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=

Khantanapha, 2000: 8) Auluuusssuvesnaunmiviliisainiiagliidenuaiumvng

Yoenunls enaunminidumiagseainnsanludduimsiudiveuiues
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nivnnsi 7 e1dsad sldliaununsvesqunmi i sunisseniuiueg s
uwnsua1elaun Joseph Juran(1988) Usu19158a1uN1TUTMNTIUAMAIN HLauawuIAnTEUY
159ANTSAMAINIAIYT 1836 nT (Total Quality Management-TOM) afAANAAT1ANTE UM
andumaluladusisutayigenst (MIT) thauslidn aauamifie anumanzanzwedlunis
Tdwazidudiuvenglunudniavemdndue (Fuamiauinig) lunisnevausine
fnguszasduasitimnevesnsldsunasnszezinariilddudmisvinsdudiunsoad
(Crosby, 1982) T ar1unungeg19nsetulian 1dun1snevaueIn oAINUA 8INS
(Conformance to requirement) 1u°uzu317iZeithaml, Parasuraman, and Berry (1990) L@@
1 aunmdudsiiinananuniannevesgnévieduuinmsidreuimstund ilagasy
1611 aun Ao wanAeiumsiafian Inodaaauasiiamiumngaunsamua @i
yesfliuinisduinannisiIsuiiisuszninaanuaandataznnsy ulumsliuinngy
wAnAneingFuuInsldTunsuimaduluaufiaands nanlsdn msusnsiiaunm
(Juran and Gryna, 1988 ; Hutchins, 1985: 165 ; Zeithaml, Parasuraman and Berry, 1990:

16) AN MANTUNITUSBUTEUTENINAMUAIAMIIURIaN AT IUNENA WS 15USN1T AUNIT

9 Y

[ d'

ya Y a ada Y A Yo  a & 1| a o ¢ A a | Y @ A Aaa
“UE‘V]LL'VH]iQV]ZJI@EJ‘Vﬂﬂqﬂﬂ']Wi@EﬂiUUiﬂrﬁqurJ’]Na@ﬂmsﬂﬁﬁaUﬁﬂqiLVﬁqu‘ULUUﬂﬂm@‘1/]?1

a v 13

wazmssmuiiaianda AdeldindnsusiviouinisfenaniauniniuewazamnInng
Tﬁﬁmiﬁ NNAULVDIR0sS, Goetsch and Davis, (1997: 11—13)&3%1Lﬁuﬂiaumimaqﬁaq
AaAnnsaunils wieNeSuteinaanmnsliuins WunsmvauiieliiAnnunimnis
Tusnns Sufienuuandsainaunwlunissdedudwiendndoe vl insgiinisaueu
aunmmsliuimsdusedion Weminmsuinmsasiinsemuaumiensuinisianistien

wavazifediuninud Aguin dulunmidessavvesnuamilaainnisuinis dnlyl

v
= 1

ansavihmsvihnglamasiuegivladonareusemsloun ngdnssudliiuinis (Behavior

J
of the delivery person) a1uway Fo1du920909A 019 (Image of the organization) lay
Aruuinmsandudviinsnsadey dusinsruiunmsnaduliuinisaufonnsdugalunis
TrusnsTaenisliuinisesdeatuy dmnndSuuinmesvinsussdunmslifuinmsluvaedy
Mniildnaniniauzvesininnisdngn msfnwaunmnsliuinsiaduseaiiddy
Sewils uazfuspmodudsguamiddgiidfiunuails

Gronroos (1982), Smith and Houston (1982 Cited in Khantanapha, 2000)
Parasuraman et al. (1988) laagureuazlvianunuiadsljuanistilduansneiu aguladn
ANINNI3IIAU3NS (Service quality) LUUAILLANFI93ENI9AIUAIANTI (Expectation-

WHAT THEY WANT) funs3u§ (Perception-WHAT THEY GET)



17

Y
A v <

Lewis, and Bloom (1983) lalvieilenmvesnaunimnisliuinisindudia fnds
spiureInsUimsndaeulnedliuinisdognimiersuuinisiaenndesiunusionis
suaqLsmiéfﬁLﬁaﬂmmia'waw%‘miﬁ'ﬁﬂmmw (Delivering service quality) #a18fie n1s
novausserSuUIMIULugIuAT A AN TwasSuUIng

Gronroos (1982; 1990: 17) laliaununsvesnaninnishiuinisindiuunle 2
dnwaizfo quamdanaia (technical quality) Sutfeafunadng iedifFuuinslasu
1nuinstu lesannsafiarialdindetunisussfiuldauaimvosmdnfast (Product
quality) d’;u@mmw@wﬁwﬁ (Functional quality) Jusesiiiendestunssuiunsvenis
Usziiiutiued

Crosby (1988: 15) na131391 AunINNISLAUINIIUI0 “ Service quality” tu 1y
waAnd fendnmsmssiiuauuinsiusnendeunnies LaTADUALBINTINNAY

] 4

#09n15999U3N15 UATAINITAT 9ENITIUVBIH 8IN1TUBI]NAIYS B TUUT Nl e
AanmnIsiusns Wunluieduazufdinislunisysaiduresd suuinisineyiing
WS guLiBusEnI19n15US N3 Aan s (Expectation service) AUN3U3A157 SUT 34
(Perception service) 31ngluTn13 s?fﬁmﬂr;ﬂﬁﬁmimmi@lﬁU%ﬂ’]'ﬁﬁﬂ@@ﬂﬁ@Wiamm
ANufeINSTRL U MIVReadasuIsfiiseiugenInfigSuuinsldmans v dana
Tmsuinsfananifnaunmnisliuinstsasiliiuiinmaiaanuiielaanuinigd
lgsuiduegann
P1AUUIARTB Buzzell and Gale (1987) annmnsTiuinsiduibesitldsuana

aulauaziinislirnuddegianndaiildnaiuudatu Snamiideiiduaimginssuves
Juslnnuaznavesauamanisesiuilandmuin auamnnstiusnsidubesidudou
Juogfumanaaieriauzvesfuslnaiiaidonfuiluin “gnéh’

LunfAnuazA1asuels sagunmnisliunnsiuraulaniusgliun yuuesain
17 8rv1gtanizluaiviainuainnisvesgnda (Expert in the field of customer
expectation) fig Ziethaml, Parasuraman, and Berry (1990: 19) AMUWUIAAUDILINIFINT
nauiaanmmslvuins Wumsussdiuresiuslaafefuauduiavionnumiend
yosuinmstininmsnsanuviudananiuldiduniduamednisimsfiaulaiinisfnw
309 aunmlunisliuinig wazmsdanmisaaawlunisiiuinisvesesdnisedisasadan
Faud .A. 1983 991 Zeithaml, Parasuraman, and Berryliaanuaulalunisdnunise
Aeafunmamlunisliuinisdu Wunsjmeumanudidy 3 4o Ussnaude

1) Anmlunislviusnisfieesls (What is service quality?)
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2) exlsAoanunfvilsiiAnd ymaunmlunisliuinig (What causes service-
quality Problems?)

3) psAnisannsautdgmnaninlunisliuinisiiialdedals (What can
organizations do to solve these problems?)

139157 nanfsauminevesguamnisiiuinnsiunauladnngunil

I¢iuriBitner and Hubbert (1994 Cited in Lovelock, 1996) Ssiguannuiiuliin aanmnis

v [

Tiusnis Wumnuseiulalunmsinvesgnddsuusnms dullnernududaesesinsuas
USA5NDIANSIALTRVEAWhIte and Abel (1995: 37 Cited in Lovelock, 1996) lalwfieny

ﬁ’]ﬁlﬂﬂﬁ’l’s’jﬂLﬁUﬂWi%ﬁﬁ]ﬁﬂﬂJ@ﬂl}E%UU%ﬂﬂ’iLﬁEJ’JﬁUﬂ’J’mﬁ’liﬂiﬂUMiL@NL&@JNumﬂﬁ‘U%ﬂﬁ

P EEVIPN a 1 v

YBINUIYITUN LAUSNISUS N5 UL White and Abel L @UBLUIAAILANA1LUAINAUAN
(goods) nanfe duAndudeiidudedld dauamugs waslaemilundatunelduazndn

dl' Y d' ! [ = A a 1< 41' Aa v !
LW@IVFLUUlUW]QJ@J’W]iiWNVILL‘LJ‘LJ@NE]UWLN 1ummzm‘u3mi WULTDINUANMUNULUIUINAIN

[

a v v = d‘ Y a A v a v & o Y a )~
dUATLLUITY ﬂwmg‘ﬂ@@Uau@ﬂﬁ&‘UﬁIﬂﬂL?IULﬂﬁl?ﬂUa‘Uﬂ’]ﬂ@rlll LL@%I@EW]’JIULLMU‘JMW

Auanwurd1rnduaelils dauvainvate wazldaunsawvswenlaannniswdnuazns

9

U3lnA (inseparability of production and consumption)
Schmenner (1995) lanafsaaninnsiiuinistiin auamnisliuinislaun
NMITUINATUITRUmeAUAIanisiaIndnaglasuainuinstu mnmsiusluuinieg

I@suivesnitanuniands Avzviligsuuinisuesnaunimnisliuinisiufinau w3esuii
nsuinsiuldfinaunminfaes assiudin mngsuusNMssuIiusmsilasuasaluinnndy
Aeaands aauninnisliuinis Aazduuin wieligunmlunsuinmstuesdulszinu

Weaiuil Lovelock (1995) wasaanImn1siiuinisindaunuiseg1ening 4 1Ju

Y aa o

LUIANUAALNEINULS BIVBIAUANNT BUS NISNANANAFANININIUNITTOUT @NUITORAEDIVY

Y
i

nsUszdiuneunuaziienuIlnAduAmMToUSN T
. . < I Y a < A A o v )

Zineldin (1996) tawearuiiuliin aunmnstivimadusesiiieitesivany

Aanisvedsuuinsiuduvesnunnaendaniwiladeyaneatuuinstu 9 wasdl

ANUA 9N15T AL TTUSNIST U 52U IN157 07 bR VIN1sUSEL ukaztd 9N 9¢ldus nng

(X A

Wisher and Corney (2001) na@1131 AMAINAITIAUTAT ThWINSANWINAAYABNT

3 a

FATI2ANFENI1 SERVQUAL 3l indvinsvisdesinuianadn aauninnstiuinig ilunis

'
aa o A

induladdadeneniuaudaueausnig (superiority of the service)

&

399 LaNTITA (2543: 14-15) AAINNITIAUINIS ABAIINADARG BT UYEY

I U

AUABINITVBIRNAMIBLTUUTNT YI0TeAUvRIAUaInsalunsliuTnIsineuaues
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AFBINsYRIgnAMI oS UM s wilrand S ediuuimaiAneaiawslaainuinisd
lasy

a9 wadanms (2550: 66) lausAriiiulii annmnsliuinig ureuadi
J3uuimsazandoyannuaanialiinegldsuainuing demnegluseduiiveusuls
(tolerance zone) FFUUinsfaziimnufimelalunislvuinisdeasdszfuunndnadusenly
puANLAATITesLiazyana wavariianelatios WunainannisUssidunadildsuain
U3nsiu o vassnamils

asuladnnaninnisliuinig (Service quality) nunedie a3ruatunsalunis
UAUDIAIINABINITIBINITIHUTNNT A mwesusmsiludsddyiianiiazaiisnany
uansinsvesgsialimilenindudstuld nisiausnmnmnsTdusMsAinssiunuAamiaves

vusnsudsiidesnserin dsuuinisasneladilas udeiideanis Wedsuuinisiiaaig

A
Y Y
v Aa vy a v =gy 2 f U av
A04N13 B4 anUNNRFUUINITARINT warlugluuunnesns(@unadvingdy, 2554)
LUIAANIATVINTG WUIAATN UF1Y (Basic Concept) i aenmn1nnisliuinig
Usenauluade 3 wuwidandn AsuwifAnaiuianelavesgnan (Customer satisfaction)
ANINNITIAUINT (Service quality) wazAMA1Y83gNAT (Customer value) (Cronin, and
Taylor, 1992; Oliver, 1993; Ziethaml, Parasuraman, and Berry, 1988) mmm’gﬁ@ﬁugm
fana1n puflanelavegnAisiauinis Wunginssudldninenfiiyaraiiseuinisilasunse
\AnTu (Oliver, 1993) duuwiAniiugiusesnauninnsiiuinis WuwnAaildsunmsausly
ImgCronin and Taylor(1992) TuviAuzvesiinivin1svisaesvinuanuianelaniolinmela

Wwdeswesnislieuiisulszaunisalaas]Suuinislasuuinig duanumiandsi

Yo a A

Fsuusmsuuiilugasafinnfuuinig wesiludivigbiaunsaianuninnisliuinisle
d

uAunmMNsIUSNsluyanesdanisman Rust, and Zahorik (1993) lalvidndninaauld
1 Aunmnnsliuing udwueigresuinig nTzuiunsuingg uazesdnsiiliuing 1
ansanevauasviolifiAnarufisnelaluanuaianiswesyanauuadaii ugiuiiues
aunmnsliuimakiunseumtasiuaufiswelademsliuinisildunsatuayuain
1nAv1n158nvinunisAeBitner (1992) F9o5urainnanuidoflfingriin1sd@nuilid
A mnsliuimsanssailaesinumwfianelavesyiuuinislalasusznisildnanan
fafudeliiAnnseunisfinnsanfnuunisdnwgunmmslivinisnuuiAniiugiu 3
wudndandnldlugesiioes nanfe doezusn aunmnisliuinsannsofiarsanldanis
ampsAUszney nieetneey 2 ssdUsznouTiniy uaztveziiaes aunmnsliuInng
firsanldnddtadaimunanuundelaundandadundn Wy wofsfiugiudesnmuain

n5IAUINIT (Service quality) 893 MNMINUMWITTUNTIUANE TR TUNUITINIdBE
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TugydnlvinuaulavinisfinwaunimnisiiuinsaniuIfnfiugIuassLwIAnvan fe
LWIRRANNTIINDIV0aNAT kazkAnAMnNTsIuINsegtlaeg1anils TaguulfAnwsn

[ =€

yrinauianelalufifisng o duuwnfniiass I9AMNINNTIIUSNIANURILUY SERVQUAL

q

=

Atauslae Ziethaml, ParasuramaniintAad usaulf A ot519:19 n1sTnaufisnelaves

¥

UsyvunIeysuusnisniinen1suinis vieaginainAunmnisliuinis Feaunsanaule

[y

Tudesdudmeunfersazinlaeodeuunfaiugulaflivusdivasiidfyfe Wmneway

[

TgUszasrvensin

NaTNITInRaNIWNTIAUSNNS

auadnsdanIng (2550: 50) a5unegliniuan aaninnsliuinig Inediugiuuds
Juiduiseafienniilosnnsssurifanullviusurssnuusnsnduaeslilavazaianune
AMUINFPTANUNYLILNTNIBINSU L ALF BT DI UNITNEYIUAUNILUINIINITUS LU

A o Y A A 9 Y @& = aa a wa ° |

wsoTanunnnsiiuinisnansaagyieuliiudadfivesnisudfuazanansadilugns
WALIAMAINNTIIUINT0ELAUTANIER

Gronroos (1982) latauauuifinlidn aunindanaia (Technical quality) waz

a v A . . [ I aa A = o
AAIILTININN (Functional quality) 1uninuwisifvesaanmidmansenulufamsniy
MAnIsarN1sIUIRenmuAINNIsIIUINIT warAuA nnsliUSNsavindeeiiiesla Yueg
USEAUVEY ANTNBLNATA WAAMANTINTNNTULDS

NIINITANAITUIAUAINNITUINTIIENsaassliiAnTulanundn 6 Usens
NANAB

< A a Y Y a . . . [

1. miLiJumamﬁumLazmswﬂwmaq;ﬂmimi (Professionalism and skill) +Ju
MIATUI HFuUSmMsanunsasuiliannmadnSuuinsnngliusnisifianuiuasinue
Tusuusnisg Feaansaandunisunlademenge lnegslissuunagiuuiny

2. MAUARKATNGANTIUVBIE 1HUTNTT (Attitude and behavior) §3UUTN153¢iin

Yoo P P v a a o a | Aa £ v | Aaa & a

Anusanlannnisigiiusnisaulanagandunsudladymeine Adeduseviinduiing
wazaiunisuiletymegiauseaiu

3. st nuldeg1sinsuasdaiudang ulunisliuinig (Accessibility and
flexibility) #5UUIN15aEAnTUAINANUNASLIAUINIT wagamlasuusnsangliusnis
TfeszuumsuIMsidawsenl’ edweanuazanlitugTuusnig

4. aulindawazanudediale (Reliability and trustworthiness) §3Uu3n13sae
nsiasumdnilesuusnisiduiiseuiesudn Fesnisliuinisvesdiuinisosses

UfuRnunlasunisanasiv
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5. msudlvaaunisalliiugnnzund (Recovery) finnsananmstinimmnisalii
lailgmansaiarmtiiAntuvdoiRamansaiiiaund wagdliuinisannsoudluaniunis
thuq Ieviuvhefigeiinsiuangan Seilfanunisaindudnnzund 6. Faideauazany
1nieile (Reputation and credibility) f3utinmsazidesiiolueidosvasiliiuinisainnisi
Aliuinnsdndufianissiefuinasn AedulouasnaiuveInIsAnwils eananINANg
T u3nnsvaaGronroos (1982) mudilénasu duldindugadudurenisinyinmnini

Wunidnludsnunmnshiuinisedauiaswanunddysuduwuifnues Gronrooshs

Y a =i

TarausluduiAnndAgngItuamnInnsIuINTIEenIT “auninnistausnieg

(%
[y

anA13u3 (Perceived Service Quality-PSQ)” Uag “AuAINNISAUINITAgNAITUIN VLA

Y

(Total Perceived Quality-TPQ)” Fulunwfniinainnisideinetunginssuvesduslaa
LAZHANTENUTIAINAIIUAIANIIVOIRNAMSORTUUTNSNEIUAMAINYBINTIAUIANT 7
a a a Y UV Y A aa 9

15oN15UTEIUANAMYBIUINTNENARINNATUUINITUEY BIRA wIshu o eesen, 2547

182 91909bu F¥advinddY, 2554)

[
Y o v

Gronroos(1990: 40-42) leeSuneuwiAnlusesnunmiignAnsuivanun 31 10y

Y

AuNMNISIAUSNsNgnAmTeESuUIN5TU3 Ineinannauduiusseninesnusenauned

'
| [y

A9619 9 NdAgY 2 Usznishe

1. qaunnignduderffuuinisaiands (Expected quality) @slésudninaain
Padusing 9 leun n1sdeatsnianisnain (Marketing communication) ANWanwalvedesAng
(Corporate image) nsdeasuuulingalin (Word-of-mouth communication) WavAI1X

A04N15U09gNA1 (Customer needs)

=

2. quani LinannUszaunisallunislduinsvesgndns e Suuinig
(Experiences quality) dal@sudninaantadesns q Usenaudie nmdnuaivetasdns
(Corporate image) AsunNBunAlA (Technical quality) LLazﬂmmWL‘%wﬁﬂﬁ (Functional
quality) firuzi3osnan1nnnsliuIn1sves Gronroos fanan awnsaaguldin gnAndisu
UinsinagshnisussifiununmassnistiuinislaensSeuifisunuamiinanisiu
A iinandsraunisaivaanislduinig 41 auamwisassiuty aenadosiuvdelsl

[y

w3elmuwaneeiueg1ls Jadainuiansanssuiuudd ssnanadunmun niignAisu

e caNe

Wamun (Total Perceived Quality-TPQ) wazvitn1sasunadugaviteiduaaninisugl

Y

o a

(Perceived Service Quality-PSQ) 1989 INNAIINNNTUTIULTEUNUTT AMAINAIAIN

4

Uszaunsallidulunseliaenndesiununimiiainniasinliinissuivesgninavselus

2814ks
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insasdiaiiel i inamniwnsliuins

Parasuraman and Others (1985) Tunaaun1539e1¥ed151uasunauA nuw
Aerfuauainnisliiuinng Teunwasuidede.a. 1985, 1988 waz 1990 deldnoyanain
NA91UAIIUARYBIGronroos (1982; 1984) LLaz"Léf%'Umsﬂ’@umu%ﬂumauLLuaﬁﬂﬁugmﬁaq
N3ANIAMNINNITIAUTNNS Buzzle and Gale (1975) lananafianaein1siansanannIn

Astrusnistinadl

a i

1. ANNNISIIUINTaEgniMMUAlAggNAmMToESUUINNT gnAMIerTUUSNaY

Y

I va 1 A a 1 1 ' [ 14 a a £ I <
Judiarsandeslsniseniiaunin Ineldldldlainnssuiunsilinisuinmaindunudu

a v =) (%

atals 0819l3AA gnAvIelsuuInsuwiazaudeufiyuedludernmuniniiona unnenaiuly

Y

¥

UN

[ '
a =

2. aunnn1sliusnig Wudafiasdnisassesrumegnasanalliiiyndugn lng
1 o Y a YV = < °o & (Y 1%
llanunsadmuenuamnistiuinsiidulilaeanziaizas vsadugasdusaneddile
Y a Ao = v o | oA ° & | a °o a vy A
nshiusnsnananmisiewhegeieilissainats Malutiwiafanisauiiululames
= 1w
w3slaifnny
3. Aaunnsiuing avfinduldmenusiuiiovemnieiiesdes sy
Fujuinuludiule nsevaununimvesnsujufnurewnazauluiondinase
Audnsaveansiiusnmsidaunmls dwguiihnusnduseddsufenisugnil@ndriln
ANNFURAYRURBNTITIUINTT wazn1silauauINTNlinuAINegaNe NdaLiauTINNY
LAZNANYIBNSUUTNNT
4. paunmnsTHUINIg MIUTMIINISUINS Lazmsinmedeansidudanldonauen
sonaniule lunisdnausnishivsinsifiaanimtu fufiRauliuinmsesdudedianug
wazitnlaAfvunau Felinis guinisazdeaenlalddenisusmsdnnis visilineln
AU URMUUINIAeAuasslawazaseassd a1eldniuyamisiagliuinnsnesnund
=
ANNING
5. AuANNSIUINS fzseseguuiiugiuanulusssy

a

6. AunmNsiuIMsazAiissiutuegiuinusTiuvein1suinsngluednisy

1 i

wuanudusssuuazauaivesry lagesinisiliusnsiaunsaufiRdegndn wazumrains

Y
Yos0sAaMslaegainiisuiu dovasvieuliuinmunimnisliuinised1auiass
7. aunmnsiiuins Auegiuanunieslunsiuinig winanmnistauinig
aglianunsavIesniiagivuameiiatll in1SIUHLNBLATEUAIINNTBUVBINITUSNIT
A U

Aaantin iauﬁqmiﬁauiﬂuﬁaﬁLﬂummﬁaamiw%mmmwi’waaqné’msag’{iw%mi

gounaliAnNISUINTNLAMANIA
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8. quamnsluIng mnefinsinuddudyginesdnsasliuinisgndvie
Fsurinsldegnaidulumueumands uasdulunuieulefifujdRnuliing
Steve and Cook (1995: 53) §stlifusaeinnaidenlduinisvesysuuinislae
drulngjuenanazA el ainInan valredeIANITUATAUABINITAIUYAARLEY AMAINAT
THuinsvesntasauns oasd nsiliuinsdaanunsafiansanldaininast 9 Usznns
Fasieluil
1. NMSAIUINISLATIUANUANLABINTVDIIAUTNNG
2. asazmnvesiafisdlunadnsuuing
3. mvuindedelindavesnsliuinig
4.nstianudftysodsuUTMsudaza
5. ATy aufUdnvuEUesLUINg
6 aunmnsliuimsidluseriadi3uuinisuas mevdansdhiuuims
7 Faidvsvesuinsildurudansendesumeluuins
8. Avuasadelunsliuinsnndiderglaeane
9.anusImslumsliusnig
MANNITNATUIAUNINNISTHUINNS

Krutz and Clow(1998) &alaiauananiiansan 3 Usenis Usenaunie

Y a g a a 1% a 14 ' a v

1. ﬂmﬂWWﬂ'ﬁI‘ViUiﬂﬂi LﬂUﬁQWQﬂﬂWUigLMUIWEﬂﬂﬂﬁﬂﬂm,ﬂ’]wsﬂ@ﬂﬁu@'?
Tuoy
Y

2. gaunmnsiiusnisiu Juegiunisiuivesgnanieiunandnvesnisiiuinig

[
a =

e U TEiiNeINNTEUINNNSNUINSUARTY
3. punnnsiuinsfinnmslseufisudsngnalamandald duseduveans
a av vo a ‘:I' U Y Y a o <) o A a
Uinsilasuasanniinanuaiunsaasuledn auamnisliuinisuu usesiidaiy

dudounazrainvalsluiiyuvenisiarsan udnsydudunUszdnddaiinauninnis

o w ]

TiusnisluiSesidfadsfuinisvesesdinisiislianudifgyuazyumanuauls 0sdnsi
Aean1sanudniavesnssznounsidinaziluniasguieienvu Jededdiaiuaulase
Uszihusesnmn1nn1sliuinisifiansavisevimudlaainanuden swazauaInni

YosgnAmIeRsUUINITldeg1asiutn

N13IAAMAIWANS IHUINS

[
Y CY

nsinnuamnsiiusnistwsuinagldisnisindvilanuianela (Customer

[

Satisfaction Index-CSI) ¥04gnAmMToRTUUINITNENa I NAlaTuUTNTHuLE wilaenald

€e o3P

Y (Y]

Jaymilunsingauninnisiiuinisdu dnagduegduisnisineulyiinungnisasvieu

=
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[

AMNINNTIIUINS FeafRensnevausmsaidulunmuanuninniessuuinisdaintuy

a [

939 viRefilananuarInduanuiewelafidsuuinisidaninuinisianlasuunty aensu

Y

[

AuANAIAnTaNIald nienlasuiu wu nslasuuinisanyaralaenss (The one-on-

Y

(% v 6

one) M3IMATUUINTINUUUNT YT (Face-to-Face) wagn1siufdunusseninagliuinis
ugSuuINIg

nsfaunnmsliuinisiiossussnavdsenislatiedu anusaRarsanldan
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NITUIUNISUIRAMAIN Ao n1svinlianuaianisvesdsuuinisiduais uazasreanudn
unilaliungndn Tnslamzegnsdansissnuiiieniasnufiuuinisasdunsinfennudis
welannmsuimsilasuiduegnsi Tudumesdaududavdodliuinsesdosatadmanily
dnwauziiininedls

2.01zaud i (Leadership) 3UnuUmIgg maq@ﬁqmﬂumﬁmiﬁgmuu
{13 usms §3nns wagdrun azuansiifiuiianisnsgyihiithluganuiinaunn
Tngiavnzegbdudeswesshlugmsivasunlamesesdnig Wy msdaudsiunan s
Jnassninenns 1usu
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[
v '
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ALUSNADINTNARDAMNAINNIT UG

AuUsnidnsnadenmunmmsliuinisusenaulusie
1. annuaandaiuasnInnsiiuing
ANAIANTINRe SUUTNIT Wunisaanisalasminvesd Suusnisieadunis

usmsiwnaglasudiowlulduinis anuunAnvestiniginisvaeviny §33evedsyiia

o A

auelifiuin enumanidudesganmlunslivinis dsefuiuandsiueenlulagda
nusinmsiasanmsfiselafildiuannisuinislsnanie
szauwsn wndsuuinisldianela szuandiiuinaaninlunisliuinisiites
spiufians mngFuuimstianuiiemels wansi faanmlunsliuins
seduitany mngFuuimstianudseivle geuuansn nisliuinistudinnnings
wsednnnlunisluinisas
anuaaniadunudnd Ay lasunsianlddmviunisfnemgnssuves

¥

HUSLNA LLazﬂmmwm‘ﬂﬁU%mi Zeithaml, Parasuraman, and Berry (1988) @alalauesa

e

]
a0 a =

LUU SERVQUAL ttednwinauniwnisliuinisannaumemiswesduuinsiiiseuinie
wldsulagtauanuiuliin aua1animuned AUUTITaUIN3 0ANABINITVDS
fuslnn Tasarmeaviwesudnisildlfinauefansaanisaiigliuimsenaasliuinig
ogals uilduiSeafiiansands glviuinsasliviniseslsinnniinanlagaguudniy
mavisvesdiuuing iunisuaneendsnnudeanisvesiuuinsiisunaylasuuinisann
mhonuviessdnisivmitlumslivinmslasarumaniaesuuimsi doutisedui
uansnaiuly snnthetiosting Juegfuiladonasusens iy arudesmsdiuyana nsld
fusuenial Usraumsaifiinuan iudu wagarumanfwes¥uuinist mnldfuns
novaueIelFUUIMIARTInuman T Adouassioulifiufanunmlunisliusnig
vofliuints lunuifevansdu uenanagAnuinissuiluamnmlunisliud mmsuda el
nsfnwanumanislunsliuinaieasiieuiisqunimlunsliuinnsiuedraniianing
\WuLAEIiUZeithaml, Parasuraman, and Berryldiauayuuasvainisiiansannmuninlunis
1u3N1531nA1UA1ANTY (expectation) YB3 SUUTNNTBNAIY UNTY1N13AA1IAULTI
Tnevialuiiu eumanisesSuuinisidreuinisuilsuinisle domAntuaniadenas
Usznisusznauiunsedusanivug LLaz‘ﬂ%{faLﬁduu?uﬁﬁmummmmmwi’wm;gf%’uu'imi
ueninileluannmsiuiBsaziiulsnnigideliinauein quamlunsliuiang umna
LANFNIBIUS TR lEuaseRuUS N sTimanTatuosluUsensl Zeithaml, Parasuraman,

and Berrylamuuadadenduiaimun (determiner)
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AuAAnTIves Yuuinisly 4 Usenisdaeiudail (Zeithaml, Parasuraman,
andBerry, 1990: 19)

Usznaswsn n1susnkuudIneealin (word-of-mouth communication) A4
aandafiiinannsuenidiindeuin waneds mnuaanisiinaindiveniatiisunsiu
InFuuztveiion M%@igwﬁaﬁmﬁmaiﬂ%’uﬁmﬂuamuﬁLwiqﬂgumdau WaZWUINLNT
Trusmaiduognad suiligilainauemanisiasldfurinagudy

Usznsiidas m’méfaqmﬁé'mqﬂﬂa (customer’ s personal needs) Faonmazidu

¥ U

ganvilisgiiuanumaniwesyanaeglussauianaannifunle

1Y a

Usen19fi s Uszaunisallusfie (past experience) AuAIAnT I8 uLAnaN
Uszaunisalluefin Sdiuiedesiulszaunisalsunisuinsiinelasu wasidnsnas
aruaanislutiogiiuresdfuuims vl Ussaunisalduensasfulsraunsnifiadei
Uizﬁﬂmﬁammiﬁﬂﬁlﬂﬁﬂwdafdﬂ,é{

Usznsiia /nslawanyssmduius (external communication) Wuanuaanss
fiinannisfndedoannieldutinngsuuins fuduinisdeasmansuaznisdoans
N9 0 L‘ﬁaa%’mmmL%aﬁu‘[,ﬁudpﬁw‘%mi WU A1SIAUSA15A8AININ5 91 MTIRBLIAN
Hudy

wenNTl Tenner and Detoro (1992: 68-69) ldauadtiadufifisnsnanenany
mandslun1ssusnisvesdsuuimsliluniu Tuﬁﬁuwaqﬁfﬂ‘immiﬁgqaam'mﬁ%’w%mi i
mudsssiiaglianuaaniwesmuldiunisneuausmioussarasguasuiiu Lazd
wnltfufiezsensumsliusnistulagyinsidis udlsuiulssaunisalassineglasu noud
LANTLATUSNSLEND 6‘3@ﬁ%uu%mmLﬁmmmﬁqwdaﬁﬁiaLﬁ@lﬁ%’w‘%ﬂﬁﬁmuauamamm
FOINIIVBUUN
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1. dnwazuinmsngiuuinisioanis

2. sgfuvesmsuftRnumsemsliuinsigsuuinsfianela

3, AuduiusteuUInsTidfy

4. anuiisnalavesysuuinssenanisujuRaululagdu

agUldannviruzvesinimnismaneviuganmnsliuinng Wudeswesmsiuives

A3uusMssiensliusnsvesliuinis Feweninaviliivseaseunquiiaseswing o lidnee
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HumnamFeslumslivinig msfemssewingliuazdFuuing anudussaunazdu q 3
sufsmsihudhdavetesimsrsemhenuiimiilausnmsse uarlaevluiy

n35uslunnInnsIiuINIsUToANINYBINITUINT Fernursednlesiundng
maniwesiuuinsidneassdsio mssudiazenumemisifsonnnwvemanisivie
U35 (Technical quality of outcomes) Faiui3swassanuvdauinsigiuuinslasu
LAZAMAINYBINTEUIUAITUTNS (functional quality of process) Fufvadeetunisdl
Ufduiusseninagliuimsdiud Suuinslundazaniunisaluagnginssunisuimsig
TAusNsuantoen

2. Msfuiuganinnisliuinig

auimMadninerdseunsiuimneiisismsiiyanausdanilegseus fuesyana
agiuyana 2 AuenaiauAadedinssdueshafetunieldFeulufeatu udyasais 2
913838n1580uTUNINTEAU (Recognize) N15HaBNATT (Select) N15UsEH1a (Organize)
uazn13iAY (Interpret) ieafuinssdudinalimiloutu sgrdlsfnm Saufuiugu
YOINTFUIUMTVDIARALAAZAUAETUANNFEINT Adlen mMsnanTs waztiadeduaiied
firvesnissuiamnnlunisiuinis (The definition and dimensions of perceived service
quality)

UnmniswiuiesiuinUsznaulusie

1. nan mnefsnavesmsdnduleinaslivimailelavielutade

2. wralunsindulalivinsty Wunsiedulafiflévinmaioudousening
Usglonilasuiusunuilsasly

3. Msuinig esanaunmnsliuinsiduisewes fduiusseninegliuinng
WagH3UUINNT AeaiinsuseidiuvsensinauninnsliunsangSuuinmsvisegnen

4. i v Tawauninnisliuinnsasaunauisaiud (Cognitive) A11mgdn
(Affective) uazuulliuvamngAnssu (Behavioral) YoEFUUINT

5. U3um (Context) dald3udvinannuinmsvsetadvaniunisal

6. 119574 (Aggregation) Imaﬁwqﬁﬂﬁmmﬂ%’ﬁmsﬁu aglasunisiansanindu

138909MFYNGINT UIBANUABINTATAIUAUTUTN N SANTEN I TLagdSUUS NS

3. Uszaun1saln1ssuusnisiuamnwnisliusnig

=3

Uszaunisallusdniiinerdunissuuinislunamguiudifelainduladendend
ansnansodwa niailudimnuannuaianisdenuninlunisiiuinisvessuuinis

(Ziethaml, Parasuraman, and Berry, 1990: 19) duildniwasioninuaranislutagduves
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