
I 

"" 1J'YI'YI 2 
.c:a. Q..l d ,d !1.-

tvnffT'Ht£U::"TWHl V'YI tnV'Jilv" 

1u.m1~n 'M1~ ruf11'Vin111~u1n11~ ii t:.J ~~ EJ n1::1J1U.n11iW~~u.h L~ an 1iu1n11 , 
liU.1f111El1f111~\H~11::lf i.n"l.I1~'Mrul~n ij'~)-;)~/].~~n'M1flU.WJ1LElni.n1LL~::"1U.lir.J~L ~ r.J '1 "JJ EJ,:J 

~ 'II 

L ~a1itb::n au LLU.'l'Yl1"~u.~nu.m1~n'M1L ~ tnnu ~rnfl1'Vim11iu1n11 i"~El ~hHi 
~ ~ 

1. i mJ~t-t'l i.tl"l.l EJ,:JiiU.1f111EJ1m1""L~11::tf 
'II 

2. 'Yl!]'M~~ruf11'Vin111~u1m1LL~:: LLU.'l~WI SERVQUAL MODEL 

3. LLU'l~WILL~::'Yl!]'M~n11iW~~U.h 
' ' A Q..ll d c:l 'i.l 

4. ,:J1U.'l"iW'YlLnr.J'l"l.IEJ" 

5. n1EJ1J LLU'l~WI 

liU.1f111El1~11~"L~11::tf (liE:!~.) (Government Housing Bank: GHB) ii!1U.::dju, 

f~i ~1 ~ n11 LL ~:: L tJ U.~tl1UU. n11 L1 U.L\1. 'Vi 1:: n1J 1 u.i,:J n WI n1::'Y1 1'1 ,:J n 11~ ~" -;)WI i,:J;f U.W1111 ~ 

vn::11"15ururu"i.rrmm1EJ1f111~,:JL~11::~ 'V'L ff. 2496 LW~ r.J ~1 L il.U.Ii1n 1J WI111'Vn::11"15U ru ru~ 
tU CLI q CLI CU 

6" A ,d,d t,; d 1 lill.1f111EJ1m1~"L~11::~ 'Vi1::11"1fn!]H!Jm n!Jn1::'Yl1'l,:J LL~::tl1::mffmnr.J'l"l.l EJ,:J "1f,:J EJEJn WI r.1 

li'U1f111LL'vi"1..h::L 'Ylffl'Yl r.J n1::'Yl1'l,:J n11~~,:J LL~::WI-b r.J,:J1U.~U.~ L ~ tn"JJ EJ,:J 

.Q. G.<' Q,o r;' 

'l~r.J'Ylffll. 

~1il.r.J1! (G-1-V-E Value) 

G =(Good Governance) 

I = (Innovative Thoughts) 

V = (Value Teamwork) 

E = (Excellent Services) 

"" ... "' r.J WI11U.li11111fl1J1 ~ 

m1,:J~1~~"1~1i 
·h11hii1"1U. 

u1m1LUU.L~ff 

fi Q..oo~&" ~ lill.1f111El1f111~"Lfl11::~ (liE:!~.) (Government Housing Bank: GHB) 1JWIWI,:J"l.IU.L11El 

lU.~ 9 11n11~11 'Vi.ff. 2496 'Vi1::1J1'Yl~11L~1l'Vi1::U1iiU.'Yl111~1Jlii'Vi~ElWI~r.JLWI"lf 'Yl1,:Jii'Vi1::1J111 
'II , 
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U1:::mfl~\11u·n"lffhnnutun~1 trierJ'u~ 20 :JJn11fl:JJ 2496 1~ £J il11 e:J:JJ~~ tJ. 'Wu ~ff\lfi11:JJ 
q ~ 

m£Jn1:ij:JJu~11wn rn:::~udJ u~~\IU1:JJH"Ue:J\1~1:::1J1:JJ11"1f 1u...:J n11 1ii ~ i\lliU1'111fl1'111 4 ~ 

ff\IL'l11:::'!-f (lie:Jff.) dJUffrJ1UUn11b~ULU~1::n'1J iJ~1U:::LlJuf~iff1VIn1l1ui-Jn~ 
n1:::'V111\In11'1;\l L1l~U11:JJrn1u.m1i~i\l "L ~mh £J LVI~ fl'Vl1 \1 n11L~ u 1 itJ 1:::"1f1"1fU L~il~ u r.J 

~ 

e:J1i£J~1:JJf111LLriB~1l1~" 1um11J1V111 \11U"l.. e:J\IliU1 '111 e:J1 fl11ff\l Lf111 :::VI1~11J eJ uiJ~111 n 
q 

flrn:::1:ij:JJt-t~11idJu "1:ijiff1VIn'1l~~ .. 1~1um1£Jnr.iu-J'111nflurfn~1\lffVIU1:::"1f1"1f1 ~ 11 ~ 1 £J n11 ... ... ~ 

i\I~U~1U:JJ"~t~£J1u.tJ 25391iLUU "ffrJ1UUn11L~u~iJ~~n11Ufi1J~\11U~Ld£J:JJ" 
Vl;\1'111mn~imJ~Lfl1~~n1l (~.fl. 2522 - 2524) liu.1m1L~ilm1tJi'utJ1-J 1'11\1 H"f1--1 

e:J\I~n1u~:::n~£J'VllM1u.m1L~Um11iU1m1 L-riu LL£Jmhut~un~ il n11tJ ~ ew~uL ~ eJ tJ 1u tJ 1\1 
q ~ q 

n1:::u1um1 1VI~UL ~e:J 1ifl~u-Ji1 LL~:::Yr~u11Jn uu 1:JJ1J '1 tn n1 L ~:JJ u ru ih~ u~.h n eJ e:J:JJ 'Vl 1~ rf 
q v 

oWLfl~ ~\I i.~1u '111:JJU£J :JJ LL~::L UULLVI ~\I'Vlu~th ~ ru"l.. uliu 1 '11 1~ u L ~e:J\1 :JJ1VI ~1 £J tJ LL ~:: il n 11 
q v 

i~ i\lfiUrJ~U.L ~ElL ~flLLrlU n.JV11Wtifi'1\l 1fl1\ln11~ ur.J e:J1i£J 1~ £.1Yh'VI'll'1~i Lf111 :::'1-f LL~::: oW'111 1 ru, 1 'II v 'II 

tJ ~fl£J~U.L ~uuri~tJ1:::nuum1 1'11\1 m1 
'II 

~fl:JJ11uu ~.fl. 2550 liu1m1L~tJ1:::mfl1l1~;n~rn1mj 1l1£J1~ii£J'I'1flu LL~:::i.~'\.b 
L 'Vlfl 1 u1~~ffiJ£J 1VIa.l:JJ1 H'lum1<ihL il.u...:J1u. i!m111:JJf'!UrJ n11i L '111:::'1-ftt~::: uuir~~u.L ~ u i.l'~ 

'II q 

L~ £.11 L ~fl1im1oW1l11nl.1~U.L ~elL U U.:JJ1 ~1~1 U.L ~£.I 1 nu.J\IliU.1 '111 ~ \1 ff1 :JJ11rJ 1 iu1n11 

U1:::"1f1"1fU L~ ur11-JiltJ1:::~'Vlli1l1~LL~:::11 ~ b 11 ri...:Jifu. ~nJ\1 £T\ILU u.tl ~L~i'u 11 \ll ~ "i'~i ff1 VI n 1l 

~L~u" ~~~e:JnuLllu.u~ 3 11:JJn-Ji.~11J11\Il~ Best Practice Certificate, 11\ll~ The Best 

Marketing Campaign u~:::11\ll~ Boss of The Year 2007 ~n~1£J (liU1'111El1m1ff\ILfl11::'1-f. 

2559) 

liU1m1e:J1m1ff\IL'111:::'!-f ff1"1.11'W~rn1~n Lu~1iu1m11u.1u.~ 23 ~t'Jfl~n1£Ju. ~.f'f. 
q 

2533 U1l1luui...:Jur.iL~"l..~ 839/ 1-2 r~u.uii~1111~ ~~hu~1u.Lilu-J ~1L1le:JLi:ie:J-J VI1~'W~rn1~n 
q 'II q 

65ooo LUUff1"1.11VI;n1u~;hu.1lii1l1'1ilff1"1.11r.ie:J£J1ui...:Jn~ 2 ff1"1.11 ~e:J ff1"1.11r.ie:J£Jff1"1.1'1'1£JLL~::: 
'II q 

ff1"1.11r.ieJ£Jfl~1~~n LL~:::£T\ILUu.~cff\l"lle:J\ItnUn\11UL"ll~ 3 'W~rnhn ~LL~ 5 i-JVIl~ l~LLri ff1"1.11 
q q 'II 

-w~rnhn ff1"1.11r.Jm.Jff1"ll'I'1£J ff1"1.11r.JeJ£Jfl~1~~Il ff1'1.11ri1LL~\IL~"lf1 ff1'1.11r.JeJ£J~1n LL~:::ff1"1.11 q q q 

r.ieJmLa.lffe:J~ Luu.~u. 

2. 't1f]l+ij~mllTVW1"l1~1li'nT'i Un:::tL'I-I.'l~l?l SERVQUAL MODEL 

2.1 ~'l13J'Vi3J1U'lle:h'lll1"l1iui'n1"l 

~1JU.1U.n1:JJUU 1J 11"1fU rn-ti ~£.I ffrJ1 u. ( 2554) i.~'1 i ~ T·ih n ~ '1 11 :JJl1 n111J1n11 q 

VI:JJ1£Jn\l m1tJfiu~ fu1i m11im1:JJff:::~nmh-JGJ 

ff11\1'1U1 il'Vl1L:JJ-nu't1{ fi11£J'Vlli L~n~~~~ (2555) 1~1i~T9hn~f111:JJ"h n11 q q 

u1m1 VI:JJ1£Jn\l n1:::1J 1 un11~ iJn11tJ n i:JJfrUn1:::VI11\I m iu1n11LL~:::~f1J u1n11~1U 
::.J ~ 'II 
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n1::u1u.~hu.m1u'1m1 L ~a 1iu11~Lih~~:IJ1tJ J.J ~1iu'1m1LL~::~1uu'1m1@l~EJ~"iiu.@l au ~u.a .J 
q ~ ~ 

~11:u~a.Jm1 1i~1uu'1m1 1idi~~11:1JW.J"WEJ hv(1m.h:: 1tJ"ll'U~.J ~~ .J1U.1iU.1~11~ .J L 11 U..J1U. 
~ ~ q 

u'1m1th::L1l'Yl'VIit.J t~ tJ ~1 i u1n 1 1'111 1 a 1iU.1 ~1 1 'll1 L ~u.a ~ ~ @!Jl rn6Yl '1'11-J n 11 L~ u.~1.J s:1 1 i 
~ 

~fuu'1m1L~ ~:IJ11fl L~ an 1iu'1m1@11:1J1@lm.h::~.J~'ll EJ.J@JU.LEJ.J 
~ q 

'i'Ylqj1 ~.JtJ1~u.f (2557) L@!Li~·h~1n@l~11:1J'h m1u'1m1 'VI:IJ1tJii.J m1u'1m1~~ 
~EJ.J~1L UU.1i1Tl"ii 1iL 'V\UEJnl1flLL"li.J t~tJn11~f1.J ~ 11 :IJ bb@l n ~1-J 1 in u n11U'1n11 L ~ EJ'Yh 1 i q ~ 

~nf11 Ln~~11:1J~u.h LL~::W.J'WEJ h Lij EJ.J ~nfl1L~fu u'1m1 1u.~m 'U~ LL~::1tJ LLU U~ ~nf1'1~El.Jn11 
~ ~ ~ ~ 

~1~1@1L'V.JEJf LEJ"ll' L~v.J~EJ~ LL~::~EH1U. ldrl (2003) l~li~11hn~~11:1Jl1 n11 

1iu'1m1LuutJ~n1m'VI1am1tJ~u1i.J1u.~C:ht~'VIii.JL~u.a 1inu ~1 tJ ~u. ii.J LLaJ11 n 1:: u 1 u.n11 

(Process) EJ1"ii~n~u.nui1~U.fl1 LL~n11U~ u~ ih 11 U.~.J ~ :IJ EJ.J Lll L ~ u. 1lu ~ EJ.J Llll~ LL~::tll 

~:IJ11fi~1EJU~1EJ.Jl~ LL~::u'1m1LUU. n "ii n11:1J'Y11.J L 1'11'M:UTl"ii ~ ~f1.J ~ 11 :1J ~ rnfi1 LL~ :;,} ~'VI 1 
~ q 

~rntJ1dtJ"l!'U (Benefits) 1imi~nfi'1L~ 
q ~ 

2.2 R113Jti1~ru~eJ\In11"tJ"1-n11" ... 

m1u'1m1iim11u.rhn11:u 'VI1an1::u 1 u.n11~ ~ EJ.J a1 ~ tJ EJ.J ~ tJ 1::n au ~1-J s:1 t~ tJ 
m.b tJ.J1u.~1iu'1m1"ii::lila.J 1im1:uth v1 ru LL~:: L a1 h 1~n u a.J ~ tJ 1:: n au 'll a .J n1 1u'1n11'Y1 n 

... . 
EJ.J~tJ1::n au L ~a 1i n11u'1m1~~ rn111"W V11na.J~tJ1::n au 1~a.J~tJ 1:: n au 'VI ii.J u n "Wi a .J cia :u q 

~.J ~~n1::'Ylu 1 i m1~1 L Uu.1i1n"ii LlltJ1::~u~11:1Ji.h L 1"i1 L rh~~11 
q 

Lovelock, C.H. (1996) t~'1i~11hn~~11:u'i1 m1u1m1~~rl'1Lll~:uu."MtJi:u~u.fn 
q 

tll~:IJ11fl'll1tJ~u.fi'1L~ .J1u.u1m1rl'1'll1~i:u~u.1i 111 "Wn u ~:u1fu u'1n11 .J1u.u'1n11,fu.nt11 
~ 

~:IJ11fi'Yh 1i~fuu'1m1LTl@l~11:1J~.JWEJ 1"iJL!il ii.JbbaJ':hu1m1<~h U.~U. 6) 11:: ~ b ~ tJ :IJ n @11 :IJ n11 ~ 

tJ Iiu1i~a~nf11~mfuu1m1'Y1n~1u. L1111"ii::Luu.wn :u ~:: a1 ~ ~11 :u11 ~ L 11 ~ 11 :uri'u.~~ tJ ~ ~ . 
~11:1J~~1U.11:ULL~::m1th.J1u.L11wYi:u ~.Jm1~LLU.1~~1'VI11 s:J (New Concepts) ~~11:uj1'VIll 
(New Knowledge) U1::~Um1rn1'VI11 (New Experience) rln"M::1'VI11 (New Skill) LL~::rli'!U.~~ 

1'11111 (New Attitude) 'll1mtJ1utJ1.J:IJ1@11!1U.n11u'1m1L11u.~.J i.hv1qj aci1.J :IJ1 n ~ "ii:: ~:: ri' a u.1 i 
L ~ u.ii.J~ rn111W'll u.J.J1u.u'1m1'll EJ.J ~mu.u'1m1"1J a.Jf:u oB.J"i1::1 ~ L~111n~11:u-rnn'll EJ.J~fu u1n 11 

q d 'U "U 

t111-ri1 @l"ii1n~11:U-rnn'll u.J ~'1iu'1m1L WtJ.J uci1.J L~ tJ1 
~ ~ 

i"lr11~rf rl@lfl1"1r (2554) t~mh1ii.J~11:Ut%1v1qJ 1u.li11u.m1 1iu'1m1£T.J~::ri'au.a e:m :u1 

"ii1n LL~U.tJ'Y11il'l1~@lfm1~~m1::uu11"ll'm1L'Y1 tJ W.l'l. 2546-2550 LL~::LL~U.n11U'1'V11111 "lrn1 1 • 
LLt-iu.~u.uuuu"iJ"iJUU. W.\'1.2548-2551 LLU1~~m1~~u.1~ rnn1"Wm1 1iu'1m1tJ1::"l51"ll'U. ~ &i ~ u. • • 
~'ll1L~U.mL~::"llu L~~au.1~tJt%1un.J1U.~ rn::n11:1Jn11~~U.11::UU11"ll'm1 ~1tJ t~ i.J d' vn::11"l5 

• 
nr]"Mfimi1~1 tJ'VI Kmnrn6YILL~::ilim1u'1'VI11n"iim1thu.Lija.J~&i w.l'l. 2546 @11 :u ~ 11 :u 1 u.w1:: 

11"1rn r] "Mfi n111 li11 tJ 'VI K n L n rn6Yl LL~::ilin11u 1'111 11n"ii n111h U.L ij EJ.J ~ &i "W .1'1. 2546 t~~ 
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LCll tJ ihhun.JlUfl rn::n11:1JnTn·~-~u11::uu11"lfm1 rhm1nTvluCl11n-m1~1 L itu.J1U<111 :!Jill 1n ';) 

LCllmhLmnmm1~dju 5 n~:IJ LClltJih~a.J"lJa.Jm1vr~ulflrnn1~1um11lfu1n11~Cllaci1un~:IJ 
q q 'IJ q 

1111n';Jri'Yln~1U11"1fm1';J::~a.J~1L itum1~fam1u1wnwYi ~.J1lft~:IJ ~1 L itun11uu LL~tl ~. f'f. q 

254 7 ri~lU:IJ1';)U~.JiJ';]';JUU LLfl::~lL itum1mu~1l.Jnum11J1V11111"lfn11 L ~ mh:: t tJ "lfUff"lJ 
q 'IJ q 

"11 fl.J1h::"lfl"lfU n11U1VIl111"1fn11m.h.J~1.h::~'Yl n 111 ~ n l 1 fl Cll.ff UCll fl ULL fl ::1:: tJ:: L 1 flll Unl 1 

1lfu1m1 m1~1u1 tJf11l:IJff::Cl11n 1um1u1m1LL~::m1tJi'u1.h.J 1::u u n11 1lfu1nl1"11 fl.J ~1 u 
q 

11"1fn11 

lUlidfl';Jn11 Llfu1m1 ';J::l.h::G'fUf111:1J&hL 1-;)L~iJua rJ rlU ~Un.Jl Ufll tJ l U fl.J ~ n1 LLfl:: 
q 'IJ 

n11fffl.Jf111:1JLLCll n ~l.J Llf rl U n11u1n11 L ~ fl b tJ1 tJ U b fi tJ U nu ~ LL"Ii .J n11b ~ :IJfl ni.Ill ~ bbfl:: 
'IJ q 

1..h::~'Yln111~lUn11 1lfu1m1~.Jf1111::l.J l:J.i1lfLn<11111~~';JU1ULb~flU flnl.111~n11 1lfu1n 11 LLfl:: 
q 

m1nM11::iufi11:1J~.J~a1';) LClltJfllimm1'Yll.Jm1vr~mm1u1m1arll.Jrll.Jff11~ i.Jd 

1. ~1lfu1m1 ';)::~ fl.JVI~ m~ u.Jm1'Yll.Jluri ri a1lfLn Cli"JJ al~LLEJ .J';Jlnmiu1m1rii.aHi 
'IJ 'IJ 

3. m111.J LL~u1lfu1m1 1lft VI m::G'f:IJrlU flmil LL~fl::th::Ln'Ylri m1iu1m1 
'IJ 

4. irlb fi11';J::~a.Jil~flll::1um1';J.Jhti:IJ.Jluri1lfu1m1 
'IJ 'IJ 

~~'Yllf ~vr~ Ulnfllnfl (2551) n~11 ~.J fi11:1J~lf1ru"l1 a.J n11u1n11ri ilfl rnn1~ 
q ... q 

(Service Quality) i1hhlJum1~.J:IJflUU1m1ri~riffCllliflmh LL~ L lJ un11~.J :IJ au u1nl1Clll :IJ 
q 'IJ 

ml:IJ~fl.Jnl1"11fl.Jflmh L ~a1iir1uu1m1LnCllfi11:1J~.J~ah L~11::m1~.J:1Jau u1n11ri ~.yj ffCll 
'IJ 'IJ q 

fll';J~fl.J 1im1"fl.J'Y1UG'f.J lUnl1VIlfiUrll.JlU n11flU1:1JUflflln1 n11VIl b 'Y1 fiL U lfl ~ .yj '1'1 UG'faJ tJ :IJl q 'IJ q 

l"lf li1n';JliUlfl11<11l!JG'fl"lJ1~1.J G) fl11fl.J'Y1Un11Llfu1m1flnfllflcil.J~.yj G'f<11 L "Jfu iJ nl Lb Wl lf~ :1J 
q q 'U q 

il:!Jmhu'VIu.J~a~m{ Vl1f1111ffl1 11:1J~.Ju1m1EJUb<11flftii.<11 ~i'uu1m1tia:1Jf~n~ 'Yll1i1uf 
q 'U qJ cu 

·;h 1~1uu1m1ri~flrniJl~ lb~fi11:1JLiJu';J1.J'Yll.J!i1n';J lim fll1 ffl :IJ11bl fffl.J fl11 :IJU 1::'1'1u h q q 

1lftlriflmi'l1~ Ll~fll';) 13-ill1::G'fufi11:1J&hb 1';J'Yll.Jli1n';JihiJu1~ i.J~u n1 1u1n11fl n ~l a rl1.J il 
'IJ • 'IJ 

flrniJl~ L 11~fl.JVIlfi11:1JG'f:IJCllfl 1::VIll.Jfi11:1J~fl.Jn11"1J fl.Jfln~l rlUn11fl.J'YlU 
q q cu q 

lUn11llfu1m1riiJflrn111~ Vlln~';J11nl.lll~fl.JiJflrniJl~bUUflcil.J h b 11 rl fll ';) l~ fll <11 flU ·)1 • • 
"nu1m1<11l:IJ.yj fln~l~ a.Jm1" LU'Yll.Jll1iu""&itL~1VIln L 11';J::'Yllm1u1m1arll.Jilfl rnn1~ ';)::~ a.J 

'IJ ~ • 
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1. nTni~:IJEJ1J1J~n11 d:Jun11~1J11nn~,-,~imT~u~n11 (Touch Point) 1un11 
q 

1'1Ku~m1~mi'1"1JEJ~EJ~ffn1ii"il~u~m1EJ:::Lnh~ 1.-rlu 1.mUI.~EJf"ll11:::1.~u l"lUn~1u 1.1.~u~u ih r.1 ~ q 

1..h:::mf'! 'V'lUm1u~EJu"lfeJ:IJ~'Yn~trldi'V'lrf (Call Center) d:Ju~u EJ~~n1~EJ~1J~V111"il~imr~ 
~ q 

u~m1'Yln1l ~ 1 '!Kdj u Ll.J ~1 :IJ:IJ1 ~1~1u~ EJ~~n1~ EJ~ m1~~ :IJ EJU 1 'IK1.1.n ~n ~1 
q q ""' qj 

2. ~11:1J~EJ~n11"1le:J~cffuu~m1 d:Jum1 1~hcf~l. "lf1:1J11 iu~n11 1 un11~e:J 11 r11 :IJ'h 
~ ~ 

~e:J~m1 "il1n~1.111'1Ku~m1Ju~ n ~1'~~ 'V'le:J h Vl1e:Jhl 'V'lUn~1u~ e:J~ rh ~11 m"l11 h ~~ ~11:1J 
~ 

~e:J~n11"1l e:J~~n~11ii~l."ilU l.l.~:::~e:Ju ~ue:J~~11:1J~e:J~m1"1J e:J~~n~11'1Kd1~m1:1J~~ 'V'leJ h 
~ ~ 

3. ll1n11 eJr.i1eJ~ fie:Jm1 1'1Ku~m1~~e:J~ eJeJm1.uum1u~m1~rh 1'1K~n ~1f~n ~~ 'V'l eJ h 
q ~ ~ ~ 

1um1~11~1J~n11eJth~iimu.n1'V'l iil.nrn~~"li1r.J1um1eJeJml.uuu~m1 i~d' q 

3.1 fl11:1Jrln~e:J~ (Accuracy) l.~fl~"ll e:J~~11:1Jrln~eJ~1u~1UlJ~n11ii1-rl~11:1J 
~ ~ 

r~n~eJ~m:IJVI ~m Vl~t:.Jm rhJu l.l.~~fl~l.lJU~11:1JrJn~e:J~~1:1J~11:1J~eJ~m1"1JeJ~~n~1 1. "liu ~ n ~1 
'U q cu cu cu 

t 'Yl1b"l11:1J1~e:J1Jrl1:1JUlliV11 Vl1fi'V'lUn~1UL~h "111 h u ru VI1"1J f)~ ~n ~1 n ri~ rh 1 'IK ~n ~11~n L3J~ 
Ql q.t cu cu cu 

1um11'1Ku~m1~n~1 13J111l:::d:Jull1n1lu~m11u11.Juuu1~ 6J eJ~~n11.1.~:::'V'lt!n~1u~ eJ~ 'hu~ ~~ ~ q ~ 

l.~eJ~~11:1Jr~n~eJ~ i~ttu1u~1"11eJitcf~~1~ru~~~ m11'1Ku~m1~"il:::l.n~~11:1JrJn~eJ~L~u "il 11 r.~ ~ cu cu QJ' q cu 

~1~ru ~ ~~ n fi fl'V'lUn ~1 uiul. f)~ 'V'lUn ~1 U"il:: I. 1J ucr~ f)lJ h 'Yl Ef ~n ~1 VI 1n 'V'lUn~1 u,~ I. ri~ ii 
Ql q cu cu 

~11:1JGfl:IJ11rJn~1:1J11rJ1'!Ku1m1~rJn~e:J~m:IJ~11:1J~EJ~m1"1J EJ~ ~n ~1 u u 1 'Yl1~ ~ -rl1 r.1 1 un11 
~ ~ 

1'1Ku~m1~n~1EJr.i1~rJn~EJ~ iii~d' 
~ 'IJ 

1. i~hYJ~"lfeJ:IJ~V11e:J,hm:IJ'lJ EJ~ ~ n ~1 ~~ ~1 "11 eJVI ~ n 6J ri ~ n ~1 ~ eJ~ n11 
~ ~ ~ 

11:1J~~1~fu1~~EJ11:1Jrn ~11:1Jmn"1JeJ~~n~111d:Jue:~r.i1~h 1.-rlu tn1ll e:~11:1Jrn~ e:~r.~1n'V'l~~r.~ 
cu cu cu cu q ~ .::l' I I I 

~e:J~n11"Ifflflr.J1~ I. 1~~1U 

2. 'Yl1U~11:1J~e:J~n11VI'1eJm:IJn~u LU rr~ ~n~1 I. vi fl~11~ ~11 :IJi'~ I. ,-,u,1 u 
'IJ 

~.1e:~~ri~n~1~eJum:IJ 1.1.~::d:Jum1~ucl'ui1 l"lirm1unu~n~11."111h~1~nu 
~ 'IJ 

3. 1'1Ku~m1~rln~e:J~~1~~1:1Jfl11:1J~eJ~ n11"1l eJ~ ~n ~1 1 u~1uu~n11n11 
'IJ 'IJ 

1."111 h~n~1~mllu~~~~~ru:1J1n 1. 'V'l11::v11n 1'1Kf11~e:Ju uri~n~1L3J~1~U1::1.~UI.1.~1 eJ1"il~~ t:.J ~ 1 'IK ~ ~ 'IJ 

1.n~uruV1Tth 1'1K~n~1mn i.aJ~ 11mf~m1rh~1U.n1r.~1ueJ~~n1u11l~u~1.n~m1:1Jr.i~ r.~ 1 n 1 un1 1 
Ql ~ cu q 

l.l.nl"ll~1U (Rework) ~1r.J 

3.2 1.1~1 (Time) m11'1Ku~m1"1JeJ~~n~1ii1.1~11u 2 ~n'l3-rn:: fieJ 
~ 

1. ntn lM'v~nTi fieJ 1. 1~1~ eJ~~n1 h1un11 1 '!Ku~n11~ n ~1 1.1.~ ~::11 r.1 ~~ 
'IJ 

' ' il.t'..l:IJ 1.1r.~ni1 SLA (Service Level Agreement) I.UUI.nrn~ri~7lruri ~mh,-,::u flfil11J~nl1 
~ 'IJ 

2. tJN11eJflew fie:J 1.1~1~~n~1h1um11e:Jfuu~n11 ~~~1u1VIru1u~1u 
'IJ ~ 

u~m1~n~1i.aJ-nuum11eJ~ eJr.J irr~il.r.~:IJl.J nu1lnu fi eJ rh 1'1K~n~1mn~ f~n ~ uu~ ~1 r.~ "11 rn:: 
cu :w cu 'U cu 

1u~ur.J 1. "liu 1. ~1 '1!1. @1 Elf ~1"11 1"11 eJ~ llU1 ~11 VI 1m lJ ui'u~u1. ~ eJU1l:: ii n11 1iu~n11~ ~1"11 1 
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VIU1UUU:JJ1n ~U'Yh1~'lfi~~11UnT'J""HlfHlf..l~\l 1lU1fl11rlitf..I:JJ1"1fl~'Yh1'V\"~nvi1~n ~ ~ flUfl ~1 f..l 
'U 'U 'U 

L6JVI\l~VI~~"ll rn::1flfl flf..11~f..ln11~~Yi11VI" ~nvi1~ iiVIU\l~flfi:JJl{ it~ f..l ~1 11 VI" eh u ihi 1 Vl11 u 1 VI" 
' 'U 'U 

'Yl1U Li1U~:; 1VI"u1m1fl::L1L ~:IJL~ :IJL ~fl~f1\lf111:1J1h::rlu h ~ LL~ n ~h \11 VI" n 1J ~ n vi 1 , Ufl rir1u 
'U 'U 

n11VI1f111:JJfi~ LLtl~n 1VI6J "IJ fl\JU~~::lfu1m1 

3.3 ~J1L~:JJfl (Consistency) dJum11VI"u1m1~ii:IJ1~1~1ULL~::~fl\l1m.?J-1 1:: <i u 

:JJ1'311~1U'3J~fl~n ~1 Lrifl~nvi1m1iu1m11u1VIu L 1~11'31 ~1 VI u fl\l ~ n1n rf-11 Vl"u1n11~L6J ~ 'U 

LL'3ln~1\l flU L ~11::~nvi1~fl\ln11f111 :IJ ~J1 L ~:IJ fl f1 \l L ~Ufl \111 L 11 ~ fl\l n 111 'V\" &m vi Tii.n 111 ~ 
'U 'U 

1tl LL1J1Jn111J1n11"1J fl\JL 11L~rlufi11LUUflt.h\lh 3:i:JJ1~ H1U 1 un111 'V\"u1n11 LVI ij flUrlU'Yl n 6) 
'U ~ ' 

flf\l ii1'1f:JJ11ud'3lflu m.h\lVIii\1 u~~1\ld~fluanm.h\!VIii\l .J\l~Ltlufluflm~mnu VI~ fl~1\l f1 u 
' 

rl~1:JJ Vl1n fl\l~n11'311'V\"u1m1~L6J ~J1 L ~:JJ fl ~ n vi 1 ~ :;u n n \l11 1 ~~L6J LL U UflU 1 U n1 1u1n1 1 
'U 

Lbi1 LL~i\JVI1::nu"ll'::'311 ~16J~J1L~:JJmL~::L6JLLtiufl u 

~1tlL~l1 n11u1m1~~tfuLUU~\ltnfi'rumn~~~~~:;~f1\lf111:JJLL<3ln~1\l"ll fl\l1l1rh 1 i 
q QJ q q 

L 'VI'Uflni1~ LL"li\l-llu m11VI"u1m1~~1\lnu f111:JJfll~VI1\l"IJ fl\l ~1uu1m1LUU~\l~~ fl\ln1::rh LU u 
'U 'U 

m.i1\l ~\l L ~11::~fuu1m1~::~fl h :JJ1mh'l~1u ~\l~ ~ fl\l n1 1 LL~:: Lri fl~i'u u1n1 1ii f111 :JJ oW\l 
'U 'U 

~fl hn~::~ fl\ln~u :JJ11iu1m1anflf-11uau1fl'31 

"'·I "' 2. 3 fl\1 ~ u ,-::: mnam\1 n THJ "'in T'l" 

1r1rhm11u1m1 ~:JJ11mLtl\lLtlum1u1m1~~fl\li:JJ ~ ~nu ~ n vi1 u~:: u1n1 1~L6J 
' 'U 

~El\li:JJ~~~nvi11~f..l~1\l ~\lf111:1JoW\l~El h~::LL'31n~1\lrlUL ~11::i~m11iu1m1~ ~1\l flU U ~ ;ij f..l 'U 

~~::rh 1VI"di~ fi11:JJoW\l~a 1~"IJ El\l n 1 1u1n1 1 ~a fl rn11 1 ~"ll a \l n 1111 1n 11 ~ n ~rn::"IJ El\l n 11 
' 

u1m1 LL~::n1::111Um1U.1 L ~ua n 1 1u1n 111:: Vll1 \l ~ Vl"u1n1 1 LL~:; ~ fu u1n 11 ~\l rl' 1 n1 1 
'U 'U 

1VI"u1m1'311\lrl1J~\l~ ~1uu1m1iif111:1J~fl\ln11VI1fl~1\l nu fl11:1Jf11'31VIl\JV11fltl 1:: ~1J n1 1 n! ~ 'U 

Lflf..IL~1uu1m1mci fl:JJ~::u1:JJ1~\lf111:JJoW\l~fl h 1uu1m1,fu 6J ~\lm1n1::rh ~1 f..l11\l n1 f..l ~ fl 
n11U~'31\lflfln~1f..ln11LL~\ln1f..l tJiju~n11 fi1f..l1 ri1'Yl1\l LL~:;i~n11~'31~1 ~\ln11111n11 
~1:1J11rHL~~\lflflnbUU 2 LL1J1J ~fl 

1. .ffu~aUm11VI"u1m1 LUUn11U iju1im1~1:JJ.ffu~au LL~::L 'Ylflitfi"IJ El\li~tl iJ u~ ~ 
nn~ fl\l L VI:IJl::~:JJ L ~fl 1VI" ~1uu1m1 1~t11::1f..l"ll'U '311\lm:JJf111:JJ~ fl\ln11:JJ1n~ ~~ 
'U 'U ' 

2. ~r]~n11:1Jn11U1nTJ" LUUn11LL~~\lflfln~1Un11LL~\ln1f..l ~VIU1 LL11~1 n1m 

ri1'Yl1\l LL~::m1~~~1 ~\l~r]~n11:JJ~~ ci fl:JJ~f1\lf111:JJ~ 1VI"Ln~.tunu ~u1n11L~L tJ ufl ci1\l ~ 
qJ - q Ill 

L~mi n11Lb~\ln1f..1~~1)1~ ~::en~ L1f..lufaf..l ~VIU1bL~::Ln1~1~fl:JJLLci':JJLL~:JJ1~~flU1f..lu n1f..l1 
' 

ri1'Yl1\l~ ~11l~elflUUfl:JJ m1~~~1~1 f..l1i1 L~f..l\l~U:JJU1 ~ ~111~"11'~ L ~u1VI"Ln f..l1~ iiVI1\lL~f..l\l 
' 'U ' ' 

' ' "' e::f I '1J V ~ I J::l, ,::t V Q..o I Q..o .c:i ~1nf111:1JVI :1J1 f..I'Yln~11 :IJl"lll\l~U~:;L VIU11n111J1n111J::Ln f..I1"1J El\lnlJ VI ~lf..l ~1 U ~ \l U 

(el1\l1u 1l111nt Tt11rd\l h~u. 2551) 
' 
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1. ~1uu1nT~ Vt1m~n~1 oft,n!'ui1lllueJ.Hh.h::neJu"1JeJ .. JnTnJ1m1~iif111:JJ~1~ru ~ ~ ~ 

~~en l iieJ,r;nmil1Vt m tJVt ~n"ll eJ~m1u1n11 fi eJ f1 11 :u ~~ v·w h eJ rh ~ ~ ~ ~en"ll eJ~ ~i'u u1n 11 
~ ~ ~ ~ 

fi' .cl ~::::t 6' :::, • t:: o 4 ..., o.J" d ..., eJ~m.h::neJu eJW) eJn 4 eJ~mh::neJuuuen1~nnn n1 Vt uen Vt 1e1 ~11~ ~11f'l"ll U:JJ1l ~ eJ n11~11~ 
~ 

f111:uw~~eJhm.h~~~~en 1idien.funu~i'uu1m1J~ju, Vt1eJn~118m!t.~ Vt rt~ fi eJ ~i'u u1n11 
~ q ~ ~ 

lUWilen b~:JJ~U"ll eJ~m1u1m1 Vt1n L1iii~i'uu1m1bb~1 eJ~fi'th::neJu~u "J v eJ:JJLlil nen.fu ~ ~ 

2. wl-i1t.~u1m1 Vt:JJ1tJrJ~ VtlbtJ~1u~nm1eni-J.ful~m..J~~~1uu1m11u~1u~h~ 6J 
~ 

l ~m:'l1u1 t.lf111:JJ~::~1nVt1eJ·lh m Vt~muiUf'lf'lL'l~u Ten t.1 eJ1-;J ~1l itun11L u~n "Mrn:: l i1"1J eJ-J f1 u 
~ 

b~t.ll lf1~lfUff1U Vt1eJu1~'Yl~hnenfll~ LlL'l::LUUL~J~Vt'\.l.1 t.l-.11 U"ll eJ~ i'~bb L'l::Vt'\.i 1 tJ ~1 Ub eJn"D"U ~ ~ 

Vtli.1 tJ-J1uu1m1-;J::iiu f'lf'lL'IVt1eJn ~:uuf'l f1 L'll tJ u~ 'll1L un 11~ 1l it u~ 1 u 'Y11 ~ li1n -;J oft-.1 l'1 t.1 n 11 
q q q qJ q 

~u1Vt11Vt 'l-i1 t.1~1u T~ t.1 ~u1Vt11Vt'l-i1 t.1 ~1 uii u 'YllJ 1 'Y1 ~1 ~ ru ~ eJ n11rh Vt uen f1 rn111 ~"11 eJ~ n 11 
,. '1.1 11.1 q 

u1m1 l iieJ-J-;J1neJv1u~1u::~'ll1"1! eJ-JVtli.1 t.1~1u~ ii~1U1-;J Ten t.1 ~1-J llL'l:: ii Vt u 1 ~ f1 11 :ufu ~en "1! eJ u ~ ... ~ 

Vt~n 1um1fi1Vtu~fl~'Y11~n11~1l itu-J1U"ll eJ~Vt'\.l.1 t.1 ~1 u Ten t.1 n11fi1Vt uen u T t.1 u 1 t.1 1 im1 m! 

nL'l t.1'Ylnm1u1m1 ien ~11'Yli'~mn1 11~1::dj t.~u UL'l:: n 1"1l n rnst1 ~1 ~ 6J ~ L'l eJ en -;J Ul tJ u~'ll1"1l eJ~ ~ d) ~ 

~tliju'1i~1u1viu1m1"1! eJ~Vt'\.l.1 tJ-J1U~1 t.1 

3. ~tliiu@i1i~1uu1n11 Ltlu~~~1 Litun11u1n11 Vt1eJ~-J!i e1Liu1n11~ eJ ~ ~ ~ 

~i'uu1m1T~ t.1en1~ T~ t.1 eJ1-;J::iitlij i:u~unLL~::tl11n!J i1 @i eJ~i'uu1m1Vt1eJ11in1~ 
4. t:-~~~r1rnst1u1m1 Ltlun1::u1um1 Vt1eJ1im1'1l1L~UeJeJ11riU1:: Tt.~"D"uVt1eJf'l rnfi1 

~ @i1~ 6) ~Vt'\.l.1 t.1~1UlJ1n11LbL'l::~tJ iiu@i~1ULlfu1m1:UeJ1J Llf rllJ ~i'uu1m1 
~ ~ ~ . . Q..<O ~ A .dl A I d 5. ~n"Mrn::'Y11~n1t.lll1~bL~::~n1~Lnen~eJ:JJ"lleJ~n11U1n11 Vt:JJ1t.lrl~ ~~en1~ 6J 'Y1 

~1uu1m1~:JJ11rli:u~~1~~1t.IU1::~'Yli:u~~J~i1 11ii1-;J::dJum1:JJeJ~L~u m1L~n~u n11 ~ 

L~fiu m1leni:u1~"1!1@i u~::m1L~i:u~~ eJ~fi'tl1::neJu'Y11~ n1 t.1 111~~-J f1 1e111 f1 ~ :u n-.1 ~~ ~1~ 6J 
~ 

mnmt.~ l1ii1-;J::Ltlui1eJ1m1 ~1U-;JeJen1n m1~mL@i-J eJtln1rnLf'l~eJ-J!imf'l~eJ~1i 1111t.11n1~ 
q . . 

~ Q; d. Q..<O 

u~:: bL:JJn1::'Yl-J Lf'l1fl~ uu U"ll eJ~~un~1u 

... "" 2.4 ~ntHU.::'7.1eJ\InT'iU"mT~ 

L iia~-;J1n 1uu-;J-;JUU1i1n-;J~1um1u1m1L~L'li1:u1ii u 'Y11J1 'YlL u 1 ~ n111i1n-;} ~1 :u11r1 
~ ~ ~ 

b'1t.in L~i1LU un~tJ'Yln~·h~fl11:JJ bUUL~~'Y11~1i1Tl';l un1"1!1n11~1Un11~~1enVt ~1 mhuL~bb~en ~ 
~ ~ 

m1:u~~b ~U~f1~1t.lf'l~~nub~t.llnuf111:JJVt:JJ1t.i"ll eJ~m1u1m1LUbb~:JJ:JJ~b uu~n"Mrn::"ll eJ~ "n11 
~ 

u1mw]~~1rn"D"rf'· Vt1eJli1n-;Jm1u1n11~ li~ Vt 1~ t:-~ L'lrh h1 Uli1n-;J u1n11 n11u1n11Ltl u • • • 
n1::u1um1Vt1eJn-;Jn11:u~ bn~ifu-;J1nm1tlii i:u~un1::Vti1-J~~~eJ~m11iu1n11 ( ~u1Tn f'l/ 

~ ~ ~ 

~nfl1/ ~i'uu1m1) rl1Jt:-~Llfu1m1 (Li1"1JeJ~n-;Jn11/ ~Un~1U-J1UU1n11/ 1::1111n11ienn11 ~ ~ ~ 

u1m1) m1 1viu1m1-;J::~eJu~ueJ~f111:JJ~eJ,m11eJV1~LeneJri1~Vtrt~1viu11~t:-..J ~ ~1 L ~h ~ eJ~ e11 vi' t.1 
• 
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fl11:JJLL<ilmh.J1:::vr:hmT~u1n11 t<il t1 n-1n "ilu1n11"il::: ~ .J L 1Xun11n 1:::rh~ <il e:Ju l.'iUeJ.J fl11 :JJ 
~ ~ 

~e:J.Jn11"1le:J.Jflmh ~l.'il:JJ11m.b1tl~fl11:JJ~.Jvwh~1~1uu1m1 
~ ~ 

.Q. 6"' I d a.,. .d" d Q..oo .Q. d 
~y.j1111rn 111rn11 nt"lrtJ ( 2554) n t'l11 bi.J t'l m~rn::: y.j'U_!1 UL n t1 1 n u n11u 1n11'Y1 

'VI t'l1n'VI fl1 t1 1u~1Un11<ilfl1<i1L1 i.Jd' 

1. LLU1~<il~U:ii1UL~tl1rl1Jn111~u1m1 ... 
1.1 iu~e:J.JL~L~ Li'Jum1u1m1~i'u~e:J.J'V11e:Ji:JJ ~ i.'il~L~ ~1 t1 tl1::: l.'i1'Yl i:u ~ l.'i 

J.J 5 l~l1"il:::ri tJU:fieJ'VI1tJ'VI ~.Jm1tfi'e:J~.J 1~~1 LUU~El.Jfh U.J n .J n 1 j LL "il n ~ 1 tJ ~ufi' 1 l~ ~ tl.J L n 1J 

i'm~1 1~~eJ.JmUfl:JJ~ufi'1fl.Jfl~.J 1~iilfru'VI1L~rnnu~ufi'1"1h1<il 'VI1mRtJ'V11tJ if ru'VI1"il1 n n11 
q QJ q Q,l 

,:;:J' IQ..o.Q. I A 

'll1 tl"il.J"ll Ue:J t1 nu n"il n11:u l.'i.J Ll.'i1:JJn11'll1 t1 'Yl1.J n11<ilfl1<il 
~ 

1.3 t:-Jliu1m1ii~1wh:u 1um1t:-J~<ilu1m1 ~tlu tJn fl11 :JJ ~ tJ.J n11'll tl.J <il UL tJ.J ~ 

LLTl ~'ll1 tJ LLfl:::~'lJ1 tl l.'il:JJ11bl@l tllJ l.'i'Ue:J.Jfl11:JJ~ tl.Jn11'1J El.Jflnfl1l~ L rttl.J"il1nt:-JL"J!U1n 11 LLI¥i fl::: flU ~ ~ ~ ~ 
~ ~ a , ~ 

:JJfl11:JJ<il e:J.J n11'Yl LL<il n <il1.Jnu 

2. Lm1~@1L~mnu~m~rn:::~1fi'ry 3 t11:::m1 

2.1 iu~e:J.JL~L~ 

2.2 u1m1LUU'VI'd,.J 1un"il n11:JJbb'YlU~"il:::Li'JU~.J'll El.J 

2.3 m1t:-J~<ilLLfl:::m1u1Tnmi'Jun"iln11:JJL~rnnu 

3. LLU1~<ild'"il:::L UUfl11:JJ~1flrufl11:JJiu~eJ.JL~L~ ~.J~n~rn:::~u~nu'll tJ.J n11u1n11 
~ ... 

1un-1n"ill.'i1:JJ11bl Ll.'i'Utlt:-J~<iln rn~L"ll ~@lfl1@1 L<ill WV\ fl1ti1U LblJlJ i.Jd 
~ ~ 

3.1 ~ufi'1~ii~n~rn:::i'u~e:J.JL~ 1~iiu1mwn1:JJ1L~tJ1"1i'eJ.J L"liu "il1U ie:Ju 'VIi 

J1 t11~1.J~ El.JJ1 l<i!bltl1:::1.'i.J~~ El"ll1 t1 i1 ~ufi'1~iu ~ El.J L~ 
~ 

3.2 ~Ufl1~iu~ tl.J l~ Ufl::: iJ n 11U1n 11 fl11J fiLtl ~ 1 t1 L "lfu L fl ~ fl.J rh J 1 ~ u 
~ ~ 

3.3 'll1t11J1n11LUU'VI~n t:-J~<ilnnt~LUUL~ti.J~1ULI.'i1:JJ L"lfu t:-Jl!lltll.'i111bl'tldf 
~ 

Li'lum1u1m1~~eJ.Jm1:fitJ ~e:J u1m1'1JU~.J ~1!31 t1 l.'i11L~i.~1u ~.J ~ ii i1 <11 ULLI¥iL~1u tJ1 'V\11 
~ 

g... ~ ,.:!1 I .Q. 

y.j1e:J:JJ Lfl1eJ.J !31 :JJ1:::'V\11.J b !31 U 'Yl1.J 

3.4 'll1tJu1m1eJci1.JLL'Yi"il1.J L"liu 'Yl'U1tlfl11:JJ u1~'Yli!ll'V11.J1U Li'Ju~u 

n-1n"il'VI1eJtJ.J~n1l.'il:JJ11n1~m1u1m1uri~m1iu1m1 T!llt~mit~ilim11¥i1.J 6J i.Jd ~ ~ 

1. m11iu7m11~tJeJ1itJflu•i'lu'VI~n 'VI1mL1J1Jy.j1J'VIU1 (Face to Face) 

Li'Juilim1~~ni1ili~u L y.j11:::m11iflu1un111 ~u1n111.'i1 :JJ11ntl1u L tl~ t1 un11u1n111 i 
LVI :JJ1:::1.'i:JJrl1J flnfl1'V11eJ ~fuu1m1LLI¥it'l:::11 til~ LLfl:::~n~rn:::'ll D.Jn111J1n11"il::: L i'J Ubb 1J 1J 1n ~<] !31 ~ ~ 

i.J~UV11nn-1n"il'VI1DeJ.J~n11!ll iiy.jun .J1 u L -;i1V1 1X1 ~ ~1 ~u'1n11i.~~ fl n fi'1 ~1u u1n11"il::: 
~ ~ ~ 

tl1:::'Yluh fh:::Yh1~n-1n"il'V11e:Je:J.J~n1~u t11:::1.'iufl11:JJ~L1"ilL!ll1~mn LLI¥iilim1diiieJ~1n!ll1u 
~ 
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b~Eh'l"ll Eh'l fl11 :u bb~n <1h..:~1unT~·1iu1n11 rn b 1 t'11~ Cil1..:~nu b tie:JH1nn111iu1n11';1 :::i.:IJ 

b 'VI i'JEJUrlU :IJ1~1~1Un111iu1m11UbbCiJt'1:::flf..:JnL:IJb rhnu 

2. m11iu1m1~1£.Je:Jtln1rn~h~mne:Jitntf U';J';J uuuu-J1 iifl11 :u ~1i ru 
q q ., 

mm tie:J..:J';J1nm1btl~£.Juutlt'1..:J"ll EJ..:Jb 'Ylfl t utt'1~Cil1..:1 6J ~iim1~~ u1 b ~ EJGlUEJ..:J fl11 :u ~ EJ..:J n111 i 

L'1mh~fuu1n11tn:IJ11nu1m1i.~~1£.J~Ube:J..:J (Self Service) bbt'1:::ii~u'Ylum11iu1m1~1n'i1 ~ ~ q 

m11iflu1~u1m1~..:Jm11iu1m1bb<1lt'1:::flf..:~';J:::ii:u1~1;j1Ub rhnu bb<1lm11 iu1"n11~ 1 £.J i lid'ii ... 
'll mhn~ 1ub~EJ..:~m1tli'u1tl bbuum11iu1m1~1:Um1:u~EJ..:Jn11"1J EJ..:JL'1nfi'1 bb<1it'1:::11 £.Ji.~r.nn 

~ ~ 

Elh ~1..:J1:::'V111 (2554) i.~n~11n..:J fi11tlf1..:J fl11 :UoW..:J 'W El h 1 in 1J ~fu u1n11 t~ £.J 
q ~ 

W';J11lli1';11ne:J..:~~tl1:::ne:Ju 5 ~1u i..:~d' 

1. m11iu1n11EJ£h..:Jbtl:UEJ1l1fl (Equitable Service) ~Elfi11:U£.J~li11:U1un11 
q 

U1'VI11..:11U"lJ El..:Jf;j~l1f!U'Ylnf!Ub Yi£.Ju b rhnu i..:~J'utl1:::"1!"1"1l"U'Yl n fl U';J::: l~fu n11tl n U~ El r.h..:~ 
a ~ q :.J 

b Yi£.Ju b rhnu 1u3:1:u"1J EJ..:~n~'VI:IJ1£.Ji.:l.liim1bbti..:Jbb£.Jn 1um1 1iu1n11tl1:::"1!"1"15U';J::: ~ EJ..:J i.~fu n11 
tJ fi u1i1 U:IJ1~1~1Ub~ £.J 1 rlU 

2. m11iu1m1mh..:~r1ub1L'11 {Time Service) ~Elm11iu1n11';J:::~EJ..:J:UEJ..:J11n11 
1iu1m1tnli11rn::';J:::~EJ..:Jm..:~n L'11 ~-mm1ufiu1i..:~1u"lJ EJ..:J'VIU1 £.J..:J1U1l1fli'~ ';J:::i.:IJ ii tl1d~·'Yllit:.J L'1 

bt'1 mi'1 i.:1Jiim1:U~1..:~Cil m 1 L'11 ~" i.:l.ltl1:1J11ntlf1..:Jf111:UoW..:J'WEJ h 1imitl1:::"1!"1"1l"ui.~ 
3. m11iu1"m1m.h..:Jb~£.J..:J'WEJ (Amber Service) ~El fi111iu1n11Cile:Jtl1:::"1!"1"1l"U 

';J:::~EJ..:Jiif111:Ubtl:UEl1l1fl th111U1Um11iu1m1 bbt'1:::tlmu~1iu1m1L:I.lb ~£.J..:J'WEJ n tlf1 ..:1 fl11 :u 
i.:IJ£.J~li11:Ubbri~fuu1m1 

q ~ 

4. fi111iu1n11EJE.i1..:JCile:JbtiEJ..:~ (Continuous Service) ~flfi111iu1n11flE.i1..:J 
tl~1btl:U fl t~t~ Ei~tl1::: 1£.J"l!"Utnli11rn::d:Ju'V1 ~n i.:IJEi ~f111:U'WEJ h "lJ EJ..:J 'VI t.b £.J "1 u ~ u1n 11 b ri fl1~ 
'VI1fl'VI £.J ~lbri EJ1~ 

q 

5. m11iu1m1flE.i1Ml11'VIib (Progressive Service) ~Elm11iu1m1tl1li11ru.:::~ 
m1tli'utl1..:Jflrn111'WbbG'l:::~G'l..:J1U 'VI1e:Jm1b ~:utl1:::~'Ylli1l1'W fi11:Utn:IJ11n~';J:::rl1'VI ib ~i.~:u1 n q q 

:ffu t~£.J1i'Yli''Wt~1mbti1b~:u 

Philip Kotler {2000) i.~n~11n..:J..:J1u~~iqJ"llEJ..:J1prhu1m1i.13 tl1:::m1~EJ 

1. n111J1'V111fi11:Ubb~n<111..:J';J1fiflbb"li..:J"l!u (Managing Competitive Differentiation) 
'U 

.J1U~1Un11~~1~"1J EJ.Jt:.JLiu1m1';1:::~ fl..:Jr111i~~~n rn"ti'u~n<111..:J';J1nfibb"li.J"1Ju d:J um1~1u 1 n ~ 
'U 'U 

11:::~fl.Jtlf1.J 1ib ~u'llmb~n<111..:J"ll EJ.Jm11iu1m1EJE.i1..:Jb!1lui~ 1ufl11 :u f11 ~'VI1..:~ "lJ EJ..:J G'l n fi'1 n11 
'U 

~~U1flrn111'Wm11iu1m1~b 'VI'Ufl n 11 f1 bb"li .J"l!u tl1 :U11n rh i.~ ';11 n f1 rn111'Wn11 1 iu1"n11 
q 'U q 

(Service Quality) d:Ju~.J~iqJ~.J'VIti.J1Um1tlf1.Jf111:UCil1.J"llfl.J~1rh n111 iu1"n11 t~ £.J n11 

fn"M11:::ium11iu1"m1~b 'VIUEJn 11 f1 bb "li .J"l!u ~ EJ.J b tlUEJfl rn111 'Wn111 iu1"n11~1 :u~ t'1 mh 
'U q 'U 
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m~'VI1.J11 ia11~~1.J s:J ~b~LJ1nu~rrn111'1-'lnT:i1iu'inT:i~~n~1~e:J.Jm111::l~111n111::~u n11rn 
'IJ • 'IJ 

hw&i~ 'VI1EJ111nm1'1-'l~111n~EJ111n itnm1~~1~~El.Jthm1ioilm ~El 1iYJ11U n.Jf!'d 111 fll~ 'VIl.J 'IJ 

~~n~1~El.Jn11~n~1~EJ.Jm1b~ eJ 1~ u~::~rnu.~~ ~n~1 ~ EJ.Jn11LU.111 uu u ~ ~ EJ.J n11 t~ r.~ 
qJ 'U 'U cu 

itnm1~~1~~a.Jrhm1i<ilr.~ b ~eJ1iY111un.J'VI~mnrn~m1ii!~~u.h b~ eJn 1iu'in11"1.1 EJ.J ~n ~1 
'IJ 

L:J..il11i1n1JbbUU 1~nm11~ml111:: 1-i'VI ~mnrn"l'i'~ El '111 dvh11nt1 n.J fl tll.111'1-'l"l.l f).J n111 iu'in11 
• 'IJ • 

lii.J~U.m1~11.Jm111bb~n~1.J1u.~1U.n111iu'im1iilii.JU 
1.1 m11iu'im1~b~U.EJ~EJ~mh (Offer) t~r.~~1111rn1111nf!1111m~'VI1.J"l.l EJ.J 

'IJ 

1.1.1 m11iu'im1vi'U._!lU. (Primary Service Package) ~El ~.J~~n~1 
m~'VI1.J1111::L~fu111nn11n11 b "lfu. ~rnuu.m1~m~1 ~n~1m~'VI1.J1111:: 1~fu n11b 1 r.~ u.n11 

'IJ 

1.1.2 ~n"Mnt::m11 iu'in11b ~111 (Secondary Service Features) ~ eJ 

m1u'im1~ihm1ii1iv~11b~1IU.eJm wti.EJ111nu'im1vi'u.q)1 u.J1 111 b "lfu. ~rn uu.n11~n '1:!1-1 ij .... 

"ll'111m~'im1n"M::~1U.~1.J s:J bbriun~n'l:!l-1 iiY1u.m1~n"M1~uu~u.u.irn~n"M1 d]u.~u. 
• • 

I A .4 I .c::r, .::::ld 1 

1.2 m1~.J1Ie:JUU1n11 (Delivery) fle:J n11~.J11e:JUU1n11Yl11flntf11'1-'leJLI1.J 
• 

~~1 b~11EJ L~b 'VIueJn11fi wli.J t~ r.~m1~au ~U.EJ.J f1 1111 f11 ~ 'VIl.J 1 U.fl rnn1 '1-'l n 111 i u'in 11"1.1 EJ.J 
'IJ • 

~u'itnf! f11111fl1~'V11.Jbn~111m.h::~um1rn1u.EJ&i~ f11'1-'l~"l.l EJ.J n11 tSJJ "Mnt1"1.1 EJ.J li1n11 ~mh 
'IJ 'IJ • 'IJ 

b~eJnli1n11 1iu'im1 t~r.~nmnrn~111r.J'VI~.J111nm1bi1fum1u'im1 b"1.111l::b111mJ b Yi r.~uu'in11 • 
~fufnuu'im1~f11~'V11.J n1u'im1~fu f~1n11u'in 11~ f11~'V11.J i.i ~m1'111::i.:J..i ~u.h n1 

'IJ 'IJ 'IJ 

u'im1~fuf~.Jn11f11111fl1~'V11.J"l.l EJ.J b"1.11 ~m1'111:: 1"11'u'im1.ft1 
'IJ'IJ 'IJ 

1.3 n11~11.J111'1-'l~n"Mrn (Image) t%1'VIfuu'i~Ylri1iu'in111~r.~a1ir.~ 

iqJ~n"Mrn (Symbols) ~11~u.~1 (Brand) t~r.~ mimfi~EJ.Jii eJ n11 tSJJ "Mrnl u~::111::"11'1 im~·u.i 
d d 

bb~::m1~EJ~11m1~~1~ au. s:J 

2. n11U'i'VI11flnt111'1-'ln111iu'im1 (Managing Service Quality) dJU.n11bmr.J1JbtlLI1J • 
1::'V111.Jmw'im~m~'VI1.J bb~::u'im1~i.~fu n1u'im1~i.~fu~1nl1fl1111m~'VI1.J t'ln~111:: 

'IJ 

f&n11u'im11:01~fl nt111'1-'l bb~n1u'im1~"l~fu ~.Jnl1f11111fl1~'VIl.J ~m1'111:: f~n 11u'in11~ 
'IJ • 'IJ 'IJ 'IJ 

i.~fuiiflrnn1w ~.Jflrun1wm1u'im1n11::L~111~1qj1u. i.J~u.~.Jiiirni oil r.~ 1~ ~u. wu lil1 ri1 'VI u.~ . . .... 

flrnf11'1-'l"l.l e:J.J1J'im1Yi iif11111~fi'ru i.~bbri . "' 

2.1 f11111U1b~Eltle:J (Reliabili!y) m111~1111n1u.mm'in11 Yirh1i~u.h1u. 
u'im1~ll11.Jh1~ bb~::nn~eJ.JbbUU.eJU. 

'IJ 

2.2 f11111b~11 h bb~::fl'd111'1-'li'EJ11 (Responsiveness) f11111b~11 h~11::"1f1 m 'VI ~El 
~m1'1 bb~::b~1r.~ 11f11111'1-'li'EJ11 lu.m1u'im1 
'IJ 



17 

2.3 m1futh:::nu. (Assurance) ~1111-f Lbiil:::~1111~1l1'V'l"l..€h'liiln"ii'1.J Lbiil::: 
'IJ • 'IJ 

~1111~11111tl"ll eh'l iiln"ii'1\11u.mnh Lll'l a~ ~1111b ian a u~:::~1111b imru. 
'IJ 

2.4 n11Lfl1h1~ (Empathy) n11~LL~Lmh1~mi~mi'1LU'V'l1:::11LIVI1e:Jl'ln11LJ 
'IJ 'IJ • 

2.5 m1tl'mT~i.~ (Tangibles) m1t111n!J"l..fl\I~\1~1U.1LJ~1111~:::~1nl'l1\ll<Ql~ . . 
d A Q.ot A 

L~1fl\111e:J u~r.::nn11<Qlfll'l1\lm1~fl~1 • • 
3. n111J'1V111t11:::~l'li1l1'V'l1u.m11iu1n11 (Managing Productivity) 1u.n11L~:JJ 

1h:::~l'li1l1'V'l"l..e:J\Im11iu'1m11nn~u~m1~1111mhi.~ 7 1n-~a • 
3.1 m11i'V'lun.J1u.'Yl1\11u.mn~fu.VI1aii~1111"151u.1ru~"~u. ~1mh"i11\lb ri1L~:IJ 

~'II 

3.2 L ~11tJ'1mrum11iu~m1 l<QlLJ LJ a11~ru L;.LJ~ ni.111'V'l1J1\I ~1U.iil\l 
'IJ ~ • 

3.3 Lt!~LJU.1J~n11LidJu.LL1J1J fl<Ql~1VIn1111 t<Ql m ~11L~~fl\l i:i m "Ji1111'1h L1 ~f1\l • 

3.4 m11iu'1m1Yii.tJ~~m11iu'1m1 Vl1a~u.fi1~U.s:J 
"' 1"'"'.1 "'"' .,¥ 3.5 n11flflnbb1J1J1J1n11 V\11u1:::~l'l1i1l1'V'l111n"llu. 

3.6 n11LVI'i\l~\l hJ ~nfi11VIL'lfLL1\I\11U."ll fl\1 b "1.11 Lbl'lU.bb1\I\11U."ll fl\11J~~l'l 
'IJ 'IJ 

3. 7 n11U1L l'l~ 1 u.t~~m h'1u.m1u'1m1~~u. 

f!U.rJ1J~n11l'lr1 n 11 11 VI 1ll'l LJ1 ~ LJ fl1u.~ 1U.l'l1l 1 1~ I,~ i ~ '1'11 ~ i:i a :JJ1 <Ql1~1 u. n11 
'IJ 'IJ ... 

1iu1m1Yi~rt'1rf\l fl\lfln1 (2558) tn'VIfui~ e:J1J111 1i nu'V'lun.J1U.1iU.1m1e:J1m1~\l L~11::: '1-f rt' 1 

t11:::L l'lfl <Ql111u.1LJu1L~ "1ia~.u'1m1~1 LJ h" L ~a'V'lun.J1Wild:::VIunn.Jm11iu1m1~1 LJ~ 1 h LL ri 

~nfi1Yim1iu'1m1 LL~::: 1i'V'lun.J1u.ii1tJ LLuum1u'1m·nuu. i.tJ1u.Yifll'l1.J L~ LJ1nu. i.J ~ai.tJd' 'IJ 'IJ 

1. "liam1tJ fiu"i~1VIfu'V'lun\11WY~n~u.1u.m1ii~<Qlu1m1YiLuu.L~fl~1 LJ 4G 1 u.n11 

~f1\I~<Qlu1m1YiLuu.L~f! (Excellent Service Mind) 'V'li'e:J11Liu'1m1m.h.JtJ1:::'t1uhLm~nfi1l'ln~u. 
~11~~uu.1?1~ "~<Qlu1m1YiLum~fi~1LJ 4G" ~"tJ1:::nau~1LJ 

'IJ • 

. 
Good Attitude ~fl ii'ti'f'!u.~~fi~~a~mh 

'IJ 

Good Listener ~a fuw.J~mi1~1LI~1111i\lh Lb~:::1Lm1:::'1-fm111~e:J\In11"lle:J\I 
'IJ 

~m1'1 L ~fl~1111tl<Qle:J1J ~U.e:J\1 I,~ mh.Jnn~a\1 
'IJ 'I 

Good Problem Solving Skill ~a ii't1nM:::m1LLnUruV111i~nfi1 LL~:::iJa.Jnu.n11 
~ 'IJ 

L n<Qlu ty'V\1 L~ 11Bn 1u.am~<Ql t~ LJLa.i~:::b~<Qlu.1LJu1LJ"ll a \I a.Jf1n1 

2. "li a~11tJ fiu"irt'1 i.tJ ~1VIfu'V'lun\11U.l1n~u.1u."l.. ru:::tJ fiu"i Vl'~t 1 fi Yl un \11 u.l1 n ~ u. 

~11tJ fiu"im!1fi m11 LLU.1l'l1\l SUPPORT 
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s- Smiley greeting ~EJ rl'11u£f11l1nrnu~mi'1'Ylnfluri'rl1J 1J1L"HW.1l1t.J1u~uri 
'U q 

1i1J'1n11 

U- Understand Customer ~EJ Vlt.l1t.J1mhwnm-ihh~.Jri~n~1@1EJ.Jm1@1-wl;r;J1.J 
'U 

111~1Utl1U fl1111@1 EJ.Jn11"ll EJ.J~mi'1 t~ uhlflJ-rl.J m.h.J~.J h 
q 'U 

P- Polite Behave ~EJ i:i"1111Ll1l1Vl ~EJu1uu1um11i1J1n11~.J11~1LL~:: n1t.11 
q 

'Yi1'Yl1.J L"liu n11Vl~~1Ll1l1Vl ~.Jrl1t.J@l1u fi::/ "f1J 'Yln"f.Jri"m11J~n~1LL~::fi1m'Yi1'Yl1.J 111-h cu q q q cu 

~::LUUn11~.J ~U 'VI1Eln11L~U 1irhm.h.JUEJ1JUEI11 Ll1l1Vl LL~::1idit.J1~~n~1'Yln"u 1111~-J 
q 'U q 

111ti.JL~t.J.Ji.J 'VI1EJ~::tnu"m1u1u"llru::mi1u~uri1i1J'1m1~n~1 
q 'U 'U 

~ .:::1 Q.ot .d ~ ~ v .:::1 

P - Prompt to Service fl EJ 11"1 111 n 1:: u 1J n 1:: L U.J n 1:: ~ EJ 1 EJ1U LL~:: Vl 1 El11 'Y1 ~:: 

1itJ'1m1~n~1l1wn1u"ll ru::tJ n1J1i'VI 1X1ri1u~uri1J'1m111111 11~-J-rl.J L Vl~.J -rl.Ji'Yl u rf.J LLlJ 1J Ll1 11 
'U :w q 

'VI-rl.J 'VI1EJ111" t.1 t 'Y11i'rl'Yl1UL~El.J ~1 ui 1 1 un1 1U 1i U~ 'VI U 1 ri UEI n ~ 1 nit@! El.J 111 flJ tJ 1:: 'Y11 U 'U q :w 

EJ1'V111 "llU11 'VI1mit.~1'VImmJ~.J 1u"llrn::tJfi1J1i'VIu1ri1u~uri1iu'1m1 
0- Offering Other Services ~El i:im1LlEI1Jf1111"1111@1EJ.Jn11 Uqj'V11~UGJ "lJEJ.J 

~n~1 L ~11L~111l1t.J'VI ;.J LGO~~m1 1i1J'1m1 1uLLI1i~::flf.J LL~::Ll1m1tl'U.1 L LlUEJ ffu~h 'VI1 EJ1J'1n1 1 'U 

.d .:::1 Q,; v 

EIUGJ 'Y1L 'VI1!1::Ll11n1J"1111~El.Jn11 

R- Respect for Customers ~El @!EJ.J1id1m~ LL~::Lm1Vlff'YlTiti1U1J""~"lJEI.J~ n~1 
q 'U 

t~ t.J 111 L U ~ Lc..J t.Ji E13J ~ 'VI1EJ111n ~11 ~.J ~n~1'Yi1U~U 11111~:: L tJ U 1u@l1U1J 1 n'VI1EJ@l1U~1J 
'U 'U 

T- Think as Customers ~EJ LEJ1h~n~11111tihL11m1ri~:: 1iu'1m1~n~11@1EJrh.J 
'U 'U 

i:i1h::ff'Ylli1l1Vl uEJm 'VIUEJ~1nm1 1i1J'1m1rirm@l EJ.J~111fi~ EJUU1JdLL~::m1~~ LLl~EJu 11 ~ 1 L 11 
'U 'U 

Lllu~n~1rim 1i1J'1m1~::rh 1iL 11Li1 hm111@1EJ.Jn11 LL~::" 1111.Wn"ll EJ.J ~ n ~11@1L 1J UEJ rh.J ~ 
'U 'U 'U 

~.J~\1 L 'VI ~1d~::rh 1iL 11Ll11111n 1i1J'1m11@1~1.Jnu"1111@1 EJ.Jm1 u~::"11111'~n"ll EJ.J~n~1 ul1! ~:: 
'U 'U 

3. u U1'Yl1.J LL~::.ffulimu1um1tJ fi1J1i.J1U"ll EJ\IVlUn.J1u@l EJuflJ i:i.ffu~ EJUi.J 111 EJ1ud 

3.1 LdEJ~n~1L~ULi1111rJ.Jli"U1m1 @!EJ.JLU~U1::~n1::~n 1iwfEJ11rl1J t.Jn~EJ1 'VI"J 
'U 'U 

I I Q.; d I Q.; 6"'Q .:::1 '1; Q.ot I Q.; 

Lb~::n ~1111 Ll1 Ll~fl::/ "11J li"U1m1EJ1m1Ll.J b"1l::'V\ t.JU~~ EIU11J"::/ "11J 

3.2 'VI;.J~1mtutlEJ1Jm11~n~111 "1udm1i1J'1m1@11u1'VIu"::/ "fu" 
'U 

3.3 bdEJ'Y1111J"1111@1 El\ln11"ll EJ\1 ~n~1 Lb~:: 1irhm1n~u ~1~ 1 rib 'V\111:: Ll11 n 1J 
'U 

"1111@1EJ.Jn11"ll E1.J~n~1 Vl1'EJ11duu~1~1 1i~n~1 
'U 'U 

3.4 mu~EJ1tJ 5.Jri~.J1EJ11J1J'1m1~n~1 u~::n~1111 "b -Dru~.J1EJfu1J'1m1~111 
'U ~ 

'VI1!1t.Jb~"ll~1fl::/ "flJ 

3.5 n1ru~n~15.J1111@lmEJmEJntl11ll1n1111'Y11.Jm1b~u 1iL~UVl1 ~n ~11u 5.J 
'U q 'U 

t<JJ::n1EJnLEJntl11 bL~::'VI fi1JbEJnLl11ri b 'VI~Eltl11 1i rllJ ~n~1 
'U 
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r.m i:i t1 1 vd' vrf mm ~1 1 -.h 

~-r~~~::/ r1fu mu. ..... . 
q 

~ .----n-~-. 1-1-@1-. t~-1-. 1-.-.1-u_d_1.1_1_h_" u-""-1n_1_1-~-... 1-u_L_'VI_U_r1_::_/ _r1_f_u----, ~ 

rm i:i t~ hi rr~ l m ul@) t~filul ~ t~ 

v-rft~l.ln~1l'"h 
' ... 

"l.:ntyu~1t~1u u1m1'Y11~~1uu~::/ 
' ... 

ltln~1L~11lU~1tl~1Wi1~::/ r1fu" 

111~ 1 -i U@l t~u1um111 fiu'1i~1Wll tl~~u-n~1U!iU1r111t~1m1~~ lr111::lf 

rim ~i:it~1.11@11~1Um11iu1m1fi~~lrf~t~~~n1 (!it~~. u1m1~1t111l) ~urfu1m1i"1r1m1 ~ ~ ~ 

1.i'V11l'Yl m~tJ~1urJ1U'Y11ih<ru (2558) 
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. . 
~ ~ ~ A o 

LL 'U1 'Yl1~ n1d"";ij~n11~1'U.1.nl1'U.'Yl LL~:::~~ El1'U.1 tJ fl111.1~:::~1 n 

1. ~111"WLn~~EJ1.1111tJ'U.EJnEJ1m1 

1.1 @i'EJ~~:::m~ L ~'U.LL~1 L :nty"lr1'U.L '111 LUL"lfu'1m1111 tJ l'U.~'1J1 

1.1.1 1:1.liiLf'IM'1J tJ:::'VI ~'U.Ln ~ EJ 'U.n ~1 ~ @1 1 u 'VI u 1 ~1'11 1 'Yl1 ~ L ~ t.tLL ~::: u1 L 1 rn 

1~ ti1El1J 

'Yl1~L~U 

ll'U.1fl11 

ll'U1fl11 

ll'U1fl11 

1.2.1 111tJUEJn~n@i'e~~1:1.lii1e~tJf1111J 1f11u'V11mn1u~nu1n 1~ 1 

1.2.2 1:1.1 ii1u u 1::: n1 f'll~ 1 ~ ~ m.J 111 t1 'U.Eln ll'U.1 f111 ( t1 n d'uih tJ 
'IJ 

Ud":::"lr1i1l~Uf~1:1J1U LL1J1J~l)U1fl11fh'VIU~) 
'IJ 

1.2.5 n1:::";ijn'lJEJ~llU1f111@i'e~~1~ 1:Wiif111u~nu1n1~1 Ln1:::~~ Lb~::: 

~11.111rl1.1 El~ L ~U111 tJ LU1l'U1fi11L~-i~ b";ij u 

1.2.6 n1:::";ijn@i'e~~1:1.lii1Elt11'111ii~m~L ~'U.L~ rf~1:::t1:::Ln~ LL~:::1:::t1::: 1n~ 

1.3 ihtJ'lJ El~llU1fi11~:1J11rl11El~L~UL~i~L";ijU1:::tJ:::Ln~ 50 b11~1 

1.3.1 1:Wii@i'u1a.J~~u~m11.1El~b ~uihtJllU1fl11 
'IJ 

1.3.2 1:1.liii:htJ 1SJJMrn1L'VIruu~m111El~ b ~uu1t1'1J El~ll'U.1fl11 
"' 

1.4 f1111.1L ~tJ~'WEJ'lJ EJ~ ~mu-Yi'il e1~1n 

1.4.1 ih'VI11J~'lJ1~ii~ndJU'lJEJ~~1bEJ~ 'VI'1El Stand Alone f111ii~";ijEJ~1n 
~1U'VIU1 'VI1e~u'1L1rn1n~L~tJ~11u'1m1~mi'1EJci1~UEJtJ 3 - 4 ~'U. ~~'ilEJ~1~1:1.1Lnu 15 u1Yi 

'IJ 
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2. i.'U1TWbn~tre:J:JJ111tiLUli'inflT':i 

2.1 ~u~1~u1m1 ~1a~1u,!_,1ai'uu1m1 
2.1.1 u1L 1 m~,!-11e:JCQ)a_, ~::a1~ 1~~ Lfi'M"l.. t1:: ~1mfi"Mn1:::~1"M~ ~ u 

2.1.2 Ln1i~1ai'uu1m1CQ)a_,aci1 u~111 ~~ vd'a :JJL i -11u 1 un1rn~ an11~ 
~ ~ 

CQ) fl.J~th t1 rff.J 1J an lll!Ub n1ib ~mJ fl-'lrlUL~Li ~nfl1LCQ)fu th~L ~ll 
~ 

2.1.3 LU1:::Ln1i~1iu1m1CQ)a_,1~un"1.11~ ~1aan11~ 
~ 

2.1.4 ,)1U1ULn1i~mi1u~111~Li-11Ul<Q) CQ)a-'!~e:Jci1-'!Ufltl 3 ~1@ie:J~1"1.11 
~ 

2.1.5 ~~u.J~e:J~:JJl{ LL~::U<iltl~111-'lliu1m1 L~a1i~nfi'1~1:JJ11bl~1u 
~ 

1~i'd:::vd1-J1e:Ji'uu1m1"1.1 e:J-'IliU1fl11 

2.1.6 1~~~-J'lle:J-1 '1Jfl.JliU1fl11 L-.riu Le:Jn~1LLt:-iu~u dju<Q)u 11-J~1ana.J 
I ..:::1 A Q.# A 

flti'Y11J1L 1 Ul.1fl11J1J1n11 
~ 

2.2 CQ)n~J1~:JJ~~1a:JJ 1iu1m1111t1LU~'ll1 
~ 

2 .2.1 CQ)n~J1~:JJCQ) fl-'I~L ~ti.J~fll11iu1m1~ml1 e:Jti~~fl~ L 1 ~1 CQ) fl-1 ~ LL n 1 
~ ~ ~ 

n1:::m"M11-J 1i~CQ]J1~:JJ ati1-1L ~tl-'l~e:J 
~ 

2.2.2 L ~a 1iu1m1~ml1e:Jti<il~e:J~L 1~1 
~ ~ 

2.2.3 ~J1n~CQ]a-1~::eJ1~ 1~~Lfi'M"lltl:: ~1e:J~-"J~m.hn1~ SJ 

2.2.3 ~tl-1"1.1 tl!: atii1-1 SJ CQ)n~J1 L ~fl L~~nfi'1Yl.JLLn1 n1::~1 'M~LiLLtr1 ~.J 
~ ~ ~ 

2.2.4 1~~J1~nv.1ml1L~-'!Ue:J.JU1L1m<Q)n~J1~:JJ L iia.J"il1nrh 1 i mL&h 1~ 
~ ~ 

1-b 1iu1m1LL~:: rJ.J~:JJ11mh 1idi~au1i L ~<ii~Utr:JJ1CQ]~1 t1~n<Q]1 t1 
~ ~ 

2.3 LL~.J ~11-JL ~ti.J~fl111 tll'U.li'U.1fl11 ~:JJ11bi:JJ fl.J L ~Ul<Q) e:Jti1-J'15~ L "il'U. 

2.3.1 ~~a~1v.JY.hLL~.J~11-1111tiLUliU1m1 1u~1u~1iu1n11~ n fi'1 CQ) e:J.J a ti 
~ ~ 

~111~ Li-'!1Ul~'Yln~1-J LL~:::Lu~~11-J<il~fl~L 1 ~1LU1:::~11-JliU1fl11LU~ 1iu1m1 
~ 

2.3.2 1un1rn~~~eJ~hh~tl CQ) a.J1u u..J ~ t1 u~ ~a~ 1 v.JY.h 'Yluti 111 tiL u 1 o 

U1fi LL~:::CQ) fl.J ~n11LLi.J"l.. flflJl tl ~mhn.Jfl11:1Jl~ ~:: ~ 1 n ~ L n ~if U LL~::: LL-;) .J 11 rh i-1 fl tiL U'lJ Ul.!: 
~ ~ 

2.4 ElnL~11~111 EJ 1u-rru1m1 CQ) 8-1 at11u1::~u~ L ~ m::~:JJ1~1au~1m~u"iluLnu1tJ 
~ ~ ~ 

2.4.1 LUn1rn~e:nmflfe:JU:JJ1mJU'Yh L~~nfi'1 v.1e:J~Un.J1Uf~na~ el~ fl11 
~ ~ 

~m1LU ~~~~:JJL ~a-rl1 t1Li e:J1mflti1tl L 'Y1 LL~:::1:::u1 tlfl11:JJ1au 

2.4.2 1un1rn~a1mfl~tn1"iluLnu1tJ fl11~m1L~:JJam~11 ~111 t~1u~1"1.11 
~ ~ 
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' 
2. 5. 1 LL u u vJ u f 1.1 t%1 'VIi'u 1i 1 n-r~· :JJ 'Y1 n -rl u .J ~ u .J ih'h u "l u :JJ 1 n V'l u L ~ u 

q q 

.n1M1 L'Yl tJ LL~::.n1M1eJ.JnqM 

2.5.4 aJLfl~u.J~!itb~"ll"l1.Ju~~Lmub<ilufmh.Juu.J 3 Lfl~u.J LL~::Ltluu~u 
'IJ 

~iu LL~::-iu L~E.J"lnu L~uLi!itii1::butJu 
q 'IJ 

2 .5.5 ii th n n 1 ~\I u ~1 u~ .n 1 V'l V'lf u :JJ 1 i \11 u 'Y1 mL 'Yin 1 .J i.11 ~ u1n 11 ~ 
'IJ q 

2.6.1 'YlmmUL!ilufm1LU!i!L~u1m1~m)1 
q 'IJ 

2.6.2 1un1ru~u1.JLmUL<ile:Jfll<il ~u.Ji:iiJ1tJ LL~<il .JL i ~n ~1 L ~ ui'!it L 11 u"h 
'IJ 

Lfi1UL<iluftXu U!i!L~u1m1 t!iltJiJ1mii E.JU "hh!it1iu1m1"1iu.Jn!il i.tl" 

2.6.3 1umru~ii~n~11e:J~"lmnni1 5 ~"l~u.Jiin11LU!i!Lfi1UL<ilufL-ri:w 
'IJ 

L ~vrh 1~ ~n~1 i.1l1e:Ji'u m1u1m1u1udiu i.tl 
'IJ .. .. "" bfi1Ub!i!El11J1n11 2.7 

2. 7.1 'Ylmmub<ile:Jfiittl ~b <i1 e:J ft tl 1 t :wi u~ Cit~ 1 uu u b ~ e:J ~ n ~ 1 ~1 :JJ1 1 r1 
q 'IJ 

:JJEI\1 b ~ui.~i!it b 11'U.1::'VIi1.J1ui'uu1n11~ bfnUb<il Elf bb~:: EJ\1 b tJ u~\111 .J h ~ "li"l tJ 1 ~ ~ n ~1 ~ ~u h 
'IJ 'IJ 

~~fl1 1iu1m1'VI1v<il aui'u r-.~~<iln rnsri',i'u "l 

2. 7.2 'Y1 mmub<il e:Jfii bb~u~u 1u tl~'J~ Li'Juttl1 t:wiub~ t~"l nu ~ b fl1 ub <i1 a f 
q 

"l1.JLl~1WD1.Jb ~fl~1'U."l E.Jfl"l1:JJ~::<il"ln 1i~n~1~1:JJ11tl'VI tiu hh t:wiui.tl~nM1~a 
'IJ 

2.7.3 tl1nn1 ~.Ja~1u~.n1V'lV'lfa:w1i.J1ua~1.JitatJ 1 bb'Yi.J "l1.JLi' 
'IJ 

1~u1m1~ bfnUb<il sf t%l'V11u n1amb1J1J vJvf:JJ L ~a1~ !it dJu1::bu E.JlJ 
'IJ 

2. 7.4 iin.J"ll E.J:: 1uL~n "l "l1.JLi'tJubm1L<iluf L ~a1~~m11~~D<i11~"l 
'IJ 

3. atln1rne'h'U."ltlfld1:JJ~::!il"ln 
q 

3.1 iiLfl~u.Jn!i!U<i11~"l~ a~1u~.n1V'lV'lfe:J:JJ 1i.J1'U.t%1'VIi'u 1iu1m1LLri ~n~1 
'IJ 'IJ 

3.1 .1 'VI it111 m fl~fl\1 n!ilu !il1~"l ~ e:J\1 ~:: e:J1 !it i.1lii ~ub m:: :JJ e:J .J L ~ u 'VI it 111 e:J i.~ 
q 
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3.1.2 -;J mf!~eJ.JmnT m~1 ~ f11 eJ~1u@]1LLVI'IJ-1~i.ll il LL ~.J <il n n 1::: 'l'lU :~.n n -;J u 
'IJ 

:kl eJ.JVI U1-;J mfl~fl.J n<ilu <il1~~ i.ll-i~ L -;J u 

3.1.3 1un1rnLfi~El.Jn~U<i11~~L~r.J ~ fl.J iJn1::: ~Tl3-LL-iJ .J ~ iJVI :k11 r.JL Sl"JJ L ~ fl 
Lb-;JnSln~1bUUU<i11~1 b"li'11uu'1m1 bbSl:::ilm1L1r.JnVI :kl1 r.1 b Sl"JJ u <il1b ~ m a.ih1u n11u'1n11 t~ r.1 

'IJ 

' Q.,o ..... Q..O .ciil 

v·mn.J1'U.<il au1u '1'1 f! eJ r.~ ~ bbSl 
'IJ 

3. 2 ~ b eJ Yi b 5 :JJ ~ EJ.J EJ ~ 1 u ~ Tl1l'll'l f EJ :JJ 1 i .J 1 u bb Sl ::: l'l f eJ :JJ 1 ~ u 1 n 11 bL ri Sl n ~ 1 
'IJ 'IJ 'IJ 

3.2.2 Lllbfl'lY"ll r.~::: Vl1mfi'!Yn1:::~TM<iln'VI ~ubn~eJunSl1~U'1b 1 rn~b eJti b5:JJ 
'IJ 

3.2.3 bb~.J~11.JL~r.J.Jl'IEJU'1L1rn~ LEJYiL5:JJ L~EJ~1'U.1r.Jfi11:JJ~:::~1n1un11 
'IJ 

3.2.4 1un1rn~~LeJYib5:JJ L~r.~VI1u "ll11~ ~u.JiliJ1mL"ll1'U.L~mL1i'.J1~Sln~1 
'IJ q 'IJ 

'1'1111J 11 bfl~eJ.J"Jl11~ m.i1 u~.rt1l'l~Llll'lfe:J:JJ 1i.J1u 
q 'IJ 

3.3 .ffu11.J LL~wwuVI1eJ ttl i1f "lJ eJ.J LL~Sl:::~~<iln rnsr1~eJ.Jilfi11J 'l'lntl1:::L1l'l'l 
q 

3.3.1 LL~wwu tt1'1T1f"1J eJ.J LL~Sl:::~~<iln rnsr1~u.JilL'Wr.J.Jl'lm ~au'1m1Sln~1~.J 
'IJ 

3.3.2 ih'VI1u 1t111:JJi'u~VI:JJ~EJ1mLrr1 fi11LmaeJn 'Ylufi 
q 

3.3.3 ill'lun.J1u~iunSl1L11'1'1n-i1 1:JJ.J:JJ1uu"li'1.J GJ .ffu11.JLL~wwu tt1'1T1f 
q 

L ~mU'U.n11~1U1 r.Jfi11:JJ~:::~1n 1i rl1J Sln~11'U.n11~El1Jri1:JJ"li' El:IJSlL ~:IJL~:JJ 
'IJ 'IJ 

i.~1uf!11:JJi1:JJ!iEJ-;J1n~1uu'1m1/ Sln~1LLSl::: ~1~u'1m1~EJ.J LUUUflf!Sl~ ilh 1 un111 iu'1n11 
qJ 'll qJ q 

(Service Mind) Llluih~ru sfi-.J'I'lnfl.J~n1/ V\'U,1r.J.J1'U.Lll~1:JJ11fiVI~nL~r.J.Jn111iu1n11L~ 
... q 

i.J,!ut.J1~u'1m1~EJl'lun.J1U~1~u'1m1'1'1n G) ~1u 11111-;J::: 1~"li'EJ:JJSl"li11~1 m1tl1:::"1J1 i:JJ~uf cu \.1 q cu 

m1~ au1uuf!fl Sl~.J.n1 r.1 1ubbSl:::.n1 r.~uan 11:JJ~.J ~~:JJ1~~ ~ EJ'1'1ntl1:::L.n '1'1 b lJ u~ u -;J::: ~ e:J.J L ,Y 1 h 
q 'IJ q 

LLSl:::<i11:::VI'un~.J fi11:JJih~qj"l.l El.Jn111iu'1m1L ~El~f1.J1l1l'lin1Yrn~&i LLSl:::fi11:JJU1::: Yl1J 1-;J 1 in 1J 

~1uu'1m1'1'1mm LLSl:::'t11r.1~~ ~~u'1m1LllunSlLnih~ru~~~~-;J::: ~ EJ.J ~tUJ u1u fl ~n.n1'V-1 LLSl::: 
ClJ q q qJ Ql q q 

Ylfi'U.fl~~&;t~r.JLUl'l1:::m1il~<i!~TUn 1um11nm11iu'1m1 L oWEln11~!UIU1El.J~n1El~1.J ~:IJU 1 rn 
'IJ 
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2.4 LL'W>1~lPI SERVQUAL MODEL 

mu..n1l'-lnT~1iu1nT':i (Service Quality) Vlm~n-1 ~1111~11111fl1un11'ileJ1J~'U.eJ-1 
q 

~1111~ a-1m1"ll eJ-11i1n~ 1iu1m1 ~ru.f11W'll a-1u1m1LU'U.~-'~ ~1~ruf1 ~<ilfi~::~·h-'~~1111 bb'il n ~ 1-1 
q q QJ q 

"ll a~1i1n~ 1iL wit an 11 ~ LL"li _, n11 b ~ua~ m111v.~n11l iu1n11~ <i11 _, nu ~ 11 :JJ ~1 <i1 Wl-'~"ll a-1 
q '1.1 q 

e.Jfuu1nTniJu~_,.yi ~ a-1 n 1::Yi1 L iJ ua ~1-1 ri -1 ~fu u1n1H:; v.~a h ti'1l~fu ~~~~a~ n11 m 
'1.1 '1.1 

~mufi~e.Jfuu1m1~ a~n11lu1tl uuu~~a~m1 
'1.1 '1.1 

~111~fi' 'V'l~fi'~fl1'V'l1 (2550) l~1if1T;hn~~111111 ~m1l1'V'ln111iu1n11LiJu 
q 

'1'1~u~~fie.Jfuu1m1~::~11-lia11~~11:JJm~VIl-'ILi11~::l~fu~1 nu1n11 ~~ Vl1 n a ti1 u1:: iu f1 
'1.1 '1.1 '1.1 

tJa11ful~ (Tolerance Zone) ~fuu1m1n~d:1~1111~-'!'V'lah1un111iu1n11" ~-1~dh::iu 
'1.1 

LL'iln~1~nuaan ltl<i1111~1111m~VIl-'l"ll a~ LL~~::u~~~ Lbi11::~1111 ~~ V'l a h db a-1 L iJ ut!-J i11111 ~ 1 n 
q 

m1tl1:: Lijut!-J~~l~fu ~1nu1m1tf u 

Gronroos, C. (1990) l~'Lif111hn~m11111 ~W.1ll'V'lm11iu1nl1"1T~huunl~ 2 
q . . . 

Q.; .::9 A .C. ll.o' d Q.; Q.; fi" or::!f A d q;Q.; .C. 

i11n~m::~a ~ru.f11'V'lb"n~b'Yl~'U.~ (Technical Quality) aummnut!-J~i11'V'l1i Vl1a~-'!'Ylt!-J11J1J1n11 
q '1.1 

l~fu~1nu1m1"tfu t~tJ~1111fl ~ ~ ::1 ~ L~b VIii anu n11"U1:: bijul~ ~ W.1l1 'V'l"ll a-'! t!-J~'i!Jl msn 
q 

(Product Quality) ~1'U.~W.1l1'V'lbi~VIu1fi (Functional Quality) bU'U.b~a~fib~tJ1"1i'a-1n1J 
q 

n1::u 1 um1"ll a~ m1tl1:: bijuti' 'U.Lel-1 

-i-n11~£f '1'1<il~1-n (2554) l~n~11n-1 i1uuuf11i1~~ru.n1'V'lm11iu1m1"~l~fu~1111 
q 

UtJ mbm1iati1~ uwiVI ~1 tJ t!-J~~1'U."ll a~ 'V'l111"ll"11 :IJ 1 u 6fi-bb 'Y111 ~ bbi11:: b 1J af~ ( Parasuraman, 
q 

Ziethaml and Berry) ~~l~~~'U.li1Lb1J1Jb~a1i~VIfum1tl1::biju~m1l1'V'ln111iu1nl1 t~ tJ 
q 

ali~ n11U1:: bij'U.''il1n ~ u~n un 111 1J 1"ll a~ ~fu u1 n 1 1" 'V'l1 a :IJ n 1J VI 1 UtJ 111 ~ 11 :IJ VI :IJ1 tJ "lJ f)_, 
.... '1.1 '1.1 

~ W.1l1'V'lm11~u1m1Lbi11::if~i tJ~ii1VI'U.~~ru.fl1'V'lm11iu1n11~ LVI m::~11 t!-Ji11~1'U.~11:JJ ~ ~ u i1!:: 
q q 

n11~~ 'U.1 i1 Lb1J 1J SERVQUAL "lJ a-1 6fi-LL'Y111 ~ 'V'l111"ll"1"1111'U.bb~:::~ m::: ( Ziethaml, 
q . ' A .c. Q.; ~ Q.; Q.; .c::l .d. A A I q; 

Parasuraman, and Berry, 1985) 111~1nm1~n~l1"iltJL1a-'!a"il"il~'Yl:IJa'Y11i'V'li1!'ilan11~11-1 

~ru.n1'V'lm11~u1m1 ~L~LbU>~1::tJ::"lJa~m11itJaamiJu 4 1::tJ:: i-1d 
q 

1::tJ::~ 1 ~n~11imi~flru.f11'V'lLUn~:JJ ~fu u1n 11 LL~:: m ~u1n11"ll a-1 u1~wffu l-1.1 
q q cu cu 

Vli111tJLL~-'~ LLi11::'U.1t!-J~fil~m 1-n1um1~~m1tl LLU u~ru.n1'V'l1um1 1~u1m1 
'1.1 q 

1::tJ:::~ 2 Lllum1iimi-1tl1::in~1~~~>~~n~1~ ~fu u1n11 t~ u LU'V'l1:: li1tl LLU u 
q '1.1 '1.1 

~m1l1'V'l1um11~u1m1~L~~1n1::tJ::~ 1 mtlfutl1-1L~LU'U.L~~a>~ ii a~ L1tJ n11 SERVQUAL • • 
LL~::tlfutl"i>~Lmu.sn~h1u.m1i~~u~ntJl1'V'l1u.m11~u1m1'il1 :JJn11fu 1 LL ~:; ~ 1111~1~ VI 1>~ 

• • '1.1 

1::tJ::~ 3 l~Yi1m1~n~1iimi~tl1::in~LV1iiau.1u.1::u:::~ 2 LL~~~"lltl1tJt!-J~m11itJ1~ • 
~1au~~11a-1~m1~1>~ "J mn.:ffu. iim1~1L Uu-11UVI~1tJ.ffu'ilau b ~11 ~u.~ 1 tJ n11i i tJ 1 uu1~'Yl 

q 

.ffu.u1lum1u1m1 LL~1U1>~1u.J_, 3 1::u::m~n~T;hw1ut~tJm1Yi 1 ~11 11u.1 n ~ 11 ~fu u1n11 
q '1.1 
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~~~:::m'!Xu1m1 m1;:1J1l11Hl1~~um-;J1:::~n1un~:~..~~u1~11~~~:::'Yh EJ 1.w1 i.~rhn11iiEJ 1.%111';j 1u 
~ q ~ q 

rm 6J n~:1..1 ~EI:IJ1l~rhm1~nM1~mrf_,1ull1Thu1m1 6 1h:::~1l'Yl i.~mi _,1uu1n11-rlt~:1Jl111_, 
q q q q 

-nuu1m1U1?11~fl1~1?1 -nuu1m11.h:::nu _,1uu1m1L'Yl1i'V'Il'f'Yl1_,i.n~ _,1uu1m11lU1m11.H'lJ1 
I ~ q;.:f 

EJ EIEJ ~~~:::_,1U1J1n11U1EJ~U1'15tl"lJ1 EJ 

1:::EJ:::~ 4 d:Ju~_,~nM1fl11:1Jml?l~1_,u~:::m11uf"llt~_,~u1m1 
q ~ ~ 

L1?1EJ1mh_,~~1nn~:~..~~~~m~m1~1?li.~~1~mnlf 1 o U-;JiEJi_,d 
q ~ 

U-;JiEJ~ 1 trnMrn:::m1u1m1 (Appearance) ~:IJ1EJ~_, ~1l1'V-1~~11?l~ti:IJ~1h1n.rJ1'1X~~u 
~1t~1'1Xiu ~ tl_, l1?1Lum11'1Xu1m1 

U-;JiEJ~ 2 fl11:1Jll11_,h (Reliability) ~mEJ~_, fl11:1J~:IJ11rl1um1'1l1~~utlc.J~I?lnrn.n 
~1t~m11'1Xu1m1~ biJui.um:IJ~1 ;ru nn~1t~1u thn i.~ m.h_,l?l1_,lll1?11_,:1J1 u~:::r1n~ tl_, 

" " ~ 

U-;JiEJ~ 3 m1:1Jn1:::~t~1t~fu (Responsiveness) ~:IJ1EJ~_, n11~m-bEJ_,1u~1'1Xu1m1 
Ll?l EJ ~~~l?l_,fl11:1J ~~:1..1 h~-;J:::"Jh EJ ~ ~ ~mL~:::wft~:IJ~-;J::: 1'1Xu1m1~m)1~1t~~1uu1m1m.h_, L~:IJ~ 

~ ~ 

U-;JiEJ~ 4 ~:IJ11f:IU::: (Competence) ~:IJ1EJ~_, fl11:1Ji'fl11:1J~:IJ11rl1un11U5u~\11U 
n11u1n11~1u~l?l~ti1Jtlci1_,~u1:::ff'Ylli1l1'V'I 

U-;JiEJ~ 5 fl11:1JbUUii1?11bb~:::~i.:IJI?l~~l?l (Courtesy) ~:IJ1EJ~_, ~elllEJ1iEJ~ ~fl11:1JUE11J 
ut~mimJI?lu ~L:IJI?l~~l?l~LtlunuLEI_, 1in1'1XLnm~~u -;J1_,h ~tl1h LL~:::~fl11:1JLtluiil?l1"1JEI_, 

'IJ ~ 

U-;JiEJ~ 6 m1:1..1'ib~~tl~tl (Creditability) ~mEJ~\1 fl11:1J~1:1J11rl1un11~f1_,fl11:1J 
L ~mTu~1 EJ fl11:1Jofitl1?11_, LL~:::~-;J11?1"1J El_, m'!Xu1m1 

q ~ 

U-;JiEJ~ 7 m1:1JU~tll?lnEJ (Security) ~mEJ~\1 ~1l1'W~~11?1~ti:IJ~1iu1n11U11f'I-;J1n 
elU1?111EJ fl11:1JL~EJ_,nEJ~1Eiifty~1~1_, 6) 

U-;JiEJ~ 8 m1~"1T1~_,u1m1 (Access) ~:IJ1EJ~\I m1~"1T1:1..11~1?l~EI~1m"JJ1:1J11iu1n11 
Ltlui.u ~1 E.Jfl11:1J~:::I?l1 n i.:IJ ci_, mn 

q 

U-;JiEJ~ 9 n11~1?1~ti~E1~1 (Communication) ~:IJ1EJ~_, fl11:1J~1:1J11rl1un11~f1_, 
c;v ca.,.. 6' d 

fl11:1J~:IJ'WU1lu~:::m1~tl~1m1:1J~:IJ1EJ 

U-;JiEJ~ 10 n11L"lT1h~mh~1t~~1uu1m1 (Understanding of Customer) ~:IJ1EJ~_, 
~ ~ 

m1fi'u~1LL~:::rhfl11:1JL"lT1 hfl11:1J~tl_,m1"l..tl_,~m)1~1EI~1uu1m1 11:1..1-yf_, n111 i f111 :1..1 ~u h 
~ ~ 

-;J1nn11<?hLi~urn1~nM1"1Jtl_, Parasuraman, Zeithaml Berry b~~:::f1rn::: ~tl3n1utl 

1988- 1990 i.~ui'uu1_,~~~m.WEJ_, 5 if-;)iEJ iit~-.h1.~LtluLf1~EI_,ijt~~rt_,~1~1un11~nM1 
q 

"Jitl_,-;h_,c.J~n11<ihbl~U_,1U"lJEI_,ll1n-;J ~~~:::fl11:1Jflll?l~-J\1"1J tl_,lil n fi'1 L ~ t~1 "JTL U ULL U 1 'Yl1_, 1 un11 
q ~ 

Q,.# .:::::lt. .d I Q .c:f I G.,.ol I I I 

'V'I~U1flruJl1'V'I"lJ ti_,\11U1J1n11 Parasuraman ~ ~tl11flruJl1'V-11J1n11"1JUEIEJ n 1J ~ tl_, 11_,1:::~ 11_, 
q q ~ 

f111:1Jflll?l~-J_, U~:::m1f1Jf"llt1_,~1uu1m1L~EJ1rl1J1J1n11~l~i'u -;J1 _, oft\! f111 :1J f11 1?1 ~ -J_,"lJ El_, 
~ ~ 
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efi'uu1m1bUU~t'l';l1 n ~11HJn b ~1~ u un <i1 unUJJ1 ~113..1 ~ u-:~ n11'1l u-:~ efi'u u1n11b u-:~ bbt'l::: 
~ ~ 

th::~um1ru.1um1i'uu'1m1~~·hum 11:JJn-:~"li11~1';11nmiu'1m1-rf-:~ 'YlT\IIil1-:~ LLL'l:::'Yl1-:~ er u JJ 
~ 

~1Un1111Jf'll u-:~efi'uu1m1LUU~t'l3J1';)1fin11i'1J1J1m1 LLL'l::n11~fl ~11';11 n m iu1n11Ltl U-:1 
~ ~ ~ 

efi'uu'1m1 tl1u'1m1~L~i'u';l1-:~~n'iTvl'1u L 'Yhnu ~ 11JJ~1!il VI 1-:~ i1 u'i1u'1n11~uii ~ ru.111-w 
~ q 

Parasuraman Lbt'l::~ru.:: iim11i1!i~L~~u-:Jilu1um11lil~ni.111'Wn11l~1J1n11 (Service Quality) 
q 

th::nu1J~1£J~n1.111'Wn11liu1nT:i 5 ~1u (Parasuraman, Zeithaml and Berry,1990) i-:~d 
q 

3. n'l'i9l'iltJflui~<~l~'il~nA'1 <Responsiveness) 
f2CU.111~n1'1L ~uln1-1 

(Service Quality) 

111'1-'l 2 ~ni.111'Wn111J1m1 SERVQUAL Model 
q 

~:JJI tb::r.Jn<?Jm';lln L~~u-:~ilulUn11llil~ni.111'Wn111iu1n11 SERVQUAL Model 
q q 

(Parasuraman, Zeithaml and Berry, 1990) 

U';lir.J~ 1 ~11JJLUU1thid1JJ'llu-11J'1m1 (Tangibility) ~u ~_,~~m1niu~EJ-:JL~ VI'1El 
~ 

~-:~~iJJ~~t~ ;n~ru.::'Yl1-:Jm£J111'W'll EJ-:~ EJtln":i"m ~-:~eS1u1 £J~11JJ~::Iil1 n -wtt'n -:~1 u LLL'l::1 ~Iii ~1-5 
q q 

1un11"~EJ~1<i11-:~6J 'VI1milu~-:~e51u1£J~11JJ~::~nntl1::nEJu~1 r.J EJ1~11" ~t11u~ EJtl n":i"mLLL'l:: 
q 

b~~EJ-:~iJEJ!il1.J 6) n11bL~.Jm r.J'll El.J b~1VIU1~ 1"1 :JJti..:~~..:~~iu~EJ.JL~bUUVI ;n!1U'Yl1.J n 1 r.J 111 'W'll El.J 

m1"u1m1 VI1EJ~.J~~JJ11"n i..:~ L n Iii L ~ u L~L'~ EJ"lh £J 'Yh 1 ~ ~ n ~~'Yl 1"11J ":i"U LL1J u ~ 113..1 li1 m ~ u 
~ ~ 

L~£J1rl1Jn111J'1n11"L~~1.JVIU1 ~111'WLL1!ii~EIJJ~'I'h 1iefL"ll1i'uu1m1f~n n..:~ n11!il LLL'l L Ell h l~ 
~ ~ ~ 

bLL'l::~1111.ff..:~ hu1m1';11n~1~u1m1 
~ 

lf-;]ir.J~ 2 ~11JJL~EliiEJLl11..:~ht~ (Reliability) ~El u1m1~unL~EliiEJL11';JL~ nn~EJ..:~ 
~ 

LL:Jurh (Accurate Performance) ii~11JJ~1:JJ11t11um11~u1m1"1i113J ~ ef1u u'1n11~ El.J n11" 
~ 

VI1El~L~iruru1Ll LL~::u1m1~1i'Yln~f..:~ ii ~ 11 :JJ ~~~ L ~3..1 €1 .Yh 1 i L'l n ~ .. r~n'i1U1 L ~ El n €ll u 
Q.l Q.l q cu qJ 

3J11i11"~1Ufi111iu1n11 ~13J11flli~113Jll11.Jh l~ 111£JlU1:: r.J::b 1 ~1~ b VI 3..11::~3..1 Yhl~ ... 
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~1~1'Hl1if1-n~L111.Jh 1~ (Dependable) tbi.'l~b ~aria1~1T~~~.J~El1J1J1m1m~f11~~ty ty1L1 

f111mbt~aria iif111~VImrrhm1u 5u~n111 iu1n11fi~n ~a.:~ i.:~ uti\ t~~~1 t Uun11tti.'l~ 
nn~ a.:~ mJ ~l.'la~ t 1 i.'l1 f111~U1t ~an a '<il~djuam~a.:~wti.:~ti iif111~W1ffru 1u~1u.:~1uu1m1 
'II 'II "' 

tf'<il,)f.J~ 3 n11~El1J~UEJ.JtilEJl.'lmi1 (Responsiveness) ~El m1m~~hf1'<i1~1iu1n11 
'II 

'tiufi (Promptness) tti.'l~ 1if111~"1f1 m Vl~muum.h.:~~ (Helpfulness) djum1~El1J~UEJ.J f111 :IJ 

~.:~~ut~~h 1um11iu1m11EJci1.JL~11El ~u~tti.'l~m1iif111:1Jm:IJ11rl~ '<il ~,) ~ 1iiiu1n11 t~ r.J 
• 

" 0 Q.; Q.; .c9 .d I r::: I i.-' ~ I Q.,.o .c::i 'J,.I 

U1Jl'lb'lU bbi.'l~bl'lEl'Yl'<il~~ El.J ~UEJ.J Elr.J1.J11~b 11 ~ Elf111~~ El.Jn11"1J El.Ji.'ln'l1 1J Elr.J Wl".J'Yl i.'ln'l1 
'II 'II 

1EJ.:~t1£Jut~ £J1n1Jm1"ll1~~.:~m1~EJ1J ~ua.:~ 1u~1util1.:~ 6) "lJ a.:~m1u1m1~~EJ1J 1ifi~,r~ 1 iii n11 
'II 

u1m1u~~.:~1it ~un.:~m1"1J1~m1~au~ua.:~ t~m"ll1mntilam1~'<il~~~ti\a tt~~.:~1it ~uri.:~ n1 1 

"ll1~m1~~m~ m11iu1m1f11~~ 

U'<il,r£Jfi 4 m11iYJ11~b~El~UtilEJl.'lmh (Assurance) ~El l!-J1iu1m1iif111:1J1ttl.'l~'tim.:~-~ 
'II 'II 'II 

fi-;~1ttlu1un111J1m1 (Competence) ii~111l'lUi.'l~ b tJ uil ~ 1n1J l.'lmi1 (Courtesy) iiYJ11 :IJ~ EJ 
q 'II 

~~~ tti.'l~mm1n~11.JY111~~uh 1imil.'lmi1 rh1idi~f111 :IJ ~uh '111 ~1VI1EJ~11r.J1'Yl"ll a.:~ 
'II 'II 

Q.; &::1 II 1dA ca,..o .drL. ~.c¥ 
wun.:~1utti.'l~f111~mm1n'Yl'<il~~.Jl!-J1UY111~U1b -zrana tti.'l~m1~11.J '111 ~ t -zr a~u"lJ a.:~ l.'ln '11"1J u 

'II 

1 u '1 rn111l'l n 1 1 1J 1 n 1 1 f1 ii tl eJ £J f1 .f.:~ ~1 i 1J 1 n 1 1 '<il ~ ~ e:J1J ~ .:~ '111 ~ ~ u h 1 u t if e:J.J ~ u '<il 1 n 
• 'II 

f111:1Jmm1n1u~1.Jlufit"ll1iim.Jm11uu 1~nu11 ~ iu1n11~u h 1~ 11 n11u1n 1 1iiY111 ~ 
'II 'II 

UiiiEJ~Jl£J ttiil~ttlu1u~l~mm~lu~rh'VIu~11 ... 

wirn.:~lu1iY11l~i.ilffrunuiilmil1lr.J1JY1Yli.'l ~a ~lm1m"li1n.Jl~l~£J~~~1mtiil~ ~l ~11r1 ~~til eJ 
"' 'II • 

l~~ 1 r.J (Easy Access) f11l~ ~1 :IJl 1n1un 11 ~~til El ~fl ~1 11 iii! mil b "li1 h l~ (Good 
'II 

Communication) f11l~t~uam~uh bbiil~t"lilhiilmil (Customer Understanding) bbiil~ 
'II 

ttritfruVI1ttn~1uu1m1tUU1l£J1J'lf1iil Vl1mtJum1~ttiilbEJl h 1~ t tJ un 1 1~u h ~ Uiil iilnfl1 ttiil~ 
QJ '\1 " 'U <lJ 'U 

f11l~~.:~ h"ll e:J.Jtttilii1~1J'l'liil~iitile:J.:~lu~lu1J1m1~~.:~~e:J1J 1iiilmil '111 :IJ t e:Jl h 1~t tJ u~.:~ ti\1.:~ 6J 
• 'II 

f11~1unl1~'<ill1rnl'<illn~~:IJEJ.J"JJ a.:~ iii mil 
• 'II 

~11-JflUl n'Yl1t~oiJuYJ{ ft1lr.J'Ylli t~nl!-J~l!-Jiil (2555) 1~~1Ut'l~EJ.Ji:ie:J~m~l'lfa.:~11.:~1!-Jiil 
• q q 

m1~1t Uu.:~1u"JJ e:J.Jli1fh ttiil~f111:1Jm~VIl.J'll EJ.Jiilmil t ~a1ittluttu1'Yll.J 1um1~@.lu 1 f1 rnnll'l 
• 'II • 

'lJEJ.J.JlU1J1nl1~.Jmm1n~1Uf1rn1llW1um1i.%111'<il '111~~.:~ l'le:J h l.'ln fi11 u.:~1u1J1n11 li11h 
q q 'U q 

liUlY111li~.:~d 
1. Tangibles (u'i-n1"i~iu~il\11~ Lth~"iUfi1"i3J) ... 

1. m11iu1m1fiuuL1ttniilnfi'l 
'II 
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4. 1iu1nT~l~fnt..ILUn"HllJbdiil1~nTVIU~ 
2. Reliability (ui-nT:i~ll'l:v 1~ nn<Aa\lua.huh) 

"' 
1. -wun\11t.~.L-li1hm111m~'VI1\I"lle:J\Iiilm11 

'U 

2. -r~~e:~tlmrn~h1unTm1m1~\l~~h iifln1Jl1'W (L"Iiu LLuu'V'Je:~f11~-i~L1lU iu 
q , cu q 

n1::-iu) 

3. 1iu1m11~£.J~~fll111~e:J\Im1"ll e:J\Iiilnfl1buu~i\l 
'U 

5. 1iu1m1nn~e:J\I fl1Unlu i.!iii-lie:~~~'Wiil1~ 
'U 

3. Responsiveness ( ~'J13Ja.i\laT'"L~3Jtv t'"nT'i t~ui-nT:i) • 
1. -wun.J1ULLi.J1iiilm11'Yl11UL~11mrlm~11~u1iu1m1 

'U 

2. -wun.J1u1iu1m1i.~~111~~niil.Jiruru1 
"' "' 

4. 'WUn\11Uiifll111fluu1m1~ ~\111tllJ LLiil::~ e:JU-li e:J~.Ji£..1"1.1 ti\liilnfl1 i.~ 
'U 'U 

4. Assurance (t~ui-n11"fPl'JU~'J13Jf ~'J13J1h'"1lY LLa:::a-i1\I~'J13JL~aaT'"LLn 

.... 
an~Tnuu~~a) 
"' . 

1. -wun\11t.~.1iu1m1~l£.Jfll111b1£.Ju1e:~£.J d:Juiiue:~1i1-w 

2. "Iil\lbdiil11iu1m1L'VIm::~11 ~::~1n~1£.J 

3. 1iu1m1~l mfl~e:J\Iiit~~'l'1u~~£.J 

4. 1iu1m1~l£.Jfll1mm~e:J\ILLiil::1'n1!1-1fll111~1J"l..e:J\Iiilm11 
'U 'U 

fl rurn own 111 i u1n 11 ~ \1 L lJ u~1 u 'VI rt._, ~i.~1u fl 1111 U£.J 11 bbiil:: ih 111 tl1:: £.J n ~1 '.lf1 u 
q q 

'VI tb £.J\11t.l.111~1~bbiil::1l1~ Le:Jn'.lft.l. b ~e:JLiLUt.I.LLt.l.l'Yl1\IU5U1ibbiil:: LiblJ t.I.Lfl~e:J\Iiit~-J ~ ~11 11n u:: 1 t.1. 

n11Liu'1m1R11l11ru::111n~u ~\l,i'u.,nui:il£.Jd~\11iL~~ e:J\1 ii e:J~ n 1!1-1 Lbiil:: n111' ~ ~ ru111 vm11 
q 
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1~u1m1"ll eh:J1iUlfl11tnm1~.J Lfl1l::l{ ~"lll~'l!l-rn1~n 
q 

11lnthr;) r.J<iJ.Jn~T1 U.Jiifl1l:IJ~n"ll fl.J~nfll~ii~elnl1U'1n11~:1Jl1f11J an l~~ .J fl Ul.lll 'V'l 
~ ~ . 

n11u'1m1 ~1:1Jl1mLti.J1::<ilum1:w~n"lle:J.J~n~1~l~fu111nm1u'1m1e:Je:Jmuu 4 1::<ilu ~a 
~ ~ 

1. fl·n:wt~~.J'V'lfl h ( Un-Satisfaction) 11:: di~<lfu111nn11~ ~n~1 l.~t!fi'fu1u~.J ~ 
~ 

m ~ vr1.J 1 uu 1m 1~ u '1 

2. fl'n:JJ~.J'V'lfl h (Satisfaction) Lrla~n~1tlfi'fu 1u~.J~m~Vil.J11::Ln~fi11:1J~.J'V'lfl h 
'IJ 

3. fi11:1J1.h::'l'lu 11J (Delight) 11:: L n ~<lf UL rl fl ~n ~1 llfi'fu n11u'1n11:1J1n n11 fl11 :IJ 
~ 

m~Vil.J 11:: L il u:w1 n n 11 fl11 :w~.J 'V'l a h ~ e:Jfl11 mh::'l'l u h J'.Jltf111 :w~" 'V'l a h LL~::fl11 :w 

1h::'l'lu h~u11::Luum1t.tll.tliiml:JJ~n 1u1::~u~attl -ct'u~a fi11Wln~ 
~ 'IJ 

4. fl·n:wnn~ (Loyalty) Ln~11lnfi11:JJ~.J'V'le:J hLL~::fl1l:JJtl1::'1'1uhLuu11 ~ L ~:w~u"ll a.J 
q 

fl11:wnn~ LrltJ~n~l~n~.J'V'lahLL~::tl1::'1'1uhnum1u'1m1~L~fu n11 ::l~'V'l r..11 £..J1:JJ~11 ::Vi1 
~ ~ 

li'U1fi11~U:!Jl'Yl~LL'Y1U LL~::11:: 1"1fu'1n111iU1fi11L~:IJ,rU~fllU 

mh.JL1Tl~1:1J'Ylne:J.Jflm11::~a.Je.J1u.ffuc.fie:JU"ll fi.Jn11~1111l~flrnll1'V'l 1 U£..J fl ltL iJ U.J1U~ 
q q • 

mn~~~~;tmfu.J1U~1Un11U'1n11 ~.JLUUn11l~lfi'1U~L~ii<iJ1~U l~LViiie:JUn11l~t.J~~nrn~ • 
~U~1vi'1ltl flrnlll'V'ln111~u1n11l~d~£..J.J LL~11::l~~1:1Jt.J~.J1U LL~U.J!fi'e:J.Jl~1uL~fl.J n11 

q 

1~u1m1"ll e:J.J'V'lUn.JlU a.Jfi'n1~1iu1m1~iiflrnll1'V'l~e:J.Jiifi11:1J~~~u~lU"ll a.Jm 11 ~ u'1n1 1lt . ~ 

bUULLU1 ~ ~ ~ El ti 1J u ~U~1 U"ll fi.J n11i i £..J t!fi' n 1::r'h 1~ £..J Zeithaml, Parasuraman LL~:: fl rn:: 
~ ~ 

1w.rh.JVi~1£..JU ~.Jflm"lh h11Lrla1~flrnll1'V'lm11iu1m1flrnin'l!l-rn::'Yll.J~~1'Yl £..J1Vi ~1 £..J flu 1 i 
~ q • 

fi11:1J~1~rumn~11::1::UL~ 5 ij~"llfi.Jflrnll1'V'ln111~u1m1~LUU1u~l~~"llfi.J SERVQUAL 1u 
Ql q q q q 

n11i' ~ fl rnll1'V'ln11 1 iu'1n11 1~ £..J 1i "If fi.J 11" n 11-i'u 1LL~:: fl11 :IJ fl1 ~Vi l.J"ll e:J.J Consumer. 
q ~ 

~L1£..Jn1l"lfe:J.J~h.J~ 5 "lle:J.J1ULLuu-rla.J1l.JLUU~.J~~~rumn~~~ -rla.J11.J<k.JLL~ Gap 5 LUUt.J~ 
~ v q ... ... ... 

en th1n111111rlu,~ a~,reJ~l1~ 1 n~ s i.JUun11~n~1fli'.Ji1'1ij~li" L ,Zu~e:t.Ji1.J b ~t~\J s arith111\J 
q 
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I ' "" "' .... 

r········~~·~~·~~~··~······L...-__ u_d"_n_1_d'Y--rl:-1131_'V1_1_\I __ _J 

................... 

u'1m1~1~1u 

I 

f 
n11fl1'VI 'U,131'U, h.J 1J1 tJ 

m1u'1m1 

f 

-

1l1V4 3 GAP model bblJlJ-;')1L'Hl\I'Yl1\1~1Um1il31m1TirnJl1V4 • 
~m : Parasuraman, A., Berry, L.L., & Zeithaml, V.A. (1985). A concept model of 

service quality and its implications for future research. Journal of marketing, 49 

n11~n1!1-1b~e:J\I Service Quality ih!n'Ylr]'l!l-~'VI~1f..IGJ ·rhu1~rhn11iitJ bb~:: 
rhm1~n'l!l-1b~e:J\ITIW11V4"1.1e:J\Im1u'1n1111 ~.J1~rhmd"~n'l!l-1b~fl\l Servqual L1LU tJ 1985 

q 

1~djou, Model ~b'1t1n'i1 GAP model L:IJbl31~d'dJubblJlJ-;')1~fl\I'Yl1\1~1Um1il31n11mu.n1V4L131 t..1 
q 

A Q..# Q..o ft' t .ct. ~ d 
V4"il11lli1fi11:1J~:IJV4Ull1::'VI11\I Marketer (n11<il~1131/ n111J1n11) bb~:: Consumer (~ n Til) "11\1 

'IJ 

"ildh~m.h::m.i.J1::'VI'i1.Jn11<il~1131/ m1u'1m1 bb~::~m1'1 1131 t1 L:IJ bl31 ~d'"il ::iflvlb ~ un.J-ri fl\111\1 
'IJ 

(GAP) ~ u n n11 <i1 ~1131 'il::~e:J \1 b~:IJ b~:IJ b ~ fl 1 iL nl31 n111J'1V111 i 131 n1 1~1Ufl run1 V4Liii 
q 

1.h::ff'Yl~1l1V4~\I ~131 L131 tJ"il1n1l1V4L:IJbi31~~1UlJU"il::V41J'i1ii~1 t~nurf\I'VI:IJI31 5 GAP 1.h::n e:JlJ ~1 t1 
'IJ q 

-.rie:J.J'i~~\1~ 1 djwrle:J\Il1\11::'VI'i1.J m1<il~1131/ m1u'1m1 bL~::~m1'1 ~\lbb~<il.JLib~~~\1 
'IJ 

-rifl.J11.J1:'VI11.Jfi11:1Jml31wf.J"ll e:J\I~u11nfl bL~::m1il31m1 m1i'uflufi11:1Jfl1<il'VI1.J"ll e:J\1 ~ m1'·1 
'IJ 'IJ 'IJ 

~\1~1 bLlhrf\1 2 ~1 iifi11:1Ji:JJ~uinu L131 t~unm1<il~1131"il::'ii fl\1 rh 'VI u 1 ~ b 1..11 t1 u L Yi t1 u 1:: 'VI11 \1 

mi31'VI1.Jh~~Tuu1m1"1.1e:J\I~m)1num1il31m1 nT:ii'uflufi11:1Jmi31'VI1.J"llfl\l~m)1 
'IJ 'IJ 'IJ 
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m11ufm1~~m1m1llfl1~~1\l"ll£J\I~u11nfl ui-m1~m~Li 
'IJ 'IJ 

(management perception of the consumer expectations) (expected service) 

"J:ieJ.;rh-1~ 2 Ln~.:ffuvnr_,-;nn"lieJ-111-'1~ 1 m1~fl1~/ m1u'1n11L~rhn11~n1Y1 LLfl:: 

W"il11rn.1~-'lfl1111m~wr-'l"lleJ-'iflmi1mL1£.JufmJLLiK1 irnm1~fl1~"il::'Yl1'VI u1 ~1 un11LL1.J fl ~-" ~ 
'IJ 

flmi1m~'VIl-1 ~-1"il1mJflm1iiu L11L~fl GAP d 'V'l1Jl1n11i~m1m11'1lTIUfl1111m~'VIl-'l"ll u-1 
'IJ 'IJ 

flmi1 LLfl::n11LLUflfl1111fn~'VIl-'ilUfffltU,1l1'V'ln111J'1n11~~ ,!u 3j fl11 11 i11-W'u'lf~-1 n ULLfl:: nu 
'IJ 'IJ q 

LL~1J1-'i-'11 u i i u1:: u 11 n11~ irn n 11 ~ fl1 ~ /n11u'1n11"il:: LLU fl -1 fl11 11 fl1 ~'VI l'-1 "ll u-'1 fl n f1'1 f{ 
q 'IJ 'IJ 

m~1qj1Um1u'1m1~~1~1i'u"il::.:ffumJnu1hiu1um1i~m1m11'u1lufl1111~eJ-"n11"lleJ-'Iflnf1'1 
""' ClJ ClJ ClJ 

m11'ufm1~~m1m1llfl1~t~l\l"l!El\l m11ufb"li1ll11uflrnm'Vim1 
'IJ 'IJ ' 

'""1 1" ~ ~1J1 11fl (management perception of the ~1J1n11 (translation of perceptions 
'IJ 

consumer expectations) into service quality) 

"liu-111-'1~ 3 (1) 'VItr-'i"il1n~irnm1~fl1~l~LL1.J fl~-'l~flnff1m~'VI 1'-1 11.J ffLL u 1 '1'11"' 1 un11 
'IJ 'IJ 

V A dR.cf V Q o Q..ol d I Q 

R11-'i:JJ1~1qj1'\.l.n111J1n11'1'1~"1JULLfl1 nTJ~fl1~/ n111J1n11 "iJ::'Yl1"il~L~1rJ 11 n11a-1 11 e:JlJ 1J 1n11 .. 
1~u'1n11LLfiflnf1'1 ~-'ILlJUn11L~1rJ11:JJ1~1qj1'\.l.n111l'1n11~1-'l 61 l~ rJ "il ::Y\1 n11 L ~1 rJ 11 yf_, fi flU 

'IJ .. J 

LL!;'l::'VI~-'im11~u1m1 

nl1~\llJEl1J1J1m1 (Service delivery (including 

(translation of perceptions into service quality) pre and post contacts) 

"J:ie:1"'11"'~ 3 (2) 'VItr"'"il1n~irnm1~fl1~l~LL1.J fl~"'~flnff1m~'VI l'-1 11.J ffLL u 1 '1'11"' 1 unTi 
'IJ 'IJ 

Rf1"' 111 ~ 1qj1 un11u'1n11~ ~.:ff ULLiK1 LL~"il:: 'Yl1 mh"' h 1 ~fin f1'1 t~ru f~"' n11u'1n11~ ~ 
.. 'IJ 'IJ 

d Q,; Q,; Ad ,4 G.<o V .cl 0 A I d 
11:JJ1~1qj1U~1"' n u fl11 11 fl1 ~ 'V\1 .J 11in11fl emn n11~ fl1 ~ ~ e:J-'1 L ~1£J 11'1'11 n11~ ~ ~ e:J Ru R11 ... 

(translation of perceptions into service quality) communication to the consumer) 

"J:ie:J.Jl1\l~ 4 (1) dju"J:ieJ.Jl1\11::'VI11.Jn11ff\111e:Jllm1u'1m1 LLfl::m1~~~eJ~eJR11LU~-1 

flmi1111 rJUeJm ~e:J 1ii'u '1'1111J ~-" :JJ1~1qj1Un111l'1m1~ ~ i:if!rn.1l1'V'l 
'IJ .. q 
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nTi~,:j:lJ€J1J1J'1nl1 (Service delivery ... 1tl ~ " "'1 nl1R€1Rl1 r.J,:j(;J1J1 11f1 (extemal 
'IJ 

(including pre and post contacts) communication to the consumer) 

-rie:h'!';h~Yi 4 (2) d:J-u,-rla~11~1::'VI'h~n11~~:JHJuu1n11"~~ ii:JJ1~1"~1"U.Ltl~l.'ln~1 
.. 'IJ'IJ 

l ~a1~ 1.'ln~TlU'Y1111J ~~m1u1m1c,;l~n~11 m1~1.'l1~/ m1u1m1 fl111'11m1~11'<ila"EJU '11 n 11 
'IJ 

~.J:JJEJU u1m1~~1illrll.'lfi~1,f'U. 1.'lfi~Tl1J'Y1111J'VI1El L3J 'V\1 n L3J 'Y1 111J '<il:: ~ eJ.J 1'11 n1 1 ll n if ru 'V\1 
'IJ 'IJ ... 

'VI1eJ11 ~-rieJ~i1.Jdmh~ i.1 

nl1~,:j:IJ€J1J1J'1nl1 (Service delivery u1m,-fi1~1u 

(including pre and post contacts) (perceived service) 

m1m1~€1 Rl1ltl £J,eru11nf1 (external u1m,-fi1~1u 
'IJ 

communication to the consumer) (perceived service) 

"1ieJ~i1~~ 5 ln~'<il1nfi11:JJm~'VI1.J 1"U.~1"U.u1m1"ll eJ~I.'ln~1 ltl1r.Ju l Yi tJU n11u1 n 1 1~ 
'IJ 

1.'ln~1L~fu ('Y11.Junm1~1.'l1~L~~.J:JJeJU LLI.'l::~eJa'11"Ltl~~l.'ln~1~1'U.'Y11.J GAP 3, 4 ,f-u,) l.'lmh 
'IJ 'IJ 'IJ 

ln~fi11:JJ~.J~eJ 1-u,mm!eJ t1 L ~ tJ.J 1~ ~.J n11fu 11 -u,n11u1n111.'ln ~1 a"1 :JJ11flfu rl~ 2 'Y11.J 
'IJ 'IJ 'IJ 

u1m,-fim~H u1m,-fi1~1u 

(expected service) (perceived service) 

1. n11UEJn~mLuutl1n~eJtl1n (Words of Mouth Communication), 

2. fi11:JJ~eJ~n11~1'U.1Jflfll.'l (Personal Needs) • 
3. tl1::a"Un11ci'l'U.eJ~~~~1'U.:JJ1 (Past Experience) 
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4. n11iwmT'j m-:ii'ui'lu~r:n:um~VI'J-:J'llEh1~m11 (Management Perceptions of the 
'U 'U 

Consumer Expectations) 

5. n11~€Jtn1"lit~:u~'lJ€1-:J'!!nm1<il~1~LtlrT-:~~mh (External Communications to the 
'U 'U 

Consumer) 

1ntl ~ mit~-:~11-:~~ di<il"il1mrn:ui:uwuf1::'VI11-:~m1:um<il'VI1-:~~1um1u1n11'll t~-:~ ~ n ~1 
q 'U 

num-:iu1m1~~m11L~i'u"il1-:J 'VI1n~m11L~i'um1u1n11LYiE.JULthnu W.l1 :JJfi1~'VI1-:J'll €1-:1 1311 
'U 'U 

~n~1L€1-:J ih::~-:~~~ 1~~n~1Ln~fi11:JJ~-:J'Vi€1 hLL~:: 1iu1m1 'VI'1t~s€t~ ~u~1ttu 6J LL~ 'VI1n ~ n ~1 
'U 'U 'U 

L~'fUn11U1n11~'\!m.Jnl1fi11:JJm~'VI1-:J'll €1-:J<ilUfl"iJ::La.J L n ~ fl11 :JJ'V-1 €1 11J li'uL €1-:1 :A-:~ 'VI '\!1~'11 €1-:1 

unm1<i1~1~n"il::~€1-:!'Yhn11U~ GAP d L~€1th1~Ln~m1:JJ'V-l€J~LL~::fi111'VIlll.~-:l~~n~1m~'VI1-:~ 
'U 

LLU u Vi ti~L:I.i :JJ1n'V1'1€1 L:l.iU€1 m nu LU (Weerawat Lertprasitthana 18th April, 2013) 

3. u·wl ~~tta ::'Yiflltjjn,~<Fl~a" tv 
3.1 A'113J'VIanunT1<Pl~a"t, 

n11131~~uh 'VI:JJ1E.Jn-:~ n11L~t~n~"il::n1::rh~-:~1~~-:~'VIi1-:~1l1n'Yl1-:JL~t~nl1h-:~6J :A-:~ 
e.ru11nfliln"il::~t~-:~13l~~uh 1u'Yl1-:JL~t~n1!1n~u~1LL~::u1m1~hi.u:ni<illh::-;h1ut~ ci L i:i:JJ t1 1<il E.J 
'U 'U 

~e.ru1111fl"il::L~€Jns€t~~U~1'VI'1€1U1n11<i11:JJ"Ji€J:JJ~LL~::"Ji tJ';ll n ~'ll €1-:1 i:itl1 un11ru n11n1::1J1 E.J 
'U 'U 

~u~1 u~:: i:if1-:~ n11EJ t~:ui'u'll t~-:~ ~u11n fln"il::iitJ1:: ~'Ylli111'Vi~-:~i1 u 
'U 

~1mqJ"ilU n:u~iJE.J::w~t! (2556) l.~i.~~T<il1n~fi11:JJ n1113l~~uh1iu1n11Li'11 

m113l~~uhrl"il::oftt~~uL~1'VI'1t~ 1iu1m1'VI'1t~l.:!.ittui1 ut~cinu t~-:~fftl1::nt~urf-:~ 6 tl1::m1 l.~mi 
'U 

tl1::m1~ 1 ,Ym rl"il1l1-:~"il1n"lit~:u~"ll11 i:i11"11 t~-:~ u1n11'VI'1t~ ~~ <iln rnsn:A-:~ d:J u"li t~ :u ~ 
'U 'U 

"ll11tn1rl~i'uu1m1i'ufl.~ 2 ilii.~LLri 
'U 'U 

1. tl-:i::i:ium1ru'Yl1-:J<i11-:J 'VImE.Jn-:~ ~i'uu1m11.~i:ucri:iu1m1ttu 6J ~1 EJ <ilUL t~-:~ LL~:: 
'U 

L n~m1'fUffi11:JJ'Vi€1 l"iJnu n11U1m1ttUL ~E.J-:11~ LL~::<ild-:JrlUfi11:JJ~ €1-:1 n11'1J €1-:1 <i1U'V1'1€1 l:l.i 
'U 

2. tl-:i::i:ium1rn'Yl1-:!eJt~:u 'VImE.Jn-:~ ~i'uu1m1l.~i'u "li t~:u ~"ll11 i:i111l1 n tl1n ~mu 
'U 'U 'U 

V1'1€1~€Jtn1:JJ1~"15U~1-1 6) LL~::'Yh 1~Ln~m1'fufl1fi11:JJ~-:I'Vi€1 l"iJnuu1m1ttU:JJ1 nut~ E.J L ~ E.J -:~1~ 
'U 

LL~::<il-:i-:1 nufi11:JJI31 t~-:Jn11'll t~-:J<i1U'VI'1t~l.a.l1~ EJ"Ji t~:u~"ll11 tn1~~i'uu1m1L~i'u"il::rh 'VIU 1 ~ L 11 u~-:~ 
'U 'U 

L f1 LL~::LU ULL'VI si-:~"Ji €J:JJ~~n1::~WVh 1~~-fuu1m1iifl11 :uf~n "15 €JU Vl1 €1 L:l.i "15 €1 U LL~:: L n ~ fl11 :JJ 
cu ~ cu cu 

L~mJu1uu1m1 
tl1::m1~ 2 Lfl~t~-:J'VI:JJ1E.Jm1~1/ <i111iru~m~rn rh1~~i'uu1m-:il.~itnn-:~u1n111u 

... 'U 

~1U~1-16J L'riu 1tl1i:i n~u L~EJ-:~ m-:it~tlmLuu LL~::flrn111YiU1m1 Lllu~u 
'U q 

tl1::n11~ 3 L1l<ilfi~'VI'1t~ fi11:JJWn'llfl-:J~i'uu1m1~flu1m1LUUfl11 :uf~n 'Yl1-:J u 1 n 
'U 'U 'U 

'V1'1€1~U~flU1m1'VI'1fl~U~1ttU6) 1~E.Jfi11:JJWn'Yl1-1 U 1 n'V1'1€1 ~U @\ f:JU1n11 L n ~ 1!1 n n11L~-fu 
'U 
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-liEJ:JJ~"liTHfl1 ~~~::m1ilnii-:~~f1~EJ-l'VI:JJ1t.Jn11~1,!u. 'VI1ni.~i'u u1m11wm-:~u1 n f111 :JJf~nrl ii 
'IJ 'IJ 

<iie:Ju1m111 :JJii-:~m1ilnii-:~~fl~EJ,]'VI:JJ1t.ln11~1,rU.n';l::blJU.1 u.~d u 1 n CQI1 :JJ :JJ1 Lb~:: 1 U.'Yl1,] CQI1,] nu. 

"111:JJ 'VI1 n i.~i'u u1n111 u. 'Yl1-:~ ~ u f111 :JJf~n rl ii <ii EJ u1n 11'VI1 EJ ~~ CQin rn~11 :JJ ii-:~ n11iln ii-:~ 
'IJ 

~fl~EJ-:~'VImrm11~1,!u.n';l::d]u.1u.~~~ ~u tCjl m -;)Cjlfl~rlii<iimf1~EJ-:~'VImt.~m1~1 ii~'Yl~~ ~ <ii EJ f111 :JJ 

aJ-:~ ~u.1 u.m11iu1m1'VI1EJ ~u.~1,r u.<ii eJ i.u 1u. EJU.1f1 Cjl 
q 

u1:m1rl 4 f111:JJ~~mTu.1u.u1m1 ~eJm1u1:d3u.~~~:iCQI~u.h-:hCQ11.Jnuf111:JJ~EJ\I n11 

"1.1 EJ\ICQIU.~eJ.J'VI1EJ La.lf111:JJ~ ~H:JJ~U.~ nCQI';l1nri ~i'uu1m1L~i'u-li eJ:JJ~"li11 ~111u.u1m111 :JJ ~ .J fl11 :JJ 
'IJ 'IJ 

f'li'mnrl ii<ii mf1~EJ.J'VI:JJ1 t.1m1~1 ~'Ylli~~"ll EJ-lf111:JJ~ ~EJ~u.1u.u1n 11-;):: ~ .J ~ ~ <ii EJ f111 :JJ aJ .J ~ u.1 u. 
q 

m11iu1m1<iieJi.u 

u1:m1ri 5 f111:JJa.l.J~u.1u.m11i'VI:JJ1t.Jii.J m1iCQI~u.h 1 u.n1111 \1 ~~~ u.rl ';l:: 1iu1n11 
q 

~-nu. ~~uu1CQI R1CQI ~ne:Ji.1 u~::ffeJnu1m d]u.@]u. 

u1::m1rl 6 m1~~eJnofiEJ~u.~~1'VI1m~EJn1iu1m1~tlu..ffu.CQieJU.~CQI'Yht.Jri~i'uu1m1 
q 'IJ 

n'Yl11 n'Yl1:JJ tu. (2556) LCQIL~f1T~hnCQif111:JJ n11i Cjl ~u. h ~ ~ eJn 1iu1n11,rU.~~~Cji.J ii .J 
~q~n11:JJn11iCQI~u.h~~ EJn 1iu1n11mh1 tCQI t.1 ~1u i1 ~u11nf1 iif111:JJ@]EJ.J n11 (Need & 

q 'IJ 

Want) mJCQI~eJCQIL1~1 ~-:~i>hiru~ m11EJci1-:~i.1~ ~EJ 1i~u11nf1 i CQI ~u. h ~ ~ eJn 1iu1n11 ';l ::@] EJ\1 ii 
'IJ ~ 'IJ 

.yj mrli.u :JJ1nEJU. u:,!u.~i1"11 EJ\In';ln11 u11f'Yl<ii1.J ')@]EJ.JCQ11:'VI'Irnii.Jm:u1U.n11i Cjl ~u. h ofiEJ ~ EJ 

.ffu.CQI EJu.1u.n11fu fif ru 'V\1 (Problem Recognition) ~ i1"11 El.J n ';l n11'VI1 eJ u11f'Yl J .J 'VI ~1 t.1@] El \1 
'IJ ~ 

~mtn:JJ~ "111 h ~~~::~:JJ11m "11 1 h ii .J if ru 'V\1"1.1 eJ.J ~u1 t n f1 bi] u.EJ ci 1.J ~ ~1 u. n 11~ u. 'VI1-li EJ :JJ ~ 
~ 'IJ 'IJ 

(Information Search) ~i1"1.1EJ.Jn';Jn11f111l~hm1iJ eJU.-liEJ:JJ~ 1i~~ri ~n ~1 EJ ci1-:1 ~~1 ~ ~:JJ EJ ~1 u. 
'IJ 'IJ 

.ffu.CQI eJU.n11Ud:Li3U.~fl'Yl1.J L~EJn (Evaluation of Alternatives) fln~1ii'Yl1\IL~eJ n 1 u.n1 "j1J1 1n f1 
'IJ 

<i11.J 'J mn:JJ1t.J u11f'Yl<ii1-:~ 'J @] EJ.J ~ "111 h 1u.~u.~1'VI1 eJ u1n1 "j"lJ EJ.J CQI u.eJ ci 1-:~ ri eJ-:1 LL ri ~ u11n f11 ~ 

f111:JJ~u.h'VI1mnrn"YI1CQIU1.Jri~u11nf1 h1u.mdud:Li3U.L ~eJU"j:n EJU n1di CQI ~u. h u11f'Yl@] EJ\1 
'IJ 

'Yh 1~mrn~<ii1-1 ') L 'V1~1,rU.EJci1u.d:iurlfln~1EJt.11nL~';J:nEJ 1iL n Cjl n11i Cjl ~u. hofiEJ (Purchase 
'IJ 'IJ 

Decision) ~u. ~L<iin1:U1U.m1iCQI~u.hofiEJi.aJi.~';JU L ~t.I.J~Lfi ~u11n f1ofieJ~U.~1 u~:u1n1d,fu, ') 
'IJ 

"' "' "' I llJ ~ ..:=1, Q..oO Q..ol '1.1 Q..oO d ~ Q..l d 

L 'YllU.U. L ';l 1"1.1 EJ.J n ';l n1 "j'YJ.J 'VI ~1 t.1 ti.J CQI eJ.J CQI d: 'VI u. m1.J ~ rJ CQI n "j"j:JJ 'VI fl.J n1 "j"Jl'EJ (Postpurchase 

Behavior) ~ ~EJU.1:JJ1ui'uu1.J ~Lfl:~m1'll~U.~1'V11EJu1md 1~~~u. 
q 

Assael, H. (2004) LCQIL~m1:JJ'VI:JJ1t.l'lJEJ.Jf11i1 Consumer Decision Making ~EJ 

ilimd 1u.m1i'uf~~fl:ud::Li3u.-li EJ:JJfl'll EJ\ICQI11~U.~1 ~';l11nt1'Yl1.J ~~EJnCQI11~U.~1<ii1.J ') LLfl::~\1 
'IJ 'IJ 

iCQI~u.hofiEJ1iCQI"j.JflUf111:JJU"j1"jf:lU.1'lJEJ\ICQIU. tCQit.JiiLL"j.J~iniu.<iiEJm"jiCQI~U.heJci 2 e:Jcil\1 ~El 
'IJ 

1. Individual Consumer U';Jit.J'Yl1.J~1U.Uflfl~ if~it.~1u.~1u.d'iiJ\Imdi'u-flu.u'YlU1'Yl 
q 'IJ 

Lb~:;V!\tlfi~~JJ El.J'ild1~Ufl1 fl111J~EJ.Jnld llf1Ufl~~ El'ild1~U~1 11J LL1JUn1dil1Litu~i(il ~nMt:U: 
'IJ 

u1:"1nnd d1 :JJ~\1 inMnt::Ufl~nnl~'ll eJ.J ~u11nf1 
q 'IJ 
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' 
2. Environmental Influences U"'lliti~TU.tUl1~Ln~GtmJ Yiih.Jflt:..~~niu.l?ieJn11 

i~ ~u. h~.J'VI m t~ii.Ju 11'Yl ~~1u. fhUmJ"ll e:J.J tl.Jfl :~.~1 ~ U.li11:1J E..i €1 tl~ ~u 11'Yl ~~1U.Ufl::fhil.t~ :1.1 
~ ~ 

LU ~1::"1J El.J LL<ilfl::n ~:IJ ~.J ~fl'"J1 :IJl:iJ L 'VI ij €1'\-l,rl'U."<il1n tl.Jfl :1Jfl1€JU flf1 LLCl::n ~:IJ el1.Ja.J L 'lfu. n~:IJ 
q q q 

U flfl Cl~'U. ") 11 :!Jti.J L vle:Ju. LLfl:: 1u.tl.Jfl:IJ~l~~n11~mn1rl'U. LLCl::~h tln11~Cl1~"1J €l.JU1,;''Yl 
q 

n"<ilm111i1.J ") ~Ele:Jn 1"JJMnn1u.'VIfl1tl ")11hLuu 
'II 

3.2 iJ~iu~ii~~memTf<;1~a"1.~ 

1u.m1~n'l!I-1L~ t11nu~q~n11:1.1 ~u11fl fl1 u.u "'II~ uu.~1 u.1 'VI qJi.~~u. i.ll ff'U. h ~n 'l!l-1 

fl11:1J1'Yl1.J~1'U.~b]~n11:1Jf'l1ff~f (Behavioral Sciences) m'lf1 t1 e:JliU1tl t~tln11~n'l!l-1"'111 n i 1 
'II 

LLUUI?i1.J ") ~.J~:IJ1n:IJ1ti'V\Cl1ti'Ylfl'l!l-fi 1u..J1U.litJdu1:1J1nLViti.J 2 i1LLUU i.Jd 

1. i1LLUU~r]~n11:1Jeru11flfl"lJel.Jfl€llilLflElfLLfl::El1f:IJfflil1€l.J (Kotler and Armstrong. 
'II 

1997) l~~~i1 LLUU~b]~n11:1Jn11<A'€1"1J e:J.J eru11flfl t~ tl e:J1iti'Ylb]'l!I-~'Yl1.J~Iill'Yl ti1:1J11h::tinlil1 "Jl 
'II ~ q 

'Yl1.Jn11~Cl11il t~ tl ~ ~ rl e:JLL 'U.1 ~ lil ~··.h ~ b] ~ n11:1J"<il:: L n ~~ 'U. l~"<il:: ~ El.J ~ ff1 L 'VI lil'V\1 €1~~ .J L 11 
q 

(Stimulus) "<il1n~.J L 11"'11::nfl1t!LUU.U1.J "<ii.J h 1 i LLff~ .J ~ fJ ~ n 11:1.1 <i11.J ") €1 e:Jn :1.11 L vl €1 ff'U.e:J.J lil e:J u 
'II 

(Response) l?ie:J~.JLf1t!u. m11l1::~n@) "S- R theory" ~.JLUWYlflMfi~lill'Yltl1i.JL~:IJ:IJ1LUU.i1 
LLU ULLff~.Jn11:1Jn11<A'€1"1J €l.Jeru11fl fl'VI1€l "Stimulus - Response Model" 

'II 

~.JL11'Yl1.Jn111ilfl11il1l1::ne:Ju~1tl "4P's" i.~LLri t:..~~lilnmsn (Product) 11fl1 (Price) n11ilil 

~1'VI't.bti (Place) LLfl::n11~.J Lff1:1Jn111ilfl1~ (Promotion) ~.JLU'U.U"'IIitl~fl1 u fl :!Jl~ ~1 u.~.J L 11 
q 

~'U. 61 l~LLfi U "'IIi tl ~1u.i1 LLlh~l:iJffl:IJ11rlfl1 U fl :IJ L~ €1 u1 'U.~ .J LL 1 ~ Gt €1 :IJ t lil tl 1 €11J i 1 er u11fl fl 
J q cu 'U 

~a'Ylli~flt:.J~niu.l?ie:Jn11L~ €l n <A'El"lJ El.J er u1 1fl fl 1.] 1:: n EIU ~ 1 tl ff fl11:: L f'l1 'l!l-~fl "'II L 'Yl fl t 'U. t Cl ~ 
'II ~ 

n11Li:ie:J.J LLfl::l~'U.li11:1J ~.JL11L'V\~1d"<ii::LUU.i1U1 (Input) L"JJ1~n~£l.Jejll (ff:IJ€1-J) ~1'U. 
'II 

n1::U1'U.n11ilil~U.1u.1"<iJoA'e:J ~ Lfl ~ ~ 'U.fl1 tl h ff:IJ El.J ~.J "'II:: :IJ El.J l:iJ L ~ lUL Cl:: "'II:: 1..h1 n!] LLfflil.J t:.J Cl 

Ele:Jn:IJ1 (Output) LlJ'U.~r]~n11:1J~Iile:JUff'U.€l.Jn11:1JEI.JL ~'U.l~ ~£1 n11i~~U.1"<iJL~Eln<A'a t:.J~ lil n msn 

"'111nlil11~u.fi1 "'111ner~1'VIU1tl nfl1<A'a LLfl::1l1mm~<A'a 
'II 

~nMm::"lle:J.Ju"'llit~a'Ylli~fl~~l?i e:Jn111'u! LLfl::ll i)n1t~1 lil e:Ju ffu.a.J l1i e:J~.J L 11"1l a.J 

eru11flfl el'U.l~LLri U"'llit1~1Ul~Uli11:1J tl.Jfl:IJ Uflflfl LLCl::~lill'Yltl1"'111nn1::U1Un11ilil~U.h 
'II q 

"llt~.JeroA'me:J.J (Buyer's Decision Process) ~~t:..~fln1::'Ylu11ia~q~n11:1J"ll€l.JeroA'e:J 1l1::nau~1t1 5 
'II 'II 

::. "' "lJUiilEIU fl£1 (Kotler and Armstrong, 1997) 

1. 1u1fl11:1J~1LU'U. (Need Recognition) 
'II 

2. LLff.J'V11ieJ:IJfl (Information Search) 
'II 

3. 1l1::L~U'Yl1.JL~e:Jn (Evaluation of Alternatives) 

.... "' 1 .¥ 4. lillilff'U. "<il'll'€1 (Purchase Decision) 

"' 5. ~q~n11:1J'VI~.Jm16fi"a (Postpurchase Behavior) 
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2. i'"Hb1J1J'Wb]~n11:JJ~U11nfl"llfl.:!Uii'UJULL~::,Hu.:: (Lamb, Hair and McDaniel, 
'U 

1992) 1~~~i1U1J1J'Wr]~n11:JJm1:bu"llfl.J~u11nflifu 1h::nuu~1tte:J.Jfl1h::nuu 2 ~1u dJu 
'U 

n1::U1Um1i~~uh:bmuu.ffu<fluu th::nuu~1tJ 7 .ffu 1.~mi 
' 

1. n111'1J~.JLf1 

2. m11'u1ifru~1 
'U .. 

4. n111h::LijWYl1.:1 L~ un 
.d' 

5. n116Jrfl 

"' (L..oo ~A Q..o Q.ol Q..o Q.ooO 1 

fl1fl1Jfl11 1.J111"Jl"1@1 "ll"U"llfl.J~.Jfi:JJ 1~Uli11:JJ LL~::1~Uli11:1Jtlfltl 

fi11:JJL~m~u1um1:bu (Purchase Involvement) ~:JJ1tl~.J 1::iu"IJ fl.Jfi11:JJ~uh (Interest) 

~1ufi11:JJvl1.J1tJ (Concern) "lle:J.J~i~~uh1un1::1J1Um-:~iW~~uh1::iu"IJu.Jml:JJ b ~ tJ 1 ~unu 
'U 

(Involvement) LUU~1111::i1fi111~L~ fuc..~~n1::'Yl1J111nfi11:JJ"il1bUU (Need) bb~:: 

~m~l·rn::LU"W1::"llu.J 3 i1LLth ~e:J Uflfl~ c..~~<flnm'rf LL~::~mum1rn 
q 

1. n1-:~iWI~Uh1llnfi11:JJbfltliu (Nominal Decision Making or Routinized 

Response) dJum1~W!~uh~~u11nflbnuuL~~e:J.JoW1111nt1 u:: hL t'iu.J 111 n iifl11 :JJ L fl tJ iu 1 u 
'U 

n111i C-J~<fln ru.~tfuLbtr 1 n11 iW~ ~uh 1 u-:~::~u dii fl11 m ~ tJ 1 ~u~1 (Low Purchase 

Involvement) UU.JbUU 2 "Jl"UmiutJ ~fl 

1.1 n11~~~u1unni't iifi11:JJJln~1udiu (Brand Loyalty Decision) LUU 

~1l11::~iifl1l:JJL~m~u1u~Ufl1~.J (High Product Involvement) LL'iliifi11:JJL~tl1~U~l (Low 
'U 

Purchase Involvement) b "liu ~~iim1:JJ.1ln~'il fln11b~U'Yl1.J 1W~ tJ Lfl~e:J.Juunum-:~uu L'Yl tJ ~.:I LLir 
'U 

11::ii~ tJ m1UULL"li.:~iudi~ifumnm tJ u'ii~nf11n~:JJdn t~.:~iim1:JJ.1ln~num1uu L'Yl tJ btlu~u 
'IJ q 

1.2 m-:~iW~~uhn-:~rn:buo:fr1 (Repeat Purchase Decision) ~.JLUU~1l11::~ 
~u11nfl o.JiWI ~uh 1.~"15~ L 11U'".h di e:J 1~r1n h~ ~~ LL'il ii n1-:~:bu o:fr1 b 'Y-111:: £1' .:~ 1~ 'WU -)1 ii d 'It e:J 1W~ 
'U 'U q 

"' ' .J' 
~n11u 
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2. nTl"<1i~ ~u.hf1-;il1n~ (Limited Decision Making) dj u.n11<1i~~u.h L ~ eln 1i 

u1nT~ 1~r.J 1iim.;~~n1r.man LL~::1l1r.J1u. ~'1'11-JL~anitm.J 1in~ Lnrn-.1 1u.m1<1i~~h m.h.J J1 r.J 

~.J.W1111rn1LWr.J.J 2 - 3 flrn~mfrn:: (Attribute) LL~:::1.h:::dju.'Y11.JL~anmh.J-;il1n~ 
q 

3. n11<1i~~u.hf1ni1.J"ll11.J (Extensive Decision Making) 'V\:IJ1r.Jn.J n11 

<1i~~u.hf1Gi fl.J'VI1i a~~m.J1.J mnrf.J111n111 £.J u.a n u ~::: 111 r.J 1 u. ~ n ~ L n rn-.1 n 11<1i ~ ~u. h f1 srru 

iau.L iia.J111n L~ £.J1i a.JnU'Y11.J L~anr1'VI ~1n'VI ~1 £.J LL~:::11:::Gia.J~m1u1::Lilu.f11hf1tyn1 r.J'V\ ~.Jn11 
1iu1m1Gi1 r.J 

Philip Kotler (2003) L~ n ~11 n.J ~n '!frn::"ll fl.J ~;a~u.f11'VI 1 a 1 i 1J 1 n 11 u 1::: n a 1J ~ 1 £.I 
'II 

ii11i £.J'Y11.Ji~ U.li11:1J ii11i r.J'Y11.J ;.Jfl:IJ ii11i £.J ~1 u.u flfl~ u~:::ii11 i £.J '1'11-J ~ 1 u. ~ ~ 1 'Y1 £.J 1f1 ~ ~Hl @i a 
q 

m1<1i~~u.h~.J 1u.m1~n'!f1lir.Jd11:::~n'lf1L~v-n:::ii11ir.J~1U.Uflf"l~f1~~~@)am1<1i~~u. h L ~an 1 i 
q 

u f1 ~n~n'lfrn::~1U.Uflf1~ 1~mi m r.J 1.J111i5l(fif11au f111 ~mu.n1'V'-l'Y11.J Ll'l1'lf~n 11 1u u u u n1 1 
q q q ..., cu 

I311L Uwni (11 11 :IJn.JlJ f) ~n1l1'V'-lr1 L ~ £..11 nu<1i1"ll fl.J ~1iu1m1 
q 'II 

1. fllr.JLL~::1.J111i5l(1lf11fl1Jf111 (Age and Stage in the Life Cycle) 1Jflf1~11::L~an1i 
q q 

u1m1~~(1ln rnsnLL~:::~'V'-l~~n11:1JLL(1ln@i1.JnU.LU ~1:1Jfl1 r.J LL~:::thimTU."ll fl.J 1 .J 11 1i5l (11 f11 flU fli'1 
q 

a1r.Ji r.J'Y111n11:::Lli~~'Yl~'V'-lfl@i am1L~an 1iu1m1 LL@i L ~ n ri au.i r.J L i 1 L 1 r.J u.11::: ii~ 'Y1 ~'V'-l ~@)a n11 
q 

<1i~~u.hL~an 1iu1m1111n~mL1iLLfl:::L~nim1r.Ju.11:::~~'Yl ~'V'-l fl@) an11<1i ~ ~u. h ita r.J n 111 r.J L '1ll 
L1r.JU. n11<1i~~u.11J~n11:::a1ir.JLL1 .J 11 .J 1-;, '1'11-J ~1U.fl11:1J rn:IJ1 n n l1 L 'V\ (11 ~ ~11 :IJrf.J ~ ~ ~ flfl 11 :1J 

'II q 

~~L ~U."ll fl.JL ~flU.:IJ1nn11~mL1i ~1m.JL'Vmi11::: 1if111:1Jtnf1runUU1U. 1blr.JU.~LL~:::~~ (11 n rnsnf11 '1f 
'II "' "' 

1u.f111 L'iau. 1u."llrn::ir.J ~.Jm£Jlfu.m1~h 1u.~111'V'-lu~::m1~n~ eJU.:IJ1n~fu. 
'II q q 

1.1 ~mu.111'V'-l1~~ Ltlu.wu.:IJ~1 LL~:::aciflu.L~ r.J1 iin11:::m1L~ u. ita £.J 1 i L~ u.L Ti .J ii 
q 'II 

f11l:IJ~~ ~11-J ~11~Ltlu.~ul LLvJ-ku. 1iL 1 fl1l1.J ~1u.1V1 nJ m.Jnum1.Wn~ au. '~ 1 u.a ~ L 1n u fl::: n11 
'II "' 'II 

LL@i.J<1i1 ~n;fl~.J el1U.1 r.Jf111:1J~:::~1n 1i nu til'U.Lfl.J L -rlu, 1bl r.JU.~ fleJ:IJ.W1 L~ af 

1.2 f11fl1Jfli'1 ~LL@i.J.J1U.1'VI:l.irJ.JL:Jiiu(111 iieJ(1111n116fieJ~.J"ll eJ.J@i1.J 6) ~.JLLfl::: 
'II q 'II 

~n11:::6fra~~(fi.nrnsnu1:::Ln'Ylfl.J'Ylu.m11 L-rlu. u1u. L'\Alafii.L11af 1b1r.Ju.~ Ltlu.~u. 
1.3 f11flUf111f1 iiu (111LL~1 11::;fl~~(fin rnsnL ~ mnuu l U. 'V\ 1 fl"ll fl .J bL U.U l U.:IJl n 

q 

.yi ~~tlllJ (111rJ.J L~n eJ V n11::: 1lK f111:1J~U.11J L~ r.n nu ~~(fin Ul.sn"lJ fl.:! L~n 11 :IJrf.J ~~(1lrlUI.snf11lKf1 1 l :IJ 
q • 'II 

~::~1n 1u.f111 L'iau. LL@in11J(111eJV1u.i r.J ~nlf1 n11::: 1lKf111:1Jtnf1runum1~ n 1f1"1J fl.:! 1J (11 J~ n 11::: ii 
q 4J Ql q 

fl1l:IJ~U.fi.J'Yll.J L 1'111f~fl11 ~.:I 11:: L~:IJ 1 i f\11 :IJ~"ll nu iJi (fi"lJ fl.:! (11U,Lfl.J ii-:11 U.fl~ L 1n :IJ1 n if U. L ~ U. 'Yll.J 
... 'II q 

I d ll.<' I J" 
'Yl fl.:! L 'Yl r.J 1 LLfl:::'V'-ln ~ eJU.:IJ1 n"lJ U. 
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1.4 f'l"HJU f'lf1~u<~rmtJnmm1tl bb~1 ~1u1vnu~~:u·n~·~~hJ'iTvl U1WHJ1J f'lf1 £J~ 
q " 'll 

rl1~1'U. 'il::ii~1'U.::'Yl1~n11b~'U.~ ~'U,f'l.;) \1:: 1~f111 :U~'\.1,1\1 nu ~"11111 ~ bb ~:: n1 1~ n ~ eJ 'U.:U 1 n if '\.1, bb ~:: 
• . q 

3Tn'il::sfia~""ll e:J.J~~ 1~11~1a~m ~a m1 :uJ" iim1tlfu ti1.Ju1u1~ a.i 
'll q q 

1.5 f11tl1Jf'lf1~~" tl1tl b~:Uii11 tJ t~·;'hn ~ 3J n ";):: b ~an 1i ~~ <il n ru~~ b ~ tJ 1 nu 
'll q 

1 " ' VIti .... ., .- .J" 
~111~LL~:: "l5\11tl ~ nu'Yl1.J~1'U.n11U~'YltJ:IJ1n"llu 

q 

1.6 f11e:J1J f'lf1~ dJu~ ~1 tJ mj f! Ub ~ tJ 1 L d. a"" 1 n f1 ~:u 1 ~" 1 n ttl~ 1 a~ ci 11' 1" ii 
'll 'll 

11 tJL~-;hn~aTn'il::acif!ub~ tJ1~1amitJ acinu ~n~ ~1u t1'1acif!uL~ tJ1 nm";J";J::~1u 1 u ~ ii"ll u1 ~ 
'll 'll 'll 'll 

L~n~~ LL~::~1~.JEh'U.1 tlf111 :U ~::~1 n :U1 nif 'U. 1 i f111 :U ~'U. 1\J L ~ tJ 1 nu n11 t1 an rh ~" n1 tJ L ~ t1 
G..o< 1 Q G..< fi' A A a,... l(,d .d Q,; .ct 

~111~ m1~m.Jau ~~<il11nt"Yle:J1~11b~1:u LL~::~~<il11 nt"Yl'Yl bnt11nu ~111~mn"llu 
q q 

2. m~w (Occupation) e:J1~~3Tn'il::ii~'Ylli~~<ilmb1J1JbLt:.J'U.n11U'1111f'l L'riu ~u'1~11 
'll 

1::iu ~""::sfia"l5~~n~ 1r1 t~u<il11mLL~" L"Llu~:u1.:nn~t:u~<~h~ 1 1u"llrn::~~un.J1uri'11tl ";):: 1 ~ 
'll q 

f111:u~uhnu~~<ilnru~~~~bL~::11m~:ub~<il~:u~~ 
'll q 

3. ~mu::111~'Yl1.JLV'f11Y~n'il (Economic Circumstances) ~m'U.111~'Yl1.J bV'f11Y~n'il ii . . 
~~@] tln11b~tlnb ~ eJ n 1 "1f ~ ~ <il ll lli~"ll e:J.J 1J f1 f1 ~ L 'riun 'U. L d.a.J \11 n L U 'U.~.J ~ fll ~ 'U.~ el1'U.1 ";J n 11 

q 

i~~uh ~mu::'Yl1.JbV'f11Y~n" ~.Junm1<11~1~~a"~~<i11:ULm1 t 1X:u~1u11 tJ 1~"11 a" tl 1::"151"151 ~ ... 

4. 1tl Lb1J1J n11<ihb'Uu~!J<i1 (Lifestyle) 1tl uuum1<ihb'Uu~!J <11 ~ :u1 tJ ~" ~ n 1Yrn:: n 11 
'll 'll 

~11.J~!J <11~ LL~<il" aanm1u1ti"JJ a.Jm1'¥11n";Jn1·n..rh :unu ~1u ~~ ~ '\.b ~u h LL~:: f111 :u L ~ u t ~ tJ 
'll 'll 

1tl bL1J 1J n11~1 Lit ui!!J <il\1:: bb~~.J ~.J i1u f1f1 ~,f'U. 6) 1J f1 f1 ~ bL ~ ~:: f1 'U. \1:: ii 1 tl LL 1J 1J n 11 ~ 11 .J il!J <i1 ~ 
'U q q qj 

Lb<iln <iJ1.J n'U. 1J1.J f1'U.tl1\l\l:: b U uun t:.J";J run tJ untl 1:: b ~mitt! :U ~~ 'Yi :U b 'Yl1 in 1J f1 1 tl 1J f1 f1 ~ ~ j'U. 
Ql '1.1 q cu 

~-r" 1u~i<ilLL~::~u'1 t~tJunm1<i1~1~L~ai1~'1iu'1m1~ii1tl bL1Jum1~1 L itu~!J <11 ~ f1 ~1 tJ f1 ~~ 
'll 'll 

rl'U.'il::ii bL '\.1,1 t u:u 1u~1'U.~t"] ~ n11:U<il1.J '1 LU ul:t.J1wn V'f'Yl1~ b~ tJ 1 n 'U.Lb ~:: nJ Lb 1J 1J n 11 ~ 11" ~i <il ~ 
'll 

LL<11n<iJ1~n'U. fl";J::l-bltl ~n11i~~uh 1"1fu1m1~LL<iln<iJ1.Jrl'U. 
'll 

5. 1Jf'l~n111~ (Personality) ~a ~n1Yru::1f11.J~f1.J'Yl1.J~<ili'YltJ1111tJ1U"J.Je:J.JLL<il~:: 
q 

u f1 f! ~~~ L tJ w~\1 rh~ u~i1 LL<il ~:: u f! f! ~\1::<11 au ~ua.J <i\ a ~111~ Ln ~ ~ a:u a ci1.J L1 u f1 ~n111 ~":: L iJ u 
q q q 

m1aliu1 tJ ~" ~n 1Ynt:: LU ~1::<i11"JJ a.Ju f! f! ~ L 'riu L ~ a~u1 U<il'U.L a.J m1 :u L iJ u~~1:: f111 :u ii E\1 u1" 
q 

L wumr3u n11"15tl1J ~:U1fl:l..i t~ tJtln~Lb~11J f1 ~n111~LU 'U.~.JrlLtl~tJ'U.LLU ~" l~ tJ 1 f1 LLwi n ~1 :IJ1 1 rl 
'll q 

Ltl ~ tJ uLLtl ~" t~Yi ~::'!!a tJ m:utl1:: ~u m1rn~1a~" Ln ~~a :u 
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3.3 n7::::u'l%n1,-c;l~a'"1~ 

e:J<ii~cl' ~1<i11.Jfln~ (eJ1.J1'U. '1Al1Yi'!Alcl' &f'"J11rn.vhJ, 2555) 1iwn:i.I'I.Ul1£.JL~£.J1nu 
~ ~ ~ ~ ~ 

n1::1J1ll.n11~<ii~'U.h"ll e:J.J~mi11h::nm/h.Jiii1 £.J.ff'U.<ile:J'\.1.~1.J 6J 'VI ~1 £.J.ff'U.<il e:J'\.1. ~1u1n11~:: Iii e:J.J 
~ ~ 

~ ~ 

~1ll."l1ll.<ile:J'U.!ii1.J 6J eJ'U.~::ih1tl~m1~<ii~'U.hL~an1iu1m1 ~.Ju 
~ 

(Need Recognition) 

(Information Search) 

(Evaluation of Alternative) 

n1':iGJ~~'l-l.1\J (Purchase Decision) 

(Postpurchase Behavior) 

fl1'\Al 4 LL~<ii.Jn1::1J1'U.n11~<ii~'U.h 

~m tl1::£.Jmfm~1n m::u1ll.n11~<ii~'U.1~ a<ii~cl' ~1<ild.Jfln~ (2543) 
~ q q q 

1. n11<ii1::'VI'I!'nn.Jm1:i.l~e:J.Jn11 (Need Recognition) dJ'U.~<ilb~:i.l~ll."lla.Jm::u 1 ll.n11 
~ 

~a~.J ~u11nfl<ii1::'VIirnn.Ju ru'VI1'V1'1afl11 :l..l ~ e:~.J n1 1 ~ u11n fl ii fl11 :l..lf~n LL<il n 'ii1.J 1:: 'VI 'i 1.J cu Ql cu 'U 

~n11::~~u11nf1Lll'U.a ci ~1.J nu ~n11 ::~ L "lJ 1tl 111n '\.1, 1 fl11 :i.l ~ a.J n 1 1a1~ n n n1:: ~'\.I, 1<il £.J 
qJ cu 'U q 

i1n1::~'\.1.~1nfll£.J1'U. (Internal Stimuli) 1'U.1::iu~.J'\Alfl~~::n~l£.JbU'U.bb1.Jiui'U. (Drive)· 
~ ~ ... 

ll.fln~lnU'U.WJl:i.l~fl.Jn11m1lnnn1::~'\.l.~ln ~1 n1::~'U.fll £.J '\.I. an (External Stimuli) ~1nn11 
~ ~ ~ 

fufuru'V11iii.J LL'ii~lb 'VI<il~l£.J s:1 1tl~ll.n.J~lL 'VI<il~iifl1l:i.li'ui'all.mn irnm1<il~l <il ~ a.J .:ff1 iL v; '\.1. 
'U QJ q q 

uru'VIln11th.J1'U."lJa.Jirnm1<il~l<iiL ~an1::~'U.1i~u11nfl ii fl11 :i.l~ a.J n11 L ~ :l..l;j '\.1.111 n ~n11:: 
v ~ ~ 

U~1l1J'U.n1111J'ffi'U.fll 1'VI~ 6) LU<il~1 ~<il~l<ilbL~::th1i~u11n f) L n <il fl11 :lJ ~'\.I, h irn nl1<il ~1<il ii 
q cu cu 'U 

'VIU1~1ll.m1LL'U.::tb~mi1'VI'1au1m1 1'VI~ 6J LL~::~a~1Ltl5.J~u11n fl n1:: u 1 'U.n11i <il ~'\.I. h ~a 
~ 

"lJ a.J~u11nflfl1l:i.lrll'Yll £.J ~ irn nl1<il ~1 <il 'Y1 n11 £.J ~ a.J 'IAlU ~a nl1'VIlin1 U:i.IU11 'IAlrJ ~ n 11:i.l 
~ ~ 

~u11nf11i~Wl!u1J~'U.fll'\·~'1au1m1"1J fl.J<il'\.1, f11l:l..li.hL 1~"1J u.JUnn11<il~l<ii1'U.m1 1 U:i.l Ul11 ibn <il 
~ 
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nT:i~mt-u.if-u.num·n"li1 liJ'V'!r]~n1111~U11n fl unn11Cj) t'l1 Cj) ~ €h'l 'Y1111J fl11111ll LlJ 'U.bU 'V-11:; ~ 
'U 

L'lm11~ ~ e:J·Jn11bbt'l:blmb 1tl dJ-u.Lnru"YJ1-u.m1~e:J 
'U 'U 

2. n11Ll.n:mnJ'VI1"li11l.n1 (Information Search) ~u11nfl~rmn1::~-u.'VI1m:mr11:1:1J 
'U 'U q 

L ~.n:u~1.:J'V11"li111.n1111nif-u. tl1LL1.:J ~~niwn e:J.:J ~u11nfl LL-il.:J Lm1.:J bbt'l:~-u.~ 1 ~ 1l:: Cj) e:J u ~'U.e:J.:J e:J £.1 
'U 'U 

1nttmib~e:J11 ~u11nfl~n1l:rhm1~e:JLL'ltJ iJu:~ULLGt1~u11nfle:J11l 1l:: d1u ft1111 ~ e:J.:J n11~u 11 
'U 'U 

1-u.fl1111'Y11.:1~1'VI'1t~1:Wn'Yhm1L~n::u~1-:~'VI1"li11~n1~ b~m"lie:J.:~ nu ~ t~.:~ n11i.:~ n ~11 ~u11n" 
'U 

e:J11l'V11"li11 ~111~1l1n'VI t'l1mLv;.:J L -riu 

2.1 Lb'VI~.:JlJflflt'l (Personal Sources) 1~mi L~e:JU~U'Yl fl1e:J1Jfli'1 b~e:JUU1U 
q 

LLL'l:~1n tt~Cj) ~.:J u 'VI~.:~ u"" L'ld1l: dj uu 'VI ~.:~"li e:J11L'l~ iia'Yl~'V'IL'l<ii e:J~u11n fl111n~ ~Cj) 
qJ q cu qJ q 

2.2 Lb'VI~.:Jn11~1 (Commercial Sources) 1~Lbrl 1"JJ "Mru1 <ii1.:1 "] 'V'!Un.:J1W.ll e:J.:J 

u11f'Yl ~uv;e:Jm1~.:J LLL'l::m111Cj)Lb~Cj).:J~U~1 dj-u,~-u. 
2.3 Lb'VI~.:Jl.nli11rn:: (Public Sources) 1~Lbrl ~e:Jmt'l"ll''U. e:J.:Jfln11b~e:J~lJ11nfl 

'U 

2.4 Lb'Vl~.:J'Yl(j)t'le:J.:J (Experimental Sources) 1~Lbrl ~~bfltJ'YlCj)t'le:J.:J1".!Th-u.~1~'U."J 
'U 

fl1111Lhf1'ru".ll e:J.:J Lm ~.:~"li e:J11L'l1l:LLCj)n<ii1-:~n-u.1tlCj)111"1l'UCj)"l.J e:J.:J ~u~ 1 LLL'l: ~ n "Mru::"l.J t~.:J ~~e:J 
... 'U 'U 

i.:~~u~.:Jfl111l::rhm1~n"MT:h 1-u.~-u.~1tl1::Ln'Yl~Cj)'U."l.J1LJ~-u.~u11nfl ii n 11Vl 1"1i e:J 11 t'l1l 1 n LL VI~ .:1 
'U 'U 

1Cj)u1.:~ L ~t~1l::1Cj)1in1'VI'U.Cj) 1u~1ULL~-u.m1~Cj)<iie:J ~e:J ~.n1nu ~u11nfl<ii t~ 1tl 
'U 

3. n1 1tl 1:: L iJ -u. '¥11-:J L ~ t1 n (Evaluation of Alternative) b ri e:1 ~ u11n fl1~i'u ,Y t1 11 t'l 
'U 'U 

L~ t11nu ~~Cj)nruon~1l::~t~.:Jm11iu1m1L ~tJ.:J'V'lmLGt1 ~u11n fl n 1l:: 1 i,Y t1 11 t'l ~ L n u 111 Ufl1111 
'U 'U 

'¥11.:1~1 1111~-:J"li e:J11 L'lri bb~1.:JV\11111~1l1nbb'V\ ~.:1[11 tl'U.e:Jn il1'VI 'U,Cj) b iJ 'U, b n ru-M 1&1 'VI i'u tl 1:: b n -u.if 'U, 
'U 

Lbt'l::1l1m n ruon111 Cj)1~1U ~n1'VI 'U,Cj);f ud n1l ::-ri1 tJ ~u11n fli.n1111b1U1: LiJULbt'l: Ltl1 tJ 1J b Yi tJ lJ ,Y e:J ~ 
~ 'U 

,Y m~LJ Lh'Vli'U'¥11-:J L~e:JmL<iiL'l::'Y11.:J1~ iliwti.:~ ~ 1l: "lh tJ t'l Cj) '¥11-:J L ~ e:J n 1 i LLfllJ t'l.:J 1 Cj) tJ 1 iiliL ~ e:J n 

~n'Mrn::L<iiUU1.:Je:Jci1.:J".ll e:J.:J~~Cj)nruonLtlumruon~1l11ru1 'VI1n~~Cj)nru"YJ1Cj) 1:1J ii ~n "Mru: i-:1 n ~11 

~-u. n1l:f1'Cj) e:Jt~n1J1n11 t1m1Ltl U1.:Jfl ~.:Jm1tl1::biJU'Y11.:J L~ t~n1l::'th L~ ~1 t1 b ri t1 ~~ Cj) n ru-M~ -u.ii 

~n 'Mrn:: L<ii 'U,b iJ 'U,~ bi'I'Me:J £11-:J-i(j) b ';)'U,b 'VI Ue:J~~Cj).n ruon~'U. b -riu ~ ~ Cj) .n ru-M~ ii fl run1 'V'l ~ b ~ 1'1 11 fl1 
q 

~1 m1iCj)~'U.hL~e:Jn1l:iifll111~'U. h 111 n n-J1 n11L ~ t~n ~~ Cj) n ruon1: iu" run1 'V'!tl1-u.n t'l1.:J 
q 

11mbb'V'l.:J Ltlu~-u. t~ci1-:~l-:d1Cj)111 n11tl1::LiJu'Y11.:JL~t~nL:IJt~11ln1::th1~~1tJun U1.:Jfl~.:J 
~u11nfl ii'¥11.:1 b~e:Jn 2 'Y11.:J'VI1e:Jmn n l1 ~.:Iii~ n "Mru:: 1-h ~'U, h 'V'l e:J n 'U, 1 'U, n drub -ri-u. d n~ 1 b iJ 'U, 
'U 

';1:;~ e:J.:J~-:1 mruonm1i(j) ~u1uhJif-u.tCj) ml1~n'Mrn::lJ1.:J e:J£.11-:J.yj ff1f1'rumLtJ1tJ1J b Yi tllJ bbt'l::-;) Cj) ~1 i lJ ... 

L-ri-u. 11m LLuu~1Cj)&f flnl.1l1'V'l fl1111UL'le:J~ntJ fl1111fl.:J'Ylum11 ~mu::".lle:J.:J~~Cj)nruon bLL'l::1u 
q 

tl1::n-u.flrn.n1'V'l dju~u Lnru-Mi.:~n~11d1l::'l.t1m1in1Vlu~m1i~~uh 1wffu<iit~ 1tl 
q 

4. m1i~~-u.h (Purchase Decision) 1wff-u.Cj)e:J'U.n11U1:LiJu ~u11nfl1l::11~~1i1J 
'U 

fll111"1l'e:JUCj)11~it~<ii1.:J "]1'U.LL<iiL'l::i1L~t~mLL'l::n1l::~11.:Jfll111~.:Jh~t~if-u. t~t~vi'lttlm1i(j) ~uh 
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sfiEJ"ll EJ.Jcru11n~uJn11::rhm'dsfiEJ<irn ~ "15 mu.n n ~ ~~ ~ u 11 i tJ 2 1.h:: n1 1 EJ111l ,r 1111 ""ll 11--1 .. 
~ q 

'd::'VI11.J~1111i.J 111n1Jm'di~~uh sfiEJ ,Xu~ El cru11n ~ 11:: di ~ ~ 1111 i.J h ~ 11 ::sfiEJ (Purchase 
~ 

Intention) 1fu llC3im.h.Jl'dn~111l~EJii.J l1 ~1~11::rhm1i~ ~u h L ~ EJ n sfiEJ111.J EJ111 ~ u 11 i tJ ~u 6J 

Li1111~f..l~n'd::'YluC3ieJm'di~~uhsfiEJ"ll EJ.J~u11n ~ 1~"5n l~LLri u 11 i tJ 'Y11.J ~1 ui.J ~ 11 (Social 
~ 

factors) llt'1:: £1'--1 l ~ tJ 1 "lJ El.J n 1J U 11-;) tJ <ii'1 U~fl1 U n 11 ru ~ L ~ tJ 1 "lJ El.J n 1J fi1'd&fiEJ ( Anticipated 

Situation Factors) ~.J11::~f..l~'Yh 1icru11n~di~~1111;.JL~ h 1um'dsfieJ rf--1 6) ~~ ~ 1111 i--1 h sfiEJ 
~ 

LL~1 i--1~uirnm1~~1~ l:l-iEJ11111::L ~EJii Ell <ilL~ 11 'VI d--1 f EJ tJ L tl Elf L oiiu<il11 n1 1~ ~ u11n ~ ~ ~ 1111 
~ 

i--1 11Jf111::&fiEJ~Uf1'1"1J El.J L 'd1LL~111::<ii' El.J~m'd:fi'mn~'1fu111.J 6) L 'rl'd1::~1J1L1l~ ~n11::L n ~ n1 'd11J fii .J 
~ ~ 

~1111l~f.J.J (Risk Perception) ~.J~Ui"Ln~ ~n 11:: 'Yllfi1'd ~~ ~1111 L ~f.J .J 1 i nu i1l El.J 1~ tJ n11 
~ 

~El1Jbl111111n~~ l~f.J 1"1f'VI1m~EJn&fiEJd~EJ~~ n111'1J tl 1:: rlU'VI'1Ell ~ Eln lU 'rl1:: ~ ~ El~ ~ ~ U 1 "lfn U 
~ 

mn 6) (l1•h l<ii') i.Jttuunm'd~t'11~11::~ El.J'rlf.J1f.J111 1itru1L1l~ l<ii'i'U'Yl'd11J"lJ El11~C3i1.J 6) l ~ tJ 1 n 1J 
~ ~ 

~uf11 1~~1111"111 m 'VI~mLu::1-t11um'dsfiEJ Ll~::~m'd1utl'd::num'dsfiEJ'Yln~r.J L tJ u<iiu L ~ EJ"li1 tJ 
q 

5. 'rlr]~fi'd'd11'VI;.J1iu1m'd (Postpurchase Behavior) .J1U"lleJ.Junn1'd~~1~iil<ii'111J 

ju~.J L~EJ~m'd:fi'EJ~uf1'1 ~u11n~11::Ln~m111'rlEJ h'VI1EJL:I-i'rlEJ h LL~:: 11:: ri EJ'rl tl ~ n 1111 'VI; .J n 11 
~ 

.r .¥ _"f ' d ' , .fl .... 0 ' .... .r ~ "" 111 ' 1 ~ .r 0 ... "" .... "ll'EJ"ll u. u ru 'V\1 EJ tJ'Y111 EJ:: m u u~1 m'VI u.~11 f..l"ll'El'rl EJ h 11 'VI 1 EJ h11 'rl EJ 11 m n 1 'd"lr EJ ~ 1 ~ EJU n ~ EJ11 u. "' ~ ~ 

'1fu.EJcinu ~1111i11~W!f'd::'V111.J~1111m~'VI111f.J"ll El.J ~u11n ~ (Consumer's Expectation) nu 
~ ~ 

m1 tlfiu1im'd"llEJ.J~uf1'1 (Products'Perceived Performance) rh~u.f1'1UEltJn11~1111m~'VIl.J 

~u11n~11::~~'VIl.Jn1~'d.Jnu~1111'VIm tJ ~u11n~11::'rlEJ hn1~hnu.m111m~'VIm tJ ~ u11n ~ 11:: 
~ ~ ~ 

utr11u ~Du.~mn ~u11n~~.J~1111m~'VI111f.Jlln1J"li11~'d~l"ll 1l~1u 111 n ~"ll 1 tJ L ~ EJU. 6) LL~:: 
~ ~ 

LL'VI ~.J~U. 6) tl1~"1J'W eJ1.Jn11tlfiu1i.J1U."ll El.J~U.f1'1"1J El.J l "111 "LnU.~1111LUU.111.J" f..l~n~ El ~ u11n ~ 
11::l:Jj'rlEJ hi.J~u.tr"1J1 tJ11::~ eJ.J:fi'EJi~ tJ1um'dL ~u.EJ"lJ EJeJ1.J"ll El.J ~uf11 ~u 

~ 

1~tJ~1ltlm1i~~uh 1iu1m'd"llfl.J~u11n~~n11:: 1iu1m'd~'d1~"15EJU 111n~ ~~ LLC3i ~ 
~ q 

u11itJ 2 tl1::m1 El111Lilm"ll1l.J'd::'VI11.J~1111i.J h 1iu1m'dnum'di~~uh 1iu1m'd~u11n~ 
~ 

m11~ EJ.Jrhm1i~ ~u111 L ~m~EJn 1iu1m'dl<ii'LLri 

1. m'di~~u.hL~EJn~'d1 i~~u.hL~tln~"lJ1tJ i~~u.hL~amhu.1u. i~~u.L~Eln 
~ 

i.J'VI1::L 1 ~1Lbt'1::m'di~ ~u.111 L~ tJ1nui~m1"ii1 tJ l~u.~1iu1m'd'Yln1u. 
q 

2. 'rlr]~n'd'd11'VI;.Jm11iu1m'd (Post Purchase Behavior) 'VI;.J';l1n~~m'd1iu1m'd 

tr1u u1 fi1'd11:: L fi ~ ~ 1111'rl El 11J'VI1 EJl:J-i U t1J 'V\1 El ci ~ 11 El:: hl U uii!1 Th'VI U~ 11 ~ 1u1n1 'd 
qJ Ql c:u c:u 

'rlt~ 111'VI1EJL:Jj'rlEJ 111 1u.m'd 1iu1m'd ~1~ EJu fi~ EJ1tu.EJcinu ~1111i11~u1h:: 'VI11.J ~ 1111 ~ 1 ~ 'V\111 tJ 
~ 

"1l EJ.J~fuu1m1num1tliiu1im'd n1~u.f11uatJn11m111m~'VImtJ ~u11n~11d~~'VIl.J n1 ~'d .J 
~ ~ ~ 

nu~1111m~'VIm tJ~1uu1m'd';l::'rla 111 rl'1~Lnu~1111~1 ~ 'V\111 tJ ~1u u1n1'd';l:: tl tr 11 LLt'1:: 8 u.~ 
~ ~ 
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mn~1'JJ'JJ1nT~iifl11:JJm~\UI1r.JL1nu'll11tn1~L~i''JJ n1erl tA''JJ1n11 eJ1,:) n11U ii U~-:11U"lJ e:J-:1 
~ ~ ~ 

~U~1LnUfl11:JJLUW~1-:~ ~iiln~a~1'JJ'JJ1m1';1::L~vmh i-:~Ju mi'JJ1mH ::~e:J.J~e:Ji~ r.Jl un11 
~ ~ 

L~Ue:J~~~nrn~ tl1~1'JJ'JJ1nT'Hn~fl11 :JJ~ eJ h L"lJ1rl';l:: ~f1.:~ WJ1:JJ~e:Ji~ rJ ~ e:J~11 ri ia tl1L~ 
~ 

~a hne:J1';J';l::L~milufln~1 i-:~Ju';l::Lilum1~i.:l1~n1'JJ11t·m::rhm11 ~ fl11 :JJ ~a h "lJ e:J-:~ i.:ln ~1 
~ ~ 

';11nLLU1~~"1Je:J-:Juni"lf1m1~L~n ~11 ~.:~"111.:~ 11lu111liin11~~ U1'Ylfll!l-~ L ~ r.1 1 n'JJ n11 

i~~uh"1Je:J.J~'JJ1111fl (Schiffman & Kanuk, 1994) l.~n~11~.:1 i1LL'JJ'JJn11i~~uh"lJeJ.J 
~ 

~'JJ1111fl (Model of Consumer Decision Making) i1LL'JJ'JJd'';J::11:JJfl11:JJ~~L~r.J1n'JJn11 
~ 

i~~uh1i'JJ1m1LLi.:l::~q~n11:JJ"lle:J.J~1'JJ'JJ1m1~.Jii~1uthfi'ru i.:~d' 
~ ~ 

1. n11U1L"li'1"li'e:J:JJi.:l (Input) LUU~'Ylli~fl-;)1 n 111 r.1 ue:Jn ~ ii ~ i.:l ~ e:Jvh Ur.~ :JJ~ f'fUfl ~ LLi.:l:: 
~ 

~q~n11:JJ"lle:J.J~'JJ1111fl~iiinr.~111~ i-:~d' 
~ 

1.1 n';ln11:JJ'Y11.Jn11~i.:l1~~~mr.~1:JJL "111 ~.:~ rh'VI u~ LLi.:l::';l.J h ~ 1'JJ 'JJ'1n111 'VI1 i 
~ ~ 

~~~nrn~ t~r.~1inflr.~'Y11f~1.:~ 6J L".liu m1i''JJtl1::nuLLi.:l::utr.~'JJ1r.J~1u11m Lilu!1lu 
q 

1.2 u';lir.~ll1L"li'111i'1ui.:~":JJ1~u1l11:JJ Liluu';lir.J~L~L~r.~1"li'e:J.:~n'JJn11~1 L"liu 

fl11:lJ~~L~U"lJeJ.JL~eJU 'JJ11nt1lin11'VIU.J~e:J~m{ l~U1l11:lJ .ffu't11.Ji.Jfl:lJ ~.JdJU~'Ylli~iil 
111 r.J 1u"lJ fl.Jl! flfli.:l ~ ii~i.:l~e:Jn11U1::LijU~i.:lLLi.:l::m1r.J e:J:JJi''JJ'V11e:JtJfi L~ll~~~Il rn~ 

1.2.1 fl11:JJLU U1U1l11:JJ"lJ e:J.J'JJ'1n11 (Tangibility) Ll1i'LLri ~.:~~i:JJ~~L~ 
~ 

~nl!l-lli::'Y11.Jn1r.J111~~tJ11n!J1iL~U~.J~.J~1U1r.Jfl11:JJ~::~1n~1.J 6) L"liU e:J1fl11 ~tl1U~ 
e:Jtln1mLLi.:l::Lfl~e:J.J iie:J'Y11.Jn11LL~'Yl rJ ~1.:1 6) n11LL~.Jn1r.J"lJ e:J.J Li1'VIU1 ~ 11 :lJ ~ .J ~ 111 ~ LL 1 ~ ~ eJ :lJ ~ 
q 

'Yh 1i~L "li'1i''JJ'JJ'1m1.Wn~.Jn11~ LLi.:l Le:J1 h 1~ LLi.:l::fl11:lJ<k.J h'JJ'1n11';11n~ltA''JJ1m1 
'\1 '\1 <u cu 

1.2.2 fl11:JJL~e:J~e:JL111.JhL~ (Reliability) ~e:J fl11:JJ~1:JJ11n1un11 
1i'JJ1m1~1:JJ~~i''JJ'JJ1m111i'e:J.Jm1'VI1e:J~LI1i'iruru1L1 LLi.:l::fl11Lllul.tJ1!11 Cl11 :JJ1 Cl1 n tl1:: ~.:~ ff"ll e:J-:1 

'\1 Q,l Q,l q 

m1'JJ'1m1Ju 1.111 m.h.:~nmie:J.J111r.J 1u1::r.J::L 1i.:l1~ L 'VIm::~:JJ '1'111i~i''JJ'JJ'1m1~11111n 1111.:1 h 1.~ 
~ ~ 

1.2.3 n11Clle:J'JJ~Ue:J.J~e:Ji.:lnfl'l (Responsiveness) ~e:J n11~e:J'JJ~Ue:J.J1u 
~ 

m11i'JJ1m1';l'ln~1i'JJ1m1m.h.:~l.~11e:J fl11:JJ~fe:J:JJ~';J:: 1 in11'JJ'1n111 iLLri ~i''JJ 'JJ'1n11L~ 
~ ~ 

m.h.J11~L 11 1Cllr.J~~i''JJ'JJ1m11i1::r.J::L 1iil11Un111e:Jfle:Jr.JL~U1U LLi.:l::~i''JJ'JJ'1n11~1 :JJ11rl L "111 ~ .J 
~ ~ 

1.2.4 m11ifl11:JJL~mtu~e:Ji.:ln~1 (Assurance) ~e:J m1i''JJtl1::nu11~1i 
~ ~ 

'JJ1m1ii~nl!l-::fl11:JJf LLi.:l::fl11:JJtn:JJTm 1um11i'JJ1m1 11 :JJ~.J ii';J1r.J 1l11:JJ1 un111i'JJ'1n11 
~ 

L ~e:J 1i~i''JJ 'JJ'1m1Ju1';1 1~-;hm1'JJ1n'l1iifl11:JJtl i.:le:J~n r.1 LLi.:l:: Lll ul.tlm:JJ111Cl11~1u~rh'VIu~ 1.1 
~ ~ 
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1.2.5 wn:IJLi1hu~::b~Ue:Jnb~uh1u~1uu'1m1 (Empathy) ~e:J m1~bbiil 
~ ~ 

LL~:: 1tfu'1m1m.hJi.eJ1lu1~ iim1:J.J1."1T1 hnJru'Vl11.b~::fi11:J.J~eJ.Jm1"1Hh'l~1uu'1m1 11il r.~ 1. 'll'un11 
~ ~ 

1 tf u'1n111.1.ii1:: miu nJ'V\1 mi ~1'uu'1m1Ltl u11 r.~u flfl iii 
~ ~ q 

n11rlTVIU!iiflrni11'V'l1J'1m1i,mch1"1JeJ-\1~1uu'1n11 b n Iii if Wil1 n U1:: a-u n11t'U.L Ue:J~ Iii 
q ~ 

"1J e:J.J~ofu u'1n11 "inn ¢11 'V'l!il tl1n ~ atl1n LL~::"il1 n n11'th n11~.J L a-1:J.J n11"1l1 r.~ ~-\I "il ::rh 1 tf 
~ ~ 

' ' ""g, Q A Q.,.o I Q ,d d I A ,d Q..o 

~1uu1n11 1. n Iii fl 11 :J.J fl1 Iii 'VI 1-\1 ~ e:Jfl ru.n1 'V'lU 1n11 'Yl 1. 1r.1 n 1 11J 1n11'Yl fl1 Iii 'VI 1-\1 (Expected 
~ q 

Service) LL~:: 1iLnru.6¥11um1i!ii~Uh1iu1m1'fi'U1fl11 1.d al.tl-fu u'1n11u~1 1.~-fu u'1n11~ 
L~1u"il1.J ~L1r.~n11 u'1m1~1'uf (Perceived Service) ~.J~1uu'1m1"il::Ltl1r.~uLYir.~uu'1n11~ 

~ ~ 

' ' ' 0..,.. Q.,.o A .c::l Q.,.o fi; A d Q..l I Q..ol .c!i I A d Q.,.o ~ q,..a.,.o A 

m!ii'Vl1.Jnuu1m1'Yl11J1 'Vl1nU1n11'Ylfl11il'Vl1.JL 'Yl1nU'Vl1e:Ja-.Jm1U1n11'Yl11J 1 ~1u u 1n11"il:: 
<u qJ qJ ClJ 

bfl!ilm1:1J~-\I'V'le:J \-;J~e:Jn111J'1n11,fU bb~::"il::n~1Jb,j'1:J.J1'fUU'1n11~n 1u'Yl1.Jn~U n U 'V\1 nu'1n11 

~mlii'Vli.J~1n11u'1m1~1'uf ~1uu'1m1"il::LtlLLa'1.J'Vl1U'1m1~~uLL'YlU 
~ ~ 

2. n1::u1um1 (Process) 1. ~a 1iLi1 hn.Jn1::U1Um1d 1. 11"il ::~"il11ru1 n.J '5'Ylli'V'liil 

"lle:J.Jir"ilir.~'Yl1.J~Iili'Ylm~.J"ii::Ltlu'5'Ylli'V'liil111r.J1u (bb1.J"il.Jh m11'uf m11.1r.~uf 'Vl1ar1"'ufl~) ~ 
~ ~ ~ 

ii~~~e:Jn1::U1UnTm11<Vi'!ii~uh"lla.J~u11nfl 11:J.Jn.Jir"iiir.~~n 2 tl1::m1 i.Jd 
~ 

2.1 m11ufn.Jfi11:1JL~r.J.J (Perceived Risk) ~e:J fi11:J.JL1iLLUUeJU~~1u'1n11 
~ ~ 

~.~.:aru L"lJ1Llia'l:IJ11t1fl11ilb!il1~iii~'V'lTI~ b n!il"ii1nn11ilii~U h 1iu'1n11 i.J,!u~u11n fl ~n 1i 
~ ~ 

u'1m11u~ b~ :IJ s:J b ~e:J'Vl ~nb~r.l-\lfi11:1Jb~r.l-\l~ e:J1"il"il::L n!ilifu ti1~u11nfl Lliii,Y eJ:IJiil~~~ Il ru,~ b "1J 1 
~ ~ 

"ii::L ~an a 1u~m~r.~.J"ll a.Ju1M''Yl,iu s:J 

2.2 mi:J.J~r.JeJ:J.Ji'uL~ (Evoked Set) 'Vl:IJ1r.Jtl.J !il1'l~U~'l~~u11mu~em1iu'1m1 
q ~ 

~.Jtl1::nau ~1 r.~ ~u~1 ~ 1 u1 u'll'a r.~ ~ ~ 1'u'1n11~ULfl r.~ ~1 I,~ bbiil:: r.~ a :J.Jofu n11~ Iii ~u h"ll e:J-\1 
~ q 

~ ~ 

2.2.1 -iufl 11 :J.Jofu ffl11 :IJ ~ e:J-\1 n11 (Need Recognition) -iu 1u ffl 11 :J.J 
~ ~ 

~ e:J-\In11"il::L n!ilifuLrieJ~1J11nfl b~.:arunuiJ' nJ 'V\1 b "liu nr 1offeJ"lJ e:J-\1 "i11 n b fl ~ e:J-\1 "1J 1 rJ eJ lil1 U~~ n 1J 
~ u ~ 

ii 1!J'Vl1srrui'au ~a irqJ'Vl1~ iim~~~u11lf.ffui'au 
~ ~ ~ 

'i.o' 'i-1 I ~ Q.,.o ,t:;;:l 

2.2.2 n11fiU'Vl1"1JeJ:J.Jiilne:Jun11"I5eJ (Repurchase Search) "lJU!iieJUU"il:: 
~ 

L~:J.J~uLria~1uu'1m1f11"il::L~1ufi11:J.J'V'leJ h"i11nm11iu'1n11'Vl1 eJ ~~ ifi n ru.~ ~1u u'1n1H:: 
~ ~ ~ 

~eJ-\In11ieJ:J.Jiilb ~e:J 1itiJui{u~nu1um1b~e:Jn (ti1iitl1::a'1Jn11ru:IJ1rie:Jun1 iL~L ~ rJ bb~ ti1 Lli ii n 
~ "' 

2.2.3 m1tl1::blJU'Yl1.Jb~eJn (Evaluation of Alternative) d'Jwffuifie:JU1u 

n1::u1um1ilil~uhoffa~.J~u11nfltl1:: 1. i3 u~ ~tl1:: 1 r.~ "D'U~ "il:: 1~-fu "il1 n 1.1.~ ~::'Yl1.JI. ~ an"ll e:J-\1 
~ 

~~ifillnl.~~rh~.J~"il11t'U.r"ii::1i 2 1Ubb1J1J ~e:J ii11r.I~Elifi11~L~Eln1-fLL~1 Lbiil:: b~e:JnLEl1"ii1n 
~ 
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nljn11c;~~'U.h (Affect Referral Decision Rules) \UI1£.Jtl.J n!Jn11c;~~'U.h!~~1£.J~~~ 

~.:~~u11nfiL~em~~~nrnsrJ1ifi:Lm"U.~11~"U.~\;nm.J 1:: ~u n11rn~ ~1"U.:JJ1 :u1 n ni 1 fl ru.~:uu~ 
~ ' 

~1'U.~WJ m1LbU.Jt~"J'U.~~1~~u11nfl1~ £.Je:ni£.Jnljm1L~an 1iu1m1ij 4 nuu 

1. m1'1.Jfiu1i~'J£.Jfi11:JJsfi.ai~£f (Practical Loyalists) u1m1~11~1idJ'U.~11U1:-;h 
' ' ' ~Q..<O .Q dA o A o 

2. ~11J1J1n11'Yl'U.£.J:JJ11fl1~1~~ (Bottom Line Price Shoppers) u1n1111f11~1~~ 
~ ' ' 

1~ £.JL~~'U.1~~11 di a 

3. ~1uu1m1~bU~£.J'U.n111iu1n11~1:JJ lan1~'VI'1a~u1 £.J tan1~ (Opportunistic 
~ ~ 

Switchers) 'VI1m~anm1~~11fl1 

4. un~1m.h.JLLri~1.:~ (Deal Hunters) u1m1~ijb~fl'U.L'1J~~~~~l~ijm1:unn~1'U.~11 
' 

c;~~"U.h!'lJ a-:~~1uu1m11'1Xmn L W11:vnn~1uu1m1ijfi11:JJ'ffinl~wa hV1'1am1 :uf~n 1 'U.'¥11-:J 
'\1 cu '\1 '\1 

~u 'U.an~1n ~1u~::l~n~um1iu1m11'VI~LLtr'J 5-:~a1~~::n~1mU"U.LL'VI~.J"li11 ~ w~ 'l.J 1 n Ci\ au 1 n 
~ ~ 

1"U.'Y11.J~1J (Negative Word-of-Mouth Information) lu~~u11nfi~'U.6J rh1il~:fta~~~nrn.n 
~~ 

'llfl.Ju1~'1'1LU~'J£.J Belch and Belch (1993) 1~1'1X"lfm~"U.mL~:L~fl~~fi11:JJf~nn.J1~h'VI1a 
" 

fi11:JJLf'!f1L~£.J h'll a-:~~1uu1m11'1X~~~.J~'J £.Jm11 i"lf a:u ~"li11 ~11 b ~ a~uu ~"U."U.n11b ~a n;a 
" " ' 

L -ri"U. ~.:~~~VI m£.J ~1:JJLU'VI ~.J~1n~mi1:u11iu1m1V1'1a t 'Y11iw'Y11'l.J b ~a L ~"U.aL i u1n 11 ~1 "U.c; 1 
" 

L~B·zh £.J LLnif ru 'VI1~di ~if"U.'VI1BB1~1in111"JJ Mrn1~ L U'U.fi11:JJWah'll fi.J ~1uu1n11~1i 
"' " 

(;-J~~n ru..ntt"U. G) bU'U.~'U. 'U.fln~1nd'L ~flm1.Jm1:JJWfl hJ 1'!X nu ~i'uu1m1'VI ~.Jm11iu1m1~n 
~ 

.. 
.oiQ, Q,..o ejil ..:::t """ 

4. \11Wl"il umm.n'llv\1 

i:'f~2f1~1 L'tit.JlUi:'f'" (2552) L~~nM1L~fl.J flni.Il1Wm11iu1m1'1Jfl.JLfi1Ub~fl{n11b~'U. . ' 
n"U.1m1a1m1~.J Lfl11::~ thun.J1"U.1'VInl 1~ £.J ijl'~n 'l.J 1:: ~.J ff L ~a~ n M1 fl ru.~ n Mrn:: ~1 "U.u fl fl!il 

Q.l q q q 

'1J fl.J fl rn111 w n 111 i u1 n 11 L fl1 u b ~ a{n 11 L~ 'U. t ~ £.J n 11-;l 1 n "U.n ~1 :u ~ n Mrn: ~1 "U.U fl fll:'l 
' . 

(;-Jf'ln11~n 'lf1 wui1 fl rn111wn 111 i u1n 11 L fl1 UL ~a{ n 11 L ~ "U.1 "U.ll'U.1 fl11 a1 fl11 ~.J L fl11:: ~ • 
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