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2. uuaReuazvgefiieatuauimele

aruawela (satisfaction) Wuvmuadfiduuiusssy liaansousadudugusold
msiisaensudn yaeafiaaufiawslaviels awnsadaunalaenisuansoniideudi
adududon Sadunsenfiiginanufielalnenss uianansodaldlaeneden Tnenisin
nufAnueyARsIMATY kaznsuanieLAnfiudurFensatundiAnuiaTds
ansaiaaafienslathild
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arufanala (Satisfaction) muwauynsuavuIIdudinganu w.A.2542
(edineaniy, 2542 : 775) na1liin eufanela vuneds wela veuls uasmnuenily
#1 A vuneBs ans Sadudwaen3sdu uaz we uutefe wivitdosnis Wamudesnis
aufanelatuiaduderuaiidanusssy Ssldannsoueaduliugussls nsuanseands
mwfenelotursuteflradududon urogslsfinny Fimanldfinngiamufaelalag
myimuAadiurasyaea deidlidndnimmnevesanufiowelaly fal

Galued (Silmer, 1984, 230 $1afisly Usznnasel gsuni 2544, wiln 9) nanatiin
At enelafussiviurauanuidnlumauinuionsaursseuifidnunesiie vaanu
sfnuildureumng madassunalagandiiusfuilauinny

Strauss (1980 $sfietu wiggue veudl 2544, nih 7) Ildanuvuieanufianelail
el mmﬁawa’ﬁwmﬁaﬁqmmf@'ﬁﬂwaiﬂumuﬁﬁw,azLﬁuimﬁmzﬂﬁﬁﬁaﬁuﬁuiﬁUiiq
IMgUsEaIRvaI0IANs ﬁu%fg'ﬁﬂwa’lﬂumuﬁﬁ%ﬁaawuﬁu‘lﬁwaﬂiﬂﬂ%ﬁﬁ"’aﬁmi’mquaaﬁm
e FeenunsamevaunInuFonIsiug el

gund Jegrssu (25509-10)ldaguauvaneves anwfaneledn vuneds Anugan

Wiswnafinesyaraiidroniudomts nsieulunawanideildypaaiinaanuidn
nsgRefedy yuluflavihaniiiqunmw fussdrdnmuazUssdninavaamavionliivssay
wad s wandulumautiwnevetesdnis Ysslevdnovununisiaquazvnnedainen vinld
ysuiserufiawelefifisensuinsiasuvafudunalulad anwd viwads winoug
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Wies udatad (2549: 9) Iaguanuiiwweladn arwfiaels Wunsuansaiuidnd
Iﬁlauﬂwauaw*lwﬂﬂa 'lumwa‘uauaammmaqnwﬂumu‘m‘mmmalﬂ Faduwawontede
fnge Mieadag Ima{ifﬂfﬂEJmmuummmauaammmaamimawmam NS WY hasInle
Iohmray wumiuamaaﬂmaWﬂﬂaww.aaﬂﬂgumium]miuuuﬂ

a1udns guanu (2546: 14) laaguin mquwa’l,ﬂLﬂuﬂ'nmanwmaaa’i,mawm R
Fululdfameuinuagyneay LmeLua'Lwaquummsﬂcﬂauauaammmaqmsmawﬂwmia
jovangld famnaauidnnisuin urlunamseiudy fnddlaaderuidnianidal
ussganseing AezviliAseruiEnmaauiunuidniifivels

as3oms (2546; 29) Iagudn avwitensls wanedls deuedviessiuanuimelaves
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g mm'iﬂmauaummmmmﬂmmumauulﬂ
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vaavauadvasyanadiside ddadvidasarssnduliludnszfivd innuidnvie
yiauassedmilddaudululumsuinviemeay

Iwyad 2radeu (2516, i1 146-147 81989970 uSwn usAS 2544, win 28) 1a
naisnamusvasanuRaelaaguliin “arufimela” Wumnudesnismissramed
Amuustluiaypaalun1ssmnan Ty eaussrudeanismiasianig unavilidie
awitanelaudagdindeansauiiuag Yaoady deyaralsfunisaauausInnuionis
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F1dou Waunmuimisannse uasiinwennag wivdmilugrunistduinnsunvss vy
u,av‘dammmunmmmuﬂus‘ﬁwams fin13Useiduua ANAUNGIIUYBIYAAINTDENS
aiaue adranfy fdsle LLavwmuﬂmmaquaﬂwuﬁwma‘lwﬂsvm‘aummmmwawa’Lfamamiu
U3IN1g

29fUsEnauvaInuiianela

Smdtiunt wagaud, TTad Juilandle uazgsne wuausy (2542, §1aficluduin
ysaunw. 2548 : 27) landniresrusgnauvasnudanalalunisuims Wuanuianels
Tunsusnisiiintulunsgurumsuinmssenidliuimsuasdiuuinns Wunavesnisiug
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13U sannnsuinislunsaganunssinsuinismils Faszduresnnufionsloenalined
SouUsluaugaaniiuanenstuld seimaianelalunsuimsussneusie
1. fumsudnunmeasrdndnsiuinis m‘ummifﬂuimmamﬂﬂmmmw‘tmum
aﬂwmvmuwuﬁyammwmﬂam‘ammmmawﬂﬁumwmwmwvLﬂumnuamwaﬂﬂ
2. funsiuinanineesnsiausuinig gFuvinmsariuiiniBmsiaueuinig
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nsEausng wqmnssumﬁiu,amaan‘uaﬂmﬂmimimmuwmwmmmuﬂgnimmi
ma‘uauaamiusmwaqmwmmmamwﬁms’Lum‘umm'iuwwua'umamu msldawnde
m'}wmaLLamﬁﬂgummu’lumﬂwmms SanariAudeenisnisadeanuianelaliiu
qnmmelmwmmmimmimmmq
anuiawalavasgiuuinig
vdanuie (PharmaNet, 1.U.4.) na@nan ﬁlmsmwnﬂivmw 1m’1mﬂssmman‘uu
: ﬁmﬂmmdmuammquwa’tﬂaqaﬂ Twnuwswimsmaﬂumau {lﬂwumﬂﬂwumwﬂan
sefinsisuiieusudiu sefuarufanelavesdiuuiniiagnaieds navsaiilaq ot
inﬂmimmﬂwquw ammamwmaumai‘uaaaaﬂniaum dlandindanisusnns
UGS UG saunmsallumsliuimanuds Wissusoasiinkiean wsginmnmiuinig
Jusunes wunmuiwummi wiinoulsasy minaulnsdny mawunmuma WIEART
‘Uimsmumu'l,uawwmuu wmnmamm nMsUSNISMNNEa n1InseYiala Lwamauauaa
mmmmmwaqwau Sufudaamesruaniiie fe §Wu3nts LLﬁ“‘N‘iU‘U‘Sﬂ"ﬁ dlonanafians
Trusnsluidernuduiusynisdiny 1y weoudiugn vidosyvinuiiou Fluinsensliiaula
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Wit weifu mismmmmmmimmmq Fafiudadeny Afoamivle dieliusnsiu ade
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lsuauwnad waglnsliast (Rylander and Provost, 2006) ) lenantmaveavalulad
REAT NI LIUEIGNAN Ima"luﬁ%uucﬂmimimulmgmm]wwammﬂiu‘laﬁiumimaaﬂm
wiulwgnindndoriumialns ma’LwWW\UauLaammﬂmﬂuwmammmnminm
‘wmaLa"umﬂmﬂwmmamaanulﬁ mmqmamwﬂwanmaqmmmluwa'lmmﬂw miw’ﬂw
vinserfumaluladlunisquaniuiianelovesgnd dWesmnmawaawauyszanadluns
fufiuntg vibidesdrfasuiuwdnau emmmwaﬂﬂsvnwwuawm’twaﬂﬂﬂquwdﬂ A
sanastasedearsiuniinau/dmeind muuaamﬂmmmmﬂwmmma mawm
Wi/ dvthiiateuaunsalumssutiunuuiledymeig forafinnsliudnms B
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msuanweanmiesaiiazamiinlumainvesyarasiedvdedde WunmiEnueudsle
Awdleifuud slémuilatedlinefesivammmenimoyeraluudasaamunisal s
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Tuaseelifunda Sminmansuunuitlifusiainadinansuunuiiwinindiarldsy
gonvzrialifinrufianelotu Ssmmmelavssinnviovosvielifmelady Tuagfuaa
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n1siaauiaweledifisenisuinng

adinn Fetlygn (2541) nanimnafaelafidnenisldusnsnind undslidy
zAeafinnTnfdnemrreinsliuinisuetasdns Ussnaufussruanuidnueauniy
Uimsvosuniazypaa winvgiaanuianalalunislduimsanunsorilivaneds i wu
msltuuvasuan nsdusiwal waznsdana

1. pslduuuaeuny FadudSmsitenldfuunwsvais sl lnsnsveninusuile
MnnguyARaTiaInts awnsauansnudndiuasuuuureduiidwusdneuliinidenney
wisfurmeudasy 1y nvarasansiudns amudildudms yransilduinag usu

2. msduntwal {uIBmsiidesedumedauasaudungfievesfdunuaiiirge
TalvggndunualnevAalvinsatudoionss

3. msdans iHunsdanmeinngAnsseianousniuuinas saesuuing uae
w§aminnisladfuuinisuds wu nsdanaidewiimie msye v wasarwdvenisun
va5un1suinig Wusu tﬁﬁa%ﬁaqn’sw‘f"}@ﬂﬂw%ﬁmasﬁl,wuLmuﬁuu'u@u (v1un g,
2545)

ms¥amufenslatu yydes vasiad (2529) Ilimssrusieatudesiiin auad
wiotamediduunsssu unisuasnseendoudredudou Jadunisenfiosin imundld
Themsa uisransofiae avmunildlnodenlne faruAnfiuresyana wearduwm asdy
msineranelaffivouniitinge endanuraanfouiaty fyeeamaituuans
mwAnulinssiuamEniuiase demuemandouwdnilton iatuldifusssunves
msielaevin

Aaruianelalunisusnisianudfgsonisalunuusasiianunsaduluegladl
UseAvnm Sednuneihlusided

1. anwiiswelaunisuanseanmisansual wazauddnlunisuainyesyarasiofs
wilddla yaradndudosU jiuiusiuisnndauseui msnevaussrudiosnisduyang
Fomsldmeuiuyanady wagdne Tudinusesd iy viWudasauiiussaunisainiaSoud
Aeagldsunsuivuennafiuly Tuanunnsainsuimsiidusuifefuyanasuinaneds
waegafnafiunsuins liieeduussianvesnisuinvienunimaeanisuinas 8




12

UszaunmsaifildSuannnisdusaudniseineg windulumurinudosnsuesTuuinig laevin
W FunimslisuddinmenisideudelifnanuinifuasRawele

2. mwflwwelainannsussiiuauuansssewinsdefinanfatvasildfuaidy
anumsniuinsnewiiussrvuasanlduinng

MnuwRaiinadiunweszasUladn “arufiswela” Wunisuansauidndle
fufvesanizyanalunsnavauasnufosnsiugdiuiiviemel Sadumainaindedbsig
7 iieades Imaﬂfa%’amﬁw&ummmauaamﬂuﬁaami‘uaa‘qﬂmaﬁ"’amas‘wmal,l,az%m‘talﬁ
Wnsa LLazLi'fJ'umsLLamaanmqwqﬁﬂﬁmmqﬂﬂaﬁﬂxLﬁanﬂg‘jﬂ’ﬁluﬁﬂﬂﬁuﬁfuﬂ

3. wRaLazvgefifefunislduims

msluims Wumhiindnddglunisuinmandluniedy Tasowizauiasseding
Ansaduiusfuuseaeulaenss Tnevhsouuasdwihddliuinmaiiwidlunisdeians
U3n13 (Delivery Service) TAWAgIUUINS ndMAe AuATUTEASUINYBINSUINISIUTEHe
somumie MsuFTReusenislduinsinelinnufimeladadlidnvansddy 5 Ussms
Aa

MsusnIsetamisuiy (Equivalent Service)

nsusnisedesIniviuaan (Timely Service)

NMSAUINNTOEIMREIND (Ample Service)

mstuinsesseillos (Continuous Service)

nstuInIsetnaimin (Progressive Service) John D. Millett, 1951)

ATIURUIYYDINITUING

seinedinaniu (2530:295) IRlAAuvater99d171 “uinis” 1 uuaiuldin
mmazaaneineg nMavinistluniuidnguie Service vuieds nisnssiiifuluiielriainy
fromiedulsylovtirefBuludnunsvsimsufiimenueleld 1nddn eugu flunide
Fsa99gaiuieanumnnsInuiasfdnes (sened windsein, auaimluauinig
2538) I#iiail

1.5 Smile & Sympathy Exuuudilauazelald

2.£  Early Response & Equity 157l3uaussegedaueananin

3R Responsibility & Respectful dfinfufiavausasiuiisliiesignai

4.V Voluntary manner usuuinissnelaadas

5.1 Image Enhancing & Integrity ifieia3unnnativosasdnisuaziionmsTu
QPRHGEET

6.C  Courtesy Wulisidaiteiarlald

7.E  Enthusiasm dedlinisiasasu

dwiuwnfafendunsuinmmionisiivins Wl mmng s S9il
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Kotler (1994 : p. 464-468) nan131 Msu3ns wanefs AanssuvSoufianislas 7
nguyaravissliannsaiauslisnngunils dududsiliamnsadudesliaslyfdmaes
rdudwedddln fdmsnssihnanotnsssumielivmegiuaudiidmmuld

awaunau (@0 ygalsny, 2543 - v 23; 81989910 Stanton. 1981,
Fundamentals of Marketing. p. 441) Tdvsearulidmouddulumiumaneiiiinisusns
vl fanssunenadsvlenilag Aanunsonevausariusaanisiiiaauiele
dnvnsamziveuiuesidusedlildualidniudessmegfunsvedudmiauinisla
msiuinisensssifedosiunmstiniolildauiidmeuuslilduansaudusvesdud

nTeusd (@uun yaalsnw, 2543 1 w1 22 ; 1489970 Gronroos. 1990. Service
Managemnent and Marketing. p. 27) I#ag18a31uf/191 U7 Mune Asnssunimie
Aanssasegefiidnenglinn Sudedkilifadaeilvlidndudemnndiiiniuainms
Udunusseniragninfuninauuinsviegndnfuuivvedndudn viegndnfiuszuuvas
msliusmsiilsanliierioroumanslymusigné

gt yaylamn (2543 : wih 22) na1adn “nTuims” wanedia Aanssumikinieyn
Y94 ﬁfun'ﬁwmﬂadwﬁLﬁm’?’fumnmﬂﬁﬁuﬁu‘Sﬁuuﬂﬂawgaqﬂniiﬂaem'lﬂathwﬁq Favilak
anAuinANRanala

anme 1Feagdsy (2561 : v 116) na1237 awudnig Ao switlisimnududalls
wianansnaierumelalunsmeuauasmiudieinisueuiing viegldlunaingsials

unAngdealeiesssundsny (2530 : el 1-7) Warumnsvesseuuuinig
(Service Systems) Mu1BH4 N15TATNBUV UK LAISANTUNTE99 TuduiieeTuinnsi
povaLaALfaINITvasyAnaTinfuLinns lunsdamsssuuuinsalilvg asniunam
Fosnnsvesgninuazanuduiudiugndlunseuiunisianisuins vesyrannsiufdinu
Uins anmwindeusardssuisanuaznin Sndundostianudiierieduvaives
N1SUIAITANNAT

M3U3N15 e AsnssuvSenssurumssuiunsedlaetrviiadunsds
M Lium e vesantumsinmlunsneuaussmiudesmsvesyanadumui
maviazyiliiAsaufmelavesyanadiniuuinig

uananil Service Fafipamununedug Fruiu Satisfaction a§r9Ar1uRanels
Expectation 1T wlUaiuniium1anda Reliablitity Wasiuls value fadvinduiiusylegy
Information ’Lﬁ{}'aﬁﬂa‘dﬂmsﬁgﬂﬁm Competence U3MIagamnsnidie iy Electronics
Tsrvudidnnseiinduaslvazmnsmiity

MnunAnfinadiuaUliin nsuins fio Aenssuvdesunbifiimunasduda
ildf wiannsaadrsauiawelalifufusloals dudnisfuuinisiidnuariiuansag
ndudialy denisdaduletouinisriuegfumnulindlevesgné ududfidudas
ild mawdsuaznsuilnpuinmsasifiedulunanfeatunielndidveiu liansadwunald
atupufiusnwndudbiile wagliamnsouansrmnududves
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uuinstdnensany Sl

1. Wsumuneslavielinsla Aaxfasnuidnlwiud nuuinaduediany
'mEJmaaLLaummamma.,mn mauumawsUU'a‘mi"LmUmﬁauaamaumsamummmaqn'ﬁn
mmmaanmmwmanww LLm"’lumanamumlmlmummwa%nmmﬂmﬁmaﬂ’lumm‘luﬂ
mab’ﬂ,wu*anml,auamﬂiﬁlmsm{l,uwuwmuﬂu

2 wavsensUInsAniuldnaennaitarudsualdsands MuuinaSufunay
Autunisldlunnuay Helunaudu vunartuarlunouiie mselififedrdaditezdios
Trusnsaniglunamilnails

3. navesuinadenloduimunarasding nuuinsaiianuiluiuiiildsuuing
2 ansnsouUsiAsudunaannsiusnasidtduniiuarlid ervvsuysnaannsiduinas
islundFuarld

4. Annanaudivawesiudduffswausamianuldnels A5USATSARANETN
unwisdhianunsoesdsummidnuealiuuinslndundld uenandumsanaiumely
FinTulsoras

5. af1aimuafidoynaa pydnIuazennislaatin nsUSAsatuITaazaing
mwdnveuvielivou wmaﬁl%mmwaaaaﬂmamqmnmelummmnmuaaﬂuanwmv
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