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Uimsiadunisusnedeassd wienisinsnseviseninafuveadliuinag fadummumuneiiniu
ﬂ'nuﬁ'ﬁtu-umnﬁu%n'ﬁ'lugwuzﬁﬁ‘mﬁfonsiuﬁﬁmimﬁ'aulm (Motion activity)

auvanglusyivaaty WunsdsissanfensuimsugusiiduGeeamyszney
TNIn1svie gratmnssuinis (Service as a social institution) ?fjﬁuwmw wazwifisedany
'luﬁwuvi'n‘] (Social function) mué’nwmsmsﬁ’mu.u'mmﬂmg;-ummsgsmsaanmuﬂssmwvﬁanq’u
1RININTINAT A uduwud Felundveenisuinisaiuaiuniienasssiiveuivanitanialy
MuIneusn wissnanieersnanldinisuinmsmumvnslussiunginssuduiis ey
Wivwosrumneseduantu
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dofou ; MRS (Lash §r9Baly vansily , 2536 : 12)

T?U%?“ wm?ﬁa Avnssunieujuinaslag ﬁnﬁuunﬂanﬁqawmsnﬁuaua'lﬁé'nndu
yaravidaliannsadudeals warlilddewavesnuduidoedsle vaiin1snseidanan)
§109857M MIBLITWBYTUAUAWMTFALY (Kotlor ol v |, 2530 6 )

msui%ms fAp Aanssuwmily vﬁaqmaaﬁvm‘suwmuazjwﬁﬁﬁnumhjmnﬁﬁauﬁ'é’uﬁaq
Lild %ﬂﬂﬂﬁ’ﬂﬂlﬁﬁmﬁuﬁamnnm’hﬁﬂﬁumnmmﬁé’uﬁ’uéswinqnr'hﬁ'uwﬁnnuu%ms
uaz/vsognAuuIMkARAuf uay/miagniriussuunisiuinsiladalffotastounany
Jgymvesgndn (Gronoos S19lu Indust . 2530 6)

nlsu'%ms L{']uni:Uwmwmmsuﬁﬁﬁmmﬁa%ﬁu fiugozlinasuinissensd
ANANUANATUNI0ESWILA LAY
(auvhe , 2537 :42)

° o wd v - “ a =
fIN uﬁSVﬂfﬂUlWB%BUBU?Q&Iﬂ'NNiUNﬂ'UD'U WASUAIURY

WIUNYNTURYUY Student Dictionary 489 The American Heritage (1944 :864) 16 1%
AUMNNBUDIANIN Service Imunedia mMahuviesinivhauieyarady

u‘%msLT]unaﬁlﬁmnam'luei*mﬁﬂszmuszwiwédaus_}uﬁuqnﬁ'ﬂuazmnnumaluﬁ%ms
ﬂaaﬁﬁmauL‘i’ia'lﬁtﬂu'lﬂmuﬂmuﬁaamwaqqnf'h (international Standard, 1996 : 2)

MNAUNLUINTANEIIUN ansaasyladn vinas vunedls mslianutismdsvse
msggAmazmnsegaumemuiule Sty wazhiumawnusslevinngSuaiy
Whvsneuagarudslaluuinig

1.2 YseinvnueanisuInig

Mnnsldaumnedissussiiuldingsisuinniuiiinnunevarsusus venmdesind
naWANTURUIN NSUTNITAUNSIRUAITEUIAIS MSUTMINNISANY NMSU3NISETLATY
Uuiig ElE.i’lﬂiﬁﬂWquUiiﬂﬁﬁjﬁﬁ)U%ﬂ’ﬁmﬁ”mzu ez 390990 (2538 : 181) ldsuunainy
wansinalaeAdatad muneveansuimatuddguusladu 2 Ysean Ae

1.2.1 M3U3N5AUGSAT (Business service) Famnuda mMsuinsRddnwassiunisly
\Beg3ia dauaramilsiluddy myusmsludnvasiilaun NUINISVBIMNBNURNY Vo3sg
WU Msuimsatsnsuay msusnsdnuanas ey Wudu

12.2 msuinisasisae (Public Service) 3avuedia nMsuinsiidnwarnisaudiuns
lassruusymsnistloniaswaratadnmessyssrrouludmududdy msuinsludnwasd
1dun n‘\su‘%nﬂ‘iﬂ‘mwﬁwmu‘m«q 9933 LU MIVINTABITUGY MTUINITVIBIANTUNATEN
duvipsiu msvinmsdinuanasied Wusy

1.3 89AUIENDULEINITUINTG ‘ . ) '
graMNIsuvaIMsUINMsuuiinuietesiuyanaluvatsde Seiedheniinaudunus

FrelWiAnauu3ngg quuy JeU08u (2538:181-182) laesuretivdysenoudidgyuesnisuinsin

Viznauludae 3 dau e . 4 3 Fontinai
131 glvuinag SslutivmunefanansfinInysEnaugsnauinig warynaInsuianinaum
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ihilumislvuinag
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1.3.3. #3UU3nIs mamﬂs.,naummuﬁuaummLmnmanuwmuusvmwumms'u?m‘s
unmaaw’lunawmmuusms winilunig

UIN15A5IS0uY ASUUSnsfisnvunedeussyvy
Taevialy 'lwmmmsusmimuﬁim]navwmummmvwm‘uammﬁﬂv'uq

1.4 ﬁmmwn'ﬁmms

agﬁws nmfg (2539) nanmﬂcumwmmﬂwmauuuaammnmqnuaanwwasnmﬂﬂs

QULU‘NN'JLF]T]""M Lmﬂmmwuummmminm"mulm M?E]E]’]‘JLTJEJUE]E]HN'ILUUE‘IG]‘ﬂﬂ’J']

_ <% 1 3
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Zimmerman Uay Enell (1988 : 33.6 -33.7 ) &l A umnsussdi ANAINNIUINS
(Service Quality) 'mmmwmmmw'ﬁmswumuwmmvaunums‘lmﬂumsmauauaammmmmu
Y8NALUAIUSIAN | ansTnds wazimnzauuaueile viaimunevesgn

IﬂaasﬂLLmﬂmmw'lun'rsmmwmam dnwuzlansvsednuuzuautRvoInIsUINH
ADUAUDIANADINTG uavammmmwa'laLwa'lvrmﬂmmvvauu‘lumwsnws

2. WIRANQELYBINITUINNS

Mille(ensfislu #vinw,2538:33)nd 1 uthmuneddggreanisuinis Ae msadsauiansls
TumsliuinmsvesUsyrau Tnedivdnvieuuavns fe

ms'lvmsnﬁamatauamﬂ (Equitable Servnce) VEREGR mmawﬁisu'lun 13UINIS
nuMASgATigLARTIAU ALY BLAY muuﬁswuwuwnmav‘lmumsﬂgumamamaunu‘lu
wiyuvenguag lifinnsuvsueniindulunisiuings vsssiuarliunmsufiatugwid
Taanyaratilduinsgrumsliuimsideaiu

mslusnisiinsanan (Timely Service) maunefia Msusmsazosesiinisiiuinisasisuy
Whpwmswana1 wamsujuinuremmisnunaizazieilifivszdniamas lifinmsnssie
a1 Gevvadremulifawelaliuniussyion

nslusnisegraiteane (Ample service) nueia Msiuinisaisnsuvsplidnwey i
Fmaun1siuinas wazanrunliuinisegrauvunzan (The Right Quantity at the right
geographical location) fiawav 1uin AMENENA MTBMSASIBNal selifinwmneay il
Munslivimslifemedmivdnauesiuuing

mMslyusniseeneseiiing (Continuous Service) mueds msbivinsansisuziidulusgna
aiaue Tnsfausslortvasansisausidundn WlidemuRawelavemisanuilivinisierly

v - -
Wiswgauimadielenla
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nsouga (Gronroos, 1982; 1990: 17) 19'1'f.ﬁmmumwammmwms'lﬁu'%msiﬁhuun'lﬁ 2
Anwy ﬁﬂ AN MdamALia (Technical Quality) Suifeafunadws wsaammuusmﬁlmumn
Ugmsuu lmummﬁnmu’mlmmnanum'i'd's.,mulmﬂmmw'uawamnmm (Product Quality) d7u
ﬂmmwwwm‘ﬂ (Functional Quality) uJuL'iaawmm'uaanunsvmumwaamwikuumaq

ﬂiDﬂU (Crosby, 1988: 15) na1ali7n ANNIMNITIVUINISUTD “Service Quality” Ty Wy
umﬂwnawanm'sm'smmuawmminﬂﬂmnﬂaunmaa UALADUAUDINSIANAIIUABINTT
-umgmms uavmmsnmvmwwaamaam‘s'uaaanmmamuusmﬂﬂmu

5N WAaNITIm (2543, 14-15) ﬂmmwmﬂwusmi ADAUADAAABINUVDIAIINADINIS
YBIGNAMMIDRIUUINS usa'i.,mu'uaammmmsn’lums’lwmmwmauaummmﬂaamwmanm
wsamsuusmsaum'lwaﬂmmamuusmsmmmmwawa’hmnu'smsmmlmu

AUANIA WIAAN WS (2550: 66) tauansiuli aunmnsiiuinas Wuvinuaii
Wivuinsavaudeyamuaanisliiaglauanuinng mmnau‘lm funsousuls (Tolerance
Zone) W3uUinsnazdinnuianelalunisldusnns Faazdiszduunnanatusanlumunnuniaud
YausaryAna Lasauianelaiiog Wukaunannsussdiunaiilayuanusnsiu w susian
il

George (1991 : 263-266) N15U3INIRNAN mamuusms (The Customer - service) \Juna
qwﬁmamswmsmli.,unmmmnwmummanw aafnsivsraunadnalunisliusnisun
HIUUINIS L-Tla’nms'lv;'usmsmeuusmsmumiamam sildnisussaulminsuazadieg
mmﬁ'ma'lwunaaﬂm'smammamu msusmsanmLUunaawsmamﬂﬂmwLuulunaqms
RBVALUDIAINAIANTIVBIGNFN maquuwumwaaumﬂﬂmwmmmwa'[wams'uusmmzm‘lﬂq
15U33 I IMuN898999ANT 9INTIANIITNAINIREN YN asAn1sinlussaiuluidesves
H3UUINTS L m:ds'u'usnwmmmsmmau’lwmmm gsIsavesld Ao nistieua UarNIIINNIg
wuuiiaausau

- o ) a
3. WuAMNEINUNIS IAUSNTSENSIS0E

N5UIN13A16150ue (Public service) (UTITV, 2523 : 80-82) wueia ﬂﬂmwm}szmwmy
ImhduienevaussnuFeannsausnvesUsrrwueuyuenld 2 Ui Ap AvnsTun
rouauBImFRIN LA UAIMURERfbe 1 amils uarienssuTinouaueIm LRI Tludy
Mszmanavislumsautuiin

MIvinIUsrsvulaewmiasaeeadg (Uivgn , 2540:6) Aanmsuinnivseravulaewiasay
w0ely Wunisdrursmmazmaniiviosaueesigdalivszuisu vedwitssueredmualy
Virvrmuluduuinasiviasnueesiy wiserndudmivieenluvinislugaitazaandaniy
Virewyufflé

MTWUInisa eI (mwdnd L2536 :13) Ap m‘mqnnn wIamuwuiiisremiaie
Prboriunisliinmnaue §iorsendueoddy wiswonm fmhilunisdasenislivinsu
Virvwy lnuﬁwm TADRBUALDIR DM WADIN1IVO NI IUlnedIuT L
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verma (8791u noad | 2538) 1ﬂwmsm1mﬂwusmsmmm
‘[Musmsmmmwu&"lﬂaqaﬂ'\mv«uq ma'lmﬂuiﬂmuwmmms

&, a v - a
LINUUNISIAADULIBLTDIN

Fitzgerald ua¥ Durant (819lu Yana |, 2532 . 1111) WWliauvuieieatunisleusnas
41515048 217 NUNEH m'itl's-'muwamsug'ummumumﬂwusmwawmamu ‘[manwumuwmm
mnsus (Perceptlons) mm‘samauusmwu.mswamsU's"LuumauLLmnmanulu mu'uuaan'u

Usvaumsmmmamﬂﬂalmumm*n ( Criteria) mmavmﬂamh Tukmseindule (Judgement)

ﬂﬂ’]'ﬂﬂtj?ﬁﬂﬂ']'i'LVlUiﬂ’l'iﬁﬂﬁTSEUu PRERE 'U‘iﬂ’li‘ﬂOdiﬁﬂlﬂi}ﬂ'ﬂuL‘WEJC‘!G‘U?IUENﬂTmG]E'Nﬂ’li

993UsrrudINg Mymaenia wazlusssy

Panandiker wa¥ kshirsagar (1978

+ 10) wanlunsliuinisansisuedunginssunas
a ua v o
U iRnuveud il

wu'sm'iUs.,m'rntmmmmmamaaﬂgummuusswmmwsangsvmUuwmh
Tnglisiartatannuidn onsugl waza i dugives VEERTGINR

v;anmsa'\ﬂmmnamunwﬂwusmsmﬁﬁmu 'lumsﬂnwwaq Uslund d35n9¥(2533 : 51)
ansofvzueninnsan 14 5 Uszns Ae

1. usmﬁa'm-icusLﬂum}msmaq’tummmuqmaaclhﬂﬂﬂﬂ'saa

2. vimsanssaeiiinguszasdlunisnevausimudeinisdiusneUsy ey

3. msdnssilou wasiSnismdiunisusnisansisus gounzuflodsunvasldiane iely
wangauwnauswluusniaasie

4. UINSANSITUL wdpsdndlunsegiluis walneasiane Lifinsvgawein drusnms
MssuzRmyarsinasieUsenslan Usvﬂwuﬂaulmwmnmamsaumaimummmama

5. nwuteniiansierlisuussleminnnusnsansisasyiuiiouty

nanlavagy Mé’ﬂms'lﬁv%msa151sm::LfJum{LﬁU%msﬁ%ﬁmﬁwﬁaﬁaﬂsmwuimﬁau’lmﬁ
Vimsmemnuasamavindisuiy

a o v =
4. wnfavquijifeafuanunianels

4.1 Anamupvesianele

Auianela (Satisfaction) muwwmn‘mmquwnssumam NA1YIN muamwmqmaﬂ
uawﬂnawummqw auduenla Wemuseans wisussilalasunsnavauss

ANl (Satisfaction) MUNIUYNIUAIUIATING Bumwanuidnluduusnids
VI ingUszasd uammsﬁnwammu ma'ussamawmaiﬂauusqnsvmu

MUMANINIve (Social Psychology) m'mwowa'liuimLﬂuwmuﬂmwmaqmunssmumsms
uaunmwwmu'uaauma (atim, 2529 : 193)

Inyad Wit (2539 : 6) WimwAaiua mmwawa‘lmﬂummﬂgnsmmummsan
Aodadn maaamuquﬁuamuaaanm'luanwmz'uamaawaqwmwaans:mumws“mu‘[mum
Uanﬁﬂmwmmsﬂwmu’mﬂuhﬂuanumvwﬂmamn viiefirsau wiskilluftede weq de
g Windansesuduls



12

Minn uagAny (819lunsedt | 2531 : 36) na1gdn NIEUUNTIUIARNMITBIYARATINTY

MINUINTIVBIIAUARYBIYAAS tiauumnmaﬁ'ulﬂmmqﬁwé’a wazUszaunsalvesusiazymna Tu

a a du v W v & " v o Y v
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d o o
4.2 nowineadesiuaruitansls

anNawy sedanu (2543, wi 43) 185705
vousagalaly 4 nqu fe

4.2.1 nquilussyalavounalad (Mastow's T heory motivation) ngwijtivldiaue Ay
foansludusingg fuvesuywd Fesde

v O o < ! =t
UINATURBINITNALGIU Wan1segsen LU uirdiy
ABINTIN IR u,asmmw’iaqnwaau%’uﬁuﬁamnnejudmuﬁammuazﬁ’mm AuLelA N

B9t ma‘laiﬁai*mmf%mé’ﬂﬁ’ummﬁaqmsﬂﬁmmﬁqé’fy Tneuywdavil ATMNABINITIUTEAUZY
v 1 o v :’» &" [ L 4
1ﬂﬁmamammmaqn'ﬁmuwug'mlﬁwmsmauauaqum

1 a = (Y =t
AunguuIRAngINUANNTIe Ty LUy

P o ar [ ' = a o o
4.2.2 vaun1sgela nstrgesnerves Herz berg lonanfatladunisgela Fadu
NSzl 0RO unaRenele 18 Tonna AT NM3Eeusy AmmSuRinTay A

Wiiamth wartlademavigeinm Sududinvreanuionsls 1Wun wevisves esding anim
MU msdRudsErinsyaea

4.2.3 ufiuseelaves Mc celland Bawvanwsoenisveaysdeaniy 3 Usy
AwRBINSANANSY AruFeInsiEune LaZAUABINIIANAUNLS TheAqqy

MudSe vinitendn usegalaldd ey opnalaiige
e
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L4
ABINI3
elmuUssouiagyind wilalvgana

4.2.4 nQuin13A1anTaves Vroom HtauaLLmﬁmﬁmﬁ’uLtsa@a'la'lmﬁv‘hmwmqﬂﬂa
sUssiiuaulululsvesmaiivafintuuds JefumsufiRnuiinuananssly n33ala 'TTUEIE‘J:
ﬁumsﬁmamqméﬁamaﬁﬂﬁﬂﬁu NOUANIIANANTINBY Vicom 1 Yueiyanavrsiy Avnssud
\IManivinegldsuselavieduwingg fwssown

fuwa wui (Micheal Beer $7vfisly auving Wooue, 2551, wih 7) lilAraumng veq
Pfanelalidy Wuimusivesnuiiisedsiadmi

1. Van91nA1in Valance vunedis anuianels

2.1 1N nA1 Instrumentality vaneiia 3o 1deaile %'maﬁﬂudmmﬁqwah

3. € w19nA111 Expectancy g muviainelufyaaaiug %'qqﬂﬂaﬁ AWABINTS
“ariimmamilunaudvanvesne fniudadeansyrideislaiini e MBUAUBIAINABINTS
Wiodamaniapals Fudloliumsnouausmdinuiidimumsly ?iaﬁqa%u'lm’s‘auq 10199y
Uansluguanisle gt

Wi1gele = waveamaufiamele+armuaamng
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4.3 23AUszneuraIRMURInely

Anuftanela Wumwddnilagfutiademaneusenis wy ANYALYARD ANTAVNAATYEHT
ANMWIIAFDUNIINTEAIN PABAIUNING NI TlaziFasiuae Tnivnsmareviuldnande
23AUsENoUAY TnsorthunRiansarldsd

Usedl Denauysal (2531 : 56) ndadn Wannnisvesinuaflasianzedisddlusuves
Auianely vialidderedddadanids doudes0 e giivas uazysvaunisalfuiugilunig
Ussiudeiisug

Vroom (874lu 833079, 2535 : 16 ) I83iesesieufiels WaEWUIINITVAAAILRAS
nelaluianssulag dosfinudnle wasesns, lagonafinsussmduug viouuzhAanssaniuq
Wildumseeusuludawiudenoy Jnzuiuguesrufiels

George D. Wagenhim wag John H. Reurink ( 1991 : 263-266) nanfetadefivinly
mﬁmsﬂszauﬂ:nuﬁﬁL‘%ﬁﬂ:umsv‘h‘lﬁ{ﬁuu‘s‘nwﬁawa’lﬂm'amiﬁmwaaaqﬁﬂs A asAnsTuTudas
mviinusieinisuesgnd viediuuing faweusioamsvesgninaniudesaduiudoy
uasluiFesfianzm wafamNsasEYALBIN STy YaUINT e

1. AMNUFBINITUIANS WaznNISAnfDaDaNS L’ﬂumﬁ'ﬂsanauﬁﬁﬁcyﬁqmaqmsu%ms
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5. avwdpansligliuinisifianuaiuisn wuneis Q’lﬁu‘%msmsﬁv‘fnw:’tumsﬂﬁﬁ’ﬁ
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6. AURBINTUNTRNMUBLgNFag wislilnnufanarationilgn nsnzuasinainm
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o v v - o - [T | " - - -l w v -
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Tuila
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volguinasldoersgnaios

nsiaanumaneloluuinis fadv (Millet o1afislu dinruanrnssuniswan syuy
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