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uni 2
a o d' d' 174
LONAITHAZITUIYNLNIVDY

N153384304 Usstliunannuianalavesusenruranuninnisiiuinisvesesnnsunased

av o A 14 [ % a

druiesiiu vhnsidemeldunenudanguf wazeideiiAeidestuiuimiudnisafugaunim
nsliusmsuazinnuAniisaduanadfianelslunisuinsihmndnuiuuiunvesesdnisuims
dushalanfiung Suneisuas Tainuesiun  SseasBeamuddudel

1. wwnanuAnieiununwnsluinig (Servqual)

2. wnanuAneIfumaitsnelaluu3nng (Customer Satisfaction)

3. NIDULUIAALKNUNITUIINTIIVNITUNUAY

4. LMY NsMansvasednsUnATesETBsdY (strategic lissues)

5. anmihluuagdeyaiiugiuresesdmsuimsdusualaniiung

6. NUWIFLTNLIVDY

2.1 uwarnuAaigafuaunIwnsliuIns (SERVQUAL)

AMNINNIIIUINS (Servqual) iuwwidandsldsunisiiunussyndldlunszuiunsufsy

'
&

szuuuImsnesgiveludimanedfcuuisazldsuanuaulaunysulsaieldiduasasdiodn

v Ao

aussouglunsliiuinmsansisazvemhernuniadsunduduaiulagiu @nad vinddy, 2554)

2.1.1 AUNNIBYDIAUNINNTIRUINNS

“AAININT ENUNTINNTAULAINVALLUNDY UALAIVIAINT VANESNYALINUATEEND dead
N19PA1N ANINYILALNITIVENITALTUNT (Khantanapha, 2000: 8) Imammﬁmawawa%u
(Born, 1994) Aasnmidms eamamadad Jaquldsuaiudidnyeded sainfuimsszdugs
(top management agenda) wagiduwislutiadeiugiuresnisadisaussougnisdanisuagnis
wisduliiueadng uagldfuaruaulasgradiulddnlurimansniadnasseiimmudlugmends
U$wa)1 (Philosophical View) aainmidugudnuvauzusisnudnuazusinndesaasiiidesiuin

wnelAnnasfiaaly (Pirsig, 1974 cited in Khantanapha, 2000 : 8) AT AILTLUNETIIVIANATN

(%
[

dvilisenfieglviddeunnuvanevesnuniwliidssnnaunmindudiiasd safinrsunlu

Weduinsiudiveasiuies
fninsAddodeadslalinnuvanevesnanndldsunisseusuiuegsunsnansliun

Joseph Juran (1998) U5119198 8 1uMSUIMSNLANNINELALOLIAATE UUNTTANSAMA T

839ANT (Total Quality Management-TQM) afnf1an 319158 ursan dumalulaguvaiuanyianm
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MIT) iauelidnquainide anumuizizwedlunislduaziludiuvenslumudnsaves
ARSI @EuAnIeuinig) lunmsnevauswioinguszasduazidmangvenisidanunasnssesiia
AU vEUSSIL drunseal (Crosby, 1982) Timumsneegrensyduliindunsnevaueane
AUABINTS (Conformance to requirement) Tuaszdi Zeithaml, Parasuraman, and Berry (1990)
o hauamdudeildnnauaamnevegndmiediuuimsi dreuinstu nanlasaguléd
AN mAAe wanfusiuIsTiAfgelasdnuAuaziinunzaunsImLaLdeIN T T UI N
FaAnannsiisuiisusznineanumaviaaznissuilunisliuins/maedust mngsuuing
iunsuinmaidulusmuiianands nanléinnisuinisianniw Quran and Gryan, 1988 ; Hutchins,

1985 : 165 ; Zeithaml, Parasuraman and Berry, 1990 : 16) Aan1mdndunisiuSeuriiausznang

=] a U v Y

AR TIveIgNANluNAnd Y3 aUINSAUNISS U WIS s dlnemNg A3 o 5UUSN 15t

g}
a o ¢ A& a | Y @ A Adad d' v ka YiI a o ¢ A a Y]
NaWﬂm%ﬂiauaﬂ’]iLVar}u‘ULUUﬁﬂm@Wﬁ@LLag(ﬂiQW’]MWﬂ’]@ﬂ'}ﬂﬂﬂ@i@?’]ﬂ\lamﬂm“ﬂﬁi@Uﬁﬂqiﬁﬂﬂaq’J

fnun e wazAnnImn1sliuInIsl 31niAugues Ross, Goetsch and Davis, (1997 : 11-13)

q

dnindunseunisuesiasnunmnseunianioussuieingunimnistiusnisidunismuguiieli
AnAuA1nN1sIAUINIg Sullnnnuunnd19nAunnlunSHaRduRAYSorER I 119 INT1835MS

muauAunnIsliuinslusesiienniieninn1suinisaziinisnruAuniauinIsianIsiosu

o w 1Y

vuzifgaiunfiaudAgun dulummisssdvvesnunmilaannisuinmsdnluaiunsasiings

v
=

uelanssdueg duladenatgusenislaun wefAnssusliuinag (Behavior of the delivery

Y

person) N1MWAY Fo1d83v8309ANn15 (Image of the organization) tagr Suusnisazidugvinnis

MTIVEBY AGLANTEUIUNIINMISNITUSNMsIudINsAUaalunsIiusnsinensiiusnsasBaRs s
anguuIMsvimsussiumstivimsluvaedu anitlananiwinugveadnivinisaang

[

nsfnenunmnshiiusnsIadusesiddysemiuaziuyuuedudagunimid

Soufifielasu
Awaula

Gronroos (1982; 1990: 17) lalvianumungvesnan1mnishiuinisinduunls 2 anvaueshe
A danaia (technical quality) Sutdsafunadng uied i uuinslésuanuinisiy
Tnganunsafiagdaldmiloutunisussiduldnuninyendndnei (Product quality) daunmnnids
ifl (Functional quality) 1uBesfiieadesfiunszuiumsvesmsussiliutiuies

Crosby (1988: 15) na@1ibi31 Asunmn1slAuIn1snse “Service quality” duduwwnniae
Jundnmsmsdudunuuimsivnaandeunnies uazneUaLeInTINAANGBINNTURIUIANS
LavaIafiaNsIUANARINNIYRsgNAMS o UUI s RseRaawAsTRUT M n S usluminay

Ufuanislunisusedivveagsuuinistaeiinisseuis useninansusnisnnanis (Expectation

Y

o

service) AUNMTUIN15NTUIAT4 (Perception service) Mngfliuins@amngliuinisanunsaliuinig

Y

LY | avo

NH0AATOINTINUAIUADINITVDIRSTUUINIIUT 0T 1NTUSMINTsEAUEININE SuUINslamands
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o

zdanalinisuinsianaruinnunmnisliuIngasyilad Suusnisiieanuianelaainuinig
M vy & !
nlesuiluegraunn

AULUIARYEY Buzzell and Gale (1987) asnmnmsliuinis Wusesilasuanuaulauasd

% ¥ %

nshirudAyegnnfeilanailuuaity dnanuidenduaimginssuvesusinatasnaves

' [
o

anuAniesuslnadmuitnunimnshivinsdusesmidudeutuegiunisuemseviruzaes
Austaaissenduialuin “gnen”
5N AT (2543 : 14-15) AmAINNITIAUINT ABAINABAASDIIUYDIAIUABINTT

YDIPNAMIBHTUUINIINTBTEAUTBIAINANNTLUNSIAUINSINE UaLDIANABINTYRINA YT

o

H3uusmMIdwilignAvsersuusnsiinanuiianelaainuinisienlasu

a

au29A WadanIws (2550 : 66) auenuiuliiaun nnsiuinsiduriaruaii

Y

HIUUINT

zaudoyannuaianislitnaglasuainuinisdanneylusedunisausula (tolerance zone)

[ = = [y 1

‘U‘U%ﬂ’ﬁﬁﬁ]%mﬂ’JW?,JﬁQW@IQIUﬂ’]ﬂﬁ‘U%ﬂ’ﬁ‘%QQ3&] SLAUVLANANNNUEBNLUANANNAIARTIVDILARY

N

e

varakazauianelatipalunaunannsusedunanlasuanuinisiu o vauznands
a3uladn AnmnisliuIng (Service quality) vanedls muaunsalunIsnaUaANeIAIY

'
U = a

ADIN1399IN13MUINIAUN MBI NS TuE sd g igafivzadarnunanasesgsialiiniondn

v 9

Awdsduldnisiauenunmnisliuinsiinssduaumaniwesdsuuinisiudsiidesnisnseyin

'
a

H3uuimyvzneladilasudaideanisilledSuusnisilnudeins s anunngsuuinisdesnisuagly
JULUUNGRINTS (Fua vindde, 2554)
4 (v a
2.1.2 NQIINITIAAMAINNITUINIS
& s a v & Y a & Yy o & A

AUA WIAERINS (2550 : 50) aFuelviiiugt Aunnn1sliusnsiaeiiugiuwaitduduiges
AN 999115550 R AN LU B LUV UUINSN I U B ki lakazAIAnLed1UINT aladiAa1l
NeeWINUNIINTUAeABLE N TN UAUMLLINIINSUSE UM 0 TRAN NS IAUTNNS
fanunsaazviouliiiuiadifvesnsujifuazanmnsathludnisimuaunimnisliuinisegaaudn
1an

Gronroos (1982) laauauwifinliin Aan1mdunatia (Technical quality) WazAUA TN

b4

wif (Functional quality) 1unmussifvesnaunimiidwansenulufsinnuaaniaznissus

Y

[y

sonunMslfUINuazaunmnsiuisasdindeafisdetueg fusyiurasnmunmbanaia
nazAnMBmThitues

inausimMsfiansanamamnIsuimshaansaadsliAntuldmuman 6 Ussms nanife

1. madufieonTnuaznisivinueveadliuinig (Professionalism and skill) {0un1siiansean
{Fuuinsansasuilsannisidisuuinsnngdliuinisiianuuasin welusnuuinnsds

anunsaafunisualatynisng o laegsilissuunaziuuniu
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o

2. fimuARLarngAnTINYeEIUINT (Attitude and behavior) H3uU3n1saziinAuanla

). e

nmsfglivinsaulaiiagdniunisuiledymieng 4 Adetudeinduliaswazanidunisuily

Ugymoeasaniu

3. nsnulaeg1sdtenasiinnudang ulunisliuinig (Accessibility and flexibility)

[ a a

HSUUINsaEiiasanananunaliliuinig wasianlasuusnsang iusnissaudessuuns

Usmsndnmseuliiiedneanuasmn i ugsuusnig

a o

4. anulinslanazainuiiediald (Reliability and trustworthiness) ) SUUTN159811013
a v v vo a 2 oo v Y Y a Y a v a va v vo
fasumanilasuusmsiunieviesudi@ensiuinsvesdliuinisaedesujudaunla su
NSANASAU
5. nsuilvan1un1salliiugn1isund (Recovery) Ma15anannsiiamnnsal i baile
¢ 1 Y a & A a cala a DR ¢ &
A1RNIsalamtuAnd unsaiiamgnisalidaunfuasd Husnsaiunsaudbluaniunisaiiy <

loviuriaeiimeIsmaniuvunzanduinianiunisaindudnrsund

o

6. ¥ordusiaraud el (Reputation and credibility) H3Uusn1sazidenoluiaideas
A IUIN1591NNSNE UM IAINAINIMIL AN DAAISUIELATNAITUYBINITAN YT LTBIAAIN

Tu3n15v84 Gronroos (1982) mudildnatutuldindugasuduresnsfinwamunimilduminly

a

Wanaun1mnisliusnisegnauiasananuidfgyduluiuAnues Gronroos i Torausluidiuifn
Ao o o ) Y a a = o« Y a a Y o v . .

nddneItuauAINnsIiUINIsTwEend “AunmnisiiuinisignA1sus (Preceived Service
Quality-PSQ)” uaz “Amn1nNIsiusnIsignAsusvisun (Total Perceived Quality-TPQ)” gy

WWIAATAINIINNTITLAEINUNG ANTTUVBIEUTINALAENANTENUTIAINANLAIAN IS VB IGN ATTE

[y

HSuuinisiiertuaunmeeansiiusnsnddenisussidununinveausnsnend@inilasu
UIN1sue (5508 wiashu a eensen, 2547 : 182 91edsludyina vindivs, 2554)

Gronroos (1990 40-42) laegursuwwiAnluiesnuniniignAsuinauaindunmuninnis

a ¥ = [ a o

TusmsiignAms el SuuIn1ssuslaeinananuduiussenineesAusenauvesdadig q Nddgy

Y

2 Usgn1sAe

=

1. @mmwﬁqﬂé’maaﬂ"’uﬁmﬁmwi’a (Expected quality) Galdsudnsnaainadesing q
15un n1sdeansnianisnann (Marketing communication) nMwanwaluesesding (Corporate image)
nsdeansuuLUInseUIN (Word-of-mouth communication) LAZAIINABINITVRIGNAT (Customer
needs)

2. punmAinanUszaunisallunislduinisvesgnAmsedsuusnig (Experiences quality)

Y

Felasudnsnaaintadesing q Usenaumen nanuniuedadnns (Corporate image) AMNNLTLNATA

v

(Teechnical quality) WagAMAIMTINUIN (Functional quality) ﬁﬁuzﬁammmwmﬂﬁu’%mﬂm

1%

Gronroos Aenan awsaasuladnandniuuinisdnasinisussiliuamuninvesnisliusnisinenis

Wisuwsupunniiatanisiuamunmiinanlssaunisalveinisidusnisitnan mnsae sy
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gonndasiunselinialinnuuaniisiuegalsduiiodiuiasansauiundlvsnatedununi wi

v Y

gnAISUSTamuA (Total Perceived Quality-TPQ) uazvinisasunatugaieduamnini susle

Y

(Perceived Service Quality-PSQ) 111844 $v1nHaa1AN15LUT BT o UNUI A AT LARN
Uszaunsallsiidulunselsiaonadesiunmunniiaemisazyiliinisiuivesgnindiavielsifiosnsls
2.1.3 iasflauilaldtsnaanmnnsliuinig
Parasuraman and Othere (1985) lurasun153 3813 ad1mauazunanudfiumLA ey
A slruInislauanasuiled aa. 1985, 1988 wag 1990) AsldreanaintanuAuAnves

Gronroos (1982; 1984) waglasun1swauindunsouuwiAniugus ean15Anw1ANAINNIS

[
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6. AMAIMNITIUSNsaz A slaTueg iuTmusssuvainsusnsnisluesdnisiuniy
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Jusssuuaznarvesaulagesrnisiiliuinmsiiaunsaujifdegndwazynainsvesasdnislasgie
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Steve and Cook (1995: 53) &‘]’wlﬁlﬁuﬁ’;m"]mnﬁanﬁ’fﬁﬂ'ﬁsuaqq%’w%mﬂmamuimyj
UONIINALANTININ NN YA VBIDIANITHALAIINA BINTTAIUYARAKA IR UNINNITIAUTNITVBS
| = & Ay v oa Y] a v & YR &
PUILIUNIDDIANITNIAUS A58 U150 AT P aNLNLat 9 Usenisaaseluil
1. MsinfsuinslaviuiiniuAuden1sveeyliusnig
. ANUALAINYBIIANAILUNITINTUUS NS
oA A v Y a
_Aanugeialindlavasnishiusnig
. MslimnudAtysodTuUIMTuARzAL
. SIAANUS NS T EUAUS NWULVBIIUUS AT
- AunmMsaunsnsluseninadisuusmskasnenainIninuuIng

. FoLEsaveUsnsnlasusiudeniseng s luusnng
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. anudaendelunisliuinisangiisivglasianie
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9. ANuTIAElUNslRUINS

2.1.4 NENNITNIITUIAMNINAITIAUINS

Krutz and Clow (1998) @slalauendniiansan 3 Usynns Useneusie

1. gaunnnishiusnig Wudsignadssdiuldennnitnuninvesdu

(% [ '
(Y o a

2. A mnshiuInIsuuIwed fun1ssusvegnA A eIfuNananvaInIstuINITIaL AL

Calle

[
=

Ussidiunnnszuaunsliuimaduiaiu

3. punliuinsiAnanmsisuiieudsigninldaanisly dussduvesnsuinsdlasu
A3sndinaunannsoagdldihamnmnsliuinisy usesdidanududouuazuarnvansly
LLdymmmiﬁﬁmmLm'ﬂizﬁ?uﬂuﬁﬂizﬁ'ﬂﬁ%’mmmmwﬂﬁﬂﬁﬁmiﬁ‘]uL‘%@dﬁﬁﬂﬁﬁﬁﬂﬁ%’uﬁmﬂm
psAmsfidlviauddyuazunanuaulasdnsfifenisanudiavesnisusnounmsliinasdu
masgvioienuisfadinnuauladoussiiuFosmunmmsliinmsifiansaumiohaudilann
ANUABINTSLaEANAITTvagnAmseRSuuINsInldeguutn

2.1.5 MFIPAUAINNTIAUING

ns¥anmammsliusmstuinagl935nsTndvdanufiawsla (Customer Satisfaction

Index-CSI) ¥aegnAvIegsuuInIsMenaInilasuusmsiuudmuslagmludymilunisinnanin

'
Il aa v A

n1sliusnisuu dnesduegduisnsindeulaniviungnisasviounmnimnisliuinisdifents
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=) <) [ 2/ a & a & Ay y 1 Y I =
GI’E]‘Uﬂ‘LJENWﬁE]LUUIUG]']NF]’J']EJ@’]@V'NSUENE‘\IJ UU’iﬂ’]i%GLﬂ@%U’ﬂ'ﬁx‘iWﬁ@V]lﬂﬂﬁ']']?,J'ILLa'J’NLUUﬂ’NZJWQ

ol TuUINsFANIUIMsTlasuantuaeasuiuauaan il ivsenlasuiin wu ns
lasuuInIsaInuAnalAensa (The one-on-one) N1SLATUUINITINUUUKT YT (Face-to-Face)

wazn1siuduiusseninalliuimsiugsuuinmsnisiaquainnisiiuinisiiesdusznaudsem s

Y 9

Tav9iu @aunsanansaunlaanniauzrasinIvnisiann Koehler and Pankowski (1996 : 184-185)
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1. ANUAIANTIVBIETUUINT (Customer expectations) Asd1AtyUsen1snilaveenssuiIuns
wisnanIn Ao nisiliariuaiandwed suusnisidusiwazasesanudnuiulaliungnén
lngianizegeBanissiidauiefiazanugsuuinisasidunsinisanuianelaninnsuinisilasy
& | | ° Y a A v a v v o 1Y) a1 o |
Jueteiludruvesinugndnviodliusnisiedeaiumauludnuvagninhegils

2. amzanududin (Leadership) Usuusng 4 vosinglussdnisiawuugeiuianis

U313 J4nN15 waggrivay szuansliviuienisnsgyiminliganuinuninlasanzegiedy

e

1309983n15UIUgN 1SR UL UAIURIBIANTT 11U NMSTRRUIRILNEaT Msdnassninens Wudu

3. N5USUUTaTURBU (Process improvements) lagvinni1sesulefisizn1siasyilidunay
i = o Ao oa X I 9 g o 1Y) A A oA Y a
#1199 Asgaunfiedu vinnseuiunsindlunisdsuusadunewinnsuiulsuniesdeaiiieliin

[

Fupoulml 9 AnTusasinnuiwaasiounduanduneul q finamn
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duanwsetind (e-mail) aauanuvnalnsdnd danuiugndAndusieyananisaunuIngumsovnnung
SoaFeuneninifauneiimsnemumienmsfnuniay @1n$5una)
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a3u nMsinRunINUeIduAInIauInIsIEiinnsannesiusenau 4 Usensuaniduddy

o

v 14 Gl

waginaunsaiivinuAnritvesgnAms el suusnsiintulaasasdmalignAmsedsuuinisiin
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o

anufianelaluduivieuinisuariilganulnuninvesnsliuinisiluddy
2.1.6 fuusitianswareaunmnsliuznig
fulsiidvswasoannmmslviuinisseneuse
1) ANUAIARISAUAMAINAITIHUING

o
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inasinmsfinsanauitselafilduannsuimsnanie

szauusn wndsuuinislidfaneleszuandliiiuiiaauninlunisliuinisiivdes

syiuiians mngFuuimstimnuiieelauansindinuniwlunsliing

seduflany mngYuuinsiaudseiulagenuansinnisiivinisduiinuning ande
fiaaunmlunislvusnisge

anuaanTadunnfAnd Ay iile Umimuﬂ%amsumﬁﬁﬂqumﬁmmwuﬂm ez
AAINNISIAUSNNS Zeithaml, Parauraman, and Berry (1988) Felaaussuuy servaual dednwn
AunmnsTRUIsInANLmemise S uIsiTseuinsilesulasiausnaivl e
A Tamnefis auUssouwieausoansvesuilaalaseuaanimesinmsdldlfinaus
fensmensalindliuinisersarliuinmsedislaudifuBesfiiasaniliuinsmsliuinsesls

wnnInalagagundrnuaIaniwed Suuinsidunisuanteaniisrufiean1svessuuinig
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a

fisuiiagldfuinsnnahenuniessdnisiviuiilunmsliuinisiaeaumantaosiuuinist
douilszduiuansatuluiinatedeststueg futladonatsusenis wu Anudesnisdauyananis
¥udueniaUszaunisaifiinum Wufy wageuaiandses)fuuinisimnldsumanouauss
vosuuinmsfinssnumaniudifdonagiouliiudsganmlunsliuinsvesilvuing

ANUAANIIvRITUUINSLY 4 UJsenadedl

1. MsueniuuUIndelan (word-of-mouth communication) A mAanisiAnaInATUDN
@UnseUIn wneds Amuaantiiinanmusniafisunsuanduusiwesiiouni o Rating
welusuuimsluaniufiwtsduindeusenuidinsliuinmaduegadsuililaiaauman s
wlFsuUInsLduy

2. AuABInIsAUYARa (customer’s personal needs) 9919aztdudadivinliszduaany
mavisvesynnasglusyiuiianasannifuile

3. Uszaunisalluafn (past experience) A1uAIARIssuLAnINUszaun1sallusfnildau
\Aerdestulszaumsaliunsuimsiieeldfunasiivdnasonuaanidu tagduves¥uuing
st Ussaumsaitiuensasfulsvaunsaifiadeamussivlavidonnuddnlifiovelafls

4. nMlawanuszuduius (external communication) LumuAIAnTefi1AnaINA"S
AadedeanaiftoltutingFuuinsdaduisnsdos memsuagnsdearsmsdendioadaniny
BesuliungFuuinns wu msliuinmsssnuaidensesenan iWusu
Fadulumisnuiivszauanuduialunisliuinsg Jasdeadunihsnuiiannsariue
Anueaniaves Suuinsuazainmnuianelasior Suuinisidegnsuiugndesiastadei s
aVENaraAUAIANTIYRINTUUINTUSENOUME

1. dnwazu3nsngiuuinissioanis

2. sgfuvesmsuftRnuniensliuimsigiuuinmsfianela

3. puduiusresuUInIsdfy

4. anuisnalavesSuuinsdenansujiRanlulagdu

n155usluaunmnsiiuInsvIeamnmeINsUINsAzENTUrIedaleatualuAAnd

aa a

VI FUUTNSNLneaesd Ao 153U kazAuAIaniail dnonun My ndndueiviausnis
(Technical quality of outcomes) FuluiiaavasnanuniauIn1snysuuinslisuuasnunImves

N3¥UIUNITUINIS (functional quality of process) AeITaeiumsiudunusTenIgiusnisiv

o

AsuuInsluwsaran unsallasng AnssuNTUSMNSTIELTUINsuanseanin

2) mssuiiuamninnsliuinig
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o

N153u5 waneda An1siyarauedlaniiegseu o MvesuaAnaRriuUAAa 2 AUBIATAINAR

N a

pofansyd ust1naetuaeldFoulufeiduusiyanan 2 91adifnseeusuisdansedu
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sananliuiiouiuegalsinud@uiuiugIureINTzUIUNNTVBIYARALABTAUAEIAUAIINABINIS

v v
v a

Ardlen nsmienis wagdadudu q visil TAvesnisiuinauninlunsliuinig

1. pan vineis navesmsindulainedlivinsilelavielurile

2w lunsdmdulalduinmsdudunisdaduladglduinnioudoussninselond
flssuiusunuilsaly

3. 115U LlesanamnmnsTiuInnduls esvesufausiussenineliuinnsuay
H3UUINTS FesiimavseidiuvsenisinamunnliusnisangSuusnisvsegnan

4. \ilew Tnsamnmnisliuinsaseuaquiisannus (Cognitive) Ausdn (Affective) uax
wwIliNYeINgANTIY (Behavioral) YoEFUUINNT

5. U3Um (Context) Fel@sudvdnaanuinmsnietiadoaniunisal

6. N15534 (Aggregation) Imaﬁwqaﬂiiumﬂ%’u%msﬁ?ua]z"Lé’T%’umiﬁmimmLﬁ'flu[%'awmmi

o

FINAMTOAIUABINITAT AU UTNNTATEN I ILAZETUUINIS
3) Uszaun1saln1ssuuinmsnuaaninnisiiuinis
Uszaunsafluefnilifsafunmsivuinslunanguiuddieldindutladonileiiidnsnanie
daaviseidusaimuaanunianiseamninlunisliuinisvesuuing (Ziethaml, Parasuraman,
and Berry, 1990 : 19) guilsnsnasonnumenislulagiuresfuuinmsiunamnaindszaunisal
19471518V ML ud1unaNN19n15AaIa (marketing mix) ves5sAauIn1svdaly 7

29AUsENAU (TP’s) NINNISAAIAAITNDNIINITINNITNIAIUANSAAIAVDIAUAINIDUS NS

2.2 wurauAaRgafuauRanelaluyIn1s (Customer Satisfaction)

anuftswelardutladeiiddglsemnieiifnadonnudisavesuiiussgimanefiangdd
ot 1adUszdand armauianelalaeialunsadudluniwidanguin Satisfaction uazeads 1o
pravsnesnin “euftanela” woagUldwed

2.2.1 ANININBVDIANUNIND LR

Afln maad (2537) Teumneaufianelalidn Wunwidnveunsenslavesyanaiis
fon13Ye uavesAUsEnauniedsgiladu 4 dauiivniessdussnoumaniunevauaininy
foansvesypnaldyanatiuaziinnuinelalunuiuazefinng usine wsdle nusadiyan
THunnuvesmuliussginguszasdegsiinunmasgdaildidueissflonsefuliyanaiinauis
elaannsAnususiudeed

1. Aagslafiiduing (material inducement) léun 13u &swoswsoan1iznanieiliuns
UseNounanIsumg 9

2. ANMNINETRIUTISaUT (desirable physical condition) A® Fawndenlunisusenau

'
o 1 =1

Aanssusne 9 FadudsdAyegrmisduneliinmnugunianie
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3. naUstloviinegaund (ideal benefaction) wunefa Awing q fiaussmufoamsuaiyana
4. nauselevinnedeny (association attractiveness) fia AINENTUSAUNTASAULTINAINTTY
guazibiiinanuyniuauiinelasasaninnisiduegsauiu Wuanuiswelavesyanaluaiu
Fenuvidomnusiundludsaazyilnsdnivdnuszdunasdanuiundunisuszneuianssu
nsesud agau (2542 : 33) Wmnumnevesudfianslalunisviiu Ae firuadlaevialy
yaaninauidnenureny duuldiunsufoiifnevaussaudoinisuenunuaLAIg 1y
anmmaihanuituasasnde Idiudeudinmeuumuiismennnsdsdn 1as azviliminay
a0 e

wolauaziiauidn (iruai) NAdossAns

Good (1973 : 3202) lana1331 Anuiienela mneds aninaun1nvseseRuaANianelad

'
CY aa

Wunawnananuaulanng q waziiruainiuanaiinedaiu

]

a J

audtsnelafuiimuaiidudifaumuneadioadsdusinsuannsaldunuiuldlngls
FfosuneanuIevesiaaesfdimasnmsfiyarailuidusaludsiuuasiauaidua vay
wansbimuanimauliiawela (Vroom, 1990 : 90)

aguléin mnuiianela (Satisfaction) Wuvirmadiduwusssy Weafudsle ensual arwddn
fiyanadsedsladmilsliannsosesfuzuislduenniaufioveladueiudfin fruuinves
yana neuaussaufesnsliudyanalddenufimelafiintuamsaasuutasdnuarden

wazUszauNsalvesiiuAna

¥ '
aa a1

Maslow (1970) ngefdfiuszinuddgediin uywdaziinnunslalunisviienu danisieu

v Y 9

(% o
v td L v

UUANUNTORNBUAUDIAIUA DINIT A LAURUIA 1A UTUAIUA DINITVBIN Y WO LA AIAUUAFIUAIY
v Y ‘:’1’
AoINTVRLLEdlIRal

1. uywdiaufan1s Audesnisilaziegianelidugaiontnudesnisialasunis
PaUAUSINAY ANUFBINISAUNITI WY BaziluduiiFesluluinduan

2. andeansfitisunisnevauendivzliiludgdavemginssudndeluanudenisi
Lildsunsmevauewintumdudgdaveanginssy

3. AnudeIn1svesywdiiduddud ud o ufosn s unlAsuN IR UALDILAIAY
Aoinstuganaziseniadliinsneuaueariug

Maslow (1970) kusAINABINTVRNIYEELT 5 Tunau fall

TN 1 Rgatunsanduiiie aevauedaglirmdeuaiainimmevausdagliyausianie
InsnsudsliASne e e Lazdu 9
Tun 2 ernuaulasnivlazauduaslun1sinunavausslaen1svind 191990
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v a

U 3 wazduil 4 NgrfunmsauALLaynIslasuengaInauaueslaunILAIAUL N1
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wIAAUDY Maslow 1 @unsassuiefsauianalalunisufufauld nafeaiuiisnela
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U iR swazdusnnsaziinnuienalalunisihauiuand1aiu 1He91n5eAunINfeIn1sveiaed
LANAIAY
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5. AS¥UIUNITUTNS Iomsdaususmsiunszuiunsusmsiludiuddnlunisasisany
fanalalviuusenvulsenSnmuen1sdnnsseuunsusmsdanalin1suf uRauungsuuinid
ANUARDIAILATAUDIABAUABINITYBIUTEVIMUlABE 1A BaliAAIN 1w n1sunAlulaE
ouineslindaszuudoyavesnsdiseaiesiin Tsausuvieasnisu msldiaiosrnaouiu
gnluilf 1Dudu

mndadedenanaguliin anufaneladsuudasldnaennaimuiadowindenuas
anunmsniiAatudsiuuusiuamaiadeiidaniedestuarunaniivesyaaaluusazaniunisal
Panamiiyanaoisaghineladedmidanszidulunuinavisudutisnamiseafianelase
Admilsimanialildsunisnevauaseiegndesyaraausadsunuddnfudedeiuldogng
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2.2.3 ¥auYNEVRIAUNIND LR

1. msfinwanufianelalusu Uob satisfactions) Usenaudedadusing o AfidnSwaviili
auianelawananstueenty Wudneaeresuiivh (Type of work) aufdnamii (Promotion)
nstiwasiy (Supervision) Ltausanau (Co-worker) ‘mﬂuﬂﬂav‘mmﬁmmL%aﬁuluﬂa:uﬁﬁwmﬁ
sgsilvinandnd Iésunnusuilowaglissloviunngunnfianduius mwlunguiianunaundudiu
agdlnddnagddmiliaunislunduujinuludnvaue iadeadsfumnnguiinnunandsadn
Tasiuf uarignsiomnedusslomdasyinlinandngstunaratainisuazdseloviiiana (Benefits
and Services) Liudnwauriivihonulddnnalszloviuazuinisang q Tifuyanaluniigau
uenimilonnArdne tieidunisgdlayeanslied fumhenuuiiaeiinufoelayfuazdils
UftRmifegeiiussansam

2. msAnwmanuianelalunissusnig (Service satisfaction) tiunsusziluenlaggnAvse
fsuuimaremsiauiniadedademilewioynuesuinisfitmuniy

2.2.4 drusurnaigafuiiruaffiosdusznaudiusng 4 ldund

1. AnuAuan (Affective component) iWumuidnuseansualveyana i 2 dnwae Ao
augannauan laun veu wela wazanudiduau laud liveu linels

'
[ a

2. A1uALAn (Cognitive component) ausasyanasuswazitadedoyanlasuiadu

Y

[y

AN3 ANNAALAEIAUTIOUARANS DA IUNTITAITUDIAUTENBUAUANUAAT UNNUDIVIFUAR

9

3. sungAnssy (Behavioural component) lumsnsgyviensoulaznouausneNuIves
NAUARH

muummwa‘wﬂﬁaL“f]uaqﬁﬂizﬂauéﬁummi’ﬁﬂmmﬁﬂuﬂﬁ%ahjﬁﬁ Wudawananseasuie

Janauaiauelunanlasaslfeauianeladuiiesisersuaiiuidn (Reactionary feeling)
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Aad s (Stimulant) 7 uansraeanil (Yield) ludnuuzvainadnsgean (Final outcome)

Y9ansrUIUNSUsEIU (Evaluative process) w5 afian1svoananisuseiiuindululudnumusiia

113U7n (Positive direction) #3a7iFiv13au (Negative direction) n3oliiufAsenfe tae 9 (Non

reaction) siadsmsednszautunle

2.3 NTBULUIAALNUNITUINITINIVNNSUEUAY

LHUNSUIMITINsuRIfasrddy Ui undnnsiiaenadestunlounevesizuia
flFunadlivodgani deTufl 12 fueeu w2557 UssnouseUssiiugnsmans 11 Ussuiu feil

1) MmsunUesuasilinyandunssuninegnsd

2) mafnwanusiunesizuarnsinalsema

3) MIanAuAeudvesdinuLaznsadlenmanisidiiuinisvessy

4) ns@nwuaziseu; msviyuisemaun fauinusssy

5) NIUNITAUAMAINUINITAUAITITUAVLALFUNINVDIUTEU 1YY

6) m’nﬁuéfﬂamwmqms‘b@ﬁ%awimm

7) msdeasuunumukaznsldlenialulssmaue gy

8) nswmukazduasun1siduselovianinereansimalulad n1sidenasiauiuay
WINNTIY

9) Ms¥nwmnuiuAesgIUNiNEINTUAT M aNnaTEIeNToysnETUNs iU Tow
og1adsBu

10) MsdaaRuNTUIMITIIMsLuAUiissanAviauarnsteaiuUnuUTunTaiaLay
Usenghtiveuluninsy

11) MSUTUUSINYMINBLaENTEUIUNTEREITY

2.4 WU IRAUIENSANERTYasasdnTUnATasEuTiashY (Strategic Issues)
Jaqtunsudaaiumsunasesiesiu THURTRMIAIIssdiugnsmans 5 Useiiu dadl
UssiAugnsanansi 1 : enszdudamiuannsnvesnsudsaiunisunasesviosd ulvidl

ANIIULE
nuszaen
1. nsudaaiunsunasesiesiu annsavaudeiausideulovisuazuinnssuuildlunis

daieBunsunasesyiesdiu
2. nsudaiaiunsUnasesvieaiu fnrumieudegnlunisidgussmauendou
3. nsudaaunsUnAsesviBsiu annsaduaiuaiuayuosinsUnasesduiasduliausn

U UAnuaugrunanthnlaegedivseansnm
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4. fuvinsuasi{fidwlidudevesnsudaaiunsunasesdiuiesiu Iisuuinsle
AuugttInw (Consult) Ussanuuazatiuayu (Facilitate) 98198l11nIg LA TUAIINABINNT

5. nsudsaiunsUnasessiesduidussdnisidanssauzgs (HPO : High Performance
Organization)
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1.5 MALNTEUUUIN TN NENNTUARALAYaLTINLEYAAINTI DN THAILNBIANTS
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3. szaupudnsvlunsduaSuatvayulssansannishiuinmsansises

WUINIINITWAIU
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5.2 Wannssuugiuteya msaumakazmsiansaudioduaiunmsdnuinisansisas

5.3 a¥1auagldmeietomsiidiusauniioiamnisliuinsaisisazvesesdnsunases
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5.4 fauwagduaiunsinuinsassaeilfnasguaunsiadelou
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2.5 anwinluuazdoyaiiugruvesasdnsuimsdausalaniiuug
2.5.1. fMUNIBAIN
1) finsvasmgthuvieysruviedua
waaiﬂﬂﬁuLLéGﬁgjaaqw’mﬁﬂmﬁ’umﬂﬁumfﬁmaw%um AIULE UN VAT LAY

MUILAY 2031 119N nNBLIUATUTEIIN 6 Alaluns v9andamdauasnuy  Luneiiale

]
=

Usvanad 50 Alawns svalanfiung fideflaeusyana 44 aseilawns wse 27,500 13 iy
AsnensUTEUNM 16,903 13

DeUNINAATLD fanenu Auanuess enevailin

1auuniele Andiafiu duaviankasuaLsalle SLneLsuAs

I NUAAARYIUREN  ARRBAU FUALTH B1LABLIUAT
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(v a | [IN=1 d' d' dy [ a < a 1
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3) anwzianeA
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1) 3uUUTEYING
» Y Uszy1ns (AY) o
ENT Uy — A3ILIDU
%Y1 V0TR 594
1 lAnAuLE 260 255 515 138
2 | fesiley 155 144 299 98
3 | wshee 217 209 426 109
4 | wdem 111 111 222 63
5 | uh 228 243 471 123
6 NUDINY 319 310 629 164
7 | wilauln 429 438 867 245
8 NUBDILLDY 285 274 559 142
9 | laniiuug 279 275 554 183
10 | fue 379 361 740 200
11 | lanownsle 202 224 426 136
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15 | vausenu 128 119 247 91
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AnzmAluladgnamngsy uvineaeuATNUIL




ANMUTINBLVBIUTEVTUABNSITUSNSUBIDIANISUS M TEILAUALANTALLE 2-20

15938y
1| Uulaniiudg 16 - 21 108 129 68 326
2 | truwlaulny 8 - 20 65 85 - 170
3| Uruungg 11 - 11 31 42 - 84
4 | UTunueILes 5 - 7 24 31 - 62
5 | Uit 6 - 16 75 91 - 182
6 | Urunuens 5 - 12 35 a7 - 94

394 62 126 87 338 425 - 918

2) #1513
L5mgIUIAEUASHATAINEIUA 2 W @B

1. T,iawmmaﬁ'qLa'%mjsumwﬁmaiﬂﬂﬁut,t,é ANuNSURAYeU 8 vdunu ¢iail Ae

1 Uulaniung

=i

W
Y

U1UABILDE

=
=b

Tuulaulvg

=)

>
=
NeRENe IR NI NI

TIUNAUDIL

=

=
=b

T1ULANTAULE
Vi 10 Trudiusine

7 11 Uulenaunsle

=)

17
Y
17
Y
17
Y
17
Y
17
Y
17
Y
I‘N
vyl 12 Urulaniann
9]
Y

T 15 thuvauseniu

[
[

2. JsmenunadaaSuaunniiuatiuundy duniuieveu 6 vt dsil fe
‘N
vl 3 Uuuaaefe
" ﬁ 4 druunaiiei
vl 5 Uuud

6 UUNUBINI

=b.

3y
Y
3y
Y
3
Y
v
Y
il 13 thuunth
vl 14 Thuunth
3) MSHIANANATIZI
1. wusugaaengUuLiunm
2. YR UuWd

v o

3. gudinaunmMTInuazdaauedngaoieiualaniiung

3

AnzmAluladgnamngsy uvineaeuATNUIL




srer ANURINelaveIUs TV 1TUABNNT I IUS NN5VBIB9ANISUS N TAIUSIUA LANTAULE 2-21

4. nowuaTaRNTYNBUSUAlANTAULE

& a 4 o

5. Auduinsgeengsualaniiung

3

v o

6. AudiauIATOUATIFIUALANTILLE
7. NDUSUIANTUSINVE L UALANTULE

q

8. AuduIn1sauiinisily

2.5.5 szUUNUgL

1) NTANUIANYUES
- QUUABUNSA 91U 92 WU SEEENY 33,849 LUAS
SQUUAINENY AW 6 LU SEEeN1e 8,293 LuAS
-ouugnse W 61 WU YN 63,496 WAS

2) 3l
- Hlwild 2,000 a%adeu (Gevay 100 v89AfEeUTwANA)
- Ifhuasaing 466 9 asunnmyUnu

3) n1sdszin
- My UUAEIUAINTUTEUNDS 9 UWiHe BUA.ANTUNNT 1 Ui

(M1 2 Uuseatien)

2.5.6 AEUY USTel IRIUSIIH

1) NISUUNIATEUN

- filudemawmms Sewar 99
- 9 11w

o w L 1
- dnasd 4w

2) Uszialwazaudseany

- Usmndfutulivd Useanainou  unsiAw

- UssindlUausegian Ussanaudou  nuATus

- Ussinalysymeinin Uszanaieieu  Wwey

- UssnalTuaansug UTenaunou  Lweu

- Ussindlapenseng Uszanaupion  manal weAInTeu
- Jsmmdldrmanalg Yslad Useanannou  suA

3) giidaysyrviosdiy Awndu

a

ity viesdiu Usznvuluwsdvalanfiuuslaousnualgilyavieddu laun

o w v

A9 vUNIUETY YUNNTIU NBENNULLRY NoRIU  ONLANNSY WIUUNBES “18Y

AnzmAluladgnamngsy uvineaeuATNUIL



srer ANURINelaveIUs TV 1TUABNNT I IUS NN5VBIB9ANISUS N TAIUSIUA LANTAULE 2-22

AWIAY AWUINTELAE o % NN
4) FuAnuiiinawazvaefisean
Uszvvuluwasualaniunalandnvaddnudlosuldlunsiseutasivanolian

1 ¥ ¥ 1 ¥ dy = ¥ ¥ qy Uk
wihete laun ddiudes dund d1avianu Jeladnu @

2.5.7 NINYINTSIIUVIR

1) 1h

wdahsssued ldun o Theuau ol wuesaly NUBILYY WUBIUSTS
NUDIATENY TIUBIATN AUDIVOULAY NUBININ YUY WUINENTEEY NUosd Wwens
MUY 18

2) Unldl

wasnualieglundild

3) N

wasualuilgin

4) ANINVINTNYINTTTTUYIA

luiluflvesesdmsuimsausivalanfiuug drsnnduiiuiidmiumelan feg
91y $1ud1 doruUszneunts auaRy wazdi uiiiendndeed i ui asisay
yiwenssssuTFluiud Tdun fu th fuld enmafildfivedy Jamae dilunsinunsdesseng
du flunaaildlunsineesliiemes  Jgmaedsliannsomundwdmsunisinuasidifudy
Jgymauves Lﬁaﬂgmmt,aé’mazﬁu’]ﬂ%u msunladam ssdnmsuimsdiusualaniiuug ladnvi
Tasamsifiewtdaywiliiuussrsusazdulumuemudosnisvecntszanvy wu lasinsdamdmey
iaﬂ%’usuaﬂﬁmamaqmﬁgqﬁuﬁ lasansugnaulailutudAgsng q luitufivesnuiosuariianssay
sutsuivlgsanmgiiadvoniioslisuivasany Whiudesey Wuilnioungoulaves

Y

Useu1vu 18

2.5.8 Wgafiuasdns
Foeviminswaunfiasiu
“Tdlaiaun ¥useniinanug degusvviauendey ”
Wusianswmunviasdy
1. mawmulassadeiugiu Weauazmnuazdussideudeuiesvosiosiu
2. matannduuasniiilegulna-uslaa wazfionisinums
3. MyAAUALIAdaLLaT MBI

4. ANASUNITHNAIUIDNTN  LazaALaSUNYATIUNSE

AnzmAluladgnamngsy uvineaeuATNUIL



srer ANURINelaveIUs TV 1TUABNNT I IUS NN5VBIB9ANISUS N TAIUSIUA LANTAULE 2-23

5. duaSunsAner mauw) AaUsIRusIT LagnsansITE

6. atfuayumsinsiusugvy nsildiusinvessermlunmstamyiosiu

7. Aiiuulgugnumvansssinaug

AL IVNIYNITHRU

1. Ussrnwufidssmneanuazan suasisalna

2. Ysgwwuihinfudldegremaifios

3. Usznvuilonwaiy Wiuseld aenuatdlena

4. daeBundnsuriidwendnuaivesury Wy fitudles wav dussmaiiouty
seafumsingussnate Lty

5. fsUiinaunuasnslitedunis anduvumsninuasiiuganimau

6. snsefuANN N TIn mnuvaendeludinuasninddusindansiiavame e

7. feeglenia AuNNIT Haeey HAntaiend lAsun1sguann1nsy

'
¥ a v

8. e AaUnusssuvuusTsIllenUssindlviosiu Fsegdviosiu uay ﬁuﬁﬁaﬂ
LNSHANEY

9. USM59ANT511990U LaeUssu1vu

2.6 91U ANYIVDY

1NNSANYIAETIVTINMUITeMAITaInUdY Tenadelduuvasunuduiaseiialunis

'
= aa a

FaauNanelan1stiusn1sUsEry TReANEnRNtAe AINUD Seuay LazALedas Fal

o

gy lenna (2544) lafinwusednsannmsliuimsussnvufnyianiznsalauves
drevsidoy ddnnuwauisey wudl anuduiussenitguaudivesssrvunuanssluniu
WAl 818 SEAUNTANYY 818N S1ele Yranamsudadeves SuusnsTuinfnseveiuuInsuaL

a wva

AuANFUTUSA AR U IR UL URuazUseliunstiusnisluwansnsdudiuauduius

kY

sprednvarnuiinndeveiuuimsfiuandnafuazyssiiumsliuinisunnssiu

Anfned vduudy (2541) Anwinisliuinisvesdidnauuanisnnaviuas Anwinsd
d11nunandns wudl  Ussnsudinuinisandidnaunagdnsiianuianelalunisiiuinig
vesdinaueglusedvuiunans afiuandnsiy Tanuianelafiuandeiuludussuunis
Tu3ns nszvaumstivinsuasidminiliuinig o1dn antunm anudivihaiuuaznisdne
voe Suninsfiuandsfuldiinuuendeiy lueafianelavesdsuuinisuenainisamuia
HoyyyuvunazaufesnisuimsassuzvesiFuuimsiusnaiuluauienelavesgiuui s
wazlifiauduiusiuanuianelavesdSuuinig

fP30 uiiau (2544) Anwauianelavesdssnvusenistiuinis aununzsdousiugs

: Ainvamensal wauiauasauasIueil nan1sAnwinud Jadenlinasennuiienalavesuseyvu

AnzmAluladgnamngsy uvineaeuATNUIL



srer ANURINelaveIUs TV 1TUABNNT I IUS NN5VBIB9ANISUS N TAIUSIUA LANTAULE 2-24

fundnsesunzidousugiveanauiaunsguasstd loun anudndiudedadeiineliiAnaay
famelasenslivinmslususzuumsliuing enmsanuil msussyduiuduaznisliuinisves
vt drutadeilidwarennufisnelavesssnsuiiinfadenunafousugsveanauiauns
guasws1l lawn e 91y seAunsiineg 91w selduazaniuninnisausa

[ < %

ANSNY EUNTA (2544) Any1AURaNelaveIUs B UIUNISUSNITINUVDIDIANISUSUNS

9

=1 (3

AUAUA : NTAUANWIDIANITUSIISAIUAUALNZTD B NBINNUY IUTIALAT Nan1SANY) WU Uase
N8I UTEAUAIUNIND AR DNITUSUITINUVDIDIANITUSINTEWFAIUA LanA 51818 91T was
5EAUANIAMNITIRLUNITUIMNSIIUVRIIANTUTINSEINAUA pg ity dAgynsadanseay .05
dIUR18 WA FEAUNSANYT Lagdn U nnsdeauiuaneinany dauienelason1suimsanuves
2IANISUSMTA W UaN N1t
aa v 6 = a Y a o v QI'Q
d3va aunus (2551) gnuRanIsAneNsUssiuganinnsiiusnisvesdinaunfu

Y v o 1

WP 91NNQUAIEEIT 360 AL WU AMUARLALTEIUTEIBURBNISTUS N STesd TN
frudindyulnesmdaunngainiflofinnsanquainuinisudasiiu wuih Fulszdnsam
AIUAMAIN FUANENENIA A1UAILTUSTIN ATUALDIANABINITAUAIINALDINAUIE L AL
suanundeunsliinsisziuaunmnsTiuimsganndusuauTisuaue meuauile
wolauazduaiuseid ol szdugunnnnslsiuinsgedademssunisfnuiuagendnlaiil
Awduus FuANAniuA sfuaua wnsTu nsvesdineuAAuTm Y admu Jayviuay
guassafinuIINMsuUInMsvesdinaiiduimindyuudadusueimsaniuil fe fvonsadll
WfissworiuaudeinIsresssmruTuiaszuunisaensolidifussideu dunislivinig Ae
fidmihainliuinsisunudesaalivinmstiliiemevinlinslidnsiduldsomuaidmiu
Jaumdu q Ao Uszrwulidlafofunmsinmiousuenansuasdunaunisrie

a7 97981 (2550) T1891UNaNIsANYINTUITEIUAMAIMNITITUSNSY0d TN iR
Yuyu gnadunune Jamiadelvd anngudiegie 195 au wudn ASUTHEUANAINATT
Tusmsvesddnauiawiguy gnnedumune Jmiadednd lasamsiudaaninlunis
usnisegluseauuin nauddegdanuianelasianisliuinisaiunseuiunsiiausun
Usgrnvunmsdaaiuuaginunszuumsuimsianmsyumidiiisenuduuduagisuesdfianelaly
ngAnssumsuanseantunisliusmsvendmihfiideuileduududutuedifomibunginssu
ffnsuuimainnusinevgulannadafiunsuuims

13A31 AUAY (2550) S18URaNIsAnwIANTanelavesUsErrunen1siuIN5Yes
diinnulsziudaiaiany wui anufleelelaesuvesfuuiniseglussiuaamelauniile
Aorsandudiu wuan anufanelaluszdvunnynaulaedszerguiianuianelaludiudeya
Inasidususiunis sesasnde sudliuing Fudsuneanuarmnuaziiunszuiunsdy

Sudufidesaunazdnuaniu dusnuaauniduduiuaaving

AnzmAluladgnamngsy uvineaeuATNUIL



s e AMUTIND L AVBIUSEVNTURBNNSITUSNSVBIDIANITUSUISEIUAUALANTALLE 3-1

uni 3
A5N15ALLUNIS

MsAnwUseiiunansetl Wunisussiiunassauanuianelaveslssersulunisiiusnng
98999ANSUNATBIAIWYIRRN teld Stufflebeam’s Model H38nsAfiuN1s sasalul

3.1 UsE9nsuazngunagig

v v
v a A
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3.6.1 AnadeavAdia (Arithmetic Mean) {Wunsiauuliudigdunansildiuunnignld

Fyanwel X Anadeavadaduafinld lnetnasiuveseyarisuamsmediuiudeyariaiun

X
X:X1+X2+X3...Xn —
n n
P 2 ' a a
We X = AlLaagavnie
n = Fuuleyaniavin
X, = udeyausiavi i = 1,2, 3,..,n
. — X.
Wolruegege e X = 2%,

n

3.6.2 guiley (Mode) grufivuidunisinwuildudigdiunarsdnuuunils mildlagnis
fia15031 Yeyasilagriuunniian ielianudunn Yeyaditu Ae grulley
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AUIUNDUNITIAUINNS

drzianuiisnela Anady (X) [ (s.D) | szAuAY
AUNINa LR wanwala
Sowaz

1. frudumeunislsiuinig

1.1 dupeumsliuinsiiszuu lalgaenn

Fudou darudaau 95.73 4.79 | 0.63 1niign

1.2 fianuazenn saasatunis Tiusnis 95.62 4.78 | 0.63 1niian

1.3 flenadaauluniseduie Fuas uas

wugthtumeulunisliuing 94.30 472 | 066 | wnfign

1.4 ffsdduduneunazszeziian nng

Tusnisegataau 96.78 484 | 054 | mnfign

1.5 58881381015 U n1sd Anny

LUIZAN ATINBAITUA BINITUB

H3UUINNS 96.57 4.83 | 0.54 1niign

1.6 In1slUsnsauaERunau-nas 96.57 4.83 | 0.54 1niian
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Soway
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2.1 90411901510 U NN BN DM D
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