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173  msunasesiesduazviilissreuiinnisunasesauies is1la
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174 n15UnATeIaaliudIuIsnneuaueInIfe NI sueiedunse
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175  misUnasesviesfiussifuuvasaiisfiimeniaidies nnsuswisves
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176 m3unasewiesiiuaenndasiuuudslunmswanruunuuuiies

2. wwAnuazvgqufifeafuanuianela

Anuilanela (satisfaction) \uviruaAniduuusssy liannsoeafudugusls
AsMs19ENs I yaradanuianelaudelsl aunsedunalaenisuanseaniineudn
adududou Sudumseinilasinaudfianelalaenss uwawsataldlaenedon Tnonisa
AuARLiuBIYARAIETTY wasnsuansAniutuasdosnsstuauiAniluiaseds
annsainnufiaweladuls

AMUVINEYBIAMTAIHE TS

AuAanela (Satisfaction) munauIynsuatus1vdudinedniu w.a. 2542
(dudinganny, 2542 : 775) na1lidn auiawela vunelis wela weuls wavmawenidu
M i mneds aas Jadudioniondu uas we munedls whildesms Wuaudesnns
arwiswelotuiaduiauaiidauusss Faliiannsonsaiuduzuinls msuansesnds
mwiawsladureuiafiavaduiudou wiedslsfin fiiunldfinsinnnufimelalag
nsTamnuAniusesyana Ssltignandsaumnsvssaufioelald il

Fawues (Silmer, 1984, 230 §198vly Uszansal gsunn 2544, i 9) na1nlii
mwfiasladustiuiunsuniuinlunmsuinuiensavvesauilildnuassieg vesnu
suaniildsuueumng madnsruunuiazeudiiusiuiaunny

Strauss (1980 81sfislu Wiegywe Feud 2544, ni 7) Wlaunuieanuianelaly
31 anuflanelanaineferauidanelalunuiiviasidnlafia sy foanuduliussg
Tnqusvasiveesding auaridnwelaluswivinilonudulinadsslovitaduTaguazdy
30la FeanunsameuauasnuFaInTiugUvele

gund Fogasans (2550:9-10)ldaguauvaneves amufianeladn et mwidn

w3slanARvesyAnaiiiiianinufonis nsihelunsuiniiesiliyanatinaiuidn
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uiaviaunfvaiyanaiiiide dddadmidaserassndululudwsudiue deuddnuie
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Iwyad 9ru3eu (2516. w1 146-147 §1989970 uSwr usAd 2544, nih 28) 1§
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aeAUsENaUYeIAdLtanala

Inddunt vsaUd, I5ianl Jullande wazqsna WueuTy (2542, 1afidludiuie
ysauauan. 2548 : 27) land1ritesduszneuesmuiewelalunisuins Wupnuiawels
Tunmsuinmsidadulunszuaumsusmssy gwinsgliuinsuasgiuuinig Wunaveanisivd
u,auﬂiuLmuﬂmﬂwwmaqmwiﬂ1i’Luawmswﬁmimmmemmﬂimuu,a.vawmwimi
I8susaninnisuinstusiazaaumsaimsuiniaui fessduresnafnelaorslsing
Funuslusanatiuansefuls weimufianelslunisusnisussneudae

L shumsiudamnmvesmdaduniuins giuuinmsesiuiiadndaivinmsilasu
dnwauzmuiusydygwesiansuImusarUssanauiinasasiduinndesiiode

2. sumsiuiaunimeasmstiiaueuinig §uudnisesiuiinitnstiaueuinng
Tunszuunsuinisvesdliuinsiianumunzausnndesiiieda Litezduavazainly
nsiifiauinig waAnssunisuansesnvesnisliuinnsauunuimmiiiinasuiasennts
PavALBINITUIMITBNEAUINSHedSuuinsludunuiuiinveudeuy nsldn1wide
munauasnsuiaaulunisliuingg davaniiisatesnisnisadismnufiewelalsiiy
gnfaeluniinvesnisuinisfiuriase

AuNanalavasfiuuinig

wsundn (PharmaNet, u.4.4.) nani Abiuimsnnussian lidnesguselensy
sy sterasemuiomelagsan ”Lunumummsmaﬂumau ﬂwuuamﬂwuu’mﬂaﬂ
wilimsifoiieusuliu sefummwienelavesdfuuinisedaied uazeiiles titetiun
UiudgimsuinisliBaqiu gmmudiaiidiunsvesesdnsduly dendmdinnsuints
ynauwnsivssaunsallunisliuinsuiuds Wsausensszinliosn wsellnmnisuinisi
Wusuwes wiinaudwemns winaulswsy wiinemilnsdwi viewinauws mazind
vimslueniluendnwiniu figndesuds nsusmsvaneda n1snsevinla ensuaues
Auseansvasdou Sududewesauasshe Ao fliuims wazg3uuinig wlendnianis
Tusmsludenruduiusmiedann wu ewslfiugn viessuinaiou gliuinisenaliauls
ANufanelaveegTuuinIg ulunsliusnsmeendndiy AuianelaganvaegsuuIMY
Ju ihmnediy smaavmmmﬂmﬂmuusmwmaﬂummmmmimmw wiBuiuALgY
wihtiu fefu n1s¥iennudiesnisituiade Sadudeddry Adeamnlile Welvusnistu ads
Auiawelalsgaan

Lsuauines uazlnsliasi (Rylander and Provost, 2006) Ténaisnavesunalulas
siepwienelavesgndn laglutlagudliusmsdalgiinarfanmalulaglunisguagnéd
wulvigadrindaaumdnsdnd vielvilesneazidunanmuduiindesesainnisne
mneiasnsinisaiaaiuly FwnefioraviligniBenienwilinelaunniy nsTEloK
uinsardemaluladlunisguaninufianelavesgndn iesanununausutszanalunis
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2. Mmsdunwal L\‘Ju’?‘%miﬁﬁaqmﬁmmﬁﬂLLaxmwmhmzgﬁmwaﬁﬁﬁumwiﬁ%gd
lalidgndunealneudalvinssiudeianss

3. Msdann WuABnsdanaannginssuiiedeunifuusnns vasduuinng uay
waINMIlATUUIATUET Ly Msdanaie e nsye Ewﬁ’l LazALAveINITUIvesy
mMsuins Wusu §ideavdosnsevhediniuasivuuunuiiviveu (@i fne, 2545)

ns¥anufiewelay yauies 99sfad (2529) lé’ﬂwmsmvmmﬂmiaamw NAUAR
vislnAdlduuussy Wunisuanseendeudiedudeu Suduniseaniiasia Weuaild
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1. anufiswelaidunisuanseenneotsual uazauidnlumauinvesyanareds
vilvddla yaradududes fauiusiudanndouseush NSABUALBIAIINABINITAIUYAAS
senslimeuiuyaradu uazdeineg ludlaussdiiu ildudasauiiussaumsainisFeous
AeitagliSunauumuuansinefuly Tuaaunsalmsuinisfilfuuientuyarasuimansis
viangad g Ifunisuinng lihanfulssiaveesinisuimsvdenuninueinisuins 4
Usvaumsalfildsuannisdudavinmaeeg mnduluauanudesnsvesiiuuing Tnev
Wisuuinslisuasiimanisfdeunalianauidniiauas el ’

2. mnuitnelaifininnsuseliurauanassrindeaimanfaiudsdiidsuasdu
anumsaluimsnouiivssmuazaliuinng

MnuwAadinandsduneazaguladn “anuiienela” Wunsuansriudndla
Budvesamzyanaluntsevausinudssnisluduiiviamely Fadunauiainilatesg
q Mhertes lnsdedomariuamnsaaussmiudiosmsvesyanaianisinsnienasinlald
wnzay uaziliunisuanseenmamginssuvesypraiosdenufiFluianssutug

3. wwAnuazvguiifeafunisliuinng

nsliusnns Wuwihiindndrdglunsudnsnuluniasy Tnsamsauiiesdesiinng
Andeduiusiuussvulnenss Tnembenuwasdwehigdliuinsiinihilunsdeions
U313 (Delivery Service) TAuAEFUUINT na1Ae AmAIYTZNIILINYBINISUINITIUSERR
viaune nsUftReudensliusnsiideldananufianeleddidnuarddny 5 Usens
AD

n1sliuimsegnainfisniu (Equivalent Service)

nsliunisednesiadiuiian (Timely Service)

nsluuinsediaiieans (Ample Service)

nsliuSmsedssieliles (Continuous Service)

n3luuIn1Teg19A1IvLn (Progressive Service) (John D. Millett, 1951)

ANUNUIEYDINITUING

swiudinaniu (2530:295) lilaunaneesdidn “usnns” 131 Uoasuldls
mNEzAINANY MsUSMslunTedangueie Service manefis nsnsevidduluiieliaany
HrewdedulselovidedBuludnvuzvesnmsufiisemiuelald 1nd3n sugu dlusiia
Fee199zedursnnamInenuiaziadnys (Grewasd ladudsesnd, aunimlusuuins:
2538) sl

1.5 Smile & Sympathy Buwduusalauasienlald

2.E  Early Response & Equity 1571h3uaueseelimiuanania

3.R  Responsibility & Respectful rilnfuiinveunaziuiialiiiesigna

4.V Voluntary manner uauusnissmelaaing



13

5.1 Image Enhancing & Integrity Lﬁ'aLa%mmwwaﬁmaaaqﬁmiLLaSLﬁaqmﬁﬁm
AINEIIN

6.C  Courtesy \ufinsigoieiarlald

7.E  Enthusiasm 1eslanssiesedu

dwuunAnieafunisuinvienisliusns 1o lotmnamane s

Kotler (1994 : p. 464-468) Nd1131 N15UIATS Uu8dl nanssunsaujusnislac 9 i
ﬂall‘UﬂﬂaMu\ﬂ,ﬂdﬁ’liﬂ'iﬂUWLﬁUEﬂM@ﬂﬂﬁiJW‘u& Fadudsilianusadudedlduaslilidmanas
aandudveddda mumiﬂis‘mmmanmmzifmmaﬂ,mmagﬂuaumwmmmulﬂ

aununeou (gduv yyalsaw, 2543 : win 23; §198931n Stanton. 1981.
Fundamentals of Marketing. p. 441) I§ueneaulidaauddulunameneiiinnisuinig
RERE ﬁamsw‘%amaﬂsﬂwu’lm fanunsaneuausinudoenisldAnaufianels du
aﬂwmumwumwawuwwwmaqlm‘tmLLaJLumLﬂumaﬁmaaﬂumsmaaummammﬂm
m{LwU'imsmamWmmwaaﬂumﬂwsalﬂmummmmmmlm lnamenuduidrvesdum

ﬂsauga (quw ‘qagﬂ‘mu, 2543 : ©ijn 22 ; 81989910 Gronroos. 1990. Service
Management and Marketing. p. 27) l@v818A211/8137 USN1S nuneds Aanssuviiende
Aanssuvansegufifdnwarliun %’Uﬁaﬂﬂlﬁ%ﬂﬂUﬁalﬂiaiﬁWLﬁuﬁaWﬂﬂizﬁﬁﬁﬂﬁuamms
ufduiusszuingniduminnuuinisuiegniniuuidvnangud viegniiussuures
mﬂmimwlmmhmamamauﬂamﬁmmmaqanm

auuw Umﬂ‘mm (2543 : w1 22) NA1271 “N1USANS” YEneds mmiiwu\mia‘m
Y09 ﬂf\mﬁwawaemw,ﬂmumﬂmsﬂgauwuﬁnwﬂﬂamaaﬂﬂmamﬂmamwm Favilok
anAuAnALRanela

9909 (309538 (2541 : wih 116) na1vi1 9wudng Ae switlidfnududalalls
uAgnusaas e umelalunmsneuaussnuieimsvesuilan viedltlunaingsAald

U Inendegluvivsssundsaw (2530 : wiaedl 1-7) Warunuievesszuuuinns
(Service Systems) w1884 N15dAILUULNUAISANTUATTANeY Tusufiasliusnnsd
evVEUBIAIABINTURIYARATiIISULSMS Tun1sdanissruuuinsaieluy avuiuaay
ABINNTVBIGNATLEY mmamwuﬁﬂuaﬂﬂﬂuﬂiymumiwmwsms YasyAaNTAUfTROY
U35 anmuindenuardssnenmarein fundueiodinaudsmtedumaines
N1SUINTAINGT

NTUINTS mneds Aanssuvsensyurunisiudiunisegidlaegniadunisda
NuwuiLiumsing sesaaniunmsinulunsnevaussranudesnisvesyanaduai
meviuaziliiAamuitwelavesyaradiuniuuinis

uBNIINi Service Faflaaununedug dredu Satisfaction a$1aarnuianela
Expectation tduluniuaaiuaians Reliablitity t3osiuls Value defivinduiiuselow
Information ‘Lﬁ%’aga‘zjnmiﬁgﬂﬁa& Competence U313 9ausadieIvgy Electronics
T¥szuudidnnseiindteliazninsinaau
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dudunisldlunnuny falurudu vhunanswarluseurine wsglifidesifninazdios
Tunsmzlunamiaals

3. naveauinisidenledlufsaunasesdns uuinmsaiesausluiuiiilasuuins
Fsanmnsowlndsudunannnsliusmsiendundiuaslis envvzudskaannislisnis
Iislundiuarlea
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