
.. 

.,. u 

L'VIE.I'U"lW .:J1li'U1 

- . > 

"" QJ .,. 

li~11'VIEJ1~E.I~U~~1~51'U • 
un1~f1mi1 2559 

~"ll ~'VI tb tlu"lJ~.:~li~11'VI a1 !il a ~u~~1~n1'u • 

khanitha
Rectangle

khanitha
Rectangle

khanitha
Rectangle



SERVICE QUALITY AFFECTING CUSTOMER LOYALTY TO PRIVATE 

DORMITORIES: A CASE STUDY IN MUEANG SRI KAI SUB-DISTRICT, 

WARIN CHAMRAP DISTRICT,UBON RATCHATHANI PROVINCE 

lfl'll11~ •..•.•. ··-····--· - .• 

lfl'lll'l:;tflvu.P.?.: .. !!.f!'.£ 
1'U/t~fJu/tl a n.A. 2561 ····-- .......................... . 

TIENCHAI NGAMNA 

AN INDEPENDENT STUDY SUBMITTED IN PARTIAL FULFILLMENT OF THE 

REQUIREMENTS FOR THE DEGREE OF MASTER OF BUSINESS 

ADMINITRA TION 

FACULTY OF MANAGEMENT SCIENCE 

UBON RATCHATHANI UNIVERSITY 

ACADEMIC YEAR 2016 

COPYRIGHT OF UBON RATCHATHANI UNIVERSITY 

khanitha
Rectangle



... 

,f 

.. 

... ., .. 
~~11~~1~~~U~~1~G1U 

mruru1U~~1~G~n1il~~1oUW4i!Jl 
Ql Ql • 

L~eJ~ flru.ll1V'Ifl1~U~fl1~~6'i~e.J~~eJfl11~Jln&i"lJv~moUU~fl1~'Vlm1'mvn'tlU: mruPimn ' ~ 

L"lJI'l~U~L'Vll'l!U1~~1U~Lljtl.:!PITifl el1L.f1tl11~'UoU1~1'U ~.:I'V!l~~'U(;l"S1'tltl1il 

flru~m~~n1~fle~u 

~~-~n~'U 1~~L~6u 

~~.tl~~~1~(;1 ?f"lJL?f~l.J 

.. ...~_f.! 
eJ11i11~~~1J~n'l.Y1 

• 

........... ~.~:.: ............ ~~-~~.: ......... . 
(~~.5~~l.J1l.J~ ?f"lJL?f~l.J) 

' 

............. J~~.J. .......................... . 
(~eNPI16'11'1~1\11~~ ~~.e:J~tn.n~ru m~-rl'ltJ) 

~e~.:~e~6n1~'U&i~1~1'tl1n1~ 

um~Fln'l'Y1 2559 



fl 

L'll~~'U~L'Vlf'I'U1a~humiia~f'I~Lf1 a1L.nm1~'U·1hnu i~vr1~aua11'1ltnu" &1'1L~"ilaa1~hJt~~-·w~ . ' 
LV'I11~ L~1\Jf111l.Ja'ULf111~~LLa~m1l.JLl.J~~1fl10J1liJ1f1 ~1.li11l.J::il.Ja i:t'lJLi:t~l.J a1"il11tJ~tl~m;1 . ' , 
fl'Uf1l1Bi:l1~ vtl.~i:ta~L 1a1el'Uijfii1'lJa~vh'U L ~aLL 'U~U1 LLa~~LL 'U1'Vl1~ 1 'Uf111LLm 'lJoUa\JflV'I~a~~h~ "1 

er~m~n~~ 1f1~'llam1u'llauYi-s~f'lruLuua~1~i:t~ 11 ru 'tami:tif 
" . " 

'lJa'lJa\Jf1tuf'lru~m1l.lf111i:taum1~m~nfi''Uf'li'1Bi:t1~ L~LLri m.in~'U 1~1Ll.JG'U tl-s~li1'U • 
fl11l.Jfl11i:ta\J LLa~ ~-s.aihu ~\J~~,_,;- fl11l.Jf111i:ta\J ~L~i:ta~L1!;l1el'Ui1fil1 L~a1~R1LL'U~th LLa~ • 
;ffLL u~LL 'U1'Vl1~~~~ am-s~ m~nfi'uf'li'1 ai:t-s::: f1~~d 'lJ a'lJa\Jflruer L ~£J1'111 ru 1 u n11~11 "ili:t au Lf'l~a~iia 

• " v 

LL \J\Ji:ta\Jt:nl.J L~LLfi vi1'Uer'!i1£Jf'\1i:t~11"il11tJ~\JVi-lPl ~-loclJlfl~ LLa:::vi1'Ua1"i111tJ'Il 1Vi"i!U f'\.fli:t11 " . 
m "il11 t1tl-s:::.,) 1 f1 ru::: u~~11f'l1i:t ~ ~ l.l'V111'Vl £J1 ~ £J ~ua 11'1!li1U 11l.l Ci-3 ~ ru li'U fl(] ~ L "il ~'Y £J f'lli'U 1 

er~ 1'1 f111'VIa~n LL~'U~'U'Vla-l 1 'Ufl11 L tJuer L ~m'll1 ru~11"il'VI1fii1f'l11l.JL ~mY'U'lJa-l LL \J\Ji:ta\Jml.l ~-l'Vh 1 ~ 
" " u 

LL uui:tauml.ln1-sfi'uf111ai:t-s~ 1 'Uf'I~~.Oiif'l11l.Ji:tl.Ju-srul.l1n~-l~'U 'lJa'lJauf'lru 'VIa~nuai:t L -si:t~Ll'"l'Ul-1 " , 
'VIa~f1Vi1a'IJ'U~ LL!;l~'VIa~fl'\Jru.fi~ 11l.Jei~er~a\JLL \J\Ji:ta\Jml.l'Vlfl'Vh'U m ~f111l.Ja'ULf'I11~'V11 'Uf111 

" . ' ~ u u 

Lfl\JLL\J\Ji:ta\Jml.l1'Uf'l1'-lu 

'lJa'lJa\JV'11:::f'lruf1-sauf1~1 "-l1l.l'U1" ~au-sl.JL~f.l-11'11~ri1~-lL"il LLa:::i:tu\Ji:t'U'Ul.l11~£J~aa~ , " . 
~ .J II I I .tr::liit. ~ .... .oi:llo I d .,,J I X .., 0 d: I .J 

11l.l Ll~Vi'U a-311l.l1'U\J1'V111li1f1"ill.l'VI1\J ru'fl ~1'\J'Vl 6 ~ aal'"l"il'U~'Vl am u a-l'VIa-1 f'l1 1l.l"' 1 L 1"il'Vl n'Vl1'U'Vl 
• , • \J 'U , 

ll.J'l~na11Ci-l er~n'l!t1~~1f1~'lJam1u'lJauVi-s:::f1ruH ru 1ami:td " . 

.. .... 
L 'Vlf.I'U'Iltl -31l.J'U1 



.. -

Q,l I 

\J'Vlfi~EIB 

I'IW.f11Ylf111U~n11~a-1~~~t11'111:U.ti'n~'llemJ'l iu~f111'VItl~f1Ltl f1'l!U: mru~mn , " 
L'll~\{u~LVlf'1U1~~1U~Liitl-1f'1TII'I B1L.flt111~U"IiTnU i-1'VIi'l'lt!U~11'llli1'U • 

~iEJ 
.. ... 

LVlEJU'llEJ -11:UU1 
'U 

~t~'\.J~qj'l!1 u~V111u1n~:u'V11uw~~ 
' . 

m~11vVitJ~m~n : m.u11:wi:u~ ~'llL~~11 , 

m11ivl'l#.:~di11~()'lh::~.:J~'lltl-1m11iv 1) L~tl~m~11'1W.fi1Vlf111U~f111~iim1:w~:u~u5 ' , 
1'111:Ufif1~'llti-1~U~Lfi1'11UL'll~\{u~LVlf'1\J1~~1UaLiiti.:JPITII'I B1L.flt111~U"Ii111U i-1VIll'lt1U~11'llli1i1 

'U • 

2) L ~tl~f1~11'1W.fi1Vlf111U~f111~a-1~~~t11'111:Ufin~'llti-1~U~L.fll'l 1 UL'll~\{U~L Vlf'1U1 ~~1U~ 
, 'U 

Liit~.:JP1~11'1 B1L.flm1~U"Ii111U i.:J'VI1l'IBU~11'llu1il mi:ul'i'1t~cl1.:~ ~eJ ~~~nmfli'v1u'VIt~~mt~n'llu , ' " 
'lJU1l'I1'VIqjLL~~iilil1u1u~t~,~n:w1nn·h 1oo ~eJ, lil1u1u 302 flu 1l'lv1iLLuu~t~um:w1um1Lnu 

11U11:UieJ:U~ ~~~~1m Uf111iLI'I11~"t..H't~:u~ ~eJ 1'111:U~ ~eJEJ~:: ~1L\l~f.J ~ 1L ~EJ.:JL UU:U1~1;i1U 
'U 'U ... 

Vll'l~eJu~:u:u~;i1U Ll'IEJf1111i~1~:w'\.J1::~Vl~~'VI~:w~u5LL~~~~~m11L1'111::"t..11'111:Ut:ll'l()eJEJL:a_,Vl'VII'IW 
... '" 

~~f111~f1~1VlU';h I'IW.f11Vlf111U~f111vtlmum1~f1~1~-1 5 ~1U 1~LLrl ~1UI'I11:ULUU1Uli11:U , " 
~1UI'I11:UU1L~eJ~eJ 11h ~1Uf111~eJU~UeJ-11'111:U~eJ-1f111 ~1Uf1111 ~1'111:UL~mYu LL~::~1Uf111Li1 h 

f1111'U~I'I11:U~eJ-1 f111'll eJ.:Jm iu ~f111 iii'I11:U~:U~UGtlU1'111:Ufi f1~'llmm iu~m11 u1 UV11-:IU1 mL~ ~ij 
'U 'U " 

Vif'1Vl1-1L~ 1:11 tlU a1Uf111Vl 1:11 mru!'i'1 LL 'lh,jU'VlU';h 1'1 W.fi1Vl f111U~f111~a-1~~~ eJI'I11:Wfi f1 ~'ll eJ-1 • 
meH'u~nT~'VIe.J~fliiLVlt~.:~ 2 ~1'1..1 ~eJ ~1'Ufl1'j1~1'111:UL~mY'U LLn~~1'UI'I11:ULU'U1Ull'j11JL'Vh,j'U 
'U 'U 



• 

• 

TITLE 

AUTHOR 

DEGREE 

ADVISOR 

KEYWORDS 

ABSTRACT 

SERVICE QUAL11Y AFFECTING CUSTOMER LOYAL1Y TO PRIVATE 

DORMITORIES: A CASE STUDY IN MUEANG SRI KAI SUB-DISTRICT, 

WARIN CHAMRAP DISTRICT, UBON RATCHATHANI PROVINCE 

TIENCHAI NGAMNA 

MASTER OF BUSINESS ADMINISTRATION 

THUMWIMON SUKSERM, Ph.D. 

SERVICE QUALI1Y I CUSTOMER LOYAL1Y 

The purposes of this study were to identify the relationship between quality of 

services and customer Loyalty and to examine the quality of services that influenced 

to customer Loyalty in Mueang Sri Kai sub-district, Warin Chamrap district, Ubon 

Ratchathani province. The participants were 302 people who Lived in private dormitory 

containing more than 100 rooms. Data were collected by questionnaires and analyzed 

by use of frequencies, percentages, means, standard deviations, correlation, and 

multiple regression. The study revealed that factors such as tangibility, reliability, 

responsiveness, assurance, and empathy were positively associated with customer 

Loyalty, and it also found that the quality of services such as assurance and tangible 

influenced customer loyalty . 
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G11'VI~'l.lf'l11l.lil n~"lltl\1~'\..I~L.flfl (Customer Loyalty) ~~i1L UtiU"ii~E.Itl\l~'lJ1::neJ'l.I~G11~f.lJ~ 
~~1\1 f'l11l.l~\lrt\11 ~LLrltl\l~m~'jfl"iJ~1\1 1 L ~tl\l"ii1f1~fl~1ij fl11satl'VI~eJ 1 otlU~fl1'j.J'1LLG'l:::Wm1'\.Jtlf1~tl 1 ~ 
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er~u h1iJ m~sA't~VI~e:Jtiu 1m~~~uiirr-.n:u.li'n~Bn~·m rrn:u.li'n ~·zm..:Jeru1L.nl"l;ij..:JiJI"l11:UVI:U1 fJti'l fl1 ~ 
v v 

~~u11.nl"liivi'PiuR~~~~t~~u~hVI1eru1m":ivr~.:J 'WiT\l~Ln~~1n~111.1 L ~mr'U m":iiln5.:J LLr;J~vr1t~(;l":i.:J 
'U 

heru11.nl"l LUl:;Ln~m~ sSt~~1(;]m~B'I~~B~un (DaSilva and Alwi, 2008) ut~mnnd Shukla 
'U 

(2004) 1~LG1'Utl'h 'W~~ n":i":il.lfl1":isSeJ'!JeJ.:J~U~L.Ilf'llJflL U'U~Utl:U 1 tl fl1~U1:U11-n:u1fl~'1~ L 'W~1~G11:U1~~ 
1~ 1~t~~1'~ ~1tJ t~tJI"1111.1nn~eru11.n~~eJfl1":i~~u11.nl"liim":i~B~11 u~uf"i'1vr1t~u1m":iL~l.l LL~~ 

'U 'U 

tit~vl"l~'llil'ULn~Ltlul"l'J1:u .nnm'U~ti~1LL~~u1m".i,r'U (th":i~Vi'W~ li'U1nmJ~1'Utl~, 2554) 
' 

..ij'..:J'VIl~ti'U~~1"1161U L U'U Bfl'VI~.:J..ij'.:JVIl~~i1~th~neJU fl1":i 1 ~m1:U G1'U h L 'Yi11.11~.:J'VIt11 'Uli":i nlil 
, '\1 , • 

u".i~L.n'VI(;]1.:~ ... :u1n:u1v ".i'J:u~.:~li".inlilu1m".iVIB"Wmt~n"l1u ;.:~nm":im~lil1tJ~ltl~~1:uLLVIa.:JLi"'":i~\inlil 
I • ~ ~ 

~ ~1 ~ ru ~'11 'Ua'J'U'lJ tl-3 LL Vla.:J"I1:U"I1'U~ L U'U L 'lJ~ ti~G11VI fl":i~l.l ~1.:) G11~'W~'U f"i'1 LL~ ~1 tl L 'lJ ~~'U~ ., ' . 
G1m'UPifl~1 lil1flfl1".iPifl~1'VI'U'VIl'ULL'Ul~~ 'VI~~~ LL~~·n'Ui..ij'tJ~L~m'tit~..:J 'WU111'UL'lJ~~ti~L'VIi"''U1~ 
~1'U~ L1Jt~.:~f'I~Lfl el1 L.ll tll11'LI"li1~1'U :ij'..:J'VIl ~Btl~ ~1"1151U LiJu~u~ ~..:J:UVI1l'VI El1~tl B'U~".i1"1151U . ' 
LL~~n~l.lq1nlil~1-:J1 L"li'U 5'U11"111 (Bank) q~nlil11uf"i'1G1~mn~eJ (Convenience Store) LU'U~'U 
a.:~~m 1 ,XL "ll~~u~m~tJ flfl~tl.:!'lJB-3 L 'VIf'I'U1~ ~i'lumiit~..:~f'I~LI"l iieru1~flti'U fl1".i L 'Yi1:u1-;ij~~..:JVIB~fl Ltlfl"l1tl 

'U 

LU'Uli11u1u:u1n lil1n'Yit~:u~Ldt~.:~~ulii'1u1u 160 ~1v (L'VIf'I'U1~~1'U~L1lt~..:~f'I~LI"l, 2558: Liu1"1fl'i') 
v 

L ~ t~.:~ lil1nii nri:u~nf"l1L ihvr1.11 m tl'Ulii'1'U1U1.11n LL" ~ 1 'Uu ~~u'U 1~iim~'llm vm~L~u 1~-ut~..:~li~n ~ • v • , 

~.:~na11 t1~1-:J(;]m~e:J.:! vh1'1XLn~fl1~LL"ll.:!oUlJ~G1-:!L~:U:U1fl~lJL'Ufla:U5".inlil'VIe:l~flLe:lfl"I11J m~Pin~1L~e:l.:! 
v • • 

l"lrum'Wm~u1m~ ;s.:~ L tJ'Ua1'UtJ1~nt~u~1~rutJ'l~m~V1~-:~~~~"ll1v 1 ~eru1~ nt~um'lG111.11'lfl L 'Yi11 ~ti.:J 
• .. 'U 

i1qJV11 L ~a~li:J~U11"JU.I.Il1'Wm~u1n1'l:u11iu-ruu~.:~LLm-u LL~~~~'U1 q'lnlil1 ~G111J~".imL"ll.:~on'U1~ 
tl ~1-:~iitJ~~~'VIG.Ill'W a.:~e.J~ 1 ~~'U1L.Il1"1Ln~m~-ru1~1'UI"1U.I.Il1'Wfl1~'U1m~ 1"111:U.W.:J'We:l h Ln~ m~ 

v v ' 

1i~1 lJfl1'lUe:lfl~eJ 1 ~~~'U'VI~1U ~.:!~.:JL 'VIa1ifvh1 ~Ln~m11.1.ti'n~~eJn1'l1iu1m":i'lJe:l.:J~U~L.Il~ 1 'U 
'U 'U 

".i~tl~tl11 

~1fl e.J" LVI~~.:! na11~-;ij tJ;ij.:j bn ~~111JG1'U 1~vl1fl1'lPi fl~1 ~n.l.ll1'Wfl1'lU~fl1~~a.:JeJ"~e:li"1111J.ti'n~ 
• v ' 

'lJ e:J-:1 0 iu1fl1":i'VIe:l~ flLe:l fl"I1'U: mruPi n~1 L 'lJ~~'U~ L 'VI f'I'U1~ ~ 1'U~ L1J el-l i"'~LI"l el1 L.ll tll11'U"li1 ~1'U 
:ij..:~VI1~au~~1"1151i1 t~ fJ Pin~1ii.:~a.:~ l"i'tJ~~nau-ua.:~ 1"1 rum'Wm~u1 m~ 1 'U ~1'UI"111:U L tlu~tJli~~:u ~1'U 

• • v 

m11.1'll1L~eJ~eJLillilL~ ~1'Ufl1'l(;leJUG1'UeJ.:J~111J~eJ.:Jfl1":i ~1'Ufl1":i1~~111.1L~mY'U LL~~~1'Ufl1":i L'Yi11lil 

m":i-ru~~11:u~a.:~m":i-ua.:~miu1m~ 1~G1a~l"laa.:~nui"1111J~a.:Jm":i-ua.:Jm.nu1n1":iLL~~G1~1..:~m11.1 
'U 'U 'U 

.fin ~~a m":i 1 iu~m":i e.J~ m":iPl n~11 'UI"l~.:Jil~tJ'l~naum":iG111.11":ifl1111 tJ1 iL tlu LL 'Ul'V11.:J 1 'U m~u-ruth.:J 
'U ' 

LLm 'lJ LL" ~~~'U15~nli:JVIeJ~fl1 ~iitJ~~~'VIG.Il1'W~.:J~'U B'Ulil ~ na 1 ~Ln~tJ~~ LtJ"I1ULLrl":i~'U'U Li"'":i~\in~ . ... 

' ' 
1.2.1 L -rlt~ Pim~n 1"1 ru.n1 'W n1~u1 n1 ~-u a-:~111a~ n LB n"!1'UVii11"11 1 :u~:u~u 5nu 1"111:U .n n~-u eJ.:J 

' 
~iu~ fl1'~VIe:l~ flb t1 fl"I1'U: n-awPi fl'\:n L"ll 1\~'U~ L 'VI i"''U 1 ~ ~ 1'U ~ Lii tl'l i'l~Lfl el1 bfl t111 ~'U "li1 ".i1'U 
... ... .. 
~.:11111 (;! eJU"":i1"1151'U 

' 
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1.2.2 L ~el~ f1W11"1N.fl1'Wfl1'lU~fl1'l~~.:!e.li;'lvl v l"l'dl:Wfl fl~"!lv.:lm ifu~f11'l'VIelVlflLelfl'll'U: , u 

mru~flW1 ~'lJ(;l~'U~LVlf"'U11;'1~1Ur;'IL1iv.:~f"'TII"l el1L.flel'11~'U·lhnu ~.:!VIl~elUr;'l11"llli1'U , 

1.3 a:w:w~~1'1J"llv·m1~1:5'u ... 
1.3.1 l"lru.n1'Wm1u~m11il"l'11:w~:wV('U6nul"l'11:wiln~'lJ£J.:~m ifu~m1vr£Jvtn ~£Jn"ll'U 1 'UL 'lJ(;l~'U~ , u 

L Vlf"!U11;'1~1umi1£J.:~f"'~11"1 eJ1L.flm11'U"Ii1'l1U ..ij.:~vr1~ e:~um1'llo1U , 
1.3.2 1"1N.fl1'W fl11U~fl111ie.Ji;'lvl£ll"l'11:Wflfl~'llel.:J~ ifu~fl11VI£JV(f1L£lfl"ll'U 1 'UL 'lJ (;l~'U~ L Vlf"'U11;'1 , u 

1.4 fl1flULL'U'Jf:1~n1'11~t1 

lil1flfl1'lV1UVl'd'U'11'lNfl1'l:W LL1;'1~.:11'U1-;ij'tJ~L~t.l'doU£l.:J mViL"li'U l"lt:U.fl1'Wfl111 ~U~fl11'll£l.:J51nlil , , 
LL:w'U-B''U1 'UL 'lJ(;IL Vlf"'U1r;'I'UI"l1vU1;'111'llo1U LL'U'1V11.:Jfl11'll-rut..h.:~l"lrum'Wfl11U~fl11'll£J.:J L1.:JLL 1:w1 uuru 

• II • 11 V 

L'Wi;'\1;1 ..ij'.:J'VIl~Lr;'lt.l LLr;'l~fl11-rU~fl11U1VI111"1'11:W~:WVl'UBtlUr;'lf1~1 1"1'11:W~.:!Yl£lh LLr;'l~ l"l'11:W.fi'fl~'ll£l.:J u u 

mifu1m1h.:JLL1:W ~..ij'tJ1~t11:W1Vl~'U1LU'Ufl1£JUL~'U'11"1'11:Wfi~(;l1lJ.fl1'W~ 1.1 u u 

flnlll1'Wn1'1L~U~n1~ 

- ~1'UI"l11:WLU'U'lULi1'l:W 
u 

- ~1'UI"l'11lJ't.hL~v~a111.1i11~ R11:Wiln~"Hv~~iu~n1'1VIflWn 

II " - ~1'Ufl11(;leJUr;1'U£l.:JI"l'11:W~eJ.:Jfl11 

- ~1'Ufl111~1"1'11lJL~mY'ULLrl 

- ~1'Ufl11L"lll hm1-rU~I"l'11lJ~eJ.:Jfl11 
u 
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1.5 'lh~la11u~fl1fl'h~~1~~u 
1.5.1 L V:eL tl'U"ti'm.J"~1'VI-ru~tb ~naum15':in~vra~ n1 'U m1~ ~'U11ULL uum1t ,Xu~ fl1':i'VIa-A' n 

\1 '\1 II '\J 

Le:Jfl"l!'U 1 'UL "l!IJI«'U~L Vlf'1'U1"~Tumija.:u•f~1fl B1L.flm1~'U"IiTn'U :ij'I'VIl~e:J'Um1"l!tnil 
' 

1.5.2 L V:m111 tlHi. 'Ufl11£1~1'1m1lJU1L ~v~e:J LL(;'I~LiJmL 'U1'V11\IL 'Ufl1111\ILLCJ'U'VI~a-A'~'U1 
51n~ ~1vr-ru~tl<J~naum1V1a-A'me:Jn"l!'U 1 'UL "ll~J~~'U~L Vlf'1'U1" l'humi1B\If'1~1fl 81 L.nm1~'U"Ii111'U . " ..., ..., .. 
~ 'I'VI'J ~ €l'U"11"1!51'U 

' 

1.6 "lJB\JL11fl-rlil~fl1~1~f.J 

fl1 ':iPl fl'M1i:ij' t1 b~€1'1 fl W.fl1 Vl fl1 ':i'U ~fl1 ':i~~'l CH'II'i €l 1'11 111Ji' fl ~'1.1 €1'1 m etl'U~fl1':i'VI€l~ fl b e:Jfl"l!'U: 
' " 

mruPin"M1 L"ll~J~~'U~LV1f'1'\.J1"~1'\.J"Li1e:J.:~f'1Tifl B1L.flm1~'Ui111'\.J :ij.:~vr1~e:J'U"':i1"1!51U • 
1.6.1 "lltl'UL 'IJIJI'I.l tl-:1 b ,j'€JVI1 '11 'Ui:ij' tiL ~tl'l fltl.Jfl1Vlfl1':i'U~fl11~~'1 CJ" \OieJ fl1111Ji' fl~'l.ltl'l m etl'U~ fl1 ':i . " 

'VIe:J~flbe:Jfl"l!'U: mruPi m~n b 'IJ(;I~'U~ b 'Vlf'1'U1(;'1 ~1'\.J" Li18\lf'1~1fl B1 b.fl €l11~'U"!i1':i1'U :ij\I'VIl ~eJ'U(;I':i1"l!51U • 
m1Pim.~nt 'Ufl~.:~\l ~~vl1fl11Plm~n1 'U~1'Ufl1111LU'U':iU5':i':ilJ ~1'Ufl11lJ'I.hL~v~e:J1 11.~1~ ~1'Ufl11 

" 
~J~ eJ'UG1'U v.:Jfl1111~eJ.:J n11 ~1'U n111 ~ m111 L~mY'U LL"~~ 1'U fl1 ':iL "li'1h n1 1-ruim111 ~tl'l fl11'1.1 e:J-:1 

" 
m-H'U~m':i 
" 

1.6.2 u':i~"l!1m LL" ~n a11 ~1tl ci1'1 u1~"l!1m LL"~na11 ~1€lci1'1~1-&L 'Un11i:ij tl ~a m -H'U~n1 1 
' . " 

Vltl~nbtlfl"l!'UL'UL'IJIJI~'U~LV1f'1'U1"bij€l'lf'1Tifl B1L.fltl11~'Ui111'U :ij'.:J'VIl~e:J'lJ(;'I'j1"l!\i1U -:ij1'U1'U 302 fl'U 
' 

~1flG1m'V111'\.Jm111ru-:ij1'U1'UU':i~"l!1fl':i 'l.lv\1 TARO YAMANE (1973) 
" 

fJWfl1Vlfl1':i'U~fl1':i (Service Quality) ~tl fl11G1i1'1fl1111Vi'I'Vle:J1~ 1 'UfJWfl1Vlfl1':i'U~fl1':i 1 'U~':in~ 

tJ 1~ L.fl'Vl'VIe:J~mv n"l!'U 1 'U L 'l.ll'l~'U~ L Vlf'l'U 1 mij v'l f'1~1fl 81 L.n eJ11 ~'U i111'U :ij'.:Jvri' ~ e:J'U" 11 "l!51U 
' 

1~t~ml'i'mfl~eJ.:~ijv1~flrum'Vl'U~fl1':i .Jf.:J s ~1'U fiv • 
1'11111 L fJ'U~Uli':i':ilJ'I.ltl-:1 fl1':i'U~ fl1':i (Tan~ibles) ~ eJ .:J1'U'U~ fl1 11'11 1ii fl1111L fJ'U~U5':i':ilJ ~ £11lJ1':it:l 

r;llJ~G1:ij'U~v'l1~ ii~n'\iru~'V11'1fl1tl.fl1Vl~fi1VI'U~1~L~'U L"li'U G1t:I1'U~ Lfl~tl'lije:J lG1~ e:Jtlmru~1'1 ., 
' ' I 

'j'JlJvY.:Ju flfl"vlt m t~m':i~ ~~ v~ eJG11':in'U" nt9'1 "li1t~l ,X" nt9'1-r'U~11 Yl'l1 m1'Uii m1lJ~.:~ h 1 ,Xm':i'U~ m1 
.. 'U 'U \1 

fl1111U1L~€l~e:JVI~t1111.~1~ (Reliability) ~tl fl111~'U~fl1':i~l'l':i.:Jtl'Un11~t1G11':i~'l'l11LG1'Ue:J1.1LLn"ni9'1 
" 

'VI~ afl1111G11lJ1':it:l~ ~~tln U~.:J1'U'U~ fl1'j 1~ 1'!1lJr;l ~~1L~tl n1':i~-:111€l'U'U~ n1':i 1 ,X Lbtl'J nt9'1'Vl flfl~ 'I~ v\lii 

F11111t:l fl~ a.:~ L VI111~G111 LL"~ii fl1111G1J 1 LG111 a ~'I L fJ'Ufl1':iG1~Vl e:J'U fl11lJi:l1111':it:l1 'Ufl11G1i1'1fl1111U1 L ~e:J~ a 
" 

H11'1h1,Xti''U"nt9'1 
" 

fl1':il'le:J'Ui:I'Ua'l 1"11111 ~m fl1':i (Responsiveness) ~a fl11lJ-r'U ~~"l!€l'U'I.la.:J'Vl'l1 fl'I1'U~'Iiivtti1~ 
1 ,J'U~fl1':i(;'lflR1~1tlfl1111L~111~ LL"~iifl1111Vlia11~'l~"li1m 'VI~a 'VI~a 1 ,J'U~fl1':i" flR1'1'1'U'Yl L ~a 1 ,X 

" " 
"fl R11~-r'U'U~fl1':i~G1~~1fl LL(;'I~'j'J ~L ~1 
" 
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fl11L ~r111 :w ~'Uh LLnerli'll~ f11'l (Assurance) ~el n 11'll~fl111il1 nvnr n~1 'U~iir111:W ~ 
~ ~ 

r111lH'I1:W11t1 Vln~~L'Uf11'l'Vh:n'U ii:w'U~£JG1:W~'UG~~ 'l1:w(i~~11Jf111ll'\.J~v\91Jl£J ~~~~Lvt~1dlil~ • 
?11:U1'lt1vh 1 ~~n~1 Ln\9lr111:U~'U Llil111il~ 1~-!'ll'll~m'l~~ 

~ 

m1L i1 hm'l-r'll~fl11:W~v~m'l"llv~e!l i'll~m'l (Empathy) f1v vtum1um ~'ll~m'lLLfi~n~1LL~ 
~~'l1£.1~1rlr111:ULm 1-:iJ 1~ 1 ~r111:U?I'U llilLLn~:u11i'll~f111 'l1:W~~iifl11:WLi1Liil1 u?i'1~n~1 

~ ~ 

vtv~mvn"l!u vt:W1rJ()~ 51nlil'\.J'l~Lfl'Vl Rv'UL~ilLurJ:w vtv~n vt~vvvn{'VlL:wu~ ~~dJu?~mu~~ • 
1 ~'ll~f111L'lh~~nmf'i'rJ L\9lrJ-d1'l~L~'UL tl'U'l1m~v'U 1 'UL 'li~Jl~'U~L'Vlf'l'll1~to'i1'li~Li'iv~PI~1r~ B1Lflv 

..c:tt. 0 Q.J Q..l d 

11'l'U"ll1'l1'll "il~'VI1\9lel'li~11"!!51'U • 
mi'll~n11'VfeJ~n 'VIll1rl(i~ ~'li~Lflr!m i'll~f11'l'Vfv~n 1 'UL'li~Jl~'U~L 'VIPI'U1~ tol1'll~ Li'iv~PI~1r~ 
~ " 

0 .QO QJQJ d 

el1LfleJ11'l'U"!!1'l1'll "il~'VI1\9lel'li~11"!!51'U • 
m1:w.fi'n~~elf11'l'll~m'l (Service Loyalty) ~v n1'l~~-!'U'll~f11'liim1:UL~:u11il~"il~L~vn1i 

'll~f11'l vi11 ~Ln\9lr111ll1~nfi~VleJL"il Ln\9lrl11:Ut:.~n~u LL~~L ~el~'U1 'Uf11'l'll~f11'l c;;~e.~~ 1 ~Lfl\9\Vlf'l~f\'l'l:U 
~ " "I 

m11 ioJ1'l!v~~ i'll ~ f11'l'VIel~f1Lelf1"!!'U 1 'UL "ll1Jl~'U~vi1 f11'l ~f1~1 L 'V1PI'll1~ tol1'llaLiiv~PI~1R B1 Lfl v 
~ 



. 
"" \J'VI'VI 2 

m1fii mni ~ t1 L~a.:~ fl ru.n 1 'V'l n111.J~n11~a.:~ ~a~ a fl1 1~ fl n ~'ll a.:~~ eH\.1~ m1 'VIa~ n La n"ll'U: . ~ 

mrufiim~1 L"lll'l~'U~LV11'11.J1a~11.JaL~a.:~l'1~1fl el1L.!lfl11~'U'li1111.J ~.:J'VI1~a1.Ja1"1"ll51U ~i~t11~ . ~ 

0 ~ ~G.J.d.J v .J,J 1.1 u3 
V11fl111'1fl~1Laflf.111.:!1'UT'iltiV1Lflti1'1Ja.:J LLa::fl11"'VI1.J'VI1'U111rum1~V1Lfltid"lla.:J ~.:J'U 

q. ~d Q.l .- q. 

2.1 LL 'U1fl~ua:::Vlq'l'f~ Lfl tid fl\.1 fl111.J1fl11" ua::flru.!l1'V'lfl11"1.J1"fl11 . 
.::!1t. .r:::t d Q.J' U .c::il I 0::. 

2.2 LL'U11"l~LLa::Vlq'l'f~Lfltidfl1.Jfl11~.!lfl~l'lafl111.J1fl11 
.::.cv.dd 11 

2.3 .:J1'U1~f.I'VILfltid'llfl.:J 

... .. ... d u ... ... 
2.1 LL'U1flRLLa::'VIq~~'VILmJ1n1.Jn1".iU'in1".i LLa::.,ru.n1~n1".iU".in1".i 

2.1.1 LL'U1fl1111AfiL~tt1numc.iu'in1".i (Service) 

2.1.1.1 fl11~'VI~1tl'lla.:Jfl1)\J~fl11" 

fl111.J~n11 ( Service ) 'V1~1ti~.:J m1m::'\111'VI~am1'l.Jij~~.:J~1ti'VI~.:J'I11L!.1'Ua 
~a~ n~1 ti'VI~.:J L U'U~.:J~1~ih'l.J"' m~J-W'VI~a~11'l'U~.:J 1~li 1111 1aum111~'VItm1"L U'UL ~ 1'1la.:J 1 u~.:~ Lfl '1 

~ 

fl11~~1'11.J~fl11m~~~~~~'VI~a11J~n~~n1.J~1~'UR1n1~ (Kotler, 2003; el'1.:~e.:J~1n ~.:~u.n1 L~1!.111 
~ ~ . 

~.:JL~a.:J, 2549) • 
fl111.J~fl11 ( Service) 'V1~1ti~.:J m1m:::'\111~1.JRfla'VI~.:Ja.:J~a1.J1~'LLf1an1.JRRa • • 

'VI~-3 ~1.J~a.:JLLa::"'~~f.11~mn LL~L~a~f.1a1t1~1tl (U'U1 ~.:JL!.1~fllJi"'tl, 2553) 

fl111.J~fl11 ( Service ) 'VI~1fl~.:J m::1.J1'Ufl11" m::1.J1'Un~m1111 um1"a.:J~a1.J 

1.J~fl1)~1 nm ,x1.J~fl1) 1 'l.J el.:J~-r1.J1.J~fl11" (a fl~1) L~tl\.1~ fl1)L U'U~.:J~~\.1"'~~1.1 ua:::LLI'l::: ~ a.:J 1~ tl1 fl 
~ ~ ~ 

1111~-3 L tlu~.:J~ L~a~ 1.1ru1.1a 1r.~1 uh1'~1t1 1.J~n1 1~::: 1~-r\.1 m1'\111;ffu 1~ t~m1u~n111il :::a.:J~a1.Ja 
~ v ~ 

~-r1.Ju~m1Lfu '1Lfltl~uVi~u1~~lim11,Xu~m1 (Yl11ruVi'V'l~ U11"llqJ1i~r.~:::, 2556) 

~1nilm~~1~n~11~1 !.111111(lf.1)'l.Jfl1111'VI111t1'1Ja.:Jm1u~m11~11 m1u~m1 • 
?ia m1a.:Jl.mum:::u1um1 'VI~an-;um111vtl ,xR1111"1hm 'VIa a LLa::Ltau1::: 1t~"lltiun~~u 

~ 

2.1.1.2 "'n't'fru:::m11.J~fl11 

1) 1~!.11~11(l~U~a.:J1~ (Intangibility) fl11U~fl11~1.:J~1fl~~l'lflru'fl~li~11'l'U 
1~!.11~1)(llJa.:JL ~'U 1~~1!.11~i.~E1uL~ti.:J 'VI~a 1~lin~u naum1~au~m1fl'U 1-rrmu~.:J'IIIih 1~1.11~11" 

~ 

L ~'Ue.Ja "''VIG~Lfi~;fi'unu l'l'U nau~~~'U 1-;u~a LLa:::fl'U 1.Um U'VI1~ 1'1 LL 'V'lVl m~V111Ut:Ja~'V'lG~ LL uuaua ~1-3 
if~Liil'U~1.:J'VIti1 

2) 1~!.11~11mLU.:JLLcJfl1~ (Inseparability) hw'l.Jn~m1U~fl111il:::L U'Ufl11t:J~I'l 

LLa::: fl11U~L.nfl1 'UL 1m L~ tid nu "'n't'fru::: L ~ud~.:J~1.:J nut:J~I'lflru'fl~li~11'l'U~ t:J~I'ILL~Tt.h Lnu L tlu~u~1 
fl.:J fl"'.:J ~ ~;ij1'VI'lh t1 ~1 'Ufl'U n al.:J'VI a 1 tl11 t1 LLa d'u n111.J~L.n R1 'UL 1a 1~ alJ1tl1U fl fl a'VI~.:J L tlu , 
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rn~U~fl11L'll1\J~LU'U~1'UVI~'I'llel'lfl11U~fl11 LriBG'lflrl1:u1LLaVI..:J~1L~eJ'lleJ-ruu~fl11 fl11U~fl11~'1 
~ ~ 

LnVI~'UU i1 n~m 11?! ~ BU1~VIi1'1t'l f1R1 LLG'l~ rn ~U~ fl1':i L tJw;Y fl'l•HU~\;U'I'\i'llel'lfl11~ t'l1 VI U ~ fl11 
6J ~ ~ 

3) LliLL'Li'UeJ'U (Variability) fl11U~fl11ii~fl'liW~'lJ8'1fl11:U LliLL 'l.i'UeJ'U~.:!L ~B.:J\11fl 
~'Ua~nu1rmtl'UeTI'!Xu~m1 Lilah LLG'l~mvr'U 

~ ~ 

4) m1at'!1t1~1t1 (Perish Ability) m1u~m11lia1:u11mRu HI.~ fl11~\J~t1!'llB'I 

m1u~m11liLtl'Uuruvr1Lriaaua.:~l'liia~1.:~aJ1Lm.Ja (Kotler, 2003; a1.:~~.:~'11fl Vi11UJi1Vi~ th1'l1t1!1 "' , 
l~tl~. 2556) 

2.1.1.3 fl11:W~1~t1!'llB'Ifl11U~fl11 

Kotler (2003) mh-;d1 u':in\11~u~m1iinu~~1~ru 3 U1~fl11L~LLn m1L~:U . "' 
fl11:ULL~fl~1'1'VI1'1fl11LL"li..:~aff'U (Managing Competitive Differentiation) fl11U~VI11f)UJ.f11Vi'lleJ'I 

fl11U~fl11 (Managing Service Quality) LLG'l~fl11L~:UU1~i1'VIfi.nTr~1'Ufl111'1Xu~m1 (Managing 

Productivity) ~..:~d 
1) fl11 L ~ :u fl11 :u LL ~ n ~ 1 ..:~ 'VI1 ..:~ fl11 LL "li .:~off 'U (Managing Competitive 

Differentiation) '\111 nu':in\11 '!Xu~m11lil>i'mLL "li.:~aff'U~1:U111'11 lii'1L U'UtJi'a..:~vh 1 '!Xu~m':iLL~ fl~1'1':il1f1~ , ~ 

LL "li..:~aff'U LVI tlfl111fl"M11~~um11 ~u~m1~ L vrilani1 ~LL "li..:~aff'U Lfltlfl11La'Ual'lru.n1Vifl11 1 ~u~m1 
~ , 

~1:U~t'lflrl1fl1fi'VIl-:J 11 fl11ah-11'111:WLL~fl~1'11 'U~1'Ufl11U~fl11L~LLn 
~ 

1.1) U~fl11~La'Ua (Offer) Lfltlfl11Vt':il11UJ1~1ni'I11:WI'I1fi'VIl'l'lleJ'I~nri'1 ~..:~ 
u1~nau~1t1 2 U1~fl11~B 1) fl111~u~m1~'U~1'ULU'U"I!fl (Primary Service Package) 2) an"Mru~m':i 
1~u~m1La~:u (Secondary-Service Features) 

1.2) fl11~-:J:UB\JU~ fl11 (Delivery) Lfltlfl11~-1:uauu~ fl11~ii f! W.f11VieJ~1'1 
aJ1La:ua1~Lvrilani1~LL"li.:~ Lfltlfl11~aua'Ua.:~m1:wfl1fi'VI1-:~ 1'WI'IWm'Vim11~u~m1'lla-1~\J~L.nl'l 1'111:U 

~ , ~ 

fl1flvri'.:~Ln V~-:u1nu1~aum1ru1 'Ua~~ f'11Vifl'llB'~fl11L"JJ"Mru1'lJa..:~u1n-:u t'l nri'1L~ anu1n-:u 1 ~u~ m1 LfltJ~e:~ 
\1 • '\1 , 

Lnru"fimt~'VI~'~':il1flm1L-ih1um1u~m1 L'll1':il~Lmt~uLVit~uu~m1~-rui'nuu~m1~1'11fi'V11..:~ ti'1u~m1~ 
" 

1u~~1ni1u~m1~1'11fi'VIl-1 H t'l n!'i'1li1~ bJa'U 1-:u ti'1u~ fl11~1u~a..:~ni11'111:Uf11fi'VIi'-1'lleJ..:JL 'll1 t'l nri'1-:u~ 1 i 
'\1 '\1 \1\1 ,. 

" " u~m1ir'U"Il1 

1.3) m'Vian"Mru (Image) m1a~1..:~m'Vi~n"clru ~1vr1uu~~'VIffi~u~m1Lfltlfl11 
e:J1Pltl at1!afl'MN (Symbols) ~11i1'Url1 (Brand) Lfltle:J1PltiLI'I~e:J'IiieJfl11L"JJ'MW1 U1~'!11a:UoW'UG LLG'l~ 

' ' .. .. 
m1aaa11'V11'1fl11~mV~e:J'U 'l 

2) fl11U~'VI11fJW.f11Vi'lleJ'Ifl11U~fl11 (Managing Service Quality) LU'Ufl11 

L tJ~tJu LVI tJU 1~V1i1..:~u ~f111~f11 fi'VIl-1 LLG'l ~u~m1~1~1u ti'1u~m1~1~-ru ~1 ni1f111:U 1'11 VI 'VIi'.:~ 
rn-tiu~fl11':i!d~ni1LU'Ufl11U~fl11hliii'IW.f11Vi LL~tl1U~m1vt\.~fua-1ni1fl11:Ufl1VI'VIl-1 rn-tiu~f111 
\J 'U , \1 \J 

':il~~~ni1LU'Uf111U~fl11~iii'IW.f11Vi ~'I~'U f1111f1'M11'1W.t11Vihn~:w11'11~1'U ~-1ii~1fl1'VI'UVII'IW.f11Vi 
'U , , Oll.1 , 

'lle:J.:JU~f111~~1~t1! L~LLrl 
2.1) 1'111:ULU'U~U511:U'llB-:Jfl11U~f111 (Tangibles) ~e:J .:J1'UU~f1111'111iii'I11:WLU'U 

1uu11:w ~a1:w11t~a:u~a..ijul?i'm1~ iian"Mru~'V11-:Jmt~m'Vi~n1'VI'UV~1~Li1'U L"li'U am'U~ Lf'l~a.:Jiia i'aVJ " . 
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a'tln'H:u~h.:~ 'l 'l111~.:Juf'lf'lavflm'UnTl~~liia~a£1T;i!i\mn~1 -d1tJL~an~1-ru~-h -w'l1m1'UiJm111~.:~1-oa 
, q 'U \1 '\1 

L~fl11U~fl1'l 

2.2) f'11111'!.hL~e:J~BVI~B1i'11.:!L'OJ (Reliability) fia fl1'll~U~fl1'l~~'l.:JtlUflT'a 
~B£11'l~.:~'I11L£1'Ue:J H LLn~n~1 vr~af'11111£11111'l~~-oa~'tl~~~.:J1'Uu~m'l1?1 m11~~~1L~tJfl1'l G1.:~11au 
U~fl1'll~LLfl(;lfl~1Vlflf'l~.:J~B.:JlJf'1111l~fl~B.:J L'l/1111~£111 LLa~lJf'11111£1~1b£111B ~.:JLtJ'Ufl11£1~Vle:J'Uf'11111 

" ' " 
£11111'l~L'Um'l£1~1.:JR1111U1L~a~a 11'11.:~1-oa t~nuan~1 

v 

2.3) fl1'l~BU£1'UB.:Jfl111l~e:J.:Jfl1'l (Responsiveness) fia f'l1111-ru~~'llBU'llB.:J 
CLJ .Jd II~SJ'Q 111.1 G~ .c1 V cJ I 4 .c:::!II'JS.IQ II 

V'I'U fl.:J1'U'll.:J11VI'U1Vl b VIU'lfl1'la flf'11~1tlf'11111L~11L~ LLJ;1~1Jf'1111l'W1B11Vl 'OJ~'!l1tJLVIJ;lB 'VI'lfl b 'VIU'lfl1'l(;l flf'11 
v " 

111.1 .cl .d !Sf. II l.f '1 t.IU ..::... d G 
Vl'UVl LV'Ie:J b'V!J;lflf'11 b~'lUU'lfl1'lV1£1~~1flLLm~11~L'l1 

" 
2.4) fl1'lL~f'11111li''U1"LLn~-ruu~m'l (Assurance) fia fl1'lU~fl1'l'OJ1n"Wiln.:~1'U 

" ~i1f'11111~ f'11111£111111~ VI n~~ 1'Um'l'Vi1.:J1'U ~vU£1'Ue:J.:JR1111~ a.:~m'l'lla.:~a n~ 1 LLa~i11l'U~tJ~11~'U6~~ 
" " , 

~.:J£11111'l~Vi11~anFhLfi~m11l~'U1'0J11'0J~1?1-lum'lu~m'l~~ 
\1 

2.5) fl1'lL-n'1hm1-l''\.J~f'I1111~B.:Jfl1'l'llB.:J~'luu~m'l (Empathy) fia -wtin.:J1'U~ 
v " 

1 ~U~fl1'lLLna fl~1LL~ a:::'l1tJ?11tJf'11111LB1 h L~ 1~f'I1111£1'UL'OJLLfl~1111 o&'u~m'l 1111~.:1iJ f'11111L oH1 h 1 'U~1 
\1 v 

II 

anf'11 
" 

3. fl1'lL~11th~~V1Gfl1'WL'Ufl1'l1~u~m'l (Managing Productivity) 1um'lL~11 
ll'l~~VlG.mV'Im'l1l1'u1m'l o'lfi-oau~m'l£11111'l~vi11?17 15 ~.:~d • 

3.1) m11l1'-w'l1m1uvhnu111n~u 'VI~Bi1f'11111'111'U1ru£1.:~~u 1~tJ~1tJ~1~1.:JLvh 
"'" 

3.2) L~llm111Nm'l1~u~m'l1~t~tJa11£1ruL~tJf'lrum"Wu1.:~~1'Ua.:~ v... • 

3.3) L 'tl~ tJ'UU~ nT~ 1~L tl'ULL uua~£11'VIfl'l'l11L~m ~11Lf'l~a.:~ilm oU1111"li1tJ£1~1.:J • 

3.4) m1"1~u1nTlvi1.tJ"(;Jfl11"1oU\.J1m1" 'VI1a~'UFh~'U 'l 
3.5) fl1'lBe:JflLLUUU~fl111l1'iJ'tJ'l~~V1Gi11'W111fl~'U 
3. 6) fl1'l1l1~.:J'OJ.:J 1'0Ja fl~11 m o&' LL "j.:J.:J1'U'lla.:JL 'll1LL Vl'ULL 'l.:J.:J1'U'llfl.:JU~,;'Vl 

" v 

3.7) m'l'I11LVlf'1L'ULa~~n1mum'lu~m'l~~'U 
2.1.1.4 -dm11.:~~vh1l1m'l'\.J~fl1'l~Btlf'1N.fl1'W • 

Parasuraman et al., 1990 m1t;\'1LiJ'Ufl1'lU~fl1'lLLa~Vi11~anfi'1~~n.W.:~-wah 
" " 1~ ~BLU'Ufl1'lU~fl11~lJf'1N.fl1'V'IL~B.:I'OJ1fl'l~~Ufl1'lU~fl11B~L'VIiiflf'11111fi1~'VIl.:J LLlfitJ1f'1N.fl1'Wfl11 , " ' 

u1m'lJ'Ufl~~1 ni1~a n~1f'11~'V11.:~ H-oa~Vi11 ~Lfi~ m111 hlvHJ h'llB.:Ja n~1 LL"~ LL£1~~ 1 ~L ~'Ut;i.:~-dB.:Jl1~ 
v " " 

'VI~fl~'OJ~ Lfi~~'U'OJ1fl LL 'U1fi~'llB.:Jf'1UJ.fl1'V'IU~fl11 ~L U'U£11 L 'VI~Vi1Ll1'f'1N.fl1'V'IU~fl11hhJ1~£1U . ' , 
f'11111~1L~'OJ ~.:~~1l1L~'Ufi.:~-dB.:~11.:~~vi11l1'm'lU~fl1'l~BtlflN.tl1'W (Model of Service Quality 

v 

Gaps) 5 azla.:~i1.:~ ~.:~il 

-dmi1.:~~ 1 (Gap 1): -da.:~·h~'lla.:Jf'11111~1l~'U6'l~W;h~~U~L.flf'1 (f'11111f'11~'VIl.:J 
" 

'lJB~~u~L.flf'l) nutinfl1'l~a1~ (fl11-ru~'lJB~~1tlfl11~~fl1'l) L U'Uf'11111LL~fl~1.:J'l~V!l1.:J fl11~rn l1 
" " " 
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u~m~ hl'Vl~1'Uf:i.:Jrt11l.I~B~fl11U."::fll11l.IF1111l'VI1\1"1ltl-1eJ'U~L.flfl~LI:vt:u~~ ~-!!bU'UF111l.I~B\Ifl1'l:U~\1"11B-!! 
'U 

~nr1'1 m:u:u::d111t:u1nm1vtlJHjm1vi11~tJ"11B\Ie:h~m1'lVIml11 LU'U~'U 
'U 

-da~i1~~ 2 (Gap 2): "liB\I'h~"lla~m~u.u"m~1un~\tl'UiBn1VI'UI1lrtru.fl1~111ltJ 
'U ' 

tinm~V~" 1111 eJ'U~~1 b VIV!l.l1"il1fln111''U~"11B\1~1 tin 1~~111 m~i:i~rt11l.lfl1~VI1\I"UB -1 eJ'u~L.fl fliL~tltinm~ 
• 'U 'U 

Vl~111\b8-!l vr1mla.:J':ll\1"118\lfl1'il.l. u"m'i-ru-n ~L U'U-i!a tl1VI'UI1\FIW.fl1~ L~tltlfl n1'iVI"1~ i1m1l.IG1'l.I~'Ulj 
v • 

l.l1"il1flfl11f'U1"1la\1~1tlfl11~~n11f:i'lrt11l.IF1111l'VI1\1"11B\IeJ'U~L.flrtLI1ltJUflfl11VI"1~bB\I 
v 'U 

' 
"lia'li1'1Vi 3 (Gap 3): "lia'li1'1~::vri1~"1lan1VI'U~f'lru.fl1~m~u~n1'ltl'Un1'l~\l 

l.!Bum~u~m~ ~B ~1ti'U~VI1~1~i1m~n1VI'U~l.l1 V!1;i1'U Ha~1'1i~L"il'ULL~1 LL~eJ'~1 ~u~m~ 
~ v 

1:U~1l.l11fl1 ~m'lu~m~V~1l.l~n1\·m~ H ~\lm:u:u::Ln~:u1 mTI ~u~m~ 1~-ru m1!1 nau~11vi1:U b ~tJ\I~B 
v 

bb"~ 1:J~11111fl ui]u&\\11'U 1~V11l.JcUBfl1VI'UI1\ VI1B\11'U,f'Uijl"ld1l.JoUI1\U.iJ\I tl'U vr1mjl ~'U~n1~ 1:J~ n11 

u1::~1'U\11'U~1l.ln'U 

"!iB'I'"h'IVi 4 (Gap 4): -da\111'1"11B-!IFI11l.IG1'l.I..;''Uih~VIi1-:Jn1'l~'ll.JB'U'U~n1~tl'Un1'l 

~B~1 'j .fl1 tl'U B n ~-!I n1'l~B~11"lla-:Ja'l R mvr1ail'l n:u,!'U"il::~11'1fl11l.Jfll111l'VI1-:J tl'U eJ'U~L.fl 1"1 bL~m'lG1'1 
• 'U 

l.Jauu~m~,r'U 1:U~1l.J11t~vi1V~1l.lvtlm ~r\',"'cycy1 H 
I I .d I I I Q .du IJU Q d OJ 

"l!a'111'1'Vl 5 (Gap 5): "lla'111'1'l::VI11'1n1'l'U'ln1'l'Vl'l'U~fl'Un1'l'U'ln1'l'VlFI1~VI1'1 

-da.:~-.i1.:~ilLnl1l=fi''ULdaeJ'u~l.flfll-r'U1il.:~fllru.fl1~m'lu~m'l1:UV~'l'~n'U~fli1~VI1-!11-~ .Jf-:~ 2 G11'UdLn111:u1n 
v 'U • 

'jnrl'1.Jf\I'VIl.ll1\ (Parasuraman, et al., 1990; el1'1B\I"il1fl ~'l'lWVi~~ U';i1"llqJ11~tJ~, 2556) 
~ .ctd ., .Q ( 

2.1.2 LL'U1fi~LL~:::VIq'I:*~LmJ1n\J~ru.n1'Wfl1'nJ'ln1'l Service Quality) 

2.1.2.1 Fl11l.J'VIl.J1tl"lla'lfliW.fl1~n1'l'U~f11'l • 
f'l W.fl1~ fl1';iL ~'U~fl1'l (Service Quality) 'VIl.l1 tJ 5-:~ fll11l.!Vi\l ~a 1 "il "11 a .:1 

eJ'fu'U~n1'l'VI1e:mnr1'11~f'U'U~fl1';iVI1l.lfll11l.lfli1~'VI1'1 vr1al.l1nn11rt1~vr1.:~ (Parasuraman, Zeihaml 
'U 'U 

and Berry, 1985) 

flW.fl1'Vifl11L~'U1fl11 (Service Quality) LiJ'U·H~~tJ"!.Ia'lfl11L~ u1m-a~'l1~1j 
~1VI'U~U1 L~'Ua 1 ~nu"nrl1~1"1111l'VIl'l ~-:~:u::L U'UeJ~~i1'UfliW.fl1~m';i1 ~'U~f11'l (Etzel, Walker and 

'U v • 

Stanton, 2001; el'1-:~~-:~:u1n ~~1'l'lW L~~-rV~u, 2546) 

f01W.fl1~f11'lL ~'U~f11'j (Service Quality) 'VIl.l1tJil.:~ f11'jn1'VI'U~l.I1Vl1~1'UFI11l.l 

LiJ'UL~I'l n1'ltlal.J-r'U 11-:~h ~a h L tl"U1 uml.lm1l.l~a-:~m1"1Ja-:~~nr1'1 "nrl'T~-:~~v h bn'Urt1111 
'U v 

rn~vr1-:~ (tJ'U1 i-:~b~~tJl.l1~tJ, 2553) 

rtrum~m11~'U~f11'l (Service Quality) 'VIl.l1tJil.:~ L U'U~-:~~m ~'U~f11'l~-!111B'U 
' 'U 

1 ~bLn" flrl18 ~1-:~i1u ~::i1'Vl5.fl1Vi Lb;t "l. 'U"!JW::b~ tldtl'Um ~'U~f1111:U~1l.J11fl1111 FIUJ.fl1~"!.1B-!I'U~fl1';i,r'U., 
~ ~ ~ I 

1~ "fl fll"il::U'l:: Lll'Ufl11'U ~m'lvi1~f'U"il1flfl1'l1'U1"il~-!!1 'Uf11'l 1 otl'U~fl1~ i1;t1-!!tl'U F11111~B-!! fl1'l 1"11111 
v v 

fl111l'VI1-:~ bb"::wnl.lrll.lfhvr1a hi ~-:~Lda fl1'j,r'Ub tl'U~-:J~rt111lvr1-:~ vr~mn'Ufl11l.lrt1~VI1-:~ :u~~-:~c.J" 1 ~ 
' 

"fl rl1 bn (;I Fl11l.J Vi a 1~i! bb":: bn(;lfll11l.J"il-!l-rn.n fl~ bL~ (;'i\111f11'j'U~fl1'j,r'Unrt W.fl1'W ( a".lal.J1 "il1U ~-!I' 'U , , , 

2557) 

fjW.fl1'W"lla.:Jfl1'l'U~fl11 (Service Quality) 'VIl.l1tlil-:~ fl1'l1~'U~fl1'l"il::~a-:~i1 

fltu.fl1~~~ flfl~B-!I\?11\Itl'UF111l.J~B\Ifl11"11a'lf!flfl1 i1fll11l.J~::mm1~L~1 ~-!ll.JB'U1~1?11-!IVI11lb1"1 
, 'U 'U 
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u~m11llLiiV~f'I111J~Vl"n"'1Vlu~rn;dh.n(;I'H11Uf'IW.fl1'Viiif'l1111?1~1 L?fllm tlt.!'Vi\1'11-31" LLml?f~1-3f'l'1111 ... . 
L ~a~a1 ~nu"nf11e!1111 s&'u~m1 (?f'Vi\JU ~uwii, 2555) 

\1 \1 1 411 u 

\11f1n111~f'I1111'VI1J1~ ~Wfi1'Vin111~u~m1 (Service Quality) ?f11111~?11U 

1~11 f'IW.f11'Vin111~U~n11 'VIlJ1~5-3 fl11'll~n11~iif'IW.f11Vl ?f11111~?f~1-3f'I1111'111L~el~el ii f'ld111 ' . 
L off1 l\1 1 'Uf'l111l~v-3n11'1JB-3m s&'u~m1 LLm~?f1111'ltl?f~1-3f'I1111Vi-3'Via h?t-3?fV11 ~urim affu~ m1 

'U \J "' \1 

2.1.2.2 m1fun 'Uf'IW.tl1'Vin11'll~n1'l 
" ' 

Kotler (2003) 1 ~f'I111J'VI111~'1Jtl-3 m1-ru~11 "L U'Un'l:lU1'Ufl1'lLL U(;lf'I1111'V1111~ 
" '!ltl-3~-3'1ltl-3 'llf'lf'l" LV1r.Jiim::u1'Um11 'Un11Lilan-ru LL~(;I:l'Uf'lf'lml:: 1 ~f'l111l'h~wLL(;In\Ji1-3tl'U ~-3L U'U 

' ' "' 
e.m1J1\11nu"J::?fum"Jru'!Ja-3LL~"'::~"~'U a-3fi''lh::nau~iiem\Jiam'l-ru~ 1~LLri ?fm'Um"Jru f'I111J~a-3m'l 

" 
LL(;I:l'VI'IJTvlf'l1111-r'U~V1"lftl'U" (Kotler, 2003; el1-3~-3\11f1 .f1'l(;l 111WoWW, 2554) 

Gronroos ( 1983) LU'Utin1~r.~~1 aff"ii1(;1tl-3 f'I1111Vi-3'Vitl1lilu"'::m1111llii-3"ntl1\l 
V ,4 .o:::t. I IJd 

'!Jtl-3(;1f1f'l1 (Customer Satisfactions/ Dissatisfaction orCS/ D Model) L'Vitltlti'U1CJ11(;1f1f'l111 
... " 

f'ld 111Yi~'Vitl l\J 1 'U f'l ru.n 1'Vii.J ~ n11'VI~B1aJ mh1fia f'IW.f1 1'Vi 'll ~ n1 1~ -ru TI~ ~ m1'Vi~'!J tl~ m :l 'U1 'U f11 1 
' ' " 

'l.h ::Lii'U~" n R11~ L U~CJU L Vi CJU nu f'I111Jf'I1Vl'V11~m)U~n11 tl'U'll~f11)~ -ru-n~"~~ LV1 r.~ii LL uu"iJ1(;1 el~ ... ... 
f>JW.n1'Vi1'Um'l-ruj(V1CJ111J (The Total Perceived Quality) U'l:lf1eJU~1CJ 2 ~1'U fia 

(1) f'IW.f11VlVI1~L'Vlf'IUf'l (Technical Quality) LU'U~~~"'nR1lil:lHi'-ru\11f1n11 ' ... 
U~f11)~?f11J11tl1V11~a~1~~V1L\l'U 

(2) f'IW.f11'ViVI1~'VIU1~ (Function Quality) LU'U1Gm11~'ll~n11~1V1f'IW.f11Vl ' . 
L~ mn iif'I111J'V1(;11 f1'VI(;I1 ~ LL(;I:l L U~CJ'UU tl"~ hi111n f>JW.f11Vl1 'U'VIU1~ \1 :lL~CJ1"li'a~ nu'\.Jfi fi~CJ1'Vl1~ 
~(;li'Vlm (Gronroos, 1983; eJ1~~~\11f1 .n1(;11'l1W~W, 2554) 

2.1.2.3 fl111V1f111fU~f'IW.n1'Vif11'l'll~f11'l 
... ' 

m1Pim~1VI1~~1'Uf'IW.n1'Vif111'U~n1'lViG11~ru fia~1'U'!JCl~ Gronroos LL(;I:l ~1'U 
' "' ... 

'!ltl~ Parasuraman bb":::f'lw::: ~~il 

1) m1Pim~1'1JB~ Gronroos (1983) L?f'UaLL'U1f'l111lfiV1~Gi1~tlJL~mnur-Jru.n1Vl 
.q, .J. ..::111 I .,q, .J II V II' 

'!Jtl~f111'll'lf111VIL'lr.Jf111 "f'IW.f11'Vi'!Jtl~f111'll'lf111VI"f1f'I11'U1" (Perceived Service Quality-
' 'IJ ... 

PSQ) LL":: "f'IW.f11'Vi~"nR'1-ru~~~'VI11Vl" (Total Perceived Quality) ~~LiJ'ULL'U1fiV1~LfiV1li!1f1f111 ' ... ... 

1~m~mnu'Vin~m11!e!'U~L.nf'ILL":: ~"f11:lVIU~LfiV1lil1f1 "f'l1111f'I1V1Vr1~" '!Jtl~"f1R1L~mnUf'IW.n1'Vi .. , '\1 \1 , 

'!ltl~~'UR1~ii~a "m1'1J1::Lii'U f'IW.n1'Vi" '!ltl~~'UR1vt~~lil1nm1'll~1.nf'I~'UR1J'U 'Utlf1lil1nilFT~v5u1CJ 
' 

LL 'U1 f'I111JfiV1 L~a~ "f'l w.n1'Vi~" nR'1-ru~~~'VI1JV1" LV1 r.1 n~1111 f'IW.n 1'Vi'!lv~ f111'll~f111~"' n R'1-ru ~lil:: 
, '\J \1 , 'U 'U 

Lfi V1lil1 n m111 G111 ~'U 61:: 'V111 ~a~ fi' tl 1:: n au~ G11 ~ ru 2 'IJ1::: m1 fi v f'1 ru.n 1'Vi~"' n R' 1 1"11 V1 w1 ~ ... . ... 

(Expected Quality) LL":lf>JW.n1'Vi~LfiV1li!1f1tl'l::aum'lru 1 'Uf111 1 affu~f11'l'!ltl~~nR'1 (Experienced 

Quality)1V~ r.1~11 'IJ"' n R1li!::vi1m1tl1:: Lii'Uf'l w.n1'Vi'!l a~ m 'l'U ~ f111li!1 n n 11L tl~CJ'U L Vi ~u f'IW.fl1'Vi~ 
... ' ' 

fl1V1'VI1~ (Expected Quality) tl'llf>JW.n1'Vi~LfiVllil1f1U'l:l?f'Uf111W1 'Uf111 1 affu~m'l (Experienced 

Quality) 11 f'l W.fl1 'Vi~~ ?I tl ~'IJ 1 :l L.flVIJ 'U?f tl VI f'l ~ tl-3 tl 'U'VI ~ a1aJ ~ ~ L~ m.i111 1 ~ \111 W 11111 tl'U L U 'U 
' 

f'IW.n1'Vi~1u~vY~vt11Vl lil:::vi11m~e . .m?f1Utltlf1111LiJ'U f'IW.n1Vl~"nR11un~ (PSQ) tY'ULtl~ ~lT~1f1f111 
q 'U 'I , 'U \1 

~lii11W1L U~CJ'UL Vir.~u 1 'UU'l:lL~'U~~n~11'Vi'lll1 f'IW.fl1'Vi~LfiV1lil1f1U'l:l?f'Un1'lWL~L U'U 1 um11f'IW.fl1'Vi 
' ' 
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~R11ilvt1~ lil ~vh1 '\X"m•l1iim1'i\J~11RtJ.Ln1V'I"IleJ~nTj'lJ~m1'b.i~mh~~m lilwr~ ( V'l 11ru~V'I~ 
'II 'II • 

tl11'!!t\J11~E~~, 2556) 

vr~il Gronroos 1~mh1t'i~~nrusnm1~lil11W1RWil1V'In11'll1m1'"hG'111111f:l • 
G'I~1~1~'Lnlil~u1~m11vtan 6 t11~m1 n~11~e1 (tl1~'!!1~ 'U111'i't;~u, 2553) 

(1) n11L U'U1ieJm~V'ILL!;\~fl11ii'\'i'm~~"lleJ~~ '\X'U1fl11 (professionalism and 

skill) L tl'Ufl11~'il11W1'h ~-r'U'U~n11G'I11111f:l-r'UTI~'il1 nm1L "111-r'U'U~fl11'iJ1 mTI '\X'U~ m1~1i 1"11111 ~ 
'U 'U 'U 'U 

~Lc;\~'\'i'n'!!t~ 1 'U~1'U'U~fl11 i~G'I11111t:li'I1L ti'Ufl11LLfil "lloUt;y'Vt1~1~ jL~eJ~1~ih~'U'U LL!;\~LL 'U'U LL~'U 
(2) it~ 'U R ~ ~~" ~ V'l n ~ n 1 111 "IJ eJ ~ ~1 '\X 'U ~ n 11 (attitude and behavior) 

., 'II ~ 

~-r'U'U~ fl1 1lil ~ Lnlilf'11111~i1n\~lil1flfl11~m '\X'U~fl11G'I'U 1lil~li!~l'l1 L ti'Ufl11bbfil "lloU ruvt1 ~1~ 'l ~ Lnlil~'U 
'U 'U 'U fU 

~1 EJVhVi~L tJ'UiJiil1 LL!;\~~1L ti'Ufl11LLfil "IJoUqj'Vt1el~1~ L ~~~1'U 
(3) m1L 'li1V'I'U 1~mh~~1 tJLL!;\~iiR1111V lilvt~u1 'U f\11 1 '\X'U1fl11 (accessibility • 

and flexibility) ~-r'U'U~fl11lil~~lil11W1lil1flG'Im'U~~~111. '\X'U~f\11 LL!;\~ L 1"1~1~-r'U'U~fl11lil1 n 

m '\X'U1m1 1111t'i..'l1~'U'Ufl11'U1fl11~:ijlilLt;\~£.111 H L Ylmi1'U1£.11"11111G'I~Iil1fl1 '\Xn'U~-r'U'U1fl11 
'II 'II 

(4) f11111Ll11..'lhLL!;\~f'11111L~eJ~eJ't~ (reliability and trustworthiness) 

m aU'U1fl11'il~vl1 fl11~'il11W1vta..'lli!1fl~L~ -r'U fl11'U1fl11L tl'U~L~£J'U~el £.1 LL~1 ~..'l f\11 1 '\X'U1fl1 1"llel..'l 
'II 

~'\X'U~n11lil~~eJ..'lunu;lil111Yn~-r'Un111ilflc;\..'ltl'U 
(5) m1LLfll"llG'Imun11ru1'\Xn'Ui:1n11~tln~ (recovery) ~'iJ11W1'il1flfl11Lnlil 

'II 

L vtlil fl11ruVi\1J1~1"111ilfl11Wa1..'l'VIU1Lnlil,r'Uvt~el Lnlil L vtt;~fl11ruvl~ lilUn~ LL!;\~m '\X'U~fl11G'I11111f:l LLm "ll 
• • '\1 

G'!murn1Ju 11~'\'i''Uvb~Vi~1£Ji6rn1~L vt111~G'I11 ~~v111~G'Imurn1runa'U~m1~tln~ 
(6) ~m~£J..'lLL!;\~f'11111't.hL~eJ~eJ (reputation and credibility) ~aU'U1fl11'il~ 

~~e)~~ e) 1 u~e1 b~£.1~"1JeJ~m\1'U1m1 'il1 nm1~m 'tX'U~fl1)~1L Uun'ilm1~1£.1~111t;lc;\ellil 
'II 'II 

2) fl11Pin'l!t1"1JB~ Parasuraman et al., 1985L~vl1fl11Pifl'l!t1L~mn'URUJil1V'I • 
m1'U~fll1V'I'll'"hil'il:ij'EJ\{'U~1'Uvl~\.J~1flf11m'Um1~1il~'Ui'lrufl1V'I"IlcNm~'U1nTl"ii 10 ~1'U Llilt.Jfl1) 

... 'II • 
d 1.1 II odl. 1.1 lll.l II tJ lll.l q .q 

~fl'U11'U1111"1Jel1lc;\ 2 lil1'U RB lil1'Ufl111'U1~bc;\~lil1'Ufl111"111ilvt1~ 1111£.11;\~LB£.1\il (Parasuraman 
'II 'II 

et al., 1985; eJ1~a~lil1fl G1n~ 'U1-r(;l'U ru B£.15£.11, 2547) • 
(1) f11111Ll11..'lhL~ (Reliability) L~£J1"11B~tl'Uf'11111~fl~B..'l1'Um~'U1'Ufl11 

1'\X'U~fl11 L~Lbn f'11111G'I11111f:l1 'Ufl111oH'U~fl11 bbnc;\flfl1L~B~1~tl n~ B~~..'l Lb~ bb 1fl LL!;\::G'I11111tl 
'II '\1 

1-H''U~fl11LLri" nfi'1 m11vlaruru 11 ll~a~1~ R1'Ut1'1u 'II ...... 

(2) fl111ilB'UG'I'UB~~Bf'11111~B~fl11 (Responsiveness) ~B f'11111~..'lhLL!;\~f'11111 
V'I~B11~lil::1'1X'll1fl11"1JB..'l'Wtim1'U 1111Ltlt'i..'lf'11111Lvt111~G'I11"1JB..'l1::£J~L1mvh-H''ll1fl11~1£J 

(3) f'11111G'I11111tl"IJB..'l 1 '!X'U~fl11 (Competence) ~B 11 UJG'I11'1J~1 'Ufl11ii'\'1 m~::LL!;\:: 

1"11111-fl 'Ufl11 1 '\X'U~ fl11 il''U~B'WU fl~1'U~1oH'U~ fl11!;\ flfl1~ mii 1"11111~ f'11111'lf1'U1ru LL!;\~f'11111G'I11111t11 'U 
\1 'IJ \J IU 

~1uvh'IX'U~fl11 
(4) fl11Li1t'i~fl11'U~fl11 (Access) ~B f'11111G'I~Iil1n1um1~1il~B~BG'I11 ~"llu 

"1111d"b1b YldFlV'Ivl~ lil~ t!L~Iilc;\tllilL 1m fl11'U~ m~vl11c.l'U 1 ~ Lbn ~ nf11iJ~~ CJ~el1'U1e.Jf'111l.IG'I~Iil1fl 1 tJL~CJ~L 1m 
'U 

LL!;\~G'Im'U~'b.J L '\Xr;1 flfl1~B~1B'U1'U 
'II 
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(5) rn111iiel'um~£J (Courtesy) ~a vn!nnu~1~u~fl11~nR1~a.:~iiel'um~£J 111~~ 
iil"l1111G1mVi L~:::iJl.lu*-!«m~'ufi~~ 11111tli1~m1LL~~m£J~G1.fl1ViLvt111:::G11!'lla~Yn1nnu~1£J . , , 

(6) m1~1'1~e:J~en111 (Communication) ~a 1"11111G111111f:ll'Um1t~G'U1£J11.X~n~1 

L-ff11lilt~~1-:!f:lf1~el.:! LLm~ 1 ifl1'\'!1~L-ff11liJ~1£J L'li'U fl11LtX-fft~11fiL~£Jdn'Ufl11'U~fl11 1111vr-:1~1'U~f11''iLL~::: 
~ ~ 

ld4 dd.ci ( .... .d·dd 
(7) 1"1111l'U1L"lle:Jf:le:J (Credibility) l"lel "llmG1£J~'llel.:lel~l"lm ~n'\'!ru:::Vl'U1L"llelf:lel'llel.:J 

Vitlf1~1'U~~I'l~eltl'U~f11'11 l'ld11l~el«~6 thH11~h l'ld111L~el~elL~ LL~:::fl11U1LG1'Uel'U~fl11~~~G11'1Lv1LLrl 
~ , 

... 
~f11"11 
~ 

(8) 1"11111tl~t~l'l.A'£J (Security) ~el f111'U~f111~~.:111el'ULLrl~f11'11 ~1,Jvh11Xdil'l 
el'U~11£J LL~:::rl1111L~£!.:!~1.:! 'lL~LLrl 1"11111tl~ell'lJlU'!Jel~~1~f11E.l VlfVi6~'U LL~:::fi1111Ltl'U~'J'U~'J 

(9) f111L-ff11lilLL~:::m1fin~n~1 (UderstandingKnowing the Customer) ~el 
~ ~ 

fl11L'Yi'11lilfl1111~mm1'llel~~n~1 L~:::L~E.JufL~mnum111~t~.:~m1~'J'U~11,xfi'J1l.JG1u1lil~n~1L\lVi1::: 
~ ~ ~ 

0 .,j ... '1 ... 
'Uflfl~ LL~:::G111111f:llil1"lltl~f1rl1 bl'l , ~ 

(10) fi1111Ltl'U~tlli1111'Uel.:I'U~fl11 (Tangibles) ~el af1'\iW:::'Vmfl1£J.f11V'I'llel~el~~f11 

an'\'!w:::mE.Jut~n'llmV'Ium1u 111li1~~tlmrue11u1E.Jfi1111G1:::mn1um11,Xu~m1~1~ '1 
I , ... 0 ~ OJ ~ ... 1-1 OJ ~I "" .. 

~el111 Parasuraman u~:::flru::: l'l'U11J:U:U£JVI.:! 10 1'11'U 1JV'I\Jli'U1L1J'ULfl1el.:J1lel 

tl1:::Li1'Uflru.fi1V'I f111'U~f111L~ EJ n-l1 "SERVQUAL" tl1:::nt~'U~1EJU:Ui £JL 'Ufl11tl1:::dJuflrumV'If111 , , 
u~m11,XLvtaaLV4EJ~ 5 ~1'U (Dimensions) ~.:~if (Parasuraman et al., 1988) 

(1) fi1111Ltlu~tlu1111'Ua~m1u~f111 (Tangibles) ~a .:J1'U'U~f111fl11iim111Ltl'U 
1tlu1111 ~a111111JGY11~aiu~a~1~ iian'\'!w:::VJ1~m£JmV'I~n1vt'U~1,XL~u L'liu amu~ Lr~~a~ila i'G11'1 
~ , 
atlmw~1~ ., 111l~~'U rlfl~m m 'Ufl11~1'l~a~aG111n'U~ f1~1 "ll'J£1 1 ,X~ f1~11uf11 Vitl f1.:11'Uil f111l.J~.:!l~ , I , \1 'U 'U 

1 ,X f111'U~ f111 

(2) r~1111tJ1L~a~avt~aH11-:Jh (Reliability) ~a m11,Xu~m1~~1~num1~aa11 
~~'ll1LG1ua HLLn~n~, vt~am111G111111fJ~:u:::tlfiu~~1uu~m11~m11«'lJqJ1LI'l£Jm1~.:~11auu~m11,XLLn 
a n~1V1 nfl~-:~1'1 mil Pl111lf:l nl'la~ L vtl.J1:::G111 LLm~ilfl1111aJ 1La11a ~~"il:::L tlum1a:::Vfa'UPI1111G111111f:l 1 um1 
~ , ~ 

af1-:~fl111ltJ1L~a~aH11.:~1"il1,Xnu~n~1 
~ 

(3) f111~auaua~l"l1111~el.:Jf111 (Responsiveness) Ltl'U1"111111'u~~"llel'U'llel.:J 

Vitl f1~1'U~.:Jilvt'll'1m v1u~ f111~ f1Fh~1EJPI1111L~l.J 1"il LLa:::il 1"11111V'I~tl11~ :u:::"ll'JEJL vtaavt~a 1 tXu~ f111~ nl'l 1 
~ ~ 

'l-1uVi L~a1v1~n~11~1uu~m1~a:::~1f1LL~:::111'1L~1 
~ 

(4) f111 1 1Xm111Ju 1:uuri~fuu~ f111 (Assurance) ~el f111'U~f111:U1f1Vitlf1.:11'U~ii 
~ 

1"11111f P111:WG11:W11f:l '1-1 f1'\'!::: 1 'Uf111Vh-:!1'U ~el'UG1'Uel.:!P1111ll'i' el.:!f111'llel.:!~ f1fl1 LL~:::iJl.J'U'\'!EJ«lJ~'UG~ ~ 
~ ~ , 

G11:W11f:lvl111X~n~1Liil'lfi11:WJu1"il11"il:::1~1uu~m1~~ 
~ 

(5) f111L-ff1hm11uiR11:WIPi't~.:~m1'lleJ~~fuu~m1 (Empathy) ~e:J V'IUm1'U~ 
1 tXu~m·mria nl'l 1LL~ a:::11EJ~'JE.JrrJ1:WLm 1:u 1~ 1 tXm111au 1lil LLn~ 1111 iu~ m1 1111~~ii PI11:WL -ff1h 1u~ 1 

~ ~ ... 
~f1PI1 
~ 
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22 .Ua LLU~aamtlu 2 'hu ~a 
~1'U~ 1 LtJ'UnTn.Ji~Lii'Ufililli11'VII'l1111'11111fil1l'I'VI'l~ 

' 
~1u~ 2 Ltl'Un1i'I.Ji~Lii'Ufil ru.n1'VII'l111n1i~\r!'lla~ ~-ruu~mi hw L ~£1 ni1 . .. , 

"RATHRE" (Relibility Assurance Tangible Empathy & Responsiveness) (Suttle, 1996) LU'U 

Ulil~m~11~~1~lil1nmi;;111m"clruna11 (Focus Group Interview) lu~1ui~mi1a 1985 ~1'UUlil~£J~ 
• v 

4 LLa~5 Ltluulil~tJ 1'VI~LL~ihh~nau1'\.J~1m1£Jmi~h~'l~~a luil~ulil~m~11Bn 1 ~1u~L 'VI~a l'i'~tiu 
LLll SERVQUAL "il~'\.J1~fleJUL'\.J~1£JU"il~cJ'1l'lfl1iU~n11LfitJ~ 5 ~1'U LL~nfilieJUfil'l11LL~~11~1~ '1 
'lleJ~U"il~m~11~~ 1 o ~1u LLa~L U'ULL u1ioil'!vtl .ffti'ua~1~LL 'VI~'VIa1£JL'Ufl1i'I.Ji~Liiuf'1ru.n1 'VIU~fl1i 1 'U • 
~1111e:J~'lleJ~~~\JU~n11 (Lopez and Serrano, 2004) 

'UeJfl"il1n~mh11'1.JLL~1L'UoU1~~'U Steve and Cook f1~{1~Li1u~hw.h fl1i 

L~ an 1-tlu~ m1'lla~ ~-ruu~m 1 Ll'lf.l ~1u 1 'VIruu a n"il1 n"il ~ ~Tu~il~.n 1'VI~n'tiru'llm a~~ m 1 LLa ~ f'11111 
" "' 

~eJ~fl1i~1'U\JfilfilaLL~1 filill.fl1'VIfl11U~fl1i'lleJ~VI\bV~1'U'VI~ml~~fl1ivl'l~u~m1fJ~'G'I11111flfi"il1iill1 . ' 
1~"il1mnruBYI 9 '\.J1~fl11~~~a1'1.Jd (Steve and Cook, 1995; 8'1~B~"il1fl eJ'Ii1111'G'I 1maP1~na, . ' 
2555) 

( 1) fl1iLoU1il~miu~mi1~VIuYil'l111fil1111~eJ~fl11'lleJ~m ~u~m1 .. 
(2) fil1111'G'I~l'l1fl'lleJ~'G'Imu~~~ 1 'Ufl11L -U'1-ruu~m1 
(3) fil1111U1L~a~m.l111'11~1"il'lla~m11~u~m1 
< 4) m1 1 ~fl1111~1fi'ru'lla~~-ruu~m1LL~a~fi'U 

"' .. 
(5) 11f'11fi1U~n11~L'VI111~'G'I11nU~fl'lif:l.l~'lleJ~~1'U\J~n1i 
(6) flrum'VIm1 1 ~u~m1~~ 1 'U1~w;h~-ruu~miLLa~fl1V'VIa~ m1-ruu~ m1 • 
(7) ~m~v~'lla~u~m1~1~-ru1111fi~m1£Jn~a~'il1IL "ll£1 1 um1u~m1 
(8) 1'11111'\.Jae:Jl'IJlV L 'Ufl1iU~nT:i"il1fl~L ~m"lnqj(l'!m1l'V11::: 
(9) fil1111i1\ilL~11'Ufl1i\J~fl1i 

4. -=-. o~~~::~~d.J II u .c't.Q.J u vV 

"il1 flfl1ifilfl'li1LL 'U1fil\il LLm~'Vl'l'li!J'VlLflV1'lleJ~fl\J~1'Ul"il V n1i1\iln1ii\J~ fJill.fl1'VI 

fl1i\J~fl11 'G'I11111f:I'G'11'\.JL~i1 fl11l\il-ru~filru.fl1'VIi11'VIfl11U~fl1i ~a m:::Ul'Ufl11~WJ'U1filWi11'VIL\ilV 
'I \.1 , " 

1-ffu"il~£J~1umi-ru~filrufl1'VIn11u~mi .Jf~ 5 ~1u '\.J1~nau~1£J fil1111LU'Ui'\.J5i111'llmm1u~m1 
" . " 

(Tangibles) fil1111U1L~eJ~eJ'VI~e:J11l."i11~ (Reliability) fl1il'le:JU'G'I'Ue:J~fil1111~e:J~fl11 (Responsiveness) 

mi1~fl1111~uhLLnm.ffu~m1 <Assurance) fl11LoU11"ilm1-ru~m111~a~m1"lm~m.ffu~m1 (Empathy) 
" " .. 

2.2 LL'U1~\i1Lflll1tl\Jfl1111.ti'n~Pivmi\J~fl1i (Service Loyalty) . 
2.2.1 LL 'U1~\i1Lflll1tl\Jfl1111ftfl~Pivfl1i\J~fl1i 

2.2.1.1 m111'VI111CJfil1111.fi'n~~e:Jfl11U~fl1i 

fil1111.fln~~eJfl1iU~fl1i (Service Loyalty) ~a fil1111L~11h'lla~~nfh~"il~fJ~fil~ 
-ruu~mi"il1nm ~u~m1 Llil£1 1 ~fl1111~1fi'ru~am ~u~m1 LLa~~lil~uh L~a n 1-tlu~miL tJueJ'u~uLL 1n 

" " " 
fi~ LL:iJi11 'U'G'I fl 1'U fl1i ruJ'U eJ1"il"il~iJ ~1 L~ e:J fl111 fl 'VI~eJ L~ eJ~ eJ~ fl1 W'h fl1i L~ e:J fl~"il ~-ruu~ fl1i "il::: LaeJ n 
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LL~ en ~u'im1~'1tl~11 L "'tl'l11 tJ L~ tl1 L vhJu ~'IL tl'U~'I~ Lnl'llil1tl'Vi' Pl'Ufl~ LL{;I~'W1l~m1l.l~ L U'U'U1 tl'!Jv.:l 
" c!~uu'in11~1i~mn l1u'in11 LLa~L tlu~'~~'li1t~hl1 l1Lnl'l m1L tl~ tJ'UVH1~n11l.JL ti1-Hu~m1"!lv.., 

" " 
m~u'im111t1~'U (Caruana, 1999; el1,:jB'Ilil1n v'!11l.l1G1 iP11aPi'ina, 2555) 
" . ' 

fl11l.lnn~'llv..,anFI1~1i~a~uFI1 ~a m1LLG11'l.:~aan()..,fl11l.lvmh1u~1~'Ufhvt~v 
" 

~11iiuf11 LL"1~'1~a 1l1 Lnl'l 11111 off<J1~'U ;'I'W1l~m1l.ltl11 1 off<J1~Lnl'l;'U,f'U Lni'IL~lil1 mh~a'U tl11N~ 
a nFI1Lnl'lfl11l.l'li1~'Vi'u 1lil ~'~~'~ ~" ()..,fl11l.la11iu51. u1~t1 ~m1 )~vt11'1a nFI1LLa~~ 11~u F11 ( 'li'1u1 ~ 
" " 
)vl'lntl, 2555) 

fl11l.l.n'n~'!Ja.:~anFI1 f\a 'ti'a~n:UI'la~1.:J~n~'l'!la.:JanR'1Yilil~1~m1a'I.J~l.l.tiiiuFI1 
'U \J \1 .. 

vt~vu'im1~~..,'Vla11ilv~v~1'1G1~1LG1l.la ;'lfl1111-;J'I~n.!ln~ uan-;J1!l-;J~ii~1'UL~moffv..,nu~q&im1l.l 
.r 1J ll.l q 1 .d 1.1 L1' U ~ J,l .d..o=::11 I Qo 1.1 d oiQ I 4 II .r::::l 

m 1'tiv'!l a .. m nfl1 tl'll.l G11'U btl tJ1 '!l a 'I tl'U'VIPl'Ufl~'!l v.:Ja n fl1'VIl.l ~ v G1'U fl1vt1v m 1111 11a11 fl avt1 nan ml.l 
" " " 

'Vi'Plufl&i~~~aiiu Fl1vt~au~m1 Lba~Lnl'lfl1111a1l~'UG~~1 'U1~ tl~ t1111~vt11'1a tlR1 nu a.:~~ m -;J ~ 
" 

~..,~a1~Lnl'l'Vlq&im1l.ltl11~ai1a~1LG1l.la1~ (~(1£.11 'l'lla-la~, 2556) 

';11nm11~m1l.lvtl.l1£JL~mnufl11l.lnn~~am1u~m1 a1l.l11(1G11'll1~11 m1l.l • 
Ji'n~'lla.:J~11FI1~1i~am1u~m1 fia Ylq~m111~LLG11'l..,aan()..,'Vi'P1uflruuL1i'lu1n~ii~am1'll~m1 ~.., 
lil~·vh1 ~Lnl'lm1 1 offu~m1a ~1..,a~1 Lalla ~..,~" 1 ~Lnl'lfl1111~'~Yla 11il LLa::fl11l.li.1'l.l~u6~ ~h::vt11'1 
moffu~11111u1~t~~t111 
" 

2.2.2 111'11'1'lfl'l111fin~~iln1'1\J~tl1'1 (Measure of Service Loyalty) 

Mowen (1995) 1~mh1-l1 n11i'l'lfl1111n11~~il~11iiuFI1 Ll'ltl~lil1n~q~m111L"'tl'~ 

a~1'1L~mJu 1:Ua11111m~'ULvt~~a~LLVllil'i'llum1L~vn~a~uR'1Ju "l '!la.:J~'U~LflflL~ L~v'llil1m1'1 . . " 
ii\:1-;J~t1~111'1~1vt~'I~L '\J~t1'ULL '\Ja.:JL '\J ~'U~Lflf'IU1-;J-;J~L '\J~t1'UL'\J~a~11~'UR1~'U ~'1Jum1i'l'lm1l.l 

" Ji'n~~v~11~'Uf'i'1LI'ltl~lil1n~q~m1l.l 1111~ai1L Vi tl'lv ~1'1 L~mJu -;J:: 1:Ua1l.l11(li'l'l~a 1~v~1'1LL:Uuv 1 

1um1~1'l~'U11ilL~an~vii'UR1'!la.:Jcru~lflfl (Mowen, 1995; B1.:JB,:j-;J1tl a'l11l.l1G1 iP11aPi~na, 2555) " . . 
lil111 LL 'U1~1'lv1LLI'l 11~1'1 nu 1 'Utl1-:ivG'U1tlf'l11l.l.ti'l1~~vl'l':i1~'UR1 L~LL 'lh16m1i'l'lfl'11l.l.ti'l1 ~ 

~v~11~uf'i'1vvmtlu 3 LL'U1vt~n "l ~'l~a1'\Jtl (Backman S, J. 1988; el1'1B'I';1111 'li'1u1~ 1vl'l.ti'tl, 

2555) 

(1) tl11i'l'lm1l.l.ti'n~~a~'11~'UR11il1tl'Vlq~m1l.ltl11~v<J1 (Behavioral Brand Loyalty) 

fia n11i'I'ILI'ltiG11l.l11mLti..,aamtJu 2 vtU1tli'l11l.l~l'l~vtl f'iv m1i'I'ILI'ltltl11LLU'Ii.11'1~1'U 

(Proportion-of-purchase Measure) LLa~n1111'lc;t1~\J t111sffaiiul'i'1 (Sequence-of-purchase 

Measure) 

( 1.1) tl11LL ,J..,i.11'1~1'Utl11~v (Proportion-of-purchase Measure) Sheth LLa~flru~ 
( 1999) ~a m11 ilil1'U1'Ui'l11l.J~'llv'~ m1~a~11~uFI1 LL"Ttl1~am~1hlL tJ~t~uL Vit~unulil1u1'Ufl~..,~ 
~a~uR'TvY..,vtl.ll'l ~..,~a~1~aanl.l11 'U1tJ'IJa..,erm1~1'Uvt~a~1~aCJa ~ L'liu vt1niia nFI1sffa~uf'11 

" " "' SJ v Sl .:::i V' c:f V 4 Q.l IV I II V I .:::1 11L1 q I ~ V V 

Ll'ltl1tl'lJ(l,:j 7 1'11.., lil1tltl11'1!a'VI..,vtl.ll'l 10 1'11.., LLG11'1'111ani'l11'l'lna11l.li'l11l.lflnl'l~a(;l11G1'Ui'l11atla~ 
" 

70 

(1.2) m1i'l'lm1l.l.ti'n~~a(;l11~'UFl1LI'ltl1off~q~m1l.ltl11~a fiv m1i'I'ILI'lti~1~'U''llv'l 
tl1 1 ~a (Sequence-of-purchase Measure) Sheth LL a~ i'l ru ~ ( 1999) tl1 111111 'U 1 '\J Lb 'U 'U if L tl 'U 

" 



\0 .., - ..... ""' qJ 6110:::1~ 
• ,}!. 91 . .. ..::-! fl'l'Ufl'd'VIU'U"Jn'"l'a :U'Vl1'l'Vl8'1?.tJ~'U£\"a1 uu ~ 
'Vtl~crr~ tJ-.'jtl u 
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rn~Pim~n~~fl11ll~m~a~ (Consistency) ~~\J~L.fWlil~tiLL\J\J'Vifl~f\1~llfl1~~aa~ 2 ~tl~~\J\J ~~a 
\1 ,. •t \1 \1 

fli fl~1l1\Ji1 fl1~oBmtiLL \J'ULL ~fiLLG11'1~ l \XL ~'Ufl1~~al'l~1ii'U~1~'Ua~1~~e:JL ~a~ ~~ llG11'1~ 1 \XL ~'U~~f111ll 
'U 

fi'fl~~al'\~1ii'Ui"11~ll1flfl"hfl1~~a1'U~Ull\JUVI~~ 
'U 

(2) fl1~11'1f111ll fin~~ a~1 fl1 ~ 'U ~1 "il1 n"ti'fii'Ufl ~ ~m•1 ~1 iiu 1'1 1 (Attitudinal Brand 

Loyalty) ~a L~'U1fll'lfi1~11'1LI'ItJ1i'V'Iq~m~ll:u~G11ll1~f:l1fl1~a~1 .. muifl lL"~G11ll1~nvhu1tl~~fl1~ 
~afl~~~a 1 tl LLI'l'hi!;'l1ll1~t;1aG\J1fl1 \XL oU11:u~~U:U~V~1~~~na 1 lXLnl'lfi1~L tl~f!'ULL tl"~ 1 'Uf111llfi'fl~~a 
i1ur1'1 ~~ fl1".i Pi n~1 L~e:J-3vlfii'Ufl~,!u:u~ L tlu m~ Pin ~1ii-1anr1'1 L~m n\J 1 fl~ ~G1~1~'V11~~ l'lh~!;'l1l.l1".i 1:1 

'U 

aG\J1 fl~~ f\1~ Lnl'l fl11llfi'fl~~a~ur1'1 ~~'V11 fla nr1'1G11ll1~f:lLLG11'1-1"ti'f'!'Ufl ~1 'UL ~-1\11 fl 'VI~a~ 'U"lla\J ~B 
'U 

l'l".i1~'Ui"11~ L "!11 L~ e:Jfl~ae:Jci1~eHI'IL :U'Ull1 flfli11'l".i1~'U~1~'U l~ LLG1fl-1i1" fl~1fl'U~'UL tiu~~ij fl'l1llfi fl ~ 
... 'U 

~al'l".i1~'U~1~u Ll'ltJfl1".i1fl~~mi11m:uLtlum~~..,r11mll1lXan~1~~'~eru~\Jm1ll~'U"lla\J1lXnDI'l~1 ... 
~'UR1 (Ranking Scale) 111'l~1ii'UR111'1~~'U"lla\Jll1fl~~l'l 

(3) m~11'1m1llfi'fl~~e:JI'l~1~'UR1:U1fi'V'Iq~m".illLL"~"ti'fii'Ufl~~al'l".i1~'Ur1'1 (Combined 

Behavioral and Attitudinal Brand Loyalty) ~a fi1~LLnu~'VI1~Lni'I~'U"!Ia-1fl1".i1flm1llfi'fl~1u 
2 LL 'U1fli'ILL ~fl L ti'Ufl1".ie.J G1ll e.J!;'I1'U~~'VIi1-1LL 'U1fli'IL~B-1'V'Iq~m".illLLm~"ti'f'!'Uf1~11L ti'Ufl1".i"l'l f111ll~1~~ 
"!I a-1 fl1".i~ l'liiu 1 :u~1i.., L uum-s~a 1 u l'l".i 1~u ~ 1 L~ m eJ'UL ~a-1:U1flfl1".i?i 1'1111'l".i1 ~'U~1LI'I~'U ~1'VI~~~u 

' 
~fl111'l".i1i1'U~1~'U ("li'1'U1~ ".iaflfifl' 2555) 

'Uafi:U1flil Guest L~LG1uaii~16m~11'1f111llfi'fl~~al'l".i1~'U~1:U1flvlfii'Ufi~H111lX11'1~1fl 
fl1".i 1 eHf111ll"lla\J~al'l~1~'U~1aci1~~a L ~a~ ~~G11ll1".imhll1 L tlu~1tl1'VI'UI'I f111llfi' n~~al'l".i1~'U~11 u 

L ~~vi'fllul"l ~1~ L 'liu nu 11'1v L "!111~ nci111111 n1-s~mll~-11'l".i1i1u~,~~\J~Lfll"1~a 1 u 1"1~ ~"' I'IVJ1 m!u 
... ' 

11iG11ll1".if:l~:u~;ff1 tlii-1m".i 1 tl~aiiu ~1,r'UBfl1 'U\"1~~ ~a 1 tl L Vi".i1~u~~'Um~1 1'1~1 tJI"111ll"lla\J~ij~al'l~1 
~u~1 U1:u~ijm1llLtlu1t11~G1-1fi11~1'VI-r\Jm~v\'1u1vm-s~a~11ulil~~~a 1t1 (Guest, 1942; e),..,~.., ... 
:u1n a~1ll1!;'1 1maPi~na, 2555) ' , 

. . . 
2.3.1 -31'U1~ a\1 LflEJ 'l.ijeJ.:Ifi'U LL 'U'l ~1'1 LLaZ'VIq'li~ Lfl El'l fl'U f! t\.lfi1Vi n1"a'U~fl1"a 

Phenphun Charoenpong (2003) 1~'Vi1fi1~Plfl'l~t1L~eJ~ ~~~'UI"111llVi~'V'Iah"lle:J~ 
unvle:~~L ~fl1~~'VI11~tl".i~L 'Vlfll~ij~e:J1"1ru.fi1'V'Ifl1".i'U~fl1~~~mL ".ill1 utl".i~ L 'Vlf'IL 'VltJ e.J"f11".iPlfi~1'V'I'U11 

' 
UflvJ ~~ L ~fl1".i~'VI11-1U~~L 'Vlfllij1"111llVi~'V'Ie:J 1:u ~e:JI"1U.Ifi1'V'Ifl1".i\J~fl1".i"lle:J-1~~ fl LL ".ill Ll'l v ".i1ll e:JV '1. 'U~~~\J ' ... 
ll1 fl u:u~v~ijfl11ll"'ll~'UGtl\J 1"111llVi~'V'Ia 1 :U~e:J\"1 Nfi1'V'Ifl1".i'U~ fl1".i"lle:J-1~~fl LL ".illaci 1~ijum11~ill'V11~ ' ~ 

!;'li)~~~~~\J 0.05 1~LLn mv ".i1f!L~ LLa~G1fi1'V'ILL11'1fKBll"llm~~mL ~ll Lflti~1LL tl".i~~'VIlll'l-d'G11ll1".if:l 
' 

a6mtJI"111llVi~'V'Ia h~al"lrum'V'If\1~\J~ fl1".i"lle:J~~~mL ".ill 1~~e:~va~ 52.3 uru'V11~U'nvle:~~L ~m".i~'V111~ , ~ 

,_h~L 'Vlf'IV'I\Jll1 n~"'~'~ ~e:~ 'V'Iu n~1u1 '\X\J~ fl1~"!111'11"111ll~ m1ll!;'l1ll1".if:l ~1'Ufl1~1 er~ nn~ LL" ~ ' ... ., 
unvle:~~L~m~a~m~1'\Xu-r\Ju~~L~e:~~m~1vnmum".i~e:~"',~ ~~el1'U1fll"111ll"'~~'~1fl~1~ 1 

:U1flfl1~flifl~11"1~~iliHfm!;'I'Ue:JLL 'U~ 1 'Ufl1~~w.l'U11"1Nfi1V'I\J~fl1".i"llm~~mL ".ill~~il ~w.l'U1 , 
LLa~!Jfla\J~ll'V'IUfi~1'U 1 '\Xijl"111ll~L~"~L oU11:u~1'U\J~fl1".i~~fiLL ~ll mil '\Xm1ll~1~ru 1 'Ufi11L ~llvlfl~~ 

'U ~ 

khanitha
Rectangle

khanitha
Rectangle

khanitha
Rectangle
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~TU.fl1'\i11.1.nvrun-:nu nTlvi a~ b ~ m1.1. ~~th::L VI ~'ill VI t1 bb"~'VI'-b tJ~ 1'U~ L~m'li'a~mi~ ~'VI~ n~ t111 m1 

~n au1l.I~L u'U'VIUn 1 'Llm11 affm,~m~mnum'ivia~L ~tl1bL"::m1L1~bL il.l 
tl'U1 ~~L~itJlJ1~tJ (2553) 1~vhm1~n~1L~eJ~ ~l.lJ.fl1'V'In111""tt~n11"lleJ~li":inli!LLlJ'U.a-'U . , 

1'LIL"lll'ILVII'lltt1"'Umau"11"llu1ti 1P~t~n1\1uP~n~l.l~1u~1~\11'U1'Ll 342 R'U Y~u-;h ~ru.n1Y1m1 . , . 
1 ""u~m":i"lla~u';inlill.I'U.a-'U 1 'Ub "lit'~ b Vll'ilU1"ufl';iau"11"llli1tlb Vll'ilu1"'Ufl';iutt"';i1"lltnu lP~ t~.n1'V'I":i1l.ILL":: ' . . 
11 tJ~ 1'Uacit'l';i~t111l.l1~~u~11l.l~1 ~'VIi~ L~tJ~t111l.l"1~ulil1 nl.l1 n 1. tl'VI1Ueltl 1~1.1.ti ~1'U~11l.l L ~m!'L!Lbn 

'II 

~-ruu~m';i ~1'Llm1l.ILU'U';i\.lu';i';il.l"lla~m';itt~m';i ~1'Un11t'leJtt~'Ua~~11l.l~mmi"lleJ~~-ruu~m1 
'II 'II 'II 

~1'Ufl11Lm h 1G1~a~-ruu~m';i bL"::~1'UR111ltl1L~ai1a 11'11~ 1-;u 1~ t1111l"1~tt 
'II 

'\.h~"ll1~ 'U11J1w.n1 (2554) 1~vhm1~n~1L~eJ~ ~11l.l~l.li'Llth::\1-.i1~u-;u~tJV11'1n11t11"1PI 
nu ~ fU.fl1'V'I m ';j'l.J~ fl1';j"(JeJ~eJ'V'I11VILl.I'UvlL ""L oH11 'U L 'II~ L Vll'i1U1" Li1u~oHtJ.nij e.l" m11L~';i1::vH' ell.!" 

, 'II 'IJ 

L~ t11 ntt~W.f11'V'I fl1';i'\.J~m ';i"lleJ~eJ'Vn1VI Lll'UvlL ""L oH1L 'UL "llt'l L Vll'i1U1" Liia~oHtJJlij 'V'IU-.i1 G'11'U L 'VI ruil 
• 'II u 

~11l.IL~'UL~t11tltlflt:UJl1'V'ILPim11l L~t.IL\l~tl~~ 6 ~1'U i1~11l.lf'~L~'UeJtli.'U":i::~u~l.l1n Ldai'ilil11N1 
• 'II 

LU'U":i1ti~1'U 'V'IU-.i1~1'U~ilrhLo~tJ~~~P~ 3 el'u~ttLLin 1~LLti ~1'U~11l.IL~mi''LIH11~h ~1'Um1il 
'II • 

el'um!3itJ LL"::~1'Llm1l.lt.l"aP~.n'tJ G'11'U~1'U~ilrhLo~EJ~1~~P~ fia ~1'Ufl1';it'luU~'Ua~~11l.l~u~m'l , 

n'l~ru-rn,; 1'11~'1111 (2555) 1~vi1m'l~n~1L~eJ~flNI11'V'Im'itt~n1'l~G1~e.~"~am1~-r1~ 
R111J-;u~-rn.nn~"lla~enaffu~m1u'U1~11uU"ll1t'l lii'1nP~ m.Jc;111"llu1i1 4 ~1tin~1'ULR~a"li1t1.n1~ 

'II ' 
... .. .. ) d Jlld OJ t.l .. .d d oC!Io 

t1\::1'Uelelf1L\lti~L 'VIUeJ (1J'V11"!l'U fl111'iln'\i1Ul.l1l'ltl 'l::~~~L 'V'Iu ( 1) l'iln'\i1~t:U.f11'V'In11U1n11"llm ' . 
'5'U1fl1'l'5U"ll1t11 \11nP~ eJU1;1'l1'll51tl 4 ~1tin~1'UL~~a"li1 tl.f11~t11::1'Uuuf1LUti~L 'VIoUeJ. (1J'V11"ll'U) 

' 
(2) ~n'ti1m1~-r1~m1l.llil~-rn.nn~"llmmiu~m'lu'U1~1'luu"ll1l'l lii'1n P~ au"11"llu1i1 4 ~1tin~1u 

'II • ' 

L~~a-thtJ.n1~t11::1uaam5tJ~ L 'VItia (l.I'V11"!1U) LL1;1:: (3) ~n~1fiN.f11'V'Im1u~m';iVia'l&.~"~um1~-r1~ • 
~111l-;u'l-rn.n' n~"lla.:~e:il. affu~m1u'U1fl1'l'5U"ll1t11 lii'1 nP~ au" 11"!1'51tl 4 ~1Ufi'I1'UL~~a"li1 t1 .f11fl 

'II • 

t11::1uaamutJ'IL'VI'Uu (1l'V11'llU) ~.:~i"in1i1nu~affu~m-s ~TuTu 396 Rti 1~EJm1~1li'I'Tv~1~LLUU'VImEJ 
'II , 

.ff'Ut'leJU e.lc;1fl1';iVIPI~eJU~1J1J~~1'U ~1::~UUt1~1~ruVI1'1~~~ 0.05 'V'I'l.J-.i1 (1) L'V'II'i1~~1~n'Lliim1l.l 
~ u 

f1P~L~'U~eJ~W.f11'V'Ifl1';i'l.J~fl1';i"llu~'5'U1~1';i'5U"ll1t11 ~1nP~ u'l.J"';i1"ll51'U 4 ~1Un'11'UL~~a"li1t!.f11~ , ' 
t11::1uaam5tJ~L'VIoUeJ (l.I'V11"ll'U) hiLLl'ln~1~n'U G'11'U mtJ m~'V'I 'l1tJL~LO~tJ~m~u'U LLm:';i~~u 

' d II ..cJ I V IICii .q, G I .q, 

fl1 ';i l'ilfi~1"ll u'l ~ t'leJU LL 'l.J'l.J ~eJUt\1lJVIl'l1~ fi'U1J ~11l.l ~PI L 'VIU t'lelfl t:U.fl1'V'I fl11'\.J';i fl1'l"llel~'5'U1~1 ';i'5'U"ll1t'l 
'IJ • 

' 
li11nP~ ~'l.Jc;111"lluTu 4 ~Tun'I1'UL~~a"li1EJ.f11Rt11::1uaam5tJ~L \1oUa (1l'V11"!1U) LLt'ln~1~nuVi'l::~u 

titJ~1~ruVI1~~~~~'l::~u 0.05 (2) L'V'II'il mtJ m~'V'I LL1;1::'l1tJL~Lo~tJ~m~a'U~~1~nuiim1l.lf'P~L~'U 
u • 

~um';i~-r1~m1l.l-;u'l-rn.nn~"lla~en.nu~m1uu1~11u'U'll1t'l lii'1nP~ u'l.Jl;111"llu1i1 4 i:1Tun~1tiL~~a"li1tJ 
'II • 

.n1~l'l::1'Uuam5t~~ L 'VItia (1l'V11"llu) iim1l.l LLt11n~1~nu~ 1::~utit~~1 ~t1JVI1'~~~~~1~~u o.o5 
(3) .n1'Vi';i11J~ru.n1'V'In11u~m';i~a~~"~um'l~-r1'~~11l.llil~-rn.nn~"lleJ'~e:il.affu~m'lu'U1~1';iu'U"ll1t'l 

' 'II 

lil1nP~ att"11"llu1i1 4 ~1un~1m~~a"li1EJ.n1~t11::1'Uaam5t~'~L'V1Uu (l.I'V11"ll'U) ii1~~uum11~ruV11'~ 
' u 

~~~~1::~u o.o5 a6u1t1 1~11 ~1LL'lha~'l:: 1~LLti ~rum'V'Im11 ""u~m'l~1'U~111lLU'U';itlu'l'llJ"llm 
' 'II 

m1u~nTlG1'~~"~a~1 LL tl'lt111l.I~'~1~LLnm1~-r 1'1~11l.l-;u~-rn.nn~ L .Wt~.:~-ratJ":: 13.6 G'11u~n-rat1":: 
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86 4 ';J~L tl'U~1LL 'tl1~uvi'UJt~em''lt.11'tl LL uu~mm~ ~1'tl1~·:h~w.rnvm11'U'1nT'i~1'U~11l.IL U'U'itlo'i'i:U 
• \1 'U q , '\J 

'1le:J~f111'1J'1m1~~~:.m1~Ln~m1~~1~~11:U';J~-rru1n~ ~m.1~:: 29.7 

~'i'HuViv.~ tl11'!1un1'1m~ (2556) 1~v11m1ilimi1L~e:J~ ~11:U~~~e:~h1'U~W.fl1~'\J~f111 
v ' 

'1le:J~ 1 'i~LL 1:u 1 uuruL v."~ ~~vr!~Lm.J 1~w1-tiLL'IJ'U~e:J'Um:u ~.mnT'iilim;-1~'\J··h "n~l1~m1:u.W~~B h 1 'U 
' v ~ 

~W.n1~u'1m1'1le:J~1uuruLv."~ ~~vr!~L"tl 2 ~1'U ~tl ~1'Uf111L~fi11:UL~mt'U LL"~~1'Uf111LoU11';1 ' ... 
m1-ru ~ ~11:1.1 ~ t!~f111'1Jme7-ruu'1 n 11 1~ t1" n ~1~~m~~ LL(;l f1~1~ n'U ';I~~ ~11:U ~~~tiL :U ~ LL(;l n ~ 1~ n'U 

~ .. .. 
oWlJ~'U1111~f'i''IJ~~ (2556) 1~vl1f111ilif1'1i1L~tl~ LL'U1'Vl1~f11)~WJ'U1fiW.fl1~f)1)'1J'1f111 • • 

1 ~ !'i ... ' "" 11..... .I • d "" ~ ~ 
'1Jtl~o'U1~11f1';i~ 'Vltl ~1'1J1L'Vl~~n~"(;l~'1Jtl'ULLf1'U f111f'lf1'1i1'UlJ1(;lf.'lu'i~~~~L~e:Jf'lf1'1i1f111lJfl(j!L'VI'U'1Je:J~ • • m otl'U'1f111 L~ tnn'\J~W.fl1Vtf111'1J'1m 1 \1 ru'V11fiW.fl1~ f111'\J~f111LL"::flin'li1 LL 'U1'Vl1~-ww.J'U1 ~ f.'l.l.fl1~ 
'U .. .., 'I q 

m )'\J~ f11)'1J tl~ 5'U 1 ~11 f)')~ 1 'Vl tl ~1'111 L 'Vl ~1m~~ ~'11 tl'U LLrl'U LVI tlvl1 m ';j Pin 'li1 ';) 1 n m ';j Ln'IJ )1 '\J ';j'JlJ 
• 

1.1 4 tl A. dl Ill 

'1Jtll.I":U1nLL'U'\J~e:J'\Jf.11lJ 375 'lf(jl LL"::f'lf1'1i1~.fl1~LL1VI"tl1.1'1Jtl~5'if1';1 I:J"f111f'lf1'1i1~'\J11 I:J(;ltl'IJ 
~ , .. 'U 

LL'\J'U~ti'Uf.11lJ~1'UL'VIqiLtl'ULVtf'l'VI~~ ~ozi1~mq'i::'VI'l1~ 21- 30 tJ ';J'\Jf11'iflin'li11~~'1Jtl~qjt.1J1(;1~ 
'tl'i~ne:~um~v.oU111'!1m'i/Vtun~1'U-r~1~1'VIn';J 11t~1~Lu~tJ~m~t~'Ut1~~ 10,001 - 20,000 'IJ1'Vl 

~ .. 
LL"::1-Hu~m1~1'U~1nf.1t~'U:U1n~~~ ~:.~"m1ilin'li1fi11:UfiVIL~'U'IIe:J~miu~m1L~mnu~rum'Vlu'1m1 . .. ' 
5 ~1'U ~'i'tl1~11 1) ~11:ULtl'U'i'tlo'i'i:U'1Jmm'iu~m'i ~11'tlfu'tl'i~L~m~11lJotl(j!L';J'U'1Jtl~f11'i'\J~m'i . ~ . 
2) ~11:UL~tl~t111'11~h1~ ~11'tl-rutl'i~L~t1~~11:U:U~~h1'Um'iozi1m'VI~tl"f1~1 3) f111(;lti'IJ~'Ue:J~ . .. 
m 111 ~ tl~ m 1'11 tl~ e7-ruu~m'i fl1'i'tl-ru'tl'i ~ L ~tl ~ m1:u ~::~1 n 1 'Uf111 ~ ~ ~ e:J'1l e:J 1 iu~m1 LL":: m 1 .. . 
(;\ e:J'\J~'U e:J ~ fl1111 ~ e:J~ m 'i'1l e:J~" n ~1 4) n 111 ~ ~11:uri''Uh LLrie7 fuu~ n 11 fl1 1'tl-ru 'tl 'i ~ L ~e:J~ 

~ .. . 
~11:U~1:U1'if.11 'Uf111(;\'EJ'IJt'i1m:u"n~1 5) m1 Lm h 1~~e:~"n~1 ~11'tlfu'tl1~ L~e:J~~11:U~'U L';J LLm~ .. .. . 
m1:u~11"i'runu"n~1 :u1n~:.~"m'i1L~'i1::~.Ue:~:u"~~ncl11i1~~'U ~~1~n1'VI'U~LL'U1'Vl1~m'i~WJ'U1 ... .. " 
~ru.n1~ m'iu~m'i'1Jtl~5'U1~11m~1 'Vltl ~1'1J1L 'Vl~1m"~~'1J'El'ULLri'U ~~ill) 1~1~m'iL~'Uat ~'1Jtl1tl • • 
~'U~L'Um'i1~u~m'i'1Jmo'U1~1'im~1'VltJ ~1'1l1L'Vlf'1Lm"~~'1Je:J'ULLri'U 2) Lfl'i~m'i Service Mind 

' 
3) L~'i~f11'i One stop Service 4) 1~1~m1 Morning Call 

me:~:u1 ~1'tl'i~ (2557) m1ilin'li1~~1::L~e:J~ ~ru.n1~f11'i'\J~f11'i'1J'El~5'U1fl1'ie:Je:J:U~'U • • • 
~1'1l1l.i1'UL:U~ L~LL'l.i~m'iilin'li1e:Je:Jmtlu 5 11~ 1~LLri ~11:ULU'U~tlo'i'i:U'1Je:J~n1'i'U~n1'i (Tangibility) 

f11'i(;le:J'IJ~'Ue:J~~11:U~'El~f11'i'1J'El~~n~1 (Responsiveness) ~11:UU1L~'El~'El (Reliability) ~11lJLoU1h 
LL"::~11:UL~'Utlm~'U1';J~n~1 (Empathy) LL"::m'i1~~11:UL~ari'uLLri~n~1 (Assurance) 1~t~m'iLn'\J 
oUe:JlJ"';J1f1moH'IJ~f11)5'U1~1) -;11'U1'U 385 '!I~ I:J"f11';jilif1'1i1 ~'Ul1 1) miu~n1'i'6'U1~1'ie:Je:JlJ~'Uii 

\I \1 , '\J 

~1111~~~e:J h L'U'IJ~f)l';j-vr~ 5 jj~ 1~LLri fl11lJLU'U'i'tl'B'i'ilJ'1Je:J~f)1';j'IJ~f)1) f)1)(;\e:J'\J~'Ue:J~~11:U~e:J~f11';j 
~ 

'1ltl~" f1~1 ~11:UU1 L ~e:J~e:J ~11:UL oU1 1--i~LL" ::fi11:UL ~'Ue:JnL ~'U 1:u"n~1 LL"~m'i 1 ~fl1111 L ~mY'ULLri"n~1 
" " " 

'l(jlt~eTiiu~m'i~~ozi'J~mt~ ~m'U.n1~LL"~ncl:um~~~LL(;ln~1~n'U ii~11:u~~~ahu~m'i~LL(;\n~h~ 
" ' ' 

n'Uvr~ 5 iJ~ 1'U~1'U~'l~m'i:um'i1-tlu~m'i ~u11 ~n~,~~~'Vl5~"~am'i~(ji~'Uh1-tiu'1m'i~ 
LL(;lf1~1~n'U :u::ii~11lJ~~~e:Jl-iJ 1 'U'\J~f11'i~LL(;lf1~h~n'Uvr~ 5 jj~ L ozi'UL~tl1n'U 2) LL~~1iim offu~m'i~~ 

" L~f'1LLm:'i~~'\J'i1t~1~~~,~n'U ~::~~1111~~'Vle:~h~~,~ti''U 4 11~ t~m1'U~1'Um'i(;le:J'IJ~'Ue:J~fl11:u 
~e:J~f111'1Je:J~"n~1 ~1'U"f1~1~~'i::ti::L1"1f111LU'U"f1~1~LL(;lf1~1~n'U ~fl11l.l~~~e:JL';JL'U'U~f11'i~ 

" " " 
~1~n'U 2 jj~ 1~LLri ~1'Ufl11l.ILoU1hLL"::~11lJL~'Ue:JnL~'Uh"n~1 LL"~~1'Uf11'iL~~11lJL~mT'ULLtl 

" 
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"nR'1 a1u"nR'1~ihhu1u11ttnTm1m1:wvtl-i!~1~n\.1 :u~i11"111:WoW~Yit~1\lu~m1~~tlln~1'~tl'U 3 ll~ 
\J '\1 , I I I 

1~ LLri ~1'Ufi11:WL U'U1Uu11:W"lla..'lm1u'im1 ~1'Ufi11:WthL =aa~a LL":::~1'UnT~L~fl11l.IL =am!uLLri~ nR'1 
\1 

QCI.i ..I.J tl 0.1 Q d fll e,l a.l -=I I .Q 

2.3.2 .:J1'U1~r.I'VILfW1"llel.:JflULL'U1flfiLflr.l1fl\Jfl1111'lflllfll'l~ilfl1'l\J'l011 

'llil~1 111i'n~?tn" (2552) 't~vi1m1Pim~1L~B'~ m·rru¥m1u~'V111fl11:w~:w~u5nu 
, \1 

"f1R1 fi11:Wfi'IVia 1:u LL"~ fi11:W.fi'n~"llil..'lerlotlu'ifl11 h'ILL 1l.l fl11iittfl~~,j'LtJ'Ufl11i~m~..'l&1111:U iJ 
\1 " 

1 ~tt'\.J1:::?1'~ r1 L ~a Pi n~1 n11-ru ¥n:u m1:w~1tJfl11U~'V111 m 1:w~:w~u6nu" nl"l1 m 1:w Vi 'I Vi t~ h LL"::: 
, " \1 

m111Ji'n~"lla'lmiu~m1 L1'1LL 1:w1:::~u~1m11 iLLuu?taum:wLnu.UmJ"'nnmi:wm iu~m1 L1..'lLL )lJ 
,. '\1 • 'U 

liJ1tJ1'U 400 '!l~ e.J"fl11iittVitl'h ~1'UI"111:Wnn~ mi:w~1€l~1'1i1Vin~m1:Wfl11LL'U:::U1eJ~tJ1mi • • VI 'U 

u~m1 t u1:::~u:w1n iim1'\.J~L?~nm1L '\.J~r~u 1Ul iu~fl11L1'1LL 1l.l~tJt~~1 tJ1:::~u'\.J1un"1~ LL":::i1m1:w 

~u'!lau~t~11 ~ LL 1:wvlt iu~m1L uu'\.J1:::li11 uvn:u1nilm1'VI~?~au?~:wl.l~\i1'UViU':h m1-ru¥n:um1:w~1u 
~ \1 

fl11t1'i'VI11fl11l.l~l.l~tiGtlU" flR1"llB'Im iu'im1L1-3 LL 1:Wi1 1"111l.l ~l.I~'UGtl\Jfi11:Wn n ~"lla'lerl iu~ fl11 
\1 \1 \1 

L1'1 LL 1l.l a~1~i1timh~'qJV11..'l?~(i~~1:::~u o.o 1 LL":::L U'UFI11l.l~:w~u5'l:::~uf'i~mi1'1~11 'UV11~U1n 
i'tt£11 ?l"lJ?~-J?~~ (2556) 1~vi1fl11Pifl~1L~B-3 fl11i'~fltllll1Vifl11tl'ifl11LL"~fi11:W.fi'n~~a , , 

u'ifl11"ll€l'lu1n:u L?~'i:w 1 u?~milu'im1J1~t1 vl1m1Pin~1L~£J1 aHLL uu?~t~um11~1nmi:w~1€lci1..'l li!1tJ1t1 , ' 

iJ~ nTitllau?~uv'~~ a"nl"l1 ar~1 t11:::~u lli?~'l fl11:u.tl n ~ ~au~m1"llt~..'lu1n~u"in~L?~'i:w 1 tl?~milu~m"i 
\1 \1 \I • • 

ti1lJ'U Vifl ~fl'i1l.l fl1"itl an ~B i11:::~t1:W1n flti.!Il1Vi fl1"i'U~fl1'iLL"::: 1"111:W.fi'n~~ BU'ifl11~"in Iii L?l~l.l 1 tl 

?~milu~m"i,huu iim1l.l~:w~u5'V11'1U1n (r = 0.115 , p < 0.05) 1umVi11l.ltlan~1ndf!..'lViU':hiJ~ 
~1-3 ., "ll€l..'lfiW.fl1Vifl1"itl~fl11i1Fl11l.l~11~tlGnUF111:Wnnmt!L~..'lt11fl LL~€l£1Ltl"i:::~U~1 5"ifl:UL?~'i:wtu I , ,. • 

?~milu'im1J1l1u~..'llii1L tlt!~a..'l-rm~n LL":::~w.~t11 fl rufl1Vifl11U~ 011 1~muvn::: 1 uiJ ~~u nVi~B..'l L ~€1 , 
?~¥1..'lFl11:w.ti'nm ~Ln~:ffu 1 t1 h"lJa..'leJu'iLilfl~€1 't u 

.qV cld II o.l\1 .q 4 ol 

2.3.3 -ll1'U1~£1'VI Lfl£11"llil.:Jfl\JLL tl1fl~ L 'lil-ll'VIil'Vtfl 

'11nu1tt 'Wi?t (2550) m'l~m~nllii-J~t;lU':i~?~'lfithr~EJ~iiB'VlG~"~am':i~~~'UhL~am•zh -:..1 • , 

'VIa~n"lla~ti nPin~1:W'VI1i'VIm~tt51'l:W1'11?~1'li l'luci' i''l~tll LL"~fi11:WVi..'lVia l:u~1~i'mn nm"iL "li1'VI€l~ n 
" 

1~ tl1aHn1'anu.U a:w" :u 1 flLL uu ?I au tlll.l :51\.11 tl 400 ~1 €l ~ 1~ 611-'l L Uti tin Pin ~1l.I'V11i'VI £11~ £1 
" 

n'l1:WI'11?~1'li l'luci'-r..'l~ til ~ L "li1'VIB~mt~n'!lu 1uu'iL 1 ru~" nr;i11 :u1nm"ii Lfl"i1:::v;Yi'U11 tinPin~11 ~ 
\1 

Fl11:W~1 ~'1! nuu:u ~ tl ~ ~" 1n ~:wvni'Vl m~ E.J1 t1 m"i L~ t~ m "li1:w1 n~~ ~ ~1'VI-ruu n Pi n~1 L Vi l'l'VI iQ~ ~ ~ 1 ~ 
Fl11l.l~1~ru ~1tl Fl11l.I'\.J" €l ~Ji'tl:u1nn11u nPim~1 L Vil'1'!l1tl nr;i:w~1a ci1..'l~'I'VIl.l~ 1 ~Fl11l.l~1 ~ru~ 1'U v , v 

m1l.l?~:::m~ m1l.l L tJ t11:::L u tl'U"lla'I'VIa~n L tlu\1:uitl~1~ru"it~'~"":w1 ~1'VI-ru\1:uitl m1a" L?t'i:w v 

fl1'ltll" 1~~t1 n~uvn . .d 1 L tlu\l:u~ tlnr;i:w~1a ci1..'l1 ~Fl11:W~1~rutiatl~?l ~ L~tl 011~ ~~uh L~a m "li1 , v , 

'VIa~n~'U unPim~nil1~Vi~11ru1\1~itl~1tl'l1Fl1LU'U~1~qj LLvt'Vi:U1'lru1\1~itlL~tl11:W"lla..'l'VIa~n Lb"::: 

Lti''UF111:W?~:::~1fl?IU1tl"lla~tllt!Le:J'ILU'U~~..'l 
n11 Pi n~1 F111:wVi"V'Ia 1~V'Iu11 '11 n Pi n~11 ~F111l.l~1 ~ qJnu\l:u ~tl ?ttt1u ~ ~"1n~ 

l.I'V11i'Vl tl1~ tl ~1'UF111l.IU"€l~.fi' tl ~1'UFI11:W?t:::m ~ LLm:!rll L "li1"lle:J..'l'VIa~ fl ~1fl fl11Vi:U11W1Fl11l.l 

L'VIl.l1:::?~:w"lla~m1u'im1 L~tl'l1l.l~ tilt! '1.~-ru :U1fle.J"fl1'l~fl~1~'t~ LL?I~..'l 1 ~L ~u11 eJ1 ~u~fl11'VIt~~n 
\1 
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n 1"111~ lij:: a:: ~all 5.:~ P\1111 1:11 fl ~ u lij ~ t~~il BV16V'Ia ~tl n11 ~~au 1lil ~~ tl n ~ "liTVI tl~ n'!Jtl.:JU n Pi n'\.'11 

L ~tiL U'Un1'i~WJ'U1LLa~u~uth.:Jn11U~n111 ~Lii~fi1111Vi.:Jvtt!L '<i!G1.:JG1~1ii tl hJ 
' " , 

CI.J' CI.J' 1 dl .dl dl Q.J Q c:a. I 

:U.:J'VI1~'lltl'U~Lnu ~am11'1n'\.'J1:U1n n1'iLLlilmL uui.'laum11 L 'VIt!flln~1Vlfi!'Ufi~LLa~V'I~~m111'llt!.:J n~11 

~1v~1.:~l 'UL '!J~L Vlfllu1miiv.:~"1111LLV'I :ij1'U1'U 4oo ~1a~1.:~ Y~u'h e!~amL uuG1vum11~1u 1 'V!ruL tl'UL V'lfll 
' " "' 

Vlru.:~ mm=:w11.:~ 25- 30 tJ :uum1Pin'1.'J1~1n111::~uu~ruru1~~ ~-m1VIru'l11:mvum:SV'1 V'IUn.:l1'U 
Ql , ... ... .., 

U~~VlLBn"1!'1..1 .niJ"1L'U1BliL'UL'll~L'll~ehL.flB"1!11LL'VI lJ'i1liL~Iiim~B'U 5,000- 9,999 \J1Vl tl1Plllt!~~ 
'\1 '\1 , \J 

II I Q.l lJ d CL1 Q.l .,J Q.l Q.l 11.J .J 0 dl J1 I 

VIa.:~ L "1!1/VI t!V'I n ~a.:~ n11Vl'VI n ml'lt~ 1:: t~::Vl1.:l'll B.:JVI'VI na1fl!t~ nUVIV11.:J1'1..1/i.'lm'l..lfll n~1 um.1 m 1 

2 n1m11m 1~~1a1uat~n11 s 'lJTVi rhL·lhUlillilU'I..I~m~v'U 2,000 U1Vl ri1i.'l1511ruu1.nflliim~a'U 
' " 

ii'at~n-l1 300 u1V1 ~!;l::ml"i't~v~ 2 1"1'1..1 ~1'1..11VIruG1'Uh t~'VI1{VIL11'Uvi ~i1mJmruel1'1..11tJfi1111G1::~1n 
'U "' , 

fl1uR-ru fi1111Ltlu1 u1~'llv.:~ Lfi1.:Jm1i111(;lri1u:u:uu'Ui.'lV16 (NPV) Lvhnu 3, 779,144.82 u1V1 el'~11 " , , 
~!;l~t!ULLVI'Ulil1nn11!;l.:!Vl'U'lltl.:!Lfl1.:!n11(1RR) LVhnu 7% 1~li~L1m~'UVI'U (PB) LVhnu 11 tJ 59 1'1..1 , , 
L\"11.:1 m1Ui1R1111 L111::i.'l111 um1a.:JVI'U1::t~::m1 , 



I 

I 

I 

I 

I 

I 

I 

Vi~1l'V'I~ L'V'IVI~1L1"ll (2557) / 

B~B1J1 ~1'\.h~ (2557) , , I 

f\1111 

"" ... L 'lffltlfl 

I 

I 

I 

I 

I 

I 

I 

I 

I 
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fl1111 

I I I 

I I I 

I I I 

I I I 

I I 

I I I 

I I I 

I I I 

I I I 

I I I 



d 
'U'VI'VI 3 

15~1bilun1'lflm:!t1 

n1'll~tlfl~~llLth.Jfl1'll~tJL;j~G11'l1\l ~e:J~n1'l'Vhm'lPinti1l~tlL~tl'Jtl'UL~m flUJ.f11V'ln1'l'U~n1'l 
' 

~~~eH'I~e:Jfl'J1llnn~'lle:J~eTI, otl'U~n1'l"v1e:J~me:Jn"I!'U: mruPlm~n L 'lJ(;l~'U~L 'VIPI'U1ft ~1'\Jft Lije:J~Pl~1fl 
" 

a1 L.n m 1~'U'Il1'l1'U ~~"v1i'~e:J'U"''l1"1!61U :Ui' (;1 f:lth~G1~rlL ~e:JPim.oJ1flru.fl1V'l m'l'll ~m'l ~~~e.J"' ~ e:Jfl11ll • • • 
.nn~'lle:J~m off'U~m'l 1~t~1 iLL 'U'UG1B'Umll L tl'ULfl~B~ile:J 1 'Um'lLn'U'l'J'LJ'j'JlJ"li'Bll"' th~"l!1mL ih"v1111tl 

" " 
n~ll ~1 e:J ~ 1~ LLfl ~ U1111l Lfl'l1 ~t-1L ~ e:J"v11'li'BG1'lU \11 n fl1'l'Vi1 fl1'lPi n'\o}1l ~ tl ~~eJ1 ~ tJ1~ n1"v1'U~1fin 1 'l . ' " .., 

0 ~ o<::!!o CI.J 0 CLI CLI ..:;ll 

~1L'U'Un1'l1\ltl(;l11Jft1~'U ~~'U 

3.1 th~"l!1mn~ll~1e:J~1~ • 

3.4 1fi1Lfl'l1tt-1'li'e:Jllfl 
" 

3.5 G1Cl~vfl-&1, 'Un1'l1Lfl'l1~t-1ie:Jllfl 
" 

3.1 tl'l~"111n'lmill~1ti~1..:J • 
3.1.1 tl'l~"'11n'lLlh'VI111tl (Population) 

e!~~ n e:J1~tl e:J ~1 'U'VIe:J~ n L e:J n"I!'U ~-1~-1 a~1 'UL'll (;l~'U~ L 'VI Pl'U 1 fl ~ 1'\J"' Lil e:J-'l P~~1fl 
" " " 0 .r::::to 0 Q.l IIU' q 

e:J1L.fle:J11'l'U"I!1'l1'U \I~'VI'J~e:J'U"''l1"1!61'U • 
3.1.2 n~ll~1ti~1..:J (Sample) 

n~ll~1e:J~1-'l 1 'Ufl1'l1~ tJ L tie:J-'l\11n n~lleJ'll~L.nfl~L tlum offtJ~fl1'l'VIB~n 1 'U-«'U~ L ih-v1111 t~:U 
't , \J 'U I 

0 .t:::IIV 0 Q.l V .:!I II II Sh::lt.IILI ct 0 ct CL1 I Q.l 1 ..::::11 Q.l Q.l t 

\11'U1'Ull1n LL"'~ll'lle:J\11n~~1'Ufl1'l?I'Ufl'U'llmm e.J'J\Itl\I\I'Vl1fl1'lP!m~nn'lln"'ll(;l'Je:JtJ1\I 'Vl'VjnmP~tJm.J 
'U 'U , \1 

1'U"v1e:J~n'li'U1~1"v1qj~:U-,h'U1'U~e:J\I~nll1nni1 100 ~tJ\1 ~\Ill "v1e:J~n'lltJG1L'l'll~h~'Uvi "v1e:J~mrru~(;l 
LL"'~"v1e:J~nV'l'le:JU'U~ ~\I,!'U 'li'U1~'lle:J\In~ll~1e:J~1\I ?11111'lmh'U1ru1~~tJ1off?f(;l'l TARO YAMANE . " 
LLfl~n1"v1'U~'l~~'Ufl11liL~mY'UL vhn'll 95% \1~ 1 off~~~1'Ufl11llfl"'1~Lfl~e:J'UL'Vhn'U 0.05 ~-'lG1(;l'lfl1'l 

" 

N 
n= 

1+Ne2 
4 .. I ... I 

Llle:J n fltl 'li'U1~n"'ll(;l1tltl1-'l 
' 

N 
.. 

'li'U1~U'l~·lnm fltl .. d I ... I 

L'li'U e fltl fl"'1~flfi1~LflfltJ'U'lltJ\Inflll(;l1e:Jtl1\l • 
' ' ' 

~~~'Ufl1111L~tllJU 90% ~~~1Ufl1111fl~11?1Lfl~e:JUL'Vhtl'U 0.10 
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':i:::~'Ufl111Jb~B~'U 95% a~'b'Ufl111Jfl"1~bfl~B'UL'Vhtl'U 0.05 (Ufl~tlti1J':i:::~'Ufl111J 
d dJ 

b"l!B1J'U 95%) 

1,230 
n = 1 +(1,230)(0.05)2 

n 301.84 

1-ff"ll'U1~tl~1ll'i'1B~1\I 301.84 ~ 302 1'1'1..1 L~elfl111J~:::mnL'Un1':i'll':i:::Lii'U~" LL":::tl1':i • 

b~Bnn~1JI'i'1B~1\ILL uu tl1':i~1JLL 'U'UU\IL~hy (Accidental Sampling) 1~m~t~mnu.rrmJ"~1 t1 

bL'U'U~eJum:u~~~LI'l1EJ:u 111'111J~1'1..11"U~~eJ..:Jm';i1 'ULL~m:-«'U~L~EJtiTvi'Urt H fiB 1 'UL "lll'l-«'U~L 'VIPI'U1" 

l'humi1t~..:JP11Lfl el1L.flt111~'U"Ihnu ~\ll1i~B'U"';i1"!!5TU lil1fll1B~fl'U'U1rt1l1ui~i1~1'1..11'U~B\I~tl . ~ 

I lJ 0 ._, u3 ClJ .c:::!io f' ._, 41.1 .c::lit. QJ QJ f' 

1J1tltl11 100 \1€1\1 lil1'U1'U 3 \1€1Vitl VI\I'U \1€1Vitl'Uel~L';i'!I~LVI'U'VI \1eJVitl'Uf.lJ't'll'l LL":::\1BVitl'V'I';ieJ'U'UI'l 

1,000 

160 

70 

1,230 

3.1.3 l'i'1LL'll"i~~v\ltl1"iAtl't~1 
l'i'1 LL U"i~'IJfiW.f11Vif11"i\J~tl1"i • 
(1) fl111JLU'U~'ll5';i':i1l (Tangible) 

(2) fl111JL~B~BL1l"il1~ (Reliability) 

(3) tl1':il'le:J'U~'UB\Ifl111J~el\ltl1'";i (Responsiveness) 

(4) m':i1~m11JL~e:J~"ULLnmiu~m':i (Assurance) 
'U 

(5) m':i-ruiLL"::a .rr1 1lilfl111J~B\Itl1'";i"llB\10 offu~m';i (Empathy) 

l'i'1LLU';i\?11:Ufi111J.fin~'tlv\l~l .. titJ~nTi .. 
(1) ':i:::m~nm~~nmf'i'v 
(2) 'V'Itj~fl';i':i1Jtl1':i'Utltl~Bl1~Bifl"ll1'U~~'U 
(3) fn11J.fliJh 1 'Utl1'";iL U'U~1'U\1ti\l"lJB\I'ltlB~fl 

'\J 

245 

40 

17 

302 
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3.2 Lfl~v~ihrvrtflun1"ILn'U'i1'U'I1:UoHtnJI;l ... 
3.2.1 m'iif1'1~Lfl~v~i'lvtlmum'iLnu'i1u'i1:Uoiv:ul;l ... 

Lfl~v~i'la~1 off'!. 't.ln1'Htl'U'.l1'1J1111-ffv1ll;l1 tln11l :ij tlfl{.:Jil ~i:ij' tJ 1~ iLL 'IJ'U6Hl'Utl1:U 
~ ... 

(Questionnaire) L tJtiLfl~B.:Ji'lB-ffi m tln11Ltl'U11'1J1111-ffB:UI;l L~ tJLL 'IJ'IJ~B'Um11d~i:ij' tJ 1~~¥1.:J~1J111 ... ... 

!n111fl1B'IJLL1J1fi~LLI;l~'Vl{j~~'IJ'Vl m~iJm1Pin~1R1Jrl'l1lil1nVI1!.:J~B LLI;l~LBn~11~1.:J ~ L~B1m~ 
LL uu~ e1u m:u~ (;11-:Jn\.r)(;lm.h~~.:J fl1um1vh1:ij tJ111n~~~ ~.:JLL u.:J L ~B'VI1"ll B.:J LL uu~Bum11aa m tlu , , 

.... 
2 (;leJ1J ~.:J\1 

(;leJtl~ 1 L tJu"n~ru~~1m11L~mti'muum'Vim'iu~m1 L~tJ ilL ~B'VI1"llel.:JLL uu~aum:u , 

L~tl1tl'U~11Jfl1111Ltlti1U51111 ~11Jfl1111L~el~B1i'11.:J1lil1~ ~11Jn11(;lel'IJ~1JB.:Jfl1111~el.:Jn11 ~11Jn11 
~ 

1 ~m1:u L~mYuLLri~ iu~n11 LLI;l~n11~u¥LLI;l~Lilhfl1111~B.:Jm1"lleJ.:Jm iu~m1 "n~ru~"!lel.:J 
~ ~ ~ 

LL 'U'IJ~B'Um11L tlt!LL 'U'IJ111(;111G1Tu\J1~:U1ruf'h (Rating Scale) ~.:Ji1Lnru't111Jm1rll'VI1J~ f'hJ1V1'11 n 

"llel.:Jn11U1~LijuLtlu 5 1~~'1J(;l111iTim1"llB.:J~hfiiVI (Likert) (liTUti'Vli ~l;lUlil1'.l, 2551) ~.:J..ij'~1~~u , 

\J1unm.:J 

111n 

OJ.!i(..::=t.-=1 ~ ~ 
~.:J1.J lL"llEn Ln\11~-:J'VI, 2538: 8 - 11) , 

.... 
fl1111nl'l.:J"llel.:JeJUmmflotiu = 

.... 
rhoUl'VI'Ii'nfl~LL 1Jtl"llel.:J~1 L~Bn~l(;leJ'IJ 

nl'VIti~ 1~i1~1L vhti'u 1 fl~LL uu 
rll'VI'I.J~ 1 \1iJ~1L vhnu 2 fl~LL 1J'I.J 

rll'VI'tJ~1\1iJ~1L'Vhnu 3 fl~LL'I.J'I.J 

rll'VI'I.J~ 1 ~:UrhLvhti'u 4 fl~LL uu 
rll'VI'I.J~ 1 ~ij~1L'Vhnu 5 fl~LL 1J1J 

' ' ' 
"li'a11~Viil~1~'1~VI - "li'a11~Viil~1~1~V1 , , , 'U , 

5-1 

5 
0.8 

" ~11.JTI.JoH'IJ 

'11mTu-u'1111'VI11:::~ufi:::LL1J1JLO~tJ L~tJ~rl1'VI1J~fl11:U~1~UJ"llB.:J1~~uflru.nTVm11'1J~m1 " , 
.,j 4 "" 0 OJ v .,j 

fl:::LLti'tJLQ(;ltJ 1.00 - 1.80 'VI111tJ(l.:J 11 fl1111~1flUJ1Jel tJ'Vl~~ ... . 
.,j ... "" 0 OJ v 

fl~LL1J1JLOmJ 1.81 - 2.60 'VI:U1tJ(l.:J 11 fl1111~1flt1j1JBtJ 
.,j 4 

i1fl11:U~1~t1JU1unm.:J fl:::LL'I.J1JLOI;ltl 2.61- 3.40 'VI111tJ(l.:J 
.,j 4 "" 0 OJ 

fl:::LL1J1JLQI;l£J 3.41 - 4.20 'VI111CJ(l.:J 11 fll111~1 flt1Jl.l1 n 
.,j .. "" 0 OJ .,j 

fl:::LL1J1JbQ(;ltJ 4.21 - 5.00 'VI111CJ(l.:J 11fl11:U~lflUJ:Uln'Vl~~ " . 
V~vuvt 2 L'U'U"n~ru~"!lv.:~-ii'v~1mm~mnufl11:Un n~'lle:J.:~m ilu~nTs-VIe:J~me:J n"llu 1 u ... 

L "ll (;1~1J~ L 'VI Pl'U11;l lihu mi'l B.:J P1~1fl a1 L.fl B11~'tnhnu ..ij'.:Jvr) ~el'IJI;l 11"l!i51i'11~ tJ" n~ru:::"ll B.:J • 
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LLUUael'Ufi1:WLth.JLLUU:lJ111l'l1a'l'Uth~1l1llifh (Rating Scale) ~.:JiJLnru~J~'lum·HhV!'U~f"11J1V!Un 
"lleJ~n1'lU':i~Lij'ULU'U 5 ':i~~UGI11li5m'l"lleJ.:JilLRiVI (Likert) (i:iTU'UVJ{ ~tl~-;J1':i, 2551) L~~ih~~U , 
m':i h~fl::LL uuLo~CJ 1 'ULL~" ~':i~~uiu ;.:~ii m':i 1sna~n':i 1um':iR1'U1 ru"li1.:Jfl111lnl1~"lla~ B'U ~n'l m fl.g'U 

'II 

(iL~m Ln~~~~. 2538) :u1nJuu1111V11':i~~ufl~LL'U'ULu~CJ 1~CJ~fhVtu~fl11:WG11~qJ"IIeJ~':i~~um1:w 
fl n ~"II a~~ -tlu~ n1'lVI eJ~ nLeJ n'li'UL 'U L "11111 ~'U ~ L Vll'll'U 1"' (;hU mihHI'll~Lfl eh Lfl eJ11 ~'U 'll1':i 1 'U 

'II 

" QJI QJI c:::t QJ q 

~~VI1~el'U"':i1"1161'U ~.:J'U , 
.J 

fl~LL'UlJLil"~ 1.00- 1.80 
.J 

fl~LL'U'ULil"~ 1.81 - 2.60 
.J 

fl~LL'U'ULil"CJ 2.61 - 3.40 
d 

fl~LL'UlJLil"~ 3.41 - 4.20 
d 

fl~LL'UlJLil"~ 4.21 - 5.00 
~ ... 

3.2.2 'ti'U~e:J'Un1'Uf'l1.:1LL\J\J5le:J\Jt:I11J 

.. 
Vtl.n~m 

VI:W1~~~ 

VI:1J1~~~ 

q 0 u 1.1 

1lf1111la1flqJ'UeJ~ 

iif111mh~''1JtlTt.Jnm.:J 

.::::r. .J G.J ~ 4 dd II ILl U.ctl ~ 
'U'ln1'l 1'l'lrum'l1lLnmnm1uu·mT'l 'l11lf:l.:~~m.:~1'UVILnm'lle:J.:Jn'Uf1111lfln~~ne:J'U'ln1':i 

(2) Pin'ti1Lfl~e:J.:~iimL"::a-l1.:~LL'U'UG1e:J'Um:w 1~~mi31~me:JuLL 'U1Fi~~1n.:J1'Ui-.5'~ L ~m U'U 

LL lJ1VI1.:1 1 'U n1'lG1¥1.:~ LL 'U'Uae:J'Uf:I11J LXCJ1rl'U flrufl1V.n1'l'U~n1'l~a.:~~"~elf111:Wil n~ "lle:J.:Jm sn'U~n1'l 
, 'II 

Vle:J~n 

(3) U1LG1'Ue:JLL'Uuae:Jum:w~a¥1.:~~'U 'ltl~ma'Ue:Jm~11~~tl~n'li1.:J1'Ui-.5'~ L~eJI1111~G1e:J\J 
LL"~Yl~11ru1m1:w L VI:W1~G1:w LL~1U11l1tl'!'Utl1.:~LLtil 'llln11l'li'mG1umL u~~1.:~ 1 

(4) '111 LL 'U'UG1e:J'Um:w~'l~-!'U nTHLm 'll LL~1 ~ 1 ne:J1:U11 ~~tl~n'li1.:J1'Ui -.5' CJ LG1'U e:J~ a 

~VI'l.:JflfU1~ L~m1'1n1111\11~ae:J'Uf1111Jf:ln~e:J.:J LL"~fl11:WL~~.:J!n1.:1L;a.:JL.Q'e:JVI1 (Content Validity) 
\J , , 'U 

'll a.:~'li'a Fi'1m111 'ULL~" ~off a 11:W~.:Jm1~aauf111:Wf:l mZf e:J.:J"ll a.:~~~~.:JVI1l1~ lum1Pi m~i'1 LL"'::'I11111 LLm 'll 
'II ' • 

tJ-r'UU'l.:J L ~a~1 L 'iJ'Um'l-&'U~e:J L tJ 
' 

(5) u1LL'U'Uaa'Um:w~~1'Um1~n11~aa'U~1n~VI1.:Jflru1~~1~-r'Um1tl-ruth.:~LLm'll'ltl 
\1 • , , 

~1 L il'U n11VI ~"'a.:~ 1 i n'U n~11'l11 ~a.:~ (Try-out) ,]' 1'U1 'U 30 fl'U LL~1U 11111111 f"11 fl11:W L ~mY'U 
(Reliability) L ~a 1m~ LL 'U'Uae:J'Um:w~a1l'U1W 1~ ~15m1VI1f"11~1ltl1~~VJ~aV1~1l~'Uti ~1~i6m1 

'II 

"lle:J.:Jf11e:J'U'U1"11 (Conbach's Alpha Coefficient) f1Te)'m~1~L~ LLa~.:~1~VI11'U~.:J1~~'Ufl111lL~m.i''U 
LL"~f1111Jfl.:l~"lle:J.:JLLU'UG1e:J'Uf:I1:W L~~f"1Telm~h~L~~~iJf"11~.:JLL~ 0 ~.:! 1 tl1f"11"':WU1~~VI~Lmi\~~.:J 1 

(th~mru 0.70 ~'ULtl) ~~~e:J11LL'U'Uae:Jum:wiif111:WG1:W'U'lW LL~ti'1iif11~1n11 0.70 f11'l~~vhm1 
'II 

tl-r'Utl1.:~ LL 'U'Uaa'Um:w L ~a 1m~LL 'U'Uae:J'Um:w~G1:W'U1W~e:J 'l tl 
' 'II 

(6) U1LL'U'UG1e:J'Uf:I11JilU'Ua:W'U1W 'ltJ1snae:J'Um:Wn'Un~:W~1e:J~1.:! fle:J msn'U~n11VIe:J~n 
'II • 'II 

Le:Jn"IJ'U L'llln~'U~LVII'll'U1m1Je:J.:JI'll'i'tfl el1Lfle:J11~'U"li'Tn'U -.5'.:JV!lWie:J'Um1"1161'U 
' 
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I d ~ 
fl1fl'l111 L 'tifl11'1J 

... "' fi1 IOC fl w.n1vt nT~\J '3 n 1 '3 "llfl • 
mi11 mi11 • 

Fl11:1111 • • 
01 I 01 I 

(;l'lflfl1-:J (;l'le:Ja1-:J 
0 I ... 

'IJ1'3fl.:J lii'3-:J 

lii'1'Ufll111LthJ1Uii1'llJ (Tangible) 8 0.92 0.90 0.85 
" 

lii'1'Ufl'l111t.hL~fl~fl '1.11.~ 'l.lii' (Reliability) 4 0.83 0.76 0.83 

,.. ... 
~1'Un11(;le:J\JG1'Ue:J~fll111(;le:J~n11 

(Responsiveness) 
5 1 0.85 0.85 

lii'1'Um11 ~fll111L ~mi''ULLnm iu~m1 
" 

(Assurance) 
7 1 0.87 0.86 

lii'1'Un11L·ihhm1'lu1'fll1111Kt~~m1"lle:J~ 
" 3 1 0.83 0.83 

e!l'li'u~m1 (Empathy) 

'3111 27 0.95 0.96 0.94 

fl'l111~n~"lle:J.:JNl~u~n1'3~e:J~n .. 4 0.75 0.82 0.87 

II 
01 

1111'VI.:J~11(;1 31 0.92 0.96 0.95 

~1n(;l111~~ 3.2 -wu-J1 flUJfl1'Wm1u~m1~G1~~~~e:Jfll111.ti'n~'llv~m-Hu~m1vte:J~n . " 
Ltln"ll'U: mru~mn L'!J(;l.y1'U~LV11'1'U1~~1'U~ Liiv.:JI'11Lfl eJ1Lfle:Jl11'U'Il111'U ..ij'.:J'VIi'~tJ'U~11"lluTU 

• 
0 1.1 .::ill IIlLI .o:::ill d .1.J d ~ I 

~1'Ul'U 31 'lltl 11fl1 IOC LV11n'U 0.92 11fl1fll111L"lltl11'U'llti.:JLL'U'UG1ti'UCI111V1Vl~~ti~Ln'U~1nn~11 • 
G.l I 0 I I aJ Q I .d ~ .d. d I Q.J I 

vnmn.:J'U11e:J.:J L Vl1nu o. 96 LL~~11fl1fll111 L "llti11'U'llti.:JLL uuaaum11V1Vl~~a.:J Lnu~ 1 nn~11m mn.:J • • v 

~~.:J LVhnu 0.95 61i.:JG111111t:m5'U1m1CJ~~Lav~ ~.:Ju 

flUJfl1'Wn11'U~n11L~Cl1111 ~1'Ul'U 27 sffa i1~h IOC Lvhnu 0.95 i1~1fll111L~ti~'U'llti.:J • 
d ~ I G.l I 0 I I Q..l .cil erl ~ 

LL 'U'U G1 ti'U Cl111 VlVl ~ ~ ti.:J Ln 'U ~1 n n ~ 11 (;l'HJCJ 1.:J 'U 11 ti.:J L Vl1 n 'U 0.96 LL~ ~ 11 f\1 f\1111 L "ll tl11 'U'll tl .:J • 
LLuuaaum11~Lnu~1nn~11~1a~1.:J~~.:J Lvhnu o.94 ~.:Jih1v~~Lav~1'Uii11'U~1.:J 'l ~.:Jd 
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(1) ~1'UI"l11:ULU'U~Uu'l'l1J (Tangible) ~1'U1'U 8 -rra iirh IOC Lvhn'U 0.92 ii~11"111:U 
d .v d ~ I QJ I 0 I I Q.l c:il ~ ~ 

L "lleJlJ'U'!leJ.:tLL 'IJ'IJ G1eJ'IJ t:n:UVlVl~G'IeJ.:J Lfl'U~1flfl{;l1J(;l1 eJ tn.:t'U1'lel..:l L Vl1 fl'IJ 0. 90 LLG'I~1JI"l1Fl111J L "llel:U'U'!l el.:t • d C::: I Q..l I 4 I Q.J 

LL 'IJ\JG18'1Jt:n:UV1Lfl'IJ'illflfl?t:Ufl1af.l1'1'ii'H L Vl1fl'U 0.85 
' 

(2) ~1'UI"l11:utl1L~a5aH1.'i11.~ (Reliability) ~1'U1'U 4 'lia ii~1 IOC LVhnu 0.83 ii~1 
4 ~ ,J d I CV I 0 I I 11V <=I I 

fi111JL '!la:U'U'!l a.:J LL 'U'IJ G1a'IJ t:n:UVlVl~?te:J'I Lfl'U 'i11 f1 flG'I:U \911 m.I1..:J'U1'lel.:l L Vl1 fl'U 0. 7 6 LLG'I ~:UI"l11"111:U 
' d ~ d d I Q.l I Qo I Q.l 

L '!lalJ'U"lJa..:J LL 'IJ'IJG1a'Ut:n:UV1 Lf1\J'il1flf1G'I:U\9l18f.l1-:l'il'l..:J L V11fl'IJ 0.83 • 
(3) ~1'Ufl1'lfla'IJG1'UeJ.:JI"l11:U~eJ..:Jf11'l (Responsiveness) ,)1'U1'U 5 "lia iirh IOC Lvhnu 

dl dd.J .J d IQ.I I Ol IQ.I c:lil 

1 :Ufi11"111:U L "lla:U'U'!le:J'ILL 'IJ'IJG1a'IJt:n:UV1Vl\9lG'Ia..:JLfl'IJ'il1 flf1G'I:U\9l1a tl1..:J'U1'le:J..:J L V11fl'IJ 0.85 LLG'I~:Ufl1 fi11:U 
' d .V ..J d I QJ I Q I CV 

L '!la1J'U'!l8..:J LL 'IJ'IJG1eJ'Ut:n:UV1Vl~G'IeJ..:JLf1'1J'i11flf1G'I:U\9l1eJ tn..:l'ii'H L Vl1fl'IJ 0.85 
' 

(4) ~1'Ufl1'l1~fi11:UL~mi''ULLnmi'IJ~fl1'l (Assurance) -,l1'UTU 7 "lia i1rh IOC Lvhnu 
" c:ill d~ ..J ~ IGJ I Ol ICV dl 

1 :Ufl1fi11:UL '!la:U'U'!le:J..:J LL 'IJ'IJG1a'IJt:n:UV1Vl\9lG'Ia..:JLfl'IJ'il1 flf1G'I:U\9l18ti1..:J'U1'le:J.:J L Vl1fl'IJ 0.87 LLG'I~:Ufl1fi111J • d.U dd ICV I Q IQJ 

L "llel:U'U'!lel.:J LL 'IJ'IJG1e:J'IJt:n:UV1 Lfl'IJ'il1flflG'IlJ\9l1am..:J'il'l.:J L Vl1fl'U 0.86 • 
(5) ~1'Ufl1'lL"li11'ilm'l-ru~fi111J~eJ.:Jf11'l'!lm0iu~nTi (Empathy) ,)1'U1'U 3 "lia ii~1 

I IV ..:I I d .U d d I QJ I 0 I I Q.l 

IOC L V11fl'IJ 1 :Ufi11"111:UL '!la:U'U'!leJ.:JLL \J'IJG1e:J'IJt:l1:UVIVI\9lG'Ie:J..:J Lfl'IJ'il1flflG'I:U\9l1elti1.:1'U1'la.:J L V11fl'IJ 0.83 • 
.c::ll .d V dd I QJ I Cit. I ILl 

LLG'I~:Ufl1fi11:U L '!le:J:U'U'!le:J..:J LL 'IJ'IJG1e:J'IJt:l11JV1Lfl'IJ'il1flf1G'I:U\9l1a ti1.:J'il'l.:J L Vl1fl'U 0.83 
' 

ii11'U~1fi111J.tln~'!la..:~ali'IJ~m'l'VIa~n ~1'U1'U 4 "lia ii~1 IOC Lvhn'IJ 0.75 iirhF111:u 
" d .V d d I Q.l I 0 I I QJ .o::!ll d .v 

L '!la:U'U'!la.:J LL 'IJ'IJG1a'IJtn:UVIV1\9l?te:J.:!Lfl'IJ'il1f1 fl?t:U\9118 t11.:l'U1'le:J..:J L V11fl'IJ 0. 72 LLG'I~:Ufi1FI11:U L "lla:U'U'!le:J.:t • ..Jd IQJ I Qo IQJ 

LL 'U'UG1eJ'Ut:n:UV1Lfl'IJ'il1flf1G'I:U(;l1eJtl1.:t'il'l.:t L Vl1fl'IJ 0.87 • 

o ~ ~ II 

3.3 m~fi1Luum~Ln'I.J•tm:ua .. 
' II II 

3.3.1 m~thvtufiLL 'VIii.:~ila:uamii'l.um~1~ttfl-r.:~i1 .. 
3.3.1.1 -rra:u?tu~:uilii (Primary Data) fla LL'VIa.:~.Ua:u?tm~'il1nm'l1iLL'IJ'IJaaum:uLnu 

'U .... 'U '\1 

oUa:U?t'il1 fl fla:U~1 a ~1.:1 ~'I L tlmrt off'U~f11'l'V!a~ n1fl tl'la'IJ:U'VI1lVl tl1~ tl 8'\.J?t 'l1'!lu1il1 'U L '!l (;l~'U ~ v • \J , 

LV11"1'1J1?tlPl1'1Jmiia.:.~I"'Tifl ellLilm1~'U"ll1'l1'1J ..ij.:~'VI1~a'IJa'l1"1lu1i1 -,l1'U1'U 302 ~1a~1.:.1 • 
3.3.1.2 .Ua:u?tVJ~ttilii (Secondary Data) fla LL'V!a.:.~.Ua:u?t~'l.~'i11flf11'li'im~11"i''Ufli'1 

'U " 'U '\1 

"lia~"'il1mana1'l 'IJV1fl11:u LL'U1fi~ Vl'J'Ij~'IJVl 'l1lJ~.:J.:t1'U1..ijm•h.:.~lm~iim'l..ij~Ln'IJ.Ua~"~LMtt1"lia.:~ 
ii'm 1'U1..ijtt LL?t~i'in'lj1fl'Ufli'1'i11 n~1'U .Ua:u?taa'U'l.m1Vl1.:J'l~'IJ'IJa'UL(;la{Lij(;l L ~a 1 i _, .. 

U'l~ fle:J'U fl1'lG'!h-1 LL 'IJ'IJG1 a'IJmlJ 

3.4 n1~1Lfl11Z~-H'V1li;l .. 
fl1'll Lfl'l1 ~~.[ell.! ?I er=J..ij' m1~'111"1ia:u?t vft~'i11 f1 f11 'l\91 eJ'IJ LL 'IJ'IJG18'\.J tn:U'!la'l na:u ~1 eJ ~1'1 '111:U1 vh 

'U 'U 'U .. 

f11'lG'I.:t'l'lXG'! LL?t~lLfl'l1~~~1tiL U'lLLfl1:UV11'1G'f~~ 1~ til Lfl'l1~~(;l1lJ~~ci1'U"lleJ'ILL 'IJ'IJG'fa'IJt:nlJ~'l.~"il1f1 
f11'lLfl'IJ'l1'1J'l1:U-[a:u?t\11nna:u~1a~1-:tLLU.:Jae:JmU'U 2 (;le:J'U 1~LLn 

" ' 
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3.4.1 m"i1Lfl"i1::~~e:uJmna1n't.JfiW.n1-wm"itiim'l .. . 
LthJn1':ilLfl':i1~'V1.ffmJG1LL'U'U111(;l':i1f.11'U 5 'ti1'1 n1':itlU:ilTUTU LLGl~thvn.Jm~~'U 

'II 

f1111JG11R'ru'li~Hmi1J~1a~1.:~~ (;lfl'ULL uut;1aum1.1 1~v~~v1~nTVI'U~~1Lrl'll LL 'VI'U 1~~mhvn!n 1~ v1 <tl 
., , 'U '\1 

._. tl I Ill 6jil Q ~!II I .J ( ) I .J 
1J1(;l':i1~ LL 'U'U ':i~1J1Wf11 5 ':i~~'U LLrl~ b 'lfn1':i1Lfl':i1~'V1~1£1 nT~'VI1f11LuG1£1 Mean LLrl~f11L 'UcNL 'U'U 

111(;11\i1'U (Standard Deviation) (tlrl£11 1TU"!!~Uru'lf1, 2542) 
~ u 

ct. ~II d Q,/ V ct ~.II Q V 

3.4.2 n1"i1Lfl"i1::vr'tlv:umna1nUfi11:U.nn~'tlv·U.J L't1U"in1"i'VIv'Wmvn'tlu .. .. 
LU'Um':iiLfl':i1~-H"li'a11r1 LL 'U'U111(;l':i1i.11'U 5 "t11'1 1 'U m':itimh'U1'U LLr1~J1vrtim~~'U 

" 
f11111G'hR ru'tla.:~n~:u~1el~1.:1~ (;lfl'l.J LL uut;1aum11 1~£1~~ v1~rhvr'U~~1 LGl'll LL 'VI'U ':i~~uJ1vrir n 1~ v1 <tl 

9J , '\J ,. 

.... tl I .... 1" Q ~V I .J ( ) I .,1 
111(;l':i1~LL'U'U ':i~1J1Wfl1 5 ':i~~'U LLGl~ "!ln1':i1Lfl':i1~'VI~1£1n1':i'V11 f11Lurl£1 Mean LLG1~f11L'U£1'1L'U'U 

111(;l':i\i1'U (Standard Deviation) (nr1m 11'ii"ll~Uru'lf1, 2542) 
~ u 

II 

3.5.1 aiiil\;'U~1'U ... 
I .J 

3.5.1.1 fi1LuG1£1 (Mean) 

3.5.1.2 ~1L~£1.:1L'U'U111(;l':i\i1'U (Standard Deviation) 
~ 

3.5.2 aii;];ltm'Um"i'VIflavmt1l1l~~,u ... 
n11'VIfli;1el'U~1111~ \i1'U f1111J~11~'Uih~vri1'1 ~1 LL tl':itJJ'Utl'U ~1 LL t11 (;1111 1~ v m11 <tl~1~t1 ~ 

~ 

~11tl':i~~'VI~l;1'V1~1J~'UGel~1'1~1 £1'llel'IL Vlvi~'U (Pearson Correlation) L YlaaG'U1£1fl111l~1J~'UG 
':i~'VIl1'1 2 ~1LLtl':i~LU'U~l;1':i~9ian'U 

1~£1~1~1ltl':i~~'V1Gl;1'V1~11~'Ul5 ':i!~i1~1':i~'VIl1'1 -1 ~ r ~ 1 Gi1vr-ru m':iLL tlG1f11111'VI111 £1 

~1i;1'V1~11~'Uij i;111J1':ifJLLtlr11~ ~.:~if ("!!PI~ 1.:!Pl-r(;l'U~, 2544) 
" 

~1~1 r i1~1LU'Url'U (-) LL~~'I-.i1 x LLGl~ y ilf111lJ~lJ~'Utfl'U'ViPI'V11'1(;l':i'ltl'U"li'111 

~1~1 r i1~1LU'U'l.l1n (+) 

~1~1 r i1~1LU'UPI'U~ (0) 
'II 

~1~1 r i1~1L"li'11mKP1'U~ (0) 
'II 

~1~1 r i1fi1Ltl'U (1) 
v u ffru 

f11111i;111~'Uon'U111 n 

~1~1 r i1~1L"ll11n~ (-1) 
.ei OJ CL1 tfV 

LLG1~11f11111l;11J~'Uon'U111n 

LLi;1~'1-.i1 X LLG1~ y i1FI1111~11~'Utfl'U'ViPI'V11'1L~£11tl'U 

LLi;1~-:d1 x LLG1~ y 1,jilfi1111~11~'UGtl'ULG1£1 
1 .q cv v flu v 

LLi;1~'111 X LLG1~ y 11f111lJi;1lJ~'Utin'U'Uel£1 

LLMl.:!l1 X LLG1~ y ilf11111~11~'Utfl 'U'VlPI'V11'1L~£11tl'ULLG1~ij 

Lnru"'l1 'Un1':iLL tlG1 f11111'V1111£1 ~1i11tl':i~~'V1Gl;1'V1~11~'U5 

... 
~1 r i1~1~'1LL9i 0.07 - 0.89 LLi;1~'1l1ilf11111fK11~'Utfl'U':i~~'Ui;1'1 

'II ... 
~1 r i1~1~·m9i 0.30 - 0.69 LL,Wl'll1ilfl111!611l~'U5l'U':i:::~utl1'Unm'l 

~1 r i1~1~'1LL9i 0.01 - 0.29 LLi;1~'1l1ilf11111fK11~'Utfl'U':i~~'U~1 
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rl1 r ijr11Lvhnu 0 LL~~-:!'"h1liijfl1111io11l~'UGtl'UL~El 

i1m1 1 irh~ii~ f111lLfl11::v1fl1111f."l~tHlm :a-:~vfV!fiN (Multiple Regression) 1~EJ~1L ti'U , " 
~111iG'llB-:J Stepwise Selection (ii\~itJ ~-:~~1-a'tJ, 2551) 111~mmwvr1~1LLth~ij~Vlth~"~B~1 

LL\h~111 



fl111-;ij'tJL~el..:J flf:U.f11V'In11tl~n11~G1..:Je.Jr;J~Bfl11lJJlfl~'lJB..:Jm-n'tJ~n11VIel~flLelfl'll'U: fl1ru~m~n , v 

L'll~~'U~L'Vll'ltJ1r;J~1tJmiJa..:~1'11Lfl ehL.nel11~'U'lf111tJ ..ij'..:JVIi'~BtJr;J11'1lo1i1L'Un11~n'li1fi~..:Jtl en..ijt.l 
' v 

t~\11 m1~111lil t~tJm11-n'LL tltJG1atJmlJ L tl'ULI'I~a..:~i'ia1 'Um1LntJ11tl11llialJr;J~..:~VIlJ~Iil1'U1'U 
" 

302 '11~ i1nalll~i'1acl1..:~ fia ~itJ~n11VIa'W'man'll'U L'UL'll~~'U~L'Vll'ltJ1r;J~1tJr;JLi]a..:~l'l11fl , , v 

... 
4.1 m11Lfl'i1~~iallr;JYi'U~1'U v .. 

.... lftl J1 cl I cl ..J cl 
4.1 1Lf'l'i1::'lll'lJfl11~\1'lHi1'Un1'iLL~nLL~~ fi111Ul f'l1Lu~t.l LL~::a'l'UL tJ t.I~L tl'U111\Jl'i~1'U " ... ... 

4.1.1 e.Jam'i1Lf'l'i1::~m'iLL~nLL~~f'l1111g lil1niBI"i1fi11J~..:JVI1J~ 31 ia LLoU..:JelelnLU'U 2 G11'U 

fia G11u~ 1 Ltluial"i1mllLMtJ1ntJflru.n1V'In1'itJ~m'i~..:JVIll~ 27 ia LLr;JtG11'U~ 2 Ltluial"i1m1J , 
LMmntJfl11lJJi'n~ 4 ia t~tJ~..:J 2 G11'Ulil~L-n'Lnru'firi1VI'U~I"i1J1V1Un'lla..:Jm1'th~Li1'ULU'U s 1t~t1 
~11JiG'llB..:J~Lfi{'Vl (Likert) 



'. 

~1-;i1~~ 4.1 -;i::~ul'lrufi1Wn1-;i\J~n1-;iL'U~1'Ui'l1111~U'U-;i'\.Jo~-;i11 (Tanaible) 
' v ~ 

ca::~UflW1'11Wn1"3\J~n1';i~1~i'u 

..; 
111fl'VI~~ • 111fl '\.J1'Umn:J 

II 

'Uta.J 
II 

"tlil 

0 0 0 0 

~1'U1'U ~1'U1'U ~1'U1'U ~1\l'J'U 
o/o o/o % 

(l'l'U) (i'l'U) (fi'U) (l'l'U) 

1. e:Ji.Jfl'HlJB1tJ1CJm1~?l::mnmtl1 u 
' 

IJ "' "' 110 36.4 134 44.4 49 16.2 6 V!tl~Wflfli'\JA':i'U 

2. Arumw'lle:J~1?lV~ e:J'\.JmrumCJ1'U~e:J~~nij 
' ' ' 

1"111~~\J?l~CJ W~e:J~1i~1\JLL"::1\il~11Jl'Hi1'U 80 26.5 129 42.7 80 26.5 10 ... 

" 3. ?lfi1WLLdVI~tl:IJYJ~f11CJ1tJLL"::mCJ'Utlfl 

1 ?l::mV~ ?l1CJ~1~ Lvt1!1::LLf1nT:i~nm~CJ 101 33.4 147 48.7 43 14.2 8 

4. Arufi1W'lJtl~':i::'U'\J?l151'HUoJL.nA L'li'U 
' 'IJ 

" 
':i::'\J'\JtJ1 ':i::'\J'\J n1':i~Vl fl1':i'lJ'tl~L~ CJ/'lJ CJ:: 84 27.8 142 47.0 60 19.9 12 

':i::uu 1 ~~1l\il~1m~1tJ ... 

II .J 
'Uilfl'VIiil~ • 

• 
~1'U1'U 

% % 
(l'l'U) 

2.0 3 1.0 

3.3 3 1.0 

2.6 3 1.0 

4.0 4 1.3 

'1111 

• 
~1'U1'U 

(l'l'U) 

302 

302 

302 

302 

o/o 

100 

100 

100 

100 

' 

~ 
0 



m~1.::1~ 4.1 ~::~\Jflt\.lfi1'V'ln1~\J~n1~L'U~1'L!fl'J13JLU'L!~tltl~~3J (Tanaible) (~v) . ~ ~ 

~::~ufltufi1Wm~u'im~vit~i'u • 

d 
ti1'L!nil1.::1 

II 

3.11n'VIqfl 3.11n 'UVEJ 
II 

"l..el 

0 0 0 0 

lil1'U'J'U lil1'L!'J'L! lil1'L!'J'U lil1'L!'J'L! 
% % % 

(fl'U) (fl'U) (fl'L!) ( fl'L!) 

Qj Cl ~"cJQ.I .... ~ 
5. :W'a~U\Jtl\JL(JltJ'a'L'L!(JlYlYl'UG'1:Wf.J Yl.::ILLU\J 

6'11f.J~tyty1tu LL"~LLUUH'G11f.JL1hXu'im~ 64 21.2 126 41.7 77 25.5 28 

6. ilLfl~e:J-:~~mhv!f.Je:J~L'Vl~f.JtyHl~u'im':i 
121 40.1 112 37.1 51 16.9 9 

.c:al iJ ~ Q .-J Q.l 

7. 3.l'!Jn~'U1f.Je:J~L 'Vl':if.!'IJY16'1~m~ tl"e:J~flf.J 

LL"~1~:w1m;i1'U 111. ~u'im':i 89 29.5 107 35.4 83 27.5 15 .. 
8. il~'U~~1'V!~\J''iltl~~{)~n':if.J1'Uf.J'U~ LL"~ 
';j{)f.J'U~L1Jf.J-:~vm~1'Vl-rumoil'LJ'im':i 92 30.5 137 45.5 59 19.5 11 

" 

II d 
u m.1 'VIa" • 

0 

lil1'L!'J'U 
% % 

(fl'U) 

9.3 7 2.3 

3.0 9 3.0 

5.0 8 2.6 

3.6 3 1.0 

~13.1 

0 

lil1'U'J'U 

(fl'U) 

302 

302 

302 

302 

% 

100 

100 

100 

100 

I 

1..,;.) 
........ 
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n1'lLL-;J f1LL\I-ll"ll11.l~"'J€l-1L 'ULL~a~'fi€lfhm1.1 ~.:J.Q 
(1) €l'llmrueJ1'UlEJI"ll11.l~~fl1flil1EJL'U'\~,el-3~f11"l'lUI"l1'U L'li'U t~~vl1-31'U L~CJ-1 ~L~€!~1 Ll"l~el'lvl1 . ~ 

J1e1'U Ll"l~€l.:Jt11'ummPI LU'U~'U -nu-l1 ~l'leJULLUU~eJum1.lvY-1'V11.lfl1~r~l11.1~1~runu-ffmihm1.1d 1'U . " .., 

'l~~Uf"'l11.l~~Li1'U1.11n ii!"i11"ll111~1.11fl~~~ Lvhnu 134 l"l'U ~~LU'U 44.4% • 
(2) f"'rum~"'leJ-11~~ a'llmrumCJ 1 'U~eJ-1~niir~l11.l'lt1'U~lYf.l ~~eJ1.1 1-ff-11'\JLLa~ 111lml'l'l;i1'U L 'li'U ii , . . ~ 

G1ru"n~ru 1.1an. LLa~ ISO Ltlw~u v.u11 ~l'l€lULLuu~aum1.lvY.:~'V11.1~1~r~111.1~1~runu-tlarhm1.1d 1u 
u " .., 

..., ~ ~ 4::111 .J d I QJ ~~I 
'l~~UI"ll11JI"l~L'VI'U1.11f1 1.11"11f"'l11JU1.11n'Vl~~ L'Vl1f1U 129 l"l'U l"l~Lu'U 42.7% 

' 
(3) ~.fl1~LLl~~€l1.lvY-1mCJ1'ULLa~.fl1CJ'UeJfl~:::m~ ~lCJ-111.1 L'V1111:::LLnn11~nm~CJ ~U11 ~l'l€lU 

" 
LL uu~aum1.1vY-1'V11.1~ 1 ~m11.1~1~runu-tleJ~1m1.1d 1 'U1:::~ur~111.1~~L i1'U1.11n iirhm11.1~1.11n~~~ 

u • 

Lvhnu 147 r~'U ~~Luu 48.7% 

(4) r~ru.n1'Vj"'JeJ-11:::uu~1u11ru'll1.nr~ L'li'U 1:::uuJ1 1:::uum1~~m1"1JeJ.:JL~EJ/"1JEJ::: 1:::uu1'V'Ivh . " 
Hl1.11\011;i1'U ~u11 ~ (;leJULL uu~eJum1lvY-l'V11.1~ 1 ~r11111~1~runu-tl€l~1m11d 1 'U1:::~ur~111.1~~ L i1'U 

... ~ u 

oC:ill d .J IQJ Ct.~ 
1.11fl 1JI"l11"1111JU1.11fl'Vl~~ L'Vl1f1U 142 l"l'U l"l~LU'U 47.0% • 

(5) ii1:::UUB'UL(;leJ~LiJl'l~'lt1'U~lJCJ vY.:JLLUU~1CJityqJ1ru LLa:::LLUUH~1CJL1i.~U~n11 yjU11 ~(;l€lU 
LL uu~€lum1.lvY.:J'VI1.1~ 1 ~m11l,11R'runuieJ~1mlJd 1 u1~~ur~111.1R~L i1umn iil"i11"ll11.1~1.11n~~~ 

u • 

Lvhnu 126 r~u ~~Ltlu 41.7% 

(6) iiLf"'~eJ'IsB'n~1'VICJeJ~ L'V11EJru 11i.~U~n11 yjtJ11 ~(;leJULL UU~eJUm1.lvY-1'VI1.1~ 1 ~l"ll11.1~1RUJtlU 
u " .., 

-tleJ~1m1.1d 1 u1~~ur~111.1~~L i1u1.11n~~~ iil"i1r~111.1~1.11n~~~ whnu 121 r~u ~~L uu 40.1% , . 
(7) :U~n~J1EJeJ~L'VI~EJru~~::m~ 'llaa~.ti'EJ LLa::1111'1l1(;11~1'ULil.~u~m1 ~u11 ~(;leJU 

"U .., liLt \J 

LL uu~eJum1.lvY-1'VI1.1~ 1 ~l"ll11.1~1~runuoffeJ~1m1.lii 1 u1:::~ur~l11.lfoi~ L -Hu1.11 n ii ~1m11.1~1.11n~~~ 
u • 

Lvhnu 101 r~u ~~Luu 35.4% 

(8) ii~'U~~1'VI1U:UeJmU~fl1EJ1'Uf.J'Uvl LLa::1ttEJ'UvlL Vif.J-1~eJ~1'VI1'Uerl .ffu~n11 yjU11 ~(;leJ'lJ 
" " 

LL UU~eJUm1.lvY-1'VI1.1~ 1 ~l"ll11.1~1Rrunu-ffeJ~1mlJif 1 'U1:::~UI"ll11.lf>i~ L i1u1.11 fl ii~11"ll11.1~1.11fl~~~ 
u • 

Lvhnu 137 r~u ~~Ltlu 45.4% 



" 

Vl1':i1.:J~ 4.2 ':i::~'UfJW.fl1'V'lfl1':itJ'im-:i1'U~huf'l111l'll1L~vilvl11.lill~ (Reliability) 

... 
"llv 

1. ~\.h~flfl'Ufl1'~ih.J':i~G't'Ufl1':itu1'Ufl1'~ 
'-1 

'U~'V11':i L(;)I:Ji:im':ibbG't(;)~btlflG't1':i 'VI~fl'VI~mi1'U ... 
fl1';j-riJ';jfl~'VIfl~fl 

2. ':i1U~~bBtJ(;)'Ufl~~m~n bb~~'U~fl1'HG't~11 

~1~ 1 iim111~ntl1tl~\Jl':i~m11m':i1~~ru1 

tb~"lll~li~'U~ 
... .., • "'cl 1 'l .., 

3. m~'".l1~b~'U1J(;)"il11lb~fl'U 'U'i~tJ b'UG'truru1 . ... ... 
I U Q I q 4 Q 

f)I:J1~"li(;)b"iJ'Ubb~~tJ\Jl5';i';i11 b"ll'U 1Jfl1';il'l'Ub~'U • 
cl ... • 

Lll am tJ fl fl fl\Jl11l fl1'VI'U (;) 

4. i:im':iflflflL tJLG't~"il-r'U b~'UYlfll'l~~ ~i:im':i • ' I I I IJ' CV .c::!il Q oCirt. .c::!il 

"il11:Jfl1b "151'VIfl~¥lfl'VI';jfltJ';jfl1';ibG't':i1Jfl'U 1 

d 
111n'VIi'IVI 

1ii1'U1'U 

(f'l'U) 

76 

82 

103 

123 

• 

% 

25.2 

27.2 

34.1 

40.7 

':i::~tJf'lW.fl1'V'lfl1'itJ'im-a~l~-ru 

111n 

1ii1'U1'U 

(f'l'U) 
% 

134 I 44.4 

140 I 46.4 

135 44.7 

125 41.4 

• 

'LJ1'Um'l1.:! 

1ii1'U1'U 

(f'l'U) 

79 

69 

50 

41 

o/o 

26.2 

22.8 

16.6 

13.6 

... 
'LJij~ 

li!1'U1'U 

(f'l'U) 

6 

4 

8 

7 

o/o 

2.0 

1.3 

2.6 

2.3 

... d 
'Ufl~'VI~(;) 

li!1'U1'U 

(f'l'U) 

7 

7 

6 

6 

o/o 

2.3 

2.3 

2.0 

2.0 

'5111 

li!1'U1'U 

(f'l'U) 

302 

302 

302 

302 

% 

100 

100 

100 

100 
UJ 
UJ 



34 

~1MI111..:!~ 4.2 'Vl'tr;h 1~~Uflillfi1'Vlfl11U'im1lU~1'Ufl11111.bL~8~81lJ.lil1~ ?111111fJ8GU1tl • 
f'i1fl11~~"'ilflLL~..:Jfi1111~"!JB..:J1-ULL~"::ie>fi'1t:n11 ~..:~d 

( 1) e!th~nBUm1ihh~aum':iru1 't.tn1':iU'i'VI1':i t~uiim1LLat'I~LBn?t1':i 'VI1B'VI~mi1'Ufl1':i-ru':iB-1 
'lJ ... 

'VIB~n L'li'LI 1u"'iJ~Vl~LUti'U~~vt..:J'VI8~n ':i1-1l~'VIB~n~L~'U Ltl'U~'U l1U11 e!(Jl8ULLUU?I8UfJ111~-1'VIl.J~ 
" 

1~m1:uG11~runuanBfi1m:ud 1u':i::~uf111:u?l~L~u:u1n i1Fi1fl11:ua:u1n~a~ Lvhnu 134 fi'U ?l~Ltlu 
v • 

44.4% 

(2) 11ti~~LatJ~"!JB..:J~B..:J~n LL~~U'1n11La1:ul9i1-1 "1 i1fi11111Jn~B..:J(Jl1..:J(Jl11Jn11L'¥J'tiill1 
" 

th~'ll1r.1':u~u6 'VlUl1 e!(JleJULL uuae>um:u~..:~'VI:u~ 1 ~fl1111~1~rutiuie>r1'1m11d 1 'U1~~Ufl1111?l~L~'LI 
" v 

111n i1Fi1fl1111~111n~a~ Lvhti'u 140 fi'U ?l~Ltlu 46.4% 
' 

(3) fl1111..:! L~'U:iJ~liJ1 i1Lie>u\ "!11~\J 1 'Uf.1ruru1B~1..:JoU~L"'iJ'ULLa~£1~511l.J L 'li'U i1m1~'UL~'ULdmJ1tl 
.. " u ~ 

BeJn(Jl111fll'VI'U~ 'VlU'".h ~(JleJULL uuae>um1rvY..:~'VIl.l~ 1 ~fl1111~1fl'rutiu-ne>fi1m11d 1 'U'l~~Uf\1111 
" v 

?l~L~'Ul.l1n i1Fi1fl1111~111n~a~ Lvhti'u 135 fi'U ?l~Ltlu 44.7% • 

• 

(4) i1m1BBn1UL?I~"'iJfUL~'UVlnfl.f.:J ~i1n1'f;ij1tlf'i1L'li1~8-:J"r1n'H~BU1fl11L?t111~'U "1 'VlU11 ~(JleJU . " 
LL uuae>uml.l~.:J'VI11~ 1 ~fi1111G11~runuie>fi1m:ud 1 'LI':i~~Ufl1111?l~L ~'U111n i1Fi1fl1111~111n~a~ 

v ' 

LVhnu 125 fi'U ?l~Ltl'U 41.4% 



m":i1..'1~ 4.3 ":i::~'UAN.f11~n1":i'U'im":i1-u~hum":ililv'Ua'Uv..'lfl11114leHn1":i (Responsiveness) • 

II 

"'lv 

1. VleJWn~~e:w"l 'U'U~L1ru~?f11l1'HIL .U1fi~ttK 
" 

?f~mn 

2. ihh:J~'Vl1~ 1 'UnT~&i~~v~v?f1":iV1~1CJ 
.I d II q 

":iu LL '\J'U L 'l"le:J?fe:J'\Jm1l'lle:J1l~":i1CJ~~LE:JCJ~ 
" " 
3. ~iu~n1":i?f11l1":i~~1n1":i~E:J~~E:J~~n1~ 

" , a 
E:JCJ1~ ?f~mn LL~~":i1~L":i1 

4. 'l"lUn~1'UV1E:JWm111l1":i~ 1 ~'\J~n1":i~E:J~~n 
.J II 1"- 1" 0 .J 'Vl'l"l":ie:J1l V1'U":in11 ~lil":i~m1JmVI'U~L1m'Vlliln 

~~n'UH 
u - q 5. '\"l'l.Jn~1'U?f11J1":i~E:Jti'U1 CJ":i1 CJ~~ LE:JCJ ~ 

~'Uiile:J'U m":i 1 .Uu~m":i 1 ~ LLfi~'Suu~m":i 1~ 
" 

eJ~1\lotl~L~'U 

d 
111n'Vlalil 

~1'U'l'U 

(AU) 

62 

63 

91 

86 

67 

• 

% 

20.5 

20.9 

30.1 

28.5 

22.2 

":i::~'UAN.f11~n1":i'U'in1":i~Lt1li'u 

111n 

~1'U1\J 

(A'U) 

133 

145 

129 

o/o 

44.0 

48.0 

42.7 

139 I 46.0 

147 I 48.7 

• 

th'Um'l1..'1 

~1\J'J\J 

(A'U) 

86 

77 

70 

62 

69 

% 

28.5 

25.5 

23.2 

20.5 

22.8 

II 

'Uiltl 

~1'U1'U 

(A '\.I) 

9 

10 

9 

10 

15 

% 

3.0 

3.3 

3.0 

3.3 

5.0 

II d 
-uvu'Vlalil 

~1'\.11'\.1 

(A'U) 

12 

7 

3 

5 

4 

• 

o/o 

4.0 

2.3 

1.0 

1.7 

1.3 

,, 

":i11J 

~1'U1'U 

(A '\.I) 

302 

302 

302 

302 

302 

% 

100 

100 

100 

100 

100 
\..>.) 
Vl 
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'OJ1fl\911')1..:J~ 4.3 Vfi..J':h 'j~~\JFl W.fl1'Vlfl1'j\J~fl1'l lu~TUfl1'lPIB'UG1'UB'Ifl11lJ~B'I fl1'l G11lJ1'jf.l , 
BG\J1tJfhfl1'jLL'OJflLL'OJ..:JFl11lJ~'YimLuLL~~~.nmhmlJ ~..:~d 

( 1) 'VIB~ n ~..:JBtJ1 'U\J~L 1W~G11lJ1'jf.lL -H'1~" Hi'G1~mn Yi\J'h ~PIB\JLL \J\JG1B\Jf.l1lJ~..:J'VIlJ~ 1 ~ 
~ ~ 

m1lJG11R'ruti\J.fiBf11mlJd 1u'l::~'UR11lJR~L~'UlJ1n iifi1R11lJ~1J1n~a~ Lvhnu 133 R'U ?1~LU'U 
u ' 

44.0% 

(2) ii'liB..:J'V11'1 1 'Ufl1'j~~~B~BG11')'VImmtJ bL \J\J L ~m1B\Jf.l11J"Ii'm..J~'j1tJ"::b~tl~ 'Vl'I..J'h eJ\91 B\J 
~ " " 

bL 'll 'UG1 B'U f.l1lJ~'I'VIlJ~ L ~fl11lJ"1fi'ru n\J"Ii' B fl1f.l11J\1 1 'U')::~\Jfl111JR~ L ~'i.JlJ1 fl ii fl1 fl11lJ ~lJ1 n~a ~ ... . 
Lvhnu 145 R'U ?1~Ltlu 48.0% 

(3) moH\J~fl1')G11lJ1'lf.lvi1fl11'0JB'I~B'I~flL~tl~1'1 G1::PI1fl bL"::11~L~1 'Vl\J':h eJ\91B\J 
" " 

Lb 'll'UG1B\Jf.l1lJ~'I'VIlJ~ 1 ~fl111J"1flrun\J"Ii'tlfl1f.l1lJ\1 1 'U1~~'UFl111JRPIL ~'UlJ1fl i1fi1fl11lJ~lJ1fl~G1 ~ 
u • 

whn\J 129 R'U R~LU'U 42.7% 

( 4) 'Vl'Ufl'I1'U'VIBoWflG11lJ1'lf.l L ~'U~fl1'l~B'IoW fl~Yi~BlJ 1 ~tl~fl1'l L~ PI') 'l\911lJ rl1'VI'U ~ L 1"1~\91 fl "" n'U 

H Yi\J'h eJ'P~B\JLL 'U\JG1B\JmlJ.X'~'VIlJP~1 ~m1lJ"1~run\J'Yi'BFhm1Jd 1 'U'l::~\Jm1lJRP~ L ~'UlJ1n i1 
~ ... 

I .d d I IV ..::::.. " 

f11f111lJf.llJ1fl'VlG1~ L'V11fl\J 139 fl'U fl~LU'U 46.0% 
' 

(5) Yil!fl..:J1'UG11lJ1'lf.lBtitJ1tl'l1tJ"::L~ tl~ .ff'UP!ti'Ufl1'll i\J~fl1'll ~LLnm i\J~fl1'l L~mh..:Jotl~L'OJ'U 
~ 

'Vl'll':h eJ' PI B\JLL \J\J G1B\J f.l11J~..:J'V11J \911 ~R11lJ G11 R' ru n\J'tl Bfl1m1J-d'1 'U 'l ~ ~\J R11lJ ?1 \91 L ~'UlJ 1 n i1 
~ ... . . 

R1R11lJ~lJ1nVia\91-Lvhn\J 147 R'U ?1~LU'U 48.7% • 



m~1.:1~ 4.4 ~::~ul'lrufl1'V'lm~u~m~l'IJ~1'1Jn1~1\1m11l~~mt'IJ~~n~i'uu~m~ (Assurance) • v 

~::~Uf>Jtl.lfl1'V'lm~u~m~vi1~-ru 

d 
'li1'1Jfli'11.:1 

II 
1J1f1VIi1~ 1J1n 'IJtlV • 

II 

"!.IU 

0 0 0 0 

-;)1'1J1'1J -;)1'1J1'1J -;)1'1J1'1J -;J1'1J1'1J 
o/o o/o o/o 

(l'l'IJ) (l'l'IJ) (l'l'IJ) (l'l'IJ) 

Q cv II II .JQ./ 
1. 1J~'Ufl\11'ULL":::L'oil1'VI'U1VI'H1~1fn1l.J 

tJ"u~.n~ ~?l1l.J1'm 1'1Xm1l.J"1hm'VIi1u 1~ 63 20.9 122 40.4 99 32.8 15 

{;lml~ 24 i-:lil.J.:J 

2. ih~uu11~-:Jn'U.n~ L~'U ~.:J~'ULYl~.:J 

~ruru1ruL~~'UUflLU'U ~1~~'Ul.J1(;l'Hi1'U 
u u , dol 

92 30.5 136 45.0 66 21.9 7 

3. ';i:::'U'Ufn1lJU"tl~.n~m~lJ1(;l'i~1'U L"li'U .. 
fl ~8-:J 'N :U'iU\11 'i:::'U 'U ~ ~ m11'1 LoU 1 LL":::e:J~ fl 117 38.7 113 37.4 56 18.5 11 

.., 
:U1fl(;l'JB1fl1'i 

cl G tJ II I .,!111 4. l.J';i:::'U'U"tlfl 1:::{;1 'VI'U1(;11-:J Vl l'll.J1(;11~1'U 
~ .. 

L ~tl'IJ'tl.:J n'Um'i Li'il'lfl1'i?lru'VI1 ~"1ltJ.:JVl~Yl ~i1'U 
~ "' 

69 22.8 158 52.3 58 19.2 14 

m~1u~~.:J~fl"1l~.:J0.Uu~m~ 

II d 
'1JuVVIi1~ • 

0 

-;)1'1J1'1J 
o/o o/o 

( l'l'IJ) 

5.0 3 1.0 

2.3 1 0.3 

3.6 5 1.7 

4.6 3 1.0 

,, 

~11J 

0 

-;!1'1J1'1J 

(fi'IJ) 

302 

302 

302 

302 

o/o 

100 

100 

100 

100 

I 

I 

lJ-) 
-.J 



~1-a1.:1~ 4.4 -a~~\JflWil1"fln1'a\J~n1oal'1..1~1'1..1n1'aL~fl1111L~mi''I.JLLri~i'uu~m-a (Assurance) (t'iv) • v 

-a~~'Uf>lWil1"fln1-a'IJ~n1-a~1~i'u 

... 
"!Jil 

Ql~ ~ d cv cv Cll 

5. ~i1'ail'IJ'IJ'H1WVl'V'mV1P\tJ m1:::~LL~..:l 

~--.l'l..:lL~tJ..:l'We:J 

6. 'W'\Jnnu1~'1J~miv~'l..:l~Il'l'W 1l~1':itl1Vl • 
LL~:::V'J~e:J~ 1 ~'IJ~n'l':ie:JEh~~J'lL~~e:J 

7. 'VI1mn~mruom5'1.J 'IJ'l~L~'IJ thtJ • 
~~~'l'H'I LL ~..:l~ e:J'W-J n..:l'l'I.J L~vl'I.JVi 

..; 
~1n'VI~~ 

:ij 1 '1..1 1 '1..1 

(fl'I.J) 
o/o 

106 I 35.1 

90 I 29.8 

72 I 23.8 

~1n 

:ij1'1..11'1.J 

(fl'I.J) 
o/o 

118 I 39.1 

114 I 37.7 

115 I 38.1 

'lh'Unfl1.:1 

:ij 1 '1..1 1 '1..1 

(fl'I.J) 

64 

77 

90 

o/o 

21.2 

25.5 

29.8 

oUilfJ 

:ij 1 '1..1 1 '1..1 

(fl'I.J) 

12 

17 

21 

o/o 

4.0 

5.6 

7.0 

... ..1 
'1..1 rHJ 'VI~~ 

:ij1'1..11'1.J 

(fl'I.J) 

2 

4 

4 

o/o 

0.7 

1.3 

1.3 

,, 

'a111 

:ij 1'1..1 1 '1..1 

( fl'I.J) 

302 

302 

302 

o/o 

100 

100 

100 

\.>) 
00 
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~1nf!Tn~~ 4.4 Yitd1 1~ ~'UrHU.tl1'Wn11'U~tl111 u ~1um11 ~m1m ~mi'mLneH\Ju~fl11 . " 
;;11~111JBfi'U1flri1n11LL~nLL~-3fl11~~"!m~luu~a~ie:~r11fJ111 ~~d 

( 1) i}rnrn~1'\JLLa~L-;ij'TIIIU1~-rm~1fl111.1'tJ(;lu~.li'tJ ~;;11~11r~ 1 ~fl1111"1hm'III~B 1~~Jme:~~ 24 -8'1111~ 
"W'Ul1 e!fle:~uu uu;;1e:~um~~~'lll~~ 1 ~f'11111'h~runuie:~f'11m~-d'1 u1~~'Ufl1111 fi~L ~u~1n i1 

" v 

r11fl11~~111n~a~ LVhnu 122 flu fi~Ltlu 40.4% • 
(2) ih~'U'UUB~nuilfl L"li'U tl~~'UL'Wa-3 ~UJUJ1111L~B'\J\lflLO'\J ~1~'i'U111\Jl1;i1'\J 'W'Ul1 ~\Jle:J'U 

.., ., • D.l \J 

LL uuae:~um~~~'\11~~ 1 ~fl11~a1~runuiaf'11m11i11 u1~~um11.1fi~ L ~u~1n iirhm111~111n~a ~ ... . 
LVhnu 136 flu fi~Ltlu 45.0% 

(3) 1~'U'Ufi111.1\J(;l a~.fi'fl~1~~1fi1~1'\J L "!iu nae:1~1~~1tl ~ 1~'U'UR~m{~Li1LLa~BB tl':il 111~1 .. 
tl1fl11 Vi'Ul1 ~\Jltl'U LL 'U'UG1B'UIJ1~~~'\1111~ 1 1Xfl111.1a1~Ulfl'UoHBrl11J1~\11 '\J1~~'Ufl111.1fl~ L ~'\J~1 tl 

" v 

~1.'1~ i1~1fl1111~111tl~G1~ LVhnu 117 fi'\J fi~LU'\J 38.7% • • 
(4) i11~uuaan'tJ1~\Jl '\IIU11Ji1-3 ~1~1J1\Jl1~1'\JL ~BUB~fl'Ufl11Ln~ tl111.'1UJ'1111fl'liB~'Vl'i'W~i1u 

\1 d.l \1 'U 

.n1fl1 u1Xe:~~~tl'lltl~~-tlu~m1 'W'Ul1 ~\JlB'ULL uuaaum1.1~~'11111~ 1 1Xm111Gf1~runu-H'af'11m~i11 u 
" " .. 

lllJ ~a -=~• d .J . ..., .r::::~~o;:1 1~~'Ufi111Jf'I~L'\II'\J111tl 11fl1fi111JIJ111tl'Vll.'1~ L'Vl1tl'U 158 fi'\J fi~Lu'U 52.3% • 
(5) :i1~11tl'U'U~L 111l~~tltl1~fl LLa~iiLLG1~1.'1l1~L Yifi~Vitl Vi'Ul1 ~\Jle:J'ULL 'U'U;;'le:J'UIJ11J~~'VI11~ 1 ,X 

" fi111Ji:f11"lrunuie:~r11m11-d' 1 u1~~ufi111Jfi~L~u111n i11'11m11J~111n~a~ Lvhnu 118 flu fi~L tlu ... . 
39.1% 

(6) Yi'l11l~1'U1 ~'U~tl11tl~1~;;1.tl1Yl :i11.111fi1'Vl LLm~Vi~B111 ~'U~tl11tl~1~1.'1J1LG111B Vi'Ul1 ~\Jltl'U . " 
LL uu;;'laum1J,X~'\111J~ 1 1Xfi111JGf1!"lrunu-Har11m1JU 1 '\J1~~'Ufl1111fl~L ~'\J111tl i1~1fi1111~1J1n~a~ ... . 
LVhnu 114 flu fi~Ltlu 37.7% 

(7) '\111 mn ~ tl) W\l mo '\J 'U 1 ~ L ~ 'U th fl 1.'111.111 mL -;ij~ IJi B Yi'l1 tl~ 1'U1~ vl'\J V1 'W 'Ul1 ~ (;! B'U . " 
bb UlHHl'llmJ.J~'I'VIJ.JVIL ~fl11J.Jri1~runu.Uafi'1mJ.J-d' 1 u~~~um1J.Jf'iV~ L ~umn i1~1fi11J.J~J.J1n~l.'1 ~ 

v • 

Lvhnu 115 fi'W fi~Ltlu 38.1% 



lil1':i1.:1~ 4.5 ':i::~\Jfln.lfi1'Vin1':i\J'in1':iL'LI~1'Lin1WU1L~n1':i~\J1'fi112J~e:J.:~m':i"'..e:J.:J~~i'uu'im':i (Empathy) • v v 

':i::~uflrufi1'Vin1':i\J'im':ivil~i'u • 

d 
2J1n'Vlalil • 2J1n tl1'L!mn~ oUe:Jfl 

II 

"LLB 

. • . • 
~1'1..11'1..1 ~1'1..11'1..1 ~1'LI1'U ~1'U1'LI 

% o/o o/o 
(fi'LI) (fi'LI) (fi'LI) (fi'LI) 

1. -w'l1nnu1~m':iu~nT~num.Uu~m'i'Vln " . 
fi'U 1~w1~L~eJntl~'lT&i 64 21.2 145 48.0 78 25.8 11 

2. -w'l1nnu~12J1'im.U1hm12J~'El~fl1':i i1 
'm1lJL'El1lil1G1 LL"~·vh1~~~uu~m'i~~n11 56 

" " 
18.5 144 47.7 80 26.5 19 

L U'Lif01'U~1~ru 
" 

Cil I QJ Cit, C::0: 

3. lJmrv~'i\JnTm?llii.:Jfn1lJf011ilL'VI'U'll'El.:J 

m.Uu~fl1'i 68 22.5 115 38.1 78 25.8 28 
" 

II ..,j 
'Ue:Jfl'Vl~f'l 

• 
~1'1..11'1..1 

o/o o/o 
( fi'L!) 

3.6 4 1.3 

6.3 3 1.0 

9.3 13 4.3 

- ·--

':i12J 

. 
~1'1..11'1..1 

(fi'L!) 

302 

302 

302 

o/o 

100 

I 

100 I 

I 
I 

100 I 

.p. 
0 



41 

:U1nl.91111-1~ 4.5 V'ftrJ1 1~~\JfllW.fi1Vln11U~n111 'U ~1'Un11L oU1ll\Jm':i~\.J~rrJ1:U~eNn1i"11€l-1 , v 

~~-ruu~mi a1:U11(1€16U1t~l'i1miLL:UnLL:U-1fll11:U~"11m1'ULL~"~.U€1r\'1m1l ~-1-d 
(1) VfUfl-11'1..1 1 ~n11U~n1itlU~ etlU~n11VJflfll'U t~tJ'bJL~Bm.Jij,J~ V1Ui1 ~~l€1ULL uua€1UCI11J 

,X-1vt:u~1l1'fll111JG11~ruti'u-&'Br11m:ud 1'Ui~~Ufll111lfi~L~'U1!1n ij!'i1fll111J~:u1n~a~ Lvhti'u 145 fll'U u , 

fi~Ltl'U 48.0% 

(2) V~'l1n-11'Ua1:u1im-&'1hm1:u~mm1 ijm111 Lml:u 1~ LL~;~~vi'11\1rn-Hu~m1~~ni1L tl'Ufll'U 
v v 

G11~ru V4Ul1 ~~€lULLUUa€lUClllJ,X-1VI:U~1\11"111lJG11~rufi'UoU€lrl1Cl11Jd 1'Ui~~tlfll111lfl~L~'U1J1f1 ij 
u v u 

' .,1 .,1 ' v - flo 
A1fll11lJtllJ1f1'Vla~ L'V11flU 144 fll'U A~LU'U 47.7% , 

(3) ijn~ e1-1-ru f111LLa~-1fll11:Ufi~L i1'U"11€l-1m.-ii'u~mi VlUi1 ~~BuLL uuaBum:u,X-1vt:U ~ 1 ~ 
v v 

A11:UG11~ruti'u-H'B~Ghm:ud 1'Ui~~Ufll11:Ufi~L~'U:u1n ijri1fll111!~1!1n~a~ Lvhti'u 115 fll'U u , 

fi~Ltl'U 38.1% 



·~ 

lil1~1.:~~ 4.6 ~~~'Ufl11:1J.t1n~"llv.:~m.Uu~m~'VIv<W'n .. 

~~~'Uf'1Wil1'Wn1~'U~n1~~1~~'U 

II 

"Uti 

1. vhu:u~ 1 otl'U~n1~'Vitl~nLL ~.:~d~v1 U~n 
~\ILL~\l~iivm~n~'l..l ~ Ltl~ 1 ~u~m-sL~:IJmn 
.3 .Jru v 
'll'U (1~tJ~L1mVl'VHl'i:l11'1tJ) 

2. vl1Unfh1~\ILL~~\I~~L~t.11tl'UV!tl~n1~ 
~~'U1~-ruV111u (Yl~~fl'S1:1Jn1'S'UrJn~rJ) 

3. vl1U?ItJU?I'U'UL ~m.!V!~rJflU1mK'8~ 1 ~1111.U 
' 

u~n11 (Yl~~n111Jn11'UrJn~rJ) 

4. v11uiim11Jnijhm~i'LiJu,huV!~.:~'lJrJ\I 
'\J 

V!rJ~n (m11lnm:u> 
'\J 

d 
:IJ1fi'VI~tl 111n 

~1'1..11'1..1 

(fl'U) 

73 

90 

84 

94 

% 
~1'1J1'1J 

(fl'IJ) 
o/o 

24.2 I 144 I 47.7 

29.8 I 107 I 35.4 

27.8 I 106 I 35.1 

31.1 I 113 I 37.4 

th'1Jm'I1..:J 

~1'1J1'1J 

(fl'IJ) 

66 

9 

93 

73 

o/o 

21.9 

29.8 

30.8 

24.2 

II 

'IJi)~ 

~1'1J1'1J 

(f!'IJ) 

13 

11 

14 

14 

o/o 

4.3 

3.6 

4.6 

4.6 

II .,j 
'IJil~'VI~tl 

~1'1J1'1J 

(fl'IJ) 

6 

4 

5 

8 

o/o 

2.0 

1.3 

1.7 

2.6 

~111 

~1'1J1'1J 

(fl'IJ) 

302 

302 

302 

302 

o/o 

100 

100 

100 

100 

+> 
N 
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"11a\11 'ULL~"~offeJI'llt;mJ ~\ltl 
(1) vi1'U~~1 otltl~n11'V!el~flLL ~\ltl~e~ ltJ~ n ~\I LL~~~iJ'V!eJ~n~'U 1 L U~ 1\1tt'1n11L ~11111 n~'U 

( 1~t.1~L 1m~nmP1t:.~) 'V'Itt11 ~~e~ttLL uu£1m.Jml.lovr.:~'VIl.l~ 1 ~rrnl.l~1~runuial'hml.lil1 'U'l~~ttf111l.l 
~ u 

~~Li1'Umn 1lri1m1l.l~mn~£1~ Lvhnu 144 fl'U ~~LU'U 47.7% 
' 

(2) vi1'Un~115\ILL~~.:~~~L~mnu'V!e~nn1-H~~'U1~-ruVI11tt ('V'In~m'll.lf111tte~n~a) "Wtt11 ~~e~u 
~ "I ~ 

LL tttt(;1attml.I~\I'V!l.l~ 1 ~f111l.IG'11~runuoffm•i1ml.l'd 1'U'l~~ttf111l.I~~L -t1'Umn ilri1f111l.l~l.l1 n~£1~ ... ' 
LVhnu 101 fl'U ~~Ltl'U 35.4% 

(3) vi1'U~ilu£1~'UL ~eJ'U'V!~eJfl'U 1n~~~1-H'l.l11-tiu~m'l ('V'Iq~m1l.lf111tte~n~e~) 'V'Itt11 ~~e~u 
LL tltl(;1eJUfl1lJ~\I'V!lJ~ 1 ~f111lJ~1rl runttoffal'i'1ml.l-d 1 'U'l~~tlf111lJ~~L i1'Ul.l1n 1Jfi1f111lJ~lJ1 n~(;1~ ... ' 
Lvhnu 106 fl'U ~~Ltl'U 35.1% 

(4) vi1'Ui1f111l.IJliJ1~~hi'L U'UG11'U'V!~\I'lleJ\I'V!a-wn (f11111Jlil1~) 'V'Itt11 ~~e~ULL tttt£1e~ttml.l 
~ ~ ~ 

~\I'VI11~1-H'f11111~1ri'runuoffe~l'i'1ml.ld 1'U'l~~um1l.I~~Li1'Ul.l1n iiri1f111l.l~l.l1n~(;1~ Lvi1nu 113 fl'U 
... ' 

~~LU'U 37.4% 
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4.1.2 c.J" n1'i1Lfl'i1::'l1flw.nTrmT:iu'inT:i"!!v.:Jm ~u'in1-altv~ me~n'ti'U 1~t~1 i15'Vf1~1Lu~CJ . ,. 
LLG'l :::~1 tJL ~ m L UtJl.l1V~'Hi1tJ t tJ~'JtJ-d' L tltJ m 1 Pi n'li1flrum~m1u~m'i'llmm iu ~fl11'Vfe:J~ ma n"!!tJ . . ~ 

1~t~,\'1LLtJnl'i'1tJ~1.:~ '1 aamtltJ s l'i'1tJ 1l'i'LLn l'i'1tJfl11l.JLtltJl'l1IT11l.l (Tangible) l'i'1tJfl11l.l\hL~aoa 
1 ll:u 1l'i' (Reliability) l'i'1tJfl11VIe:J'U?ItJe:J.:Ifl11l.JIJia.:~m1 (Responsiveness) l'i'1tJfl11 1 ~fl'Jll.J L ~mTtJ 
LLn~-ruu~m1 (Assurance) ~1tJfl11LoU1 hm1-ru~fl11l.l~Jie:J.:Jfl11'lle:J.:Jm iu'im1 (Empathy) 

~ ~ ~ 

1) Btl mrua1tJ1 tJfl11l.l?t:::~1nmtJ 1 'U~e:J.:~~nfl'iUfl-j'tJ 
' 

L'litJ Ui~vhntJ L~EJ.:J 1Ji'Lifa~1 Lfl~mvi'1J1ei'U 
~ . 

Lfl~e:J.:~u-rummPI LU'U~tJ 
2) r~rum'Vl'lla.:~1?t~ a'llmrumt~1 u~e:J.:~~ni1fl11l.l . ' . 

Vl'U?IlJEJ 'Vl~e:Jl.J1off-:~1tJLLm~ 1~l.l1VI1~1ti L 'liti i11:1ru~n'liru ... ... 

l.Je:Jtl. LLG'l~ ISO LU'U~tJ 

3) ?tm'VlLn~~e:Jl.Jvr..:~mEJ 1 tJLL{;l~m EJtJe:Jn?t~m~ ?t1EJ-:~1l.J 
L'V!l.l1:mnm1~nmPIEJ 

4) fllliii1'Vl'lle:J..:!1~'U\J?I1IT11llii.J1.nfl L 'liti 1~'U'Utl1 1~'U'U . ~ 

fl11~~fl11'lJB.:!L~EJ/'lJEJ~ 1~\Ju\vJVh 1~l.J1VI1~1tJ ... 
5) ih~\J\J~tJLVIel'h ll{;lviVJ'U?IlJEJ vr.:~LL 1J1J?I1EJ~UJUJ1ru ... ... 

LL{;l~bb 'U'U 1 ~?11EJ 111 ~'U'ifl11 

7) ii\Jin~J1ae:J~L'V!~EJruvi?t~m~ '\.Jf;1e:J~.ti'EJ LL!;1::: 1~ 
~ " 

PJ1VI1~1'U 1 n ~u'im1 ... 
8) ij~tJvii.11'V!-j'\J:U e:J ~1~~ fl'jEJ1'UEJtJ~ LLG'l:::1~EJtJ~ 

L ~ t~-3'Vle:Ji.11'Vf-rum. iu'im1 
~ 

'i1l.J 

I d 
fi1Lu"EJ 

4.13 

3.90 

4.11 

3.96 

3.70 

4.08 

3.84 

4.01 

3.97 

cl1'UL~li.:JL\JtJ 
l.J1VI'i~1'U ... 

0.83 

0.86 

0.81 

0.87 

0.98 

0.98 

0.99 

0.86 

0.63 

l.J1fl 

l.J1fl 

·l.J1tl 

l.J1tl 

l.J1tl 

l.J1tl 

l.J1tl 

l.J1fl 

l.J1tl 

:U1fll'\1'i1-3~ 4.7 Wlr-:h 1~~'Ufllli.fi1Vl'U~fl11"1Je:J-3erl i'U~fl11VIe:J~tlLe:Jfl"ll'U 1 'U~1'Ufld1l.J L Dti ' ~ 

1UIT11l.l 1~t~11l.laci1tJ1:::~ul.l1n ii~1Lu~mvhnu 3.97 ii~1~TuL~EJ-3L'UtJl.J1V~1~1mvhnu 0.63 
~ ~ "' 
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'Utlfl~1nif L~tloW~1"HU1J1'VItlfl"lleFlfOl1Lil~m]1LL'UflLU'U11f!aiftl '<iJ1'U1'U 8 aiftJ n~11nl1~1flVJflaiftJi1 
1~~\.1rt111.1f.i~L ~'U1.11 nVlnitJ hmr.=111.111m ~tt~,h~uri1Lil~fl~1fl1.11 n~r.=1~ 1 ti'V11Utltt~r.=1~ ~~L ~'U 1~11 , , ' 
Btl fl ':iNel1'U1EI f'l1 11.1(.'1~ ~1 fl.f11 ttL 'U~tl~oWflf'l':i'U rt.Y'U i1 f0l1 Lil~ £.11.11 fl~r.=1~L vh nu 4.13 i1 ri 1 , , 
i.'11'UL~£HL'U'U1.11\JI':i:01'UL'Vhnu 0.83 LLr.=1~~L~L~'U·;hnci1.1~1tl~1'1L~rt111.1ri1R'runu'lim•hm1.1ii1.11nLi1tl ... , " 

LVI tt'll ti'u'liB ~'U '1 1 'U ~ 1'U L~ f!1 n'U i.'11'U'Ii Bl"11f.l11.1 L ~tl.:J fl1':i i11 ~uu ~'UL\JI B~Lil~J~~vl'Ur.=1lJ tt ~~ LL uu 

r.'11ttG1ruru1ru LLmm 'U'U 1 ~r.=11tt1 11 ~'U~fl1':i i1f'l1Lil~E1Utlfl~r.=1~L vhnu 3. 70 i1f'l1i.'11'UL~£J.:JL 'U'U1.11\J\1:01'U ., .., , .,. 

whti'u 0.98 

1) ~tl':i:::nBum':ii1tl':i:::r.=1um':iru1 'Ufl1':i'U~'V11':i 1~£Ji1 flT:i 
'IJ 

LLr.=1~.:JLvflr.=11':i 'VI~tl'VI~fl:01'Ufl1':i.Y'U':itl.:I'VIv,.;'n L "!i'U L 'U~~ ... 
Vl:::Lti£J'U-;ij~~~'VIv~fl ':i1.:!1'l;l'VItl~fl~L~'U Ltl'U~'U 

2) ':i1ttl;l:::LB£J~"llv'l~v'l~fl LLl;l~'U~fl1':iLr.=1~1.1~1'1 '1 i1 

m11.1 !:'In~ B'l \JI':i '~ \J\11.1 m1 1 lil~ru 1tl 1:::"!l1G11.1~'U6 
'IJ 

4) i1m':imlflL'ULr.=1~~.Y'UL~'UVlflrt.f.:~ ~i1fl1':i~1Eif0l1L"Ii1 , 
' 

~tJ.:~~n'VI~v'U~fl1':iLr.=1~1.1B'U '1 

3.88 

3.95 

4.06 

4.17 

4.01 

d ,;b 'U L 'l.IU~ L 'll 'U 

1.11~'l;i1'U ... 

0.89 1.11fl 

0.87 1.11fl 

0.89 

0.89 lnfl 

0.72 1.11fl 

~1n~J~1':i1'1 4.8 "W'Ul1 ':i~~ur~rum"Wu~fl1':i"llv'lrnoffu~m':i'VIv~mvn"ll'U L'U~1'Urt111.1'thL~v~tJ 
, 'IJ 

111~1~ 1~m11.1v~L'U':i:::~u1.11n lil'i1Lu~mvhti'u 4.01 i11'111'11'UL~£J'IL'li'U1.11m:o1uLvhnu 0.12 
'IJ ... 

'Utlfl~1nd L~eloW';J11ru1J1'VI'Ufl'llv.:JfOl1Lil~£J'<iJ1LL'UflLtl'U':i1£J'Iie:J '<iJ1'U1'U 4 '!ie:J n';J1':iru1~1flVlfl'lie:Ji1 
' 

1:::~urt111.1 f.i ~ L ~'U1.11nvm'lie:J 1~ ttr.=111.11':im~tt'l~1~uf'l1Lil~ f!~1 n1.11 n~Ml1 ti'V11Ue:J f!~r.=1~ ';J~ L ~'U 1~11 , , , 
1 'U~1'1im~m 'VIe:J~fllifl1':ie:Je:JflL 'ULf.'1~';J.Y'UL~'U'V!flrt.f'l ~i1fl1':i~1£Jf0l1L "li1~e:J.:J~fl'VI~e:J'll~fl1':iLr.=1~1.1~'U '1 

i1f'l1Lil~tl1.11fl~r.=1~LVhnu 4.17 i1fi1i.'11'UL~ti'IL'U'U1.11m:01'UL'Vhtl'U 0.89 LLr.=1~'1L~L~'Ul1flci1.1\911mh'l , ... ' 
1 ~f'l111.1 ri1 R t1J ti'u'lim•11 m1.1d1.1 1 mn m Vi ti'U ti'u-ife:J~'U '1 1 wii'l'UL~ ~n tl'U 1'11'U-ifmh ml.l L ~fl.:! 
~U':i~fle:J'U fl1'li1tl'l:::r.=1'U fl1':iru 1 'U flT~'U~'VI1':i 1~ ttli fl1':i LLr.=1~'1 Le:Jflr.=11'l 'VI~e:J'VI~ fl~1'U fl1':i.Y'U':ie:J'I'VIe:J~ fl ij 

' ' ' I CiiV C!{ IQ.I clll c1 ICV 

f'l1Lill;lti'Ue:J£.1Vlr.=1~L Vl1fl'U 3.88 1.1Fl1r.=1TUL'Uti.:JL'U'U1.11\JI':i:01'UL Vl1fl'U 0.89 . ... 
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(Responsiveness) 

• cl 

a1'UL\Jf.I~L\J'U • d 
fi1Ltlilf.l LLUil~il 

4) Y~'li'n-:nu'VIa~mn111'm1~u~m1~a.:~~n~Yl~m.J 
.b ~u~m1 hi~1'1~1:wti1VI'I.J~Ll'n~~n!;l'ltl'U 11 

5) YltJn'I1'Ui:111111(18B\J1t:J11f.lf;l:::L~tJ~ off'U~8'Ufl111if 
ru~m1 1 ~LLrW~uu~m1L~a~1'1oH~L':il'U 

'U 

3.74 

3.82 

3.98 

3.96 

3.85 

3.87 

111~'Hi1'U ... 
0.95 

0.88 

0.86 

0.88 

0.87 111n 

0.70 111n 

':il1n~111'1~ 4.9 "W'IJ11 1:::~uflrum"Wu~m1"1Ja.:~erlifu~m1'VIa~man"ll'U 1'U~1'Ufl11~8'\Ji:1'UeJ'I 
• 'U 

Fl1111~a.:~m11~tJ11:WatJ"l'U1:::~umn ii~1Lo~mvhnu 3.87 ii~1~l'UL~tJ'ILU'U111m;j1'lJLvhnu , ... 
0.70 'Uan':il1nil Ldaii':il11W1J1'VItJn"IJa'I~1Lu~mi1LL'Umtl'U11tJ-ifa ..S1'Ul'U 5 .zfa ~':il11W1':i11nvtn • 
.zfaii1:::~u Fll111 ~ ~ L ~'U:u1nvm.zfa 1~ tJi:111111m~tJ.:~!A' 1~u~1 Lu~ f.l':il1 n111n~1:1~ 1 ti'V11tia tJ~?I ~ ':il :::L ~'U • • • 
1~111'U~l-ifm~a'l mif'IJ~fl11?111111(l'Vhfl11':i18'1~8'1~n1~a~1'1 1:1:::~1n LL!;l:::11~L~l fl~1Lu~f.l111n , 
~?I~ LVhnu 3. 98 ii~1al'UL ~tl'IL U'U111~1;j1'ULVhnu 0.86 LLI:1~'11 ~L~'U11n~11~18~1'11 ~F11111&11~ru 

~ d ~ ~ 

nu.zfaf11m11il111nLdmVit:~unu.zfa~'U j 1'U~1'UL~tlltl'U LL~:::.zfaf'11m:WL~8'1 'VIa~n~.:~a~L'U'IJ~Llru~ 
?~11111m-if1ii.:~1~"':::~1n ii~1Lu~tJtiatJ~?~~Lvhnu 3.74 ii~1ri1'UL~f.I'IL'IJ'U:U1~1;j1'lJLvhnu 0.95 . ... 



(Assurance) 

II SJII d ~ 
fi1'LiflTi L 'VIf111:UL'!IeJ:U'LI 

1) i}w'IJn.:~TULL!;1~L:il'1'VIoU1~-rn~1R11:u'l.l"uflnf.l ~ 
~11J1'l~h1m1&J"1hmvt~a1~(;\"ufl 24 i1L&J.:! 

2) ih~'li'I..IUu.:!n'U.fi'f.l botl'LI t;l.:~~'llb'rl~-1 ~f:Yf:Y1Wb~u'U 

omu'U m~1'lll.J1(;l';i;j1'U 
' "" 
3) 'l~'li'I..IR11l.l'l.l!;1uflnf.lffi~&J1(;l';i;j1'U Lotl'U nau-11.:!~'lUfl ... 

~~'1..1'1..1~6m~fiL-ii'1LL!;1~uumnmi11mR1'l 

4) ih~uu~an'\.J';i~(;l vt.U1~1.:~ ffi~&J1m;j1'LIL~uua-:~n'U 
~ ... 

m'lLnflm'l~ruvnf.l"llu.:!'Vl-r'ri6~'U.rnf.I1'U\1u.:~~n"llu.:l 
~ v 

~0-ffu~m'l 

6) wtin.:~1'U 1 \1u~m'lu~1-1~fl1'rl ih.J1'lf.I1'Vl LL!;1~'Wfm.J • 
~ \1u~m'lu~1-:~~J1L~&Ju 

7) 'VI1mnflmruomil'LI '1..11fiL~'ll tJ1f.l ~1&J1'lmL:il-:~~a 
' 

~ti fl-11'1..1 1~vi''U'Vi 

'l1:U 
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. 
• d 

i11'LIL\Jti-1L \J'LI 
LL'I.Jin.Ji'l 

:U1fi'Hi1'LI ... 

3.75 0.88 1.nn 

4.03 0.80 

4.08 0.93 

3.91 0.83 

4.04 0.89 l.J1fl 

3.89 0.94 l.J1fl 

3.76 0.94 l.J1fl 

3.92 0.65 

~1fl(;l1'l1.:~~ 4.10 wu-J1 ';j~~uRrumwu~m'l"llu-:~m-ffu~m'l'VIu~mvn"ll'U 1'LI~1'Um'l1\1R11&J ' ~ 

b~mY'LILLnm-ff'll~fl1';j Lflf.l';j1l.Ju~1 'U';i~~'Ul.J1fl ij~1LO~m vhnu 3.92 ij~1~1'Ub tif.I.:!L 'U'Lil.J1(;l';i;j1'U 
~ ~ ... 

Lvhnu 0.65 'Uut1~1n-d L~u'W~1'lru1J1'VI'I1n"llu.:I~1Lo~mhLL'UflLU'U'l1f.loifu ~1'1..11'1..1 7 -ifa 'W~1'lW1 
~1 fl'Vl n-ifaij'l~ ~'1..1 R11l.l flfl L ~'Ul.l1 n'Vln-ifa Lflf.l~1l.l1'lm~f.l.:l~1 ~'1..1~1 LO~ f.l~1 fll.l1 n~G'Ifl1 'l.lvt1oUeJ f.l~~fl 

, , 'I 'I 

LL!;1~aan~1n~Te:J1R1'l ij~1 LO~f.I&J1fl~G'If!L vhnu 4.08 L ti f.I-:J L 'li'U&J1(;l';i;j1'UL vhnu o. 93 LL~fl-:~ 1 \1L ~'U ' ... 
-.hn~&J~1u~1-:~1\1R11&Jci'1~f:Yn'll-iful'hm&J-d&J1m~mVif.l'lln'll-ifu~'U 'l1'LI~1'UL~mn'U LL!;1~-ii'vl"11m&J 
L~EJ.:~m'lij'rl'IJn.:~1'ULL!;1~ L:il'TViU1~1m;.1R11&J'I.l"EJflnf.l ~~1&J1'l~ 1 \1m1&J"li1m Vl~v 1~(;1!;1EJfl 24 i1 t&J-:~ 

' ' ' 
ijfi1LO~f.loUElf.!Vi~~Wthn'l..l 3.75 ij~1~1'ULUf.I-:JL'li'Ul.J1(;l';i;j1'ULVhnu 0.88 . ... 



~-tiu1m"i (Empathy) 

1) 'V'IUfl-'l1'U1 \Xm~u~m~num iu~m~Vlflfi'U 1~1'.1 111L~an 
'II • 

ulJ~ 

2) 'V'IUfl-'lTU?l1:U1~mi1hfll1:U~a-'lm~ i1m1:uLmh1~ 

LLmwh 1 ~~-ruu~m~~~rr:hL U'Ufi'U~119'ru 
'II 'II v 

"i'll.J 

' ' .,. 
FI1Ltl£W 

3.84 

3.76 

3.65 

3.75 

~1'ULi1fi~L\J'U 
l.J1~"Hi1'U ... 

0.84 

0.86 

1.06 

0.80 
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:U1fl 

:U1fl 

:W1fl 

111n 

:u1rw11~1-'lvl 4.11 -wu-:h ~~~uflrum'V'Iu~m~'l.la~m-Hu~m~vm~man'll'U 1 'U~1'Ufl1~L .U1 hm~ 
• 'II 

-ru~fll1:U~a~m~'l.la~eTiiu~m~ 1~ml:wai'.IL'U~~~u:w1fl i1rhLu~mvhnu 3.75 i1~1~l'UL~I'.l~LU'U 
'II 'II 'II 

:U11il~~1'ULvhnu 0.80 t1an:u1nd Lda-vi:u1~ru1thvtufl'l.lm~1Lu~l'.l:ij1LL'Umtl'U~11'.loUa :ij1'Ul'U 3 .Ua ... 
Vi:u1~ru1:u1 flVl n.U ai1~~~u Rl1:wfi ~ L ~'U:U1f1Vl n.Ua 1~ l'.l?t1l.l1~m~l'.l-'la1 ~u ~1 Lu~ l'.l:U1 fl:U1 flvl?t~ 1 uvn , . , 
tial'.lvl?t~ "il:::L ~'U 1~111'U~1.Um~m 'V'Itifl-'l1'U1 \Xm~u~m~nu~ -Hu~m~VlflR'U 1~1'.1 11JL~a fluiiu~i1 

" \1 , d.J 

~1Lu~l'.l:U1flvj?l~L'Vhnu 3.84 ~l'ULdl'.l~LU'U1111il~~1'UL'Vhnu 0.84 LL?l~~h1\~'U-hfl~:U~leJ~1-'11~ . .. . 
fll1:U~119'qJnu.Uarhm:ud:u1mdm Vil'.lunu.Ua~'U 11'U~1'UL~mn'U LL~:::.Uarhm:uL~a-'lm~ i1fl~a-'l 
-rum~LL?l~~Fll1:U~~L ~'U'l.le:J-'lm oHU~fl1~ i1rhLu~I'J\Je:Jf.Jvj?l~L'Vhnu 3.65 lJ~1~l'UL ~f.l-'1 LU'U:W11'1~~1'U 

'II • ... 

Lvhnu 1.06 
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• d 
f'l1Lu~UI 

3.97 0.63 :u1n 

~1'UR11:U't.h l~el~el 11l.:u1~ (Reliability) 4.01 0.72 :u1n 

~1'UnT';I~elUG1'UeJ'Ii'l11:U~eJ..:m1'';1 (Responsiveness) 3.87 0.70 :u1n 

3.92 0.65 mn 

3.75 0.80 :u1n 
(Empathy) 

~1:U 3.90 0.58 

:u1n~111-:1~ 4.12 Viui1 1~~ul'lru.n1Yiu~m1"lleJ-:~m -ffu~m~'l-1eJ~nmn"li'UL'U'Vln~1'U 1~EJ·n:u 
1 " 1 

eJ~L'U1~~u:u1n ii~1Lu~mvhnu 3.90 ii~1~1'UL~CJ'ILU'U:U1~1_ll1'ULvhnu 0.58 'UeJn:u1nd LdeJ 

~lil11ru1J1'l-1oUn"lleJ'I~1Lu~CJ~1U.'Um\J'U~1'U~1'1 1 ~1'U1'U 5 ~1'U ~lii11N11i11nVJn~1'Uii1~~'\Ji'l11:U 
?i~ L ~'U:U1 n'VlnoffeJ L~EJG11:U11m~CJ-!1"1~'\J~1Lu~mn n:u1n~~~ 1 'IJV11UeJCJ~~~ 1~~-!I.Q 

1 1 1 

(1) ~1'UI'l11:U'll1l~eJ~B1111i11~ (Reliability) ii~1Lu~mvhnu 4.01 iirh~1'UL~CJ'IL'\J'U:U1~1_ll1'U 
Lvhnu 0.12 

(2) ~1'Ui'l11:UL\Ju~'IJ511:U (Tangible) ii~1Lu~mvhnu 3.97 ii~1~1'UL~EJ-!IL'\J'U:U1l'l1_ll1'U 
Lvhnu 0.63 

(3) ~1'1.Jn111'1Xm1:uL~mtuLLnm-ffu~m1 (Assurance) ii~1Lu~mvhnu 3.92 ii~1~1'UL~CJ-!IL'U'U 
" 

:U1l'l1;'i1'ULvhnu o.65 ... 
(4) ~1'Un11l'leJUG1'UeJ-!Ii'l11:U~eJ-!In11 (Responsiveness) ii~1Lu~mvhnu 3.87 ii~1~1'U 

' 
"' I o.l 

LUCJ-!ILU'U:U1l'l':i;'i1'UL'V11nU 0.70 ... 
(5) ~1'Un11LoD1hm1~uiFJ11:U~eJ-!In11"lleJ-!!rrt-tlu~m1 (Empathy) ii~1Lu~mvhnu 3.75 ii~1 

I .c:::l I IV 

G11'UL UCJ'IL U'U:U1l'l1;'i1'UL 'Vlln'\J 0.80 ... 

(Reliability) :Ul n~G1~ Lrim ViCJ'UtlUoDel~'U ., LLa:::ieJfllt:ll:U ~1'Un11L oD1 h n11~'\J~fl11:U~el-!l n11"llel'l 
' I " 

rrt-ffu~m':i (Empathy) ii~1LU~CJUeJCJ~'l~LVhnu 3.75 ii~1~1'UL~CJ-!IL'\J'U:U1l'l1_ll1'ULVhnu 0.80 



• 

\. 
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4.1.3 e..~a1Lfl'l1::~tl1111nn ~"llv-3erl."'iu'in1'i\Ulimeln'ti'U t~w 1~16vr1~1 Ltl~tl LLa~~'l'U 
v 

L~tl~L U'UlJ111l';i~1'U ~~~~LU'Un111l'U1lll-ff€1l;j(l1 mbU'!Jel-3 1~tl~L 1(11 VU)&iniilln11'Uflfl~€J LL(l~ 

rld1ll.ni1h 
" 

d I d ..J d "'"' ~1/Q "' 
m'l1-3'VI 4.13 fi1Ltla~JLLa::"1'ULUf.l.:JLU1J111l'I'Hi11J tl111lllfltl"llel.:le.J L"llU'ifl1'iVIel'Vifl ... v 

.., "' 
fi111J.flfltl 

1) vl1'U~~1iu~fl11VI€l~nLL \A-:Iif~e:J hH) fl fi~ LLl!~~ij 
Vle:J~ n ~'U 'l L :0 t'IL i-1u~n11 L ~llll1 fl~'U ( 1~ tJ ~ LJ(l1oW n 

m~tJ) 

2) vl1'U n~11fi~ LL~~~vi~h~m nuvre:J~ n1 iX~~'UL~~'U 
" 

'V111'U (~1'U'Vi~&imilln11'Ue:Jfl~e:J) 

4) vi1'Unl"n11J.ni1hvi1~L tl'U~l'Uvr~~'!Je:J~vrt~.Wn (~1u 
" 

rl111l.fJffi~) 

1111 

• d 
tl1Luaa 

3.88 

3.89 

3.83 

3.90 

3.87 

~1'UL{jf.l-3LU'U 
1J1l'I1~1'U ... 

0.89 

0.92 

0.94 

0.98 

0.79 

1J1fl 

1J1fl 

111fl 

~1fl\Jl111~~ 4.13 'ViU'Jl 1~~Urll11Jzlfl~'!JeJ~~i'U~fl11VIeJ~flL€Jfl'li'U 1'U~1'U~1~'l 
'lh~fl'U'U~'",Jtj ~11J1~E.l~L1"1~fl'U1f1E.J ~1'U'Vifl~fl11l.lfl11'Ue:Jfl~'U LL"~~1'Uf111lJI1iih LtlE.111lJ'UE.JL'U 

"I " " 
I I IJ' I 

1~~mnn iji"11Lu~m vi1n'U 3.87 ijl"11~l'UL UtJ~L'U'U1J1l'I1~1'ULvl1tl'U 0.79 uan~1ni1 Liia~~11ru1 ... 
J1vrtimm~l"i1Ln~mhLL 'Um tl'U11CJoUa ~1'\Jl'U 4 ieJ ~~11tu1~1nvlfl.Uan,~~'Urtl11Jf.it'IL ~'U111fl'V1 n • • 
.Ua ltl tJ~11J11m1tJ~"1~'U ~1 Lu~ tJ~1 n111 n~~tl h.lvr1UeJCJ~~tl ~~L i1'U1~111 'U~l'U'IleJ~~1'Um111 • • 
nm~ 1 'UoUeJI"i1m1JL~€1'1Vh'Unrt1111fli1hvrt~L U'U~1'UVI~~'IJ eJ'IVIeJ~fl n~1Ltl~tl111fl~~t'IL vl1tl'U 3. 90 
" " . 
ij~1~l'UL ~CJ'I L 'U'U111 1'11~1'\JL vl1tl'U 0. 79 LL~tl-:11 iXL i1'Ul1fl~11~leJ~1~ 1 iXm111G11f'i'UJtl'UoU€JI"hmllil' ... . ~ 

1J1flL~eJLViCJ'Utl'UoU€J~'U '11 'U~11JL~tldtl'U LL(l~ 1 'U~1'U"ll€1~~1'U'Vi~&i n111Jn11'U€Jfl~eJ 1 'UoU€11"\'1m11 

L~eJ~vl1'U~ti'U~'U'UL ~eJ'UVI~eJrt'U1m1';at11 i-1111Liu~m1 ij~1Ltl~CJUeJCJ~~tl L vl1tl'U 3.83 iji")1~1'U • • 
' c< I o.l 

L 'UCJ~L 'U'U1J1\Jl1\i1'UL 'V11fl'U 0. 94 ... 
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4.2 fl1"a'VIfl~el'll~~~~;;11J ... 
4.2.1 ~a1 Lf'l"a1::~tuu.n1Vtfl1"a'll~n1"a~i1f'l11~~~-wtJ6ntJf'l11~nnii"llv'leTI offtJ~nTrvm~n 1tJ 

• u 

L 'lll'l~'U~L 'VIf'1U1~~1'll~ L~ B'lf'ITifl ehL.nB11~'U'!lTnU :ij'I'VI'J~BUm1'lltl1U 

~1LL'lh 

(1) fl11~.!i'n~ 

(2) ~1'U'itlii"f'j~ 
u 

v d 4 

(3) lil1'Ufl11~L'liBfiB 

111~1~ 

(4) ~1'Ufl11\JIBU 

~'UB.::tfl11~~B.::tfl11 

' ' ... "' 
L'!IB~'U 

(6) ~1'Un1Wlhh 

nT~~U~fl11~ 
u 

' d . d ( ) f'l1Loaa ~11JL\Jfi~L'll1J 1 

1J1fl"a;i11J ... 
3.87 0.79 1 

3.97 0.63 

4.01 0.72 

3.87 0.70 

3.92 0.65 

3.75 0.80 

, 

(2) (3) (4) 

0.57** 0.54** 0.59** 

1 0.48 ** 0.64** 

1 0.74** 

1 

(5) (6) 

0.72** 0.59 ** 

0.65 ** 0.54** 

0.63** 0.53** 

0.69** 0.57 ** 

1 0.71** 

1 

~1nl'l111.::t~ 4.14 Y~u11 flfl.lmY~m'iu~m1Vln~1'U~fl11~~~w'U6nufl11~.!i'n~'llB.::terloffu~m'i • , u 

'V!elWnLBn"ll'U 1 'UL'IJ\JI~'U~L Vlf'1U1~~1UmUB.::tf'1~1fl el1LflB11~'U"!hnu ~.::t'VI'JiilBU~11'llii1U B~1'1~ , 

' YIU11 

(1) ~1'Ufl11~LthJ1tlii11~ (Tangible) ~m1~~~w'U5num1~.!i'n~'IJB.::tmoffu~m11'U1~~u 
u v 

tl1'Un~1.::~ LL~~~Vif'1Vl1.::tL~cnn'U (r=0.57) B~1.::t~'l1mh~'qJV11.::t~i1~~1~~u 0.01 

(2) ~1'Ufl11~tJ1L~B~al1l.~l~ (Reliability) ilm1~~~W'UGtlUfl11~.!i'n~'lJB.::t0-ffu~m11'U 
1~~utl1'Unm.::~ LL~~~Vif'1Vl1.::tL~mn'U (r=0.54) a~1.::til'l1m11~qJV11.::t~i1~~1~~u 0.01 

(3) ~ 1'Un11l'IBU~'U B.::t fl11:U~B.::t n11 (Responsiveness) ilm1~~:UW'UGtlU fl11:U.!i' n~'IJB.::t 

ejl -ffu~m11'U1~~Utl1'Unm'l Lb~~~Vif'1Vl1.::tb~tntl'U (r=0.59) B~1.::til'l1m11~fiJV11'1Gii1~~1~~U 0.01 v ~ 
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(4) ~ 1'Uf111 1 ~fl1111L ~mi\mncrl otl'U'ij 1111 (Assurance) i1 W.l111~1l~'U thl'U r11111.fi' f1~"llfl~ , 
~ offu~m1 1 'U1~iua~ LL~~i1VIPIVJ1~L~cnn'U (r=O. 72) mh~il'l!t~G11~UJVI1~ail~~1~iu o.o 1 , , "' 

(5) ~1'Un11L'Yi11~m1~uiron11J~fl~n11"llfl~~.nu~m1 (Empathy) i1r~1111~1l~'UGtl'Ufl111J.iln~ 

"lJ€1~~ offu"1m1 L 'U1~i'Uth'Un~1~ LL~~ilVlPI'V11~L~E.Idtl'U (r=0.59) fl~1~il'IJEJ~1~UJV11~G1i:1~~1~~'U , ~ 

0.01 

4.2.2 ~a1Lfl'l1~tuu.n1Wf11'lu~n1'l~il~a,jufl1111nn~"llB~m offu~m1vm~n 1 'UL 'lli'I~'U~ . , 
L VlPI'U1~1lh'Um1iB~PITifl eh Lflfl111'U•Ih'l1'U ~'I'VIi'~fl'U~11"llli1U • 

d ... , tltl .cO "" ) 1'11'l1..:J'VI 4.15 ~an1'l1Lfl'l1::'VIfi1111LL 'l 'l1'1JLL'U'U\'11..:JL~~1 (flUJfi1'VH111'U1fl11 • 

fl1111LL U'lU'l1'1J ss df Mean Square F Sig. 

Regression 103.498 5 20.70 72.11 o.oo** 

Residual 84.969 296 0.29 

1111 188.467 301 

"i11rwn11~~ 4.15 ~ui1 t:.~~1Lm1~~m11JLL'I.htl'l'l'UV11~L~EJ'li1~1 Sig. Lvhnu o.oo ~~il~1 
UBEJni1 0.01 LLG1~~1~Li1'Ui1 r~ru.nTvm11'U~m'lB~1'1UflEJ 1 ~1'U i1r~1111~11~'Ufinur~1111i1n~'llfl~ • 
m•ti\J~f11'~'VIeJ~n el~1-:JiJotJe.J~1~ru~ 0.01 vh1 ,;'~i~e.Jvi1 f11~Vl~?IB'Ulu.ffwnm.J~fl L tl L ~fl'VI1 , "' , 
m111~11~whL~~'Vimmru~'lLLtl1a?t'l~ ~ilt:.~~~Bfl1111i1n~"lm-:~m-tiu1m11~t~LLa~-:~e..~~m'l'Vl~aBu , 

' "' 
'U'UI'\111-:JVi 4.16 i~il 
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~1'i1~~ 4.16 ~611Lfl'i1~~fl1111tlfltlilf.IV.'III (Multiple Regression Analysis) • 

... 
b SE b Beta t Sig. VIF flt\JI11Vtfl1'i\J'in1'i • 

' .,; 
0.01 0.22 0.05 0.96 1"111"1-:J'Vl 

~1'Ufl1111 L U'UTU51111 0.16 0.07 0.13 2.29 0.02* 2.00 
" 

" ' c~ ... 1TI 1" ~1'Ufi1111'U1L"lltltltl 1 ';) ~ 0.07 0.01 0.01 1.16 0.24 2.41 
... ... 

0.08 0.08 0.07 1.07 0.28 3.07 ~1'Ufl11~tl'U?f'Ue:J.:Jfl1111(91e:J.:Jfl1'j 

~1'Um11 ~m111 L ~mt'U 0.56 0.08 0.46 6.71 o.oo** 3.03 

~h'Um'iL -n'1 hrn'i-r'\..1~1"11111~e:J.:Jm'i 0.11 0.06 0.11 1.94 o.o5a 2.14 
'II 

Adj R2 = 0.542, SEE = 0.53, F = 72.11, Sig. ofF = 0.00 

clu o cu ~ct.d cu 

**11'U£.1"1flqj'V11.:J"tl~'Vl'i~~'\J 0.01 

a = 0.053 ~ 0.05 

';J1fl(911'i1.:J~ 4.16 Vl'\J'll flru.n1Vlfl11'\J~n11~ij~"~tlf11111.fin~'lle:J.:Jcrl. oH'U1fl11'VItJ~n1 'UL "ll~ 
• 'II 

~'U~L 'Vll'l'\..11"~ 1'\..1" LlitJ.:~ 1'1111"1 81 L.n m1~'U'Ill11'\J ~.:~vrr~ tJ'U"11"1l5Tu ~?t11111tl va11-r'U ?11111 ~;)1'U . ~ 

L~e:Jrh Sig Lvhn'\..1 0.05 ~e:J ~1'Ufi1111LU'U1U5'i111 LL"~~1'Ufl111~1"11111L~fl1i''U L~e:J~';J11W1:51LL'Ufl 
'II 

LU'U11£.1~1'U Vl'U';h 

(1) ~1'Ufi1111LU'U~'IJ51111 (Tangible) ij~1 sig. Lvhn'U 0.02 ~.:~ij~1Liavwh 0.05 ~.:~tY'U 
f'IW111Vl fl11'\J ~fl111 'U~1'UF11111 L U'U1U51111 ?111111tlU11 tJ1-tl'Vl£.11 mruf'l1111.fi fl~"lltl.:Jcrl. otl'U1fl11 
, " " 
'VIa~n a~1.:~ijum11~qj'V11.:~"ii~vh~~'\J o.o5 

(2) ~1'Uf'I1111'111L~e:J~e:J111.';)1~ (Reliability) ij~1 sig. Lvhn'\..1 0.24 ~.:~ij~1111nn·;h 0.05 ~.:JtY'U 
f'lru.n1Vln11'\J~n111 'U~1'UFI1111'111 L~a~a 1 n';) 1~ ~.:~hl"11111t1t111 u1-H'Vlv1n1ruf'l1111.ti'n~"lla.:~ • 

(3) ~1'Ufl11(9le:J'\J?I'Ue:J.:Jf'l1111~e:J.:Jfl11 (Responsiveness) ij~1 sig. Lvhn'\..1 0.28 ~.:~ij~1111nn·;h 

0.05 ~.:~J'U F1ru.fl1Ylfl11'U1m11 'U ~1'Ufl11(9le:J'\JI;1'Ue:J.:J F11111~e:J.:~ n11 ~.:~ hl?t11111t1U11 tJ1-H'Yl m mru • 
fl1111.fin~'!lmmi'U1m1'VIa-w'n 

" 
(4) ~1'Ufl111~f'I1111L~mYuLLn0i'U1fl11 (Assurance) ij~1 sig. Lvhn'\..1 0.00 ~.:~ij~TUe:JtJwh 

0.01 ~.:~tYu f'IWJl1Vl fl11'U1fl111 'U ~1'\J fl111 ~ f'l1111 L ~mi'uLLncrl. otl'\..1~ fl11 i;111111tl'LJ11 tJ1 otl'Vl£.11 mru 
• 'II 

m111.fin~'!JtJ.:~mi'U~fl11'V!a-w'n a~1.:~num11~ru'V11.:~?1ii~~1~~'\J o.o1 " ~ 
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(5) ~1ttnT~L'li1hm1~uj~11l.l~a-lm1"llmejliu1m1 (Empathy) ii~1 sig. Lvhnu 0.05 ~-:~ii 
r-i1Lvhnw1u o.o5 ~-ltYu ~rufl1'Vim1u~m11tt~1ttm1Li1hm1~u'i~11l.l~a-lm1"lla-:~m-&'u1m1 , ~ ~ 

(Empathy) :5-3 W~1l.l1'UlU1 hl1. otl'Vitnmru~11l.l.ti'n~"!la-l~ iu1m1'VIa~n 
" uan\11flU V-liiR1 Standardized (beta) Lvhnu 0.46, 0.13, 0.11, 0.07 LL(;l~ 0.07 

t'l1l.lc11~u a~1-lhnt'l11J ~rum'Vim1u1m1~i.1-l~·m~a~11l.l.li'n~"lla-lmiu1m1~r-i1 Standardized . ~ 

(beta) l.l1n~~~ ~a ~1ttm11~~11lJL~ari'ttLLnmiu~m1 (Assurance) iir-i1Lvhnu 0.46 LL(;l~ , ~ 

1a-l(;l-ll.l1 ~a ~1'U~111JLUtt1tlli11l.l (Tangible) iir-l1Lvhnu 0.13 
~ 

I I I QJ I 4 d~ tl 

~11..1~1 Adjusted R Square LV11nu 0.54 'VIl.l1U~11l.l11 rJt:Ufl1'Vifl11U1fl11V1V1-l 5 ~11..1 

~1l.l11t:lt'h1tJLuu~1LLti1'Vimmcl~-:~~iie.m~am1l.l.ti'n~"llmmiu~m1'VIa~n oiaCJ(;l~ 54.21~ui.11u 
~ 

.,J .. .,. "' ~I ."1""-d 
VlL'VIf;laan 1aCJ(;l~ 45.8 Lutle.J(;l\11nu\I\ICJatl j 

m1Pin'li1~f-l-d'e!i~u1~n1'VItt~roi1 Variance Inflation Factor (VIF) hJm1Lntt 5.3 (tliru1 
~ 

' 
~1'Vifl~, 2552) \11flfl11Pifl'li1'ViU';h rol1 VIF iiroi1a~vh~'VIl1-l 2.00 - 3.07 LL~~-ll1 ~f:\Jfl1'Vifl11 . ~ . 
u~m1vY-l 5 ~1u vtl mum1Pin'li1~f-lif11JiiuqJ'VI1~1'U~11l.l~l.l~tt5nu :S-:~~1l.l11t:lt111 tliL~11~~ 
~l.lfl11t:l~t:laCJ1~ 

~\111W1R1~l.lti1~~V1B~11l.lt:l~t:laCJ (b) "!la-l~ru.tn'Vifl11U1m1vY-l 5 ~1u ~-l.Q' • 
(1) ~1ttm11~fl11lJL~ari'uLLnmiu~m1 (Assurance) iirhLvhnu 0.56 'VIl.l1Um1l.ll1 L~a 

~ 

e! t'l au LL uu~auml.l1 ~fl11l.l~1~runuflrufl1'Vim1u~m11 u~1u m11 ~m1l.l L ~ari'uLLne!~uu~m1 
\J .., • \J 

L~l.l~tt 1 'VIU1CJ \l~vi11~Ln~fl11l.l.li'n~L~l.l~tt 0.56 'VIU1CJ 

(2) ~1tl~11lJLUtt1tlli11l.l (Tanoible) ii~1Lvhti'u 0.16 'VIl.l1CJ~11l.ll1 L~ae!t'laULLUU ~auml.l 
~ ~ ~ 

1 ~~11l.l~1~ruti'uflrum'Vim1u~m11 u~1tt~11lJLU'U1tlli11lJ L~l.l~u 1 'VIU1CJ \l~vh1 ~Ln~~11l.l ... . ~ 

' " 
.tln~LVll.l;ziu 0.16 'VIU1CJ 

(3) ~1tlfl11Li11\J n11~Uj~11l.l~a-l n11'lJa-leJ"lotlU~n11 (Empathy) iirh LVh tlU 0.11 

'VIlJ 1 CJ~11l.ll1 L~ae!t'le:JU LL UU~aUmlJ 1 ~~11lJ~1~ru tlU ~W.fl1'Vifl11U~fl111 tl ~1tlfl11 L i1 h fl1'j~'lJ-i , ... , 'U 

fl11lJ~a-lm1'lla-lmiu~m'j L~l.l~u 1 'V1u1u \l~vh1~Ln~fl11l.l.li'n~L~lJ~u 0.11 'VIU1CJ 
~ 

(4) ~1'Ufl11t'le:JU~'Ue:J-lfn1l.l~a-lfl11 (Responsiveness) iir-i1LVhnu 0.08 'VIl.l1CJ~11l.ll1 L~a 
e!t'l au LL UU~aUmlJ1 ~~11lJ ~1 ~ ru nu ~ Wfl1'Vi fl11U~ fl111 'LJ ~1'LJ fl11t'l a'U ~'LJ a-lW.J1lJ ~a-lfl11 
~ ... . 
L~l.l~u 1 'VIU1CJ \l~vh1~Ln~~11l.l.li'n~L~l.l~u o.os 'VIU1CJ 

(5) ~1'Ufn1lJU1L~a~a11l.\11~ (Reliability) ii~1LVhnu 0.07 'VIl.l1CJ~11l.ll1 L~a~t'laU 
~ 

LLuu~auml.l1 ~fi111J~1~ruti'u~rufl1'Vifl11U~m11 u ~1'Lim1l.!U1L ~a~a 1 il.\11~ L ~l.l~'LJ 1 'VIU1CJ "' . 
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d 
\J'VI'VI 5 

a'i'I.J~ul v.il'I.J'i1tJ~" LLil~enmauvLL'LI~ , 

fl1 11 ~ rJ L~e:J~ f1 W.fl1 Vi fl1 'l'U~flT:i~~~ ~rl ~ e:Jfld 111Jl fl ~"ll e:J~er!. oH'U~fl11'VIe:J~ fl Le:J fl"I1'U: fl1 rufli fl~1 
' 'II 

L"lll'l~'U~L'Vlf'1U1rtl'humi1a~f'1~1fl rl1L.flm1~'U'I1111'U ~~wr~aur~11"11GTu 1'Um'lflin~1fl~~d ~i~CJ 
' 'II 

1~vhm1~111:u 1~CJ m11 oHLL uu1;'1aum11L tl'ULfl~a~i1a 1 'U m1 Lnu11'U1111-fi'a11r~~~'VI11~:S1'U1'U 302 
'II 

"11~ ifn~11~1 e:J ~1~ ~ e:J eTI oHU~ fl1-:i'VIe:J~ flLe:J fl"I1'U1 'U L "lJ 1'\~'U~ L 'Vlf'l'U1rt ~1umi1 e:J~ f'1~1fl el1 L.fl e:J 
• • 'II 

11~'U'I11-:i1u ~~wr ~ ~ur~ 11"11G1iJ 1~t.1 1~ilm-:itl1 L1;'1'Uau'V11Lfl':i1~~f11111G111~'U5"!Ja~~d LL 'th~1~ '1 ~if 
B'Vlfivm ~e:Jf11111Jl fl~"lle:J~ en oH'U~fl1)'VIe:J~flLe:Jfl"I1'U ~~ 1 'U'U'Vl~~Vl1rJden~r~ 1~vhm1tl1 L1;'1'U a-fi'e:J11rt fl1) 

'II 'II 'II 

r;11tl~r~ a.iit111t.1~rt LLrt~oUm1;'1'Ue:JLL'U~ 1;'111111mLti~aamtl'U 3 G11'U ~~;1 • 
5.11;'11tl~rtm11~CJ • 
5.2 a.iitl-:i1rl~rt 

5.3 oUe:JL1;'1'Ue:JLL'U~ 

5.1 a'itl~an1'l1-.5'f.l • 
fl11Pifl~11~ rlfl~~il11'l~ti1~1;'1~R ( 1) L ~e:Jflifl~1f11111G111~'UG1~'VIi1~f1W.fl1'V'l fl11'U~fl11 ~1'\J • • 

f11111L U'U1Uii1111 ~1'Uf11111U1L~e:J~e:J 11l.:u 1~ ~1'Ufl111'le:J'U(;'1'\Je:J~f11111~e:J~fl11 ~1'Ufl111 ~m111 
'II 

L ~e:Jli''ULLner!. oHU~fl1-:i LLrl ~~1'Ufl11L oU 1 h fl11-r'U~f11111~ e:J~ fl11"lle:J~er!. oH'U~fl11 tl'Uf11111Jl fl~"lle:J~ 
'II 'II 'II 

en .a-u~m1'VIa~n (2) L ~aflin~1flrumVifl11'U~nTs ~1'Uf11111L ti'U-stlii-:i111 ~1'Uf11111'1l1L~a~a11h 1~ 
'II • 'II 

~1'Ufl111'le:JU1;'1'Ue:J~f11111~e:J~fl11 ~1'Ufl111~f11111L~mY'ULLfimoffu'1fl11 LL!;1~~1'Ufl11LoU1hfl11~U1 
'II 'II 

m111~a~ fl1)"!Je:J~en .a-u~m1~~~~" ~e:Jf11111Jlfl~"!Ja~ en .a-u~m-s'VIa~n 1~r~ LL uu1;'1aum11 L u'U Lfl~a~il 
'II 'II 

1'Ufl11Vhi~t.lf1~~U ~~:u~tl1~fle:J'U1t1~1CJoUe:Jri'1m11L~CJ1tl'UflW.fl1Vifl11U~fl11 ~~ 5 ~1'\J LLrt~m111 , 
Ji'n~"lla~moH'u~m-s t1-s~nau~1r~ 1~t~~L1rt1~nmPit~ 'V'jn~m111m1uan~a f11111.nilh 

" "I " 

:U1fl~rtfl11flifl'l!t1~1'Ul~m111111~~1tiL~~~;1 fl11lLf111~~-n'e:J11rt~'U;i1'U ~1Ltl~CJ (Mean) LLrt~ 
• 'II ... 

~1'\JL ~CJ~L 'U'U1111'11;i1'U (SO) 1~1'i''Uf1W.fl1Vi'U~fl11"lle:J~m oH'U~fl11'VIe:J~flLe:Jfl"I1'U .fl1Vi1111m.Ji. 'U'l~~'U 
.a 'I 'U 'U 

111n 1~t~~ ~?~au LL uur;1aum11 1 ~m111~1!9'runuflru.n1V'lfl11'U~ m1 ~1'Um111'1l1 L ~a~a 11l.:u 1~111 n 
'II .. ' 

~1;'1~L U'Uel'U~u'VI'ct~ 1a~r~~111~a ~1'Uf11111 L u'U-s'llii1111 ~1'Ufl1) 1 ~f11111L ~ali''ULLnm iu~m-s ~1'\J 
, 'II 'II 

fl111'le:J'U1;'1'Ue:J~f11111~e:J~ m1 LL!;l ~~1'Ufl11L i 1 hm'l-ru~f11111~e:J~fl11"llmeTI iu~m-s 1'1111~1~'U 1 'U 
'II " 

G11'U"lle:J~m111Ji' n~ 1irh Ltl~ CJ LLrt~G11m ~t~~ L 'U'U1111'11;i1'U .fl1'V'l1111e:JCJL 'Ui~~u111 n 1W~ CJ~I'le:J'U ... " " 
LL 'U'U1;'1e:J'Um11 1 ~f11111~1 !9ru nu f11111.nilh~1~ L tl'UG11'U'VI~~"lle:J~'VIe:J ~ n 111 L U'UeJ'U ~'U'VI~~ ~1'VI-ru~r;~ 

"' " 
m 1 Pi n't!t1dr;11m1 ~ 1;'1-st11~1 1 m iu~ m 1il f11111 .n n~ ~a 'VIa~ n~~ nm Pi t.1 1 'U'u:u :uu 'U a tl1 'U 1~ ~u11 1 n 

, 'U " 'U 
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~~(;j~&.J(;lnT:iPimnnTl'VI1~1m1:wi:w~\.nh~vrh~~rufl1V'ln11U~m1num1:wi1n~"!la..:~~offu~m1 . ~ 

'VIa'Wn l1 f111:w"ii'Wu51.u'V11..:JU1m~(;l~ L'iJu 1 tl1 uVif'l'V11..:JLjjmf1u a~1..:~l1tit~G1'1~t1J'V11..:J~i1~~1::~u o.o 1 
5.1.1 ~an1'i'VItt~vu~:w:w~~pu 

- ... .. d .I !IJ I .d <II ~ ~ 
5.1.1.1 f1Wfl1V'ln11'U1n11 t11~namntJ tl1'Uf111:W~U'U1u51111 (;')1'Uf111:W'U1~"1le:Jf1e:Jb1 b';J . ~ 

1r;l r;l1'Un11(;le:J'U~'U8.:Jf11111~ a..:~ m1 r;l1um1L ~f111:WL ~mTuLLrl~ offu~n11 ~Li;1~r;l1um1L off1 h m1fu~ ,. ~ 

m1:w~mm1 i1f111:w"':w'Wu5nu~11:Wi1n~"!l8..:JeJ1offu~m1'V18oWn1uL"IJ(;l~'U~L'Vlf'lu1(;1~1'U(;ld'Ja..:~f'1~1f1 
~ 

&.J(;j m1~m~1V'lui 1 ~Wfl1'Vl m1u~ m1i1~1111i:wfr'U6nuf11111i1 n~"ll8..:JeJ1 offu~m 1'V18Yr n . ,. 
L(;ltJ11118ciL'U1~~UI.h'Unm..:~ LL(;l~n~1111i11Yr'U5hJtuVif'l'V11.:JL~mnu 8ci1..:~l1utJG1'1~t:U'V11..:J~ii~~ v v 

1~~u 0.01 L(;ltJL'Ur;i'1'Um11 ~f11111~~mtu~Ln~offu~m1 l1~1f111:wi:wYru68ci1u1~~u~..:~ ~1'Ur;l1u 
~ v ~ 

n11LoU1hm1fu~f11111~e:J..:Jn11 r;l1'Un11(;18'U~'U8..:1~1111~8..:!n11 r;l1'Uf11111LU'U1U51111 LL(;l~r;i'1'U 
~ ~ 

f111:w'l11 ~ ~8~v11l.';J 1~ l1~1f11111i11Yru6vtJ"l 'U':i~~mhuna1..:1 
~ 

5.1.1.2 ~Wfl1'Vln11U~m1 t!1~n8U~1tJ ~1'U~11:WLU'U1U51111 r;l1um111'111L~B~v11l.';J . ~ 

1r;l ~1'Un11(;18U~'U8..:Jf11111~8..:Jm1 ~1um11 ~~11:wL ~mT'ULLneJ"l offu~m1 LLa~r;l1u m1L i1 hm1fu¥ 
~ ~ 

~1111~v..:~m1 ~~..:~~a~vf11111i1n~"!lv..:JeJ1offu~m1'VIvYrn1uL"Il(;ll{'U~L'VlP1U1a~1umi'J8..:~P1~1~ eJ1Lfl8 
~ 

.c::!r.O fi.ICV ..:::::1 

111'U"li111'U ';l..:I'\111(;')8'U(;111"li51'U • 
&.Jam1Pim~1V'lui1 ~rufl1'Vln11U~n11~~..:~&.Ja~8m111i1n~"llv..:J~offu~m1'VI8frn L(;ltJ . ~ 

f1Wm'Vlm1u~m11 'U~1'Um':i 1 ~~1111L ~mTul1&.Ja~8~11:Wi1n~"l.l8..:JeJ1 offu~m1111n~~(;') 18..:~a..:~111~ 8 . ~ . 

5.2 viltl':i1f.le.Ja 

-;)1 n n11~n'l!t1~W.n 1'Vln 11'U~ n11~i1 ~1111i:wYrufinu ~1111.i1 n~"IJB..:I eJ1 offu~n11'VI8Yrn L8n"I!1J 1u . ~ 

~ "IJ(;l\{'U~L 'V1Plu1a~1umii8..:~f'1~1~ rl1~.nm1~u"li111u ..ij..:~'VI1(;')8Ui;111"1!5TU L(;') tJ 1 off ~f1~8..:Ji'J8~W.n1V'l • • 
n11u~m1 tX..:~ 5 r;l1u 1r;lLLrl r;l1'U~1111~U1J1U51111 r;l11J~1111'111L~8~81li.';J1r;l r;l11Jn111'18'U~1J8..:1 

~ 

~1111~8..:~m1 ~1um11~~1111~~mfu LLi;1~r;l1um1LoU1hm1fu~m111~8..:~m1 V'l'U"h ~Wfl1Yin11 
~ . 

u~m1 tX..:~ 5 r;l1'U l1~1111i:wYru6nu~11:wi1n~"ll8..:~moffu~m11uL"!J(;l~'U~vhm1Pin~n1-;ijf.l ,. 

(1) ~1'UnT~1l1'fl113JL~mTuLLti~l:iiu'in1':i (Assurance) l1m1:wi11Yrufinum1:wi1n~"1J8..:J 
\1 

eJ1offu~m11u1~~u~..:~ 8ci1..:~l1um11~ru'V11..:~~i1~~1~~u o.o1 &8..:~~8(;')~~mnu&.Ja..:~1u1-;ijf.l"IJ8..:~ ilu1 
~ ~ ... 
~..:JL~~f.l111"'f.l (2553) mw~n'l!t1~Mmnu ~Wil1V'ln111~u~n11"1J8..:151fl';JL~:W1J.ff'U1uL"IJ(;IL'V1Pl'U1a1J~1 • • 
8'Ua11"1!51U n~11fi..:1 ~Wfl1V'ln11'U~n1':ir;)1'Un111~f11111L ~mTu~Lnm offu~n11':h ~11l1 L~~8..:J'VI:W1tl 
' ' ,. 

'U8 nVi Pl'V11..:JU'U 1(;')'VfU1 vi i11~uufn'l!t1 ~11:WUa8(;').i1f.l~1~:w1(;11~11J LLa ::~8(;1 ~~ 8..:1 nu &.Ja..:J 1'U1-;ij f.l"IJ8..:1 ... 
U1~"111~ '1..11111'~'11 (2554) mwPin1!t1LMf.l1nu f111:Wi11Yrufi1::'VIi1..:~u';J..ijf.l'V11.:Jn11(;1(;11(;')nu~ru.n1YI 

' 
n11U~n11"1J8..:1 8V'l1{'VIL:W1J'VI1~L'IhL1JL"IJ(;IL'V1Pl'U1aLi'J8.:Jotlf.l.niJ n~115..:J f1W.f11V'ln11'U~n11~11Jn11L~ ,. . 
m1:wL ~mTuLLa::m111Ua8(;')i1mLneHuu~m1i1 n11U~'VI11-;ij'(;l m1 8vn{'V1L111J'V11 ~ Lii (;')f11111 

~ 
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UJ;le:J~.tltJ 1 'U~i~ bbc;l~Vl-r'V'I ~~'U"lle:J-3J;lflfl1 ~tll1 ~ U'U"iJ(;1LL ~~BflU')~fl1')VI~~ "lltl~tl'V'I11V1Lll'UV11 'UL "lJ ~ 
~ . 

LVlf'IU1"Liia-3-a'tJ.fliJ ')1lJvY-3~tl~l"lae:J-3&·m-31'Ui:ijtJ"!Jtl-3 'V'I';i')(\JVJ'V'I~ U'l1'!1lli1TitW (2556) n'lruffm~n 
~ v 

b~£.11tlU Lb 'U1V11~fl1')U-ru't.J-;i~I"IW.fl1Y4fl1')'U~fl1')"!Jtl-3 b-3LL ';ilJL UUlliLYH'~ ..ij.:~VIi'~ LJ;ltl mh1fi-3 , , , u 

I"IW.fl1'V'Ifl1')U~fl11 ~1'Un1':i 1 ~1"111lJL ~mY'ULLnm ctl'U~n1';i'h L 1.:1 LL 1llih::uu~m~1R111JUJ;l e:J~.tltJ~~ . ~ 

LL"~iin~tl·H~"il1U~V11.:JL"!i'1e:Jtlfl LL"~U~b1WV11-3L~'U 

uan"il1nil'E1-3'V'IU'h 1"1rumwm1u~m') ~1'Um')1~1"111llL~mi'uLLneHuu~m1ci~~"~al"l11ll . ~ 

.n fl~"!Je:J-3m offu~ fl11VItl ~n Ltlfl'll'UL 'UL "ll~~'U~fl1')Pim~n LLJ;l~ ~1lJ1')(1U11 U'V'Itl1 mrum 1ll.n'n~"!Jtl-3 
~ 

cTI-ffu~m':ia~1~iiumhR'ruV11~~a~~1~~u 0.01 ~~~a~l"l"'a~ilu-31'Ui-.ij'£J"lla-3 ~~m1 1"11~~')1 
'U u • 

.o=l-=t d u .., Cl.l "" - .., q .., 4 - v 
(2553) mruf'ln~1Lmnnu 1"111ll1"11~VI1-3 fl1')')U';ilil';i~ LLJ;l~l"l11ll.flfl~"lle:J-3'Unf'ln~1llVI11Vltl1J;ltJ 

~ 

:au-J~';i 'V'IU'h unfln~1h1-r'Ufl11U~fl1')~j'jm1lJL~tllY'U Lozl'U Vle:J~niim11~U~fl11U~fl~1~1'U 
~"lltl'U1ll£.1 "il1nLL 'V'IVl ~/'V'I tl1U1J;l/~'Vl1~1"lru1~ LLJ;l ::ii't.J1~~U fl1')uJ 11llfi.:Jfl1')ii1~Uu-rn~1 1"111ll 

, '\1 • • 

Ll"a~fi CJ ~--w naa-n-:~lii')U~/1Ll.n. 24 '!Ill. ~-:~?!-:~~" ~t~l"l11ll.n' n~"lla-:~un ffn~11 u fl1') 1 offu~ m')1 u 

tl'U1rt~ LL~L1J~a~l"l~tl.:JtlU~J;l~1'Ui:ijCJ"lle:J.:J L"llllm L~llUtlCJ (2554) mruffn~1LMCJ'"ltlU Il1'V'I~n~ru 
LLJ;l~rtrum'V'Im1u~m1~ci-:~~" ~e:Jfl11lllii.:J~n.tl n~"!la~a n fl1li'U11"!1')e:Je:Jll~'U 1 u~-:~n ~ L "ll~ ~ll'Vl';i~11"1 ') 

• 'U • 

'V'IU'h anfi'11~1"111lli.'11R'ru1u~1'Ufl11ll'lhL~a~all1n~~~ 
~ v • 

(2) ~1\Jfl11llL tJu"itlti"i'UI (Tanaible) iim1ll~lliu5nufl11llnn~"!la.:~erl. .ffu~m,-1 'U'l~~u v ~ 'U 

thumn~ a~1-:~ii11t~i.'11R'qJV11~~a~~'l~~u o.o1 ~-:~~a~~"~"'a-3nu~a-:~1u1-.ij'£~"lla~ n'l'lru1~ ~~u-a'EJ 
(2552) mruff n~1LMCJ1 nu 1"111llfi.:J'Wtl Llil"lle:J.:J"nfi'1~e:JI"Iru.fl1'V'In1'lU~n11"lle:J.:J L 'l.:JLL 'lll L ~CJ~ 1 VI1Jmh 

~ . ~ 

:ij-:~VIi'~L ~CJ~ 1 VI1J mh1 fi~ 1"1 rum'Wm'lu~m'l~1'UI"I11ll L U'U1Uli'l'lll"lle:J-3fl1'lU~ m'l11 U'l'l m mi'ILffa . ~ 

~tlfl1'l1oUU~fl1'l ~tl.:J~n~~m~ iiLR~e:J-3ej1'U1CJR11ll~~~1fl~vl'U~llCJ LLJ;l~~tll'll"l"'tl~tlU~a~1'Ui-.ij'CJ 
"lle:J.:J "lli'ru ~i~'U~"llll.:JI"!a (2552) mrllffn~1LMCJ1nu m'l~~'U1ll1~'li'~m'l-ru~"!la~unvia-:~L ~CJ1 

u ' ~ 

'!1111V1CJ~tli"IUJ.fl1'V'Ifl11U~fl11"lltl.:J L 'l-3LL 'lll1'U:ij~VIi'~L ~CJ.:J 1 V11J nci11Cl.:J RnJ.fl1'Wfl11U~fl1'l~1'UI"I11ll . ' 
L U'U'l'llli11ll"lla.:~ m1u~m111 ~ n~ru~'Vl1-:~mEJ.n1'V'I~m -ffu~m'l~1ll1'l~lle:J.:JL ~u1~ L uu~~~.:~~~ 1 ~ 

~ 'U 'U 

~ll11offu~fl11U1~vlU L'iJ LLJ;l~~~n 1~~~LL~LL 1m ~'U ~~'t.l1~fle:JU~1CJ~~~~1ll11~:iju~ a~ 1~ 11ll~.:J 
'U 'U 

~tl~l"!"'a-:~nu~a~1'Ui-.ij'CJ"lle:J-3 ilu1 ~-3L~iEJlli~CJ (2553) mrilffn~1LMEJ1nu l"!ru.n1'V'Im11~u~m'l • 
"lle:J.:Ja'ln"il LLll'Uoff'U 1 u L "ll~ L V1 i'IU1"'UR'le:JU"'l1'!161il nci11ii-:~ l"lru.n1nm'lu~m1 ~1'UI"I11ll L U'U1't.lli1111 

• • • \J 

"lltl.:J fl1'lU~ f111l1 ~~uu~m1lle:J.:J 1"111ll L U'U'lUli11ll"lle:J.:Jm 'l'U ~ n 11L U'U~~~ ej1u1 CJ 1"!11ll ~~~1 flV11.:J 
" " 

fl1CJ.Il1'V'I~~1ll1'l~~ll~~1~-ti~L"il'U 
uan"il1 nil'E1-:~'V'I'Ul1 l"lru.n1'V'I m1u~m'l ~1'UI"I11llL U'U'lUli'l1llci-3~a ~am 1ll.n'n~"lle:J.:J ' ~ 

eri. -ffu~fl11VItl~ nLtlfl'!I'U l 'UL "ll~~'U~n11fln~1 Lba~ ~1ll11m111 U'V'IEJ1fl')uJI"I11llfi fl~"lle:J~eri. -ffu~fl1'l 
" " 
a~1-:~iiut~i.'11R'fYV11~~a~~1~~u o.o5 ~~~a~l"l"'a~nu-:~1u~ai-.ij'EJ"lla-3 fl'J~ru~n,; Pl~"ll11 (2555) 

(llVI1'!1'U) i.'11Ufl~1'ULI"l~e:J"lhCJ.n11"1~~1uaam5CJ-3LVIUtl 4 aua11'!1a1il 'V'I'Ul1 l"!ru.ll1'V'In1'l1~u~m1 
' ' 

~1'UI"I11ll L U'U1Uli1'lllci.:J ~a~ a m'l~~ 1~1"111ll"il.:J-rn.nn~ ~a tJJ;l~ 29.7 LL~11J~a~ ~"~"'a-:~ nu ~a~1ui:ij CJ 
" 

"lle:J~ L"llllm L~lluaCJ (2554) n1ruffn~1LMmnu m'V'I~n~ruLL(;'l~l"lrum'V'Im1u~m1~ci.:~~a~a~"~11ll 
' 



58 

\l-l1'n.!ln~'llH~"nl'11uu11"111aa11~u 1w;1-ln~nL 'll~J~ei11'VI'lG111"11 vnr:h "nf'111 ~1"11111~1~ru1u~1um111 
'U , \J .., 

' -=1 ... .J 
\J1L 'lleJI:IeJ111fl'VIG11n • 

(3) ~1un1~L.u'1l~m~i'u1f'l1111~v~nT1'Uv~m.Uu1n1'i (Empathy) :WI"'1111"'11iu6nul"'1111 
" " .n n~'lla-lm. iu~m';i 1u1~~ut11unG'11-l a ~1.:J:Wtim11~UJ'V11-leiii~~1~~u o.o1 ~-leia~n FlGla-lnu " ~ 

~G'I.:J1u1~tJ'lla.:J 11e1.rn 'll111.:JPl (2552) mrl1~m~m~t11nu l"'ru.fl1V'lfl11u~m1'lla-la~G11'VIm111 . . ' 
1 1-:J LL 1111 'UU1~L 'Vlfill'VltJ fl11~f1~1LU~tl'UL VitJ'U1~VrJ1.:! h-lLL 111\J~flLLG'I~ h-lLL 111li1n\l mh1G-l l"'ru.fl1V'l " . . 
m1u~m1 ~1'U fl11L "1i11 \1 m11''U~Fl1111 ~a-l fl11'lla.:Jerl iu~n11'·h vru n.:J1\J 1 ~'U~fl11G'I n f'11 a ~1-l L uu 

'IJ 'IJ " 

n'U L a.:J LLm~vn'Jn.:J1u:WF11 111 L "li1h Fl1111~ a.:Jfl11'tleJ.:JG'I n 1'11 LLG'I ~Cia ~n FlGl a.:J flu ~G'I.:J1\Jl~tJ'll a.:J 
" Yl'l'lruViV'l~ U11'1lUJ1l1tJ~ (2556) mru~f1~1L~mnu LL'U'l'V11.:Jfl11tl1'ut11~1"1ru.fl1V'lfl11'U1fl11'1Jel~ 

., ' ' 
h~ LL 1111 'U'UUJL 'n"Ci ~~'VI'J~L"tl fl~TlG~ ~1\Jfl1';iL"Ii11\J fl111'U~I"'1111~eJ~n11'lleJ~m sH'U~fl11i1 "IIU \J '\J 

Ylun~1'U 1 ~u~m1~~nu~ iu~m1VJnFlu 1~J~ tJ hiL~antlfi~ LL"~V'ltl'm1'U Lm h 1~11 tJ"~ La tJ~Lan 1 

tiat~ 1 ~\l~vi'11'1-1~ni'11V'lah 
'Ueltl\11flilrJ~V'l'Ui 1 f'I(U.fl1V'l fl1 1U1fl11 ~1\Jfl11L "1i11 \1 fl111''U~I"'1111 ~ eJ~fl11'1JeJ~ m aH 'U 1 fl11 . " " 

hJ~~~" ~ am111Ii' n~'lla~ m. iu~m'l'VI viman'llu1uL 'll\JI~\J~n11~n~1 LL"~ hJe11111';iml1l tl 
'IJ 

YltJ1mrui"'1111Ii'n~'IJa~miu1m1 ~~G1v~l"'at~.:Jnuc..~"~1'Ui~t~'llv~ G1nruru1 G'I'ULL~11 (2554) \1 , .., .., 

n';iru~n~1L~tJ1nu Flru.fl1V'lfl11u1m';inUFl1111Ii'n~'llv~"nR'1: n1rl1~n~1 u1~'V111~w.n.J 
• 'IJ 

l"'ti'UG1~~1"1-a-\J ~'n'Vm1tJ LLtllJ~ L'llJL'VlG'I ~1tl~ 'n'Ui1 Fl(U.fl1V'lU1fl11m~1''U ~1\Jfl11~~flLL"~L"Ii11\J 
• 'IJ 

"n 1'11 L uu~""JLL tl-;i~iie-m~vF11111Ii'n~'llv~"nR'1e1~~G1~ u"~ 1l.JG1e:~~Flat~~nuc..~".:J1'Ul~tJ'llB~ L 'll11n1 
'U \1 \1 • 

L~11Uvtl (2554) mru~n~1L~tl1tl\J .fl1V'l"n~ruLL"~I"'ru.fl1V'lfl11U~tl1';i~~~c.J"~e:ll"'1111\l~~n.ti'n~ • 
'llB~G'IflR1lilJ1F111vt111~\J 1 'U"'~n~L 'll~G111'V11G111"11 'Wui1 "nR'11 ~1"11111~1~ru1 'U~1'UI"'1111ti1b ~v~B 'U , \1 .., 

.J 
111fl'VIG1~ • 

(4) ~1'Ufl1~Plti\Jil'UiHf'l1111~tl~fl1'a (Responsiveness) iiF11111"'11~'U6num111.ti'n~'IJB~ 

0-tlu~m'lL\J'l~~utJ1umn.:J a~1.:Jih1m11;lqj'VI1.:Jai1~~'l~~u o.o1 ~.:JfteJI'll"'"'v"nuc..~""1ui~EJ'lJB.:J 
1';iG1.fl1 'll3.11~Pl (2552) mru~fl~1L~tJ1nU Flru.fl1'1'lfl11U1fl11'1Jtl~e:J\JIG11'VIfl'l';i1Jh~LL';i111'Ut11~b'VIfil ' . . 
L Vltl fl11~fl~1LU~tJUL VitJ'U'l~'VIi1~ 1 'l~LL 111\J~flLLG'I~ 11~LL11Jli'ln\l fl~11G~ Flru.fl1'1'lfl11'U1fl11~1'U " . . 
m1 ~vUG1'UB.:JFI111J~B~ m1i1 V'lU rN1'UV'l-re:~1lvi\l~ 1 lXu 1m1G'I n 1'11 Lft1JB L~ BG'I n f'11 ~v.:J m1 V'lUn~1u 

'U 'U 

1 'l-1u~nT~11~ L ~1 LL"~~uVi V'lUn.:J1'U:WI"'1111L~1J 1\1 1um11 'l-1u~fl11G'IflR1 LLG'I~G1e:J~I"'~e:l~ tltlc.J ".:!1'Ul~ tJ 
'U 

'liB~ tl'U1 ~.:JLft~tJ11l"'tJ (2553) mru~fl~1L~tJ1rlU f'I(U.fl1V'lfl111~u1m'l'llti.:Jli1fi\ILL11'Uiu1'UL'IJ~ • • 
.-::1111 I~ II 1.1 I V q I VCV 

L 'VI fi1U1 "'U Fl'ltl'U"11'1lli1'U fl" 111:1~ ~ 1'1..1 fl11 \JI B\JG1\Jtl~l"'1111 ~ e:l.:J fl1111 G'l fl\"11 G111J111:1~ In~ m 'IJ11\J 
' 'U 

u1m1L~G1~~1m1~ L~1 LL"~V'lUfl.:J1\JG1111111:1 e:~5mm1tJ"~ LatJ~~1.:J 11 ~\ "li11\11~~1tJ 1111f1.:J:W 

1"11111L~lJh1'1-1u1m1~Pmal'lL1m 

'Ue:lfl\11flilr!.:JV'ltJ':h 1"1 (U.fl1Yl fl11tJ1fl11 ~1\J fl11~ e:ltlei\Je:l'l Fl11lJ ~m fl11'1Je:l~ m iu1 fl11 
• 'U 

hJ~~~" ~ e:ll"'1111.fl' fl~'lle:l.:J m_ sHU~ f111'V!e:l~fl Le:lfl'll\J 1u L 'lJ ~~'U~ fl11~ fl~1 LL" ~ Ll.JG111.111ml1L tl 
'U 

"v'W1mrul"'111l.ti'n~'llB.:Jm.ffu1n11 ~.:JG1BI'll"'~e:~~nuc..~"~1u1~tJ'llB.:J L'lllJm L~1JUBtJ (2554) 
'IJ 

' ' c:llcf oCli CLI Q..l ~ Cit. c:ll I I CV Q.l c:ll V 

m rufil n~1 Ln m nu mvm n~ruLL" ~ r1 ru.fl1V'l fl11'U1fl11Vlei.:J ~" ~ Bfl'1111 \1-:J'l nn fll'l'll e:~~" ni"'15'U 11"111 
' " 

BB11~'U 1u"'~nW~L 'll~i.'11JV111.'11fl1 Ylu11 V'lUn~1'U:Wr11111m~~e:~~e:~1u 1 um11 ~u1n11ue:~tJ 1 ~u1m1 
' 



• 
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oif1LLa~hlf1m.Jiim1111111.:J~m1a1nT)'I!~vt111EJ LLa~hJG1e:~~r~~eNn'U&.~a.:~1t{)~mJe:J'I ,J~m rl1VI1 

(2555) mruPin'ti1L~mnu &.~am~'VI'U"l.lfl'lfl1'ru1m11~EJLU'l.lan~1Ltl'l.lvtan~ii~flm111:U'I-rn.ti'n~ 
'll 

'1Je:J'Ian~1'1Jfl'l51fl':il b.:~LL 111 1mh~L 'VIP11 'VIti ~'Ul1 n11LL ~'loH'l.I~1'ULL 'H 1 'UV':\1':\IU'U Li~h.J~1 L 'VII1l~v'h 1 ~ 
'U 'I , , , 

51fl:U~e:J.:~ii n 11\J-ru ~1~ a n11L \J~t~'ULL \Ja'l 1~ t~vi' a 'I LLG11'1'VI1 LLa::'Vi1m111L oif11 -:u~ eJ r11111 ~eJ'I n11 'IJ eJ'I 
' 
an~1 L ~a 1 m~-rum1'll1n11~11l1'11111111"11111vlfl'ln11 Lba~Lfl~l"l1111~'1~a h~.:~G1~ :U'ULfl~L U'UI"\1111 
'U 'U ' 

<V "" ., 

.nn~'!Jmanr~1 
'll 

(5) ~1'Ufl111J'll1L~viiv 111;-J LM (Reliability) 1im111i11~'UGtl'l..lfl1111.ti'n~'IJm0 oifu1m11 'U 

1~~u\J1'Una1.:~ v~1.:~1i'l!mhtrqt'VI1'~ii1{;~~1~~u 0.01 ~.:~G1a~r~aeJ'In'l..IL:.Ja.:~1'Wi~EJ'IJeJ'~ \J1::mG1 ~'U~ 
~'UG~~w.JtJ (2549) mruPimi1L~mnu 1"11111~'1~al-:u'IJa'I~L'!h~n~eJfl11'U1m1~~nm~t111tiL~eJ'U 

' 'll 

1 'l.ILI"I~eJ 1 "!fl"lotlt~1 'UehL.nmiieJ.:~ ~'lvt1~L :St~.:~1i-1~ mh1f1.:~ r~rum~m1u1m1~1'UI"I1111thL ~fl~eJ 1 il-:ul~ • 
11 fl111ivtan~1'Um1-ruL'~'U~fln~m-ff~L-:u'U L'li'W1uL~~-:u-ruL'~'U Ltl'U~'U LLa~G1eJ~r~~e:~.:~nu&.~a.:~1'W1~t~ 

... 'll 

'IJa.:~ ia11'a6 ~'l.I'VI111~ (2554) n~Pin'ti1L~mnu m111~'1~eJ1':il'IJe:J'Ian~1"lf11ultl'l.l~ii~e:~flru.n1Yl 
'\J tJ ' , 

fl11'U~fl11'11e:J'I b.:~LL 111fl'l'le:Jej'am{L~'l.I'VHJ'l.ltJ fl'l.l'l.I~1'VI'l1~ n'l'IL'V1~1J'VI1'l.li'l'l n~11fl'l flW.f11~n11 . ' 
'U~fl11~1'1..11'11111U1 L ~e:J~a 1 il-:u1~11 1~t~VC11 \J~'I!n'I1'1..1'1Je:J'I1 1-lLL 11J~11111fl 1 ~u~m11~e:~~1-lfln~a.:~ 

'll 

~.:~LL~LL 1n LLa~m1-:um~e:~.:~~niifl11lJU1L~tl~fl 11lJvY-3G1tl~i'\aa.:~nu-11'1..11-.ijti'IJfl.:! V'VI1111'lru ~.:~ 1 1-:ut1 
' 

(2556) mruPim.i1L~tldtl'U i'\11lJfl1~'VI1.:J m1-r'U~':\I~.:J~tln1'l'U~n11 LLC\~fl11lJ.fi'fl~"l.lti.:Jm i'U~fl11 
'll 'll 

h'ILL'llJ~1'1..1~~111LYlC\~ n1.:!L'Vl~lJ'VI1lJI"I'l n~Tlfl'l FIW.f11Ylfl11'U~fl11 ~1lJI'I1111'LhL ~a~BL il-:uL~l1 
' ' ' 

Q V I d .... 1"' 11"'1 d <V 1" Q d 
n11'U'lfl11~1lJf11111lJ1 L "lftlfltl 111'1 "il ~ lJL 1a-lfl1'l'lfl'\i11111111~1lJfl11 'VI'U1fl11 LLC\~L 'ltl-31"11111 ... 
fl fl~fl'IL ~ t1'11111'1'1J t!-1 n11'U~fl11 1il'l1111i11oWlJG tllJfl'l..li'l1111.fi' fl~'IJB'Im -&'u~ fl111 1-:JLL 111ii11'U~~I11 L YlC\G1 
'll 'll ' 

fl~1-:~1i'lJmi1trqt'VI1'1G1{i~~1~~'l..l 0. 01 1~t~iil'l1111i11-w''Utfl 'U1~~'l..IU1'Umn.:~ 1 'UViPI'V11-3L~ mn'U 

ut~n"il1nilej-:~Ylu11 l'lru.n1Ylm1u~m1 ~1'Um111U1b~t~~a1il-:u1~ l~ci.:~&.~a~ar~1111.ti'n~ 
' 

'IJ eJ'Im -&''U~fl11'VIeJ~ n Ltl fl"lf\.11 'UL 'IJI11~'U~ fl11Pifl'li1 LLC\ ~ L~G111J11floU1L UYl tl1 mrum 111.ti' fl~'IJtl.:! 
'II 

m-&'u~m'l ~'IL~~eJ~I"Ifi'eJ'Itl'IJ'I1lJi~EJ"l.leJ'I ~nruun ClULLEllJ (2554) mru¥im.i1L~El1tl'IJ Flill.f11~fl11 
'\J , Ill" , 

I 
ctt. U IV q V <C:ile4 """"' QJ .o::::t.. V c' U Q.l lll.l tr 

'U'lfl11fl'Ufl11lJ.f1fl~'IJeJ.:JC\fll"l1: fl'lillP1fl'\i1 'U1'\i'VI11Ylw.J'Ui'ltl'U~I1111"1"!f'U '1!YlYla1tl LLa'U~ L'l'UL'VIC\ 
'U 

;ij1fi'~ Yl'l..ll1 u~~'VI ., 1im1fi'UL~'U~1\J'l~n'Um111'U LLa~na1~n1vt'U~ 1111n'l1 ~u~m11~111111~ 
iruru1 vt~a111na.:~n'UH ~'1~1LLU1~1'Ui'I1111L~a~a1il-:u1~-d' 'OJ::ci.:~~a~am111.ti'n~"l.leJ.:Jan~1 bLa:: 

u u 'U 

L~~tl~fl~eJ'ItlU~a.:J1'Ui~EJ'IJeJ'I L'IJ11n'l LoiJ11'i!eJtl (2554) mruPin'ti1L~tldtl'U .f11Ylan'\iruLLct::i'lru.f11Yl 
' 

m1u~m1~ci.:~~a~ar~1111:U'I-rn.ti'n~'IJa'lan~15'U11"111eJeJ1l~'U 1'Ui.:~n~L'IJ111~1l'VI1~1~"~1 YlUl1 an~1 
'll , 'U 

1 ~ 1'11111 L ~ eJ~ eJYl'l! fl'l1'l.I'IJ eJ'I5'1..111"111tleJ1l~'U~ij f11111~eJ i 1116 ii1:U ~ 111 1i fl11LL~'I fl1 tlii1 ::m ~ L~ ti'U~eJ tJ • 
bLa::~11111fi'Vi1'11'U 1~a~1'1flflvleJ'I bL~'UfJ1 LLa::an ~11 ~1'11111~1~ru 1 '1..1~1'1..11'11111U1L ~v~a111 n~G1~ 

'U \J tJ , 

5.3 41ma'UmL 'U:: 

5.3.1 'tima'UmLu::1'Um1U1~am11-.ij'flhi1-H 

':\11 n fl11 Pi fl'\i1 b~eJ'I 1'1 rumYl fl11'U~n11~ci.:J ~a~ eli'l1111.ti' fl~'IJeJ'I m -ii'u~ n11'VIfl~ n bel fl'll\.1: 
' 'll 

mruPifl'l-l-1 l"lll'l~'U~ l Vl~'IJ1a ~1'\Ja Liie:J'I ~~LFI el1 b.n e:J11~'W'Ii111'\J ~.:J'V11~e:J'IJC\11'll51'U ~1 ~Elii 
• 'll 

-D'mii1'Ufl bb 'l.l::t:Ja'l1'l.lfl11i~ t1 1~EJ ~\J'l~fle:J'U fl11ii1111111:1U1t:Ja m1i~t~dl \JPi n'\i1 b ~a~WJ'I..I11"1Wfl1Yl 
" ' 
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f111'U~f111"lJB~fl~n11~BhJ vY.:Jtl Rru.flTVHl11'U'ifl11i1fi11:UG1:U~'UlhU~~ci~e.J(;t~e:Ji'111:UJlf1~"lJB~ 
' 

er!..ffu~n11'VIBoWf1LBf1'!1'U &l1.:JG11:U11t;llJ1:U11-ffLU'U~1(1~1~~'U:U1~1;i1'U"llB~G1t:n'U't.h~nB'Un11 'VI~B 
~ ~ 

u1fl~'U'in11U".i~L.flVI'VIB~n LB f1'!!'U L V.".i1~ L ~m~1n luil~"ilU'Uu".ifl"il'VItl~ n LBf1'!1'Ui1B~11f1 1".i"llm E.J~1~ 
' . ' 
~~~u ".i1:uvY~iim11in"~vu51'i1~ ~ 1um".iLL"Ii.:JiunuL~:u:u1n~u ~rumv.m".iu~m".iili~Ltlu~~~1ri'qJ~ 
G11lJ1".irltJ11't.JL.g'I:Ufl1".i11-1LLe.J'U 'VI~tl~WJ'U1".iULL'U'Utl".ifl~'VItl~f1LBf1'!!'U 1~i1fii'ne.J.fl1V.L~:U:U1f1:ff'U ~-1,j'U 

~ ' 
~'t.J1~nau m".iu".ifl"il'VIeJi n LeJn'!!u R1".ifi n~1 LL u1vm 1um".iG1~1-1Rrumv.m".i'U~f11".i L ~eJ~"il ~ci~e.J(;t\lieJ 
~ ' ' 
F111:u.tl n~1 ~Ln~;futi'um iu~m1 "11-1 Rru.n1v.m1u~m1~i1~1 ~ru LL(;t~ci~e.J"~aR11:u.ti'n~"lleJ.:J 

~ ' v 

er!. otl'U~f11".i LL(;t~G11l.l1".irltJ11 't.J1 m~Ln~'t.J".i~ 1E.J'!!'UL~"il~-1 1~LLrl 
~ 

~1'Uf1111 ~m1:uL ~eJ~'ULLnrn iu'im1 (Assurance) eJU".i~naum".iR1".i1 ~F111:u~1~ru 1 u 
~ ~ v 

L~tl~ ".i~'U'UF111:UU(;te:J~.fi'CJm~:u1~".i;i1'U L"li'U n~B~1-1'il".iU~ ".i~'U'U~~f11~~LoU1LL(;t~e:JBf1"il1f1~1eJ1F11".i ... 
i1~1".ie:J'U'U'iL1ru~inmfii'CJ i1LLG1~G1'Jl~Li/4CJ~V.tl LL(;t~ih~'U'U'UB~n'U.fi'CJ L"li'U 5-1~'\.JL'Vi~~ ;;1qJqJ1ruL~B'U 
um5um~-ru:u1~".i;i1'U ' ... 

~1'Ui'I11:ULU'U~Uu".i".i:U (Tangible) ~U".i~f1B'Uf11".ifl1".i1~m1:U~1ri'qJ1'UL~B~ ~'t.Jmru 
el1'U1CJI'I11:UG1~~1f1.fl1CJ1'U~tl~~f1Fl".i'Ui'l-r'U L"litJ Hi~vl1-11'U L~CJ-1 ~L~BeJ1 Lf'1~B~vl1tl1el'U 

~ . 
Lfl~eJ~u-ru B1f11PI i1 Lfl~eJ~"!i'neJ1'VICJB~L 'VI~CJqJ111. ~'U~f11".i G1.fl1YI LL 1~~ B:UvY~.n1CJL 'ULLrt~.fl1CJ'UBf1 
G1~eJ1~ G11CJ-11:U L'VI:U1~LLrlf11".i~f1eJ1~CJ 

~ ~ .,1 _, ... ·' ... ~~~ ..! 
'Ue:Jf1'il1f1'U ~ru.fl1Yif11".i'U".if111VIi'l1".iu".i'Uu~~ LL(;t~YIWJ'U1LL 'U1V11~f11".iLLf1uqj'VI1 L Yltl 

1111 't.J1 iG1~1~1'111:U.ti' n ~"ll a~en iu~m".i'VIB~ n LB n'!!u oa~eJ't.J".i~ nau n~".iG11:U1".irltJ1flru.n1v. m1u'im1 
~ ~ ' 

L'V1~1tl :U1U".i~CJn~1m 'Ufl'ilf11".i 1 ~Ln~U".i~ 1CJ'!!t1G1~G1~ 1~LLrl 
' ~ ' 

~1'Uf11".iLoU1hm1-ru~m1:u~a~m".i"llB~eniu~m".i (Empathy) eJ't.J".i~naum".ifl1".i1~ 
~ ~ ~ 

fi11:U~1~qJ1 uL~a~ vfum1u 1 ~m1u'im1nueJL iu'im".i'Vjf1fltJ 1~CJ 1~L~ an't.J~\Wi Y~un~1'UG11:U1".irl 
L -ff1 hfi11:U~a~m".i i1f111:u Lm1'il1ci LL(;t ~v111 ~en iu'im1~~ n11L U'Ufi'U~1 ~ru LL(;t~ R1".ii1 n~a-1-ru m1 

~ ~ v 

~1'U f11".i~tl'UG1'U tl-1 F111:U ~tl-1f11".i (Responsiveness) ~'t.J ".i~ f1tl'Uf11".if11".i 1 ~1'111:U ~1~ qJ 

1 'UL~tl~ en iu'im".i~1:U1".irl"ilm~eJ-1in 1~eJ~1~G1~~1f1LL(;t~".i1~L ~1 YIUf1~1'U'VIeJif1G11:U1".iri1~'U ~f11".i 
~ 

~tl-1~ n~V.~B:u1 ~'U~f11".i ~".i~m:u fl1'VI'U~ L 1(;t1~~ f1(;t~ nu1 n~ LLrt~V.U f1~1'UG11:U1".irleJ5'U1CJ 
".i1CJ(;t~Lac.~~-&u~aum".i 1 iu~m".i 1 ~LLneJ-ruu'im".i 1~e:1~1~-H'~ L'iltJ 

~ 

~1'Ui'I11:U1.hL~tl~B1 1l'i!1~ (Reliability) ~U".i~f1tl'Uf11".if11".i1 ~F111:U~1rlqJ1 'UL~tl.:J 
f11 ".ie:J eJ n1 'U L~~'il-r'U L~ 'U 1"111 iJ f111tl eJ nl 'U LG1~"il-r'U L~'U V1 f1 1"1~-:l ~i'J f11".i~ 1 CJ fi 1 L"li1~tl-1~ f1 

' 

.ei odl~odlt.l o I C!il IJU.dt~ .o::::t.l Vci 

:Uf11".ifl'UL-1'UL:UBCJ1 CJtltl f1~1:U f11'VI'U~ G11'U".i1 CJ(;t ~ LeJCJ~"lltl~'VIeJ-1Yif1 'VI".itl'U".i f11".iLG1".i:U~1.:J ~ ~ B~:U fi11:U 

r~n~a~~1-1~1:Um".i1~~ru1't.J".i~'ln;;1:u~u5 
~ 

5.3.2 aUem1'UVLL'U::L'Uf1T:i1~EJI'If-1~e:JhJ 
~1f1e.J(;tf111Pin~1 m~CJ"llmG1ua.UmG1umLu~1um".ivl1m".ii~c.~1uR~.:J~a1't.J ~~d 

~ 
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5.3.2.1 ~1fi&-Jl;1fl1'll~fl'Vl'lJ'~h erl. ~'U~m'liim'l~\J~flf.U.fl1'Vln1'l'U~n1'l1 'l.JU1-!lfl~n1'llJBci 
\J \1. 'U 

1 'l.J'l~~'UlJ1fl LL~~L~-!lb i1'Wfi-!lfl11lJ&h~ru"lJB-!lflf.U.fl1'Vln1'l'U~fl1'l i-!lJ'l.J 1 'l.Jn1'll~flfl~-!l~B hJm'l "' , 
vi'1m'lPin'l!!'1fl111.1fl1 ~'1111-!l u.~~m'li'u~fiWm'Vlm'lu~m'l"llB~erl. -du~m'l L ~B 1 iL U'l.JLL 'W1'Vl1-!l1 'Wfl1'l 

~ , ~ 

Ltl~fl'ULVJflULL~~,h~LiJ'l.Jfltum'Vl"lJB~m'lu~m'l ~-!lrlB'Wm'li'uu~m'l u.~~'VIrr-!lm'li'uu~m'l ~-!l~~ , 

LL~~~ 1 'IX L i1'Wfi-!lfiW.fl1'Vl~~i'uu~m'l1~i'u~~-!l'VIlJ~ LL~~'I111 tJG1m'l11-!l U.t:J'W~~'W1fiW.fl1'Vl m'lu~m'l 
, 'U 'U 'U , 

"llB-!l~U'l~fiB'Um'l1 'Wli'ln~~a Ltl 
~ , 

5.3.2.2 ~1 flt:J~n1'll~fl'VlU'Jl ~ ~'U~fl1'l1 '!Xm1lJ~'WLlilL1a-!lflf.U.fl1'Vl n1'l'U~fl1'l LL~ 
"IJ , 

fltum'Vlm'lu~n1'l~-!l 5 ~1'W ~-!lhi ~11.11'lt.1l'lau 1 "'il'Vl~fl111lfl11lJ.Ii'n~"lla~m iu~m'l1~~-!l'VIlJ~ ~-!l,r'W , ~ 

1 'U m'li~ f) fl~-!l ~a 1 tJ fl1'lvi' 1 m'lPin'l!!'1tl'l~ L~'U ~'U~~11.11'lt.1~~1-!l fl11lJ.Ii' n~"lJa-!lm iu~m'l~11la ~ ~1 f) 

~I "' Lu'Ul'l'l.J 

~ ~ 



• 

• 
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n n~ru-r n,; f'1~'ll11. f1Wil1'W01"i'll~n1"i~ lil.:~e..~ 61 ~ e1 n1"i~~1.:Jf\11:U\I~in.rl n ~1J v.:~erl. <ti'l.l~nT~ 
"I ' ., 

o u A o Otl 4 1 _, cl 4 

il1J1f11"io1J"'f1iil \11fl~ eJtl61"i1"11il11J 4 ~11Jfi~11JLf\"iil1J1llil1f1::11JvilnLiUI.:IL'VI1JeJ • 

2555. 

n~CI111il"'J6uru"'J1. n1"i~Lf\"i1::oM~n~: ~n~LVfvn1"i~~a1JL\I. ni~LVI'Wi: h~~:U..,LL\-1~ 
v , 

~ .. "' 
':il'l41~·m':iru:U'VI11vtmm.J, 2542. , 

'll1 ru ~oWWJ'U"'lJU.:J 1"1~. n1"ioWRI1J1:U1~'11~n1'litJ~'tlv·:i1Jfl\'iv~L ~ll1"1f11L 'VIll~vf1Wil1'Wn1"i 
v " "U • 

u~n1'l'tlv.:~1 'l.:JLL 'l:U lu:ij'~'VI1~ L ;ia.:~l VI~. i'Vlcnil'WuihHtyqpu'i'VI1':i~':in-:u:u'VI1urustiiJl: 

:uvni'Vlm~m~£J~l'VIl.l, 2551. 
d tl U t t ~ .J...J 1 tV oJ .c:t II 

L 'll:U ni L 'lJ :U'U eJ £1. il1'W 61 fi'MWil~ f1 fl"iLL61 ::fl Wil1'Vi n1 "itl"in1"i'VI g.:J e..liliililfi11:U\I-II'lflil fl ~ 'tl eJ-11 a fl f\1 , .. 
il1J1fl1"ivv:uaulu~-~~ti~L1J~~ll'VI"i~1fl"i. i'Vlmil'Wuthfityty1u'i'V11';i~';in"ii:u'V11urusti1Jl: 

:U'VI1i'Vlm~£JPI~'J1m, 2554. 

"'lilm Tn-rn,;"n~. n1'liu~n1'ltJ~'VI1'lfi11:U~:u.Wufinu61nA'1f11111Vio~~'VivL\ILLa::f111:U.rln~ 'tleJ-11 . .. .. 
m:tiu~m"i 1 "i.:JLL 'i:U. i'Vlmil'W'IJihJ'iruru1ilL 'Vlf'1f'11a\Jl':i:U'VI1Urusti1Jl: ':UW1~.:! mru 
" v .., • 

:U'VI1i'Vltn~£1, 2552. 

"li'1'U1qj ':itJ~.ti'£.1. n1'liujf111:UiuN~"'feJtl~eJ~.:Jfl:U'tleJ.:iil.:iflniLL61::fi1TU'lh::~:u'VI1.:1n1'i~611~~ij 
e.J61~vfl1111"il.:Jimin(il1Jil.:J'VIv-w'm1nfln"M111'VI11'VIll1fllliltla'i1'1foTil. i'Vlmil'Wu5 • 
u'ityty1U'i'VI1':i~':in"ii:U'VI1urusti1Jl: 11'VI1i'Vlm~£J~U"':i1"11il1U, 2555. 

"111'1~ 1.:!~1'\Jl'IJ~. L'VIf1Ufln1'1L<tiao~Lvfvm'l1:ij'a. fl'l.:JLVI'Wi: LVIV'IL'U'lii1Jlfl1'i~:U..;-, 2544. 
~ , 
ti1il'U'V1~ Pi"U"i11l n111:ijliLL61::1Lf111::oM'ti'v~~'VI1.:J~n~~1f.l SPSS. fi1-:!L'Vl'Wi: .ijLB~~LI"loff'U, 

2551. 

B'ln~ u11'1Jlu ru vm:m1. n11~611~6hVtiun1'l'll~n11: LL1J1A~LL61::n61a'VIfi. m~L'Vl'V'li: . . , 
~ .. "' 

-:uw1~~mru:u'V111vtmm.1, 254 7 . • 
U'U1 ~.:! b"~ £J:u1"' tJ. A tuil1'Wn11L \1u~n1'i'tl v.:~ i5'in\l LL111J ~u L1JL 'tl f1 L 'VI flti1611J fl'iiltl61"i1 'tlo1U. • • • 

1VIE.J1'U'V'l'U5u~tyty1U~'VI11~1n-:u:u'VI1Urusn(;): :U'VI11'Vlm~E.J11"11.ti'n~u"11"11il1U, 2553. 

un'U1t;l 'WI~. U"il:ijll~ii~'VIG'W61~Bn1'i~~a'IJL"i1Liiivm"'i1'VIiloWfi1JeJ.:!UfiAfi'M1 
:u'VI11'VIa1aai5'l'l:ufl1a~i flueH'.:~al'l. i'Vlmil'V'lu5u'iruru1Lf'11~M1"\Jl1:U'VI1urusnl'l: 

\.1 ~v ~ 

:U'VI11vtm~mi11:Uf'11"\Jl{ 2550. 

uvt:ul':i':iru ~.:! 1 ':i-:uu. A1111A1~'VI1.:~ m'liu~"il~.:~~um'lu~m'lLL61::A11:u.rln~'tlv.:~m:Hu~m"i . .. .. 
1 1.:~ LL '111a1u~a~Lcw~a n'l.:~ L 'VI"W:U'V111Jfl'l. 1vtmil'Wufiu'iruru1u~Vt1':ili1n"ii:u·vnurusn {;1: 

' ' u Ql 'I 

:U'VI1iVIEn~tl11"11il!]"1tl~i.';(;l, 2556. 



. 
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l.ll11Uruiil'l: l.ll11l'Vltn~El11'11Jli)oHUJJi1, 2554 . 
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