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16. MIENEITUEY NTBULEATOUATI LAZAITINYT WYIUIA

17. msdabrdluazamuangauuazanuanu

18 msmuammﬂgmé’mi

19. MydnbrdikazauANN1TENEnN

20. msmuauANUaendy Anulussifouseuies wazniseundeluls
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25. NMSAWESUN1TUTENBUDTIN
26. NMININYIVDINTINNUATUAT
v aa ~ v & ° v A v Y] Y]
27. gy 9 suingvsneseylmdugiunantinves §i1519n1539nin
UIYEILAND INAUIAUAT NToMIUNANETINUAT UIeNTIUUAT NTaTguuUATIINIg
N3ENTIUMA e UINY W3aTinguunesz Y uninfvensunnuiiuns
28. UIIA81UIANLNNLS FUTU959UA1TAIUNE 13931915 IUYHNA
v a va Y o < a ¥ YY) &
szuaulvingamnaviuas  J§URAlalagliindunsesivnguln ng  nsensie Tededunse
Usznaa waaensal Tunsdl  Avidudetedunsauszniadaslasumnuiuyey 210
STUURTINNIINTENTINA MY
7 1) Wz ReAnITUSMT@IUIIRIRA W.A.2540 2) Wizs UYL ALMAUIAN.AL.
2496 3) WiEIVUYLRANIFIVALAZDIANITUTUITAIUAIUR W.A.2537 4) wizslayaAseilsu
UIMTIIYNITNTUNNUMIUAT W.A.2528 5) nz1vUaRseilouuinssnsnmsillosivegl w.a.

2542 (31903luyaians Audy,2559)

2.3 uurRauaznguieafuauiawele
aufianela (satisfaction) 1uvirusdmduuwsssy lianmsausadiuduguseld ns
M19gn51uin yaradauianelavdeld annsadunslasnisuanseeniideutsadududou
Jufunseinflagiannudfismelalagnss udaansaialdlaonsden lnonsinanudniiunes
yanAWATEY LagnILansAnfiutuazdomsafuanuEniuieiedsannsoTanuds
welatuld
2.3.1 ANUNUNEYDIANUNIND LR
AuRNanela (Satisfaction)  miunawIynsNATUIITNANEAAIY W.A.2542
(siudinanny, 2542) naniliin anudianela nuneds wals vaula wazvnuendusi W
vinefis s dadudtieniondu uag we vueds wiifidesns Wuanudeans mnuianela
fuiafuiruafidounusssy dldannsoseaudusuinld mauansoonisnrufionelady
Aouthafiazadududou usogslsfinu Akusnldfinsinanufisnelalasnisinnudniiuves
yaaa dlddgnanienumnevesnufianelaly il
n (Good, 1973) navrd enwitenela anefia anm grunm veseiu Al
weladafuneanamnmmanlasne 1 uaztauaRfiyanatuildedsdy
Oliver (2010) l#naadla mnuilewela (Satisfaction) 471 10U A widnvesgnini
uanssensiedufmieusmaidulusunmsamavismesgndn uaslilu 9 msdinduiinadnuae
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YosAuAIArUINT ieMAuduaruinisesiy annsaiiediily gndwelaldsedula Sesa
udssguishnieganindvenedinngld

2330 (1984) namiviruainazanufelaludmiannsoldunuiuldnsgi
ansdntlazmnedanaiildainnsfiyanadilfidauisludeiu fauaiduuinazuansdiiii
anmenufisneloty uasiiruaiduauazuandiifuaniwanulifmelathues

F3u wesaund (2542) Meldauvanedn aufisneladuauidnaieluialaves
uywditlimiioutu Tusgfuwarypraazaannefuamisddangils Sraaufmiedaniu
flasnnuaglafunisneuaussied axdienufianelaunn udlunswssiudiuerafian el

'
a

fanolaifuagnada delaildsunsnovauasmuiaanidly deilduegfudsidslalinasiiun
vietley

Iuadvs nse1ags (2563) lilimnumanedn avwisweladunslimeuidnues
AUl diusiussuuTaniimifiAeafuanumnevesaniniinden mamidnvesyanadisise
anmwindendiuansnaii Wy muidn f-a nela-liwela aule-liavle Wusdy

Adln AsaR (2538) Idaguuuidaieadunufimeladn mneds mnuidnveu
videwolaveayanafifiionsiulazesduszneuniedsgsladu q dauiviiviessdusznou
wdtunouauesaIdasnsTesyaaald yanatuazinanufiewelaluau Juazgfiaian
usame usdla asteRdealudouvesdliusseTngusvasdesnsdannin

Gusti Ngurah Joko Adinegara et al. (2017) lalvimnunnigvespinuisnslalu
ANAINAITUINT (Service Quality Satisfaction) viunefe n1sUseliuAuiAUdilaves

[

A3UUINITHENsIIUINISYesesAnsIgItatunsliuinig auianelaluganinnisusnig

TN MagUselugnnnitAun I nYeandugiduAwarusnsa vsuguslaa Usensnasins

N

¥

Fudnauninnisusnisilunauainniswieufisuainanuaianivesiuilaaiuuszdnsam
Y0IM5UINIAARTL YszmsflanunisUssiuamnililévihifissegnaderdunanisliuins
sufsmsussidunalunszuaunmslivinisanufimelaluaunmnsuinistadunainainnis
Wisuidisuauaavisresnsuimssuasilasu fufu aunmesuinisiadunagnsdiddy
dwsuanudnialuanmuindounisutetulugsiatagiu

Melo, Hernandez-Maestro & Munoz-Gallego (2017) lalvA1numune oAU
wolaluganImnIsu3Ng (Service Quality Satisfaction) wsneds lunsUsMIATANEN AT
diutuanmsiuiuazanunian lwessuuinmafsituauamnsiiuinmsuazanufioela

a

& ' Y a I a a a a Y a Y
LUUL?@QGU@\?@?MW']SUQQﬂqisLWUﬁﬂqiaﬂqﬂuﬂigaVlﬁﬂ']WLLa31J'ﬁgamﬁﬂ\laiﬂElﬂ']'{hﬁ‘Uiﬂ'ﬁQﬂﬂflﬂjEJ

3 a

< ' 1 [ LY Y a a v Aa [
anualaguatelaldegraduiuies lngesdnsgsiagliuinig usmsmenuamndaiu iy
A wazAMNINYRINITUINSmitandnaudadu

a1vIsgUTEMmauans ansfadmanitasineimanshasIngmans unIngauunINuy
25



Munoz-Gallego  (2017) lalvianunungvasninuiianalalununinnisusnig
(Service Quality Satisfaction) snefia iunisusmsfiiaunmitdunisnevausiniudonis
wazANAAYTweadFuUsns Turaiinssnwigamvesgn AnnmnISUSANS vaneds s
‘UﬁzLﬁuizﬁ’umﬂﬁu%mﬂmmumaqaqﬁmmzmiﬂizLﬁuﬁ]zﬁuagﬂiﬁ’umi%’uﬁuiwdwmiwum
fuglviunnafsrdundadusiduduazuins anudesmsdiuyaralszaunsallusfinuay
ANHUNYIYIUNNIIARIAVDIDIANS

Kwok et al, (2017) lalvimnunungvasauiienalalununinnisuinig (Service
Quality Satisfaction) #1884 %uagjﬁussﬁwawizﬁm%mwmi‘u'%msﬁﬂumsmauauaqmm
FosnisuaraunIavianesuuinig dduaunmnisuinsanmnsadilalédinduluaia
FormunvosiFuuimavdeduilaniitirnuiimelasonnnmillsinsilssu

Asma et al. (2018) lalviaumnevesauianelaluguninnisusnis (Service
Quality Satisfaction) wuneds WunarnainmsiUieufisuseninausnsfiaainagladsuiunis
USmsiisug uananinuidusniivsUssdunmuaimuesnisuinig wesnmsdndmdoniy
waznsuslaa dmsuaaninnisuinsvinliiruefivedsuuinisiinisussliulaesay dewdu
nsuanteenveADslauarsEANEANINNSUARIERNTIANLUANANTENININTUTANSTIAIAGN
wsuilaegFuuimavieduilantuies

Wulandari and Novianti Maharani (2018) lalviaanunsngvesaiuisnelaly
ANMNNTUINIS (Service Quality Satisfaction) e 1uauiaruidrlafeafuaunm
¥9an1sUIMsiansaNsiuviodudedldanasyunesiinianaanmasiniuuuay
Fruuimssuiaunmilelindnfusiduduazuinig magFuuinisasn limauiganinms
Tuinsuaznsdiiunu quamisuvesgnandunsdndulaviefinnsanianuainves
uimaiRgdestuaruidnuesynnalunislingndasiaudwieuinig dafuesdnsfiieadesty
msuins dedldladununmvesuinsiieaiismnufiemelaliiugsuuimmieduilan uas
Humsassemudnilunsnduanlduinnssdnaduardedinsvendeuasiuzailfauseudng
w3eAUIIN

Nethengwe et al. (2018) lalvimumnevesaiuianelaluanninnisusnig
(Service Quality Satisfaction) nunedis lunrwimnutlafefugunwnsuing uagnns
Sudpannmsuinsidudiansnisiiuinsuazazvsendannudululsindelanisdnnis
waznsfuivesFuuinmamieduilaasglisunnuiiertugunimnisuinisiasinuaenndes
furdoruediendsiu axvtliaiimelavesgnéteraduiivssfndnieidululdniu way
anunsavibigsuuimsiieanuiniuaziinisuense
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n3vd Sungds (2563) llvimnmmneieufionels vanefls mnuidnveayanai
sonsn 1lumsuindumnuguvesyanaiitinanmsufdRcuuasldfunaneuumude waf
Hueufianelaiivillviyaraifnanunseieesu fuiguaziddlalunmsufoinu
fioun wavndl, gufinerfauds, uazdssdnd siiwn (2563) Ieliaumunedi
aufianela ududsiiAnnnussgsladadunginssuneluiindniuliiinanuidnveu liiveu
Wuge leiiusne Bud lidud deldsunsmevaussanudesnsuazaiuaiands MAnaInns
Uszanadn sudunisiieuiuszaunisalannnisnseiianssudielfiAnnisnevaussniig
Aoin1ImuvIngveLsazyAAa
3.2 AUEIAYVDIAIUNINGTR
IRtV nvzAUd (2543, wih 21) lina1a1 anuddgaunsawuseanidu
1) euddsedliuinisfiesdnadesiilidsaruiianslasionsusnisaeluil
(1) audisnelavegnAtdudimrunaudnvaureanIsuing §u3nisnis
UnsuazfuFTRnuUIng Sududesdrsnnuiianelavesgndnieafiunisuins uavdnuay
yoensiiaueUIMsTignidurey medeyadnanazysueniimsyseliuanuidnuasainy
AnfuvesgnAsionuantRveInsUINsTignidiosns uaziBnsnovaussmnudesnsusas
081 TudnuwazfignAusisaun dudunadsedliuinislusufinsenindsninuaianises
F3UUins wazanunsaneuauesUIMsTinsaiudnuay uarsUuuiigFuuimsmandalilaets
2 anufinelavesgnAluiudsddglunisuseiliunnnmesinig uinis
fifagdesdinunimasatuarudeins armmants uasdnulduaglduinedi Sndell aanm
ve3n13UInsflagiiligndfiewelatuegfudnumuenisuinisfivsngliifiu Wy anud
gunsal 1adedld yadndnwaurvemtinauuins Wudu auindeielindlavesnisuinng
anudslanarlsiuinisnasnaumuiauannsalunsuimsseanudesiusazanudlase
o
(3) anufianelavesuiUiRnuuing Lﬂuﬁ'ﬁ?ﬂmﬂ'wmazﬂmuﬁwL%suawm
Uimsflsimmd Ay iuanudosnisuazanumeniwesutinuuimadudessudu Lids
ndaulunimislimnudrdgiugna nisadeanuiianelalunulifuguidfauusnisdeusin
Twinuiiaruidniiddenuildfuneumne wasdslaufiRnuegaduauaunsn suan
Fsgaunmyesmsuinmsfiazaiannuitonelalitugni uardssaliianisuinisUszaunadiiga
Tnofinnuddyserdiuuing wseenidu 2 Ussidiu il
1) anufisnelavesgn udndnfunua ndingia essdnsnszuidnds
mmﬁwﬁ’zy}mammﬁwai%mgﬂﬁﬂﬁfwwmmuﬁumﬂﬁaﬁﬁwwummmﬁma"lwamaﬁw
dmduiiaueUinmsfimngan ensudstungsdeduntsmainvesgsiauinig guuiniseden
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I#unsuimsidaannuazansanouaussnuieansinuman sty nsdluidosiion
nsUsNIstunany 9 @anunmsalngignsusnisiunats 9 d1u Ie81EAINEAEAIN WagkUd
LU SHOUAUBIAIUABINTUBIUAARAIEALLEY

2) ANuNaNelazeIMsUHURNUUTNG FeimuIAMAIMAIINVRIUUING kay
anInusnsnududdedifysetiavesnus Weldindeldlunsssdinuasnisuaniaen
femuannsalunmsinwhdisegansluded Wuisensuiaufaelalunuinasdenis
Mindseansaimvesauluniazesdng Weesinslianud dyfunisadisainufianelaluau
U fTRNuUIng feluduaninuandesluau Ameuuny atainis uazarufiantily
FAnnseu edumaifiugunimnasgiuresauuinislidmutits q fuld lunseeuaues
ANNFBINsYeIgNALAL Msa s EAuS IR RugnAnlHlduSn1sde o Tu

1Y

alun grsauinudin waznans enanauia (2548) laliaudisnelainiudifgy
son1saiunsianssuriensuftReusig q dail

1) Froasuasiiaun ngin lunsufiRnunsonifanssusng 9 wndanuig
wola svdenanenrunilalunisujdinunde maanssudwwalfifonauii Yiunds
namaUWNLTigedy Snsiseiinuazaan miindinty

2) AnwEnnszitetedu feaudesiuazanugsiilunismau anudimels
MlinAuauaInnsUdany aeansiiauivsedniamuaziinyUselovigagn Yrelv
UszauanudiialunisufiRnu

IS 1

& a o 1 a < a va o
3) Wudinmuednenen1sniununson1suJuRnuine Iaunim nevauo
ANUABINTITUATAIUAIANIIVOIETUUINTTImINEaY RnAaUTeiula
4) FreimuInuAINIDIY windanufisnelaaziinnnuduls vuwm assassd

LATAESHINNTTILYRINUNGTU

3.3 2IAUTENBUVBIAUNIND
anufianelailuanuddniuanaiidedinlasu Usvaunisal wazuansoanmnis
nAnssunauaussluanuazuanaaiuly aufianelaludasing q agliunvsetesusgiu
wssgslavisenisnszauliiinusegdla uaznisnevaussaudesnisided auianeladaiy
a o & - % A a | = v va & o & < PSICYEPN
dudnduielvisunienanssunng q Ansedulvdsmidudssauanuansa lnefidndvnis
NANA0IAUTENDUTDIANUTINDLD Aall

(%

Aday & Andersen (1978) namflangufiugiu 6 Useian Mneivesiuainuig

' '
a ] L% ] 1

walaveaulduinisuaranuianigliuinisiasuainuinisiluds drdynastisussfiussuy
Usnsbadinsinfegldusnig anuiienels 6 Useaniiu fie
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1) awitswelasiormazaniléiuainu3ng (Convenience) Fsusnoenidu
1) msldnarsenssluanuiiusnms (Office Waiting Time)
2 msléfumsquadielinnusionis (Availability of Care When Needs)
(3) euazmInaueilasuluanIuunis (Base of Getting to Care)
2) arwitawelasensUszanunuueInIsuing (Co-ordination) Jauensenidu
(1) mslefuuinmamnussiavluaniudivils fe flduinsaansaveiuuinns
mummﬁmmi%wﬂ%ﬁﬂﬁ (Getting all needs met at one place)
@ gliusmislvanuaulagliuinig
(3) ladnsfenunau (Follow-up)
3) anwitswelasiedoyadilé¥uainuinig (Information)
4) anuiienelasiedsende auaulavesdliuinig (Courtesy) loun n1suans
Ssondevimefimdutuewesfiiuing uazanuauledededliuins
5) AnuiienelafeAmnIMYauIngg (Quality of Care) laln AMAINYBINS
UINseeglduInig
6) aufinelaseaildiredelduinig (Output-off-pocket cost) léiun Arldine
N ﬁLﬁﬂ%u%@\‘]Eﬂ%U%mi
WINeaEgluiussEng (2556) limmunssrusenauvainisiinaiuienela
fail
1) auflanelafiinanmislifunisnevaussanudesnisvesiisne iuns
novaueainudesnsludadofianduite 1) nsdsedin (Existence Needs) léilA 81113
iPSesavin Miogeds wazeninwilsa 2) mmdasnde ianuouguiazsuadludin lWuaw
Fosmssziunsnuesuyed Weldiunmsnouausudiozinarudesnisesduszneudusioly
2) euilemelafiifinainnslasu msneuaussmudsnsvesdnle Wuusagdle
TunsnouauesNFBINITNIiIY 1) Anuduiusiuyanady (Relatedness Needs) L
aundnluasouni viderileusinau iummusnsouniazaiisfingniw videdlanuduiussud
FUgdu n3efesn15AIUANEDY AINFeIN1581U1a (Needs for Power)
2) AUABINITNINEIAL (Social or Belonging Needs) lalA ANUABINITIINITINAINTINVOS
denn ¥umseensuludsnn ldunsendesideiiteides saufsannud e mnuiauainsa
arufudaszuaziainan uasni1s.fuiivoufuifuie vosautavais uay
3) anudesnsfiazliuaudialudin (Self-actualization) LunudesNITERUgIEAYes
uywd drunn Wudesnisesnandu esnazld aumnuAnvesnues wiliausalany
wealel
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3) anufaelafiinannislésunisnevaussanudesnslunsious madous
Anannnisadisanuduiuduisesissenindairfunginssunisnevanes nanafe iila
aoumsainiedsifuiygmifntusimessiinnumensuiasuitomiu lneuanmginss
MImeUALBIBaNIMANY 9 JULUU Tsyanadvidennginssuneuaussiinelaianluideuloeds
Svide Yyt milfiAenisBouaindssaunisaiifn SsUssaunisaiazddvinadenisiuy
anunsaluazinussgslagitvmne Wedadmneudazinnufisela Weyaaaldsunis
povALBIAINNFBINIYRITIMBLazInlaaudud anelaudiezifnmnudeddunisiSouifiin
Mnusspdlaifioaussnrudesnmsaddifisduliadnty lnefiyaeatudodamumieuions
Sumenardnlanoudeardaudesnslunmsnsgniuieujoinisiiionouaussarmdesnisiu
7 deldufuRudrasiinanumels vnhildnsemuieujinisilensuausnnudeanisasiin
ausiagle wagn yaaalinseu wignadulinsemuseufifinisunsedrsiaziinainuly
wela 819na1ld1 1) mnuflswslaunlugnisisous iilemeuausirnudosnisauinadmdia
nela mliAnusagelalumsifinssavsnmmaiFoudaedu 2) navesnsSeufulugaui
wela Amnuduiusseninemufianelanagnanisfou axgnideslesietiidedu 4 nansidous
fitaruilugnisnevaussauiionela luguressstavidonansuunu feitunanouumumely
(Intrinsic Rewards) 3anNanauLNUA1LUeN (Extrinsic Rewards)

wieans \fisuimn (2550na171 anufieelaiiistulunssuumsuinssewing
diudnsuazifuuimadunavesnsiviuasUssifiugaunimvesnisuinis ludsigiuuinns
mavirinmsfiagldsuuazdsiigsuuinslasuesduusazanunisaidaszduaiu flanelaenal
asfiiunUslunut e uansstuldved arwfeelalunisuinisflesduszneu 2 Usznns
fg

1) oeAUsENeUMITUIAMAINKNEASNIIUINT HSuUIn1sasTuiindndneiuinig
flgsuidnuaurmuiussdygvesfanssuusarUssinnauasasdunnioaiieds

2) 29AUTENBUNITTUIAMAINYDINITU WAUBUINIT HTUUINITIETUTININITEN
aueuInstunszuIunsvesgliuinsiimumngauiniesiiedls liiasduauaseinly
madhfauinmsnginssunsuanseen Uiisendinevaussnsuimsvesglvuinisdesiuuins

%

3.3 Uadpiiliiandnunanalalunisuins
Tademinliananuienalalunsuinig agulanell (eauna vdssieasy, 2556)
1) anuianelavewliuinis glviuinisesvhauliussgudvangvesesdnsia

4 a U U U d’J
Al UaTuR9 9 il
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(1) enusfuasUasade Wuanuuadunsiew lkdanuddnindede
afueusiule uazieanufienelalunisyhauls

@ Tomamufrmihlunisinu anudesnstuivanaadofionguiniu

(3) eiesenelduazlonarmihiindinnuduiudiuizeiu

(@ an1mn159ieu nsarvauguavesiUsAuTgsnludiudrAgrilviin
Aufanelanaglinelaonisieu

(5) Anwauriuioseesnuivih fnsstuanuiammaansavesgliuinisioy
REEPRFINTLID

(6) wauszlewinouunu wuluda Suinwdaviung Jungs Jusu

(7) dnwazynadsny maveniuvesdanslunuiivh

®) Yadediuypna 1wy 01gszezaININN TiAuARNsANYY 1usu

(9) e senslruing

2) awfianelavesFuuinig anufisnelavesifuuimaveminsnuiiunisay

F950191NEW 9 e

(1) Yadedruymna 1y 91g HruARIUNISUUINIS SzAUNMIAnY) 017wy

2 enunasitunsuimsiaudrfgediannlumsyiliifaauiionela

(3) msUsznduiuslunisuinisg wielinsudduneuss 9 vesnisuinis
warduasmamssiiuny weliAnimuaiisreuniuuinms

(@ spuunisviaudesiingsuideuuaztuneuiitaiau aiiauelunis
Tusnsagsuuimansdinguasionisuinisiiy

(5) AnugAsssuaNenIAlunIUINg gEuuimsveultdmiiufdRodne
wihnieuillgidenyfus

6) nsUfduitusiuglvuinng asyarfidnisuuzidilunisuinisd
AETTUSHUAng 9 AeliAnAuiAniinvesFuuins

(1 auamvssnsliuinisiiu desdiaugniies uazindefiovesdoyadmiy
Trusmsdedanaliisuuimainaufionelasiniu

a a a o Y a
2.4 uuafauazngegineafiunsiiuinig
n1sliusng WunihindndrAglunisuinisauluniesy lnemnizauiiazieadinis

[V

Ansaduiusiulszrvulagnse lngvilgauuazidmingliuinsiininnlunisdedenis
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U313 (Delivery Service) TWAR5UUINIT NA1IAD ANAIUITENITEINTBINITUINITNUSTAR
savaie maftRnusensliiEnsinelnfnemuimeladdidnuarddy 5 Usens fo
n3lusNsed1aIBuAY (Equivalent Service)
N3l N5e819sIALS LA (Timely Service)
nslusniseg1aieane (Ample Service)
nslvu3nisetineseliles (Continuous Service)

NshAUSNN59819A1IMTN (Progressive Service) (John D. Millett, 1951)

AYUNUNEVBINITUING

swtafnanu (2530) lalianununegvedidn “uinig” 1 Ydasuldliauazann
199 Msuinslunwsanguie Service vanefa mansgvhiiuliielfanutiemdedu
Uselovilseduludnuuzvesmsufiisemneilald 1nd3n eugu Tlun3da dsenaazeiue
ANUVILNEANUAaYTISNYS (e WauTsesmd, 2538) des

1.5 Smile & Sympathy Bunduusilauazielald

2.E  Early Response & Equity 57l5uauesegnailanuiasania

3.R  Responsibility & Respectful dilnFuiinyeunaziiuiiolviiesignm

4.V Voluntary manner uauusn1ssglaaiing

5.1 Image Enhancing & Integrity LﬁaLa‘%mmwwaﬁmmmﬁmmazLﬁa@mﬁiim
ANEDIN

6.C  Courtesy Wufinsiaouloionlald

7.E  Enthusiasm datlinsziesasu

dsuuunAnfenfunisuinisuienslsuinig Wlraameneglised

Kotler (1994) na1231 M5U3NT e Aanssuvideufifnislag inguyanandsl
annsaiauelyidnngunils adudsiliamnsadudesiinaghilddmaresnrmuduivesdsle
fadinansgrhdindnentagsuvielisuedfuaudifisnuld
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AMUFIAYVDINITUINTG
AaMvaes (Kotler, 2000) lenanidenisusnisinduianssy wauselevd nSemnuia
welafiauasnusioinisuigndn msuimsiidnuauzdfny 4 Usznis Taun
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1.1 @nuil (Place) fosamnsnainewnuidesiulazeuazmnliiugininsie
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13 p3esile (Equipment) adesile E;UﬂiﬁiﬁLﬁﬂﬁ@%’liﬂﬁﬁﬂﬁé’aqﬁ
Uszansamliuinislaednesings uavgnanfiauiionels
1.4 5&@%@&15 (Communication material) #elaiwa uazlonaisiilons
RERTTRRRD ﬁaaaamﬂé’mﬁué’ﬂwm%aﬂmiu‘%miﬁLauaﬁiaqﬂﬁﬂ LAZADAAADINUSNYULVDY
anA1eIY
1.5 &ydnwal (Symbols) Fe vie w3emng as1dudildlunisuinisdede
Anuvingladaau guilaasenlagnsies
1.6 5121 (Price) MIMMUATIAAITVLIZANTUTEAUNTIAUINIG Wagd1emans
SuunszAuUINITIUANEng
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3. laiudueu (Variability) é’ﬂwmzsummiu'%mslm'LLﬁuauﬁuagﬁwaﬂﬁU%ms%L“L“Juim
wluinadlela Ailvu oensls
a. lianansaiul3le (Perishability) Usmslalanansauiul3ldmilondudaun sty &
dnwaizANNdeINIsliutuewIsiiinJeymvseuinslaviu vise ludignAla
wennil Aeiaes (Kotler, 2000) é’aié’a%maﬁmuﬁﬁflﬁzgéuaqmsu‘%msﬁ 3 Usgns
oA
1L MSUSMITANULANAIN3INALYS (Managing competitive  differentiation) 914
mMsnanveliuinistedidgfe avsosinlindndariunnaaanaguds wivsiuniseanlunis
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2.4 msiolald (Empathy) msdemguatentaldianizsglniugnm

a1vIsgUTEMmauans ansfadmanitasineimanshasIngmans unIngauunINuy
34



2.5 msduialdl (Tangibles) fasssanuazanmaing in3esile yaains

gunsal Yagnienisdeans
3. MsUsMTUTEANSAIMATIAUTNNS (Managing productivity) TunsiiuUszansnm

msliuinig anunsavhld 738 dadl
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3.4 mslvuimsiluannislduinng WioAuABL

3.5 MsepnuUUUINSTiusyAvE nmfany
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ITUYIN

5. maidedie (Creditability) Ui¥uazyaansfesamsaasansdotiuuazay
Pnalalumisuinig Tesiaueuinmsiaigaungnd

6. AUL141a (Reliability) U‘%miﬁiﬁmqﬂﬁ’]ﬁaaﬁmmaﬁwLamaLLazgﬂéfaq
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a.  pnusiulald (Assurance)  vmnefs {3uuinsazuesieanny anudiung vie
ArwanInvesyraing sulunafivraieemuiule el indalumsuimsdu
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daadsAartelunisliuznig

msliuinsduanuiideunaurdfianesRananildsumemd Sudunudideanis
auSuiinreugsuasidnlamnuiudi e uuimsudifnianaiauiseufidgeenidelafionyn
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