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suneilos Smingaistl Tnsansdusuiiulddnuduainssunssufifeideinienatsuas
MR il

1. woRawasnguiiietumsuins

2. wnafetumstiuinsansise

3. wwnAnwasnquiineafuaufionela

4. ARt

1. wwiRnLazMgquiNeafun1suing
WUIAANITUINTS
1.1 A2UNUIYUBINITUING
AUNUNBVBINITUTNT NI5U3NNS (Service) ﬁﬂ’nf‘rmm‘iLLaxg’J,'L%a'Jm:yﬁnumsu‘%ms
il umungliddd wauynsuatunedudineany wisdnsiy 2562lalHA1nianwes
A mauims”mnefinsuoRsuld mslianuazaansneg wu Wiuins 1uins dus
Fonad dudsednd ( 2539 :14) agufsnaunmlunisuinsdh quamYeINIsUINIAL
ANNARAAHBITUAIUABINITUDIGNAN sgfuAuamsaveIn1sUInistumsirinauaeenis
2899nA1 seAuAuawelavesgndn wdmnlasuuinnsluui
FuIns wdaauna (2540 1 greieluide wadunasny, 2550: 7) leina13d1 n1susNIs
(service) A Aanssunianisaiiuaula 9 ﬁqﬂﬂaluﬂﬂawﬁammiﬂﬁﬁLaua'lﬁﬁ'uqﬂﬂaé'u
TngAanssunIonisanidunuiy q ldannsadusesld (ntangible) wazlidsliAnnssuans
Tudwedla q

daauliviuiivieifeuniui
Aty Weuwa (2545 : 11 - 12) namiansuinigd vuneis
v ' Vo U&‘ & a ¢ ” ”
NNTAUDINBDUAMUABINITUNRIU KD AU “JUSTIN” Uag “UETIN
msuURliAnauaugasening “mshi” wag “msiu”
4 , o
msuanidsuluduivaunauvedusiasiie
nslinuilssends muglufiveuasan san37 wasgnsisungiuuins
msliewou uaghitelenauawnuselevianngSuuinmsluynaniuy
[ a va o v oo } Y o @ o L4 v [ Y a g
6. mavinlaufiRmuReuludndygyilitugnat GeasdmilignAnduinlduinsedn
Tupsnsiely
v a < v v 1Y v o &
7. msinagUsssauasunusTsdsrnuasmn 530657 gnaes uagmessendoiluugiu

Al SR LR




any i Aawssed (2545 1 11) HAIuNIev0an15UIATS nuiedis n1susnns
Wunszuaunsvesnsujianuiieddu viedntenilsfio mstiemdeniooyinneinie
Wanuiazann uavhanssuiviuiegdumumininsny

dnsms auela (2546, 10) lduanavimugineatunmsuinistidn msuimsiduienssa
Usrlom viierufienelafinzdavinitaiuoneviefanssuiidainusauiunisnedud

efvin nuidsnsal (2547 : 101) WWliamumneveadwindigliuimsih maneis yana
fiademgdnyana aansavildiiduimsluidedalfedundoaunds uazgnies

afln dugyns (2548 : 13) Wiaumneveen1suinis wnefis mslirnudiemie wie
matnfunsiiieusslevivesButu svfesiindndaioufud Mldnshimmutiende wie
msviseleminedou sndulunitos faduguing

pwn grsinvadia wazntans eqaRmuia (2548 : 18) IiAunuIeves
M3UINg mneiis Msnsevila Weviemde nslieutaemde nsdudunsiulsslond
Aoy Taeidu nsufiRseauetaldetilluniin

§3in uasod s ogsen (2509 : 120) Wliaumuneveadmhitgliuinisin mneds
yaratiomuniifidauslumsiaueuins (iugndn) Seitdviwademsiuvesgni Seyena
luifarsanionineuwesiams anen (Mnlduing) LLasqnﬁﬂﬂuﬁ‘u 9 ﬁs’waq’luﬁmnmé’au-ﬂm
Uimsiiuse

298518 (2552 : 17 - 18) N1 MSUIMS Ae MuLBATT AW YNAUAISE WAy
filauins (Service Mind) Hudusiunils msudnisiadiumilandnvesnsvhan mniswii
Tiaududdnug 1msfinugiant sswazugmnisadafonilisesiauiune asfud
fuussivlanuindaisiinuiufasussivlalautumedudonty S nstiuinsi
Humlevesrwhou vinselildliifedie uideddilavesmaduinuinisie

InFuiuv ineaUd (2538 : 8) AumaneweIn1suIng el fenssumienseuiuns
sidunseddlnegramilevasynnaviossdnis leneuausnufisanisvesyanaduuas
AeliAneuiianeloninuavesmanssidy Ssmsuinisiiendumsnssrih fanseaussnou
euspsmsvesdiiuanaansrudiilinsetudetypaatiumanials wioukwhliyaeasinanida
eudAnfuasusziivlatedsitldiulunandoafu lummmunedaseunqumsuimsyadnilaii
andumsuimanluniensuimadondsd uenandvin “msuin” Sl duiifeideaty
msuimsdemndduasnuldvey Miflsiuinms (service providenmneds gnsudunuieates
f"fumsﬁuauaauﬁw‘%au‘%msaU'N'l,ﬂaahwﬁuﬁacﬂauaumm’mo’faqms‘uaacﬁm'l%'u%nw
Fansaunquiiafusenauniavieduinsmsuins (service managenNuazfujdRnmuins wse
wiinawuins (service personnel) §3UU3ms (customer) mnefia filuansanafiosnisdedudn
wiauinis wieeraiFenda fuilanlconsumen) Faiinnumuslndidsaty ndnade §ild
AuARNSle Aufusousms

N13USMS (Service) fimnuvaneeg 2 seu ldud enuvanglussiung@nssu Behavioral

Approach) uazAmmagluseduanIty (institutional Approach) (Ywaiz Jeilafin, 2538 :181)
nNaMAD




arumuelusgdungnssudunisiansunfainsuinslugueiidunszuiunis
Tumsuiu ieasilenseriiluisedlaamililneysmovaussmmidoimsveagliuinms Tuwdid
nsuinssadunsusnedeassd wisnsiinsnsyrirseninafureadfléuinig Fadumnuming
Atumuddgemsuimslupueidufanssuiiinsiadeuln (Motion activity)

amngluszavanitu Wumajdasanimsuinslugusidudewemisyszney
g3ATU3NMIVe grAMNTINUINTS (Service as a social institution) Beflunum uazutiiisadany
Tusiusineg (Social function) AmudnwuznsiaLUmuanyeaIn1suinseanaulssnnmse
nauveRanssuTduduNuS Faluudvaanisuimsmuanumneiiassasiiveuiwaniianis
Tuarumneusn wiednteniierananliinmsuinsmuarumneluszaungAnssnduiies
dunilwesmmminesduan iy

U3nIs mnefansnssiidenludemnutasmde ; nsdndunisiidudselond
sofdu ; nislinnutiewmde (Lash 8ddlu Uaneitu , 2536 : 12)

N15U3NTS Muetia Aanssumssuunnisiag wnaumﬂawuqmmsnmLaua'lwannau
yaravidiliannsadudedld ua~1u1mama-uaqm'mLﬂum'uaaaq'lﬂ waiin1snsevidanan
219985 malmauagnuaumwumﬁ‘lﬂ (Kotlor &nalu 3T, 2530: 6)

N15U3N15 A Aanssumnis wsamaqnqnsswawamawuanwm.,lumnnﬁaawwmaa
lailer -ualmamlﬂimWLUumawrmsmmm‘uumnmsﬂgauwussvmNanmnuwunmuusms
waz/vm3egnAfuuTEVNEnduA u,a-'/vuiaanmnusvuums’lwusmswlmmhtwa'uwwauﬂma
Ugymuosgnén (Gronoos §lu Fmdiuv . 2530 :6)

n1su3nig unse mumwmmsﬂgummumawau Mafugiaglinnsuinisiannsi
AuantATamsaarswIBAINEYAIN uazvauieddusgisiauiuiinvey uariinanuge
(auyy , 2537 :42)

wau1ynsuavy Student Dictionary U84 The American Heritage (1944 :864) o 1%
ATMMINEYBIRTI Service Twmels MsviuvTeadniihauiieypradu

vimsiuraildnauluduiissanseningdweuiugniuasainiuniglufanis
vosfdweuielidulumunusiasnisvesgndn (ntemational Standard, 1996 : 2)

9InAMUMINEUINNSTNa1I @aunsaagulddn uing mnefs mslieudisndense
nseneamazmnsegumemudule drnuviniienty warbivasmussleniangsu
i mnsuazeusilaluuing

1.2 Y58aNY89n15UINTS

nnsiianumnedaiuasduliingsisuinsduinnuevaisusus veninile
Pnfinaranudadudiuin nMsuinsdunsiuaissuims MsuSMIMesAne) Msuinng
Fruprmudia etrdlsfinnaluussagsiouinmamaniu quas eiiedu (2538 : 181) 6uun
anuuanaalagiisiatwineseanmsusmaduddyuialdilu 2 Yssum fis

1.2.1 NM13UIN15#UgIAT (Business service) Famunefis nsuimsifianvazauiuns
Tuigagsia sjauanmniilsiduddy nsusnsludnuaisi g nsuinisvesmiasausng q
1893§ 1u MIUTMIasIsigY mavinsdananasiedt [Wusiy



1.2.2 msuimsansisae (Public Service) Favaneis nsuinsitiidnuarmasidunis
Tasszuunymajaseleviguuasaiainmvesserrvuludanudud Ay msuimsludnuaeil
hun N5UINITUBIMINBNUANY 4 Y85F WU N1TUTNITANEITUEY MIVINTVBIBIANTUNATEN
danuvieatiu nMsuimsdeananasiet [Wudy

1.3 94AUTZNBUYBINITUING

gramnTsureMsuinisiuiimuindestuyaealusaredie Seiedneffmmduig
fneliiAnauuinng yuae Jelladu (2538:181-182) IoeSunetiesdusznoudrdguesnisuinish
Usznauluse 3 du fe

1.3.1 gluints Seluitmneiafiesdnsiiussneugsiauins wasypansuSeniina
vitiilunsliiing

1.3.2 nszvaunstumsliuins viesndevileinedsnsiuinms

1.3.3. §fuUUin1s Seesdusznoumariindedianuuansreiulunmysuanveansuinms
aﬂéw’aasjwaluL%aamaaQ'%'UU%ﬂﬂi winidlunsuinsansisue §3uuinshilinmanetfisssuvu
Tnevly ‘Iummsﬁmsu%mﬁﬂuqsﬁaﬁﬁ]swmaﬁmwwﬁﬁ‘m%ﬁmsﬁgu q

1.4 AUAINNITUINIS

BAgNs 193y (2539) neinﬁmmmw:i'\a'mﬁwmaquuaaﬁu.mnomﬁ’uaaﬂlu“z'?uag:ﬁuiﬂﬂs
wdufiened winunmwiuesansausuiuls vieeradeussnunidugnsléi

AuA = anwiawelavesgndn = Uimsilesy
uSmsnaaniald
Zimmerman uag Enell (1988 : 33.6 -33.7 ) lalWANVNIEYBIATIIN AATINATTUINIS
(Service Quality) A MYBINITUINMIERFUMINgautunsisidunsmevaussdenmd iy
293gnAluAIuIIAT , 11AIN5IRES asNEANfUANNRILY wisihmnevasgnm
Tngaguudguninlunsuinsmneda dnvasianisisdnyusanauniivenisuins
finvausanudeans wazadanuitimeladieliinnnudesilunsusns

NV VIINITUING

Mille(819fislu Ainy,2538:33)na1nindmanedidgasinisusns e nisadanuianels
Tumsliuimsvesdseanau Inelivdnvseuuinn e

n15liuinisedraduenina (Equitable Service) nunefia Arrugisssulunisusang
unAsEAliguARTI AU AUy oﬁ'mfuﬂszm‘uunnauaslﬁ%’umsﬂﬁﬁﬁaaimﬁauﬁu
Tuwdspwaanguuneg Lifinnsudaeniinfulumsliving dssrmuaglifunsufialugusidu
Jannypratiliinmsgunsivinmsdend

msliusnsfinsaian (Timely Service) mineds nsusmsagdeserinisliusnsansnsay
zdpmIrianan nansuiRnuremisnunadgasioihifivssdniamas dldfinsnss
sienian deazamuilifiawelaliuiuszsy

n1sliusnisedruiisane (Ample service) nunefia nsliuinisaisisuedodlidnumse
fiduaun1siiuinng wazanuiliuinisedranunzay (The Right Quantity at the right
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geographical location) fiatan W1 AMENBAIA WTBNIAsasanal selifinnunueiay
drilsaunsiusmsliiemedmiuduiuvesiuuing

n1slusnsegnaniaiiles (Continuous Service) muneds nstvuinsansisasiduluegns
ahiawe lnedaustlovivesassandundn Wldgannuimelavesmiesnuiiliuinnsinedlh
viengauinisdlelafild

n3ou3a (Gronroos, 1982; 1990: 17) lﬁlwmmwmwmﬂmmwmﬂwimimmuuﬂlﬂ
2 EnwazAe AuAmBanAlla (Technical Quality) Sueafiunadng maawwsuusmﬂmumn
usnnseu Iﬂanmsamv’mlmmuaﬂumsﬂsvmulmﬂmmwmawamm«n (Product Quality)
auuﬂmmwmwum (Functional Quality) LUuLsamnawannsumumsmmmiﬂsuLuuumm

ﬂsaa‘u (Crosby, 1988: 15) ) na1137n ﬂcumwmﬂmimsma “Service Quality” uu
L\“Jumemwaavxaﬂmim‘m%uumuusnﬁwuﬁﬂmﬂmaunwwa WAYMBUAUDINTINY
ANLABINSYOIUIMS UazansaTagnIUTesHBIMsTesgnAMFerFuuIMslinaY

Fawed Raudsin (2543, 14-15) AuAMAITIUIATS AoANARAAABITUYBIAIINABINTS
YBIYNAMIBETUUINNS vxsaiumwaqmmmmm’[.umﬂwmmsmauaummmmmmwaqanm
wsawsuusﬂ'ﬁaum’lwanmmamuusmsmmmmwawa‘lﬁmﬂmmswLmﬂmu

duauned wadanns (2550: 66) lauaanuiuliin auamasiuinig Wudiruad
ﬁﬁ%’uu%mia audoyanruaranislidiieglaiuainuinis %amnaﬂuwﬁuﬁaau%’ulﬁ
(Tolerance Zone) Nﬁmsmmmmquwa’tqﬂums’[wuims mwmvmmﬂmaﬂuaaﬂlﬂ
mummmmmwammavuﬂﬂa wazaufaneladios iunauiannisussiunaildsy
PNNUSMITY o vaszamile

George (1991 : 263-266) N15U3N15gNA1 n38{FUUINI5 (The Customer - service)
Lﬂunaams‘maﬂﬁa‘fﬂﬂﬁﬁﬂiuaneﬁmmnwmamumnw parmsiivsvaunadndalunisiiuinng
WAKSUUINIS wa'nms'lmsmsu,nmuusnmﬂumsamam~m1ﬂamsussmﬂwmslLLa~
aswmmmLsa‘lml,naaﬂmsmawmsmu msusmsaﬂmmuﬂaﬂmﬁmamsﬂmmiwLuu'lul,saq
N15MBUAUBIAIINAIANIIVBIGNAT mauuuwumwammﬂmmwmmwwa’lwaqmiUUims
sgthlugnisussquimanevensdnis Mnianeiingannaznui ssdnssududentiuluites
Y9443UUINT 1Y mm‘uusmimaamimau’l'«amfmm ﬂwﬁaﬁwmaﬂﬁ AD NISIABIUTY wae
NsdANsHULLEUTI

2. wurAANgINUNITIRUINISEIITOUY

NM3U3N15a15150 (Public service) (US59V, 2523 : 80-82) v ﬁ%msmﬂszmmﬁ%’g
SavintuitenauaussnNioINITaINTINTeUTETITUBIARUALeNLS 2 Useian A Aanssu
fnevaussnnudesnsiilasuauvasassegrmils uasionssuiinovaussnudeanis
Tusumnuasmnauiglunisauiuiin

N5UINTUTEIBULAEMUIBUYRIST (USagyn , 2540:6) ABNI5USASUSEIIULAENUIBITY
Y943 Li‘Jumsé’wmammazmnﬁwmmwumaﬁg%’m’lﬁﬂswwu watimirsauerafnual
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Ussgulusuuimsimisenueessy visenadadmhilesnluuinislugafiazaandmiv
Useaaunla

ANSIAUINITANEITUL (WIWFlﬂﬂ 2536 :13) fi mswuaﬂa wiauuwmuwummwmw
AR tesfunisuinsanstsy Feenaasfuresdy vielenwu fimhilunisdeenstiuinig
wAUsTYITY IﬂammmwmaLwamauaummaﬂmummms'umﬂswm'uuimumusm

Verma (8141 nqmi 2538) lmwmsmmﬂwuimimﬁﬁmumLﬂumsmaaummim
mwusmsmmwuﬂﬂaaamwua e ldulumuisoans

Fitzgerald waz Durant (819l Yann, 2532 : 1111) lc'ﬂmmmwmaanﬂumi'lwusmi
45150 21 MBI miﬂs"muwamsﬂgumwumun'ﬁlmsms'uawu'aemu Iﬂauwumuwmﬂ
9n3u3 (Perceptions) mmsamawsmsmmaswan'ﬁﬂivmuwauumnmqnulﬂ muwaunu
UsvaumimwLtmawﬂﬂalmumcwn ( Criteria) mmav‘umamh saumanseadula Judgement)

nanlagagunisiiuinsanssae vl Usmwaaiﬁmlmm'uut,wamauaummmmmm‘s
yaaszrudnilug Mmemuanena wasilusss

Panandiker wag kshirsagar (1978 : 10) 'vian'Lums'lwusmsmmmuuqumnisu
msﬂgummmammmw‘lwusmsﬂsvmwuwmmﬂmamaaﬂgummumiwﬂmumaﬂgmuuu
neld Tnglifesrilefiarnnddin ensual uazanudugifitos v3eious

wanmsmﬂtywmmnums‘lwusn'\smﬁﬁmu TunsAneives Usilund d23n¥(2533 : 51)
annsafizueninnsan 16 5 Uszms fe

1. 'u‘%msmﬁwsmzlﬂuﬁﬂmsﬁaa'luﬂ'a’luﬂwﬂumaqc'hﬂﬂnﬂsaa

2. U3MIEnsITae mmnﬂsvaaﬁlumsmauauaammmaqmsmummaaﬂimwu

3 msdnsuly warinstiiunisuinisansisae seuasudludsuuladldiane \ielvt
wngauunanusduuiainiaalt

4. Uimsansnane azdeadaduiiunisegiduile watagaiiaue Lifinsvgaredn duims
avsnzdemynrzinasesemslan Ussywusealdfumuienieuvieldiumndsmy

5. envugeuiiansfierldsulseloninnuinmsansisaeviniiienniu

naalngagy wdnaslivinisansrsandumsliuinisiiossesdrilaeussamulasdaningg
UsmsseAMlaLenmAL gy

3. wuIRALanguNeaiuauianale

3.1 AAVNNEvasianala
mmﬁawa‘ta (Satisfaction) muwamunsuﬁ'}quﬁmsumam% a1 Wuanmenwidn
YosyARATIIAMNEY arwiduenls dlerrudesms vieusegdaldsunsmeuaues
Aufianele (Satisfaction) AIUNIUIYNTUAUIATNYT Lﬂummm'\mﬁn'lu‘uumn
loussqinquszach LLﬁoﬂ’J']ﬁJiﬂﬂ‘UUﬂﬂVﬂEl \ovssafagmmnelasiusansuu
AunanInInen (Social Psychology) mmwawa‘lwﬂnJuvnﬂuﬂmwmmmunsvmumssuﬁ
wasRnnumneasyana (aiin, 2529 : 193)
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Iwyad m%q;ww'v (2539 : 6) Wimmnihuin awieneladuiivsjizendunagdn
sodadr uivdansy mummmmaaanm‘luanucu“'vmwaawaqmmumaansvmumsusvmu
Imuuauanwnmwaamsﬂsvmmmuiu'luanumvwmmamn wiofirm1eau wislifiujfsede
e siodad viedenseautiule

Minn wazaais (§23luysede , 2531 : 36) ndndn nsvuumsiuiRmuveayARaTI
mswoummwmwmuﬂmwawﬂﬂa uammnmmu‘lﬂmquaq wazUszaunsalvesusiazynna
Tunisuseidiudeiisufiududaig o il uﬂﬂaaamuaqhamwmmaaummnu way
meldsounselideaiudainfaanudile uasifevimiaisnals

3.2 nouijilisadestuarnuiianele
nnauy] naeduasn (2543, wih 43) Iusundguuunannetumiufioelaluguuy

v8galaly 4 nqu fie

3.2.1 npuiusegilaveanialad (Maslow’s Theory | motlvatuon) nqufiiilfiaue
AnuBensluduine Muveanysd Fesdiuanaudesnistuiugiu ienisegsen Wauds
AINRBINIITN AN LavaiBantssanTutuiennnguitnuiguAiuasimuiauies
Wiianigstiu ma‘imnmwmswaaa'm'ummmmmsuummﬁwﬂry Tnsuywdasd AnuReIns
Tuszdugs 9 ldfrledlorusoamstuiiuguliunmsnevdusuds

3.2.2 nquiinsgele MsUngeinwives Herz berg Iinansdladenisyele Fudu
mnsyAUliUfuRmudmauRwels Taun Tenna amuduse nseensu miuduiinveu
Amsg i wazdadensthgesne Fadusdavinanuiionela 16un ulsuievesesdns
anmmsinem ammduiusseninynaa

3.2.3 nqufusegelares Mc celland Fauvsrnudioanisvesuywdoonidu 3 Ussian
fis AusBINTsANENSY AudBIn1siid e wasAuieensAdITLS Tnemnudaanis
A3 ieidendt ussgalalddgedu dyaralaigeesdiamsisauniiosidamililiqans
Tuehed

3.2.4 qugmsmmmwaa vroom Iéfiausuuafnifisrtuussgalalunisiauges
YA avﬂsvmum’mLUthlmaqwawuammuum mmmumsﬂgummwmummm\ﬂu mM3pala
wagﬂumsﬂﬂwaauwamawamnmw mqwgmsmﬂmwm Vroom 1 viungdyanaassay
Aanssuiimmanivingldfusetaniedsineg Massaun

fga wus (Micheal Beer 81989ty auvang \Weauey, 2551, wih 7) lildauvuneves

anuiianelaliin iuimunfveseuiidseddadamils

1. V 1191011 Valance manedia auiawela

2. 1 1791131 Instrumentality vueds Ao 1n3esile Fmahlugauiiawels

3. E W191nA191 Expectancy nuefa mmmqmalumumﬂauu‘] Faynna
firudeamsuariimmmilunaedmarsedne dnfuisiensyvhiaeislainis Wemeuauss
qumaomsmaaawmﬂmmﬂa ‘uqLualﬂsumimauauaaummmwmmmma‘lu Aafigeduly
Fov Beoranzuandluguaunsle foil

u39gela = wavesrnuianela+armAiavIng
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Fanuneds usegelevesynnalayananisdonisnsey Wrdsladeanils 1y
fonnsUszliunanuretasdnsmiierfudinaudueguesny mmmw‘lwmﬂaavwﬂﬂ
umusam’tum}ﬂssmmaaﬂﬂﬂmaﬂuwawmmmnmuﬂmmmﬂns WieMITNUTeseIfnTiY
s2uffy Amaranteiienanely friivauaifindessdns Aenauvetasdns uavlaiu
a3 mevauaigUsTIILazuss T U lUnuimeming Y LLS\‘]?N'L‘\WIQ“MWJWNSHHWQWEﬂ%ﬂ%uQG
wlumandufy iveuailudsauienuuasnsnevausshiifulumuinanicly ussgdlaiiexd
anudAnfiawelafiozshludag

MnAInsveInieelafisausa andiuliin dnilvgesiirufndiundneadaiu
Fawaaguléin mmﬁawa‘lﬂL?Jumm;jﬁn'uamﬂﬂaﬁﬁviaﬁﬂmﬁmﬁd waziinfuaiuiiawels

e‘ Yo A' A v
Walasunavauasludanmaansg

=l

3.3 83AUsENBUTBIAURIWE TR
AUNINE1A LUum']manwaanuﬂaawmaﬂiumi WU ANUNEYAAR ANTNNNATYFNY
ANMUINTBLNNNENTN ARBATUNTNEINTAINY fegidesuae Wnirmsvaeviauldndnatie
aerusvnausneg Tagerathaniersaléwsil
sty (Wewawysal ( 2531 : 56) nanai wc&ummwawmuﬂﬂﬂmawuamqm’[uﬁﬂmaa
mmwawa'li] wsa‘luwﬂamaa'lmawua gousoanfeiings LLa"UsuaumsmLUuﬁumu
TumsUseidiudsnisug
Vroom (813lu 855019, 2535 : 16 ) Iaatasizsianuiianela wagnuiainisasiia
anudanelaluionssulag deaiinaudila wazains lngeraiinisuszyrduius viouusdn
Aanssutug Wesunseensuludesiuidenoy Jwsfuiugruvesanuionela
George D. Wagenhim &a# John H. Reurink ( 1991 : 263-266) nannfislladeivinld
ssmsUszauaudfalumsvihliiiuuinistieladensuinisvesesdns fie esdnsdndudes
n1uilannufiosnsyosgndn wiegsuUInIg faulfinaudesnsvesgninasfiuFeadududoy
nazduFosiianzin LLmnmmmmmmmaqmim‘ﬂ:d maawusmslmmu
1. A21uA 89015917815 Uagn1IAnRedeans Lﬂuaaﬂﬂiunauﬁﬁwﬁmﬁqmm
nsUINs fFuuimanauiinnunianisiesdns ATIAANTTEagUUIINGMYBININTEY
wazFyavedEliuIng
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ﬁaergﬁfhﬂﬁa'wLauﬁﬁoiammLﬁaﬁu1ums‘lﬁu%msvimlsz'm'uwaamﬂu1aoh'uaL’wqmaﬁw
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4.1 pan1sdpssiatnunane lalunwsau

- a <t da a
#1597 1 wanwanisuszdiuauianelandnenuuims lunmsiy
FIMUNAMNUYINS (n=400)

AMuianelansuuIng E suu K
X S.D. i Souay
Tunnsau AURanela

a v < o

1. IUUINIMNUNNTANY 4.82 37 NNVgn 96.40
a 1 Yal v “

2. QUUININUNIN NNY 476 42 WAVEA 95.20
a v v a A

3. UUTNTAUAIEANNT 4.86 .34 nnnge 97.20
a v a v <

4. yuusnsenulesn mwaau‘fy,mﬂqnaqnaam 4.63 46 NN 92.60
a v v < ;Y 4

5. PUUIMIIUIANUT LA 4.54 63 UNVEA 90.80

R 4.72 .44 94.40 94.40

M 1 wuhdFuuinsimnuionels i 5 ewuins unmsau Iuanufioeleeglussiy
wniian (X=4.72) Anidufesas 94.40

RSt uUInwuhuinistianufiielagegafe nuuinisiuaiaans
¥sunuanelesgluszduinniian (X=4.86) Anifudesas 97.20 sesaunie vuuImsrumsfing
surufiselaeglussiuuniin (X=4.82) Aafuasas 96.40 nuuinmisdudin §is lisuaauia
wolvaglusziuuniian (X=4.76) Amfufesar 95.20 nuuimsiules n1sveaygUgnAsiaaing
Fsuaufianelaeglussiuanniian (X=4.63) Aadufosas 9260 uazsuimsdudafivsielsl 1Sy
anuiianeleaglussduanniign (X=4.54) Andudouaz 90.80 auddy

o a - da a
A5197 2 wanenan1susEliuauiawelandsenuuinsluningy
FIUUNAINTI8AU(N=400)

= LAY "
N3 X S:D. 5 PREGH
ALRanele

1. Sumeumsliuins 4.74 43 1nTign 94.80
2. goamnImsliuinig 4.64 50 wnTign 92.80
3. Wmthigliusms 4.78 40 1niign 95.60
4. A8 mnemiuavaan 4.73 44 1niign 94.60
2 4.72 44 nnfign  94.40

o P Yy v a o <t Y <t Y o
A9 2 wuddinsuuimsiianaiiawelalassauynussiu lisumufianelasgluseduaniige
(X=4.72) Anilusouas 94.40

4 a ] 3 I Y v a = < a v v y dg v a
dlefinnsnlundazysziiunuinguiiuuinsianuiianelagegaresudminngiuinng
vo o o o = a v v Y v a
Ii5unuiawelesglussiuanniign (X=4.78) Anilusesas 95.60 sesasnAefutuneunisiiuinig
vo P 9 < - a y o Vo
dsumnufianeleegluseiuanniign (X=4.74) Aalusosas 94.80 Audsdrursanuazain lasuany
< Y < - a v 1 a ) ot
feleegluseiuanign (X=4.73) Aadlusosar 94.60 uagduteamnanislivins ldsumiuianels

agluseiuinniign (X=4.64) Anlufosas 92.80 audiy
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4.2 wan1siaTEideyanuUINIIAUNTSANE
fseft 3 dounmeasireukuuasumdayadiuyeAa (n=80)

fayaduynna nu(A) Jovay
el
LY 33 41.25
Wi a7 58.75
S 80 100.00
9y
angliiiiu 20 U 4 5.00
21-30 U 13 16.25
31-50 U 30 37.50
51-60 U 22 27.50
60 Tulu 11 13.75
5 80 100.00
N1SANWN
Uszaudnw/ladlaSeu 1% 21.25
WssuAnwinounu 19 23.75
dssulane/Uaw. 20 25.00
aydsg/dmaha. 11 13.75
USuae3 13 16.25
anIUTya N3 0 -
U 80 100.00
DTN
drsmwmy/minnusgiamvig 9 11.25
ANEIIUEBE/oNTNDATY 13 18.25
LNWYAING 27 33.75
gnv/minauuiey 11 13.75
UnSeu/AlnAnw 4 5.00
Sy 12 15.00
withu/methu/inde 4 5.00
33U 80 100.00

o v ] ' a v ' ' a,
915197 3 wudidmevuvvasunmduingilunmands Sevas 58.75 ongegluyae 3150 U
Sevay 37.50 seAumsAnwsenvane/Uam. Savay 25.00 onlinnuasns 33.75
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W’ITNYI a ﬂ'\LQﬁEJ a'mmtmuummsmu 50&?10 a"5”ﬂUﬂ')’lMWQWB‘lQYJO\1H$UU7!’1']5 (n=80)
11411’1“5']NQWUUSﬂ'ﬁﬂ"luﬂ'ﬁﬂﬂU’]

& AU g
318013 X S.D. x U
AUNINDLY

1. YunaunsWuInTg 4.82 38 1nTign 96.40
2. 98NS INUINS a.77 42 nnTign 95.40
3. Wwmhagivuinig 4.81 38 mnTign 96.20
4. doganuaEaIn 4.89 31 mnfige 97.80
e 4.82 37 N 96.40

< Vv v a a <t vo -t (v o N7 - o
AT 4 WumETuUINsiianuianels lasuanuiweleeglussauuiniagn (X=4.82) Aaliu
fouar 96.40

4 a <t \ V) a al =t v y o
WeRvsanmuussiiuauianelanuinduniuuinisianuianelagegafiedudesuay
L Y 3 @ - a - v \vl
Amazan lisuaufaneleeglussfunniign(X=4.89) Aniiufesas 97.80 seeaanAe Mutuneu
v a Yo < Y < v/ a
msbiuins iumuitmeleogluseduinitan (X=4.82) Andudesas 96.40

o a P o \ o & =
A3 5-8 NamTIAsIARdY dudsnuuinnsgiu Sevas uazseAuANRanely
uunmuusazUsERuluseta e UL MUY
MW 5 HaNTAATIRIRUTURBUNSTTUSNNS(N=80)

Fumaunisliuinis X sb Lo fovaz
ATUING(9
1 mabiismsiussudlbigeendudou uaslimmndessa 484 37 wwnilgm 96.80
2. arusaslunshiving 484 37 anflgn  96.80
3. arwdaeuluniseduis Fuse wazuusirdusoulunts 483 38 nnfign  96.60
Tusms
4. MsiuInInuEdunaunds 485 36  anign  97.00
5. mwagmnilsiFuInmMIUimsuRazuney 479 41 Wnnfign  95.80
6. wevnamsbivinmatimnzawiendiesnisves 480 40 wnflan  96.00
HIUUINIS
e 482 38 anilgn  96.40

1NA5197t 5 wuimwiiaweladesuduneumsiuinstagsu lifumnuitanelesglussduanniian
(X=4.82) Aniluioas 96.40

lefarsanidunedenuin 4o 4. mstiudnsmudduteunds lasuauiewelagean
aglusviuanniign (X=4.85) Anliudesaz 97.00 sevaanfie 4o 1. nsliusmaduszuyligeendudou

wazfinundesiy uazde 2. mmmadilunisbivins WWumnufimeleeglussiuanniign (X=4.84)
Anlusosar 96.80
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FaamnINTiuINTg X sD. i fovay
pufianala

1. fipmansliuinmsivanvansuazifieane 470 .46 nnfign  94.00
2. goamensliuinmsiimnuazain uaysinga 479 .41 nnfign  95.80
3. fimslémaluladuazgunsaiiiuaizlunisliuims 4.88 .33 wnilgn  97.60
4. fimsliuinsueniianssnis 476 .43 wnnfign  95.20
5. fmheindeuiilumsliuins 473 45 nnfign  94.60
Rty 477 .42 99.20 95.40

o ' o ' ' a 1y P o =
NAN5199 6 wuhanuianelasiadugewnanisiiusnislaesn lasuanunisnelasglussavinniign

(X=4.77) AonduSosay 95.40

4 _a ' P a d o ) v a v
deRnsundunedenuii 4o 3. fimsléinaluladuazquasaiiiuaislunisliuins lasu
= 1 ) o = a Y] = 27 H
anufiswalagagaaglussduainiian (X=4.88) Amdufosas 97.60 sotasu1fie 98 2. ¥8INNNTS

Tiusmsiimuavan wazsinda isunufisnelasglusesuinniign (X=4.79) Anuiesas 95.80

> a ¢y v v di1g v a
M990 7 HaM TR MIELYUSNS(n=80)

v s S - 20U .
Wwndmgliuinng X SD. - Joway
AMufianele
1. awgnn Aseunsemvsasmiihigliuims 460 49  wnilgn  92.00
2. anumzanlunisuianie yadn dnwugvimnewes 486 35 winfign  97.20
$mthil
3, amnuienlald nsviededu wazanundouveadmiii 488 .33 mﬂﬁqﬂ 97.60
4, Lf{]’mﬁﬂﬁﬁmwﬁ Auansalunsiiusnsiduegned 488 .33 wnilan  97.60
5. wihitlyiuimssieguuims Tnglidenujon 479 41  awnilgn  95.80
6. Asdedndauialumsufuavihd 486 35  wnilan  97.20
Tl 481 38  wnfigm  96.20

o ! <t | v v v o a Yo P @ ol
5197 7 wudenuiaweladedudmiihagbivinislass lasuaufianeleeglussduinniian

(X=4.81) Andusosay 96.20

A a 1] ] v | A4 a4 v v v o

weaasandunetenuin 98 3. muelald nseiesodu wazaunsay Yaud g uas
v v v da Y a I avyvey =3 Y o
o 4. 13 wmthiiinnug Anuausalunsiusnisilusdned 'lﬂsummwawa‘lﬂqaqmaq‘luszﬂumanﬂ

(X=4.88) Aniludaray 97.60 sesaAe Ta 2. mruminzaulunisusinie yadn Snwasimnanes

v v o v 4 o ¢ a awva v dvyve ot o o =
Wi wazde 6. mmaedndgainlumsufiamim lasuanunanelaeglussduuniign (X=4.86)

Aaludovay 97.20
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S¥AU

d8nneAnNEzAIN X SD. fouay
AuAanela

1. fthe/dydnwalUsznduius vengauiniadauuas 493 27 wnfign  98.60
Whladng

2. ii¥Yan gunsal 1Adeadle TiflnunMuaTualy 490 30  winfign  98.00

3. fiYan gunsal 1a3esile Wisamerdanstiuins 489 32 wnfign  97.80

0. fAnnemuasmnfisee Wy feensa senth Aitees 490 30 wnnilgn 9800

5. mydnanuiuazgunsel Wusaifou asmndenslfuinms 483 .38 wnnilgn 9660

e 489 31 wnfign  97.80

MM 8 wuheuielaredudsneanuasmnlassan IWsuarufianeleagluszduinniign

(X=4.89) Anlusosay 97.80

dleRersandusedonut 4o 1. She/dydnval/Usvyduius vengauinistaauuas
Wladny ‘lmsumwwawa'laaaaﬂaa'luimumfmaﬂ (X=4.93) AinJudoray 98.60 s99837D 99 2.
maﬂ gunsnl ndesile AiAunmuasualie uazde 4. fdedaearuazainiiome 1wy #ivansn

Vo fimee 1ﬂi~ummwawa’lmag’luszﬂumanﬂ (X=4.90) Anidusauar 98.00
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4.3 nemviaTeitoyaeuuInIfuiin e
MR 0 SouarvagmoukuuaBuWToyadyARa (n=80)

FoYAANYAAS U(AN) founy
e
Y 51 63.75
W 29 36.25
NN 80 100.00
21y
oyl 20 ¥ 20 25.00
21301 7 8.75
31-50 % 11 13.75
51-60 ¥ 20 25.00
60 Vauly 22 27.50
W 80 100.00
ASANWY
UseauAnw/Lilaissu 10 12.50
UssuAnYIMBUAY 37 46.25
AssuUae/Uae. 8 10.00
ayUagyyvdm/Aaa. 4 5.00
Yy n3 20 25.00
NIy ns 1 1.25
U 80 100.00
21U
1579015/MINNUIFIAMA 4 5.00
AYNgSEBE/0NINdase 4 5.00
\NYANINT 9 11.25
andr/minauuien 6 7.50
UniSsuAlndnw 31 38.75
fufavialy 16 20.00
withw/nedw/inson 10 12.50
3 80 100.00

o [ %2 \ \ v \ \ '
1INA1TNN 9 wmwmauuuuaaumumu'lwmL{‘Jutwmm fouay 63.75 egegluga unnii 60 U
Yauay 27.50 sedun1sAnwIsENANYINBUA SaBas 46.25 a1TnINSEUAINANY Souay 38.75
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- TENU »
318015 X el . J0UaY
ANNanela

1. Fumpun1sIiuInTg 4.77 42 1niign 95.40
2. gomnensiuinig 4.59 55 mniian 91.80
3. Wit liuinng 4.87 34 1niign 97.40
4. WILANNATAIN 4.80 0 1niign 96.00
2 4.76 42 sl 95.20

o | [y a L ] 1 5.3 =2 [l [y A
N5 10 wudguniuuinsiinanuiianelalagamsa nfuauiameleeglussduuiniign

(X=4.76) Anvdu¥ovay 95.20

d a ' < e T a oy a v v v o v a
LNaWﬂ'ﬁm']LW\a3'1.]52:’LﬂUWU'J'WdJJ'ﬁ‘U‘Uiﬂ'WilJﬂ')']llW\?WQ‘Lﬂq@q@\ﬂaﬂ’]umqwuqﬂé‘l\WUiﬂqs

vo <t 9 < > a v - 2.2
I¥unruiiswelaeglusziuanniign (X=4.87) Amdudesay 97.40 se9aunfs sudsdnnemiuazain
[ <t [y < N/ a v
liuruiiewelaegluszivanniian (X=4.80) Amifiuievas 96.00

o a 1 4 ] o v LY v
M99 11-14 Naﬂ'ﬁ'JLﬂ'i']%’ﬁﬂqLﬂaEJ AIULUBAVUNINTHIU T8RS LLaﬂi%’ﬂUﬂ'J']ﬁJWQWEﬂ‘U

Juunmuwsazyssiuiunederesnuuimssidin iy
< a v n‘; Y a
A19W 11 Hamslaseiiuunaunsiuinmsin=80)

y o AU N
TunpUNI LIS X 5D - Jovay
Auanele
1. msbiuinmauszuuliigeenndudou uaslinruadosia 481 39 anniige 96.20
2. arusasilumsliuinig 471 86 awnign  94.20
3. arudnaulunisedune Juas wasuusihduneulunis 464 48 wnflan 9280
Tusms
4. MsAUINIMUEUNBUNAS 484 37  anfign  96.80
5. mmasmﬂﬁlﬁ%’mmmau%n'mwiaz'*ﬁv'umau 481 .39 mnﬁqﬂ 96.20
6. swzaMIInInaInsauienufenstes 479 41 annfiga 95.80
HIUUINIS
5 477 42 wniign 9540

o ' o3 | H a [ZY) =3 [Y) o
N 11 wuhanufiseladesutunsunisiiuinmslagsu suarufianeleeglussiuuniian

(X=4.77) AnwdluSevay 95.40

4 a [ 1 ! ¥ Y a ° w ' [ Yo <t
diefesanilusetenui 4o 4. mslivimsmudidunewnds WSumnuianelegeaneglu

[ o N7 a v 1 v a [ v v
sefunniign (X=4.84) Aniluseray 96.80 sesmaundie To 1. nmsliuimaluszuuligeendudou ueas
< 1 Y dv ve a ! n’: L 4 2 1 [ %
fanunaesi wazde 5. ﬂ’J']iJﬁ%ﬂ’)ﬂ‘Vllﬂ’i‘Uﬂ?ﬂﬂ'ﬁ‘Uiﬂ']iLLG\ﬁS‘U‘UC‘]E}u 1ﬂiUﬂT1§JW\‘]W6‘l'ﬂE)E‘JJ1UiSﬂU

wniign (X=4.81) Aniufesas 96.20
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AT 12 HANITIATIEMIUYBIMNINITIUIN15(n=80)

FBIMNINTINUINS X - 5D Ligd Sovay
AURaNe LY

1. fieamansliusmsiivarnvaneuasifieane 463 .49 mnﬁqﬂ 92.60
2. geamansiuinisiianuazain uazsinga 480 40  wnfian 96.00
3. insléelulaBuazgunsaiiiuasislunistduins 440 49 N 88.00
4. imsluinisueniansvng 438 .93 N 87.60
5. fmheindeuiilumsliuing 474 44 uniign  94.80
5 459 55  anfign 9180

T 12 wuiemuonslaredugeanenisiusnisiaesiy lﬁ%'ummﬁqwahag’luszﬁumnﬁqﬂ
(X=4.59) Anilufosas 91.80

Wefinsanidusmedonuia 4o 2. demmenslivinisiimwazmn uassands Iisuauiia
wa'l%qeqwagﬂuiséfumnﬁqﬂ (X=4.80) Aodudesas 96.00 599010 U8 5. fmihendouiilunis
Tudms 1ﬁ§ummﬁqwa’lmag’luizﬁuu'\ﬂﬁqﬂ (X=4.74) Aniluiovas 94.80

AN39M 13 HaMTAT AU mMELUIN3(n=80)

N SEAU

Ewhiglsiuinng X SD & Jovay
1. Amgnn Aseunsemvsad i aigluinng 485 36  wnfign 97.00
2. prmunzanlunisuanie yadn dnwusyianies 483 38 wniign 96.60
il
3. armerlald nsefiededu wasmmmisnvend i 486 35  wnian 97.20
4. wihiifienng eowanunsalunsbivimsiiuedned 488 33  anilgn 97.60
5. Wwthiliusmseegsuuims tnglidenujun 488 33 wnilgn 97.60
6. ArrmdedndaninlumsuiiRnthil 493 271 il 98.60
Ry 487 .34 mnﬁqm 97.40

o i ot v v v dg v a vo e - 3
PnM151e7t 13 wuhanuieeladedudmiiglivinsiaenu lasuaunielasglussdvanniign
(X=4.87) Anilufosaz 97.40

4" a -1 v 1 1 % -J v € a a va v 4 Yo <
dieRnsunfusedenuin 4o 6. muedndgainlunsufjianinn lasumufianelagean
Y o v’ a a v v v da
aglusziuinniian (X=4.93) Anuioeas 98.60 s8aunfe do 4. Wimihillewg anuannsaluns
Tusnsluedned waede 5. Wmhiliuimssagiuuinis lnglidenufud 6suanuiianelesgly
seiuiniign (X=4.88) Anduesar 97.60
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dsneAmnuazmn X SD. Lot Sovay
anufianala

1. fthe/dydnual/Ussanduius vengauimsdaiau 491 28  wnilan 98.20
waziglade

2. fi¥an gunsnl ideadle Mllaunmuasyiuary 47¢ 44 winfign  94.80

3. f1¥am gUnsal inTedlle iemerenstiunis 458 50  anfign 9160

0. T nsruavmnfie Wy feensa vouh fidees 481 39 anniiq 96.20

5. mydnanuiiuasgunsal Wusailou asmndenisliuinis 495 .22 wnfign 99.00

2 480 37  wniflgn  96.00

e 14 nuhafielasedudsneauazmnlassa WWsumnufioelasglussauinn

wam (X=4.80) Aswdusawas 96.00

deRsufusedonui 4o 5. mssaanuiiuazgunsel \Wussiley AvamnNABNITITuUSNIS
a5 mquwa‘laaqamaa"lus.,ﬂumnwaﬁ (X 4.95) ﬂmf}usaaau 99.00 $8989U1AD 99 1. 1t/
dydnual/Usznduius vengauinsdauuasidnladng 1m'umwwawa‘laas‘lusmumnwaﬂ (X=4.91)

Aadusouar 98.20
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o v )
M3l 15 Sevasvespounuudeumudayadiuyana (n=80)

52

Jayadiuynaa IMU(AY) Souay
e
YY a2 52.50
N 38 47.50
7 80 100.00
2y
angliiiu 20 U -
21-30 U 5.00
31-50 U 11 13.75
51-60 U 19 23.75
60 Tauly 46 57.50
39U 80 100.00
nNSANW
Usvaudnw/LilaiTeu 59 73.75
Tseudnwineunu 9 11.25
dseuvans/Uav. 5 6.25
ayUsy/Ym/ U, 3 375
Uiggn3 3 375
aani3gand 1 1.25
37 80 100.00
DTN
Fhrems/wdnausgiamig 4 5.00
A58 08/ 0N TNDETE 11 13.75
LYATNT 26 32.50
andr/minnuuien 5 6.25
wniSeu/ndng 1.25
Sy 10 12.50
withu/Metu/inBen 23 28.75
334 80 100.00

st 15 wuhigpeunuuaeuawdnlngiumane fevaz 52.50 engeglugas wnnnai 60 1
Yavay 57.50 seaumsanwuszaudne/LilfiSeu Sevas 73.75 endwineasns ewar 32.50
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o | < | o ) - v a
ANT19N 16 Aede drudsauunnsgu Sevas LLasssﬂUmquwa'lwaaésuusn'ﬁ (n=80)
Tunwsauauusnisaualannig

. AU v
PAUIR X S.D. 2 Souay
Awfianela

1. Jumeumsiuing 4.88 32 1nTign 97.60
2. gaamnan1siuing 4.80 40 1nign 96.00
3, Wi agliuins 4.92 27 anniign 98.40
4. 8 WILANATAIN 4.84 37 i 96.80
51 1.86 34 nnign 97.20

]
o

P "y ) a a P [ < " @
NATNT 16 wudgnsuuimsiinnufiawelalasnmen nfuanufimnelasglussavainiign
(X=4.86) Andiusoway 97.20

d a ' Vv o a a t v ) v o Y a
deRarsausiazuszidunuiduniuuinisiiaufiswelagegafemuidmiaglivinns

v
= v [
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