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lupumnewsn wiednienidsenananldinsuinsasanunglussdungiinsandudio
dunileatmmuminaseduanitiu



¥3n1T nunedeannsnseviiidesludieaudemde ; nasanfiuntsmiuusslewd
siaﬁjﬁu - s uYemde (Lash 81989lu Uanery |, 2536 @ 12)

A1suIns weels Aenssunseufisniglag 'vmammﬂawuqawﬁﬂumua’lwannau
yaranilstalilannsodusdols LLavlulmaawafuaamﬂmﬂumwmaﬂﬁ widnnsnsgvindanana
97199%574 malmwaaﬂuﬁumwmmﬂlm (Kottor snalu FATUN, 2530 : 6)

A15UST Ao Aanssuwile mmmwmmnﬁwmaamwuaﬂwmulumnnuaamumaa
ailel ﬂmimEJmlﬂlmﬂLﬂumamnﬂmnmmumﬂmwgauwuﬁi witgnArduninauuingg
wag/viegnAfuLITEnaan Audl LLau/‘lﬂ‘i@ﬁﬂﬂ’]ﬂUiuUUﬂ’ﬁ‘LVI‘U'iﬂ’]’iw‘lﬂ%ﬂ\l’JLWE]‘ﬁ’JEJNSUHa']EJ
Jaywveagndn (Gronoos d1dlu mfitfusi . 2530 :6)

m‘smms L‘Uuﬂ‘i“U’}Uﬂ’IS“Ua\‘lﬂ'ﬁUQUWWULWE\NBU mauuwmu’lwmimmﬁmmw
fﬁ]mfmUmwmmmwmmammmmn LLaaﬂmmumaaauamwmﬂmummau wardiadnug
(awang , 2537 :42)

waurynsuaty Student Dictionary 8¢ The American Heritage (1944 :864) Li1%
PasNETIA T Service dvanefis mavisuieendwihnudieyanady

vinafumaildanauludwiivszaussninsdmeunugnduasananungluiions
maaﬁﬁmamﬁa’tﬁﬂu‘tﬂmmmmﬁaqmwmqﬂﬁw (International Standard, 1996 : 2)

PnANINEUINsing I ansnagUldin uinms mneis nmslianudisivaonse
mIsagaLasaIndeBuianudtla Sanusiuileniu wesliuarmussloviangiu
atlwneuarauadlaluuing

1.2 Ussinveuaanisuims

sinnwstinumnedeiuasiiligrfauinsiufiinineatsueus wenmionn
fingnsudndududt n15uinsfunisidunissunats n15U3N1INNANIANYT M15UTANS
Fruautaude agslafimaluussassiaudnismandy quae ededu (2538 : 181) ldduun
auuandelneddedatmnerosnsuimaduddyuudiiu 2 Usean fe

1.2.1 M3U3NsAIugIRe (Business service) Favunef nsudnsiifidnwasdudiunig
TuBagafa sauaramiiaduddey nsuinsludneneidldud nisuinisvesmizonusing
Y935 WU NMTUTNISENEITEDY miu‘%mié’muaqmwﬁ sy

122 nsUsmsansisale (Public Service) Fsmunefi nsu3nisifidnuvasntsduiuns
TngszuurunsysUsslenigouazeiannmussszewuludsautuddyy msuimsludnuoed

o

oA nrsusnsvestienuingg 18485 (WU ANsUinsansnsaEY N1TU3NesesinsUnased

AnuTioshin n1sUSNIsEIRLELATIEY (s
1.3 29AU2NBULINTSTUSNNS
£, 5 =l :J 3/ s 1 q" 1 1 =] ot al &
gamnssnresntsuinisiuiiauiendesiuyaeaiuvanede Femnsiheiimnudunus

fineliAneuuinng yeme felladu (2538:181-182) WeBuneilsesdusznauddyassmiuimad

Usznaulums 3 d1u fie
vV o= =t P ¥ =f n’:: P g = at
1.3.1 fl#uinng Fduftdvnefaiiesdnmsivseneugsieuing uasyaansuioniinay

vt lunsisusnng
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1.3.2 nyzuaunislunislsusnis visdnlevieifeismsliuinng

1.3.3. f3uU3ns Fapadusznoumaniadedimmueninsiuldamuisianeeanisuinig
EJﬂmamqiuwawaamwsmﬁ mmﬁumwsmimmmv w*summsmmwmamﬂawm‘ﬁu
Toeialy ’Luwmmfmsmﬁmnuﬁmnﬂvwmaamawquwwm%mmium

L4 AUMKAITUINTG
ag§ws 04938 (2539) ﬂanmﬂmmwmmwwmUm;uaq'VlLmnmmuaaﬂlmuagﬁudﬂm

auiufineee u,mﬂmmwuuﬁmmmmﬂﬁumum wieanadeussnuntugesla

o= 3 a oy o

A = awiiswelavesgnen = USmsalasy
— A at

usnsAaemTall

Zimmerman wag Enell (1988 : 33.6 -33.7 ) lA WA uvag989A1737 ANNIRAITUINAS
(Service Quality) 'mﬂmmwummsmmﬁmmuwmmvaumJmﬁ"l,mu_lum'smauauaqmmmmLﬂu
PagnATIAITIAN , LIaINTIRde W mnzafueLRelY wiahwuneveegnn

Tnwaguudrnauninlunmsudmamnet ShvazewsniednunsaneauUiivenisuingg
AnovanaemNEDIn wasabueuimeladfsliiieanaudesiulunisuingg

2. WRAVIHBAYEINITUING

Mille(Baiislu fivind, 2538:33)nan17 i manedfguainsuinng fe nsasinufiansle
Tunsiius ansvesssrsu tnefludnusouuinig As

mﬂﬁu%maae}wtammﬂ (Equitable Service) nunsfe aarugissinlunisuiaig
_' smandgAiiguafndiaunaumiieni mauuﬂivﬂm‘uwﬂﬂuavlmum‘iﬂgumamamauﬂu

SRR RVIGE hmm‘sLLmLLﬁJﬂﬂﬂﬂu‘lunﬁ’qu3fm UszvuagldSunisufoRluguidy

Huanyaraiidnasgrussiiuinsiniu

mMsliusnsingeaan (Timely Service) nunafle msusnisagdsauasimilivinmsanssuy
e siwonm sansuftinuremhenunaizesiohbiiiussdninmas lidfimsassio
e Seazadrapuldfiawelalfunuss

msl¥usnisoehaiisans (Ample sevice) nunefie nstiuinisaneisusdedinvuy
finuauntsHusntg wazaauiiliuinisediamunzay (The Right Quantity at the right
geographical location) daian Wi armiarenia wisnsendenas aghillanuvneay
Afidunsivinishiisawedwsudnuesfuuing

mﬂwmmmmammum (Continuous Service) naneds nsluinsarsisasiiuly
ofwariiane Tnedausslevivasassusfunsn Lilgeamnufimalavammhssiilivins

3 =] = = =Y 2/
Taglivsangauinisdialenla



10

ns0u3a (Gronroos, 1982; 1990: 17) "Lﬁiwmwwmwammﬂmma’lwsﬂ'mwmuﬂlm
2 ﬁﬂi&mvﬂ@ Auntmganaila (Technical Quality) Suieafuwadns viodsigiuunsidiu
AnUIMFI Imammmmu'sﬂimmmnumﬁﬁivL;Julmﬂmmw‘uaawammm (Product Quality)
muﬂmmwwwmw (Functional Quality) L‘Uul,‘i%]ﬂ‘lfiLﬂ&!?‘ﬂﬂdﬂ‘uﬂ'i“‘U’J‘LJﬂ’ﬁ‘UENﬂ’l'ﬁU‘i“’LﬂJuuULm

Aseat (Croshy, 1988: 15) n&11l441 mmmwmﬂ‘mmmww “Service Quality” s
HunuaRef Bendnn1snisdiuauuinisiusiaandounnses LazasUALeIn TR
AR TTeNUImS waranunsaiinsnsureesmIvesgnA I uUSMslie

Fowa wdudsieud (2543, 14-15) Aunmngliuingg ABAMNERARADSTUYDIAIUADINTT
VBPNAMIBHTUUTNNG maﬁvmwa@mwawmiﬂlum{{,mumw‘mmauauaamwmaamwmaﬂm
mawwmmsauwﬂwaﬂmmamwamimmmwawa‘mwﬂmmwmlmu

AuEnd nedanns (2550: 66) auannuiuliin quamnislivinig Wwiruad
AgsuUimsazandeyarumavialiiegliiuanuinig eﬁ!\imnaﬂuivé’uﬁamﬁu‘lﬁ Tolerance
Zone) f¥uuinsfezlianufianalalumslvuians mmmvmuLmﬂmmuaaﬂlﬂmummmﬂma
“UE]\‘]LL@ﬁJUP‘Iﬂa Lazenmfinelaiies WunamnmnnsUssdunaileuanuinmiu o vasnan
il

George (1991 : 263-266) NM3UIA5gNAT 38K 5UUINTT (The Customer ~ service) Wuna

qmﬁmemwmmsmﬂiuanmmmﬂwmammaﬂw semnnsfiuszavnadussluntsliusnasun
H5uuINIg L‘U?J’Mﬂ'l'ﬂ%‘uiﬂ’]‘iLLﬂN‘iUU?ﬂ’]iLﬂuLﬂ‘iaﬂNE}VIﬂuu”llﬂﬂﬂﬁ‘uﬁﬂL‘U"Wi‘lJ"IE}LLEI“
asanudnialiuneswnisvianiieeny rm‘uim'mﬂmmunaammamwmmswLuulul,iaqmi
MOUALBIATILAIANIIYBIGNAT emaaUu‘wumuﬂuaqLLmﬂﬂmﬂmmwawa’twaamummmuuﬂﬂa
n15Ussqel1¥INEYe909ANNT anfirneiingnauaswudn ssdnrssndueatiuluidesvas
HIUU3ng W minimimmm‘amﬁﬂwmmm qmmﬁwmaa’t‘?j fia N3N WAZANTIANS

r_‘

wUUTEMNTIN

3, LUIAALNYIAUNISTRUSNISENSI50US

N15U%N19815750y (Public service) (US59V, 2523 : 80-82) nueds ﬁﬁ;ﬂ'}ﬁ/}ﬂﬂ'ﬁmmﬁ%ﬁ
vt uionouaussaufemisatuTurelssgvuatautaenls 2 Ussian As Aanssy
Anovavesmuoinisliléduainudasnfeedanils sazhanssudinovausaniiudenis
Tuduenuaganauiglunsaniuvtis

msuiasUszanaulagminganuesdy Uiy, 2540:6) AansusnsUsErvulagwileu
995455 Huniséruaeanuazanfiniisauresiginliu sy waimieauaisiiaua i
UszarruluSuuinsimiteeuyeds maawammmmaﬂ“LUU'smi”Luﬁ)wavmﬂmmU
Uszanauile

AnsIUsAIsaNsITRNY (WANR 2536 :13) A ﬂﬁﬁuﬂﬂa wEavinguiiiguneniiag
Aisdestumslivimsansisay Siemeniluvesdy viownau dudhilumsdsdentslduing
wrvszry Tnodomjmeneifionsuavesderufomnisvesszaadladiusy
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g Vo = 1 = 2 Fl al
Verma (8141w ngnd , 2538) dRe1sanistiuinmsansnsaednlunisindoudiaiiesd
a = W oal = oo =
Wusmsangawilaludsdnganils Welidulunuisasns

Fitzgerald wae Durant (819lu Jan1 , 2532 ;: 1111) Vgliaunsnedieadunasliusnng
#1515048 10 KuEds msﬂiumunamaﬂgumwmumﬂwmmiﬂuammamu Imauwuﬁmmﬂﬂ
mn‘sm (Perceptions) mm'ﬁaauaummwLma]wuqmwiumumauLLmﬂmanulﬂ mwuaanu
Uiuﬁ‘uﬂﬂiMﬂLL@ﬁuUﬂﬂﬁlﬂiULﬂm% ( Criteria) mmamﬂﬂamh srhenssndula (Judgement)

nanalepagunsiuinmsasisue CHRRGE 'u‘smsmaaiﬁwlmmuLwamauauaammmmmi
yossyanrualng memnuauenin wasdusssy

Panandiker Wae kshirsagar (1978 : 10) ndnlunisliuinisaisisasdungfinisunng
L 14 v o v o= = - i o aa at x|
UgummwmLm‘wmwﬁhmn'mJssmwuwmmmmaé?aaﬂgummuusmmgww‘%‘angwLﬁa’umwl*'i
I = v s g aaw 4 o
Inelusipadndatianuddn e1sual uasaiutugAiuDs AIBLHDUY
Qs o =J -=J L7 LY =3 s ot E
wannnsdrdgieasunmsliuinisansisas lunisfinwiees dsilund d2¥n¥(2533 : 51)
o = 2
ansnfioskenfiansan 19 5 Usgms e
ey & a ol Iy
1. udmsenssaslufamsiegluanuaiunuueweunased
2. UdnsanstsnsdingusvasiluniameuauasanudasnsediusanvesUs gy
3. mssnssdey weeimstidunisuinisansisae teuazudluudeuudadldiaue el
wanzauwinnus L luwianaads
4. uinsanssely asdesdaduiunised fulls warlaeasinaue Lailimsugarsin dusnas
assnzemyareinasiiolssnislag Usenaudenldfumnuieniounielasummndeniy
| e o ) s a | o= @
5. onvubouidvinezlaiulsylerrninuimsanssusmaieuny
) s 9 = ¥ oo = 4 0 = = 3 1
nanlawagy wdnnsliuimsansisumunisiduinsfinesosidefielssoulaediulng
Uinsneansana Ay

4. wurRengufigafiuanuiela

4.1 AMUNNNBUDININD 1R
mmﬁawa‘lﬁ] (Satisfaction) mmwa}muﬂiuﬁ'wwqﬁmaumam% na Wuaamauddn
mawmmawmmmam uduenla iemnuseinis vieussgdlaldfumsrauaues
Aauanela Sattsfact on) mmw%muﬂmmmmwm Lﬂuﬂammﬂmaﬂluwmmua
visginguivean u,asmmgaﬂmuqmma Lmamiqmﬁ;wma‘lmammmmu

AuManIsnen (Social Psychology) Arsfianeledaduriuaffidesrnunisuiunssug

14

LLaaﬁmmwmwamﬂﬂa (afie, 2529 : 193)

Twyad 1lamnils (2539 : 6) WanuAsuiud mufeeladuifisnjiiesduaniugdn
sadns viadenszduiuanmassnunludnwarvomadnigaingvasnisuiunisuiviiy
Tnevsvaniiemesimsusaiiuindulvludnuneiinnaan wIefienaau wielifiufisends
e sedad viodenasduiuly



12

Minn uasans (§eluysede | 2531 : 36) nanh nixmumﬁué’ﬁmvmamﬂﬂammﬁ’q
msRamMsvesirunfiveyana daunansiefulumugiiveds LaAzUTEAUNITAIBUAAZY ARG
lunnsuszdivdeitsudiududdy ol yaradesruagluaninuindonifivaiu uas
melfasumsalifisiudadinfaanudila La,aummwmﬂwmaﬂulm

4.2 mqw;]mnmmmﬂumwwmah

aﬂﬂqug nseduanu (2563, wih 43) lm'am'samammmannummwma‘lﬁﬂu sUBUY
yoau3agdlaly 4 ngu Ae

4.2.1 wqwgmwﬂwmmaim (Maslow’s Theory motnvatlon) mqwauwwlmaua
rudBenTslusiseg fuveuyed Basdrduanamusomsiuiugu Wemsegsen T oully
AN BantINIedan uarAruieantisenFutuiierinnguitnuiinmduarimuiniLe
T damhBeiy wdladfomsdeshdumufosmsiinnuddy Tnowyudes anudoms
Tuszauge gFsadlorusssnsduiug i Funsmeuauousn

4.2.2 nuin1syala n15dn§esnwives Herz berg Tindtelladenisgela Fadu

i &4

fansedulifufoiauduanufoels Wud Tonta anudnuse nsseuiu anuivinvey
sy fanih uariledemstgedne Sadusfarinsmaudiawels liud wleuiovasesdng
dnmnaviiny enaduiusssuiyaea

4.2.3 ngefjusegalaved Mc celland saqLmamwmaamwmuuwaamﬂu 3 Ussinm fie
adesnIsrud§e mrudeantsiisnuna wazaudeantsaruduiug lasadtuReenis
nudide vedand usegslalidngedy ﬁ'lqﬂﬂﬁimﬁqmﬁmmﬂﬂmmﬁwﬁﬁq pilaliigana
Tueed

4.2.4 wqwgmimﬂmwm Vroom ‘mmuau,u'mmLﬂmﬂuusam‘lﬁﬂumimmummmﬂa
ﬁlu‘U‘iuLmuﬂ’mmﬂulﬂlﬂ“umwawwmmuu,m mmmum‘sﬂg‘ummuwmummmﬂ’; msgdla Tuey
funsinvosmudsonafifindy naufnisaanisves vroom i shwnginyenaeeaufianssy

A ) 1 L2 s Gl n’ 1 A
anaendvineelasusviaviodwngg Awssaun

s wud (Micheal Beer gnsiielu auvune WWaouew, 2551, Wi 7) laliaismiigued
aafianslal i Wurrueivesruiiisedsladantly

1.V 1n9nf131 Valance maneils prudisnsla

2. L aendd Instrumentality vinafie #0 edeadle Bmahilugewiianele

3, E N nA1 Expectancy i aaianngludhupaaiig Seypaeil ANLfeINIs
Lasilenumislunanedsansetne datudeienseviiaedflaiivie e revaussamfons
WEedsfimaniaerty Fusleldsumsnouauowudamuiineammiiy ﬁqﬁqqﬁuﬁﬂ{%am Fe0199y
wandlugdannslé fil

w399¢le = wavesprmAswela+anuRInINY
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Wileunssensuludesdudedey Tunduiuguvewmuiionels | ‘

George D. Wagenhim way John H. Reurink ( 1991 : 263-266) na1afatladudiiala
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YOI
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finduldananuan uievruailnesaneasgndn Reafududt wieuinas Anfudud vis
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