


!!~(}Lufu~4"Il.ttr;!(}L!1 ~ &1. (!M(}~IlU.IM1.~'t1.~ft!1IlU.I9r;! lL~11 

". . I1!;-LIl ~ ()(~ rt.:tUlLUJ"tk1::!.fl &I,!t.!t (}a rt.UI.11::s.f1. ,tUJYlfl.!:-lLU UI.11::.t{1. a ~ ~ !!LIllLU::TUft U~ Il La ",~ lUll lLU~fT. 

~LIl~w.lJ' .. ::.t.f1(}8!T.&teM(}!;doIlLt~I1~'t1.~:l~IlLtl9r;!(11JSM1 ¥"'~Il~rtu.l9f1.aA!ltu.u.uln~ '9 

Ut\,Ltmlt~LU't1.'rtLll-rRA!rtLtl9::lm ~L8::A! 
f' .... ~ 

". .. IlLtl9t;!"~!.LU't1.L~ !l11~1.. ~A!~ULll&t@M(}~ltLtl9l;!.!'.LUgt~ 1t@~~t.1'Il-~:t;!"~tLLW!'t1.~ 'S 

(}e~UU~'t1.@I6't1.~Ll6"'1l1J1::u~&err.&.LUSt::tom IlLltl.1.I1u rmlJ'::.t.(}I]~""t a!t~!!LIl~!l"L!,-""'1ll·~ .. N~L!,-IIl.L~' 
't1.L~ U,,~, ~~UULrt&' GMIl-MIlLtl9ft.t.Lill.I1/l.i.HU .K.t.1l-8!T.ULtLI.1.L&'1l-8!T.'t1.LIl-I6f1.lirr~LU't1.L~ 'v .... I ~ IA f" L-'"" v -.;so _ .... r" _ f"'......... ~ <t:::ol -o'fI 

@ IlA!'L~):! (}LfJ (3 ~'l..lLill.J1!'-t .t.Wf1.~L~ ~ ~ 

. " I1t.LIllJ§~trJt~ t~.!'.Wl£l(}~~!!.t.Wt\,L~ !l"!f''l.. ~A!~ULIt&t8M(}~LU~I1~,.ta~ '.!t;!l"'lI9U'",L,'.\ '£ 

tIl~'(}~'1~tLt~14"~tL\;A-~ (. I>L\0 
b .. 

't1.flIJ1::1A,~&@rt..!'.LU't1.tn;::J:.U't1.L~ \1"~1 ~1§~ULIl&t8Mr.-~Lu~n;~11 .!'.L~I1.t.LU't1.L~ '2: 

!i-!{:-@ n.~L 11-I.1.L~ 1 (}~ rt.'t1.L(}~Q[U.LU't1,~", t(}U!U't1.Lf1n;~::.t.& t I] M. 
.. (}!;doltLtl9l,]::to'm n:@~~t"(}~::t;!"~'t1.Lw!'I1,L!f' !'LU~n!.LU'l1.L~!l"~'l.. LIl(}t;!!;'(3l (}A!f1.~::!.'t1.t'.!t;!1't1.1I9U 1't1.L,IP't1.t &1. 8M 

" " .. (}~LU~n;n;J;l':!::m' (}A!n;~::.t.'t1.t &1. 8M(}~n:Lt~~N:tl'.MLlJn~1 .!'.Lu-sn~,t:I(}@IT.&t I]MI.'~ltLtl9 '~ 

!.LU!.l"1.I1.t.t.iIt~U "'" -"" . 
L~(jUlJ.111l ~St-LUt;!H 

• lsal-::l ~~I§~1. It~U 2: L~UULru.I1"t.~ 
• w 

::~m 18al-1 !!11):!L~ z.trt~U G r;!::lA!S!lf1.'1t~~&tr']M.(}l:&f"i:LUMJ~~1L\3n;I1~mn~'!.LU n~J:.WlLlt't1.ml.'ll?lL\3 

"' n~mL~ ::l,1r.m~L~ !l'1~'l..l,1rt@~}t::U.~1t:}LU'I1,W-W!!!~ ~Q1r.lLt;!f1n:LL1n;(3A!n;ml't1.f!' £ ~tL~ 
Ib 

L\3't1.(!1::.t.f1.n;ml't1.[;1 J:.w-sn;n;-!.t:J(}8rt.&t 8M.(}~rtLt.lm~::J:.~~n;m""f!' l ~'11,~ 
n. Ib 

!.Lu.sn;~,tl(}8rt.t~'t1.t.¥t;!Il@£-'t1.f!1 ~ ~'t1.~ 

~19 't1.tA! £ nt~rt(3U::.t.rr",rt.I.'LlA! 1;0 I .... I" ..f'" ... 

n~~~rtLL1rteA!rtrt1,~t;!118ff.rt~!1J:.w 6u!ldwes ooua!ua,,~ n.m'I.'L(1Qt:.~~lLun~l n~ OOv "'tttL~ 

(U-FI.'\!L~~) £ &~'t1.I1IJ'::U~~L~rtttLI:'U"4" 'ttl t.LU~rtn;~Q!T.LI1~ML)J;,:.t.f1.'t1.f!1J:.L~rt~~ '{; 

rtll~ml1~' 
~ ~ 

nLllllrt.!'.LU8~ LmllMI.'~1}t::U.I9'tLI1L!\.lPWI::!n:e£-N¥I.'J:H u!n;rt1~-Fl.LI.1~rtm'1I-l n~l MI18~rt~' 't1.\9 

l~ tttttL~ L¥J:.LUttlllJ'::UI1J:.lJ (Ufl;'I,!'L~~) s IlIdUmnlJ':U~~LlJY1~Lt'U"4",..t.!'.Lu~n;:tlW '~ 
• • ~~ I1~U l 't1.f!'I:'f1'1l!'1:'~l9n~tJ:.LU"'1N-tWLfJ8t.l6I1~U 

118 1::!~t:.1'I:'A!::t::!"unLL1A! 
~ ~ F 

ttL~::t;!l1 ~LttI.1.L~'1.'8lT.ttL(}~gfULU't1.L~ '.!t;!1't1.1\9U''t1.L~ J:.LU-SI1.t.LU't1.L~ Q~ ",Llt V &tBMI:'~I1U.~~~ 

.!'.LUIl~l .!'.Lu~n;~W::to!"J:.w.sn;n~~(}~rr.::njg..\;t,..t (U-FI.'\!L~~) £ &~t\,I1IJ'::U~&l~rt"'Lt'U.tt4"1:'8rr.t\,LI.' 
1"':' • • ~\:!fUw",ttLLN1,trt::.t.UI.'J:.I1~fULUij\0&t@MI.'~rtLt.I9L-Fl.U~@!*'IlLrt\'\I.'(1~&r;! '1:'~\9Il~~LU 

b b ~ b 

°LI6I6UlA! L~LMJ!!rlJ:.LI1lU.~A!Wrlt.JJ.H : Il~rtt~ ""'"='" ~ .... 

lLUltllU::tU19 'lfjt.ltJ:.U~I9ru..j6Il~Lnu.tLl.1.rt n~Lnutl6l&1U£l : hMU1l:'tu ' (.u.u~!-.!'.w) '11'.\1n; 

¥'t1.M'tjllJ§ '!Wf11",w.W~~mowyml-.foI:'(1n;.~~~U'H.L (UfD1;1~L~fl.l-) f: &!;tdnf1fJf::U~&!Wf.n 

nLC'U1'~"(jn;.nu'~ngfU.wnl71.u:'71.w::w"lflnl-fl!Wa~l!l(jM"t1'rtLc.~ '(9V9l) }1'~LllL(3JS~' L~.!'.A!lI:'L't1. 







































. 
""I 

lJ'Yl'Yl 2 

L ~- ::.r"'-'1"o .. "'.., ~_d.d '" ~''1.I.r 
'\.I,nT':JHl [lf1''''1U~'J-;) [I ~~'Yl'nT':iflm~rlf1Uf1'J'lbelnal":iWSl:::.:J1U'J-;) ~J'Ylbn[l'J'lI e:h'l@l.:J~HJ blJ'\.I, 

. 'II 

1. - U'\.l,lm'l:IJt1@lbb~::'Ylt)1f~b~mnUml:IJ~'l'j.'Hl1~ 
2. ~ bbU lf11'l:IJt1il bb~:::'Yl t)1f~1 umnJfuv1.:J n~1J1'\.1,.:J'u 1 '\.I, nTnJ~llii-\lI'\.1,"lJ i1-\l'VI'\.I.'J£h'llU'lI ~h'li'! 

3. In·:i.:Jri'.:J'lIeJ.:J!h~mJ7m"fiil@l'Yl::blhj'\.l,mn-;) 3 (,w@l'llh'!;n) ~.:In@lm:IJ'Yl:::LU[lUm"~, , 
m::'YlTI'I"n m"l5!J ~iimnJTutl1'1 m:::UTll,.:Jl'\.1, 1 '\.I,nT':i1l~ill\..'I1U 

4. 

tt It(J~'l'ljJ~~ LL~~'t111W-D tfi~dnU~n'l3JYi\l'n e:J l'iil 
'" "I .., 

~'l1aJ'n"lH) ~"1IiNan~)1 .. 
It" .d - ~ .d f"1 _ r:! oICII 

f1eJ~b~eJ":i (Kotler. 1997 : 47) fleJ '-::;!fIUfI11:IJJ~n'lleJ..'I\lflfl~m1.Ju;.J~-;)'nm"blJ''WULYI[lUm,. 

th.:J1U'lI€l'l-ll'elb","€l ('V\7eJ~~~.nru..n) ~':lJf1Li~u'V\i-mi1 111 (product's perceived performance) nUfI11:IJfll!f1 

Wl.:l'llfJ.3UflflR i,nrU":i::iUfI1111W..:l'V'1el 1-;)~..:lLiJ'\.I,f:I..:lni'\.l,fn111bblnn~h-.1":i:::'vrhm1ni1.:11'U (~iiI) f1."IJfl..:lb ~'U'JII7eJ • 
bi1111 (perceived performance) bUil::fI11:IJfIIIfIW1..:l (expectations) 1":::~UfI'J1:IJ~.:J'V'IiI 111 ~:lJl":imbU..:l mh:l 

nil.:J OJ bil'\.l, 3 ,-::;~u~lUn'\.l, bb&'l:::RnfllTltJllil":i1Uwti.:Je:l1-;)lIu1::lnJm·HlWv1.:JL!fIeJth:J'Jllrt'll'\.1, 3 ,-::;~ud nriTl .. 
~ €I 'vnnmn11..:l1'\.1,'lIeJ'Iim~'\.Hl ('Vi1m.Jlllnnrn.n) 1:0'm.:lnu~r:n:IJfl1~lVll'1 Glnflltim.lbn~m1:l!1.:0'V'1i1h 'JIl,n 

'it 

m":i'th:J1U'lI€J.:Jim~eJ ('I'\i-€l~~'1l.nru..;i) '1l7..'1nml11:IJfIIlfI'VI1.:J iilnr'h rieUJYHl h LL~i11bn'\.l,nilf1'Jl:IJfI1!f1'V11..:l 
'U 

iiln~ln~..:l'V'lDl~."IJ1nri..:l~" 
OJ 

3jGlb~fI (~fln~ lbf'l'ttl«mnL'l. 2523 : 28-29 ; eh-l'5-:l'illn Millet. 1966 . Management in the • " .., ..... .. 1 _I d.,.. A 

Public Service. New York) ~IfIElm.rHrn ~dl:IJ'V'I.:J'V'Ia 'il'lla-:l1.J1"::"I51"15",YI:IJ~El1J7m1a1In,.nt: (satisfactory 

services) 'V\;'afn':lJaI:lJ11tl t'Um~'il:::~'ilTH~lil'lJ'7nTi6flIn,.ru.:::Jm::blJ"'t~~..:l'V'leJ 111'J11;'eJ 'hi fit ~~-;)I'iru.1 
li'illn~-:l~l-:l ') ~-:lU 

1. f1111Jirl1/'lwl"m1iWlu'7m1"1im:h.:Jtl9i1iTI:IJ T(Olr.r;nMrn:m,-i~ M,ru'il::ia"bUU tUiI til..:l , 
b~DmflUR::b~:lJm'l,"l (equitable service) bbnmuu'7m1 

" 
2. fI'Jll1a13Jl":itll'Um,-i'flu'7m":il~m.il..:ln!flbTI"'"~mlii11 (timely service) 

fI'J1:IJ~1LtJ'UWth'U1'\.1,1J'7nTIbbiil:::fI1111iil-\lm?1J€l..:llh::"I51"15UL,"u'7n1nf'\.l, 6) 

3. fI11:IJ&f1:1J11t11'Um"~@l'lJ'7m":i1V;mh-:lbYhJ..:l'V'lmbriml:IJieJ-:lm":i'llEl-:l~i'1Ju'7m7 (ample 

service) 

4. f1Tl1J6fl."lJ1wL"m-ri''fIuirn'll~mjl-:l~mdil..'l (continuous service) 1@ltJ1a.iiJnI'!'V1tJlfI"I5:::rn 
• 

'VI;'El~mr~ t"mrt?:uirnnru. OJ 

5. f1Tl:IJirl1/'l'TIll"rn-m-iiJ'\.I,lmn1i!fll~J..:llw;n'Utfi:IJlru.Lb~::mu.lll'V'1 MijflTl:IJL-;)'7runI1'V1it'1 . ... 
(progressive service) flll1in'l!tm..-nEl-:ltfim,.,ru ') ~"lU~EltJ ") 
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lJ'n'n 3 

n,.r':jitJL1eJ"'~'113J~.,1VieJhfieJnTn..l1utJ·,h'Jm::U'1,".,11,"1,"m7tJ~Ui.,11'\..b'lleJ.,1£%1un""'\..bU,.m,. • 
Il'ilYl::LUU'\..bm"iil 3 ('~miiL'l!tn) hn1fl'\..b.."'1lEl"'~U1m"LLL'I::mV;Uml" . ~ ~ 

1. tJ'-::'lflmLLL'I:::n~3Ji'1eJU1'" • 
A .. "/1"" '" .., 2. LfI,.eJ.,13JeJ'fl "1f~'\..bm,.munlJ"n3J'llEl3JL'I 

~ 

3. in-rrmn1Jnun3JiEl3J1'l 
" _ 0.... _ "' .... 

4. m"nl<1m,-::;mEl3JL'lUa::mnLfln::VI'lIEl3JL'I 
~ ~ 

5. ~~"l,n'\..bmniu 

1. u,.::'lflm 

tJ7:;'lflnIT~lil'l4mniuflf."d LLU.,1LiJ'\..b 2 mi3J n~3J;; 1 d1'\..bmV;tJ,.m~l'\..b;.hun.,11'14IJ1rn,. .. ~ 

11<11'Yl::Lum~nn"iil 3 (?i1<111iiL'l!tn) i,w'l'14 12 fl'14 l,ni~m:ntJ'-::'lfln,.,f.,1""3J<1I mi3Jf\ 2 ~ihu.Buu,.m,. 
• q ~ 

h"ihun-lltUnm'-lilf!YI::Luuumnv 3 (?1rfll.nLlfn) • 
mi3Ji'1ElUl.,1 

• 
n~3Jfi"-;mUl"'~ 1 ~n'l!tltJ'-:;"Jl'1n,.,t.,1""3J<1I ~eJ na3JmV;IJml,.luih,!n,]I'\..bU,.m""iilflYl:::LUtiU 

q • .. 

n,.ii-;J 3 (W<1l1fU'l!tn) 1ilU'1'14 12 flU liini:u1l1'1!tnU.blJ1Jii1~"-lrn." (Structured interview) 
• 

mi:lJi1mj,.,,~ 2 ~n'l!tlnEi3J~lJ,.m,.luih,rn-lIU1J"n11"iiIlfl'Yl::LUUUmn"iil 3 (TIsIfl,ih1<tn) 
II 'I 'U II-

l,niL~Elni'1mh.'lLLuu Nonprobability sampling l,niiUJ~';lfltil-lLL1J1J Convenience sampling 'ii,U1'\..b 400 , 

1) l~nd)1J;rmJC1"ij)lnEl~~ lflmn1Jlilln~i;)~~hwmN3Jl1u1J;'m,.lw~:::;£J::L 1L'11 6 L~mu .. ~ 

(~.R 43 - ii.fl. 44) 

tI (Vi.fl.) 
.. 

;)'"1'1.1. (nu) LIfIElU 

2543 f1al~3J 6,909 , 
Vit]fl~mH" 7,008 
~ 

1iU11fl3J 5,822 

2544 3Jmlfl3J 6,466 
... .. 

5,712 n3J1l1'YiUli" • ... 
6,956 3J\.Iolfl3J 

n:lJ 38,873 

fl1LQ.~UIL~eJ'14 = 38,873 + 6 :- 6,478.83 n[J 
• .J • ...-oA, L.a 

2) "iii 1 nrn L~ tJ"iill'U"'lU~TIJlJ"'iITl'n ULL fl &I:: L Ifl €I\!' 6,478.83 n[J 11:::; 1,*~fl,.m"~1,"1nL'lIeJ'" 

m h tJ13J1Lti 
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n N 

n ')''\.Io1\.l.'1IeJ~'1I'\.1,'<;1i''Hlth{J 

N 

C 

o :: .1 d~ ~ .. 
'\I,'U 1'\.10 n:IJ'Yhl"':IJ'il'1l £)~1J7::"Jnn'rn L"1f L 'Um'-flfmn 

n 

n 

fl";l,3J~,,~~,<;1;'fJB:lJWt~ (l'ilfJ l'\.lonT':i~n'J3<l 

flf{Jdii1"''UflliL'thnu 0.05 

6,478.83 
2 

1 + [ 6,478.83 x (0.05) 1 

376.8578 

tJ"'i:"t1l'YI~ 1 -1'ilW1UmlJUml1 .. 
LU'U.bbUURfJ1Jm3JC1Il:IJ:IJ'fl.-Jsn'U. tJ'-:::IJ1nLfl,W'il 5 'im~em ;{Jm~fJrn{J:B'UL ~fJ11lfl11:IJ .. 

-w":j'YH)hI'IIBm,-tJ-rUtJ'-"m:::1.J1'\.1,{Jl'\.1,h;.nTllliiUi·:nwlleJ{J~unu~m'-~<;1'Yl::dJEJ'U.mnll 3 (~~"'l.nntn) 
• ':oJ • 

1'\.1o"'fIf'U:::'ll~h1wruu;-m,-1'illlLLti-3elelmU'\.Io 3 <tlfl\.l. ftfl 
'II 

~ ~ ........ ,_ .... ,d 
fleJ'U.'Yl 1 "ffBUm3JLnfJ";InU'lleJ3Jila'1'UC1I1'11e),H:..mC1lfJULLUUilflUfll:IJ 

'" '" d d - ~, .... .. 
C1IfJ'U'YI 2 HElucn3JLmrmUflYl3JW..:I'V'/eJ LlI 4 ~n'U. 30 "lie) 

L 'YIflt 'U.l~m, fll'U.n1Ti1ijUi{Jl'\.1o"lleJ.:Jlil",U';''1If).:J7,! bL~::~''U.ilfll'U.;'~,nn'ilLt fl3J 

l'ilfJm'VIU'ilLnnL.nn".lifl:::u'U.'U.«fl.:J1Iia 'tJd 

5 Vl3JlfJt1-3 vwhimh{J3J1n 

4 'VI3JlfJii.:J flfl'U.-lll'lYHl h 
3 \U!lfJ 0..1 LruJ ') 

2 'VI3JlfJii.;J l2,j'I"m h 
1 'VI:IJ1110'l 'WWfJ l;)fJ[h.:J:IJ1n 

d!'ol • I -:;'1 <4... ..... .. d ... 
C1Ifl'\.lo'YI 3 blJ'\.IoLLUU,U1Ufll3JlJL'lll1LlJfl L'Vi£)'YInU'1lm"ff'U.mL'U.::LL~:::'ll£)fl'ilL'VI'ULntJ1num'-

tJwlh.:Jm::1.J1'I-WI'Uo l 'Uorrm.liiU;.;Jl'U.'1I£)'lthum..fim~fI'Y1:::LiitJ'Uoti7rr;) 3 (7"1f'ill,nL'lin) 
• ':oJ • 

ili:::Ln'YIri2 -rflwn ... miuinn 
'II 

""' ...... ,d - .... 1- .... .",1 
1M 8'Uo 'YI 1 m.Jm'iitllO i1 mn1J'1Iel3J i'I "ff1'UoIM~ El{J ~'YI 1M eJtJ LLUUilEltJ 1"'113.1 

'II .. 

1M B'Uo;' 2 R3J1I1'1!ttUfl"TI:uti'ilL V;'UoC;.:Jf)";Il:u-w{J'ViEllllti Elmn.rru1.J;-3m::1.J1'U.{Jl'\.1o l 'UmnJij~ 

"1'Uo'llEl{JLh,"ml,"U~flfI:::LUflumTr~ 3 (i"'lf'il111L1Yn) l'\.l,';~-nB{Jmiu;-m'- 1flm d'eJ'VIlm,-m..,m1im 
• 'II 
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,a, __ ..... .aI 

3.6 mn1c;1lUIUSf3J3J91f1\1..:JI\1.TilV"JJEI'Yl 6 ~mm,.1"k1,:rn.:JIutlmi11l~'Yl::biJlIunn;) 3 
~ . 

- A .d~ _ L-.~ 15"~ 1 .... A • Q;,.O 

(""~im Hn) 'Yl3JlJd~aum'1m'Yl ~flll3J1 b'lru'm1'1911·:In\l. ijflTl3J~.:J'-'€lh9i€lm,-tl-rutl".:Jn,-:;u'lu,n\l.lum,. 
• 

tl~~.:Ji\l.~i.:Jn\l. 

~1"i1" 29 ~am"LmmjL YiVUfl713J~,,...m \;)"lI£)~ml.Juim,.ti€lm,-tlfutl,..:J l\l.mnJn~.:JIU -;lILL\l.n91i3J 
~ .'" 

t1~ffUni,.rit~Lflv3J11iU~nl" 

~Bn'''itlfuu''i''n''i=U'~I" • 
'"",m"iui)uii"," 

"i.lI 

"i .... 

~'VI-iI.:Jmi3J • 
mv1.umi3J • 

"i'1I 

~'VI-iI.:Jn~3J , 
ImJ 1.\1.0£11.1 , 

"i,i.! 

'i.lI 

Of 

2 

397 

399 

2 

397 

399 

2 

397 

399 

2 

397 

399 

2 

397 

399 

SS MS F 

23.224 11.612 29.021 

158.845 0.400 

182.069 

51.871 25.936 43.577 

236.282 0.595 

288.153 

15.779 7.890 20.997 

149.173 0.376 

164.952 

16.907 8.454 26.424 

127.008 0.320 

143.915 

20.511 10.255 38.288 

106.337 0.268 

126.848 

P-value 

.000·· 

.000·" 

.000*· 

.000** 

LLa1iI~"hmuuim,.l'Uok1un.:J''Uo1Jm,11l~'Y1::LiJvutrin";) 3 (?r5i1"1.nLHn) Y1ij 
~ . 

1h::aunTIrit~LfltJ3J11w~ti1.:Jnu ijfl713J~.:J'-'€l htiElmn.lw~.:Jn?:m\4.31Ul'UonTnlil'u~~IU Lc;1VTI:IJ 
.., ,_ ~ #!II _ 0 _ AA.o=I ... 

U a::-n V fI"1'UoLLfI n91"1~n'UoEl tJ"1~ 3J'UotJaI fl,!!'Y1"1~ iimfl'Yl"S::ilU . 0 1 
A 1'" ....t "I .. ..t.. • ... 

L'-'EI ~'VI'Yl-n1JTlfl"1LQ.'UJfl bfltn~'Yl3JflTl3JLL91nfl"1~n'Uo 
'U 

t1-nn{l~.:J911-n~ 30-34 
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