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1. wwnanuAnAefuaunmAsiuIT (SERVQUAL)

2. wnmuAnieatuauiawslaluudnis (Customer Satisfaction)

3. NTDULUIAALKNUNITUINITIIFNITUHUA

4. WIS NS MARSYBsesANTUNATOITIBIAY (strategic lissues)

5. amwﬁ"ﬂﬂuam’fayjaﬁugmmmmmqag‘fwawamaq

6. NUIFLTNLIVDI

2.1 wwIAMNAALAEINUAMAINAISLHUINIT (SERVQUAL)
AMAINNTHAUINS (SERVQUAL) Wunwidandsldsunisihudszandldlunssuiunisujsy

sruuUImsnIasgivelutimateUiniun wazlasuauaulahuiusuusaieldidunsesdodn
anssauglunishivinmsansisazveamherunmasgunntududiuilegiu @wnad vinddv, 2554)

2.1.1 AUNNIBYDIAUNINNTIRUINNS
“AEUNIN” @150 AINNANEYNNBY WAZEIUIAIINT NABANBUENINATUFAT

deAuni1snann I9Ine1uazn15Ien13@aUNIs (Khantanapha, 2000: 8) lnganyuuesveuaiy
(Bon,  1994) gaunmiduiiesmamaiafidagtuldsuniudfyegreBannduimsseduge
(top management agenda) LLazLﬁwﬁﬂuﬂa%’aﬁugmmaamia%ﬁaamiauzms{]’mmﬁLLazmiLLsqu%’u
Tifuesdns wazldsuamaulasgradiulddaludimansaiadnmsuiiumulusimoudaugn
(Philosophical  View) aunmifunuidnunzursanudnuazussadesuaasiiiiesiuinaziolianna
fafianld (Pirsig, 1974 cited in Khantanapha, 2000 : 8) ArafuumEsTIveIRMAMT VilHia181n
faglvddemanumnevesnun il esnauamsinidudflazdosiansanludeduimsiuiives
L9

Un3vnsniveldssdslalvniunuievesaunnilasuniseensuiuegaunsvatelaun
Joseph Juran (1998) Us113138A1UNTTUSMINTINUAMAIN HIAUBLUIAATEUUNITIANIIAUAINTING
839ANT (Total Quality Management-TQM) afnfaEnI19138 WA Tumalulaguvisuuagiani

MIT) sl aaunmide anumnzaisnedlunslduandudiuvenglumnudnsavedndoe
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(@uimieuinig) lunsmevaussiengussasduazithmnevesnmslinunaenszozsnariilidudvio
Usnnsiy dauasead (Crosby, 1982) Timuvaneegrensedulii Wunseevaussdeniudesnis
(Conformance to requirement) Tugued Zeithaml, Parasuraman, and Berry (1990) Lauaiﬂﬂmm‘w
Hudefildanauaianunsvesgnévidediuuinisiidgseuininiu ndnlasaguldi aunmfde
wanFueiUINITiATgn Inefauauaiinnumngaunssmuauiesnsvesgliuinig dufnainnis
Wisuilsuseninanumaniuaznissuilunisiivinis/mdndae vingSuuinislasunisuinig
Hulunaiaands nanlédn msudnisiiganm Uuran and Gryan, 1988 ; Hutchins, 1985 : 165 ;
Zeithaml, Parasuraman and Berry, 1990 : 16) @mmwﬁuﬂumim%auLﬁamzijmmmwﬁfwaq

anAlundndue n3auin1siun1ssusuiaseadiid IneningnAnsegsuusnisiiulndnsd amivse

2
vimamandududsiiafigauaznsanuiiennta fieldiwansusiviouinsfnaniauniniuies
wazannNNsliuin1stainitaugaes Ross, Goetsch and Davis, (1997 : 11-13) daiufunsaums
uosFesnuamnsouniinfousduisitguninnislivinindunismuguiiielfiAnamain
nsliuints Sufimnuuansnaanamninluniswandudwieonandug st mseiBnismunuamnn
msliuinsduiFesionnidesannsuinisaziinsmuaunseuinsinnistesudvaszifediu Al
anuddnann fulumemiaszduresnaniniléainnisuinig dnldarunsasiinsiiungldinge
Juogiuiladonarsusensldun waRnssugliuinig (Behavior of the delivery person) AMMWaY]
Y01d8970909An15 (Image  of the  organization) Imﬁg%’w%mmLi‘]u;ﬁﬁwmimwaaué}g«m
nszvaunsEEdlfUINauiinsAuaelunslifuins TaensliuinisasBearBedudmnngsuuins
yhnsUssdiunisTiuinislusasdunildndniswimugaesinimnsdnannisdnumamnnnis
TuimsiaduBSosfiddyFomils uasifupmedudmunmilddyiiidldiunueails

Gronroos (1982; 1990: 17) lalviAnunueveAanInNIstiuINITITmunls 2 dnvuzhe
AMAIMTNNATA (technical  quality) SuAeafunadns M‘%a?ﬁﬁ;:J%’UU‘%ﬂ’li"Lé’%’m’mU%ﬂ’ﬁﬁgu
Tngannsafiazinldiniloufumsussiduldnuninvesndniaei (Product  quality) daumainim
et (Functional quality) WuFesiieadestunszuiumsvesnsussidiutiuies

Crosby (1988: 15) nd1il¥i1 Aunmn1stiu3nIsuse “Service quality” Tudunnpniite
\umdnnisnisdudunuuinsiiusmandounnses LagnouaLeInTImLAINABINTYBIFUING
LazassafiaznsuANLFeInsesgnA el suUinslamisannmnstiui s dusluiiminay
UtRnslunsuszifiuresiiuuinisiaeshnisiussuifisussninanisuinsiiaan s (Expectation
service) fUNTUINSTITUZa3e (Perception service) 1ngliiu3nis Fsvnngdliuinisanunsaliusnig
flaenadosnsenunufeINIveslFuUIMvIeaiansuinsifsed uganiniigfuuinsldmeands
szdsmaliinisuimsfanaruinganinnnsliuinsdeasyi s uuinaaaaufianelaainuinng

Y

Alasuidusgtaun
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AULUIAAYDY Buzzell and Gale (1987) Aaninnishiuinis Wudesildsuauaulanas

'
v a v [

finslvanudidgenann dsilanandluuaitu InanuidenauaingAinssuresusinAwasnaves
AU Iveaduslaaganuin auntnnislivinsidusesndudeuruegiunisuemseriausves
Huslaaisiseniuialuin “gnAn”

[ L3

Faned WwANTITNY (2543 1 14-15) AAnNTIAUINIT ADAILADAARBINUYBIAINUABDINIT

YDIQNAMITOLTUUINT MT0T2AUVBIAMUANNTAIUNITIAUINTNNBUANBIAINABINITVBIGNAITD

o

H3uusmsdwilignAvserSuuinisiiaanuiianelaannuinsielasu

(Y

aua9d NIdanIng (2550 : 66) waueauiuliinaunmnsiiuinisiuinuadngsuuinig

€

[

azautayaninua1anisliinaglasuainuinis Famnedlussduiiveusuld (tolerance  zone)

[

a [ = =2 Y a = P [y J [y (Y] '
‘U‘Uiﬂqiﬂ"ﬂ3ll?‘YJ’]NWQW@GL"\]IUﬂ']{LW‘U3ﬂ'15621\‘1"\]8l|§3®1]LLGmGn\‘iﬂu@aﬂlﬂ@’]uﬂ'ﬂqﬂﬂqﬂﬂﬁﬂsﬂaﬂwﬂag

ey

¢ & [ a Y a & =t
yara wazAuisnalatieadunauiainnisusalunanlasuanu3nisty o vaenamils
aguladn Aauannsliusnag (Service  quality) manefis AuanunsalunIsnauauedAIy

foen13veInIstiuinisnun maesusnsiiudedAyaanazadnsrnuwanasvesgsiabiuiienda

'
[ a

wistuldnisiauenuninnishiuinisiinsatuauaaniweduusnisdudiidesnisnsesiy

' '
LY a A o a £

vusmaveneladilasudiifenis Wegiuusnisiianudens s anuingsuuinsdesniswaslu

e3P eD_

JULUUTIRRINS (Tuna Vinf iy, 2554)

2.1.2 1NUINNITINAMAINAITUINNG
aued Wadanms (2550 : 50) aunglimiiudn aaninnnsbiuinis Tnefiugiuudituiduges

eniilesansssuydanuliniueuvesuuinsniudeddlawazaiavuiedruinisdadaiiy
nengwINLnIYINITUlagsellaslunsngrguAuILLININTSUSHIUTe TRA NS IR US AT
Panunsaagviouliiuidifveanisujifuazaiunsailugnisiauauninnisiiuinisedruauta
Qq'
g0

Gronroos (1982) llausuwiAnliin aunmdanatia (Technical quality) wagAMAINLT

=< o [ [

w7 (Functional  quality) lunmusdifvesnaunmiidmansenulufaisanuaianiawaznissus

Y

LY [ a

sonmnNMTlTUINT waznanmsliUINTasiinntosiiodle Tusgiussiuvesnmnidanada
LayAUABMTN T

inausimMsfiasanamuamnsuimshaansaasslmAntuldmumdn 6 Uszms nanfe

1. madugiea@nwaznsiivinwevoeiiuinis (Professionalism and skill) 1un1sia15aii

Suusmsanansasuildanmsdisuuinmsandliuimsndauiuasinweluauuinisdaunse

o, e

wlunsudlutgnieing 9 laegallssuuuaguuuuny
2. vinupRLazNgANTINYRIRLUSNNST (Attitude and behavior) #3UUIN15aIAinANIANLA
=i Y a - o A ! Aa X v | AA & a o A
nmsgiiusnisaulanagandunsudledymiing q Adedumeviinduling waganidunisuiley

Ugymognaiseeu
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3. mainulsegnsiewazinnudangulunisiiusnig (Accessibility and  flexibility)
fsuvinisagiarsanananuiindl viuing wasnandildduuimsangliuing saufsssuuns
Uimsndawseuld esnmnemnuazmnlitugiuuing

a. anuilindlauazauidedioldl (Reliability and  trustworthiness) §3Uu3nisagyinnis
finsanvdsnnildzuuinaduiifouiesud Gaimslivinsvesliuinmsazdes fuanuildsuns
ANRIY

5. nsudlvaniunisalliifugniazuni (Recovery) ansanainnisiiamanisaidilaile
Aan1ssiasntAndunieliamanisaifiinund wagdliuinisauisoudluaniunissidy «
IeiuyefisheiBnsiuenzay Seilvanunsaindugnnizuna

6. Fordosuazanuindode (Reputation and credibility) ﬁ%uu‘%mmm%aﬁaiu%aLﬁawaa
JWunsnnmsigliuinisdiiuianisiefinnasa MeSutsuaznaiuvesmsAnuiesnmnn
Tsu3n13104 Gronroos (1982) aadildnantu duldindugaisuduvesnmsdnmamnmdiitundnly
\Benunwnnslsiudnisedauioss manuiiddrysudunn@nues Gronroos fie TeauslulBsuuidni

o o A ) Y a PN a o« Y a d‘ Y o v . .
a’]ﬂﬂJLﬂEJ'JﬂU?_’]]fUﬂ']Wﬂ’]{LVUiﬂqimLGU']LﬁEJﬂ’J'] ﬂmﬂqWﬂqiiﬂUiﬂqimﬁ;}ﬂﬂ’ﬁUg (Preceived Service

1
=

Quality-PSQ)” uaz “Aaun1mn1sliusnisfigndsudvianun (Total Perceived Quality-TPQ)” alu
WIARTILARDINNTITBLNEINY NOFNTIUVBIRUIINALAENANTENUTLAARINAIUAIANIIVRIGNATUTE

HSUUSNISALIAURAMNINYRINTIRUINIS T AN TU T UAMAINYBIUINITN 8T IRINTLASUUTNIS

Y 9

WA (B3R wIshu o ogmsen, 2547 : 182 ansdsludvina vindAdas, 2554)

Gronroos (1990 40-42) leunauufaluiesnunimiigndisudianun indunmninnis

[y

Tiusn1sngnAmIersuu3n1ssus neinananuduiussenineesiusenauvesdewing 4 Hddgy 2
U32n13A0

1. AMAINTIGNAMIBRTUUINIIAIANTS (Expected quality) Belasudninavintadesig q

kY

1§un n153ea1sM19n15maIn (Marketing communication) nMwanwaivetesdns (Corporate image)
nsdeansuUUUINAeUIN (Word-of-mouth  communication) LAZAUABINITYDIGNAT (Customer
needs)

2. @mmwﬁﬁmmﬂizaummﬂlumﬂi’fﬁmimaqgﬂﬁm%ﬁ%’w%mi (Experiences quality)

Felasudnsnaaintadesing o Usenaumy nmanuaivedasAns (Corporate image) AMNINLTANATA

Y a

(Teechnical quality) uazAMAIMEMEIN (Functional quality) YimugiTaIRMAINNTIAUTNITVS

4

Gronroos f4nan3 @1wsaasuledn gnAnsuuinisinagyinisUsslivauninveanisiiuinig laenis
WisuiiguaunniiaaniatuaanIniiinnUseauni1saiveanisiduin1sinAmunmysaeIn Uty
gonpaediunzely vselinnuuanasiuedidls Fafetuinsansiuduuds ssnateidununing

1%
[ Y

anAsusTanuA (Total  Perceived  Quality-TPQ) wagsinnisagunatuaameidununiniisuila
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'
1 ]

(Perceived  Service  Quality-PSQ) TULDITINIANAINATLUSULABUNUIN AMAINTALAAINA

q
=

Uszaunsallididuluvseliaenadesiununiniieeviagyiliinnssuivesgnimnavielifedisls

2.1.3 iA3asliainaldinAmAINNTIRUINS
Parasuraman and Othere (1985) lunanun153eLdsdsauazunaufiuingIfugunm

AM5LAUSN1S tawnnas1uLileat A.d. 1985. 1988 wag 1990) F9lARABYIAINNNAIIUAINUANYD S

Gronroos (1982; 1984) wazldsunisiauwindunsousuwfaiiugiusaansanwigunimnsiiuinig

[

Buzzle and Gale (1975) lonanfunuainisiarsangunimnsiiusnishisl

<

Yusni1sagslu

=

1. AMAIMNITIAUIATS AzgnAvualaegnAImMI oI uUINIg anAmIeE

Y Y

oNe

S

fnsandezlsndeninguain Inglilaldladinszurunisvilinisuinisifad ululuedelsha

eXp

b4

anAvseRsuUINsWiarAugeuiiuuuadluSasnan mnaauanseiulutng

Y a & a o ¢ Yy v | = 2 q'
2. ﬂfUﬂ']WﬂrﬁIW‘Uiﬂqﬁ L“Uum‘l/lammi%maﬂﬂuw’laqmaE]m’amlmmmautjﬁiﬂwlLi’ﬂﬂﬁ?ﬂ’lia

muuprunInnsiusnsidulUlssmzianzamsadugasdisanemlansliuinisnadaunim

o 1 1@

= v oA o & : aa °o a vy oA a
Jwpviegvsieiliosaiane Niluiaiitansanidulllamesvielsni
3. AaunInnsliuinIs asintuldmemnusiudieveandreiiiesdes ludnesduduiifau

Tudrulanismuauaunmeenisug iinuvewsazaudusesiidmaseaudnsavenisliuinis

o = v a

A a Ya Ay awva o & v Yo A a ! Y a
nilaunnla dnguiRnudndudesdaiuienisugnildndinausuiinveusenisiiuinisuazns

Y

YlaueUINsNdaunmegiaue MraliouTINULaYaNAMIoETUUINS
4. paunNNISIIUINIS MIUIININITUINISWazNsRnRedea s dudsilienawensanandule

Tunisdnauenisliusnmsfifaunimiu FuftRnuliusnmsdndudesdianuiwazidlemfvanasny

wa

Felunrsliguinsazdeenlalddenisuimsdanis MallielrguidRauuinisaiegainuaidauay
afassaneldanugninaliuinisiioenundamning
5. AuNMNISIIUSNS fzseseguuiiugiuaulusssy

Y a a a X ) a ¢ P IEY) I3
6. ﬂmﬂ’]Wﬂq{LWUiﬂqi"ﬂgﬂLW‘ENELG‘IGUUEJE‘JJﬂU'JWUﬁiiﬂJsﬂaﬂﬂquﬁﬂqﬁﬂqEﬂua\?ﬂﬂqimlfuu@?qmLUu

wa | ¥

53ULALANANTDIAN LAEBIANITNIUTN1STIaUNTaU]URAENAT LaZUAINITDIBIANITIABE 1LY

Y

Wieniu gavazvioulun1sliuins wiiinan nnsiiuinisedauniass
7. AuANNIsIUINT Fuegiuaunienlunislviuinig udigunimnisliuinisas
A115093 08NN AMUAMNEAIAILY WANITINLNULINBLATENAIIUNTOUVRINITUTNITIE1INTN

mmﬁamsﬁauﬂuﬁaﬁLﬂumméfaamw’%ammmwi’waagmé’m’%a@’%’uﬁmi gounNaliinN1sUSAS

aa

Aa
VINQQJJWWW‘I/I

o

8. ANMNTIAUINNT unedia Mssnwimdudya1itesinisagliuinisgnAvserTuuinIg

q

Ipegnedulumuauninnds uazluluauteulnduiiRnuliusnns

Y
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Steve and Cook (1995: 53) failifiugnedn nsdenldvimsvessuuinslasdanlg
WBNAINILANLINININENYAIYBIDIANTITHALAIIUABINITAIUYAABLAT AMNINATITLAUINITUDS
mhenuvdoasdnmsfilvuinmatiannsafinsantdannae 9 Ussnsdedeluil

1. MSfaUINMslaviuiinLANReIN1S VR AUINTS
 emsagmnuesihiaiinslunsduing
_anuindeiolindavesmsliuing
- MmN AtysoESUUINTUAREAL
- 9mAUimsivnganfudnuasueanuUIng
- aanmnsliuimasluszradhiuuEniswesniendimisdiiuuing

=~ = a AV Yo = ' a
. Jalduerasusnisnlasusiuienisengasvaeluusnng

oo ~N o U B~ LW DN

. anudaendglunisliuinisangiisivglasianie
< Y a
9. ArusILIILUNISIIRUTNIS

2.1.4 ¥ENNINATUIAMAINATTTAUINS
Krutz and Clow (1998) @slalauandniiansan 3 Usen1s Usenausig

1. gaunnnishiusnig Wudsignandssluldennniinuninuesduen
2. Aaunmnishiuinsiuduegiunissuivesgnanfgfurananvenisiiuinisuag

L UTLEIUIINATLUIUNT IAUI NS UULAATU

[y [y

3. aunmlviuimsiinainnisiSeuliisudangnenlaaandsly duseduvesnisuinig
M vy a S P Y a S & A da v v
nlesuate ndinanansaasuladn guaiwnnshiusnisiu WuSemlianududounagainvaiy

Tuwdyuvesnisfiiansan winszuudunussdnddninnuninnistiuinmsiluseddAndadsuuinig

Y

o w |

Yos09ANsslinudfgyuaziumauauls asdn1siideanisaudniavesnisusznaunisliineg
= o oA ~ v v | < A v a aa A o Y
Junasguserenau Jadedlimuauladeussiiuiesnunimnisliuinsiiansanvseyianudila
INAUADINITHALAUANANTIVBIGNANTBETUUINSIALARE N AUTR
2.1.5 M5IPAMAINNTIAUING
n13inaunImnsiiusnstusdinagldisnsindviiniuiianels (Customer  Satisfaction

Index-CSI) vesgnAmsaRsUUINIIAEndRINlasuusMItuLes wilaemlulgmilunisiaganin

[ «

n1shiusnisiu dnazduegiuisnisineulaniiungnisagrieunmainnisliuinisdandenis

A @ Y DSV 2 a X a A Ay v v 1 &
novausvseldulumuainua1anisvesdSuuinig Fuinduase vienlanauiudiinduniy
flanelandFuusnisianinuimsinlasusntuaensuiuauaan iy vsenlasuiun wu n1s
lasuUsn1snnyARalagnse (The one-on-one) MIlATUUINITIINKUUMT YT (Face-to-Face) way

nsiuduiusseninegliusnsAudsuusnig

Y
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ns¥agauainnislivinisiiesdusznevusznsladedy ansafiansunldainiauzyns
tfnAw1nsléuA Koehler and Pankowski (1996 : 184-185) lalvimdnnsdrdalunisinannimves
Audvidouins lagagdesfinnsands 4 Usznisndn el

1. AUAIANIIVBIESUUINS (Customer expectations) AadfnyUsynIIniavenszuIuns
wisnann Ao n1sviliainuaiantevesgsuuinisiduass wazassanudnuiulaliungnén
Tnslamzagadinmssssnuiiefiazaiudfuuinssfunsiadsaufisnelaainnsuinmsiléyu
Hueehad ludrvesdnuguanvidedlviuinisazdosaimauludnvaziiniogsls

2. amwanduii (Leadership) sUnuusing q vasfinnsluasdnsmauuuggiuionis

U313 §annns wazgeuauazuansbiiiudsnsnsgyimihlvdgrnuiinunin lnsanizegneddluie

Y

eXp

vasmsillgnisivisuulamessdnig wu msdaulsinunan nmsdaassninens (Jusiu

o

3. N5USUUTITURDU (Process  improvements) Lagvinn1sesuteision1snazyinlidunou

9
' '
o = a

19 9 szAunmindy mnnssuiunstndlunisusulgstuneu Mnisysulgaasesiiatiialiia

e

[ (%

Fumeulval q Antusasinnuissaasounduanduneulvl q findn

4. ﬂf}ié‘]’mﬂﬁﬁ’ULmdﬁagaﬁﬁﬂﬁm (Meaningful ~ data) 3u9nn1585Ueden1sdndenuas
Fautsteyasuisihnisinseidmanssnudennufianelavesgnénlagiinisdisaainaavais
diinnsedind (e-mail) aeuatunslnsAnidanuiugnAanlusieyananisaunuinguvsesnnune
$oai3ou uenanidmefamsnenuriensinufiay (31n3gua)

a3U MyTnAuNMYBIALAIMIEU3NTT AzfiansanaInasduszney 4 Ussmandnilud1dy uas

[y

5ﬂmmmﬁﬂﬁmmmwi’wmqaﬁm‘%argfﬁw‘%miLﬁW‘ﬁulﬁf\f%q%ﬁamaiﬁgﬂﬁm‘%a;Ei‘uu%mit,ﬁmmm
= a i3 =) a o | = Y a < o o
fanelaluduAmseuinisuasthluganulinanimvesnishiusnisilud Ay

2.1.6 fiaulsnaBnSnanannnINAIT RIS
muUsnidnsnaseaunmnsiiuinisusznausie

1) AnuAndsiuannwnnsliuIng
AUAIANITUeId5uUINIs Lun1smnnsalarmnvesy

(%

YUSNISNEINUNISUS NN

[

v A Y a 9 dl' ¥ a S = W ¢
Insudlownluldusnmsauaanidusesnuninlunisiivinsiifssaunuanssiuseniulnedeien
NAFINISINsIANTINelanlAsUaINNISUSNMINaFe

sgauwsn Mngsuuinishifianela azuandbiiuiinaniwlunisliuinisiives

v A

sEAUTiaes mnETuuIMsiiauiianela wanedt daanmlunisliuinng

o A

seAuatd vnguuinasiiaudseivle deunansin aslausnistulinuningavsed

Aaunlunisliuinisge

a

auaaninlusuiAndAgilasunisiiunlddmiunisfnwinginssuvesguilae

LLagﬂmmwmﬂ‘ﬁU%mi Zeithaml, Parauraman, and Berry (1988) %éqlé’fmuacﬁmwu SERVQUAL

a =

WefnwinanmnsiuInsanAumaniwedsuuinisndneusnsiuilasu tneauennnumiull
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IANMUAIANTINNIBTIANNUTITOUINTOAIUABINITVRIHUTIAA TnsanuatanTaresusnsilile

o =

dnaueiianisaianisalingliuinisensaliuinisedisls udilusesdiiansandifliuiniseas

Tusniseglsunnitnanlagagudininuaaniwesysuusnis unisuanioaniienaufeanisves

a

YUINN5NoUNLLASUUINITINNMUIBUNI D09AN SRV UTNATuN1sTRUS NS iAgANAIR N TI9D9

oAe

1 '
v

VU35 gauilsgduuandsiuluinntetestnduegiudadevaieusenis 1wy AnudenIsdu

N

eXpe e3¢
al

uAAaNIsasuATUaniaUsTaun1salnk i Wudu wagauaanivesysuuinistmnlasunis
AOVAUBMESUUINSTIRsIuAmaniLangavasieuliuiagaunnlunisliusnmsvesyliuinis
o Yo  a v o X

ANUAANIVRIRSTUUINMSH 4 Usenisaall

1. AsusnkuuUInNeauln (word-of-mouth  communication) AMUAIARIINLANIINAITUBA
@1UInsioU N WNeH AUAINKISTILANAINAIUBALEINTUNTIVAINALUZUITOILNOU Yo Ralin
a o a a ] | A Y a I3 I Aov o XY a o a
Meglusuuimsluanunuistuinneunasnuindimshiusnsiuegeddurilvgilainninunianian
zlasuUSNsuTiU

v | s = I~ a a o ¥ [y

2. ANUABINITAIUYAAA (customer’s personal needs) Fs193studsvinlvsiuay
mW’J’wad‘qﬂﬂaagﬂuszﬁuﬁammmﬂLﬁuﬁiéf

3. Uszaunisadluefn (past  experience) A1uAIARIssULAnIINUTzaunIsalluofnddiu
WNetesiulszaumsalamunsuinisiaelasuiazidnsnaneniuaianisludagtuvedSuusng
o & PR I3 fa v 'y = Yee a1 v v
VN UizaumimuummLﬂuﬂizaummwai’mmmﬂizmhmammgaﬂmlmwawaiﬁ]ﬂl@

4. N15lawuIUTEIFURUS (external  communication) WUAILAIANTINLANIINANT
aﬂGl'@ﬁ@ﬁ’lilﬁ@lﬁmﬂﬂEEI’%'UU%ﬂ’ﬁ%QLﬂuﬁﬂﬂ’liaaa’liﬂwmiﬂLLaSﬂﬁ?‘i@aWiVINE’JjEJMLﬁ@ﬁ%NﬁT}ML%EJﬂu
TALNRSUUINT 1w Msliuin1saigauasdla aswiam Wy

satulunsunuszauanudisalunisliusnistsasdeaduniignunaiuisavituisaing
AandsvegsuuInisuazasianuiisneladerSuuinisideda suiugneiedaeUadenianiwas
ANUAANIIvRIRTUUIMIUTENR UMY

1. SNWUBUINMINNTUUSNNSHDINS

2. sgauveamsuiRauvsenisiauinsngsuuinmsianela

3. AUAUNUSVDINUUTNITNEATY

4. anuisnalavasysuuinmssenanisujiRalulagdu

nssuslunnnInnsliusnisvsenunINYeINITUINNS Ieyniuvsedialesiuninuaiavisves

LY a d‘ o aAa a

UUINslseaaddefe N15SuiazAuAIAnTdsenmun1NYBINEA UIITaUTNNS (Technical

q

eX2p

'
a Yo a

quality of outcomes) FuTuFoIVBINANUNTBUINISTRTUUINTIATULAZANAINYBINTTUIUNS

Y

U3n15 (functional quality of process) Fufgitasiunsiiufduiussenitellvusnisiugsuuinisiy

wiaran uNsallaENgANTIINITUIMINRIUSNsuanIeanIn
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2) mssuiiuamninnsliuinig

n53U% snefls Fmsiiyenauedanitogsou q fvetyena aziuyana 2 Auetafinnudnde
fnszduoafenfunelifouludfiety wiyanahs 2 019833n1swensuiasansedu (Recognize)
N15180na33 (Select) N15UszNa (Organize) Lagn135AA1N (Interpret) L?’imﬁ’uﬁfgmgﬁuﬁmdnlﬂ

willouiu ag9lsAmuduiuiiugiureinszuiunsTesyaAfaLAasALiglfuaIINABINsA e

[ 7
v A aa [

nsemds uazdladedu o sl fRvesnssuiaunnlunisliuins

1. han mneds wawesnsdadladinezlduinsdlelavielutada

2. wgpa Tunmsdndulaldvinisiu Wunsdnaulafiglivinnuisudsuseniausslo
Algsusugunuildasly

3. nsuinmisidlesanquainnislivinnifudesves fauiusszvinedlausnnsuay
H3UUSMT esdimsdsziluvsenisinaun nliuinsnndsuuimvisegnm

4. \flomlasamuniwnisliuinisaseuaguiaainug (Cognitive) AIudn (Affective) uas
wwIltuveangAnssu (Behavioral) ¥eRsUUINTS

5. U3Um (Context) Fel@sudvdnannuinmsuietadvaniunisal

6. N33 (Aggregation) Imaﬁwqaﬂii:umﬂ%u‘%msﬁ?ua319’1’%’UﬂﬁﬁmmmLi’]uﬁ'aaﬁuaﬂmi

g3Ne viseAnuiBINMsasuanuduiusansAsenieiilasuusnis

3) Uszaunsaln1ssuuinisnuaainiwnsliuinig
UszaunsallueAnfitneatunissuuinislunengeuariiolsindudadendsnisninanie
dawa viseidudimvunnnuaanisennnmlunisliuinisveadfuuinis (Ziethaml, Parasuraman,

v a 1

and Berry, 1990 : 19) SuildnsnasiaanumanislutagiuresFuuinis luneniseain Ussaunisel
oI TAEFUUINS Tuiludiunaumenisnann (marketing mix) va3gsiausnisnidlu 7 ssduszneu

(7P’s) MINNISHAIAAIRIDGLUNNTINNITNIANUNITIAIAVDIFUANNS DU NS

2.2 uwanuAangfiuauienalaluu3nis (Customer Satisfaction)
auisnelailudadenddyusznmmisidnadennudniavesnuiivssgdmueineld

atailuszavzan anuianelalaenilunssiumluniwdangwii Satisfaction wagdadlylviaiuming
A “anuiianela” woagUladall
2.2.1 ANUNUNYVDIAIUNINDTD
a v a 1 ~ I < 9cg = Sa
Atln AeaR (2537) Wiaumaneaiuiianelalidn WWuaiuidnveu vienelavesuraainil

HBN1979Y kageeAUsENaunIadealaduy 9 d1univsessAusEnoua1tURBUANDIAIY

Aoan1svesuAnale yaratuaziinauisnelalunuiy szgfianan wsinie usdla saunsaideyan

Y] s 1 = a

Twnawvasnulivssaingusvasdedniinunimdsgslanididuiniasdiensequliuraaiinaiudia

NOLAANNNSANWITIVTINT 9T
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[

1. degdlafiduing (material inducement) liiun [u Fwamzeannigmnmeniliunguszney

Y

AANIIUAN 9

'
a

2. 40NN INeATieUsIsaun (desirable physical condition) Al Awwindeslunisuszneu
AINTTUA %qLﬂu?iﬂéhﬁzgashmﬁaé’udaiﬁﬁmmmqsumqm&J

3. naUstloviinsenuad (ideal benefaction) anefia dwine 9 flaussmusonsvesyana

4. wauseleviiniedeny (association attractiveness) Ais AUAUTUSAUNTNSAULIWAINTTY
duavihiiiamurniupuionelawazanimnisiuegHuduluauiisnelavesyraalududn
vizonnusuadudany Geavinlisanindnussfunazdmusiuaddunsusznoufanssy

nsesum egav (2542 : 33) Wanumnevesanuiswelalunisvinen fe viruadlagiluves
wifnauiidenuveay dunldunsfURTAneUaLeIANLABINITYBAUIMILANAIT LYY ANINNT
yhawdifunasnds TéRudouianouumuiismennnisdsdn mam szvilindnaunelouasi
P w3dn (Frund) fiRsessAns

Good (1973 : 3202) 1#na1231 awdianels vaneds anm aunw vieseiumufienelads
Duwarnananuaulasie o LLazﬁmuﬂaﬁqﬂﬂaﬁﬁia?aﬁu

anufisnelafuiimuafifudiifianuvuisadieadduninauaunsaldunufuls Tnelv
FredureALMIIBTaTIaesAtidn kaarnnsiiyaradiluiiduhuludsiusasfruefdiuauas
wansbiiiuaninauldianela (Vroom, 1990 : 90)

agulein mnudiawela (Satisfaction) iusimuadfiduuusssy Weafudsla ensual annuddn
fyneadinoddadmils liannsoueatusuildusnantenufiselaifuaruidnduuanvesyana
nouauainudesntsliuiyanalddennufianelafiiAed uauisadsunvasldnuardouuay
Usgaun13nlvesiaynna

Maslow (1970) ngufjiiivseiiuddyegiidn uywdazdanunalalunsinu drnsviauiy
A1U150NBUANDIANIUABINITI LALLUSAIRUTUAIINABINITVBINYYELAEAIANNAFIUAIINABINTT

[
Yo a

Yaauyuedl IR

IS 1

1. uywdileudenis mnudeinisiiaziiogianaliduan Weaiudeinislalasunisnavauas

9 Y
[

uéh Arudesnsdufvndnununy Sundutuiiteslubiifauan

2. rrwideanmsildzunsnevausaudiayliidudsgdavemginssudndeluannuseanisilals
fumsmevausshiuiiudsgdaveamgingsy

3. amufesnsvesywsiiiuddududonnudoimsdusiildfumamovausudiausoans
Tugftazdondodlsiinamevaussiud

Maslow (1970) uwtsarudesnsvesuyudly 5 dunou el

fuil 1 1Aafuntsdiugin novausdlaslidirsdiuatainis novaussdasliyaudanig

dInsasuds TAshemeua wagdu 9
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Tuil 2 \NgrtuANlasnfiularA1uduAslun1sv19U novausslnen1sidy 199
YINTDRNAINUEVAINLINIU NSUTEAUNITINUY MIUTEAUFUAN

TUP 3 wazdui 4 Merrunsauauwaznslasuengas nevauedlagn uALLALENYINILIN
fou Tuesnsussypudvhaulng Tiswnamsdadulaluuisdiu adsussernmalizdniinuendu
dunilaneiosnnis Jaulumsdudivesssinis endessue uauu fdraglinseyi

A = ) o & a v a % v o

JuUN 5 1AIiUNITUITgANdLTITauLeaIn1s nevausdlaelalanialviuilivinaumniy
a )
NUII5OUIVNY

WIAAUB Maslow 1 ausaeiuisfianuisnelalunsufuimiauls nanmheauiisnels
lun1svirnuresyrainslussdnisudasszauaziinufnsiuand1eiuesly wu ninauszau
UfURn1suazguimsazianuiianelalunisviinuiuand1aiuiiesainseduaiufean1suemnsass
LANMI9AU

anufanelafudeseniefinainud AeysioN1T119U wmsnzauiteneladutladeatanile
a ° | a a A A v ] A o ' ) | v
Mg luganimnisnauiianunseieseduy anusslanaranudesiuluniisnuduavdanaliau
~ a a v v & I3 o a a v I Py Aaa a ° v
fUszansanee aedussdnslavsaniufanssulviussqudnunelaasdeadiisnisnagiin ey
Sudetuinnupesdnsagesdndlaliuaamnindieiuiaununisianlasuteunnemeaiy

= A A 1%
fanela weNvzussaulmunevetosdins

2.2.2 Yadeniinarandnunawalavesguuinis
anuianelavessuuinisdunisuanteandemnuddnlumauinvesgsuusinisdenisiiuinis

Feladeniinadoruiianelavedsuusnisidnfey o fsail

1. @01uUFN1T N19NfeN1sUINIsiaazain Weuszanuliniuseinisgouneliinniu
Hanelasian13u3nig ke MIRd Wazn13NT2aean uiuin1siinafs Wes uisAuasAINkAUTEvITY
= & « °o w
A dusnednngy

2. nsduasuwugiInITuIng Anuitnelavewsuuinsiindulaannnisiaduteyaviians
yioyanadunanYLisnannvessumsluluneanin snnassiuanudeiiefifezianuidn

AUUSNIAINEN aumumwﬂﬁmaﬂmﬂmmmmmmimmﬂm

vV

mMUiﬂ7§ NUTVWITNITUTNITUAY N‘UQ‘UG]‘Uifﬂiﬁ’luLUuUﬂﬂaVIlIUVIU"IVIﬁW ABIN1T

Y
a va GLyyq.;

UQ‘UMQ']UU??]']'E MN?‘UUiﬂ’]'ﬁLﬂﬂﬂ’J'}NWﬂW@I’ﬂV]x‘iﬁu E‘\Jlllﬁ‘ﬁ?iﬂ’]ﬁllﬁﬂ’]‘ﬁVl’J’NUIEJU']EJﬂ’]'ﬁ‘U'ﬁﬂ'ﬁI(ﬂEJ

Y

AdsfamnudAyveslszvulundn gouau1sanauaLBIANABINITIOIRSUUTNSIALARAIL

Y

[ o w

fanelalddreuiedrtuguiiRnunsentnnuusnisinsenindsssuvududdguanangfinssy
MIUINITHaTaUBIUINISHEASUUSNsTIdeINTsieauaula wilaldegiufuiisiedndinvainis
UIN3

4. @NINLIARBUYDINITUTANT LATUITEINIAVBINITUSNITHINTNaneAI uNINelaves

ASUUTN1I1I09NAY FUTNPUTNANINUIAGBUYBINITUINSLAYITRIAUNITEBNLUUBIATANIUT
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nsanussniglusismestnesuaznisliddunsdawisiuidudndiunaonauseniuuiangaies
Tdusns

5. N3EVIUAITUTMT Ionstnausuinistunssuiunsuinsiludiudrdnlunisadisanu
fanalalvfuyszivy Ysednsainuedn1sdnnisseuunmsuinsdemalinisujoinunigiuuinig
finuAaeIfLarauaIfanINABIN1TYeIUsEY1vuldag1agndoalinunIn 1wu n1sdunalulad
ARNTINEILUNNTRTEUUTRYAYRINITAITR IR nls s sUnToanen15Tu N1 sldiATesnnowty
gmluilf 1udu

ndadedendiasuladn anuianeladsuudalanaeniiainiudadowindeunas
anun1sainiatu Feuwdsluaudadendunfeitesiuanunianiswesyrnaluwsazaniunisel
| =t | L a ot L& A @ i | =t ¢ I a
Frnamiyanasglinelaiedwdansglidulumunaaniuslugianamilsenafianaloseds

= A Y Yo ' o = Y a1 a S vy R

nilsinenislilniunisnevausteggnissyanaausaUdsuausanifudedulaegeiuiiviule
wananilanuiianelaiuauddniiaunsouanseenluszduinniesldtusgium 1wunnm1awenis
Usziliudenlasuasaiudsiaandald daulngiuszosuagldnanduinasgiulumsidseuiisuany
AN IVBINNTUINNG

2.2.3 YBUUIVDIAMIUNIND D
1. nmsAnwiAuiswelalusu (Job  satisfactions) Usznausetadenis o nildnswavinln

Auianelaunnateiueenluldusnwuzas1uii (Type of  work) AMuA1IUEN (Promotion)
n3TWAY (Supervision) WiBUseIU (Co-worker) nyarayiuliaudeiiulunguiniiauioz
o q v a avyvu ' = v ¢ 11 a o o ¢ oA A o !

ibinandnd lasuanusiiowasliussloviuinguannitgaduiusanlungulinnunaunduiueeng

Ina¥nvziidiilvauniglungulfinnuludnuugnaaigaieiu mnnguiaunaundedsnlasiug

wazfignyaunaidudseleviagyibinandngelunazaiannisuazUsyloviliiona (Benefits  and

3

. I [y P 1 Xy 4 a | XY I =
Services) Wudnwarinthenulidanauseloviuazuinsdng q niuyaaalumiisauuenmilen
% A AR i d' a P o a ] awva Y a1
Ade ivedunisgdlayaainstied funmisnuuungeiinnuiwelavigfuasaslaufiantens
HUszansnm

2. Mmsfinwiauienelalunisiuinis (Service satisfaction) wunsusziliuAlaggnanie

o

H3UUINsan1sInUsnnsisedlaisemile viveynvesuInNsAmLATY

2.2.4 drunulfafgnuiAuafliasrUsznauAIuaIg 9 laun
1. AuAusan (Affective  component) unnuidnvseansuaivesynna I 2 dnvaue s

anugannauan laud veu wela wasanudiluau laud lveu lanels

|
[V P

2. fiumIUARA (Cognitive  component) auasuatuarasuiuazidadedoyanlasu indu

ANS ANUARLNIIUTRUARATTOAATUNTRITY DIAUTENDUAUANUAADUNNUDIVIAUAR

9

Y a . I3 o A o N A
3. AUNGANTTU (Behavioural component) LUUNNIATEYINNTONTBUNITADURUDIRBVIUIVDS

YIAUAR
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o
v v =

fatuafianeladadussduszneuiuauidnvesinuaidslidniudouanmiossune
Fanguatauelunanlagagudomuiisneladuiissy jisendiuaiiuidn (Reactionary  feeling)
s (Stimulant) uaninasenu (Yield) Tudnuwazvomadndgean (Final  outcome) ¥os
nsUIUNNSUsSEIU (Evaluative process) 3afirimavasnan1suseiiiuin Wululudnwaefirmiauin
(Positive  direction) #3e#ifn19au (Negative direction) #3elifiufisenAe 1ay 9 (Non reaction)
soduviedanseduiiufly
2.3 NTBULUIAALNUNITUINITIIVNSUEUAY

LqumiU%WﬁiWﬂ'13LLNuauﬁﬁawszﬁwﬁwuuﬁugwwﬁmm517iaamﬂé’aaﬁ’uuiamasum%'gma
flFunadlirosgan etuil 12 Ausieu wa. 2557 UsgneuseUssdiugnsmans 11 Yssidiu fedl

1) msundesiazi@ayanidunszumnynsd

2) msfnwanusiunwesizuarnsilsema

3) MIaaAudeudvesdiny wagnisadlenmanisdiiainmvesds

4) ns@nwuaziseu; msviyuisemaun Aauinusssy

5) NFYNTLAUAMNINUINITATUATITUAY baEauNINUDIUTTYVITU

6) m’nﬁuﬁﬂamwmqms‘b@ﬁ%awimm

7) msdsasuunumuaznsldlenialulssmaue gy

8) nsnawazduasunsldusslevianinermansmaluladnisidouasiaunazuinnssy

9) Me¥nwANLUAITIUNINGINT WarnsadsaunasEritnseysnuiunsldusglon
og198s8u

10) MyduaSNTUIMITIIMIwHUAuifissanAvatazmstesiulnuummeinuas
Usznghtiveuluninsy

11) M3UTUUTINYUUNELAENTEUIUNTLRTITY

2.4 WINNNTRAUIYNSAEATVRID9ANTUNATENEITIBIAY (Strategic Issues)
Uagtunsudnasunisunasesisadulauufnisfanuussinuenseans 5 Ussinu fsil

Usziiugnsaansi 1 : enszaulnadiuaiuisavesnsuduaiunisunaseviosdulid
ANTINULAS

Whuseaen
1. NSUALASUNISUNATDAT990Y  AU1SaNAUITaLEUasTIulauIgkasuInnssuunlalunng

duasunsunasesiosiiu
2. nsudaaSunsunAsewissdy Tanundeudainlunisiigussunauendeuy
3. nsuduasunisunaTevissdiuau saduasuatiuayuesrnsunasesdl unesdulaiuise

UfuRnususwnaninlaedaiiuszdnsaim
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4. fFuvimsuasiildulddudovesnsudaaiunsunasosdisiesiuldiuuinmsvduusii
U3nw1 (Consult) Uszanuuazaiuayu (Facilitate) 981980053 1UaTIUAINADINTT

5. nsuduasunisunasesviesiuilussdnisfifianssausge (HPO: High  Performance
Organization)
Fa¥a
1. sgduanudnsalunisiuuesrinisuazwseurunsongussm Ao Teu

2. AnAzwuunsUsliusavavvesseRuauienelaveSuuing

3. A1AzUUNITUTEEUANAITUTRIU ) URT19NS warnslasuseTanunInnITuINISIANTg
A3y

LUINIINITARIUN
1.1 2N NAAUATRANIINITUNIDIANITUS AN TANE Nl AZ A5 19ANUSURAYD UR D FIAL

1.2 Wanuazinsnsusugnsmans anltifleduiedeunszuiununsuduaiunisunases
yipaniu

1.3 fimunszuugudeyauasmealuladasaumaiiatuayunsufdRauaunisia

1.4 deasunsiinisdnnisannusinldativayunisudfan

1.5 MALNSEUUUIMN TN NEINTYARALALALTIILEYAAINTI NN THAINB AN

1.6 Wawuazduasun1sdnnisnszuIunsnely

1.7 wisueamieunsuduaiunsunasosiesduguszvauedou

1.8 Wannszuulssidulaginaumadwsmsdiiiuny vesnsuduadunisunasesisaiuuas
psAnsUnATRdIUTRshY

Uszifugnsaansd 2 : indszaninmnisuimsdanisuesesdnsunasesdiuriosdule
POUALDIAIINFABINTVDIUTEY 1YY

wWhuseaen
1. 99ANSUNATDIAIUTIDIR UL DATEWAEANYAINIUNISUS U TIANITHINDADUAUDIAINY

#99n15999U5 I YUTUNUA
2. Useanvuildiusinlunisusnisanni1se9ansunATes@Iuvio s unantnuanIsus s
AN UL DINIA

o/

X
kTl
1. A1AZLUUN1SUSEUS p8AZUDI99ANSUNATDIAI U DI UN NI ULNTIN1SUS LU

WNFFIUNSUURTIVNTIUNTUIINTIANITAY

2. AAzuuunsUsTiuSesar R NAUNALALeIANSUTMN TA UM UATI s UYL TUE
mMsamisiuldmanasindvun

3. szauanudnialunsdeasuatuayulszdnsnmnisuimsdnnis

LUINIINTITWRIUN
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2.1 fawnaussauzrynaInsnsudaadunisunasesiosdiufunsuimsianisviosiy
LaENTNEIUTINVBIUTZAUU

2.2 Waunszuugudeya msaummasms%’@mimm@ﬁadﬂLa%umsu%msmusuaq
asfnsUnAsesdILViady

2.3 fsunguaneg ng/sevdeu Wieduasun1susmsuesesinsUnasesaiuriosiy
Tunnsiu

2.4 a¥uarldndadetienisiidus o WU s UuUI MSIANISLaTATIIE Y
mMssdunuvetesrnsUnasosduTiady

2.5 Wauwazduasuliesdnsunasesdaruriesduiinisneuauu o duindou
ALY

2.6 fianuazduasIMIRmLIAMAINATUIINTInn1YeesRnsUNATesETB Ry

2.7 WannuarduasunisusmsinnisvesesdnsunasesdiuTesduilasunsindmie
LﬂﬁauLLanaﬂgﬁuz

2.8 WAL UURAAINUSEEUNANI UM SIIUTBI99ANSUNATEIdIUT DI UALNE D
§35U1AUA

Usziiugnsenandi 3 : iiudseanSamnnsudmsauyanatazianisanivesesdnsunases

druvisadumundnsssunAvia

Whuseaed
1. psAnsUnasesdiuviesdiy ddnen1mlun1susmsuyAnaLagianIsanInIuan
53500V
2. ypansasAnsunasesduvinsduaunsaujuReulaegsionitn
o/ dglu
2930
1. mAzkuunsUseiiiufesavyotetAnsunAsodIuviosduiiIunueinIsUseiliuy
1195571UN15UJURTIVNITAIUNITUIUITIIUYAABLALAINITANINIUNS NN UINNITUTNITAINT
% A Ao
UuLilesiia
2. szauaudnsalunisduasuaduayulss@nsninnisuinissuyanauas
NaN15801

WUINNITHAIUN
3.1 WAANTTOULYARININTUALASUAITUNATEIRIAUAIUNITUIMISIIUYAAS

Vo
3.2 WAWNTEUUTIUTRYA ANTAUNALAZNITIANISANUSINALESUNITUIMISIIUYAAS

LAazNINITENN
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3.3 WaNYMU1Y Ng/58dU LeduasuN1TUINITNUYAAAYEIRIANTUNATDY
AUNBIDY
3.4 WAILTTUUUTMSNSNEINTUARAYRIBIANTUNATOIEILYBIDY
3.5 WawaussausHUIMIsWazyAaInsasAnsUnasesduvipstuliu JuRalaeesile
1IN LISUTITULATASANUSURATDUR DFIAL
UssLaugnsanansil 4 : 1iinUseansamnsuinisunsRuazn1sAaweeAnsUnases
druvipsnuluidassuaziannuagle
Whuseaen
1. 99ANSUNATBIAIUNBIR UL BATEWALANEAINIUNISUS TSI UNTRULALNNSARI LA
= P
Nan1muLasla
2. aarnsunasasduiasduiisglanaunsadniueses g AT anua LTy
o/ dﬂlu
239
1. ANAZLUUNISUSELIUS08asUR909ANSUNATBIAIUNBID UNHIULN 9 NTSU ST LY
110551UN1TURUTRIITNITATUNITUTNITIIUNITEULAZNITARIAIURGNLNUNNITUTNITAINAT
UL 9997
1 a v A a dy [ I3 1 a I3 1
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