
I ..,. 
U'Yl'Yl 1 

m1~ ~m1::1JU11"15n11L ~ .:~m"lu1vn"J L~ii m"l-;lm::U1J"l1"15m1LLI!-J u.~ u.1~ m u U.fl11 :JJ 

:ih.h::~'Ylfi 111~ 1~ £.1 LU ~1::e:J ~1.:1 fl.:~ ~1 :JJU'YlU qJqJ~1 u. ~"l::11"15mp~~ n1l1~1 £.I 'VI~ n Ln rn'VfLL~:: 
' 

irru1'VI11n-;Jm1u1u.Liie:J.:~fi~ ~-~'~· 2546 (~11Xm11-1.flrn::n11:JJm"l~~m1::uu11"1fm1, 2547 : 

n.~.1.) UqJq7~11-·hm11iu1m1"l..e:J.:J'VIU1£J.:J1U.111flf~Ju. ~e:J.:J~1:1J1"lrt~e:Ju~u.e:J.:~fi11:JJ~e:J.:Jm1 

"l..e:J.:!1.h::"l51"15U.L~ e:J~1.:JU Yl-;J1.:J liU.1fll"le:J1m1~.:!Lfl11::rf (lie:J~.) ii~1u.::dju.f~i ~1'VIn-;J LL~::dju, 

~mUU.n11L~U.LU~1::n-;J11-I.i.:Jn~n1::'Yl"J1.:Jn11fi~.:J (~1::d1"15UqJqJ~mm1~.:JLm1::rf ~-~'~· 2496 ) 

1~£Jc;hdlu.~1n-;J~1:JJ~1::11"15UqJqJ1irrmm1e:J1m1~.:JLm1::rf ~1::11"15m]M~m nlJm::'Yl"l1.:J LL~:: 

1h::ml'lri L~ m-iJ e:1.:1 ~.:~ii'VIu 1ritlfiu1i ~1:JJ~"l::11"15U qJqJ1iu1'VI11-;l~m1u1u.Lii e:J.:~ti~ ~m"ln~1.:~ 
fi11:JJY1.:~~e:Jh~~e:J~-;JU.~e:Ju~u.e:J.:~wn:JJc;i'e:J.:~m1"l..e:J.:J~mi1Lc;i 

'lJ 

1iu1n11LUu.fiit£J:JJ:JJ1nfi~~ ~e:Jci'"HL1JU SERVQUAL MODEL "l..e:J.:J Parasuraman, Zeithaml q 

and Berry (-i"1511~ 'Yl~~l"15, 2554) 1~£Jiie:J.:~~t11::ne:J1J 5 ~1u.ci.:~d' fi11:JJLUU."ltlti"J1:JJ"l..e:J.:J 
'lJ 

(Responsiveness) n1"l1iwnm~miu.mi~mi1 (Assurance) LL~::n11f-;lmL~::L-ir1h~mi1 
'lJ 'lJ 'lJ 

(Empathy) L ~ e:J £Jn1::cium~1~1U.n11~f1.:~u1n11fiLuu.d~l'l1 U.e:J.:J~n1 (Excellent Service 

Mind) J.:~d'nnfl11e:Jlfi11~.:J Lfi11::'VI1.~1 iwn:JJ ~1f1 qJ~1U.m"lu1m1fiii ~ rn111~ eJU.LUU.m1 

~::'1'1 e:J1-I.ii.:J ~:JJ1drt1-l.::"l.. e:J.:J ~muu.m1L~U. 111 £J1c;ifiTU£J:JJ (Value) "1.1 e:J.:Jli1-1.1m1m m1~.:1 Lfl11::rf 

~e:J n11u1nT-auu.d~l'! (Excellent Service) LL~::n111J1'V111.:111-!.m:JJ'VI~ ... mLU.1~~m"l-;J ... ~m"l 

111flf~LLU.11'VI~ (New Public Management- NPM) eJU.LUU.Ltlm:JJL-;J~U.11:JJrn1u.m1vr~u.1 
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TIU.1fi1'Hl1m1~\Hfl11::i-f ~1"1J1~"Mrn1~n (Government Housing Bank branch 
q 

Phitsanulok) dju.~rnuu.n11L~'itLuvn::n"il"l.lEh'lf! i..'ln~n1::'Yl11..'1m1fli..'l ij1l11n"il~im ~EJ 

-ri1 tJ L ~~EJ1 ith::"lf1"lfU. l~ij~El rJmitJ~11lfi11LLrl eJ~1l1'V'l t~ tJ ~~~inn11LL~::LL U.1'Yl1..'1n11fllrl1J 
'IJ 

~LL~~~1u.f;~i~1~n"il n 2552 "llEJ..'1~1um1u.flrn::m111m1u.1mJ1tJf;~i~1~n"il (~.fl.1.} L~EJ1i 'IJ ~ ~ 

(11tl..'J1U.th::-;hi] 2559 TIEl~.) 

EJ ri1..'!hnm11 rru.1m1EJ1m1~..'! Lfl11::i-f '1~~1 L il.u.m11 LLu.1'Yl1..'1n11rhnu~ LL~~~ 
'IJ 

d I .... Q..ot fl' Ad A .C. .... d, ,c:::L,d 

m 11 ~11l'V-11::11"lfmJ"M!Jn111 ~1 tJ~ ~mnrnSVJ LL~::1Tin11U1~11n"iln11U1U.L11 EJ..'I'Yl~ 'V-1.1'1.2546 

ol1..'!rru.1m1mm1~..'! Lfl11::i-f ~1"l.l1~"Mrnt~n u..'!hiLfl tJijm1~n"M1 fl1111~~ L ~u"l.l EJ..'!th::-n1-nu ~ 
q 
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X 1 fl11:JJ LUU1Utl11:JJ"lleh'lU1nT~- (Tangibles) iJt:-Jl:l~ eln1::U1Un11i'il~U hL~eln 1 i 
'IJ 

u1m1tlU.1m1mm1~.JLf111::'\{ ~1"llTvh~rn1l:ln 
q 

X2 f111:JJU1L~aiiai.fl~i.~ (Reliabilities) iJt:-Jl:l~an1::1J1U.n11i'il~uhL~an1iu1m1 
tlU.1m1mm1~.JLm1::'\{ ~1"llT~~~rntl:ln 

q 

X3 n11'ilau~u.a.;~~al:lmi1 (Responsiveness) i1t:-Jl:l~an1::1J1U.n11i'i!~U.hL~an1i 
'IJ 

u1m11lU.1fl11mm1~.JLf111::'\{ ~1"ll1'W~rntl:ln 
q 

X4 m11if111:JJL~adu.miflmi1 (Assurance) i1t:-Jl:l~an1::1J1U.n11i'il~uhL~an1i 
'IJ 

u1m11lU.1fl11mm-:i~.JLf111::'\{ ~1"ll1'W~rntl:ln 
q 

Xs m1fimLI:l::Li11~flmi1 (Empathy) iJt:-Jl:l~an1::U1U.n11i'il~u.hL~an1iu1m1 
'IJ 'IJ 

tlU.1m1mm1~\JLm1::'\{ ~1"ll1'W~rn1l:ln 
q 

....... 
'2.1 ilU L 'll @'I '2.1 eh'Jn1 ')"HHJ 

m1~n ~1iitJflf.Jii' t:-JiitJi.~nTVI U.'il"ll au L "ll 'il"ll a.;~m1~n ~1 i.1i.;~ii' 
'IJ 

1. "lla1JL"l.l'il~1U.U1::"151n1LLI:l::n~:JJCll1e:Jrh.Jrlh1u..;~1U.litJ 
q 

1.1 ~1U.tl1::"151n1 ~n~1 t:frlm1 iu1m1~1u.L1u.~-hmLI:l::~u.L ~a tlu.1m1a1m1 
'IJ 

~.JLfl11::'\{ ~1"ll1'W~rntl:ln "il1U.1U. 23,453 urui1 ·~nn1::1Ju~nu.ia:JJI:l Core Bank System 
~ Cll ""' \1 

(CBS) tl'U1fl11ellfl11a1fl11~.JLfl11::'\{ ~1"ll1'W~rntl:ln i] 2559 
q 

1.2 n~:JJi1a~1.J t:frl:JJ11iu1n11~1u.L1U.~1nLLI:l::~u.L~a tlU.1f11-:ie:J1f111 
q 'IJ 

~.JLm1::'\{~"ll1'W~rn1l:ln "il1u.1u. 393 flU 11iltJ1ilil111.J~i1&i"l.le:J.J Taro Yamane (~l:JJI:l &i1m'!!mf: 
q q 

2549) 

2. "lle:J1JL"l.l'il~1U.i1LLU1 

i1LLU-:i~U. fllli1l1Vm111iu1m-:i'il1:JJi1LL1JU SERVQUAL MODEL 5 ~1U. q 



4 

1. fl111ldhrn..lti111l"l..e:h:JU1m1 (Tangibles) 
'IJ 

2. fi1111U1b~aiiai.1i:;Ji.~ (Reliabilities) 

3. n11'ilaUffUa.J~a~mi1 (Responsiveness) 
'IJ 

4. m11ifl11:m~adumi~n~1 (Assurance) 
'IJ 

5. m1f,Jmb~::L"ll11~~n~1 (Empathy) 
'IJ 'IJ 

<i1Lblh'i111l n1::u1um1<i'il~UhL~an1iu1n11 liU1fl11fl1m1ff.Jbfl11::,{ ff1"1.11 

~~rn1~n 1h::nau~1r.1 
q 

1. m1fuffl1111~a.,:~m1 (Need Recognition) 
'IJ 

2. m1~uvn"lla11~ (Information Search) 
'IJ 

3. n11lh::dJurn.JL~an (Evaluation of Alternatives) 

4. m1<i'il~U1';JL~an1iu1m1 (Purchase Decision) 

5. 'V'Hl&in111l'VIi.Jm11iu1m1 (Post Purchase Behavior) 

6' • .. 
fi'U1~T'Hl1~1'ia"t~'i1::Vi (Government Housmg Bank) Vl111r.Jtl.J liU1fl11fl1fl11 

ff.Jbf111::r{ff1"1.11~~rnhm LUUff1"1.11VIin 1uL"l..'ilff1"1.11Jl1fiLVI't'i.a :Uff1"1.11ciar.~ 2 ff1"1.11 ~a ff1"1.11 q 

ciar.~mn Lb~:: ff1"1.11ciamL!iffa'il LUU~u 

n1'iui"n1'i~D"n"1~1'iD1~1'ia"t~'i1::'1f Vlmr.~ii.,:~ m1u1m1~1um1L~u j:.hn-r~au 

"li11::L~un "li11::fi1 ff1li11rntJ1Jlfl LL~::~1u~ub ~a~ a ci a1~ r.~1:: r.~:: m1 a ci1-Jf11U1-J';J1LLri u mnn1 
'IJ 'IJ 'IJ q 

liU1fl11fl1fl11ff.Jbf111::,{ ff1"1.11~~rn1~n 
q 

~mn1'Wn1'ilMui"n1'i (service quality) Vlmr.Jii.J m1u1n11~Luud~~ ff11111tl ~ 

'il auffua.,:~wn 11~ a.Jm1Lb~::fff1-Jfl111l~"~ a h LLri~n~1VI1a ~fuu1m1~m 1 iu1m11'il r.~1'il 
'IJ 'IJ 
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1. ~11:1JbUU'JU1i11:1J"lleJ.JU1m1 (Tangibles) 'VI:IJ1r.Jfi.J ~.J~1U1r.1~11:1J~::~nn~h-1 ") 
'IJ 

l~mi mm1 ~rnu ~ ~-;J eJ!il'Jbl u~~;nn1 eJlln1rn b~~eJ-"J:n'eJ beJn ~11~hi. um'J'Yl11i1n'J1:1J 111 r.~ 
q q q 

'VI~eJiruin~rn 11:1Jfi-'1~1lTVm 1!i1Gf eJ:IJ~'Yl11 i~fuu1m1i't~n-;h l~fum'J!il bb~ V:1-11r.~ bb~::~11:1J 
Ql 1.1 'U 'U 

i-1h-;J1n t:-Ji. iu1n1'J u1n11~nmb b~UeJ eJ e1n:1J1 bUU 1U1i'J1:1J-;J::'Yl11 i~fuu1n11fuffi-1n11 
'IJ 'IJ 'IJ 'IJ 'IJ 

1iu1m1tfu"J 

2. ~11:1J'U1b~eJiieJ11hl~ (Reliabilities) 'VI:IJ1r.Jfi.J ~1:1J11rl1iu1m1L~!il'J.JrlUiq.Jq.J1 
~1'VI'"L 1nu~Huu1m'J u1m1~L~fu'Yln~f.J-;J::~eJ.Jii~11:1Jbln~ eJ.J b 'VIm::~:IJ bb~::~J1 b~:IJ e1'Yl11 i 

'IJ q 'IJ 

~fuu1m1f~n11u1m1~L~futfuii~11:1J'U1b ~eJiieJ ~1:1J11n1 i~11:1JL 1'11-11-;J 1~ 
'IJ 'IJ 

3. n11!ileJU~UeJ-"J!ileJ~mi'1 (Responsiveness) 'VI:IJ1r.Jfi.J ~11:1J~feJ:IJbb~::~11:1Jb~:IJh 
'IJ 

~-;J:: 1 iu1n11 ~1 m1n !i1 eJ u ~UeJ-'1 ~11 :IJ ~ eJ-'In1'J"ll eJ.J ~fuu1n11l~ eJ ci1.J'J1 !i1 b 11 ~fuu1n11 
'IJ 'IJ 

~1m1m,Y1fuu1m1L~~1 r.1 bb~:: l~fu~11:1J~::!i11n-;J1nm11iu1m1 

4. m11i~11:1Jb~mTubbr\~mi'1 (Assurance) 'VI:IJ1r.Jfi.J ~1:1J11bl~f1-1~11:1Jb~mfu1i 
'IJ 

bnlilil'unu ~fuu1m1 t:-Ji. iu1m1-;J::~ eJ.J bb~lil.Jfi.Jt1n~::~11 :JJf ~11:1J ~1:1J1'Jbl1 un111 iu1n1'J 
'IJ 'IJ 'IJ 

bb~::!il eJU~UeJ-'1~11:1J~ eJ-'In11"ll eJ-'I~fuu1m1~1rJ~11:1J~1l1~ 'U:JJu 1~ iin1m m1m'Yl~~ 1 im1 
'IJ • q 

~!il!ileJ~eJ~11~iill1::~'Ylrrn1~bb~:: 1im1:JJ1fuh11~fuu1m'J-;J::L~fuu1m1~~~~!il 
'IJ q 

5. n11fimb~::b,Y1h~mi'1 (Empathy) 'VI:IJ1r.Jfi-"J n11!ilbb~bmh1~~fuu1m1!i11:1J 
'IJ 'IJ 'IJ 'IJ 

~11 :IJ~ eJ.Jm1~bb!il n lil1-'l"ll eJ.J ~fuu1m'Jbb!il~::~u b ,Y1 hu ... ru'V\1 bb~::~11 :IJ ~ eJ-"Jm'J"ll eJ.J ~fuu1n11 
'IJ QJ 'IJ 

11il m 'ltum11 iu1m'Jbb~::mill ... ru'V11L~bbn~fuu1m1bUU 11 r.~u~~~ 
QJ 'IJ • 

fl1'i~~ al4. L;Ha f) n 1.iu~n1'1 'V\:IJ1 r.~fi.J n'J::lJ1Un11ilil ~'U h 11il r.~1 i'VI inn11bb~:: 

b 'VI!il t:-Jm~ e1n~-1~b 'VI:IJ1::~:1J~ ~!ilbb~::ilil~u hb~eJn 1 iu1m'J ll1::n e1u~1 r.1 5 .ffu!ileJU ~eJ 
q • 

1. n11!i11::wi!nfi.J~11:1J~eJ.Jn11 (Need Recognition) ~eJ n1'J~U~~~fuf'l~fi.J~11:1J 
• 'IJ 

~ eJ.Jn1T'inn~11:1Jf~n~bblilnlil1.Jnu 11il r.~m1n1::~u-;J1n111 r.~ueJn bb~::.m r.~1 u ueJn-;J1ntfu~11:1J 
'IJ q 

~ eJ.Jm1m-;Jnnn1::~U-;J1nm1fuffi.Jll ... ru'V11Lu-;Jufi.J ~1 b VI !il~ ii~11 :JJonusneJumn cu q cu Ql q 

I • ~ ~ 0 ~ 'J.I 

2. n11b~1::bb~1-'I'V\1"ll11~11 (Information Search) ~eJ n1'J'YllJ~~~!i11b'U'Un11~'U'V\1 
q 

,YeJ:IJ~~b~m,YeJ-'Inu~11:1J~eJ-'Im'J 'VI~eJeJ1-;Jblnn1::~u-;J1n ~1e1u~f1 b~eJUU1U t:-Ji.n~151il 'VI~eJ 
'IJ 'IJ • 'IJ 

1GJJ~rn11il1.J "J r111 ibn!i1~11:1J~ eJ.Jm1~-;J::~ eJ-'Ibb~1.J'VI1b ~eJ!il eJu~ueJ-"J!ileJ~11:1J~eJ.Jm1 

3. n11U1::b~'U'Yl1.Jb~eJn (Evaluation of Alternative) ~eJ ~fuu1m1-;J::1i,YeJ:IJ~~brllJ 
'IJ 'IJ 

L1i. u~11:1J'Y11-"J-;11 11:1Jrf-1"11 eJ :IJ~~bb~1-'I'VI1 :IJ1-;J1n bb'V\~-'1111 r.~ue1mb~::n1 r.~1 u b uub n rn6f"i"rh'VIU!il 
'IJ 

~1'VI fuu1::b~Ubb~:: b u~r.~u b Yi r.~u-ll e1~"11 eJ b~r.J ~1'VIfU'Y11.J b~ eJ n 

4. m'Jilil~uh (Purchase Decision) ~eJ n1'J~lJ~~~1~"11eJ:IJ~bb~::u'J::b~Ut:-J~ 
q 'IJ 

'Y11.Jb~ eJn .J1-"Jii1::iu~11:1J~-'I~eJ hbb~::~!il~u hb~ eJn 1 iu1m11 u~.J~~-'~~eJ hmn~~!il 
q 
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5. VH']~n~~:JJ'VIi.J1i1J~m~ (Post purchase Behavior) ~tl ~fuu~n1~"il:::bn~~111.1 
'IJ 

vw h'VI1a11l'Y'la h 1 u~.J~1~fu n1'VI1n~fuu~m~Yi.J'Y'l a hn"il:::bfi~1h:::~un1~cl~ 'J bb~:::m~ 
'IJ 

uan~a1inu~u~au"li1\l bb~:::~~1~ru"il:::nium1iu~m~sE1 
"' 

th::Tu'lf~~vn~·h,:: 1~fu 

1. 'Yl~1Utl\l~:::~u ~111.1~~ b ~ umu.111'Y'1 n1~ 1 iu~n1~"ll e:J\1 a1~1~~\l b~~1:::~ ~1"ll1 • 

m~ 1 iu~m~nu1m~mm~~\l b~~1:::~ ~1"ll1~~rn1~n • 
3. b ~ muubb u 1'1'11\IL un1~W~U1e:J.Jffn~bb~:::b ~mhd~'YlTI1l1'Y'l1ibbrl1J~~1n~ 1 un1~ • 

1i1J~m~"lle:J\ITIU1m~mm1~\lb~11:::~ ~1"ll1~~rn1~n 1i~a~~~e:J\IrlU~11:JJ~e:J\Im~"lle:J\I~nfi'1 
• 'IJ 

~m1 i1J~m1 


