftftlftrt1fltJfJOIIl1'nfl11 ,11tJ1fl11 

... 
2.1.1 ft11"11"lrt""~fl11tJ1fl11 

fl111J111J1V4UO.:Jfll'.iU;tll'.i ii~io;.:J '11..ffl111J111J1V4UO.:Jfll'.i U;fll'.i'~11~lfJ\'h\J 
.i ~'" ,11. ,~ '" ,,1
ctf~~1~fJ "'YIltll'.i111.1'.i11J "J fl.:J\J 

U~fJ1Vi'.i la'1Jfl1~ (2545) 1..ffl111J111J1Vfll'.iU;fll'.i 111J1VO.:J n~fln1J th::lV.,U' 

11;flfl111J-n.:JVi fl 1~~ ifl'VI11yjola'\J04U1V 11;fln ~fl'.i '.i1J~ ifl'VI1;f'\J111Jfll.ltll'.i4U1VU\Jlh 

~Va'1JVi~ .,111J'.i:aa';! (2546) 1..ffl111J111J1fJfll'.iU;tll'.i 111J1VO.:J n~fl'.i'.i1J4Ufl.:J 

fl'.i:U1\Jfll'.iri.:J1Jfll.lU\Jti'1~,uiii1fl\J (Intangible Good) 4Ufl.:Jl'.ifi~l.I;tll'.i lflfJu\Jti'1~'uii~1fl\J 
: ~ "~o; 0" "" 'IIQ\J \J ~::..fl~flOUa'\JO~fl111JflO~tll'.i4UO~~'.il.lU'.itlln\J\J1 1Jqfl111JVi~ViO 1~ 

YI'.ilVYlfl~ 1'.i'.iW-nff'l!l! U~::.,jfl1fll O\JYI::6\JYll (2546) 't1'1..ffl111J111J1V4UO.:J 

tll '.i U;fll'.i 'h 111JlfJO~ n ~fl'.i".i 1J11;Ofl'.i:m 1\Jfll".iA lLij\J fl1'.i miH1fl mh~11d~4Ufl~1Jflfl~11;O 
" ... " ... 'II"'" ""'III

fl~flfll"ViOflflU a'\J fl~fl111JflO.:Jfll".i4UO.:J 1Jflfl~fl\J "~::flO 111 lflftfl111JVi.:JVi 0 1n lfl N~4Ufl~fll'.i 

fl'.i:: 'VIl,!\Jo;.:J fl1'.i U;fll'.i ~~ ~::L~\Jfll".i fl'.i::'VI 1~ a'l1Jl ".i Cla'\J O.:Jflfll.lfl111J~fl.:Jfll".i4Ufl.:J ~~ua'fl~ 

http:1\Jfll".iA


tLUAntLUUlllt-OP.'t-~"DLtlljlluntLU~Y't-~ t~ltL~ngDLn.tLU16~MtLU~~L~ngt~n~t-L~U1611::l\ 

t-R:> tLUtfLDln.tLUnUt-lllj,l1UI Ot"nUtll~fLUtlnl nn.~U'::l\tLUtntLUljllltntLU::UIIl4UHtLULA' .... ".A It.. ,. w It r .. .. .. ..,lit 

l., nntLUtfLDLn.Ot"tLUtfL"' ~nrul!Ln"Ll!IA.OItt-Otljlmtunr.Ot" Uljljh.t16ULl\UOOUDnl\LOIt'
:.. .. V'" hii I,; ~" 0 F" "I' 1-..,. I III 

~::mfilUl2~tLUAntLU (Al!Uqe.mdasuI) Jt~f'~n~Ull\UOOUIlIlt-f11t~::mfilU~ (£)
. . 

tL~Ut-~tLUt-O~ltLtljn~t-tl4l!-tLu:nO~l\Lne~~t-~t~nn!Jt~
. ,. 

t-01ft16l!-tLU£nr.LUt-on.,ttJlolll::trt0~" M.LIlm~n~tll~T~mUIl1n"L~l\lOO~~D~ll.,n!ULU~rt . . ~ ~ 

OR:>l\' n.u~IHLUnou::tnntLA1 1A.1t~lmtlUfL.u;:tn::un 16lj~l\1ft"'~ljltLtljIlUL01611 t-1lM.1I'" It' l' It .. ,. IV 1'O;clAp _I' 1-.. p.. 10. p;ck,k 

t-016fLl\IA.OR:>tLUnruUtLUr.fLOR:>tLUnnULl\UOn rt' tlA.llm.uOR:>tLUfLUnOIt"tGR:>l\' t-UU16::l\l!nOU 
" "p r Jpp .. r: .. ':' K .. r ,..., r P"' It 

Bt"L!\"t-tUtLUr.ntLU~ fL ULOltLll.luliot"OR:>H OljtLUU nn.~UIOR:>tLUIt::l\l!nou.uM It.u l\LOItL 1i7.., • .. k". I it' .. riC ... l''' r p p • ,. 10 • 

::unJtLf'~t-o~n!l!-t-~n~1tLu:nr.LU (Almq!BU'8)uI) JtLf'~t-o~n!l!-t-g (Z)
. . . . 
 nOUllttLUtnJlol lllj1ftOHl!mr.LUn.u::r.n t-Ot-lRtLUOt" alLllm~nu::r.nruwL::l\LL.lulil!t-li I .. (Cit r"rrl' I'"' .. K., ,. .-"'K "f" ~ 

DLn!OL~~LtLUt-D~'Jt~l~tLU:ntLu O~l\Lne~l'::l\l!-no!JL~n8~l\ttl4n!n2"lJtLltL.uljlll~fL~ ,. . 
l!IT1 tl!ll.ln.uOR:>UUUUHl4Ul4nt-R:>l\' Htf.1 ItLtljnU~OnR.t-o..nntuu tLU.tnOR:>l\1 n.ull~ pl""lt , ,r .. r i" It ifill ,.. I' KIP· lIP .. r It ., ,.. 

.tLU nn.~Ul::l\.tLU.trtr.LUltttul\ULtunIH' t-LIlO~fLlJnUUfL.tLAL::l\ltLA' Ln"t-tUrtLtl!lJtLltL.ultL r ..., .. · III .,.. _I"" ,.,r • ;c III ". • I 

t-lltLUtnn.tOU"'ou.~ nn.~U'l!r.LU.tnuuntn::tUl!::mR. tLu.tnntr:-.Ol4l4nlJrttLUtn~l!Ll!::.tU p .. ,... yir I' .. f''' r"" ,.:1 I ~.. .. iir • 

tLUO~"ltr.tUl\yn~1tLU~n.tLU (lsrun l\LHtxLItLtljt-OR.m~Lp::.tL.u (1) 


nt-~It tLUtrttLU::mfilUUt-lJIlLnl1owL (£Z : £17~Z) l4rt~::JIo~T l!nn~1611
 rIO.,.. -" I' to&1' 1'1'0 .... 

tLUtfLtLUt-on.::mRIJIJ lTl ... ". 

fL,!,t::r.rtItLtlj~y'~r.LU£fL~Lr.LU::UI1 t-OP.l0~t-LpOr.LU~fL~LtLU t-D~'OM.HpOr.LU£fL~LtLU 

LUtIH~r.LUtfL"' .tLU ljLllOIt.u1ltLtlj"' tLU Olj t-LlA.tnIlOt"UU"ItD~l tLutnJlo' HUntLU.tfLttt 
... III It III It. • '" ... ... 1Il1t1ll' ...... b 

tLUnL"l.0M.t-~ItLtljHk.u O~ n!;ltLU£fL.tLUt-OR.DLIt"ItLtlj rtl.uDlIltL~U ,. 
t-o,nntLutfLtLUnl nh.ufLn.uOM.ULl t-R:>n",t-olt '!'.. It ,."iiI... p 

l!-Utll::.uItLtljlltnL~t-~fLlJt-on.L~1ft~1lJUItL.ufCLLn.tUtM.~UrtD~l!&n l.,H!&0Ut-O~lj'::unfLfL:U .. . 
DL!"O~lj' Ut~::.uItLtljDtnL@ t-~ mLnLLL~::filU,!,tnLHtiltL}i~r.LUULM~m~fL!JtL::UP'!-""Llj 

t LU tfLLL.lUli nn.~utlA.tLUUt-~t-.ufLUfLO$l,~MfLtnljnn.'OR:>HIA.LljUlit-on. l.,no n.uDM.tlA.Ot "t-OR.t-.u 
.. K r" p I I"b ~ It) .. 1'0 1" F' " ., -,. If)" IJ:i r-

t-Q '"r.LUt-Ol6ItLtljOr."t-o, L ljUlit-on.tL U t-o ~ItLtljnll.111LO t-lIiILLJ.ulit-o"'tLUt-O~ItLtljt-on.ufLO~OM.1 
III • III III Jp ",Ii' III " 

nM~H-~n"L~~Lut1ULUItL~nLHI,tLltnljH~tLunij' O~tL~U n~DL~~Lon.utt-p"DL~~llyifU'y' 

r1.L~t-llA.lttr.UllUnll.1 Olj (~:>!AI~S) tLUtfLtLULtflllt"ItLtlj"' (£OOZ) 'l:>0I~AO'1 III ... Jp .... .... III It 

nlJW~1luttnLfL!~L~t-¥0!611LfL,!,t~tfL 

~Ull~~U~lltltlj~!:!t tL~ut-~Uljljh~l.l1,tt-,!,tItBk" ~~t-!-"Ylljnl.\uljljhl!-t-~fLlJH~~1JL1.t-nL~~l\I 
" "" I" 

6 
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(4) afl1:lW:~Uflfl,jHhjfl.:J~ (Heterogeneity) fll'5lJ;fll'5ijafl1:lw:~hjfl.:J~ 
lII' .d. "". A .l'QI ~"Q0 IUri: l1J nl1J1'5fI fl WI 'Utl1l1f1'5!1 'U 'YIUU U OU itl lUO.:J"1flfll'5lJ'5 fll'5 UflrI:U lJlJ'UU O~fllJ~ 1'HlJ'5 fll'5 

............ ~'" 41" ~ '" .... .., J!
UflrI:flUC)f.:J 1J 11fl 1'5l1JU rlfl1:lW:l ~ 'W1:'U O.:JflUl0.:J fI.:J 1111 {J:mufll '5lJ '5 fl 1'5 OVH ltl V1fl'U {J1fl~ 

II II.I 
'..rlJ;fll'5flUliiiv1nUU~~1.:J11'5:n'U 12WIl1'W'U O.:Jfll'jlJ;fll'5 ~01{JU91flfiHnU'~";.:J il 'UuodnlJ(flll 

lJ;fll'5 ~i'lJlJ;fll'5 ,s1.:J11r11'U O.:J fll'5lJ;fll'5Url:tYll1'WU1tl~01J'UW: lJ;fll'5 ~ U91fl~1.:JnU ,do.:J{J1fl 

fll'5lJ; fll'5 ~ijlJ;fll'j ~ijtl111J'HrI1fl'Htnmi'uu1.h'tJ91 11Jil {J i'V'H rI 1 tJtJUH U.:J'~U fll'5 V1fl~ {J:: 

fj1'H'Utll~U1J191'jJ1U'Ufll'5lJ;fll'j OU1.:Jliiiv1nU u~{J:ijfj1'H Ufl'~U'j :lJlJflln;H1U 1,s'U fll'5 

lJ;fll'jlJUltl~o.:Jiiu fll'5lJ;fl1'51U1U1fll'5 fll'5lJ;fll'j 1u1H'WV1lJ1r1 l~U~U fll'5i lllJ;fll'j~ 
II • 

lL91fl~Hn'U'~ "'.:Jt! Ufll'5 1 IIfl 1111tT1fity~Ofll'51aom.Jtlrl1m;; ij12 WtY1I-Ufi1'H1J 1:: nlJafl1:lW::.:J1 'U 
, I • fJ 

lLrI::i'tl 1 llijflliNflOlJ'j 1J OUHtYlhltY1JOI~Ut!O.:J~11~uodHV.:J 'j 11J";.:Jfll'jfj1'H 'U tl1Jl91'j fll'j 1'Ufll'5 

ilflJ;fll'j1Jlfl1~U;c1ff1:l1,su i'lJi4.:Jth~'I1J <G'0f1tll.aU{J1fl~i'lJfll'jltYUOlJ;fll'5~1u~tJmw81'U1v 

f1111JtY:tl1flUrI:l'YItllu lr1ii~";ut'f,jv l~U~U I;tO1lf,ru"1U12QUl1'WUrl:tl111Jt'f~11t'f1JO'UO.:Jfll'j 
lJ;fll'j 

(5) afl1:lw:~',jt'f11J"fIL~lJi'fl1:l1'1"~ (Perish Ability) fl"lJ;fl"~ 
',jt'fl1J1'5m~lJi'fl1:l1'H;odntH'n~1'HijounlJaulll,t1 '1 'tJ Irto,,jiitl111JftO.:Jfll'5'''lJ;fll'5{J: 

Of)1 ..rlnfltl111J~tyltJth~ ',jon11 Vflm;lJftu1J1 '''tJ'j: lv'Iu1 'H,j'~ fllllJ; fll'5;~ijfll1 
ItJgvu 11 tJrI ~'~91aOtll1al ua:flnlJ;fln \l::~o~ijfln i'tll911V1Jfl111J'W;'01J'1'd1'Hi'lJfllllJ;fln 

... 1 cI".I" ..,... "1' ....1' " ... " .... J! 1:Jl'"11JO tlfl Lt! 1'1U fllntllfllV1J01'Hn nlJ'5fll'jQflfl19111Jtl111J910~flU l1JtJ l1J1J~1J1 'lJlJ'jfll'5fll'5 

itll911V1I'UtJ.:J'1'~o1\l ~t1!ltJal U9i'YI11~\llt~U~~tJ.:JlfllV1J'l' ldtJ.:J{JlflOl \l\l:jj~iflJ;fll'51J11f 
lJ;fln, ft91r1tJtlI1r11 flni'fl1:l1 a'1J~rlV'Uo~Qfllllil'~U~tJ~iifll11HUNU fl rI ~'YIi'fln 91r11tll-AO'H l1i 

1~1{J(lflll-I1llMU1J1'''lJ;fll'50UHa'~11n1JtJ 
(6) afl1:l W:: ~,,j t'fl1J 1'5 flU a',Hfl111J1~U1« 1 'U 0 ~,~ (Non-Ownership) fll 'j 

... ... .... ..;" .... ~" ...... A.. ...I 4. A ... l' 
lJ'5fl1'51J rlfl1:lW:'YI L1J1J fl111J l1JUI \l1 'UO ~l1JtJ1Jfl1'5C)fOlJ '5fl n lfltl'UU C)f ~Uflfl911~ \llflfll'5GJfOt'fU I'll 

.:. ".1 . cI ".I'''' ... J!A. '" A ... l' 1 cI ~ l' ~ 1':: ,
'r11 mOVHmu LtI'Ifll\lU 1'W'jl:11JtJ~C)fO\l1Vl~U.Oa''U'Jl tlfl\l:l1JU1\Jl'UO~J;lUfl1UUtJVHfln'5 

01 ... 1 ";}1A I ... A '" 1 cI ~ .... :: ";}1A "1''' "''' 'YIU'YI U'UW:'YI~C)fO {J1Vl~UCJfOlJ'5 fll'5 tl fl\l::llJUfl1lJl fll'5UU'YI~CJftJ{J:: lt1'5lJfll1JL~tJU L'U'UO~fln 

lJ;fll'j u9irl::tJ'5:LfI'YI L'W '51:: flUlJ;fll'5 ,,j1,sa~'UO.:J u9il~un \l fl'j'j1J'H!Ofl'5:lJ1U fl1'5'UO.:Jfll'j 
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", 	 "+ t 	 , 

m :iht!u 1.vU lijo~l~tJtI'11 t1l'ogn/hijo~11f1l'O~tiU ItlU'rlH fltJ tJ;'I:1'rl nl'.i'UU hw tl1nfimi~ 
... ,.1'" ... .... .... .... ,J.J1 ".....J • ..6 ,. 1'" ... •

t11.J':) lJtJ~onLlt1.:)t1U~ nlltJlnllV:In~'llU'llW:'rl ~tJtI'lltJU1mO.:)tJU Vln'rl Ut1 ~t1U~ lJtJ.:)om1t1~ 

... "d 	 ... d ~ r.r 1 · JI!iI ...::t11.J~ IlJOfl~ 1~t1lJltJ11tlltJ'rll~nlltJlnlln vtJtI'Utl~ ~ ~~ tJtI'11 lJ tl'llJ11 fIllJU1vl'll 0,:) nlltJlnllUU 

liWmrnl:n11tJ;nllt1lJ~tl~ ,,jfll111t1ijouffUfl'l~U 
o ..... .... 

2.1.3 f11111Ulf1tV"8~nU111fl11 
III 

f111lJduity"tH011tJ;nU tl'llJ1HlUti~1~U 2 111ZI~U ~~il ('rllltJ'rlfH 

;QQ ... 1 41 .. III 
1llWVifl'lIJ UtlZlJtl1~l nU'rlZOU'rll 2546 : 5) 

2.1.3.1 	 f111lJdlfity~0~i'tJtJ;nll ~tJnflf1t1'JjtJ't1,j ijf111lJ~0~nll ';;tJ;nll 

• 	 ,J .I.J.I • I 0 ......... .J1' .... • .,

fI H., t1 tllnt1 tllnlJ1n"U Vlnnll1 lJ tltJUUlJ tH1lJU tJtJnll ~111JU "1f1'rl~ fH 11111 ~"tlZU'll~"U 

:: 1 JI 0....... ... 0 1.'t 0 !iI " ..6 Y.'" ... '" 
fltlO~H1tll'rl~ U~lUnll~lH"1f1UtlZnlH1U01"Vi 'rll l1Vll1JUflo~'tH,.n~OU"1tJ1t1tlOVflnll 

" • , "...s d . ,.1" ,_'Ii 0 .. ...... lJ1 · · ..
110~f11~" t1ul11tlqtl1~ lJl'nO l1t1'llJl1flfll1UU"1f1 ~0tJ1~Nl~nntll1flO 

• III 

1) .v1tJflOtJtI'U 0~fl11lJ~0':)nll ff1U1Jf1f1 tlnlltJ;nll;1'ntJ n1u"wzilij 

oglJlnlJ ltJ'U1111ItJtJ'll0,:) nll i'f1nlltJ;n u1~othu1tJfl11lJ tl'Zfl1n ,..rungnllltJ;nll , Ul1tl1UU'~ 
... • I ..6 ,,,....J " JI ... 1f ...1 :: l'
lJt1 tllnt1 tlltJlJl ::1fI'rlC)j'~ tl'llJl1 fI t1111 nll'rlflOtJtI'UO~fl11lJflO~nll"0~gn"11t11o~ tJ1 flfl'rl~'fI1U 

1HnltJ811lJoi' d'~fllJ a'~l1tl1ty lUtlZ'fI, V~1J;1f1fl'~~lL!lu~0~ffnllllJlf11!lU"O~1J;nuu,;tl:: 

1.11::1tl'rlUatlIDtJ1J1;1 tJ1JflWtl1'nnl11J;nl1~f11':)fl1Jf111lJ~0~nl1,..rlJln~qfl'~o, ~1i'1J1J;nll~ 
f1U10 ~Vi0 , tlflllJtJfltl1Vi" 0 ~u~at1Jf1fl tl 

2) .v1tJ1t1';lJ tl'tl.:)flWtll'n;1f11do~i'1J1J;nl1 l/i'1Jnll1J;nU~f11~fl1J 
., d... t'ff!. .J.... ....::..6.1... ... ,_'Ii......;... 

f111lJf11f1t11~nVtlnflf111lJ ,nn'rlfiflOnll1JlnUUU C)j'~lJl::a"rllitl1Vi"O~nll 111J1nll'rllJflWtl1Vi 
III •• 

OOlJlil'..r~i'1J1J;nlllnflf111lJ1.h t';1J'vua::ijf111lJ~" ';~nl1'..r1J; n 11;11f1uii~0~nl1"0':) 

t9'1;;1J;fll1 V::~O~1,j~~tJ1n 01U1tJf111lJtI'tfl1nua::tI'U O~flO1Jii,:)~~';;1J;nll ~O~nll l/mh.:) 

2.1.3.2 	f111lJdlfity~ot1l..r1J;nllUti~I!lU 2 nnllW::flO 

1) f111lJdlfity~of111tn01Jnl1t1l'O~1J;t111nll1J;nll ~t.l1::n01Jnl1 

'11!1U~Vt~0~t1i'tJnaq'rl'fi'rll':)nll fIa lf1~~~1,rUnl"'ltJaulllUfi1;; tJ.:)O dH 1;ltJ1lJl , tff111lJtI'U , tl 

!iI ... ., .... , ..;..; Y. <II., .... JI'" .... 1 ..;..1 ","11JUViLfl'lIn1Jnll1JlnllflH ., 'rlInV1*\10.:)n1Jfl1t1'Utl1t110nll"ltJ1Jlnl1 f1VflHlJlntJ~"U 1ViO t1 

o .. ... .....1 ...s d ...." l J1 1 • 1 ~ nl1fll1UUntlnll1J1nl11J1ttl'1Jf111lJu l11V1t1UOfJU"~OU" 'fI f1mU'nltNanl 1 ua::tl1ViViVU 
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• jJ cf~.. Q 0 Q Q 

- 'JI'1fJa''S Hfl1ftft ~U YlYiI 'UO~ 11'HHI fl1'iYil11U ul 'Sfl ~ UYl1n::lJfl 

.Q 	 ".1,,: .Q J ,,,': QI ~ 1 .. .... 
,h::lflYi f11'S 1.1 'S f11'S ;)::1'U11111fl fJ1'U0~lJ fl'UU~OU'UO~f11'S~YiI~O'S :111H~ttfOfl1.1Q'U1fJ 1I111.1'S f11'S 

tI , 	 • tI 

UU ~::liifJ1~0~O'1.1;i'1ffU11111;0 1,j~~111 1;1I9TU;i'~Uflf11'Sl,r~o~a,jl1a'l'S11;OthUU::lhfl1~'l url 

,.,1 G<.....1 • d G<,..1;III 

f.j0)101l'S:: fl 01.1 f11'S~Yila'U190)10fl1'i 11 a'YiI~00f1fHfl1111&o11 ,1a'ua:: l11U f11111 d1f1ty'U0~ljttfo~aoYil 
.., Q Q A Of" 	 Of ",: 4

'S:::fJ:::l1a1 LUf11'S1.1'if11'S ua:::f11'S1a'1J01.1'Sf11'SYI~'S~fl1.1fl1111~0~f11'iUa::f11111f11Yi1111~'U0~~ttf011'S0 

~fl1l1 ii~1111;,ii'd01la'fHfl1111yt~ftO1 ,ua:::f1111111'S:::t11.1 1 \lUrl~flli'l ob~onihhuvh1,r~flli'l 
;i'YilffulQua:::10Yilf11'Sv.1Yi1O'uflo '1 111'umi1l~flIi'1 (Words of Mouth) lf1Uf11'S1I'S:::'JI'ltY1I';U-fi' 

" .... ..,. ,".... • 4. .1 
fl1ftft'1J'U0~1'SflQYiI~fla11 111f1folfl1111U11'J1'Ofl01l1fl'UU 

- ,hfJaYilfl1'i ll1afJU 1 Q'U o~Uflli'l1 lIQ1fll'in, l'SnQlfol~ti1i1~o~ 
f11111d1flty'U0~f11'S1.1;f11'Sua:::ri~1a';1If11'S1.1;f11'S~~HjflWtl1ftd01lri~Nal,rUflIl1lnfolfl1111;q~ 
ft 01Q ,rtO~flli'l"tilQ'hffuli'l11;01.1;f11'i~''U1;i'fol ffU 1 Q40uf11'S1.1; f11'S~~fl':hffu1i'111;01.1;f11'i 

4 1 ,I ,~ .1 1 ~....l : • .I .!. .1 1 l'0 IOU'l f11'SYlfl ~ttfO'U1fJ~:::m::Yl1 'I>l~lfJ'UlJ folfJIUftl:::ummf11Q:::1If11'SttfOttf111'iOttfOlft1l'UU folfJ 11 

" a~la'S111t1~uU:::t11~flIi'1'SlfJl11,jl,fflfl~1fJ 

- ,hvi'mnftUfl~lU1,rllau~~lu 0'1.1 lOS n Q f11'i11~U'1fJU'~100fl 

'Uo~ ftUfl~lU fttril iifl1111niJiui'O'1.1flWfl1ft'U0~f11'S1.1;f11'S,fluodH1I1fl flri11ftO flU 

1 ,r1.1; f11'S ~~V01lnf1~f11111;q~ft0 1 'Url~flli'lUa::: i'm:l1~flli'l111lil,rfj fliu 0'1.11 'S OQJuU1U ob ~ 
ri~Na1,rl'OQUf;'1'S \l~ua:::n1111'S mhfJth~o1.JUYluurlftUfl~lU1Utlfl'i1~ \l~1 ~ ftUfl~lU~':::'Ofol 
f11111ftO 1 \l 1,jfifol~,lIavu lQ 111Yh~lu~tu u~1uYlHm;1.1O'u 111f11rlnQ'nU01.1;fll'l~11i~ 'til1,r 

gflli'l1lifto1 t"a:::,lIafJu 1tllf1.1;f11'itU~~fl11 l'iOQv01l1l'i:::n1.Jfl1111~1Il11a1ua::ri~Ha1,r 

ftum1u1,jftolQQUm:::tt~a100fl1~ Q::,l'fu11 f11'i1.J;f11'i,flu a~d1fltyfl0f11'Si'fl'il1ftUm1ul,r 

Yh~lUO'1.JnQf11'SJU U 1U 11;01UYi1U 0~1~V1O'U ftUfl~lU~u1.1Yl1.11Y1d1flty1Uf11'i lnu01.1;f11'S~;l 
_~ Q Q ., '''.1 0 d 

f11'i1J'S:::flO1.Jl'SflnJ'jf11'ifol~fla11Qn::1J'S:::a'1.1fl1111n11'iQ 

2) f11111dlfltyflO~lIami~lU1.J;f11'S f11'i'UV1fJ;i'1Y1H~~a'111m'i1Jf11'i 
... 1 · ..;. ,~. 1"'" ... .!..l 1 ..;III 1 .1 ~... ...1.1'Sf11'i U'JI'1~YlH1U1I1 'I>lflO 11lf1fol~lU1.J'Sf11'S'ft1l'UU U11a1vn1'U101'J1'ftQ~IQ'ity'fl1.1 ~'UUl1JU 

l'SOQ1.J;f11nh~ '1 lfolvii 'fol~~11111fJ1~OflO1.Ja'U 0~f11111A'0~f11'S f11'S1.J;f11'i'U0~ ~1.1nflfl C;~U 
, ,, .1 _I .....;111 ~ ......s ... 1 0 

111.11 U1I 11a1fl11a1V1l1fl'UU f11'S1J'S::flO1.J01'J1'ft1.1'if11'SQ~l1JU01'J1'ftrl1f1ty u~a1fol~lU UD:::Yl1 

'i1fJ'n~~ flri11ftO 
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- ';1v'1fiim~...ma::'nV'~rlihl1i;01'l~'l::'1\rfln-3f1111Jthtity'UtN 

'YiUfl-31UlJ;01'l' 1..1 O1'l fffl-3f111lJ-W-3'Yi6' ~~-3tIfI'1funUflfl' 1 11111fii01'l Nm)1J'llJ'YiU fl-31Uu~a::f1U 
, ""'.1 ......, ... 1".. "", 1" ...... 0' f'H lJ u 'l:: ffVt 1i fll'Yi 1..1 Ol'l1J 'l Ol'l 'H lJfJOUll'Yi CIt-3 ~:: ff -3 Na 'H ~ 'l fl ~ lJN aOl 'l u a:: ff1lJ1Hl~lV 

fh~v1JuVtu~n11J1:: fflJU n'YiU0-311..1'~ -311..1 lJ;01'llfium~'Yi~ tI~;~~lll'1fih lV'~~fi'YiVfflJfl1'1 
: ~J t Q,I .. I Cl 	 ,~ ~ _I QI

Vt-3U'UU Vgfl1J u'l::lflVt'UV-3-31U 1J'lfl1'lua::f111lJff1lJl'l t:l'UO-3U~ a ::1JfIfI aVt n l'Ifll'luua::'t'tWiU 1 

~UIV-3 

- ';1Vfff1-31 VOlff' 1..1 fl1'11 ffU V1l1V lf1 v..tl'tlUflli1Ufliifl11lJf 

I~V1nlJfi1ii'Ufl'1'H;VNa~.titutti'~OU-«1-3~lnfl luu4'U0-3IVtfllu laVOl'1Na~'H;vtI'l::iiVtDfll'Yi01'1 

1f~lU'Uv~ii'Ulilfh-3 '1 UfiUflIi1Vt'n1J11vu' 'U01'1lJ;01'1fil-3 '1 ~~'U1VIUUV1 1fua::u1lJ1'1t:lU1lJ1 

• ~ 	 ... .1 ... ... , .. .l .... "'... " , "......1 " ..lu'1 V1JIVtV1Ju'1:: flVlJ01'1flflU'U ~&aOflCltV1J'l O1'l Vtm -3fllJfl11lJ~V-301'l fI VtUVt VOlU~'U1V 'I1'lV 

... ... .. 11 .. .... .... 11,11. .1 1 1'''''' 1 1""I't'tU0-311JlJ'l O1'l1l1fJUU'1l'H 'l 01J'l Ol'lUU,n tlVtl-31VU::fl1fl'UU fI fJ lJfI V~IUfJna1 'U01'l UlJUl1 

i~1~~flfl'1 

fl ri111fI fJUl tI f111lJn1ft ty'UV-3Ol'l1J; O1'l ti va~ ~';1fJlU;lJuf1-3 tlWfll't't;lf1ldv 
• 	 • III 

~i'1J 1J;fl1'1 1~i'lJ01'l1J;fl1 '1ii~'1 ~n1Jfl11lJfl1f1'111-3~ ~::10fl f111lJ{iYfliiiii fiv O1'1lJ;flUU1..1 ,fl'U 

O~fl'l'llJ~Lt'VtI'1::lfJ'lJU'~vn~f1lJiI~1UULfluvVHlJ1fl -i~'u~lUfl1'14i1LuU~1f1llV~~1JnflflLLa:: 
O1'1t1 '1 ::flV1J1'10~'Uv~~1.h::flOlJ01'1-i-3 'H a 1V ~1Jnflfl'lfl1Url'i1,fi'Ufl0-3;1~'t't1a~ 61U1fJfl11lJ 

U::fl1flua::lJ;Ol'1fi H'1lJ1fllJ1fJ 1 1..1 01 'l i'flO1'l10;1~tI '1:: ~111..111fLfi'U 1tI mh~ tlflA'111 fll'l",j -3,j'U 

VtHlff'l'W!O~11f'rl'UnlJ01'1ltl~fJUU'l.la-3~llJfl'l::UUlafllUflalf101'1lillul 11111f~tI'1::flOlJ01'1AV~ 
11'U lJ 111ffl11lJn1fttynlJ01 '11J;01'1 vVln;~i'~ t~~::U1lJ1'1 t:l~11UU1'10~1'{VVHii1.h::iiVtifl1'Yi 

ua::tI'1::ulJNad11~1I1'U~ttfl 
2.1.4 	 l.h::Ul'fl"fJ~fll11J~fll1 

UflfJ1't't'1IUlJ0111 (2545: 10) O1'11J;01'lU1.hvvmflu 21t1UlJlJ tiv 

(1) Na~tiwGti'lJ;Ol'1 lfi'Uo~flnlJ Natl'1:: lfJ'IfU' 'H;Vfl11lJ;ln~vll1~~'U1fJ 
... 0.1 ~ ....... ".1 ...... "" ....1' 1
1If1Vt1'UUl1J'UNa~flruCVIluU1JlJ'HU-3 ''t'tVflVlJU'UV~fl11lJflV-301'l'UV~~1J'1 flfl 1'If'U O1'1'U1f1 'U 

1'l0111..1 1f1UN'U llJ'llW flUi'fl'Wl''U1'10~h~'t'tvl1J1a Ol'1i'fI~';fl11..11'1011 h~mlJ "1a"1 

(2) O1'l1J;OlHY1'Ufl11J ,fi'Uollfl'l'llJ Natl'l:: lv'IfU' 'H;Vfl11lJ;;~'t'tV'1I~~1l1fJ 
... 0.1 A ......... 11 A 1" ,,,... 11 "'.1 ....... ~.l , ... ...: 
\lflVt1'U'U I't'tV1U'1lJfllJ uu '11l't'tv 'HOl'1'U1vua:: 'lJU'Ut1llJlJ'l::UVt1ifllTW~ 'U'U l'IfU 1J'1011f1f1f1-3 

, .........,1..,,,. 1 1"
0 

CltHlJUCltlJlmV-311fl'l'Ha~011C1tH 'H'lVOl'l 'I1f11U'U::U1 1..1011 'If~lU "1a"1 
1/1 

tI'l::lflVt'U0~1'101llJ;Ol'l uti~vvmfl'U'Ha1vtI'1::lflVt ti~\j 

(1) flUaVU1'11';'U lVt'.if1Ynl1Vt~ hn'rlffU' 
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(2) ~ijdtnfltJ l'1fU lHunJ ij'Vn!'t111Ju,f 111Ul'lfl 

(3) fll'l~flfl"H~tJ'lf11.1~ijdmfltJ l'lfU ffltil'l~,jltlfl fll'lcimJUCJflJl1lu flU 

. " ~flUfl~1.11U 

(4) flln;flNijU fffl1U1Ul;~fh~ ~ h~fI1'VwufI! 
" 

(5) fll'l~U~i'fl'l:Il~d l'lfU fffl1Ulff;lJfldllJ~llJ rl\J~flNlJ fffl1,jU~fI,h..nrfl 

(6) fll'l i'mJTntJ11J1~ l'1fU h ~'VW11.1l~ fliHimiuflll'n't1V 

(7) ~,j;mn l'1fU 't1U1V ~,j;m':l1't11~1rIO\l ~dU't1\J l<itllWl 

(8) flll1~Ul,sU tiUlfll'l 1.11'l-J't11~U'rJU flij~'rJU~flffl'Hm'llJ 

(9) flU,j'l:tiUtltJ l,sU ,j'l:tiU;1fl ,j'l:tiu~,jfi1'H~ ,j'l:OUtylllfl1'n ,j,:tiU 

.... "" ....f)flfltltJ 

(10) fll'lfllJUlfllJ l,sU fllll1lUri~ffUfll 'l\l1f1Vffl'l,j'l:~1't11~ HU,sl fflVfllliiu 

(11) fll'lfffllll l'lfU h~l;VU 1't1Vl~tJ 1J'Hl1't1tJ1~V 

(12) fll'l";ij~l~tJ1 l,sU Ul1~V1 af)~u'n ~41\1 lrl\J~U (~flVl'n'l lfflJij'\l, 2545: 

25-26) 

!II II ... 
2.1.5 ft1UI",.,UJ"0Ult'U.ftlWm1a"'U1fll1 

fl11lJ'H lJ1VIIl ij\lfl wm'nihrfl1'tflfl1'l 'HnlV";lU '~lH'iiVllJfl11lJ'H lJlf1I1lf)\I . " 
flWm'niiuflflfil\10Uf)f)fl',j tl~ij 

YflW ;flU1W'tf (2545 : 184) 'H'fl11lJ'HlJltJlIltHflWtll'n'Ulfl1111'-h ,rlua\l 

~hlrlU l~ij ~\l:~lJfl'l f)~ ff't1 illltH~;miifll1' ,r1~;1.11.1;flllA~ tyft 1 rlu fll11.1l fll1~tlfl~0\1f11lJ 
"'.... d '1'" y'o. AlII , "y'o... ".. o."'Hnfl1'tfl'tf'n 11ft111 fll 'tf\llVL'HlJl:fflJUn:~11.11.1'lmnH'nij \l CJf\l~11.11.11fll":flij\lfl1:'HUflfH 

fl11lJ"1,rluun::fl11lJd1fTtylllf)~fll11.1;flu~jjfltutll'n lftfliftl:1.11.11.1;'Hl1iftfllnf~fli''nvlfll 
1JflflnUndi\lltftlt"U1tJ'Ufll11.1;fll1,,r';;V~'nf) jjfll1i9'llU1f)dHfif)lilij~l~miilJlJlf11!lU'U;fll'l 

" "f :'.1.. ,~ .. ",..I"" ~ "f 
'Hq~IIlU't1~Ul'nf)fl\l 'Jl'nf)fll11.1'lfll1't11Jflwm'nv~IIlU 

' -rVfflJ'nn 'tfl1,j,:1ff;! (2546: 106) lH'fl11lJ'HlJ1V'lWm'nlllij~fll1'U;fll1 

(Service Quality) 1~11'HlJ1Vii~ flll1.1;fll1~Ali;ff (Excellent Service) fI'l\ltl'Ufl11lJ~f)~fll'l'Hlf) 

lOUfl11lJ~ij~fll'llllij~Uflfl1\lU"h'H'Uflfll10ftfl11lJ'niji \l (Customer Satisfaction) un:10ftfl11lJ 

,~i'flflflA (Customer Loyalty) 

1JlIA U~dtlUtJ1 (2548 : 11) l,rfl11lJ'H1J1Vflwm'n'U;fll'l11 lrlU-nflllW:fl11lJA 

~lrlU1,jflllJlJlf11!lU~1'HlJl:fflJ ,jnff\llfl~ijNft'nnlft'th',rlO~lf.jn-n'n ;~Afiijfll1 flij1.1ffUij~fif) 

fl11lJ~f)~m1I1lij~~i''U'U;m1 

http:fll11.1l
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" ... " 11 ... "...... ... QI 	 1t'fO~tHI 0.:Jn\..1 '\I O.:J fl 1111~O.:J m 1 '\I 0.:J\1 fl1'l111 1 O~.P 'U'lJ'l' m1 11 1 0 1 ~ fl 'U '\I 0 .:Jfl1111 t'fl11 11 (l 1..1 m1 

1 ll' 'Ui m,~~O'U t'f1..l 0.:Jfl1111~o.:Jm, '\I O.:J \1 fllll1110~;'U'Ui m'H)1..IYh1'If\1 fllll111o~;'U'Uim1L flfl 

.ell 1 ....J,"'" fl111J1HViO ~nJ1fl'U'mn'U'\Il fl''U 
~.Q, .. fI .Q, ~ Q .d 

t'f11'U~ t'flt'fLt'fn (2545 : 21) tJt1U11'W'U1m, 11111vm 'U'fllnlt'fl1111(l 

~0'Ut'f1..l 0.:Jfl1111~o.:Jm, lla~fl1111fllfl111.:J'\I0.:J ~;'U'Uifln yh'll'~;'U'Uifln Lflflfl1111-n.:JV'W1~~0 

'Uim'~'~;'U 
"l'W"Ul 61..1'Vl'fU~1 (2550 : 28) flwm'W'Uim, 11111VO.:J fln1tf'Uim'~t'fl11n(l 

t'f'lJ 0 .:Jfl1111~o.:Jm, ,~~, ~91111fl1111~0~m'111Olfl'lJfl1111fllfl111~IllO.:JQfllll11a :::iil1 ll'Qfllll1flfl 

fl1111'W 0 1 ~ flwm'W'U;fll1 U~fl~l ~fl'lJ'U91111afl1:lw~Illo~~'.fua:::11 191'!11..11ll0.:J~' ;;u~a:::fl'lJ 

fltlUl1'W'Uim'Lri'lJ'lJl111"11 oi'Ulv'~V1fl~0~1;;'Uim,rl01..l'.:J~:::oi'U1V'~ 
" 

mh11flvt'flU fJwm'WIllo~'UiflnU'lJ flo fl1111-n~'W01~IllO.:Jt'f111;;fl m1 'Pi';'U 

m,9l0'U t'f1..l 0 ~91' ~91111 fl1111~0~m,ua::: fl1111fllfl111.:J m,'Pi';'U fll1 U ij,j'~OUH t'f~ l1t'f11 Ofln 

'~;'Um,'Uiml1ri'lJ'UOlh~1t'f110mfl VJflflf~~1.f'Uim' ',jL~OflUij,j'~ ldo~;'U'Uim''~;'Um' 
910'Ut'f'lJ O~~ l11fl1111~0~m '11~1 ij';'U'Uim, ~:::1flflfl1111ffffl-n ~'W 0 1 ~'h'~;'Um,'Uim,~ij 

flwm'W 

1.1.6 	ftl11JihftPJ'\It)~'lW.tl1'Wm1'fi1J1fll1 

iVt'f11'Wa 	 'Jfl1U':::Lt'fi! (2546 : 110) '~mh10~fl1111d1titylllO~flwm'W1'lJm' 
" 

'U; m 'IlltH1Jflflathti\lt'fl111' (l,"~1'011 , n1..Il;;.:Jflwm'Wua:::l ;;.:Jui 11101~~U 

(1) L;;~fJWm'W fl1111ihtity1'lJl;;~fJWm'W'lh:::flo'U~1V 

(1.1) 	 t'ffHfl1111'W0 1 ~ua:::fl1111~~;fltlfl~hrQfllll fln1ll''U;m,ouHij 

" 
flWtll'Wti011yil hrQfl1l1~91 '~l1a:::ffffl'Woh ~0~m'1111;;'U;fl1" 'lJfli'~~O, tI hj~o~fl" 

lt1aV1..I't1';;fl'U1'fl~'U;m1t1..l~ ',j~'lJlflV ''lJ~ "l9ld0111flflfl1111~~;fl.tifl~~UI1111'W01 \l ua:::fl1111 

~~;fl.tiflil~lflQfllll111'Pi'VlflL~11~''lJ~fl~ij'U;m, ~lfl~U,j~1tfl~Ofl11 lfl111 v ~.:JijflaAofl11110d 

'OfllllO~l,fi~ 'lJOfl~lfliffln'tf'Uim'~~Lnfi'fV~,hvaflfl1111 ,,j'W0' ~'\I0~Qflllla~~1v l'dO~~lfl 
lri'lJflnafl fl1111~fl'Wa191 III O~m,i tf'U;m,a~ 

(1.2) ijfla~Om't'ff1~tll'Wafl'WWlllO.:J1,fi~ fll"tf'Uim,~ijflwm"'U011 
, • II 	 I f 

til1ll'Qfllll;S'lJ'Jf111'fl~ ua:::fl111.1;S'lJ'Jf1JU'lJ ~:::\lflrllfJ'nOfl't1V~~6'lJt111"'1' fl~ijfl1..,afl'Ww;j~ 

http:U91111afl1:lw~Illo~~'.fu
Administrator
Rectangle

Administrator
Oval



16 

" 
(1.3) ijij'tli.... ~~(JiufI(Jtml~~~iiu1\l'~'lllfl1'.i flfllm.... fll~h1'lllfl1'.iij 

" . 
NllmhuJlfl'uiu91(Ju fll~~~iiu' 'Il '-.\''lllfl1'.i 'U(J~'Illflgfllll'ui1 'Il1UUft'll1'.i flIlil~fl1lll~llrll'IJ(J~ 

.. " 
fll'l'~'lllfll~ ii~,hrJuflu11U'Ufll'l'll(Jflil~fl1lll~llrllfl(Jflfllm""fll~1 -.\''lllfll'l 

(1.4) ,rJU fl~~'tli'tln~U'tlU ff1U'lh::fI'll'tl H fll~91fll~ ff1U'lh::fI'll'tl H 

fll~91lll91hi1n:: ,rJU Nii91flfllen ~lfll ';(J~'tlHfll~ ~~~ll1thtl Ull::fll~ ff ~'fI'lllfll'l91~l~ ~1U 

hlfl~'tlU 11' fi'll(Jnfj91Qfl~'tli'l1;(Jif*llu lff1UtI'.i::fI'll'tlHfll'.i91fll91' 11 ~'11ll~91fll91 '~U1U,:rfl 

~u,j~'.i lv6u ~fl (Jfll~VUU 'll 'll19\' 1~1l\l::,rJUfll'.i (J(Jfl'lllfl1'.i 1 11 ~'1 fll'.i ,ftll';6~'tll~ fll '.i ~~~ll1U lV 

fll'.itli''lltll~'.ilflll1;(Jfll'.iff~'fI'lllfll'.i91lllflU'll'llU'IlflUtlll11~fl!lUVUl1it~~.gfl'\lUfl6 Nii91tiwen 

11;6'lllfllniH'1 , Ul1'.in 'Ill1it~'1 \1::'11;j(JUtiUl1;6f1~lVtiUlllfl UVflfl111lU91fl~1~f.lth~';fI''IlU'~ 

V1fll'liU 'lllfll,Ufl"fl'.ifjfl'IJ(J~U~fl::1iUlfll' 'lllfll'.i'IJ6~lH....Vl'Ulfl 'lllfll'.i l't1'.ifl......,lfl~(Ju~ u~ 
~ ..t. 1" ~ . , ".... 1""''' ... .1 ... ..t
fI'~'tl'lf1V l1Ufl1'llUVflfl111lUflflflH 9lfl6flwm....fll'l 11'll'.ifll'.iCJ~lfl~'IJU"lfl""Ufl~lU'lflflU'tl1l6'll 

'lllfll'.ifhufl'.i::'ll1U fll'.i h1'lllfll'l~iitl'l::ii'tlifll""fIlv1~fll'.ifl',:r'llfl'1{U \1 lfll'tlfl lulflv~,;ufI',j'v 

(I .5) fI'!1~fl1lllU91fl~1~f.lth~~~VUUfl::fl1lll'~ltfiV'll' Uli~fll'.iU,j~iu 
" . 

9\'1Vll1 fJ Nfl';~ 111l91~ ~flrl1111H ~U ,h'11'fll'.i 'lllfl1'.i ;iiiflWtll.... LrI Ufl1'.i fl'fHfl1lllU91 fl~1~6VH 

~~VU,11'11 '.in 'Il Vlfl~~U',jn::fl6fllftVUU 'll'll1~unlllVUnfll~1 ';1'..rlnflfl111l'~l1nV'll' Ul';~ 
fllm,j~iu 

(2) L.;~t1llllW fl1lllthflf.Y1u,i~t1l1llflltl'.i::fl(J'll~1V 

(2.1) flflrll' f.llv' Ufll'.i U~''IJ~6HfI""lllfl fll'.i~l1'.i n"~(J~1Jl u~1 'II 

11(JHflytlllfl"lflfll'.i'..r'll~fll'.i V61J';1'11'LffVrl11~.ilV lffvnlll LfffJU'.i H lU.... ,:rm1U~~6~lll91l1J 
" . 

utfl'IJUll::fll'.i~tyLa(JUfllll ~~,:ru fll'.itli''lltll ~11'.in\1L,"6f1'fl~flWtll .... 'Ufll'.i' 11''lllfll'V61J'li1fJllfl 

rll'f.i lVUll::l1lll1U fll'U~' 'II 116HfI.... III 91 c;~iifl1'.i llnJU~Q flfl11Utl' 9\'t1~:: lV'lfU~llrl1fl1l 
" 

U6fl"lflU fll'liiflfll1JU~''IJ~6H91''''lllflm\1''::u~''II 'tl~l11J91 11;66l\1\l::Utfl'IJ'tbjO~'.ilflll1f1 

M .. ,..t ... .1:,,, .! "1 14 ~..t ... 
'IJ(J~lJf.\Il1l CJ~ U'tltl91mn::lfl91'IJUCJl 91 U(Jfl'lllflU fll'.i111Uflfll111 l11Jl.... (J'lf91l'lfVUflfll'tlqf.YLfI'fJ 

't1\1::1cNl~Ulllflfl1lfll'li'mnUflllllfho~ 25% 

(2.2) lftll'lV'9\'Ufl::ff1UU-U~91lll91'11'11~ n'll ,d6Uflllllnflfl1lllii'u1,,'U 

'lllfll'~ \1::19\'i''llU~Th~1Jfh fll" fl'U (J'lJl(J'lllfll'6Vl~6u lft1Jlii1Jfl1l1J~(J~fll''IJ6~UflIl119\'V(J1l 

';1111'Uflll1~flau1'Il '~'~Vlfl Ull::';l1 ..rn\1fll'.ifl'l1Jl'.imftllnV 19\'\1lfl! lU Uflllltl'1uu 1U 

'IJw:afiv10ufll"ft1JnV, 9\'ull:: ff1UU-U~91lll91 "lfltlfllll 'l1,jUll:: \llfllllflllli1\l, UU ~""(J' \11U 

'lllfll'.i'IJ6~11,n\1d(JlllrJu1t1'tl~Vlfl,:rfl 



17 

. 
• f Q A O~ 4. Q,I 

Martin (1995: 27) fltll111flWfllVif11'ItI'If11'Illfl1111fl'lflqJ IUfl.:a'llml1~f4tll1tlfl 
!II

'" ...
4 1.1 l:;f11'I iHUflfl 

• !II 

(1) f11m);qJl9itl lfl~fl.:a1!'Ifi~tI;f11l IUfl.:a~lfll.lfl1Uil ~t1'I:;flfltlf11l~H '1 11U 

111i fl'fl1111ffltltytitJ f11'ItJ;f11 llllfl~U fl1'Iiil1!lfi'il~h.:a '1 ;~jjf11'Iiilfl1t1~' t1titJf11'I 1 fl'tI;flU 

ri~f4tli fl'fl1'Iu);qJIVitl1fl~fl~1! 'Ifi~tJ;f11l fl~1UOfll1~~.:alllfl 

• "" ..... .1 ".?I"', ...... 1"0(2) f11lu~.:a~U·YI1.:allfl'il'YI~.:a~u f11ltJ'If11l{}flLlJUl1U~ Ufltlq'YI1i'YI\]flUl11l 'if 

i U f11m 'ti.:a'liu titJdu'ti~ Utl:;trltJ;ii'YIl1~flfl~fi'm 1 fl 1 fl' flWfllVitl; f11 'I~milflfl'h ~ ilflLnU 'fl~Ul 
fl11111~LmVtllllifl'tJ;ii'Yl'tf~flfl.:afi'mii'U1fl.:a 

J1 " "'1 ... ~ ..... .I A !1'" .! 1 · (3) f11111flfl.:af11'I"fl.:a~tJl flfll1lfl~fl,n'YIll1J1fl"\,II\,1flnlfl1J'iI'tI\,I\,I tlflflg 

.. · ~ ~ ... f .I... ~ .I.l .. J1 A... ,~1\,Il,IfI"fl.:af11Ul~flfl·(1flfl'U ~flfll11fl1111 11lfl"\,Illfl1111flfl.:af11l1J1fl~\,I f11'j'll'flfl'\,Ifl11Yffl'YI\l:; ~I 

a\,llll~jjflWmYf 1l1111::fI'lltitll1f11flth~li>lV11li,Yiv.:aYffl 'Yf'j l::';h~fllllfi~'hn\,l ~.:a~llfl.:a 'I(i'tlfl~ 
Ur;1 u~~~~~flllll(fl~f11'j ~fiflf11'jtJ;f11l ~jjflWmYf Utl::~~d'1fl~UtI,n\,l ~~l1'd~~~flIl1i.n\,Ifl1l 

!II !II !II 

1h::lij\,lf11'IGi1flCJfl11lflf11'jjjfl1111\l~i'fltlfli>l~flfll1a\,llll'tflfltJ;11'Y1 fl~fi'mU\,l ., 1(1~ 
.. _t! ell .. .. ... 

(4) flWfl1Yf fl1'j tI 'j fl1 'j fI'::lIfl\,l fl~ fI' fll1::1fl''j't:l! fl 'iI L\,I fl.:a'illfl f4tl~ fl~ fl1'j 11 

flW fll Yf fllltJ; fl1 'I ~ i>l U 111.1 ~fl1 'j, fi~ flllciflcil' \,I a \,I II",1;fl1P fi 'iI ~ ~ L!J\,I ~~ ffuit1J ~ 
1ftl J1 1J1.... .I ... ... JI ... ... ... .! ..; .. 
~ '::flfl1Jf11'j'lflfl\,lflfl~f11'I l11fl~"\,IfltJfI'\,Ifll11'jfltJ'j't:l'YI"fl~fI\,I 'Uflfl.lfl\,l f11'I'YIllflwmYffl1'j 

• •• JI 

tI;fl1'jiiil L!J'U ihii fl'1111'j a~~~A\1flllll1lfl ~tlnflfl'~ll i MJ~f1 ~fld ilfl,;~J~,!J\,I f11'IfI';'1.:a \1 flill 

· .Y. .. JI ...:.!~ ..; .... ..,... ".. ......;.... .:,i 1111 '1 L'U 1111flfltl1V'lI'~'YI~l111A \,I u1\,1111'illflf11'I'YItJ 'I't:I'YI11 'Ifl fl~f1mllflwmYff11l' til' f11l''YIA\,I \,I Lfl~ 

tIYfnw 6'U'YI{U~1 (2550 : 28-29) 'li1.fl'fl1111d1tlt1J~fl~fltuml1f11l'tJ;f11l"~ 

(1) fI';'1~f11111-W.:al1fl1'iI1'lftitl~flill f11111-W.:al1fl1'iI~fl~\1flIl1,!J\,I 11 \liVl1d~~ii1 
!II • 

1'If,,,1Lafl fl 1~tI;fl1l' A'.:aU'U~f4i;fltl;fl1'j ;.:a il,!J\,Illfl.:af4i;fltl;f11l' -riA jjflWml1''lffl Hfl111 fl 1111 

I(fl~f11l'''fl.:a~flIl1 

(2) 'if1Vtlfll(\,I'l\,lf11l'i'lftl;f11l'~jjfltumYf l~v'lijjffltlfll1;fl.:a'A '1 l1lflffl 

;'fl~,1v\,I 'il1fl~fllll fl'1111l'fltlAI('U'l\,lf11ni1,U\,l.:alUtl~'1( 
• JI. , , 

(3) ,,"llfl1111llfl.:af11'jGi1fl~fl.:a~ flllltJ;f11l'-ri jj flWfl1YfAfl'h\1 flll1 Vflll ~1 tJlf4fla.:a 

~Afl11Utl::l1fl' 'ilfl'h 

(4) f11l'ri~llfltJ';\,Inll1\,1Antll~\1flIl1I(fl.:af11l' tI;f11l'~ri.:allfltJn.:a1ifl\1fllllfl1ll 
nnl \,IAntll 1fIV'lijj'IYfltl fll1;fl~Vflllfl';'Hfl1111W~l1fl1'iI 1fl' ti1J\1flti' lLfI'llfl Utl::,!J\,I1l1fjf4tll1 d.:a~ 
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ff1lJl'H:li'fl1:l1\1fl~1'fl~ ,<t1U fll1i'1Jlh::flUfl"H'i.:J~1Uil.:J\1fl~lmfliUL1a1 30 U1~~6.:J -W'1f~1:h3V1 

,rlu~u 

m'111~Wffl,] f111lJfflfrty~6.:jfJwm'W1Jlfll1 fi6~.:J~ff1ti'ty6~1.:J~.:J,d6.:J~lfl
" 	 . .

l' fi ~,uil ~~uuijfll1U';.:JcUu flU 1l.:JlJ1flA.:JUU fJwm'Wfll11J 1 fll1 • .:Jt;1u if.:J~ff1ti'tylJ1flff1l1i'1J 

1Jl'11V1 6.:Jtlfl11t;6,fHf1u~H "l ~ijtY1Ul~U1;'{6.:J'U~lUfll1 'Ulfll1 ~1fi'll• .:J~6.:J'WtJltJllJfffH 

fJwm'W1Jl fll1~fl1.:Jfl1Jf111lJf11fl1t1.:J~6.:J\1fl~1',flJ1fl~tlfl 1~6~'II:: i ,f11fl\l6g16fl'~ 
-.1 	 2.1.7 	f)~f1U1tnf)U'Uf)~t:lW.fl1'Wm1U1m1 

'" ~ .....l. '" .I ... "'_1
fJWm"'U1fll1l1JUL1t~fll1WVl1flfl~U 'II1fl1t'1:1 1U"l 11t~fll1W 1t'1:l1U"l6.:jf1111tfl6'U 

11lJ flU ~,",'Ul fll1 (Service Provider) hi ff1lJ 1Hl 'II:: lJ6 'UfJ Wm" 'U1 fl11',ffl'U \1fl~l1 ~1 fl U 

'" i ... ..l. .!.a '" "'''.1 -r'" I']nfl''111 fl fll11'U 1 'II U UflI '1:It 6 .:jf1,] 1:: fl6'UVI'UI .:j"fl.:j'1:l fl1:l Wt 'U 1fll1 '1f.:j 111 t LU"U'lI tl.:jUfl '1:1:: 

"'.1 .I ... ZI",

6.:jf11J1tfl6'U'II::'lIU6gfl'Ufffl1Ufll1WUU "l 

i1wijm 1U1fllJ'1:I (2545 : 38-39) flrl11116.:jtlt.l1tfl6'U'lI6.:jfJWm'Wt.l1tfl6'U~1U 

2 tY1Utl6 flWm"fl1lJf111lJI;1u'II1.:jU'1:I::flwm'Wfl1lJfll1i''Uf 

(1) flWm"fl1lJf111lJI~U '11l.:J Irlu ~.:J ~ ~i1f1Jlfll1 1 ~,] fiU9ifl1lJlJ1fl1J 1U~ 
o .I 1.1 !J!' 0 "'.1 '" fll1tUfl'llU 1::fl6'Utl1Uff1Uff1f1ty 3 111::fll~f16 

(1.1) lJ 1fl1!1UI;r.:J i f1 HfffH l;1U2J1fl1J lU~'~U1<G'6.:J fl'Ufll1 f;,1tU fl 

" 
'lWafl1!lW:::'lI6.:J1:::1J1J1Jl1t11 Ua:::1:::1J1J1Jlflll11lJli.:jVli'''tJlfl1~1.:j "l '~uri t.Ii'''ty11flQt.I,tff.:jtl 

U iU'U1Ufll1ifl6.:jtlfl1 tlfl11fi1a.:J 1Jf1'1:11fl1 .:j1Jt.I,:::1J1W ~t.Ifl1orlf146.:j1j6Lf146.:j'", 61f111fffl1U~ 
.!.a.a 1.1 ... '" • Z .....l '" .JII 1.1 .....l 1!J! .!.a .a1ftUI'I1U.:jfl.:j 1:::ffVl1im"f16 'lIUfl6Ufll'l'U1fll1Vl'll:: 1t.:j1U1J'nQL1J1 'l:::ff.:jf1V11H 'J U'1:l::fI1U~fl.:j 

..... 1.1 ... "".1.1'l::ffVl1iN'1:I f16 'l::1tUftL1a1 "'lH1uua::fl1 "'111U 

(1.2) 2J1fl1J1U,;r.:jfl1::1J1U fll1 ,rlUlJ1fl'l !lU~flrl11a.:J1ifll'.i,,f1Jlfll1~ 
" 

fl61JffU 6~f111lJ~6~fll'lUa::i1ty1t1'l16~~i'1J1Jlfll1u~a::1Jf1f1n li.:jVl1~~lU; l.:jfl1U ifl''IIun::n.:jf1lJ 

-r 1J1. " 	 " '1 ... .,flU 'I1f1112J,f111lJff1lJ11fl f111lJQflfl6.:jtlg Ufl16'U\l'nUl'U'nW1"1"" 

0.3) 1J1fl1!lU,;r.:JN'1:I5,,; ,;1UlJ1fl1!lU,;r.:jNna",r~'fifl'lllflfi'llfl11lJfl11 
!1t.., JI...,....." _I ..l. _I "' .. .I..,

'WtJl1J1a l1JUfl111flNa'll6~fll1~Un~11J'U1fll1lJfl'll::'U6fl U'11'l16~fll"t.InuUU1Jn~Vl1flft'llUfl1J 
II 	 • 

6i'1J1Jlfll1 1~"ri ~i'1J1Jlfll1ff1lJl1flt.li'1J,j11~li~VlH~lU;HfllU ifl1'll un::n~f1lJ~lflfl\llfl 
II 

Nnm::Vl1J~6~f111lJ'~'U'l11uua::f111lJ~tl~fll1,"U!lU'lI6~1Jf1f1a ~i'1J1Jlfl11t.latlfttiU'il1flOUfl11U 
" 	 .

9lH "l li~VlH;l.:jfllU ifl''11 un::tY.:jf1lJThfifl'lllflfll'l']fiu9ifll'l"tJlma un::ijWJllJY4.:j"6'~'Ufl" 

... "'1 y., .Q.., f/,!.., 1!J!'" , .. .. ,... ..,
1J1fll'lVl tll1J lJ1fl1!lUI"~Nna"1iUlJfl'il::: tll1Jf111lJffU '111J1fl 'lJ6lJfll1fln11fl~fll1t.11::flU 
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fJWfll'rtflln'Wl'Ulft Uft::'tJo.!jtfm~1jfi\1ml11flll1.h::titJfJWfll'rt ,jfl~.!jfl1111fftJh '1..I~1Il¥l1!ltJ 
l;.!jNftrt'rti'lritJt1tJA1.JUlfl 

(2) fJtlUl1'rtm1lflll i'1.Ji lritJ a.!j~~i'1.J1.J~flll '~i'1.J1.J~flll\11fl~''lf1.J~fll1 lritJ 
fI 

1..1,::ff1.JflllW\1~.!j A.!jUtJfll,1..1,::liJtJfJWfll'rt1.J;fll, ¥I 111 fll1i'1.Ji ffl1111 Cl1..l 1::tiitJ'~\11fl~ 'lf1.J;flll 
fI 

ua:;~i'1.J1.J;flll A~~O '1..1-0 

(2. 1) ~, 'lf1.J;flll \l::lritJ~1..Il::liitJfJWfll'rt 1;tvufia::111hv.!jltJ~0.!j1jflll 

fil11tJ~1I l¥l1JltJflll1.J;flll 11 IIritJUtJ 1'm~1..I~ -u9itiOtJ ;.!j \1:: ffl11 11Cl1..l1:aiitJfJWfll'rt1J O.!j¥ltJ' ~ 

1~V1l lf11JltJ~O~ , ~i'1.Jflll V01li' 1.J \11fl~ 'lf1.J~flllUa:: , ~i'1.Jfl11111,1tJ'lf01.J \llfl~1.J~1111~1tJ 

(2.2) ~i'1.J 1.J;flU \l:: 1..1 1:: liitJ fJ Wfll 't1 \11 fl1..ln: ff1.J fll 1 W flll i'1.J f1J O.!j 

ei'1.J1.J;flll '~uti flll '~ihhtJ'i111'tJflllt1Ua~110~ flll'ii'1.JflllflO1.J fftJO~f11111~0~fllliltJ 

;HfllV ifl'\1 01111W un::d'.!jfl1l d'1I~tJtifll'rt~ih:;11'.h~~'lf1.J;fll,ua::~i'mJ;fll,''1flofllffuti ., 
ei'1.J1.J;fll"tJfllltjflm1liJil!111,j'0,j'0~h'111';~''lffilrt~' \l 

0~tf1..l1 ::flO1.J1JO~fJWfll'rt1.J;fll' 1..I'::flO1.J' 1..IA'1tJ11altJ'l ~ltJ l,;tJ~ltJ1't1f1UfI 

... ~ , 0. , J! A Q# " JI ., fI "d 
fJ W fl Trt1.J, fll 1 "ltJfll1 ff ~11 01.J1.J, fll1'l ::1111.!jfj1.J, fll 'lfl1.J tl fl fI1 11n::;t1 tJ fll'rt a mall1J O.!j 0 -1.1 fI m 'YI 

1" .. .I '''' "AI"''''...· 2'" t 2,2111.Jlfll' \l:;1JtJogfl1.Jl!tlJt]1.Jfl-l.lltJflO1Jflfla 1Jflfla"0~lJfl1111 t fl1111ffl111'ClflO1.JfftJO-l.l~flrn " 

';tJ';1-1.1;i 1.J; fll' ~fll(l '~Odl-1.1 '1fill~1 ltG'li1-l.l~ flfYlflHfll11f111119T0~fl1'l un:;ffl111'mh~flI(1 
I ., 

'~11~l\l '~11fll'1.J;fll,;i'A'i'1.J1rtJ1jfJWfll'rt 

Lovelock (2005: 265) ii;i'UO-l.lfJWfll'rtltJfll,1.J;fll, (Dimensions Of Service 

Quality) fll'1itJ '~'::1Jij9i1JO-l.lfJWfll't11tJflll1.J;flll' ~Odl.!jfl~l-1.1 '1 5 1..I'::fll' '~uti 

(1) ~ltJfl11111ritJ11..lti"1I1J0~1.J;flll (Tangibles) 111J1t1il~ ii-l.l~lritJLfl10~;j0 
'" lJ! "1"'" 'd," I " , ... <IIA <II "'lfl'O~ 'lf1J0~~ 111.Jlfll' 1'tftJ 111.J CJffl ~lJfl'lWflH'l1Jflnlfl'l ua:;1fffJ'YIHfllHrOrt'1111nfl'tJW:: 

Odl~" 

2 ' '" ""',2 "" .. ... <11.1 ""(2) 9'lltJfl1111tJl1'tfOClO -d11-1.1 \l fI (Reliability) 11111VCl~ 1.J,'tJ'YI1JtJOgfl1.Jfl1'l 

l'lf1.J;fll'fll11~d'il!il!1'~LritJ':;v::L1altJltJ11;Ohi 
(3) ~ltJfll'flO1.JfftJO-l.lfl11119TO-l.lfll'1JO-l.l~i'1.J1.J;flll (Responsiveness) 11111Vil-l.l 

IV .,4." .""''''1'''. 1"0.''rttJfl-I.IltJ1JO~1.J''tJ'YI 11f11111'tf1Vl11a6 ua::rt'1111'Cl 111.Jlfll'6tJl-1.1'Y1tJ'YI'YItJ fil1116 11 
• I 

(4) f:ltJfll,''lff111111.r6,jtJUti~i'1.J1.J;fll' (Assurance) 111J1Vil-l.l 'rtUfl-l.lltJ 

~" ..... t "'.3".,'~ &111.Jlfll'1Ifl1111t fl1111~fll'rt f11111rt'11J1,Cl un::f11111CJf6f1fltl11'6 11 

(5) ~ltJfll'l61h lri~6~i'1.J1.J~fll' (Empathy) 11111tJil~ 1.J'il1'Y1~l'lf1.J;fll,1j 
fll't1UaUft::f11111fftJ'\l~1~flfll 6th-l.llritJri1tJ~111;6hi 

http:fll1i'1.Ji
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. 1 ftl "'ftl "" , iii '" fl~11 ~fJff11JfI~fl1J'::flV1Jfltuflll'tfll'1J'fll' ~lftflfl Lovelock (2005: 265) 

'h.Jfll,fffl\llflf~rl':g~,uij;ti~ 5 fl11lJ'~fliifl '~i1\l\'lU'll ,\Jui:l\'l rfJtYltif.Y~'l~fiflfllni~iiuh 

'~fJ1ti1Jfltuflll't'Ufll' 1J~fll'-Ufl~Ufl""l fll'U i'1JU1~fl11lJ'~fI ii fI , ~11,\JU111 h-Ufl~fll'fJm ::~1J 
fltuflll't-Ufl~1J~fll' ldfl~\llfl1J~fll'~l~fliifl')] ,~JU'HlJlfJit~ fllni l~lfJth,tuntytyl'U"'fl\ltu:~ 
Ufl""l'ri'\l 

.... 2.""'" tI
2.2.1 fll Ull1J.1UJfll1t11111"l'gflnlf;JJ.lTtUfi 

fll11J~'Hl'Ufl""ln1J'nu,r (Customer Relationship Management: CRM) ffllJ1UI 

~ltifilfl11lJh\''11 ~lfJtl1 filii 1t1J1J1J~ '1111fl11lJ fflJ iu 11'Uflfll ,::1J1J1J~ 'I11H1U Ufl""lfflJiu,r 

1::1J1Ji'~fll1Ufl""lnlJiu,r 'I1;O't1J1J1J~'I1"Ufl""lfflJiu,r lfilfJ~1UUt\'1U9ioi1JlfJit~'fiI*'I1lJlfJ 

,fifJ1tiU flO fl'::1J1Ufll' 11fll' 'I1;0't1J1J'Ufll1ff!HU~t1J~'I111i'filfll'fl11lJfflJiu,r'::'\11H 
~ <II • iii"'...." , "....... ..., .:.
"'..Ufl,n fl1J0~flm'l1'0't'l111~'!fC]fOfl1J'!f-UlfJ 'I1lJfflJl'tU'fiflll't U 'tfJtfJl1 U~tlJUfl~ 

fflll\lfilU V~fl111\l1U (2549) 'Itm;1111 fll'1J~'I1"UflfllnlJiu,r ,\JU11ufiuij 

~ ... '" ,JI!ft I 1 '" .... "'... .d.... t
"lUfll1fi1~lfl (Marketing Practice) C)1~O~flfll' '11J't fJ"Uq~t{~\llfl"'l'tfJffU""fJfl11 fl11lJ, 

l~fJ1ti1JiiU"'1 (Knowledge of the customer) LfiOLUgfJUfl11lJfflliu,r~ijti1JUflfl'1',f,rJU1J~fh,i~ 
1"'1IJft\l (Economic Value) "~Ofil':fJ:n~luti~fl11lJlrJUUfl"'1 (Customer Lifetime) ff!H 

JI 

tlfiti'lJiu» (interactions) ':'I1';h~fI~tl'fll'H~:Ufl""l'U'lflU~~lJ flal1flO ~~U~Ufl""li'1Jf~01J~ 

,jl1ffl'~fl': .1fJfI flfl , tilflfJ fI~ tl'fll' "~flfl \lUit~fl11~Ufl""lR~9i0 ti1J fI ~tl'flllJ';'U';0~"1~~1~ '1 
t ... ~.d. cI tp t,"U Web site e-mail .I11f1flllffU..U1..1fJLfffJ~U~:ff1.. \l~~ ..1fJfll.filfl1JffUO~-UtH11U1fJ~lU . , '" 

"1~ '1 fIlfJ UfI~flfll' 

... ((/ 4 'J/Q,t.,tI .. .Q. 

fltu en ~ 'U ,lJfJ (2547) fl"1J' 111' U fl fl1 fflJl't U 11 'I1lJ 1fJtH fl"1J' '11" 

fl11lJnlJiu»-Ufl~Ufl""1 ,rJUfll'ff1UnlJiu»ti1JUflfl'lm.h~9ion10~~1fJfll1L;fJuf 1~fJ1ti1J~1Uflfl'1 

fl11lJ~fI~fll' U~:l'tq;tfl"lJ'UfI~Ufl""l'U'lflIl1U\llflfll,ijufinlJiu»ti1JUfl""l lil'flffllJ1,,,i'1Jf 
JI 

~01J~Ufl""l u~:ih~01J~l'I1al1rUlJ1'f'Ufl"i\llU1iiU""lU~:1J~fl" fiI~flfiI \lU1U'Ufl'lJ ," ~. ...,. " ~ ,~.... 
fll'''~lfi1 11111lJ1:fflJfl1JUfl,n"fiI~:'lfJ "'OUfil~:flqlJ'Ttflfilfl1JffUfI~fl11lJ"fI~fll'-Ufl~Ufltll '1'1 

f)fh~"H'\l 

1"fJ1 thui1Hfl~ (2545) '1t',ffl11lJ'I1lJ1fJ-Ufl~flll1J~'I11'Ufl""lfflJiu,r '11;0 

CRM 'I1lJ1fJit~ fll'ff!Hfl11lJnlJiu,rti1JUfl""lU~:~~ijlofllff'il::lJ1,rJUUfl""11t1fJfll'ff!1~fl11lJ 
'~l, \l , Ufl11lJ~fI~ fll''UfI~Ufl'"lU~::fll' fiI fl1JffU 0~1l1UN~filntucr1'u~: fll'1J~fllnbu';fI~"l~;h~ '1 
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...... .:. 1 ""'... ..I ~ "... 1 1 I "1- 1..1 - 1 U'\..I1'Y1H CRM '\J0~U'al'YI'YI1 tI\'I::1J~QHlflllQ.l::'YI11J'\..In~Q'YI'Iil·HHI '\..I'.i:.W::Vl1 9'WJ,fH'\..I'\..I lJ'YIf2lJ 

rr~fl'U O~ ~nlll f11'.i ~Af11'.i1~fl111J 1I0~ f11'.i'U O~ ~nlll~ '.i ~t1U~Q.I tll1'\..I ~1Ma~tiQ.l Cl'i'~illLrr'\..lo~o 

OQ oO'Ql fJ/Q,lQ,lf/. 
~ 11J fl1'\..1 V11J 11 ~:: fl 1\'1 1nfl 'U 0 ~ n1'.i U 

Q 

'.i 111'.i ~ n fl1 rr1J.., '\..I 'Ii 11 '.i 0 Customer 

Relationship Management: CRM \'I1n11~ln11~lfJ,rn1'tflf11'.iU~::~1;V1'!flt"U fil1~ffltl'tf'h 
• Of 

fl111J111J1fJ'\J0~ CRM 1'\..1m'n'.i11Jli~h-1~109'lfl111Jfla'lVflil~t1'\..1,r'\..ltY1JTr'\..l'lit1u~'l1nh11'nn 3 ~1 

mhfio 

(1) ~n111 ~40"'\..I11111;0~Unftflii'\..l111U~::U1f111 
(2) o~ti'm u'i1i'rl11;0~'\JlfJii'\..l111u~::u1n11 

".... Q QI Q,I QI' "(3) n~Q'rl'Ii 1'Iif11'.i 11~:;m:;U1'\..1f111U11111\'1~f111fl111Jrr1J'n'\..l'Ii 

fl111J111J lV19'1 vrrl t1'U 0 ~f111U11111 ~nl11tY1Jli'\..I 'Ii 111J lvn~ f11'.i U11111i'Af111 

fl111J tl1J";'\..I 'lin11';iHtl nl110u 0 ~ti'n '.i LitO~~ \i1~Q1.1 '.i:; rr-1fl1 '\..I f111 rr!1~fl111J,"~'n 01\'1 fl111J 

ui'mlnA ua:: rr~1'\..1 i'n'l!l1~nI11'U O~u'il1'rl 1 ~A'1fJf11'.irr!1~fl111J tY1J";'\..I it;~iln1'\..I 1::V:;Vl1~1'\..1 

naQ'rl'lilt1uUUpt1~'1~u'i1i'rl,"~\'I:;Ul1Jlt11::Qn~.ft1UtlnI11 

2.2.2 1I'U1ft1n.ftR"Qn"8~nl1tJ1"119nKnI1n''U11 t11::nouA'1fJ 3 ~o A~;f 
(1fafl a1JtI'\..I::L11f, 2545) 

... "'.1 ..I.. ~ ..:. .1 " 
U'\..l1fltl11anlJ1:;f11'.i'rl 1 flO f11lfI'1Hf'ltufll''n1J (Value Creation) ,tllJ'.i::tHfl 

• Of. 

1li1A'1{1'\..I 1t1,;;onnrr!Hl1fJ1A'~~qtl\'llnf111~tl9161~fJ~fli'~lAfJ1 upt'~'\..1 1t1,;;onnrrfH 

fl111J tl1J";'\..I i~~-1i'j'\..l OU ~n111 f11 '.i rr!l ~ fl111J tl1J"; '\..Ii~ ~-1V'\..l 0 U ~ nl11 ~ 11{1 '\..I~ \'I :;lIo~61flv 
fl111J~'\..I Lfl v~ ~:;,ilVtlfio'\..l 0 U m::u1'\..1 nn~~n111 rrfH ~ tu tllyo)'1 V~1'U 0 ~ 'n 1 m'U 110 -1 1~oij f11 1 

Q 4IQ : 0: Q,I " <II tl4 Q,I QI alA d
"'1'.itultl~m:;U1'\..1 f11'.i'YI~111Jtl fl111Jfflflty'U0~fl111Jrr1J'n'\..l 'Ii ,en V~fl111J rr1J'n'\..l 'Ii LAV1n \'I::111Jtl 11.1 

upt..f~rro~ihv\'I::~0~ijm1t1i'um::u1'\..1m11~11110'\..l,ito~\'I::1yo)'i'utI'.i::1v'tfu111Jt1'\..1 fll1J11ftnf11' 

;fU~1~01yo)',m vu'U 0~f111 11iii -1;J'\..I 1li1yo)'~'U ogou,1fl1'~ V~6th~,AfJ1 U91og~ fl111Jrrl1J lnl'UO~ 
u'il1'Y11'\..I m1~\'I::')bv~nl11rr!l~f'ltutll'~1J,ito~1~nI11'0~ 

.... ... _I ..I ... 1tI ...... .... tI ~ 
U'U1fltl11anlJ,:;m,'rl 2 flO 11U'1I'YI1JO~11rr'\..lfl11lJ'\..Im:;U1'\..1m' (Product as 

Process) 1'\..1m1:: L';'\..I;f~OUfl nptHi~LA1J 1:: 111H "'\..I11111a:: u'i f11' ~111Jtl fl111J 111J1V1 tI "'U111 



22 

fll·nU'lfHtJ~fJ'url"t).:l fl111Jff11J"Hl"V~'liili'fl~~:atJ~tJ'U1tJl~'U fllHl'fHfl wfi l"V~\lflll1 ~~J'U 

flll fffH fl111J U~ flfi H 'fI H ff'U tTl' II ,tJ ~tJ'U hh~'U flll fff H fl111J u~flfiH~ ltfl tfI'~'U 1~111H 
fl 1~1.J1'Uflll U 11: , 11,1] A 1 vfllff1 'I1'fl1.Jflll fffH 1tJU1.J1.Jfl111J ff1Ji'U nVfh~'f~ tfI ~ 1fltfl mlufi 

Commondity lV~ ~ff11JU fJ'til 1'11'lflAfl111J U~ flfi H'II lfltJflu 1tJ~ tJ'UU tJl1~fll :1.J1'U flll 

4 fiII ... 1 d • Q .,J J! G.1 "d 
U'U1flA11l1fllJl~flll'f1 3 flV 1Jfl111JlfltJ1'UV~fl1.J11'U1'f1 (Duty) Ul1:fl111J 

i'1.J NA'rV1.J (Responsibility) "V~1.Jili'fl ~1flflll~1.Jili'fI~V1.J ff'U V ~fl111J~V ~flll '\.I V~ \lflll11\4tJ~ 
tI 

vfh~lfitJ1 11;vu~ufi\lflflntijfl111J;t~'WV1~vdu~1'ir'U ~ih hiL\4tJ~'WV 1.Jili'flff11J11 fJ fffH 

......;, ... l' 40- "' _~ .l 'Y 0.0/11""; .... ' ' ''1''
fl111J ff1J'W'UlI'fIU'U'UU'"'UtJ~,,'U t11tJflll ff'l1~fl111Jff1'Ufl 'U11'U 1'f1Ul1~fl111Jl1.JNA'rV1.Jn1Jfl'U 11 
!iI ...... .....;... , 'Y 4... ... 0- ... ....J !iI ,
'1J'U11'U~'AtJ111 lV'fI&l tJfl11 Accountability t.1l1.Jl'J:j'fl'W8I'U 1fl111J ff1J'W'U 1i'UUtl~Lff'UVfl111Jl1J'U tJ 

,~'UflTi fffl~fltl.lfil1'11'fl1.J1.Jili'fILV~"11:\1fltT1 
_I ... l' t; t; J 4 

1.1.3 lI':lIIn'UB~ft1'1J'111'9nfl1iJlI'W\ni 1118 CRM 
tI 

CRM 11;V Customer Relationship Management U'U ff11J11fJ"ti~ '~11111tJ 

tJl:Ul'fl~'Uvdfl1.JU~itJ Utl:11~fHfltl.lcti',jH'1 ~\h1ll1fiAfltl1J'\.IV~ CRM ~~,'U~rl'~::UtiUll1J 

2.2.3.1 uti~~1'JfltllJ,~h11lJ1tJ"V~flll'ft1.11 Ufll1J 

2.2.3.2 uti~~11Jlil1111JltJUl1:1f1Q'lh::ff~fl"V~1:1.J1.J1Ji1111 fl11lJ fflJi'U1\1flfl 1 

(CRM) 

2.2.3.3 Uti~~ llJtJ 1:Ul't'l "V~, 'fIfll 'U 111Vl::1.J1J 1J i 111 1 fl11lJ fflJi'U 1\1 fltT1 

(CRM) ~U1lJ1'.f 

2.2.3.1 uti~fl1lJfltllJlil111lJltJ"mfll1'fltJ1UflllJ (~'Ui",r U«~l~'Ufl~. 2546) 

'~iAUti~tJl::'fI'fI"V~fl111.Ji1111fl11lJfflJi'U1\lflfl'111;V CRM "11Jfltl1Jlil111lJltJ"V~ ltJ,UflllJ 

CRM ~UllJl1f lAtJuti~vvml1'U 2 tJl:lfI'fI flV 

1) CRM 1::~1.J ~vlll flV ltJ1Um1Jflll1.Ji'H1Hl'U\1flfl1fflJi'U1~ii 

fltllJ,ill'HlJltJlfJ'Ufl'Um,,~''U'liv~Yl1~fll1V1'H\htJ ,,s'U Tjlfl~fl'lfi~ fl'lll~fl i1U'fI'U 'U1tJW111 flll 
tI • 

fffHfflJi'U1ti1J\1fltT lfltl1JU ;~vdiill1U1J1.J"v~fl~fl'jllJfl11' 'I1'fl11lJl fl111J,.rJl' ~,'Ufl1n'hTjlfl~ 

fl1;F1flV1.JllJ''I1'fl11lJfl'U~1'Uflllf1111A uty; flllNa~ flll1.Ji'H1H1'U1Jflfl111..1V'1fffllJ11fJ~hli.i'U 
Tjlfl~'~f)~HtJl::ff1.Jfl11lJthl~~ 

, 'U ri1'U"V~Tjlfl~1I1 ri~ tTl tJ~fl~l1 VA~'U fl11;1A~vfl1 fl11 fl'11::'H1H 
tI • 

11fl~~1tJti'U (Business-to-Business) U'U 111u1.J1.Jfl~mllJii1.Jili'fl~Na~U1lJ1'.fUfl~:vd''U111flll 

http:h1ll1fiAfltl1J'\.IV
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tI 	 • tI 

91V1JUYlU01, L~U~ flIl1;ru;llt..lt.ln:l"ln~lflO1'tfZtf1Jfl: LLU UVVA01' ff.:J cifv 11;vf1uvhvVA'IJ1V 1~ 

tf.:Jfl"ht~h~ti111UA L~U~U.. 
2) CRM 'ZA1J~1Jnflfl fivl'.hUfll1J011'1J;111H1U~flIl1ff1J';U1i~ij 

ml1JL-li1111J lVL~U~1J;lflfl cgn1fltffllftU1Aa'V1J'YIl.:J011'91alA'ui!~~UU ~u;lflflijfl111Jijvu1111 

'U'lfll u tf1.:J111';11tfl,<G'V\!a~lU1U1J1flrivU01HrAffU1~li4V1,f9lU!V.:Jij'V11.:J1SVfl~tf1J!119SJ Na 

111'~'IJV.:J01'JltfUV'U1VffU1I1uazu;01" uil~~uu t.:J1,j,.j01,utilIu11n1'lv~vuaz<G'v\lat'buA1 

'IJ V.:J ~~vg'U,;1V1riU Q flli11 ih'H1J lV'UV.:Ju;'llYl,viml11tlfff1ln~v";h , fl' 11H~ijfl111J~V.:J01,11aZ 

• d. 0 I q " ..... Q QI 1~ 	 eltal ..

U	l~Z1J iI1U 11101' CJ1V t:YUfll'H l'V1J l'011' 'IJ V.:JU1'''YI tl1J lflft V U Vml1flU V.:J 'H1J lV1' 11JtH011'ftV1Vl1J 

l! '" ... , '" l! .. ... IV, I ..6 0 , II 2 l!!l'" I 0 •
tfl Hfl111JflflA Ufl1'ltfUrl1'H'VUUIYI U'))'1.:J1'ZVZna l'HU.:J UaZYll 'HQfll'l1 t nflLflUfl11fl1"l1 

ftV'U (More than satisfied) 

I _!II QI.I'" "" 2 '" IV ...
2.2.3.2 111J.:J9Il1J '111'H1J1VUa: 191 QIJ1'::tf .:Jfl'IJ V.:J n 1J U1J l' 'H1'J Qfl1'l1 tf1Jft Uti 

(CRM) 

u-unh:lflYl'UtH CRM VVflLriU 4 ')fij'A9Il1J1flQtl1'::tf,ulfl1'Jlf.:Jlu 

lt11'Ufll1J CRM ,viv,,rV.:Jflfl1'tfl1Jn(l;1Jiivt1UQfllll 1AlJfltl1'ZU1Y1 1uu~aZ';1.:J1.:J U'Vl~ (Life 
..6 tI tI 

cycle) CJ1.:J CRM';.:J 4 tl1'ZLIlYlUU tl1'ZflV1JA1V 

tI tI 	 tI 

';.:J£lfl111Jtfl1Jl'(I1U01,tiALaVflO1'1f1 tI'Ufl1'1J Win Back £101J 

Qfllll~mtu fl'V.:JUa'111'~Ufl~1J11~h'H1J1VU;.:J 1 ua::ij1Itijftq~fl112J'tlgvu u tI a.:J011' , fffU 111 

uaZU;01'Svg'LiVV1 (Frequently Switched) ,~uil~imhflf1l~Ul,,rU;'llYl1t1~fl111J'h'~~'IJv.:J01'S 
" 	 II , •

if CRM tl1'::LflYli'l1A lAV~A~.:J'H2J1V'lJV.:J lt1,ufl'S1J CRM tI'SzLflYli'l~,Tfvli1J;llYl~::tfl2Jn(lA.:J 

Qfllll'A1J~ijfl111Jff1J';Utifllft ua::tf(l1U01'SW01'1J;'1flfl~~ m;U2Jl,riuQflIl11J;llYlA.:J'~2J 11a: 

;fl"1,,rilg01JiI.:J~fl'~i11t11A 

2) O1'S9I'S1~'Hl 
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CRM 1.h::LfI'rlif;j~~~-311111lJ~~::t1~H~fl~1111ti ~lflmill~fll~'h 
~:arlu ~fl~1'\IO~1.1~)j'rl 1~lJ," ~l'HU nlfliJ'lilJ~tYltlty 3 tl n:nUfl0 fll'Hl ti~~hu ~flfY1 

(Segmentation), fll'n~Oflt1ll (Selective) U~::Ul1a-3~1I1'UO-3~flfYl (Source) 

flllll ti-3",hU ~ flfYnil'~~lflflll t1~HU1.11.1 ~1~ 0-3flllllti-3 t11U1.1 U 

~U!lUfl1111~0-3flll ~flfYl (Needs-based Segmentation) ~t1'l!1.1 t1'4U h¥O-3flm t11111Ul~0t11l 
1l~::1'li'lg~mlll'Qfl~1~fll~111~'AlIlfl~"l~ 

fllltl~1~Ofl~LrlU6fliJ~ilJ~;jH~MOflll 1 ~~lUhh llfll 11 CRM 

.t II £,l " "'" .. tv "..1" ...tIl::lfI'rlU flllll1.1-3t11U'Qfl1'n~lfll1U!lUfl1111~0-3flll 'rll 110~flml1.1'rlll1.1fl1111~0-3flll'rlll'rl~H 

£, " ,,' ~ "4 I '" "1)lfl'Qfl1'nll"flllU1.1~t11U~111H~fll ll1JUlfltu'Y111l0 Profit-based Segmentation 'iS1lJ 110-3f1fll 

.. , " ..I ... " .....1 , "_1 , .dI £I

t11111ltl flll1U ~fltufll'U O~ '0 flfll'rlll~00-3flm l'n O'rl1)::1 H llHUflll 'is-31.1 lJ 1 ::1Jl tu U fll Hl~~¥l 'Qfl1'l1 

u9ifl::lllJ'A;j1iifllnh~"l ~~fl'Ih1l1'~tll:m01.1fllll'li'lg~fl~1I1-ll111111lJ Ufl::tll:aiiufffllJfI1'nflll 
,l £ .d,l t ....r ... II 4 

C)fO'UO.:J'Qfl1'nflOU'rlflllC)fO'UllJflHlllfllfl¥l'UU 01'rll'iSU Pre-Scoring Credit Ranking 1110 Credit-

Scoring algoritlun lrlU"'U 

3) fl1111'l.:Ji'flflflA lrJU lt1l11mll'UO~ CRM ~~n1)tll::liiuHfll~lJ~~l~ 

'AlJ1fl u9io~flm ~i1~;jfl1111'n lJllJll1~ ~::tlfl~O~'Q flllnlflfllllnfl' ~aU~l11;01.1~flll U fl::t1; 1~ 
fl11snl~i'flflflAn1.1aulll Ufl::1.1~flU A1lJihlilJ~Vl1rlU 3 tll::flllflO Value-based Segmentation, 

Need-based Segmentation llfl:: Predictive Churn Model 

Value-based Segmentation ,f1lJ',fo~flflni¥laU''l~1)::fl~'t]U'~O 

11;1~fl1111'~ i'flflflA'~Oi'fl'I:I1'Qfl~l'~n1.1O~flm l¥llJ'"tlltul ~lflfltuAl'UO~ 'Qfllll~;j9ioO-3flfll 
~ .,.. tI , ~.I. ttl ., tI.:I 'Of 

l1JUl1t1fl C)f-30-3f1fllt::"01.1l1UO~"0'Qfl1'11't1111::¥l1.1fltufll"00-3f1fll'rlll~fl~1~flU 

Need-based Segmentation ,do'0fllll 'A,hufllnlfllSOfltlflfllluti~ 
ff1U~111fltuA1U-K1 0-3flmt::'~fllluti~ri1u~111fl1111"'0-3flll'UO~'Qfllll1~OU1'l1UO ltllumll 

4 ... £ .....1... I .. )l

111011Urll Ufl::1.1lflll'rlllfl1111'1)1::1)~'~'nl::flqll C)f.:J1111Jl1tl'U1UUfl Customized loyalty Program 

, ".dI £ "'.M ... '" 2".dI tI "" ,,,... £..10~tl.:J'Qfl1'111::~1.1lJ1)11)fl1Jflflfl OU~::'rll l1'Qfl1'n,t1fl l::'rl1.1 1) llfl:: "t1'U1'n'rl~H~11Jfl111J 

" ..I.. , "tI.d ,tI,Y..... £ ... I ... .rI
~O.:Jfl1'.i'UO-3~U1Jlfl'rl"l¥l tU'rll 111 fllJU 'JJt1U1'n Ufl::1.1lfllnlfl~U'U.:JnlJOUlJ1fl'UU 

Predictive Churn Model 1rlUri1Utll::fl01.1"l¥l"'llJ'UO~iJtilJ 

fl111J dl1~t~11J Loyalty program ~~,~'Ii'O'Jfltl'.i::'iSlmffl11~i',jl'U1U1J111fflfl Ufl::'Ii'0'Jflfll1' ~ 

-31U l1;o'li'O'Jfl1.1i1flfl 'UOA"'UO-3!lU 'Qfl~li1t~UU '~Ofil'U llJllU 11,r1Jtl~nfll'.i fl~fl~'UO~Vl'U 11,1 

'Qfl~l'UOU lfl~ fil',f0-3flfll1111Jll tl tli'1.11t1alJU ";1I'Ul11;OU1111'UO a'U ~lUfl::1.1~flll'111i',furl 

'Qfl~1~ 'ti,1Ufl.:J Ufl:: til iT-3 'il:: lt1alJU11101nfl , ~au~11.1~flll'UO-31.1;)jfl , A,;'U,.h~fi 
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. 
4) fl1'nl;lJtJ()~'\IltJ 

JI • 	 • 

1 th umlJ CRM th:aflVlihrluVififlfiu~1Ufl1'nl;lJ Wallet Share 

'Hlm~lJtJl1J1W fl1':i 1Jllflfl'\l ().:a\1fllll 1 11'lJlfl~U ~1tJfl1':i um1'U () Nii~.fiw tti'~1~.:alUfl11J~fiu'~ 
JI , '" 	 " " 1" "" ...... -I"" ""1 1U11Ufl\1flfll (Complementary Product/service) Ul1:m:9Ju 111flt;!fl1~9f()11~()1J~lJ1Wfl1~1J~ flfl 

"" ~ d 	d" .K, .... , "" .... 4 "" .tI" '" .K ,fl'UfllV11fltJ1'\1 ().:alJ 1 fl'\l U &VIlfl1J111J HI VI fl'llJ lHI~.:a 1.:a U () () fl ~ lfl m: l1J 1'\1 ().:a \1 flfll ~lJl fl'\l U fl11 

11U1tJfl1~1Jnflfl&~lJ,rU1().:a 
JI 

o 	 "" ~ "" 1 ' _I Q"fl1~Ul1f1'U()fI'UfI1 Ul1:1J~fl1~ 11lJ~llJ CRM 1J~:&flVlU ~:~().:a 

.K ,....,: ,,"" ~ ~ .... ~ 4 "" "" ~ _ I .. " ,_ I 1
'\IU ()~fl1J'ViU !lUfl11lJ~().:a fl1~&t;!lJ'\I().:a\1flfl1&lIU11l1fl Ufl1~.:alf1'~ lJfI'UfI11J~ :&flVl()U CO) &'\11 1J U 

, 
QI 	 .c:I .r::l , 

l1flllW:fl1~'\IltJU1J1JVI&~tJfl11 "Cross Selling" 

... I ~ QI QI fi.cs 	 4QI"
11JU1J1Jfl1~ fl'11.:afl11lJfI'lJ'ViU 1i()fll1flllW: fl() Up-Selling 11 ~ ()fl1~ 

Ul&fI'U ()nUlll~1jfJWfll'Vi Ul1:~ lfll'l.:afl'huri\1 fllll ~n;,111'~ ltJi'1J ~ lfl\1 fllll&filJ~u ~ llJlJl&'tfU fiu 
JI JI 

',j'h~:lr1U Cross Selling 11l() Up-Selling ~1.:a~1jfl11lJthtitlJ~() CRM li'.:anu &'Vin:&rlUfl1~fI'!l.:a 

fl11lJtYlJ';U,rfi'lJ\1fllll~.:alrlu fl~lJ&~ l11lJltJ1t;! tJ~H 1UU~'\I().:a oJflfl1~ &~U &rt()\1 flllltJ()lJi'1J~ ~:4() 
"" ~ : d ~ ... d , ...., ~ ,~.;." 11 0 , d .K ''''' 
fl'UfI1V1.:aVl&lIU Cross 11~() Up-Selling fllVllfl1J11\1flfl1 9'1&~lJ~UfI'll.:aNl1fl1 ~VllJlfl'\lUfl11&t;!lJ 

" , "".....;. ........ ~ ~ , _I _I ~ d ~,
11Ufl1J~llVl ~:tJ:&~lJmfl'\l().:afl1~fI'lJ'ViU1i \1flfl1~:'tf1tJl1t;! Gross Margin 1J~:1J1W 3 &1J()~&9fU~ U 

't1mflll') (1JUIUJ1U~U'lUfl1~ '~lJl'\1().:a\1fllll) 1t;!tJfI1tJ'u 3 tI \1fllll&AtJ1fiuif~:fI'llJ1HUfilJNl1 
o , '" , ...... .K 4 _I ~ d ~ .;..K .. 	 dfl1 ~ 11 Ufl1J ~ II VI q.:a '\I U fI.:a 7&1J ()~ &9fU ~ U 11: ~ : & 'Vi lJ q.:a '\IU & ~ () tJ~ llJ ~: tJ: n 111V1 tJ l1U lU '\I ().:a 

.... .... ~ 

fl11lJ fl'lJ 'ViU1i 

2.2.3.3 	UU.:a~llJ,.h:&f1V1'\1().:a&Vlfl1U 1111h:'lJ1J1Jl111~\1flllltYlJ';U,r CRM 

~Ul1J1'f Paul Greenberg (2002) uu.:a1.h:&f1V1'\1o.:a CRM ~llJ 
&Vlfl1U 111V~UllJl'f ~.:a~lUUfl'~ 3 ,.h:&f1V1 fl() 

1) fl1~~hn1u.:alU1Jl111~\1flllltYlJ';U,r 

~:1rI U fll~ tl~: ~fl~1~~ :1J1J l11 1 ~ fl11lJ tYlJ';U,r\1 fllll~~t;!9i()fi1J 

\1fllll1t;!tJ~H tl~:fl()1J~1tJ Sale Force Automation 11l() SFA. Enterprise Marketing Autmation 

~'" I.... "".K, Q .... " "d ""Ul1: Front-office 9f.:a 'tf.:alU nlJ flU Ul1:&flt;!'\IU U '\Iw:&t;! tJ1flU & U U 1J Vl1J lV1Ul1:11U lV11p fl ~ 
• 	 , JI JI 

&ntJ1~().:afi1J fl1~'lJlfl1~\1fllll fl1~it;!fl1~'1JtY.:ao;O fl1~it;!fil''lJUf.:a11il''lJ&fI'~~i'1J&~U fl1~~111t;!/fl1~ 

'\IltJO~1uJj~ (Sale Automation/Marketing Automation) Ul1:fl1~1Jl111~it;!fl1~gulI') ~lU11d.:a'\l().:a 

Operational CRM fl() fl11lJlr1U 'tl,nUfl1~NfI'lJNfI'lUfl1~l~Ufl1~'jjtlJ; fi'lJ~:1J1Jfl1~1Jl111~ 

Vli'Ytmm1,Jflflft'\l().:a ERP (Enterprise Resource Planning) miil'tfu PeopleSoft. SAP &flU~U 

2) 1&fln:Mfl1~1Jl111~\1flllltYlJ';U,r 
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~ 	 "''' 0lU " Uf11'HJ~f11'.i'U.... " o~afHIH11J"n:: · 1J1Jfl1fJi oSUfl~H'UO~a 1't'H)U llJl 

11fl'.i l::M,,r~o~a~.:jm;nodiUl tJU1J1J~'~.:jlU'''' tJwti l'UO.:jf11'.itJ'.i::~n~n~',j1 ,ftlflLTtfJ.:jnl'.i
". 	 ",.

i~1fl1J uatf11'.i"'1~1J'liu~ou'hrJuU1J1JU~U1"1't1u u~odlifl11lJfl'llJl'.it;liUf11'.itJi'1Ju~.:j~o~a1,r 

1~lti1Jfl11lJ9l'O.:jf11'.i1~ ...nt1Jflflfl Uflt~01Jfl'UO.:jflO~O~flR.:jnrll1 

3) fl11lJ~1lJij0f11'.i1Jl'Hl'.itln/j,ulJiui' 

lrJutlu6nfll.:jf11'.ifi~~O~Ofl'1'.i Cil.:jiflnl'.iltfUl1Hfl11lJUlJiuiltJ6.:j 

tlnI11'UO.:j1Jl1:i11 Ufl::~~1'HU1V1~qfl1J (Supplier) hfUfl1J;1:il1 1~V\l::1~10.:j,~UlJNfl''tJn ., 

m:::1J1Uf11'.i ',j11\l:::lrJun1'.i~Ofl'lnhu111'.ift...ni' 111'.ifl'1'.i tJllJft 1~1J'C]f~ua::~u., CRM 
tI 

tJ '.i::1f1l1Ufl'llJ1'.i m;vn ''''111rJUn'.i:::1J1Unl'.i fl'!Hfl11lJ UlJiUi'ti1JiU 1in~'.i lU':::~fll (PRM: 

• 4 ~ .... ~ '" l' ' .,;... ,
Partner RelationshIp Management) 'H'.i0tlUVnaHf11'.i~fI~OnOfl'1'.in1Jtlnfl1 OV1.:j11l'.iVn11 CIC: 

tI 

Customer Interaction Center lf1VffllJl"U;Vn CRM tJ'.i::ull1U-h ~l11ift1fl'9If n1'.ii~f11'.i';O.:j111.:j 

f11'.iiifl~OaOff1'.i (Channel Strategy) 

".1 ... l' '" '" " 2.2.4 	 e~flu1::fle1J'Ve~n111J1"119fl"lcr1J1't'Ui (CRM) 

... l' ... .... ~ ~ .,; ... o:J oS ,J!'!'" ~ 
n1'.i1Jl''Hl'.itln?l1fl'lJ'WU1i (CRM) llJU'.i:::1J1J11\lfl111'UUlJl1'WOlJl '1J lUl')f.:jna~l11i 

, ".... 1 ... ~.I '" " .,; ~"'.1 41flV 'lfn1J Technology flVlJO.:jfllJ'.i::n01J'Han 4 lJl'::lflU flO 1) Information 'Uo~al111JU 

~ 	 ,,''''; ~ 
tll':: lv"Jru 	 2) Process m::1J1UnU'Uf11l""Jr.:jlU 3) Technology iilnV1'UO.:j ua::: 4) People flU 

tI 

lf1Vtl.:j 4 't'hu 1l1lJll'1lJtiU 'fdl'Hi'1Jf11'.iY'il~o~ari.:jlffllJfl11lJUlJliui'l'::'H11.:jtlnfllti1JO.:jfln'.i 
,_~.. .1 1 ' " ..,;.... .I , ••• • '" 1'':',l1f1'UU flf.l1!.:jluu~an'.i:::l11Jl1lnfl'UU Ul':::f.I::Vl1 l"JrU ff1UU1J.:jn1l'~alfi n1l'111 'Htlfl?l1lJU • 

lJln~U ,h,,r\lnfllitlavU,.,,j'tl'f Product 6u l;jU~U CRM iioiu9Ioun1l''ril.:jlU O.:jfltJl'::n01J 

..,;'" .. ~, l' ~.I .. l' 	 "':',"'!!l1'
l'l"JrflUJU l,,"Ofl11lJl'Ul \l\lfl?l1lJlnv.:j'UU 1,,"OfflH Customer loyalty tJfllJU UA1nU?l1 

.. ~.I .... l' 1!1. .., ~ ..... ... 
IIJI'.:jO.:jflu'.i::n01J'Vo.:jn1'.i1J'.i'Hl'.i\lnfllnlJ'WU1i (CRM) (~l11iUl 1i '.illJ1. '.i q}, 2544) lJlltJa::10V~ 

tI 

R.:j,jO'tJU .. " .. ~ ~.(1) ffnfl'Ull1f'1 (Information) 'HlJ1VtH 'UO~aC]f.:jl1JUn1l'l'11Jl'1lJ'UO~a~H" 

" .s':.~ "';"'4,.. ..~~ ..,; l'
101lJl ')f.:jlU 1'WO')f11'Uo~al1Ln1JflO fl'.i '.i1lJt;l.:j Marketing Data C]f.:jl1JU'UO~ft111.:jn1'.i91ftlf111t1n?n 

... • '" ........ ... , ,1 l' oS.1 1 "1 ... ~. '.1'	 Un1n1fln::'H~O lJ~fI~Vn1J1J'.i1:l11 1'lfU 'W'l~ml'lJ Uf11'.iIlJl'V'VO.:jtln?l11'WVu'.i::: V')fU 

(2) nl'::1J1Unn (Process) m::1J1un1l''tJnvdl.:j~1~V1~V.:jti1J\lnfll ,f.:j~1rJU 
..,; ... .I'iI '" .,; , _.I,m::1J1Uf11'.il1lnfl'UU U .11JUUa::11fl1f111\l::lnfl'VU UVUlfl91 

t • I' I I 

(3) 111fllUlav (Technology) ;tv fl'1'.iffUll1f'1lilnV1~O.:j'h;jUlfl;V.:j~V ihh'H' 
4 ,..,; 	 .1 '"... "',1'

l::1J1Jlfl'.iO'U1Vl1fl'llJl1t;l'"JrOlJ~VnU i'l ua::lJaVflnV 

http:1~lti1Jfl11lJ9l'O.:jf11'.i1
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(4) 1,Jtln1fl'I (People) lriv1nu~tI~u;j~nu ~~1~Ufll'Itli'1Jl~JJ1'tUj 'Uflll 

lt1~vuutln~fllnh~lU 1;7~'..f.gtl~U;j~lU~Ultlv1ufllnh~lUJJ1fla~~U ijfll'Ii't>"iflfl~U'IJJ,;ml::~ 
l~UtI'I:: lv"I,,1nufll'IUlfll'I tlflfi'l 

6~tl'tI'I::fl6mH;fl ~ 1Ufll'I Ullfl'Itl11JJlYJJiU1i'tl flfi'l (CRM) tI 'I:: fl6U~1V 

(Litalien, 2012: website) 1) t11H1Ulllfl' (Information) 2) fl'I::U1Ufll'I (Process) 3) llltllulnv 

(Technology) un:: 4) 1,Jtln1m (People) 

(1) 	 t11'I t1UIIIfl' (Information) 

11 'iJ i'v ff1tl'lI~ '1::"Ihv'Iffll'I Ullf1'J tl11JJ lYJJ i U1i'tlflll1t1 'J:: t1UNn 'hl~ '1 
• II 

6~ tl'fl'J~ 11~U II6~Ullf n.tj6lJ n 6V1 ~ ijtl'Jdill i f11.., I; JJ i~ "Pi fll 'J I~U11U'J 1JJ.tjm,d n \1 flll1 

(Gathering Database) I~Unvn:a6VftPi1~~ ~lriv1.tj6~nU\1flIl11';U ;6 6l~ l..,fI' 61;l't amltu:: 

"'1!'" '" ..;..1 ... , ,l"'1!'" "" ! .. ~ dy' • .1.,,,
t1Utl1lf'JfIU'Ifll'JllIIJt6 "'q~fl"JJ Ufll'J1IJt6t1Utl1MHJ1J'Jfll'J 11JU1IU 1IJt~'Uf)lJnmn1U'iJ::"I11V M 

..... " ... y. , 1! ~ , , d Y. y.. ,1!'" co
U'J1:lllJJtl11JJ1'U1 'iJtlflfl1JJ1fl'UU "Mft~ Ufll'JlflU'J1U'J1JJ'Uf)lJn 'Uf)lJnt11UJJ1fl'iJ:: ,,'JU'iJ1flfll'Jll1 

II 

l'Jfl'J'JJJ (Transaction) nuu;li'll lf1f)'iJ1flfll"t1f)UmJJ\1flIl11ftV~H 'iJ1fl11U'iJ::11fl'J1::ti'.tj6lJn 
II. 	 • 

'J1JJif~fll'Jn~fhuun::m::'iJ1v.tjf)lJnLMt;'il'tl6~n1u~H~ nijfll'ItJ~lYJJiu1i'nutlflIl11ftV';1if~ 
l 	 .. " !It '" 2 .. • , , ... " ..;. '" 1! d y.
ll~f)~flfl'J U~ Ufl11JJI1JU 'iJ HUn1f)~flfl'Jt11U If ty'1:aJ'Uf)lJ fUflV1flU\1fltl1JJlfllllV 1IJt~'Uf)lJn 

J 	 ..,,.I, 	"~ .., .. ".Q 1 J ... 4. .,

mn1U II "QflUlJJlllfl'1UUflun::11fl'J1::11' M&flfltl'J:: V"I1U'U fllnlllu ul'Jfl.un::[I~fl'J::'fI 

m::'lvf)d'un1U~H~ 'Uf)~6~ti'fl'J lftV'ln~ijfll"1U'J1JJ-G'6lJn , ,ff)d'UJ lu.tjf)lJnflnl~ (Central 
II 	 II 

Customer Database/Customer Repository) 'WUU9I6Ufll'Jt1!1~J1U.tjf)lJfttlfllllil .::IIf)~I~U'~l~U 

J1U.tjf)lJnfl n H -i~'lflflU~ijn1U lrifJ1.tjf)~tiUflU ;jft~f) \1flll,.::11f)~ t1111 l'JtUl Vfl~.tjf)lJ n\1flll1 , ~ 

'U'lfl'ft~ijfll'J;1"~f)tiUtlflIl1 
(2) 	 m::U1UflU (Process) 

'Uf)A~~H1Ulll Idf)ijflUtJ;utl1~ltl~vuutln~fl'J::U1Ufll'Jf11V'Uf)~ti'fl'J 
'" !It ,.1" <II _I ...... _I"" "'... ,.. 2' ,Y.' 1llfllUU lJl"'f)l't9llUllJ'J::t1ll1if11"'fll'JlJfJU~f11V Uf)~tlfl'J un::nft1lu'lUfl1 'lJ'1t.1 Ufll'I 

co ... ... ....... ... <II "'.. "y. ,2 .1"'.1 

"lLUU~lU'U6~f)~flfl'J U~LJJf)JJfll'JU l' ::UUU'111'fl1111t1JJl'tU1i tlflfl11'U1JJ 1 'lJ fll'I lJ'UlJ1 ~ 

ltl~vu"tln~fl'J::U1Ufll'f11V'u.:a~u'tJ l;7f)~~t1J1~tl1111Y;~l't6" ',fnU\1flIl1l~ulfaflldf)fln 
~ll1i''Uf)~f)~flfl''tI~VUlll~~ll1U~tlflIl1u~1 111fl'J.iijfll"tJ~VU IItJn~fl'J::U1Ufllni H1U fll' 

,.h&61'J::UUfll'U;lf l'fl1111 ffJJiU 1i'\1 flllll.tj1JJ 1 , f~ 'J.ifif) , ,flnfttI'J::lv"I1u',,~ i~,fU,df)ijfllnh 

... .,.,J~.J!""" A. Q,I I

'::UUU'lfUfl11JJt1JJl'tU1itlfltl1l'U1JJ"~~f)~JJfll"f)tI'Ufl'::U1Ufll' (Reengineering) 'uu~n:: 

,Tu~f)U',fijtl'J:: iYllif11.., l«f)t1Jl~tI,:: t1Ufll' tU~A'U 'lfl,TU~f)U ~ijfl11JJ lriV1-G'f)~tiUtlfllll 
... ~""1! ... ..

fl'J::U1Ufll'JU'lfUfl11JJnll..,U1i\1fltll (CRM Process) If'f)fl'J::U1Ufll'Jll1~lU (Work Proecss) 
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'~Ufl~1Jfillfl'nJ;lHC'] ~ijff1U'~fJ1"'fl~ 1Ufll'~fI;lflitflffl' fl'Ut1fl~l ,,;U fll,4flffU~1 fll' 

~lfJ1~U fll' '.rffl..l~l11;fl'U;fll' '~1..1~1..1 

afllnU::'tlfl~m::'U11..1fll''U;111H1111Jff1Jliui't1fl~1 (CRM Process) ~ij 

th::ff'YInfllf4t1':::flfl'U~1tJ (Stone, 2002) 

~ ~ .. "Uff1U~lUUU(2.1) f1111J'lJUL'Ul'tlfl~m:::'U1Ufll' (Process Owner) L1JflflU : 

ijfl111JrffflL~ULfl'tlfl~Ua'1 f4UmlU 1I:::ijfl111J;'UNfI'lffl'U1ufll,t1~,j~~lU'»ijtl,:::ff'YIifllf4Ull::: 

(2.2) ij1fffJ';fnl'ull:::,-lil111JltJ111JflU (Collaboration Strategic Vision and 

Goal) m :::1J1Uflll~fill:::~fl~,btJffU1Jff'4U 'Ufll'I1h't1qflllq'YIi'Ull::1fftJ-nflrU" U flll '~Ufl~tl'fll~ 
~~L\rl..l 'Qfl~l ull:::.yh',rflllq'YI,r'Qfl/;'Ull::flllq'YIi'';fl~'YIH~flflflLl'U1J'~t1':::ff1Jfl111Jf.;'L~Vu~'h'u 
u;lll:::m ::'U1U fll' V::ij,-lil111JlfJlUTtl::~U'1fl;ll~fll..l U~1Jfllllm'lflflU'Ull~ ll:: fll::'U 'lUflllV::~fl~ 

ijL~hl11JltJl1aflLfitJ1flu flfl flllffUfl~Afl1Jfl111J~fl~fll"Jf)~'Qfl~1 

(2.3) ~llflllt1am~lU~tJflflL~fJJJ (Exceptional Performance) fll::'U1Ufll'~ 
4t1 ...... ., " 0 ,P'.1 0 , ".. : "... ,JJ 1::ff'YIlifllTtll:::'If'ltJ 11'Y11~lU tHltJ'tlU Ull:::V:::'YIl l1JJJJ1~1J1U~~lll11U1LflUfl11JJ1~1J1U'Ilfl~ .,., 
~91ffl11m'JJ ,h''If~lU'U' 'tl911JJ1-lil11JJltJiii~'~f)th~ijtl, ::a'YIimTtUll:::t11:::a'YIi~ll 

(2.4) fll'fll11Ufli'l1f1 (Establish Metrics) m::'U1Ufll''U11111'Qfl~lffJJliu,r . ...... . tI .... ~... ., tI ~ ••. ... .., ., .., .. 
'YIJJ 1::ff'YI1UllTt ':::"fl~JJflll flll1Ufll::'U'Uflll1f1Ull:: 1::LJJU ~ll'YIflllll::JJfl'llJJ'lffllVU 9l11f1'Y1 

-- · ... -- 1 ,........!1.1 ... -- __..I... !II
.2' , ..
1SfllVUt::1S'ltJflll'Ul111nflflll flHflll UfllW'YILflfllJty111'1lU 111flJJ91'l'lfl'YIfl"::TI1 l1JJfl~'l1U 

ilty111'~mh~1 'lflL~ 'l ~Ur'l1f1'1lfl~fl'::'U'lU flll ff1JJ lH111 lJJ11~Ua~ 1~'V,U ml'; H1U'Il fl~ 
1'tUfl~lU'~ 

(2.5) fll,tI;1JtI'::fflU (High Level of Integration) fl'l,ijm,t1,::fflU 

fll:: 1J1Um,~	ijflll';1~1U11JJ flU ~~,1..1 flll ti,:: nll..1 fl 1 ::'U1U fll' ,,jfl11ij, flfJ~fll::11'h~tiu 
.. , <4.., tI-- tI • d., .,

(Seamless) l1JJfHm::'U'lUfll'f11'V::ff~'ff'JJnU'Uff'4UUll:: ''U 1~~llml'Y11~lUCr~flUUll::flU 

2 , ..... 0 , ,,~ , "':.Y. ... It __ ..t'4 	 I 

,11 JJJJfll111JJ1::1J'U'YIflflll'YI1 11'Ufl1.;lll UU~ll::m ::'U'l1..l ml JJfl'llJJC)ll"DflU'Ilfl'W~flU C)I~ fl11l 

fifl ''If'flflfl'llJJ tT1JffU 111fl';1'1f€1rt,jff1JJ1'f:Il~lii~~fl1Jll~~fl~fll"~ 
,., 	 . 

(2.6) til11UfI.uU~flU'Ilfl~~lUfiLl1JJ1::ffJJ (Well Established Procedure) fll' 

... : , • .I. , '" .. .. ., ., , ~ JJ'IlU~flU Uflll'Y11~lU'YIflt::1S'ltJ Mm::'U'lUm'11mn'll::flll'Unf11fl11JJffJJTtUll~fltl1t11::n'U 

fllld1'~' 
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(3) 	 L'flfl1lA1n'ii (Technology) 

LrllJ1m~n'!H'lJf11'Jiflf11'J~vlJnunz'.i::tJ1.Jl'flfll lA In'ii~'~ L~tl'lflJ'J'J~ 
.....1 tI, .,. '" .... tI l' .. "" • .1 	 1 1 "" lfl QlJ 'J Z n' ~fl lA f11 'J lJ n11 'J fll1lJ n'lJ'Vi lA 1i \I fl1'11 cu ~ ~z lJ Vfl 0 ~ n'llA lJ 'J Zfl VlJ III V ~ L 'flfl lA n tI 

QI Of I 1 1 ... .- tI .. J"" 4t/ cw 	 ,
fll1lJ n'lJ'VilA1i ':iZ11lHl'flfl lA ntl f11'JlHFHflVlJ'VilLflV'JCUVnU l'J ! 1lA IIIVlJnunZlmVlll1t1f11'J 

~ d" ~ tI il .,. .... '" tI II '" d II
nVn'l'J'fll'If LlA V-1flfl'J 'JZlJlJn'Ol fltlfl'J'JlJf11'JlJ '111'fll1lJn'lJ'VilA 1i \l flflUZn'l1J1' O~fl tfllJlllvlJa 

.. till , 11 2 • Y. II., 1I.,j , II , "" l' .,.
llfll1::11I11V\ja UlJ~ lA'tIv\jn un::lA1't1tl\jn\lflfl1lJl 'lU'ViV 11n'l1J1'On'~lJVlJn'lA1'l1Un::'U'f11' 

\lfl1l1 ,i1,lAnn1unz,rV-1'flH~1111J1Zn'lJ 

(3.1) tYllAU'::flVlJm;flIllV~'ZlJ'U n'~1ilfltlfl'J'J lJf11''Ul111'\lflIl1d'1J'WlAi' 

(CRM Architecute) lfl tI,T l 'Ull""l'J ::lJ'U n'0l ilfltlfl'l'llJf11' lJl111'J \lflIlUYlJilAi' (CRM 

Architecture) 'lAV~flflnblAlJ1flU'ZflV'UA'ltl 3 tYllA fiv 

(3.1.1) 'JZlJlJn'OliJfltlfl'l'lJ'flHl'flflUfl L~lAf11'JVVflll'U'Uua::'llJ 

tYllAU'ZflVlJ'flHL'flfliifl (Integration) l~lA";)tIOlA L~VtlVflUlJ'UflTnllJ'ZlJ'U'lAf11";' CRM cii~ 
f11'n'r1~ lfl,~,jlt1flVlJ-vtllflV1~iivlrllAtYllA11d~IIIV-1'.iZlJ'Un'OliJfltlfl'l'JlJ'fll~l'flfliifl 

(3.1.2) 'JZ'U'Un'OliJfltlfl'l'llJ~V1Ja lrllA tYllA~,rltl' lAf11'lH 

'" II """Y.'" II tI" ilU~lAf11nflf11'Jllltl\lal1aZf11'111110~'UV\lafl1~ '1 llA!llAIIIV\laIllV-1V~flfl'J CU~'JZlJ'Un'm fltJfl'l'JlJ 

y. ~ '" ... 11 , ", II 2:..... .,
'tIv\jn t:aUlAfl'l'UVfl'lllJIIIV\jaV:: 'J'UHV~'lA!llAIIIV\la ua::'tIv\lalAlAlJf11'Hlftf11'VtJH 'J ,:: 

~lA111~VlJa~~V~f11' 'A'Vfh~', LLa::'fl'.il~lA~~1U'~V\la 
(3.1.3) 'J::lJ'Un'O 1iJfltJfl'l'JlJf11'.iU'::~flA' lr1lA llJlfl alllv~11ifln . 

Yi l-11lAUa::U'J:: lJ l aNa'UV-1UlJ'UU 'J::~flA''lfV-nll 'l1~\Iflfl':: ~1t1'UV-1,:: 'UlJ~v\lafi1-1 '1 ,T'lV-1flfl'J 

.. iJ .1 tI ~ • ..CU-11::lJ'UUOl fltJfl"lJf11'JlJ'J::~flfl 'Il::UtJflfl1::lJllAf111VVfl1UlA 3 U'llA flV 

(3.1.3.1) 1'i"llAfiVU1::UllA-11lAOlJG'l.r (User Interface) 'Il:: 

~ • ..... .. .1 ... "'.,. .. • " II Y. "" 'I Y.&1J lA U'l lA III V -1 fl V lJ'Vi llflV'11' V 1:: 'UlJlJ tl 'U fl fll1 III VUfl 1 VIII 1 tJ \l:~ V \j ty 19'1 LIf1'til f:l-1 Ua:: ''D 

flVlJ-vt'lLflVflA' cii-1~fl~-1lflJ1tJIIIV-1f111YiUi'llAfiVU1::n'llA-11lAfllJ~f~~V-1 fhU-11r1lA dltityfiV Atl-1 

'~-11lA~ltJ ua::jjT1-1ti'.glAfl"Yil-11lAl~VlJltJ-1 'UV-1tYllAlfl;V,jltJ~lA '1 

(3.1.3.2) LIf fJ Na Ha:: fl'::lJ llA fl11 'fl Hlp fl' (Business 

~ " .... tI.1 	 .... d" •
Logic) lUlAflQ &lAf111'Vi'l'lllA (Validate) ua::lJ,::lJ'lnNa (Processing) 1lJVlJf11'lfllJIIIV\la~lfln''llA 

II 

fiVU1::UllAO'UG'lf (User Inderface) U""'l'lllfl\TlAtlffJNnua::fl'l::'UllAf111'fll-11l'fl~ (Business 

• 	 ... tI.1 Y. 1 ",;:,"Logic) ~::'fllf111'Vi'l'lAUn::lJ1::lJlaNa'tlV\laflllJ U'Ufl'llJ'flfl-1 l 

(3.1.3.3) tY'llA'Ulf111-u'V\la (Data Service) lr1lAtY'llA~ 

fl'l'UfJlJ f11, 1 ~lil-1~v\ln~1~'U , -nlA! llA-u'V \Ia 
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d IV d'-' 0 Ai Ai !1 ..." 
(3.2) 1.1 'i::lft'W11i'1flflfl6-3f1TlJ -3 fH'U 6-3'1::1.11.1 tY il1lJf'JeJm nJfl6lJ1'fJl~6'1 

, 'W '1 :: 1.1 1.1 fll '1 1.1 ; 11 U fl11lJ Um;'W » {l fl II1 ( CRM Architecture) 

d IV" " 'I'" IV 00' 'I'" !1 ... "'I
1.1 '1: lft'W11i'1flfl9l6-3 L11 fl11lJ '1: lJft '1:1-3 L'W flln'Hll'iW 1'1::1.1 1.1 tYmlJ~t'.lfl'i '1 lJfI 6 lJft 119'1 m L'W '1::1.1 1.1 

... 11 01" ,.. 	 Q",./
fll'iU'i111'i{lfltl1UlJft'W1i {lflfll (CRM Architecture) lJft-3'W 

(3.2.1) 	 'i::uutYmi1f1t'.lm'ilJlilft11;6ilft (Open/Close Architecture) 

tI ~ .. 'I" " 4
'1:: 1.1 1.1 tYmi191t'.lm '1 lJUUUIUft U\.ILlJ'\.n:mUfltY1lJ 1'iil m 11.1'1 Ufl'ilJtI'i t~fl91 (Application) 6\.1 '1 

tYllJl'iilL;6lJ It'.l-31~llJl1A' ~-3ij~6~fl6tYllJUill~lJth\.ltl'i:fl6Ug'W'1 l~l1 t1'A'~lt'.ll;'1,r'i:uuij 

tl11lJLHlJl: tYlJ flU ',Q '1 n~ tT1\.1 '1:: 1.11.1 tYmi191t'.lfl'i 'ilJUU UUfl (Close Architecture)~:: tY1lJU il 

4 'I' ... 11.1 1.1 "4'~ d!1 ..." ~..r01'''6lJ LtI-3 flU'i:UU 11 '1 6 '1 Ufl'ilJ 'i:~flf16\.1 tl tllfl CJ1-3 tYmlJ f1t'.lfl 'i'ilJtl6lJft1L9I6'iU1.11.1 11ft \.I 
• 	 tI 

tT1\.1lJlfl~::ijlJ1f1'i11\.1 L ~ \.I fi tl6lJ i'tim,::1~i'Ufll'i i'tI '1 6-3 ~lm1-31 \.In ltli'111;616fl" \.I 11;6ijfl11lJ 

tYlJ\!'iw1\.Ii116-36dm~'1 

(3.2.2) 01'1 t1i'U'U\.I lfl 'A' (Scalability) tYmi1f1t'.lfl'i'ilJ~t1i'mtlgv\.l 
'~L'"6'16-3i'mtlgv\.lutii'I-3~61,ijflUl~U19'1;1'\.1,tt\.I6\.11tlfl tY1lJl'~ ilLtlgt'.l\.l 'U\.Ilft11; m;fllJW:'U 6-3 

1flHUUU (Configuration) 1,rLHlJl::tYlJfltlO1'iltlgV\.lUt1i'1-3~61~ij;f\.l'A' ,';\.1 O1'iL~lJ'~lJfI-3ni\.l 
fllnh-31\.1 lli'l::fll'i t1i'u',rL11lJ1::flmh\.l1\.1~f~61 ~'~lJ;1'\.ILrl6U;liflij'U \.I1fl 111qj;f\.l 

... 	 4'
(3.2.3) tl11lJ fl i'llJ fl i'I \.I (Seamlessness) ,\.I 6 -3 ~ 1 fl1 U :: 1.1 1.1 

tYtni1f1 tlfl '1 '1 lJflUU;111'1 ~flll1UlJ';\.Ii' ~:~6~t1'i: tYl \.I '1 ?lJflU fl '1:1.11 \.I 01'11.1;11 U tl11lJUlJ';\.I» 

\1flllltl1n:ijtl11lJ tY1lJl'1tl 1 \.I 01'1 'i1lJ'1:1.11.J'G'61,li'lUi'I:01'1 L;6lJ1t'.l-3 '1:111H11.1 '1 umlJtI 'i:~fl~ 
';1-3'1 (Application) '«6fh~fli'llJfla\.l L"'61,r~ftYllJUill;6lJ1t'.l~<G'6\1i'1~lfl1 t1'1Ufl'ilJtI'i::~fl~ 
11d~ 't16-36fl1t1'1umlJ11d~'~tY:ft1fl ua::'rh,,rfll'i '11i'1'U6-3<G'6\1i'1L~\.I'1.1 6VH'i11.14\.1 

.. • 	 , 0 

(3.2.4) tl11lJVft11 ~ \.I (Flexibility) tl11lJ tYllJ 1'1 tl \.I fllH1H1 \.I 

'h lJ flU '1 ::1.1 1.16\.1 '1 ijfl-3ni\.l 01'1 U~111'i~ijtl11lJ(jft11q\.l tYllJUtl'i6d'Ufll'.utlgtl\.lUt1a~1 \.I 

,~ ,,,:,..,, Ai Ai "'" 1 1 QQ .... d Q' Q

6\.11tl~ tl U9ItY~'rl~:f16-3th\.l-3tl~tl6 111fl1f1f1 \.I i'lt'.llJfl11lJtlfl11 ~\.IlJ1flfl~:lJNafl6tl11lJLtYtlt'.l'i 
" . . 	 " 

(Robust) "-3U\.I if~ ;'itYllJU tl tT ~Ni'lfl'i :'rlUfi6CJ16,"~UTnA'11-3 1 \.I'rlH a 1.1"i'I:'rlH 1.1 1fl~fi6f111lJ 

(4) 'l.Jtli'llm (People) 

'l.Jfli'llm ijfl11lJ thti'll1\.I fll'iU;111'1f111lJUlJ'; \.I» ~flll1 1 flt'.llDftl:ftUfl-31\.1 

'U6-3U~li'rl~iiflU ~ftfi6a6tYl'1flu~flllltl6'~\.I'U~ .otJ1htl'lllJ1fl~qft 1 \.I flU tY!Htl11lJUlJ';\.Ii'flU 

!l' .... dQ Q d .... 'I! .. 01 ".. !l' ~ 
\1 flfllCJ1~ 'l.Jtl i'llfl'1 'rlfttl '1'1 lJtl11lJ tYllJl '1 tl'rl ~ ::f1ft9'16 Ui'I: tYl Hfl11lJ tYlJft\.l1i flUQ flfl111J \.I '11tl'l.Jfltl i'I 

1ftV1ftl'1:1t'.l,,11~lm::UU!l\.1oG'6\1a~flfl'1'A' 

http:Htl11lJUlJ';\.Ii
http:Ufll'.utlgtl\.lU
http:1,rLHlJl::tYlJfltlO1'iltlgV\.lU
http:t1'A'~lt'.ll
http:tYmi191t'.lm
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(4.1) 	 O1'H~I;tJlJ1,Ifila1mt~tli~'i::1J1.Jn1'i1.i;111'i\lnflTtYmiu1i 

O1'i1Jl111'i\lnfl1ffmiu1i ~:: tl'lJma1~11Jlihl'\11fi1fi111lJff1lJ1'ifl'U 

(4.1.1) O1'i111'VnrnnU (Acquiring) 

(4.1.2) m::~Ul'nrn.nullfihlffUfilfi~~~tlO1nhnu (Motivating) 

(4.1.3) "Nntl1J'ilJua::ilffil11lJl (Training) ft~JU01'i'fI;tllJ1,Ifila1m 
1~tll~'i ::1J1J01'i1Jl111'ifil11lJ fflJ,"u1i\lnti'1~mil1lJ1 ~~ijfil11lJd1tlqJUa:: 'l,jfil1'ilJ () ~~llJ 

(4.1.4) n1 'i 11 HU!n~ 1U (Acquiring) dh..l n THatl n 1,1 fila1 n'i ~ 

n1lJ1::fflJ ,\i() ~~lfl1Jl1:i'rl~::~()~'h«Hfiirfl~lU~ijOlW1fftJfi ua::ijhi'fl'U~lU1JlO1'i~~lfJU 

Q,I 	 d: 0 !It I 0 d A tal ~ " 4.d. _I 'Ifdel 
'rl fl1:l::'rl" 11lJU fI tlfil11lJ ff1' 'i" '\Itl~01'i1J 'i111 'i fil11lJfflJfiU 1i \l flfil1 'fi tl'rl":: ff~ lJ ()1JlJ'i ::ff1J01'i W 'rl fiI 

llfuo\lflli1 ~~lifl1:l::~ijlJl1fi1tJ1i'i'ilJ'nfi 'l,jff1lJ1'ifl~~::1lfl()1J'ilJl~lJ,filJ'~ fi1ulifl1:l::lU~lU 
6u<-'] '~uolifl1:l::n1'il~''rlfil1U1a8, lin1:l::flnifilO1'i!lU~tllJa lla::lifl1:l::~lU~lU1JlO1'i\lflfl1 
GJ1~ff1lJntl"Nfltl1J'ilJllfuofiirn~lu'~ 

(4.1.5) m::~ufiirm1ul'lfijliffUfilfi~;l~()01'iYi1~lU (Motivating) 

...... "... 4 	 ~......... ~
t, 	 "'... ...
1J'i1:l'rl":: fI tNfi 1I1'UU1fl~fl11lJfI~ "lla:: tll'i lJW'II tl ~fiU fl ~lU CJf ~ lJ fil11lJlfl tl1fiU n 1Jfll'i1J 'i 111 'i 

1!1 ... ~ JI ... ... 1!!! ...s oj ,1 I 	... ... , I' ...fl11lJ"lJ"UlI\lfltl11J'i1:l'rlfil1n:: ~11fiUm1Uflfil():: 'ma:: ~nfltltlH 'i fl1fi1111~fl111J"11'illtl:: 'i 

, ... ... ~ JI ... ... "l 'l 1 • .f. xl"'" ... 14U01'i1J'i111'fl11lJnlJfiU1i\lfltl11J'j1:l'rl'il::fI()~ ff " U"tl~Ulfitlm::".IU 11fiUfl~1Ulflfilfil11lJ~fffl 

.I..". 	 d...... ... ~ JI"f.l I ...

'rlfil LUfln'rl1-31U lfi'1::fiI11lJdl""'II()~fln1J'11"fl11lJfflJfiUlI\lntl1U'IIUtlgfl1JflU 

(4.1.6) F1n()1J'lJUa::l'1ffl11lJ{ (Training) iflF1n()1J'lJfiirfl~lUlu 
... 	 JI ... JI 1 ~ .....1 ~ tI 1 ... ... ... ~~ 

'lfll!l::"lU 01 '11J,01'1 \lfltl 1 fltl'il::¥l()~U'U~1f1QlJ':: ff~flUa:11U1'rl~ lU U fll '11J,11"fil11lJfflJfiU1i 

JI .I~.I ~ ... .l 1 ~ ~ ,. 1 1 ... ...
\lfltl1 fl11lJ1IJatlUUIJa~'rl'flfil'llU Utl-3flfl'j ua::fllnmtl1J'lJ U1'l'tl~''rlfl U atln1'j1J'j111'j 

1!1 "" ~ JI • l"'" ... " 1 .1.........." " "".1 ~ fl11lJli1lJfiU1iQfltll 'fitl 11fiUn~1UlJfl11lJ''111 "ua::ff1lJ1'tlIJ{)1JA~1U L111J"'p9tQIJ'j::ff~fiIUa:: 
• 	 II 

,f11l1lJltJii1Jlii'rl~~'l' 
(4.2) 	 lifl1:l:ua::liffUfilfi~'11fJulUfll'1Jl111'jfl11lJn1J'"u1i\lflIi1 'II()~"~ 

• 	 III11_ ... , ., .,4 

a::11U1'rl-31U 'il::lJfil11lJ"flnfl1~nu fiI-3U 

,,"" 	 ~. 1 " "" (4.2.1) ~lIflfll'j (Manager) "::¥ltl~ff1lJl'jtl'''tllJ tI~ua::m::flu L11 

"irfl-31U1flflfiqfifl'j'lJfll'Yil~1U~~-3\1fllilLfJuuufi'flal-3 (Customer Centric) iifll'1Jll11'jifilfll'j 

... It .I~.I' 'J! ~ 1!'" • !it tI .1 ... ... •
fl11lJ'II flUfJ-3Ua::fll' L 1J a tJUU1J a~ ()tJl-3 ff';j 1-3 ff' 'jfil ua:: ij"fl 01'1" l'lJU9t tl-3lJ '1 ::l1JUfiUfl-31U'fi tl 

• 	 I... £...... , ~o!it .. "" ........... ~ 

O111Ufl11fium1u,,::,.tl-3lJ'rlfl1:l::():: ''rl''1mU ,ntl Ll11J'i'illtl-31fftJ'rlffU'IItN CRM 

http:U"tl~Ulfitlm::".IU
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II 

QI t1 dQl 1 '" .'" (4.2.2) ViUfH1U'lIlti (Sales) ~:::m).:j1J'YIfl'l:l::: Ufll'l''tl~U~:::I'l1t1U'YI 

..; <!i tI '" '" '1 !':'I '" 1 ... .. 4"; tI 1 tI
tlV~Wtl1J 'l'11JO.:j~:::~V.:j1J'YIfl'l:l::: Ufll'l'Tt.:jH~:::'YIfl'l:l::: Ufll'l'11fl'l'1:::111ViV'YI~:::1'l11 ~~flfI1U~::: 

... '" tI tI '" .1'" .1 1tI , '" ffl1J1'l'OtJ'l' 111'l' ~~ fll'l' fl111J~ V.:j fll'l''lI V.:j ~flfl1'Y11lJ~tlUU lJ~.:j ~VtlHl111Jl::: ff1J U Vfl~lflUU 

ViUfH1U'lIltl~11i1U~V.:j tJi'mi11lfl~lntJm:::tJ 1Ufll'l''YI1.:j~'l'fi~u~:::'l':::tJtJ~VlJ~~ltJ~tlUUtJ~.:j1 11,j 

(4.2.3) Vi,rfH1U~ijfll'l'9i~;lV~fl~1 (Customer-Facing Employee) 

ViUfH1U1uri1Ufll'l'tJlfll'l'~fl~1 U~:::ri1u~ijfll'l'9i~;lvntJ~fl~1~:::~V.:jijl1fl'l:l:::~~1Ufll'l'~Vffl'l' 
'" 0 '" '" , ~... ..; "" , tI 1 1 .. f<!i tl4

'YIfl'l:l:::fflfltyVflVtlH11 U.:jflVfl111Jffl1Jl'l'O'YI ~:::1Jff1U 'l'11Jl'l11 ~ U V l'l'1JW fl111J t fffl'llV.:j~VU 

(Empathy) U~:::ffl1Jl'l'O~Vffl'l'fl111Jl~11n!u1tJih1Jflfl~gU~ li4V 1 lf~fl~1i'tJrL1~:::CJfl1Jcjf.:j1U . 
c&4CiI Q' QI QI 

'lItu:::'YI1Jfll'l'~~~VfltJViUfl.:jlU 

.1 ".1 ... JI '" '" .. , tI ...
ff1lJ ~ lfl V.:jfllJ'l' :::flVtJ'lI V.:j'l' :::tJtJ fll'l'tJ'l' 111'l' ~flfl1ff1JVi U 1i (CRM) ~1~V fl 

1LU1fl111Jfi~'lIv.:j Litalien (2012: website) 1Jl'Yilfll'l'fYfl'l:lll~tlu,j.:jV.:jfltJ'l':::flVtJli1U 4 V~H '~uti 

ffl'l' ffUl'Y1 tY (Information) ,htl1Iffll'l'tJl111'l' ~fl~HY1Jliu,rtJ 'l'::: fftJ F-I~fhl~ ~ V.:jflfl'l' ~ 11i1U~V.:j 
• II 

tJl111 'l'~m.! ~V~H ij tJ 'l'::: ff'YI i f11Vi Ll1J 9i.:j 11;1 fll'l' l~tJ 'l' 1tJ 'l' 11J ~VlJ~ l~tJ 'l' 1tI~ :::IVtl~;lH ~ 

m:::tJ1Ufll'l' (Process) I~VfffHtJ'l':::fftJfll'l'tU~~1U'lfl~U~vu~ijfl111Jlrltl1~V.:jntJ~fl~11i1u 
fl~1Jfi~m'l'1J;ll.:j ~ ~ijri1ULrltl1~V.:jlUfll'l'9i~;lv~Vffl'l'ntJ~fl~1, l'Y1fllU l~~ (Technology) li1U 

lf1l.:jfffl.:jlufll, i'~fll'~VlJ~L1~:::'l':::tJtJL'YIfllU1~~~1.fl~v1lftJ'l''l'~1~QtJ'l':::ff.:jfl U~::: 1Jtl~lm 
(People) ijfl111J tY1Jliu,r,U fll'l'tJl111'l'~fl~,-ti'1Jliu,r 1 ~tlm Vi l:::Vi Ufl.:j 1 U'll V.:jtJl,r'YI~ijfl1'l' 

~~~VaVffl'l'ntJ~fl~lilvli1uil~i'tI~thtity1Jlfl~tl~ 
_I 1 I "" u u I 11

2.2.5 1J1::: fJ"'U'U8~m1tJ1""l1ftllSJD'SJft'U!ign"1 

2.2.5.1 ~U'lUlufllni1fi~m'l'1J'YI1.:jfll'l'~~1~~~~.:j (Cost Reduction) thl.f~ltl 

lufllni1fi~m'1J'YIHfll'l'~~l~ntJfl1'lnVfll~aV~lugu~ ,,j1n:::li1UaVl'YInitYu aV1'rl~ aV 

"'~"'''~tI ~ ... 1 '" "oil, JlJI11U.:j n V"1J,, 1lJU ~u CJf.:j 111flVi ~1 'l'tu 1 U~1J'lI V.:j'l'::: ~tJ fll'l' 1 'lI10.:j fl~ 1J ~ flfl11lJ 1111J ltl (Target 

Market) n1Jthl~~ltl (Market Expense) VitJ11fll'l'1~am'YItllul~~ l,sU l'YI'l'ff"fi';jvilv~:::li1ufll'l' 
II 

l~lil.:j~fl~lfl~1JlofJl111Jltl'll V.:j~'l' fi ~ , ~u~:::th1~~ lrJ'lI v.:jfllni1fi~m 'l'1J;ll.:j~ ,,j"l.:j'l' 11Jfi.:jffl1Jl'l'O 

ft1tJfJ1Jthl.f~lfl'~ nl11i'tJvul~vln'j~Ii1uav~l~lil.:j~1Jnflfl '~~lU1U1Jlfl L1;1till~~ltl'llV.:jfll'l' 
~lfi~fl'l"1Jvdlu,:::~tJ~l 

2.2.5.2 fll'l'L~1JfJtutilllfffU~l (Valued Added) lrtVltJltltJliitltJntJfi~m'l'1J 
'rlHfll'~~l~ luav th:::lf1'rlgU ~ lUl~V.:j'llV.:j'l'ltl~:::IVrJ~'lIV.:j~V1J~~~V.:jfll'l'aVffl'l'FhuaV.. 
~.:jm;'1~\1fl~lffl1Jl'l'Olnvfli'tJ'~~~V~L1~1 '~uti fll'l'~lfi~fl'l"1J'rll.:jfll'l'~~l~F·huL~tJ'CJfA 111fl 
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... ... <V , V4 1 Q.I cf4 JJ QI ~ 1 ! J
ltJ'.i V1Jl'VlV1Jfl1Jfll'.i 'lfffV 'Vl'.i'VlfflJ'Vl~flfll~~ ffllJl'.i O'.i1Jfll'.i -"Vffl'.i 1,1 '.i~6~l1nlfflJ "l 1,1 Vfl~lfllJ 

... <V .1";.1 v .,; v ~ 'I v <V 2 "I v 
1J '.i'l:l'VlffllJl'.i til lJnVlJU lJ n~'lIvlJ n'Vl~ V~fll'.i -"Vffl'.i ~ '11 fl'IJ~fl"l1 !fl~nVfll1nl 

2.2.5.3 fll'.ifffHfl11lJViV 1~1,rti1J~fllll (Customer Satisfactory) l,jV~~lfl '1,1 

fll1 ihfi~flnlJ'Vl Hfll1f1nl~FhlJl'VlflllJlnlhrllJfll '.i aVffl'.i~~ '.i ~ti1Jfl11lJ~V~ fll'.i 'lIfJ~~1Jnflfl 
..... 0 _ .. I ~ .. 141 ,.. 0 Q d d 

'I11V116fl11 fll1'Vllfl~ flnlJlJ1 ~lfl'Vlfll1-"Vffl'.i lJ11JUfl~ 11,1 V~ ~ lflfll1'Vllfl ~flnlJ~~lJfll'.i1fl1J 

" «!I ... .,; ... .1... .1''';''' 0

111J11lJ'lIVlJ" (Customer Profile) flV "lflfltlm1lJ'Vllflfl'll1J~:;lflflfl11lJ~tyllJnl'VllJV6fl11fll'.i'Vl1 

... ";, '1Y. 1 1 .. t.: .1 ·.......1 "... p" v
4 
fl~fl11lJ'Vl lJ 1I1'Vlfl 1,1 116 'Vl~lJV1tl'lllJV~fl'IJ1~QlJ1::'tHfI'lItI-lifl~flnlJ9'l16 CJr~'I11m'nVflV~fll1 

fffHflui'1Jl (Brand Awareness) flln'hfi~m1lJtJ1::1fl'Vl~Vff1'.ilJ1n'lf1J 1';1,1 fllllt;Vfl'faV'Vll~ 
~ , 

1'Vl1'tift'U' 'I1;v'I1u~ifv,"lJ~ ~V~fI~ijfl11lJ1htitylJlfl11lJ'ti~n~~v~hti~'lIV~Vl~'lImifv'~ 

2.2.5.4 fl11lJfftl~flt\'V~ti1JflllltJg61JutJn~l'VlflllJl11(j (Dynamic) l,jV~~lflfll'.i 

StlffU1lJtI.,,jlJl~lJ fl1'.i SVffl1 U1J1J' f ...nlJu~lJ (Glolization) flV"lflfl11lJti'11'11Ul'VlH~fJlJ11 
4 ~ ~ 

ffllJl1t1 ffVffU '~mv11J1::6~11111tllJ fflJ ~~U1,1 'I11fl1J;'I:i'Vl1~ 'lJ~llJfl11lJti'11'11Ul'Vll~L'VlflllJl11(j 

~\l::'ril1..l'~OJLa6f111lJffllJ11t11lJfll1U~~,j1J'~ 
.et .... Jluul

2.2.6 1Jty1'Il"8~nl1tJ1'ttl1gn,mn...n'l (CRM) 

.lflfll1fltl1!I1'n1J'h tIOJ'I11'l1V~fll11J;'I111~fltll'lfflJilJ,r (CRM) '~"rl (~1J\l~~ 
1Lr~l\llJfi., 2546) 

~.. p ... • 
2.2.6.1 fl1''lIl~fln~'Vl1f'Vl~'Vll~9'lllJfl11fln lfl fll1'l116 U11::fll11J1 fl11~fl1'11 

2.2.6.2 'lJUlJlJVl 1 1,1 fll,'t1JftllJ11~dltlty'llV~~fllll 
2.2.6.3 fl16~l~61~tI~'lIl~fl111JlV11.1ti 

2.2.6.4 'lIl~fll'~flV'lJ1lJ~l'I1lJl::fflJ 
2.2.6.5 'lIl~flUtJi''lJtJl~fv1J11~fllll1 ..l'';1,1ff,j'6VdlfflJV 

2.2.6.6 \lflPitl~llJ~lflrl'1.f11tJ·nm'lJ 
«!I.., "1 ... ..,2.2.6.7 fll'llJtI~un:;1\\1lJlfnlJV~flmm6 1J1J1'l:1'Vl 

1J;'I:i'VllLV~111Jct1 fllJl...HLCJrvfiff Qlti~ (lJ'I111i1J) 'I1;V LV 'mVff l~1J1J;'I:i'Vl11JLfI;V 

;lJfltlftJVllilJ (;lJflvftJ) ';1'l'fi.L~61ti1Jlfl;V~16Un:m;fll1 1 'Vl1 ft'Vi"lfl~VlJ ~'1,1 tJ'tL'Vlft" 'Vl6 

ijGH;1J;fl11tJ,tlJ1W 31.2 t\'11J11V ijti11JUti~fl1'~111~ tJ'tlJ1W 53% lJlflL~lJtllJ~1J 1 

'lItI~tJ1::1'Vlft' l~lJU1fl~~'Vl::lii61Jrivi~l~1J 1J;'I:i'Vl UV~111J. tilJhH lCJrvfiff 'lltifl LrlV11J~ 
24 UJ'l:I161J 'Vi.ft'. 2529 liI~1..l'1J;fl11f1i~u1mrlv'AVlJ~111f1lJ 'n.ff. 2533 l~6LtI , VLtlfflhfftyty1 
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n1J fHlflfl1' 11'''' ffTt nmhtln:l'rlfrhw ,,rfh Lihm"1m-3fl1,1J1fl1 n::1J1Jl'mffTt nLfl g[IlJ ~ 900 

~ iJ <9 "" .... 0' "" 1..1 0' 0'... 0 ....MHz L1JlJ'::tI:l1fl1 20 t:l-:J Tt.A'. 2553 (1JUI'n U[l~11lJCJf [IlJ n' 1CJfm1n 'il1fl~ (1J1111flJ), 2555) 

m'm[ln 1.u'1'il~l'n:lfltllJ'lJ~ftltilttafl'ni'Tt6mi.:JtI'::L'nA"'ntl lrl[l1lJ~ 13 TtqA'iflltllJ 
~ 	 ~ 

Tt.A'. 2534 Uft::utl, nfllTtLrllJ 1Jlii''n1Jtt11flJ ~ln~ tt a.:J'illfl11lJ 1Jlii''nl!!tllt1fi'ilfl111~tlfl111~1~[1 

fi'ilfl1"lJ'fl;[I;lJ1~' L,slJ ;lJ1~' ~l~lfl[l1J (;:]'il~,jlJfifl1Jlii''n U6~11lJ. ~1~lL;j~L11fl fl61J 
• J/ 	 J I 

ihU1flilJft \hn~) ;lJ1~' LTt'ili-3 ,rllJ~lJ 1Jlii''nLiI~1Jlfl1'1'n'ffTtn'flii6lJf1'lJ'::1J'lJ~L6n'~1I 'lJ 

46 Digital GSM 'lJ1~6lJflft1flll Tt.A'. 2537 Uft::'~l!!tl1t1l1ft1~111ffqjqj11rJlJ 25 iJ (ttlltilffqjqj1 

.. tI O!1 ..... , 0'"" tIiJ 'n.A'.2558) 1116 'n.A'. 2539 '::'li1'UflW::m'1Ifl1'61'U1t1fl1'fllJlJ'il~1JlJfl6 'U1t1 Tt\lfttl ft1J 

... .... 0' "" 1..1 0' 0'.. 0'" 	 '" , 0'
'ntl611 ('lJnm U6A11'UCJf 6'U n' LC)f6'ln 'il1fltil (lItt11f'U), 2555 I!! : l11J C)fA) 

... .., .., 	 tI 

2.3.1 laonA'" 

1fftllimf 16'616n 1rJ'U~'hn!1.:J nnfl1t1u1J1J~ ftltilfl1' 66n111'n'flll'U1flll''U 

tI'::1'nA"'ntlA1t1fl111;;lil-3'U1~flnll'tt,j'l fl1'1J6'lJtI,::n1Jfl1nUA'l ,,rn1JQfl~l flWfllTt1tl;6'1htl 
.... 0 

Uft::111'U'linllfl1'l'l1.:JllJ 

2.3.2 111109 

2.3.2.1 ~-3li''U~ 'il:nntt1'lJlfl1'~AUft::'U1~fln1J' tt,j'l t1lJLrJ'UtI,:1t1'1nf916 

fl1'.h,i'l'U;1"tI'::i11lJI!!6.:J~f'lJ;fll' 
, .:. , 	",.. .. tI 0' ~ .. .,; ...,,,.

2.3.2.2 	~-311'U n 11 'U1J'fl111Tt61J61J ,::n1Jfl1'Wt'l1'Ufl1Hf6n1''ntil ,"Ufl-	 .~f1J;fl1"11J';,n;lIlJ1flwfl1'n'tl;6'1i1t16d1.:j9i6,116.:j 

2.3.2.3 ~.:jli'lJ ~ \1:: tY-3' n;1J Uft::';lIlJ 1ftfl tlfll'n I!! 6.:J 'l,/fl ft 1fl'11ft ::111JnlJ n!H 

111lJ'Ii,,1J''U fl1nhnlJ~06',f,fiAtI,::ii'nifllTt'l-3 qAu06-3flm 

2.3.2.4 	 i tYi 'il ~ Uft ~il6~ 'U Uft:: ~iJ tY1lJ , A ff 1'U' if til!! 6-31J;ii''n i ,r'Ai'1J 

0', J! ' i 'i .... ... • ....NftA61JU'nlJUft::tI ,::1tl1f'U6t11.:JrJlIf11 Aft6A'illJfl1' n 'iltjuftn.:jtlll 'Tt61f1t1lttft6Uft::'ntll'U1tl111J 

~ I , i".....:..1 • .:..L1JlJ6fJI!!6-3tllJ 'ntl ttAtI.:JI!!'U6t11.:JtI-3t1'U 

"'.1 tI ... ..,
2.3.3 lf1'.1u1::a-3ftl!!f)~U1...n 

1~QtI'::n.:jflttaflI!!6.:J16 '616n fl6flUL;illlJftfi1fl1' ft-3l1lJ i ,rUO~il6~lJ tli''lfqj1 

... .,; iY." ~ ,..:. 'i" ·If· " "'. ~.,;'n1-31'fl'ill'l~fllJ0 1111 'lJl'n61lJlJU'U1l'l1.:J lJ fl111TtlllJ fttllfl1, ft Ul'U tt Uflt:;lCl611lJ fltl6 fll"lJ'Ul'lq~ 

ilJA1'Uttafl'l 4 A1'UA1t1n'U 'AUO . 
..... 	 Q .'41 
'nqAI!!6.:Jltl'61!!1t1 (Network Excellence) 1ft'lfl'.i'.i1l'nHLtl'61!!1tl6'U'lf10JQftlA . 

• ., ~ • I 

''n6tl1111'ttlJ6fl11'n1.:Jt'l1lJflWfl1TtLtl'61!!1t1 
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. 
.. Q.I. ClIo., 
f1qA'U6~\lflt"m (People Excellence) fI1'VHlIll'Ul\1fl~lfl'6VH~H~~U~:: 

ff~lLff1l6 LVi6t1i'utll~fl'l111ffl11ntl tI'::ffflitllVi LL~::tI, ::fffli~m1'U fI1n;'~1'U'U6~Vi'll'ml'U 

2.3.4 fll1Cf·f1,UI'11,{-11\1y\'1r.Jt:ltwllTt,ifaCf1HfJWlllTtfll1U1fl11 

L6 'tlLtlff'~~~L,r1J '..ffl'l111tfltl'ty''UfI1n;'~l1JtldHiifJWtll'rt lI~::ff!Hff"fl' 

~l1JU;fI1' LVi6~6tJfI'1Jtl~fl'l111"'tl~fI1'~LtlgtJ1JUtl~~1tI'Utl~et.fItJ;fI1'6d"~6An~1 16'616ff'~ 
\hLff1J6U~::litll1J1U;fI1nh~., Tt!tl1l01J'1J'lfl., ~11Jfi6 

~l1JLfl;tl<Ulf.l L6 'tlL6ff'..ffl1111tTltl'tyfltJfJWtllTtLfl;tl<UltJ 1Af.lii'l1thtJ~11J 

1fY'lfl"1I ~~U~f1H~l1J fJWlllViL fl;tl <UltJ 1AtJLU Ttl:: ~~L616L6 ff'~tll111JA fl'l11111111 V'll 6 ~ 
II • 

Lfl;'tl<U ltJfJW IllTt , 1J ~ 1I1I6.:J 'U 6.:J~' .flu;flU 11' 3t1'::fl U fitl 1);t1Jii'.flu;flU tl ~mJtl '311 

, J!" <III , ... <III .., .. , "~J! ... 
2) tl'l111ffl111'tl 1JfI1"'Ultl~Lm6'UltJ LL~:: 3) tl'l111L'tI'6tl6'Utl.:J'ttJULm6'U1f.l L'rt6 'I1~ L'DU'fI1' 

fl'1111'tl' .fItJ; fI1'tl~tltJfl'311;f1J~1Ilfl~qA ~'ltJfJWIllTt1nf.l.:J~".i""11J 1 YI'l' f.:Jl1J '~A6Lii6~ 
~11J1Y1fl11Jl~o 16'tlL6f1"~litll1Jl'::UUtlnU;;fI1' ~l1JU;fI1' ~{lLfl1Jfl1,litll1Jl 

~ ~ ~ .J ~.t", ,... <III..;." '_I~
Yll~"11J81'AU'l'U~tOJtll1Y1U'l' u'lnfl''lU~lU'U6~L6 616ff OJ.:JUtlflL11U6~lnYl~t~~1UU mnu 

fl1111a'::A1n ''lAL~1 ~f1fu;m'~::'~i'1JlL«1 J.:Ja'111Utllitll1J l1t1uUUtJ;fI1,'11,j., '~tldl.:JfI' ~ 
, Ji'IIJ! .. ...... .. ,~ ~.l 
,~."ItJ'lnn u~::ft~ftnmU'lm'l 9'l1l1ntJ.:J'U1J 

~l1J\lflftln' 16 '6L6a"~i"n~nn1l ~.:Jij1f1QtI'::ff .:JflLft6'..fTt'll'ml1J '~i'u 
U1J1fl"'1J 3 ~11Jfl6 ,i4tl'..fTt'll'nn1JlitllUlf11JL6.:J ';Hl1Jlf1uii1l;'l1lflU~gU lL~::ffl111'mh 
fl1111 l111Lfl1J ffl1J 11it.:J'UfI1' nl11U~;;fI'Yll.:JLm::1J1tJUltJ'..fflU tl~flfl'l LrttlL6'6L6f1" ~i'1Jflft.:J1U~ 
fi,nnVi'll'n.:Jl1J ,rU fi616 '61tlffffl11U tlff!HfI'" fl.:J1UU; nl'~fl6U fl'1J 6.:Jfl'l111~6{1f11''U6.:J 
1:"1".... ,""'4.1Q.1ftJ,m, flfIf.l~'U1J 

II • 

~lU .:J1UU;fI1' 16 '6L6f1"~ifli.:JtTllrnnuu;nufJijlllflL-n6' ..fu;nu 

fltlUIY1Jtl.:Jtl1111~6.:Jm''U6~f1"tJ;m,'1JUAft::fJijllltl'U6.:JtI'tLYlfI"~6dHfI'~,~"~::'1AL~1 lAtJ 

, J!'" ..; ~ , A ..;..; J! ,... .1 .... '" .."''''... J!," .. .. '" .. .:, , ,tn, 'DTt1Jml1JYl11J1JflU 1JTt1JflYlL'Ul ~m~1J1JfI'tJUftt1tl'tl''lfl'Utl~~ 'tI'U,fI1, Ua'f1~.:J1I1J ~11 
II • 

thl!n.:Jl1JtlnU9ifl1HJijlllfl't;.:J 5 Illfl U:a'111 11tl1l6UU;fI1,iilYfHfl1111ft.:JTt6' ~~.:J qfl'..fun 

f1w;m"~6dl.:J,r1ii.:J (u;llfl Ll6f1111JCJI vulrH LOJ6!1f1' ~10fl (1I111't1'1J), 2555 fl) 
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... ...,.t ... 
2.3.5 	NOftIlWonUO:.:tn1U1tn1 

O1':i 1ll'ulO1nl1~A1\.J11'1;fI,htl'll~FUfI 'lflLflff l.h:':flflU 'ltJ~16 UlO1':i~'l11'J:':fh1~ 

.. 	 .J. '.oQ dI ~ <III:lI 1 .. .A .:14"1"" ...
U':i01':i 1'11fl':i:.:tl1U':i O1nlVLflfI\J L1J\JU':i fll':i 1'1':i ff'l11'1L1'1-nfl\J1'11'1'j 'il'U':i fllUJ 

.... "'1" ... 0 '1"" 1 .., .. ..6 ..... ~ ... ..6Mf1-'! ....l1\J1ifl':iW flUflfI~u~m:':LUtI\J U-n:.:1fl'J:':1'11 1fU':i01':i 1'1':ift'VI1'1CJf~1JfllHlflLlJ\J\J11'1 CJf~'j ''1U':i01':iu:,: 
III • 	 • 

cil':i:':fh1fulO1':ifJflfr\J':ifltJLflfl\J,.ni~ u1flitii01':i1fulO1':iU~1 L1'1;fI'li lUit1 ll'Ulfl1':i UUU'j lt1L~fI\J 
~ ... 1 .., ......; ....... ..6 1" 1 1"''' d l' ..; ...IlJ\JU':i01':i 1'1':iftl11'1L1'1-nfl\J1'1':i:':UUfl9f1f1-n CJf~ 1f11'11'1 \J -nmUflffLfl1J \Jtl1\J1'1111Jil 900 MHz 1J 

l,J,:':U1'1if11'V1\l~ff11J1Hl1fulfll':i&n'l1JAH<='j''''' 1flUlD'VI1:':Ulfll':i Ln'l1J1'1H""l1J UlO1':i&n'l1J~ 
III 

'H-nlfl'H -n1t1 vh1 ll' ~fUlfll':i n'11J 1':i O~11'01J;1f11,J,:':')Tl\Jti~1 \J ""11Jf.'i1\J i1u-n:':flln;Hl\Jfllh~ 
....., .. 

1'H\JfI':i:':flUU-n:.:ft1J\!':iDlLlUU 

.. 	 ad •• Cl 1 ",:"".. .. ,'" ..U':ifll':i1'11f1':i:.:tl1U':ifll':i -n1~'H1J1\J\J 1Jfl M1Jfll':i Ufl1'1:.:m U\JU-n:.: 1JflfI~1J01':i 
III 

cin:':fl1Ulfll':i nl.lL~fl1J ~fUlfll':iff11Jl':i tUilflL-n'll'H1J1UU-n:.:1ful fll':i'''''n\J it'H a~O1':ici1f1 u-n:.: 

n'11J1':i OIA1J,) 1\J 11J1~\J '''''fllh~fI':':fl1fl n'U16 'li 'h 9:':L~\J fll':i4'fI,j~n LA1JL~\J91fl!1\J ft'1~iifld,t1 
... 1 ..... .., .. ct d. ~ .. I .. .la;" CIa 

lJ':i:':I1'1f1 'H':iflU':i01"fl1JL~1JH11JL1'1':ifl~LfI1'1If11J 'Ilfl~lflflUfJfl1i1J1f11':i1'11lJ':i:':L1'1f1 U':ifll':i1J1J1fflU':ifll':i 

.;h "One-2-Call" ~U'fI'Il1Uflfl ·<Vn'':i:.:mi~fll':i~flffl':i'llfl~flW'' ~1fulfll':iii6n'':i:.:1\J01':iiflO1':i 

,h1f'lt1 ut'l:':fh1fu;01':i'''''fll1J~fI~01':i'tJ (u;li" Uflfl11\J4 6\J 1~! ICJffl!'1n' ~i1nfl (1J'H11f1J), 

2555 fl : I~U''lffi') 
.... .... IV .t.... 1'_.l.t ko.. IV 

2.3.6 fJf.UIllfttn1U1tn111aUJ1,." uaAllU. aum1 ,.ana .11lA (1I1I1VU) 
III 

flDllll'tUl-n:':1J1fl':i )l\J01':iU;01':i 'li'''''1f1''''1U1'1111J ';''H11l'1lfl~I''1'1l\J l-nihi4t1~ 

flrlHI~U1 fll':i~U-nlfl1" 1f.'iQflft'1 flfla~'Hit~~U:':fffHfl1l1Jtf1JTi\J1i' ;\~':i:':'H11~U;li" Uflfl1l\J~ 
61J 1~! l'lffl!'1n' t1nfl (1J'H11f1J) U-n:':Qflft'l' 1'fl-nflfl'tJ u;li" Uflfl11\J4 61J l~! IGJffl!1n' V1nfl 

(1J 'H l1f\J) ~~~\J1~1JtJ ':i:': fll1 l;,tlty~~flflfl flllTiR/\J11JU1':i )11J u-n:: flDllll'V1~l1Jfll1 1 ll'U;fll':i 

1\4f11'tf~fu;01':i '''''i'ufl1l1Jn':':fl1fl 'j1fll~1tl~~fI 'lli1n:':I~\Ju;01l AIS CALL CENTER 1175 

;\'VI f fl1J""1Utl 191 flU'l fl ilty'H1'1l fI~~1fu;fllnr1tJ, :':11'1 fffl-nfl fI 24 1f1J. flll 'IlU16U-n:':I~1J;jfl 
fl1l1Jff11J110'llfl~n1\rfl~1\JU;01l U;-W1'1 Uflfl111J~ 6\J 1~! LlIlJfll'1n' ,)lnfl (1J'H11f\J) U-n::fl\J 

TELEWIZ fl1l 350 ff1'1ll~fl':i:':91Ufld,t1fJijf11fl,t1tJ':i::I"fff11u1A'1J1fl':iJ1\JL~U1n1J U;fl11 

ffflU011J'G'fl2J-ntlfll1Jir~ n1Ja~1JflU1'1111Jff:':fl1flN1\J l-nfl61Jlflfl1n1flA1UUlflll AIS WEB 

SERVICE Ofl""1t1 

1111''H afl'llfl~fll':i1'tfu;fll':i 1 "':iffTttl'lfl gfl\J;\fl fI 1J1fl ':i J 1\J fln1'tfu;flll 

1J1fll)1\J1\Jfl111J'H1Jlt1'1lfl~In flfl fl1l1Jti\JfI'irU'Ilfl~I"fll\J1-nfi u-n:.: 1'11l1J1ri191\Jfl1':i1'tfu;fll':i 

http:O1':ifJflfr\J':ifltJLflfl\J,.ni
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'IItN,..,rfH1U Li4{1ff'Hfl11lJii-3Vf{li~ll-3tyfl i..rflll\lfl~nlflflUlI~li'Vl U{lfl11UcH 6U hH LC)f{l11ff 

~lflfl (lJ111'JSU) ;-3 '~..rfl11lJfflflqJfltJfhiivlJl1nfl 'ufllnh-31U'II{I-31Jfl nlm'll {I-3 {I-3flm fi{l ifH 

i9llUl~UL{I-3Un:Vf'mJ~{lflllLtlgVU utln-3{1dLfflJ{lLi4{)L~ l11lJ 1tJll-3tyflfi {lfl11lJii-3Vf{l' \1'11 {I~\lfl~1 

lfltJ~{I-3thi1-3ii-3m~lI~flllL~Ul1 nfl ~-3flll ff~l-3'..rVfUfl-31U1.u'1' \1ii-3111' \1'11 {I-3fl11lJ ffll~ \l'll{l-3.. 
.... _Id _I !'II "" .s d, ... .., ~.... " " 

{I-3flfllfl{lflU lufiVU Uufl UuU111 \1'11{1.:.1fl1UJ {llLa U lPfl~ fl.:.lUUVfUfl-31U ~{I.:.IVf l {llJ 

_Id _I ' 1" 'I ....... 'I ,,!'II.... , ..." A 'I " 
luflVUU ufl-3{lgLfflJ{I flVflll ffn-3l1llUlfllfl'fl1tJ LUlJnl'Vl L11LlJUff -3fllJUl1-3flll1ltJUl 1Vf {) L11 

....... "" .. 1!, ,11 " .... 

YlUfl-31UlJfl11lJm:~{ll{llU UflU f'f111fl11lJ1UfI:Vf9llUl~UL{)-3~n{lAnnl 

ff-3fllJUl1-3fll1L;VU{ ~:'..rfl11lJfflflqJ'Ufllli9llUl 3 «lU fi{l L~Uflln;9llUl i..r 

... ... , t d , ... ... ", '" y.... .z,_ I
lflfl'llflfl11lJffllJ1Hl Ufl11lJ, fl11lJl'JStJ1'JSlqJ U1111'JSYI'II{lH1U LUU U1:AlI~lJ11111'11U u 

l,.q{l,,n~UU1fifl~lUfll111~1111fllliflfll1Lln::1l1lJ1';9llUlfll1lJ~1111iAflllfl1V'U LrlUfll1ff{lU 

_.... "',,,.. , ... .... '" 'P.z ... d..,.z.;..., .oil ...
TfiflflLVf{l l1flfl{lVHlJ1:lIlJUfI:flA l1fl-n-3'11U Ufl::fl\1mllJ'Vl~fl'llUlVf{lfll1Vf9llUl'4flfllmfl{l lJ 

'" _I ..... '_'.I! '" ,1!'" '" d!'ll _I 1", ,2_1'" ..."'" .oil1~Qu1::ff-3fllVf{l l1VfUfl.:.llU fl1lJUU1fl11lJflfl 3 'Vll.:.1 'Vl\l:l1JUul:: V'JSU Uflll 'lJulllJ~.:.I1Ufl{) 

VfUmlu~:i{ldjfll1~ufi1'Ufll1';9llUl~U1{l.:.lti{lU UfI::fl111~lff-3lfl~fl11lJf fifll!: fifl'Uflft'll{l.:.l 

91U L{I-311ff{lflfl1\'{I.:.I fllJfll1 Vil-31U'II{I-3;;unu l1thV.:.I1U llfl:{I-3ftm 11;{I',j VfUmlUi{l.:.lffllJll{l 

ViH1U 'hlJflll~~UL~U;; 11 ..f-3 1U11'U1V-31ULAV1flU UfI::.u'llJl1 ,hV-31U VfUfl-31U ffl1111{11l1 

"", 0 '"UU1fl11lJflfl'Vl.. ..I,,'" ... t ,J!'" !'II' Uflllflll1UfI'Vlfl''VlHUfI:U1''''''l1flll'lt111fll1l1VU,lIl '11Vf{lL1JUff1Ul1U~ V1I1V 

{I~ftm lflV'Vll~lJ~..r'Vl'«,..rfl11l1fflflqJ 'Ufll1Vil-31U 't'J fl{lOl-3'U lJ~..r'Vl i{l~Vi l{101~UfJWfl1Vf't'J fl 
~ 

;JU 91{lU'II{I .:.IflnVil-31U , Um ::1I1Uflll 'nllO~ fll11f1fffl un::fll1';911 U lfl1:1I1Uflll {lOl.:.1~{I&ij{l.:.l 
.." """!II ..".;. _I'" _I • .... "',,,.., 

.
,jI1flV~fI 1111flllJ11fl{l1l1l1VfUfl-31U UL1{1.:.1flllu111ul-3fl1:1I1Ufll1{1Ul.:.l~{llU{I.:.I LVf{l l1VfUfl~lU 9'1 

L;VU{UfI::Lf-1'\lL'Vlfliiflfllltli'lItll~m:1I1ufllnhnu{lOl-3fi{lld{l-3 Vil,..rVfUfl-31U '~~l::11UflO.:.l 

fJWfl1Vf 111~lI~91Ul{l-3 ,,1\'1;.:.1'],'tl~fJWfl1Vf'll {I~l1thV.:.I1U"f1:: {I~ftfl1 ,~,U~ tyfl UfI:LrlUflll 
~ ~ 

~l1\l ff{lll'..rmi'\l '~11flnVil~luutl,:iY'Vliifl1Vf UfI::utll:iY'Vliifffl{lOl.:.111-3tyAAfI{lfU1f11 l1~il 

L,.q{lff'1~fl11l1ii~Vf{l'~\1.:.1tyfl'..rfllJ\lfl~l 
11'fl\l1'Vl1flllUlflllL~U111 fl\1~iifll'UoU.:.I;JU ll.:.lua::U1I1u \1 ::'Vl1fl11111U U1~lIlfl 

~ULrt{lliJfllff;1 'Vl'flllU lflll u~1U'II W::lAfnflUl1 , fl \li'f~O.:.liiflmJfllVf~ \l::l;ilJ l~{lOl.:.1~l1m:: lflA 

LVfl1::fll' S{I ff11 '~Lf ll11L~U rhufflflqJt1U \1::'111f11ffV ',j'~'U 10;S1Affi/v'11,j'll{I .:.IflU't'J flfltlll 

't'Jfl{)1;SVf 't'JflLVfft' 't'Jfl1V 1I~..r'VlU{lfl11uaJ 6U1"1 lC)f{l11ff 'hflfl (1111111U) ffl111'{Ifl1{1.:.1fl11111~U 

~,], 'Ufll" ..rlJ~fllll'VllflVf"'fl~{lU~'Utl'::''Vlft'{lOl-3,j{)Ld{l~ ua::{ld'U!lU::~ \l::i'fl'l!nfll"~U 
~1l1,j{l 'tllU{lUlfl91 ~1VfJWfllVf~'~U'flft'~lU'fl;{loU1V l'Vlfllu lnv fll111~fll' un::1Jflalm 

lJ~1i'VlUflflVfllVf'~lI,'tJtJlI~~::ff'1-31{lfllff'11,j '1 'Vll~l1' fl \l 'IIW::'AtJ1flU~Vf '{llI~\l::91{llJffU{I.:.I 
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II 

fl111J~tHfl1':i~v~~i.f1J;fll'.i~Iij:: L~1J 1l1fl~UVfh~,.nV"l1nl 't'IH1J;1:!'t'I 1fIiHfl111JihfltyO'1Jfll'.i . " . 
i9ilUlfJWfl1Vilfl;V"htJ1J1VfjHAVLi7V~ 'ti~1UL;t~fl~H mil1flv fll'.i,-n1JfffltJfl1Vi'fl;v"htJ1HJJ 

" QI II " 1'P' • II " ... .l ..III" ...fl111Jfl'.iV1Jflll1JLLn:Vi'.iV1J'V~'1Jfll' L'If~lU t1vtJHi.l~iltil UA't'Il Ll11JViU't'I L1f1J'fll'fl'V1Jflq1J 
• JI "1 

1l1flfl'h 795 ihLftv'ti1t1'::L't'Iff 'ti~ill11J1t1g~ 6 't'I1t1'ti1lnfllijlfl1J'ifll'~11JU"utl,.1'Umi 6fl'ti~V~ 

i9ilU1Lfl;v"htJlUL;t~~flVfh~AVn1vw.uO'u mii lU1J'inwVlfl1Hilflty,r~ luflt ~L't'IViUfl::: 
• II • r 

AHi~111til fll,,-n1JYiuii'ufll"H1J'ifll"UIJ~tI':::L't'Imifl1flLLrlfll"~lil~ L';U Lfll: t.lL~li.l~ un: 

1U1J'iL1wul1rin1v~L~tJ1~ihflty~JJ~1.f1J'ifll'l1U1UUulU1JH';1~11f11 ltiltJlij::Ul~1J1JV~~V~ 

~f1J'ifll' 1J1LrJULflWcw1'1ufll,ti 1'11'Util1Jlfl'J1UL~V1JV1J1J;fll'~fl' ~1IOU ~qfl l11Jil~fll,9itil"l1J 
fl'11ij a'V1Ji1iV111~Lntil ~u 10 lfllfl;V,jltJU1J1J'tiu,h~ii"'~v111'~lf1J;fll'Vi V 1 "UfJWfllVi~V ~ 
Lfl;V,jltJ~1Jl'lflfl111J~':nt'U~V~1J;1:!'t'I UVtil11UCJ1ilu hoi! LCJVS1a' ~lO'til (1J'I11'1fU) flflVfI 1t1 

(1J;1:!'t'I U6til11UCJ16u loris LCJ6i'1a' ~lO'til (1J'I11'1fU), 2555 ~). 
2.3.7 ft16rhnHlam~U 

Vi.ff. 2554 ~lU Asia Responsible Entrepeurship Award 2011 1JV1J'H1f1 

ijtl':fl61Jfll,fiLAU~6~fJ~fIlflL6L;tJfl:1U6VfllUtJ~1~ ~lUfll"Hfl111J,htJl'l1ntH:f~fl1J1Ha'11Jl'tl 

14~'t'flflULV ~ 1~t)fh~6~vu cb~LrJU1J;l1''t'I'ltJU'fl \I6~tI'::L't'Iff1't'ItJ~1~i'1Jn~1f1rl' i till tiltJtHti'fl' 
... ..I,... .., 1f~1 ,,1 ... 

6a":fla'~La"1JUa:'t'f9JIU1':;flJ':fltl1Jfll' UfIltl't'fULtlL'lftJ 

Vi.ff.2553 1J;l1''t'I U6til11uCJ16ulorii'LCJtli'1a' .1O'fl (1J111'1fU) Ul':::1J1J CRM 

(Customer Relationship Management) 1J1t1;1JlfLit6a'f1~a"nlltl,ufl'1Jfll'f.1UflQfl"'11~tlth~ij 
tI,:iiflifl1't'f ffn~nlHFhuL.r1'61Jqtil-«ltJ1ufllnTtiliiu'1~1a a'1~1 "Excellence in Enterprise 

QI 1 1 tI ~ ~.., .1 ..... 1CRM" 1U,:til1J nfl Ufl" ':11JQtiltJ6til CRM \Itl~fll"U6' 'til1lU't'I'lffn fl 

... 1"'~"..1 ... d ~ 't'f.ff 2553 'UfltJa''' Brand Age fl'ff't'fflLfln6'Ufl':1J1J"6a'Ltl1J U6til11UCJ 

"" 1J!QI... ... "" 1J/ ~ 1 QI ~.. ....I,...tII..I ........1

un:1U-tj-fl6n! ,,'1Jfllntil6Util1J tUlJ'U,:1J1J 't'I'ffVi't'lLfln6Ufl't'lU11'1f6tlV't'Iqtil6'Util1Jfl Inn:: 

2 fl11J~hA1JtI,:\hiJ 2010 'lflHnihl1'~6~U,.tJa'1' Brand Age 

't'f.ff 2552 ii,.tJa'l' Business.com Iijlflflln;'U1J1J,hl1lij The Urban Brand 

Loyalty flniiu"'-\1Util1~1.~tJwLnvfl46 Hntl,1fltrh1~i'1Jtl:uuUUtJ1J1Jl1i1U tlUA1J11'duhl1i'1J 

~H1J;fll'1't'l"i"fri'LflSvu~lutil1~1Iij\lv~ij1Jnflfl 
... .!!j ... ~ ~ ... ~QI ......... ~"'l-"~

't'f.ff 2551 11'U~nV'Yi1J't'f1Vnna'fl''t'I''6'Un L6l'lftJ 1J,1I't'I U6til11UCJ 6U '", 

lCJ6i'1a' \l1O'til (1J111'1f'U) 1~;1Jfll'tJ61Ji'1J 1 HLrJU~H1J;fll'1fl' ff't'f,;'lflS6U~'ltJl;itJ1~ijiiu"'1 
un::1J;fll,~ijfJWfll't'f (1J;l1''t'I UVtil11UCJ16ulorii' LCJ6S1a' ~lO'fl (1J'I11'1fU), 2555 ~) 

http:Business.com
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fl'ltJi~111J~'liflUOfl11Uci'OUhH1'l1071f1' ihflfl (1Jl11'1fU) UOfl1l1Umnflflll 

i~ulm~~lUtJl::fffli.fIl'W'U0~1f1;0~ltJ11""11J~'lifltr~~~1.JU ri~ lf1'~1Jy\'lUflll1,f1J~flllfl1J~fllll 

lf1tJflllm:: 'illtJfI'l'Ul'tJ;hrJfllJijfllf11i4ofl111JfI'::fl1m1'u~1Ull::;r1il~1Uflll1,f1J~flllfl1J ~fllll 
'W!01J,f~ iflNflO1Jl1J'WUm lU~~jjri1U 'thtity1Uflll1,f1J~flll \1flAl1r!U fJth~~ 1fltJfll 01Jf1~1J1U 

'tJfl~y\'lU hj-h'il::lr!UA1Uf1111J1r!ultJ1ill1J 1,tU Olf11l fl'fl1U~ ~fI'::Olii fl'1tHl1J ~lUf1111J 
I '" • "I ~ 1 "I"'" 0 !It ...; ... '" ~ ... "'..:. '" " Ul1'1fOClO n1H 'il ,fl1JflllflH1UllJUl::1J1Jflfl 'IlilHflO1Jl1J'WUfl~lUl'W01'W1Jflflll:: fllUflll 

" ~"......; d ... "" "".1 1 ~ · 1,,'" " flO1JfI'UO~fl111JflO~flll 'U0~~fl1'1l 1UUflll1Jlflll fll1fl1l11111::1JfI'fl 1i1Jl:: tJ'lfUfll~ ~ l1fl1J\1flf11 

~lU flll' ,ffl111J1;01Tu 'Wufl~lU1J~flll~'ltJf1111Jqfll'W iH1~tll1Jll tJlf1~~ Ull::~lUfllll011'ill ri 

.~ ... •• Jl l" ... · d, ... JI 1 1"'" Y.1Mfl0\1fltll1Jfl111Jm::flOl 01 U l11JlflllOtJl~lfl1J 'il1Jfl111J"101J Uflll l11Jlflll1'Ul 'il1Jtyl11Ull:: 

f1111J~0~flll'UO~~flI111i40,,f\1fllll10flfl111JtJl::";1J1'il 

.. 
... .., ...... tI 

2.4 .:Il\11UUniOO1IUS.:I 

.. ... .. ~... .. l'
~f11i'W~fI' ll111flllWtJ (2550) "fl1l1"Qflml1JUll::fl111J"~"0 'ilflOfJWfIl'Wflll 

l,f1J~flU 1J1J1I .1iUlfl11'fl1~ i f1tJ fl'1'U1VOtJ&flO::1JOnnUfl'1l'lfa1J1 NnflUfffl1l1"1J11 , U~lU 
tI • • 

ltJafl1lWUU ~il1J1'f1J~flll jjf1111Jit~'W01.~O"Um1U1iU1fl1lil',f1J~fl U u~~flltJ1; tJ1JfOtiU11:: 

~M1J1n~q" ri1U~n4f1111J'lhl~oiifJ1fu ~~1J11f1J~fll,ijfl111JTi~,,0''il~o"um1U1JU 1fl1'~ 
l,f1J~flu ';l~lU ilifl,,"n1"1J1n~qfl ri1U~lUflUflO1JfI'UO~ ~~1J1'f1J~flllijf1111JTi~,,0l'Il~o 

... ...;,,, ... JI, "0 .1" · ~ "1.11 ...;. ~ , " 
YfUn~lU1JU1ftT'fl l11J'flll"101J l1fl11Jln1l1unQfltl1 ''''flll0fl&11111J1flflqfl fl'1U",TUflll l1 

fl111J1Tu' 'ilJu .g~1J1'f1J~flllijfl111JTi~'W0''il~Oflll',fcrJ01Jll~Qfl~O~d~o1,f~nIl11~01Tu1U 

crJ01JllUll::ffffltJllo"ntJ~1f1J~flll1Jln~qfl Ull::ri1u~lUflllilull10l1'il lri ~~1J11cf1J~flnijfl111J 

Ti~'W0' 'ilflO,t1~11111~1i1fl1,.f1J~flll 'U0~fI'l'U1 d~lul1~n~~ nI11f1'::fl1fl~ qfl Nllflll flflfl'01J 

fl'1J1Jfi!lU "1J11 i1'ilitl~lu'WQfifln1J'Uo~.g~1Jl1f1J~flll ~ijNll~Ofl111Jft~'W01'IlflOfJWfIl'Wflll 

1,.f1J~flll flO 1l1fJNll 1 UfllllS0fllcf1J~flll '1f1~111111unn1,.f1J~flll 1u~'f1J~fllllflutJl::~1 
1111::tJl::l.flfl 'litH1J;flll ~1cf ri1u i1'ilitJ~lU'WQfifln1J'UO~~~1J11f1J~flll ~ 'liijNllfiofl111Jft~ 

"0'11fiofJWfIl"flll 1 ,f1J~flll flO fl111Jrllufll'1f1J;flll~01~OU 
l'ilUflWfl q'Uif1JQfli (2550) ftfl1l1fllli'1Jf'U0~\lflI111;;~if1JiU1if11,,'U0~1J~ifl 

1ft;0..i1tJ1f1'ft"n1fl~Ou ~ ~';11,fQflIl1Ti~,,01 'ilUll::ri ~Nllfioft111Jnn~'U O~ ~nI11~jjfio1J~ifl 
, _ , t 'II 

1ft; 0..i1tJ 1fll ft'WnlflSouill'ltJftfl1l1'il1fln~1J,r10th~~cf1J~fllllf1;0..i1tJ1f1ltfnn1fliiouiliuiil 

tf~fI'l1J1J~ifl ~lU1U 450 ,r10V1~ ,,1J'h ~f1J~fllllf1;0..i1tJlf1'ft"nlf1~Ou~ri1U'l1qjlflul'WfI' 



40 

l1ti~ V1~',j::l11l~ 23-35 tI Uft::,rlumilJ,rm~fJ1.nrflflmn Uft::'n,rfl~lU'U~'lil1 Uft::~l'.i1'1ffll',j 

91llJihii'U 191flihlfl'~n~gflAtHtl6U',j::l11l~ 5,001-15,000 'Ull1 fl~lJ~16~Ht'bU1'HfYffl1~"1u 
',j::~'UV;tytyl91~ fl~lJ~16~HUn9l~1,fil~fl1'.i;'Urfll',j i91 fln QflfllL;~ff1J');U 1iftl'n'll6~'U~'li11 

1f116tUlfl111',jff'n'r1'Lflit6u~ 1Uft1U'II6~fll'.i'.i::1Jgflfll (Identify) lJlfl~'tl91 Uft::jjfl1llJ.n~'n6'''lJlfl 

~'tl9lA6m'.i'U~fll'.i'll6~fJu6'U~m'.i9l6'U;'Ul1l~111'.iffff'r1' (Call center) Uft::jjfl1llJflflAA6'U~'li11191fl 
... "1""lJm'I::UU::Ul l11Jflflft6U1J1 1"'"'If'U'.ifll'.i 

iiUi'~l un~iul1f (2547) flmnfl1llJ.n~'n6''''II6~~flfll 1Ufll',j'U~l1l'.igflfll 

ff1J'WU »'II6~'U~'li11~1Ul1U66fl'll 6~1U 'rilV1fllftfJ1U fl1 ~L11'n 1mfJ'U1nfJ'Ufl1llJ.n~'n61"'16~gflfll 

1ufll '.i'U; l1l'.i gflfllfflJ'W'U 1'116 ~'U~'lil1i1Ul1U 66fl'll6~1U 'ri16l fllftfJ1U fl1 ~'11'n 191fJU1UUfl9lllJ 

v',j ::1ftl1'116~\1flfl1 uft::flmnil" ifl~jjVl1i'nftA6fl1llJ.n~'n 6 1 "'II6~ gfl fll1U fll'.i'Ul111'.i gflfll. 
tYlJ,;'U1 '116~'U~'lil1fi1Ul1U 66fl'll6~1Ufh6lfllftfllUfl1~1l1't't fl~lJfi16f.h~n1flU fll'.i flmn1iflfl; 

~ 

~ . 
il 
~ 

'~uri gflfllth::uln'~'Ulfll'.i'Ul'li11~1Ul1U66fl'll6~1U'ri16lfllftfJ1Ufl1~111'n 1utI 't't.ft.2546 

.. 1"'''' ".d.,lU1U 200 '.ilfl ~fJl1lfll'.i'tllJfl16fJ1~u'U'Unn::u (Purposive Random Sampling) 1fl'.i6~lJ6Lfl'U 

'.i1'U'.i1lJ~62Jft1~u'U'Un6'UmlJ 1Lfl'.il::,", ~62JftA'1fJfhr6flft: fllL~gfJ ft1UlrlfJ~l'UUlJl"'.i!lU 
1191tr6'UfllL6-n (F-test) Uft::fllnlJth::al1ifll'.iO~06fJ'n'lt1W 

QWtrl 'IInlftftfffl~(2550) '~~fl'lllfll'.i;'Uf 't'tq;;flnlJfl1'.i1~'U~fll'.i Ilft::fl1llJ 

... 1 A"I"'" 1 ... ........1 .. 1 ...I ... • 1" ...'t't~'n6 "'II6~~ L't1'U'.ifll'.i 11'.ift'nl1Lflft6Ul1'.i::'U'U9IUl1f'1 U''IIflfl1~111'nlJ111Ufl'.il1lJ9I6fll'.i "'U'.ifll'.i 

ffl,rmlU'U~flngflfllAUl1fl 't't'U1l fl~lJfi16~Hjjfl1llJ-n~'t't61., 1 Ufll'.i 1 ,f'U~fll'.i'll6~ffl,rfl~lU 

'U~fll'.igflfllAUl1fl 1\1gfJ lflfJnlJ6d1uI::ii'UlJlfl ,rl6M .,nw1",jft::~6't't'U1l fl~lJi16th~ijfl1llJ 
.. 1 1'" 1"...... • ..... .,~ 1 ...I't't~"6 "q~Q~ Ul'.i6~ fll'.i l1'U'.ifll'.ilJfl1llJU11"6tl6 Ul ~1l~ ., Uft::trtn,,'Unfllmft''II6U,.mUl1 

1fl'Ulfll'.itnfJ1uffllrmlu'Ulml\lflfllAUl1fl 91llJ~;,ii'U 16~ft~'J1fl6 fl1llJM~'t't61 \I1UltJu'U'Ufll'.i 

'Ulflll,;utrirfJ Sjfll'.iUl111fllu lftvtnj'fJ1l1ulJl 1,f'Ulflll ihl Uflft1U1Jflflft '~uri l"ft 6l~ '.i::fi'U 

fll'flf11n 61;'t't '.i1fJ'~ ~U9lflAl~tiUSjfl1llJ.n~'n61"A6fll'.i1~'U~fll'.ifflt!mlu'Ulfll'.i\1flfllAUl1fl . ... 
"flflfll~flU 

Vl1ifffl~ ft~ ffU~'tl'll (2549) '~flfl'll11!6~fl1llJ.n~'t't61"'II6-11~;'U'Ulfll'.i~ijA6 
... 'I!'" d -11 ... ~ _~... ....

fJwm 't'tfll''U'.iflll'll6~ llU~Ul1flCJf61J U1'1191 fl1 ~ll1't'tlJ111U fl '.i 1'n6nfl'll111JI fJ'Ull1fJ'UilnfJtr1u 

1Jflflft'~un 1't'tft' 6l~ '.i::ii'Ufll'.iffmn 61Y't't '.ilfJ'~ ~Sjflft,j6'.i::ii'Ufl11lJM~"61\1'116~~;1J'U~fll'.i 
';~mhlifl~ij6"i't'tftA6fll'.i;'UffJWfll't't'U~fll'.iu,j~66mrlu 5 ij~ '~uri fl1llJ1rlultJ1inlJ fl1llJ 

l~6,tU '~1l~1,'~ fl1llJlfl1\l1V11"uAm~;1J'U~fl1'.i 't't'U1l fl11lJ-n~'t't6h'll6~~;'U'Ulflll~SjA6<'" ... 
fJWtn"'U~flll'll6~flUflUl1fl';6tJtIU ,uijfl1llJd'lJ'W'ulti'Ui1"ifJU1u1Jflflft'll6~~;'U'U~fll'.i tIu 

http:1Lfl'.il
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• <II «I, "<11... "." ",1 • <II <II ~ ...

Uff~HI'l11::fI'Ufl11lJTn'Yt0 ""0~~1'U'U1fl11 LlJ LfI"\.IOgfl'U L'Ytfl 01~ 1::fI'Ufl111'1mn 01'1'Yt Ufl:: 

11t1'~ 
... <II " " "d .... «I,'!ftylU U 1J 11 flU'Yt qflll (2549) LfI flflll1'.i:fI 'Ufl11lJ'Yt ~'Yt 0 "" 0~fJDUl1'Ytfll1 

'..r'U;fl11~nNfl~Ofl11lJ'i1dflflfl~"0~ LO 'OLOff LCJ1L1LUfI m;'U 'UI"91fll~L'VI'YtlJ111UfI'.i rbu'my 

LrlUL'Ytfl11tY~ nOl~ 21-30 iI nfl11flfllll1::~'U11;tytylf11 n01;'Yt'YttrmlU'U;-W'VILOfl'!fU 11v'A'mgv 
... ,",".oQ Q! "I'CI AlII 4:11;

flOLflOU 20,001-30,000 'Ul'V1 'Yt'U11 ~ '!f'U1fl11lJfl11lJfllfl111~Ufl::lJfl1n'U~91ofJtlUl1'Yt'U1fl11 

lf1vnlJod'u'i:~'UlJlfl 1f1v'lflA'lu'A'un fllUliflllW:'VIHfl1Vfll'Yt A'lUfl11lJ\hL~OiiO A'lUfl11 

L~l~~\ifl'" A'lUfl11910'UffUO~Ufl:A'lUfl11lJL~01tU flllJ,;'~'U Nflfln'VIflffO'Ui1"iV'VI1~L'Ytfl 01~ 
fl11flfllll 01;Yi 11t1'A'~U91fl~HnUnNfl~oflni''UfA'lUfrUfllLLfl:fJWfll'Yt'U;fll1Uflfl~1~nU 

liiiv L91ni'm1 (2548) 'A'flfllllfl1'.i111::Liiufl11lJ.n~YiOh"O~~flfll 'Ufll1 

i..r'U;flll"O~IlUV'U;fll'.iLCJ1LnUfI'U;-W'VI UOfl11U'lf OU hH lCJ1of1n ;l1nfl (lJ111'!fU) n 

.....1 " .. ~ .1'" .., 2 , i"'''' " ...191QlJ'i::ff~t1lYi01'1flllllJ'i:LlJUfl11lJ'Yt~'Yt0 ""O~~fl,n U 011 11'U 'i fl n"o~ f!JUV'U'i 01 nCJ1L'i LU fI 

"O~'U;cJ'VI UOfl11U'lfOUlrH ~lnfl (lJ111'!fU) 'i:~'Ufl11lJ.n~'Yt0i""O~~flflliUfl1'i'..rfl1'i'U;fln 

"fHUUV'U;fl11 LCJ1L'ilUfI A'luNnfltlWctl'tu;fl1'i"lflfl1'iflmn Yi1J ilt111lJ'"~'Ytt)1""o~{Jfl/j,i Ufl11 

,,f1J;fl11"0~ IlUV1J;fl11 LCJ1L'ilUfI t)giU'i::~1JlJlfl flO 1J;fl1'iL~v1n'U sUn card A'lU'ilf11 t111lJ 

~~Yit)i ""t)~{Jflflliufl1'ii,f1J;fl11"t)~UUV1J;fll'i lCJ1L1LUflt)giU'i:~1JlJlfl flt) i1JU(~til1J;fl11n 

'" • -'" .J ~ • .. , 2i i"''''f111lJQfl910~ UlJUVlf11UnmU'VI"lflfl111'1fllll'Yt1J11f111lJ'Yt~YiO V"O~{Jfl,n Ufl11 11'U1fl11"0~ 

UUVLCJ1L1LUfI t)giU1:~1JlJlflftOnllJ11n1'V11fifl~0 Sere nade Call Center 1148 'A'91flOfl 24 i11lJ~ 

A'lU fl1H1 ~Ln;lJflll flfllf1 " lflfll1flfllll Yi1Ji 1 f111lJ~~Yi 0 i"" O~{J flfl1'U fll'i i ..r1J; fl1'i"O~ 

IlUV1J;fl1'iLCJ111 LUflOgiU 1::~1JlJlfltiO nflnifli,fLtG'1-l1lJn"fl'i'ilJVfLfI'lI 11;0 'A'i'1JUfllJ,l1",VfLflll 

....\.... • "'i .J.':' .... ..r.!.J !:it '" OU'VIflHfl'U Lift Style ''!fU '!flJfllYifJU911 U'VIU~1:fl1J l1'illJVlJ llJU91U 

W'!f'!fl iUf2h (2547) 'A'flfllll~~1:~1Jfl11lJ.n~YiO"'''0~ ~if1J;fl11 
... ".. .J .. ~ : .!d 2.J i"'''' .J.1'VIlf1''Yt'VILflflOUfI Thai mobile 1:'U1J 1900 CJ1~fl111'1fllllf1HUflflllllg'Ytl::{Jfl,n'VIlJ1 '!f'Ulfl11'V1 

"i " ... 2 ... d " " ... 2tJUfJ i-Mobile Ul"flfll~L'VIYilJ111Ufl'.iUfl::tJUfJ1J'ifll1{Jfl,nnl"lLffnCJ1ULflOl tJUV1Jlfl11~fltn 

nl"l'Ul~Ul 'i11fl Nflfll'iflfllllffll1'A'il~flO'UU'U1Jno'UmlJnfl11lJ.n~'Yt O,,,~0111:: fr'VI ifllYi"O~ 

'i:1J1J f111lJ.n~YiOi"~OfJWfllYiliYfJ~f1lJifl t111lJ;;~'Yt 0 ''i19iO'ilm t111lJ;;~'Yt0h iUA'lUflll 
tI tI 

i ..r1J;flll ;;~YiOi"iuA'lUYitrfl~lUnt111lJilfll'Yt iUfl11i,f'U;fll1 ogiUl:~1Jl::~'Ul1umfll~ li~il 

ij~~~'YtOi"~Oti'll'V11ffvtTl'Uflll1fl100fl~OUliiihlt11QfllJlfl~ilfl ogiU'i::~1JlJlfl lf1VlggfJu~1 
~flO1J"1J'Unt)'UmlJijt111lJ,"~YiOi"fl11if1J;fll'i1'V11ffYi"lt1ifou~Thai mobile 1:1J'U 1900 MHz 

Og'Ul::A'U111UflflH 
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'I1ty1uihJ! t~6lJtg'U (2547) 'A'ffnllU::~11fl11lJyt~'VHJl'il'IJ0~-an~1~1j~Ofll'S 

llf11ifll'S'lJ0~~'U611inn hUJ ilJ1116 11iiVl flOft~1'U ~ltitl 1'Unl~'VI'WlJ111'Ufl'SUft:a~0 
It.1l6tl1ntl11fl11lJyt~'W01'il 1 'Unni'1111i fll'S'lJO~-an~l~1ji;n;l1'U fll'W~Hti'U 'W1111'S ::~11fl11lJyt~ 

" 'WO ''il'W1111 milJ;l1oth~jjfl11lJyt~'W0''ilOd''U'S::~11lJ1m;~ 4 A'1'U 1tl61jfl11lJyt~'W01'il1'UA'1'U 

... J! '" ... I': l' ':t.1 ......: J! 
'W'Un~1'UUft::01'S¥l0'U'S11lJml~ft6 3.63 'fIl'U1'1'fJ1'UVi 'S::n011fll'S lJfll1Ufttl3.47 ~11'Ufl11lJff::tl1n 

ntll~1'IJ0~~02Jft~1~i'11'il1nfll'S11i0111jthl~~6 3.48 1(1u~t.InnUUft::lf1~0~ijo1jt;'1U~tI 3.41 

dll1 i'11 O1'S Vltl1'1'011 1'1'lJlJ;!J1'U'W11'h milJ;l10dH~1jl'Wt1 01~ 'S::~11nnffnlll Uft::01;;'W~u~n~H 

n'Ujjfl11lJyt~'W0, 'il'U 11i O11~U91n~l~nu ti1umjlJ ;l10dl~~jj1'1'fJ1U fll'W fflJ'S 1'1'Uft::11 tIi ~~O,~ou 

~U91n~Hn'U jjfl11lJyt~'W0' 'il ''U11ifll111iu91n~Hnu oG'Ofl91'~'U'lJ0~mi1J"10fh~~jj91onn 
, ,,......... ,""' ... " !'II .... ",oJ!
1111101'S 01V11'l1U I1'1''U011'U:: 11'W 'Uml'U11'S O1HI1t1fl11lJQfll'YHLft::llJ'U1J91'S fl11'iltlVlllJlt1'IJ0 ~ 

" . 
'!J'U6111 nn'lflft'U itlft~'n911~'U11Itltl~lt1 'U on 'ill nu'!J'U 611i fll1fl1'S l,"1Jfl11lJ11tll~1''Unn 

" ... • l' _I '" t.I .... ~1 "... d ...1.. ..,11111nnun-afll'I1Uft::f111lJ111 1~'S::1111f10lJ'W1'~01 l1lJfl11lJn~Untl~'IJ'UL'WOfl11lJ'W~"'0 'il 

''IJO~tlnl(l''UO'Ulfl91~Ohi 
onQtll 'NOn'IJl1NO~ (2547) 1A'ffnlllfl111Jyt~'W01'il'IJ0~\1n~1~jj~onn11i011 

'IJO~Jj'Ulfll'S01f1U1'1'~lfl'Sl::M thumlu'my ''U~lU~l~ Vj 11lJ 5 ~1'U 1~lInA'lUNn~tiWcn ~1'U 

fJWIl1'W01'S11'inU'llO~'Wun~l'U ~1'U1'1'Il1"'U1tl«01JVlHfll61l1't't ~lufll1rinrri1Jfll1~ftltlllft::: 

A'lUfl11lJthl~OQO'IJOU'U lf1U . 't't11'hmi1J"1oth~jjfl11lJ,"~'t't0''illtl611lJfioA'1'U~1f' 'U 
" tI" t

nllftn\11';~ 5 A'lU od1u1::~11lJln ,;~i1n~1J"1oth~jjfl111J,"~'WO ''il1Jlnnqtl ''UA'1'Ufl111J 

.•• ... .. '11'..:· ... ..... 1 d0
Ul''I10(l6'IJ6~JjU1tl11 Uft::1Jtl111J"'~'t't0 'illJln 'U"lUVlll1ft61'S6~ftltl11'illntl111J'W~'W0 'illJlnVlQtl . " 
'1I6~uotlnqM~~u A'1'Ufll1ri~I1'1';1Jfll'S91ftlf1 ~lUffll1't't1l1f1«61JVlHflltlll1'W ~lU'lWIl1"'fll'S 

11;fll'S'lJO~'WumlU Uft::A'luNnfltiwcn ~nuih~11 .l1nfll'Sftn\116~'t't11·hihlitlri1'U~f1tlft 1~un 
... ~ ... ,1' .: I. ..: .... l' ..... 1 1 

01~ 1::fl1101'S"n\11 01'11't't Uft::lltJ "l~fttl~OlMO'U VlII~n911~n'U'lJ0~\ln'111Jfl11lJ't't~'W0 'il 'Ufll'S 

111011U~n~Hn'Uodl~1jUtldlflt;yVl1~1'1'O;!~ 0.05 ''U'lJw::~i1'ilitlA'lUI'Wt1Uft::ffmUIl1't't1'1'lJ11'1'~ 
U91nfil~nU jjfl11lJ,"~'t't0''il 'Un1111;011 iJju~nfh~nuodl~ijutldlflWVll~1'1'O;!~ 0.05 

v 

2.4.2 ... .., , -~l'UnOVlHlJ'l::lfIft 

Van (2009) 'A'lilfll1ftn\11fll1l0fl6t1ll1tJ'~1'1'1l11::ll1tl«6lJfll'S11ifll'S011 

1I,::IijUfll1',r111011'U11V1111V1'110~fll1l0~1'1',jfl1111 O1llo~lli'~Utll11Jlt1 Uft:: O1'Sn1::lil'110~
J!," ... ...........: '" _I ~, 
 .......

{;! 11 111fll'S Nftfll1111tJ't't1111 fll'S 11 fI n11 lfItJ1n11lJ'S:: 1'1'11fll1W, 'U fll'S 'S Ofl6tJ1't't 011111'S fll1'IJ0-:J 
". . 

ij11'iiflflUU u11'hijtl11lJtf1tit:ya-:Jfi6t9'l,r11;fll1~1fJll19JNft1111'S::1'1'11fll'Sorfll110fl6fJn'Jjtl'il:: 

fhNft , ,r'Otl fll'S 11 'S ::Iij'U 'lWIl1't't 11; fll'S 0 onlJl'~'U ft11 uft::l1 'S::1'1'11 011or'll 6-:Jij11ilf1f1 , Ufl1'IJ6-:J 

http:lJfll1Ufttl3.47
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n11 1 Ofl OV ,r1~riO\.l~~tJnf)fl \l~ ,ft'i'tJtJlfll1 \l~ri~N(191o fl'.J: tJ 1\.1 fll1 1\.I fll1 tl1t Lfl\.l N'flflWf) lTi 
II 

tJlfll11\.1fli'~ti~1:) 'tl 

Toelle (2006)'ft'':hfll1fffl'tnl~O~fl111Jl~tl1~0 ~1~adHflWafl 1:JW ::::'UO~flW f) 1'n 

tJlfll1 flWfll'U O~tlfllll fl111J'n 0 1 \l'Uo~tlflll1 lm:tl111J.tiflA'UO~tlfllll1 \.I n11tJln11'UO~'Ii\.llfll1 

'n lwyii'1\.ItI1 t1'rlfl'V\.I1 ~ihCHtl N'fln11fffl1:Jlt1 1 lfl{]'ll tI 1tff'rlimTifllnh~1\.1 'U O~'nUfl~l\.1 fl111J 

dl.. 01 --='. 1 t .2' , ..QI , 4
'W ~'WO 1\l U'fl:fl111J\l~1 flf)fl~'rI1JN'flfl'.Jt'rltJ ~tl~H9IOflWfl1'U O~tlfl1'11 ff1\.1 fl111J\.Il1 'lfOtlOU'flt 

Q" .. 41 Q ~ t QI QI.A. , ,
tI1tff'rl'lifll'Wfll1'r1 Hl\.1'U O~Ti\.l fl~ l\.11JN 'fl fl'.J:'rItJ'rIl~tJ01JAOfl111J \l ~1 flflfl ~Clf~O~1 t111HflW fll 

.. " ""',' , ";"Q , .. " U(1ttl111J'W~'WO 1~'UO~tlflfll Clf ~ 1J'WtJ11 N'flfl'.Jt'rltJ'rIU'rI \lH'UO~flWfl1tl111J'W~'WO 1 \lU(1tfl111J 

\l ~i'flftflA'U O~ tIflIl1iifl111JtY1Ji\.l ,rn\.l'rll~ a'O~ 

Hou (2011: website) '~fffl1:Jl1~O~flwm'Wn11tJln11'UO~~1(1t1Hflltl~O~U91~n1V 
...... 0 , .. " 11 "'. ..,..,""

'rIH0\.1 1P1011\.1 A U'flt N'flfl'.J t 'rItJPlOtl111J'W~'W0 1 \l'UO~Q fl1'11 tl11111YOtlOU attl11111H1 flf)fl~'UO~ 

l! ~ , ...... l' 0 ...... 0 """..; ..:. J
tlflfll Nan11"fl1:J1'WtJ11 n111\l1fU1PltJ 910tll~11~111'UO~¥I 'fll~0\.1 l¥l01 &\.l Plllatn1111 V\.I1 'rI1Till'U\.I 

'U tNtlflil11\.IutJtJl'rItll\.Ilatia'11 ff\.ll'r1ft iiv'rIi'W a910fll11tl~ tl\.lutl a ~mTi'Um 11'Oll ~l\.11\.1111fl 
l! ... 1" ""..; ..,..; " " "'". , ,11'"0 ..;tlflrlll1fl1111 \.I1I10V~'rI\l~VtJ1I1tJn11,tlaV\.Iutla~u'flt 111f11111 ,a' 1 \l9l0Nafl1 1'r191\.1fl11\l~ t11tJ 

NO¥ltlW c:t11f1~O~U91 ~flltllrJ\.I til ~lfl'rlff\.lill~t;,tifU e~i;tl\.lfuitJ ~L-I'11ll11i1 \liv1~'UO~flWf) lTi 

... ..; l! 0 ,l! I "" "'!it' ,.• " .."tJ1flll'r1t1flrml::mm11\.1 "flO\.lUat'rllf11111L'Ul1\l l\.1flwm'WtJlfll1l1J\.IOVH 1910fl111J'W~'WO 1\l 

• .:. ..,.., ... l!"'''; .., 0 "'.., ... "'..,1
fl1111L 'lfOll\.lU'fltfl1111 \l ~1flf)fl~'UtJ~tlflfl1 lTi tJ'rI \lta'1111 1 Ua' ~LflA'11\.1fl1111a'1I'W\.I1iO\.lClftJ"lfO\.l 

II 

1 t111 HflWfllTitJ;flll U'flt'tift\.ltlftfl1111i~1'1;~Tiqftfl'.Jll1'UO ~tlflil1 

Jone (2004) 1~"lflllfffl1:J1tl1111a'11111tl1\.1fll 1 111'tJ;fl11~l\.1''r1fll\.llati 

a'11a'\.Ilfiftlflv1.flttJtJ!l\.1-1'OlJa1~oa'~Hfl1111i4~TiO'''1~qfl111'ntJe1.ftJ;fl1111 ~.ftJ;n11 
I t~..".., " " ... .., ,l!' ..;.., " " 1Jlflfl11 80% (nflTi~TiO 1llfltJfll1 ,11tJ1flllUtJtJ Real-time tJ\.I "Ufl flll'r1Ti\.lfHl\.1a'11111tl111 

• II 

ti lU\.I ~ 'Ill ¥I OtJfl lUl11 1 I{l1\.1;l, \.I'Uwtii 1-1'1111 ~~9i tJ 1I1flfl11fll1'~i'tJ til~U \.It1\.If) lV11 a~ 

http:t1'rlfl'V\.I1


flll fffU:ll f-U1 fl1 ~111Jfll11J;'1111 \lflfl'ltY1ITt\.l,r~ijNtl¥i 0 flOW 1.... fll11,r1J;fll1~ O~1J;~11 
Sf Sf 

UOAll\.1~ V\.I hH LCJO{1ff il0A (1I'I11"1f\.l) ff1'U1fJ1Jtlll"1ftnil '\.Ifli'~il ~1.QfJ'~ti11U\.IfllH1111 
Sf .,.., .., ... 

~\.IA0\.1tN\.I 

3.1 flllfil'tf\.lAfl~1ItJlZ"lflfl1 UtlZfl~1I~10d1~ 

3.2 flllff!Hlfl~0~iiO~'fi\.lfll,1itJ 
Sf " 

3.3 i\.lflO\.lflllff!Hlfl;0~iion'fl\.lflll1itJ 

3.1.1 ,.h~"ln1 

tJ':"Iflfl1 flO ~fl""1~1l1H;1J;fll1~0~1J;~11 "OAll\.1~ 6\.1 hH lClJ10{1ff .1flA 

(11'111'11\.1) ffl~lfJ1Jtlll"1ftnillAfJlU~fJl~O\.la: 3,000 f1\.1 (;j'0\!a1)lflllfJn\.ltJ1:~11~O\.l1J;~11 

UOfll1\.1~ v\.Il-ri{ lClJ10{1ff 1hflA (lJ'I11"1f\.l) ff1~lfJ1Jan"lf1'nil 'fl'lJ1ff~ 1 1.12555) .. '....,
3.1.2 nl1laannq"ftlaUH 

fl~1I~10dH~'fi\.lfll'1ifJ~l\.11\.l 400 f1\.1 fi1'11\.1A~\.I1Afl~1I~10dHU1flfll1H 
Krejcie Utl~ Morgan (1ilU\.I11{ fftlil,,11, 2553: 49) f1iv'~;hfllni1l~ltlfh~ lAfJ'fltlflUflfll' 

qlJfil0d1~U1J1J,rI\.Il~1J1J (Systematic Sampling) flO \lfl""1~1Il1.f1J;fll",:'rilfll1mnj'911thtlfl 
II II 

f1i'~ ,hUfl1,bu\.I1Il.Q1JUtllfl ,';\.1 11l.Q1JUi:llfl'~'I1111fJ'i:I~ 5 ~"~'rilflllq1l1AfJllV~ih~1JOfh~lrl\.l. 
.., '.Q ... 

1~1J1J9I10V1~111)~Qf1ltlOflflO 15 25 35 45 .... 1)\.Ifl11J 

, . 
l' .... ~n ... u3.2 fl1'D'lH,,,,a~,,at1I" 'Ufl111tU 



45 

t'iTU~ 1 In'UU'U'UfI'V'Utl1lJlrifI10'UfJwl5'm:IW::t'iTU1JflfHl i~uri l'fUr Vl~ l::~'U 
flllfffl'I!Jl m;Vf ulltllU'~~Ol~{I1J U'U'UfI'{I'Utl1lJijl5'fl'I!JWtln1JU'IJmi1n~"vflll (Check list) 

t'il'U~ 2 U'IJ'lJfI'{I'Utl1lJlriUl0'IJflll'IJ1'Y/11~flti'lfflJ-n1J'fi''U{I~'lJl-W't1U{lwn'UtJi' fl1J 1vH 
lCJf{l11f1' ~10fl (lJ'Y/1'i1''U) fl'1'U 111~'Y/1f1fJ'Ulln'tr1i1ill,wl5'mIWt'U{I ~U 'IJ'IJfI'{I'IJtl1lJln'U U'IJ'lJtl 1f1{1'IJ 

~llJlJ1~nt'il'U,.htlij'Ufh (Likert Scale) ij 5 l::~'IJ lf1VijLflwcti'flllU1111fll1lJ'Y/lJ1t.lfl::U'U'U''UU~ 

dI ... 
5 'Y/lJ1Vf.H lJ1fl't1~f1 

dI 
4 l1lJ1VfI~ lJ1fl 

dI 

3 l1lJ1Vm 111'UflllH 

'" 2 l1lJ1VfI~ ,j'{IV 

dI " ...
l1lJ1VfI~ 'U{lV't1~f1 

o ... oS 1! ~ " 1"1J1U'IJ'lJfI'{I'IJfI1lJ't111~fl::U1J1JL1V'lJl{1VUal f'i1111JflLflWerlflU llfll1lJlllJ1V 
,_ Q Glc:I ... · ~ 
fl1L'lfl[Jlll'UflW~ (Mean) f1~1J (1JiY'iI'lJ fflfl'::mA,2543 : 100) 

· 
• oSfl1L'lfW 4.51 - 5.00 
dI 

l1lJ1VfI~ 
QI iQ d d 

l::f1'Ufll1lJflAlll1JlJ1fl'YI~A 

· '" ... ... d 
• oSfl1mllV 3.51 - 4.50 l1lJ1VfI~ l::fI'IJflI1lJflAlll1JlJlfl 

· I oS 

fl1L'lflV 2.51 - 3.50 
.. 

'HlJ1ViH 
GI -. d 1.1

ltA'lJfll1lJflAl111J l1Jfllll~ 

· , oS 

fllL'lflV 1.51 - 2.50 
.. 

l1lJ1VfI~ 
... ... d " 

ltA'Ufll1lJflALl11J1J{lV 

I ... .. ... ... d III ... 
fllL'lflV 1.00 - 1.50 l1lJ1VfI~ l::A'lJfll1lJflALl11J1J{lV't1tIA 

t'il1J~ 3 U'U'lJfI'6'IJtl1lJlriVI0'IJflWfl1YCflll "1''lJlflll'U{I~'lJl-WflU{lAI11JtJi' fl1J 1vH 
L..,611ft fl0A (lJl1l'IJ1J) fl'1'U 1f2'IJ 11ll'i1'Ti1illAm;fl'I!JW::'U{I~U'IJ'IJ fI'{I'IJfI1lJLri1JU'IJ'IJtll~{I'U~llJ 

I _I ... , oS ... 1'" " _I 1 · lJl~llUl1JlJnLlJ1Jfl1 (Likert Scale) lJ 5 l::A'IJ AVULflWerlflUUlJflfll1Ul1U1Vfl::U1J1J 1JU~fI:: 

1::~'IJ fl::U1J1J~'~,jlU1U1111flllUllU1V~lULflW" A~if 
.... "'II 

5 llU1ViH Ulflfl~fl 

"'II 
4 l1U1VfI~ Ulfl 

dI 
3 l1U1VfI~ 1111JflllH .. 

2 l1U1VfI~ ,j'{IU 

4 ".:i 
l1U1UfI~ 1J{lU't1tIA 

• ... ... 1! ~ "1"01J1U'IJ'UU{I'lJtl1UYlll~fl::U1J1JL1V'IJ1{1VUal fllll'UALflWlflflll llf111UllU1U . ~ 
... ,. ., ... At 

f11L'lflVLll'UflW~ (Mean) A~1J (~iY'iI'U "'1U::{I1A,2543 : 100) 

I oS · 
f11L'lllV 4.51 - 5.00 
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· , "" 
fllnUUJ 3.51 - 4.50 

ei 
l1lJ1t1f:l.:.l 

Q,I Q d 
'.i::fI'lJfl11lJfI~l11'\JlJ1" 

·. "" 
fllnUW 2.51 - 3.50 

·"",
fl1nUW 1.51 - 2.50 

r d
fllmatl 1.00 - 1.50 

.cQ
l11J1t1f:l.:.l 

QI Q d " ~ 
'.i::~'lJfl11lJflfl111'\J'\JOtl"YIq~ 

ff1'\J~ 4 U'lJ'lJffO'lJf:l1lJtla1tJli1f11~tl1ti'lJi1qJ11111a::'I1mff'\J011'\J:: l~tl1ti'lJflW.f11"'f11'.i 
''If'lJlf11'.i'UO~Ull1l1 110fl11'\J. O'\J lwl lC1SOliff ~ltifl (lJ111'if'\J) ffl'U1~'lJan'if1iTO 

.. .. 

3.3 iUftBUfl11Q'fH'fI;B~ilBmllufl11~9rJ 

3.3.1 t11l'UUf111ftfl1:noUB\jD \llfUOflff1'.i fil'.i1 Ua::Ha.:.ll'\Ji~tI~1~tl1'110.:.l l~O'fl~'\J 
II 

.fO\la,"'\JJ1'\Jdl11i''lJ'r'h""i~tla.:.lfl11lJtf1J'W'\J;'.i::111Hf11'.i'lJl'H''\l"~lti'lJflW.f11'''f11'.il'lf'lJ;f11'.i 
... .., .'... 1.' .'....., ,.: oJ "" A 1" ~ 

'UO.:.lUllJl1 UOfl11'\J0J101J W'.il0J101dff ~lfl~ (lJ111'if1J) lJl'U~'W1J"YI~'lJa11'if1i11JUa:a'W0 'ifl11'\J 

U1J1111.:.1'1Jf111fffl.:.1UUUffOUCI1lJ 

· 1 I _I c:I 0 .., .., _I .'
3.3.3 nl"Ufl ft1~1H'UB~UUUQ'BUfJlll ft1lJlJl::1~lJfl11lJff1f1'll'UO.:.l1~'llJl::ff.:.lfl 

ua::'UOUl'Uft'UO .:.I f111 flfllJ 1 1fltlU Til.:.1'UO.:.lUUUffOU CI1lJUl1fflJ001\'I116~t1;fllJ 1~11\'1 ffOU Ua::ll1 

f111Utf!.'UftllJ.fOlfflJOUlJ:: 

3.3.4 'hUUUQ'8UfJlll~'~tilf111U'1J1.Jl~UQ::U.n'U U«1 'UOfl11lJ011Lfl11::..r, 'If 

Ql"tl1"1'll ft11\'1ffOUfl11lJftHl"~11J0111 (Content Validity) ua::fl11lJll1lJ1::fflJ'U0~f111 'ifflun 

£ A Xd A .. 

?,oJ ... J. '" 

(Wording) ftaOfl.lJtt11J0'\JCOJ 'lfl~1'iftl1"1'llft11'ff01Jlfl10~lJO . . 

.., .. .., _<iLl SI.ct .. At 4- • .., d 

3.3.5 'UB1U1ft1B~1l8 Uf11ntJrJtJlf1~IYrJ1Y10J ua::lJl1J1lJ'J::llJlJ 'H1f11~'iflJfl11lJ 

ffOfl fI~O.:.l(IOC) l~0't11fl1,t1,::1ijlJ 'H1'110fl 1C11lJ11ijfl11lJffO~fI«O.:.l.f11t1'lJlfl~0.:.111011..1 f111i~tI 

<II 
l1lJ1t1f:l.:.l 

<II 
'HlJlt1f1.:.1 ffOflfl«O.:.l 

• <II 
fll - 1 l1lJ1tJfI.:.I '~ffOflfl«O.:.l 

II 

.fOfllf:l1lJllJUMa::.uO tl1th IOC og1::'H11.:.1 0.50 - 1.00 Ufffl.:.l11fllf:l1lJU1J1f1 

lifO'H191H~llJ~~O.:.lf1111f1 U91tlUh IOC < 0.60 Ufffl.:.l·),.uOfllC11lJJ1J1f11ifO'H1'~~H~llJ~ 
~ ... .. ',"'1' 'I £1" " J. ,... oJ c:I ''I' A 0flO.:.lOl11f1(1011 'if LlJ Ltl 'HfflH'UlJlJ1"Y1f1Ul1lJ l1lJ "'W"YI1'H1J11 LlJfll0UfllllJLlJ01J1 
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, " CiV

fll IOC 0~'l'~'H1l~ 0.67-1.00 yHfllflflU1f1 1] 

3.3.6 ~DtJ1hu1J1Jiftl1Jal""UYI~Otl~',y (Try out) nutJ'l'~'lflm~llil';mi1J~10lh-l 

~1Jl'fu;fIlnJ;liVl UOYl11U'* 6Ul ...H1'1101111' ~lnYl (1J'Hl,)),U) 11'l'U1fJua'l'l'))'lil-U ~lU1U 30 'tYl .. , 
o 0 Q J, 4 Q.I .. 4 'I Qcv

3.3.7 Ul"UUiftlUtJl"''''1'fl1f1ln'fl11~11111fllfll1''''1ftl'''UllJtl~lfl1tl~,..tl lUfIl'l'1~U 

! Q,I • _I Q • 4: ., Q.. I " A d 
VI~gUU (Reliability Analysis) l'WOlJ'l'::l1JUll'fl'l'O~1JO UfIl'l'1~UU~a~YllU1JfJWfll'W'VtOVlU 

o ,_1'1" 4 , '1 - .., I ....,( 1 " 1 1! ..I - 'I IUl lJ 1'J1'H'l'0 1J f1U1lifll'l''Hlfll11'1JlJ'.i::11'Vlli Alpha flU l'J1~fI'l'(Chronbach's alpha) f1U'IO-l1Jfll 

I ..6 ~ "'"., , 11 0 ..... • 0 " 1 , ",~ ......1Jlflfl11 0.70 '11~l'lJU1~tl 9'1 UlfitHllflfll'.iVlflaO-l1J111ml::'H'Hlfll~lUUmltl'U0 flU 'J1 '111'Ofl 

Q, ~ ... • ttl .. Q.I .. J! da t. 0 " 

Item-total Correlation 'W~l'l'Wl"OVl1JfJWfll'WfilUlfIW'" flO flflH10fl"OYl1JfllOlU1UluumlU'U0 

l , .I ".1 • A .:.. 1 ,.1!"''''' • ....1 .....,( .!I
fI~Ufl .20 'UU 1lJ ua::'Hlfllfl1l1Jl'J101J1JIUO~U1J1J11'01Jt:ll1J Yltl '11li'Hlfllff1JlJ'.i~11'VlliUOaTtl 

(a-Coefficient) 'Uo~mOU1Jlfl (Cronbach) (1.Jty'J11J fl;11'::Olfl, 2543 : 174) fh~lll'O::od'.i::'H1H 

o<a< fh~'f1«lfltH 1 Ufffl~111~Oool~1Jlfl9f~fllfl111Jl~0,t1JlUO~U1J1J11'OUtJl1J l,hnu 0.972 

fl'{lfllflflU1f1 'II 

I 

... 4V"11t1a::ltltlil'ttlllJ8111J1JiffJ1J01,.. 

, . 
fl161Ul. 

. " .1I1Uft11t1-UfJ 

1 ~lUffl 'l'a'Ul'flfl 0.628-0.799 

2 ~lUfI 'l'::1J1UfIl 'l' 0.619-0.799 

3 ~lUl'flfllulao 0.215-0.714 

4 ~lU1.Jflalm 0.581-0.808 

5 ~lUfl111JlriU lUI 'l' 'l'1J'U 0 -l1J; fIl'l' 0.215-0.801 

6 ~lUfl111Jlhl~OOflUa~1H ''Olll 0.406-0.729 

7 ~ " !II... ...lUfIl'l'flO1J11'UO-lfl111JflO-lfll'l''U0~Y.f'l'UU'.ifll'l' 0.453-0.758 

8 
~ , " __.:" t/., -

lUfIl'l' 'Hfl11111'J10lJUUflY.f'l'U1J'l'fIl'.i 0.615-0.808 

9 ~lUfIl'l'161''O'rl~Oiji'U1J;fIl'l' 0.466-0.751 

http:0.67-1.00
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.. ..
f1VlJ'iI:!fIl1UU0l'l1~U'l1U'l11J.r{l\l111ftlJUti -3 11:1u'liu fI{lUfl-3U 

" ... .., 0 .. " .3 , 11 .. Y. ,,,... ""..,
3.4.1 ij1'i1lJU1UUUU{lUm1JYlU'l1-3'll'U tJU{lUm1JQOtnYl1,,11Jl 'l1U'lOl'lUHJYI U{lft 

'llUcJ vuhl1 lC)1{l!1U ~lflft (1Jl11'tf'U) Ul'lllf2Ul1'll'lfinulftlJu'ilOuUUU{lUm1J ~1'U1U 400 'llft 

11 .. "4
&L11:! ~UUUU{lUm1JYlU1J\I'lWfl'U1Jl 

' 3.4.2 1~U'l1U'l11JUUUu{lum1J~ill.,f-3l11Jft 1~{l~11ijUOl'l1Lfl'l1:!..f.r{l\!11~{l i tJ 

do d .. QI • " 

3.5.1 'l1U'l11JU1JUU{lUm1JYlYllOl'lLn1J'illOOq1J9I1{llJH Ul1:!91 'l1'i1 U{l1Jfl111JQ09l{l-3 

fl'l1J11UU1J\I'lW 

3.5.2 U1UUUU{lUm1J1Jlnlnl'l11-3'l'l1UUl1:!uufio.r{l\lal1-31 Ufl{l1Ji;1191{l! Ul1:! 

t1'l:!1J1aHl1.r{l\!11 ..... .., ... 
3.5.3 YlftU{l1JU1J1J9IJ1U ft-3U 

3.5.3.1 t1Q9M;~ff'l'lWUl (Descriptive statistics) illun 

Ol'l11fl'l1::..ff{l~1'Iafl"'W::t'i1U1Jflfll1'\1{l~~91{l1JUUUU{l1Jtll1JlulilU 

lffff {)1~ 'l::flUfll'lftfl..,l {l1;S,.. '.i1lJi~ lf1lJfll'HL'ilOU\Hfl111Jrl (Frequency) Ul1::fh!{llJl1:! 

...... .1 ~l-'!"l ... "JI! ill I
(Percentage)t1t191ffUJ1UYI '1lUOl'l11fln::11,,{l~1'I ~Ufl 

..; 
1) fl111JtI (Frequency) 

2) f{llJl1:: (Percentage) . 
3) fhn~alJ (Mean) . 
4) ri1UlijlJ~l1JU1J191'lJ1U (Standard Deviations: SO) 

......... 

3.5.3.2 UtI~U'tf~{l\j1J1U . 

(1) t-test (Independent Sample) YlflU{l1Jfl111JU9Ifl~1-3'l::l1'h~fhmalJ 

"{l-3mi1J~1{llh~ 2 mi1J~lf1uVt1'l::~{lflU (Independent t-test) hllJl.rYl9lU{l1JU1J1J;}J1Uf{l~ 1 

(2) nl'l11fl'l1::..ffl111JUtI'ltJ'l1UYll'UftlJ1 (One-Way Analysis of 

Variance: ANOVA) lf1Unl'lYlflU{l1Jfl111JU9lfl~H'l::'t'rh~fil,ugV'\l{l~fltl1J~1{lth-3~11:1UVU'l::~{l 

flU1Jlflfl'h 2 fltl1l1f1vl.rYlflU{l1Jt11J1J;}Jluf{l~ I m~ 'l::fl1JflUftfl..,l m;f" nvili 

(3) Uil;}Ol'lOfltl{llJl;~1tfUff'tl (Multiple linear regression) l.rYlftU{lU 



, 
<It 

1J'YI'YI4 

fI 1'''1 iv,~ tl ~ fl1'J fffI}j 1FoUl fI 'J: 'VI 'lJ fIl 'J 'lJ1111'J \l flll1 ff 11 -n'U i'~ ij ,.n'l ~ tl fl flUl1" fIl 'J 

1lf'lJ1fll'J1Jtl~'lJ11:T'VI Utlfl11'U~ fl'U hH 'Oftl{1ff ~htifl (1I111'1'U) ff1'\l1~'lJa'J1'1111ij 1f1Vfll'J'~'lJ 

~tl \la~1VU'lJ'lJfftl'lJt1111 ~~lI'J:fltl'lJ11I~1vu'lJ'lJ fftl'lJt1111ih i VU1U 1Jfl fI a u a:tJ Wtl1'nfll'J 

1lf'lJ1fll'J'\ltl~'lJ11:T'VIUtlA11UoMflu lW{'Oftl{1ff ~ltiA (1I111'1U) ff11J1~'lJa'J1'1111ij \}1f1mi1l~1t)fh~ 

~,i1uQflIl1~1I11~'lJ1fll'J'\ltl~'lJ11:T'VI "tlA11U~ flU 11'H 'Oftl!1ff ~ltifl (1I111'1U) ff1'\l1~'lJa'J1'1111ij 
'lU1U 400 flU f1iv'h~tl\la~1~1I1'ti1f1l'J1'f1'J1:11'1)1'r7tlfffl}j1tJWtll'nfll'J 1 ~'lJlfll'J'\ltl~ 'lJl1:Tfl 

UtlA11U~ flU1'tH 'Oftl{1ff ~ltiA(1I111'1U) ff1'\l1~'lJa'J1'1111ij 2) ,itmmV'lJ,fiV'lJfl1111ftA'..1u 

tJwafl}jw:U1U1Jflfla'~v1ti'lJtJWtll"fIl'J1~'lJ1fll'J1Jtl~ 'lJl1:Tfl UtlA11U~ flU 11'H 'Oftl{1ff rihtiA 

(1I111'1U) ff11J1~'lJa'J1'1111ij 1Jtl~QflIl1~U91fl~Htiu 3) ,\4tlfffl}j1f1l'J'lJ1111'JQflfilffll'nui' ~ij 

f11111ff1l-nui',jtlflWtl1'nfll'J' ~'lJ1fll'J'\ltl~ 'lJl1:Tfl UtlA11U~ flU hH lOftl{1ff ~ltiA (1I111'1U) 

ff11J1~'lJa'J1"1i1il ua:4) l«tl"fI'I!ni1ty111ua:~lIff'J'Jfl'\ltl~flWtl1'nfll'J'~'lJlf11'J'\ltl~'lJ1\iflUtlfl 
11U~ 6uhH 'Oftl{1ff ~ltifl (1I111'1U) ff11J1~'lJa'J1'1111il1AV~1iV\j1'ffUtlNafl1'J1iv U'lh 

tI 

tltlmfJu 2 U1U tT~il 
• "J!,l 1 ,"....... _I ~ d
4.1 Nafl1'J11tl'J1::11'Utl\la'nU!lU flV '1ff(lfl''1~'n'J'JWU11J'J::fltl'lJtl1V fl1111(1 

J! ,d ,d 1"''' 0'" .. J
ltlfJa: tl1"UtV ua::rt'1U''lJtI~l'lJU1I191'!1U flV1't1'l1::11f1111a1A'lJ'\ltl~U'lJ'lJfftl'lJmll A~U 

..." '" .Q Q ., J4 1.....1 tI fl44.1.4 fIll11fl'J1::11flWtl1'nflll 11'lJl fill '\ltl~'lJ'J}j flUtlfl11U OftlU n11Oftll1rt' . ... .,.
'1f1A (1I111'1U) rt'1'\l1~'lJa'1'1111U 

4.2 Nafll'fltlrt'tl'lJff1l1l91J1U 
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.... "_"f ..., ,
4.1 HQfl1111fl11:;'H1Ji);UJil1'U\lflflQ 

4.1.1 ~O\lQUQ9Uti1'U\lflflQ l'WffO'l:ll.u'm.!HiI'IliVth'U1Jflfll:U~Vlfi'U ~'Yiff 61fJ 'j:;~'U 
01' fffl'l:ll 61;iVi 'lViA'mgtJ~61~O'U lfltJ01' ,htff'U O.u'O\lH1'U "tlu'U'U 'Uo~fllnJ~uH::fOVH:; 

'lVH::tOtJfl~~Ufffl~l'U~l1n~~ 4.1 

U99m:f1'U\lftftQ .ol'U1'U (fl'U) i'OUQ:; 

mfl 

-UltJ 233 58.2 
... 

11~~ 167 41.8 

111.1 400 100.0 

01'l 

~'ho'h 20il 
. 

35 8.8 

21- 30il 155 38.8 

31-40il 140 35.0 

41- 50il 49 12.2 

51 il (1.1",1 21 5.2 

111.1 400 100.0 
.., .. 

1tRUf111f1fl1n 

,.11 ::fllJfffl1!11 36 9.0 

Jj'llVlJffO'l:ll 137 34.2 

t1~~ilIl~'1 209 52.2 

t1~o'".hmillilll~'1 18 4.5 

111.1 400 100.0 

...e,,,,, 
oJ01'1V'UtUOfffl1!11 88 22.0 .. • ... 
If,mlff'l'U"1 146 36.5 

'" ... .., 
Yf'Ufl~l'U'U''l:l''UOfl-U'U Ito 27.5 
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UfJi'tU:f1'U1dflflD ~h'U1'U (fI'U) tOtlD:: 
Q,I ......., .Q .Q 

'l'1J'l' l'rm'l'/Yt'UfHl'U 'l'J lt1'l'tftnl 35 8.8 
,,, ,,, 

U1J1J1t1/YU)1J TU 21 5.2 

111.1 . 400 100.0 

~lii "" , ..11t1 ItUltlfl81fl8'U 
o • A 
~ln11 5,000. 1J111/UU)'U 
. 

58 14.5 
A

5,000 - 10,000. 1J111/UU)'U 155 38.8 
A 

10,001 - 20,000.- 1J111/lf18'U 128 32.0 
A

20,001- 30,000.- 1J111/lrt8'U 27 6.8 I 
30,001.-1J111;f'tI'tJ 32 8.0 

111.1 400 100.0 

ml1lfl'l'1::ti'.fi81Jall"mY1'U11f1f1ayt1J'h mi1J9i'18fh~"Y1t1'l1qjdhuytff'r1fJ 

flrtl~tI f80a:: 58.2 '8~a~JJ1Lytfl'l1t.i~ flrtl~tlf8Va:: 41.8 fhtl''tfqjjj81fl21-30 iJ flrtL~tlf8fJfI:: 

38.8 '8~a~JJl81fl31- 40 iJ flrtL~tlf80a:: 35.0 81fl41-50 iJ flrtL~tlf8fJa:: 12.2 81fl~ln'h 20 iJ 
"" !II 1! ~I..r '_1 "" !II 1! .,....... ~ _I"" ... ..flrtl1Jtl18fJa:: 8.8 ua::81fl511J'lJtI 1J flrtl1Jtl18va:: 5.2 trlt1 l1ty1J,::rt1Jm,nnlll1Jnyt\llfn flrt 

l~tlf80a:: 52.2 18~'CH1J1 JjllfJJJifO'tn flrtlrJtlf8Va:: 34.2 tJ,::flJJifn1l1 flrtL~tlf8fJa:: 9.0 LLa::\l~ 

n'htJ;tyty1fl; firtl~tlf8fJfI:: 4.5 thtl'l1qjjj81~yt 1,iloln11t19i'1 flrtl~tlf8fJa:: 36.5 18~a~1J1 

yt,rn~1t1L8n'rtl flrtL~tlf8fJa:: 27.5 -Um;fJtl/-unifn1l1 firtl~tlf8Va:: 22.0 i'1Jn"m'l'/'n-Un~lt1 

;!11'1'1'tfO' firtl~tlf8Va:: 8.8 ua::mh11t1/';81j'1t1 firtL~tlr8fJa:: 5.2 iY1t1'l1qjjjnfJ'ft'Lf&gfJ~8 

L~8t1 5,000 - 10,000.- 1Jll1/'~8t1 firtL~tlfofJa:: 38.5 'l'8~a~1Jl'nfJ'~ 10,001 - 20,000.- 1J111/ 

'~8t1 fi"L~tlf8Va:: 32.0 'nfJ'ft'~ln'h 5,000.- 1J111/lA8t1 firtL~tlr8Va:: 14.5 nv'ft' 30,001.

1J111;tI'tJ flrtL~tlf8Va:: 8.0 na:: 20,001 - 30,000.- 1J111/lA8t1 firtl~tlf8fJa:: 6.8 
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4.1.2 ~tl\fDfl111J1't'111gnftUrJ,nl'U~ (CRM) 'Uo·m;1:7'fluofl11\,1cMihJ hHLC)1011ff 

~lnfl (1Ilfl'1f\,l) ffl'Ul~1Ja'n'1f'lilij 

fffl 1:1 1 fll'.i 1J;lf l'.i~fl~lffm;\,I,r (CRM) 'UO~1J;1:7'fluofl11\,1cMO\,l hJ1LC)1011ff 

~lnfl (1I111'1f\,l) ffl'Ul~1Ja'n'1f'lil\j flO A'l\,1ffl'.iff\,lLflf1 t>ll\,1m::1J1\,1fll'.i t>ll\,1lflfll\,11av ua:: t>ll'W 
~ . 

1Jflalm ij1~tJ't>lth~o\la\11flij'flO1JU1J1Jff01Jm1l1l1fllU1Wlf1Vl~ffa;j";UJ1U 't>lUtl flWilaV 

(X )lla::flll~V~I1J\,I1Ilfl'.iJ1U (SD) 1'f1Vm"''.i111Ua::~lU\,lfl'nVt>llUtl~''1'n~~ 4.2 

"l1H~ 4.2 fil1U~Vl'b\,ll~tJ~'1J\,I1Ilf1'lJl\,1Ua::fll'lutlaNafll'l1J;lfl'.i~flIi'1ff1l;r\,l,r (CRM) 'Uo~ 
1J;1:7'flUO'fl11\,1ci'i)\,Il...HlCJfOi'1ff Vln'fl (1I111'1f\,l) ffl'U1~1Ja'l1'1f'li1ijl'f1v'l111Ua:: 

V1U\,ImfJ\,I'nvA'1U 

nl11J1't'111gnKuiJ.1';'U~ (CRM) X SD 
.... 

1::"1J 

1.t\'1\,1 ff1'l ffUl\1 f1 3.52 0.40 1Ilfl 

2.t\'l\,1m::1J1Ufll'l 3.68 0.57 1Ilfl 

3.t\'l\,1lflfllulao 4.01 0.53 1I1fl 

4.R'l\,11Jflalm 3.70 ·0.58 1Ilfl 

11J.1 3.73 0.43 J.11n 

'lflRl'lH~ 4.2 fl1111fl'flL~\,I'~V1n1Jfll'l1Jl11U~flli'ltY1I;r\,l,r (CRM) 'UO~ 
1Jl'WflUOfl11U ci'o\,ll W;'lCJfoi'1ff ,hnfl (1I111'1f\,l) ffl'Ul~1Jan'1f1nij1'fIv'l111tJdl\,1'1 ::tl1J1Ilfl 

(X = 3.73) ua::ldtJ;;,uomfJ\,I'llvR'1\,1 ''41111 tJgl\,l'l::tl1J1I1fl'lflR'1\,1 1'flVffl111'l(H;V~i,;,fi1J. 
fl1111tilti",Rl11thlUaV\llfl1l1fl 'tl11otJ tl~il 

~ 

R'lulflfll\,llav (X =4.01) R'l\,11Jflalfl1 (X = 3.70) 

R'l\,1m::1J1\,1fll'l (X = 3.68) ua::R'1uffUff\,llflt'r (X = 3.52) 

,dO'1uum::tl1Jfl1111fi'fll~\,IL~tJ1n1J'~V1n1Jfll'l1J;111'l~flli'ltY1I;r\,l,r (CRM) 

.... .... ".... lA.I" "... .... ..., ." ,p ....
'UO~1J'l1:lflUOfl11\,1C)10\,l n'l1CJfO'l1ff \11flfl (1I111W) ffl'Ul~1Ja'n'1f'lil\,1 \,IU"a::fllU\1::Uff'fl~ 'fUIH 

..; 
fll'll~f1 4.3 - 4.6 
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Vll1H~ 4.3 fhm~v thl.urlV.:JnJ'\.J1J1~lJ1UUfl:fl11UtlflHflfl11Ul111·H.lflti'lff1J';Ui' (CRM) '\ItH 

Ul'ti'flUO~11Uttf6U lVH1CJfOl1ff ~lti~ (1J111~U) ff1'\11~Ufln~1i1il ~lUff11ffUl'flff 

..ft11U11111gftII.......,""lGlITt'UlflnUn1tn1lf1ft X SD 
.., 

1:::fltJ 
i 

"" I ," • 1 f{ ".... 0 1 " 1.fl11U\).:J'\I0\lfl'\ll1ff11Ufl\lflfllH1U'fIH f11 't1f11JOf:lO f11 11 

I "'" I Q
fI1Ufll1U"O\lfl ~OVHll~nl 

3.35 1.11 tl1Uflfl1.:J 

2.Ul'tifli~rl.:JiuUr.:JVO~fhH/ulfl11f1H 'tlnHu61..rll1uluu~ .. 
fI:'~OU 

2.20 0.74 "UOV 

3.Ul'tifl1jfl11U\)flIOflff11 (iutlih UNU';U) 1~VltiUUlfl11 

,jH~ ufI:iiflitl1:::lv~,r"o.:JUl'tifl 

4.10 0.85 1J1fl 

4. 't1 iffl.:J 1 U ,tti'If.rtO\!fI ~,flu til::: lfJ~,r,jOll 1U1U fl11 1J 1 i f 
... 

Ulfl11 

4.11 0.78 1J1fl 

5.1:UU Call 
C"4G1 ,lJI-G' ,dGl

Center (1175) "0.:JU111fl 11 O\!flfI'I~n'U UfI: 

\lflA'O.:J 

3.88 0.88 1J1fl 

1111 3.52 0.40 lIlft 

t1fl9l11H~ 4.3 tlI11Jfi~,l1Ul~fJ1tiUfl11U;1f11\lflIl1ff1J';U,r (CRM) "O.:J 

U;ifl UOftl1U.OU 1'ril'11)f6f1f1' 'ltift (1J111YU) fl'1"1~UI111Y1i1il ttllJfI'UfI'lJl'flftlftfJ1l1JodilJ 

1::tlU1Jlfl d'C .. 3.52) lrl6,",uu,mfllJl1fJ.rt6 YtU'), 6dilJl:tlU1Jlfl'hlJllJ 3 .rto 1~Wfl'l1Jl1f:1 
.. • '" -' ... l..t " ",.r... ,.1"'1 "2 d ~.I 1 " · "1.1
l'HHI11fttJtlI11Jnltl'll9l11Jtll1~ l1t1tlfl1Jlfl UJlJOfJ ft.:JlJ YtlJfl~llJ "&1f"0\!l1flmlJ1J1::: tlYlJ"O 

11llJllJfl111Jlifu;fl11 (X = 4.11) tJ;ifl1jfl11U'fllOflfl'11 (1utlih UNlJ';U) ,ritlltiUU;n11 

,jl~~ UI1:iiflitl,:lt1y,r'\l6~u;ifl (X = 4.10) l:::tJU Call Center (I 175) "6~ti;ifli'lf.r;01JI1~• 
... ,,- 'i'" .1 .I! " "" II ~'1ftnllJ UI1:::\lfl~O~ (X = 3.88) og lJ1:::ftU1JllJflI11~"llJllJ 1 "0 fl11 U \)~'\I0\!I1"l1ffl1Ufl\lfltll 

I 1'" ".. 0 i" · "'~ I Q - I, "'"NllJfll~ flHf't1f11JOf:lO fl-' 1f'flllJfll1U"O\!11 "OtlH1l~ln (X = 3.35) UI1:og lJ1:::~UlJOV 

'lUlU 1 .r;o uli'ni~fhluur~vo~fhlWlfl11f11.:J 'tl111WGl..r,hlJllJU~I1:::1~OlJ (X =2.20) 

http:UOftl1U.OU
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fl11H~ 4.4 fh&ugv ri'll.l&~V~&'lJ\nJ1f1lJ1,.ma:::mlutlaHaml'U1111l~t1""lfflJi'U'fi' (CRM) ~(J-3 
'UlliflU(JA'l1l.1C)$'Vl.Il'n{&CJS(J{1ff ~ltiA (lJ111'tfl.l) ff1~lfJ'Ual1'tfti1U 

~ll.1m:::'U'll.lml 

... i(...... II(n11111'H11g0 nn.!,","_ 1,"01:::111,"011 X SD 
... 

1::ft11 

" '" , , " ...l.fl11lJQt1fl(J~ua:::l1fUl1 l.Iml 'H'Ulm, 3.85 0.86 lJlt1 

2.m,PiAfi(Jff(J'UmlJ..1mJ~Fhl.l':::'U'Ul'mffTni'tlf11l.1iJ~ (Call 

Center) 

3.91 l.03 lJ1t1 

...... ria ,3.lfl'(J~lJ(JfJtlt1'W&"V~"(Jfl(Jm'1"'"
'H'U,m, 3.31 l.12 tlll.1t1aH 

... 1"" .. l' ~..~~ ...4.lJ'tf(J~ 'H'U'm""v~'W(J U'tf1-1lfllJ 1J,mllJlt1 3.39 1.23 tlll.1t1al~ 

5.,rl.lfl(Jl.I1l.lm,11f1Jlt1n 'liq-llV1t1 i1J~(Jl.I 3.97 0.86 lJ1t1 

n2J 3.68 0.57 2J10 

~ lt1flUH~ 4.4 fl11lJfliUifl.llriV1fl1J m, 1Jl'H l' Ut1'"lfflJilJ1i' (CRM) 

'U(J~1J11:iflU(J"11'\.,IC.uVl.I1'ri{1.(J{1ff ~lti" (lJ'Hl'tfl.l) ffl'UlfJ1Ja'1'tftilU~1l.1t1'::1J1l.1t1n1ftvnlJ 

6g1l.l,:::tl1JlJ1t1 (X = 3.68) ua:ld(Jii~1'W11r1l.1'lVf(J ,,1J'), (Jg1l.l,:::tl1JlJ1t1V1l.11l.1 3 f(J 
. " " 

'''Vff1lJl'HU; V~~ltl1Jfl11lJthtityflllJthlUaV~1t1lJlt1' tI'!!(JV ft~U ,j'l.Ifl(Jl.I1 l.It1n 11f1Jlt1n 'li 

q-llVlt1 .1J46l.1 (X = 3.97) t1nPi"fi6ff61JOllJf(J'JaFi1l.1':::1J1J """",;'6'fl'l.liJ;i (Call Center) 

(X =3.91) fl11lJQt1f\'(J~ua:::'1"'~1'l.lm,'1f1Jlm' (X =3.85) ua::6g1l.l,::tl1Jtlll.1t1aH~1l.11l.1 
~ · 1"" ... 1 I ~"'1.'1~-." - .. ... _I rI... I2 ,,(J 'tf(J~ 111J'm""V~"6 l.I'tf1-1lfllJt;;1l'llJ,m'lJlt1 (X =3.39) ua::lm(J~lJ(JfJ1JmWl'WV~"(J"(J 

m,,1f1Jlt1n (X = 3.31) 

http:j'l.Ifl(Jl.I1
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~11H~ 4.5 fhmau ff1ULrlU.:mJU1I1911!lUU~::m1utl~N~tn11ii'Hl1~0fl'lff1liu,r (CRM) 'U0-3 

U;il'VULOfl11UCt10UlVHLqrflfi11' ~ltlfl (1I'Hl'1fU) 11'l'Ul~U~n'lf1l1i'l~lU&'VlfllUl~v 

... K"'''' "l[ I I ...fl11U1'Hl1gn ur~'Yt'Ufj l'UanA 'U iUI X SD 
.., 

1::~l1J 

.,. A tI ..... d ..... I ... 1"d .~. 
1.1ILmO-3~ mWOmO'VI10U011'1l1'1f1t1U1m1 'HL11'UU 4.02 0.84 1110 

I • 'l"Q , J t/
2.'VI1U 11'111 l1f:I'lfl1::fl1 'lfU1 tn1 N1U'VI1-311U lf111U~:: LfllUL9I01 

Lqrflf111' '~'rJmni-3 

3.90 1.07 1110 

4 <IIQr, • •

3.1IU1m1 Onhne Shoppmg • "'~.... I11'::fl1011'l'H1U.C)f01l11'1U~fI11' 
... 

flOtlU1m1 

4.11 0.78 1110 

4.tilU11'1111101.fu;mll:;UU!lU.rOlJ~~0fl'lUUUOOU'~U..,~ 4.16 0.79 1110 

5.~OlJ~u;il'VI~1l1L11'umhuit0f1H1 l,fU 'HUdToYl1l.w 

U9Itl11'U OUl'VIo,,,1f1 cifl'~U\loIO-3 

3.88 0.88 1110 

1111 4.01 0.53 1110 

..I .... .,..1.., ... p..,.., .. 
~ 10fll1 H 'VI 4.5 fl1111 fl ~ll1 ULO rJ 10U 0 l1U 11111 ~01'11 11'1l"U 11 (CRM) 

1II0~u;il'VI UO~11U.rOU1,"'lCJtO'111' iltlfl (1Il11"U) 11'lI111~U~n"1ilij~lUL'VIfl1u1~v1~rJ11110d 

1U1::RU1Il0 de = 4.0l} u~::ldo,"~l1Wl1rtU11t1.r0 "u'h od1u1::~mJ1mhu1U 5 .ro 

1~tl11'l1111011t.I~ehRUfl11111hti'l!fll1Jfi11Qatl~101J10'tI,rOrJ R~ilfhu11'l1J11(11.fu;m1'J:u U 

J1U.rOlJ~QO~lUUUOOU'~u"'~ de = 4.16} tilu11'l1J1101.fu;mn::uuJ1u.r0lJflQofl'luuu 

, .... 1' - .. " tI ..... d ....... 1t1d .l 
tltlU flU '" (X = 4.11) 1Jlfl'tl~~ mWtllrlO'VI10U011'1J1"1rJUU111 l1111111U (X = 4.02) 

ti1U11'l1Jl10ojl1::fil1.fu;mnhu'VI1-31iUlf111U~:: 1fl1U'l91tl'1CJtO'1ft '~'rJflUti~ de = 4.90} 

Ufl::.rOlJflU;\T'VI~1l1111'Utlfhuit0f1H11,fU l1u~atlVi1J..{ UflrJftl1 6UL'VItl,n1f1 tjflL~U\lfl;\'O-3 

(X =3.88) 

http:u~::ldo,"~l1Wl1rtU11t1.r0
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Vll1H~ 4.6 fh&U~tJ th1.UrltJ~LUUlIl~'!lUUl1:;m,utll1Nl1m'U;111'\1fl""1'd'lIiui' (CRM) 'lJ6~ 
U;'W'nU6fl11uGJ1'6UhH1G]f6fiff ~ln~ (1I111'lfU) ffl'IJlfJUl1'1'lf1i1;j~lU~f1l11m 

n11U1'Hl1antflm..W'U4i\'1'I",~f1t11n1 X SD 
...,

1:;flU 

1.'nUfl~lUUfffl ~m'~6U i'U ~1tJfll'flril1ff1ff~Ul1:;'IJ 6U~tu 
III • 

'tlflfli'~\11l1'fU;flU 

3.51 1.18 1I1fl 

2.'nil'mluiifl1111'J'hUUY1U'nl:;~lU ,'liu Mobile life, Save 

team 

3.05 1.30 tllUfltlH 

... ... f"', " ... ' ' ''''''3.'nUfl~lUlIfl1111'n 61l'rl':; l1U,m'''":;'J11t1111"6\lfl 1 
. 

3.87 0.98 1I1fl 

'" ... , "" ~ ., fI 1.1 1 ~ , ,4.'nUmlUlIflU l1'Utl1Ja'rl'J1flUlULltl:;' U 1:; V'J1Uf'l6'rllU'tlfl 
III., 

tlH 

3.72 1.12 1I1fl 

5.'nil'fl~lU13fl\ll'qm'ntl6u'l1 tlll nU\lfl""l'tlflfl f~ 3.85 0.79 1I1fl 

6.'nUfl~lU~Ualf)1'\l, ri'rhUltrijtlUlflu ~fltlaTf'ft"W 4.22 0.77 1l1fl 

11lJ 3.70 0.58 lJln 

'lflf111H~ 4.6 tl111lflf";;U'~V1num1U;1111\lfl"'1tT1liui' (CRM) 'lJ6~ 
U;tl'rlUtlfl11U.6UlYH1CJS6fitr ~hnfl (1I111'J1U) trl'UlfJUa'1'J11i1;j~lU1Jtlalm lflVl11ltld'U 

'::AU1l1fl (X = 3.70) ua::d1tlTf'1'tul,flU'lfJ~tl 'nu'h 6d"n::AU1l1fl~lU1U 5 ~tl lflVtrl1l11Cl 
• III 

l;V~i;'AUfl111lthfii\lf1111thlUaV'lfl1l1fl'tl'l16fJ A~ii 'nUfl~lU~Ualtll"hhhu1trijtlUlflu 

... - "'... 1!.d," ... '... 111Jflfla'nlft"W (X = 4.22) 'nUfl~lUlItl1111'nltl1ln':: l1U,m'Ua::'J11t1111atl\lflrn (X = 3.87) 
III • 

'nUfl~lU13fl'lqll1'ntltlu'l1611nU\lfl"'1'tlfltli'~ (X = 3.85) 'nil'fl~lUUflu'1\'.a'tl1Ja;;ifl"uua:: 
" 

lflutl,::lfJ'J1U~tlnlU'tlflfli'~ (X = 3.72) 'nUflutrfl~m'~6ui'1J ~1t1m1m;'1tr1tr~lm::'UtlU'ltu 
" .

lJflfli'~;i1l1'fU;flU (X = 3.51) ua:;tld'U1::AutllUfltll~ 1 ~6 'numlUUfl1111-W1Uli\l1U'Ytl:: 

~lU ,'liu Mobile life, Save team (X = 3.05) 

4.1.3 .a'61Ja'ltum'nm1,,.r1J;m1'IJtl~1J;tlnUtlfl11u.6U l ...Hl'ltlfitr ~lnfl (1I111'J1U) 
... 

trl'IJlfJUa11'J1111U 

ffmn.a'61Ja'ltull1'nflU'1\'u;m''lJtl~1J;tlnUtlfl11Ucl6U lrH1G]ftlfitr ~lnfl 
...... 11 !it AI ... 11 ' .. ... ,

(1I111'J1U) trl'UlfJuall'J1l11U fltl 9'llUfl1111llJUl1Jn'1l'IJtl~U1fll' '"1Utl1111U l''J1tlCltlUtl::11~ " 

,~ tflUflUf'ltlU trUtl~fl111l"'tl~flU'Utl~~i'uu;m1 tflUfll1 '1\'fl11111~tl,tuutl6i'1Ju;m' "a:: 

tflum"f)1','ri~tl~i'UU;flU ~i'tI'~1l1~tl1Ja'lfl~f'Itluuuutrtlum1l1l1tilU1tulfw'ftrn~ 

http:U;tl'rlUtlfl11U.6U
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. 
'" ct
fI~~l'JH'VI 4.7 

~ II ...fJOUllTtfl11 't1111fl11 X SD 
.., 

1~A11 

1.A'1\Jfl111JLr!\J,1.111 'J 'J 1J~ tH1.1;rn'S 4.00 0.59 1Ilfl 

2.A'1\Jfl111J1h,f6iT6ua~11~1~1A' 3.51 0.51 1Jlfl 

3.A'1\Jrn'Ji'l61.1tT\J6~fl111J~6~rn'S~6~~i'1.11.1;rn'J 3.72 0.56 1Jlfl 

A' 1 III "'.:, .~... ...4. l\JflU 11f11111l'tl'61J\JUfl 'S1.11.1'Jrn'J 3.71 0.58 1Jlfl 

5.A'1\Jrn'S'611~lti"6~i'1.11.1;rn'J 3.79 0.54 1Ilfl 

111.1 3.75 0.38 1.I1fl 

~lfl~l'Jl~~ 4.7 fl111Jfi<;llif\Jl~01n1.1'lWm"'flnhr1.1;rnn.16~1.1';'J:il1U6ti111\J4 
.. 1..J" "... .... 41 '1'" - ..6\J 11'SLCJf6ntT .1fltil (1J111.\J) tTl'111~1.1al1't1'1il\J tilO'1116C/ \J'J::til1.11Jlfl (X = 3.75) ua:a1J6 

i.nWl,rJ\Jl10A'1\J ..,1.1",h 6dl\J'J::A1.11Jl0'rJ0A'1\J 1ti10tTl1Jl'JtH~0~alA1.1fl111JdlflqJM11Jtilmgo 

.1fl1Jlfl11.J'I160 A~il 
fI 

A'1\Jfl111JlrJ\J1U1i'S'1J'IIfH1.1;f11' de = 4.00) A'1\Jf11'S'611.1ti~6 

«i'111.1'irn, de = 3.79) A'1\Jrn'M61.1tT\J6~f1111J~6~fl"'116~~i'1.11.1';fl" (X = 3.72) A'l\Jrn'J;'If 

fl111Jlf6sT\Juri«i'1.11.1'irn'J (X =3.71) uazA'1\Jf1111J1;"f6iT6ua::1Hl.1A' (X =3.51) 

,rl6fil11\J fl '::A1.1f1111Jfltillif\J ,rlo 1flmrl01fl1.1 fJ Will..,0"1 'If 1.1';fll 'J 'II 6UI;'J:i'VI 

U6ti111\J4o\J lY1;lCJf6;1ff .hntil (1J111't1'\J) tTl'111~1.1a'1't1'1I1ill\J119ia::~1\J '::UtTtiI~ 1A'A~Ml'1~~ 
4.8 -4.12 

http:uazA'1\Jf1111J1;"f6iT6ua::1Hl.1A
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Al1H~ 4.8 fill~~U th"urlv'mJ'UlJlfll!l'UUa~f11'mllar'U'fJfUm'r4f11'l',f11lflll'tl!H11l,;r'Vl 
U6f111'U~tl'U1...Jll'1f611ff ~ltifl (lJ111')f'U) ffl'tll~11an')fn l'UIi'1'Ufl11lJlrl'Ullln'l'llJ 

'tltH11lfll'l 

Ji'l'Uftll1..11i1'U1U1i111..1'Uo.m1n11 X SD 
OJ 

l:fl'lJ 

.I";,... ',"_l.'r4'U'VlmV 'U61fll'llJfl11lJl11lJl::fflJfl6f111 11111flll 3.77 0.87 lJlfl 

,,f'" " '" I{ ... "''' 2.,fI 11lflllf16'Ul11\lfl 1l11lJl::fflJUl1::I'r4U4'r46 (1fll'Ulfl61) 4.18 0.78 lJlfl 

3.~1'U1'Uft,rfl41'Ul-nV4ft6~6fll'l',f111flll\lflti'1 3.82 1.17 lJlfl 

4.Uflll' ,f111fll1 UO\lfll{l'U 6fll1all11fl11 , 'U1'Ul1H1Ullflfl 

• ",..I. rI ~ l'tf'U L1al"ml1V~ a101jL1ftl' 'U 'U 

4.10 0.78 lJlfl 

..I .... .... •5.a'fJ1'U11"6f1nllJlftV~ft6Ua::ff::fl1flfl6lJflI{"'fl~lJl 11lflll 4.16 0.79 lJlfl 

111..1 4.00 0.59 1..110 

"lflfl1114~ 4.8 fl11lJftfl,lf'U,~v1tiUfJWmftfll1',f1.iifl11'11601j11l,;rl1U6f111'U~ 

6'U lYHl'1f6i'1a' ,htifl (lJ111"U) a'1'tll~U1111''tilil'''1'Utl11lJlrl'U11lnlllJ'tl601jUlfl111flVnlJ 

fJd''U1:trUlJlfl de = 4.00) ua:adfJ,""110mrl'U11vf6 "Ull fJd''Ul:trUlJlfl'lflffJ lflVffllJTHl 

i; voljlhtrutl11lJl'i1ftqJflllJfil,~aV"lfllJlfl1u1T6V ftoljif ,fI1,fulflll~fJui'U\'Ifll{l111lJl:a'lJUa: 
';;V~"fJ (lfllUlflfJl) (X = 4.(8) a'fJ1'U~"fJfl1njj'-nV~"fJ"ft::a'::fl1fl9ifJ\'IflI{1~lJl 'f111fll'l 

(X =4.16) Ufll'.l1,fulfl1~iUO\'lflI{1'Uf)m1ftllilfll1 ''U1'Uih~lUllfl9i l'li'U l1al,;m~V~ th~L1al 

.rJ'UfT'U de = 4.10) '1'U1'U",rfl~1'U';;V~ft69i6f1111,f11lf111\'1flI{1 (X = 3.82) uft::-Au~mv1'U 
flltll'.lUtl11lJn1lJl::a'lJ9ifJfll11,fUlf111 (X =3.77) 
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fll1H~ 4.9 fllmgtJ ri·J1.urltJ.mn.nJ1~1i1'1..1U(l::m1ulln&'mflrufll'Wm1'M'1.1~m1'Uf)~1.1~1i't1 
UO~11'1..1"tl'l..l1~flC]fOf1ff ;hti~ (11111'11'1..1) ffl'U1fJ1.1(ln'l11i1-Q~1'1..1f11111\h~OOO 

lmt1H'~i~ 

~1'UfI'Jl1JUll;teaeUt1tlH'9'~ X SD 
.., 

1ti'lU 

A • cl tI t 0 ..\ .. 'R'
1.1I1t1.11.1m''t11~1'1..1't1\lfl~O~ U1I'I..IV11m:a'lfOflfl 3.33 1.11 1I1'1..1fl(lH 

2.iHhvii fI tln:fl1t1Ufffl ~tTft"fl1'.f~lV~H COJ ifll~'I..IU(l:: 

ltl;~'ff 

3.35 1.24 1I1'1..1fl(l1~ 

., 1"1 d4fQ ; Gi' 0 t Q

3.'W'I..Ifl~l'1..1 't'I mff' U1.1H'I..I 'lflflH't'I(l~~lfl'lf1H~f111.1'm' 

•
ftHCOJ 

4.13 0.82 1I1fl 

''If ... ~ tl .....; I{"4.ff1111'0 1.1,m'ft11J1f1Q '::ff~fl't1~fl 1f10~m' 3.38 1.06 tl1'1..1fl(l1~ 

..o ~ ... d I{ • , """ 5.11'::1.11.1 ~fl111Jflfln1'1..1'UO~~fl 111ft1tJ'lfO~'t1Hl'lf'l..l mnfl 11 

..of' ~ ... d '" , "..o . rJ"1J ,1.1 ~fl111Jflfln1'1..1 mnfl 111Jff1tJfl1'1..11 'I..Ift'l..l 

3.41 1.21 1I1'1..1flftH 

11SJ 3.51 0.51 1Jlft 

~lflfl1'H~ 4.9 fl111Jtlfll-t1'1..1'~tJ1ti1.1fJWtl1"m,''lf1.1lm,'Ue~1.111i't1Uefl11'1..1'' 
... 1"'''' ......:It '" 4~' A ... , ,~ 1 ' e'l..l n'1CJt0l1ff v1ftft (1J111'lf'l..l) ff1'U1f21.1ft'1'lf1i1'1..1"1'1..1fl111J'I..Ill'lfeOOUft::11~ ~" flV'11Jey 

''I..I,::tl1.11J1fl de = 3.51) Uft::,rttl;1\l11W11fl'l..lntJftl 1'f1.1'h tld''I..I,::tl1.11J1fl 1 ftl lflVffl1J1UI. - l';VU;ltl1.1fl1111thfliYfll1Jfh"n'V\llfl1Jlfl' tl'l1 tlV tr"lil " U'm1'1..1 ,,n1.1lfff \l;1.1L~'I..I'lflfl;"Il1anlfl 

tilufl11.Jlm,fil"1COJ de = 4.13) Uft::tld''I..I'::A1.1tll'1..1flftl~ 4 ftl ih::1.11J~"Ifl111Jtlfllif'l..l'Utl~~fltTl 

l1ftlV'tftlnn"ll'tf'l..l m,vfI''lfij~;1.1~~fl1111tlfll-t1'1..1 flnVfI1'1fijffl Vfl1'1..1 ,fl'l..l1'1..1 de = 3.41) ffl1Jl'fI 

''lf1.1lm1f111J1f1Qtl'::ff''lti'~~flfi'1'''o~m' ex = 3.38) ij1~htJilfltl1::mt1Uffft~tTftnfll'f~lV~l~ COJ 

iftl''I..Iuft::ltl;~'ff de = 3.38) llfttij'::1.11.1mnlHl'1..1~\lfl~O~ U,j'l..l~l m,:a~f)tio'~ de = 3.33) 
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I ~ ~~ -1....tll''1(J1f)UD'\If).!Jft1UJ f).!Jtll1'Uf).!Jt;t1UU1tl11 X SD 
~ 

1:AU 

... ".:;, ... ... 1.1 " 
1.1Ifl1111ft1611'Y1~fI'tl1ftlHfl1V~fl6A~Ufll'1~lV1l1f1'~~ mm 

J& - I .:: 1".Q &ld 
Ufl:::lfl16~116~1~ '1 'YI\l: l1Ulflll'Y1U'YI 

3.86 1.04 1I1fl 

1 JI... 'A' II JI... ...2. l11Jlflll fl161Jflq1lfl1111 6.:jflll'tl6.:j~11J1J'flll 3.33 1.23 1.11Uflfl1~ 

3.iIOJ111;i"6i'1J1J;fllllff~.~11111t'!1~fhl1Uft'~ 3.35 1.19 1.11Uflt'!1~ 

4.flU~11\lff61JoG'6\tt'!\'Iflfl'lftir m1Uff11111 mhli'iuflll 'A'tiufi 4.12 0.83 1I1fl 

5.nil'fl~1U ijfl1111 ffU 1 \l ut'!:::nl:::9i6;6!U1U mnbvu~i1ty111 

1M't1u~i'1J1J;fllniui1 

3.94 0.86 1I1fl 

11tJ 3.72 0.56 tJltl 

\llfl~nH~ 4.10 fl1111fift,lfulriv1t11JfJmfl1ftml'M'1J;ml"tl~1J;11'Y1UtlA 
fI... 1..1" fI"", ... .. J! 11

11U'ItlU nllGJStll1ff .1nft (1I111"U) ff1'tl1'l1Jt'!'1"1I1U"luml~tl1JffU6~fl1111~tl~ml"tl~ 

Ui'1J1J;fllllftfJ1111tld1ul:~1J1I1fl de = 3.72) ut'!:,rltlYt\l110mfJunfJoG'tl ft1J11 tld1u':::~1J1l1n 
, 

3 oG'tl lfttlff11111tU;tI~rh~1Jt11111t;'fl"'''111fh,uafJ\llfl1l1n '1.111tltl ~~il 
~ 

fll"I'1\lfftl1JoG'tl\tt'!~nfl'1 

ftil'm1uff11111tUll117Uflll'A''tiufi de =4.12) ft1ifl~luijt11111ffu1.ua:nl:9itl;tl!u1ufll,-i1fJ 
~ 

u~i1"'1111lft11Jui'111J;nu'tiufi de =3.94) ijfl1111ft!tl1lti~fffl1ft;HmfJ"atlft\lum"~;fJ1I1ff~ 
_I fI "'.., "" 1tI.. ..... - " ... _I 1!

'll.lnlW Ut'!:::'flltl~1Itl~H '1 'YIt::: l111lflll'YIU'YI (X = 3.86) ua:6~ Ul:::ft1J1.I1Unal~ 2 'Utl 

iIOJ111~'Utli'1J1J;flll lff~ ."11111t'!1~n111Uft'l' ex = 3.35) ua::: 1 fl1J; flll 'Afl1 tl1Jfl q1lfl 1111 

" tlQI"'
"tl~m"'tl~~ll1l1lnu (X = 3.33) 
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ft11H~ 4.11 fhlg~fJ ri1ul~fJ.m.J\aJ1~'i!lUl1ft~nTmt.lft~U'lflmflTvmn',f'lBm'i'\l!NI1.17'li't1 
nOfl11UcUOU hH1CJfO{1ft 91nfl (lJ'H1'll'U) ft1'\1ltJ1.1m l'll'tilU ~lUm'i1,ffl11lJ 

ftn'fl11',"fllnll;7fJ,lUUfl~rtJtJ;fl11 X SD 
q" 

1~fltJ 

.J_ .edt! QI QI 'l"QI.fftnU'YI1.11 m1lJl 111.11.1't1U fflJfJUft~L'H m~fflJ~Om'i 'H 1.1'i m'i 4.13 0.82 mn 

2.'Wunnuihh~ff1.1mlorl-WfJ~'WO1U mltJn,j~~ 1U~i'UNfl'tf01.1 3.89 0.85 mn 

3.ijmltJi'UtJl~l1ft~";itlU1mll,f1.17mlOV1~~tUdO~ 3.51 1.18 lJ1n 

1"....ri '<IItJ... ... ", il '<II4. 'H1.1lml 01.!ftOfJ1~lJ '~ff't1tim'Vi uft~un '\I ty'H1fJtlHlJ 

tJ,~ii'YIiflft 

3.21 1.22 tJ1UnftH 

5.'Wun~lultf1.1;nn1fltJfhu~it~ii'rli'\lo~~i'uu;nn 3.84 1.11 lJ1n 

111.1 3.71 0.58 1J1fl 

tl1n~1'H~ 4.11 fl11lJflfll11 'U1~fJ1nUflWfll'Wnu 1tfu;ml'IJO~u;)j'rlUOfl 

11'UcUO'U1W{LCJfO{1ff ~lflfl (lJ'H1'tfU) ff1'IJ1~1.1ft'''tf1i1U~1'Unnhffl11u,401i'uufl~i'uu;m' 
1fltl,1uogluuAuUln (:X = 3.71) "a:artfJ,"~11W1,rJUnfJ.rio 'Wu';h Ogl'U1ZAUU1n 4.riO . ". 
1flfJffllJl1 tI,-; fJ~ i:;'AUtl11lJd1fril1~1Uth,gafJ~lnU1n , tJ11OfJ A~U fftl1'Ufiu; nl1ult.luuu 

,,;uffirtlUaZl'HU1ZffUfiomllH'u;ml (X = 4.13) 'WunnuutJ1Zff1.1flllW',-Wtl~'Wo1Uflll 

tJallii-t1u~i'uNfl'rOU (X = 3.89) 'WUfH1Ultfu;fll11flfJthu~it-ta'rli'IJO~~i'UU;flll (X = 3.84) 

umltJi'UtJl./lUaZ";tu'Ulflllltfu;fllloVHfimdo-t (X = 3.51) ltfu;ml.ri01.!aoth~ij 
tJ1Zii'rlifl1'W uazogl'U1ZAUtJ1Unal~ 1 .rio "tfi'IJilty'H10V1-11UtJl::ii'rlifift (X == 3.21) 

http:ft1'\1ltJ1.1m
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1II11H; 4.12 flml ~tJ t'blurlv,mJU1Il(;1'J1UUl'I::mmtll'lNl'Iflwm'nml i..r 1J;ml'Uo~1J;'I:i'fl 
&10P111U~VU hHltUO{1n' ~lnP1 (1I'I11"1fU) n'1'Ul~1Jl'Il1"1f1il;j ~lUmlt01i~iri~o 

~i'1J1J;ml 

~1'U011l01191tiftO.g;1J1J1011 X SD 
OJ 

1::~l1J 

1.'ton!fl~lU ''If'OtJl~ &1l'1::1fll1't't'u"fltft'l'UO~~i'1J1J;011 4.11 0.76 1I1fl 

2.'nirfl~lU i:jfl1111fll ::910; ofU~~:: i'urhi1ty111Ul'I::11"ilflO1J 

''lfn1J\lfl'''l,~ 

4.12 0.83 1Ilfl 

3.'t'tirfl~lui:j011 NOU HUO~ ll'111mtil ~\lfl"'l 'lin'11111 m'i 1,. 111~ 
't'tirfl~lUfo~'Uo 

3.38 1.12 t11Ufll'll~ 

... 1] 1 , ''',... ... ... ci ..; '" 4.'t'tumlU' fl fJ01n' 11F,jlUUlmlUn'P1~f11111f1P1l'11lJtfltJ1fl1J ," ...011 111J1011 

3.24 1.17 t11Ufll'lH 

5.'t'tirfl~lU ''lffl1111t'iltityun\lfl'''''lm lVUl'l::~;~,~ 'U011 

''lfu;ml 

4.13 0.85 
1Ilfl 

1'11.1 3.79 0.54 1.I1fl 

~ lflftl' H~ 4.12 ft1111flfl,11u l~V1n1JfJtum't't m,''If1J;m, 'UfJ~u;'I:i'flUOfl 
11UOJ1VU l-w,,'ltfJ,1f1' 'lO'fl (1I11111'U) fl'l'Ul~Ul'ln1l'1ilij~lU01llfJ1't'rififJ~i'uu;01' 1flVl111 

fJU'U'Ztll1J1Ilfl de = 3.79} ua:adfJ,"tl,tul,rluntJ.ro 't't1J'11 fJU'U1Ztll1J1Ilfl 3 .rfJ lflVfI'1111'fl . " 
11rJ·uhiuft1111t'hfltyfl l11fll1UfttJt lfl1l1fl ,t1'lffJrJ i~ij 't'tirfl~lu''lfft1111t'l1tity''n\lfl'''1'lnntJ"az 
.. " ,SI .. - .,... "41'~ •41 ,,~ tUm' 111J,m, (X = 4.13) 't'tUfl~lU1Ift1111fl'ZflOHllU'fI'Z1u"~i1ty111uaZ111ftU'fJ1J 

''lftiuafl'''l'~ de = 4.12} ytirfl~lU''lfIOV'~ UaZ'ft11't't'U"fltft';'UfJ~~i'uu;m' de = 4.11) 

uaZfJU'U'Ztll1J1.huflaH 2 .rfJ 't'tirfl~lui:jflln~fJlJIl7uo~1 l'I1Im til~\lfl"'l 'lin'11111 mhP1111~ 
... ,,- "':::>1 1 , ""... ... .. ci ..; ...

't'tumlUlO~'UO (X = 3.38) uaZ'numlUllJfl omn' 11F,jl1J1J'flllUn'P1~f11111flfll11UtflV1fl1Jm' 

'" ... 11U1011 (X = 3.24) 

... 
4.2 Fla01111f1creUCI'1J1.IfI!1'U 

.. J .. ., .., , f 41 d Q d .-;; ., 
4.2.1 Fla011'1lft11Z'HuililrJD''1'U1dflfta U"flfll~flU 1Ifl1111f1fll11UlfltJ1flUfltum't'tfll1 

1'1fU;fll1'Uo,mlinuofl11uOJ1 VU iYH lCJfO'1f1' ~lnfl (1I11111'U) n'l'Ul~Uan1l'1il;juflfl~l~O'U 

http:ua:adfJ,"tl,tul,rluntJ.ro
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'" ~ ".... • 111" • .....st d 111"
L'VUlflfllll~0\1,H'IflllW:::ffl'\.nJ flflJ:t Lfl Ufl nut 61~ 'i:::fl1J fll'Hffllll 6l'lfrl 'i ltl t fl 

L'A~tlfim~otl~ii~HlfiofJW.fll'Vtml'..r1J;ml~O~ 1J;'l:ifl LLOfll1tlcH Otl ivJf LCJfofiff ~ltifl 

(11111'J1tl) ffl~lf21JJ:tn'J1tnu 9:::Ufffl~'~A~9II111~~ 4.13 - 4.17 

"l1H~ 4.13 ih)i'tI'fhlJ1JflflJ:tU9llflfi1~titl iifll111fiflL..1tlL~tllti1JfJtu.fl1'Vtfl11'..r1J;fl1'i~0~1J;'l:ifl 
LlOftl1'IJcH O'IJ lvJf LCJofiff ihtift (lJ111'1ftl) ff1'\11f21JJ:tn'lflnUUflflfi1~titl 

'" 0LlI091U'lJfl911111L'Vtff 

, 
~" ...'l0Lft1ftn11 'HtJ1nl1 

lftfl 

T p-value •'lfUI (n=233) 'Hq;~ (n=167) 

i SD i SD 

1.~1'IJfl11lJLi1'IJ,tJ1i11lJ'\ItH1J;fl11 4.01 0.57 3.99 0.62 2.09 0.14 

2.A'1'IJf111lJU1LftlatluJ:t:nH 1 9 ,~ 3.53 0.51. 3.50 0.51 .225 0.63 

3.~1'IJml"tl1.1ff'IJ tl~f111lJ"'tl~ fll'.i'\ltl~ 

6,1.11.1;flU 
3.75 0.55 3.67 0.58 1.148 0.28 

~ 1" A ~ 'f' ...4. 1'IJfl11 11f111lJ'''tllJ'lJUfl l1.11.1lfl11 3.73 0.57 3.68 0.60 .209 0.64 

5.~l'IJfl1l&tll191rl9itle11.11.1;fl11 ! 3.81 0.55 3.76 0.52 .407 0.52 

111.J 3.77 0.37 3.7 0.38 .000 0.99 

91fl"U H~ 4.13 "1.111 e"tl1.1U1.11.1a'tl1.1tl1lJ~iiL"ffu"flfiHti'IJjjf111lJfiftl..1'IJ 
..I .. '" ... .. .. "... 1..1 " fI... ..Lfltl1fl1.1fliU.fl1"ml 111.1lfln'\ltl~1.1'J1I'r1Utlftl1'IJCJ tl'IJ 11'i lOJ1tll1a' 91flft (11111'J1'IJ) ff1~1 

~1.1'''1'J11i1Uifttl'JllJ'1iU''fl9iHti'IJ 

http:ffl'\.nJ
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f111H~ 4.14 i1\liVrlTU1Jf1f1t\U~fl~h:If;'U ijf11111fl~ l~'Ul~V1nUfJWfl1'Vl fl1'j i,rU;fl1'j 'litH U ;li'Y1 

UOfl11'UCJ1 6'U lTH lCJf011ff ~lnfl (1I1f1')f'U) ff1'111~Ut\n')fti1iju~mh:jfi'U 

~v ...fJWIll'nn111'1U1n111U"1 ss d.r. MS F-test p-value 

1 . .fl'UfllUlliI'Ultifi111J'UO.:J 

... 
U1n11 

. 

• •
'j:':1f11.:Jfl'Q1I 

tnVh.!fl~lJ 

'llJ 

.432 

141.473 

141.906 

4 

395 

399 

.108 

.358 

.302 .877 

2 . .fl'Uflll1JUllYOOOIIDZll.:J19'.f • •
':':1f11.:Jfl'Q1I 

tnvl'Ufl~lI 

'111 

.763 

106.365 

107.128 

4 

395 

399 

.191 

.269 

.709 .586 

3 • .fl'Un11f10U,",O~ftll1JtK8~fll1 
v..., ... 

'U8~e'UU'n1' 

• •
':':1f11.:Jfl'Q1I 

tnvl'Umjll 

'llJ 

.694 

127.858 

128.552 

4 

395 

399 

.173 

.324 

.536 .709 

4 • .fl'Ufll1f10U,",O~flll1JtKO~fll1 

.8~f1'UU1n11 
• •

,::1f11.:1fl 'Q1I 

tnvl'Um llJ 

'111 

.824 

136.868 

137.692 

4 

395 

399 

.206 

.347 

.595 .667 

5 • .fl'Un11181191lift8«1'UU1fll1 • •
'i::1f11.:1fl 'Q1I 

tnvl'Ufl~lJ 

'111 

.519 

117.749 

118.268 

4 

395 

399 

.130 

.298 

.435 .783 

1ftrJ1l", • I 

'j:':1f11.:Jfl'Q1I 

tnV''Ufl~lJ 

nll 

.286 

57.457 

57.743 

4 

395 

399 

.071 

.145 

.491 .742 
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~lfl9l11H~ 4.14 'Vt1.rh tI~~tJrhu1,lflfla~ijtl1QU9lfl~Hnuih11111fi~llfu 
lritJ1n1.JfJOUl1'Vtfll1hf1.Jlfll'HJV~1.Jl1:i1'1UV~11U ct1 flU hH lCI1V f1ff ~ln~ (11 'H l'1fU) ffl'Ul 

fJ1.Jal1"M1ilill~tJ'I111I1a::"tJ~luhju9lfl~1~flU 

fll1H~ 4.15 tI~ ~tJff1U1,lflflaU9lfl~1~nU ijfl1111fi~HlfulritJ1fl1.JfJWm'Vtm11..f1.Jlml'UfH1.Jl1:i1'1 

u6~11uct1 flU l~f lCI16f1ff ~lfl~ (1I'Hl"MU) ffl'\11fJ1.Jal1"M1ililu9lfl~Hflulrtv~lUUfl 

911111::A1.J fll1flfl\:n 

'" ... fJtlUJ1Ttfl11 l1U1f111"8~ ss d.r. MS F-test p-value 

1.I"un1'Ulilu3'lhi111.1"8~ 

U1f111 

, , 
1::'H11~flCJ1I 

mtJlufl~1I 

1111 

1.204 

140.701 

141.906 

3 

396 

399 

.401 

.355 

1.130 .337 

,
1 ' .. 4 ~~"2. 1Uft11'U\&1IV808ua::1H 1) ~ 

, , 
1::'H1HflCJ1I 

mtJlufl~1I 

1111 

.450 

106.678 

107.128 

3 

396 

399 

.150 

.269 

.556 .644 

111Unl1ft8Ug\&8~ftl1'U 

"" 
• • 

1::'H11~flCJ1I 1.254 3 .418 1.300 .274 
~ ...8~nl1"8~~1UU1nl1 

tntJ'Ufl~1I 127.298 396 .321 

1111 128.552 399 

4.11 \& fl11 PI 8 U g \& 8 ~ ft 11 'U 

11 ,,'" ... 
Pl8~nl1'U8~~1UU1f111 

I I 

1::1111~flCJ1I 

tntJlufl~1I 

1111 

.052 

137.641 

137.692 

3 

396 

399 

.017 

.348 

.050 .985 

~ ~~" "'" ...5. 1\&n11181 1) gPl8'!f'UU'f11' 
• , 

1::'H11~flCJ1I 

tntJlumi1l• 
1111 

.554 

117.714 

118.268 

3 

396 

399 

.185 

.297 

.621 .602 

1~tl11'U 
, , 

1::1111~flCJ1I .019 3 .006 .043 .988 

mtJlufl~1I 57.724 396 .146 

1111 57.743 399 
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1l1fl\9l1':iH~ 4.15 Vi1yh illli'fJ~hu1Jflfln~ij':i::~tJfl1':iffmnU\9lfl~1~n\,lijfl1111 
fi\9lLlf\,lL~tnntJtJtlIfllVifl1':i i "rtJ;fl1':i'U6~tJ;'li'r1U6\9l11\,1ci' 0\,1 hI1 LC]m11tl ~ln\9l (11 111't1\,1 ) tl1'U1 

~1Jn':i1't11iT01\9lfJ':i111un::nfJtN1\,1'~U\9lfl~1~n\,l 

fl111~~ 4.16 illli'mh\,l1JflflnU\9lfl~HnU ijfl1111fi\9lLlfuL~(nntJtJtlIfllVifl1':i l"r1J;fl1':i'U6~tJ;'li'r1 
U6\9l11Uci' OU1.w1 LCJI'6f1tl ~ln\9l (1I111't1\,1) tl1'U1~1Jn':i1't11i1ilu\9lfl~Hn\,lLrt6~lU\,lfl 

, V 4 

flfW'llTffll1 11tJ1fl11"O~ SS d.r. MS F-test p-va)ue 

1.lnu'1nuih'ltl!i111.1"O~ 
... 

tJ1fl11 

• , 
1::111Hflqll 

fllfJlUflllll 

1111 

1.066 

140.840 

141.906 

4 

395 

399 

.266 

.357 

.747 .560 

:U\''''tl111.1U11;1oooUa::1H1f1'1 
• •1::111Hflllll 

fI1fJlUflllll 

1111 

2.084 

105.044 

107.128 

4 

395 

399 

.521 

.266 

1.959 .100 

1~lUn11ftOtJUUa~ft111.1 • I 

1::'H1Hflllll .930 4 .233 .720 .579 
tl'e~fl11"e~f1'tJtJ1fl11 

tnfJ 1 Umill 127.622 395 .323 

1111 128.552 399 

4.11 U n 11 ft e tJ u u e ~ ft 11 1.1 

t\'e~fl11"e~fitJtJ1fl11 

I , 
':i:m11~flllll 

fI1fJiUfl~lI 

1111 

.345 

137.348 

137.692 

4 

395 

399 

.086 

.348 

.248 .911 

s.~lunl1len1f11cifiefitJtJ1fl11 
, , 

1::'H11~flllll .527 4 .132 .442 .779 

fI1fJ1Ufl~1I 117.741 395 .298 

1111 118.268 399 

lRrl111.1 
I I 

1::11'11~flllll 

fI1fJ1Ufl~1I 

1'111 

.313 

57.430 

57.743 

4 

395 

399 

.078 

.145 

.538 .708 
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\11fl~1'jH~ 4.16 .... lJ ..j, 11\1~mT1\.11Jflfl~~ihl1;r""U~fl~1':Ul\.liifl11lJfl~tlhJ 

L~rJ1 tllJ flt.lUl1 .... fl1'I hflJ'ifil'j" (HllJ 'i)JVI UO~11\.1 ci' V\.I lvlf LIl]fOfj ff ~ ltl~ (lJ 11 1'If \.I ) ffl" 1 

"lJ~ 'j l'1flllill~ rJ'j1lJll~:nfJ~1\.1 ',jU~ flfi l~tl'U 

Al1H~ 4.1711\1~rJri1\.11Jflfl ~U~flfh~tl\.l iifl11lJfl~tlt\.ll~fJ1tllJfJt.lUll'Vffil'j '''''lJ'ifl1'j"O~lJ;)JVI 
UOfl11Wi' V\.I lvlf tll]fOf1ff ~ltlfl (lJ111'1f\.l) ffl"1~lJ~'jl'1f1l1UU~flfiHtl'ULrtO~lU'Ufl 

~llJnfJ'~mgtJ9io,~{)\.I 

~ '" ...flt.lUll't1nl1 'tf1l1m1"8~ 
! 

SS d.l. MS F-test p-value 

1.11""11\11;1" It.lfi11\1''8~ 
... 

1I1m1 

. 

• •1::111HflillJ 

fllrJ1\.1 fl~lJ 

11lJ 

1.533 

140.372 

141.906 

4 

395 

399 

.383 

.355 

1.079 .367 

2.ll".iI111nll.Y80flua::1H1 .. '1 • •
1:1111~flillJ 1.008 4 .252 .938 .442 

fllrJ1\.1fl~lJ 106.120 395 .269 

111J 107.128 399 

3.11" n 11 " fl 11 If" fl ~" 11\1 • I 

1::1111~flillJ .902 4 .225 .698 .594 
t\'8~nl1"8~tl;1I1I1nl1 

fllrJ 1 \.I fl ~1J 127.650 395 .323 

l1lJ 128.552 399 

4.11 " n 11 " 8 11 If" 8 ~ " 11\1 

~ "'.., ...
8~m'''8~tf'1111'nl1 

I I 

1::111HflillJ 

fllrJ1\.1fl~lJ 

l1lJ 

1.797 

135.896 

137.692 

4 

395 

399 

.449 

.344 

1.305 .267 

~ n~"""''''5. 1"m1181 .. 1f"8tf'11111fl1' 
• I 

1:1111~flillJ .601 4 .150 .504 .733 

fllrJ1\.1fl~lJ 117.667 395 .298 

11lJ 118.268 399 

l~uln\l 
I I 

1:111l~flillJ .455 4 .114 .785 .535 

flltJ1\.1fl~lJ 57.288 395 .145 

11lJ 57.743 399 
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~1f1~1'n~~ 4.17 'Wtyh iJ\l~mh'U1Jflfll'l~ij'ntJ'~m~tJ~tlLfl6'UU9lfl~1~fl'Uij 
fl111lflflL11'Ul~tJ1fltJfJ\lUl1'WfI1'i"f'tJ;fI1'i'UmtJ;-J'rIU6f111'U. 6'UhH l'lf671tY ~lflA (llMl'l1'U) 

tYl'Ul~tJl'I'il'l1Ti1illAtJ'i11lUl'l::'iltJ~1'U'1iU9lfl~1~fl'U 

A"... l .I" ".... '" 11'U'lf 6'U 11'i l'lf6'i1tY ~lf1A (llMl'l1'U) 

Hl'I flU 'riA tY6tJflU tJ;fin ~flAU11li'U.u ii Hl'IfI'i:: 'rI tJ ~6fJ OUll'W fI1'i'1ftJ;fin 

'U6~tJ;-J'rI U6A11'U. 6'U 1117 l'lf671tY ~lflA (llMl'l1'U) f1~tJ'~thfl1'il~tJ'i1tJ'i1ll.o'mJl'Il~tJ1fltJ 
!1 '" .! JI..I..... .. " ... ... ... "... lA.I"uUlJ 'Ul'U1'U 4 'I'Il'U 'rIf11A1n::llHl'I9I6flWfll'WfI1'i mtJ'ifll'i'U6~tJ'i'l:l'rl U6A11'U'lf 6'U 11'i 

l'lf671tY ~lflA (llMl'l1'U) Ul'I:: 11111 l1Lfl'i 1::ti'fI1Hl"1l6tJ'W'I1tlWl;~L1f'U9IH ( Multiple Linear 

" • ""'.1'" .1 '" ...Regression) Ul'I::tnHtYllfl1'i'rll'UltJ'WfllmW9I1Uu'i9l11l 1 911Uu'i t;lWfI1'WfI1'i MtJ'ifl1'i'U6~ 

tJ;-Jn U6A11'U. 6'U1117 l'lf671tY 'lflA (llMl'l1'U) 111ltY'U6Hl'IfI1'i1Lfl'il::ti' '~A~d' 

fllmh y XI Xa ~ X.. 

1 " ...flWfll'WfI1' MtJ'fll1(Y) 1 
. 

.440 
. 

.465 · .421 •
.529 

fI1'tJ;fI1'Al'UtY1Hr'Ul'rlrr (XI) 1 
. 

.467 •
.628 

•
.510 

fll1tJ;fll1Al'UfI'::tJ1'UfI1' (Xa) 1 ·.564 
•.611 

fI1'tJ;fI1'Al'UL'rIfll'U lav (Xl) 1 ·.572 

fll1tJ;fI1'Al'U1Jfl l'llf1' (X4) 1 

.,; .1"''''''.1''' '" ......"\l1f1~1'i H'rI 4.18 tYlufl1'i1Lfln::M tYllu'i:: tY'rI1ItY11tYll'W'U 11 (Correlation 

Coefficient) 'W tJ'h fI1'itJ; fI1'i ~ flAU11li'U,r ij H l'I fI'i ::'rItJA 6t;1Wfll'W fI1'i ";'tJ;fI1'i ihh 
Q,lQlfI., .. , ,,,''"' , 

fl111ltYll'W'U1I6g'i::M11~ 0.421-0.628 1lf11 p-value 1'r11f1tJ 0.00 'lf~1J6tJfl11 0.05 1LtYA~11 fI1'i 

tJ;fI1'UflA1Ulli'U.u iiHl'IfI'::'rItJ~6t;1wfll'Wfl1111ftJ;fI1' iifl111lUlli'Utltll'Uiif1'r1HlAfJ1fl'U fl6 

"1~tJ1f1 6dl~iiutJthtiqJ'rIl~tYil;i~nAtJ 0.01 :J~tY6Afln'6~fltJtYllll;i!1'U fI1'tJ;fI1'~flAl 
., .., ., .. I 1" .. 4 ., til - l ..J tI fl. 0'"

t11l 'W'U 11 llHl'Im::'rItJ9I6f.}WfI1'WfI1'i MtJ'ifl1'i'U6~tJ'i'l:l'rl U6A11'U'lf 6'U "', 1'lf6'i1tY ~lf1A 

(llMl'l1'U) 
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A1U'1h Tolerance VIF 

fl1''U;'H1'S~lU'tll'HYUlflfl (XI) 0.56 1.71 

fl1'1J;'Hl'~lUfl1::1J'lUfl1' (~) 0.55 1.84 

fl1'1J;111'~lUlfltllU lfto (Xl) 0.48 2.01 

fl1'1J;111'~lU1Jtlftlfl1 (X) 0.53 1.87 

11 lfUl1' H~ 4.19 n1Hll 'l1l'tltJ1Jtl'll1JtllJiU ~'::11'h·ur'lmh6'tl':: 
(Multicollinearity) ~'lVmHln\ltlTd'fltY1U tl 'lllJuti nlnu'U~'lUtI,~tli1J lt1 '1,j '1~~'lV~'lUtI, 
A •• t, ClI" t

tlU'1 (Tolerance) lJtll1Jl00'l1 0.19 Uft:: tll Variance Inflation Factor (VI F) lJtllUtlVO'll 5.3 U'tlfl.:a 
~ ~ 

':h~'lUtI'6'tln,;~'tltl~ '1,jjjilqJ111tl'lllJ tl1J'nulti'u m'1J;n1'\'I o "'1 tllJ iu i',;~ 4 ~lUjjtll 
• QI .ct r. , • .. ....",

Tolerance lfll01J 0.48 - 0.96 lJtl1lJl00'l1 0.19 ua::tll VIF lfll01J 1.71 - 2.01lJtllUtlVO'l1 5.3 
~ 

u'tlfl~'h~'llLtI'6tn::,;~ 4 ~lU '1,jjjilqJ111tl'lllJtllJiui'ti'u 

• Q fI _, QI ., fl. , 

ftnHYI 4.20 fl1nltl,l::11'tllJm'tlfltltltlm,1J,111'S\'I0r11'tllJYfUti lJHftfl1::fl1J"tlflUUllYfm, 

',\'1J;m''Utl~1J;lifl UtlA'llU~ 6U1'rii' lGJrtli'1'tl ~1ti'" (lJ111"JU) 

"';1&&1.1, B SEb Beta t p-value 
,, ... 

tlltl~fI 1.889 .146 12.968 0.00 

m'1J;111'f~lU'tll''tlUlflf'f (Xl) .170 .051 .180 3.321 0.00 

m'1J;11"~lUfl1::1J'lUml (~) .113 .037 .170 3.102 0.00 

m'1J;11n~lU'fltllu lftv (Xl) .022 .042 .031 .523 0.60 

m'1J;111'~lU1Jtlftlfl1 (X..) .204 .036 .315 5.624 0.00 

R2 = .338, SEE = .3110, F = 50.503, Sig. ofF = 0.000 

• ... tI ... ~ .., .... If' 
\llMI1' HfI 4.20 Hft mnltl' 1::11 'tl1Jn1Hl A tl tltlm,1J,m, \'Iol'n'tllJYfU Ti 

jjHftfl1::fl1J~tlfJuunYfm",\'1J;m''Utl~1J;lifl Utlfl'llU~ 6U1'rii' lGJrtli'1n ~hti'A (lJ111"JU) Yf'U';h 

m'1J'i111'\'IO"'ltllJiui' ~lunl'nU'flfl ~lUfl1::1J'lUm' Uft::~lU1Jtlftl0,ijtll p-value ,.,hti'1J 

0.00 ~~,rtltlo'h 0.05 unfl~':hjj6f1iYfft~tlfliUtl1Yfm",\'1J;m'tlth~jj,rVtT1tiqJ 'U'UiU::~ 
... ~QlOIfI~ 11.4' ,., .A.. ,

m'1Jl11n\'l0l'nnlJYfuTi fllUlfItl U fttllJtl1 p-value lfll01J 0.60 GJr.:alJtlllJl00'l1 0.05 unAnl 
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hiijfl"'~'VHwiflfltufll"nl'j111''Ulflll11 tH'Ul'ti.., Uflfl11U~ flU1vH lC}$fl{1f.'1' ~lflfl (1J111'11U) mh~ij 

UV1T1tity 

06'0 ... .....,
n11T1Aa'OmnJ1Jf)!TUfl111\lO 

, ...... 
"la'Of) p-value Nafl11T1Aa'OU 

HI l"ff~U9InfiHflU ij flftfiflfltufll"n1l1 11'Ul flll 

lIfl~Ul'W'" UflA11UcU' flU hH LC}$fl{1f.'1' ~lflA 
· (1I111'11U) fiu9Infi1~flu 

t= .000 0.99 f.'I'flAfI a'fl~ 

H2 fl 1fJ~u'lnfiHflU ij flftfi flfltufll"n 11 1 11'U;flll 

lIfl{lU;'W'" UflA11UcU' flU hH lC}$fl{1f.'1' ~1fl91 
· (1I111'11U) fi"'InfiHflU 

F =0.49 0.74 '~f.'I'flAfI~O{l 

H3 nAUnl1ftn'W1~U'lnfiHflU ijflftfi6fltufll"flll 

111'ulnl1llfl{lu;'W", UflA11UcU' flU lTH LC}$fl{1f.'1' . 
~lflA (1I111'11U) fiu'InfiHflu 

t == 0.43 0.98 '~f.'I'6AfI~6~ 

H4 fl1;,,~u'InfiHflU ijflftfiflfJWfIl"011111'u;011 

1I6{1U;'W'" UflA11UcU' flU hH lC}$6{1f.'1' 4hflA 

· .. I..,
(1I111'11U) TlU'In9lHnU 

t == 0.53 0.70 '~f.'I'flAfI~fl~ 

Hs l1V 'i~U'lflfiHflU ijflftfiflfJWfll"flll111'u;011 

1I6~U;'W'rI U6A11UcU' flU hH LC}$6{1a' ~1flA 
· (1J111'11U) fi"'Iflfi1·uiu 

F== 0.78 0.53 '~a'flAfI~6~ 

H6 n11U;11 11 \1fl'" 1 tY1Iiu,f~1 U f.'I'1 nYUL 'riff ij 

, 1"4 A4V

flftfll::'rI U9I6flW ft1" nu l1'Ul flll1l6~UHI.., 

~ ... l~ ~ ~......,
U6A11UC}$ flU 1 LC}$fl11f.'1' \l1nA (1I111'11U) 

R=O.44 0.00 f.'I'flAfla'6~ 

II, 
.Q ~ ., .., J~ •

flllUl1111\1n 1a'1I"U1i 1Ufll::U1Ufl1111 

. 1". COlflftfllZ 'rI U9I6fJ flUl 1"fll 1 l1U 101111 fl{lU 1 'W 'rI 

U6A11UcU' oul~{ lC}$6{1a' ~1flA (1I111'11U) 

R=0.46 0.00 f.'I'6Afla'fl~ 

Ha n 11U;11 11 \1 fl'" 1 tY1I iu,fi1U' 'rI" lu 1ft fj ij 

flftfllZ'rIufi6fJ Wft 1"0111 11'u;0111l6~U ;17'r1 
~ ... l~ ~ ~... 0 ....

U6A11UC}$ 6U 1 lC}$fll1f.'1' \llflA (1I111'11U) 

R= 0.42 0.60 '~f.'I'flA"a'fl~ 
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oUtl 
... ....... 

fll1nAiJtlUiJ1J1Jfl!1t1fll119rJ 
, ...... 

flliJOfl p-value Nafl11nAiJtlU 

14 ... II '" '" " II '" fl 11Ul 'H 11 ~ fl TIl tYlJ 'VC U 1J Pll U \I TI a 1 fl llJ 

, '" c:l 
Ha fll:: 'rlUPIOfl Wfll'VCfIll 11U 1 fill'll O~ 

u~'t1't1 UOPl11U'l1 VU hH 1'lf0{1tY ~hOfl 

(lJ'Hl"U) 

R=0.52 0.00 tYOPlTl~O~ 

. 
9111 Hil 4.21 tYl UHafll'J'rlPi tYOUtYlJlJii!llHl111i'v tYl1.n~'1l~910U 

uuutYoumlJ~ij 1'VCft' Ha01'S't1fltYoUtYlJlJii!lU'll ijfl11lJtYOflTl~O~ fl1VthtYilii &thou 0.00 

..i II I , ~ ,11'" ... " ,...... ...
'lf~UOVfl11 0.05 tY1U O1q 'S::PlU01'Snfl1n 01"rt na::nv t1 lJHa01'S'rlfltYoUtY1JlJPI!lU11 lJ1J 

Tl111JtY8P1T1A'0~ fl1Vtl1tYilii nhou 0.70,0.74,0.98 ua:: 0.99 PlllJ~;'t>lU ~~1Jlflfl'h 0.051u'llw::~ 

O1'SU~'Hl1~flfl'ld'lJvru 'Ii'fllU tYl'StYU1't1ft' f(lUfl'S::U1U 011 ua::f(lU1,JTlalfl'S 'VCU'hijTl111J 

" ~ '..!!:I. .. I Q.I .,.., fI t, ~ 1 ", I 

tYoPiTlaO~t11VTll111J1J'S::tY't11JtY'HtYlJrtU1Jog'S::'H11~ 0.42 ~ 0.52 1JTll p~va1ue UOtlfl11 0.05 'lflTll 

rhU01'SU~'Hl'S~flfl'lftlJvru1i'fllUl'rlTllU1av 'VCu'h 'tiijTl11lJtYOPlTl~O~~1t1thft1Ju'S::ff't1 'Ii' 
~ .., ~at I 

tY'HtYlJrtUllJTl1 p-value lJ1flfl11 0.05 

http:0.70,0.74,0.98


. 

unn At 

5 


"1,J t)n,J'ntlNt1Ilt1~eUt)'"Ut)UU~ 


fll 'i i Util!V,Ull'i fftn!ll FUU)') ~ VI 'U fll 'i 'U ~ l1 U ~ fl/h ffm;U 11'~ ij PU\ ~Vt] Wtll 'W fll 'i 

'lfU~fll'illV~U~'l:iVl UV~11UCJf vuhH LOJfv{iff '10~ (1Jl11'1SU) ff1111~U~'i1"1fli1il ii 

... tI .. '" ~ i-~ Q ... ... ..... " • .1" ..'" 1! ...1filQ 'i:ff~fl 1) LfWffflll1t]Wtll'Wfll'i l1U'ifll'illV~ U'illVi UV~11UOJf VU Ul'i 10JfV'i1ff 'U1flA 

(Ul11"1fU) ff1111~U~'l'1"1fli1il 2) ,ifmtl'ivUL-rl VUt] wftflllW: ff1U 1Jflfl~1~V10UtJWtll'Wfln 
1lfU~fll'illV~ U'i'l:iVl UVA11Uoi' VU l-rif LClfVfiu ~lnft (Ul11"1fU) ff1111~U~'i1"1fli1illlV~~fl~1~ 

Ufilflfl HOU 3) lifVffflll1fll'iU'il11'i~fl~lffuliu1i' ~iifmAVtJWtll'Wfll 'i 1 lfu'ifl1'illV~ U'i'l:iVl UVA 

11Uoi' VU l-rif LClfVfiff ~lnft (Ul11"1fU) ff1111~U~n")fli1ilu~: 4) lifvffflll1i1f.Yl11u~:~tlunflllV~ 
tJwm'Wfll'iilfu'ifll'illV~ U'i'l:iVl UVft11Uoi' VU l-ri{ LO)f[lfit'l' ~10ft (Ul11"1fU) U1111~'U~n"1fli1il 

fl~1J;l1V~H ftV \'Ifl~1~U11fu'ifll'illV~U'i'l:iVl UVft11Uoi' 6U l-ri{ LClfV{iff ,hOft (Ul11"1fU) ff1111 

f2u~n"1fli1il ~lU1U 400 flU ffo~~ifiUfll'iiLfl'i1:..t'~V1J~ '«un !VV~~ (Percentage) fl11U~ 
..a t.a . A J 

(Frequency) fl1L~~V (Mean) U1UL1JV~LUUU1fil'i!lU (Standard Deviation) fll"i1Lfl'i1:11fl11U 

tItI• t4 Q, fI ..Ufilfl9n~fl1V1 (t-test) fllnLfl'i1:l1fl11UU 'i nUVlHlftV1 (One-Way Analysis of Variance: 

ANOVA) "ftt'l'tluti1fl11UUfilflfl1~lmV1Jl-rlVUL{Junv~lftviiflll LmVUL-rlV1Jl;r~tftlUUU1Jl"1f-riL-ri 
.... .. ... tI .. .t ... .., ...... ." 

(Scheft'e's Multiple Comparison) fllnLfl'i1:l1UU 'i::U"lit'l'l1t'1'U'WUlil'WvnTU (Pearson 

Correlation) u~::fll"iilfl'i1:..t'fl1l"ft"VVl;r~'Wlt (Multiple Linear Regression) 

1U flll iuVL~tl~ fll'i ffflll1N~m ~VI 'Ufll 'i u'i111'i \'I fll( 1 UU liu i ~iiN~~ tlt]Wfl1'Wfl1 'i 

ilfU'ifllll1tl~U'i'l:iVl UtlA11Uoi' 6U1'VH LClftl{iff ~10A (1J111")fU) ff1111f2U~ 'i 1"1fli1il U1t1N~ '1« 
., .... 
fHU 

5.1.1 ifQ.ru.ilY~fltlQ 'WU11 ff1Uil1tJjl{JUL'Wft'''1f1V flftL{JU!tlV~:: 58.2 ijtl1q 21-30 iI 

flftL{JU!tlV~:: 38.8 iil::;lUflllffflll1t1'iqJqJ1fil; ftftl{JU!VtJ~:: 52.2 iiV1;;'W l'in\lfhu;1 ftftl{JU . 
fVtJ~: 36.5 iil1v'A'L~afltlL~tlU 5,000 -10,000.- 1J1"/L~tlU ftftL{JU!VtH':: 38 

5.1.2 fll1U;11l1gflflUi21nyi (CRM) lIV~U'i'l:i""VA11Uoi'6U l-riflClfV{it'l' ~10ft 

(1Jl11"1fU) t'l'1111f2u~n"1fli1illfttJnu'U'i::AU1J1fl "~:Ldtl-n\lllW1L{JU'i1tJA'ltl 'WU11 vd'u'i::~u 
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• v 

1J1fl 'lfl~n! 1~tJtl11Jl'HHltJ{iih~'Ufl111J~htit'\lm1J~lmiitJ~lfl1J1flhlu~w A.:JU inU't1f11'U lav 

~l'U'l,Ifli'I1m ~1'Um:;'U1'Ufll' Ua:;~1'Utl1'tl'Ul't1ff 
..r:t. " Q,I Qi 0' ~ .., fIQ .t4l ...J 0' 

5. 1.2.1 fll''Unf1'~flmtl1Jl'f'U1i (CRM) 'llfl.:J'U'1!I't1Ufl~11'UCJ1fl'U l1'lCJ1fl'1tl 

~10~ (1J111'tt'U) tl1'll1~'Ua'1'tt1i1uil'Utll' tl'Ul't1ff1~tJ,11JtJdl 'U'fZA 'U1J1fl l~tJ-n111' W11rJ'U'ltJ~tJ 

l'f'U'), tJdl'U':;A'U1J1fl~1'U1'U 3 ~tJ tJdl'U':;A'Utl1'Uflal.:J~1'U1'U 1 ~tJ uaztJdl'UlzA'UutJtJ Vl'U1'U 
• v • 

1 ~tJ 1~tJtll1Jl'jf:nltJ.:JihA'Ufl111Jff1tit'\l91l1J~lmiitJ~lfl1JlflhiutJ tJ A.:JUl'fUfl.:Jl'U '~~~tJ2.!a;1 

lrJ'UtllZltJ'ttu~t)fh'Ul'Ufll'1J1If'Ulflll 'Ul~'t1jjflllu~flWfltlll (1 'UtHh uN'Ui'U) l~lnt1'U 

'Ulflll~l.:J'1 ua:;U't1itllz ltJ'ttu'lltJ{i'Ul~'t1 'Z'U'U Call Center (1175) 'lltJ.:J'Ul~'t11~~tJ2Ja~oi~11J'U 

UaZ\lfl~!H ri1'UflllU'.:J~tJlJa,jnff1,uri~flft'lN1'U 't11.:J l't1lftl'f..;'jjtJDtJ ';11~ti1'U't1n'U~tJlJa1i 
tJ01.:Jl1~1~1 ua:'Ul-W't1"~ri.:J1'Uu'.:JtJtJ~fh1f'Ulflll't11.:J 1 t1l1!lWVl ~ti1'U''Uu~a:1AtJ'U 

5.1.2.2 flll'Ul11llQflft'lif1Ji'U'ri' (CRM) 'lltH'Ul-W't1UtJ~11'Ucj't)'U lvlllCJ1fl11ff 

~10~ (1J111'tt'U ) ffl'lllf2'U al1'tt1l1Ui1'Um:'U1'Uflll 1~tJ'11JtJdl'U l:;~'U1J1fl uazl~tJfi1J1lWllrJ'U 

ntJoG'tJ l'f'U-h tJdl'UlZ~'U1J1flV1'U1'U 3 ~tJ ua:tJdl'Ul:A'Utll'UflaH~l'U~'U 2 ~tJ 1~tJff11J1HI 
d v II 

1;tJ.:Jt;'A'Ufl111Jff1tit.1l~11Jfhl~aV1I1fl1J1fl1t1utJV A.:Jil.u'U~tJ'Ul'Uflll1~'Ulflll hitJ.:JtJ1fl i'Ucffl'U 

flllA~~tJfftJ'Utl11JoG'tJlJaN1'Ulz'U'Ul't1lftl'f..;'tl~ l'UUA (Call Center) fl111J\lfl~tJ{iUa:l1~1~1''U 
,,_I'''' '" ".... ... ". d ... Ji!'I.lI! ... .. .. 1.1 " ... •fll' u1'Ulflll ".I1tJ.:J ,11'U'flllll'fV.:Jl'ftJ ''U''.I11{i't11J~ l'IJ'Ulfll'1J1fl UaZlfl'jtJ{i1JtJf2 fl·HlI.'l'fV~,"tJ91tJ 

fl1"~'Ulflll 

5.1.2.3 flll'U1111lQflft'lif1Ji'Ui' (CRM) 'lltJ~'Ul-W't1UtJ~11'Ucj't)'U lvll''ItJ11ff 

V10~ (1J111".11'U) ff1'll1f2'Ual1".11111U~1'Ul't1f11'Ulavl~tJl11JtJdl'Ul:A'U1J1fl ua:ldtJfi91'jW1,rJ'U 

lltJoG'tJ l'f'U'), tJdl'Ul:A'U1J1mh'U1'U 5 ~tJ 1~Vff11J1nUlV~lh~'Ufl111Jff1tity~11J~1,~aV91fl1Jlfl 
II 

, 1.1 UtJV A~ilti1'Uff11J1l0lY'Ulfll'jl:'U'U!1'U<litJ\ja\1flIl1U'U'UtJtJ'U 'a'U1~ ti1'Uff11J1l01Y1J1flll 

~ ~ , ~ ~..... _I " ... d ...". ... 'I "d.l ,
lZ'U1J!l'U'IItJlJa\1fln1U1J'UtJtJ'U a'U It! 1JlmtJ.:Jf2lJmWtJUl fl't1l tJ'U flff1J 1".l11V1Jl flll l11"1'll'U 't11'U 

1.J! 4'4;' tIo • Q, , tI tI • " Q QI .J
ff11J1'j0".l1n:m 'lJ1J'jfllnn'U't11.:J1i'U1fl1lua:: lm'Ul~tJWJftJl1tl ~'lflU11.:J UaZ'lltJ2.ta1Jl1!l't1't1 

Ul'tl'UtJN1'UatJ~1{i'11'tf'U 11U~fftJYC1J'W U91Vff1l t)'Ul't1tJln1f1 oi~'1I'U\lfl~tJ{i 

5.1.2.4 flll1Jl11ll\1flft'lif1Ji'Un (CRM) 'lltJ·ml~'t1LLtJ~11'Ucj't)'U lvll''ItJ11ff 

V10~ (1J111".11'U) ff1'll1f2'Ual1".11111U~1'U'l,Ifla1m1~wn1JtJdl'UlZA1J1J1fl uazldtJYC1I1lW11rJ'Ul1tJ 

<litJ l'f1J11 tJd''Ul:A1J1J1fl~1'U1'U 5 "'tJ ua:tJdl'Ul:A1Jtl1'UflaH 1 <litJ 1~Vff11J1l01lV·:nhA1J 

fl111Jd1tit.1lfl11J~11~av 11 1fl1J1fl ,t1UtJV A{id' ,"um1'U~ualtJ1111 1riti1'UlffjjtJ'UlrJ'U'l,Iflfla;;lft'1!I 

l'fUfl{i 1'Ujjfl111Jl'fftJ1J~11:1~1J1flTma:: ,btJ111atJ\1 flft'l l'fU fl~l'U'l"91\'{fl1l'f6tJ'U utJ1JO 1JQflft'''lfl 

:: '" ... " "" d '" !II 1.1 1 ", I :: '" ~ '" 11flH l'f'Ufl~l'U1Jflll '11'lltJlJa't1".11~111'Uua:11J'U l: V".I1'UfltJ't11'U'lflflH l'f'UflUff~.:JfllnltJ'Ul1J ,,1V 
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" . 
tn'S flal1ff1ffRua::'Utl1ltJw l'J flfli'~fi1Jl1~11;flU ua::'W'!!mluljfl111J"1'l.J1tym 'Wl::~nA L'lfU 

Mobile life, Save team 

5.1.3 tJWlll'rtfl,.~1"'u~fl11 'Utl~1I;1:Tl1Utl~11UCJf'(jU hH1CJftlf1ff ~ln~ (1J'Hl'1fU) 

ffl'UlfJ1Ian'lf1ilij1tUJ'S11J6d1u'S::~1I1Jlfl Ufl::Lrt6fftOl'SW1Lf!untl~lU 'W1I-h 6d1u'S::~1I1Jlfll'Jfl 
. " 

~lU 1~tlff11J1HU; tI~lh~1Ifl111JihtityAl1JfhmntltOlfl1Jlfl'tlu6t1 ~~ij ~lUfl111JLf!ultl1in1J 

'U6~1I;tn'S ~lU fll'S L611\l 1ff9i6~i'1IU;fll'S ~lUtn'SA611ffU tl~fl111J~6~tn'I'U6~ ~i'1I1I;tn'I 

~lUfll'I11ffl111JL~6ii'UUri~i'1I1I;fll'I ua::~lufl111J\hL~6n6ua::11~1\l'~ 
, ,, ... ... .... ..... 1-.1" ..... 0'"

5.1.3.1 flWf11'Wfll'I 'H1I'Itn'S'U6~1In'l1U6~11UCJf6U n'SLCJf6'nff \llfl~ 

(1J111'1fU) ffl'Ul~1I a 'n'lf1i 1ij~1Ufl111Jlf!U ltl1i'I 'S1J'\I6~1I; tn'I1~tI'l11J6g'U 'I ::ftll1J1fl ua::lrt tl 

ff\l1'IW1Lf!Ul1t1oU'6 'nU'), 6g1u1::ft1l1J1fll'JfloU'6 1~tlffl1J1'lOL;tI~~;'~lIfl111J~htityAl1Jfiwngtl 

\llfl1J1fl 'tlU6t1 ft~;f ~~'1f1l;fll'I~6ui'lIQfllilL'H1Jl::ff1JUa::,i1t1~'n6 (lfl1U1Atlf) ff01U~\ltl~'Iolj 
,i1t1~'n6ua:ff::~1fl.i6 Qfllil~1J1'f1l;fll'I ljfll'I 1 1f1l; flU uri~flli1u6m1an;'fll'I 1U1u"h~lU . " . 
tlfl;i ,,;u l1an;mt1t1~ a1~l1al1rJuA'u .lu1u'n'!!mluLi1t1~'W69itlfll'Il1f1l;tn'S~fllil ua::Tfuii 

1l1t1'U 61fl1'Sljfl111JLl11J1:: ff1J9i6fll'S 1 1f1l; fll'I 

ClIo,1" ~ QI .IQ 1-..1 tf ,,- 0 Q,l'

5.1.3.2 flWlll'nfll'I 1111'Ifll'S'Um1l'I\ll1U6~11UCJf6U n'ILCJftl'I1ff \llfl~ 

(1J111'1fU) nl'Ul~1Ian'lf1i1ij~lUfl111JU11~606ua:::11~'\l'~ 1~tln1J6g'U'I:ft1l1Jlfl ua:L~6 

ff\ll'lfl.mf!Ul1t1oU'tl 'n1l')' 6g'U'I:ft1l1Jlfl 1 oU'6 ua:6g1ul:ft1ltllUflflH 4 oU'6 1~tlffl1J110 
, " " 

,;tI~thft1lfl111JthflqJA11Jfhmatl\llfl1Jlfl 'tlU6t1 ft~ij 'n'!!mlU',n1J1n~ \li'1J1~U l'Jflfli'~l1a~ ~nfl 
• .... • ... !'::I ... col 2 • • ... , " ... ,t... !'::I
'lfU:::fl1111flllAl~'l lJl:::1I1In~fl111Jfl~L11U'U6~Qfl'1111alt1'1f6~111~''lfU fll1\l~ 11lJ~111n~fl111J 

... col ... 1"" ~" 1" ... ... tI ..... 2" ..J!f ~ 
fl~L11U fll'Hl~ 11lJ nlt1~1Ul1JUAU tr1lJl10 11111fll'lA11J1AQ 1:n~fll1Qfl'l1A6~tnllJ1Jlt11J~ 

tll:::tnflutr~~tlA'S1fh'f~lt19il~ '1 i~l\luua:1t1;~1n uatih:::1I1Itnl';H1U~\lflA'6~ mjuih 

ua:::'~606'~ 
, _t' ... ... ... ..... 1-.1" ..... 0'"

5.1.3.3 fJWfl1'nflll 11111flll'\16~1Il1:111U6~11UCJf6U n'ILCJf6nn tOlfl~ 

(lJ111'1fU) nl'\11~1Ia"'lf1ilij~lUflllA6UffUtl~fl111J~tl~tnl'U6~~i'1I1I;tnl1~tl11lJ6d'Ul:~11 

lJlfl "a:l~6ff\l11W11f!U"tloU'6 'n1l11 6g1u'S:::ft1llJlfl 3 oU'611f1::tld'Ul:::~1Itllufla1~ 2 oU'6 l~tI 
, " 

tr1lJl10l;tI~l:hft1lfl11lJdlflqJ~llJfill\1atl\llfllJlfl 'tlUtltl ft~ij fll1,.n\ln611oU'62Ja~fllil'n,rmlU 

ffl1J1'iO~ llUU fll1 ,~,ru ii 't'f'Ufl~lUljfl11lJtrU1\lUa:::m:::~6;f);U1ufllnhtluA'iJqJ1111 1f till 

J!.... ... ...... .. ~:. ... ... tI" .......
f.!111111fllll1U l1lJfl11lJ'nl tllJl1~ trll1'nl1~flltlAa6~ \lUfll11A lt1lJ1tr'2~ mw 11a:::lfl16~lJ6AH 

'1 ~\l:::l1f1l;tnl,rUt1 ilqJ111~'\I6i'1I1I;flllln~\l"llJl1al~fhl1u~'~ ua:::'1f1l;flll'~fllf)1IfHllJ 
fl11lJA'6~fll1'Uf)~~i'1I1I;flll 
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5.1.3.4 fJtufllVHll'l h1'1.Jl O1'l'Uo,:j1.Jl17l1l10~11u'11'6u hHl'lfO{itY ~ ln~ 

(1J111~U) tYl'U1~1.Ja'l1~1ilij~lUn1'l hrflI11Jl~oii'U!ln~i'1.J1.Jl n1'll~tJ'j l1Jod'1U'lZ~U1Jln uaz 

LrlO,"~11W1lrJU 'lltJ,yO ft1.Ji1 Od'U'lZ~1.J1Jln 4 ,youazO~'U'lZ~u'l.I1una1~ 1 ~O 1~tJtY11Jl'l(l 
. ".

ii tJ~ih~1.JflI11J,hfl\y~11Jtiwn atJ~ln1Jln''l.I~OtJ ~~ij tY(l1uiiui01lijl'l.1uuu';Uff,jmlaz 

1'H1J1Zff1J~001'l'M'1.Ji01l ~\l'mluij'l.l'jZff1.J01'lWl~tJ~~O'un1'l'l.lfi,j~~lU~i'1.JHfI~01.J ~\l'm lU 

, ,,... 1 0.......... Y.'" ... ... .1"'.1 ,., '" ... •• Al1U101'l fWfllu~mtYl11i'Uo~~'l1.J1.J'l011 1J01'llJ1UlJl ~UaZ~j5JJU1011 11Ul011 OtJl~~OlU O~ 

'lfui011~O\laO~1~ij'l.l1Zal1ifll~ uazutft'UilfIl1110~1~ij'l.l'jzaniNa 
, JJ Q Q ., ~Q 1....1 tI t/o" 0 Got 

5.1.3.5 fJWf11~nU 111.Jlnu'Uo~unlnUO~11U'lfOU ,,"'lfOllff ~ln~ 

(1J111~U) tY1'U1~ual 1~1i1ij~lun"l61'~'ri~o~i'1.J1.Ji01l l~tJn1Jod'U1Z~1.J1J1n uazlrlo 

,"~11W11rJuntJ~O ~Ui1 Od'U1Z~1.J1J1n 3 ~ouazod'u1z~u'l.IlunaH 2 ~O 1~tJtY11Jl1(l . " 
1;tJ~1;'flUfl111J'T1fl\y~11Jtil1uiitJ~ln1J1n ''l.I~OtJ fl~ij ~\l'n~lu 'lfflI11Jff1flfllunt]flflnlm1tJuaz 

.. , , ~ '" ... tv... ... ... ,., ~ 11 0' ,,'" ~J!I.d ,~'H U01l l1U1011 ~Um1U1JflI11JmZ~010'lUn~Zl1.J,,~ \y111uaZ111f11~OU 11n1.J~fltl1 tI 

'nrfl~lu'lflntJ'1~ UaZlflll,,'uflntff;'Uo~~i'uui01'1 ~\l'mluij01'1Nou~uo".la1Jm01~t]nIl1 
, , o.d..." tv:'t 1 , "Y.... ... ... d 
1Jff11Jl'1"n1~11Jn't'fUfl~lU10~'UO uaZ~UmlUllJfI OO1ff 11~1U1.J'1011"ff~~fl111Jflflll1U 

l~tJ1n1.J01l 'M'ui01l 

5.1.3.6 nu1.Ji111'1 ~nll1 ff1J";ui 5jNafll:: n 1.J~f1fJWf11"01l'lfui01l'UO~ 

1.Jiii'n UOfl11U.f OU1"', ''lfo{itY ,hnfl (1J111'1U) ....u'l1 O1l1.Jil1ll~flIl1n1J";ui i1Uff11tYulnff 

t\'lum::u1u011 uazt\'lU1Jfla1m 5joni't'fa~f1fJWf1TW01'1'M'u;01'16{h~5jutld1fl'lln1~tYa~~ 

lZflU 0.05 'U'UW::~ nuui1111~nIl1n1J";ui ilUl'r1fllu lao ,J;joni"a~ofJwf11"01'1 
'lfui01'1'UfI~u;ii'n Uflfl11U.f OU1,.,{ l'lfolitY ~lnfl (1J111'1U) f1~H;jUtlfflti\YnHtYai~'::fl1.J 

0.05 

5.2 eihhufPU'I 

'U011iitJl!O~fll,f1n1:l1Nan'1::n1.J011U;l1nt]nIl1n1Jliui~;jNa~f1fJWf11'W011 

'lfU;01'1'UtHu;ii'n Uflfl11Uati OU1,.,{ ''lfOlitY ~lnfl (1J111'1U) fl'1'Ul~ua'1'11i1ijon'l.lllt1Ffa't\' 
.., .." ..~U 

5.2.1 'il1nFfa01liitl011U;111't]nlllnlJ'tiui (CRM) 'UfI~u;ii'nuofl11uati6U1,., { 

1'lffl,itY ~i1n.. (1J111'1U) fl'1'U1~ual1'11i lijlf1t1n1J'Ul::fl1.J1J1n ua:arlflVi'il11omrJunot\'lu 
, " 

ff1J'l1 f1d'U'::flU1Jlnllfli1u lf1t1tY11J1nll;t1~ihfl1.Jfl111J'T1ti\y~11Jti11gatl'il1n1J1n ''l.I~Otl ~~ij 

t\'lU lnfl1U laii ilU1Jflalnl ilU fll:: 1.J1U 01'1 ua::ilu fl'U tYUL'rift' ff1m~~LrJul,su;ffln 

http:hrflI11Jl~oii'U!ln~i'1.J1.Jl
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" ~..l ,,,... "" 11" 1 1 ""1 1 1" ....,Qn..Jf),n.ml1n~ntl1vnJ1 'lftl1n11lJfI'l11J'rNVHl '" '\..I~l'\..1L"f1 '\..I flU ~ULllVn:: '\..1011 "lI'tl1n1n::tltl 

" " ........ ".. ".., ""..;... • I ...
!1'\..1'11f)\lfI~nfl1Utltlf)6'\..1 ~fI'\..I LA ll1f.:J"'::tYf)Aflflf).:JntlflWCflfl1'\..11lJV (2547) nfln'll n11tlH111 

f111lJd'lJ";'\..ID'IIf).:J~nlil LrJ'\..In11tY1'\..1d'lJ";'\..Inntl~nIi1f)vH91f)Ld6.:J~1vm1L;V'\..I1 '~V1ntl~1~nt~1 
f111lJ~f).:Jn1'S ufI::'Wqfim 'SlJ'IIf).:J~nIi1' '\..I\'lnlrl'\..1"'lnm1iitlfid'lJ";'\..I D ntl~nlil fh ''lftYllJ11°ltll 

tI 

~6\1f1~nli1 Ufl::tll~f)\lfI''H n1U'\..IlJ11"1 '\..Inl1";Wl'\..llii'\..llilLLfI::tl~n1'.i fI flf)~ ~ '\..11 tI,Un'.i lJ 

mn'l ,nft''lfl'HlJ1:: tYlJnu ~nIi1U91fI::'S 1V 'H;f)U91 fI::n~lJL~f)91f)UtY'\..If)~f111lJ ~f)~m'.i'llf)~~nliI'll 
. , '" ~... .. """ .. . 1 ~ _I '" .. : "..l , " 

f)Ul~flH '" Ufl::V~tYf)ftflt1f)~ntl ~"1i'W~fI' flfI1mlWU (2550) 'WU11 '\..I~n'\..ll1Jfln'l!lW'\..I'\..I F,J"lJ1 'If 

u~m'Sijfl11lJ;;Um'",ilif)'Wun~1'\..11i'\..llfll'S~1'1fu~m'.i uili~mU';Vtl!f)VUfl::tl~lJln~t!A i.'b'\..l~l'\..1 
fl11lJth'~f)ii61f'\..l ~~lJl'~tl~m'Siifl11lJ;;~'Wf)''''~f)'WUn~1'\..11i'\..llf11'.i~1'1ftl~nu ';H1'\..11ti 
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lAG'j ~~4lJOft111J0~lm1t11''t'hu1um':i~tJ1JU1J1Jff01Jm1J 1tI'A~01J't'Jfl~olM'~Ht11Jfl'll1Jl;1u\l;~ 
'" ..... • ~ _I 1 ". · ... "" Ylf.lA lUO~\llflfl1~01J4lJ0~'YI1U\1tl1JU1J':it tJ'b'UOV1~1J1fl~Om'11m1::11"0J.dfl 

~ ~ 

U1J1Jff01Jm1J'flilu,j~tJOf1l;1u 4 rilU ~~il 

ri1U~ 1 U1J1JfftJ1Jm1JflWftf11:IWtlht'b'lf1l ~lUIU 5 ~O 
• '" ... 11 .... " • .J!frlUYI 2 flll1Jl1111\'lflfl1ft1J"Uti (CRM) \llUIU 20 'tI0 


thu~ 3 fltum"m,'M'1J;flU<1 ~lU1U 25 '110 


• "'.. _I ~ '" .. ,... .J! • .J!frlUYI 4 fllfl11J1Jfl1Vl1JAlflVlfl1J1J~111Uflt'tlOLftUOUUt \llU1U 2 'tItJ 

.., ..." 
U1Vti~'b'V flflffml~l1 

Uflflf1'tll11ftfl'l~'1J;1111~':in\l1J111,jwcYi~ (MBA) ffl4lJl1J;111':ill,n\l 

http:111J1.JtU)1Jf.nU
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III 

, 
, .. 	 _taf'U' 

IIl'U.,.1 : lJililtllll'U~flfI'" 
III. 

ih;UM fl1Wl91tl1Jfh011J9ltl 'tlu i~WlhLft1tl':I'H1J1U / ~.:jhnhwh:j'HU'1'11tlftll1J'H1tl 'ff'l1tlftll1J 

91l1Jft1l1JLrlu~1.:j'Utlnhu 

1. 	 L'Vtf\' 

1.( ) ')flU 2.( ) my.:j 

2. 	 mq 

1.( ) ~lfl1l 20 il 2. ( ) 21- 30 il 

3.( )31-40il 4.( )41-50il 

5.( ) 51 il~u'tl 
3. 	 l~~1Jflnfff1\·n 

1.( ) tll~(l1Jfff1\n 2.( ) ij'15V1Jffmn 

3.( ) tl;'Vf.lJl91~ 4.( ) ~.:jfl1ltl;'Y'Y191~ .. 
4. 	 tll'J'Vt 

1.( ) Uf1l~VU/Uflfftl1!n 2. ( ) '41n~ff1Ui1 

3.( ) 'VtUmlU1J;lT'mtlflW 4.( ) i'1Jll'Jf111/'VtUfl.:jlUi'J1f1'll'1n~ 
• t' • 	 t' 

5.( ) lW1J1UI'Vttl'U1U 

5. 'nu'~ 
1.( ) ~lfl1l 5,000.- 1Jl'n/l~tlU 2. ( ) 5,000 - 10,000.- 1Jl'n1l~tlU 

3.( ) 10,001 - 20,000.- 1J1'nilYltlU 4.( ) 20,001 - 30,000.- 1Jl'n/iAtlU 

5.( ) 30,OO1.-1Jl'n~U'tl 
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4 
iJl"1~UD11'1rfilU 

fhimN 1,h(iil..;'tf1~6-1J'H1J1V ./ fI-1J''U';6-1J~~Hn1J~~rim1111Jfi(iiltih.J'\J6-1JfiTU1Jlf1~tl(iil 

... Sf ........ " 
m1U1'Hl1gfltlltl1JfiUfi 

.... ... .. 
'i::~Uf1'lUJtUll'HU 

, 
Sf4 

fj''lrfJ'l'lrl'!l 

1Jlfl 
..; 
nq~ 

1Jlfl 1.hu 

flDH 

!II 
UtlfJ 1l'tlfJ 

, 
4 
nq~ -1 0 +1 

~lucrl1t1U'nft 

1.onur~;16\!ft,il'lft'nuti\10~1r-h'U111~ 

1 '" 0'"", o''If' ",~111f"fYt111J6fl6 111 't11'Ulll11J'\J6\!fI 
, d 

61.1Hl1(ii1t11 

2.1Jiilli(iilft~'1JUr~1.I6(ii1th'~1J~m1't11~ 

lt1nniiVl'lffi1'U, 'Uu"ft:afi tl'U 

3.uiinijm1U"fl&60ft'11 ('mJib mi'Uiu) 

1~1.I1nUuim1"1~COJ Uft::ff11i1.h::11.1"U',.6-1J 

... '" UUlll 

4.'Wunn'U'.n'lf;16\!ft~lrJ'U1.h:;11.1"U'"6 
,h'U''U0111Jl,fU;Ol1 

5.1:;mJ Call Center (1175) "6~u~illhf 

;16\!ftYiifllnl Uft::\lOft6-1J 

~lun1::U'lUfll1
" d, ,,, ... 

6.f1111J\lO~6~Uft::11(ii1tl1 'U011 111..11m~ 

A , ",

7. 01Hl (iii" 6 ft'61..1fll1J'U tllJ ft A1'U 1::1..1 1..1 

1111ffvni' 

6',.1 'Umi (Call Center) 

.. .. 1.1 0'... , '" ....8.lfl'i6~1J6~ 01Wl'W1.I~'W6f16011 11U1011 

.... ,,,.. ... ,'.c:lA
9.1J"6~ 11U10111'W1.I~'W6 'U"1~1l1J 

f\fu~m11Jl0 

. 

10 • ..7'Ufl6'U''Uon''lf1..l~011 ',j~~l.I10 
ciu'*6'U 
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m11J;11119nt\'lHJ.I"Y~ 

.... "" .. 
1::fl1J flllJ.lflfl111Y 

",..l 
~'ti£lltilf.Y 

J.lln 

..l 
flqfl 

J.lln ,.hy 

mn~ 

'" YO£l ,rO£l 

..l 
flq¥l -I 0 +1 

~lYlflfllYlao 

... A 1.1 ...,.. .. ... 
11.1.I'fl~tJ~f2 fTHutJlfIfln~tJ1Jfl\'Y1.I1'11'1t1 

.,. 1"·.1
1J~fl1~ ...,l11'UU 

12.'ri1U\'Y11.11~(\~1~::fh1f1J;fl1nh1Jn1~ 
.. .. ...... ,~ . 

1iU1fl1~ua:: 'fl1UL9'ltJ"CJ1tJ~1\'Y 'VJflU""~ 

13.jj1J;fl11 Online Shopping \'Y::9'I1m'h""i'u~ 
II. ... 

CJ1tJ1.I 

fhua9'l H'fltJtl1J;fl1~ 

14. 'ri1U \'Y11.111(\1fu;fl1~ ~::uUJ1UoG'tJlJ~~fl~ 

U1J1JtJtJu 'au1~ 

15.oG'tJ1Ja1J;lln~'h'\'YUtJfhuatJ9i1~~ L,ru 

lfU~StJ,"1.I,;' U9'lfJ\'Y11 6UL9'ltJ!n19'1 i,U\lU 

\lfltltJ~ 

t\'1....~ftQln1 

·16.MUfl,nUU\'YfI~fl11tltJUi'1J ~1fJfl11m'il1 
II • 

\'Y1\'Yflua::'UtJUfJW'lflfll~111.111fu;fl1~ 

17.MUfl~,ujjfl1'1.Ioi1U1qJ'\1Yn:::~lU L,ru 

Mobile life, Save team 

'" ... f"; 1"'"18.MUfl~lU1.Ifl111.1M tJ1.Inll:: ""U1fl1~U~t 

';1fJl'HntJ\1fl~1 

'" ... 1",f ..; '" ~ 19.MUfl~lU1.Ifl11 If tJlJan'll'flLllUua::, U 
II

1.1 1 .. ,' '" 1::: fJ'IU9'ltJn1U'VJflflH 

20.MUm'U1l9'l1l''1mMOtJUU'tJ1JfiU\1fl~1 
II... 

'lflflH 

21.MUfl~lu~ua'tJ11\l1fi'ri1U'\'YUtJUL~U1Jflfl1 
... 
M'mI 
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... 
Gl"1~1n111'1flil'U 

,h;mn lU'itil";11fl!Vnt1JltJ ./ ~~'h.J,fV~~;)'i~n1J'i::~1Jfl111JfitillifU'\Jv,rrin.l1Jlfl~fftil• 
... 0 ... 

l'"tJ~fI1;)V1J1~W1 

~ v ..fJWIl1Tffl1111U1fl11 

.., .. ..
1::YlUtl111JtlYlI11'U 

vJ 
~''lfll1'1flty 

1Jlfl .... 
'UIYl 

1Jlfl U11,! 

flGH 

YOll YOb 

J
nqfl -1 0 +1 

t\'1'"ft111JliI'U3tlIi111J"O~U1fl11 
.4. '... ... . 

1. 'YtUfltllfJ"'.IVlfll'i1Jfl111Jl111Jl::n1J9IVfll'i 

1 " ..111J'ifll'i 

2. 1til1M'tJ;fll'i~vui'tJ~fl/j,1111Jl::n1JU~:: 

... "" '...nJ~,"v (lfllUI9lV'i) 

3. ~lU1U,"Umluli4tJ~,"V.iVfll'iiM'1J;fll'i 

tlfl~l 

4.jjflnhr1J;fll'iUriQfl~1tWfll1~1";lfll'i 1u . 
1uYhnuUfl~ l,fU 11~T"mfifJ~ ri1~11~1 

,rluA'u . 
.. .. .d , 

S. nQ1Ufl'Vtil'i01Jl'YtfJ~'YtV"'C'I::n::til1fl9lV 

tlfl~l~1Jl1W;fll'i . 
t\'1,.ft11Wl,;eaeUG::··n~'1I't\' 

6.jj'i::1JtJfll'ifil~lU~\lflA'tH uuufh U~:: 

lfvav'A' 

7.jjillfJtltilU'i::fllffUntil~Omlth1~'lfJ~H '1 

itilltUU~::1U;~1 n 

8. 'YtUmlU'..n1J1n~'i'1J1~UtJflfli~11a~'lfl 
• , .. , 
'Vn::flltJ'im'i9l1~'1 

, " ..,. '" U "... ~9. nl1Jl10 11tJ'imnn1J191Q 'i::n~flflQf1 1 

A'V~fl1'i 
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. .... ... .. v.ct
1:l::AUA111JAAI'H'U "l'll'tl1'11'lflJ.. .. 

~ v ...f,lf.llIll'ftfll1 'HU1fll1 1Jlfl 1Jlfl ,h'U UOtl 
v

'UOtl 
..; .4 
tlqA mn~ tlqA -1 0 +l 

... n "" d "lO.U'::UU ~fl11Uflfl1'HU'IJ{)~~nflT.HnV 

';()~f11~l';U m'ifll..ru~i'un~fl11Ufifll";U 
... ,,,... · 11"m,\lfl llUfI'lVA'lUI UflU 

~1'Ufll1f1f)UG"Uf)~A111Jt\'f)~fll1'Uf)~Q1UU1fl11 
... ,,:: . 

l1.Ufl'llU'ft'{)UfI~fI'.f11'ft'HmVfla{)fI\lU 

... ... 1.1" ...... 
m"fI'VU'lfl'i2~ n,w ua::'m{)~U{)flH '1 
.; 1S'ea .,4
f1\l:: llU,m'f1UfI 

12. ,..ru~fll,'Kfl'{)Ufl'lUfl'llU~{)~m''IJ{)~ 

~i'uu~m' 

13. i1qJll1~'IJ{)i'uu~m"fI'~\lfllUnal~f)'l1U 
,~ 

14. m'fI''l\ltY{)U.r{)1.IaQn'''1'ftlrn~lUtY1Ul'n 

~h,iium''A',;u;; 
"'... , ..... ~ ,15.'ftUn~lUUfl'llUtYU ,,,a::m::fl{)'{) U un 

,r'lV,,~i1OJ1l1l..rnuei'uu;m,';U;l . • 
~1'Ufll1'''fnntlv.,sl'Uunf1UlI;fll1 . 

16. tYOlu;;ulm,nl1.1uUU';utru'oua:: 

• , " Q&11Ul::tYUflDm, llu,m, 

... 41.1 .....,
17.'ftUn~lUU '::fI'Um'Wl'ftV~'ft{) tim, 

1.1"""" ..I ... "" tlUfI~lUfI'UFfA"{)U 

... 1.1'" 1.1 '" l" "" 18. um, 'u l~ua::'ftvalUlm' llu,m, 
I • ... 

()V1~fl{)lU{)~ 

19. '..ru;m,.r{)1.Ia{)f.h~n1.l,::afli.f11'ft &La:: 

"~'lJi10J1l1Dth~n1.l,::SfliFfa 
... l"'" 1 o .... S ...20.'ftUn~lU llu,m, AfJfl1U~n~ f11i'IJ{)~ 

6i'uu;m, 
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'" ... fJWitTVUl11 'HU1n11 

"" ... .. 
1:iRUtll1tltlRI'H'" """1!t1'ti'01'ti'1i!! 

tlln . 
"" 'Il{R 

tlln ,h,.. 
mn.:t 

",..00 ",..00 .... 
'YIqR -1 0 +l 

~1"'n11lfn191cifio&!11J1J~nl1 

21.'Vn1n{lllol111'lfltJ'ifl lUl:iltll'i'W 1lJfffl~ff; 

"6{1~i'UU;fll'f 
Q,I.::s • .. "AI Q,I

22. 'WlJmllJ1Jtl111Jm:ifl6'56'51J't'I~:i'5uTI{I 

ilOJ111Ua:i111ti1f16u11fnu~m~1,~ 

23. "irfl.:t11Jiim'5N61JH1J6~1a1JmW~~fl"'1 
'1itY11J1'5a'hfl11J~"irm11J!6{1"6 
24:"irm11JIiJYl16mtYhr~i'uu;mmtY'H 

tl111JfiYlliflJLritJ1nUfll'5' 1fU;fll'5 

25. "irm11J'11'fl111J1.hflOJurl~m~"'rlfl'ltJ 

Ua:i~;{I'''''lJflU'11'u;fll' 

,~.... ..; .... .., 01.... 1..1 01 01... J! ., 	 "" 
1. 	fll' '!JU'flU't'IU''''t'IU6f1111JGJf61J n'5IGJf6'5'ltY "lflYl (1J111'1f1J) tY1"1~Ua'i1'1f1i11J 

'YillJ"uiltl/1116:i1'5.u'l{1? 

. 


. ..s. 
,.6,.6UfJ W't'I't'I11J 
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IllflFnnn" 
, 

ftlllUUiJ6UOU' 
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u , ~ ~ ~ 
A11HUflY1~1ZY11JflZUUUfllU.IUlltit)Ot)'UtHU1J'Uflt)1JOU.1 (IOC) "116~U'U'UffV'Umll: fll'H>1fl1:l1 

Nl!ln1 Z'Yl'Utl1''U;111' \1flfl' 1 ffllli\JT1~ijNl!lfl6fJWfllTttl1'1If'U;tl1, "II 6.:a'U;1i'Yl U6Tl'l1'UcJ O'U hH 
fI... 0 Q# ct 

LC)f6''lff ~lflTl (1l111'tf'U) ffl"111~'Ul!l'1'tf1il'U 

. 


... 
u "1U.lQZI8DY1't11'U8U1J1Jfl81JQUJ 

.., , ~ ~ 
1ZY11JflZlIUUfl1U.'Ul1ti808 

"t)~U1J1Jfl81JOUJ 

111.,1 IOC flll'U't1'U1D 
•" ...fjl'll'Dltilqj 

1 

. 
"""fjltiD1tilqj 

2 

"..;
fjl'll'D1ti lqj 

3 

1. LTtff +1 +1 +1 +3 1.00 U'6AfI"'6~ 

2.81~ +1 +l +1 +3 1.00 U'8Afl"'8.:a 

3. lZA'Utl11fffl1:l1 +1 +1 +1 +3 1.00 ff8Afl~8.:a 

4.61;Tt +1 +1 +1 +3 1.00 U'6Afl"'6.:a 

S.11V'i\' +1 +1 +1 +3 1.00 U'6Afl"'6.:a 

11U1:rl'Urn'11f1 

l.tl11U'.:a~V\!l!l'li11U'nutiQfl~1 
t 1""... , " Nl'U\'IH \'IlffY411116tlV \'11 11 

fil'U\'Il1'U~8\!l!l'i\'6d1~11AL~1 

+1 +1 +1 +3 1.00 U'6Afl"'V.:a 

2.'U;i\'liAti~ ''UU'.:aV6Afh,f 

'U;fllnn.:a 'tlnltiM,fl'fil'U , 'U 

I •
U~ft::'A6'U 

+1 +l +1 +3 1.00 U'6Afl"'6.:a 

... '" ...
3.'Ul11\'lllfll'U1Jfll6flU'1' 

(l'Utlih UH'U';'U) '~V1fl'U 
~, Q.t:ltJ 1 fI 

'U'fll'~l.:a~ Ul!lZU'\'I1i 'z V'ti''U 
.. <V 

"IIfH'U'll\'l 

+l +1 +1 +3 1.00 U'6Afl"'6~ 

4.Tt't7fl~1'U'llfl'~V\!ft~,fJ'U 
tI,::lV'II'U'fl6fi1'U''Utl1,111 , ~ .. 
'U,tl1, 

+1 0 +1 +3 0.67 U'6Afl"'6~ 

5. '::'U'U Call Center (lt7S) "116.:a 

.. .., '''~ .d '"'U'll\'l 11 6\!ft\'l'll'At1J'U Uft:: 

Qflfi'6~ 

+l +1 +1 +3 1.00 U'VAfl"'6.:a 
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. 

_ .., '" 

1U.lI.'I~'8t1i1'H1"8"UUD'8UtlUI 

.... ... .. 
1~ilUtl~U1"'UtllUn~1l'lS8tl8 

"8~"UUD'8Utl11.l . . . 
11t.1 Joe tllUI'Ht.llt1fj'1;t11'lS1t1! 

1 

e';t11'lS1t1! 

2 

"'_l!'I1'lSt11'lSlqJ 

3 

~lun1~Ulun11 

" d6.fl11lJ\lnA6~ua~~1A'·f'l11.J 

m.,''''U~m., 

+1 +1 +1 +3 1.00 t'l'6Afl~tN 

"'" • tI r
7. m., AA fl6 t'l'6'UtlllJ'U6\1 aF411.J 

1:'11'111fl~ft...n1tlfll u,j~ (Call 

Center) 

+1 +1 +1 +3 1.00 t'l'6Afl~6~ 

..... 1.1 0'... , 
8Jfl"6UJ6~ mW''t'ff.l~'t'f6f16

'" ... m~ l1'U~m~ 

+1 +1 +1 +3 1.00 t'l'6f1fl~6~ 

9.iiY6~''''U~m"ftf.l~'t'f6 

'1.JY1~~ii~f'U~mnnfl 
+1 0 +1 +3 0.67 t'l'6f1fl~6~ 

10.,fuA6u'um~1"'U~m~ i,j 
~~f.llfl .'11461.,1 

+1 +1 +1 +3 1.00 t'l'6Afl~6~ 

~l'Ua"ftt'UtQi1 
.... 1.1 0'

1l.lJ'flHJ~~ mw 
... d ... 0' , ... ,,, 
6,aflfl~6Uflt'l'lJlttf1f.1'U'.im'.i 

d .I 
'~1'UU 

+1 +1 +1 +3 1.00 t'l'6f1tl~6~ 

12.yjlut'I'llJl'.infl~:::th'f'U~ml 
• 0' 0' 
F41Ufl1~'JjUltll~"a:: lfl1Ulfl6l 

1'lS6;1t'1' i~fJflUli~ 

+1 +1 +1 +3 1.00 ff6f1fl~6~ 

13.ii'U~m'.i Online Shopping 
111 

t'I':::A1fldl11;'U~.6iiri1uafli~fl• 
... 

'U'.iml 

+1 +1 +1 +3 1.00 ff6Afl~6~ 

, '" ...14.fllUt'I'llJl'.in ttf'U'.im'.J'.J::'U'U 

!lU.a'6\1aGflfi'lU'11'11 661.,1 iau1~ 

+1 +1 +1 +3 1.00 t'l'6Afl~6~ 
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..., , .,. .,. 
1::ftUfI::UUUflll1JUll1JOtlO 

"O~IIUUtyOUtll1J... OJ"
11fJU::10Uft111"OUUUtTOUtlltl . I ." ... " ... " ... 111.1 Joe!;J'1JUl1JlqJ tI'1JUl1JlqJ '!i'1JUl1JlqJ fllllJ11lJlfJ 

1 2 3 

15.~Ol,d"Ul'l:ll'1~'Il11""UONTU~O +1 +1 +1 +3 1.00 ffO~fI«O~ 

f11~'11'li'U 1111~ifo.,hJ'n UflfJff11 

... "04., " 
O'U'flO'I'Ufl 'j1~L~'U\lflflO~ 

~lU~flUln1 
... " ..,

16.V4'Ufl~l'UUfftHfll'flo'UnJ +l +1 +l +3 1.00 ffO~fI«O~ 

~'lVfll'flri1'lff1fffiuft::"o'UfJtu 
JI • 

'lflfl i'~;bJ1, -f'Ulfll' 

.., ... . 
17.V4'Um1'Ullfl'llll'j11'U1~IQV41:: +1 +1 +1 +3 1.00 ffOflfla'O~ 

~1'U &'li'U Mobile life, Save team . ., .:( r" ffO~tla'O~18.V4'U fl ~ 1'U lltl '1 1llV4 OllY":: +1 +1 +1 +3 1.00 
,,,... , .. Ii 

l1'U'fllmft::'ti''lVll1ft0Ufl 1 

19.TtUm1'Uijfll''If-liol,d ft~ +l +1 +1 +3 1.00 ffO~tl~O~ 

';fll~'UUft::,11'Uth::lv 'ti',rfl 0 
JI• '" Tl1'U'lfltlH 

'" .
20.Tt'Ufl~1'Ut1~'1tlfl1V400'U +1 0 +1 +3 0.67 ffO~tla'O~ 

JI 

U'Ollti'UUflli1'lfltli'~ 

21.V4Ufl-31'UfJUftl01, .. 'thil'ULffii +1 0 +1 +3 0.67 ffOfltla'O-3 

,11'U1Jtltl ft-n "T'" 
K1\.tll11J,ilu3t.f1111J"O~U;n11 

A ~, ...
1. V4'UTlfl1V 'U6ltll'Illfl'llll +1 +1 +1 +3 1.00 "ffOflflftO~ 

111 II 1:: ffllflOfll" If'Ulfll' ,,, ... ,,'" " 
2. 1ft 11'U1fll'flO'U''UQfltll +1 +1 +1 +3 1.00 ffOfltla'O-3 

... 
111ll1::ffllUft::'V4V-3V40 

" "(ltl1'Ulfl0' ) . ., .. , 
3. ~1'U'l'UV4'Ufl-31'U'V4V-3V40flO +1 +1 +1 +3 1.00 ffOfttla'O~ 

flu'lf'U;fll'Qflli1 
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. 
OJ , ~ ~ 

'.i:t:~UfI:t:U'U'Ufl1U''UU'll'OfJO 

"O.:JUUUi.Y8UfJ1U 
~ '" '" '.i UJQ:t:IOrJ~'t'I1"OUUUi.YOUfJ1U . . . 

SI.:t "'~ SI. loe fl11U't'IUlrJ'!fl'll'rJ1'll'lty '!f l'll'rJ1'11'1ty '!f I'll'rJ 1'11'1ty 11U 

1 2 3 

• 1" .... · If4.1Jf111 l1Ulfl1mfl~fl lt10fl +1 +1 +1 +3 1.00 UOflfl~O~ 

rHnYilf111 ltl'ltlYil~lt1Ufl~ 

,,ttl nClT"m~tJ~ tb~nCll Irltl 

~tI .• ••5. UmtlYl~OA'Hlll'l'W~'WOUCl:: +1 +1 +1 +3 1.00 UOAfla'O~ i 

U::A 1flfio~fllflGlIllfU;fll'f 

11'Uft11UU1.;OOOUIIZ1H1,'1 .AI 0"" 
UOAfla'O.:J6.1I1::UUf111Yll.:Jlt1Y1\lflIij0.:J +1 +1 +1 +3 1.00 

'0 • • '"UlItlrJ1 UCI:t:I'tI'OOO A 

7.iH11tJUAU1::fllffUUA.:J69111 +1 +1 +1 +3 1.00 UOAfla'O~ 

fil'f~ltJfil.:J ~ iA,"tlUCI:t:lul.:Jl 

8. 't'IUmlt1'11'1J&U!ui'1Ji~tI'lfl +1 +1 +1 +3 1.00 UOAfla'O.:J 
II 

'" '" • , .. I 

fl'.:J11 CI.:J Ulfl'tl'UZfllU'f11'fll.:J~

'" ..9. Ull1UO 111J'flUflll1 +1 +1 +1 +3 1.00 UOAfla'O~ 

lF1Q'hzu~tf~Ufllfl~O~f11' 
.. ~ .. a

1O.1I'Z1JU ~fl1111flA'11t1"0~ +1 +1 +1 +3 1.00 UOAfta'O~ 

Ufl;;111C11tJ,t0~YI1~I,ttl f11,i'A 

, ". II... ~ .... a ... 
1f1l~'1J ~fll111flfll1ftl mnfl 

,,.rijtYltJAlt11rltl~tI 

If '" "'''' ...l'Um1ftOUmB~ftllUftO~m1"O.:J'!f'.iUU1nl'.i 

. ! ~ l1.lIfll111't'1 01lYl~Ufl1'W +1 +1 +1 +3 1.00 tYOAfla'O~ 
, • '" n.:JmtJ9ICI 091 "tlm,lA' tJ1I1 tYfl 

U" "., ..;
~ flnU UCI::'fllO~1I0Al~ ~ YI,II" .,.U:: 11U'flUYltlYI 

12. ''''1J;m, '~tl'01JtllJlIfl1111 +1 +1 +1 +3 1.00 tYOAtla'm 

~O~flU"O~Gi'U1J;ml 
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. 

001 ..,,, 

11tla~'8t1V1'Hl'Uf)U1J1JU'81JQUJ 

.., , ...... 
1~Vl1Jft::Ul.!l.!ftlUIl.!1''lff)Qf) 

'U8~1I1J1JU'81JQUJ . 
l1ll Joe ftllll'HlIUJ

,,~ "001
t;jl'lftll'lflty t;j''Iftll'lflty 

1 2 

•V 001 
t;jl'lftll'lflt\! 

3 

13. ilty'Hl~'lIf)i'1J1J~fll'IH'I'~~fll2J 
l1al~{h'H\.It1,~ 

+1 +1 +1 +3 1.00 fftlt1f1t\'8.:J 

14. fll'It1'Il~ff81J'lYf)\la~n"'1 

't'n!mlUffl1Jl'Itlth,ih.lfll'I '~'ti'\.J 

+1 +1 +1 +3 1.00 ff8t1f1t\'tl.:J 

Is.Ttirmlu)jfll1lJffU'~ua:: 

m::~tlltlJu'ufll'I')btlu~ilty'Hl 

',fti1J~i'1J1J~fllnlU;; 

+1 +1 +1 +3 1.00 fftlt1f1 t\'tl.:J 

, •I( ~" ... ..., IV.., ... 
nann 11f1111JI'n'lI1"an~11JtJ1n11 . 

16. ffmU;;1J~fll1ijl1.hl1J1J 

'tlU ffir tlua::L'HlJ1:: ff1J~ fl fll1 

,tf1Jlfl11 

+1 +1 +1 +3 1.00 fftlt1 fI t\'fl.:J 

.., -1.1 " 17.TtUn~lUlJ 1:::U1Jfll1tu . 
l;;tI~Ttf)'Ufll11.1ii~~lU;; 
.., ... 
11JHt1'1ffl1J 

+1 +1 +1 +3 1.00 tWt1fI«f)~ 

18. )jfll11.1i'1J1.1l-1ua:::itIJUlfll1 
,!II... , .
'H1J1nUf)tll~"tllUfl~,!II"!II 

+1 +1 +1 +3 1.00 ffflt1f1«fl~ 

,_
19. 'H1J1nU'Utl\latltll~lJ 

1.1,:::BflimTt ua::U~'lIiltl!'Hl 

, "'1.1 if'"fltll~lJ 1:: flliNa 

+1 +l +1 +3 1.00 ffflt1f1«tl~ 

... ,!II'"20.TtUmlU 'H1J1fll1 1t1tl 

fll~~6~Bfli'Ufl~~i'1J1Jlnl1 

+l +1 +1 +3 1.00 ffflt1f1t\'m 

I( ~~" v.., ..l\1n11181 e crfl8~1utJ1m1 
., , S1 - ~ 

21.TtUmlU 'Hlntl1f1 ua::lfI11'n 

'uflntft1'Utl~~i'1J1Jlnu 
+1 +1 +1 +3 1.00 fff}"fI«tl~ 
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... ..., v 
1UJ'i:l::&8rJVI'Hl'U8UUUQ'8U011J 

..., I ... ... 
1::~UJtl::U'U'Utlll1J'Ul&'lf808 

'U8~UUUQ'8U011J 

1l1J Ioe tlll1J'H1JlrJ 
,

" ...fJ1'lfrJl'lflf!! 

1 

,
" ...fJ l'lfUl'lflf!! 

2 

"..;
fJ1'lfrJl'lf lqJ 

3 

"'... '" '" tI22. 'WUfl~lU1Jtll11Jm::91tl1tl1U 

d ... ~ n 0't1\l::1U ~ ty111'U'I::111tll~tlU 

11fflU~flfl'l't\' 

+1 +1 +1 +3 1.00 fttl~tl«tl~ 

01 d. , QI 

23. 'WumlU1Jfll1HtlUHU 

tl~ltl1JflltU~unfl'l'1iftl1Jll(J 
o d.., f 
't11~11J't1'Wun~lU tl~'Utl 

+1 +1 +1 +3 1.00 fttltlfl~tl~ 

24.'WumlUIUtlltlfllftl1f 

~;UU;fll'mfttl~fll11lfitln1u 

l~fJ1flUfll111fu;flll 

+1 +1 +1 +3 1.00 fttltlfl~tl~ 

25. 'WumlU11ffll11llhtitymi 

unfl'nJflnVlltl::\l;~l \llufll1 

1" ..l1U'fll' 

+1 +1 +1 +3 1.00 fttltlfl~tl~ 
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4, . 'Uti A~ 
... .., So' ft181141t ft1O'1I 1Ztfnfi 

1UJaZI8fJA111'U8U1J1JO'81Jil11.J 
0 So' BaThtlll14n11fJ'U8 

So' 
A1140'11O'141n fI 

1. n l'm«-3,rV\j ft.u l1ffl'i 11ti \Ifl ~1NUn'Il-31m ff''t'fYllIVOv vh .745 .971 

1..r,hUfl'.i11J.f{V\jft 't\'VdHl1f11~1 

2. 1Jl~fl,rflft-3 11Ju«-3fJoflth 1 f1Jlm'ifl 1-3 '1..1 nltuo'1..r,hu1U .643 .971 
, •

U~ftZ'flOU 

3. 1Jl~flijfll'm'mOflff1l (11Jtlib UNU1i1J) l~(l'lfl1J1Jlm'i .799 .970 

, a "'1..1 1" - '" fll-3COJ UftZ fl'li l:: fJ'Jfu'UO-31JnJfl 

4. 'nUfl-31U ,.n..r.f{O\jft~,rlutl1:: lfJ'JfU'fio,hu 1 uml1nH' .628 .971 .. 
1J1m1 

5. 
-.., 1v.f{ ,d",

1::1J1J Call Center (I 175) 'UO-31Jl'I!Jfl 11 V\jftfl'JfflitU Uft:: .714 .971 

QflIlO-3 I 

111401Z1J114011 

6. fl112JQflIl0-3uft::11IU!1'UflU'1l'1J;m1 .758 .971 

7. ... , .f{' 1 ff'n"m1flftflOff01JfI12J 0\lftN1U1::1J1J fl1 fl .643 .971 

69\luij,i (Call Center) 

8. A • 1..1 " ... , ,,r -'fl10~2J8~ fl1W''nfJ-3'no~om1 1J1flU .799 .970 

~,r0-311l'1J;mll;;fH'n8 'U,r1~~ij.glftJlm12Jlfl .619 .971 I 
. 

10. 'liu~8u1um1 '1l'1J;flU '1iq-3fJ1fl ci1J~VU .643 .971 

11141T1ftl141ao 

11. 
..... 1..1 ,,- d -", '" , V d.:!,
2J'fl10-3~ mWOLftflfl10Uflff1Jl'Jf1fJ1J1m1 lfL11'IJ'U .714 .971 

12. 
I 0 ,,"011:\ t ..

fllUi1'12J1UI'JflUfll 'Jf1J1flUN1Ufll-31iUlf1UUft:: 'fllU'~8 .628 .971 

"-,t\' fLCJOl1ff 'rJflUl1-3 

13. ii1Jlflll Online Shopping ff::fl1fltil11i'1J~4oij .619 .971 

ft1Uftft '~fl8fJ1J;flU 
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f 

ftl, . 
fIlOl'Ul;) i
... cu tJ .:IlI.OJ " 1ltlQ~IOtlA'Hl'UOU'U'UifO'UflUJ ifil l~iffl1i . " mU\Ul1ltl'UO 

8fl'rh 
I iJl ... ;{ 'JI , rt'JI14. .215 
 .972 


15 


't11Uf'\'11Jl'J" 'If'U'Jfl1ll::'U1J!lU fl~fI\1flfllU'U'UflflU flU fI 

;(O~fI'U;<J't1~'lh'f'\'UflFhu~mh:l"1 ''lfU 'HU-:lfffl<W1JW'iiflrJf'\'l'J .628 
 .971 

... <ld JI<II 

flULflfl'JLUfi 'lfflL~U\!flflfl-:l 


p\'l'U'llflQlfll 


.714
16. ftUfl-:I1UUf'\'fI~ fl1'J ~flU i''U ~'lrJfl1 'J mh'l f'\'1f'\'~"fI:;'Ufl'UfJW 'lfl .971 


:: ~ 1" ....f1 HYl1J1 'If'U'J fl1' 

17. ftUmlu1jf1'll1J'ilUlf.lJ'tlftl::~lU 1'1fU Mobile life, Save team .758 
 .971 


<II ... r ~ 1"'" ,''' Il .643 
 .971 


<II ... i "'JI ... <II rI 1.1 1 <I I , 


~ftUfl-:I1U1Jfl'l11Jft 61JfI~:; If'U'Jfl1'JUfI::,ntJn1f16\)fl 1 


19. ftUfl~lU1Jfl1'J If'U6~fln'lfflL~UUfl::l U 'J:: tJ'lfUfl6nlUllfl .615 
 .971 

II 


'" f1'J~ 

20. ftUmlUllfl~lqmft66u-d'01Jti'U\)fllll'lflflf~ .808 
 .970 


ftUfl~lU~Ufl1611..llivi1uLf'\'i'j6ulrlu'qf1f1f1ffLfnl21. .581 
 .971 


11'Uflllillil'Ult.l1i111J"8~'U;nl1 


~.~ 1'" I , ... 
J1 
ftunmtJ U61f11'J1Jf1'l11J'lf1Jl::f'\'1J~6fl1'J If'U'Jfl1'J .715
1. .971 


1"_ I '" Il ... <I<I,~ lf1J'Jfl1'J 6U'J1J\)fl ln11Jl::f'\'1JUfI:;lfttJ~ft6 (&f11U'~61)2. .789 
 .970 


.557
3. 'lU'lUftUmlU',"tJ~'"6ft6fl111'tf'U;m'J \)flill .971 
 I 

4. uml1'tf1J;m'J utl\)fllllU6fll'lflliilfl1'J lu1U'rh~lu1Ifl~ ,,;u .801 
 .970 


L'lfilifll~tJ~ d'l~L'lfil lrlU~U 

f'\'mu~"6~ 'J Dihfi tJ-:lft6Ufl::f'\':;~'lflft6\1fllllij1Jl1~'U;m 'J .215
5. .972 

, 

Ifl'Uflll1J'Ull"808Ui1:;11~~'";) A . I •• . 
.. • a ~ '. • • 1"
1J'::1J1Jfl1'J't11~lU't1\!fl 6-:1 U1JUtJl UfI::l'lf6Dfl fI6. .716 
 .971 


1j'lhtJiJfl1I'::mffUf'\'~~t1~l1fhif,jltJ~h~ '1 ifiltUUfI:;111;-3lf'\'7. .406 
 .972 


",Ufl~lUl,n'U1f'\'~.i'1Jl~U'lflf1f~lfa~~lfl.vl1:;fil'U;m'fil~'l8. .729 
 .971 
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, 0 

AUnUli) 

o SI 
i)lUUfl1lfJ'II8 

, 
Al 

t 
tV _t ....
irnlJ"JttTl11i 

6U1'h 

.616 .971 

10. ihtuu~~A1lllflfll~U'IIn~~nfl'l'Hllltl,;tH111Hl';U fll':iifl1,rij 

~i'u~ ~fl1lllflfll~U fll':iifl',rijtYltl~1Ulrtu~u 

.665 .971 

.758 .971 

.453 .972 

!1 "* '" '" d "*.. 'I!'13. 1Jty11111'110':iUU'ifll':iltY':iUlllll111111fll11UfI n .712 .971 

14. flllfln\ltYOU~O\lll~nfl',..nrfH1UtYllll'Jj(1 

~11ijUflll '~-r1U '" 

.499 .971 

15 'nUfH1UUfl1111tYU'\lUatnlt~O~Oru'ufllnbtlu~ilty111'1fi 

iji'uuifllnlu '" .. 
.643 .971 

J!. !II II .. ..., ,,,..., ... 
tllUft11.11ftll"'Y8Wlm~1UU1nl1 

16. tYCllU~uinuult1uUU-r1U tYUtlUat111111t tYlIAOflll 

,,fuinu 

.615 .971 

.808 

.581 

.970 

.971 

19. ',fu;fll,~o\laodl~ihbtn11fifll'n l1atU~'IIilty11,odHU 

,.htn11fiHll 

.715 .971 

.789 

.557 

.970 

.971 

22. 'nUn:nUUfl1'lIn'i:;~010r\J~\l:;i'u~~ilty111Ua:;11'fh910u 
,,ftiu\1nfl',,~ 

.751 .971 
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... ..., Y 
11ln:a::ltlllA'Hl'UtlUtJtJUtltJflUJ 

, 0 

AUnU1iJ 

o Y 
iJUI'U01UJ'Utl 

f 

A1 
4 

u 1.1 A A
U1J 1::UYl1i 

8'arh 

23. fn!fHl'U 1jm~NfI'U N'U fltj l~l1Jfl~W~ ~n/(,'li rrl1Jl~(lii l\PlllJ~ 
...n!n,n'Uffl~'UfI 

.466 .972 

24. lU!fHl'UlU"lf1fllrr'..f~i'1J1Jlm~Ut'l'''~fll11Jfi'''~'Ul~Vln1J ,,.. ... 
flT' l11J' m, 

.721 .971 

25. l1Ufl~l'U'..ffll11JlY,tityuri~fl~TrJmlVUft::lj)l~,lj),'Um~ ,,.. ... 
l11J'm, 

.595 .971 

,. 
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_I""'" 0

u1::1flfl11I1Hl'U 

'" ... " U1V~~~V QaU~11~~ 

'lh::fl1rtilv,j~n1~1;'Vt Ul'Ul'VtW~Vm1lJ 

1't1f11nflm;1ftfl~1~1Ja11~~lil, 'Vt.rt. 2537-2540 

flatirtlu~1,jwcVi~ Ul'Ul1Jl111111fl'" 

'" <II At 
Um1JU11~fl{)~1Ja11~1ilU, 'Vt.rt. 2540-2544 

QQ.lQ .<:::\ Q.lf/OClJ' 

'Vt.rt. 2544-2548 1J1~'t1000\J~\JU\J't11'VtV "'lflll 

Q QI tlQ JQ 01.....1tI Q.I

'Vt.rt. 2548-2552 1J1~'t1U01l11\J1I]10U 111111]1011U "'lflfl 

'Vt.rt.2552-2553 1Jl1:i't1fll~ ''t1VUOflclhtl1::n\J~1~ ~lnfl 

Administrator
Oval


