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AIUIMS (Service) fmuvansay 2 sviu aun anuvangluszaunginssa (Behavioral
Approach) uaza1uminelussAuan1tu (Institutional Approach) (yway 3ailaiiu,2538 :181)
nanfe

amuvinglusziunginssudunsysivsanfsmsuinslugrusiidunssuaunisluns
UjiR vieasilonsviluisedaisewmilnesjsnsvaussnanudesnisvesdléuins luuiiins
vimsiadumsusnedeassd wienmsiinsnseisznineiuvesliuing Fudummamaneii
i dgresnsuinislugweilufenssudiinmediouln (Motion activity)

rmmneluseivaniu Lﬂumm‘aﬁ%'1'mnﬁqmﬁu?mﬂumuvﬁLflut,'%'awaqmsﬂswnau
ﬁ'mammswm ﬂﬂawni'sm'sm'i (Service as a social institution) m:uwu*m way ﬂmwmaadﬂn
Tudusingg (Social function) MRS IARUIVNAYRINTUINTDNABI SsLAYIvS NG
vosianssuiiddauduius felunivesnisuinismuaiumnefias oz mauwﬂmwmﬂu
""’J’m‘nmmﬁn wiednienilsenandraldinisuimsmunumnelysy saungAnsIuduiteadiy

uuwaqmwuwmmsmuanwu

. S ik




uin1s vnedannsnserindDenludreautiemae - nsadunisiifulselevd
.;,{g;;jé‘u - mslianudiuivae (Lash 91984lu Yareih | 2536 : 12)

msu3n1s vaneds Anssumsaufuinaslag vmauuﬂﬂawmmmmmmua’lﬂaﬂnqu
uﬂﬂauuwalummﬁnwmaﬂm warlilddswavosnnuiuiivosddla veiinisnsevingena
819955 maluﬂuaﬂﬂuaumwmﬁlﬂ (Kotlor 913lu §vusi , 2530 : 6 )

n15u3n73 Ao Aanssumils wIegnvosianssuvaeeteiiidnee liunfitesfisuses
Taila %qimﬂﬁalﬂ‘l-ﬁﬁqLﬁuﬁawnmﬁhﬁﬂﬁumﬂmsﬂ,ﬁz‘i’nﬁ‘uésvwiwané"lﬁ'uwﬂ'm':uu%m's
war/M30anA1 UUTEMNANTUAT LLﬂu/WﬁBﬁﬂﬂ"lﬂ‘Ui“UUﬂ'}ﬂﬁUSﬂ'ﬁmﬂ%ﬂhmﬂ‘H?ElNEJLlﬁ?t’]EJ
Haymuosgnfin (Gronoos 819lu InAus . 2530 :6)

n1su3ntg Wunsruaunsvesmsuifeudieddy dafudieslnisuinisdennst
ﬂmauﬁﬁﬁmmmﬂxé’w?mmwazmﬂ Lmsﬁ’lmutﬁaigﬁuaa'uﬁmm%’uc‘imau wazilnaugy
(@une , 2537 : 42) '

WIuUIYNIUAUY Student Dictionary 84 The American Heritage (1944 :864) 141%
ANUINEYBIANIT Service FTMNBT n'rsﬁ'muw?am%'wﬁﬁmuLﬁ'wﬂﬂaﬁ'u

U'snmﬂuwﬂﬂlﬂmmw'ﬁumuwﬂiwamsvmwwﬁma‘unuanmLLa.mm"suma'lumn'rs
ﬂaqwfiquauma‘lwﬂulﬂmum'mm 84N15989gNA" (International Standard, 1996 : 2)

NnAMIILUEMsiing I aunsaagUlfdn uinig mneds nisT¥rutemdente
mMssuseNAzAINdegdumemmEtle Teuridieuty waylikaavusslomiangsumu
Whvneuazanusalaluuing

AR s e T

1.2 Yssinneeenisu3ngs |

vnmsimamnetreiuendiulfdgsisuimsduiinnnenatsusus denmiloind
anEEIdududl MsUNIRIUNSRNATIEUIATS ASUIATSVIINISANEN MIU3NISEILAI
Tuiia adslsfimaluussangsiauinisimaniu qume Jetledu (2538 : 181)1ma1uunm1u
umnmq'lmammmL‘L’J”mmwa&msmﬂmﬂumﬂayumlmﬂu 2 Uszian fAe

1.2.1 msu3MIAugINa (Business service) Favaneie mMsudnasitidnuaigduunisly
Wagania yawanavnhlsiuddy msudnisludneasdilaun MIUINSYRIMNEUANY 1895y
Wy Mauinsansisagy mavinsdsausaaedt Hudy

1.2.2 n15u3msasnTuy (Public Service) Favaneii n1susasARdnsarAsAuumMS
Tﬂaﬁwuu-mn'ﬁﬁwﬁimﬁmLtavai'aﬁmwaaﬂs sovuludnunuddy nmsuinisludnwosd
leiun msmmwawu'wmumaq 1933y 1 ﬂ’l‘iU‘iﬂ‘]‘iﬂ’lﬁ']'iﬂJlj‘U MIUINITTaIBIANTUNATES -
dwlesdiy mvsnsdenuaaasedt Hudy

1.3 aqﬁﬂﬁmawmmmimi

ama'mﬂﬁwmmsmmswumwLﬂawmnwﬂﬂa’luﬂmmha Fesinsdherifiauduiug
ﬁna’lwmﬂﬂwimﬁ yunuz Jel0du (2538:181-182) lAedureivesdiusznaudfnuenisuinmsi
Useneuludne 3 dou fe

1.3.1 glfuing m‘luwwmammaaﬂmwﬂsvna‘uqinwsﬂ'rs ua.,uﬂmnwsawunmuﬂ
_"""'“U'lﬁlumﬂvmmi

T g




1.3.2 nsrvaunstunisiuins wioBnilewilaifedinisliuzngg

1.3.3. 43UU3N13 ﬁaaaféﬂ‘zvnaummﬁ’ﬁﬁaﬁmwumnaﬁaﬁ’ulﬂmuﬂi.,mma NITUINIS
anmama'l,ul,'mwadmwsm's mindunisuinnsasases f mvumﬁsnunwmﬂmﬁiumw
i Tpevily ’luﬂmwwm‘s'usm'smugimnwmmamLawwwmﬂaammsuuq

. 1.4 ﬂmn’l?\‘ﬂ"l‘iﬁ‘iﬂ'i‘i " )

P LERASELY (253?) na"nﬁqammwhmfeﬁwmaquuaqﬁummhaﬁ’uaaﬂlu%'uaejﬁuiwlﬂi
s duflienedt wigunmiuissannsousiuld viesnadeusenmniugnsid

aunw = AwianelauesgnAn = USnsitledy
Vimsamanialy

_ Zimmerman uae Enell (1988 : 33.6 -33.7 ) 18lAnuvuna e sdin ANNINATITUSNIS
(Service Quality) 'z”lﬂzumwmm'i’u‘sm'iLiuﬂ‘uwmmuﬁmnum‘s’lmﬂumsmauaummmﬂm1+,Uu
YORNATILATUTIAT , 128IN5IRH wazMLsALRUAIIRALS wsmﬁ'mmammqnm
laaguudinunmlumsuimsmneds Snvazamemiednyasauauifvonisuins
RovALBIANUABINTST UavainenuRmeladeliiAnaudemilumsudns

2. UUIAAYIOEHYBINITUING

Mille(Bedslu Aviny,2538:33na1 3wl mnegdidguesnisuinig fe n1sadrerinafianela
Tunsliuimsvesdsyrnou Tasiivdnudouuims fe
m*s'lmsmsamuauamﬂ (Equitable Serwce} w1t Angdsssulunisusnig
mumaigitfiguniiiauynauiniondiu mqusvmwwnaumlmumwgumamamaunu’[u
wiguvesngmine Bifinsudauenindulunislvuinng Usznruagldfumsufialugnidy
tuanypraildinasgiunsiimsiseaty ‘
- msbivinsiiasana (Timely Service) muneis msu3msasdessosinstiuimsansisas
WFBWIWoNET ransUjURNuremieyunaigazie liiuseaninmias dlifinnsaseee
a1 Beezarealifiwelgliuise ey
- mslivinisedafisane (Ample service) nunef mMsluinisasnsuedesiidnuny §
Ymaunslivinis wazaauiiléuinisedanusay (The Right Quantity at the right
geographical location) fiaway iy AUENEAIA v3omInsesielnan lifimuvaneias i
mmun'ﬁ'mmn'l‘s'lumEJawaﬁwsvmuawmmumms
-msbiuinisedesieidles (Continuous Service) e nsiusnisanssueiiduluseia
asiene neinyss Agnivosensnsiuvdn Wilvdarufmelavemhsauiliuinmsinesls
vievgausnisilelafly
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nsaugd (Gronroos, 1982; 1990: 1?)'lc-ﬁ‘iﬁmmumwammmwmﬂﬁﬁmﬁdﬁmuﬂﬁ2

anwuzAe ﬂmmwwamﬂuﬂ (Technical Quality) Suifentunadwg Miaawnwmmﬂmumﬂ
"U;m-suu Tﬂammsnmﬂﬂlwwmm'mJnmulﬂﬂmmwawaﬁmmm (Product Quality) &u
ammmwmw (Functional Quality) L‘UuL‘iﬂ\imﬂﬂ’mmWUﬂ‘i"U’JUﬂ']‘i"UENﬂ"I‘ﬁ‘LJ'iwLSJU‘L!‘ULEN
pseal (Crosby, 1988: 15) ndali91 gunmnisiuinisvie “Service Quality” Y 1
LLuaﬂmmawanmsmimmumuuim':m USARINTBUNNIBY UATABUAUBIATIRINAINGBINTS
, _*Uaammmﬁ waraININNIYNIIVURIBINTTTRIgnAMIadSuUInsldAe
: ’J‘i"ﬂd‘d WANIISRU (2543, 14-15) ﬂ*‘umwmﬂv{mﬂ 15 mmmﬁ@mﬂaaanmaaﬂ'zmmaqms

193gNAMIBHIVUING wsa'symwmmmmmsrﬂun1*“lmﬁmwmauauaqmwmaamwaagﬂm
: 'mamimﬁnﬁaumlwaﬂmmamuusmamﬁm wiawelannuimsianlédiu
0 dauaunsd wadanws (2550: 66) taueaaniuliin aunwnasliuinas Wumuadi
mumm-‘aﬁuamauammmamﬂ'mmlmsumnmm-s mmna;ﬂusmumamﬂﬂ (Tolerance
: ".Zone) mwsmsn% silmuianelalunsliuinig Feasisedunaninfuesnluniuaiuamanss
‘UENLL‘.FIEI“Uﬂﬂa uazauiawslaiies iusaunannsusudiunaildsuanuinsiu o v
‘v[ﬁq 4 -
'George (1991 : 263-266) m'imr"lsanm m@;ﬁ‘umﬂ’l‘s (The Customer - service) 1Wuna
qmsmamsmmiﬂﬂ's::alnmmmnwmm’mmnw padnsfiuszaunaddslunislfusnisun
H3uusnag mmqms’fmmmsunwwu'in'mﬂum'smmmazmiﬂgmw'ﬁat{]’mmﬂLLaxa‘m
: m'mmi,*sﬂmmmﬂm‘imwu'Jmm msL‘iﬂWﬁaﬂmmuﬂﬁawamqmWﬂm‘swl,uu'lmﬁmn'ﬁ
F AOUAUDINTINAAV I UBIGNAT faqaguuwumwaqumﬂﬂmwmwwma’lwmmw'sm‘sfﬂwm"lﬂa
n'ﬁfUi‘iﬂlf]’mu’!ﬂ‘MQﬂﬁﬂﬂ’l‘i Mnfirvafindnaueenudn ssdmssdiudoatuludowes
wusm's Wy drdsuusmsdesmsiadulefismss emsisidedld Ae MSWTIUD uaznIdanTs
waqusm

_ A ad e )
Ly_m_ﬁﬁ mmnumﬁﬁ’usnﬁmmﬁmz

ﬂwsmsmmsmv (Pubhc serwce) (U339Y, 2523 : 80- 82) wmam nam‘mnﬂiummmg

umia'mwmmavmnwuwwwmsmm’lwsv‘awu muwuwmumanmuw‘lw
‘ﬁu‘lﬂsummsmuwmwaﬁﬁ wiservdadmimesnluvinislugaitazaindimiy

WAYITNITa51 3 (L‘I’]‘Wﬂﬂﬂ ,2536 :13) A msm;ﬂﬂa mawmmmwummwmww
: '311-1U'Sﬂ1iﬂ“tﬁ‘?'§mu ﬂamwvgﬁuﬂaaw v3oianTU uwmﬁiumsaaﬂam-ﬂwsmmn
TﬂﬂuqﬂuwmmwaﬂamueqmammwmmwmJium‘uuiwamuﬂu
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' i 2= L PN 1 [ -l £
Verma (813lu ngav , 2538) 'I,mwmiwmﬂw=mwsa'lﬁ"rsm::':mLUumﬁmaaumm?aqﬁ
S P v
1nnsaneanideludadnyamis Welhidulumuiidosnis

Fitzgerald uaw Durant (813lu Fan1, 2532 : 1111) l8ldmumane feafunisiduinng
angrsniz 31 wuneda nwsdmuunam*ﬂgummufrrmmﬂm JINTVBIVUIBY Iﬂauwugwuwmﬂ
mﬂ-i'us S (Perceptions) mmimmawsmsmmo'sqszjamﬂls.,wuAﬂuumnmanulﬂ muwaﬂﬂv
U'svaummwu.mmummalﬂiumrum ( Criteria) mmamﬂﬂam‘l’; sunIRadLle (Judgement)

palawagunITIAuINIsAasITNE el Usnﬁﬂm‘zgwlmm‘uuLwamauaummq_uma\m'}s
waaUsﬁwudw’Lmy’ meanuiauania wasliusssu

Panandiker was kshirsagar (1978 : 10) ndnlun1siiusnasansasas siungRnssuns
Ug‘bm\‘l’m“liENL'il']1-113’]?1mwﬂim‘iﬂivﬂﬂ‘ﬂuﬂu’]ﬂﬂm}ﬂadﬂ{]'U'31m'}EJ‘UiS‘VIﬂﬁ’I‘uWSBﬂgi"LUEJUWJ’NIL‘J
Tneligosiilaienwidn orsunl uagmudugniities vieifeuss
s manm'sa'mmmnerm‘um‘s‘[w*m'ﬁmmﬁmv 'Lumsﬁnm‘nm Usnlung d95n¥(2533 ; 51)
annsoazuenfionsan 18 5 Uskmns fie |

1, U"smsmﬁﬁmsz:ﬂuﬁamsﬁag’luﬂ'mmuamaaﬂwﬂnﬁsm

2. UimIas sl ingUiradlun Snauausin R oInsauTINvesUs s

3. msdasudey uariimsadunisuinisasisue deusvudludouwadldiane sl
mnzauunrdnuwiananaty -

4. Uimsansrani sdeadndniunsegiluiin uadlavaiiane Lifimsvgaredn fims
sorsaviamgarsinaswoUssmilag Usssvudenlduaudensounieldsuamnudune

5. taﬂ‘nu_-eiamﬁﬁw%ﬁaﬂﬁ%’vﬂis‘[sjﬁﬂmnfﬁ'n'ﬁmﬁﬁmz:,vi'uﬁm:r‘fu;__k

ndnlagagl vanmaliinsaseuadunsliinsiesdeshilifossemilasdniug

CUSMSAIEANLLAN DA A ELTY

4. uwRengefineaiuauioel

4.1 ANuneYRIanale

mmmwa‘la (Satnsfaction) mummunmmqumnswmams NaIM Lfluamwmmsan
wawﬂﬂawmmam mdueals Wermwdeims vivausagdlalasunismeuauss

AuAanely (Satlsfact}on) m’mwwwﬂiumuﬂmwm LUum'mmmgan'lwmmLua
UITRINgUIEAA LLﬁ"F‘!’J"IﬁJSaﬂ“Uuﬁﬂ‘l’i‘w matﬁamqwmdmEml,mn'suqu

AIUVENININGT (Social { Psychology) mwmwa‘lmmﬂuﬂmuﬂﬂwmaamun'ﬁumumﬁm
uaz mmmwu’mawﬂﬂa (@tim, 2529 : 193)

lwyaa wsmm‘u?j (2539 : 6) WauAaLiuan ﬂ?ﬁNWﬂﬁﬂ1ﬂLﬁuLwﬂ¢U§]ﬂ‘iﬂ'}ﬂ’l‘uﬂ’?’lugﬁﬂ
maam'\ wsamni“ﬂummmnaaanu1'luan'um"ﬂaawaawﬁaﬂmwaanvmunwﬂumu‘lmam
uaﬂwﬂmwmm‘sﬂsuLuumﬂu‘[ﬂ‘luanmuzwﬁmqmn wiefimnsau wielifiujisede e de
dud isdense muuu’tﬂ
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Minn wazane (0husyd | 2531 @ 36) nanin nsvmun'\sé’ué’ﬁﬁwwawﬂﬂawmﬁa
RN YR IAUARYBIY ARG aammnmanuklmmwaq uardszaunsnivosusarynaa lu
nwﬂnmuﬁamvsumﬂua'mm mammu yARadesauagluanmuindenifendu uasniele
aonunisaideafudaindianudile uasiiaviruasidnaduly

4.2 wqwﬁﬁzﬁm%’mr‘fvmmﬁewa‘lﬁa
a,nﬂqw;] nsetpaIu (2543, wiin 43) 1m*wswﬂam{,u'mﬂLn&nnUF!”.l"mmwa'['«a'lu pRUGnT

vousegilald 4 ngu Ao

4.2.1 wquguswa‘iwmmﬂm (Mastow’s Theory motivation) vigufiiwlfiaue Ay
gaansludusingg Auvesywd L'smmmumnﬂ';’mmmmwuwuﬁm mamsaqiaﬂ T sudisanu
mmmimoﬁ‘qﬂu u.a“m’mmaqmsﬂau'iuu‘unamﬂnamﬁmuuﬂmmuammm AU A
Bt u'!a'ta'mafz'm’nmaqa'm‘ummmaqmiuumwmam Tresywdaedl Anudoanslusy ¥eugaT)

lﬂnmmammmmmwuwumulmurmma‘uauamm
4.2.2 vqufin199318 n15Un§9§ny1v99 Herz berg landafeladenisyele daiy

'ﬁl']ﬂ‘3«Fl‘lﬂ‘l-’iN‘lJﬂUﬂdﬂUﬂﬂUﬂﬂﬂuﬂﬂﬂEﬂ% Téiun Tena Fi']"la.lﬂ'll,‘i'il MsLaUsU ANuSURaYey A3

wigimh uasliadomsiigednm éuﬂummmwmmmwa‘ta T wleurewes eafng anw
571U mmﬁuwuﬁﬁ“wmmﬂa

4.2.3 nqwiisa93laved Mc celland %;mﬂammﬁmmwaeuuwﬂaamﬂu 3 Ysziaw fie
AUABINITAIWEANTY A RBINT5iIE U LaraudeensAauduRus Taeranudeenis
audude vdedund ussdelddudady muma’lmuﬁwvummﬂﬁ'snu’m%umaa wildlyigang
luaed .
4.2.4 nu)n1snanisves Vroom 191LauaumﬂﬂmaﬁmuLL‘ma'Eﬁ:'lumsmmwmqﬂﬂa
'-a.,ﬂsvLuumqulululﬂﬂawawmmmuum mﬂ%uumsﬂQummmmummmah mgela & 'uuaq
funishnvesuyudrenaiiiniu nqwgmimﬂmwaa Vroom il uedyanaarsan Aanssud
mmmmmwv‘lﬂmmmmaaqmqq MrUssaun

fwa wuf (Micheal Beer §19fisly duvune [Deoauey, 2551, i 7) lelvimnuviane 194

) o vt ) - P R .
muenelal i Wuieuafvesruiitdeddadmi

1. V 1191nA171 Valance vanefie auitawels
2. 1407 Instrumentality winedis 3o 1adosile 3Emaﬁ'1‘ludmmﬁewah
3. E a1 Expectancy e ﬁ'ammema‘lumqﬂﬂauu'] Sayanall Aaidaanis
a~a.rmmmq’[uwmuawmmma fafuSsdoansevindneigladtvils e mauaumm'mmaqm's
viedafimanTaerly mwalm'a"um‘imauaumummuwmmwmﬂu ﬁwqwiﬂﬂﬁasq ¥90199¢
wanaluzUaunisly il
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