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Advisor : Instructor Lamson Lertkulprayad.

The objective of this research was firstly, to study the level of customers’ satisfaction with

the services of Muang Yang Co.,Ltd. focusing on 7 aspects: product, price, place, promotion,

process, people and physical evidence & presentation. Secondly, to compare the customers’
satisfaction classified by demographic of gender, age, education, occupation, income, vehicle type
and vehicle using period. Finally, studied the problems and recommendation to improve and to
develop the customers  satisfaction level.

The samples of this research were 200 persons who used the services from Muang Yang
Co., Ltd. A guestionnaire was constructed and used as a tool to collect data. Frequency distribution,

percentage, mean, standard deviation, t-test independent, One- way analysis of vanance and Least

Significant (LSD) were statistical methods to analyze the data.

The research revealed as below:

1. Most of the people who use the service are male, aged not over 30 years , hold a
bachelor degree and higher, and employed by private sector with an income range between 10,001
to 20,000 Baht. Using pick up with period between 1-5 years. Mostly purchasing products are tires

2. The customers satisfied in each and all aspects at the high level. Place is the highest
level.

3. There was no statistical significant difference at level .05 for the satisfaction in all
aspects from the customers with different gender.

4. There was statistical significant difference at level .01 for the satisfaction in the aspect
of process from the customers with different age. The satisfaction for the aspects of price and

people were statistical significant difference at level .05. There was no statistical significant

difference for the others aspects.

5. There were statistical significant difference for the customers’ satisfaction  with
different education at level .01 in the aspects of product, price, process, people and physical
evidence & presentation and there was statistical significant difference at level .05 for the
customers’ satisfaction in the aspect of promotion. There was no statistical significant difference for

the others aspects.

6. There were statistical significant difference for the customers’ satisfaction  with
different occupation at level .01 in the aspects of promotion and process and there were statistical

significant difference at level .05 for the customers’ satisfaction in the aspect of product and price.

There was no statistical significant difference for the others aspecits.



7. There were statistical significant difference for the customers  satisfaction with
different income at level .01 in the aspects of price, place, process, people and physical evidence &

presentation. There was no statistical significant difference for the others aspects.

8. There were statistical significant difference for the customers’ satisfaction with
different vehicle type at level .01 in all the aspects. Except the aspect of product, there was no
statistical significant difference .

9. There were statistical significant difference for the customers  satisfaction  with

different using period at level .01 in all the aspects. Except the aspect of place, there was no

statistical significant difference.
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WEAWAN  ANURINEENRUNE awaELne wiaenufiaumwd e nuiiudeilifdnawnanii
Lﬂufﬁ:aﬁmﬂufﬁﬂQrﬁ’ﬁuu?mmnﬂumwﬁ'nhﬂ%‘{aLﬁﬂ‘ﬁ‘lﬁ'ﬁm's lagaduwil, u13s uar wiaInQuinn,
Baruch & Paquette. 1987 : 50)

114 S1I3INANNUTBIFHALRZUSHITTANSHLINENNRB LN ITAL DU nuﬁugmmaa

*
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ALANLIATBIAINILD SuenunliuFIndaen ueadle sasorhuasay Huazlangie e
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Fyanule  nIuImyasd safetuluszndisiinmaumainsieturiameluas i indiforiu
sndlimuniiuazssmuSmslimensiminiald  leouwssees, semdu  usr  Mafanw
(Sasser, Olsen & Wyckoff. 1978 : 8)
1.1.5  13m3 (Services) \flunansyumstszlony  wIaanuRanelofisussnnudos
MILNENe (A377700 LESTat. 2541 : 334)
rfuImImunTiadsinnid 4 drmnn fe
1. rﬁa Hwidwasfumusziinaue DUUINIINNEIBTUUIMTTANTO
2. ﬂ’mmﬂum"ﬂmmﬁuﬁ’ﬁ ua:mwu%mﬂﬁ'ﬁ'u;ﬁmﬁuﬂ%mmﬂéjaadﬁmanm:i
3. WumsseuSmsuasdausimuandls 1y Fuams
4. wnsgarSnslesbisiengusiisnfisadeaturmtiuaainnn
1.2 A IIRANANITHIWNARAMAZUIND
Tweas uazlavmas  (Render & Heizer. 1997 : 11) l@nanDannuuanedzad Fue
wazSms i iesi
121 vimaingsilimaunsnsudeslddedsondrausmdslidian wasaunTnaL
fadle
122  iBmasesifansadotasnmsudlnalusudsins - eniumsiimsaslus
Fudiaanie  wwiwhnulddamulinugndiagndeslduuimaiuiluuneiu  wianuavnms
Snmnawldssnwliez lesumruins innenutuni
1.2.3 mMsuSnsaesieazlisnmosianize wrurnadansesdiusms i
AN M AN TDITINGREAR.  BIDRNERTIMITNINAR BN I AN I TOL R AN ALANIZ N

YBILGAZ AU
1.2.4 mm‘%mw:ﬁmmﬁ'ﬂmiia’rm*hajathgamngnﬁ’ﬂglﬁ’ﬁuﬁmﬁ LRZANS
£ a'-'f ::'I o O IE' ‘:}‘J P - L ] Q" E."- s
mmmumnmzmwuﬂmmgm'lamwuagnnmwmaamsmm:m SIRNAILAREAY AU

lﬁ’u?m'sﬁ'ma%'ﬂamwﬁ’ulﬂlﬁ'lﬁ"iﬂﬁéwaumm?mﬂﬁ'maﬁ'uﬂmajﬁaamwaagnﬁmﬁiazﬂu

, = 1l o o A o O Gt = A e _r =l p st A

1.2.5  sUSMS LA INea U AT ALIRAILTUFLAN aumzididinaanan
as . b O pe . - e o - s as a .
*mwmwlunmmﬁﬂﬁnmﬂﬂﬂanﬁuﬂﬂnqagmﬂlmamﬂgnﬂwﬂﬂmmmqmsmmsmu 1%
. = .Y ’ o o i Qs = ¥ r J (.- L T r L
mLﬂummsnﬁmumwmummnﬁmﬂmaammﬁmﬁﬁlﬂmLmuauﬁl:muagnuﬁnmma:ﬂu LRSE
J P O # o '~ ot = Rt
muagﬂummmﬂazwuﬁmm:Lﬂngnmﬂmﬂmﬂu
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1.3 ansmedIANVBIVINI
o o as o O - Sa o~ . o P o
MILTMILANHUSIATL 4 USTNITILIDNTANR Bmsnﬂﬁuﬁnﬁqﬂﬁn1iﬂaﬂﬂﬂau
(F375700 LRIIoL. 2546 : 432-433)

131 lLimanmmaudasld (Intangibilty) 1imslimansouasiuniatfiannuian
ldriaumsTa  GIUUNARARINIRINTAIETE  HT99HaINBNBIUINGINALABINUNILNINLAS

F P v =4 » o o -y X { o Py £ s
Uszlpmionuinsfiinesiasuinesianudesvlunmstolusdvasaniui syaas 1n3asiis Jag
P &~y - | s B '3 £\ ' A& o A 2 o O | e Ot av
fillunsdiedarams suanvolusza Funsidussndmnaudnszdasianiiailunanuszin

v od c ot A nea F e
14 e FITONARUITE LT w Taun

1.3.1.1 0wl (Place) FpsmansoaeMALTadu uszanuRzeIN IR
SesattusuImsdadisnnuin My aanunulﬁtﬁﬁﬁﬂuﬂémﬁ’mﬁ;}'mﬁeeiaﬁﬁﬁmﬁmwa 2
ussmmaﬁa:a%’wmwfanﬁﬁ SIMAFBIAUATILY 9 Usznauds

1.3.1.2 yana (Peopls) RUNSUNBILUS NS BT MsUa IR §Y LARNG
mhendauudy usula W IWITE Lﬁa"[ﬁ”gnﬁ‘mﬁﬂﬂfnmﬂﬁzﬁ'ula uazifeenuiaduinusnsidaas
Lol

1.3.1.3 1s389da (Equipment) qﬂnm‘iﬁqzlluﬁﬂﬁnmm:ﬁmﬁ’uﬂfﬂﬁﬂ*‘a‘:ﬁw%mw
fimsldusmfinass Lﬁﬂlﬁgﬂﬁ’lﬁﬁﬂﬂl‘ﬂ

1.3.1.4 i*'aﬁ?rams (Communication material) F0lSIHIMAZIENEITNS IUEON
619 JIzABIRBARIBINUANE M TBILSMsMLEuaTe URSRNHUSTIIRNAT

1.3.1.5 Finuol (Symbol) AafaamBud wialslowmmnsanFudAlglums
u%m*nﬁalﬁ'ﬂ'u?[nm’%ﬂn‘fm'lﬁg_n AN RaA N URNIENAALINUMTUISMIMERTE 1%
RONLMEIUANUNY RLAKISST WIT LaSARLILTA

1.3.1.6 7101 (Price) MITAUATIIMIALINMT aslianulnunzrunussaums

U3M3 TRlEuLasNBAaNISI LN TR ULS MTALANSNINY
1.3.2  Bisnusoudisenmsiiudns  (inseparability) nsiduSmniumsuiouas
msuSlnalwuaeifeny nﬁﬂqﬁagmﬂﬁ%ﬁaﬂ ﬂmmmlﬁ’u?m&‘gnﬁ'ﬂmmmfuiﬁ'ﬁﬁaﬂﬂ fia9a7n

L ] - =) Tt ] L7 ) d | T — % 94 O s ] [ L I!.
Hnsudas el RN TUSLANITT L FIHTE AR T BLALSIISUN 19 ml%mw'maglmamnmﬁm
1380

1.3.3  linyduan (Variability) é”nmmmmm?ms‘laiuﬂuau%uﬁmﬁ;j’mmﬁmﬂﬂu
las alduSmndioly Alvw wazasnsls ﬁau?mw:ﬁmjﬁamm'laiuaulumm%mmazamjmm
g}'ﬁuﬁ sunziRaniuuSnms luudmaagmnu%mﬁ WHBIVMIAILAUA AN Favnle 2 Tuaaudo

1.3.3.1 @52R0L  AKLRAN ua:‘é'lnamamimmﬁlﬁ'ﬁmﬁmﬁw&ﬁﬂ"ﬁmﬁuﬁ'
BAINNNBARLIMT laodasuinlusumstnousulumsiduSnsia
1.3.3.2 dassiuanunelaliand laoiumsld  nssuWaduussiinas

ﬁmmmmwaagnﬁ’ﬂ mﬁﬁﬂﬂmi'agmmgnﬁ"l wremsiUSguneL ﬁﬂ'}ﬂﬁ?uﬂ'agmﬁammﬁ*lm
S mJ
ﬂmﬂgalﬂmu
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134  lheansanuldle (Perishability) tSnmisladaansaiuldlaiadiauduen anw
dasnmsiizduaue mslduimaieclifldgw wddanwazsnadasmsliviven e liiAaiyw
A2 UIMTliTii wialailignd

o ot F-§ F
1.4 fmqnﬁm‘mmﬂﬂﬂ%mqinmwsms (Marketing Strategies for Service Firms)
. : _ & 4 " = f =¥ ~ ol | & e &:
AaMA0T (Kotler. 2000 : 435) nEl-"l'n’m’ﬁ'ﬂEi’]ﬁ‘gﬁﬂ‘im‘iﬂ"l‘ﬁh!.ﬂ%ﬂElﬂlﬂjl.ﬂ'iﬂdm] 713
_ . L 2 4 e o L 1 s - o
ﬂﬂ-iﬁﬂﬂﬁﬂ’lﬂl‘l—l (Intemal marketing) SIUITRNADIDIFADWUNINTWATIDIY LRSAIIANFYNITARIGNIAURAN
_ . o o % £ A4  Du & O i - o _ .
(Extemal marketing) Iﬂnmﬁaﬂmmugﬂmuazmwmﬁﬂamwuﬁnws:mwﬁﬂﬂauﬂ:ﬁmﬂ {Interactive
_ . a o L
marketing) lapiimoazidoaadit

1. UInvyds 2. In1IINdns 3 QRENTIH

RTINEEDIN NIISWIRTYS DARTRTYS
unsthpinun  (Financials (Restanrant
{Cheaning/  danking indusiry)
mzinténance services)

services)

UMY

mIsmefdeiudinseniaddesudew ___  gndd
(Employces) (Interactive marketing) {Customers)

awilsznou 1 Eﬂlmmmdn'rma'm 3 l.wu‘luq_ﬂa’mn‘s‘sum‘ﬂﬁu?n'ﬁ
"
NN : Kotler Philip. (2000 : 435) Marketing Management

141  nIeanemuin (Internal Marketing) misaaian e luradtsem az5089015

L o &S ar O L s o L H aqr o -
?Jnammgahwunmu‘lﬂmmi lunﬂiﬁﬂaﬁ11mﬁmwu§ﬂ-u§nﬁﬂ ﬂmﬁﬂwunmuﬂ‘lqﬁmmuuwumﬂﬂﬂ
uSmsiag IR AN 1T Iws NN W L ua Lﬁaﬁ’mmmﬁ«malﬂﬁﬁ'ugnﬁﬁ

1.4.2 mIiamemuuan (External Marketing) flunisigiafasiiamsnmsaaaiNa LR
u’%ﬂ’rsgnﬁ'ﬂumﬁ@m'%wm{lﬁﬁms MITNIRUSIIAN NISVOIIRUNE Lmzﬁmﬁ%wmﬂﬁﬁm'suﬁgn
a

.:i' L A 5 S E n.-; B - . =
143  MIaaNaNAUEINITRINATOUTED18 (Interactive Marketing) wangfions

o o ™ = S a4 o a o o o W A o Qe | - = au
SN USms iRt unigans mmm"lummwgmﬂlﬁmm‘snugnm Fagmuniwazidunesasy
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ﬁ%e‘l&i*ﬁuagﬁ’umwﬁawa'l.wmgnﬁ'ﬂ Eﬂﬁw:ﬁmsmwnm*mma-amﬂﬁu’%mﬂmﬁmsmﬂmns‘i‘m
@3 g aabh

1.43.1 soaumwaneiia (Technical quality)

1.4.3.2 fgnmwe'huﬁﬁ'ﬁﬁ (Functional quality)

1.4.3.3 qnmqwu%m*:ﬁgnﬁ'ﬂmmmﬂmaﬁu‘lﬁ'ﬁ auda (Search quality)

1.4.3.4 qumwanwdszaumsal (Experience qualities) fozUsadnlanasma

1.4.3.5 qnmnwmnm%aﬁa‘lﬁi*nﬂm%& (Credence qualities) fusziiinlednasms
Ty

1.5 MSATHAMHUUANG (Managing Differentiation)
aaviLaaT (Kotler. 2000 : 436-437) naiﬂ'iﬂffnm‘mma’l’.ug*sﬁﬁm?mwmﬂﬂwﬁ'nna’ﬂ
ﬁammmnﬁ'rmn'lum‘sﬁﬂmmmmaagﬁw‘“‘smﬂﬂﬂmsﬁ*}'ﬂaﬂmmmnﬁm flasnnmsfinnue
WNATPIHARN LUUASLTIRILIMTITY TIH9ROMS, TINVIUAS, TINIWAINM, uarEIieamuwAIEN
Y ﬂ’aﬂﬂaﬁ'ﬂﬁ‘immm*xiaﬁ'uﬁﬁummﬁ';umal.'u"m.'uﬁm'ﬁ"m Lﬁﬂﬂﬁ]ﬁﬂuﬁﬂﬂ%Eﬂﬁﬂlﬂﬁﬁlﬁﬂ?ﬁﬁﬂlﬂlﬂ
MUNTTIA zhuaeamnn’hmm‘%msﬁgﬁﬁas'lﬁé’ﬁmlﬁ'

-AuArdmling
(Most goods)

uinazdming
(Most services)

ansUsziiiv (Easy to evaluale)

(oren[eAa 01 HRAUYLT) NIIZEALLUBKULY

r~ a by o : L - » e h t

= 3z 2 Z 3 F . Z 3 . = 2 B g >

w 2 3 - 2 & 3 & 5 x 3 = 2 @

I~ - EF E 2= = 5 5 & Z

E < E W F EF 9§ 3 B8 &

'g o oy - ;.E C v -

= ©E © & & € =
e b
e
-

qmmmanﬁﬁ'n#gnﬁ'ﬁdutﬁuﬁﬁauﬁn an'?g"ggmmm qmmﬁlﬁgmn#u
(High in search qualities) ainlamioen (Highin  Jsafiuléndsennsdlp

experience qualities}  (High in credence gualities)

nndssnov 2 llﬂﬁﬁﬁ’ﬂuﬁiﬂlﬁﬂdﬂBﬂﬂ"l‘ﬁi]ﬁ:lﬁ%ﬂgﬁﬁmﬁgﬂunuﬁhﬂ q (Continuum of
Evaluation for Different Types of Products)
fan : Kotler Philip. (2000 : 436-437) Marketing Management
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gﬁnwwﬂﬁzmnni’imﬁaamuﬁﬂﬁ:nammmunu nnwlsznay 2 a:wmﬂginwﬁmuﬂsxnan
=) & v = & P = ’ _ % . = o o A
LU TUAIYIIH UG mmmmzﬂmwuﬂnmw'la"taﬂ:nmu.a:gﬂmmmmm:ﬂﬁ:mﬂﬂﬂuﬂnanms
e ‘i" ﬁ ’ o d i Fat
LAZHRITINMITE FILANFIIINATWAINBAIMTUIMINENNGaNM TUs2LaIN

1.6 LI IAMAINMTIWL3NTS (Managing Service Quality)
1 ] P o .l'.‘! = Fa
aoMiaad (Kotler. 2000 : 438-441) nenritvméaglznmnikessgifisuimsienis
U?ﬂﬁ'l‘iﬁ}nunwmﬂ‘ﬁu?mﬁ (Managing Sarvice Quality)

nsfnAeflomsmedige Jrzduminilneda

{Word-of~mouth Ef ATIHRDINNAWIZYRAR

communications ) (Personal needs) (Past experience)

™ A n
SITRL £ i Foe o

wImaftmenis (Expected service)

Jow il SR ¥

#nai s (GAP 3)

o o . . &
uimsnivj(Perceived service) |

amnyauammauing §

(Translation of perceptions into %.
service~quality specifications) ‘i

i
gullnr ¢ —
(Consumer) I
|
WOMIRAS | — . |
(Marketer) | n‘g-:shm?uu%m-: . s madaratosinmenen |
| : M40 AINBUUATVRS £ fudullne (External ;.
i [Service delivery (including ; e Y ~ communications :
: pre-and post- contacts)] H | 10 consumers) _
! ‘ i *
: - :
i toiin 3 (GAP 3) i %83779 4 (GAP 4)
doeTH 1 | )
(GAP 1) E myssUsATIENINENSTUY :
1

; ;
i dpeive 2 (GAP 2)
Y
% nINANIMITUIn
| anumaniraiguiine
TRl (Management perceptions
of consumer expectations)

nilsznau 3 laaaamnmasInsuInns (Service Quality Modet)
N : Parasuraman A., Zeithaml V. & Berry L. (1985 : 44) A Conceptual Model

Of Service Quality and Its implications for Future Research
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faddimislumssieany LANFNTBITINILIMING MIINMITZaUNIIALIMAie
ﬂ*hﬂwﬂ-aiu{ﬂmﬁuaqmmwmﬂﬁﬂ?mwmﬁgnﬁ’ﬂﬂﬂﬂﬂi’&'ﬁ gnﬁ'ﬂazmﬂ%ﬂLﬁmﬁ'nqnmwmﬂﬁ
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w3 gndezlail ﬂﬂmwlalug'sﬁaﬁlﬁ’u%m sindall  wnuSmflasuasansasnnniuimsiinme
wisgnifssnavanlfusmyrasrsfiniudn
LULIBINUMINITIALINMITI WITIITUAN Snaass W8zWLS ( Parasuraman A..

Zeithaml V. & Berry L. 1985 : 41-50) 'Lﬁ"ﬁwualmaaqnm*mmﬂﬁ'ﬁms Fuiuanue AINIIATY
'[ﬂmﬁum'seiwauqnmnwmﬂﬁ'u‘%miﬁmwﬂ %ﬂtﬂummé;'llﬁmsaimauu%nwhiﬂ‘s:aummém%a
Faugassosine 5 Usemsesit

1.6.1.  dashemwivanumenisaifiiiinausemssuivasdhonins (Gap
between consumer expectation and management perception) %:Lﬁﬂ%umnrihﬂu?mﬂaimmm?uf
'lﬁ'aahagnﬁauﬁmﬁ'-'u%:aﬁgnﬁﬁmm&*‘i’a'l*i’mn'g'sﬁmlﬁ’u?mﬂfu

1.6.2 eﬁaﬁﬁﬁ:wﬁﬂam‘s’{ufﬂma'huu%mma:{faﬁmuaqnm*mm*s'l’.ﬁ’ﬁmﬁ (Gap
between management perception and service-quality specifications) 'i!:l,ﬁﬂ%u1ﬁkﬁaﬂﬂﬂu%%ﬁiaﬁ%%:
Fufarudasnsuesgni e llldimueanaspiumsihouiiamzsizes

1.6.3 B3I HINIRN B MNIWMIT AL MILeZ M SRINALLITINS (Gap
between service-quality specification and service delivery) %:Lﬁﬂ%uiﬁtf;awﬁ’m’m'laﬂﬁ?unﬁ
Hnausuaz ldaan ooy 1iraaafaInuaINasam ﬁamaﬂ?ﬁmwﬁumhmmgﬂmmmuursia:
nuwle

16.4  TaIINTERIIMIFINBLLIMSUREMTRasDRDEITANEUEN (Gap between
service delivery and external communications) m'mmw'?wmﬂ'u‘ﬂnmuﬂunﬁmmnﬁﬁﬁmm
SAUNUING UAEMIlaNaNUaILEEN MsFamsnumeuoniRasImwansaiarinansenudaana
ANANIILBIANA

F 2 i = Fi“-"' L T4 F=3 i L .
1.6.5 'ﬁa-a'J'ws:mﬂamm'mmgua:mmsﬁmﬂﬂqa (Gap between perceived
. o £ d:lﬂ-" W et £y .n:‘ Bt o Fat Aiu ...-.;
service and expected service) anfazitRouRsuLIMINTLINULSMshmanys dhudmshauian
b et d:l - T L 7] [ Ot F— ﬂ‘ﬂf L v 1 = 1 s & et O
nmmmmmﬂmagnma:'lmwah mmmwmggammmﬂsﬁmﬁmaEnmwﬁawa’lmuﬁﬂwmﬁ

T8N

1.7 ANHMSIDIUIAIMNITUINS

WITIETULAI, ANTARY LA LLU%(Parasuraman A., Zeithaml V. & Berry L. 1990 : 5-8)

L T
L s

n&BhdiumsuIimIssisnuneasiae

174 SdduvmiAsinumsu3nis  (Service Vision) AENITUDIINUNINYBIMS
BmsruiunsunifiesilfusezasdnsszausnuiiSelupsioin glaswasrinslininsis
ammwagasaany  andunguadmdgneshahlsliunasdns1d LLﬂ:ﬁﬁ’ﬁl:ﬁaﬂ'M‘iﬁE}ﬂﬁ‘;ﬂ%ﬂ’ﬁ

ﬁwmgmﬂﬂwﬂlumm%mw gaeuas 11
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172 fanasgmas ( High Standard) fanisisanauandrslumsuinisaslales
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= o N r.‘:‘ F— o O " £ F-. %
13ms nsWananaids lumsuimsliifeunssiauimsuosauios
1.7.3 E'Juuuathasjﬁmmm (in-the field leadership style) mnﬂuﬁ'ﬁﬂumsﬁmﬁ
s & - A G G o o N . S , e A s
FudndomdldsuAmIumMILImsed 9 TuloRgsdmsnanusamarniwdmutetia nslnsse
AUNRNNUEIRLTMT, Mslishuueia, msendas, msuiledgm, msaauna, wazmsiuws wals
lddayad1eg lunuiminiiedu lasasdastinsiauazyinsiunuuinminaeas
| a A ww & . o do o . - &P W s a
1.7.4  feanamadad (Integrity) anwoshdagadimisuasmadudiilunsuinms
o | ﬂ' s | o l:l: A L " & -:: E o et r .n: .:i’
AannTeNad lepezdaaludengndasndinFaumasrnlvdunuinau
UNITIMINRAREI LA TMUeNg #HNBINLMMWIBIMS IRLIM T iesdasiisnuoe
10 dsznsaa
1)  ANBHEYIIMEMARIDRINEINTOILHDI G (Tangibility) P DIMILATOUIRG
5 A o : -y | “ o v oy
ainIot snwh AllumsuinmsReldiiasnuszanuniguuims
| =% s . en | o ¥ Y
2) snuratald  (Reliability) ~ AR809n LRI YRNATTIBILINTUINITUAS
dl'- = ot ﬂ'-" cl F_ - - T = L v ] - - T a o : 'r' ;:i' g s Cha?
anuwatiald Wwaaneiimshuisv lagsnaunsuinsiiunandlaatagndosiuasausnilasy
USNNS
3) mIaavanaIdasnsy (Responsiveness) manatsnnawiauwazanudulaluns
WuSmsuniand uszdamintaniaiuimsmeluianwanzas
4) aNUFMN - (Courtesy) RANBERHIALINTANUEMWIaulaudamsIRLIMSIA
maaIwdagndl Warwanlaussiiuiias usziimsudsmeszaraiouiae
= & o = a Y ot
5) ANVFWNIN (Competence) HWBTINTNRILITMsHaNNusslvinmnaluns
1¥uSms
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¥ r-‘!l rr = N . " I o Qo S
6) ANWUINTaRa (Credibility) wanadeeutingle anminganafiansiaz le5uuas

it
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aNuTofaL AliLImMsazlideans

7) emuisedlsaant (Security) Manpflelinasiiesusaaslrnemenuie sReR
Huduaneniallgmen 9 dadligndufaenuiulaludia niwdau uacdadns

8) MWMITILIMT (Access) WINBTIGEITULINTEBI LG TUANFZAIN Laifuuaan
Aqudawiull Hnsmlumssanasdan uaziﬂﬁ’uﬂ'ﬁmmE.iluamuﬁﬁ%‘ima‘lé’i’mmnnmﬁﬂma:ﬂﬂ
IWuImsiianurans sy

0) nMsaadaoas (Communication) 'mnﬂﬁamﬁﬁgﬂﬁﬁmsmmmaﬁmﬂlﬁgnﬁﬂ
dhlanamsimsididuedsd  wazlienuihlaluanadasmszadgndr  uazudineaziBaenal
AuImsliandidiunsu

10) ﬂﬂitﬁﬂlmuatjﬁngnﬁﬂ (Understanding the customer) %mﬂﬁﬂgﬂﬁu%m‘a‘ﬁ 291919

o' e o .lﬂ- 1 - B &:
luanudaimsvaandt uazsulafezaausuaidanadaIMsun 9
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mnﬂnm*m-ummm?n’ﬁﬁ'a 10 ﬂ's:mmmwnquﬁ ﬁ'ﬂ%’u‘lﬂmmwwmsﬁm's 5 Uszmsna

ANNTEYINSMIBIMN

(Tangibility)

AN HIUSNINMBMN
(Tangibility)

aandanald (Reliability)

aaTatale (Reliability) |

mmanmmﬁagnﬁﬁ

mmauﬁumsiagnﬁ'ﬁ

(Responsiveness) (Responsiveness)

ﬂ"J"IlIEEﬂ’\‘II"'I

(Courtesy)
AANUTRINIT

= . A A
(Competence) P NLVT AU N TILIANS

AU TanD (Assurance)

(Credibility)
anaNuaIlaaens
(Security)

MLTnILSnIT
{Access}

-,
AINAGaRANTT

L r:" "= B o
mwwﬂ*&mmagnm
(Empathy)

(Communication)
mﬂﬁ'ﬁﬁauaﬁjﬁ’ngnﬁ'ﬂ
(Understanding

the customer)

ammidsznay 4 BarsnisdsiiuamaInnIsusnis
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Quality Service : Balancing Customer Perceptions and Expectations



19

FMATLNITUINIS NI La fqmmwmmﬁwﬁu’lm:whamseiw AUNTIUSMINTD IWSER
NIZUIUMIVBIMILIMS ArRanalasasgndlunsiimsezmunsoimueldanmsuSsufieou
mf‘mmﬂﬁ%'amnmm'%miuﬂ:nﬁmm?m'sﬁgnﬁ’ﬁui‘lé’mnmm‘%mﬁ RWINAINUATINRTITINANT
VInséIn Namm’?n’wﬁﬂnﬁfﬁuﬂﬁ' gnﬁ'"ltiamﬁﬂm’mﬁaw ah'lm_;mmwu 23N TUTMTIUuag 9
3N 'mnm':umwi’aﬁnnnﬁﬁn’mﬁwﬁunamm‘%msﬁgnﬁﬁuﬁﬁgnﬁﬁtiaau.ﬁﬂmwﬁawalﬁﬂu
NISUINNS ueimnmmmmﬁlﬁnnmm%msgm'iﬁnam*m%msﬁgnﬁ'ﬁuﬂﬁgn%ziﬂm'lajﬁawalm
ua:ﬁa*hmm%mﬂfuhiﬂﬂnm*m

word of | Personal ~ Past
mouth needs experienc

Dimensions of

Perceived Service Quality

Expected

Service Quality service 1. Expectations exceeded

Reliability ~ ES < PS (Quality surprise) @
Responsiveness 2. Expectations met

Assurance ES = PS (Satisfactory quality) @
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N3 : Parasuraman A., Zeithaml V. & Berry L. {1985 : 48) A Conceptual Model of Service

Quality and Its implications for Future Research
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