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Fmnudeavgdiuynaa anansarldmduievludesdaliognnasaunad uavgnsios

afin duains (2548 : 13) Wimnumunewen1suinig nuneds nslianudievde w3
mimmuﬂmwaﬂ5v1mumaawauuu avmaawaﬂamaﬂgum flanislianudiundes w30
msmﬂs“‘lamumawau zdulumulais szmﬂuwusmi

plun g3 Unudin waznIans ananauig (2548 : 18) A 1unu8uD g
ﬂ’]iUiﬂ’ﬁ wneds nsnsesilag Wetiemde msliaudieivae Asedunsiiduuselovy
mawau Toenduy mﬁﬂg‘ummsmwmaﬂﬁﬂaamaﬂmmw

3977 wainil u eysEn (2549 : 124) "Lé‘lwmwwmwammmm’ﬂwsmsm wmam
Uﬂﬂamvmﬂwumusau’l,umsumuausmi (vifrugnen) muawﬁwamamssuwmanm ‘dﬁ‘Uﬂﬂa
’Iuwuavi’mmwumwwammms anfin ( (Fuldusng) LLauaﬂmﬂuau q wsauaa‘luammaamaa
UsmsHuse

N AFSWE (2552 - 17 - 18) N@131 NSUSNNS AD TUUBNST AUV YNAUAISE Lae
f7lausnas (Service Mind) Hudugurie nsusnssadumlandnuesnsinenuy wnsvin
’lwﬂuausamw Li’]ﬂ’lﬁﬂmw&lﬂm’] LWi%meLsmnmﬂsamem‘lwmmmmuma psaiudu
fnusy m’l,miwmeammwwuﬂuﬂavﬂiku'lalﬂamumaLsdul,ﬂmﬂu Fodu nslvusnstl
Hurlavesaurinny vaslildldifedie uideddwlavesnsidulinuinme

IR 1nvrAUs (2538 : 8) ANUMINBYDINIUINTS Mee ﬂaﬂiiwsaﬂizmumi
mmumiamﬂmamwuwawﬂﬂamaammi Lwamauauaqmmmaamwawﬂﬂaauu,au
na‘lwmmmmwawahmnwasuaamsnsvmuu Fansusnmsiaezidunisnsesin fianunsaaussmou
mmmaami"uawmmmLawmma‘lﬁlmmsmuaqmﬂﬂauumﬂmﬂa mammwﬂwmﬂamnmamm
mmsanmmﬂamu‘mmaawlmulunmmamu ’Lummwmauﬂsauaaumwsmwnmulm’]
a~LUumwsmsmlﬂmamsusmimwwma UBNIINAIN “A1SUTAIT” mmmaumﬂmmaaﬂu
MsUSMaRamdirduazwulduse muc’ﬂwmms (service providenMungfia g fAeniduaaieades
ﬂumsunauaaummausmsasJNimamwuuwamauauaqmmmaqms‘uawmlmmmi
mmamaumwﬂs NOUNISNTBHUITNITNIIUINS (service manager)LLauwﬂgumﬂuusms w30

a

wilN9UUSNT (service personnel) H3UUINNT (customer) nueaa wmammmmaamwaaum

ydd

w3ou3n1s n3eena138ni guslaa(consumer) ‘Ummmwmaiﬂamamu na1afe §Ni
ANUABINTS MY AUAWIRUINNT

AsU3N1S (Service) Samumineag 2 sedu liun auvangluszaungAnssu (Behavioral
Approach) wazaunuiglusgauanidu (nstitutional Approach) (Yuniy 39098u,2538 :181)

! <
NaNIAD



AMURUElUTE muwqmﬂﬁuLﬂumsmwawsmwmmiusm{lumuvwLﬂuﬂiumums
Tun1sUg U maaauaﬂsmﬂmsaﬂmLiawuﬂﬂammauauaammmaamﬁ“aaqm%mmi Tuuddl
A15Usnssadunsusnedeassd wiensiinisnseiisendnesiuvesylduinig Fadunruming
muummammaamsuamﬂumuvmLﬂuﬂﬂnssmmﬂ'mﬂaaulm Motion activity)

AnuniglusesuanUuy LUumsmwmmwmmimmﬂumumLUuLiawaqmsUima‘u
§3NIUININID gRamMnTINUIATs (Service as a social institution) Falunum uazmiidisedaay
Tuauane9 (Sooal function) mmamsm“msmwamwmmmsu3msaanmuﬂiumwsa
ﬂam‘uaamﬂﬁumumuauwuﬁ 3 dundveen1susnisauauraefideasiiveuiannitenin
TuALTLNeLSh Wiesntenidenananl@iinisusnismumnuninslussdunginssuluiies
drunilswesnnuvuneseRuanty

U3n1s mneRanisnsernideludsanutiende ; mssuunisiiduussled
m'a;ﬁ'u - nsliAnudiewde (Lash 91989lu Uaneilu , 2536 : 12)

nM5U3N1S Munede Aanssunseufuinislag mau‘uﬂﬂauuqmmmmLaua’lmaﬂﬂam
Uﬂﬂawuamlummsmummim warlilddenaresrnuduidvesdsla feiinisnszvindang
§7199¥57U malmuuaaﬂuaummmﬂlﬂ (Kotlor #n4lu I@usi , 2530 : 6)

AM5U3ANS Ao Aanssunil ma‘umaqmﬂsswawamwmaﬂwmvlmnﬂﬂuaw%uﬁaq
Lailal miﬂamlﬂlmuJumawﬂnimmm‘ummmsﬂgauwuﬁivw’maﬂmﬂuwuﬂmuusms
Laz/vsegnAfuuTEINERdu LLa.,/maaﬂmnusv‘U'umﬂwusmswlmmbLwamwauﬂma
Ugywwosgnén (Gronoos 914lu InFUUN . 2530 :6)

A15USANS LUuﬂ'ﬁvmumwmmsUgummumawau muuwwm’twmwsmimmw
Qmamummmmmsmuwmmasmn LLHSVIWGIULWE)QQUEJEJ’N&Jﬂ?%J’i‘UNﬂ‘U@‘U waziinuay
(@auwne , 2537 : 42)

wauynsuavy Student Dictionary 483 The Amencan Herltage (1944 :864) Tat%
ALYINETRIRTIN Service TvIeRs MsvhenSeedndivhauiioyanady

wimadunafildaneuludiufivszarusenineddweuiugniuazainaunglufions
maamaauauLwa“l.mﬂulﬂmmmmcﬂmmi‘uaqaﬂm (International Standard, 1996 : 2)

NANUMINEUIN1Tina1an anansaasulinn uinis wanefie nsliANYI8denTD
msé’mUmmazmﬂma@,aumammmuh fienuwiniieudy wagliuarendseleviaingsu
audmnsuagausslaluuinig

1.2 Y52LANYBINITUINSG

annstiaunedaduasdiuliingsisuinsiuiiunnunevatsuaus ueninile
ninaued T ududn MSUIAITAILATSIRUNNTEUIAIT AITUSAITNINITANYT ASUINIT
AuANTUL asm"l,sﬁm‘ﬁluuﬁmqiﬁw%miméﬂﬁu’u guz 3eUadu (2538 : 181) laduun
mmLmﬂshﬂﬂaﬁwﬁaﬁaLﬂ'mmwaamsu%mﬂﬂuﬁﬁﬁmuﬂalﬁﬂu 2 Uszlan ﬁa

1.2.1 mwim‘imuﬁﬁﬂﬁ] (Business service) mwmam ﬂ’liU'ﬁﬂ”\‘iwuaﬂwmumLuumi
TuiBegsio genaremrinladudfey A15U3nsludnwaEilaLn 15U3NIsVe MBS 9
9455 LU NMIUIMSANSIIUEY NMSUIMIHIANANATIY WHusu



ddv

1.2.2 A15USNTa15138de (Public Service) m%m&m ANSUSNNSNTANEULAITAMEUNTT
Iﬂasu‘uuswmimﬂsu‘lmuamLLaUaaammwmmﬂswwu’l,uammﬂummm msusmsludnuaisi
T@un ANSUSANSVRIMUIBUAN 9 VBITF LU NITUINITATITUEY N15USNN5URI09ANTUNATEY
druifeadiu Mmsusnsdinuaanseyt 1usu

1.3 29AUSLNBUVBINITUIANS

amamﬂ'ssmaqmsusmiuuummLﬂm"uaanwﬂﬂaiuwmama Faeiheftanuduius
wma’tmmmuusmi YUY sq{]aau (2538:181-182) lﬂaﬁmﬂmaaﬂﬂivﬂaua'\ﬂmwaamimmim
Usenaulume 3 diu Ao

1.3.1 gliuinng Felufiimnefoiesdnsiussnaugsiauins uazyaansvsondneu
fmindlunnsviusnns

1 3.2 nszurunsiunisiuinng visedntleniefifeismsliuns

1.3.3. mwims maaﬂﬂsvﬂaumawuﬂawmmmemaﬂulﬂmuﬂivmmaams‘usmi
nsogrdluiesvesuuinig mmﬂumsusmimﬁﬁm“ muusmiﬂuﬂwmamﬂﬁvmwu
Toeiily ’Lummvwmsmmimussmmv‘wmamLawwuwwmsuausmsuu 9

1.4 ﬂmﬂﬁ‘Wﬂ'ﬁUifﬂi
8{]"57‘13 ﬂLﬁ]'ﬁﬂJ (2539) ﬂﬁ']’mﬁﬂmcﬂ’\‘W’J'1’9)’1’{]3.11)16’1UlliJllE]\WlLLWﬂG\Nﬂ‘U@@ﬂIU‘UH@EJﬂ‘UTﬂ,ﬂ’ﬁ

Q%L{JUQULWY}%V] Lmﬂmﬂ muumaammmﬂiumulm WiEJ’JWﬁ]L?!EJ‘UEJaﬂNWLUUQ@ﬂﬂ’J’]

AN = Aufiewalavadgnm = USnsiladu

vimsiimanisld
Zimmerman wag Enell (1988 : 33.6 -33.7 ) ldl¥Aumunevedd1in AAINANTUINIS
(Service Quality) Mﬂmmwsuaamsmmmmuwmmuauﬂ‘umﬂmLﬂumwauauaqmmmmLﬂu
YBIQNATIAILTIAT , DAINIINET UABIINE sauTUANLRILY wiaithmnevesgnm
Tnpaguudrnmuamlunisuinswnets SnuazianzviednuazAnanlRvenITuINIg
ﬁmauaummmmmms Laratnnufaneladeliifaanudeiulunisuinns

VIi]"é{]‘UENﬂ'ﬁUiﬂ'ﬁ

Mille(81adialu Ain9,2538: 33)ﬂfmmL{]mmamﬂmmmmwimﬁ A nsadianuianela
Tunslusnisvesussrey lnefinanvssuuini Ae

m‘slﬁu%msasjwuamamﬂ (Equitable Service) nunafie A1ugfsssulunisuinag
mumﬂiwumuﬂmmﬁﬂuwnﬂuwnmauﬂu mu‘uﬂss‘m‘uwmu%lmumwg‘umamﬂmmmu
Tuudspweanguane hifinisudaeniadulumsliuing Ustruagldfunisufoilugusidu
{1'«3Lﬁm'uﬂﬂam‘ummmumﬂwmmimeﬂu

mslsu3nsfinsanan (Timely Service) nanefia A1sUSMIERBINBIIIMIIIUS NSNS 1Ty
arfomsaanan nanmsufUiRnusemhenuniaizasionnbifivssdninmias g laifin19ms9
saran dsazadsanulifanelaliunussunsu
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ansleusnnsegnaiisana (Ample service) suneae nrsldusasanssuzRaslanyMe
f81urun1sIHUIANS Lavdnruildusnisegranuigau (The Right Quantity at the right
geographical location) Hata Hudn ANLENBAIA 1SBNTTATIABLIAT agliifipnunaneiay
t’hﬁaﬁﬂmumﬂﬁﬁmﬂmﬂmwaﬁm%’uﬁwmumaasj%’uu%ﬂws

Anslrusnsethasaiiias (Continuous Service) s nsliusnsanssusidulueene
adave Tnedausvlemivesansnsazidumen ”L:J’L‘tié'mﬂ’nuﬁqwa’l.a‘uawmﬂmu‘mﬁu%midwﬂﬁ
yEangaunmsilelaild

nyouga (Gronroos, 1982; 1990: 17) lé’ﬂﬁmmm1sma@ammwmﬂﬁu%mﬁ’iﬁmuﬂlﬁ
2 &nwairde Aun el (Technical Quality) Suienfunadng wiedgFuuinislaiuan
U3nsiiy Imwwmmﬁ%imléfmﬁaﬁ*umiﬂizLiuléiﬂmmwmawamﬁm% (Product Quality)
éauqmmw‘%qw&ﬁﬁ (Functional Quality) ud;!ut,‘%;aaﬁlﬁmeﬁaqﬁunazmumsmaamsﬂazLﬁuﬁuLaa

asead (Crosby, 1988: 15) na1lid AmAMAITUINNIVSe “Service Quality” Hu
L@uLLuaﬁ@ﬁﬁwﬁﬂmsmaﬁwLﬁumu‘u%msﬁﬂimmﬂ%’amwa’m LATABUAUDINTIANY
AINUFBINTTVBIEUTNNT LLazamm‘Viazmmﬁuaaﬁmmsmaaqﬂﬁmﬁa@’%’uﬁmﬂﬁéﬁa

Asnad 1naudsetl (2543, 16-15) AuAMASIAUINS AaPNuADnAZITUTBIAINABINTT
YBIgNAMTBESUUIN vf%aszﬁumaqmwmmiﬂuﬂ'\ﬂﬁu‘%maﬁmuauawnuﬁaamwmqﬂﬁﬂ
w‘%ac’ﬁw%mié’uﬁ"ﬂﬁgﬂﬁww%aé’%uu%ﬂWiLﬁWﬂawuﬁqwaiamnu%msﬁmlﬁ%u

<

Anuauned nadanims (2550: 66) wuaadaiuliin AMAINNITIAUINTS Wuvirund

drsuusnisavaudonaninuatnundaliiiegldfuanuing Famnogluszdunivaniule

-4

(Tolerance Zone) sﬁ%"uu‘%msﬁﬁ]5§mmﬁqwalﬂumﬂﬁu%mi Favzilszauuandnafiuaenly
ANUATUANANIIDILAATYAAD wazanuianeladliag Funaunannnisvszifiunailisy
anuimatu o veamis
George (1991 : 263-266) ﬂ’\iU%ﬂﬁiQﬂF’ﬁ M%@Q’%’UU%ﬂﬂi (The Customer — service)
Lﬂuﬂaqwémams%’mmiﬁﬂssqﬂémmnmjaammaﬂ‘uu aRmsfivszaunaduialunsluinis
WAKRSUUINIS L%adﬁmﬂﬁu‘%ﬂ'\sl,l,dé%'uu'%msﬁlum%aﬁaﬁ%ﬁ'\lﬂajmsussqLﬁmmaLLax
afrpnudisaliiniesAnvioniisnu mau‘%ﬂﬁqﬂé’%ﬂuﬂaqms“‘mamﬁmmsﬁLﬁu‘Luﬁaa
s UANBIALAIAVTITEINAT s‘éaagjuuﬁuﬁwmaaLLm?1oﬁ'ﬁwmmﬁqwa‘la‘uaqﬁ"%’w%ﬂﬁ
gilugnisussumineveseshing 9INTANNITINGTIEN YT psdmssnduFeatiludes
Y995 3UUINSG U 5'1Q’%Uu‘%ﬂwsé\’aamsé\’mﬁuhﬁimL%a ynsisfdedd Ae nsludune uas
TR R E TN IFG pIVER L

2 WUIRALNBIAUNNS IAUINTETITUE

A15U3N15a15130de (Public service) (US33V, 2523 80-82) 11804 ﬁﬁ]mmnﬂizmwﬁ%’g

ﬂ”ﬂv‘hfﬁmﬁama‘uauaqmmﬁaamsdaummaqﬂawwumaLLﬂaLwnlé’ 2 Jsziny As NANTIY

a

‘mma‘uauaammﬁaamﬂiﬂﬁ%’ummﬂaamﬁaasjwwﬁa LAZAINITUNMDUAUBIAINABINTT
Tuguanuagmnauislunsiiiuiin
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msuamiﬂivmwiﬂwmmmmaﬁ% (USagyn , 2540:6) AansUsNIsUTEITUlRENUIBIY
29333 LUumsmuwmmasmnwmEJ wmaaiﬁaﬂiwiwﬂwu Faimuan e vuali
Usmwu‘tﬂsuUimiwu’mmwaﬁ% mamﬁ]aamemwaaﬂlﬂmmﬂumwa e AGRVERY
Usgnsuile

A15USNITE51T0E (mwmm 2536 :13) A9 msww’nﬂa wswmamuwummwmw
fAsadestunsivuInIsanssaY Feonvazduvosly v3elenvu Sivrilunisdesiansiuinig
wNUsEY WU Imammmwmamamauaummammmaamsmaaﬂswwuimaaaus’m

Verma (&19lu ngad , 2538) 1ﬂ‘Wﬂ’13mWﬂ’lﬂ‘WUiﬂ’]iﬂ’]ﬁﬁm“’l’uﬂuﬂﬁmaEJUEJ’WEJLiEN
ﬁlwmmif\mawuﬂﬂmaﬂﬂwm Welmdulumuiideanis

Fitzgerald wag Durant (814lu 3an1, 2532 1111)lé’ﬂmmwwmsmmn‘umﬂwusma
AN51504e 1 WD MU muwamiﬂg‘umﬂumumﬂmsmsmawmzmu Imwwumuwmﬂ
mm‘ua (Perceptions) mmsaauawsmivlLmﬁ]sqmmsﬂs.,mumaulmﬂmanulﬂ mu"uuaaﬂu
Us“aumsmmmawmalmummm ( Criteria) fusday Uﬂﬂamh s ssaauls Judgement)

nanimaaiﬂmﬂwmmimmmv VRERN Uimwaaisvﬂmﬁm‘uumamauauaqm UABINNT
yasUszrnuaulng MEANNEALDNNA wazidussu

panandiker uae kshirsagar (1978 : 10) ndnlun1sliuinisansisae uqumﬂsw
ms'dg‘um*\wuaqmwumw’mmmsﬂiummuwmmmamaa'ﬂgummumswﬂmumaﬂgsmEm
Fnels Tneludoedriledennuidn gsue] wagrudugAfites viseLeurs

wannsddgiieafiunisliuinisasisny TunsAnewes Usilang da5nw(2533 : 51)
anunsofiazueniiansan 19 5 Usens Ae

1. Usmimmsm‘"muﬂamwaa’]ummmmmmc‘l’mﬂﬂmaq

2. Uamwsawmimummﬂsvawﬂumwa‘uauaammmaamsa’nmmawss‘m*uu

3 nsdaseidou wagdsn1saliunTuINITaNsTneg donazuluasuudasidiaus el
wingauunausduwianadsie

4. USNNSANSNTIUY amawmmmumsa&ﬂum waglaoasiiaue Laifinsveavedn fUTNT
mﬁﬁmzmawammqnaamaﬂsvmﬂm Use muaamlmi‘ummLﬂamsawsalmummLaama

5. Lamjuaauuammvlmuﬂivlwumﬂmmsmﬁwsmzmwmamu

nanlayasy ‘vmﬂmﬂwmmiaWﬁﬁmzLUum{Lw'imwfﬂvmaaﬂ'\uamﬂsum‘uuimamu’lmm
U3NSEnANLENDNIAWINENNY

3. wunAuaVquNeafiuauivela

3.1 ANIUMINETBIRIND L
Anuewala (Satisfaction) mmwamunsuﬁquﬁﬂssumam% a1 Wuan e wEan
‘U@QUﬂﬂa'Vlllﬂ'T]iJa‘U mmamazﬂ,ﬂ Luammmaams VﬁaLLiQﬁ]\'ﬂ’i}\L@ﬁUﬂqimaUau@Q
auitanele (Satisfaction) AIUNAUIYNTUAIUIAINGY Huanuauidnludusn
dloussangusvasd wazpuidndugeiine LABU?’SQQQ‘Q@MN’]FJI@EJNLL’Nﬂi:ﬁﬁlu
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4

amanaaAnen (Social Psychology) arufteneladmiluvirunig DINIUNTEUIUNITIUG
wavRanuinevesyaaa (adin, 2529 1 193)

4

Tnyad L’iliiU‘W’lu‘U (2539 : 6) WianuAALAUIN aufaneladuiisfisesuaruidn
fodadn niedengy mumammaaaﬂmluanwmmaamaawaaﬂma‘uaam“mumsﬂsvl,:uu
Iﬂwwaﬂmmwmmw30Lum"n,ﬂulﬂluanwm.,wﬂmamﬂ v3afiensau vislifiujisenae
W sedui maaans“muuulm

Minn wasate (819luysede , 2531 : 36) N80 ni“mums%’ﬁammmawmasauﬂ"’a
ﬂ’]'ﬁWGNU’Iﬂ’]i‘U’eJWIﬂ‘UﬂGWJENUﬂﬂa aammnmmulﬂmunwm LazUIEaUNTIUDILARLYAAA
‘Lumsﬂsvmuaqmmuumuamm fema il Uﬂﬂaaaaﬂuaaluamwu,'maamm'mu uae
meldaoumsaifenfudainfannudila LLa“LﬂﬂV\ﬂuﬂGWlG\Nﬂulﬂ

3.2 qugmnawaanummwawa‘la
anﬂqwg nssdasiu (2543, wi 43) 1@5’3‘U3’J§Jﬂﬁlll¢u1ﬂﬂLﬂEJ')ﬂUﬂ’J’]ﬁJWQWEﬂﬁJIU‘JﬂLLUU
ypausegataly 4 ngu Ao
3.2.1 wqwgmamlwmmﬂm (Maslow’s Theory motivation) nguijiinléiaue
anugpemsludusing Auvesywd Eysddunanudeinmstuiugiu iemsegsen luauds
mmmaamsmaamu LLam’nummmsaamuuuaamﬂﬂamwuuﬂmmuavwwmmmm
WrEnawinBaiy JnalasieinmsSesduanudesmsifianud e Tneuyudasl Anudeans
Tuseaiug ‘11@nmaLuammmaamwuwu%wulmumsmauauamm
3.2.2 nuiin159ela N13Un3asnwIves Herz berg 1¢ndadedatenisgals Fudu

&/ 1%

mﬂs::mulwﬂgum’mmummwawﬂﬂ laun lonna ﬂ’)’]llﬂ"ll,’i’\] ANSUBNTU ANNUSURAYDU

q
a }

ﬂ’J’WlIL‘Q‘iEUﬂ’]’J‘WU’] LLa“{]‘\]ﬁ]EJﬂ’ﬁU'ﬁ\‘l'iﬂﬂﬂ %QLUUG\’]‘UW‘U'JNW]'\NWQWE]IQ Taun UI‘EJU']EJ‘U@QENﬂﬂ'ﬁ

<

o

ANTNNNSNIU ANUFUNUTTENINYAAA

3.2.3 wqwgmam‘l%aa Mc celland dsutamnusisansvesuyedosniu 3 Ussam
a9 AUEBIN1SANANST ANUABINITHEIUD warAuFaInsauduius lneauseans
ANdSa v5eLTenIN LLiw“a‘lﬂ’Lclamauu fynnalaiigeas um”xmhwmmmumawuﬂwaaw
TUmen

3.2.4 wqwgmimmmwaq Vroom laauswurfnfisnfuusegslalunisvitnuyes
yaAa ﬂivLuuv-mmﬂulﬂlmamawmLﬂm‘uuLLafa ﬁNmLuumiﬂgummwmumqmﬂa QEEPNE
%uaaﬂummmawuwwawawmmu wqwamimmmwm Vroom # ¥u1811yAARIEIIL
ﬁfﬂﬂi'ﬁmmmﬂwmwU”Lmswmamaaqmm o

fira WUs (Micheal Beer 8nafislu auvane Weauew, 2551, wilh 7) | SRR PR R LGN

AMuRanelaliin Husaueiveseuitireddladmi

1. V 11270171 Valance Mg mmﬁawaﬁa

2. | 11970F Instrumentality s #e dadile aﬁmauﬂﬂamquwalm

3. E 41310/ Expectancy N0 mmmqma‘lummﬂauuq Fayana
Srnudesmsuaziaumilunaisdmaietis Fituddeansevndeislndanils ensvaues
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'
I

AnudaenISeRaTiaan it FailolEgunsnouaunudInuie Faanunisly awawulﬂ
oy Feenmazuandluguaunisia il

LL’S\‘]Q\‘ﬂQ - wa°uammuwawa'lmﬂfmmwmEJ

Favureda Lstﬂ,wawﬂﬂalmmawumamsm gyirdsladanils \Wu
fon13use mumamu%mammwLﬂmﬂ‘ummmmmuamamu mmmmiwmﬂamwﬂﬂ
fduslufanssuvesesAnslnay Lﬂumawmmmﬂmuﬂmaqamm MMM LYDIBIRN TN
sufy Anatanteiiuinangld drdvauafnfdesdng donaiuveeInns warlasu
N3 mauauaamiﬂﬁﬁuLLaummssuLﬂulﬂmmmwmah LLN%QI‘\]VI‘\]”SJWJWu‘iﬁﬁWQW’eﬂﬁ]ﬂ‘\]”ﬁ\ﬁ
WALUNINAUAU mwmﬂﬂumaumamumumima‘uauaﬂuLﬂuhlmwmmmqh LLN‘\]QI‘\]‘VIT\]
mwmaﬂwawa’lﬂmmﬂﬂma

mnmmwmamaammwawaiwsam’mu aeiulénn dulvgjasiianuAniundieadisny

%awaa:;ﬂlmw mmwawa’lﬁ]Lﬂummgaﬂmamﬂﬂammaaﬂmawm waztAsduanuiianela
deldtunouauaduiaiifens

3.3 94AUIINBUVDIAMUNINGLY
ANURaWeLa Lﬂummsaﬂwaaﬂuﬂ%wmaﬂsumi WU ANYNEUARE ANTNNNLATYENY
ANINHLINABUNNINIBAIN maamuwswmnimaq Faziaesiuie dndvinisvateviuldnaniis
29AUTENBUANNE Tagenayinanionsanldeadl
Ysede Lﬂsmauum (2531 : 56) NAIINN weuu'm'ﬁ‘uawmuﬂmimLawuamwﬂusﬂmm
AMuRanela wiolificlaredsladmils doudesondfuginds uagUse aumimmuwumu
‘Iumsﬂsxmuawwg
Vroom (n3lu 0550789, 2535 : 16) IdliAsziaiuiianele WASNUIINITILLAN
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syauAuianela linusesay 85 SEAUATKUY 7
seauanuianela Litiusevas 80 SEAUATUUY 6
sgeuanuianela Liifusevas 75 SELAUATUUY 5
sesuaufianela Litfudesas 70 SEAUATLUY 4
seaumufianela luiusovas 65 SEAUABLUL 3
seaupuianela lufudeeas 60 SEAUABLUU 2
sysuanuienela llifiusewas 55 SEAUATULUL 1
seaumuRanela tesninsevay 50 SEAUATUUY O
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X = AATLUULRAY (Means)
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4.1 wan15As1zEaunanalalunInsy
A15799 1 wansnan1sUseliuanuianelaniisonuusnig luninsiy
FUWUNMINUVINIS (N=400)

Aufewelasianuuinig — AU 3

Tunwsay % D afnele OO

1. uusmseunsimuigueuwasaiadnis 473 44 1niign 94.60
GRGH

2. nuUNsudaiusglavsens 4.72 48 wndige 94.40

3. UUINSIUM AN 4.68 47 1nign 93.60

4. UUIMINUNUles 4.67 53 1niige 93.40

U 470 .49 1niign 94.00

M 1 wuiguuimsiinnufionsla W 4 ewuins Tunmea eglussduinnilgn (X=4.70)
Anlusoray 94.00

winRiNsaNuAazUUININUIETUUINS danuitawelageandie miuuinsiunsiau
guyuuazaiannsdeny Iisumnuiswelasglussduuniign (X=4.73) Andufovas 94.60 sosaun
Aeauusnismudafiuselinients lWuanufimelesglusefuinnitgn (X=4.72) Andudesay
94.40 suUsMssunsin Idsunnufianeleegluseiumniian (X=4.68) Andufesar 93.60 uay
smuimsiunles Tdgumnufianelesglussiuinniign (X=4.67) Aniludesaz 93.40 A

A15197 2 WARINANISUTEEUAMUAINDIANTRDIUUSNITIUAING I
FIUNAUSI8A1U(N=400)

_ LAY v
189N19 X S.D. - PREGE
ANUAINE1R

1. JupauMIiuInig 4.71 49 uINNan 94.20
2. faanansiiuing 4.62 52 INNFN 92.40
3. i igluinns 4.79 42 UINNaR 95.80
4. §981UANNAYAIN 4.67 51 WINgn 93.40
5 4.70 49 WINan 94.00

MMM 2 wuidansuuimsiimnuieelalnesiuynusedu eglussduandian (X=4.70) Aadu
fovay 94.00
FeRasanluudasUssifunuihfiniuudnsiienufionelagegafosudwmiiiglisns
I¢sumnuiisweleegluseduinniian (X=4.79) Andudosas 95.80 sesasnfesudunsunsliinig
3umnuiieweleagluseiuunniign (X=4.71) Aaludesas 94.20 sudssrursauazain 145
pufianelasglussiuanniian (X=4.67) Anidufosay 93.40 uazdureananisliuinig 1éfuaiy

fanelvagluseiuunniign (X=4.62) Aadusewar 92.40 muddu
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Joyaduynaa u(Aw) Sevay
bW
Liald! 50 50.00
e 50 50.00
33U 100 100.00
21y
918l 20 U 1 1.00
21-30 ¥ 10 10.00
31-50 ¥ 36 36.00
51-60 U 38 38.00
60 Jauly 15 15.00
U 100 100.00
nNSANE
Ussaudnw/lulAiSey 27 27.00
UseuAnwInOUAY 14 14.00
Nseuvaie/Uaw. 26 26.00
aulsgy/dm/aa. 7 7.00
Useyyns 26 26.00
geanNUIYY3 0 -
73U 100 100.00
2N
15N I/ NINNUSFIAMAT 46 46.00
AL IVEOY/DNTNDATE 2 2.00
LNWRINT 28 28.00
RRNA D NRVITENY 2.00
UniSuu/tnAnw .
Sudhaily 19 19.00
watW/NeUu/inEe 3 3.00
334U 100 100.00

NM15199 3 wud frevuvvasuaudiulvgilumeansuazinands Sovaz 50.00 o1goglugas
51-60 U Soway 38.00 szsiun1sAnwiuszandnw/llaiseu Sesas 27.00 913nd1519n15/ninanu
$§3amAe Jawag 46.00
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o i a | { 1% 9 P Yo a
13197 4 Awade dudsauuinesgiu Jeuas uazseduaufiowelaveaSuuinis (n=100)
Tunmsiunuuimsmunmsimuusuazaannisdny

. AU Y
3783 X S.D. ; Sovaz
AUanala

1. Funeun1slusnIs 4.75 45 wnign 95.00
2. F9ensliuIng 4.61 53 WINNgA 92.20
3. Wi liuing 4.83 39 wniige 96.60
4. @S WILANAEAIN 4.71 .48 Nqﬂﬁ.?!ﬂ 94.20
7 4.73 46 1nilan 94.60

91115797 4 nudrfunsuuinnsiianufienelalaesiu agluseduunniian (X=4.73) Andu
Sowag 94.60

Lﬁaﬁmimwmﬂs::Lﬁum’mﬁawa‘lﬁ]wuiw;gm%'“uU‘%msﬁmmﬁawa%qaqﬂﬁa
drudmihiglvuinng eglussdvanniign(X=4.83) Andudovas 96.60 sesauneduiuneunis
Thusms egluszduanniign (X=4.75) Andudoay 95.00

< a ' o | = 1Y Y
AN 5-8 NanMTiATwANede dulsuuuninigiu Sesas uazsziumuiianela
TuunmuusiazUsziiudusedevesiuuinsiumsiauguyuuazaiafnsdny
1519 5 HANTIATIINUTURBUNNSIIUIN1(n=100)

Supeunsliusnis X sD. Siﬂu Sovay
ANUNINELA
1. msliuimadussuuligeenndudou uaviiuedesis 472 45 wnflan 94.40
2. Anusamslunmsiiuims 473 45  wnilgn  94.60
3. mudaulunisesute Juas uaviusthdumeuluns 476 43 wndlan 95.20
vusns
4. m3liusnsmuafunounds 474 44 wnflgn 94.80
5. AuAzANAlATUIINMITUENTURazduRey 4.80 .43 1nitgn 96.00
6. szuznaINsIiUIMInIASIvIvaudenufeImsTes 477 49 wnflgn 9540
H3UUINIS
EETt 475 45  wniign  95.00

915197l 5 wudanafaweladediudunaunisliuinislassiueglussfuunniian (X=4.75)
Anduderay 95.00

deRosundusedonudt 4o 5. amnuazaanitldfuannisuinisusasduney 195
anufanelogegaeglusziuniniign (X=4.80) Anilusosar 96.00 sesasunAe 4o 6. szuzIaIns

Wusnssnsamunvausonuseni1sregsuuinis tsuaufianele eglussiuinniiagn (X=4.77)
a [
Anduiovay 95.40
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A3 6 HANITIATILHAIUYDINIINITIRUSAIS(N=100)

Foanmamsliuinis X  sSbD By Jouay
ANNanela

1. fidpmmamisliusmsiivannvaneuaziiieane 4.57 .52 wnfign  91.40
2. Yosamsluusnisiimnuaznin wagsasa 459 51 wnnflgn 91.80
3. finsldinalulafuavgunsaliviuadiolunislyuinig 4.65 .50 nnfign  93.00
4. Inshiuimsueniianstuns 4.63 .56 nilgn  92.60
5. fimheidouiilunisliuinig 4.63 .54 nnfign 9260
I 461 53 wnilagn 9220

1M15797 6 wurmnuRanelarediudemianisidusnnslaesy losuanufianelesgluszdu
wniign (X=4.61) Anidufesaz 92.20

deRarsafusedowuin 4o 3. finsléinaluladuazqunsaifviuasiolunisliuinng
dsupufisnelagegneglussivuniian (X=4.65) Andusosas 93.00 sesasunfie 4o 4. finns
Tiusmsweniasenis Iifuanuiteneleeglussduannitan (X=4.63) Andudosay 92.60

AN 7 HANTIATIII MU MTNNETLRUINT3(n=100)

vy v dwmy a = JEAU v
Wi luinig X SD. - Jouay
AUNINELA
1. pmgnw Aewnsemesdmihigliuins 4.77 47 annige 95.40
2. anumnganlunisusienie yadn Snvagvimisves 481 42 andian 96.20
Wi
3. muenlald nszfeSedu uavmumdonveadmind 481 39 anilan 96.20
4. Fwihiiflenw mwansolunslivimaduedned a8 37 anndlan 96.80
5. whildusmssieg3uuinis Taglidenuid 487 34 wniian 97.40
6. rudedndgainlumsufuinii 487 34 aniign 97.40
53 483 39  wnflgn  96.60

3

919157297 7 nudrmnafianelasesuidmiiglruinislng s losuanufianelasglusedu
wniige (X=4.83) Amifusesay 96.60

definnsandusedonuin 4o 5. Wmihilduinisdediuuinig nglidenufos uas
4o 6. mmBedndgainlunsufianing lisunrufmelagean eglussiuannitan (X=4.87) Amlu
Yoway 97.40 sesawnfie 9o 4. Wmihidanug avannsalunisliuinaduegned Tasuanuits
welaagluszivanniian (X=4.86) Anidusenas 96.80
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MITNN 8 WANITIATIEVIOUATIUIEAUAZAIN(N=100)

Assunemnuazan X SD. e Sovay
ANUNINDLT

1. fidne/dydnval/Usgunduius vongauimstaounas 459 57 wnfign  91.80
wWrlade

2. §1¥en gunsal 1n3esile Tislnmn A Tiuady 4.65 .50 wnilgn 9300

3. §i¥an quUnsel inTeile iieamesensliuIng 4.65 .56 wnflgn  93.00

4. fAsSnemmwazmnifisane 1wy fvensn weuh fidwes 489 31 wndign  97.80

5. msdnaeuiiuazgunsal Wussideu avmndenisldusns 475 46 wnflgn 95.00

L 471 48 wnflgn  94.20

31nR15197 8 wuduanelasedudsduieanuasainlaesineglusesvuniian (X=4.71)
Anduferay 94.20

a4 a o

Wefiansundusiedeonuin 4o 4. Fddwrsanudzainifissme 1wy Mveasa Wesn
Wdsrey ldsuauianelageanegluszduiiniian (X=4.89) Amlufosay 97.80 sesasunde 1o 5.
nMsdnanuiinazgunsal Wuseieu azansdenislduinis Wiuanufisweleegluseiuuiniian

(X=4.75) Anlludovaz 95.00
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4.3 nan1saaTzndayanuuinisaudaiuselivianis
a 9] v 9] |
M990 9 iaﬂﬁﬂ‘Uaﬂﬁ{JJﬁ@ULLUUa@UmWﬂJ‘UBHaﬁ?UUﬁﬂa (n=100)

Joyadiuynma PuuAY) Souas
L
Nitd! 52 52.00
N 48 48.00
IobY
278
9glaiiAu 20 ¥ 7 7.00
21-30 ¥ 15 15.00
31-50 U 35 35.00
51-60 U 38 38.00
60 YTuly 5 5.00
334 100 100.00
n1SANN
Ussaudnw/ldlaSeu 38 38.00
NssufnwInoUAU 26 26.00
Wseuvans/Uaw. 13 13.00
auUsyey/dm/a. 11 11.00
Usgyayes 11 11.00
ganUgye3 1 1.00
R 100 100.00
DN
11399N15/NUNNUSFIaMAD 11 11.00
AL DY/ TNDATY 11 11.00
L\AWASNS 48 48.00
NN/ NENNUUTEN 1 1.00
HnSsu/tnAnw i 4.00
Sudhahly 19 19.00
wit W/ WeU 1w/ inde 6 6.00
33U 100 100.00

NMINA 9 wud geeunvuasunudiulngilumeaie fosar 52.00 egegluyae 51-60 T
Jagay 38.00 syaumsAinwUszaudnw/luldiseu Seuas 38.00 013N NYASNS Sovay 48.00
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AN 10 ANLRRY AIULUEAUUNINGDU JD8AL LLﬁSigﬂUﬂ’J’]ﬂJW\?‘WE]l'i]‘UENB‘JJiUUiﬂTS (n=100)

Tunmsanauusmsiuiaivselavionts

_ YA Y
euld X S.D. . Jouay
Auienele

1. FumpuMsIuInIg 4.71 47 WINgR 94.20
2. Yeamansliuinng 4.68 &1 WNNgA 93.60
3 MU IAUINS 4.84 37 wniige 96.80
4. F99N8ANNATAIN 4.65 56 1niign 93.00
et 4.72 48 nniiap 94.40

31NA15199 10 wudagursuuinasiinnnufianelalagsoy 16\"%’11mmﬁawa’lﬂagjlussé’umﬂﬁqﬂ

(X=4.72) AaduSoraz 94.40

A a ] = I Y v oa )~ = a4 v %) v
LN@WQWSW’]QWQJU?%LQUF’]'J'UJWQW@IQ‘WU’J']QN']ﬁUUsﬂ']ﬁiJﬂ?')ﬁJWQW@IQEﬂ\??jﬂﬂ@ﬂ’]ﬂlﬂq‘ﬂuq'ﬂ

AluInTs Iifumnuiianelesgluseduuiniian (X=4.84) Aaduiewas 96.80 sesaunferuduney

Y a v 2 Y =i = a %
msliuins lesumnuiianeleeglusedivinniign (X=4.71) Anluiesaz 94.20

a a €1 a ' a v @ P
A15NN 11-14 wansiasiziaads dudosuunnnsgiu Sosas uagseRuauianela
FunmunsazUseruidusetevesnuusnsdudaiusglansenis

A9 11 HANTIATILVIAUTUABUNISLUSNIS(N=100)

Fupaunslvudns X SbD. w‘,m Sovaz
ANNTINGLA
1. msliudnmaduszuuligeenndudou uaslimundesn 460 .55 wnflgn  92.00
2. arumasalunisliuinis 466 .48  wnilan  93.20
3. mudaaulunisesute Pues uasuugiitusevluns 467 47 wnilan 93.40
usns
4. MSWUINIMNERUNIUNEY 4.76 .43 wniign  95.20
5. awagmInTilduannsuinisusazdunon 478 42 andlan 95.60
6. szuzhamnisliusnsnadmneausiemufesnsyes 477 45 wnflgn 95.40
HIUUINS
9 471 47 anilan 9420

INAITIN 11 NUIANUNIND LA DAIUTUADUNITIAUT NI IS lasuanufianelasgluseeiu

wniian (X=4.71) Andudesas 94.20

WaRasaundusiedanudn 99 5. ANaEAINTAlasUaINNISUSAISLAaETUR Y Ta sy

aufianelagegregluszdvuniign (X=4.78) Aniudovas 95.60 sesawunde 4o 6. saziian
n1stusNssISImuranseaudesInisvessuuinisldsuauiianels aglussduniniian

(X=4.77) Aoludovaz 95.40
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o a v | Y a
M99 12 Naﬂ'ﬁ')Lﬂi?&’ﬂﬂﬁu‘daﬁ‘ﬂ'\\?ﬂﬂi‘LVI‘Uiﬂqi(n=100)

Yoanen1sliuInig X SD. o Sy
ANUianely

1. fidesmamsliuinisiivannvansuasiiisswe 458 .62  wnilan  91.60
2. Yoman1sluusmsianuazan uagsaisa 471 46  wnflan 9420
3. finsldineluladuazaunsaliviuasislunsliuins 471 48  wnilgn  94.20
4. InsusmMsuenIansIwNs 469 49  wnilan  93.80
5. fimheiedeuilunisliuins 469 53 anilgn  93.80
5 4.68 .51 wndlgn  93.60

=i ! <2 ! v ! Y a } <2 i v
MNRTNT 12 wunanuiianelademugesmnislivinisiaesy Wiuanufimeleeglussfu
uniige (X=4.68) Anifuiosay 93.60

A4 a I v v 1 Y a a < v

Wenasalusigvenuii 9o 2. Yemen1siiuinisiimnuazain wassnsi wasde 3.
a % a ca o o v a [ < " Y =
finsldinaluladuarguasaliiuadslunisliuings ldsuanufianelagegnegluszfuuiniian

(X=4.71) Aausovay 94.20 sevawmnfie 4o 4. dnrsliuinsueninarnenis wasdeils. dmhe
d g Y a vo = Y = - a 1%
wdsunlunslivins lasuaufisweleeglussiuinniign (X=4.69) Anludeeas 93.80

A3199 13 Ham s g luIns(n=100)

Wthglrusans X SD. siﬂu Seuay
¥ ANUanela

1. mugnm Asenunsemveadiminiigluins 4.82 .39 1nign 96.40

2. anumdnzanlunisusenie yadn dnvueviniwes 4.87 34 1nilgn 97.40
WWmthil

3. auelald nseiesedu uazmumieuveudmihdl - 485 36 1nign 97.00

4. il eowannsalunslivimaduedned 481 39 annilan 96.20

5. Wwihilvuimssiegiuuing lnglidenuids 483 38  wnilan 96.60

6. rudodndaninlunmsufuaniig 484 37  wnilan 96.80

s 484 37 wniign  96.80

o

A3 13 wudrmnufioneladedudmiiiglfuintslassin IWsuanufaelesgluszdu
inniign (X=4.86) Anidufesas 96.80

Weorsundusedonuin 4 2. armmuzanlunisussnie yadn Snuasrimisves
Wmihit Isurufianelegeameglussiuaniign (X=4.87) Andufesas 97.40 sesasunie 4o 3
ruenlald nsviteSedu wazenumdonveadming Wsumnufiaelesglussfunniign (X=4.85)
Anduseray 97.00
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AN 14 HANTTIATIEIAIURIBWIEAILEZAIN(N=100)

2 . . AU Y
99uLANNATAIN X SD. Sovay

ANuanely
1. fidne/dgydnwal/Useanduius vangauimsdaiounas 463 .66  wnfan  92.60
\lasny

2. {¥an gunsel 1nTeile Milnmuawuasuase 4.74 46 wnilgn  94.80
3. §i¥an gunsal in3edle lsswesensliuinig 464 50  anilan  92.80
4. fAsd e mazmnfisawe 1wy fveasn fen fidiees  4.60 .59 wniign 9200
5. msdnanuiuazgunsal iusaidou agmndenislduinms 464 58 wnflgn  92.80

33U 4.65 .56 mnﬁqm 93.00

N5 14 wuaufianeladedudsdneanuazainingsiueglussiuainiign (X=4.65)
Andufeuaz 93.00

Y %

WeRasundusiedanuin 99 2. §¥an aunsal 1nSesile Nilaunnuasiuate @Sy

i 9 q
<,

mianalagegneglussduiniign (X=4.74) Anludesas 94.80 sesawnde 1o 3. fivan gunsel
\wieedle Wgawesran1sliuiInig wasdedn 5. n1sdnanruiiuazgunsal Wussideu azansenisld
Uin1s Wisuanuiisnelaegluseiuinniign (X=4.64) Anlufeuas 92.80
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135199 15 3egazvesgneuLuvasunudeyadiuyana (n=100)

52

JoyaduyAna U(AU) Joway
LW
%Y 42 42.00
NP 58 58.00
334 100 100.00
21y
9glsiifin 20 5 5.00
21-30 U 22 22.00
31-50 U 55 55.00
51-60 U 17 17.00
60 Yuly 1 1.00
39U 100 100.00
NN
Useaudnw/ldlaiSeu 13 13.00
UseuAnYInOUAY 31 31.00
seuvane/Uav. 36 36.00
syl dm./dqa. 11 11.00
U3 9 9.00
NSy e3 0 =
3734 100 100.00
DTN
51YN5/MINUSFIamia 7 7.00
ANETIBERE/ o TNdasy 13 13.00
LAYATNS 35 35.00
AN/ NINULIII 13 13.00
UnSeu/An@Enm 4 4.00
$udheinly 18 18.00
wit /et inEe 10 10.00
39U 100 100.00

MNNAINT 15 wudidmeuwuudeuaudnlngiumands fovaz 58.00 egeglutag 31-50 U $ee

a¥ 55.00 seaumIAnwdseuUane/Uam.Seeas 36.00 913WNWASAS Sagay 35.00
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M50 16 Alade dudsauunnsgiu Sovas wazsvauALinelaveSuu3ng (n=100)
Tunwsuuudnsmunising

. AU Y
18NS X S.D. - Sovay
ANUNIND1Y

1. Fumaunisliuinig 4.70 48 1nilgm 94.00
2. Y9I NNISIIUSAIS 4.61 50 mﬂﬁqm 92.20
3. Wwhagliudnng 4.73 44 1niign 94.60
4. F99UILAIUATAIN 4.66 47 Nﬂﬂﬁ?jﬂ 93.20
374 4.68 47 mnﬁqm 93.40

911A1519% 16 wudrgusuuinasiianufanelalnesaw aglusziunniign (X=4.68) Amly
fowaz 93.40

LﬁaﬁmsmmuﬂixLﬁummﬁqwa‘lawudwém%’w%miﬁmmﬁwa‘laqqqﬂﬁaﬂ”mtﬁmﬁwﬁ
Aiiusms lisumaifisneleegluseiuinniian (X=4.73) Andudesas 94.60 sosawnieduduney
nsbiusms Iisuaufeneleeglussiuinniign (X=4.70) Andutesas 94.00

A3N 17-20 namsilasigsianiade daudoauunnsgiu Sesay uarsefumnufionsle
PuunmuwsazUssiudusedevesnuusnmsdunisinm

a a cy Y Y a
13297 17 NaMIIATIEIMUTURBUNSIUSNN5(n=100)

y = — AU &
Junaumslviusnig X AN - I08aY
AUanele
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