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gaawy Inygy (2534 dwdidu Wving asuiu. 2538: 23) leaguaiumuigrasm)
Aamelan “anufmeloduFonisiiuensus] aruddnuasirusvesyana suidesnain
dudwardegila deazsunngeanainmemginssas Yuseduszneuiididglunisv
fIANTTNAT VDIYARD

Yiems wdeyesiswl (2535, wi 131) dnanthanufianelslumsieulidu
mnuFansumesyaradifiiomaireniummindusruguussyarafiinainnsufiao
uayld¥u nsnauuny Ae nafidumufiselafiildyeasrainnuidnnssfedeiu fmw
sefufiasine Sufyidde AuvarifnaioussavinmmuasUsslviualuntsynoy sk
myeanasianudnss uasulumudmuisvesesdng

wwdnd yeedeiug (2536, wih 15) Iaumngenufianelondansuimsindi
awilanelavesfiuuimsterdmihiilunsdisudladaymeanieulouliuivssvvuna
arufanelafinadilaveadmiilumslisnausussn

dimilsunsuazisy nguymumiuas (2538 : 1-8) WAnwwumuAnisifuaiu
fawela agUlihanuiinasswuureinysd Ae avwidnlunvinuasauidonisay

audanniauandueuiinfidoiafuudrssiiliinaiuge muguildy
AugiLanieanaufdnmanindu 4 nande Wumnuidniissuudoundy arug
awsmihliAnnuguudornudimmavsnintuldsn . deduasdiuldiaugaiy
anuiEnitasududounasanuguiisinasoyanatannienuidnmeiniug

ANFANI9AY ANFARNIIUIN warANguiiamduiusiueg 1vadudutounas
sruumduiusvasnuiinfiamdienissuanuiimels Tasaufmelasfndy
ieszuummifonelaiinnuidvisuanuinniianaidnmisay

AeiilAneuidnfanelavesyed fnasldun niwens (Resources) niedes
(Stimulus) Madnseiszuuaiianelafo msnwriminensdedaduunladuied
feansiasyinliAnaunela uarauguuiuyed anuwelassifalduinige Wad
ninensynegeiilufideansasudom

awn naed (2542, wih 10) namit mwfenelaminetie Augdn wialeeafng
miﬁmuﬁm

Morse (1955 defislu fian Yszanssa, 2547) Ialdarumungliin armiawelasie
mMsltu3nig mnefls yoda eed fanunsnasanufaaieadifiuinfAeeyinlAnaonald
welasion1sliuinig femnufuatoaduiiuasnannanudossvasyed Sayudiin




deamsunfanfinufitaniontes uiduiislanudeinsldfuniseevaussfasiili
AlduimaTegnAfamnuianeladenisiivinila

Morse (1958, p. 27 @19ddly 0 Uszanssw, 2547, wil 8) teiiar ey
Arwfianaladn wnefis msfugudannsaaussnmdoinsld TnsasaufusSonnss
mfaaiendfinnasihlidenwliwela Sflwdesnmsunfesiufienfenionile
Wfumsesuaussudenunieniissanas

Vrioom (1964: 99) Wfdrdnauliin “anufimelafurinusdluseddadamils
asoldunuiuld msedfiaesifaemnefmadidanmsiyaeadluiidminlude
t simuadivrsuanasuanslfdiuanmaufove s ludetuuasiiruaiduavazuanid
anmewilifowelatiues”

Davis (1967:61 81afidlu 95591 ASWs. 2537 © 14) a3t waAnssufgaduany
fmelavesywd Ao Amumeney fesvdnauiandomidemmnseauniying wianme
Lildgasnmlusienie ewywdaniasindeing 4 dindildudr ayudenldfumy
famelaludsfinusionis

Thurstone (1967 §1¢lu yrysssn Avudmnfaws. 2531 1 180 ) ndnad1 “lanuaiidy
e vaisiuaudEn mudausyameundeliveuseuneiuisedne”

Direk (1972, p.35 s1sfishu agay Woadafing, 2540, w1 10) Anuienala nued
wauadlumwanveysrafifnedslefmil@nsasuudaduunuiimels Tunsufon
sodatiy

Rekrai (1972 : 3 ) A7 “Axwiflewsla wneds vinuaflumeninvesypeaiiiive
adladondls FenvdsuaniunnumelalunsuiRdeddy”

Good (1973 : 19 Frsfielu qvis tuan. 2535 : 19) edunedenufiewsla vaneds
anmsdnfiusimnenuiaen el sessauRvesyediianudenis fanudesns
fu iunsmavauesimuanisundn muesenastosas mufiavelafinsiieduuay
Tumandufuthaudiosnstulalldfunansnouaues aruesoanazanalifionslafos
indu

Shelly (1975, p. 252-268 eficlu #a1 Uszgasse, 2547, wih 8) Iifinwn
waAnigfunudaisiuauiimelaaguldi aaitmeladiurnuiEnaesusy
vanywdfe auianlunieuin anuidnlunsay avaddnmenndefatundieeyinlig
muguiuanuidnifimuusndisanauiEameuindy 4 amnufioweleasintude
auidnmauanfinandrnuidnmsay dviiliAesuidamelevesmywdinasldun
n3Meng (Resources) w3e Aa¥ (Stimulus) MmmswiszuuauRenala Ao n1sfinend
ningnsiedailaiiudsiifeinsiiesiliiianufionels uasanuasuduyed any
welaveiAnlduniian Weliviwensfidosmsasuday

Anastasi (1976: 534) Wlkarumnevasasuniin “Wumnivudesiiaeiufise
nevavawedni it vualnduman 9 lumsfiveuvdaldwvey”




Fitzagerald & Durant (1980, p.589) ldl¥aumaisifeafuainuitonelaves
Usvrruiifinon1susnsansisne (public service satisfaction) 3vanafia nsussiduwa
msUftRnuiumsliimsvemiisny Tefifuguiiinaniug (perceptions) dsnses
UL Fansusadunadasunnsreiuly el upgfulszaunsalfiusiasyana
I§¥unazinut (criteria) insazyanadelimafanisdady (udgement) vasypnaiiuday
(Yaann wiewm, 2532, wi 11)

PnwAsdnInmsdana neajdlainnufinela vuneds anuidndndevs e
viruaR Tumsiifivasyanafifideddladmils anudBnfifntuannsifldfumsnevaues
AwFoenistasyanaianeiuienieuasinla siliyanaifnaufmelosuussg
Fnguszasd Tagnanlédn aufmeladudesiiRnidestumnuidniindauasarfionves
yrradaduFedfianidungeu mvimslsenadsumladidiilenamioamunisainindex
du q wasunvadly lunsdnsiarufmelaldinsdnuidenisivisuiudnedeay
Tnaangludnuazowifedesiunisliuimsiussnaudhayana 2 de Ao drediiswns
wihilunisuinig wasdregiuuinis TnsAnudmufmelavesfuuimsivents
Tu3nag

1.2 nguanuianele

NOBHAMUADINITVOY Maslow (1954, 919lu Snditry Wleudgu 2538 & 16-17)
Maslow  ifutindsingyndeange Wairmgeinudansamdirudy fsuufgeg
3 Usenns Ae

1. mpwifienwsieansagpaeaiathiimsiuae avleddditines)

2. ewseansiliiunsmevauanda fazliduusegiladmiunginssuduin
sialy musenisiiddbildfunsmevauaarinty Sweiidviwagslaely

3. mudesmsassny Sdnvasduddudusndlumgemusdunnuddiude
auFamstuilgTunsnsuauendd amufeimstugeiasnium Maslow Tuvisdy
audBinMsvasyedesndu 5 iy fe

1. AUABINISNAEAW (Physiological Needs) Lﬁummﬁaaﬂﬁ%uﬁﬂfjmm'mﬁm
Y84 Maslow winudsmstuifurudomstuiugu Sayvdasnmdedld wy sy
#gemsang wieamin endnwilsn fiegedy wasmavinsiey (s

2. FwdesmseUaanse (Security or Safety Needs) Wlonyudidfuns
sovauadlutuniluds mdesnisenulaeafefondanun saudosnistuduiaeiy
mufeamsitesiumuadiiuandune viognueididmesidudwes

3. AUABINITNNSEIAY (Social or Belongings Needs) Lﬁammﬁaqmwwmamw
wazrudasadeliiunivausimeuunds anudaenisnsdenufizfianiuun arudasnis
medsay Aemnudionsiiogsaiunudy 'i'mﬁges?’{aamsﬁ%ﬁamumwm&ﬁmmﬁ@ﬁu

4. mudiasn1sifesfurdeoides (Esteem or Status Needs) Ardasnistudiiinan
Wudugenhemudosmsmadenn Ao anadesnsiigiusien Wufiveuiuludes




5, mmﬁaqmiﬁ'%ﬂiuaummﬁﬂummm niamudaensysedndnu (Self -
actualization or Self realization) L‘Uum’mmaqmiwmaﬂmad:um:m Anudeensuileilsl
1N IWTIENSRavELILFBIN ST WA W U InTesfinane uanluiivealavesayer
wdr rudesnstuduiiifernudesnsftesnasieslsdiSanuautinda

Fotdu Fananlédn noufives Maslow  Fliiudn wywdianadeinis 5 Usens
dermmufosnisatndasgrmildldSunsnovavondy anudsamsaiy q Fesdatuundn
Anudiesmaia 5 Hu axflnuddyiuyaeanndesfiededuegfuauiwelafildiunis
noUALRINEITUTY

wqwﬁﬂaé’aga‘lqé‘;ﬁgu (The Motivation Hygiene Theory) ni5ai3undnuuuniliei
veufjasdusenaug (Two - Factors Theory) mnefia nqufiifeafuanufimwelauazaym
Taiflawelanas Herzberg (1959 : 71-79) FaadnTuainnavesmsideveuvwarans Mde
fvdiadn Fgmuanudy anigoudn Welgninquifihuywdiinussow 2 sems
Usgnasuan fie avussaunfieesdnyndniasieme Wy anui mauidenteumsgunin
anuvIguresiuihone Ussnisfiaes e Usisnuraugunisla wu audndaluny
mslufleeniuidefiadysnmi Wudy deldosiusznaulunsaiuanuiionalalunis
yhanu Ransanudauiesmsussneunts Ae astszneumquiasaassauTiaes fie
persenougilanauiiungufiosAusenaug uaznuitesdussneufiiuyamn vietade
welalusmuarlifimusuiusdeiunar iy oreduunmnmnevosisaomnuiidad

nqufigtla fe nowifedfuiledsins q Aiduaoumsniifidvinasenginssuly
nsvheny FedgliAnanuitenelalunsviny Sdnvusduiusiudemesnulpenss wu

1. arnudselunsviay

2. msldsunmsseniuiufioluduanudnilue

3, dnwosauivia

4. musuiavauluau

5. AruAamLus NSy

naufiAnqu (Hyglene Factors) A nqufifeniuiiadusing q Aildudwandoui
muduRusfumsinuienaneliinaulifewelaluau defemarisdowimiii
Agulafaudreuviensslunisiheu Gend Duiladeshqu e Ae

1. Analdufiou
- audiudseninyana
- yenTnihluauieg
. AnsunasesdeAulnyyn
- ulpuIBaENITUIIISITY
- Anmnsinanu
. Fimarudn
. AasiunsTeey
. Fugedeny

O 0~ O BN
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mqvgmfmmmwmej (Expectancy Theory) mquw{]mmm@mmauu 25Uy
mmmwawa’ﬁﬂummmﬂﬂa%vtmmmwawaiaﬁm frowloisaiundsin oy 4 e
naneunnunli Seyaralddnisdndulaliarmiudain aurvedeilldsu (5184
msdaadaliiamd anmnrsieuiity Huuls yeeadadenionsufitnadng
et uasludugavneifiefinmassdiuiondounadnioing q yaasriuamiu
famelafhindy
umﬁmqwf}ﬁaﬁwa‘lﬁ (Outcomes) MTNUTITAUNTIFULS (Violence) WazAdT

AAMINg (Enpectance) nowianuammneazaaasiuitlaeialy yreaudazauaziany
wqﬁﬂ'ﬁu?‘iﬁimﬁawmauﬁuiamammﬁwutﬂulﬁlﬁ (Probability) figutnasiugnimind
mmwergwfiasiluguanuiigaunasdaeaiiviona auiee udhldlaroutregednd
Namumawuﬂuuﬂlﬂawalﬂ (Outcomes) Al ssaut ammemsiliiadsunisnserii
Feennsadummusinmsnsgimeinssuvenyediiaanuswdndu fudumdainanai
#oams wazdndruniuinuininnisammneilésuasgila nansuunundenadnsast
GRECRLETEER vsﬂumwﬂmﬂ@wqmnsmimwaanumquwalwamamauLmu
sawama‘uLmuuwﬂﬂamumaa‘mﬂuﬁuawmﬂmanmn'i3:u uasfiminaglinanauwny
fuansevusonuwenwsasyprans 4 1d wREdesduinaAsuadusedures
mmm"mwmmwﬂmﬂmamﬁaauuﬂaﬁuwamsﬂgummmaqm (awga uYInIs, 2521 ¢
149-156) Fariu wqwﬁmmmwma%aguuﬁugm%mamﬁgmﬁ%L?ia*af‘ﬁ‘ua"nwaae
woiinssuangluasdnis Ae

1. wgAnsnuazgnimuelesusinadunislurasyaraiazaninuindon
Auafiniesns waslimummmngbimieutuiifidninarenmneuauesvasminivime
anmwndonvessy anmmwnedenveseuitlimiloutu wwvldaudwgfnsuuansieiy

2. yaravzinisiadulafsafungfnssuvasminiinislussinig
myedulamardornaniudasmes 1) wodnssalugruefifuauda msumien nsag
agluaniuiivha wie 2) wgiinssuvemisiidanumensin ssviauminnntesus
T

3. yaaassdanusesnstasidminglimiouty yasasdia q asiiagw
wolarnadnshimileutu myhanudlemudsnisvemnueshilvgrmudlaieaty
Tavgdlauariuamavumumininetls faasiivign

4. yarasshmsdidulafieafuwginssudifunaden Tnseguuiiugw
YaeEUmAINETa IR nofinssuesdlaaimisasihluguadnsfifasnnantes
weilyu AuiiwalifesingAnsslunuamaiimniidednasldfunane vunuazvinides
weinssuiwonmeadiviheedelimionadifaemuilideanis @uee winig, 2522: 289-
390)
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uonant Vroom (1964) §ilfiausuwinudniy usegslavhiusasames
mmwahﬂmﬁ’um'mmwma amaeneife Anmbasdufinsnssiegadleagng
vmq W Anuyeslumiiusiils & fmmnviheuniin ldnagetundolyl Ananianduiian
fausigud Ae Tiflenaian sufimils Ao flomauiuou Smnuiladnnisiaumin
TR AN S aumamnsfasdilodviadunalfuanamginsuduuay
wenniuldiauermuinselusnii mspladunssuaumsuilsfiaseuimadonvoyana
dlefoundyiuwuuianssusig 4 *ﬁtﬁumuﬁaﬂ uﬂﬂaa}uﬁaqLm%mﬁmémaé’wﬁauﬁuﬁuﬁa
Tngoguuiugiiin madendenani mmmwuﬂuwaawﬁsvmumaaamﬂi nssuives
°Uﬂﬂa‘iuwaqmmanwuﬁmnmamamn denans (Instrumentality)

mmmqﬂmﬂuaawqwgmmmwmamnmfa wansirAuianala lunns
viamu mmmnm%mﬂﬂauu  eUssdivognning 9 uari anleesihanufiensloaun
T Tnsnnuadnsiidane uazuiasyaeaflddndulineundri nadws suladidvinla
wu 5198 mslédumsdnaduanmundeuiidlunsienduaatineniel donthuwamn
PnemAeneiaslaudufeugs mnumom Wudy

nqujaruausnta (Equality Theory) noufitauati @’aﬁmumlﬁwmaﬁmm

weeufineiiay Yjiiinuegiandeds u,azwawa’iﬁ]’iumumaﬂmumdmu muagnumm
qma‘ﬁw‘tmu waaULNIINMSTIN mgRsssuiiiiie Semdmssuinedatoud
(Input) Fiyaraldidn Tunssuaumsvhanfumadwsaildfunsuuvusenun isnUiiRaw
luudr (Output) Wisuifleuiudhmaduwuuiisniuilvesyanadu

vquiAuave A dlmiiu, fndyaealayeeraniaduiinfiau
Fandssewirdnouvomaneuunuiim nldfunaefdanuneismresanimdanan
wazgnasesulianfdemiumensuamndy anudeuds Ae asmuusndsiiilagsewing
YARBFDIAUNTNINNT mqmmﬂmqmmﬁmﬂﬂvaﬁuuﬁumummma‘%’u%ﬁﬁﬂﬁw‘?amm
Wuadeiiupadiulg Adams (1965) Tliidudn wdaudeemmiliianemensintunn
mwmﬂaimqﬂﬂawmsmm Savrdrusewhaednsildneutuidiifunesanide
Wisufleufuypeaduitreiegludnwuseesmmliiaienin

1.3 vaudnevawmnuiisnsls

Inglumsinwiiesfuanufismelaindosfnnfiluasadi fo fimufianels
vasfufiRan uarliivesmwimslalumsiuudng dsnansavengaald fuieluil

1. msAnwAufanelaluay (ob satisfaction) GudumsUssifumiivh
Amfwihmstiduiuiiousiumy wasaiainisuesUssloniifoge fueanden dil
(quns efunaty wavanty Tadesy, 2517wl 81 il o350y teathfing, 2540, wih 12)

1.1 Fnuusvedny (type of work) ey muiiiidneuzvasnuiidedd

vinwzawannsa fiavibiyreaueaituAuasiaualaluny mnnhaufiidnae
wauenAuldvimuazidnauaziias 31nnsAinuves Vroom Sanudn suilidelanialsauld
Hrnvanunsauazanutiung duavinliyasaiinaaiunela
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1.2 At (promotion) Tuidesannufminlasmsideutuniaidoy
AundansliRamsmefisgiauludwmiesndiflu waedadunsmussaunsed
Tighelumsiiasshen suldfuanufinnureugeiilusn

1.3 msihwaau (supervision) EULLUU"UE}\‘]ﬂﬁﬁLWﬂ\‘IWuﬁﬁﬂiiéﬂugUtLuumﬁ
fuavhmlumhfldtdnsulunsdadule FapuuuiTdnvhifuios swslewusdn
wolegandnsliufiRkuumianis

1.4 flouiims i (co-worken 3RsFIUTBINTSYLLAAY AL Azfindolyd
Fuogfumnudiiusiuifteusaunusie nquildvinarioumsgrunsieu wasaumela
SERIEERED)

1.4.1 winypravhendnndedilunguiine fasillinonand
JuldFummusmile weslisslevindnguaunniias

1.4.2 dniusamwlunguiianunaundeifueglndln asddiuyiild
vmumelunguufienludnvasiediendsiu Sunnnduiinnunaungeainladfusiuae

L
bl 1

fimajomneduusslen wvilinandngedy

15 ﬁ’i’ﬁ@ﬂ’lwuasﬂisiwﬁ&ﬁaqa (benefits and  services) \Hudnwaeil
nieulidarayssleninazudnising q fuyrainslumigem uenwmilaanAraig e
Humsgdlaypanniliegiumisnuuuiign Sanufiewsle w3y weeduoinifered

= 3

UseBvBnw (euwed inwady, 2521, wih 341; 9adidlu a5y Weudhiing, 2540, i 13)
a = as -
2. uuafin NOBENBIRUMSIIAUINIS

2.1 Anuuangvamsifuinig

waunnsueduswuiinany (2525 eefislu assadnn fisndes, 2549)  ohie
TAPANNVDIATIT MIUTNT waeds msUFURSUIY nsldmmazaineng o wu Tiusnns
wiolduinny Wudy

A1 A15U3N3 SERVICE mineanwdt Wiun1suiansiil awnsousnldsed

S = Service Mind #a nsfilalduinis UssauilvEufinelenasalald

E = Enthusiasm fia nmsflianunssiieioiulunishiuing

R = Readiness fis msfimmmisuiaynanniuay Taggunsaifasliuing

V = Value Ao msnsewinfennilumuuimsivnindusuiidusslend e
wazansaairsnumagulalviuiinia

| = interested Ao flarwauls Tdla lusuusnnsd

C = Cleanliness #e Amazew n1su3n1si
winuUINIABIEA AL IR

E = Endurance #p AnMueany aAndu Nuudnmsasdeswuiveiuyananany
Useiam visUszsamias $ousu gndnditvu gliusnisdestimnueany

LY

[=3
eaudule
8

:gn

o

msanruil Yaggunsal wse

=
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S = Smile Ao MmsBuudiuanla nsfidmsamsofunduuimsvnaulagviane ui
nsutuassauele 9 edy
Ao w@i¥ml, Y3y dndeuud, Ang @3 wasesens Ungndv (2541, wih
210 - 212) Ad1vin USMs Sewvice) iufanssunaustloviivionnuiional afissaunsnny
AsInsuAgn %;'qu%miﬁﬁ‘nwmsﬁmﬁm 4 Fnwuy fail
1. Iﬂﬁﬂxﬂiﬂﬁ]Uﬂaﬁlﬂ (Intangibility) uImslianansaseaiiu vieiianrmidnls
reuflafiniste & maaw ﬂulw‘lﬁmmmweﬂummmuaﬂ"&mw muavimummﬂuimmﬁlm
Dunsaamta dadu maaﬂm%maawam%a wamaawmmmNﬂgmmmmmmﬂmmw
LLaviJ'iwIwumammswmmJLﬂimwaa‘mm'}m?aamuiuﬂera‘l.ulm;aaﬂmw #IynAa
1wl Fandl¥lunishasiadeans dydnualuazsin aammmﬂuaﬂwwmammmvmaa
wmmamwaﬂmvﬂuiwwﬁammﬁammau‘iwdmLiwu
1.1 g1l (Place) Fasanunsoaieeuioiu way mwavmﬂiﬁﬁ’vﬁﬁm
fasie 19U surATRaslian ufindrevang aamm%ﬂ,mﬂ@mnmaaemmwmmmma i
i swe umimmﬂmvammmiﬁﬂ*ﬂm mwuﬁaamummm ‘Ui‘”ﬂa‘UCﬂ’DEJ
1.2 yana (People) wunmuwmammwammmmamwmmvau YARANA
wihabunduusyla wmm"l,ww"w Lwaimﬂﬂm@mmmmuh wasiianudesiuinuins
Aoaviisay
1.3 wa¥04ila (Equipment) aunsalntgludiinaessasiuaded
Usgdndnm finslisnsitsina weliigndfiawels
1.4 *'a'aﬁam% (Communication Material) delawanuasienaisnis
Tawaneinge aedasaarmdasiudnunsveninsiiauene uwayanNwYYRgNAT
1.5 dydnwnl (Symbols) Ae Tensdudi viawrdomuneasdudiiviy
nshiulnsiftelifusiandendeldgn mstidnvasdarmumneiidiierfuusnsitauens
Wi anduaiunuey aauned wisledtdlise
1.6 597 (Price) M3 muATIRINIT LIS mslianuvesnsaudusediv
nsTdiing dalau wardedemasuunssiuuinsfiunnaieiy
2. ldanansauuanenmsliuinis (inseparability) nslousmsiiunmssdnuaznng
vilaaluweifisatu nanfe fuswiisrwamisalivinsgnalususduldniose
u’"jaqmﬂ;@'mmmaz‘mﬁé’ﬂwmL«nwwaﬁ'ﬂﬁﬁm'riniﬁﬂuﬁulﬁu‘%nwswuiélwmzﬁamamaa
uilaalumiiendy Wildnsrednsedlushisludosmasna
3. linyduau (Variability) aﬂwmvﬁuawsmﬂ:uu,uuau‘uuaaﬂm'mﬁmwsﬂmﬂu’{,ﬂs
agliisnadiols filmy waveensls fegrs uuedndala AUAMIUNTSHAH mwuaaﬂuamw
elanazaruwdanlunmsindausassey Emmawaau’tum‘lmwmmmun'mmwmmv
aouf Tudalusfiosualliunfuas ‘ummmmwm ﬂmmw’lumsaauﬁ]vm muumj@mm‘s
sgdasiiminulinuusuluuinig uay aoumugBunauiiasidaniuuins ‘Lummnemsmi
mmaam'ﬁmummmmwmim 2 fumey Ao
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3.1 as19dey Aadan uasfineusy winawiliuims mafunywediiug
yaewiinuliuinag 1y g5Rvesnisdu Trausn uazsuians deatiulufunsineusyly
msliudnasia

3.2 desadremnnunalalignan Taglunisldmsuiladusuzdivas
Towusuuzvesgndt mdinfeyagni wpzmadieudioy Mildldsudeyatonisuily
YUl

4. laignursatulAlE (Perish Ability) Usnislianunsandsdiulildmiioududau
dermdesmiainane nisliuinisiegiitam widhdnvasainudosmsliuiuem a
iliAadaym Ao vimslivuvialifignd degae savsedmiddudisnanssaiu auas
widy Foslduausalumsliuinisumnntu anutudduiurns-ad auasudy ¥lvAa
Jaymmsliusnsliifigame nagnimmaiafvrulfifeyiurmudeanisteliatieaue
wazUfunmsiiuinisldlidadgmunnwievesduly e

4.1 nagdiflauiuaudasnsde (Demand) T

1, Msmesaliumndnafy (Differential Pricing) Waufuanugasmste
Tiaxnase nanifle m'imséi'mwgﬁuﬂ’mmmﬁaqmiﬁamnu,aaﬁasqmﬁﬂu*ﬁ"aaﬂamﬁaqm‘s
Fotios 1y daomnsyiidd Menfiasludisuaedeululsus

2. nazfulugiliianudosnisdodas (Nonpeak Demand Can be
Cultivated) Tradefianssuansimuazduadunisye wu Iswsudinisdnsenisweania
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BYUFANABINTVBIGNAN

& at = < ot & =y
9. Competence (AWa11150) A mswazinweidnluvaminau lumsliuing

anNAN

10. Courtesy (rmgnmuazmmiduling andnvarvominiuiindetugndily
nsuanteanfanugam Wulins insda waeliifysigndn

IUH’]‘E’H]EJF]NWEJEJ’IFINUN’J%EJWG 3 AusIna I uUNYI Tseduvesninuduiug
(Degree of Correlation) fusessnrsdiudidinandeudnegs Selsunasilunmasady
A eIl mdanasietrenaieme 1iu 5 Ussms dasalui

1. Reliability (nawlila w3e awnindsdia) mmamwﬂ’Lunﬁ‘l‘tﬂusmiaﬂwgﬂﬁm
Lmum (Accurate Performance) mﬂwmmm'ﬁanuammﬁiﬁhnmﬂm u,avmm‘sﬁ’mm
afs fanvadiane mlmanmi%mwuﬁaaa‘lummSﬁmm's"lmﬁms GRITRETAI G Lo RN
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2. Assurance  (mwsiula) Aliuinisiimmiuasiinusiidndulunisuinis
(Competence) fgnmuanlulingiugnin (Courtesy) Hmnadadng uazaunsoadrenny
nu‘lﬂmnaﬂmlﬂ {Credibility) wavAsfumsUase e (Security)
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3. Tangibles (Bsftannsodudodls) dnugnananmeesgunal wndasdie de
Srusganuazaan wilnew wasTanildlunisdearsing ¢
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windy Lta”?ﬁﬂ’ﬁ%ﬁ‘i“’ﬁ‘l}ﬂ'}’mﬂ"lLi’f\}@EJ’Nﬁﬂ Tudiuvienls ﬂluamﬁmw‘sﬂ»ﬂu'm%ﬂwamm
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neuen Tasilitadeddyassdsenisfiasfomse gutfnagiane tufs Msiiunande
{Productivity) uazaanm (Quality) 910 Service Quality Effectiveness Model 2swuitiu
famudnsaveanszuaunisiugaududavesgunmnisudng Tnsguuuuasimus
wRafiemsesnduiswesuing feiitladeddny 7 Ysems Ae

1. mﬁﬁﬁﬁgﬂﬁwwa’i%axﬂi:ﬂﬁﬁlﬂ (Customer Satisfaction and Beyond)

- MyUseiuRuAm (Quality Assurance)

- 313 s8Uv waumalulad (Methods, System and Technology)
- Msmsemindannw (Quality Awareness)

. MSRNBUTL (Training)

. NMslidusin (Involvement)

- madufifdn mssentuiiuio (Recognition)

~N O n bW N




31

Customer Satisfaction

And Beyond
Quality Assurance
Recogaition Productivity \
Cuato:h Methods,
Involvement - External Systems, and Technology
- Iutemzy ;
Training Guality Quality Awareness

e

;:;ﬁmwﬁ 2.1 Service Quality Effectiveness Model

INAWA 2.1 Service Quality Effectiveness Model Jpnuiriigeaudna wunei

o

gnAluasinvianun Beusenavluiie gnAnmelusasniouen dddtyilaiunisvineu

1
-

L'wa‘l‘t)’ﬂmﬂ3~awsmwu,awivamﬁwaaaﬁmuu sdauinnngninislumiendnauynauly
aaAnI ey msmuﬂlmiawammn'IWﬂ'xw'immammmmLmauﬂuiuwﬂﬂau F
ATINANFYUBINTEUIUATTHA 'mqﬂiumﬂ%ﬁn‘wmumiuuimEjmuwa"lwmsqmu
Tnquszasdvesmsuiulys Ao gnimelagegmiiuies

AN Ao aﬁﬁLﬁﬂf\]’mﬂ’]‘iﬁaﬂﬂﬁ’ﬁuﬁ (Gronroos, 1990, Buzzell & Gale, 1987, 814
fidlu 35°R ¥ o ogoen, 2547)

mﬂLzmﬂﬂuamqwgmﬂmqmmwm agulé ﬂmmwmﬂﬁmﬂmﬂﬂmnmﬁm
ﬂmmwm‘ﬂwu§ﬂ'1w@\1aﬂmm'ﬂ*w'§ﬂ"ﬁ mwaamnmnﬂﬂmmmmiuuq Wy &
wiaidhy 5 fufidrdny &l dummadetielids dwmuidedy ddeiannsasudedls
aumutalaldsiagndn WasA U INBUALBIRBAYNRBINITVRIgNAY
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3. msdune nJuamwuwavm’iwmmsvmummwawdwaaNm'iﬁu
Uim'ﬂéﬂmmamiaqanmﬂwqmnssumnaumwmﬂﬁ VUL TBTUUINI ST UFIRINNITLY
veuusms Wudu metannufanelalneiiasdenseinagendedaasiivuunnyd
Ltﬂuau%aﬁavmmim}wLﬁuﬁasvﬁ’ummﬁawalama&ﬁm’lﬁu‘%mﬂﬁas}wgmﬁ’aa

nua gnind wavialls wdssesiu (2516, wih 552-553 il anad wisn
wamidld, 2542, wih 33) Inanmisiadoiviiieunelsluuinsussnaudie

1. giimslatueeuumuanmisliusnsdquiualduinng

2. dwurliuinas dliuinumadiuih nmshiusmsiidannmeenddn
rmmsmmiﬁ]ﬂmmiuiaaammaau

3. fliimsldfunsendestiviio wWemnuarswanglidnng

4. fivinmsilenafiazadginmiugiafldusns wsenansuuwnuon
SN

5. Usswulmgamnmisliuims fie §liusms Hemanansanudnifiunios
aualumsdvungduuunsuSms

6. Anufivstoulunisuinis

Tiendn (Millet, 1954, p. 357 §widly Useand Muas, 2502, wih 30) ldeSured
‘anmanelavesUssruiiineus measn Ty (satisfactory” services) wSomywanunsoly
nsfazRaIsanidnsassusiuesduiifmslovidel Resaldanding q #efl

1. anuamsatunsdeuinisidedrsyfisssn Tesdnuasnsdaliiuasdos
Wuldegaanemanasiauont (equitable service) ufFuusnas

2. mausaiumsdnuimsbiodwsnswiudenan (timely service) sy
dnearvamminlu lumsdnsuavanudsimssesuseymuludinisdy o
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3. auauIniunsiaudntsiiseafeame AeATINRBINI TG FULENNS
(ample service)

4. auawsetumsdauinisiiegsatiies (continuous service) Tnglys]
mavgavsimidedadalunisliusnasiu 4

5. mmmmm’lunﬁﬁwwmmimm‘ammimumuﬂsmmaammmw’me
mqm%mmmm (progressive service) muanwmv‘uaammiuu ‘EJ‘ul‘tJL'ﬁ?JEJ 9
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mm‘dgumaguu 9 mnmmwnm%m‘lwmuwmmaluwah litinvesinsseniteundne
Audwidile

5. anuanusalunisiiuinisesiafawiii (progressive  service) w1y
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welaveaffuimsfugunmaasmsliuingg §adu Tunmstagunmwesnisliuinag 39
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33Uy (perception) mm‘ﬁaauaumwimwumammmﬂ‘ivmuwauﬂw,mnmaﬂulu i
*uuaaﬂuﬂsyﬂummmmawﬂﬂa”mu \neust (criteria) Audazynnasaly saudantssinduy
(Judgement) mawﬂﬂauuma Imam'ﬂJ'ivmumaaﬁmmumaaﬂlﬁmu 2 A o (Fitzeerald
and Durant, 1980, p.586 ; §ddlu a3y Westhiing, 2540, wii 13)

L. Fdnid (subjective) Budnanmislaufimadaweynsuims
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