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(2) NEUUlUILUAUNY

(3) ngudaaiunsanwimslng welulaansaumanaznisdoans

(4) NFUUIMITNUNTIULALAUNTNE

(5) NANUIMTNUYAAR

(6) NHUNRIUIATHALYARINTNIINTAN Y

(7) nquilwa Anenu LazUseiduRan1sINNITANYY
(8) nAudLATHNTINNITANW
(9) mhensrvaeungly

(10) nFuNVENELAEAR
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2.3 LUIAANYINUAUNIND RN UNITIAUSNS

v a vad o ] v -« ~ . .

Un3vinsidveidsaatgviulaliaiunuievesniunelavienituiinely (Satisfaction)
Aeasaludl

Kotler(2541 91efidlu Ba51 Qun, 2548: 5) nanadn avudanelafeseAuauianvesyanad
< ~ ~ ° a w f A a ay vu a A & = v Y] )
WWunaannsiUSeuiisuni1svinauYaaNan A g3 o dantasuus nsa Uiy vsanlatuanuaInnde
Yoyara(Product's Perceived Performance) lagaiunsanusssauanunelaladu 3 szdueiu
A vee v o A a U 6 A a ay vy a | o o vee A a o ¢ A aVyvu
A Sanldneladlendndadivisedeiilasuusnishinsaiuanuaanis sannelailiendnduyiviedalasu
Usnsassiuanuannis wagazsanwelamnnilendnduavseddlasuuinisiuanuaanis

&1 Winch and Ktsanes (1954 9140i4buBas guan, 2548: 5) nanifieaunalaluninudenis
(Need Satisfaction) 1111 Wleaiufieanisvesyaranilsnavausddennunelavesdnyananils yans
Maesgonduwiliuinaziiaufgadenu dely yrranfidnvasliawsafianiervaziunduyeu
YoIYARANHaNYUEYOUNINT d195U Wolman(1973 81sfislu wmde TuSenuusi, 2538: 35) lana1iis
Aufianelalidn vuneds anuidniiauavdenusilisuradusanugaganuiy (Goals) wieoldsu
NINOUAUDAINADINTT (Wants)

v a = ' a1 = = o Y a A . .

UN3N158N 2 Munnanteruiswelaiun1siiusnig Ae Chaplin(1968) uaz Millet(1954)
(@filuBasn guan, 2548: 6) lag Chaplin Na1791 ANURanelIReAUIdnveENuITuUINTHoanY
UsNImNUsEaun1sainlasu a1nnisitrludnnevesuusnislugniuuinisuug Wwuldeanu Millet
-'-NI 1 =3 b4 = Y a 1 % [ a 1 aa % 1 éj
namdsnisaisanuiianelalunishivsnsunussrivudiniuusnisihiivaneians dwteluil

1. msliuinisegraviniieu(Equitable Service) visngds mnugfsssulun1suImMsNuNIAsy
Fallgrupiinauiannuwindsuiu Tuwinguane UsssvunnauidenisiasunisufiiRegiainiieuiu
1A5uN1sUINISMIBNINIgIULAEINY

2. M3UsNsAnswa(Timely  Service) n1shiusnsasaaanayvieulmsudeusza@nduag
Y04n15WUINT mnldnseanatazasienulinelalifuussnsudiniuuinis

3. N19lAUINITeE I ieane(Apple  Service)  uwuneds nstRUINITAIASTERBAN5TE

&q

%4 =

A9l 1IN IAUINITUALEANIUNTAUS N0 E1UNNIZEL ANULNILABUNIDNITATIABLIAN

€

=

sglimuvuigninddiuiunisliuinisildiieans wazanunliusnishiladediuie
IinanueAsssulun1ssuuinisvesUseyvu
4. nsliusnisegssiailos(Continuous  Service) nslusnsasIsuzaIniasgiownluly

o w

pgvaiaue InednauselovivesaisisuziudAry
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5. M5MIUIN59819MIMUN(Progressive  Service)  NMSLAUTN5a15154EURIN1ASTABIINTT

'
a [y

YFuugsaninnisiiuinisediaus luveafsegiunudiindneinswiauudaisiiud seaniainmie
ANNENNTINIREYIMT R

=

nanlagasy anuianelafiennuidnd1ag vesSuuims launanuidnlinels aruidnnela

'
al

wazAuIAnanelaunigsuuinislasuangliuinis lng

Yo

HSuusnmistaidseuiiguysednsaimnis
le a N

nuvesnshivinisivddiaaniald seduauaaniswesdiuuinistuegivussaunisaifiaelasy

U3IN51U UYaNETUUINITAUBU 13831NU13aN56199

2.4 yurRANguREIRUULINS
2.4.1 NBHN1TUINI5V89 Gothberg
Gothberg (1999 $1¢lu a5yn uihdes, 2548) Iflauenguiitisdtunismeuausuignin
Tunsfuuinsiiseselud
1) ANWAZVBINIUUINIG UUIMsHANEENdIAY 4 UsnIs Ao
1.1) uusmsifunuitinissanuaznsuslaaintundenty felierafvunaiiy
Foansutueuld usgfuildusmsindesmsilelauavdosniserls

Y Y

1.2) muvsninidusiunlidenadinuadsuimiuaraniilanisualdusnns

lﬁsﬁuagiﬁ’uﬁaulﬁusuaﬁ{ﬂ%’u'%ﬂﬁ A1SAMUAUS LI UAIMTNR kD199 18 UBnNAINNITANRAZLLAINY
1 < 1 5
UL UUNIUY
a [~ P a v oa ¥ 1 a a A v a ¥
1.3) uusnsiluunlddfidudn lulnands da0gSuuinisazla
Aoanuitanela anusdnduafuilduinig daununmuainisuinsialudeddy
1.4) a’mu%ﬂﬂiLﬁuqquﬁé}’aqmauauaaﬂa’]mG’TENmwaﬁ%’uﬁmaﬁuﬁ AU
AliUINsaTAeansaunauausinaaniial mndanailadediuinisaiuimunis
2) 29AUszNaUYRINULUINTAsUsENaURIEAMAN YL 3 Usens
2.1) n¥ne1nsild desdenasslnasnnaoInuAIIUABINITYBINTUUTNS

e

md)}
2D

AN
2.2) yransfliinsdesinunin wazdimnusevilunuiimiessuiinveuiduode
2.3) msdoansvesfliuinsiosanunsadeansliiuuinadilelfidueded
2.4.2 WUIRAANINNTIIUINIS (Service Quality)
Parasurman Zeithal and Barry (1990, 91909hu DI LAIERY, 2548: 18 - 19)
¥nanrin Mauinisiivszauaudninsdiossznoudeanaufsne feil
1) aruidedioldi(Reliability)  Audedeldvesnisliuinisiifiauninyszneusie

ANELELD (Consistency) wayALian Ly (Dependability)

FIENTUNANITTITIDAIUTIWBL9nITIAUSIT F1neruyanuinIsanwidseudnyiup sy Teudseanal w.a. 2565 91 10



2) NIMaUAUDY (Responsiveness) Usznaude auidulafiagliudnng anundouiiay
THusmsuazmseiianan dnsAnsosdseiiles wazfuRsegFuuinmaiduoged

3) AuaNnsa(Competence) ANANNNTAAIVDIRLAUINNT LakA ANaunTaby
mslsuns mnuanansalumsieans wazrwanansaluanuifiagluins

4) nsifeusnis(Accessibility) visneds glduinsansnsadifenisliuinisisegied
AN Fauszneudae gldvinisdaiiuazainlunisdlduinns seideu Junoudisg
Ligennieadududeou f3uuinslinaisenssies ldsuuinisnsanal anuiliuinseglugad
H3uUsmsinsielaazain

5) anuanm seulew(Courtesy) Hliuin1sAITHanANgnmseuleusarsuUINS T
mMsfeufuiimnzaue wagiynannmila

6) N3doa1s(Communication) Usenaudie n1stuasaumuazdnuurnsliuing
msosunetuneunsliuins

7) Aaudedne(Credibility)

8) anusiupslaondy (Safety)

a

9 ardla (Understanding  armndrlalufidfearndlaluiagiuuinig
YOIHLAUTNNT A N1siSeuidldusnas naslvdtuugdiwazienlald waznislvaliuaula
soildusnNIg

10) n3a¥1edandudesld(Tangbility)  Asidosa¥ieie nsmisuian gunsal

TinFoudmunsliuinis n1sw3eugunsaliie d1uieANEEAINLAKSUUINIT wasnN15InanIUN

AMSUUSNSEL DAY EI89l

2.5 LUARALNEANUNIST IAUSNISENSI1504S

[ [

nsliuinisansisasifunszuaunisliuinisfifiidnwuzfunadn lneninnuieany
fsuiaveulininensuazndnldmuuazglivimadhdainsliudffoindussuumslsuinnsia
(Verma, 1986 &13fialu fivin® mguity, 2538: 30) MnAnumuieiana1ssmulaindunisiansanlagly
WWIARALBeTEUU(System  Approach) Tagniissuglvuinislddadedndainput)  dnszuiunisnée
(Process) wazldnananiintu (Output) Tnesdulumuunuiitimualy dedu nsusedfiunassaaelingu
femsliusmsfintuindidnvawedisls %qawf]wﬁayjaﬂauﬂé’u(Feedback) Wendudadeind(nput)

siald Tneteil szuunsiiusnisatsisaedalldnwusidunainsannannls
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WUIARYBY Verma AINaNITN9AY AANUaanmasdnukuIAnued Gillbert and Gutherie (1977
gafidlu e Fmduge, 2541 15) lesdfiuszinunaisiiansanfenanssnuilinuainnishiuinig

a 1

FsanansainldaniiruaivionnuAniuresiuuinssessuunsliuinng dau Weber(1966 8n9filu
o3y ufdes, 2548 24) lenanfensliuinislinn msliuinmsiivssansnmuanduusslovise
Uszyvusnndigaenisliusmsibiddsdeiayaaaviofunsliuinsiumannersuaiiiduend
nnAuAslEFUNMTURURTIWIL gL unamdninael

[

2.6 9NN

e

a

LY a

nia WuiNa(2547) AnwianuiianelavesUssu1yunanisiuinsueanednds MAUIALAS

)

guas1wstl wud Yssrwulianufianelasienisiiuinsvesnasrddlunmsinluseduinn Weiarsan

'
| a

e WU Fudiiiedsgeande sunsluimsvendvming sesasndesuszuumsliuinig
fumsUsEIduius uavduenasaauil dadeiidnaieruiianelavesuseuausenisliuinisves
naamas lown nsiigAdundnaumeauna wazsuundTinfnsonuiunasnds

931 uIN(2548) AnwiAufianelavesussurufanIsALTNIUYEY aun. U1ude S1nedumn
1 winaynsasnsiy Tundveslamn guasse wasdalauauiugon1saniiuauves aun. wuil aua.
ftgm13esnisnate lflauaiunsolunisuimsau fyaainsdes vadeyanitufenisves
Uszv1wu uazdeyaiviuasiy fudssanauuazuganyuiies 1ammdadilaluunummiives
e uazlisunamiiligndes vansiidusinvesuszvvu wlenieuazununuveansliaenndes
furiesiiu waz oumpaAATIAR uarddoiaueuuymafinagiauiyaainses aun lfuniu
msdonauiifianuannsadiluuimseu msudlvdymansaielu sun. adsdmunydinnsing
#1170 aum.IﬁqﬁTu msdiddymuesssrrusasiausivaliuniu asialonaliussesud
dhusulfinntu uazesiinadendinmenssunisuimslaenssainyssrvn

Msfnwvesda JauaoandostunisAnuiues asyy ufdes (2548) Adnwiaufisnela
V99UV IVUADNITINUTNNTVRI0IANITUIMTAIUATUATNABY BNNYYMIY TeninATaziny Tuud
vosfaiauauuy Aeasinisudmsdiumuanslilssnauidiuiulun1suimsldinntu mafudeya
dawndeuvesuvuiiosznounsnaunuddiuany wuanulusda msvennutigmdosruinng
MnaoFnwwazmhsruneluguey msinsaduagdliyrainsidilondlunsfinusdelviuniy

&S aALdY WazAny (2557) AnwiaiuiianelaveSuusnisvesesdnisusmsdluiiuaniy
vaine 8LneT1du Jmdngran lagldisn1sigauiuna nans@nwinudt Tunmsindssusuianui
welalusziunelaun (X = 4.51) Wefiorsursiesiunuidiuiiidnadegefian (X = 4.58)

& ¥ 5 Y a = = U 1 ¥ f—
AEAUNTEUIUNSLAETURBUNSIIUSNTS waziinuisnalveglusedursudianely (X = 4.42)
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A 1% a 14

ADANUAIBIUIANUAZAINWALANNALAINTUNISTAUTNNT LAzl aNaNTUITIHUD L ULARZATUNTL AN D

Ao o

ANufanela wudl AunsEUIuNIsaETURauUMSIAUINNS MuiiliAiadeasande auldinaluladun
Frglunsliuinig Sanunelaeglusyiunela (X = 4.67) waghilAdeifign Aoduduneuns
usnislduinunevateduney Fellainuiianelasgluszavroudianela (X = 4.45) druyaains

AliUIN1s wudt msliuimsndenadvasan feldidenufuilunislviusnig danuiisneloeglusedu

|
o

wolaunn (X = 4.68) wavnilanadesfgare dausanuaiuisatunisliuinig dauianelaegly
SLAUABUTINE}D (X = 4.42) F1NSUAUEIBIUIEANUALAINLUNITIRUSAITNUIN NISERUSNISAT
' = a A v a U v fa o o ] ~ ¢
Aadgaian e Yrederinuuenynuinisuariressuduiusidaausasidiladne danuianela
agluszAunalanin (X = 4.71) wagauyamnanisinsiedealsiiton1sliuinig wudn msliuinisnd
' a a - o o0 W a ' P P~ e | o e —
Aadggaanfelnsdnidrinnuaiunsadaselade danuimelaeglusyduiianelauin (X = 4.84)
Yolaua UL PINNISENYIVELNET IUNISANYIANUNIND L lUNITIRUSN15U9999ANNSUSINSAIUAU A
Mguae fie BIRNIsUTMsAdINMUanIguainIeAITtuasInIsliusnMssunsAnsiddnauanunse
fasaladte FududiunilensmulewInIsinfedaasinon1siiusnis Wumunlaaiauy @a3519auie
wolalviiuasAnsumsdimuaniguainizainian winsusulsnisiiuinislusudledeninuuen
auinskarieUssduiusndaauiazidiladng Falnanisusaidiuanuiisnelavesdssvivulusedu
AaudNaNala

3135y deunseglnn (2558) lafnwiadruiianelasonisusuisantudnuivesns

1% '

defndrinauuaiuinsAnwdseufne 1we 31 wans3denudn 1) anuieladenisuims
a0uAnNYIveIAg Fsfndrinauniuiinsfnudseudne e 31 lagansiueglusgivuin
Sefinnsandusefunuineglussdiuinn 3 s fe fudvinis suumsauyana fMusuUszanm
nazsEAUUIUNANs 1 6y fie Mumsudmsnly  2) mswSsuiisusssunudfianelasionisuims

[ '
v o w N A

anuAnwIvesn; dueddnaueiuinsAnudseudnu we 31 Suunmusiuuiiseusazan
anufinen wudtdnsfuedelifeddy n1eadafisedu 005  wazdleswunaiuuszaunisel
Tun1sufuRnunuinliuansneiu

aquh K913 uazAy (2558) Anwiies Anufianelavesussrvusenisliudnisvesesdnisg
Uimsdusuaimg lagldisnsdalsina nansfinwinudn naudiegiadumandgaunnnineyng
wemdeRnidusesas 60.8 uavinameAniluiesay 39.2 nqusiegdnlngfiongeglugag 21 - 30 U
Andudesar 31.7 diulngaunsinulusziulsyaes Andudosas 31.7 waznqueiedisdiulng
Uszneua1innunanssuwazsudng wiriu Anlufesas 27.5 dmsuaufisnelalunimsiy egluseu
AauYnawela (X = 3.88, S.D.= 0.57, 77.60 %) Lﬁaﬁmimmmﬁqwa%maé’mﬁﬁﬁhLa?{aqqﬁqm
2 ¢ e anufimeladenisliusnsdaiuneld mdlsadou mEffu Gruselivien®) (X =
3.89, SD. = 0.60, 77.99 %) LLaSﬂ’J’liJ‘ﬁ\‘lWEﬂ,%i@ﬂ?iU%ﬂ?i%ULé@ﬂiTJ%@Wlﬂﬂ w3en1sliuInsveya

IMES
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i

= 3.89, S.D. = 0.61, 77.99 %) wagruniiAadefNgn Ao Anuisnaladensliusnsiuleddn

vYa o

viTeRiin1g (awyuwuy) (X = 3.84, S.D. = 0.66, 76.84 %)

Y

eX2e

&

s

a = ﬁl = 1 Y a 13

A0WA N1913 havAMy (2560) ANWITEY AINNTINDIIVBIUTEYVURBNTINUINITVBIDIANTS
vinsdusuatang Ineldignsidauiuna kan1sfnw wud nqudegrndumeandgunnninnayy
wemdeRnidusesas 66.0 uavnameanluiovar 34.0 nqusiegdnlngfiongeglugae 21 - 30 U
Anluseway 34.5 nqudiegediulvgusznauen@msudng windu Aadufesar 52.0 wazngusios
1 1 = LYY = =] a [ b4 o o =2
dnllvgjaunsnuiluszaudseufnvineulatevielsa. Anludesay 63.0 dwmfuaruiianela
Tunmsiy Ianuitenelasienisiiuinisves eun. agluszdunelauin (X = 4.53, S.D. = 0.08, 90.68
%) WeNansanaruianelasgamunilanadegnian fe aruianalasen1sliusnisnuldn gie vie
NunARIUosiuusnnassaiie) (X = 4.63, S.D. = 0.13, 92.69 %) s0sawNAD AUTINBLMONTS
usnsauledadnggeeensegiing (Waunguwws) (X = 4.62, S.D. = 0.09, 92.48 %) A1FUMDIN
Ao Anuflanaladanisusmssusessniewnd viienshiusnsdeyaynans (X = 4.55, SD. = 0.11,
91.07 %) wazadiuaaving de anufianelasienisiusnmsdmiuseld adlsasou mEnau Gusela
Wien®) (X = 4.35, S.D. = 0.18, 86.94 %)

o o w & A = = = vee ¢

naudnensdinnueiuinsinyUszaufnuaassnd we 4 (2563) laAnwiaruiianela
Yoy TUUINSHAzATaUldaIudsnoNTUTIILaYN1SINNISANY Tauvianistnusnig vesdrinaun
HunNsANwIUTEaNANWIgATsIl W 4 nan1sUsEIEuNUI ANUTenelavewSuusnis wazyllaiula
Ao nan13UTMsIANTsIY Usmsauily egluseduinnduly dasaiuiesas 92.98 gallmnuiianela
TusEAvgIan @un uIuUsTERI AUIYVINIT WATAINUIMITIIUYARS 1ANLRRYTOIRINIANAIAY

oy LY =2 a a k% I [ & a <

widsdlsgauanuiianely Aeuv1ein AnnsUssliuaedelaesunay egluseiunniuly Anduy
[ v v a 3 ' a < o w & A =2
gnsaiuievay 91.31 Fuilaveulun1siiusiusnveyalunisusadu wWiundinanuaiiuinsany
Useaufnyr  9ass7l Lue 4 AIsHRIJULUUUTEANSAINNITUSMITUaEIANISANYY 919 4 fu
Tfnauianelaun  g3uuimswazgilatuliaiudsnngdau lnganizaiuuimsiill Judlssau
auianelatesdian aufiuRageulunisiiusiusinveyaiuin §5uuinig wagdfiasuldaiuds
fpudanelalunts  vsnissedvaunnduld lussdunsuviaunn drdnauunaiuinisdng
Uszaufinwgassnil e 4 msiagULuy wasdsednsaimnisinuinig nllssuutnaugedu

audd Jan1  uazaue (2565) lafinwianuianelasen1sinnisAnyivesddnauunvui
n1sAnwIsyauAnwielass e 1 wan1sAN®INUIT 1) A1u3n1s Alnanisusziiiugega
Ao Msdaasy advayuliyana sernIndlsaueieg Tdwsu lunmsianstnwiwaziluunaasoud

Tudiefimuaun nmsfinwiluguuuuinietne Aadudesay 96.49 Auade 4.42 2)
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AusuUTEanN Nilnansusiiugegane n1stma AU Aeauuae nT3aeunsidauyseunuues
aoudnw Andudosas 96.44 Auade 4.82 3) Auuimsnuyaraninan1sUssdiugeaae n1sdav
Joyaasaume  §n5INIAIAT UATUAAINTNINTSANE Naeannesiuuleuty annlymiwazadny
fosnsvesanuAny Anlusevas 94.69 Anade 4.73 4) dun1suimsniluiiinanisusziliuasande
N15UsEaIY duaSuaiiuaserneAdNTINLeIINUARENLIEU d010UBIANTAIATTLALLEN YWY
Y Y = a & v i a % i
seauninensiieiauInuamnsAny Anlufesaz 94.15 A1lady 4.71 Yelauauuz wuil Ay
wlgugarsimundneninueainsiudinenu wesiuiinsAinwsunssuiumNdTeiiiivannueg gy

TymmilduyaansmeamsfinuiRuannsaleeunsndualilanudmnegeuiinasenisujuanti

FIENTUNANITTITIDAIUTIWBL9nITIAUSIT F1neruyanuinIsanwidseudnyiup sy Teudseanal w.a. 2565 91 15



Asatiunsing
Msfnwds Bos anufimelavestiuuinisiddenisliuinsvesdtnauaiiufinns@inw
fsoudnviunsnuy Tinguizasdiiiodisianiudianelavesgiuuinisdenisliuinisves
Tudrineuasiiufinsfnudseufnwunsmunlagl$33n198UTina (Quantitative Research) Tngld
wuvapunufiandunnmmumussansiisdeuaznunseunsUssduiiieades Tns anss]

Anwlaanfiunsdnwneseldl

3.1 NguA29819
nauseglunsAnwaTalfedfuusnisnnmihenuiiieites asiazyaaINInaNIsAnelly
defndrinnueaiuinsfnudseufnuiuasnuy 1suuinisandrinauueiuiinisfnwdsey

PATWUY U 200 AU

3.2 nsa9iiantglun1sAnen
wsesdlentdlunisaniiunisAnulunselifouvuasuatuaitufianelagiuuinisnilse
n15lrUsNIsvesEinuntuinIsAnwTsauAnwIuATILY Fawuady 3 Aoy Ao
a v Y P
noud 1 Teyaniluvegnounuuaeuniy
AOUN 2 ANUNINBLARNDNSIAUINITVBIANUNINUVANUNNSAN B SEUANBIUATNUY 4 AU
v a = & Y a
AUN 1 AD YUABUNITIAUSNNS
ANUN 2 A YININITIAUSANT

% ¥

AN 3 Ag LTINS

a

Py a & . o Y a
ANUN 4 AD AIPIUILAUAZAINIUNISIAUSAS

(%

wuvgeunuluneuililuwuugeunuuinsdiulseiliua(Rating Scale) wilafvuadnauld

5 52AU 198ANNNLNEYRIANUNMTNAZLUUTIA e T

seauaNiianelaniign  dwineziuu Ae 5
SEAUANNTINBLANNN YIUNALLUY AD 4

sepuANURwelalIuNae WIUNATLUY A 3
SEAUANUTNINBLATIBY UIUNALLUY AD 2

sgauauisnelatesfian dminAziuu Ao 1
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ATLUULAAY (X) Y1319 4.51 -5.00
ATLUULAAY (X) SEWIN 3.51 - 4.50

ATULLLLAAY (X) 581319 2.51 - 3.50

MneDs denuieanalaseaufuin
e denudianalaseaun

gD danuianalaseauuiunaig

= A

ASLUULRAY (X) 581309 1.51 - 250  uuneds dszaumnufiawelates

= U =

ATLULLRAY (X) 559319 0.00 - 1.50  maeda msmumquwdaﬁaaﬁqm

Lesfsuinasinsinsesunnuiianeladurndesar(%) seluil
sziumnufianslasyvinefosar 90.20 - 100 vnefs welasniign
sgauaMUNanelasenInedesas 70.20 - 90.19 wunens walauin
seauauianelaseringdesay 50.20 - 70.19 nunehs weolalunans
seauauRanelaseringdesas 30.20 - 50.19 wunei welatey
syunuianelaszyinefosas 0.00 - 30.19  wunefs welavesiian

HOUN 3 ToRANIULASTDLAUDLUY
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