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Ladawan Feangfung. (2003). Comparison between Expected Services and Perceived Services of the
customers al Major Cineplex cinema of Ratchayothin branch. Master Project, M.B.A.

(Management).Bangkok : Graduate School, Srinakharinwirot University. Project Advisor .

Assist. Prof. Supee Limthai

The purposes of research were to study and comparison between the expected services and
perceived services of the customers al Major Cineplex cinema of Ratchayothin branch in five aspects :
tangibility, assurance, responsiveness, reliability and empathy and classified by gender, age, educalional
level, career and monthly income in order to compare between before and after using service at Major
Cineplex Ratchayothin's customers

The sampling group were 400 of Major Cineplex Cinema of Ratchayothin branch’'s customers.
The questionnaires were used as a tool to coliect data. The slatistic figures were evaluated by percentage,
mean, standard deviation, t-test, One way Analysis of Variance (ANOVA) with SPSS for Windows Version
10 computer program.

The research reveaied that :

1. The expecled service of customers in overall and each aspect were at high level and the
perceived service of customers in overall aspect was at high level excepl the service of responsiveness,
assurance and empathy were at moderate level.

2. There was no statistical significant difference in both overall and each aspect for the
expected ang perceived services from the customers with different gender.

3. There was no statistical significant difference in overall. aspect but there was statistical
significant difference at level 0.05 for the expected aspect of responsiveness from the customers with
different age.

4. There was slatistical. significant difference in overall aspects at level 0.01 and there was
statistical significant difference at level 0.01 for the perceived aspect of tangibility, assurance,
responsiveness, reliability and empathy from the customers with different age.

b. There was no slatistical significant difference in overall aspects but there was statistical
significant difference at level 0.01 for the expected aspect of reliability from the customers with different
education.

6. There was statistical significant difference in overall aspects at level 0.01 and there was
statistical significant difference at level 0.01 for the perceived aspect of tangibility, assurance, reliability and

empathy from the customers with different education.



/. There was statistical significant difference in overall aspects at level 0.01 and there was
statistical significant difference at level 0.01 for the expected aspect of tangibility, responsiveness, reliability
and empathy from the customers with different occupation.

8. There was stalistical significant difference in overall aspects at level 0.01 and there was
statistical significant difference at level 0.01 for the perceived aspect of tangibility, assurance,
responsiveness, reliability and empathy from the customers with different occupation.

9. There was no statistical significant difference in overall and each aspect for the expected
service from the customers with different monthly income.

10. There was statistical significant difference in overall aspects at level 0.01 and there was
statistical significant difference at level 0.01 for the perceived service of tangibility, reliability and empathy

from the customers with different monthly income.
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(Management perceptions
of consumer cxpectations)
.

1
{

E——
b 4 -
+ ' -

N W

nndsenau 1 Tmﬁaﬁmmﬂummm?m‘i (Service Quality Modet) (Parasuraman,

Zoithaml & Berry 1985)

uLuUaeInmMWMIIALINTY0 WITIITIUNW,  TNnaaau, W8zuU35  (Parasuraman,
Zeithaml & Berry. 1985 : 41-50) larwualuiasnoumwnisliuinig Fatuamnudeimsidarulao
Lﬁum*sfimauqmmwmﬂﬁu’%m'iﬁﬂwmi’a fﬁuﬂuinmeﬂﬁmﬁa&&uauﬁnﬁ’lﬂﬂ'smuﬂqmﬁﬁa 9
LanInsuiouiiny 5 dsznaseat
1, m'mﬁu'uLﬁum‘:mwﬁaﬁmm&'i'waa;ju‘ﬂnﬂLLa:mﬁU:ﬁmmﬂwﬁms (Gap
between consumer expeclation and management perception) a]:Lﬁﬂ‘Efumnﬁ'mu%mﬂajmmsn%’uj"lﬁ’
ﬂtmgnﬁ’auﬁmﬁuﬁ-&f’i:;nﬁu'%msmwi'ﬂi'mnq‘sﬁalﬁ'ﬁmﬂfu
2. mafnufisuswinmsiufeshuudvnussedmuanwnwnsliims  (Gap
between management perceplion and servicequality specifications) aziiniulmiathuuinisenaas

Sudaudaamsverliuims ud i ldhmuanaspunmahamiienizieca
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3. mudisuifisysswinanssenmwnwmslauimausznsdueuyins  (Gap
between service-quality specification and service délivery) ﬁmﬁﬂ%ﬂﬁnﬁawﬁ’nmu’hﬂﬁ%msﬂnaum
abimansovhnu Iaeandostuanasyw wistnndanudusulunasausasnuudazamld

4. mudisuifousswinmisasueuuinisuasns@nsdaieasmouan  (Gap
between service delivery and external communications) 'ﬁ;aﬁﬂ’m”ﬁ’i’wm;j’uﬂnﬂ%nﬂunmrmnﬁmﬂ
PRINWNUIND Ua=mslumanuaIudnn nisfemsiumuuenifeaiinwdnsoiasinsnssnudafs
ﬁmmi’wm&ﬂfﬁms

5 mmﬁumﬁum:wi*nu‘%nwﬁ?ujua:u’%msﬁmw‘?& (Gap between perceived
service and expected service) ;ﬂ*&'ﬁmmnﬂ%umﬁuw‘inwﬁ%‘ujﬁuu’%nﬁﬁmw% ﬁ'm%m'sﬁi'uj
a‘*’hnim’%m'sﬁmwﬁa"liﬂ%mwﬂﬂw81% ﬁ'm%m'sﬁ%"ujgan'.i’m‘%msﬁmﬂ%Tapd‘lﬁ'u%mw:ﬁawa'l'a
wasdusmsdnan

WITITTIMUL, FNaedy ez wud (Parasuraman, Zeitham! & Bery. 1990 : 5-8) lfafun
BN MRV IIINNIUNITUINS AsanpMcaIine

1. fdummiioatumsu3ns (Service Vision) Ran1suasflagmniweeamsuimsih
Lﬂunaqﬂﬁ'ﬁa:ﬁ{lﬁuﬁi a:aaﬁmﬂ‘s:mjmmﬁ*ﬁﬂuﬁqﬁﬁafm Iﬂnuaa‘i‘rnﬁlﬁu’%m‘sﬁﬁf}mwwagﬂaaﬂ
e anflwnguadagfiazanemlsiunosdngld LLﬁ:ﬂﬁW:ﬁ’ﬂﬂiiﬂqﬂg'alunﬂsﬁ@umqnmnwlu
nsU3nswasaudo U

2. funasgugs (High Standard) ADMTEIWANULA nenalwmsudnredelulsviosue
msfiumshayiniu Iﬂﬂ&lﬂﬂ[.ﬁu’i’m’ldﬂ%mﬁUd@lﬂtﬁﬂﬁ] alvanuauwladasmusoaisemudsivla
IWurgldusmsla LLa:ﬁm*mm::ﬁa‘%aé’uﬁa:ahamm‘%msﬁﬂ‘s:ﬁ'ulalﬁlmgj'liﬁm{luﬂ%LL'sn'ﬁ'l"ﬁ'
USn1s ﬁnﬁﬁmmmmmﬁa'lumiu%ms‘l.ﬁlﬁﬂLLﬁqiﬁau%nwwaaﬂuLaa

3. ﬁuuuam&ﬁﬂ‘muﬂu (In-the field leadership style) mﬁlﬂugﬂﬂuﬂﬁﬁmﬁ‘uﬂu
sosndlUfudaIuNMmAM93g WinRvaudmsnamudsmarinuudmanois melndganuwinnm
dl¥uims, mslsiduunh, nsontes, msudlulyw, msreuaty, uazmsiusa tialilidoys
6139 Turmusmsiindu Tavasssimsaianazuinisfinmuuimsidaae

4. Hnnudadag (ntegrity) ﬁnﬂmﬁﬁﬁﬁ'{gati'lmﬁwmnﬁﬁtﬂugﬁﬂumsﬁmsﬁa
anudadad Iﬂna:ﬁ’mﬁﬂuﬁaﬁgnﬁ'muﬁ'hﬁaﬁua:ﬂﬁlﬁﬁuﬂmﬁﬁu

bl =l

ﬁnﬁmmsnﬁguﬁﬁ'ﬂﬁ'ﬁwuﬂﬂqﬂﬁLﬁmﬁ'uqnmmwaamﬂﬁﬁmﬁwmm:ué’nwnw 10

Us:ns g

1. Msadudfisudoalsy (Tangibility) wanedsmae3uniae gunsal aonud AlglunTs
ﬁnmﬁalﬁﬁﬂmmazmnuripj%’uu’%ms

2. amuFatiald (Reliability) nunufsnnuadnauavassnasnulunisuinmsuas
anusefiald ﬁfwmuﬁamsﬁu’%ﬁﬂ‘lﬁﬁwaunﬁﬁu%nwslﬁttﬁ;ﬂﬁuﬁnﬁﬁ1ﬁamagnﬁ'ﬂﬂuﬂé’amnmﬁ
ILUIMI

3. MInpURusIfadliuInTs (Responsiveness) muufisnnuwiauuszanudule

W KN i w o Qo =4 B oAy ‘:i
lum's‘l.wmmmn;jlw*sm'i Le-DITIU TIMISIR LS NsANel wE LR YIS A Y
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4. AU (Courtesy) mrmﬁarjlﬁu‘%nﬁﬁﬂ'nu%mwdau'[ﬂusiamﬁlﬁ'u‘%n'ﬁlﬁ”
nsiswsied Iuims anuaulausniudies uasiimsudimoazetnioufou

5. ANUTINITD (Competence) 'mnuﬁannﬁ’ﬁlﬁﬁmsﬁmmjua:ﬁﬁnwz'ﬁﬁ‘lums
1¥o3ns

6. AnwnTade (Credibility) sanadsnnulinsa mmmﬁaﬁaﬁg‘lﬁ'ﬁmsa:'lﬁ
%’uuazmm*’i’iaﬁ'ﬂﬂ'ﬁa"lﬁ'ﬁmﬁ:ﬁﬁia;j'lﬁ'u’%m'j

7. anmsunUsaaiy (Security) wungfisysn1sf Ifsuasda sl N na N L IAsh
usuarewiedaniing g aasligliuimuinnruiulaluiie niwdiu uacfoidos

8. MsNAILINS (Access) wunuisidduLIMIaaIlTuANUREAIN lifldunan
fsugowAuly Fslunssanausian u.a:;j’lﬁu’%nwag;'luanmﬁﬁﬁﬂeia'lﬁ'a:mnnmﬁtﬂma:ﬂm
I¥uSmsiianumanzay

9. Myfasiadaas (Communication) ﬁmuﬁamiﬁg‘ﬂﬁﬁmimmma%mﬂlﬁ';d"lﬁ'
uimanleiaimsuimsiiiluained uazdenunliluanudaimeesdliuinmg wamdinuazidon
B9 IAITMIIE TS M lSun Ny

10. n1silauasIInHLELINIT (Understanding the customer) winpfallwuinas
dant e luenudainsuarliuims uazaulafiesnoUFaIREn LA INTTURY
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s g A

N8 MWW LBINISLINITNI 10 ﬂﬁ:m*junwunqmﬂﬁﬂ%’u‘lﬂgq MNIWNISUSNNS 5§ Ysznasas

Randudeale (Tangibility) —_—

aussabald (Reliability)

N3N LFUD I arﬂ'ﬁ'ﬁms mwaummsiaﬂ’lﬁu%ms

2andusesls (Tangibility)

anwidefald (Reliability)

(Responsiveness) | (Responsiveness)

ﬂ’ﬂlﬁ!ﬂ'lw
(Courtesy)

ANAFIITTD

(Competence) AMULTANUADNITUINNS

ATINUNTONS (Assurance)

(Credibility)
aNyiunlasant

(Securily)

N1 nIYEN
(Access)

NMSANNDTIATS

ﬂﬂm{fﬂhﬁﬁﬁiaﬁ“lfn'%n'rs

(Empathy)

(Communication)
maBaussiIng lTUIns
(Understanding the

customer)

nndsenaw 2 ﬁﬁnaam'iﬂima?%ﬁmmwmm‘%m'i (Parasuraman, Zeitham! & Berry. 1990}
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RTUMIUEMS mﬁr‘i'muﬂqnmwmﬁwi’fulm:“ham:iaiauanmsu’%mw’%a‘lm:m’m
NSLIUNMTIRIMSLEMS ﬂﬂuﬁawa‘lwaaﬁl%’u?mﬂumm’%mﬁ:mmmﬁ'muﬂ'lﬁ'mnnﬁuﬁumﬁn'u
ﬁaﬁmmi’amnmsv"%mma:namsﬁnﬁﬁgﬂ'ﬁ’ﬁnﬁ%’uj’lﬁmnmm‘%ma RANAIAAIERTININNS
u‘imseﬁniwam'su'%n‘ﬁﬁa“lfu%m'si'uﬂﬁ' nlsuimstaminnnuiwalalugmniwueansuingg
SHTOY IR RTate mnﬁaﬁmwi’amnmm%mnmﬁ'uuamw‘%m*xﬁg‘lﬁ'ﬁmﬁuﬁlﬁpﬂ'ﬁ'u‘%mstiamﬁﬂ
anyNawe lalumsuinig LLﬁmnﬁ:aﬁmﬂﬁamnmsu%m'sgqn*m amsﬁnﬁﬁgﬂiﬁmﬁhﬂﬁ’ﬁlﬁ

vimston sinswela LLa:ﬁa'hn'ﬁﬁmiﬁu‘hjﬁﬂnmnw

Word of Personal Pasl
mouth needs expenence
L___f |
I Dmensions of . Expected Perceived Service Quality

Service Quiality sarvice | | 1. Expectations exceeded

Reliabitity ‘ ES < PS (Quality surprise)
Responsiveness - . Ly 2.Expectations met |

Assurance ES = PS (Satisfactory quality)

Empathy 2!  Porcoivwed|— 3. Expeclations not met

Tangibles service ES > PS (Unacceplable Qualily) '

o ’ = G 2 A e o
ﬂrlcﬂﬂ"iﬁﬂﬂﬂ 3 ﬂjwlﬁﬂﬂ'ﬂﬂqil‘]ﬁﬂﬂlﬂﬂﬂ?tﬂqqﬂ'ﬂ%ﬂ’]mﬁﬁﬁﬂ?ﬂllaﬁﬂ"inqiﬂﬁug NIND

ﬂitlﬁumwﬁaﬂa'lwaaé‘l%"ﬁm-s (Parasuraman, Zeithaml & Berry. 1985)

el c‘ .d. i o Fa aary e woa = i‘: ] .rli Al
NN EJARDWDINLMTUINS E’m?J'I.ﬂmmLﬂuuu’m‘uﬂun‘nmﬂszmmnmnumm
JIRUUVDINUI WIANUIAYPVBINUIIY VOUMIANTIVY MUUTVBINWIIL Iwhanseanuuy
asw +J
Faum L lunsITLasIR

2. nouifineatasnudenarania
WITYI UM, Angafy LLR:LUU% (Parasuraman, Zeithaml & Barry. 1990 : 14-20) 1énan i

ﬂﬁuﬁﬂnaﬁaéaﬁmw’fwmg"lﬁ'ﬁmﬁ i’ﬁa‘lﬁ'ﬁu‘mn‘r'sﬁ'un‘mn‘i;d"l.'&‘u%n‘rsuwmzaanE;ju (Focus Group
Inten:iéw] il “ﬁ':

1. manatngdatin (Word-Of-Mouth Communication) ;ﬂfv‘%msg}’lﬁu‘%mwﬂﬁ%‘u
Fafaendsanisuinisia g sunenns IWSusus e ﬁ?ﬂi{ﬂﬂaﬁjﬁ’ n

2. MUADIMSIIMYANR (Personal Needs) IntFsfinanitwasdlfuinisudazan
azt‘énﬁumnﬁnﬂmmm:mwﬂﬂaﬁﬂ anumsol Al fednenTinuansranuluusasssay

3. Uszaumsniluade (Past Experience) Aoy szaul ﬂﬂiﬁﬁ’]ﬂﬂﬁﬁ%ﬂfﬂ%ﬂ?ﬂﬁ eIt
uimasug luofafiruu :1:ﬂﬂlﬁ;ﬂ'ﬁ'ﬁmﬂﬂ"{uﬁaﬁmwi’aluu%m'j

4. Mifafafamsniuuen (External Communications) $un0IMIUsTTaunus
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ﬁa'ﬂwmiﬁLih'uaau‘%m's'lﬁ’ﬁ'lﬂﬁaﬁl‘ﬁ'ﬁmﬂ%mamauazmaﬁau drandunistiudumsuinisilw
ungllfuins Lm:‘lmhuﬁﬁ'aﬂuﬁaé'ﬂﬂmu%mﬁaﬁmum:ﬁuaﬁaﬁaﬁmwi’wmg‘lﬁu’%ms
330 (Vroom. 1970 © 91-103) gﬁﬂﬂt]"dﬁ Valence, Instrumentality and Expectancy (V.1.E.)
lananfsasdisznaudaw 3 Usznishio
1.V 112106131 Valence ®anufiaszaUAMUNIND LR W8t I5Ing ORI R A GRLT
2. | 4197167137 Instrumentality BUNBNY -BRGELRI: ﬂ%aﬁﬁmaﬁazm‘lﬂgmm
WInala
3. E #1360 Expectancy BuNB ﬁaﬁmﬂmﬂmﬂ'luﬁ"zqﬂﬂmfw] DGRkt
saamsuasldsuisimanislunansiwaoang fasiw Seaeaswenmunssimseisledinils (o
AEUANBINNUADINMSHIaRIRmawIa Y %mﬁa‘lﬁ%’um'ﬁﬂaummué”m‘mﬁﬁaﬂﬂmﬁ'um'lﬁifuqﬂﬂa
Az lasUANLNINGLD Lm:a\:mwi'aluﬁaﬁgﬁnﬁan J
Al (Finn. 1921 : 15-16) IaGuusfianands wunpds msusaiiuiynnanionuiss
MUIAITEIUN u.aﬂ‘ﬁ'ﬁdﬁmm&?&fuuﬁtﬂuLLuuﬂwalunﬁﬁwuﬂwqﬁnﬁuﬁa:ﬁﬁiaqﬂﬂaﬁﬂumﬂﬁih
ﬁaﬁammm‘luﬁ'ﬂﬁmﬁmﬁﬂiﬁgnﬁm
A0 WIRULLA (2537 © 14) nEnEdfimends ds mImamsnt wiamsasanuwialy
e lnodstaumsolluafeaniutadvindnyfiam aﬁaﬁaﬁmwi’wmuu&ﬁ
WEI IR (2538 10-11) WN§1 0 A auwmﬂmaﬂuawﬂﬂa dwmsasmiannou
AUBIRDANIUADIMS SIUATSDIMSUAERRman T aluisiipasnuunuazuonlisan e
duusiifiannudsImsu Fafienem e ez atha'l'sﬁmummﬂ”mmwaaugwma‘lﬁ%’um&
aauanaaluszaufinaInisusn ﬁﬂ:ﬁm‘smwi’aluéaﬁa%aﬁfu’tﬂﬁnmuéwﬁ’u
AL nﬁuqﬁé' (2540 : 16) alWaumuneuesisfiniands wuuBimsmemsainiafen
mwi’mﬁaﬂaumaaﬁiammﬁmnm{uﬂgﬁnﬁnﬂmmmgﬂﬂa ﬂs:aunwsﬁﬁdmmua:mnﬁuqm.
fh"uaam'snﬁ:ﬁ'flﬂg':.il'mmuﬁﬁmmstfu°] %am:ﬁnaﬁiamwﬁaweﬂwmqﬂﬂa‘lumﬁe'i‘;aﬁaﬁmwi’a
wuyaaszimuasAuimaniTbidwsomsftasninnyssaonadnia s
o eiineTeatuEfinamd; r;‘ﬁ%’u‘lﬁ‘mmLfluummalumﬁsﬁﬂs:t.ﬁmﬁ'mﬁ'u
AMULIMINBTEIWINY WIANUERRYUSINUITY veuivan I fulsuasnuiin nuhnisesn
sy AU IRMTIUATIH

A o @ o o ﬁl
3. ﬂﬂﬁgﬂlﬂﬂ?ﬂﬂﬂﬂnﬁqﬂﬂl“ﬂ“ﬂ 9

Lanuau (Wolman.. 1975 : 283) ninait anuRanele (Satisfaction) wanay amwanus
ﬁnmamﬂﬂaﬁﬁmmqﬁl anuduanla Lﬂammﬁmm'm'%amagﬂwaaau‘lﬁ‘%’umsaauaum

lwiiad (Powell 1983 : 17-18) tdlpwenuiwala fa A s ANTURINAY
98INTUDIYANR IATUNMITAB AU IIUAAA NUTLYR Lﬂaqmammmﬂ%’uﬁ‘ﬂﬁlﬁwr'i'uﬁw::ma"au‘lﬁ"ﬁ
Aaun anuRIwelafioammansunt AMUIRNSNULINYBILAAR

IaN (Ml 1996 : 6) laBUuANUWILYBININRIWELVBINLTUINT (Customer
Satisfaction) ﬁaﬁ'lﬁ'na‘nﬁﬂn_;mﬁ'qsﬁaﬁnﬂtauath.mﬂa Gh é‘mmj‘li’u“}nwﬁaﬂm Lﬁag‘lf&’u'%ms
GEER I qﬁﬁaﬁwmmm;mﬁﬁmaﬁazmqﬂ'ﬁ“ﬁmﬂw 'um:ﬁ;j'l'ﬁﬁmnm'lzjnﬁ’u'lﬂlfu%mﬁﬁmwi
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Fn |

niulugeiuimiavininnguss Inemlugsievsganiodliuimsluvsanuiess: 10 - 30 del
ué’ﬁﬁwmr.rmmrﬂlﬁuﬁm'ﬂﬂﬂ%sﬁ'laj'lﬁﬂﬂwﬁﬂ:'h mm@iﬁmsﬁmm‘lﬁ' diolildsuauiewela
IudwimIauinshacminlugn Sadesud lulasdomsanmnunmelaiundl5uin
WIS ASAL.(2542 : 2 87983370 futia. 2541 : 48-49) IlvanuisAsinuanunswela
maa:ﬁ%’u’%m's 8 s:ﬁ'um'mjﬁmjaaqﬂﬂai’ﬁﬂwammnmsLiﬁumﬁuumﬁﬁmwmmﬁﬂﬁmﬁmuﬁ
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AUD (WIaNEAATIIN) ASINDFRMARIS AlTuinistiauwala Lmﬁ"uﬁun‘h§&ﬁﬂ1ﬂﬂi’&;ﬁiﬂ‘iﬂﬁiﬁﬁa
walawnniwludn
A3sne w@smil. (2539 n : 18, 20-21) IHaBunnisnnuRInelavawleuinis (Customer

Satisfaction) Lﬂm:ﬁ'ummj‘ﬁmaag"lﬁ’uﬁmﬁﬁﬁmamnmﬁﬁumﬁﬂmzwjﬁwaﬂﬁﬂwﬁmnfgm.
AUUBHRAN N 'vF‘sam'sﬁ’na'mmaanﬁﬂﬁm‘ﬁ'ﬁunﬁmﬂﬁwmgﬁ’ﬁms %amﬁﬂmmﬁawalwaag
FUSnsiiummensit

1. TuUMIALaLuL ez Iddmusin dwnswwayanaunda aa;ﬂfﬁnmﬁmﬁu
HRANRAZM AU IUS B

2. MsdsANURIwe e ITUns azlimyldosae iWwmseanuuugauay
Lﬁaﬁ'ummmﬁawalwaagl‘ﬁ’u%m‘s Tnumsldnzunuanuiinslafifidenininriniausnis
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4. mylemeA i msh gduly sdiemsiviedumuclilduimafuinfuuly
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WuURBUDIN MM TR

4. A TUaNyaIn IR WIN I anNERas Wl sEINd Ine
Yune  FOdwety (2539) Inutiwawmuaslsimnouafiudssnalnpauudun
va3TInY i 3 un fio qﬂl'sa@im yaiifuBunes uszunafiwing
1. QQTWLE.H? (Stand Alone) u‘flmﬂﬁhamwwﬂ{ﬁqmeiumaﬁﬁ'ﬂﬂmwwﬂfﬁﬁuﬁ
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