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ye3ald msznadiesiidriundmiverannsoiuifeyatans raensunsruIuNsAneg Miieades
SUnsaRUENIsans sy dewalviiunuigasdessyinseidlunssuiiuns
2.1.4 wuRaRuguRBaiugunINsTFUINTS
aanmlunistiuinas wanefis muansalunisneuausInuAINITTBINIIINUING
Fnsatupnseanavegfuuinsg deezilsziuuandraiueenlumuaiiuaianiueiniazyana
Tnoaunmnisiuinisavsissddafiaszinusinag Fail (Fva1a Vinddv, 2552)
1) 1NESINADITAUIAANINNITIHUTNS
u‘;‘aamnqmmwLﬂut‘%aqﬁaﬁuﬁu%uuaz:‘jmﬁUsznauw‘%aﬂﬁwa'\uati'nﬁxﬁ'\mxﬁmﬁaq
sudnalvinisussnunmdndudeminnsuesninuaiediu las niouga (Gronroos, 1984 8nadislu
Fuanad ATy, 2552) ldnannfanmusin1sfinnsaiaunmnisuinisitannsaaineliifiaduld
guvian 6 Usen1s na1ife
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3] - -
(1) maduiloondnuaznisiivnwreoadlvuinig (professionalism and skill) 1Jun1s

UERET VP! Q'i’uu?msmmsn%’ui‘lﬁmnmsu'h:‘s’mﬁmsmné’lﬁ'u?msﬁ'ﬁmwi’uazﬁ’nw'lunuu?ms
ﬂammsmhLﬁumsur'\'lm‘]mmvi'wq In"au"nﬂsguuuazuuuuuu
(2) inuaduarngiinssuvesgfliuinis (attitude and behavior) ¥uu3niseziia
m’mi’ﬁn‘lﬁmnmsﬁ@'lv‘iu?msauhﬁwvi'uﬁun'\mr'ﬂvﬁtumm"w] MAntudoviaidduiing
waraiuntsuiletgyyiesiusesau
(3) nasitanuldedrsinsuariinaudangulunisliuinas (accessibility and
flexibility) §5UUsn1sezRaIsuInanuisalilvuinas warnalaFuudmsnngliuims suds
sTUUNsUINsndmeTenly Wesnneeuarmnliugiuuing
@ mnailinslauazanudedold (reliability and trustworthiness) g3uu3nisazyi
MR AVMERINTlE VLN sbuiTeusosuds FanisliuinisvesdliuiniserdoafiRnu
Aldunisanasiu
(5) msuilvaniunisallindugnizund (recovery) Ransanainnisiinivgnisal
ﬁ‘lu"lﬁmﬂmmiehwﬁ"\Lﬁm?]'uﬁatﬁmmmmiﬁﬁmlnﬁ wargliuinsanunsoudluaniunisaiiug
LeviuviaeiidaedBnisiimnyan Faiil¥anunmsaindugnmaruna
(6) Fo1dvauararnuindeiie (reputation and credibility) d3uuinisezideie
lufeidosvesdliuinisanmsigliuinmssiduismsdeinnasn
uenvINi anw uarfn (Steve and Cook, 1995 : 53 81adelu Fva1ad vimddy, 2552)
ﬁaﬁlﬁuﬁu'jwﬂmmwmﬂﬁu?n1wawu‘wmuvﬁaaaﬁn1517'(11?1’\1%mse‘:’ammmﬁmsmﬂﬁmmnmvi
9 Usens wasieluil
(1) msitfsuinmslivuiinnunnudsinisvewsuuims
(2) ArmazmInveiaTisslunMsidITuLInIg
(3) muindedolindlavenisliuims
(@) nsivimnuddgeerSuuimsudazau
(5) 3IPANUI NIV AN USN YA YDIULINTS
(6) prunwmsliusmMailuseriadifuinisuarmendinisidriuuins
(7) Foidusvpauinsnlasusanfamsengesuuiwsluuinig
8) mnasaitlunisliuinisandiBmmglasianis
(9) Ausamilumsiuinig
aguléan aunwnsivinisiy Wudssiiiaududounarmainvatsluwiynvesnis
9715840 uvinszﬁ"uL{luﬁﬂsza"n'éifm'hqmmwmﬂﬁu%msLflut%'aaﬁﬁnﬁ’mﬁq@'n?mwmmﬁms
slmudrdguaziumennuauls ssnisidesnisanudniaveanisuseneunishidieniunindy
Foonsu JspdliruaularousvisiuEosnmuamnsliuinisinasumisieundalaninanu
2INTTUALANUAIAVIILBILSUUTNIT AR AuTR
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2) MuUsiiisnswaronmunmnsIRu3nas
fuusisianswaseaunmmsliusnisusznoulugie
2.1) mwmnwnnuqmmwms‘lﬁ’u?ms Wumsmenmisalaramivesduudnisifeatu
n1suinisiwrgldsuilewnlulduinng mngsuvinishinanels nmam’lwmmmmmw‘lums
- Tusnasiiiow mnusuusmwmwmwa‘lv wanean dauninlunisivuings uazdiuuinig
A uysevule aauuammms’lwusmsuuuqmmwgwsaummmw‘lums’luusmsqa Iauiuvma
WITIYIWY warivess (Ziethaml, Parasuraman, and Berry, 1990 81a6alu 'B'm'\au YinAdy, 2552)
191ﬂ"MUﬂ'UQ‘\')UVlL{JUﬂ’m’MUﬂﬂTwﬂ'\ﬂM’N'ﬂENQiUU'iﬂ’Iﬂ’J 4 Uszmseneiu #ail
Usznasusn msuvenuuuvindeUin nisaianiaiiinaindiveniaiiiuninu
MnAuuzthveaieu viegrdainineluiuuinisluanuiwianfusnneu wazwuindinisliuinas
Wuegned swiligiainmumenisierldduuinisiguliu
Usznasiana m’mv'?aemsehuunﬂaawwtﬂuﬁaﬁﬁﬂﬁszﬁ’ummmnwi'e

-

< - [
'anuﬂﬂaaq.luszﬂllwaﬂaqqqnW\)J mﬂ

Usznisitann Usraunisallueiin aauaianiiduiiasinuszaunisailusin
ﬁaiwl.f'w‘a'n‘faqr‘fszzaUmsrﬁﬁwumw%msﬁmu‘lc-'f%’uuasﬁ5w§waviam1ummw3’ﬂuﬂaqﬁ’u
YDIRTUUINS

Uszn1siid mslavuiuszeduius Wuaiumianisiiiineinnisinsedeans
wWeluinagFuuinisdaduiinisdearsnisasiwarnisdearsnisden (eadrenaudetu
Wungsuusnis wwu nstiuiniseeausiala asesenan Wusnu

uen9 Nl Wuueiuazinelvils (Tenner and Detoro, 1992 : 68-69 81afislu Fwa1ad Wndady,

2552) leiauefidaduiiidninadeniiuaianilunisivinisvesdfuuinisiiisudiu luvmue
weaindvIn1svisassviu §5uuinms danudesnisiiazldmunianiivesnuldunisnevaues
w3sussanansnsasuiau warduualiuiisreeuiunislivinisdulasviiniswisuiiisuiu
 Usrzaunisalaaneeldiu neudiazdiszAuinmsiaus dauuinisezianauianelaisedieldiu
Uinsiineuausrenudeinsvenel daiu lumhesnuivsravmuduislunisliuinnssasses
Wumilrganuiiannsoinuieaua1anawedgdiuuinis uavadieanuianelesediuuinig
¢ognsnsuiugnies Tneleduiiidninadonnumaniwesgiuuinisusznause

(1) Snwazu3mMsNgEuUINsABINIs

(2) seiurasnsuTRnuvanisiuimsagiuuinisiaels

(3) AuduWusUe LS STd Ay

(@) pnuAswelavadTuuimsreransufiRnululagiu
2.2) NM3TUSAUANNINNITIIUINIS
Iuwmqugmmmwmmﬂu n1535U§ vunefie aunsneduieldegisdun Ae 38n1s
'qnnauadanwagsauq Aveynna aviuyana 2 ﬂumwmmﬂmmamnwv}uamqmmnumulﬁ'
Jouluideaiu udyanas 2 91938138 1580uTUTIAINTEAU (recognize) N1siiDNATT (select)
5Usza17a (organize) uarnsiAa (interpret) nfufnsydudnanlimiioudu sdwlsfinm
sufuugIuTBINTTUIUNITYBIYARALAALAABITUMINFBINS Adlon mMImands wavdedy
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- ¥ & am Y = . §
3uq il DAvesnisFuiauaImlunisliiuinig (the definition and dimensions of perceived

service quality) Usznauluse
(1) nan wmuﬁmawaamw‘\‘mau‘h'im'l%'u?n'\sLﬂalmfsa'lud'n'ln

w“ Ve J - '
(2) mqua’lumsmau'lq'lwsn'm‘fm{lun'ﬁéfﬂau'lﬂmg‘liusmsLﬂ?uusﬁuuszmu

Uslomildzuiusumuitlaasiy
= - - - - . ' Voo
(3) MUINTS waamnqmmwmﬂﬁusmsLﬂuL'sawaaﬂgz’fuwuéssm’mﬂwusms
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x V- ot » » »
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4 . Ve 5 e o ’ -
(6) N335 lasngAnssunsiguinIsuu wlafunisiarsuinduiiesvsnis

Yingsne vﬁam'\uv'\'aan'\sas"'nn’nuﬁuﬁuéwnn'\sﬁwswiwé‘lﬁuazé’%’uuﬁn‘rs

2.1.5 wuaAanqeiANuRmele
- - - - ) L x -~ -
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J -~ - :
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HUIMIINITUINS u.azQ’Uﬁﬁ'ﬁawu'%msq"lL{luﬁmﬂ'\smmmﬁawa’lwaac§%‘uu‘s‘ms wsnzdaya
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‘ i) - v -
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: wmsar‘fvé’nvmsuazg'uwuﬁ@'%‘uu‘s‘n'\smwi'ﬂ’ﬂﬁa‘%a

1.1.2) m’mﬁqwah-uaaé"s’uu%n'mﬂuﬁ'sumlszhﬁ’m'lumsuszuﬁuammw
YDINITUINIST mnr‘mms'lﬂﬁ'\Laua'u%msﬁﬁﬁﬂ‘mmwmaﬁ'un":’wﬁaamsmumwmaw‘x‘a

uaaéi’uu’smsﬁdeudqua'lﬁc}"%’uu‘%msLﬁmﬂ'z'\uﬂawa'lwiau‘%n'\iﬁ'uuazﬁuuﬂﬁ'mz'l%’u?msi'\

- " - -l o v v - - - v W - -
Bnseq W ﬂmmw'uaams'usn'ﬁvmzvxw'lwgsuusmsmwa'lwuaqnuanvmsmsusms*n'ds*mg

S it - P v a w s - ' - v
iy laun aniun gunsaiiAIesly WATYARNINBUZUBINUNIIUYINT aadeieliangle
- - v - v v oa v )
u3ng mmué‘m‘lamz‘lwusm‘maamumwgm'\ummsn'lums'lvmsmsmumwmﬂauu

L

YBINT

v ¢ wal
wazpdilanoyou
1.1.3) mwﬁawa'lwaqvjxlﬁﬁ'ﬁuuﬁmsL{luﬁ'zﬂqmn'\wuazn’nudu%

Ve we o oo
vaqugum'\uu%mn{luwamw{lu

DINUVINTT mslvpuddyfuANABINTT WaYAILAIANIY

: geuluniamsvauddigiugiuuinig
o . g - ' L :
1.2) audndtiafFuuinis annsouwdadu 2 Uszan A
- e - g o S - ol -
1.2.1) m'mmwa'lwaqgwusmsL{lumnanﬂuqmmw%mﬁmamm?ms

- [ - o v -l o =l
w93 UNANE9UDKIUUINTT Aoenpromgumiedeiidmunniuianele

syminflanaudAny
- - v o= ' . - -l
upUINIIINT A Q‘summmau‘lv‘\'wm'smmmﬁqmmw WAYADUAUDY

pefffuuimadmiving
v ﬁ - v
Asgeamarinumanialile
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1.2.2) n’nnﬁma’lweujﬂﬁﬁ’ﬁewuimsﬁwv‘c‘mmqmmmxau'\mﬁms
wareTIWUINIS a'\uufluaaﬁdﬂﬁmdaiﬁnﬂaanunsw;ﬂa’lﬁ‘lv‘u’uﬁasw'lﬁ'lun'\sd'\'sa-‘b"'m WATNIILANIDDN
famuanunsalunsvirnulidisegalclusaei Suitveuiuinmnufiawelslusuiiuasenisiis
Ussawsmwuas\]szawﬁua'uaw\u'luuviasaqémnﬂamw’sn11'lﬁm'mﬁ'\r‘n’tuﬁun'\sa-‘s"nn‘nuﬁmah
'Lua'\u'lv'iﬁ'uéuﬁffﬁuuu?mswﬁ'm'\u\ﬁmsﬁdauvjummmwmmu‘lun11|.i‘iuqmn’mmmg'mww\u
Uinsldaminbeg Auly 'lumsmauauaam'mﬁaamwmr{;’%’uu‘%msuazmsa%’umvﬁm‘n’uéﬁi
fugFuusmsilduinssen W

aguladn m'\uﬁqwa'l'\flun'mﬁmsLﬁm'ﬁ'aaﬁ'umwﬁawa‘lwum%’%’uu%n‘ndams
usns uazm'\uﬁawa'lﬁflunwua4Q’\Jﬁﬁ'ﬁawu%n'1s’éaﬁ'u*a"\mw'ﬁqwahv‘faaaaé’nvmzﬁm'mﬁ’lﬁtu
damsﬁ‘mmqmmw-uaamw'%msu.asmwhLﬁua'\uu?ms'lﬁﬂwaumwﬁ'\L%QL#aa%"\auas%’nuﬂ
mmiﬁnﬁﬁdaqﬂﬂannﬂuﬁkﬁmﬁmﬁumw‘%ms

2) Uadeitinasennuianwalaveasdiuuinig
AuNanelavB T UUINIS %uagjﬁ'uﬁaﬁ'uﬁﬁ'\ﬁm'] Fail

2.1) waANAMAUINTT ﬂ'nuﬁqwa'lwaaé:%'uu%nmsLﬁm‘fu dlelesuuimsnianuuy
AN LAYSTAUNITIVUINIINSANUAIUABINTS

2.2) 1AMAIUINTS mwﬁawa’lwaaé’%’uu%msﬁuatjﬁ'us’\mdw%msﬁé%’uu%ms
goUTU YEERIITUNINVINTANNUAMNINYBINITUINS

2.3) aaufiuins msvﬁwEau‘%mﬂﬁazmmi’iaéé’uﬁn'\sﬁm'\uv‘\'aamsdauﬁa'lﬁuﬁn
A2 uNanelafenIsuINag Vinladisa uazmsnssmuamwfm‘%mﬂﬁ'w’i’qﬁuﬂaé'\mummasmn
urié%’uu%n'ﬁﬁm‘lm?méwﬁ'm

2.4) nsdaEsuRUTEIUINTg m'\uﬁawa'lwmé%’uu%n'mﬁmﬁu'lﬁmnms‘lﬁﬁuﬁaqa
Ya3 vﬁaqnﬂaﬁun?i1'Jmuﬁaq:umwvaamsu%ms‘hﬂumemn

2.5) gIWU3INIg g'df'dssnaums/é’u’%msmsu‘s‘msuazéﬂﬁﬁ'ﬁmuu’s‘n'\ﬁduL{luuﬂﬂa
ﬁﬁuvm’mﬁ’rﬁ’mm’amsﬂﬁ%muu‘%ms‘lﬁ@'é’uu’sn'msLﬁﬂﬂ'}'\uﬁawa'Laﬁa%\vu Quﬁmsmsu%ms?ia'n
u'[umem'mﬁms‘iﬂnﬁ'\ﬁﬂﬁam’mé'zﬁ'mmaaé’%’uu%msLﬂuwé’ndaummsnmauaummmﬁaqms
'uaaé'%’u'u?n‘\s'lﬁuﬁnm'\uﬁawahlﬁdw nimﬁmﬁ'wjﬂﬁﬁ'ﬁewu‘%mw%awﬁ’nnuu%msﬁmwﬁn
fagFuuiniaiuddey QLUANINOANTTHUNITUINTS warausw3nIngiuuinisesnsiuauaul
olsldegrnfiuiishedadiinuean1suinig
2.6) ANTNWINEDUVDINITUINTT ANINUINABURATUTIHINIALEINITUINSHENENG
gopuianelavesgdiuuing Q’s"uu‘%msﬁ’n'«Jz‘awuamwmﬂﬁawmmsu’sms ARuatestuns

N

anuUUBIATANIUTR aasaapaneeInIsanuaaniuly nrsdauUaiuiidudadiunaansu
~seenuuuiagadedldluauuings

2.7) N3TUAUNITUINS \Jwanﬁmvwaamsﬁ’nmﬁzuumm%msaiwah?\'
15UfUR u’smsﬂmmna’aw‘f’zuazauaanaun'z'\m‘imn'\wm:&'i’uuin’u‘lé’nd’nqniea
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3) wuananmsiaEsuaiisauRanelolunisu3nag
- »” -
msiasuadivnnuRawelslunisuinas swuamnanei

ol 4.1) n13RINABUAIINAIANTILaTAI NN InelIvesdTuuInisuarglvuinag
pENANNAND

4.2) msivuaidmineuarfinmisvesssrnisiidaiau

4.3) MIMVUANAYNSNITUINNSTTIAMNN

4.4) MavaAuAWLAEAUFITUSIunguWITNaY

4.5) madnagninisaianuianelarediuuimsluuiviuavysudiuea

n1stasuaininuianelalunisuinisdnduiissfesddsfanaudrdyveanisaing

AR InelavesgTuuInisnismauglufumiufanelavediuuinisiaenisdisisuaznsivasy
ANAIANIY Larauianelavediuuinisuardvuinislunszuiunisuinisuaznisdanis
NUUIMS Wan1sfvuatving firmne warnagnnisuinisiiiuszansniw Faesyinlidgm

g ' Ve - - : e v ° <
Yeunwseaveantshiuinisiiatuluszuuuinisantiosas uaniihlugaudiisveseadinisuinis
Tunisadremnuianelagegaungiuuinis

2.1.6 »aNsIIUAUIA

“pdnsssurAvia” wisoradonlddn “nasuivasisnisviuidiesiia wansssuds
warusTEnAvIa 989" susidnduluunn “Good Governance” fivanetia nsuUnAsesfilus sy
Lilduurmnudalmiiifetuludiey widunisarauanuinduiausssuluniseysiuiu
Wudsruveunauywiiduiug 3 Faduvdnmsifientsegiauiuluiudiewardauetieiinimg
awa a'm1mUszmuUss‘iu‘uﬁuasﬂ%ﬂa'\uﬂcumﬁeﬁ’mﬁa‘imuz‘(uﬁ’fs‘uazﬁ'wmﬁmu’lﬁﬁmmz‘i’qﬁu
@ufua1n www.sciubu.ac.th/document/minsssaniivia.pdf. Weduil 11 ningimu 2560)
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aghaanenianaridusssu nanalasagy Ao anuinisunaseaniglinguune flgnsyvinnuaiu
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2) NaNAMNSIIU AD nsBndeuaridasiulumnugnieaiinu Tnsnssassfieaineriilon
ﬁﬁmu‘lﬁéﬂﬁﬁ’ﬁqw‘luaaénw?aam%nuaqe‘(muﬁadﬁﬁﬁ Toun Audedndqainninuidvaay
pmeavuUSuniuies muiiszidouidy Wudu

3) nanaaulussla Ao nsvirlidapududsuiiUanedeyatarsedinsalunsan
uasmmsnmﬂﬂaaum'\ugnéx’aa’lﬂmumsﬂ%’uﬂ;qszuuu.a::na'lnn'\sv'i'mu'uaaméns’lﬁﬁmmiﬂs’da
ﬁn'mﬂﬂmm‘iaga'ti'nmsw?axﬂm’lﬁdswwua'\umLﬁ'\ﬁaﬁa:&aﬂﬂms‘lﬁasﬂ'zﬂ NADAULTTUY
vﬁen'szmummswaauuazﬂsaﬁunaﬁﬁﬂszawﬁmw Feazifunisaiiennulindadaiunasiu
uazi'w'lv"m'nv?'mwaan1n%’§uazmﬂLanwuaam’mmmﬁmaﬁ‘uﬂu

a) wanaauildauiou Ao nsvinlidemandudspuiusyenrvuildiuionivg uariauaue
anuwiilunissinauledif g vesdenu Toodalemalvuszasuiigosmslunisidhanildauion laun
sy nsldaauanstsny n1sUsyyIRiIsinsuanU sy YA Wipdu waredanIsHNYIN
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warnIAgsNIeNTU
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6) MaNAMUANAT FUIMS Femsymindniininensaeudedie Fafulunisuimsdanis
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2.1.7 a3esiieftléianuianele
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nneie - anuvaweleegluszdu  ain
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1 wvnefy  ewfaneleeglusedu  veevige
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N W A W,
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2.3 Mudduiliieatos
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