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9. ANSITURAZATEFITUAMSUANWITmAA Laun AusITULAYITEsITUAMTY Anwidlnan
358IUITUVRNINIT W Anwdiinan N15UINITIN N15UERNR (Good Governance) lagUfuRnu

MNATILTUTIUTERVTNANW WA Tndnsssulunistmeuay Usengidunuuegeia

2.3 wuaRaRgafuauimelafunsliuinng

tindvimsg it oidemanevinuldlianuvanevesainunelanioaruiianela (Satisfaction)
Vswielud

Kotler(2541 #nsfislu §a51 guin, 2548: 5) na1731 mnuilmelafestfuanuidnvesyanai
Husaanmsilieuiisunmshauvemdndusiviedildsuusnsmuiiiu vedlatuaunianis
Y83yARa(Product's Perceived Performance) lnga1uisawusseauanunelaldidu 3 seduiieiy
fie FAnlinelalondnsamiviedsilasuuinslinsafuanumenis fannelaidendntasinioddlsds
Uinsmsefuaumands wazazianwelannilondnsasivieddlasuuinniuauaianis

@71 Winch and Ktsanes (1954 81afidludas guin, 2548: 5) na1feanunelaluaiusienis
(Need Satisfaction) 1331 1ilernudosnisvesyananimevaussisanumelavesdnyananis yana
faaosgonduualiufiedinugadetu dudu yaradfdnvaglaunsofisnoasduiiturey
YeyAnafIANYMEeURINT d1§U Wolman(1973 $nsfislu snds TuSeuuyi, 2538: 35) léna i
anuianelalidn mneds anwddndamauilloauldSunaduianiugasjsmng (Goals) nioldsu
NSNBUANBAINABINIT (Wants)

Iniwn158n 2 inufinanisrnufisnelatunisliuinig fie Chaplin(1968) waz Millet(1954)
($r9fisluBasn gunn, 2548: 6) Ty Chaplin a1 Aufiansladeruidnvestiiniuuinsdeaniy
UsnsmuUsraunsainlasu annadlufaseveuusnisludauusnnsiug wWuieatu Millet
findmisnsasenufisvelalunisliuimauivssssufiniuuinmsidivansiing detelud

[

1. msliusmseghainiiea(Equitable Service) vuneta mugAsssulun1suImsauniasy
aflgruaddmnauiinnuiniiondu Tuwingrne UssvvuynaudemnsléunsufoRediavinientu
1A5UN1sUINIIIBNINIF AN

2. n5lusnsiinsaaan(Timely Service) nstusnisasaranasieuliiiudsUszdnsnag
204M15WUINT Mnliinseanatazasienulinalaliiuussansugunsuuinig

3. N15bu3n1seg 1 gana(Apple Service) nuedia N15luSN1901ATEA BAGI TN
FoedT1uaun1slius n1suaranIui s nseg 1A ALY BunE 8n15AIs BLIaN
aldanunurenind Truaunislduinsi Ll ifeane wazaaiud 1iusnnslyleLé eshuae

AnANugRsssulunsTuusnsvesUsenvy
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4. nmsliu3nisedremetiias(Continuous Service) N13liuin1sansIsazvesn1nsgaoauduly

o

pgsasane Inedausylovivesasisugiludiy

o

5. N151AUTN159819A 1ML (Progressive Service) N5UIN15a1515008UINIATTABIINS

o LY |

USuusauninnstiuinisediaue lingadeg Aunudinsneinswinfuudaisiiuusednsamvse

Y
a' o Y Ao vas
mmmmm%%m%mﬂiﬂmu

=

nanlagasy anuisnalafenuidnsie vewsuuims lunanuidnlinela anuidnnela
warAUIANRanelanInAgTuuINstasuang usnis Inegsuuinistaieuiisudssd@niaimns

nuvenslivinsivdniaanisld seduanuaaniwesiSuuinstusgivussaunisaifiaglasy

UIN51U UeyaNETUUINITAUBU 13891NI1IaN56199

2.4 yurRaNguREaRUULINS
2.4.1 ¥¥HN1TUINI5VBS Gothberg
Gothberg (1999 4l 831 WAIdas, 2548) lﬁmuamngﬁLﬁaaﬁUﬂﬂimauauaaLquﬂﬁw
Tunssuuinislineelud
1) ANWAZVRINIUUINIG UUINTHANEETIdIAY 4 Uz Ao
1.1) iuusmaidueuiiinsudaaznisuslaaintuniousu feldoradmuanin
dioamsuiiuould Jusgiugléuinisidesnadlelauazdesnserls
1.2) 9uvuinisiduaud lderamuuauiuimsuamdilansunlduinng
lituegfudouluvasdliuims madmundTinmueuasmiidsionnhld ueninmsaiaaziua

\ & 7
UL UUNIUY

'
v a Y v

1.3) ruuinrsiduaud W dddud ludnandn § 9 5 Tuuinisasle

o

Aoanuitanely anuidnduafiuilduinig daununmueinisuinisialudsdey

¥

1.8) 17UV N5 T UIUN § 9IR0UAUDIAIINA DINITVUDIN SUUSNITWUA A9

ee

U

]

ALUSNsaARInsaunauauanaaniial ndanailadedliuinisaiuimunis
2) 99AUTENAUVRINUUINIHBIUTENBURIEAMEN M 3 Uen1s
2.1) nine1nsit 19 desdenassliaonadosduainudesnisvessuusng
wazdlaan
2.2) yransgliuinisdesiaunn wazdimnuseudlunuiimiessuiinveuiiuosh

2.3) msdeansveadliuinisdesanansadeanstigsuuinmsdilalalusgned
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2.4.2 WAAAMNINNISLIUINTT (Service Quality)

Parasurman Zeithal and Barry (1990, 21490 9hu DIUY WA & 89,2548: 18 - 19)
I¢inanaih msuinmsidszauanudiSaasdesusenoueamauifonge il

1) Aud efiold(Reliability) A ofeldveanisliusnnsidnmuamusznausie
AasiiaNe (Consistency) wagaaufianilé (Dependability)

2) NM3MaUAUDY (Responsiveness) Usenausie anundulafiagliudnns anundeuiiay
THusmsuazmseiinnan InsAnsioogiseiiles wasfuRrerdiuuimaiueded

3) AUAINITA(Competence) AINANNTAA1990H LT UTNNT LakA A1NauTe
Tunsliusns awanansalumsieans wagnuannsaluanuiioliuing

4) nsiisuInis(Accessibility) vsnefis gldusmsanunsadnfianisiuinisidedied
Aman dedsznoudae §lduinsdanaraanlunindlduins seideu Tunausieg
lLigsennusoadududeu fFuvinisldnaisenseties lesuuinmansanan anuiliuiniseylugai
Asuusmsdinsielaasnan

5) Auanm geuleu(Courtesy) {Iusnsasuanianuanmsaulousedsuusns T
nMsfeufuiimnzaue waziynannmila

6) N13d0a13(Communication) Usznaudae n153uasvaunLazdnymrnsliuinig
msosunetuneunsliuins

7) AuFednd(Credibility)

8) pusiunsUasnse (Safety)

9) Arud 11a(Understanding) aa1adlaluii 4 feaaund 1lalusn HSuuinag
YOI LAUTNIT Ao NsiTeusH luinas nsliauusiuazienlald waznisivadriuaula
soildusnNIg

10) n1584194 97 SUF 01 (Tangibility) & 97 A oaa$19fe n1sinTeudan gunsal
TiwSoudmiunsTvuinng msiniougunsaiiledursarwazanuigSuuinig uaznsinaniud

AMSUUSNSEL e RLarEI89l

2.5 LUIAANYINUNITMIUSNITEI51504
N5t usn1sans szt unszuruniIstius s danwazidunade Tagninnul1891u
nuRareulininensuasndnlamuunuazgldusnsdidausnisliudinieinluszuumsliusnisia

(Verma, 1986 ensfialu fiiny agwiiy, 2538: 30) 91nAUmnefinaazuladndunIsiian s
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lnglduuiAnigassuu(System Approach) Tnegviihsaugliusnislddadedndi(input) dnsyuiunisudn
(Process) waglanananiindu (Output) lnaidulumuuauisuald daiu nsuszifiunaazdlglinsu

=

fansliuinisiiintuididnunzesils faandudeyaloundu(Feedback) adutiaferndinput)
sioly ool szuunsliuimaanssasdsddnuundunatndsingnly

WWIAAYEY Verma fand1idneny fimnuaenadeanuuulIAnves Gillbert and Gutherie (1977
pnadely 30y AndUse, 2541 : 15) TnoduseifuiiasfiansanfenansenuiiAnd uainnisliusnng
Fsannsoinldaniiruadvideanudniiusesifuuinisreszuunisliuins diu Weber(1966 §nsfisly
o34 wiadeq, 2548: 24) linandanisliuinisliin msliuimsiidvszansamuazidudsylovise
Uszawuanniigaaenisliuinsiliddsfeiyanranioifunsliuinmsiiumannesuaifiduend
ynAuAslETuNSU TR s Aumumdnina

[

2.6 U8NPV

Ly

v & a =3 =< 1 Y a v
nia Wugtina(2547) Anwinuiianalaveslseu1umanisliuin1svenednds nAuIaUAs

)

guas1511l WU Uszrmuanufewsladenisluinisvesnasadslunnsanluszduin efiansan
e WU Fuiiiieedsgeande sunsluimsveadving sesasndesuszuumsliuinig
funsUsEadNsius wazdueimsaniuil Jedeiiinadenufiamelavesussnvusenisliuinsves
naamds lown nsiigAdundnaumeauna wazsuundiTinfnsonuiunasnds

931 QUIN(2548) AnwiAuisnelavesUseyyuson1saiunures aun. Ut sLnedun
1 Fndnaynsasasiy Tundveslymy guasse uazdolauauugaanisaiduauyes aun. WUl aus.
fymiGesmsvain biflarwanmnsalumsuimsnu fyrainslies vadeyamiudesnisvesssvy
wazdeyaiivivatey Teuuszanauazifuganyudes vianuiaudlaluunuimmindvesauies
wazldeunamiitligndes vinnisiidiusinvestszvu ulsuisuazununuvesnsuliaeandosiu
#osiu waz sunAmNATAR uariitelauauurmsiuasiauIyaaInTes o un ATy ms

Wonaunanuaxnsaidiluuinisau msudludyminmaselu eun. asimundinsfnwaundn

[ [
= Y =

aun. lrigeu msidnfedaymvesUssrvunasinundiualiunniu msidalemalilsevvuidiusiulv
1N wagmsinadendsannssunsuimslasnssnuszesu

MsfnwIvesdaT Tmnudenadesiumsfnwmves esyy uiides (2548) fidnwanafianela
YRIUTEYIVUADNITIIUTNITU0I0IANITUSMITAIUAIUAUNABY SNNDYUNIY TMTAATavINY
Tundvesdolauouuy Aoosdnisudmsdiusuansliszvuddnsnlunisuimslinniu amiu
Yoyad swindeuvesguruiiiousznaunismauausniueuy wumalussa asveautioimde
AATINTIINERUANIkas s uNelugusy Astinsatvayuliyeainslailenialuns@nwise

Tvunndu
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Vo

n&s dade warAne (2557) AnwiAnuianelavesyiuusn1svededdnIsuImsdiuiiuaniy
YaLNNE 9LN85150U 39ineran tagldisn15i39Usuna NanISAEN®INUIN FUNAINSINUSEUIBUTAIUN
walaluszaunalauin (X = 4.51) 1oWITUITIEAUNUIGIUATA AR UG gn (X = 4.58)

%4

A gj Y a =) = U I 14 _
ADANUNTEUIUNITUALTUADUNS IAUS AT LLﬁ%llﬂ'ﬂll‘W\‘lWEﬂ%E]Qiﬂi%ﬂUﬂ@usU’Nwaiﬂ (X =4.42)

N 14 = a ¥

Aosnudssneauazainuazauazmnlunsliuingg wasideinnsansieteluudaziuiidnadie
arwifanela nudh Funszuauniswartuneumsliuintg duiifidanedogeande duldvaluladun
Prelunisliuinis danumelasglusedunels (X = 4.67) uaziiiaadesiiiian Aefuduneunis
Thusnshimnuevatstuney dsfinufisnslaeglusedudoudrowela (X = 4.45) druyaaing
Jlvuinis wui1 msliuinmsidanedogegn Aolidenufiflunislvuing denuianelasgluszeiv
welaann (X = 4.68) uazfidiAadsmitgade Tanuirnuannsalumsliuinng danuianelasly
sefuAsudnamela (X = 4.42) dwsusudssavazainlunisliuinsmuin msliusmsid
Auadegefian Ao Theteruuengauimsuaziieusznduiusiidaauazidladne Sanufewele
oglusziunelaann (X = 4.71) uagfudemnanisinsedeansitonsliuinng wuin msliuinnsid
AnadugefianAslnsdwidinauannsadasioldite dauianelasgluszdufianelamnn (X = 4.89)
Torauauurildnnsinweanadlunsinuanufianelalumsliuinsvesesdnmsuimsdiudiua
MguaNe Ao asANSUSINTAIIUaNIgUanIzasryuEsunsiusmMsamulnsdwidinnuaunse
Anseldine Fadudunilwownutesmsnsinsedeasiionsliuing Wusilaaisu a¥anudis
welalruesdnsudmsdrusiuangusinizanniign uwimsuuuginisiruinmslusuthedeainuuen
wuimsuastheuszduiusidaaunazidlaie dsdinanmsussifiuanuiinelavesussnulussdv
Aout1anela

o

Iy deunsglnn (2558) ladnwiAnunenelanenisuinisaniudnuivesng

a

Favadninauaiiuiins@nwiseudnw 1wa 31 wan1s3Tenudn 1) arufanelasenisuims
A01UANYIVRIA] Fafndrinauaniiuiinisfnvifsoudny e 31 lagnmsiuegluseauuin
Fefinsandusefunuinegluseduann 3 du Ao fudninis fuudmseuyaea MusuUszana
uagszAuUIUNaN 1y Ao dumsuimsiily 2) maTsudsussduaufianeladenisuing
anuAnuvedng Aaffndrinanueiuiinisinuiisendin e 31 Suunmussduduiiaouwazaue
a0 ufnw1 nude1atueg el Ted1Ay n1ead AT seAu 0.05 wazul es wuna uUsEaunITal
TunsufuRnununliunneneiu

A 1919 uazAne (2558) Anwides arwfimelavesUszmvusenisliuinisvesesdnng
vsmsausuaimg Ineld3snsdausuna nan1sfinwinuin nguiegradumeandgannninnaye
wemdeAndusesaz 60.8 uasinareAndusesaz 39.2 nguieddiulngfiongeglugag 21 -30 U

a a [ 1

Anluoray 31.7 dwlngjaunsdnuluseauliagnd Anduiesas 31.7
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waznquiiegdulngUsznavanninuasnssuuassudng wiiu Andudewsas 27.5 dmsuanudia
welalunmsin egluszdudoudnamele (X = 3.88, S.D.= 057, 77.60 %) ilefiansananuiimelasie
sudifianadogsiign 4 2 du Ao eufleelasionsliuimsdaiunels mdlsadeu mEfdu ¢y
elausend) (X = 3.89, S.D. = 0.60, 77.99 %) LLasmmﬁqwaiwiamsu%ﬂﬁ%’uﬁaqswﬁamﬂsﬁ YI0MS
Tsusmsdeyatnans (X = 3.89, S.D. = 0.61, 77.99 %) uazsnuiifieadssiian fe eowilmelasionis
Tiusmssnudessdndgeongviofims (iamunmumu) (X = 3.84, S.D. = 0.66, 76.84 %)

AR 18N warAe (2560) Anwiies AnufiawelavesUssanwusenisiiuinisvetasdnis
vivnsduiuatang Tagld3snsleUiunna nansfinen wudn nquiegadumengunnnitnaye
wemdeAndusesaz 66.0 uasinamenlusesas 34.0 nguiegdulngiengeglugag 21 -30 U
Andusesaz 34.5 nguiiedvdiulngUsznavelinsudng wiiu Aadudesas 52.0 wasngudedis
dulungaunisAinunlussruisen@nuneulanevse Uqa. Andudovay 63.0 dmSuauiianela

Y a L

Tunmsiu danuianeladenisiiuinisves aus. agluseaunelauin (X = 4.53, S.D. = 0.08, 90.68 %)

Aa d

idlefiansananufianelaseiuilidiadveasiian fie auiianelasienisiiusnisauldn {iy vsenu
WANA(ToITUUTIINIEI515UNY) (X = 4.63, S.D. = 0.13, 92.69 %) 589891178 AINUNINalasonIs
Tusnsnule STl aseevsoniinis (Wanguwus) (X = 4.62, S.D. = 0.09, 92.48 %) diusen
Ag Auianelasion1suTNsTus eassemnd vien1sliusnsteyatnans (X = 4.55, SD. = 0.11,
91.07 %) wazarduanvine Ae anufiswelasenisiusnisdaniungld andlsasou mEnau @useld
visen¥) (X = 4.35, S.D. = 0.18, 86.94 %)
! o o w d’lj r-:ll = = < o~ =

naudnensdinnuuaiuinsfinuUssaufnwianssiil wa 4 (2563) ledAnwiaudianala
Yoy SUUIMsazilauliaudenan1TUTITLAENITIANSANE TININ15InUINIS vasdtinaun
‘39{ ‘NI = = ] a = YU a Yal 4
HunMsAnwUszaudnuwanssid e 4 man1sussunuln anudianelavesdSuuims wagklaiula
e 1an15UIMsIANTsIY USseumily eglussdunnnduly snsaiusesar 92.98 Fallauitanela
luszAugean auANIUUTEIIN AUIVINTT LATATUUSMITIIUNYARS 1A1LRG8T8IALIANEIAY

o oA [ =2 a A v L LY = a <

widslisgiuanuitanela Aeuvean NMsUsEliuadelaesmnney eglussivaniuly Anduy
dnyaudosar 91.31 SuRaveulunsiiusiusimveyalunisusediu wWivaddnnuwaiuiinsfine
Uszaudne) 8as511 Lue 4 adsimugUkuuYsEaniaimnisuimisuasdnnis@nen e 4 anu
Trfeanuiianelaun J3vuiniswasdiliarulaaiudoundsdu lnsanizauuimsmall Jediseau
aufianelatesiian arudsuiinveulunisiiusivsindeyaiiiuii §5uusnis wazddaiuldaiudy
fanuianelalunis vinissedunntuld lussavaeuvisuin @dnauaai uin1sAny

Uszaufinw1gnssnil e 4 masiagUuuy wasdsednsamnisinuinig nllssuutdnaugdy
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aud®@ dann uwazamy (2565) laAnwianuiianelasen1sdnnisdnwivesdrdnauua i ui
¢ ¢ ¢ ! Y a o -

n1sAnwUszauAnwielass Wwa 1 Han1sAnwInudn 1) f1uTvIns dnan1susziiugegn
Ao maduasy advayuliyana esrnsndienunne Jdwsw lumsdansfnwuasduwnansouy
TuiiieWauaunmnsaneluguuuuiasetis Andusosas 96.49 Anafie 4.42 2) Ausudszunn
niinan1sUszifiugeaafe nistina Mdv Aanuukas asiadeunisidiudszanamesanudnw Andy
Jeuar 96.44 Aady 4.82 3) AuUUIMITNUYAAANINANTUSTITIUGIEnAe N1ITRvITeaanTawmNA
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