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InAdun wveald, 35T Judlende uwazasna wueusy (2542, o1adsluUuin
ysaaunn. 2548 : 27) lanainesdusznevresmuiianelalunisuinig Wuanuiianela
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1. fumsiuinunmvesndndasiuing guuinsesiuiiwandariuinsilasul
Snuarmuiusedyreaiansuinsuiazussinnauiiassnduinndesdiodn

2. AUMTTUIAMAMYBINITUNAUBUINNT J3UUINTALTUFINIBTNsiauausnig
Tunszuaunsuinsvesdliuinisiienuumnsauinndesiieds lidnezduauazainly
n3iddeuinis nginssunisuansesnveinisliuinisauunumminiuasUfAzenis
pevAuBINsUIMITElUI IS Ui nsluduaufuiinrousony msldnude
mnumeuarnsUfoRnulunsliuins danaiifeatesnisnisaireufianelalii
andselusiinueansuinisiusiaie

AuNInalavaFuuIng

Wsulle (PharmaNet, 1.U.4.) na1371 gliusnsmnuszinn ldniesgnsetenyu
safajmefiazainsnnufianelagean THiugTuuInafeiuiedu tagtuesdnstutivilan
winsifeiioUszifiu szauawfiswelavesfuuinisedianieds uazsdeiile tilevan
UfuusensuinsliaBandu gaanudifaiidiiunisvesesdnsduly Wendnfisnisuins
ynauAediUszaunsallunmsiiuinisuuas wWsausienasztinlisen msgdnmnisusnisi
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Hu ey FaaziAnanmsldiurinmsfinssiuanudesnsfiuiats nieufuaiugy
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Aufisnalalagge

lsuaumes waglnslian (Rylander and Provost, 2006) lanaitenavesnalulad
somufianelavesgnii Inglutiagiugliuinsandngfnazfianumalulaglunsguagnd
wuliignAindeniunialnsdnm vielvflesgasidgaanmdduiinidewssainnisng
mneiawsinsdiedesiuly fsunsefiorailiignindeaianulsimelasndu nsiigli
Uinsendemaluladlumsquarinufiasnslavesgndn ilesanuaunausuuszanalunns
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uenniauiiselavesynnalayarauisazgnimunainarmidnveusazyana
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1. mslduvuasuam Faduisnsitenldiuunivaisdsvis Tnensveanusuile
MNNEUYARATIFEINTT annsauansmuAnivaslusuuresufifuuampouliliidenney
visoidusmeudasy wu dnwaizyeansliuinns anuilviuins yransilvuinns Wudu

2. msdunwal WuASmsfiFesedumatiaazanudunafiawesidunvaliazgs
Talifgndunwalneumaulinssiudamians

3. N15daLNA Lﬂu‘i‘%maé’qLﬂmqu@mmﬁ%daum%u‘%ma YULIUUINIT wae
nds9nnsleTuUINIsudT WU nsdanaiomionig msye i wazamiveanisin
vefunsuinis iudu fideazdesnseinedsaeduasinvuunuiuiueu (idui de,
2545)

msfaeufianelatu yryFes vasiad (2529) IWlmssausiAeitudesiin iauad
vi3elanadiduuiusssy Wunisuanseendeudsdudou Faduniseiniiazia aundld
Tnenss udimanansafio Taviruadldlasdeulneinanudndivresynna wd i agiy
nsfaeufisnelaffivouafisitase enflanueaaedeuiaiu dyeeauaiiuuang
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1. awfanelafiunisuansesnnisersual uazauianlunisuinuesynnaneds
vilsadla yaradndudosujduiusiuundousoush manouausseufoInsdyAna
semslineufiuyanadu uavdaineg Tudinuszriu iliudazauivssaunisainsBous
defiazlfsumauunuuaneiuly luanunisalnmsunstiduduieriuyanasuivaieds
vangegAIfunsuIng liesduussinnvessuinsvienunmueinisuinig 3
Usgaunsaiflisuainnsdudauinigeneg madulumuanudesnsvesiuuinig Taevh
TFuUsnslesuasiaanisfdeunelaneuidniipuaz el

2. mwdianelafinanmsuszidiunauanissenine simemiafuasilasuaidy
anumssiuinmsneuRUszrTuazaliuIng

PnuuIRnfInadsiuneszasuladn “anuiianela” Wunsuansninuidnile
fuvesanzyaralunsnevaussaufesnsluduiiviamely dadunainainiadosiig
q fiertes Tnsdafomarduaunsnauesaudonisvesyanaianisienisuazinlald
NYFREREY LLazLﬂumsLLamaaﬂmqwqﬁmﬁmamﬂﬂaﬁ%Lﬁaﬂﬂﬁﬂ’muﬁﬁ]ﬂisuﬁu6]

3. uuIRALAZNERaUNSTRUINS

n1sTvu3ng Wunthiindnddnlunisuinisauluneg lnsansnuiagdading
Andeduiusiuuszvvilaenss Tnevhosnuuazidmihaigliuinsiiniilunisdeions
U3N13 (Delivery Service) HUNEFUUINNT NAAD AMAIUTENITUINYBINITUINISUSENR
wuade nsufuinuemsliusnsieliinanuiianeladsdidnuazd @y 5 Usens
Gk

nsusN1Teg1aisniy (Equivalent Service)

M3l Nse81eTIALS LA (Timely Service)

nslyusnsegaieane (Ample Service)

nslviusnnsednsseiiles (Continuous Service)

NSIUSN15981971IMTN (Progressive Service) (John D. Millett, 1951)

AMURUIVBINITUINS
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Pemdeluusglovidegduludnvaurvesmsufoasemiueilald 1ndda sugu Tlusiin
F99199¥05UNBANUNLNBINLAALFNYS (TN aNTTeSR, AN lLILUINIS:
2538) lgeail

1.5 Smile & Sympathy Buuduusalauaziorlald

2.E  Early Response & Equity 13125 uaussegsiimnuianenia

3.R  Responsibility & Respectful éflinFuiinveunariufeliiesignan

4.V Voluntary manner uauusn1ssmglaaiing
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5.1 Image Enhancing & Integrity Lﬁam%umwwaﬂsumamﬁmmazLﬁa@mﬁisu
AUFIIN

6.C  Courtesy Wuiinsigoiilotorlald

7.E  Enthusiasm dedhinsshiesasu

dnfuuunAnieatunisuimanientstiuims Tedglianumang s

Kotler (1994 : p. 464-468) Na1731 N5UTNIS Muede Aanssunseuianisleg 7
nauyanavisliaunsatiausldnngunia fadudeliaunsadudesiduaslsilidemanes
arandudwedida Madnisnssidnanienessavielismeg fuaudiddauld

aununou (FUuy ygyalsau, 2543 @ w11 23; 81989970 Stanton. 1981.
Fundamentals of Marketing. p. 441) l§vensauilidaauddulumnumneiiinsuinig
wneda Avnssundenalselevilag fawnsonevavesnudesnslmanaufionels diu
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nyeUsd (gUuv yyalsau, 2543 : i 22 ; 81989310 Gronroos. 1990. Service
Management and Marketing. p. 27) lA9819A210A131 USAT UUI8D9 ﬁaﬂiiuwﬁw%
Aansmumangegeiiidnuaslinn Judesdildddnelulisndufemnnsdiiiatuainnis
UduiusTeninegnAiundnuuInTmIegnAiuuSEnEnauaA1 v3egnAiussuUes
mslisnslddaliiftetaeisunaetlamusgnin

atiui yayalsan (2543 : wih 22) n@11 “n1suUinng” mnedls Anssuvidanioyn
Y03 AnssuvasetsiiAiniuannsufduiusiuynnaviegunsalogndlaetnaile Feviils
anALAnAUaNela

anens 3esgdse (2541 : i 116) nan3n uu3nis Ae muitlisidamududalsls
wianusaaseaunelalunInevaueInNRINTUeUsLaa viverldlunaingsiale

UM INeNdegluvissssnnsee (2530 : mied 1-7 ) Tarumanevesszuuuing
(Service Systemns) nu1884 N158AaRVURKUATITANTUATTA1e9 TuduiiaeliuTnisi
povALBINLABINTYBIYARaTINTULINTS Tumsdanisszuuuinisasielval azifuai
FosmsvesgnAuazemdiusiugnAlunszuiunsdanisuinig vesyransiufiRnu
33 anmuwandenuaraseiuiseuaain fanduniosdinaudisariedumaines
NSUINITAINATT

MIUEMS e Aanssumfenssuaunsaidumseddlaegrmiadunisds
NaunuiuILNTE19Y YesanTumsAnulunsneuausInuieINITTsyARRDUALI
maviaazilfiAnaufianelavesyaraiiunfuuinig

wananil Service Fallarununeaug faeigu Satisfaction @31saruiianela
Expectation +JulUn1uai1ua1nns Reliablitity iosiuls Value &sfivinduiiusslew]
Information lsieyatniansiignies Competence Un3egasALTEINRY Electronics
THssuudidnnseiindvelfazainsiniiaty
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