
<=l unn 2 

~~£.I1~~nMl~'\.tTllTJ11rnTl~ LL~:;"l'\.ti~£.I~ Lft £.I1"JJEJ"nUm1~nM1Tl111J'W\l~ EJh 
'lJ 

"lJEJ\I~1UU1m11~mff'\.tEJ~11J~1"JJEJ~1\1 '] ~\I~EJhJd 
'lJ 

1. Tl111J~\I~EJh 

2. LL'\.t1~~ILft£.llnUm11iu1m1 

3. EJ'Yl£.l1'\.ti'Yl£.l1~lff~f~1:;1lEJ1JLn~1ru 'VIl1nEJ ~\I'VI1~lh:;1l1Um;rwtf 
q 

~ .:c lldf 'I
1. LL"'1A(9lLLa::'t1f!'lt!lA'113,JYi\lYHl L~ 

1~ £.I~11um1~nMl L~£.I1nUTl111J~\I~ EJ111 3TnU£.l1J~nMln'\.t 1 '\.tffEJ\I~nMrn::~EJ Tl111J 

~\I~EJh"lJEJ\I~unu'1i\ll'\.t (Job Satisfaction) LL~:;Tl111J~\I~EJ11l"lJEJ\I~1UU1m1 (Service Satisfaction) 
'lJ ~ 'lJ 

1'\.tnl1~nMl Tl~\lttdJ'\.tm1~nMl1'\.t~nMrn:;'VI ~\I~ EJ Tl111J~\I~EJ 11l"lJ EJ\I~1UU1nl1 sa\lij~mh1t1\1 
'lJ 'lJ 

LL'\.t1~~ml-;jl'\.t1'\.t1)1n ~lmh"L"li'\.t 

11J (Vroom, 1958 : 328) mhT"h ~~'\.tTl~LL~::Tl111J~\I~EJ11I1'\.t~\I'VIi1\1ff11Jl1rl1i 
'lJ 

LL'Yl'\.tn'\.tL~ L~11::~\lffEJ\I~hd'VI1J1 £.It1\1 ~~~L~1U1l1nm1~UTlTl~L"JJl Luij~1'\.t111J 1 '\.t~\ltf'\.t ~~'\.tTl~ 
q 

~1'\.tU1 n1l:: LLff~\l1iL~'\.tff1l1~Tl111J~\I~EJ1111 '\.t~\ltf'\.t LL~::'t1~'\.tTl~~1'\.t~U1l::LLff~\l1 iL~'\.tff1l1~ 

Tl111JL3-i.w\l~EJ111 
11~LL1J'\.t (Wolman ell\1t1\11'\.t ~~n'; ~1M-n1J, 2538 : 22) 1iTl111J'VI1)1£.1"lJEJ\lTl111J

q 

~\I~EJ11IL1'"h~EJ Tl111J~n (Feeling) ijTl111Jff"lJLrlEJL~1U~~W-lL11l~11JTl111J3-i\l'VI1)1£.I (Goals)
'lJ q q 

~11JTl111J~EJ\lnl1 (Wants) 'VI1EJLL1\11l\l11l (Motivation)
'lJ 

L"1f~~ (Shelly eJl\1t1\11'\.t lh::'\.tEJ 111~, 2539 : 8) L~~nM1LL'\.t1Tll11J~~L~£.I1nUTl111J 
q 

~\I~EJ11lff1UL~11Tl111J~\I~ EJhiL1J'\.tTl111J~n"lJEJ"1J'\.tMrJ ~ EJ Tl111J~n'Yll\1Uln LtJ'\.tTl111J~n~ Lrl EJ 
q 'lJ q 'lJ 'lJ 

Ln~;t'\.tLL~l1l ::rh1iLn~ Tl111Jff"lJ Tl111Jff"lJddJ'\.tTl111Jmn ~ LL~n ~l\11l1nTl111Jmn'Yll\1U1n ~'\.t ']
q q 'lJ 'lJ 

mh1~EJ LtJ'\.tTl111Jmn~ih::uu£JEJ'\.tn~u ff11Jl'mrhliLn~Tl111Jff"lJmEJml1J~n'Yll"U1m~1J;t'\.t 
'lJ q 'lJ 

L~1J n ~\ltf'\.t1l::L~ '\.tL~11 Tl111Jff"lJLU '\.tTl111J~n~ ff~USJ1USJ1EJ'\.tLL~::Tl111J ff"lJd1l::ij~~~ EJU TlTl~ 1)1n n11 
q 'lJ q q 

..-d d .....:1..,,:1 4=iI Q.oo IV ft "" 
Tl111J1ffn'Yll\1U1nEJ'\.t~ Tl111J1ffn'Yll\1~U Tl111J1ffn'Yll\11JlnLL~::Tlll1Jff"lJ 1JTlll1Jff1J~'\.tTIn'\.t 

'lJ 'lJ 'lJ q 

EJ cil\1 fl'~1JSJ11JSJ1EJ '\.tLL~::1::1JU Tlll1J ~1J~wtf"lJEJ\I Tlll1J1~n ~\I ffl1J ttL1£.1n11 1::1J1JTlll1J~\I~ EJ111 
'lJ 
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"il::L n~;]\l,Lri m::uuwn :IJ-W"'W tl1"ilijfll1 :lJ1~n'Yll"Uln:IJln n11'Yll"iilU ~,,~rh1~L n~fll1:IJ-rnn 
~ ~ 

-w"'Wtl1"il"lltl":IJ\l,MrJirn"il::l~LLfi 'Yl1'W mrrs (Resources) 'VI1t1~" L11 (Stimuli) m1iLfldl::lh::uu 
q 

fll1:IJ-W"'Wtl1"il~ tI m1~nMlil'Yl1'Wmnd'Vl1t1~" L11 LLUU1~Ltl \l,~,,~rh 1~Ln~fll1:IJ'Wtl1"il LLiil::fll1:IJ~"lI 
q 

LLri:IJ\l,MrJ fll1:IJ'W tl1"il"il:: Ln~ l~:IJ1n~ ~~ LritI'Yl1'W tnrrrnna £1l"~ Ltl\l,~~tI"m1fl1UIll\l,
q q q 

-: :lJtI~ (Morse, 1958 : 27) l~~fll1:IJ'VI:lJlrJ"lItI"fl11:IJ-W"'Wtl1"il1\l,L:n,,~~i'Ylr.n11 

'VI:IJ1 rJn" nn~"'Yl n a£1l"~ ~1 irnniil~fll1:IJ Lfl1rJ~"lI tI" fl\l,iil"l~ III ijfll1:IJ Lfl1rJ~:lJln"il::rh1~L n~ 
q q 

fll1:IJl1i'WtIh LLiil::fll1:IJLfl1rJ~dij (:.Iiil:lJ1"illnfll1:IJ~tI"m1"l1t1":IJ\l,MrJ Lritl Ln~fll1·:IJ~nerrrnnn n"il:: 
q 

Ln~tJ ~n1m L1rJn1t1" Lri tll~1Unl1~ nu ~\l,tI"fll1:IJLfl1rJ~ ,r\l,n"il::iil~iil"'VI1t1'V1:IJ~ltJrh1~L n~ 

fll1:IJ-W'l'WtIh 

fltl~Liiltlf (Kotler, 1982 : 324) l~mhln'lfll1:IJ-W'l'Wtlh"lltl'liiln~lLLiil::~1UU1m1 
~ ~ 

11 Ltl \l,fll1 :lJiin'Wtl1"il'VI1t1 ~ ~'VI1'1"l1 tI'Ifl\l,~ nrnnl~U~~l~1ULLiil ::fll1:lJm~'VI1'1 tll'V11nm1'til'11 \l, 

~l~1u~ln11fll1 :lJfll~'VI1'1 ~n~l"il::l1i'W tIh LL~Illnl1tJ ~U~'11\l,"lI tI'I ~,yl'V1 Ul~ L'VI:lJl::~:lJrlU 

fll1:IJfll~'VI1'1 iiln~ln"il::Ln~fll1:IJ'W tl1"il fll1:IJ-W'l'WtIhn"il::tI £11\l,1::~U~~'1 iiln~1'V11mHuU1m1 
~ ~ ~ ~ ~ 

"il::ijfll1:IJ ~"lI tI £11'1 mn ~ urns1~U1nl1 ~'1"il:: ~'1 (:.Iiil ~ tI fll1:IJnn~i1\l,~l ~\l,~1 LLiil::u1nl1,r\l,"il\l, 
q 

niillmtl\l,'Wfl~n11:IJ6Jh ') LLiil::utln~tl1\l,~~~ 
q 

i:IJiil~'Yl~ 'VI1m'ln1 (2526 : 45) mhlil fll1:IJ-W'l'WtlhLtl\l,n111~Tllfl11:IJ-rnn 
~ ~ 

"lItI'Ifl\l,L11~i:IJ~\l,frlUhml~,r ~ L~ rJlrlUfll1:IJ'VI:lJl rJ"lItI'I~1l1'W LL1~~tI:IJ Tll"l1t1'1fll1:IJ-rnn"lltl'l 
~ 

"ll"1tU. L~"15~\l,~l (2530 : 11 - 12) mhl11 fll1:IJ-W'l'Wtlh'VI:IJlrJn'l fll1:IJ~n'VI1t1 
~ 

-n~\l,fl~"lI tI'IUflfliil~ ij~tI ~'1'V1rt'l'VI1m1"ilirJ~1'161 ~L~rJl,ytI'I fll1:IJ~n'W tIh"il::Ln~;]\l,Lritlfll1:IJ 
q ) ~ 

tiltI'I mru tI'IUflfl iill~1Unl1~nu ~\l,tI '1'V11t1U11iil"il ~ 1i'l'VI:IJ1u1\l,1::~U'VI rt'l fll1 :IJ~ni'lmhl"il:: 
q q q q ~ 

(;l~iil'l'VI1t1l1i Ln~;]\l, 'VIlnfll1:IJ~tI'Im1'V11t1"il~1i'l'VI:IJl rJ,r\l,l1il~1unl1~ eu ~\l,tI'I 
q q 

wsu ~(htJ1L'Yl~ (2533 : 24) mhl11fll1:IJ-W'l'Wtlh'VI:IJlrJn'l fll1:IJ~tI'Im1 (Need)
q 

~l~U11iilLU1'V1:IJ1r.J 'Wfl~n11:IJ~LL~~'1t1t1n:IJ1"il::ijfl11:IJ~"1J ~'1i'lLn~l~"illn~r.J~l ~1'W~ use 
q q ~ 

m1LL~~'1t1t1n 

~'1,r\l, 'W tI ~1tJ\l~11 fll1:IJ-W'l'Wtl1"il'VI:lJ1 u n'l fll1:IJ~n'VI1t1-n~\l,fl~"lItI'IUflfliil~ij~a ~'1 
q ~ q 

~ A A 1 A.4 ....,::1 .d \1""'"A .d Q; A1 ~~'1'V1\l,'1'V11m1t1'1 ~L1t1'1'V1\l,'1 Uflfliil"il:::lJfll1:IJ1~n1n "15t1U LLiil:::lJfll1:IJ~"lIL:lJtI L~1U(:.Iiil"illn 
q ~ q 

n"iln11:IJ,r\l, 'VI1t1n "il n11:IJtf\l,U11iil ~1:IJ LUl'V1:1J1 r.J ~1:IJ fll1:IJ ~tI'I rnm tI'I ~\l,L tI'I 
q 

2. if";)~uriij~dllJ ilJ-n"fiGiu~dlIJYi\l't'HJ~";)
 

l:J"iJir.J~ij~'Ylfi'Wiil t~r.J~1'1~'til1~uflfliilLn~fll1:IJ-W'l'Wtl1"il'VI1t1l1i-W'l'WtIh l~LLri LL1'1"il'lh
 
q ~ 
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2.1 LL1.J~.Jh 
'IJ 

LL1.J~.J h (Motivation) 'VIm rJii.J 'V'l~.J~~n~'U.hl.~~h~~::ri1'V1'u.~VH1~n113JLtJl 'U. 
'IJ 

1'VI'~i'u~.J~~tI.Jm1~.J ii-#.J~113J1'U.LL1'1LL~::fi~'Yl1.J LLU.J LiJ'U. 3 iheum 
q 

, . 
2.1.1 LL1.J~.J1~'Yl1.J~·~h::3J'U.Mm3J~tI.JL1rJwf LL~iLn ~~1nn11"lJ1~LL~~'U.~.J.y; 

'IJ q 'IJ 

, " 
4CIII ........ do A I A
 

'Yl1.Jn1uLL~::L n rJ1"lJ tI.Jnuu~~ ~ tI'U.'VI1t1n ~3J tI'U. 
q q 

2.1.3 LL1.J~.Jh'Yl1.J~~ Ln~~1n~113J ~tI.Jn11~1l11::~ ~3JU1n! ~tI~~fftI.Jllu 
'IJ 'IJ 

~113J~1.J LL~::ti113J"lI'1 ~ 

~.J,r'U. 'V'l tI ~1tJL~11 LL 1.J~.J 1 ~~::L iJ'U.~.J~ iiEJ'Yln'V'l ~ ~tln111 'l!3J'I!11~ ~ l~"lJtI.J 
q 'IJ 

2.2 'YlflM~ LL1.J~.Jh 

3J1~1~i" L~LLU.J~1~u.ff'U.~113J~tI.Jm1"lJtI.J3J'U.MrJ L1 5 ~1~u,T'U.L1rJ.J~1n~1LtJ~.J 
q 'IJ 

2.2.1 ~113J~tI.Jm1'Yl1.J~1wi1.JmrJ (Physiological Need) LiJ'U.~113J~tI.Jm1 

,T'U.~mn 'U."lJ tI.J3,I'U. MrJL ~ tI ~113J mhtl~ L"li'U. ~113J ~tI.Jn111 'U.L~tI.J tl1'V111 J1 L~1t1.J\i.J~3,1 
..., 1 eu q 

mi'nM1h~ m1vrm1t1'U. ~vrntl1~rJ LL~::~113J~tI.Jm1'Yl1.JL'V'l~ 

2.2.2 ~113J~tI.Jn11~113J~'U.~.JtJ~tI~.nrJ (Safety Needs) LiJ'U.~113J~tI.Jn11 

~L~1Un11~3J~1t1.Ji]tI.Jll'U..nrJ~1.J~ ~ tl1~~::Ln~it'U.nu:n1~ 'Yl1'V'lrJ~'U. ~'YliiL~11l1'V'l ~113J~'U.~.J 
q 

L~1M;jn~ ~113J~'U.~.J1'U.'VI'I!1~n11.J1'U.~t'n'U.::'Yl1.J ~.J~3J... 
2.2.3 ~113J~tI.Jm1~~::L~1um1rJmjtl.J'Yl1.Ji.J~3J (Belonging Needs) LiJ'U. 

~113J~ tI.Jn11L ~ rJ1 llun11t1 rh13Jll'U. ii'V'l11~'V'l1n LyJ tI'U.~.J mru tl3J1U~1nU~~ ~ g'U.LL~::n11LiJ'U. 
'IJ 'IJ q 

, ~ .... 
~1'U. 'VI 'U..J "lJ tI.J~.J ~ 3,1 

2.2.4 ~113J~tI.Jm1ii~mtirJ.J dirJ1~rJ~ L~1um1rJmjtl.J'Yl1.J~.J~3J (Esteem 

Needs) LiJ'U.~113J~E1.Jm1L~rJ111U~113J~'U.h1'U.~'U.LtI.J 1'U.L~tI.J"lJtI.J~113Jf~113J~m1t'l-#.J~113J 
'IJ 

~tI.Jm1~~::1~U~~ ~~'U.rJn tltI.J~11L~1ru 'VI1t1 LiJ'U.~ rJtl3J1tl,rUri til'U.~.J~3JLL~::~113J~tI.Jn111'U. 
q ~ 

2.2.5 ~113J~tI.Jn11~~::L~1U~113J~L1~1'U.:n1~ (Self - Actizlization 

Needs) LU'U.~113J~tI.Jm1.ff'U.~.J"lJtI.J3J'U.~rJ LU'U.~113J~tI.Jm1~ tImn~::1~Ln~~113Jth L1~1'U.'Yln~.J 
'IJ q q 

AI Ad. .... 

'YlntlrJ1.J~13J~113J'U.n~~'VI1t1~13J~113J~1~'VI1.J"lJtI.J~'U. 
q 

~1 n LL 'U.1~113J ~ ~"lJ tI.J3,11 ~hi" ~ ~113JL~tl113J'U.MrJ~1'U.l 'VI nJLaJ ~13J11t'lU11~ 
q ~ q 

~113J ~tI.Jn111 'U.1::~U"lJtI.J~113J~tI.Jn11~~::f~n~'U.LtI.J~ LL 'Yi~1.J ih1~3J'U.MrJii~113J ~tI.Jn11 
'IJ q 

1'U.1::~U~.J 3,11 nit'U. L'V'l11::~113J~tI.Jn11l'U.1::iu ~.J~:: LU'U.LL1'1 ~ ~ni'U.l~3J 'U.Mrr~tI.J tIci113J flU 
'IJ 'IJ q 'IJ 

I 



8 

Lu'U.mhJ LL~ ::'Yh nT~~mil1~'I n 'U.m~::n'U. L~ el'VI 1'1 ~ ~ 1 'U.ti1 'U. 'VI it'l~ ri el1 '!XLi'1 ~ rrnusn Ltl~ uu, 
fl1111~~el rh'ln1l'1"lJ11'1 Lf'1 ~m1i111ij eln'U. '\..'L1i,tl~m1tl~u"i L~el'l1~L~el'l'VIit'lLu'U.m1ti'U.el'lfl1111 

~el'lm1~1'1 ~ "lJ el'l1l'U.MrJi'U.L el'l Lri a1I'U.MrJ'Ylnfl'U.iifl1111 ~el'lnl1LL~::fl1111~el'lm1"r'U.i,~1um1, , , 
U1m1'V11el~elUti'U.el'lLL~1 rJel1l'Yh1'!XLf'1~fl1111Yi'l'Vielh 

.... A. d A. 

2.3 'Yl~'U.fI~'VI1m~~fI~ 

2.3.1 «nMm::"lJel'l'tl~'U.fI~
 

'tl~'U.fI~ LU'U.~'I~U eln mnl1LLti~'Iel elrm el'lUfI fI~~~::n1::'Y1i~ el~'I1~ UflfI~1~
, , 
'VI1eltim'U.m1rn1~ LL~::LU'U.~ rJel1l1un'U.1'U.1::WJ1'1Unl"1l'lm1':h 'tl~'U.fI~ ii «nMm::~liq) 4 ilserrn 

&it A A. . 

(L'Viq)LL"lJ ~1'l'Ylli~~. 2538 : 9) flel 

1) 'tl~'U.fI~ LU'U.till11::riel'U.~'Viq~n1111 t~~elu~::Ln~;f'U.~m'VI~m1rn'VI1el, 
~'I1~ ~'I'VIit'l 'VI1el~::L1rJ n11 LU'U.till11::~'Vi1el1I~::ii'Viq ~n1111~1'1 

2) 'tl~'U.fI~ ~::iifl1111f1'1c;l1elrJ1wrl1'11::rJ::L1~1 fiel iifl11113T'U.fI'Im11 
'lJ 

'Vi elti1lfl11Ltl~ rJ'U.LL il ~'I i,~mn LL~iii,~'VI111 rJfl111111 ~::i,3Jiinl1Ltl~ rJ'U.LLtl ~'I 

3) 'tl~'U.fI~ LU'U.c;l1~~::'\.t1 i, il tifl1111 tiel ~fI ~el'I1:: 'VI 11'1 'Vi q ~n1111nufl1111 
'lJ 

mnitn~~ i,3J11~::LU'U.nl1LLti~'Iel en1~ ml~1'V11elnl1LLti~'Ifl1111mn ~~ el~~'U.nl1~~::~el'lL~.:aru 
'lJ 'lJ" 

'VI1el'VI~nL~ rJ'I~ el~'I1~ ~'I'VIit'l 

4) 'tl~'U.fI ~ iifl rusu U~"lJ el'l LL1 'I~ 'Ih 1 'U. er'U. ~ ~ ::'Yh1 '!XufI fI ~ tl1:: Lii'U.LL~:: 
, 'lJ , 

L~ an~'I1~ ~'I'VIit'l ~'I'VI 111 ufl1111~ ai,tlii'lnl1fh'VI'U.~fi~'Yl1'1"lJ el'l'Vi q~n1111~1'1~1 u 

'U.eln~lnd ~nMrn::~iq)"lJ el'l'tl~'U.fI ~ £J'I m~ LLrJnVi~11rnl elani,~c;l'ld ('Vi~," 

L'Vi"1l'1::u1Vi'U., 2530 : 58)
'lJ 

1. 'tl~'U.fl~i,3J'l"Ji'Wq ~n1111 LiJ~ L~ rJ~ ii ~ ell~ nme i'lfl1l 'VI1elUflfI~ LL~ Lu'U. , , 
till1'Vi~1n~~~m itel'lnUnl1n1::'Yh 

2. 'tl~'U.fI ~ LU'U.L fI~el'lij eln1::~'U.el rJl'1 ~1 i UJ~ ~::fh'VI 'U.~'Viq ~ n1111 LiJ ~ L~ rJ"lJ el'l, .. 
UflfI~ LL~1 'U."lJ m::L~ mn'U.n elrJ1'U."lJ nuL"lJ ~-;iln~"lJ el'lUfI ~nll1'Vi"lJ el'l LL~ ~::U flfI~ 

, 'lJ , , 

3. ri EJ'U.~::L n~'tl~'U.fl~~el'lii~'I L11 'tl~'U.fl~ LU'U.L~ rJ'I'Vi q~n1111 uuinlniln 

4. ~nMrn::"lJ EJ'I'tl~'U.fl~"r'U.L ~el11'tl ~'U.fI ~~::n1:: ~'U.1 '!XU fl fl ~ LLti~'I'Vi q ~n1111, , 
Lri elUfIfI ~ iifl1111~ ~ L~ 'U.~ el~'I'VIit'l~'I1~ ~'I L11~::ti11111() 'Yl11Ui,~~lnnl1i'l in ~'Viq~n1111~UfIfI ~ , , 
~ .., 0 .., A'" I A t.d d A ,~ ~ 

'U.'U.LLti~'I eleln1l1~1 rJfll'Vi~ ~1 uti'VI'U.l 11~1 mme L'Vi11::UfIfI ~ m~ 1Ifl11111tin'U.nfl~~ elti'l 'VI 'U.'I 
'lJ , 'lJ 

~'I1~ 1'U.~nMrn::~"lTu"lYel'U.1I1n 
"'tl .., ..2.3.2 el'lfl sen elU"lJ el'l'Yl~'U.fI~
 

'tl~'U.fI~ LU'U.~'I~ Ln~~lnm1L1rJ'U.f[~rJ~1 i,tl~::~ el'ltl1::nelU~1rJ el'l~tl1::n au 3
 
'lJ 

iherru (VitiiJrJ lU~rJtilti~ LL~::flrn::, 2537 : 83)
'lJ 
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1) e:h'l~th:::nmJ ~1'U,m1L1£.J'U,i'L~\lth:::mrn~h (Cognitive Component) 
'lJ 

2) eJ\I~tb:::neJlJ~1'U,nl1i'LtI'U,flll3JL-nl'l~ 113Jtt\lflll3JL~m~ mnlJ~\I~ 
'lJ 

Ld1~:::ih1~'U,fl~11~ihh:::1£.J'llr'V\1m~lin 'YlM LL~:::eJ\I~tb:::neJlJ LL1n"lJ eJ\lnl1ih1~'U,fl~~eJ~\I~1\1 ') 

tll L11L~Hjflll3Ji'L~mnlJ~\I,r'U, ') L11~:::ihl~'U,fl~~ a ~\I,r'U,l11L~ ~\lflll3Ji''V\1eJflll3JL ~eJ,r'U, eJ1~ 
'lJ 'lJ 

t1n'VI1eJ~~nL~ 
'lJ 

3) eJ\I~th:::neJlJ~l'U,flll3Ji'~n (Affection Component) LtI'U,nl1LL~~\I 
'lJ • 

flll3J-mn'VI1eJ eJ113J nr~ eJ ~\I Li'l~L11 ihl~'U,fl~~l3Jflll3JL~eJ lh:::~lJm1nr 'VI1eJ eJ113Jnr~'U, ') ~m 
'lJ 

~~n~'U,l~£.JlJflfl~L~i'~l 
• 'lJ 

ff" .., .... ~ 

4) eJ\lfllh:::n eJlJ~1'U,flll3J~1eJ3J'Yl~:::LL~~\I (Behavioral Component) eJ an 

LtJ'U,eJ\I~th:::neJlJ~~111 £.J"lJ eJ\I'Y1~'U,fl~ LtI'U,flll3J~i'eJ 3J~~:::LL~~\I eJ eJn~ a ~\I~~'U,ii'Y1~'U,fl~ e1'U,LtI'U,• 
~~m~lneJ\I~th:::neJlJ~l'U,flll3Ji' 'VI1eJflll3J~~ LL~:::~l'U,flll3J-mn mhlfieJ tlllJflfl~Wrt\lii'Y1~'U,fl~ 

'lJ 'lJ' 

'Yll\1~l'U,flll3Ji'LL~:::flll3J-mna ril\1'l~fi~:::LL~~\I~'l~n113J eJ ril\1,r'U,~1 £.J 
'lJ 'lJ
 

" ..l IS'
12.3.3 'VI'U,l'YlLL~:::th::: £.J-n'U, 

~ij'Yl LL~:::flrn::: (Smit et al. ell\1i1\1'l'U, ~1:::1~lt' 1\1~1~~1~, 529 : 9) L~ 

n~11i1\1 'VI,rl~LL~:::lh:::l£.J-nlt'"lJeJ\I'Y1~'U,fl~L1fl~1£.J ') n'U,11ii 4 iherrn fieJ 'VI,rl~'liflll3JL-nlh 

(Understanding or Knowledge Function) 'Y1~'U,fl~'VI~l£.JeJril\1"lil£.J'liL-nl'l~1~mL~:::~1l11:::LL1~~eJ3J 

L~L1£.J'U,i'LL~:::L-nlh m1n1:::rh"lJ acu flfl~'l 'U,i\lfl3J~m1t1 eJTIlJl£.J LL~:::m~fl:::L 'U,m1n1:::'til"lJ eJ\I~'U,LeJ\I 
'lJ • 

..l 
"lJeJ\llJflfl~eJ'U,• 

1. 'VI,rl~iJtl\ln'U,~'U,Ltl\l (Ego - Defense or Protext Their Self - Esteem) 

tleJ£.Jfl~\I~lJflfl~,)~ILtI'U,~tl\l'VI1'Yll\1mJn'lin1J~lLeJ\I L~tlflll3J~1Jl £Jh LtI'U,~'U,11 fl'U,~-ntllJ~~11 
• 'lJ 

fl'U,~'U,~1\1 ') fi~:::'VI1'Yll\1tl amlnil eJ\I~'U,Ltl\l11 m1~~'U,'tilL"li'U,,r'U, fi L~d1:::iiflll3J~1\1'l~nlJL~ eJ'U,~\I 
'lJ 

2. 'VI,rl~'l'U,m1tl1lJ~1 (Adjustive Function or Need Satisfaction) 'Y1~'U,fl~~::: 

"lil £.JlJflfl~'l 'U,~1'U,nl1tl11J~1 'l iL-nl nlJ ~1l1~ LL1~ ~tl3JLL~:::i\lfl3J1~ tnln ~ lJflfl s iTn~:::~hn\li1\1 

~~tl1:::1£J-nlt'~~:::L~1lJ LtI'U,Lhim., LL~:::~:::-W~'U,l'Y1~'U,fl ~~13J LL 'U,l'Yll\1~fll ~11~:::~'U,tl\l~ eJlJflll3J 

~tl\lm1"lJ tl\l~'U,L~ L'7J'U, fl'U,~'U,m-neJ1Jm1~nM~1 Lfh L1£.J'U, L~11:::L ~tl11 m1~nMl ~\1~:::'7Jl £.J'liii 
'lJ 

3. 'VI,rl~LL~~\leJeJn~\I,hU£J3J (Value Expression) 'Y1~'U,fl~"lil£.J'lilJflfl~L~• 
LL~~\I eJeJn~\I,hU£.J3J"lJ eJ\I~'U,LeJ\I ~leJril\1 fl'U, ~iiflll3J6fitl i~rJ3Jln fi~:::LL~~\leJ an1~ urm'hinau 

2.3.4 m1Ln~'Y1~'U,fl~
 

tl1:::111L~nJ ~111rn (ell\1i1\1'l'U, eJlJ~1~lt' L~l:::~~~. 2542 : 20 ) L~n~11i1\1 ., . . 
m1Ln~'Y1~'U,fl~ tt\l 3 ~1'U,i.111 
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1. mdbn~'t1~Ufl~'Yn,,~hu. Cognitive Component ~1n~"'bb1~~e:J6J1u-nl~ 

lh::,)TJU UflflGl1Uimr~~"'~1'"'J biJU,)1U1U6J1n n1d1u1'b~fJlnU~"'b1'1~1'"'J it dJu 
q ~ 

~lUlh::n e:JU'Yl1"'~1Ufl116J1'''lI e:J",'t1~Ufl~ 
~ 

2. n1dbn~'t1~Ufl~'Yl1"'~1U Affective Component ~luth::ne:JU'Yl1"'~1uit 

i.~bbTi fl116Jiin'VI1e:Je:J1d6J nr¢l bUUi.tli.~lU~1UU1n'VI1e:JGlU (Positive 'VI1e:J Negative) 
~ 

3. mdbn~'t1~Ufl~'Yl1"'~1U Behavioral Component Udd't1~~1U'Yl1",i"'fl6J 
.ct~ ~ Q.oo ~.... • 

(Social Norms) ~::6Je:J'Yl1JWGl'Yl~Ufl~'Yl1"'~1UBehavioral Component 6J1n 

ue:Jn~1nd tld::.n1b~ru ~lddrn (2526 : 4 - 6) £l",i.~mhlii"'bb'VI~",~rh1i 
'" q 

bn~'t1~Ufl~~~1~tl! i.~bbTi 

1. tld::~un1dnrbuW1::mh", (Specific Experience) ~e:Jn1dijth::~un1dnr 

buW1::e:J rh", nu~",~ b~ fJlnU't1~Ufl~~U b-nu f:11 bd1 ijtld::~un1dnr~~1un1d~~~ e:JllUUflflGl'VIrt", 
q 

bd1~::ijfl116Jiin-ne:JUUflflGl~U 1U'Yl1"'~d",nu,y16J f:1~lbd1ijth::~un1dnr~hl~ bd1~nijbbu11 ,r6J~ 
~ q 

~::i.3J-ne:JUUflflGl ~U 
q . ._ I d Q.;f d .... _ 

2. n1WI~~e:J~e:JffldnUUflflGle:JU (Communication from Experience) 'Yl~Ufl~ 
q 

'VIGl1 fJmh","lI e:J",UflflGl bn~;tu~1n ~Glmd~~~ e:J~e:J ~1dnUUflflGl5u 1~ fJ bu W1::e:J ri1",[j",mdb1fJUl' 
q q 'IJ 

a ri1",i.3JbUUmcrrrs 

3. ~"'~bUUbbUUe:Jri1'" (Models) 't1~Ufl~U1"'e:Jri1"'bn~;tu~1nmdb~fJUbb]JU 

~1nflu5u nd::Ulun1dLn~'t1~Ufl~~1fJlnd Ln~,ru1~ fJ,rULLdn~1nL'VI~mdnrU1'"e:Jri1", UflflGl~:: 
q q 

6Je:J"'L~U11 ~flm~5uijn1dtllj~e:Jri1",h ,rU~e:Ji.tl~flflGl~U~::LLtldfl116J'VImrJ"lIe:J",mdtllju1i~u 

1UJtlLLUU"lIe:J"'fl116JL~e:J 't1~Ufl~ ~",m~1nn1dtllju1i"lle:J"'L"lI1 

4. e:J",fftld::ne:JUL~rJlnu~rnuu (Institution Factors) L-nU h",L1fJU ~mu~ 

tld::ne:Ju'Wn'Yl1"'~1~1 'VIU1 rJ"'1U~1'" 'J ~rnUUL'VI~1it~::LUULL'VI~"'~ 3.mLGl::mrU~ U1iLn~'t1~Ufl~ 
q 

n1dLn~'t1~Ufl~d'Jui"'~Ln~~1nn1dL1rJu1' ~1nLL'VI~",'t1~Ufl~~1'" 'J .yjije:Jri 
~ ~ 

mmJ1rJ~1n~.n11::LLl~~mJ u::~UUflflGl~n~::LL~"''VI1i",~~ 'J 1irlu-nl~ Lvle:J~uu~UU't1~Ufl~ 
q q 

L~hj~ii a riLL~l"ll e:J"'~Ube:J'"1iijfl111J~6JUdnrmn;tu UflflGl~::i~NU1~nd::'YhL~e:J'"1~n~::~e:J",~hit",ii", 
'IJ ~ q 

fl111J LimmrJu LLGl::i.~LmfJurf1~",rlUe:JriLL~1 1un1d1UU1n1d~1n miun L-nUrlU ~1uu1n1di.3J 
'IJ 'IJ ~ 

fle:J fJfhit",ii",n!l d::Lij fJU"lI e:J", e:J",~md LL~~::fhit",ii"'fl111Ji.~iLmfJULifJ LmfJU"lIe:J"'~ULe:J'" LuuiI~~ fJ 

~~ru bbGl::~~1 L'VI~it~"''Yh1iLn~fl116Jf'l",w a hLL~::fl116Ji.3Jw e:J h~ e:Jn1d1uu1n1dfl116Jf'l",w e:Jh 
'" q 

LUU't1~Ufl~ a ri1"''VIrt",~ ij in1=l'rn::LUUU16JlJdd1J i.3J fflmdf:l1J e:J", L':; uLiJudtl'11",i.~ n1d~ Ld1~::'Yld1U 
'IJ 

11UflflGliifl116Jf'l",w e:Jh'VI1e:Ji.3J ffl1l1df:l i",in ~ i.~~1nn1dLL~~'" e:J en ~", LU un1drJ1n~~::1~fl111J 
q 

f'l",wah 1~fJ~d'" LL~ fflmdf:l1c$l1~ fJele:J6J 1~ fJ1~~1nfl116Ji'~n'VI1e:J fl116J~ ~ b':;U'i)1nUflflGl b'VI ~1it 
'IJ q 

'" • J 

mdbb~~"'fl116J~ ~ bV; UUU'i)::~e:J", ~d",nu fl116JiinYi Lb't1'i)1", 6fi"''i)::ffl mdf:l1~ fl116J~"'We:Jh i.~ 
'IJ 
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2.3.5 m1LtJ~tJ'\.ULtJ1il.Jn~UfI~ 

11~UfI~ LiJu~.J~ LtJ~ rJULLtJ1il..:lL~LL1il::trm~Hu.::~L iJm'41illlin (Dynamic) ms 

LtJ~tlULLtJ1il..:ln~UfI~ ~13J11tlelTIU1tJL~~1tJYlt']1i~m1'LtJ~ L~LLfitlULLtJ1il..:ln~UfI~ 2 'Y1tl1i~ 

1) Y1t']1YDfl113JL3.i ft.J1el tlnutl el..:lflll3J~~tI el..:l Lvi~~.J Llil elf (Festinger's 

Cognitive Dissonance Theory) Ly.j~~.JLIilelfLLft::fI1fft~ijn ~el..:lm1~WVI111 L~m11~el..:lm1' 

LtJ~ tJULLtJ ft.Jn~ufI ~tI el..:lUIil LIilnlJflflftLtJlUn~'Y11..:l~~el..:l rrrr L1'1f111'';l:::i~ L~Uel ~IlTY\lm1'm1 U 
\ 

«n1Ym::1~1J1.J rielU~UL1'1~el.Jnnu«n 'lYm:::n~UfI~~.JL~3Jtltl.JUflflft«U LL~1~..:linlil.Jl~m:::ih 
\ 'II 

lun~m..:l~,y~n1J'n~UfI~L~3Jlu~~~ml3J~ntl11illil::Li)~ml3J~tl~f1~tl.Jnum1'n1'::'Yhnil.~hui«u 
\ 'II 

'VI3J1rJfl113J':h r.rtlninlil.JLtJ~tlUn~ufI~1'V1llLL~1 (LL~..:l~~rr thtl1..:l~nft, 2531 : 209) 
~~ ~ 1 ~ 

2) 'Y1t']'IY~f1113J~3J~ft"llel..:lLe1L~tlf (Heider's Balance Theory) 'VI~tl 

'Y1f1'IYDml3JLitl~f1~el.JYl1..:lfl113J~~(Cognitive Consistency Theory) Heider mh111 Li3J1:an 

lui.Jfl3J'VI~tlmi3Jl~ 6) n~l3J ti1iifl113Jii'n~tl~f1~tl.Jnumi3JL~ell~ Uflflft~tl..:lLtJ~ tJULLtJft.Jflll3J~n 
\ 'II \ \ 'II 

L~3J1'VI1tJ ~tl~f1 ~tl.Jnun ~3J L~ tl«un..:llil:: mi~1£J n UL~ L"liu tl1Uflflft'VI i1.J"ntlU~I\l:: smhn LLIii L~ tl 
\ 'II ~ 

LtJmilun ~3J"nU~~::tl1~ii-;)::~tl..:l"1ltlU~::tl1~~1£J ~.JI\l::tl cil un~3J"nu«Utl ci1..:liifl113JW1J (LYiruLLti 
'U q "U ., , "" 

~7~Y1TInft, 2538 : 13)
\ \ 

.. .r.. J ... "I tJ""' ... .. A 
'Y1 r]Ml) U3J'Y'l U]l U3J11il1 n n11'3J"n1 ~ n Gl Lntl el.Jms "U~1"l1 ih'l3J"t1itl "ll.J 

Li"tJ113JU1irfl1l ~3J1"tllil :::Y1uliitl~.J~ LtJ~ tlULLtJ ft..:l,y~ LLrj'..:ll~'VI3J ~Lil Lrlarrn ::'Y1l..:l~~h-dlil::1111~ 
\ \ 

Lf1~~..:lLitl.J~.Jdlu~1Uflflft ~tl m::~u1iUflflftt!uiH11ilm13Jtlci1..:l1~tl r.h.J 'VI i1..:l (Activate) LLft:: 
\ \ \ 

ltlY11.J (Direct) 1~~f1f1ft«uiitJ~n1tJ1LtJlu'Y11..:ln~1~n~'VIi1.J oB..:lm1111nliln1'13Jt!u ') -;)::1111~ 

I1l1:::ml3JL1I~ltJhrrULn~-;)lnml3J,y~LLrj'.:Jtltl..:lml3J~~ft~ft.JL~ tl1-;)1~mtJ~ tJULLtJGl.J'V'lr] ~m1'3J 

tlel.:J~U'VI~tl1~rJm1LtJ~tJuLLtJft.J~.JLn~~el3J111rJ lu (Psychological Environment) rrUL~LLTi n~ufI~ 

LLft::m"1ui''VI~tl LtJ~ £.JU~..:l LL 1~ ~el3J111 £.JUel mllUflflft 
'II ~ 

2.3.6 n"::Ulum1LtJ~rJun~UfI~ 

m1LtJ~rJULLtJft.J"lItl.Jn~UfI~Ln~;tuL~LtJU~elU~L~tl3J1rJ.JnuLiJum::Ulum1 

LflftLL3JU (Kelman) L~eln-1J1rJii.J m::Ulum1Ltl~rJmLtlft.Jn~UfI~lr 3 tJ1::m1 

~tl tJ"::1l1LYiru.. ~111m (eil.:Jn.:Jlu tlUft1~," L-;)l::~~~, 2542 : 22 - 23 ) 
~ ~ 

1. rrnu el3J~l3J (Compliance) Iil::Ln~;tuL~\~ tlUflflftrJ tl3J1U~.J~ijfl'Y1TI'Y'lft 
\ 

Iii tl~1L "lI1LLft::L~ el1l,ml.:JIil::1iLn~f1113J~.J'Y'l tllIillil1nu fIf1Gl'VI1tl ml3JUfI f1Gl~ iifl Y1TI'Y'lft«U m,,~ Ltil, ,., , 
rJtl3J111~13J~.J~el tnn1~Ltl111lt!UL1Il "liLtil L~tl'VI1m ~U~l tlnu~.J«u L1JUL'Y'l11::LtI1f11~'VI1.J11 

LtlT;J::L~7U11.Jlft'VI1tl utl3J7U,nnflU~ulum"L~U~1 mLft::'Yh~l3J 
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d d d ~ 6"d A J' a 
2. nT~L 'YH~JlJ L~H.h1 (Identification) n11LfHJ'U.LLlJlJLtJ'U.ll11::nTHl.l,'YlLn~"lJtlUltJ 

lJflfl fl rJtJ1I1lJ~\lLfl'v\1tJ~\ln1::~'U. ~\ln11rJtJ1I1lJd'LU'U.~fl1l1,;)ln~ L"lJl~tJ\lnl1~,;):: ~fl\1 fl1111 ~lIvr'U.TI 
q q 

~~ 'VI1tJy.j tJh1::'VIil\1i1 nn LLfl::lJflflfl 
q 

3. nl1rJEl1l1lJL,]llJll1u1'U.~'U. (Internalization) n1::lJ1'U.n11Ltl~ rJ'U.LLtlfl\ll1~'U.fl~ 
.J' A.J' ~ I a .t. "" Ad ..... .,ciA A a I ..... a a A ..... 

LLlJ lJ'U.';)::Ln~"lJ 'U.n ~ El LlInufl fl fl'U.'U. uEl1l1lJ~\I nun 11 El 'Yllly.jfl L'VI 'U. El n11 El'U.~lJL'U.El\l1l1 ';)1n ~\I 'U.'U.~1\1 
q 

nlJfl1111~El\lnl1111rJ1'U.i1lJflflfllf'U. ~1\1nlJ~hii.rJlI ~1\1nlJfl1111~El\lnld"lJEl\lL"lJl';)lnn11El rh111n'U. 
q ~ 

1'U.~\lflll,;)::~El\lii rmusn Ltl~ rJ'U.l1~'U.fl~ n'U.LEl\l ';)lnn11Ltl~ rJ'U.LLtl fl\l'Yll\1 ~\lflllYii1~uflflfl~El\l L~:aw 
q '" 

iJ W'VI1L'VI~n11nr~1\1 ') 1I1n1l1 rJ lJl\1fl'U.Ltl~ rJ'U.LLfl::1lJl1r1'U.fl~,;)lnlJ flflfl~ 'U.l~~l u LL~lJl\1fl'U.L tl~ rJ'U. 
'" q q 

l1~'U.fl~ tnn ~ tn m1l11~\ll1r1'U.fl~L~ lI"lJtJ\I~'U.L El\l l1r1'U.fl~"lJncu
q 
flfl fl L~ tJ Ln~;]'U.LL~ln\l LL3J';)::L tl~ rJ 'U. 

mmL~n~1I11mtl~rJ'U.LLtlfl\lhi1~rJi1lJflflfl ernurrnnl "lil1~1 nl1"1l'1'U.L~El LLfl::~\I~l\1 ')
q 

~Yill~L n~nl1rJ El1l1lJ1'U.~\l1 'VI 1J ') If'U. El1';)';)::iifl1111~lIvr'U.TInlJ~hii.rJ 11 L~ 1I"lJ aeu
q 
flfl fl'VI1El El1';)';):: 

Ln~,;)lnnl1rJEl1l1lJ1~rJnl11T\I~lJfhu'U.l~ L-n'U. nl)'VIlIlrJ ,)tJ1T\I~lJ uluinu LLfl::LL~'U.\ll'U.~l\1') 

\ll'U.lJ1n11nL-n'U.n'U. ,;)::~El\lii,] El1T\I~lJ nl)Lnm.'t1 LLfl::'U.lrJlJlrJ~l\1') ~~El\ll~~1lJlJ1n111111ilJ1n11 
~ . 

mh\l ,m~El\l u~1l1111 L~lI nrnn LLfl::L U'U.ltl~ll1'U.lrJlJl rJ"lJ El\l ~rn1T'U. ~\llJl\1 El ril\1 El1,;),;)::~11\1 
~ q 

fl1111i.1J~\ly.jElh 1~nlJ ~1I1~~~ElnLU'U.ltli.~ nl) mm.'t11::LU rJlJ']El1T\I~lJ~l\1 ') ~LHj\lfl1~Ln'U.i.tl 

El1';)Yill~~1lJlJ1nl1Ln~fl1111i.1J~\ly.jElh LL~lJl\1fl'U.Ell,;),;):: Ln~fl1111~\ly.j Elh Ly.j11::~~il LU'U. 
~ 

n11~::~ln~tl~ lMsnun l)1::LU uu LLfl::'1nfl'U.~tJ\ltl~lM El ril\1 L~ rJ1n'U.'VI 1I~ ~\I LL~~\I El Elnn\lfl1111 

~~1l1111 fl1111 L~lIElll1fl i.1J L~ Elntl~lJ1i LQy.jl::fl'U.1~fl'U. 'VIrt\l 

2.4 nl11lJ1 
~ 

.... .., A .dA d 6"d ..........
 

2.4.1 n111lJ1 (Perception) 'VIlIlrJfI\I n1::lJ1'U.nl1'YlEl'U.'Yl1rJlIn11~1Ir-J~n11 
~ 

uil fl fl1111 ~\I ~tJ \IEll ~uEllrJ1::1'U. nl1~11 ir~ nl1LLil fl fl1111 use tl1:: ~'Yln-ll1y.j"lJEl \I~1I El\l1111-#\I 

tl1::~lJnl1rnL~1I"lJtJ\llJflflfllf'U. ') 1'U.nl1L,)1hfl1111'V1111 rJ~\I L11~i.~~1I ir~ LU'U.nl1~~~Eld::'VIil\1 
q 

a'U. 'Yl1~LL fl:: ~\I LL1 ~ ~eu LU 'U.L~El\l"lJ El\l~1I El\l~ Ln~;l'U.1'U.~llJ fl fl flll1 u'VI ~\I ';)1n ~i.~1lJ nl1~11 ir~ 
q 

n1::lJ1'U.nl11lJ1Yil1~lJflflfl'Yl11lJil~'U.iifl1111~lIvr'U.'rfnlJlJflfl El ril\1i.11Jl\1 iJW'VI1"lJ El\ln11fl ~'U. ') 
,. II .. Q,I 

1lJ1M1 El ~\I~l\1 ') ~1I1n1::~'U.Ellm::1'U.n1TIlJ~\lL~ mn'U. LL~n11l~~EllJ,;)::i.1J L'VIi'i El'U.n'U.1'U.LL~fl::fl'U. 
~ q ~ 

I A"" t.t.,J' A 
LL~ fl:: L1fll 'Yl\l 'U.Ell';)L'U.El\l1l1,;)1nlll1'V1fl\l"lJ El\l LL~ fl::fl 'U. 

~ 

2.4.2 El\l~tl1::nEllJ"lJEl\ln111lJ1 
~ 

1) nl1L~tJn (Selective Perception) LU'U.n1::lJ1'U.nl1riElrJl'U.nl11lJ1 
~ 

"lJm.::1~"lJ m.::'VIrt\ll~ mU'U.nl11ifl1111G%1ii.ni1 L-rimEl1h l~~El~\I L11l 'U.ll11::LL1~~Elll"lJ m.::lf'U. 

2) nl1~~'VI1I1~'VI1J~\lL11 (Organization Perception) Lu'U.n';)n1111ciElrJl'U. 
~ 

n1::lJ1'U.n111lJ1 1~ rJ~1lJ1~lLii.'U.nl1~~1::LU uu1iLLri~\lL11~ vmi.~1lJi.l L-riEll'VIl~111y.j11lJ utJ~ 
~ ~ ~ 

~1 mLrlnl1,;)~~~1 LLfl ::nl1Th'VI 'U.~fl1111'V1111rJl ~L n~fl1111 L,)lh 1'U.n1::lJ1'U.nl1d"El1';) Lu'U.nl1li 
'VI~nnl1~~n111~L1J'U. "111y.j'VI1El~~ L~'U." (Figure) LLfl:: ..yf'U.'VI1mh'U.tl1::n ElU" (Ground) 1111-#\1 
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~~n~u') ~n L"lium11~w.n3JWl~qj~fl~'1L~mimJ Ul3J11~Ln~m11h::wmn~3Jn~UrlUL']lLUU 

"lll'Yfi'Ui'113JrJfl~" (Percept)
'lJ 

3) m1~Yl113J (Interpretation Perception) LUUn"iln113JciflrJ1wffu"1.Ifl'lm1 

~~~uh~1fln111iL~~~~ fl1"ilLUUn111i~~n "n11L-nmJL~rJ'I" (Identification) ~fl m1L-nrJ1J• 
~'1 L111~11rl1J~'1 L11 Lri1~ LYl rJ"il~,j1 j,iLL~l Lyj fl~U ~lli113J"l11 ~"1.Ifl'l3Tu~13J~1l11::~ LUU"il1'1"1.1fl'l~'1 

L11,xU') elu"il::.yh1~~11JLn~Yl113JL,]lh1uYl113J"il1'1"1.1fl'l~'1Li'1,xULfl'l Ufln"il1n,xUfl1"il1i~~n "m1 
'lJ 

lh::LijU,h" (Evaluation) ~lrJmhl~fl Lrimn1JYl113JL']lhj,~LL~1 j,1111"il::tl~~1fl~~ ~11J1"il::ij 
CI '\I '\I '\I 

m1~m\l"hj,1J~lrJ L"liU ~nl1~''1,xWU.1~'1~~1''il ~1fl~'1,xWu.1~~m~rJ'I LUU~'1elU~11rJ U1Lrifl 
• 'lJ 'lJ 

~1fl1J1'1n1rn~11J1fl1"il"il::l1'1 h Luun ~1'1j,~ ~ aj,11 ij n111J1::Liju,h~ULfl'l 1~ u LQvn:: ~'1 L11~ 
'lJ 'lJ 

Yl~3JLYl1fl LL~ti11~Yl113J~n-#'1'Yl1'11Jln LL~::'Yl1'1~1JL,]1 j,1J'Y'l1fl3J ') rlU ~ fl~'1L11elUwct'l~11J1cifl3J 
CI '\I '\I '\I 

Ln~Yl113J-n~LL£J'I1uh i1J~U LL~::'1U'I'Ij,~• 
aci1'1j,1n~13J Lri a1JYl Yl~ ij n1::1J1Un1111J1'YlmTu~aULL~l L"1.I1 cia3J Ln~ 

• 'lJ • 

Yl113J L,]lh ~'1 L11,xUj,1J~13J Lfln~m~.cl"1.l fl'l~11J1~1 rJ~lU wct'l LL~n1111rJ'I1U1~YlU~U 'Yl111J,xU 
'lJ 'lJ 

fl1"il"il::~1'1~13JYl113J L,]lh ~lU~1~1flijn11n kun1fl'l~~ u1J ~'1 L~rJri uuj,~ ..r'ldLL~lLL~ ~~iJqj qj1 

LL~::1JYl~nIl1'Y'l"1.lfl'l ~11J1LL~::fl'l~1J1::nfl1J~U ') ~n 
• 'lJ 'lJ 

2.4.3 1J1::LIl'Yl"1.lfl'lm111J1 
'lJ 

n1111Ji'"1.Ifl'l3J~M6 uiicaaruilu 2 ~lu1~qj ') ~fl (LL~'1~16 Wlfl1'1~~~, 

2531 77) 

1. m111J11~tl (Object Perception) LtJum111Jii'lL11~j,11ijiii~LtJU~lu1~ru 
'\I 1 '\I QI ., 

L"liu ~u ~u U1 ~3J j,v-l 1l1'Y'l~1'1 ') 113Jii'l~uj,3T 

2. m111J1~lrJ1JYlYl~ (Person Perception) LUUmTI1J1fl'l~1J1::nfl1J~lU1JYlYl~ 
'\I CI '\I q 

..r'l"1.l fl'l~ULfl'l LL~::"1.I fl'l~llu n~ 3Ji'lfl3Ju~::n~3Jli11uli113J L~~m1cl~'1 fl1"ilLtJU,]au~i~ L"ilU~1fl j,11
'\I q q q '\I 

nj,~ ~'1'Y'lfl"il::,j1LLUn 3 ~lU ~fl ~lumrJIl1'Y'l (Physical Dimension) L"liU 11Ji1'1 ~ ~3J ~~1 
'lJ 

11J~,r1 ~~~ 
.., A ..... I d..... A..... .., 

~lU'Y'ltl~nTI3JflU~flm~nMm::U~rJ"1.Ifl'l~LL~~'1flfln(Behavioral Dimensiontrait)
'lJ 

L"liU ~3J~11U ~3JLL~rJ ~3JLm:: L~UL11 'Y'l~i1 n1::Y11flci1'11ULL1'1 LtJU~U 
'lJ • 

~lun11LL~~'1 fl arui'l1Jlli3J'Viuf (Interpersonal Dimension : Interaction) 

Yl113JLm1'Y'l LtJU~U 

Li'ifl'l"il1nfl113J L1J~ rJULL1J ~'1 L~ rJlrl1JYl113JL,]~Ih L~ rJlrl1Jn1111J1 LtJU~~elU 
'lJ 

Li'ifl'lm"il1nn11~LL~~::YluijYl113JLL~n~1'1rlu1u1JYl~n 'Yh-n llii~~'1 n11L1rJU1 LL~::1J1::~1Jm1cl 
• 'lJ 'lJ 

1Ufl~~ ~'1,fu iJ"ilirJ~ija'Yli'Y'l~~flm1-W"il11rn,1rl1JYl113JL']11"il "il1nm111J1"1.1fl'l1JYlYl~ ~'1LL~n~l'1rlU 
'lJ • 

'Y'lfll.n"1Jj,~11 mTI1J1LtJU~lu1mliLn~"il1nl~tl Ln~"il1nm111J1'Yl1'1mrJ m1LL~~'1flfln1u11JLL1J1J~1'161 
q ClJ QI q '\I 'U J 
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L"Iiu fElu 'VIU11 L~1J1..h~ fEl.:Ji.'" ~lL~l:; n1~LL~~.:JElElnn.:JVH1~n~~1I"lJEl.:JUflfI~tofU') ~.:J~ElloJ• 
L~un.:J«m~rn:Ui[J"lJEl.:J~LL~~.:JElElnll3jfll111~.:JVmh 3jfll111El~'YlU'VI1Eli.~~.:JYlElh1U~1l11:;LLl~aau 

'lJ 

tofu') i.~mh.:J~ 

lAJ .ell '1'l~1 t,I

3. nT'ift".i'''f)';n3J'n'''t''Hl L';) LlIIUnamn (Customer Satisfaction Measurement) ..
 
fll111~.:JYlElhJ"lJEl.:J~mr1 (Customer Satisfaction) ~El n1~lh:;LijU~~Lf1[Junu 

'lJ • 

lh:;~un1~nrl1~ 'VI1Elm.i1.:JUEl tlLf1 [JlJLrhnu~.:J~~El.:Jn1~l"'lh:;Liiu (LitmllLnm~ ~l Ln~[J.:J, 

2542 : 14) i.~LLtl.:J~:;c;lUfll111~.:JYlElhJElElmtlu 

1. fll111~.:JYlElh~m:;uu (System Satisfaction) Ltlum~l..h:LijU~.:J~i.~i'Ul..h:;1[J"llU 

'I1n~:uum~~~1~ 

2. fll111~.:JYlElhJ~ElEl.:J~n~ (Enterprise Satisfaction) Ltlun1~lh:LijU~.:J~i.~i'U'lln 

~:;uun1~U1'V11~ 

3. fll111~.:JYlEll'11U~U~lLL~:;u1m~ (Product/Service Satisfaction) Ltlum~lh:Liiu 

tl1:;1 [J"llU~i.~i'u '11n~: UU'11n ~U~1'V11ElU1n1~Lit Yl1: 

"lJ rn:L~[Jlnu i.~LLtl.:Jfll111~.:JYlEll'1"lJEl.:J~n~:J (Customer Satisfaction) ElElmtlu 4 

1. fll111~.:JYlElh~iimh:;1[J"llULtluW1iqj (Utility Satisfaction or Need) Ltlufll111 

~.:JYlElh~di~;fu LdEl~U111lfl'VI1El~n~1i.~i'ulh:;1[J"llU'I1n~mi1'V11ElU1n1~ "YlElL~[J.:J" ~Yh 1oJ 
'lJ 'lJ 

U~~~fll111 eiIEl.:Jn1~"lJ El.:J~u111lfl'VI1El ~n~l 1~ [JLf1[JU LtlUfll111~El.:Jn1~~U;i1U~111,hc;lUfll111 
It .... 1J .u 

.
~El.:Jn1~ 5 "llU"lJEl.:J Maslow 

2. fll111~.:JYlElh 1u~lu~~i'Yl[J1LL~:i.:JfllI (Phychosocial Satisfaction or Want) 

LtlUfll111~.:JYlElh~ Ln~;fu LrimrU111lfl'VI1El~n~1i.~i'1J1.h:1[J"ll1! 1~ tILf1[JuiJ'I-;l[J'Yl1.:J~~i'Ylm 
'lJ 'lJ 

LL~:i.:JfllI~U~~~ n.:JLm[JULf1[Jui.~nufll111ei1El.:Jn1~"lJEl.:J Maslow .ffu~ 3 LL~: 4• 
3. fll111~.:JYlEll'1~Ln~'I1nn1~lm[JULf1[JU (Balance Satisfaction or Expectation) 

Ln~ LriEl~.:J~fl1~'VI1.:JriElUi.eiIi'U'VI1El;A'El (Pre-purchase Expectation) i.~i'uu~~~n.:J 'VI1ElLnU• , ... .... 
nl1'Ylm~'VI1.:J 

4. fll111~.:JYlEll'1mll~mUm~nr (Situation Satisfaction) LtlUfll111~.:JYlEll'1~ Ln~;fu 

LitYl1:LLUU L"Iiu 3jm~u.:JiU~l [JL~ ElUi."lJ~ ~El.:Jm~'VI1El Ln~'I1nm~t1i'u LtI~ [JUT11111"llElU"lJ El.:J an~1 
'lJ 

~h:Yl.:JM L\tmll~~:i'~u (eJ1.:Jn.:Jlu LitmllLnm~ ~lLn~[J.:J, 2542 : 13 - 14) i.~ 

n ~11n.:J ~lutl~:n ElU'Yl1.:Ju1n1~i.l11 ~lutl~:n ElU'Yl1.:Ju1m~ (Service Mix) ~ El U~~~liJ'iij-;l [J~ 

LtlUEl.:J~t1~:nElU"lJ El.:Jm~u1m~ 1~ ') ~3j~~eiI1uT1rn1l1Yl"lJEl.:Ju1n1~,fu ') LL~:El1'iij"Iil [J~f1.:JT11111• 
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~..1YH) h'VI1mitl1~di~fl113Ji,li~..1'Wtlh 1'U,~1 tJ~1"lJ tl..1lilml1,x'U,i,~ ~13J1dmLtl..1u';)itJ L'VIfhii."i.~ 
'Il 

uaruilu 3 n~3J1'V1qj 'J ~..1d 
1. n~3J~ij~lilritlWrlJlJ1n1d (Pre-Service Factors) 'VI1tl (Pre-delivery) i,~LLri

• 
111'W'W';)U n~~i'W'yf .:amfftJ..1"lJtl..1lJ1';'Y1 (Company Image) fl113JL.:atlfitli,il1..1hi,~"lJtl..1lJ1';'Y1 

(Creditability of Company) f11lJ1n1d f111i,hm~tl"lJtl1lJlJ1n1d(Cost of Service) fl113JLLUliln 

1'V1li"lJtl..1lJ1n1d (Creditability Service) 

2. m:l3Ju';)itJ~ij~lil"lJrn::1lJlJ1n1d (During - Service Factors or During-delivery• 
Factors) i,~LLri fl113J~::~lnm.m.J"lJrn::1ilJ1n1d (Conveniency) fl113Jr:m~tl..1LLli'U,£h1'U,d1 tJlil::L~hJ~ 

'Il 

,T'U,~tl'U,lJ1n1d (Correctness) mm 3J1dm'Y1~~..113J"lJtl..1~1~lJ1n1d (Courtesy) fl113JcnlJcntl'U,
'Il 

ti..1 mn1'U,,T'U,~ tl'U,1lJlJ1n1d (Complexity) fl113JUd::ru.~lJTI,;)..1LLlil::YHi~ tl'U,"lJ rn::lJ1n1d (Carelessness)• 
1Jij tl 1JijUqjqrILLlil::fl113J~13J1df:l"lJtl..1lJ1n1d 'VI1tl tl..1~nd~ ~lJ1n1d,x'U, (Competence) 

3. n~3Ju';)itJ~ii~lil'VIt..1n1d1lJlJ1n1dLL1.h(Post-service Factors or Post - delivery• 
Factors) fl113J~tl~flr.ttl..1nlJfl113Jm~'VI1..1"lJtl..1liln~1 ri tl'U,m1Ulnn1d (Conformance to Customer 

'Il 

. r... A .... 

Expectation) fl113J~3JlJdrnfldlJf:ll'U,"lJtl..1lJdn1d (Completeness of Service) fl113Jfl..1L~'U,fl..111 
'Il 

~1'U,flrnll1'W"lJtl..1lJ1n1d (Consistency of Service Quality) n1dunlJ'11~tlfhftl..1b1tJ'U,,;)1nliln~1
• :.J 'Il 

(Complaint Handling) fl113J~3Jf1~1 L~ 'U,'VI1tli,li"lJ tl..1lJ1n1d,x'U, ('VIt..1,;)1n lil n~1i,~1lJlJ1n1d,;)'U,fldlJtil'U, 
• 'Il 

LLr.tl) (Cost Effectiveness) 

LL 'U, 1~ ~ L~tl..1n1d~f1..1fl113J~..1'W tlh 1~LLrililn~1 i~11Lu'U,LL 'U, 1~~~ LU'U,Yi''U,~1'U, ~ ~~ 
'Il .. • 

LLlil::r.hiru~~~"lJ tl..1fi~l La3J "lJ rn::L~ mn'U, fhU'U,LL'U, l~~~f:ln'VIlil..1~3J i,~J1 tJ~ ~~~1 u 
cu 1 CU 'I 

t~tJ~1i,un1d~n~1L~tJlnlJfl113J~..1'Wtll';)~n';)::~n~11'U,111'W~tl..1ij~ ~tl ij~fl113J 

~..1'W tlh"lJ tl..1erU n-m; LLlil::ij~fl113J~..1'Wtlh"lJ tl..1 er1lJlJ1n1d1'U,n1d~n~1flf..1dLu'U,n1d~n~1 ij~ 
'Il :.J 'Il 

fl113J~..1'W tIh"lJ tl..1er1lJ1J1n1d ~..1ii ern~11n..1 LL'U> 1~~it1.1Luw;h'U,1'U,m n L"lf'U, 
'Il 'Il 

';)tl~'U, ~. ijmlill1 (John D. Millet el1..1n..11'U, ';)ddm ID'Wd, 2537 : 17) i,~n~11ii..1 

fl113J~..1'Wtlh 1urrn1~lJ1n1d (Satisfactory Service) 'VI1tlfl113J1.fl3J1df:l~,;)::~,;)1drn111 lJ1n1d 

,x'U,LU'U,~'Wtlh'VI1tli,li t~tJl~,;)1n 

1. n1d1~lJ1n1dLYi1LfitJ3Jn'U, (Equality Service) ~tln1dl~lJ1n1d¢lijfl113JtJ~lidd3J•
 
L~3J arna useL~3J tl'VI,x1
 

2. n1dl~lJ1n1ddl~L11~liltl~Lllil1 (Timely Service) ~tln1dl~lJ1n1d~13Jtn~rn:: 

fl113J-;11 LU'U,1lJ ~h'U, LLlil::fl113J~ aerm 

3. n1dl~lJ1n1d~mn'Wtl (Ample Service) ~tln1dl~lJ1n1d~3J1n'Wtll'U,~1'U,~f:l1'U,~ 

lJfllil1nd LLlil::l~~ElUndrn 

4. n1dl~lJ1n1dtlci1..1~mrttl..1 (Continuous Service) ~tln1dl~lJ1n1d~~~1L~3Jtl 
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5. m11~lJ1m1~ijfll1~JflTJ'VIUl (Progressive Service) ~El m1~~'U.l\11'U.lJ1m1 

'Yll\1~l'U.lfhnrn LLi:l::~ rn111'\All~ijfl113JL,;)1qjnl1'V1Ul Ltl L~mJ 'J 

'\All11"U11111'U. (Parasuraman and Barry, 1991 : 254) mhT;h fll111~\I'\AlElh 
'IJ 

'VI1I1[Jf1\1 fll111~\I'\AlElh~Elm1lJ1m1 (Satisfactory Services) 1~[J~n'Mlfll111~\I'\AlElhLi 10 

il ... ..r 
1::m1~\I'U. 

, 
1.1 fll111tliilLtlllEl 

1.2 fll111~\I'\AlElhl'U.~'U.~lLLi:l::lJ1m1 

2. nl1~EllJtl'U.El\l (Responsiveness) 

2.1 fll111L~1I1';)~';)::1~lJ1m1 

2.2 fll111'\Ali'Elll~,;)::1~lJ1nl1LLi:l::El.y;~L1i:ll 
q
 

,::::lI .c:a. I I I &II
 

2.3 lInl1~~~ElElm\l~m'U.El\l 

2.4 il 1ilJ'1l~ mrlilJ1nl1LtI'U.mh\l~ LLi:l::ij1l1~1~1'U.L tlll El111fl LtJi\lltl 
~ 'IJ u 

3. fll111tll1111rl (Competence) tl1::nEllJ~l[J 

3.1 fll111tll1l11rllurns1~lJ1nl1 

3.2 fll111tll1111rll'U.m1~Eltll1 

3.3 fll111tll1l11rll'U.fll111¥hnnl1~1~lJ1nl1 
'IJ 

4. nl1L"1Jlf1\1lJ1nl1 (Access) tJ1::nEllJ~l[J 

4.1 milJ1nl1L"1Jl1i'VI1El1lJlJ1n11L~tl::~ln1::LU[JlJ.ff'U.~El'U.'1.1lfll1111n1l1 [J';)'U.
'IJ 

4.2 mi1J1nl11iL1i:ll1ElflEl[JUEl[J
'IJ 

4.3 L1i:ll~1~1J1nl1LtI'U.L1i:ll~tl::~lmh'VI11Jmi1J1n11 
'IJ 

4.4 nl1~~tlrll'U.~1~1J1nl1tl::~ln tll[J\lll1 

5. fll111tl111'\AlEl El'U.L[J'U. (Courtesy) ihen El1J~lt1 
q 

5.1 m1LLtl~\lfll111tl111'\Al~Elmi1J1nl1 
q 'IJ 

5.2 1~m1~El'U.11J~L'VI1I1::tlll 

5.3 ~1~lJ1nl1ijlJfl~n111'\Al~~ 
'IJ q 

6. m1~Eltll1 (Communication) tl1::nEllJ~l[J 
~ A.J' cv .cll. 

6.1 urrrssn tll1"lm';)\I"lJ EllJL"lJ~1 uses n 'Mrn::\I1 'U.lJ1nl1 

6.2 ~nl1ElTIlJlt1"lr'U.~El'U.l'U.m11~lJ1nl1 
, , , 

&!Icv6' .e:t. d d I~d 

7. fll111"UEl tl~ £..I (Credibility) fl rn111'\Al"lJ El\l\ll'U.1J1nl111fll111 L'Yl £..1\1 ~1\1'U.l Lnan El 
q 

8. fll111~'U.fl\l (Security) tJ1::nEllJ~l[J fll111tJi:lEl~.n [J'Yll\1n1[J111'\Al L"li'U. Lfl~El\lii ElEltJmrn, 
9. fll111 L"1Jlh (Understanding) tl1::n EllJ~l £..I 
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9.1 nT~L1t1'U,1mi'IJ1nT~ 
'lJ'lJ 

9.2 rrn1i¢ll LL'U,::Ul LL~::LEn h 1~LLf\mi'IJ1nT~ 
'lJ 

9.3 nT~1ifl111J~'U,hLLnmi'IJ1n11 
'lJ 

10. n11~11"l~"IL1T~i'IJli1Eh'll.li1 (Tangibility) th::na'IJli11t1 

10.1 n11Len1t11J1~enatln1rn 1i'Y-l1a1Jtnvl'f'IJ1i'IJ1n11 
q q 

10.2 n11Len1t11J atln1rnL~ aEh'U,1tlfl111J~::en1n LLn mi'IJ1n11 
q 'lJ 

1. ~'113J\II3Jl U1H)\l n"iu~n"i 

nl1'IJ1nl1 (Service) LtJ'U,n'ln111JV\1an11n1::rh~mi'IJ1nl1~"I1Ja'IJ1iLLn~1'IJ'lJ1n11 
'lJ 'lJ 

1entl~mi'IJ1nl1iifl111Ji"l1'l~'l::~"I1Ja'IJ'lJ1nl1,x'U,') n11'IJ1nl1'V11Jltlt1"1 ~~~i1J~~i'IJ~a"ll.~tlln 
'lJ 

LL~::~ru~~ltl'VIltll.tll.~Jltl nl1'IJ1nl1~1Jl1blrll"lit'U,1enml.Ji'IJ1nl1·YhL~a~"I1Ja'IJnl1'IJ1nl1'Vlit"l" 
CU" \J J 

1iLLnq1'IJ'lJ1nl1 nl1'IJ11Ilfl'VI1anl11i 'lJ1nl1'l::Ln enit'U,1'U,'Yl'U,ti~ii rrnli'IJ1nl1,x'U, ') 'VI1mn a'IJ'l:: 

'YlwYi'Yl'U,1en~iin111 i'IJ1n11Lnenit'U, 

nl1'IJ1nl11enmf1I.tl~"Iiimu.~myru,::~tn~rumj 4 ihems (1'Y116 ~1J::1"1ffl~, 2542 : 
q QI\J 1.1 

202) I.~LLn 

1. n11'IJ1nl1LtJ'U,L~a"l~i1J~~i'IJ~a"ll.~mn 

2. n11'IJ1n11LtJ'U,n'ln111J'VI1an1::'lJ1'U,n11~ mrta"l"lJ a"ln'ln111J~1"l ') ~ mi'IJ1nl1 
'lJ , 

o A I , ......, A 

merru'Y-la~"I1J a'IJ LLn~1'IJ'lJ1n11 
'lJ 

3. nl1'IJ1n11Lnenit'U,LL~::bln'IJ11Ilfl1 'U,"lJru,::L~ mn'U,L~ u 'VI1mna'IJ'l::1'U,L1~lL~ tl1n'U,
'lJ 

(~aiin111'IJ'lJ1nl1'Yl'U, ti~iin111 i'IJ1nl1) 

4. ~mil'VI1a~1'IJ'lJ1nl11ifl111Jtn~run'IJ "n'lm11J" 'VI1a Irn::'lJ1'U,nl1'IJ1nl1" 'VI1a 
'lJ 'lJ '" 

"'Y-lf]~n111J" "lJ a"l mi'IJ1nl11Jlnn11~"I~'U, ') LL~::1'IJ1~1 tlfl111Jmn'Yll"lh1Jlnnl1 
'lJ 'lJ 'lJ 

i"l,x'U, ¢lll1 "fl111Jtl1::'Yl'IJh" ~"Iiifl111Jtn~ruL'VIita~'''I~'U,1en~a~1'IJ'lJ1nl1 fl111J 
'" 'lJ 

tl1::'Yl'IJh'VI1afl111J~"I'Y-la h 1'U,nl1'IJ1nl1 ~"Iiifl111Ji1J-w'U,fn'IJfl rurnwn a"lnl1'IJ1nl1E1 cil"lfl"l LL~:: 
q 

I.~ii mi¢lTUm1J"lJ a"lnl1'IJ1n111.1 ~"Id 
'lJ 

1::iien iJltl16 (2530: 229) 1iitm1Jl.ll1 "nl1'IJ1n11 ~a n'ln111J~I.3Jii1tl11"l 
'lJ 

• ..f.. "" d 11'" ..nl'VI 'U,en"lJ 'U,L 'Y-l EJ en a'IJ ~'U,E1"1fl111J en a"ln11LL~::~11"lfl111J'Y-l"l'Y-l a 'l 'VI LLn 1J'U,'lYtI" 
q 

n ~li'U, li'U,1'Y-l"lf1li1 (2538 : 836) 1ifl111J'VI1J1 till 'lJ1n11 'VI1Jl tlt1"1 n'ln111J~"I 
q 

~1'U,1'V1 ill dJ'U,~"I~i'IJ~a"l 1.3JI.~LL~ ~1Jl1bl:A'1::1J LL~::~11"lfl111J'Y-la h 1iLLn~1'IJ1.~ 
'" q 'lJ 

'W1J~'l116 'U,l1Jl~t! LL~::nen~ l~'U,n~ (2532: 229) 1ifl111J'VI1JltlI.111 'lJ1n11 
q 

'VI1Jltlt1"1 n'ln111J'VI1anl1n1::rh1en ') nm1J~a"l~nl1ien1.iiiit'U, L~ a1i'IJfl~ln1"lJa"la"l~nl11.~1'IJ, 
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f1113Jtl::~nmru1 u1Un11U~ mi'VnX1~ iifl113JaTufI..11Utl1~'Y'l LLlil::iifl113J~..1'Y'l Elh 1u..11u~rh mh1 

1~~tl1uL~11 n11lJ1n11'V11Eln111ilJ1n11 ~El..1iiEl..1~U1::nEllJ 3 U1::n11 ~El ~El..1iin"Un113J'VI1El
• 

n11n1::rh ~El..1i~L~ EltlUEl..1f1113J~El..1n11'iJEl..13JU'lY6J..11uuseuunEl..1~n11 ~El..1tlf1..1f1113J~..1'Y'l Elh• 
1imi3Ju'lY6J..11uuaeuan El..1~n11 L~ El1in"Un113J'VI1El..11UtfUlJ 11lilLU1'V13J1 uiiU1::~'Ylnfl1'Y'l 

U1"1fty1 L1tl11"1f-n (el1..1ii..11U 3J'U'lY 1..1~LLtl..1'YlEl..1, 2537 : 19) ,j1LLUnEl..1~U1::nEllJ 

'VI1El tl1 L'VI~~nEl1iLn~'Y'lfl~n113J 1::'VI11..1n11~~~El'iJEl..1 m ilJ1n11LLlil::~1lJlJ1n11 El ElmUU 3. ~ ~ 

U1::Lfl'Yl ~ El El..1~U1::n EllJ~L n~"U1ni1 Li1'V1,"1~ El..1~n11LEl..1 El..1~U1::n EllJ~1U~1lJlJ1n11LLlil:: 
~ 

El..1~U1:;n EllJ~ Ln~"U1n tlfl1'Y'ln11~~~ El ofl..1 El..1~U1::n EllJ~ Ln~"U1n tlfl1'Y'ln11~~ ~ El~ El arun rlnuii 

~liltl::'YinuaarunlU1U'iJEl..1f1113J~..1'Y'l El1"U'VI1Eln11n1::rh ofl..1"U::Gi..1 ~lil £JElULU'VI1Li1'V1 '"1~'iJ El..1 El..1 ~n11 
~ 

... 
useEl..1f1n11L El..1 

nEl~ILUElfn (Gothberg. N.d. el1..1ii..11u Elihtu'Yl'\! U1fl::l1iu::nlil, 2538 : 17) 1i• 
f1113JL~Ul1 ..11UlJ1n11 ~El..1U1::nEllJ~1~f1rn~n'lYrn:; 3 U1:;n11~El• 

1. f1rnfl1'Y'l'iJEl..1'Yl1'Y'lmn1 ~El..1L~Elntl11LLftT:h tlEl~f1ftEl..111lJfl113J~El..1n11'iJEl..1~'i... .. ~ 

LLlil:;3Jflrnfl1'Y'l~
• 

2. f1rnfl1'Y'l'iJEl..1lJfllil1n1milJ1n11 m ilJ1n11~El..1iifl113J1EllJi1 U..11UlJ1n11tfu. . ~ ~ ~ 

3. n11~Eltl11 L"liU n11~Eltl111::'VI11..1milJ1n11 n111ifl1'lY1 iru~n'lYn! ~El..1 
~ '" 

tl13J11tl ~Elfl113J'VI3J1 u1iL,]1hnULUUElri1..1~ 

U~3J mii.h"U," (eJ1..1ii..11u ~lJlil1~," L"U1:;~~~, 2542 : 8 ) L~ifl113J'VI3J1~'iJEl..1n11 

1ilJ1n11tl11i11rn::11 LUUn111J1n111u;nu:;~LUU'VI,"1~'iJEl..1'V1 li1 ~..11U~ ii el1U1"Un1:;rh L~ El... 
~El1Jtl\l,El..1~ Elfl113J~ El..1n11L~ El1iLn ~f1113J'Y'lElh "U1nfl113J'VIm~d~..1LUUnT~'W"U11rn1 n111ilJ1n11 

l1u1:;nEl1J~1u m i1J1n11 (Prodivers) LLlil:;~1lJ1J1n11 (Recipents) t~ ~~1 mL1nnElU n1J~LUU 
~ ~ ~ 

'VIlt1~~~El..11i1J1n11L~El1 i~1 ~'VI~..1Ln~f1113J~..1'Y'lEl h 
ij~Llil~ (Millet John.n.d. eJ1..1n..11u El1J~1~," L"U1:;~~~, 2542 : 8) n~1111 LU1'V13J1~• 

Wlf1ru'iJEl..1n111J1n11~ El n11m1..1f1113J~..1'Y'lEl h1un111imn11LLn U1::"1f1"1fU 1~ ~ii'VI~n'VI1mL U1'1'11..1 
'" 

1. n111ilJ1n11Elri1..1Ltl3JElfl1f1 (Equitable Service) 'VIm~ii..1 f1113J~~li113J1un11• 
1J1'V111..11Ufl1f11~~ii~1UfI~~11f1U~nflUL 'rh Lfi~3Jnu i..1,rUU1:;"1f1"1fU~nflu"U:; L~11Jn11U~lJ~ 

Elri1..1 Lrh Lfi~3Jnu1ULLJ~ 3J'iJ El..1n!l'VImu Lli iin11LLU..1 Lwnn~nu 1Un111ilJ1n11U1:;"1f1"1fU"U:;L~1lJ 

n11U ~mi1U~1U::~LUUU"U L"Un~ f1f1lil~1i3J1~1~1Un111i 1J1n11L~ ~1nu 

2. n111ilJ1n11~~1..1L1lil1 (Timely Service) 'VIm~ii..11un111J1n11"U::~El..13JEl..1'hn11 

1i1J1n11tl11i11rn::"U::~El..1~1..1 L1 ~1 ~liln11U~1T~..11U'VIli1 ~..11Ufl1f11~"U::ii Ell1Lli iiU1::~'Yln~~ 

Llil m11Lliiin11~1..1 L1lil1~..1"U::tlf1..1f1113J Lli~..1'Y'l Elh LLnU1:;"1f1"1fU 
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3. n1d1~U1nTHI£h-1L~th1VHl (Ample Service) 'VI1I1t1t1-1 n1d1~U1n1d~ltndrn::: 

~f1-1i1~m~rn::: i1,j1'U.1'U.md1~u1mdLLfl:::~rn'U.~1~U1n1dmh-1L 'VI1J1:::~1J (The Right Quantity 

at the Right Geographical Location) iiflLfl'YlL~'U.l1f1111JL~1Jfl1l1f1 'VI1f1mdlild-1L1fl1 ';):::1.3JiI 

f1111J'VI1J1 t1Lfltlt11i1,j1'U.1'U.n1d1'VIi.3JL~ tI-1~f1 LLfl:::~rJ1'U.~~-1~1 ~u1n1dfl111J1.3J tI&iTidd1J1~Lnlil~'U.• 
LLTi~1UU1n1d 

'II 

4. md1~u1mdm.h-1~miifl-1 (Continuous Service) 'VI1I1t1t1-1 md1~U1md~tndrn::: 

~ LtJ'U.1.tJ mh-1~~lL~1JfI Llil tI~liltJd:::1t1"15,r,;)ln~tndrn:::LtJ 'U.'VI~n 1.3J1'ri~ lilfl111J~~ h"1JfI-1'V1 'Ii1 tI-11'U.~ 

1~U1mdl1,;):::1~'VI1f1'V1 tllilU1mdLrifl1lilri1.~• 
5. n1d1~U1n1dfl~1-1n11'V1t!1 (Progressive Service) 'VI1J1t1t1-1 n1d1~U1n1d 

~!i1drn:::~i1n1dtJ1utJd-1f1 m.n1~ LLfl:::l:.mmdtJ1iu~-11'U. mh1flmrtl'VIit-1 ~ fI mn~1JtJd:::~'Ylfi1l1~.. ~ 

'VI1f1f1111J ~ 1J1drJ~';):::'Yi1'V1lt1~1.~ 1I1n~'U.Llil ul,r'Yl1~ tnrrnrh L&i 1J 

L1f1f1J1 (Verma.n.d. el1-1t1-11'U. f1Ufl1lil,r L,;)l:::~lil~, 2542: 29) mh111 rm• 
1~u1md~~~1'U.'VIit-1~'U.numdL,y1t1-1U1mdLLfl:::1.~Lff\.l,mL'U.1~lilL~t.I1nUmdL,y1t1-1mdU1n1d i-1U 

1. f1111J~m~tI-1"1JfI-1U1n1d~i1f1~ ~f1 f1111J~m~tln:::'VI11-1U1n1d 1.~LLTi LL'VI~-1 
'II 

U1md~ ~1Utl1n1dtl f11J1t1111~f1111J~:::lil1mLfl:::i1~-1eJ1'U.1 tlfl111J~:::lil1n 
'II 

2. n1dL,y1t1-1LL'VI~-1U1n1d1.~f1~1-1~:::lil1n Llilmhti.-1t1-1~m~rn:::~~-1n1dL&i'U.'Yl1-1 

3. f1111J~:::lil1n LLfl:::~-1eJ1'U.1t1f1111J~:::lil1n"1JfI-1LL'VI~-1t11n1d 1.~LLTi LL'VI~-1t11md~ 

~1t1t11n1dtlfl 1J1t111 1~f1111J ~:lil1mLfl:::i1~-1 eJ1'U.1 tlfl111J ~:::lil1 n 
'II 

4. f1111J ~1J1drJ"1J f1-1~1t1t11md 1'U.n1d~,;):La-mh1,r,hmn'VI1t1t11n1d 
'II 

5. n1dtlfl1J1Uflrn1l1~"1JfI-1t11n1d~-11'U.~dd11Jt1-1n1dtlfl1J1t1~nM~~f1-1~~tl1n1d~1tI 
• 'II 

~ld1'll'd11JfI'U. L:fltlTiflfl LLfl:::LUflf~ (Parasuaman, Zeithal & Barry el1-1t1-11'U. 
'II 

f1t1fl1lil,r L,;)l:::~lil<ii, 2538 : 29 - 31) ~-1n~11t1-1'V1~nn1dn1dU1md~~~f1-11b:::nfltl~1t1• 
1. f111m~f1nfl1.~ (Reliability) tJd:nfltl~1t1 

, 
1.1 f1111J~~lL~1JfI 

1.2 f1111J~-1~11.~ 

2. n1dlilfltl~'U.f1-1 (Responsiveness) tJd:::nfltl~1t1 

2.1 f1111JL~1Jh~';):1~U1n1d 

2.2 f1111J~1f11J~,;):::1~n1dtl1mdLLfl:::n1dfl'Yif'lL1fl1• 
2.3 f1111J~m iifl-11'U.md&ilil~f1 

2.4 tJ~~~f1~,rtl1mdLtJ'U.f1~1-1~ 

3. f1111J~1J1drJ (Competence) tJ':i:::nflU~1t1 

3.1 f1111J~1111drJ1'U.md1~tl1n1d 

3.2 f1111J~1111drJ1'U.md~m~1':i 


