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Wolman (1973) na1331 anufianeladeninusdndanuguidielisunadiianiy

AN TIADINITNTOLT9R41A

Mullins. (1985: 280) na1331 A ufianels iuiruafivesyananiddedenieg Tu
1% I o v v fw e a o &
wae9 i Wuanmaely Alenuduiusivauidnvesyaranuszauanudiialuning

ABINISUIDANAN I

a aa o £ = & vee ala v ves
Jevan eTiveadan (2545) N3 Anufanelaluanuianidvesyanalasunis
P Y a ady o o § yyse o Y
novaue Weusainguivasdludaineanisiagylviand veuuazauigla vndenndesiv
ALAIAIS seunniiaanislifazdeuidniionele

v 6 1 =

U3y 5596 wagane (2546) Na1391 Anuianala nueds infiauidanyse
Wiaunflun1anfvesyanaidaeunu]in swudjianselasuusununesliu]in Tne

q
[

HARDULNUTLASTU TIuvedn nIndaumnee Miedes Wuldadeinelminanuielasne
UNIN
At L% (2549) nd1vi anuiisnely wunelis anuidnvesynnadeodsladanis

P Yo v °o § v )~ Vg A A e a
LN@lﬂiUﬂ"li(ﬂ@Uau@Qﬂ'ﬂqmﬁaﬂﬂ']i Vl’ﬂmmﬂaummgaﬂiuwmmﬂ mammmgaﬂiumﬂw@

1R nedlnsidn (2550: 13-14) nanin anudiewsla (Satisfaction) Wuviruadiidy
UL53TH MITIRENIIUIyana fanufianelendels aunsadunmlasnisuansesni
Aouthaadudutou Fudunsenieziaanuiienelalaenss udamnsainlaeden lnensin
ArAnifturesyAnamEItY SanisuaninuAnifuluagdesnsatunuidniiuiaeleas

ansadnanunanalatule

wauynsuUudneaaIL w.a. 2525 na13l331 “fie” WuAgien3endu nuneaud
“as” iy sl vunerudn wela ¥euls wazdA1d “we” MNNEAIINIT “WiniiReInIsAY

ANNABINTT QN YU’ Wishdwwaniy “fanela” ningds veulavsegnlanmuiineanis

'
=2 =

Wolman (1973 813lu afian Fedayeyr: 2541) nana91 aufianela Wuaruddni
Igsupnudnsamuanuimiuazaufonis

Heider (1953 &4l 3151 Inwhwna: 2540) laesuieds Tadeniinanangfinssuves

(%
a

yana wazdingannuianilanelasedingg lads
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1. e Anflen
2. Aawndey
3. nwudevesniudn
4. MTBATIAANA 3E0IUNIT0]
5. Useaunisal HauedanIsnssyin imane AINEINNTD AINNEIEIY
6. 913181 AUIAN UALANAF
7. anandlaseynnadu
8. NMSUNANBUUNY
9. ANUAIANI
10. Msaatauselerinasiny
11. MmatinnanediusIu

Mullins (1954) leauauuifntunisasisanuitanalalunislusnig lawn

1. mslsusmsilianenia (Equitable service) mnefs msliuinisussvvunnay
pgiisniy Tongssidsunasuinsguieniu

2. M3kiu3nsiinsaaan (Timely Service) munedia nistiusnsiinsaaailaeanis
961984 UInsvesnaizidesiiliiammssenaegiunisain

3. NUINeg1aiigana (Ample Service) nunedia Msliuinisauiangunsal
a01uil nanegaiisane wanzan uardosdinaninge

Naumann & Giel (1995) LauauuafaLisafuarufianelavesgndidn Juagiu
23AUTENOU 3 @ laun

¥

1. AAINYRIEUAILATUINTT (Quality Product & Service) Feagildnsnananissus

Y

YoegnAn LegnAsuindudmiseusnisnlaun daanmanazidnwelaludusviousnisiu

2. 9101 (Price) \Uudiulsznauniagyiligndninaiuiisnela Wegnailaiseu
[WiauANERsIINTEIIIAT kaviuldsiamngay fazfnmufionels widngndn3dnda
audniulinzaniusm fezdannulifianela

3. ndnwalsau (Corporate image) dnanaauiswslatuiuAITIAIWAN AT
MM LHugsnamill nsiinusssuwazausuRavausadinNm e

F5u wasaund (2542) Malvmanumunglidn anuiisweladuauddnnigluialaves
wywdnlimiloudu Yuedivuravynaainazaanuieivdmilsddasgls dmenimse
Ausdtannkarlasun1snavauenief azlinnuianelanin wiluniensaiudinels
a [ L= | = [ 1 a d' M Yo A v o & X o a A
AanTavseliiieneladusgeds WelildSunisnevaussmunainly viell Iuedivdeiinu
adlalidnvediunnvsetiey

a 1 ' = ¢ <
N1YAUT BIUAVTA (2546) Nd1131 ANuTianelaveduyudllun1TuanIDaNNIg
ngAnssuiduuiusssy n1sfiaznsiviryaraiauiienelanield awisadunnlasnis

wanseanidudou Jssalidansifeeniuusigelavesuanatuliinaruiianslalusuiy
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NANUMIIELazAENAINa1ITIeRY weasUuladn aduNawala vuneds
AanuidninAnvesyanasiedddadanils Weldsunisnevausinnudeinis viliyanadl
ANUFANTUVNINAYSeMIUIN You Winme aluayuvseliauiantuniia

2.4.2 AaNWUSVDIAMUNIND 1R
INYBBUATIIVELN (2555: 8 H19D9LU 99251 @UAIY (2545: 5-6) NANDIANWULYDI

v
v

ANuRanalald fadl

1. anufisnelafanisuanseanyensualiiagAuIanlunsuinvesyanasedmils
aslayanadndudes JAuiusiuanindousaufiiuasn1snoUALDIAIUABINITVDIYAA]
mensnauldfiuyaraaulardwing ludinuseiriuviiudasauiussaunisalnmsiseusas

P2zlASUMDULNULANA1IAY

2. AUNIND LA AAINNITUTLIUANULANFATEAINEINAR T UaIN A s UaS Ity

¢ =t
d01UNTTUNAUS

3 arwfianeladsuuvasldnasanaimuiadowndouuazaniunsaifiiniy
anuitawelaiduauddnvevadladamieiiduuusidmutadelineitesiuamaianis
vosyanaluusazaniunisn uenaininrufeladuauidniuanseenuiluszduain
fold TuagfuaruuaninsvesnmsUssiudaildfuaietudsinantsly

Y

uenanimufisnelavesyaaslayaranisazgnimunanauidnvesudasyana
TagaInn13RiITUIANLANAISTENINNaRBU UL ANTUTS suAzHAR B LN UL
mnuiAninemseldzuuds dmnnaneuunuiildiuaiannniraneuumuiianaaites
#$ugeuasneliiinmufinelatu Ssnrumelaszannviedesuielifimelaiu Tusgiv
ARSI TUYDIHANBULNY

2.4.3 Uadeniinadendnunanalavasguuinig
wIne1deuding (2558: 44-45) aruiianelavesdFuuinialunisuanseands

AnuianlunuinvesdsuuinisdenishiuinsteladeniinaseauiisnalaveswTuuinig

(% =

fye deel (W Inedealuyiesssunssny, 2535: 39-40)

o

dn
1. @01UNUINIT N15NDRINISUSANSheazAn LaUsey1vulnufeIni1seay

ADALNAAINUNINDLARDNITUSNIT Y1 a VIR KaENITNTZANLADIUNUSNANSTIANADG 1iiBD Ul

1 = « d' o w
ANUFLAINWNUTEYITUINTULTDIFATY

2. NMsduasURUEET 1150315 AnufianelavedfuusnmaiAndulaainnisiagu
Toya?13815 vi3oUARRBUNAIVILRRNAMYBINITUINSIUTUNIUIN Fenasaiuadng

Yofeniinvedinnnuidniuuinisningny duduussgdlandndulifianudesnisniuunle
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3. flsiu3ng guinisnisuinisuasfufiavinnsdruduyanaifiunuinddsy
Foensufiinuuinmsliiuuimaiaeufiemelaidu duimanisuinsiinleue
musnsteemilademnudifyresUsyrsulundn denansaneuausnufenIsves
FuuinsliAnanuitanelaliine WuRfufuitiaunieninauuimsinsniinda
Uszmvududdny wanmaiinssunisuinisuazaussuinisredsuuinsidesnsmeniig
aula wlaldograiuishednaniinvesnisuinig

4. ANTNBLINFDUVDINITUIAT LALUITUINIAVBINISUSNISHINSNAanaAuNInela

YDIWFUUITMINTOYNAT BUNTUINANNUINRBUVBINITUINSIALITRITUNNTORNUUUBIATS
a ' P & a & v o Y] v A A’ o

07U NsenwssnelumeNesTaeswasnIsivaay N15IARUINUNIUdnEIL naanau

sonuuuTanasedlduinig

5. ASEUIUNITUTNNT IoN1sunaueusnsiunseuaunsusmsiudiudrAgluns
afranuianelalviudssivu Useansaimvesnisdanisseuunisusnisdaalvinag
U URnuungSuusnsianunasiiiazauasieaufein1sveslsyusulaegignied
AN WU Mswealulagneuiimesidnudnseuuteyaveen1sdsowioain 1sausumse

a19N130U N1skAsaEnaauRusmlulR Wudu

Mntladedsnanaguldin mnuflmelaasuulasldmaennamudadonindenuas
anrumsaifiindu Fefuudslunmuiafeiiduniisadestuanumantiesyanaluusas
anunnsal Yranaviayanaoiaaylineladedmianszlilulunud anans udlutas
namiliorafisneladedmilsfinanialilisunmevaussedugniesyanaaiuisaiudoy
amudAnifusodniuldereiuiivile uenandarufmeladuarwiEnfiaunsouaneen
Tusvduinndesldtusgfuanuuanisaamsdsndudsfildsuassivasdiaanisly dnlug

Uszmvuazldandunasgiulunsidssuiisunnnumanisweansuing

2.5 uurRauaznguieafunisliuing
LAakangufAsafunsliuing aamngvesmsliuing Lﬁaqmﬂmiuﬁgﬂ

szuuTwmseauleveiguna 9l Saquszasdvdnlunisliuinmsuiuszaaudunnded
Fonin {3uuinisiules 8sdnsvessy arfosmeuauednINNFoINTITYBIALNATBNGL N5
TiusnsvesesAnsvienhenulumaigidudnsuzauiidesdinisfinde Ussynduiusiu
Ussmauilvesuuinislaensaiieliszanvuduesuuinisldsuauazain sanisa fuunde
nsliudnisvesiininnis Tasendegnamedaay Ml ann1sAnieuvanevesa 19
Trusmsladdliammmneludnuusiiedoedetu daoluil

qifumm vk (2550, wih 13) namdsnsliuims aguldsd

1. ndnAuasnnaesiuANfeINIsuesyAradulvg nafie Ussloviuas
U3msflesimsdaliiuazdommevauesnudesnsvesyanailudnlngvieromnilndu
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nsdabiunyanangulangunilslasianie faviduiaiuenainazliifinusylovigege
Tuns 1wee MneUsgleriiasuinsuadsliduadunsaiivauiu 9
2. ndnAnuadaue nafe Mshiusnsaesiiunisegsdeiliesazadiiaue

a wa

$il9vi wgae auaunelavesfuInsvserUUn

3. yananaaden1a vimMsndatuazdediingunlyuinisynauegaatenia waz
Wity

4. ndnanudsenda Aldagndedddlunisuinisazdeddduinauiunimainag
oSy

5. wanANdazaIn uinsndaliungsuuinissdeaduliludnvauzUfualiie
avaIn aule duldeminensiiunidn nedalidunisadnenisy deenlaliuniuinismie
AlgusnsunauAuly

nedsuasIvdn (2555: 8) nskiuing WumihAnandrdglunisuinisaulu
A1A35 Tneanzay Nazaelinshndoduiusiulsee1rulnen g nuIg N ULALLI TN

Y a o v al P a . . v i vo a
AliuInsiinthilunisdeian1suinis (Delivery service) IvuARTUUINTS

alle dyans (2542, mi 13 eedislu giumn viwa, 2550, w1 14) A uvangd

a < a wva =i o A a ! a ¥ v Y a v ' v

15 vimsilunisufiRnuiinsevimiedaseineiteiuglduinig nsliyaaasie 4 lald
Uselowilumslamenils Asmenuneeule q Anudmeisnisuainuaiglunism 1A
yarasng q Aneadeddisuanudismdsdalaindunisliuinisidy mssuneanuasain
N3aueIAUABINISIelEuTNIsAlunsTiuinig nsliusnisleanunsadniiunisla

o w A

wannva1eds adAyfe Wunsviemdeuazsnuneyssleviungldusnis

John D. Millett (1951:397-400) N&13L391 AMAIUIENITHINVBINITUINITIU 579
] & a va P v a A v a = = Ao °
wvunde n1sUfuRusenisliusnsineliiinanuiisneladadidnwauzdidny 5 Usenis
Aon1stiuInsednuiisuiu (Equivalent services) N15LAusN199819520L32%UL281
(Timely services) N5l USN199E19LNEIND (Ample services) N151AUTNIT BE19ABLLDY

(Continuous services) La¥nN15hiUINITOENNINUT (Progressive services)

RS MdbNTEA (2550: 15-16) JagUussAnsvanguns Ladin1simunnnnInng
uinnsegeseiesuazidussuuimnzaunmnnsuimsiie dutladefiddgfvinlieadns
Uszauanudisa Tuednfinsussifiununimwnisuinisainunsgiuiiesansidfimualy ud
dmutiagtuduiieniuiuin aunmnsuinsanansaialdainnsiuivessiuuing

Parasuraman (1985) 19ina1331 ANAINNITUINIST Ao AMLEINTalun1TaLeIAIY
ABINNTVRIEINTUUINNT WeRinsanaunmvesdum dnagfiansanandauiiasdniona

Uszilumuiswelan1sliuinisues esansuimsdiusuatiuman snnsiasyfad Jminanauas
Uszartauuszanal w.a. 2563 aufiunislag annivenduwaluladsvusnadau Ingwnanauns



paANSUSMsAUFUatuwE s nealasdad Swinanauas 23

7

faudmevaussmudiesmaiiudify lidndusesiisdnssuiunmanusidmiuganim
109U3N13 arfimnuunndnstuseniuifiesnndnuazdfyvesusnisie vsmsluieidu
sotluly danunannuangludues ldaunsautanen vsaiusnwla viliaunimnisu3nis
Qﬂ‘di%Lﬁuﬁgﬂf\]’mﬂﬁ%U’JuﬂTﬂﬁU%ﬂ’ﬁ (Process) waznadnsiinuyosnisuinisiu
(Outcome) gz siiufjduitug (Interaction) sewinegliuageFuuinng

Scardina (1994) IflauauuAnlunisuszidiununinuing Ssusznause

1. Asidudosld (Tangible) Tiun 1wl yaans nvdusl ta3esilonazgunsal
$IN99)

2. anuesiudedliiuinns (Reliability) 1éuA arwanunsalunislduinisedne
TI0L57 gNeBY uazlmInzay

3. MsAURIRoUEUUIAS (Responsiveness) liuA armmieuiiazlviusnismuainy
AOINTT

a. mslirnaundesiugfuuing (Assurance) léiuA anuf Sserdpveadmihiiuas

Y

Anyansalumsasanudeiuliuagiuuinig

5. Avunoilald (Empathy) 16uA mMsguanazaulagiiieegeings

Jumun yayusnig (2539) Teliaumnevesnisuinngin Wudsidudaldoiniden
ananmldie vinsedtuiuuasdseuligsuiud duu nisuinisiadunssuiunis
yosfansaulunmsdsevuinisangliuinisludaiuuing uiusnglusuveanan aaui
sULUY wasdudadosuaemsdnineliAnaufiswels dansafunivdengudiin
SERVICE @4l 7 fads wazansaliamumansls fed

S = Smiling & Sympathy Buudy wazielawnldlas Wuendiilaseniugiuan
ga8INVBIFUITUUING

E = Early Response fauauaisianuusyasnanngusuusn1sed195anisn
la InglddeageUnsunses

R = Respectful uansautiudewagliiesiungunSuusng

V = Voluntaries Manner mslyiuinisiiegnsasingla iila

| = Image Enhancing MINWINMENYIUBIRIAUTNT UarnNaNualvae0eANTAIY

C = Courtesy mMugaullad soulyy

E = Enthusiasm A1ainszdunszias nszfie3odu uagliuinisunninfigiuuinng
ANANIY

aude JUTY (2534) na1vin Tunsvhaulidnse wasiivss@vsnmlvigandn 4 5

9 5151 599157 1Seudes wazdiuiediula nasnaudesiinnuaselaveuiousiusudy

e Db

=D

U
il Aseyle (2530) N33 waldevesaud1g lun1sUfURTIvnITdaNansENY
lngasasonishiusnisunuszyisu nanfe aruadilunisufuiRwnisduanguiled
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thluganuduman uagidenyszdnsnm naensuiidiuiareainsivesszuvuiilse
M3 Feyamnvesmuatlumsufinvniserainaintadudiuyana il
1. msviauitlaifue
. VIAANNTURAYIU
- vnANUNsERasulunsYininuy
- 1an13AuAulaglngaTe

. PINTEUUNITIALAULNASNRUTEANT AN

2
3
il
5. 9IANNTAARILIU
6
7. wianausglusiausn
8

- aanudnlaluiinshanungnees

2.6 3550UNSTUNMNYIVDY
AsAnwwAgItu Auinelalunisliusnisdu ddlvanuaularinisdnwide 13

Y

Tunannvaneudyy desiolul
WInedeNiing (2558: unasudmsuguivs) lAnw aufianelavesussuivu

ARANAINAITIAUINITVOUNAUIAUATOONUDY SNDNTLYUUUY JMTAAYNTAIAT WA
N13AnwINUd1 AufianelavesservuETuUSNIsveLNAUIaUATIRN Y d1lneNTEYY
wuu favinamanns smunseunuiiussdiu 4 du Usenoude arwilenelasieduneuns
T3y mnuflenelaseteananisliuins mnufisweladeld i fgliuinig uazau
flanelasiedsor wwazain lunmsn wuin Uszvudiedfianelalugaainnisliuinig
Tuszduanniign fovaz 97.62 finzuuuganimnnsliuiniseglusedu 10 (nninfesay 95
ulv) farudenelaluamnimnsliinisgsdian fe vuuimadiuassugy Sseduai
fanelavead5uuinisdesay 98.05 sevaaunduaruruuinisiunzdeu Tszauauis
wolaveSuusnsiesar 97.90 uUIMIAIUTRILgNYULAzaTaAnSHIAY Sovay 97.43
NuUIMInuglavientd dszAuanuiianelavesdiuusnisiesar 97.39 uag 11uUINS
Aules nMsvesygIneaine dszduanuiianelavesiSuuinisesar 97.35 aud1su lag
nnoufiezuuuaunmnisliuimseglussdu 10 (nnirfesay 95 uly)

YULA1 I5ERUS (2555) ladnw Anuianelaveslssvunanisliuin1suedadnnis
USMsduAIvatnuin 8nen1uned Jaminvays nan1sAnwinudl Auianelaves
Usey13unan15hiuTn1598909ANITUTMTEIUAIUATIULAT S1ABNIUNDY JINTAYAYS
Tnosweglusziuaudfianelouniian Wefarsan usiedu wui dudisidadenin
fian Ao Fumsliinisegiafivme sesaunde fumslivinisedaaueniaLazi LN
uinsegainmi auasu leglusunsiiuinsediaiieanes Yssvvuliaufianela
TuFesorasanuiiliuinisiianumngas Tusu msliuinisediaauenia Ussanvudl
aufisnelaludendintihfuinisdieauduudy wiula wagludrunisliuinisogis
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fawth Yszvvudinnufaneladerdmiiigliuinisfianuiuinveuuagyssiulunis
UURU nan1silSsuiisuaulana1aeInuianelavesUssmsuaonisliuInisued
BIANITUINITAIUAIVAUIULAT BNABNIUNDY TINTAVAYS WU WNA 1Y AQIUNINANTH
N13ANWY wagen sy Ianuiaelasenisliusnisvesesdnisusmsdiumuatium

gunenIunes Jrinvays luunnsneiu

unIngdemaluladsnvaenagissugi (2555: unajuguims) lAnwianuis

WO lIUDITUUINITVDIRIANITUTM ST IANTEUATATOLSE NANITANYINUIY AN

nelaveFuuIN1sUeteIAnIsUIMITAINTmTANTsuATAS 85T N9 3 1uuTnisiu 3

Uszinu Usingdn gsuuinmisfianudisnelalunuuinis duvssmansisadeluszduun
a v 44' = Yy v & vy ¢ Y =

NUUINMIMUIAFUVNATEUN wazumudniusgladanuiianelalussivinniian wavly

AMTINT 3 uuInsegluseauinian

'
a

Inendeuassvdin (2555: unasuguinig) lAnwanuiawelavessuuinisiilse
¥
auUsgannd 2555 #an1sAnwInudn ngusiegeiiadnuianeladenmuninnisiiuinisves

o

AMAIMNITIAUTNISVRANTUNATEIdIuY 09U Tulundaniauassivdun Used

BIAMTUIMSEUmUaLain vy Ineamsmegluseau “un” IAnadewiiiu 4.36 lageau
W USNNS TAnaduaagaviniu 4.37 5898931 AUNTEUIUNTT Funaumsiiuinig
ISP =~ [ v a o ISP N [ o w [ le’
UANRRYLYINNY 4.36 LATATUAIDIUIEAIUFLAIN UARAY 1NNV 4.34 AUaINY AN

1. 1UNIEUIUNTT TumaunTIAuInTg Nan15d1999 WUl nguiiegne dadui

nalasaAuNINNITITUINISVRIRIANSUIMsd s vatau ngllusunssuiunis Tuneau
n15buTn1T Ingsuedluseduunn daafewiniu 4.36 Ingisesteamnianisiiuini s

a0 a W
HANNNANY UANRRYFIGALNINY 4.48

2. MUAMINTEIAUTNIG #aN15d1593 WU nquiiegaliauianelasion aunw

nshuinsvesesAmMsuIMsd s ualau glusudmhngliuinig lnesiueglusedu

'
=]

a a" | v « < [ LY a" [ a 1% b4 =
wn dAnadewintu 4.37 lagisesanuifutuiesiuusenvuiunivuinisveadming i
AlLafggeaniniy 4.48

3. MMUAINILAIINALAIN HANTTAITIV WU NGUFBE1TANNTanalasonnIn
n1sliuinisvesesdnsusmsaruivaa nglunudegiuiganuazaininesiu ogly
[ a1 d‘ L d‘ 9 ¥ a =) A’ﬁ ° " A !
sauln dAadewiniu 4.34 lngisesanuilliuinisvie aun. ARy luLraIaEAINLANTS

Wuvneluuuing danedegegamindu 4.40
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3.1 Uss1nsuasnaumaegng
3.2 \3nsdlefildlunis@inw
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3.5 JBNTIATIERveya
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Y
3.1 Usgnsuasnguiegng
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