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Aneuuansnsluuiazadiesnisuims gliuinisisieddlalunmuamnisuinmg e
fawelawnglduinis

Crosby (1980) na11391 Aan1wn1sliuIn1snse “service quality” Hurfu
mnAnfitevdnnisdiunuuimsfiunendeunnses uazneuaLueINTIANAINLABINNG
YBIFUINTT UaraNaTafiagnIIuAMNABINITYRIgNAMTBRFUUINS AR BANA NS
Tiusnis Wunluieivazy JuAnislunisussdiuvesdsuuinis laevinisiSeuiiisusening
N15U3N"37iAANY (expectation service) ﬁumiﬁmiﬁ%iﬁa (perception service) 3MNE
Tu3nns Gemngliuimsannsaliuinisfiaenadomsanuanudeinisvesgfuuinie
afumsuimsifiseduganifgFuuinisldaanis azdsmalsinsuinisdananiinaunim



msluinsteasyilvigiuuimainanufisnelaainuinsildduduegrsnn aenadosiy
Schmenner (1995) find1731 Aaa wn1slsiuInsldunannssudilesuaseausmeniny
A isfianeinagldFunnuinistu mnnmssuslusinsildsuidesndiiarumants ey
slsguinmanesnmamnsTiuinisiufinay viesudimsuinstulddauewiiiagg
Tunwnssfudng mngsuuinisfudmsuimsildsuatedumnnnidsiionmants aanm
nslruinsfasduuinydediaaamlunsuinistues

Lovelock et al. (2006) lénandsnaninuinisindudsifaldenn desannis
usnsiiliianansadudedld (ntaneibility) Jevilisediulaeinninisussidiunmunmaun
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fufudsiauonisnenm Ifun sunas Tsamenuta Tsausy sanians wazrudiuan 3e
inagldtadeillunmsiasuadunmdnuaivesionts wasifuedomneuaninann uasn
Tismfuidmunaanwdu 9 fe fedsasvioufvninauamenenin iy yadnnimi
Usnguaznisusineuesyaaing iniesiledldlunisliuinng nmseenuuu mInnusieians
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5. punnuazaNTuaTsvesgUnIniuaziaTeaileiliuinig 470 054 9400  aniign
6. auiduszifounsdaanuiliuing 475 048 9500  anilgn
7. anudauvestgUssnduiug 465 050 9300  anilgn
8. quamvesdaUszvduius dile uazionanslvinimg 456 060 9120  anilgn

598y 4.65 0.47 93.00 wNAdA
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M13199 18 asUnarade (X) drudesuunnnsgiu (SD) warseuarauianalavawSuusnis
nfsananmnsUINsTe IusuiRIgusULaTaTEAN TN (n = 89)

drunsliusnig X SD Sovay ulara
AUTUABUNTIAUINIS 459 042  91.80 1Nl
AuYean1enshiuIng 4.62  0.46  92.40 1niign
srudmihiglssng 478 032  95.60 1Nl
sudssueemnazan 4.65 047  93.00 1Nl

= Ao
awsauanuianalavesuszvvunine

v e v oo e 4.66 0.29 93.20 wnfien
\‘1’]1«!91'1141’“6&1‘14’1“1!31’0‘1«!LLa%ﬁ’)ﬁﬂﬂ’ﬁa\‘iﬂﬁJ :

919197 18 namsussiunafianelavesdf3uuinsidsenmnmnnsliuing
Tunuiuiaugusuazataansdand lunmsiunudt Ysspsuianuisnelasglusyeiu
wniign Andufesas 93.20 (X = 4.6, SD = 0.29) nfiNsaNTIesUNUI Uszavuiin
flanelaeglusyiumnnitgaisuieniu Taesudmhigliusng danuiiovelegeiian Andu
Yowaz 95.60 (X = 4.78, SD = 0.32) 509891Ae A9611NBANLALAIN Fouaz 93 (X = 4.78, SD
= 0.47) d1udeanensliusng euay 92.40 (X = 4.62, SD = 0.46) WAYA1UTUADUNS
Wiu3n1s Segag 91.80 (X = 4.59, SD = 0.42) AU

M19199 19 Anadey (X) drdeuunnnigiu (D) uazievazauitanelavedFuusnisid
AOAMAINYDY $1UUINT Tunmsau (n = 370)

ASLLUU

UUINS X Soway wlana v
FTAUAMAIN
Nuauseglavisens 4.92 98.40 wniian 9
NUFNUNITANY 4.77 95.40 wniian 10
Nuinudesiuwazussimansisude 4.95 99.00 wniiae 10
NuUEURN YL YULaE aTaRn SR 4.66 93.20 wniian 9
33 19.30 386
TRy 483 9650  anilgn 10

.«.:4' Yo a = = I ) P a & v

NA597 19 FFuuinsianuianelalunmsiuegluseduunniign Anduieuas

96.50 (X = 4.83) U3eAUANAINNITIAUTNNG AU 10 AZLUL LRI ILUNAILIUUTNS

wundanuiianelalunmsiveglussduuniandudeinu lneudesiukazussmian

o = ‘:4' a & v — = v Y A =

F130UNY mm’quwdaqwqm Andudevas 99 (X = 4.95) spsaqnme umusglansensd

Jeuaz 98.40 (X = 4.92) "MUMMUAISANYT Fogar 95.40 (X = 4.77) LAZIIUAURRIUIYUYY
uazalanniseenl Seaz 93.20 (X = 4.66) MUA1AU
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a v o o Y a
naull 4daiauauusvan1sUsuleRaInIwns TSNS

doyamnuuuasuaumeudl 4 fdnwaidudinsaieida (Open-ended questions)
THgSuuInislduansanufnfiudisiy nuielidelaueuugifianisusulssnmnmnns
Toiu3nng nsagudsediu fell
ALAUVDINITIWIUINIS
Wt ilinsdousuiitunlduinisluausineg sessedelundaunn Tudu
vastuneulunsiruinsvesnusneg dausinda sufunslefunmsesuneaindmihiia
AnudmauinliuiUalignees wazanszeznailunsaidunis waganinseiuuinisnd
anuitinfiazenn WuszileuiGeusos
AUAANTY YiFBAMFBINNSLNLAY
o01n1¥ namuestn senliuinismnuinuguy 1wy Amsidesnisdaiv
51eld Wiemd Dudu



unil 5
A3Unan1sUsiEly uasvalauauy

mMsUszifiuaaianelavesuuinisiidinenunmnnsliuinns veaunaurasiua
nuoIUl (ne.mueedl) dnneilosgnssiil daningnssnll UsednUeulseuna 2565
finguszasdiofnumamnudndiutazaufiemelavesifuudnmsfisisonnnmnnsliuing
waziothnan1sdrsaaduuuimslunisiamnyiulgsnisliuinnging ves na vuesth
Manna eIt uNleuIgN1TUTIMTULAZAUBINBUAILABINITVBIHTUUINIT IneUsuiliu
A mdAdunsliuinig 4 d1u Uszneudie drudumeunisliuinig drudesnisnis
Tusms sudmihdigliuins wasfudsnemnuazain S 4 o ldun 1) ey
nzifousvgs 2) Nududaiadenuarguiivia 3) sunudesiuussimasisauty uay
4) ususolduiond vmsguiogiesineiinisduuuuutadugd (Stratified random
sampling) mmu 400 AY Lﬂsaauaﬂﬂumsﬂi”mmﬂuuwaaumm LLmLuamaaﬂLUu 4
nou Ao meudl 1 deyasialuveagneuuuuasuaiy noud 2 muwuaiumms
soul 3 arudniussfunnufisnelefifisentstiuins uasneuil 4 Foiaueuuniiens
Usuugamsliuins adanldlunsiinszvideya ldun Avaamd (Frequency) Atade
(Mean) fin¥ouay (Percentage) Aindaulfoaluun1nsgIu (Standard Deviation) Tagld
Wsunsudngagunmeada wariinsreiludailon (Content Analysis)

dsunannsuseiiy
n1sUsgiiiuanuianelavesuuinisndsenmninnistiusnis ne.vueeds

Y

2LNBLIRIATEH Jminanssd Usein

=

Yavuseana 2565 agunan1sussiiiudasiolul

1. dayaniluvesnaunuugauniy
nsUsziumuiianelavesuusmndsenmn mnsiiusnsves ne et
¥ o | 1 & 1 N A
AmouULUUABUNT 31U 400 AU dulvailumeaniy e1gsening 31-40 U anunnause
LA dsAunsAnwasgaUsaains Usenauendngninymdnausy dselandedeieu
51379 10,001-15,000 U uagllszeziianiegendeluyuyuiinndt 10 U

2. uUdNMsTivesunsuszdiu
UU3NsTvesUNIsUsEEY $719U 4 $uU3Is Beanudisuanunnluies
laun nusunelavsen® (Segar 28.75) nusunzidousiugs (Feuay 26.25) MU
?%unmé’amasqmﬁma (Soway 24.25) uazuautosiuussimansisudy (Sesag 20.75)
AIUAIAU
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3. anwiawslavesgfFuuinisiisienmatwnisliuinng

Usgryuiinnuianelasennninnishiuinisves navuemais lunmsiwegly
sefuaniian Wefinnsanidusiedu wuirdanufianeleegluszduunndigaituientu
Tngfudrtememsliuinisiianufisnelageiian Andufesas 97.20 sesasnde du
Bt figliuinng duduneunisliuinig uazduassiuisaiuazain fovay 97
AUAGY

Fofinsuaunasinisliazuuy wazdmidnauaiwlunissziduvosnsy
duafunsunasesdiuiiesiu wui sefulisyfuannmuesnsliuinig wihiu 10 Aziuy

YaLauauuzaINNITAITIdayanuNawala

1. darsusnuzlumsiSouiiisurianiswaun
mAvIaiUanuesta arsvinsAnudeyatiieluisuliisuseninsesinis
Unasesdrutiosduluiiuiifrades ssninssune vieneludmingnssiil weliAnnis
Wisuisuauuanine uazteafiugaisu gafes wastersusuustldninsbey

2. daiuauugdansimudmsunsiuINs

NHaN1TEITIaTeyanudl g3uuimsilauiianelasugeanianisliuinng
ogfluszduinniian sesasnAedudminfigliuing Futuneunisliuinig wagduds
$1sAuarmIn uandliifiuin v vuesth Yseneulusoyarainsildlasenisufioa
wifeasseUssaNvesdiisvng wasdudliuinnsia nieufandunifslfuussaay
paonudugiifinruiarudilaudonuiueiei venanidsdssuunisuims dumey
MsliuInsiia Jaudalau azan e vienandndenieife nszuiunisuinigd
Uszansamlumsdnliuinig Ssaenadesiunisdl vavueath Tdazuuusefuaanmnig
THEnswindy 10 Azuuu fadudieldmsuimsnuiRaussaniamiasUssansua naenau
UimstunssenufInsvessuuinisndetu msliuimsfidumsinnudegn ash
1% . vuestuiuanimmsaledsaiaue Faazvinlianansnooniuy 1w videnmay
Triflrnuaenndesaseunqumniia lugmetann vieudludigmldededsiu seld
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