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Chantana Vitayaruangdaj. (2003). Customer satisfaction with the financial service of Export —
Import Bank of Thailand, the Head office. Master Project, M.B.A. (Marketing).Bangkok:

Graduate School, Srinakharinwirot University.Project Advisor. Assist.Prof. Supada Sirikudta.

This research was designed to study levels of customer satisfaction with the financial
service of Export - import of Thailand, the Head office in terms of four organization aspects ;
services, staff, location, and image by grouping customers under following classifications into
gender, age, education, size of business, period of being bank's customer and kinds of financial
services. in addition, this research included problems found on financial services and
consequently suggested solutions to the problems, so that the bank would be able to enhance the
financial services.

The sample size was 300 bank customers. The research was conducted by using
questionnaires as a 1ool to collect data, which then were analyzed by using statistical methods and
procedures of the Frequency, Percentage, Means, Standard Deviation, t-test, One-way Analysis of
Variance. Additionally, Scheffe was used in case of the existence of statistical variance.

In the research, the total number of respondents was 300 customers. 59.3 percent of the
respondents were females, and 31.0 percent of these females were at the ages of ranging from
31-40 years. In addition, 60.3 percent of the respondents had held bachelor's degree. In this
survey, 53.0 percent of the respondents operated small businesses, and 26.3 percent ¢f the
respondents had been banks’ customers for more than 1 -2 years. Besides, 89.0 percent of the
respondents used pre-shipment financing facility.

It was generally found that the customers accepted the organizationa! aspects of service,
staff, location, and image to their satisfaction.

The results of the research indicated that :

1. There was no statistical significant difference in all organizational aspects as a whole so
as to every respective aspect of services, staff, location and image based on the classifications of
genders and ages.

2. There was no statistical significant difference in all organizational aspects as a whole so
as to every respective aspect of services, staff and tocation, based on the classifications of
customers into educational levels, size of business, and pericd of being bank.’s customer. However,

these classifications had statistical significant difference in the organizationa! aspect of image at

(.05 level.



3 There was statistical significant difference in all organizational aspects as a whole so as

to every respective aspect of services. staff, location, and image, based on the classifications of

customers into kinds of financial services at 0.05 level.

4. Customers were satisfied with services and they were indifferent to a sense of

«atisfaction with documentation flexibility, multivarious financial services, and modern technologies,

in terms of services when separately taken into consideration of each related item.

5. Customers gained a sense of fulfillment from staff and location.

6. Customers were content with image, and they had satisfaction at least with credibility and

security in terms of image when separately taken into consideration of each related item.
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%"mﬁ-ﬂmﬁné’;’m'ﬂan'lumfﬁfﬂLﬁmmﬁﬁumﬁﬁuﬁaﬁmﬂ’iimﬁ'umfm-aﬂn

2. 1iinsIidayanisamulusdnszing ( Foreign Investment Advisory Service ) i LAY
yinmuninaamulnelusuieya u.a:@'mqm?mnu'luﬂﬁ*:mmLﬁauﬁm

3. 13MsAudaiieaiuayumnentsuungsialsausy iuntsafuayunensiiuurigsis
'I‘.Num'luﬂs:mﬁ'hqﬂfﬁmﬂuﬁﬁm?ﬁiﬁmu?'ﬂﬂﬁmmu'hﬂﬁuﬁaﬁumwﬁqﬁﬁ-xmﬂ

= b 24 -t !.Adluf . : g : 1 l Lsr
4. \EnsdeyatideuazsunasifialusinalssinaliriugnA i liuinianisdnsnes

BUIAT

PR AT I ES TE g
Finseenereuaams WidwdeialfunamusArasing WATELARNGARIMNISIUAN

-3 i . t P p-ﬂ-" g - - :-
yaENTY Weastuueasfilszneunis wananlfRlbiFunnmsgu 1ISO 9002 lumsihimsiuta

: T 5 vre” X all; : ol Lr o -IJ
Aunean e Widdwan FAGurmgausraw AnsANHNTOANLEnanT U ﬂ-:ﬁmmﬁ‘rﬁﬂiﬂqum

o, caad b o
LUIAANRSN RN NNLAAD
- =} ar £0
LUIAIINAALNEINLAITHNAND L]

aumsnaaasraianela Sf%anuvansrasnnRanalaliunnsinenu giafl

3@  (Davis.1967:81) loinanadntlapanuinanaladn Fudeiiatuiuyaea  1iaAax
ﬁﬂqnﬂiﬁugﬁuﬁ’aéﬂqnﬁﬂLtﬁ:ﬁm'lﬁ'lﬁﬁ"'umm@umum wqﬁnﬁmﬁmﬁ’ummﬁ-qwﬂ‘lwa\muwﬁ Wu
NN AR isaANnszunszny  visemazlianasdludenie  1ile
ANNSDTARRNT Fananeantuls uumﬁejﬂmﬂrﬁ%’ummﬁqw'a'l.ﬁ'lua;dﬁﬁmma

1BALNYE (Wolman. 1973 : 283) Na1997 AN 1A ATHATRIMNAATINABINAUNTUND
FunnAingsuANans uunen FuanwariAneeapasiianuge annBnaN e nudaans
viauseqalasasaulsiuntsaauaues

aau (AN A-aARLN. 2539 -18: §1989a1n Hoppde.n.d.) fnniiuinaciuianalase
Tl AT AT TSR RIEARANEY Fruniamn wazduAaneden 2w
TanAwinduladanlguinig

aafa (eufnd INNAANARS.2533 111; §19893n Horse.n.d.) Talaanuvnaalddrannudia
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walasiansiidnmuunet nndwmnatniisunsossauaian thinmniasiniiiaaulinala
rans NI RanaRaATesiuiinanianAusisnsaayes fuedianudisnizunniaz
-~ ay iy, | v i uﬂl b 74 8 rar =] 9 L L P a4 1, Y xt
nalfisenGunfeawsiilialanmudissnisiéifunismousuadiasn WY lEUsmevsagnAiaANme
wa lasiantsiuinnsla

aliv (WOVANE yoynu2536.11; §N8RN Smithnd) N1 AuRanelanans i
1Ensiiunananinen arrsinan uazfawonden Jeasi g lduEnsvregninddadulairanlt
UnNg

GAR (Shelly. 1975) AntuunAaineafuauiwela agulddn auienalauadnian
gaangedd Aa AuAnTumauanuazasini@nnisay annu§dnnisuan Wuarnuidnfidiefinuug
gasiniAnAnnge AnugmiuduanuiAnfiuanseainanuiinniaingug namae Wuanng

:1 | B o ' X% o T H: -y- o ::*
Anfidssuudenndy  uwazaugaiiansin iiiaauavTeauidnmaniinaulaan - daiu
aziulddnanugnivanuidniaduiudauuaranuguiasinasayAnanINNGIAMNGINILAN
o
Ay
L = L T o e,

AURTANIE (Rust.et al.1996 : 229) THlWanuuunaaasanunanelalidn hulfizemia

asuniuazAaNiAntia Tnaacufane latisonie ANAI0) ANNUTINAIATA ANINBALNRY UAY
z .
ANNUaaane
- N : b =X = v o g =1 , £y 1

qiiy (Dubrin.2540:228-230) Weinanatiaanianelaldfell anuianalagniansandniu

auAaniatudings  esmuivadaoulasmundiaaumeudaduin  WuFandy  Arndud

(Delight) TagnunsauLivgzAuANNNnalarasgnAtdieaniiu 4 svau Aa

-
il AR O

L i ' ::* j . - S ar
sefuil 1A uanelsduiiugu (Basic Needs Satisfied) gnAnlasunirquanaztijindg
X
WU (Common Treatment)
sy 2 Annaanalafimavune (Expectation Satisfied) gnAtidfumrguanazLijn
2eNWVWIATNIN (Friendly Services)
o :i 2 = . . P e 2, A I =l
sy 3 AnuanelafiAe (Extra Satisfaction) gnAdldFunsguanazufjiisiduednen
X - |
11119 (True Appreciation)
 seAUT 4 A uTREWA (Customer Delight) gnAnldfunisguawarlfjumilustnedngmmniie
ANAWIA (World Class Experience)
wanani Saldnaniang 6 dalunsainanuiawalaliiugnAtlidall wilnauniiaon
=3 o L 72 L X 5 1, Yoraxd A
AanglaasyinlianunsaaianufanalazasgnAnlaangn
1. W lauazWanndndruduarufieanisueegnan (Customer Needs)
v t %4 4 2 ﬂi ' 2 F 4 qr
ahuwiladgWgnAr liunnndthazjaduainasels

X

i

3. mouaueanalszinla Jlusian
4, WwuaAnD (Empowerment) Ltﬁwﬁ’nmulumﬁ*uﬁ‘hlﬂrgmﬁtﬁmmu-
i |

WANIAENANNMETUANENLGNAN (Avoid Rudeness)
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AU (Kotler.1997 : 40) lalAnuuunarasaunanelalinal ATTNNInSlAAe TEAL

b
=

mddntenans  SuussinanmauFeuiisussninmsnuniuiandudivsauinsiuai

o L

mwi’wmqﬂﬂaﬁm SeussauA e laarduiiuaonuuansnasrninaue AU uAN
emTa Sagndnanansnidntiassiuatuitanalalu 3 SEAURAE Ao
Fasniruiaindinumands gnAasiaanuidnbinela
Funsnirufvinfuanuatands gndnazifinaanudnn ala
Enafisudgandnanuananda gnArasiinaonufanduavianelann
anuuIATNAAREaTuAMRwe At anunsodnsnagiddn anuianalaiiuRed
AoTufLyAAa Lfiﬂm'mﬁi’mm?%uﬁusﬂuﬁas‘wmﬂuﬁﬁm’lﬁ‘lﬁf}’ummamum Fadumsaieana
ﬁqwﬂlﬁ'lﬁﬁ'urli?uﬁ’ummmﬁw%uﬁ B ma"l.ﬁu?mmﬁqnﬁwﬂaﬁuﬁ.mﬁ‘ﬁﬂf}ﬁm’ﬁ‘ﬂqg’qLwimﬂﬁ
Bnsfisade winnusadianudtlaacudisainisaegndn atunsauilatiyuwlgninldmmga
uaiusiamsnisal reuauasotluATan Fantnatianfigmiunisaieauiianalassazeg iy

b Lo

At L~ | o =y 1+ <1
auAeIEaafifu e Wifuifiaanuidnimala

k"

- W -:L:I | =0
SR ENNAANTZNUABATNNIND LA

= 1- 1 1 ol ‘J . a o A"

EMBLN BTTNIERTY (2530: 55-57) Winawin dadeiifinanszvusansdaaiauauiimels

1 o o & ar I O’ i o 2 A ' .:n.I
wananasauagiutiadameluung dafuansevuanniladenmauandani lisaaszmimaising
o &’ ‘J 1 o X
Fn anaaqifadenfiuansznusancuianals Tadal

Auaansdanyapa (Personal Needs)udimeldazifhuladanmuaainusiaainisanu

% 9./ £ " r:i-u =] ar <l & o & =
avng et winesranianednasunfsaansiduiladendnAny lumsivuaauianela
t :J L o ' B B . ' =,

aoupalanald (Intended Use) A unasuilafuldivinfianssumuilaninndranianssu
wiANAIne 1A luduAn (Assortments)

sfIraaANaela (Degree of Motivation) wsadla (Motives) Humumagnauanlunis
a a o =X L T ﬂi!l..f . o 0 » = i ‘ |
fnunsduaninela Audnadalan srhlsneglunanisdnaisuanuimela [undteziiuge

h e 2 ] - ' ) i A ] o "
aalafiunnweaznszeulvandantdimudinauaauiusieg TuifaqiiunininemrudeiuAsutngs
; L i A s 1 " Qs
Audurazatiausasiiaasinansenuaanuuaziu
:r . . ] - o 9

VszaunsoluAudniun (Experience with Product) Ussaumsalilussimieaiudusaz
Thidedrdnylunnsinanuianalaluilaqiiy

3Pn (Price) TAnTuBniadanilsinmnarnanela mszmminanssnuinanmsie
el aiutladedrdnlumsdadula@anive wazauALsey ( Package Size) lnaanizating

L ]
Sadneradulatiudiullatnasrou isnuinaueshanala

mwmﬂumfﬂLﬂummmqiwmﬁmnmﬂuﬂn (Logic of External Information) NIATIEU
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’ «|=lI L O TR - | :‘ & 2l | Ay v b ::' ) , l-i. K7 nr |::'
gramiffuudainlivanaivnnean  fazduffenseniuinaniu uasdmansilaiuun ity
a s = =X - T [T ::r sy ::* A, ﬂ:l'.‘-ﬂ. A’ 7 :r ar
azgnin it Mivumudssifiutianrudieanishuiudniuanady usstiubhacsTaduaniug - lunanal
fu asanarbiauladtngnsian Awssiudodn lilmnusauarimancauarlisnbs
ngAFLANINETLAYUAIIHARAINNANMEUEN (Support for External Group Ideas)
nginliifiantls Aa Asmienelalinantananudeildiunisiansunatiuayuainngumisuen ang
WRIMNMEUBMNIAINIATIUATN RN (Direct and Indirect External Influence)tfadtnisuanasiiang
y - o . :' s s I ) :: 3
wasansingduANme lanaluninssuasnegan Rdemnse An 4@sINUNAIRdEng
ey, o ﬂi Ly 3 P G g Fo -1' ) e '
aslnansaussUimeniiazubidsndusisainluanizwil 1y neFunIuiIaeINNsTam
mansimbdeanmmanaiunineunulaonse doulladannsdenniinasanisnivunaiiuiane

iy é‘ ] (- ¥ - 1 : -d. ] ] ]
laazifndwie 15y wlauasfumsiudngnsou Bldldunasdnng

WUIANMNAAMSENIANNRNIWaLla lana (Customer Satisfaction)

i .'r-niII 3 o L ] o =il el = i 4
e lFaonunisaifgunsstiuin igsiasaaasudigyrainnssianansiom
s _ ; -g 1 :
U nsmmaiAuAINNIIENTUE  AaBASRATNISOAINELAUATRAE A NRINa IR ignAnlATae
aNAuAINN UINNS WATANAN (AF97904 16T URTANLL.2541:45-47)

1. A MNINS 1 u89anA (Customer Satisfaction

o 54 A o d o GACh £
Fhuseauanufinuogniiiinsanniadisuiauszninanadsslasdannagnauifngn
st W3ENIIMNNUTERARAY TUNISAIANTIIBIGNAN (Kotler. 1994:98) TTALAIINNWE {3TDIGN
FraziinanAruanANgEingeadsslund anuAniniuas AN NAIARINIBIYAAR NNTATAUIN
mmuﬂﬂﬂtﬁmmnﬂ?zﬂummllm:mw?g‘luﬂﬁmﬂumrﬁﬂ dounatsslamiananuaniRnaninsivse
MsyinuIeRAnAuTinaaninnsaaauashadu Mifucdasasfameneinaiaauimela
WiTugnAlaawaneNaiNAATIAN (Value Added) MIRFIAMANRIITIAIINNNINAR LAZNT
" :':' = & b A A =X . ] b Y
ARIA FINNARMIINuINiuiudiesine IretiauannisaT AN IWeN (Total Quality) AIAINA
AINATHRANANNIINTTIENEY AtAANaL TRRLgnAaLsiaannnd A uaagnen sAuuduing
" 4
PAIRNAMABIIANRUANIUEL

2 ANHLANANN NI ITUIBINARAY (Product Competitive Differentiation)

(WhinnseaniuUANEMEANNT TeINARTNTIVEaLTEV uANAaINAuIaTY uarAdNuAN

satiuasfiniianiinlusanrasgniuasaianufiane I IitugnA 1l Auwansantanisugs
U Asenansae
7 1 ATTHLANFANANUNARA LN ( Product Differentiation)
2.1.1  guUknwl ( Features )

212 MY ( Performance )
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213  anulFnalals ( Reliability )
2.1.4 AU ( Durability )
2.1.5  guduuy ( Style)
2.1.6  nhraanuuu ( Design )
2.1.7  awisndesuanls ( Repairability )
2.1.8  WIATFIUNTTHAR ( Conformance )
2.2 ATINWANFNGNULINNS (Services Differentiation)

2.2.1 ﬂ'ﬂudﬂﬂ"l.uﬂ'ﬁ‘ﬁl'a%ﬂ ( Ordering Ease )
2.2.2  nTIURS ( Delivery )
223  MIUNausHgneFn ( Customer Training )
224 Innfldaiuusringnan ( Customer Consulting )
2.2.5 ﬁm'sﬁuq ( Miscellaneous Service )

2.3 m'mumnﬁiﬁ.m?huqﬂmn? H?ﬂuﬁﬂﬁ (Personal Differentiation)
2.3.1 AMNANNID
232  anuihinla
233  pNtnEalie
234 pAnlinelals
2,35 NSRBLUAUBIGNAN
236  mifnsiedoans

2 4 AMNLANAINFANUTBINNINITRAATMHNE ( Channel Differentiation )
2.4.1 AIUATRLARN ( Coverage )
2.4.2 NN NI ( Performance )
2.4.3 m*wm%wnrg ( Expertise )

2.5 AMMNUANGINALNWANED] (image Differentiation)
2.5.1 %mﬁmuﬁ‘ﬂmﬁﬂuﬁunﬂwﬁnﬂlﬁ ( ldentity Versus Image )
252  Anyanwnd ( Symbol )
2.5.3 UeseNA ( Atmosphere )

25.4  wan13d (Events )

3. amﬁhmuéw%‘u@ﬂﬁﬁ (Total Customer Value)

tlunasiuasanalselgaiivraarsodsslamiannuasndi e yvrousnis ALUTnNITUle AtuAn

3

LRRATLY MRS UARNN AN INLANANNINATUINTUENUSZNAUAIE ANINURNAIAIUNARATLY A9

LANFNFMLENTT AVINUANANIATULARING UTBLAAR UAZATTNUANANATRMWANENS A IHRAN

7 ' 7,
» 3, -

A utine N aauAInaRAUY 4 Auduiupe
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3.1 AMAGIURARALT
3.2 AUARIULIINNT
3.3 AUAIAIULARINT UTDLAAR

3.4 AUATATLNINANIE

|—-ﬁ"J’m LAN A ETUNT TUIIT TR INARA TG

ATUATHARATWTITIN IUABAIGNAN

(Product Competitive Differentiation) (Total Customer Value)

ANTHUANFNATUHER T ATANAUNARNTUH
(Product Differentiation) (Product Value)
ATHRANANATULTNNG ATUANFIULITNS
(Services Differentiation) (Services Value)
ATHWANFANANULYARING ATUANAULYARTNT
(Personal Differentiation) (Personal Value)
ADTHUANANFIUNINANE T AANSIUNINANTO

(Image Differentiation} (Image Value)

L J w0 ] --llI " e ] B ] ol L B h [ ] - | 4
umstladamdudarivunnuAnintwiugnAn : ATUANRUSIEWINIA U ANA TN INA TR TR TR AN LT URSATIATTIHATNILGNAT

WUIATHARATUATININNITLENT (Service Quality)

ATNWANIBUBIATUNN ( AN AvENAUEEN. 2530 : 31) BIRATUNNLANNATE

| ARIMNALILLLAAN ( Narrow Idea ) YnuaRAusvisauinnniaunngg i ( Standard )
ATV = NNATFIURUAN

> aminauu i (Modem idea ) Aamnnumelazesgninvisad i Linenaminzan

AU = ATHTTE laTiTeEpne (Quality includes )

:.: ..:f -8 o :-:f 3 -di e i o | o e ni
mumm:mﬂnﬁ‘qm%mrﬂwumnm'awamaumLLﬂ:uarm's‘a'anma'Lﬁ“lmNﬂm'l.munuww
- Y = v o o b e o oo na . a
amulinmsfiduduaninissznngldauiinnlagan gunn Hutlaqauilanddgginn Wgnamala
lunne s wannisdnisdinumiiadndlalia Liflaunn dauutsnInaaenagneutekiLtEniging,
i £ o 9r 2| o et = .di .
el R Tuas e innswauntarFulaatmnmnILEngg INBAUBIATINHE IRTBIGNAAYAL
” o Y & " v L om ooa X .
FRANTLYNBLARBALIRT FannzseiuaunalaresgnAniuiu AN wazulsilaau

uFnionatiaranna Mifasinlinmaiimadluiinela AsafludiesdinnsuinAaNNABINIFIaNNIT
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WiiFnrsunRansmn thew tduinigenasidusnng

ATUATW MANET ANHAINE 1A T1DIgNAN glivizeduilna visRanldatnaunnzan (woni
ang Lounu. 2536: 15) Usznaveasg
1. ANINQNHBITINLT

) 1 =
ANTNUNTA 0D

1 -ﬁl F- -EJ ;K
ANNHADILDITRILFTNITN LA
ANTHIREINALBILTNNGN I
ANTNURTANE LRSI UANE
AYNERBTINUAT ANV E NIRRT 19

suuunsLEnIs e

© N o g K~ LN

SIATLTNITIAN IS A

AMNBNIELRIANINUSNS ( Service )

Aowarf wANATEIME (2541 ¢ 334-336) WNAMIIINITUTNTVNNILDINGLUIUNNT NITLIUNA
nssu lunisdaneutiinisanngliuinng (Winng) Wddfunsnag (gnan) Wiedlduinani
f370u 1@ uazALE (2541 334-336) Tinaadn vinasiiunanssu natsslamiviannunanala
Aauesaudasnisungndn idugsiatauuss Tsaweiuaa sunang iudiu
Inagsiauimeansodaléidu 4 Uszinn Aa
1. fedludnesdugl uasiduAliliefunsnsanngne wuaiinsdenso
2. rh;mmﬂuﬁwmauﬁﬂLLa:mﬂu‘}mﬂﬁﬁ’mﬁﬂ i LENIAastneenans
LsnN3g
3. Miaraapaninmes
4. dlunstetBnisuasiiAudiacunndng wuiiueuns
5. hunsaetdnnsleeluiifdudduifioodes 16y Aoiuaminmin

ANMURIARKRIUTIOE FIUNIAY AR UnNE 5UANT LT

oy, i o o o ar s o j
FnsRaneus gAY 4 aneuy Al
1. Tianunsnausiaald ( Intangibility )
- ; o = o~y or s P -H'. =l 3 o : .ﬂ! : i,lj "
Uinslianunsousadiu viafaanuidnldraunaziniie suiuieidunirananiudseandie
ToasdaneneuIwnginurinefugnnmiazaIninsiassldfuieairapnuidaiulunig

% I ::; o’ :Hl 4 o -== : =y i ) o T d!. o g
pludraanudl fayraa wTesile dannldluntiasedeans AydnwoliarsAn MGUEAZHB



17

el el et -ﬂ! - 3 el E L = J
Savmuflunandsziude iddeaunsndndulagalasimzaan

1.1 40NUT ( Place ) SaNANNNINAFIIATNIEEI warANATAMN IKTULNRARGS 1T
L ' T ’ ar " = | o o o
sunpnsdeaanuind e senuuL lfifaauasesiaundunAnse Indaieawe Husseanan
ara¥aANEANTS soNneiiBeaaunziun Usenau
1.2 ypaa ( People ) Wilnuiimneuimssissdimsuseiafiminzan Yaana winmnas
7 ) -ﬂ‘ L a—y L v O di i:-" 1 =y :-ilg = 4
ufnuanla waanwiszia lgnAaiiaaaanlssivls ussINAANTENUIUTNTNTEATANIY
1.3 wispaile ( Equipment ) Tnagunsninnsludnineassisaiuaiailsz@ninow i
L VI -=: = 4 :!Il L T v =
nsWLTmshsaisa tnalignanianala
1.4 JaAdar"3 ( Communication Material ) ROl UIUAZIBNATNNT TR TUNANET A2
Fa9RanARITLANHILEIDILIMINAUBTILUATANHOILQNAN
e - 8 = ' - d; l:‘ oy,
15 Fuanend ( Symbols ) An Tans@ndn wWiaaTasnenmduiildlunislvuingg
stianeusAAuMINeRiRNEfULE N IaWeTN
1.6 #1A1 ( Price ) N19inuuasAIMsiLInng asiiannumunsaniussaunts i
13017 daauuazdtadanmuunszAuLENA LN AN
5 Taidunsouisueannalsiuinas (Inseparability ) nasliuinasulunse@nuaznisuiing
=] o’ =4 1 ot L VI ar Er 7 P al 8- ' i
u ausidsiu AefremenianmnsoliinisgnAtlunnisiulavilens Wesngreurassied
o o’ | v . =3 -~ v - o . o o
Anwnsiansitsiatunsalautu sl siasndnuarusinaluaaineaiu  inlinag
peinsat] luedninluFasseaan
nagylumsisimafauidyudedatianm - aunsoinlilaaimuamnAsgneoens)
3 o Y o | = o - X as v T ; v o i
Al BnF I asy . efiaclisnsliuinae  nrsdngnd lugdasangsid@nununisTiuinsiaen
< & di 5 ' L 2y,
e lfiadaadlasine dndaslunnauEng
- ' | . - ol =% 1 ) A' B i - r =
3. laiwiuaw ( Variability ) &nstuzaesmstinishimiveuauiuiigueuininiulas as
Bnsdiels ilwg waratnels duludfrisuinae azdieaiimearuauaAninnlunsuinig Taamunson
1# 2 Tunauldun
o, ar .=; T -~ ::' ol L al S A
3.1 AsNARRY Amaen uastineuswiInauRIFLINGg MNRRNYEdANAUTTaIWENILY
Whitnng v grnaatantsbu Taausy wazswiAne Fasnfulusinunistinau 1 lun19UENINA
32 fasaFanunelaligndn TasufunisiufeAwusy ussdnisuanusaaegnen ng
b X v o Wrar A i e - . ép
dsadayagnAt uarnisilFauiiey wvlgruteyaantaunladiulgasnsianu
i ] 1, . n . —— ] =] . X L :'l
4 liannsafulBlE ¢ Perishability ) uinsidanansofiulildmiewduarau  drann
doannetarinans nslEnnsiaslufitguiuAtdansusanusisanisiniuay sz lidadgm

=4 ey 1 o F ) o
ApLanslivivuTa bilignAn
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WUIRNAMLATITTAANIWTBINITUTNNS
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WIPETINN (DR viSnaaie | 2542 © 45-46 ; 8WBNAN Zeithami and Berry

11985:41-50) loiun
" v L ” o ala 2 v ol 2 y o

1. AdauRIRle ( Reliability ) unnald UINsNIMREARINANNYNADINNET LAY

MINEANGILAATINEN PouvadiBeiiAn AN LaNe AfLEnImNATIARIldNaItAN NI uLEns]
N A ‘ 1 i 9 ' ' o

Andnduined® 1u Haonugndias ududr TuRsulamsinm

2. ANATNNSO IUNNTAALANAIASINFBINTBETULENTT ( Responsiveness ) {IWLIENNS
avfinaiiaunden uanfnlaliiinnsanNnsABLANBIAIINABAINNTANNT aBdTULTNNTIAYiLYINT

)
a Lot oy w

By suaAsTiAEwiaNarLENsduAnen WRatinesamda anuasodauinislémnaigiuninissanis
Thysiu u&iﬁﬁﬂmﬁé‘lﬁu‘?ﬂmﬁmﬂﬂmmmuﬁmmm’lﬁ'nw%mﬁﬁ UiuAumandslunng
UiNspeginidnasle vl A mnsLnsignusziiulai@etl

3. anssonwiunisWiLsnag ( Competence ) WLFNsABIINLE uaTAING AN
anansa b3l Wy wineuiiaem@emny sunsousilyguiiteduldtugninaenaulis,
\BnwurgnAnlFadnesenidion

4. madhtainng ( Access ) ffudnasassieadnnainnsladine uarlafuadnuazaanan
s LR LasBmMaNITanellasinesanEafemnanans Wy nsANunANTiazaIn Nainng
sy saada Widasreuu nsimadulladraananiadiusiv '

5. aAnuissuAnlumg ( Courtesy ) 14ﬂmnmnﬂﬂuﬂmuﬁmﬁ'ﬁLﬁﬂﬁﬂﬁhﬂﬂﬂﬁﬂ?ﬂﬂﬁ*
azsaiianugnn Saaianlald uaswiusniiylagiugsnig sauRansitiennnsem nasusanig

. R
N7 2NN ZRY

oy g - 2 o N,
LUAAMINAAMUANANUAUBIHNINULTNIG

aln d1oyng (2543 : 23-31) 1na1491 Aruanll@ ( Qualification ) An AnwuxlTEaTen
Fpaadesdiiouiiacifunddniviedumis  nasRasandy  flafiguaniFusnzauiveule
mneis asendldilumindiesls enafmnsnnananeusiszdnmansdiiu dnuuslssdnfuesdi
aeieLEnAsIAR enaRansatnasdlsenaudnAry 2 Usznas loun
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1.2 ANAzUUWRRY (Arithmetic Mean) 18R (14T 219ATAUNL. 2541 : 40)

X= XX
N
-l='|lI — ' ﬂi
LN X LLY118 AR LIL LA E

2. X WU HATINUDIAZ ULV IUN A
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SUNANS FULENNT FTEWENIR ATUADIUN LATFTUATWANRNY AN



49

AOUR 3.2 NARBLANNAFIUN 2 mqﬁuﬂnrfi'\saﬁfuﬂmﬁuﬁawahcﬂ'ﬂme‘lﬁﬁmﬁﬁuﬁmmﬁmm? latE

s ganunsn@euduanyRgumisainiinail

v o o ! =i ' ) . ' 39 19
H, : ANAMLELAN9R U TRTRITUIANTYIH B1Y BANBNMAUNATITNHINS lsanIg IusnIg

YRIFUNATT I UAN AT

v ociny o A < = y & a - ’ 1% 18
H, : gnAfilflinsfuiiressunansind any wAnANTuiiAnawa ladanisIiiEnas

AAIEUIATTURANFNAU

a1y - dmiu AR LN A DT UL AMNLAN AN UINAZIULIDA L TD

ot ' 4 3 s . ay, "~
sulsannnds 2 nguawly Mmsmassuuiunisfitassiamuulnlsuniauaes (One way Analysis

of Varience) Wtean (F-test) seALAsnadaiiu 95% Al axfjiasanyfigauwan (B ) fidaile
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Mgungu 296 75.274 0.254
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