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2. MK URAUIDIANITUTNITAIUTINTA oz Uszarunisdaiin
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4. Ysganuuarlannusaudelunsufdaniiiivesant duanagung
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25. MydEsuNTUTENRURAN

26. NMININYGVDINTUNNUNIUAT

27. wihitdu q amiingrneseylidusiunanthiives firsvnisdamdn
u1gsAe nAUIAUAT nTonuTl Anriguuas urenfguuns niedguuniiinig

N3ENTIUMA IMELOUMINY W3TInguunesz Uy MTIvaanFuNmunIuAs
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28. USSADIUIANUNNLA T TUYDITIVNITAIUNAN NIDITIVNITAIY
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finravzuaulvingunnuniuas UURAL laglvindunsesiangufni ng nsensas
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aaAUNIaUsENA hAMANTal tunsal MindutevsrunsausenieadaslasuaNULiIUYDU
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9INTFUUAIIININTENTIUMA WY
7 1) Wigs U aRoIAnITUSUITAINTINIA W.A.2540 2) Wizt AAuIa
W.71.2496 3) WiEI1PURYERFNITIUALAZDIANITUTITAIUSIUA W.A.2537 4) Wizs1u0ey QR
= a LY va = a A
FELUHUUINITIININTINWUNIUAT W.A. 2528 5) WIETIPUYYRATELUUUINITINFNITLNDY

e W.A.2542 (91995luqdlans fiute,2559)

3. uuIRauAzNguieafuauRanele

anufienela (satisfaction) 1usiruaRfiduumsssy liasnsanoadudugussls
1157519815101 yanaiauiisnalansaly a1u1sadanalagnisuanioaniinoudng
adudutou 3adumseniiazineufianelalaenss uianunsaialdlaenisden Tnanisin
ATuARLiuTBIARIMAITY LarnTuansALAnTuTusdesnsatuAL S AnTiuiageds
annsoinaufieelatuld

AUNUNBVDIANUNIND 1D

Auianala (Satisfaction) arunaurynsuadusrvUudneaniu w.e. 2542
(snviudinaniu, 2542) nandliin Anuianela vaneds wela vaula wazvnwendusi i
wneda M3 Fadumeien3endu was we nuneds Wiiidesnis Wuanudesnis auds
welatuSafuriruafiBaunusssy G?iahimmsmauﬁwﬂugﬂiwlﬁ ATUAAIDDNTIAI NN
wolatureudnefivzaduiudou wiogrslsiniy Aruanldinisiaaufianelalaonisia
arwAniiuvasyeaa FeldTignandsamanevesauionelald dail

Oliver (2010) lana1aae Audianela (Satisfaction) 31 1Ju mmﬁﬁﬂﬁumgﬂﬁwﬁ
LLamaaﬂmLﬁaﬁuﬁm%u‘%mslﬂulﬂmmm'ﬁmwi’waqqﬂﬁ"] wazldly 9 nsinduIn
AudnuzYeIAUR LAY UINT iemAuAuasUinsostiu amsafiasvhli gndmelald
spiule Fermludsseduiinwiegenindmaneingi

23w (1984) neriviruaRuazaufianelaludmilsasnsolfunuiuldmedeans
frilagmnefanaiildanmsiiyaradiludidiuiuludsiu deuafduuinazuandiii
anmaufieweloty uasiiruaRduavzuandiuaninaalifanelatules
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Juadns wsene)s (2543) laliaumuiedn anufianelaidunisliriiauidnues
AUTLSIENTUSAUTEUUTANTAUAE IR UANUNLNEYBIANINKINRBN ANAIUIANVBIYAAAT
fifeanmuindeuiunne1iu 1wu Ausdn f-ae wela-ldwele aula-ladiula (Jusiu

4. wuaRauaznguneatunslduinig

nsTvu3ng Wunthivdnddnlunsuinismuluniady nsanzauiiazdesding
Aaseduiiusiuussrvulagnss lnowhenuuazdmihigliuinstimhilunisdsens
U313 (Delivery Service) HARSUUINT NA1FD AMAIUTZNITUINYBINITUTNITIIUIEAR
svaie mauftRnusensliEnsinelifnemuimeleddidnuarddy 5 Usens fo

nshiusnsegraindisuiu (Equivalent Service)

M3l N5e8195IALSITLNAT (Timely Service)

nslusnsegaieane (Ample Service)

nslvusnsednsseliles (Continuous Service)

NMSIAUIN13881971IMUN (Progressive Service) (John D. Millett, 1951)

AUNANYVBINITUING

sdudinanu (2530) lalianuvuigvesdndn “usnis” 1341 Yuasuldlany
agnIneneg N13u3n1slunisdenguie Service nunedis nsnsevindiluluidielainy
Promdeilusgloviefpuludnvazvensuiiiseninelald 1nddn sugu fllunidn
Fap19avesUEAImINEINLAarFsnYs (Tened andsydmi, 2538) lawad

1.5 Smile & Sympathy Bunfuusylauaziolald

2.E  Early Response & Equity 51l5uauesegnailanuiasania

3.R  Responsibility & Respectful dilnFuiinyeunaziiuiielviiesignem

4.V Voluntary manner uauusn1ssglaaiing

5.1 Image Enhancing & Integrity tlala3ua1wnativasasdnisuaziiionnsssy
ANFDIN

6.C  Courtesy Wufinsidoiloronlald

7.E  Enthusiasm 7aslinsziesasu

dnfuuunAnieafunisuimanienistiuinms Tedglenumang s

Kotler (1994) nd1231 nM5u3nIs vanefis Aansamieufidnisla Anguyananis
Liaunsadnauslidnngunis Fadudsdiliamnsadudosliuazlilidmavosninuduy
wesddla eiinsnssidindmennagsiuie livimeg fuaudnitiisamils

nsousd (91adalu gium yayalsny, 2543) laveneanundn Usnns vuneds Aanssy
nila3oRanssuvatsedafifidnvasliun fudeslilddadnemlulisndudemnnsdd
Aetuanmsufduiusseningnénfuntdnnuuinisviognifuisvaandud viogndn
fuszuvresmslvuimsiilsdnliifetaeseunanslyvvasgnin
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atiusi yayalsaw (2543) nd2d1 “n1suinas” nunelis AanssunienIeynves
Aunssumatsedeafiinduainnisujduiusfuyanaviequnsaiesnslaenavils evinle
anAAnAIanela

anane 13045358 (2541 : wih 116) na1dn uuins fe auilisidauduiialale
wianinsaaseaunelalunisneuauesrudesuesiuslaa visedltlunangsiald

AAUENAYYBINITUING
AaMLaas (Kotler, 2000) tonandanisusnisindunianssy wauselewd wsaminuis
welafiaussnusioinisuignn msuimslidnuazdfey 4 Uszns laun
1. ldansadudeddd (Intangibility) usnnslulaunsadudedls dedu Aanisiesm
vanUsyiuiiuansisnuninuazUssloniannnisuinig loun
1.1 anufl (Place) Aosanunsnaiisnnundesunazauazainliiugun
finre
1.2 yana (People) wifnauiliuinisdesudsniemsnzas yadni ynaia
dieliignAAnaesesiulauasiinmnuidestiuinuinisasise
1.3 wp303ile (Equipment) 1A3asile QUﬂiiﬁﬁLﬁlElﬁsfllax‘iﬂ’]iﬂ’l’iU%ﬂﬁgfaﬂﬁ
Uszansamliuinislaednesings uavgnnfiauiionels
1.4 i’aaﬁama (Communication material) Aslaiwain uazionalsiiionis
Tawaneingg desaenadesfiudnuazveinisusmsiiauesiegnin uazaenndosiudnumsy
YDIGNAEY
1.5 &ydnwal (Symbols) T8 uie w3esmng asdudildlunisusnisses
dornumngladaau fuslanBenligndes
1.6 9101 (Price) N1sinuaTIAIAIsWENgaNfUsERUNTIiUINIT wagd1ese
MTIUUNTEFUUINSTUANGNS
2. lalansnsautanennisliudnng (Inseparability) mslusnisidursnisnanuasnns
u3lneluvazifentu fuoudazeaziidnuaziomzimdoiendnualiliannsaliaudy
Uimsunuld wnedomdnuazslaalunaifeaiu vilinsuinisgnéduiidedideludes
1
3. lalutiuau (Variability) anwaizveanmsuinislauiuou Juegiuirgliuinisasdu
Tas axliiudnisulela filnu eesls
8. laianansafivl3le (Perishability) usnsldanunsaviulidmiloududaue fay
fnanwzAaReInslkiueuli Anlayvivseusnishiviu vise lilignAla
uena1nil AeLADS (Kotler, 2000) é’qlé’a%maﬁqmuﬁﬁflé’zgﬁuaqmiu%msﬁ 3
Uszns baun
1. N1USMITANUUANAIINAKYS (Managing competitive differentiation) 414

MINAINVDINIIUINTT TodAyfe szdevilindndusiwansisainguds udazidunseinty
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msasusmsiiiudennnuunnens uiaunsarildmenmninnisuinig (Service quality)
uazdndanilefiddgyde mssnwiszdunsliuinmsimiloninguds lnedeaauenaninnis
Uinseuiignanlamanialy fliuinsdesinnmsideielimsuisdsiignénd osnis(What)
Panafignidions(When) aauiifignAngiosnis(Where) uazsunuunisuinisiifiosnis
(How) M3denaaayilimuianasifiansanaunimeesnsliuins deunsaisan
uanAsnausdineazden foll

1.1 U3nnsiiiaue (Offer) Insfiansanainanuaianisuesgndndaiieg 2
U513 Ag

1) ﬂﬁﬁiﬁﬂ%ﬂﬁﬁugﬂulﬂuﬁﬂ (Primary service package) oA ?ﬂﬁqﬂé’mi’q
PegldFuanianis wu antunisdnen gadimaniainagiinisiSeunsaeuiia 019158
Haouinuinnuanse Wusu

2) SnWULN1TIAUIN15L@3YN (Secondary service features) lawn u3nI57
Fanfnuenanuinmsiuguitaliliugs Wy antunsfnunivusudaaduinuediueiieg
Tundndnw dvunisfine 1Wusiu

1.2 M3dsueuUInIg (Delivery) nsdanauuinisifiganinasinansld
wileninguislagnisaevaussnnumanisnuauamnsiiuinig Fannunianiies
anéduinanUszaunisailuedin gndrazidensuuinislasdeinusinievdsainnisly
U3nsudn TaensSeuiiisuuinisisuifuuinsiimands f1usnsisudaniiuinng
mavds gninazlsiaule d1usnsisudgsninuimsiianands gniaylduinisen

1.3 nndnwal (Image) nsadranmdnvaldmsuuieniiliusnsiaeande

[

dnual (Symbols) as1dudn (Brand) Tnsendeiaiasiionislavun nsussmduius uas
A3ABANTYININTAANNTDIMNIBUT
2. M3uimsgunmmsliuinig (Managing service quality) lunisiSeuiilay

Uinsfimaniefuuinsilesu & muams‘wiU'ﬁmmwsmswmﬂmaaﬂmaviamwmmi
Lilamaunn Lmemmimlmuqammammmmq Qﬂﬂ’]ﬁ]wgﬁﬂj’]‘uiﬂ’]iVleﬂiiJﬂJf‘jMﬂWW B
A MNUIMsfazlinassIu dedu mssirueemnwuesuEnsTiddey e

2.1 pudede (Reliability) mnuanunsalunisudnstudesilituladn
wlesuuimsiigndeuviueu

2.2 arwidslanaganumnion (Responsiveness) Aafulafiagdroinde
anAuazinseuANunedlunslvuing

2.3 n153ulseiu (Assurance) AINUIUATAIIUGAINVOILLAUINT LAy
ANaInsalumsieven Amnuideiie uazmudesiy

2.4 mstenlald (Empathy) msdamguateilaldiangsgliiugnen

2.5 M3duifald (Tangibles) Tassnenuazainmeing eesle ynains
gunsal Janmaennsdeans
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3.A15Un1sUTEaNS A nn15IRUS 1S (Managing productivity)luﬂwsLﬁaJ
UsgAnEnmmsliuinig ananseviilg 738 fadl
3.1 mslintnauinunniu viefarusiunggatu Tasdeaidaiuiy
3.2 WisSinansliuins Tneseugadenanimuniesnag
3.3 WasuEmsliiduuugravnsalaodiuedeslotuniadannsgu
3.4 nsliusnnsiiluannisTdiusnig wdeduddug
3.5 m3veniuuUimslilivssAvE sty
3.6 mslvasgdlagnAlilussnure LU IUMULTINUUT
3.7 msthnalulaBunldlunisuimsliaty
nEnR yasdaius (2536) nd191 n1suinsUssvuiiesdusznauiidify 6
Usens loun

Doy

1. aouiluazyanadiliuinng

2. Yadetivisensnens

3. nsTUIUMILaEAINTIX

4. HAKARVTEAIUINIS

5. FoM9NISIAUINIS

6. nansENURTHORTUUINS

MnuIAANIUIMIiiuLans nsadeauiaelauignAmiufeitmineves

M3U3NT warn1saeathmnetuazdesiaaufisnelaves¥uninig mihsedliuins
ADILAINANNTOUNITHOUAUDIAIIUABINITVDIHTUUTNNT

n1sufuatunsTiuinisg

yname : fosguaguamsenigliuiaussandudisansnssUinasudn e
M1IuRY LBeadu TIdnwgnyTanzuus nszdunseiad nszgunszIu wihmanla winu
Feufos livdosnussdmioagadunsnds nmsudsnieiievios du nd wievnnie
WNNZAY ATEFAN Lﬁuamamﬁasﬁy’uﬁugm uanantudensiuiuding Wame 93dla
AuBIANLABINTVBISUUINMIREeNsEReT 0L wansudtlanaylsiuing

32197 : dadldfeamaudts thidsslmsedniou yaliviades demsumunga
nanreuTukaraaunuINglitieuIn1sedials wakdte elslinnn linaunsn ldnanad
sl eraavuEAsiiifinfndesesnisliiftafionnuidnlansetu waliAnussTowisde
F3uuins liyesnnauiuase yauiteruauislavesiiuuimsuarlddosmimnza

mila : Fowhdnlalidnuuudsladuifiosdousulifdnguidesiiazdesiuminie
wuUzAuauuUanihiliduine fusniouusiunonfesdiesnsiudesnisilivaeslinla
miuvsedlaaosviaaudlunsinuehdudemievieids
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AMNINNITIHUINS

32590 LaSiuazAn (2546) nanrhamnmuesnsliuing aiidnve fil

1. maithiiagnin (Access) Uimsilvignindessiuieanuazaanlusunan aaud
urignén @e luidediignénpesiny vhiafidaneanfuansiseuansmem i G gnd,

2. msinsiadsms (Communication) nseuneatrsgndiedaeldnwiignddlade

3. A71ma130 (Competence) yaansfiliuInisdosiianudiungy wazdlnug
AUEINTaluNUUINg

4. madithla (Courtesy) ynansosfiuyueduiusiduiiundede Sarunuiues
PR RERIBIRY]

5. anundeile (Creditability) U‘%ﬁwLLazqﬁmmé’aammiﬂﬁ%ﬁﬂmmL%aﬁuuaz
aalindalunisuins lnetaueuinisiafigaungndn

6. ailindla (Reliability) USnsiliiugnindesiimnuasinaseuazgnsies

7. MINDUAUBIGNAT (Responsiveness) winuuagsdadliuinsuazunladym un
anfegmaEmuiignddens

8. Anutannsie (Security) Uimsilrazdesunmnndunsts eideas g

9. ﬂ’]ia%ﬁw%mﬂﬁtﬂuﬁi%’ﬂ (Tangible) U‘%miﬁgﬂﬁﬂlé’%’uﬁﬂﬁmmmiammzL.u
DIAUAINVBIUINTAINEILA

10. nsirlauag3dngnAn (Understanding/Knowing customer) wiineufas
wegdnlatianuen1svesgnAuazlinuauly AeUAUBIAINABINITAINGT

NAUTTIUNITNIITUIAMNINYBIUIANS

psdnsUnAsasdiuTiestuiudninasilunsfionsanauamnisuims il

1. 3Us531 (Tangible) vaefls nuairmsnenmvesnsusmsigsuUisiasy sh
T1a1150AIAALLUTIAMNINYBIUINTAINGILA

2. muiliandla (Reliability) visnedis f3uuimadadiufisanuainate uazaugn
dodlunmsliianig saissAvsninmesminauiliuinig

v

3. NINDUANBIABRTUUINTT (Responsiveness) inetia fldusnisagaArilsdaian
wazamnuansnsalumsuileiomuesflyiinig asgavierniwnufiffurimsiemaviels)

4. nustulalel (Assurance) munedls fFuuimsvzuesiennnud anudiung wie
Aruanasnvesyraing dudunafiazairsenuiiile safaenalindalunsuimsdu

5. anandilanaranuiiueniiule (Empathy) manefia §5uuinisasiiansanieany
avandiunan an1ufl shaiiss naonauaTimetsuresiinauilazdlafisanudoanis

YoUINITINIALaUlalun1sneUaLeIANARINITAINEN (@l dualns, 2546)

Jansartislunsiiusnng
A151UsNstduaunasauifflauaditanaIn AbAsuA1IAI NS F9dUIUN
Aoen1smusuRnveugasiidalavinuuud@minuuinisuduiaianainuiseuiideen
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Aelafonaniyuvhedaudnduiug@difenusuisveutnnaninudduiisaufiolf
ﬂwmS]LL:fILLGiQ’m%’uu‘%milﬁ]uﬁ'mmimLLW%%’UUWW%Wmeamnénéﬁqmqﬂumﬂﬁﬁu
Luanausuiinveuresnuisnshiusnissuasyilvdsuuinianelaagdesiaunianis
vonvuarUfiimuanumaniaynivsdululdtiddenldlddossqmszamsu foade
N18319119rAUAN a1 50U INABINITVRIETUUSNTHAA U sTLA YN SEAud audl
AnugnauInmsiagluimaduinelavesngaugasfudeadululdlsudflsividen
awiliaudulngfavelavnisiinrasjsiuiasuiulsuasimunislivinisegiane

dandssedalunisiviuinis

1. ldaulaanudenisvesysuusnisnishiuinislunnnsdissdosiansindsuusnmsd
mmﬁ’]ﬁzﬁqéfaﬁgi’ﬂﬂLLamﬁ‘%mﬁLﬁﬂLaalajauiaﬁ%’w%miaeiwﬁ]‘%ﬁq

2. Wusmsnamnunmdeadudsiidesinfioogianeinisliuinsazannunmsos
LilfaonrzdiofetudghmemuimsludnduiiteguddmAnmadememalude

3. fdunisandndudnvailifedsBanszanuarilinssnavhaudeneli
Asuuinsla

4. Az malimuigaunsiivinisaiunsave 3anlaainiseisnianislddnn
waztndeslisnisenalifinnuidlassuansidorodiuuinislumdilidfudoglueisuaid
JuihuazliniuguersuaiveanuiauansoandievinfiuazAyadivinliideanuidnde
A3UUINIS

Y YV

5. vlgSuusnsianisuinsivilvg Suusmsiandsiilalunatensaliuusinig

Y
&

£ v A & LY s 1 Y a 1 [ ! !
AauulduyImIenIsyalnsAnvinldmuizaunisliusnisedisldinulalaldlalunns
uinsmMsusmsianainyianudemeliungsuusnig

5. doyanaluveunAuIanuauas

u

1. NALLATDIUILUA

o

waamuanuends Wusvaniwessunadieadniu G"?qagjﬁmmmumﬂ
gafimssnnedissdinlumsuudminuuesne wazswinsnddmindanig 39
Alalung

2. ywaiud

fituluameuiaiuanueadlszana 53.70 mseilamns

3. DIULUARARD

é’ﬂwmzqﬁﬂisLwﬂﬁ"ﬁwmﬁwamamﬁqLﬁuﬁuﬁiwzjmé’uﬁuLﬁu
drudnuugnytiuegdungulvg 1 ndu dwu 6 vty uagdn 7 nyjtnu
wenvisiuluszesinsiulaonde 5 Alawns
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