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10. n1suilauaz3dngnaAn (Understanding/ Knowing customer) winanu

Aasngruiilafisiudesnisuesgnen watlviauaulansuausinufenisiengd

UadunmuanmnIn = ; 4
. fIAAAD A Ussaumin N13AENT
1. MIAIN3 - - =
. doans ADINTTT01 Tuadin U5z
2. MsArsefaans ; G G
wuulIn LAazyYAAR duviue
3. ANAWNI0 s
. maun
4. arugnuasdudng l
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6. amulinndle v
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A 2.1 JaduimunnunImMUINNg Parasuraman, Zeithaml and Berry (1985)
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WITIYIUY Ay Wass (Parasuraman, Zeithaml & Berry arasuraman,1988)
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WUIN5UeI09ANIsUIMITdIusvalanud dnnevussa Jminaseys tneldguiuuiis
81573 (Survey Research) wiornuanisanwlamdusuimslunisiauswuyludiuulauie
waglunsiluugUanuunmhenunneites augdidlanniunismutunsudssialuil

3.1 Useunsuagnausiiegna

3.2 ip3esilenlylunisd1snn

3.3 N3A51ATREH AT IAMNIN

< v
3.4 MaAuTIUTINTeYA

3.5 MyATeteyanazaianlilun1side

3.6 VENLAUIINITAUIUALLULLAZN1SWUaKE

3.1 Usgnsuasnguiegng

3.1.1 Yszv1ns dmsuusesinsnldideasedl laun nguussmsulunasdnis

S o

UImsdsualanig sLnevueawa Jinaseys 911U 10,275 Au

77
v a A

3.1.2 MTI99ATIU Huaulniszw1ns (population) As Uszrwuluiuiuinisuss

a |

aaRMsuImsdnsualanug lnedussvinsnaudinung (target population) fie Usyyvu

'
a v [

(aNIZ) FunFuuInIsuiIuRI 9 vetesfnIsusmsdluiiualaned wazusznsi
anansaniald (accessible population) #e Uszenwu (aw1z) fdnunsuu3nnsee 5 9y
UinsvesesinsuImsdwiualanud lusenineiuil 26 nngiay w.e. 2565 SeTuil 30
fugneu w.e. 2565 lnglinguiegiedesas 5 vesUssansiamnsadidslslugiana
fanana (yayon m3agenn, 2535 uti 38) Sefideldvurmnguiiegndluadsilifudiuau 500
AUANUTRANAINTTINVBIBIANTUSINSEUMUalanLg IaeTBn1sguuuudaidey (Accidental

sampling)
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3.2 1A309NaN Y IuN1S81579

iwsesilenldlunisdisiadeya Ae wuuaeun1u (Questionnaire) WITUAIINTS

1 [

wolavasuservununldusnisvesasrnisusSmsarudvalantd tnenuadu 3 du fadl

daudl 1 WWuwuvasuaiuferfuteyaniluresinousuuaeuaiy loun e

Y

U =

91y SEAUNSANYT 017N Felasalhau UNURnevasUUINIT I1UIUASINNIYBSUUINS

Qll 1Al o %
NASINDY FINIUIU 7 VD
1 = 1 a [ = Y a | Y a
daud 2 [Wuwuuasunuiedtuauianelavesldusnissenisiiuinisves
1% a ! ° v g a a A ) a
29ANIsUIMTAdINAUalanud Taelafnuwiwuifn ngufielfuaunInnITusnIg wagmy
nsouNsUsiliuly T892 TAfuAMAINNTIAUSNIT B9AT0UARLBIAYTENBUUBIAINLNI
welasanslausnisiu 4 au laun
1. AIUNIZUIUNT/TUNDUNITIAUIAS
2. AUFBINNATIAUSATaENSRnROEENT
3. g liusnis
4. AUBNOIUIIANLEZAIN
Tnsuuvasuaudunuunnsidiudssiiiuei (Rating Scale) TWgidennaumnu
ANUTAN WATAINTDLTIUTEUIUAY AaudsEAUAUNanalanInan u1n Yrunais tee

v PN ° 1% a v o &
LLagu@fJV]q@I F3UUIU 20 VD I@ﬂﬂJLﬂm‘Vﬂ,Uﬂqﬂ,ﬂﬂgLLuu NU

SZAUAUNIND LD AZLUY
izé’Uﬂawuﬁqwaiauﬂﬂﬁq@ 5
sgauaMUNawelaun q
seauANUienelauunans 3
syAuAMUNanelatiay 2
seiumuitenelatiesiian 1

ilasuTiudayauasmiARdendd gldaiuNraINquiiog 1 9uUITEAUAIY
flanalapenidu 5 szavu Inen1smgaeauninwesdunsniaty fell (Wl innaas, 2538,

Y1 8-11)
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ANUNINNVDITUATAINTU = ATLUUGIAR — AZLUWANER/I Ity
=5-1/5
= 0.80

Aade 4.31 - 5.00 e sefuauianelasnniiga
Aady 3.41- 4.20  vanefs sdueaianelainn
Aade 2.61 - 3.40 el sefumuianelaviunans
Aady 1.81 - 260 el sedummianelatioy
Aady 1.00 - 1.80  vmneds seduauitawelatiosiign
dauil 3 Jyun guassn uazdolausnugvosuuinisidnonisliuinis

éjﬂ‘b‘mgLLUUﬁ@Uﬂ’]&JLﬁULLUUUﬁ"ISL@@

3.3 Masfrualasfianazmannmiaiasie

3.3.1 ANWE37 1BNET UNAIY NOBHNENNIT VBUTIBIIUUINITVDIBIANIT
uimsdmsvalanud wazaAdeiAeades e musvoulunnside wazarunieaile
nIvelinsaungumuANLivnensIdY

3.2.2 AN®INTNITAS WL UUABUAINAINLDNANTIIUITENLNALALY LINBAIAUA

Y
a =

vouiaLaiievuuasuay Swhlidaudaaumuiagusyainiitedeiu
3.33 dhdeyaiildunatranvuasuaulasiiertesiuaiufianelalu iy
TAUsNIT 5 A bau
1) smilest msveeyaaUgnasieaing
2) PUNSAN
3) AURAIUYNTULALEIARNTHIAY
4) PNUASITGY
5) susglavzens
334 ‘Li’ﬂLL‘U‘UE{@‘Ummﬁa%fwﬁulﬂmaﬁm%fﬂmmm:iﬂismmmﬁuaq B9ANT
Uimsdrusualanudéffuiinveuiiietisnaaou uagverugitlunisuily Ufuuge

Wialviguudlnud ey wasdnunTmNingUsyaAveanisivy
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3.3.5 Yuuvasuauiinsaaaunilundrundniunisvaaesld (Try Out) fu
fduinsvesesdinsuimsausivalanuéilildngusiegns S1uam 30 au

3.3.6 twanisneuLuvasuanlude 5 mAuinAaudeiulnegns
FuUszanduoan (Alpha - Coefficient) vasas8uUA (Cronbach) IgAaudetunes

LUUADUUWMNAY 0.962

3.4 MsiusIuTUToYe

FAveladnfiunsfiusiunindeyalaenisveninusudoanUszeivuiunsuuinig

5 91UUINITVDIBIANITUIMISAILAUALANLE S1NaNUBILA JIninaTeys lnenmsguiuy

Ja18gy (Accidental Random Sampling) anuAaZIIUUTNT WlilAT1uIUNGUAIDES
A o ' a Y o a 13 ¥ 1 A v A

munmvualiluwiazauuinis uanidunisiiusiunudeyalutindeuiui 26 nsngiau

- 30 AUYIYU W.A. 2565

3.5 M3Aszidayauazadantilunisiae

ya o [

fAfoihuvuasunuiinusaildnduduns il
1. Msnsadeudeya (Editing) lnegIdensiraeualnuanysalvesnisnay
LuugRUALAE LenuUUaBUANT ANy saloen
2. M3assvia (Coding) thuuvasunwiigndeaseusosudaunassianudls
Avualidmiusuuasuarufiiuvateda (Open-ended) ﬁ%ﬁalﬁ%ﬁ%imiwﬁﬁam
(Content Analysis)
3. MsUszanadoyaiassiauds Tnelilusunsuaiiduiaguiionsidems
daumans
1) foyailuvesineunuuasuam @il 1 shmsinneilaenisuanias

ALY LATINAS DAY

a

2) deyaifginualuiianelavelduinisienisliuinisveeAns
USYMIEIUINUanaBdse N 4 IUUINIS dud 2 vnmsiesginmamaiade (Mean : X)

wagaulegauniIngg1u (Standard Deviation : S.D.)
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[ a =3 £ ! A o
3) Sua;gamwmmmuﬂzym E)“U’diiﬂ WASUDLAUDLUL dI3UN 3 N1N1T

AT (Content Analysis) WiallATIeY Warduasgiiieasunanisiine

3.6 NANNAINITATLIUATIUULAZNITLUAKS

nausimIsanTimingvesaziuL §itearinneislunmenmesaudioels
wazanufianslaludusg 1 st 4 f1u Tudauvesnisimunnasimsinsesitoyadidols
wanasziuaufianelaniuuuinisves Best(1981) fildudnnsnszansuvuldsunilunis
sy Tnednvesynnaiieglungugsaauazsansinasfudiudosludinuuarludiunss

Y [

nansaziiduiulnddesiu lasldrnadsvesnanziuu (Mean : X) [Wuddtalaaninun

[

Prndnaziuulunisuusnadu 5 seeu Inef1nuntianisin fei

ALadY 4.50 - 5.00 N8 sEAUANTaNalIINTIgn
| a = Y =

ARy 3.50 - 4.49 BN JEAUANUTIND LN
ALadY 2.50 - 3.49 N8 sEAUANNTanalIlILNaNg
i a = o = v
ALadeY 1.50 - 2.49 FQERR sEAuAUTlanelatiey
Aady 1.00 - 1.49 QIR sEAUANUTanelatiaegn

1% =l = [ b4 = = Y 14 Va o Y aa
oSeuiisuilusevazauiisnalaaiieulalusevay lneaneideldaia

Aedsuaiiriadenusubidusevazinenisau 20 laSesareanuudniluifieumean

¥

AZLLUANUNNUTEWEAN 2 TAnuauIMNIsliusnIs SevavvesseAunuienela

(%

YDIHTUUINIG (23AnTUNATEIEIUVIDIIY, 2565) Asil

sgauAUNawelau1nnIn ¥owaz 95 vl SEAUATLUL 10
syauAMUNanelaliiiu Souay 95 SLAUALLUU 9
syAuAMUNanelaluiiiu Sauay 90 SLAUATLUU 8
seauAMUNanelaliiiu Sauay 85 SEAUATLUU T
syauAUNanelaluiiiu Sauay 80 SLAUATLUU 6
seauAUNanelaliiiu Sevay 75 SLAUALLUU 5

seauANUTanalaluiy Savay 70 SEAUATLUY 4
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seauANanelaluiiu

sEAUANNTINBlatesNIN

Souay 65
Saeaz 60
Saway 55

Saeay 50

SYAUATLUU 3
SLAUALLUU 2
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2. 974
s 24 9 19 38
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35-44 1 152 30.4
45 - 54 9 169 33.8
55 - 64 1 43 8.6
65 Yl 24 a8
3. 5TAUNTSANEN
Uszaudne 8 1.6
TspufAnunousu 115 23.0
HseAnwmeUUae/ANY. 143 28.6
syl /. 84 16.8
USeues 75 15.0
EATGTRIRY 15 3.0
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uq sz 1dun ldfinsfinw a8 9.6
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Foyavialy SR Souay
5. seldnafau
N1 3,000 UM 29 5.8
3,001 - 5,000 uwn 15 3.0
5,001 - 10,000 un 140 28.0
10,001 - 20,000 um 198 39.6
20,001 UMTWLY 118 23.6
6. uTianfasdavaiuuinig
sulysn msvesyywgnasnoadn 100 20.00
AUNTAN 100 20.00
AuRUgLTULAzETERNEIAY 100 20.00
AUATITNEY 100 20.00
usglavzend 100 20.00
7. dupesnvaduuinsavludes Ansead
Younin 3 aduwiod 149 29.8
3.5 Adasied 247 49.4
1nndn 5 adael 104 20.8
suady 500 100.00
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Joway 0.6
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seldsewan sening 10,001 - 20,000 v F1uau 198 au Amduievay 39.6 sesasund
$1961##1n915,001-10,000 UM F1wau 140 Au Antdudesas 28.0 uaztesiign Ae dseld
3,001 - 5,000 U 1w 15 A Andudesay 3.0
suilunfndavefuuinis nguiegnavesUssuuiFuintagmeULUUAR UM
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4.2 nan133AT1zRsEAUANNanalavesusEaIvuESUUIN1TNddanisliusn1svas

2eAnTUTMsEIuAvalanug dnavuaua Jndnaszys Tunwsay

A15199 4.2 sEauauianelavesusevvul SuUINiden1TIAUINITU0989AN SUIMNS

dqusnualanwd TUAINTIY FIUNALIIUUINNG

AN IWR1AYBIUTEIYURTUUINS _ AU
. X S.D.
ndlsian1sliuing AUNIWala
1. nusulesn msveeyymgnasnoaing 4.89 | 0.17 1nitgn
2. QUAUNTANE 486 | 0.15 1nitgn
3. UAURRIUYNTULAL RN THIAY 4.87 | 0.10 1nitgn
4. MUY A51TUAY 4.84 | 0.20 1niian
5. nuusglavisents 4.89 | 0.17 unian
s2uade 487 | 015 | w1niign

AN 4.2 WU Yserugsuuinsianuiisnelanenisiiuinisvedssdns

Uimsdsiualanud Tunwsiwegluszauniniian (X= 4.87, S.0.=0.15)

Wenansadusieaiu wuldn uusnisilasuanuianelasenisiiusnis Aade

[

gegainiy 2 U fe nuaulesn NsvesulInUgndeneaine wazaumusglinieniy

agluszAuuniign (X = 4.89, S.0.=0.11) 5938931 Ao MUAUNRUITUYULAZATAANS

dapu agluszauniniian (X = 4.87, S.D.=0.10) uarAladetesiign A vuiua1sIsMEe

oglusziuanniign (X = 4.84, 5.0.=0.20)
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A15199 4.3 sEauAURanelaveIuseuIvul SUUINISHReNITITUIN15URIRIANITUSINS

drusualanwd TuAINsIu SUNAIUAIY

AMUNINB lAVDIUSTITU _ SEAU
f5uuinisisidenisTiuinig x >b AuNanala

1. Frunseuiunstunounis 4.89 0.21 1niiap

TAusng

2. futeamnansiuinIkays 4.91 0.15 1nilan

Ansiodoans

3. fudmehiglduinng 4.86 0.22 uniian

4. fruAssmneALaLaN 4.80 0.24 1niian
s2uade 4.87 0.21 wniiae

a ' P2y a a P ' Y a 12

NANTNT 4.3 WU Yssrvugsuusnisianuiisnelasenisliuinisuetesdnis
Uimsdusualanud Tunwsimegluszauniniian (X = 4.87, S.D.= 0.21)

A a & v ' 9 AV vo ~ \ Y a | a{'

Weiisadunediu wudn sunlesuaiuiaeladenisliuinig Aladeasan
Ao iugeanienishivinisuarnisinaedeans egluseduuiniign (X = 4.91, S.D.= 0.15)
5998931 fia AunszuunIstuneun1sliuinig eglussduniniign (X = 4.89, S.D.= 0.21)
5998931 A Awd g liusnis eglussduunniian (X = 4.86, S.D.= 0.22) uazAnady

toefign fie dudsduneanuasain egluszdvuniign (X = 4.80, S.0.=0.24)



60

4.3 Nan133As1gRsEaUANNInalavesusEyIvudSuuinasndineanasTiuinisvas

a 1

IANTSUSUITAIUATIUALANLE FTLUNATNUNESUUSNISUIRAGD

v

4.3.1 szauaunInalavesuszyrvugsuuinisnddanisliusnisvesesdnis

uvImsdaudualanud Tuaeuaules msveayyinugnisnadasis

M13197 4.4 szAuAUTianelavesUseuvulsuUTN1siaen1sIAUINITU098IANITUTINS

dausiualanug Tuausnules) nsvesygInUandaneasne lunme

=< Y a
AUNIND1AYRIUTLYIBULTUUINNS
nfsan1suINs 5
v _ LAY
nuaulest n1svesyInlgn X S.D. .
C AUNINB LY
GROGLERN
1. AUNTEUIUNTTURBUNITIAUINNS 4.94 0.11 Wnian
2. ueIaNsIAuINITULaENNS 4.85 0.24 WNiign
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