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. i. zi . ,, ! a y qy a

fl 1 2CI1: vrHludOn1n1 lX 1qn1]rlnnXO.r gXl l,ru : nl'

durloou r.rl,rudr Unn afi lfido{ odl 2d1 r rfiurfiu In: rnrr n, ounf2 qt durifruuinr:

tfrun.
j.l-aarAaJaqa
dodrfruri iltl1u6{ nrirf,ofiur{ ?1rf, 1, iinufi rr ufiflo:ro.rrurJ:;6rfl rnJdul

dur.or, ilrlrud{ dorjr;rnnurirdon'rr{ u'nufllr finus;tordu,rur, flrulro

urirldrflu z tfin 60.

r ) n rir do ir-u ririr : ru iu uarfi n u6r r r #r : rudrjn r riua c : ruit nf
z) don:sorurduurngutr:'nrt uonornimgnraorurduura;inq;IvrrrTrniudzft fi

z. t ) nrn uu nf rfl u dod ldfrnrfi rrfl u : runlr R'rilr,unfrnroldlu nr:
.oeJ

lJrgxldulru!

2.2) rnrfi afii rfl urnrfi oiifi dnsuslfaru do.rfi 
"do,orul 

nlnhlnl:rl
rnjo iu n r r 16 o o e : riarfl u n r : ri.r dr un 6u 1 u I n : r rr'l

z. g) ar lfi ul rfl u nr: f, oar: Inunr: rirnduim glvr : r[arirr naoddu rj
ayrovd4€e

n1?tltul|llagflcilou nnutJluit0lu: uRau .uit0tuR2'tufilIrnto{R'1il!'ln

z.ql i6 I o rfi n.f rfl u doiin dr ufiu n r : dr a r : au rm aa'r fi rr{to un rn rfi nd

d,io}Jrfurriunduinqlnrriarfucii6lorfindorfiuaroln:finriuioarurnru'arfludana',odou

:sr d m cn rfi rir fiu{iuuacfi nr: Ielnou f,u ld
i < u a a i t e v zAa tsJ a J
Giotcnr[flu ilrlluo'{ dorj:cnduriufdfinr:ldrfinrn,,avldu{ nriluunr (Fitms) nio

i6lo (video) inq (Radio)
j-ado.i-or-
do6on:ru rurudr fl oilon: :tlcir.r1 fi finlu finusrsfi on: runlu ?'r: sriolo nrarirll

Inournf,nlulrluuuxorfinr:anr: nltoongru {ruoao{ nr:il:sn:n nr:urirdu uncrru

an du rowin: uio nr : rilnhirdrufi o nt : lu iu drriq

rllotbrizusrrunr:Rora rlruiir floiuddrfiqfiriaulfinr:rirrfiuq:6rein 1 firfiuador

fiunudrunlrnarnur,qinqrJ:;awit3orflrrurutoruifn d.rrJ:snoud2u 4 p lduri a'udr

rioninfiorqi (product) nr:firrunrmrfrudr:mr (price) dourrnr:irrilrufrurh (place)

tracnr: dltaiunr:narn (Promotion)



,rd z
jj ,y a a . av

2:rororrilfrrftr2{o{ otoulru26e ualcurnllulunl:2os

n r : ifrutf o I'{ t Suriru ndu n 1 : na r n fi ii o n a r ufil n o 1 t t o I dl#uin r : In : I n r :
!

flrouni2qx.fiudriuuinrr raufr.: nrdiilnur{ul{lxu nl{uytilnlnuR:" fiiuldfnuruuen'n

ilqufi uurruo rrdrfi ua{ol *tu,fi ,drgluuautu ?tt rmr:if,u dqnh ar: ; rtrfioJd'ld
6 oi e e t-

2.I llu2flnllasnqualnu2nun?1!il{ilo tt
a-lel,

2.2 lrquaun!ilann1flnu2nua?1uno{n1t
aavq

2.3 llu?nnmu2nunltu:nlt

2.4 uu ?6nua;n qufi rfi u:dutqn'n: : u{uilna
a;o.

2.5 llu2nnlnu2nud2uHdunl:nam
on AA ,

2.6 na{1u2ounlnu2t Ot
aaa9

2.7 nrouuu?Rn lun1r20u
AAq

2.8 CfXXn!lUnlt?ou

z.t ru2eorasnqufiriurffuarruf, urolo

2.1.1 R?rufl rura{n2lufl'rnolo

J

firininnr:raruriruldhinrrlulruto{R2'tuil'r{nolt dlfi

iuaints flrur{tgt eSZ6 z 4l nrirrdr aarlf,lnolorflunr:l#riraarufdntol
An e Je s e tA A 9 -- ,l' t !'. 'nulr lfr duriu,idu l anr{ailfr rfl u:fl unrruil u'tut o{ dR'lr{u?n aou0cun nnl{nu tru

n:rufiln fi-ra: nslo-tinolo auh -hiaulo rfludu

uqu $rrtrrna (2533 : O nrirrdr nlufllnolt iluu6{ n?lxdo{nl: (Need) ld

u r r Qrfl 1il x'ru rr qn-n : : u d,,a" o u u nu r 0 s rfl u R ? ru qt dl rYlrnn ldo t n at un I ti l{a lla 3 n't t

ll6ln{O0n



fiar arqa (2s29 t zry aqrlnrlr?ruruto{tnrruu'rnolodr urrudr naru{dnin
a a d c i o lro J

sou EuA r6uln fi rnnmnnr:'ldiunr:nourruo{tn?tudolnr:ri.rdruinqua;r'nlr

Ga i r hs, ailfr?t:or dulna (2s33 : ool 1d1#n21ul.ru'ru naurfflrnoloud.rnr:ldiuuinr:dr

rflu:cdunrrrflrrsloto{ilrcrlrufi fi rionmb?uinr:ludruirq 6'rd

t) drunarlacnrnfildiu

z) drudarf,rufirdflriuinr:

r) druqsrnrrtoluinrrdH;,

a) dru:cuir:arlunr:irrfiunrr

s) dru{oqafi lf,iuornnr:uinr:

vroonr, w.IL (1964 z szg) nriradt tflf,uRn-uaynarrfiuohludrrutlarlr:old :

o lil ! o ! a jrv d r .a c I
uiluf,u'16 nt:rcr{leorrirfrnurufir nnfi'ldornqnnar{r}Jfiriruiellufilriu riauan'dru

u2neslltla{1#rfi uanrunlufi su ololu dotfu uas rTaun6dru nuucn rh1rfi u an rilR ?1u
t .4 e c i J
luflrflo l0lud{uu

rvdlman, Benjamin B. (1923 : 384) nrirzir arrufirrohurrudrn:rrfdn
(Feeling) inrtruqtruionurnldiunadrrirnrulnrlruurulcoats) altdolnr: (wans)rio

u:rt!{1(Motivation)

Mc€ormick, J. Erncs! Iigen, R. Daniet (1980 : 306) nrir:dr nruf;uroltrflu
q tAl . e .!tu:rgrlotosuqurl frd'loqluun?1x60{ntrn-ugru(Basic Needs) finarurfiua{oltiuodx

lndf;ntiunarYuqnr'urud.rgrlo (Incentive) uauflulr,urrfinrdu.rfirfihids.rnr:

nrir zlou opJ n a ruf, .rn olo nurufu n r ruff, miorYsuaf, torrln n afi fi ,iu aoh ao

--^4^ --€^-{-!r- r- ii y y1 o o f j
nfr l tioilo6'un' x1 fr r6a u dos aa ruitnn olo oyrdeturu-odol nr r{ol{aaaldiu n r :
oouououliouttqnrutorjlturulurcfrundr auruf,iind.rndrrovaoauniolrirfioiun,n

,,A,Jnarusiosnrrrioqorj.nrrrsriullldiuorrnououorr



z.l.zilofiofi risrrTorfruarurf, .rneloto.r{iuu3nr:

q n AA j - 4 . J rdilti'ufrrilua'fioqriunrrrfilnoltriu fl1urrofr-or:urldornuuea'nrfiuafiurdnnr:
qt, a n !

t o{nlt lru:nl: n{u

Qafiu rultr{tf,fit tdr$u raBn tfiuutnn,2546 : t5) nciradr rdnnr:1#uinr:
lduri

t ) u dnn ar r, fl on n do { fiu n r rrdo { n 1 r x o {t 
U n a a rfl u cizu 1 n oj n d r aa'o

rJ:cluilirasuinr:fiol6nr:i'nl#rfuo;dornoueuornarudornlrxo{qnaadaulrqjrfo

,ionr.u-ldrfl unrilfiuirlananrlulnn{urlanarurrlnurorn;

z) r dna arrariuauo nrirado nr: hfu inlr rfrr do ri rru'u }Jodx
, j i oo..

cioru-ouracarfirrarofi hirirlrgnlnlun2rrlf; {rnolotol{uirr:rioft J[-ri6uu

s) u dnn ruld! on lR uin r : fi f,nriu ocdorl#uri{r rl#uinr : 11 nnu oti x
lflr,oRln tto;rrirtfiuufiu lrifinr:1{frnifirruuriqnaauion{ulnludnuor;unndnornnril

nu6u1 odrufiuldf,n

a) r dnnrrlil:;rndn rirl#ti rufi dorlitjlu nr: uinr: ocdor hiu rn rurfi u
. a a)re

n?lnarcu tn:il

s) r dnnru flsn2n uinr :fi fia1#uri{iuuinr: rvdoufl u lilludnusrsfi
rlq'lifildiru dsn2n auru dunJf,orvrinurn:hirrnrin riof,U,fl,nr:airrnr:;{rurnlo
h?uri{l#uinr : rio{'lduinrr u rno urfi u lil

ou: inurfod tdrdu roGrr riiuurnr, 2s46 t6) rfudraeuf;rnolotor

{iuuinr: tflutm:6notiNrur.rfildierj:;fivrinrntornr:uirr:uuld ur:rsnr:finnr:
uinr: r r rudr nr: hiuin r: otimdrfl ufi fflwr olourirj, 3 urru

Penchanslcy end rhomas tdr$u raBlr tiloumr, 2s46: t6) ldrauouurinrfiue
ia a -!nlflt'tn{urn1, nitu

l) a?luilorf,ultoluinr:fifi o{ (Availabitity) 6o neruilorfiuq:sildrl
a ia .e J e 6urnltiluagnufl 2.luno{nlrxoruurRlt

z) n l: rdr6.ruu riluinl: (Accessibility) n'o n 21u dlu 1, nd ry hJlduu ri r
a . a -_p-.^4 -4 -y_- ;! -u 5 n I : o u 1 {t 6ts n 2n I n uri'tir I o' I dn u u v fr d'l n r : rn-u n r I



3) nolud;arntracAr6lu20n21rilrn?nto{unrriruinr: (Accommodation)

lduri urriruinrrfi{iuuinr:uouiudr hlnarua;nanuacidrdru:unaruf,ra2R

4) o?1x dru r: nror{fuuinr: lu n r: d rc rfi urirl#riru drrfuuinr:
(Affordability)

s) nl,uouiuqorn rutaluinr: (Accepabititvl dlludfi : unlnr:uoliu
dnu or c t o.r {'lfiuin r : dru

John D. Miuet tdulu raGn riluumq 2s46: 16) oiurodr uinr:atrr:srsfirir
fr.rnole (Satisfactory Service) uionnlcur:olunr:fiocn-rrrurdruinr:arr.,rrrriro,
rflufi ffl.rnolo rfohiorof,o.r:snldornddohJd

t) nr:lfiuinr:otirqaronrR

2) nr:h?uinr: otirrriunn r

3) nrrL?uinr:otirlrfiuwo

4) nr:1#uinr:odxdorfior

s) nr:hTuinr:otiurirrrfr

z.ls nqufi aarudomrrrowralai

ffiu::sr raiinri !m!Ror, (2541 : n0) Idncirrdrvrqufinrrrdornr:torrraln{
(Mastow's Needs Hierarchy ft*ry) nqufidrfluarrtdolnrrrolnurflulnritdutol
n:eu2un1:gl1o ua;aaruColnr:tornu drlduril:cdunartdo{R.t:r,o{tau#rud:cdu
rirqnhlo'rg{rEn ,2u s:sdu n'.rd



a 21!dO {n't, r,o{r'Nn ru

€aulfl:?ttot ril:t9tu llay0olv,254l : ll0

t"fi r a2rugfo{nrrnl{RlsRlt (Physiotogicat needs) rfluaarudo{n1r?lt{rj1{n1u

--^-^-^^--^d- e-., y IIrlrunl?wt I uso{:3flun?ru60{tor:r,o{ilqudxoit Mastow,s
anltl :

t ! t & : -:^ Al,urlu!'lu.llo{l,qu0 uncrfl u Alfi 6 rrfl ufi qndru iunr:d r: liin i un ruosdol ldiun rr
noufluolRrulurial:suul?atunsflrilalo rirdrrntuhildiunr:nouduortud? f,iorfidr:l
odldld n2udo{nlrturirdld,,ri ornrarrq o'nn, ,ir"', ,nioujwiu urinsrl:n fiorfiu
ier.{rffiont:finiou ttor:?udlnarrdornlrvnrurrf, rfludu tfirrnouo{luanrnfi onournudr

viR21x6o{R'l:frlu:ntolrtt6rflunarrdornr:nuCruirrnrudrnrirrurlud o;finaurdornr:
ludrdueiotJ 6rfionarudornr:ru'ndldirn',ruouauorudr i'rriu lrrfr,,rnduwfnr:4n
[illrintcnouduo{rt2ltdolnr:to{tqnnrnrrornulnunr:drurirflrr uasflanour,r, ,roo

qaarn:uioqnfrr.rovldrirriuhJl#rirrdu,,aron,f;.6r,flutiudrg',rruoiinlunr:rir:rin
,uouuincRuiohJ



r0

i"ii , aarudolorr".rrrt roouioaarudaeofiu (security of safety needs) riio
nfludolnr:nrlCrudr.rnrulCiunltnouf,uortuda narrdornrrar'rurionrrJaonriu6wr{r

d'a4ree.a
l,luuvlul?l luilqnn:tulo{tur{Ud n:ruilaoefiuilnrir:fi z gilluu R'o nlrudonntr'?.',
ilaonfionxdruirlnr, ,,arriunurrCrurs:ugfin d.rn:rrdo.rnr:naruilaonfiomrrdru

irlnru lduri nr:finrruilaonfiuluf;in nr:fiqtnrrE nr:ilaoafiotrnlnr{fiu uac
qtin'trq rfl uCu riauarruriuauxdrurarul fi n lduri nrrfi o rirnrr uufi funr nrr
r[r'rufifirdnil:sriuotirldiulnowfinaionr:infiuhlunrrrfirrrudolJduo;rflu{olalu

9aant:d'aduhalo0n0ln{rru r3onr:firr:urrn'on.rrulrri unthn:rulnfiruhildiunarl
dol nr r,do lCu n'o a : rudo l n r r m r rdru r' r r n ruufla n r r r fio r n r : fi t c ldiun u r u riu o r
iln onriufi riou{rl osfi riou fri o;rfi u ldrrnfi {rl: ; nou orinrl oinfi n n1x x ru 6 : {fru
Iarnd nu,nrirdhindunqur',,,iodfi,ioilrn#or ras'2llro{:ontornuuavnulu
n:ouni: ftrfu luowint:uiorilrmruir.r 1 rfonrinnu qnfrr.rldiunerudornr:urrdru
irlnro a'o ldtiurn'surirf,rlmjoilrrinneudornr:dsrdunlrdo.ruR.rn*da fi.rfirtrriornu
sislilfionllrlunlilnonriolunr:rirsru drtso'orflua-.rrirriqlunr:fir*udrriurntr).
0eadacltlu dlfriinnriotiqun;firdllntorqnf,rrlnnufuflrdofi{rrirrrdoqirfiro.r 

uavfrnrr
at . dIfttrnrlna:urienrunrt drnulrurimudrunarr{dnriu'lr:drarrrriunrroo,irgrrj.rfi
riroginaonrearuda .rrufirfirhJfitrnd.rqornriluasil:ca-nf;nrn d.rriudour,uaarudroc
lilrfl u nnduriorrfn r : udu ou

fiufi r au rudolnrrnurugnrYu ilionr:aouYu (emti"tion or acceptrnce needs)

tionztudolnr:drufliflxuasn2lrYn lsociat and rove needs) rfonzrldo{nl, 2 il:cnrr
lreu:nl6iunrrnouduoirudz narrdornr:fiaqilu:vdufig.rndrfirvrdrura:ouirrq6n::r

rt n c i dn u o c rfl u n r : i z u u'o i e u l e (cottaboration) l u n r : fi r r r u r r n n d r ii o u rj,r n r : gd r fiu

tolqaaafu RarudolnrrmrlrYlnt rrrudr nrrrCornr:nr: uoriulunauu or.,rruju
olvrr R2'rurfl u in:fi 6 narufi rrluudrr{u ffi 6 uavn auin o rn{uin r: orrfn r:,,u*io,
r'rulluolrinr:uiorileulruirl 1 f,1u1:onou.ruo{rn2rudornr:torqnflrrldlnunr:1i
qndrdrirulunr:uanrarruR'nrfiulfEnf,r*ixrurfiunrsurunr:n{u (Group process)

(competition) n a on 0u o{trfn r:dolrolrfi u q orrirt o.i {n a 1 n, oor iun u ruR'nrf u r o.rrt r
ru rirriudrsn r : undo$uruurjofi lonr adu a a:



ll

:re y
dufr I a?u6o{Rr:orruodo{ @steem needs) l.rxlu:?x6{naurdofutunuror

9.druad6
n21ud1t5n n2lx[ Rttl,d'ullro nlrfuo-onulo{t n2turiluEfl:suaJlflSnrulunr:firlru

j- d _- _.- - 4 j o---e_-4^^-^ -- ^ ^i - dc i e InAOn0uno{n1:u!-luste ullaslUulluoutUuu6-otolnuri{ra'lun1rIdrurillglluondnt:

uionmfiartr:ordrlndf,nUnnadlriq't dauud:uirflunr:riuailhigru;uorqRRariuliu
)t

1r{f,u

3i
dufr s azrildo{nlrneruriufoluiin (Need for serf ectuarization) Inurrrmfi

udrrfi ouqu dldiunr: au o{n oununzrudomr: rft e :sdu{r.rdu Inufi rt r hido r n r r fii aa

6olrJrnrlol hido.rrilza,forarrufncrnnuduriorrnrYrnu uach;dorrirfirduior
.e---e---i- .:--. -..!- -li---- .-.14 -. .r- .. . ---4^ -^- _^^ i- - t ,. a v .murnufl'trolfluittla2 tuou{uuntcrir{ruril-o{tlu noullquuoutnovfimuiifrnunrnuri

luuudr tttisllululurinrurfinunrntouuhJ{lnErqn drnsGuunri.rf,ofihildriuuril:ry
a a a a a _-f^^4^- !< - -.- q-s,_d a €- qrr4 jmU:nUf,r0ldu{tf:oOUlrtOU unFUUrilrlsdulrinfrocr5uu riuuftifiruEnn2tUdlxtrofr

nuioli uiolunr:rfirlrufirriurduafiu Lil#rfiruurioocl: udfirnu,ntuol, rimt:rcaulo
infiosrir rirrn:rsdornr:ldlonrcrYorurdnunril (potentiat) tornul#6lonalan!{t

6u
z.z mqufiuociltnnr:fisafrunurudernrr

€ au t 
-^^.^. ,--.^ ---. tY r a a - i tflr?r:ot rcr:nu uoraolJ (2543 : rlr) 16nn1e6=wqufluasrd'nnr:rfruzfrunrrt

dornr: tolt otnd uasuoulnofisu (eday and Andersen) dlf,nutlnunr:aouorl{iuuinr:
dr dldfiuuinrrdolntruasulnldiud.rriuosrinnlrfirroh fiosl:rimornrirnoufild

rirrrfrnn{rld o n{r ri'rd

@ R?1udrn2nfi lfiiuunnr:uinr:(convenience) daurl:1un{rdld,r;

l. I ),Juelzarlunr:: on ournio: oiuuinr: hiuru

1.2) nludu:crfiuutolrilaouinr:

t.g) dnggrraoludro,rrizuuinr:

tde nr:il :c aru{ 1u,t, otnt: uinr: (coordination) daurJ:lu n rlrd ld,,ri

z. t ) nr: ldiuuinr:rirnlnnrrnarudo{nr:

2. 2) n r: f, uloml {rJg'f6'.r ru ci o{iuuin r :



t2

a
U'R1'

nQ'tfi r drurfiu uasfl ?udulorio{iuuinr: (courtesy) daurJ:lun4r.,dld,,ri

3.t) r{rrlnriruan

3.2) qon'nn rnilrraiolla

r.r) firrludau*urfiia

3.a) finarlrorhftinnsnrenr

,drii4 do{a ;i lC;u o rn n r : uin r : (rnformation) dauil : l u n 4ud Hud
e. r ) doloriatrj lduri iinr:iuuinrr nn:;rfi uuirq fiurfrunr:

c.zl {ogarfiuzf,minrisreiuiouinr: niu r{r,ucf rrfiuariunrrld
nisn:dtolq:n'onttrtulu'to dolnr:doryarfiuariuriruusf r fiurfiuarmq lnEornlrno{r
Irn uasifinuilfr'ffi nut o.r{ihu rfl uiu

@ qunilxoruinr: (euarity of Service) drgrJ:1un{rdldr,;
5. I ) n2lUfl rur:oto.r{rJg'rin^l ru

5. 2 ) Q or n rr r o o,, a'n riu # r r n rfl u q : fi o n r : uin r :.d o r : o uu ri: o uu d
do r 1 il rfr uri o u q : fi o frn n r R r : : fl s rn' o r r r : rio r o d o u rfl u du

tAe : rn rrirl#tiru (cos0 drlrJ: lundrd Id,,;
6.1) rrRrgn't::t

6.2) flumqfll,fln hirornJiuu{iuuinr:



l3

z.r rrurfiordgafrunr :u?nr :

2.3.1 R?lrtrult t o{nl:u3nr:

a9 a l
uun2rlnrru arunu ldhia :rru ururornr:uinr: drd

f,ir:ror rr:'iari (2s41 z ssl) hinaruuurutorrirdruinr: Iidr uinr: (Service)

Jea
a{u

tfl un-on::t nnJ:clutrftionarlfrrnslofi nuornzrrdornr:uriEnrfi daodrr rdu

I:qiuu l:urruunf l:uurura l:{uru qac

dv
qG urnzrrYn (zsrz : 836) hTaarrurrutordrdruinr:Iidr uinr: ruruo'{

6on: : udl ri:u ln airfl u fi l frudor ld ld ud arr rr od: vqunr alx n : r uyr o l o uri{iu ld
uinrrhi6rrfiudousollulo{fiunr:tufiudrrfonrrtruuinr:6u nr:h?uinrroreosli
frudruiohildfrudrrfluorrfij:vnoufild rrninr:l#fiur{rrfluriauil:vnoufioyhifinr:
I ou n : : r fi n r;'1u fi udr riu lill #trl#

-d. oq ro tt€ j
lilol, liltnofl ?]uduflu lfitinrrtnuruufr wtulufl2lurulutol *uinl:- ril-urau

l) uinr: ruru:rudrfionr: niu nr:inul?ruruln nl:ur.r:dn uncnr:uinr:
siouusldror rfodl* zu,rinu rI:n,,n;iuriauqrln:aifi l#rj:snounr:.doruryu

2) nr:uin'rrluddh;, udr nr:t?d'urf;o nr: finrirfiudr unvnr:uinr: o'u1 dr
chc.oaJ

luunltntE?t1t?!nun1rxluflufi 1

r) {lduinr:orcrdrrflurdrtorfiudr #ofldfiudril:snounr:uinr:ucififi dnuar;

rflurf, usf:n:ra filrirflun1:or?: rdu nr:uir#orfinluI:qr:u rionr:rdr: ouusi

a)owin:fi hiuinr:hirfi u{nfi nfi udrfi fi drnudurl,n=un,rr,ufi udrfi nfi nr'r,u,

n1:nilil:crnilto{tntruinurn'onudr Inuhirirfldrovrfl unr:trul#{uilnnrio
-tq/e ,, . tv v !
Elsflual olouu{oon t6 n{u

I ) fi frn or#u (Housing) dr : zlo'.r nr r nirriru n r:rrirriol rinlu I : l*: I
2) firn::lnrulunirriou (Househotd operation) r:rdrerrr:grJlnn nrr

riouusudruriouuovrorl#lufiru nrrinurnelrflrola nr:nuuci.rflu
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3) nr:r[nriouudaulo (Recreation) :elfilnrrodoturyl nr:rrirrndolfo giln:oifi

1# rjrcnounr:finriou nlruilrfl?r nrrdrn ca.l

q\ uinr:riauqRaa (personal care) :aldlnufrnEn ntsrfliun?u {a.t

5) nrinuruururauacreilErrnu (Medical and Other Heatth Care) :tl6luint:
l6-ill{nltllilytu iluurln nlttrltuqtnil{nTun

6) nrritnurfif,nlauronru (private Education)

7) uinr r1#r{ luusli um{q : fi oua;irrin : arfi rn r: uusf rilinu rnrrnail uro
9aAuE! nlrurltl, nl:n{Iu {n.l

8) nr:J:sriufioua;nr:liu (Insurance and Finance) :eudlnr:rj:sriuih nr:
rJ:criuriuilindfiu nr:1#{6uriu

9) nr:tu ril (Transportation) : eldrnrr iu rirnu lnuor: uny d'urh nr:sioullcru

uac nr: h?nir grJn : ofu u rir

to) nt:doot: (communication) :audlnr:In:rat In:finri,,arnr:doar:6u1

23.2 f,nuolytomr:uinr:

gG urnr:rin (zst4 z ese) n.irrdsuin r: fi d'nuucu rril : snr : dufl u dnuilslnil lt
dnusr;firnururirfirfirl#nr:druunununr:namrornr:uinr:unncir{lilo1nrmunrrno1n

mrfrudr dnuor;drnrirz lduri

r I ffudolluld Gnt"ngibitity) uin r r rfl u rio.r t o.r fi s fi f,uds.r hj ld 6du tr;
orofrufiafiunr:uinr:riurdoronurlodorrl'oufiunr:sJofiudr dnugl;driol#rfianzrr

{lurnfiuuriaolrufiiufinrouludrunrrnaln drnr:finrdn,flu,io.n ornr:riqaiunl:t .ru

rileu ufi tiur{olldrtri lru u ru un;r ru lnuu r oydouriuluriorq ErJ:c losffi ocldiu
49 a -^^.^-!,--e J . e j a..rrnnr: lfuinr: lrnn ird'auinr: riursr rdu luriorr sr nr: il :;fiuf,in fi dolrjr tJfi

rdnilrcriufi osl#fiun:ounirro.r{rorilrvfiurfl udrriq

z) rnhugnluotd (toseparabirity) ri oun isfi h; s r o uilq uunrf o ruin r r o o n

orndrqaoadufluflr? (ntru) uinr:riu uacuinr:urrotirr nr:h?un;nr:r6nh?rir
siorfi olfiulu lonr ar6ur tdu uinrr ro.rfiunuund finu orvt or n r: uriurunhi ldlu
R 2'lu l'l ll luYl f it n l t n a lA ri rh?n u t ruuin r : do l rfl u n r : uun : l o r n {l#ui n r : lilf,i {do ua ;
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rirblnr:trurfirl#lurJirrorirfin dnuorcdfiHarirh?q:fiorJ:;rnndrirldlutourtrfi6.,rin
tAe

rilildnuilfiloyinurnu l{ldlu,iruauf rfin

lu u rl n:6 f,nuustornr: urisuun hi ldoro ryri rhflrrn: nr:yr l{nlrnarn
rrrjrtJ 0lnnt:fl1u o:.rdnrirarrlu{xdu ndreRoo orooydsrl#drunurdrlrrfludonarr

Io{nltn'neio:vu'lx{1firrar{lduinr: rriu 1un:6rore?rrinquf,anr:rioqdur ururr?r

rj:;f,uriu uruufrn'niorirunir qaq dzunu,rdrd,rTlurrirrr?rfiraiunlrrluuinr:d*flu
tA

t oitflou
I

g) a rrurfl uerunrYud @eterogeneity) fl #uinr: ui acnufi iuuuun;ii n rr
lunr:l#uin'trruinr,ol 6lrflunrrurnfiocdrilunr,ln:irutsrnr:b?uinr:rfluumrilu

rdua rTu fu lrJ n dr riu fl #uin r : n u rd u z fiu 6 o r o r s h?uin r : i 11 fiu rfl u rio r fi d 11 n : : r i.*
ar:cdu nr:dnfiurio'lQuRilr,ornrruinrrd'6riuta;r6uflufo.rfirirldurn luuxn:6fi
4 i ar
dlunr:urnfiosuonh?m:rurierrfrdr uinr:fiqndrldiuosifinuorcodpln nr:r{rrunrr
urildufirrhiorouonhlvrrturialur?trioudr nr:urirduosflr{ndutuun;ririilurdurfiurln
yA.{
dlurrqnafinrilrdxdu lunrrtruuinr:6rdo.rl#narruaulnfinnr:ar.runufiovl#uinr:

Itntflun'tau rdoh?rnilodruinr:fi o;tiqnrft fi qunrn6rdrrfi urfiulac lnuaj.,,aru
a; dnuortam:rulrin{nurosn?rudomrrnJdt urnJamooor2ar Gerish

abilitv and Fluctuating Demand) uinr:tflutolfihinwuuashiornrfiuinurlfld rriu ii
rillul:.rur:euluuins:ou drhifinuqfirfiurilrir nrin.rruguadoludhiiqurir ,fio,rar
rirutj dr,u rirdfi ,fl u6orqqnkirriunndun'urr1#rj:y lovrilnrihild

uuno',nd a:rucornr:lduinr:fi fi riur a 11 rrnfxrloufir nluqenrn
nulnuar::oil:cirnrlocmiulunour#ruavnourdurdrrfinrru luurldrJnrrfudldnrrnr:
f n u a r : t o.t uei n s iu fi rl r n rio u hi rvi r tiu uin r :,u ri r d,r,*o hil #fi qq ril ci r I: *r : rr{n n r n

srnratciinulrr[nlrnlurcwilarudilnrri uarru'ru'ritluiu:cildrlf,ilnrrf urirfitol
fnnr:narn6.rdo'rnruion:v{ulfrfi{l#lu:;wnl,p,ru;nrrfiou lflfinr:l#r1:cluilIl,or

A i.J ; -.nr:uinr:tfrut-u rfioh?:cdunarldornr:rfluhJldarirrarohJ d'.rrfu luqErluriaqq
rurafi#o.rrinlul:ur:udr{turn {uinr:fidorrmxfng.rloldfi{rrr[nrnArlnuiiri.,or d,
nn ri #finh{a rndr dn : rrjnn' rfl u du
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z.l.grf,nnr:rdtnf,unrrioneruf, rroloto.r{iuutnr:

ri r o r l ri dq fi 4l t{u; n r t do l n o r n'o {:-u uin r : do r n r : o s 1 : r r n uin r r o q : r ri r n o u fi
ldort,nncixriu'hJntldnuEc,o.r*ia;q:fi0 rdu q:6oeronr:fiu {iuuinr:do{rn1rR?.ru
rJaonfiu dolnr:n:ruacnrnlunrln-uil1{ dornr:quaodruorloldto{rJfi-rffiqu uiolu
q:6enr:uinlr o'm'rr cornr:: aorur: fi oiou dornr:nr:douiu nr: iurirdr o,f 1, n,
rfrfrlorurr nr:rfiulffcorr1r uacnr:rfiuriufi rrarir aorufi Grsoln riludu

zs.l duurJ:lnounl{rnl:uinr: (service Mix)

tJaaatarstl'tg todudrvin i Qslz z t? 2l ldnrirao'l riru il: s nsum rrn r : uinl, a.o

u::nritof,ufirfluowirJ:snouro{n1:uinmlq iiinadruqilRlilr,o{uinr:rfur deualx
naufr lu oloriorioh?rinazrtfrlrtololu arun rto rqnrhrfu ld errr : outir o onrfl u r
n{rlrqi1 6'.rfi

rl n{tfiliHariouiuuinr: (pre-service factors) uio pre-derivery ractors ldrri
- company Image : flilriltf Fnn'frnr{ gjorfiultoruifvt

!- Crcditability ofoompany = A?rrlrr'Oo'OlhrlloldtoWifvr
- Cost ofService = riruinr: rirl#tiuuioroiuuinr:
- creativity of Service = fl2lrtrilonlrrito.tuinrr

z) n ciuil o fiufi fi na'uors iuuin r: (During-service facrors) rio o*ing-derivery
factors lduri

- Convenienc€ = R?tUflg0?nAUrUlUnr:l#Uinr:

= n2rrgnd0quiuirlu:ruacl6unnr:ftiuinr:

= n'iurlr:umfi 6Iult o.r{ l#uin r:
= n21u(i{u1ndu#ouluriuoounr: iuuint:

- carefurness = R2*iltcfinur:o*rncRttun'6n'fiulutorguinr:
- Carelessness = fi2lUt6'UldOrOl{lrtUinrr

- comperence = ?lu'o 4l'ilo;qr,as'21lrd.rur:oro.r{h?uinr:

- C.orrectness

- Courtesy

- Complexity
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r) n{uilofrufi fi Hardlnr: iuuinr:uda (post-service facror) rio post-Delivery

Pactor l#tri

- Complaint haoding

- Cost Effectiveness

- conformance to cusromer = n?'ur6toondorfrunerunrari{xorqndrriou

Expectation ttiuuinr:
- Completeness of service = ft21UflU{:gfn:Ud:uto{U;nlt

- Consistency of Service = nfrunlrdunlfrdrunrruinr:

Quality

= n r:rJg'ffii orirflolr:' uu t o I q ndr

= n2u,{ufitiuriohito.ruinrr rfu

(u dr r r nq ndr ldiuuin r : odr m : uthu )

Mittet! Adrian (r9s4 : 3971 ldlfruuufinrfiuariunarrfirnohluuinr:
(satisfaction service) uionarrorrr:nlunr:airrn:ru'ruohlfiuri{iuuinr: drd

t) nr:h?uinr:otirttelonra (Equitable Service) n'o hifinr:udluunfin
riulunrrhTuinr:il:ctrtuos'ldiunr:rJfr'riElulruvfirfluilomnqnnafildrrn:grunr:

l#uinr::;durdoafiu

z) nr:tiuinr:dn:lranr (Timety service) 6o lunr:uinr:oydoruoldr
nr:h?uinrtdlDltottnsdoln:lrrar nnnr:Jn'rin'lrurolrri:ulrunrnigwo'oirlii
rl:c8ilf; fl araudr ldfi n',:rr.,ru',d{ 0y dfr{n2rr hiff,ut sl et?urirJ:crrru

g) nr:lfuinr:odrflfiu.:ro (Ampre service) 6o nmh?uinr:arrr:arvru
do.rfi 6ruaunr:h?uinr:,aedo1ufi hiuinr:odr*rurca,

a) nr:h?uint: odr.rsiu,dro (Continuous Service) no nr:6orj:v lumfrol
d1rlruerurilurdn hihidnnrlnrrlrrslororrdaulrufihiuinr:droyh?riorunuinr:

uiohfild

s) n r : h?uinr: odrr drru r?r (nogr".sive service) n'on r : hluin r: a r r r : or c

fifi nr:rJiurJl{qomm uncr{anrril2'rihuu
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2.3.5 ilqsfirfioefrugomrnluruuinr: (Theory and ldeas in service euatity)

€daavt1r;nld m6u6:vin i Qsaz : 53) na'ral{dr nlurirriolunr:uirr:n:fi ouinr:
luilolriunrldnr:uirr:orr{nr:uinr:6neioliludr urnuir:rrloruir.,ror.,ro.,nrirto.r
- l-Aat J je rr - ! .

0nRlnrrnoo{tfl n1ril lilurnrruusirlrrn

drrfurrno;fi rnrudouucf nrurialurir d 6rin.,rurrfn:uinr:osdorJiulur
nrrlddoarrutuiooiuruinqrJr;arrfiro.rowin:nu ludnuowfignlordrnr:oonuuu R1,

2'l{llelu llarnlrfi2uqunr3u2unr:h?uinr: rionr:dluouuinr: (Service Detivery) Ino
riuunrflrrrrrunioinqrlr;a.rridrEndrin:rtf;wo1o (Satisfaction) udlnrrlouuinr:rfu
rfluodrrl: orn6uCun:riiocfrlil{nr:riouuluurudrunr:uinr: (Service poricy) ua;
rirtiarlrrorilrunrfltilulu (Trget) torq:n'rrfluhJodrraonndor uacnr:f,nowfnroy
rojo ri r u rui orfl ru u rudu rfu i o hJ

zs.o nqufi s Io rnfunr:uinr:ddoiruqomrn

lrvnui rodu6:cisti(zstz: sD ldnrirrfi.rnqufi r lo (Theory of Tripb)dri
ihfru r rJ:;nr: fi 0{rdoru dot om :rrdauil: c fi ilr'Haua; d ou qorn rnr oruinr: Inonqufr
nrirrl{dr arruqdrriqtolnr:rirrrudfirnn',n n6onr:l#nnsrufifiilqrr unclin:.r
rtJrrlrutowinlruirq luorrfn',rrfrrlolncrrrqeirrlq g i,of,u yrr.rdru6ninul uas
an rrunn dout o {rJ2'ri6uu dr lduri

t) Innocence h'onrrulirdslar
- -.1 d . e i oU1t7tOt0t5Un?txlnytnUvfirnulno (Lack of

rio frri r hi6r n r: sft or dafl riuin r : n u rfu

Skitt) lunr:ilq'for'lru 6onr:n:vfi ral}J
rn : u hi fdu ilrr qn q 6 n : : r,,riu d R'o n rr t ln n r rfl n ou : rd 6n o dh on r : f,n n r : hih?

o9rA
n ludrd'qd onr :f, n ou : unrin l ru r o ln u

2) Ignorance nooa?luovtas rioa rtuini ut o ldruin r: rfulo{r rf l, run ?11

t f,rf'rftrdrrfuhiaa:rfirtn:rcororioilqrrriohJ uinerrrinirurirlflrqrnrtrtrf.rl difi
-:^gr^-^^^.l. o € d . rb., ^finilo;rriuureiq urlfiororEundr N"gigen* fild druiuumn:6firtr:;rldrriolrir *i
fiosraohin:srir fir{rdlrd,riuri, flllrquo{xqn'n::r,dm:rstrn6ndru.neiorfirfilunr:
q^v: -e- - - d< i- 

(

'hiuinrrfi 6 ltasutnnltn :uqlfi 6 nuroruniriulunr:rirru drriudufl urrhfi tordho
frnnrr uio{rilduriqmo;do.r6'ndl (Estabtish) :cuunr:rirlrufifi:yrfiuuiriu fr:Iinur
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(Maintain) tturfi 61tio.r a{n a on lil unsn'nr rm r uJ iurJq l (Devetop) :s uu.r ru hiriu ariu
sJar.al

: 2nl: 2lrut!fl lttR1ilu1n{u

3) Intention doaerlodontvrir ororiundr Maticious ect 6o n:rrfirhl
Inunlufnururdrlo udfitonur:uslumstirurouurl.rogilunr:n:srir #rduiooar1rclorf

.44..
rrinulo{ rEotfionaruaslourrotimtorauulrnu ur{nrlu fiavarrornerrrfiunalitrnl
luolrinr: rulol#lonra6rn:;rirhiauaa:nr}J rioorol#rirdr Morat Hazard rdunr:n.r
oaA-lerrutaltfrotortiuil:cfiu artrqulo ln f, Rilnu !{10 uio uo.at xo{ilfn{lu {rfi rrrird
uinrr rfludolacduntioudo$ilnurtaruiloiu drfiraruaunriradr *rioufiEndrRruuon

ccldiuuinr:fi6m'aornq:6oln dorriulcdrEndrnulu fionrinrrutorq:fiorfu eir.'ldiu.,A a€€ a o y a uurnlrilnlaf,otnIrn0uull6tilSori{r"

ornvrqufi ril g lod {uin t : unc ?i:ilrfrs ru : ;duei r.r1 riou fi nvd ru u'

qnfioltomurirlruunniolriohifi na:wdnft s lodriou,ntorrr.,un2.rrunildorro.r

uuuinr:6nn: r luuuav aru r:oudilqn r ldqndor

z.l uuefieuavnqufi rfiurfrunq6n:nr{u?Inn

ffi ar:or raiYnd (2s43 : e447t nrirrn'rrq6n::r{uilnnrfl u6ou6oa{orriunr:
raua a a

ilAlin nionr:uanloon:elrirnr;u?uni:dnfiulororurlurifirfiurriunr:dofiurir riu
rlronrrrdr rqn'n::rl,oolqu,irirrfluriorfirfiurdorfiunerru'nR'n(Thought) nrruidn
(Feeling) riofinr:uan{to0n (Action) lunr:ir:riinrJ:cf riuriu 1n'a;rlnnatiorfin:su:u

.alt
ttillnqdn::uxo{nulo{tf,uottn3flqn'n::liiuan.roonriu|1i6rrfludolrrl'ouriu rn:rcugiav

a 6? 6
n u tiouiiriau a6 (ettituae) uio a'.r g l1 o (Motive) u o rn u lo.r d ri rh{n qn'n r : lt o l nu ro l
[nncirl'lilo1nt1ooudr1 rlaunfiniofilgrlorurirfior,finfiuogjnnonpar Inunaornnr:dnnoo
4.6-i.aleirllnzrufintolnuuasiurorfilrixlornnruuonr{rtr dslrluti rsiacnuinr:dnfiulo
nruleifi rnauqrru rird ur'on rrudn{oondutq6n: : xto{nun aonl2a l

ih f,un r o lu fi fi 6n in a i on q 6n : r u n'0 n : c u 2u n r : u m in im u r u io ii {f,n riu 6 l u dr u
nr:nnrndr nqn'n::r{uilnn rflunrrurun',rdrn'adunruludrqnna Inufil:rg.rlorfludr
ndnduun;i6nfrnnr{onqn'n::l{uiInn fnnr:narnfrrfluotirrii.rddo.riinurfirnarrr{rlo

6u:tiutt:lgllt rntofio;efil6rta'onfii6yrinadouqfin::r{uilnndru{olarirrcrr n:1
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frurir nr:riltoilnr:tro uncnr:finfiulorfioafiuriruil:sarmlitnrrnaln6ul ilofronrolu
rioihf,urfi'rinivrurfi rindunuludarinrioufi or,siacnulfi rri

t. aaruiirtfluarudoinr: t,arRr:gflo (Needs, wants and motivation) rflunrtr
6rrflu (needs) arur:ntflulrJldrfidr.rntuuovilnlo rrunr:rflnriourdoulo nr:ldr;uuffir
irq rfionzruoufriuoriu rfiuii.riirinrioufiuainerudornrr (wants) lriororilulatil.tlii,f.
,a;hifda fnnr:narndoraftmrrudornrrlunarr6lfluriudzunr:grlo (motivation) dr
ai,6.'ludrun rrtn-un tldolrfi urtoluia;au orrrfin o rnnrudo{nr:lu:cduiicir{du*acfi
ru:r grlom arq odrufindunloufiu ld

z. nr:iuf tPerception) tflunrcurunr:fiuqudidofirir.r1:oudr Inutiuo{riuilof,u
nrulunoo orlrrdu il:caunrrof or:uoiqnq uacilofionrouon6o nr:ldiunr:n:;{uorn
J:;armf,ufiaril s ldrrri ill :a niu rfiu.r dufra Inufi n:suaunrriufi.:fi ldoGurulilu
ruu l6nunsnqufi n r: riln iu{oryaunvrirrar:

r. nr:riuuf, (Learning) rt rudl nr: rilduuuil a ln aur{rlo du fi nn o r nil:c au n r: 0i
o r ili r hir n' n n r : r il 6 u u u il a ut q n' n : : r da o n r : rE u u f r o .r u q u dr fi n o r n n l : n o u d u o {t

(ResPonse) rl'oldiudln:rdu (stimutus) nrrunqufifirn:v{u- nouduo{ (Stimulus-Response

ft*rv) nr:doatrfildnoftdolorfiunr:n:;{udrunzrrdrfiotflr{uiInRrn'nnr:nouduo{t

l' r,ln6nnnr (Personality) rursfl dnusrsuiu ra il rs UR n a dudnu ro r nn u rrif,nfi n
6n n : r ldo l n r : n t : tE uu fr rn v n r : iu ffi av yio u o o n r', rrrt o 

" 
o u o u o r si o fi q 

r : n do u n r u vr q u frea4
onitn: rsu (Psychoanatysis Theory) tolr{: oud (Sicrnuna Freud) ldirn: rn{rlnfinnu Inu

,rdi-
rfiuu: r g r hfi rro rninlirirfrnrfl udadrrunqRa'nnrilr, o{ur{udri'rfi

o D rfl uqnfi nnrnfi rfi uo',ndonrr{u odxruru ri rh?fi nrrn ou du orrrn uo.r,
fr*rolorfl u rtrrlqlnuhiri d.d.rrirfi urlu drnruay isrur : r r

o EGo rfl urlninn rnd6n o mnr:aauquinldthfin do oroauqrnr: n:;du n
ld nlrnouduo{ocrflulildnuilcconndorfiuriru'uuluryrn!un;

iorur::r
o SUpER eco rfl u r1n finnrrrd acriou d.r oiur, :uuayqu r r : rt or drnr rfl u

qn 6nn mr o.ru arfi orfi fi n r : do ar : n r : n a rn fl 2: ldrfl u *u rvr n
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s. grJuuunr:dr:liio (Life styte) urrudt rqn'nr:unr:rir:.rf,in rdunr:r6onnr:

rinriourtiouto urlnutounrr drurrir dorioq ln r rirrffi riru u1lRunouoonlrJq

nrnuunfiniorEurriunrlqudnr:dr nr:ra'onnr:r6unx urlnurourfiumrrrol ul{rRu$BU

fiunrqflurr.jaougrJuuunr:ir:rf,inwnru{riuhJriurirfiuu (Vatues) ,u,orlrird.1u rdu
66si66.i
usumumrrlnurnioruu uurnl:mo{rriloriNil:crna rfl udu

ai
e. uurf, efiszfruourol (self coapepr) rrrodr azrlfiauionrul{rlcnroludarol

dum'nr ioll fiunr: iuf (perception) il:; n oudzu

o ttu tR'ntdu?t o {tnulo l fi uftil (Reat seto rfl u n r rurdrl o n u rsl otir l uritil dr
46!a a r I . .rndou5onarulouotirr l: rdurourioqfi uzlu: rs dolurilr u ldfrnur
I s6 J o- - -4 - a itrv r .{ €urr 2nf[1dnr rou1to{rrfi uar : :Itrntr: rvldriniou narunu rl6lrn5on
4v
ruunu

o uu 26ou ornurorlu qnln6 (td6at Self concept) rfl un :ruu'nR-ndn urolosrn

rfl u niofi a u r{r1o nu ro qfl u niu riu ru druan r r q6n : : rh?a on n do r riu
J-J.

uuafinriurdu nr: hJf; orJilrfi rl:vrvrarlirraaqnit rn: rs6ndrrfl u a'sfi uanr
eoo:
o{n2lxmufr!0tla3t lt ?u1o{tnu

o uu 26nt o lnuralfi 6n d rrlnn a 6u, uou r,u.rfi ufirit (Reference€roup Self

concept) rfl u n rnii qan a fi a'n d rn, d, u u o, u ro.r fi u#cir od r r I r rdu 6n d r
ia

nu 6urornudum myi oltfi uaru: rsdornr: rYnl.iou

o ltu 2R^n I o I nu rolfi a'n d rqnn a o'u fi nrfi o afiun u lo { (Setf-Image Concep0 rfl u

,', n d q o o a do r n r : h?n u 6u 6n 6.r n u 1 u u.i 1 n u { n dr rriu da r n r : 1 #n u odu
aal'

u o r i r n r : rn-u m x ri o qfi u : si r.: rl : v rvr nri r h?sr u r o.r rfl u fi u o u iu 1 u d.r n u

ttu ln'neirll rr ri rdinnn'onr:dn fi ulodouinr: n u rioqfi u: niu n r: r6uvr r lnuris
rh : r q du r l r r t n 1 : taao n fi r[nu: ufl u I : ur: u#r r do n r : r6u n r qio lilrr c ru uen r fi a ilc
nsfl liln{t riorunr:uriuiufi nr:;dulon rfl udu

z. fiaunfi (Attitudes) ulrudr nzrr hirr6urdrfi n o rnnr: 6 uu flu nlrnounu o{io
dtn:;{ulillun'amtliiarirrrrlonionzrr{f,nu'n6nfifisiofirrd.ra'rln rTaunn'fi6minaod*
i.vyaaeElcionr:iuittnvtqn'n::tnr:uilnnrsrrinrior,dua uasdlu'rr0finru'ou{oualdorn

IYl,

ril;i,
I mtngrfiuu....o..11L?.?.........1* | s',^'t ' d3nvr,
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rirunn-firfinornil:ceunr:sf rdunr:r6uvrxlJrio{rfiuail:crnaruourflagnIo:n:rr 6uin
rirunfid hifi ci oil : crnf,du or ou o ndr il :crnf,du hiaem u orn rahi6 orr r: hiod oolrj
)rdu6a..rt€r.-_-^l--4-e
n2u uonolnu nf,uRn010rnn01nRr:uonna-raroln{lSrldleixl rdu fiolaaru n:ouq:?

rn'ouiallru rfludu nr:nJduurYrunn'dorl#rru,uur,odolru'olunr:a'oflrrrlnuo;fo.rrfir
levJr'

n 1r il r u fi dur{u ri oti r ld o rfi oldau

z.s uurfiordsefi'urf zuecilorrnom

"6qai orq:.rrfqn Q$g : 83-84) ndrrdr deunarvrxnl:naln (Marketing Mix - 4

p) drrnhoonrflu a ri:u lduri

t) riaunalriu:fiuniariorci(product Mix) lduri drna'nfiord uinr:fih{fiu
- t J jy

Hatdarci n:rEr{o uncfiuilouacflruaarn

z) riruaraurdurriu:rnt (Price Mix) lduri :rnrufoodurorninfiord darjiu:rnr
It^ -- 4 !, a j t A
'fionnaunurfudurfro donnaufi ueriunr:truduragnr: o'oa: or fiudt

g) riruHaurfiurriunr:finf rrrjru (ptace Mix) lCuri dosmrlnr: f,ndrurjru miol
6luaunerl esn anlunr:rfi uinurfi udr n r:nruqu e'udrarn d.r ga;rnf orriru:unirr
6rJn 2nlu n r: fin ri.r fr u dr

4) rf:uelaurfiuefiunr:riltailnmdrrilru (promotion Mix) lduri lglusrl nl:r.tu
Inol#nrin nu n r: riqaiunl, .tl 1u uny n r: il: ;m ryrrtu f,

qiorur arfnsr{uf, efio : 76-89) ldnrirrdr orriilrynourorrirunaux
Rltnaln ldrrri fiudrunsuinr: aorufif,nfrrrirufiudruasnr:dueirnr:drnriru rirrfifi
umulnlunr:rirrrirdriofiocdruilonaerm'ndoXadruar:irl 1. ornuifmlrJfii{uilna
rflrmlruldiuf rfinnr:nJfiuuuilnrriauRn' uasrirl#rfinnqn'n:rrn1rduardrlufian

l ) uilu'r?rx o r fi u drrmcuinr:i onr: du 4.,, n.,ron m a'urirriu fi s wirJ: snouil a lu
il : c n r : dzu fiu fi o c uan w m u r n rfi u dq d'nu arii e ; d r un on n lr n'a fiu {ui In n lu n : 6 r o r

36.
nr;tu-oltry:rfin rirurlrcnoudln.iralduri tum n2nau nlrooflnuu uioiaqfifrurna'n
dlrflunrn:rlfiurhuasuinr: ornswfiJ:;nourioriaunarrorfiurhua;uinr:d{nrirroc

rf ulddrfiudrusiasrJ:rtRyt0tuf,nrumurnrfludqdnuoifiorduo..,rrrrurisrirumsn

R2luR'n hlf,i{uilnnrtJrruru uda'udrrfinrdurfiudu6riofiuoyudn{uyru1Tryrr{n1,
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doar: Inurioh?rfiaHamlnR?ruff,nfin{uilnodrrfiu ueidrncfi orropludruuyru.ryr,yo,rt
ayAi
du drm u n r : d o a r r fi a f i { n 2 r u fr { il o 1 o hlfiu {ui ln n udr R l u yr'w o l o rfu w rfi n du lCl u z

n:6 n'o Retln'ltololudaf,uriruavuinr: (Physicat satisfauion) il', 1 ,,uroaur'wolr
i,64

ill{nlU 0n?ilUt (Psychological Satisfaction)

t . t ) a e r u f; I n o 1 o 1 u 6a fi u dt u a c uin r : rfl u n a r u f[ r u o 1 o 1 u vr r r fi fi u dr rfu
nrur:odorriauudiloJrruiol#qorrJ:clorfird{uiInn durirr.r'ufidru[Jlunr:drard,
uasuinrrrfu d:odrlrdu lun: dfi r: rfi ilqr rrfi uu riurirnrinda n lEuopfi udrriurfru
rnf o l o a n fi r dl n r utf o rju u', r 

" 
u u urdliio l dn a fi r6n n a u f; r rr o l o d.r n a u ffu n o l o l u

dnuor;driluneruf;rrolclu fiudrrm;uinr:rfuror

I.2) n:rIfrItoltn r.rdtuininor fiudrr a rwu'nilulu rrfi osldu ou 1u rnjofi os

afirnaruf;utolodruisrivrurhifiu{uilnndriiuJfinar,'rndonr:finfiulodofiudr rriu
n r ilnu o r, r u rns o r rJ : ; du dn u su t o s a r r lu n r r d r o r., r r r r u hiriu {ui l n n o c l du?u fi

,oaoa',erJqotaltidtoldrfrudrlrnrin uriontururlitffiuilnnlirfiudr rnio.rrJ:cduriuwr;eu
raiueirrn?1rd2urt'u,l#fiu{uilnaldodr.rl: d.rdnuorvnr:rf,onldar:ludnurrd,fl,
R 2llrrrululufi oseio.r au orn arusiorn r: n ndruinlotor{uilnn

zl unulYlt o{t:'lRtvtl{n'trdoa',:n',:na1a :tR'rfiuriruasuinr:fiuvrurmrionr:
f, uelrn',rrarn lug rurduou.ururnionzrrif;niinfinunsn :rrufiw olrror{uilnadfi
iofiudrun;uinr:riu1 hidrovrflunzrun'rnohludrfiu#rnioaruyr'rnolon^dru6nlo

finrl dl:rntosrfludn:rd,i',r',u"nju,f,on:cu?unlllonuJiuunxnrrnnlnrs?rd^{er6n

rio{t rufiu{uilna t 1R I trlu It o duo.lrrrrudrqornruto.r fi u firuacuin r: lilfir
nriurfl rrrruldrf, u otirrd drlu nr:#r: rnr,rirfi or:Eroonrfl u z il: sr6ur #n

2. t ) ilnfluqordnuuctoliudluasuinrr

z.z) fl o froq or dnu ar; r o.r{uilnn

3) umulm'uo{t aorufi ,6rrdrunr{nr: doar:nr:ou.,, ao,ud 6 ruilru,risraurfru
oroe clfnrnuorf (Imases) riohiaarrfdnlunr:iufriu{uiInneir.rfiu qcliulunrr
oonlluunnuilSrudrrioaorufi 6rilriru dwcinrrufirlfiuf,tiua:ruff;nunvnr: iuf,du w
finral#rfinrrqn-n:tlnt:uouiur'riohiuouiunr:douiohi6oAudruiouinr:ld druiu

au .! a u t. t
uifmtrun:sru-oqq:riana:finowirJ:snoudldolrJiia.o
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r. t ) rniorrtruriodqdnuoi

3.2) trrluuunr: IEuu ruacnr: rilrnirnlrr.ru
1.3)nfnlrutro

g.a)nr:rutila'udr
.Y

3.s)rirrnfid.r

g.6) nr: n'nio do ar : n dl n.rrdu

riu u il : c n o u dl n ri r rfi n r t u dl riu f,dr riu ua s fiu ua ; i n n i o n r : a fi r n rnr o rfuri
uifnfitrnriroa'udrlnu:u dldrnrn{uilnnfinrriufiracriaunn'fiddoa'rciri 1 rucird
Y6ida
{ui lnailwmnau ruil:c?iulouncrfinnrruoriulu fiurft uacuifnfi 6rrrirulufi an

4) unulymro{nr: dqailnirnalnill{nrr dua.,r n.rrn a lo n r: riqailnr: n a rnrfl u

. 
nr:ldnfiunuruugllohltn'nnruroulufiudrua;rfinnqn'n::lotiugndo.r 

ruiof,or:or16r
u'lul'l{o{nr:riuailnltnalnill{nr:daar:nrrnaln a',rrrrodouni.ruunn'or:srrldraru
rJ:srfi udrufiunruinqrJ:serrilunrr2.ri*r^unrs ri*aiunr:nam ld6rd

a. t ) n r: ti't tail n r : n a rn rujo hiri r a d r r u yr u r ?r r o l n r : d r rai r n r : n a r n i o n r :j
doerrnr:nnln InufiinqrJ:tarrirfiofiosh?rirrarl6u:riufiudruacuinrruri{uiInn

rdsfitcaft'rnzruf,finrrovriohirfinnrriuguri{uiInn,iroclil?rr.uJofirA,,,urrrlnrruri

{ui In n t Cd ln : r a r rri r l : u o n o r n dn', r r r o fi w h?n r rr f,ri {ui l n n l u ri a u fi rn-n riu
qotallin'tod:fiudr d'r{uilnneur:ndrvriliuurfiouqorarfn'rorfiurir6r?oir.r 

1 ,rou
il: s nou n r: il : cdu nauas dn fi u I odu U

drocn6ire lil[deuvru rntbrnr: rf uairnr:,fi rnriruairu do rdrirurr:;ndnrun r
tol{uilnadrunr:ttonlnr{oryadracr:rdoariud'uriluavuinr:rfluodxrrn 

'oidrhiinr:duailnr:'iruilu{uilnaortCoufiur:anracrirl#drudiarrdorynrirrar:rioufiocdnfiulo

6odudr

4.2) nD.i{ldirn r:n a rnrf, shin,rriurn'r n.,r doa., r nr: n a.rn Inun r: ri*air
nl:6trriru uone rnochi{orynuavn:rrirfiuzfiufiudrmcuinr:1ri{uilnn'd:&arulro

fiocofilnerlriurir-lh?rrri{uilnntjnfor t riu dod,rr.,rnr:afira::riar:,nonr:
dlraiunr:'irildruocdol#rfinn:rraulolunr:Ifluurunvarr.r,odo,afxb?rfinnrr6uu5,

ldodr.r:anda
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a.3) n r : ri r rair n r : n a rerni o fn g I h I n u fr'a 1 il rin r c o o n uu l I n urj I u il rui o

I ! rt j rr 6 i' . a ahed
n:vdunr:fioucilnortnurfruricirtiu riluuuuq:fiol'ldfinrrurorurtrjln:;rirhlinr:

ilnria'nouluudtornr:"iufrn ucitciloruruafi.rnrunorifi6rorli rniolfidvrinnrru'o

u q e'n : : r n', r dulr r r r; u r :r o r {ui Inn ii h?u rfr a l o un s fn g rh d I o ufia tJ r c 6o d rfl u
lI o . - s 6 v JA c o y ,! arflrurruudntarnr:riuciunltnnln Inursilr;flann'orqifrrdrdrr{r{dunounr:roiqrfiuln

to{tflanRuqt

c.n) n r : ri ueiu n r : n n rn rio rn'o u n a r l 6 r n r : ri rrfi u fi o n : : I nr : d{ l6ril n t,
. . i ; i ! 

^ 
c tral,6rurirufrerirreuoerur:ofiwd'r16ouarrunxirtor{uilnnldrfluotirrd nr:lf;nr:

riuaiunr: 6rrnrirudru:;r,rl2a1ua;o.',r6ii,rrrca! rzrirl#{uilnafi nlr{nmudrlolu

fiafi udrua; nn J : v lunffi oc ldiu o rnfiefi udu rntju

nlu oiurdrnr: riucirnr:nnmrioinoil: s ardlunr: rn'oua?rl{ rddsrnrrlfr

iturhuasuinr:Er?orfu1Fno{lunarrn:rirruo6rrrrorfludududur riod,rrlr,r'u

fruilnnrfinnarudornr:lufiutlruacuinr:iJ:r,orrf, 10udlur:ordufo6r?oriurl,ilf
j ry,i, r, rr 6s j o i q9 I d i y s

ru:ryio'l6riuto.r ru:udr{uilnnaur:ofrovirfroldudedarur:nfrtceirr lonrelunr:
.iy i jq.ao ! a c . , -i

trlulJ'tnn2lul,roou cl il lulln0ntrllnlt d{tdtltnl: nliluluou1{flullduo

4.s) n r: ri{raiunr: nn rnrfi oafi rnarrriu1 o rr q an : : rt o r {uiInnlu nr r1#

fiudrunsuinr: drliEtToln6r?or.rdr,rdro;in:rurjultrrndufitvhiuj6oulrjlffi#o6u r
J.tl

6n srfunr:riqairnr:drrrirurfioaitmzrrriult uiorairnrrruriultlunr:dnfiulodo

6uflufirdrrflufitcdo{n:sfirrnjofiocdlulrof,irrnr:uoruiulun:rnio6r?od'udruacuinr:
JYoauurlnt,u

n.6) nr:riuaiunr:nornrf,oariuequfion:ru6utoruifvr n',:dsar:n1tnaln
a . A i r r a 6 i 6o c t, t c d
lnunr:eqesun'rrna'rnd.trt'rroyricr?ud!rf,iufionr:6u 1 to.ruifvrl#rJ:sauHadr15tnru

J'

rf, ruuru rirfi ru: unr:riqaiunr:narnrfluntgu2uR'rtxo{nrt dodr:fi rirudorj:rmni1.r "l
- !, j j h r I e.l Y, as 9e It q q a ae 3
drriuriiofiooon'hJuflarrrfirlfi{uilnnff,nuacrdrltlufitnr:ro{uignxln.u-uuac
e r j y o ! 6 . j irry . 6 i
lnulsil13 0u1,!u{r0lun1: f, {16r:lJn1:n a1aoul{rllnlflU0 fl nil ln 0 1nn1t fl {rdtuRl:nnlan

uonornosrirh?{uilnni6'nuifn ff,nfrudrrJ:;milcin 1 tosuifvrudr ciolilhidruifvt

werinfi udrocl:oonurfi wrfi rhT{uilnnuouiuirutJu
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2.6 na{ru?dsfirfiaedor

a o- irdstfifrnd ilo{roo (2s43) nr:f,nurfi inqrJ:;arrirfio iinurn?lurfiuto{

fl #uin r : : n h{rfi srs fi fi ei o n r : 1 #uin r : dr u : s u u ua; rh u q n n rn : In u rir fre od r druii
nr:{uuuurilro'q (Accident samplingdru?u 100 nurirriunr:r6u{oryn1dnr:irn:rc#
)aa{oplurfrlfl , rgu 1 (Description Satisticfl uEiluuulounc(percentage)

nnnrrf,nurnudrnrludrodrdrulrqj rfl unrar{.r fi iriarorq:;rdrr 2s-40 fl fi
nzrlinrriudr frlnololunr:uinr:torroh'hh BTs dru:cuulurn'our1nil:crdu firflur

rJ:;rfiudn:rriruinr: uaErdunrrnr:hiuinr:fid.rhin:ounQx d:udrurlnarn:fibluinr:
nrludrodrliRtln'ntfudtminuufihluinr:lrt1n1"iilfrinr:fiauruqnrn6 un;nudr

R2lxqnlilxolnfnrrururirfi fi nadorjirrorto.rfl duinrr : o h'lih srs

rYo fiisv ioni tzslsl ldf,nu ril o ilot or n r : h?uin r: rfi on: rr eo u drit o frulnfi

{lduinr:ldilnrrlfilnoloriodornr:tirJiurJqr uavn:rraouuq6n:rrnr:rdonEiluuu

nrrrliurJqlqunlnnlth?uinr:dru:vuururiirflrrr:0rruuurhrurir z grJguu n'orsuu
,fi r: vri r Inu or : dn Iu ffi uns : s uuuin r : dog a dr u n r : riu m r.r

nn ol nn r: if,uuanll#rfi u dr il n frufi u ri eunuru dsne: h?auh uarrJiurJq rl#fi
qorntnnr:lrtuinr:6tJu tuiofitr:urnuinqrJ:;arr{rornr:r6unruioll.uloaudr ldu;
ihfiunrruaurulunr:r6unr{ nauriuariuro{r:ounsgrJn:oiirrl a2ru:?ariulunr:
t6unrI unsR2Iutt&otn drriuinqrJ:;a.rrirornr:r6umruniolilfirrru lnuri ifuf,onaru

a6
aurolunr:rduYrrl nrrtilrrnq6sornrinrrudu:o narudrlto{ro unsa2ltasnaneionr:

l#uinr: aqillddr{Inuar:riaulnqjh?aaudrrlqriunr:rirrvralula6to.r:vuuludqruu

rirrrrirlrrJ:rqndl#luinqil:va*inr:rdumm Inulunr:r6uvrrtJ6ofiudrriu{Inuflr:0t
qi o o eIfin:tutitdqfiu:suunr:'ir:crirlnuar:dnIufi6rrnndr:suuuinrrdoXnnr:rn'unr.r

lutsrvfi lunr:6um m tfiir.r ru{Inuar:l#n zrudrriryfiu: ruuuin r:{ogorrnndr
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a 4v v rJ- a
fi runf rYafioruqa e$zl ldri rn r r f, n s rr.ilo d ru u n q u R 1ilx o { n 1 : uin r : : n In u ar :

il:sfrnrllunl{ltttu?trun: drriunmrirtJldlunr:rf,nrurun::duqorRlilro{n1:uinr:

i6 d lfl u n r : i fru fi r l n u n r : 1 #uu u e o u o'r r n 1 tl ryr R u-R n r : i f,u u u u ro a yl r u (Detphit

Technique) rf,sf,ngrnatlR-ntfiutor{riu:ma$run1r2r.{uurunr:rudrluutureixl dru:u
29 nu ua;ldrruunouorulunr:ifrouuudr:ao rf,oiinuraaruuiutoril:;nrudlsuinr:
{ruru 413 nu

ag l
nnnrrii'uvtu dr qornrnt ol nr:uinrr : olnurrr: J:c 6rilr.lil: snoudau t ) fl 2tu

flsn2n z)aruilaonriu 3)nq6n:rttorrfnlruilrcfrro 4) dnlilrounvgrJn:oi6

s)n2lur?nde e) R2tudsom ua, 7)n2lu6ru1u

qo2ilt ffi qeuror q a es44 I ldiinu rifru,f oo n.,:, ou au o.rio In : r nr: f,n nu rn'u

:olaoar:il:;6rmrldruiuqnruan:'InuiinqJ:ralrirn'onrril:gul'unaunyFinuritcilufi fi
o e Jonzruduriuf frunt:nouauo.rdola:rnr:finnr:rn'u:olnuar:il:cf rnrldruiuanrrani

to.r{l#uinr: g ilof,o n'o il:snr:u:nnaruf;otohfirfiueriunr:uinr: ldud nr:uinr:flor
tfnlru R2ll,dsnan: znr5a nrrufi ornorsrnr:uinrr narlg6tr ru n2rrilnonfiu uov

en rn t tzn flo ut o{t : o rfl u du il : r n r : si o u r risu n n'r o r fl duin r : ri o In : r n r : frn rn' u : n I n u e r :
il:s6rmrrdruiuqnruan5 ua;il:;nr:qnrhun'o nr:iufiireor:roldl#uinr:16orriu
fa: rnr:rn'u r oilrc 6 rnrrdrn iuqn rn ani

nanlrf,nurtudr qnrn anE {l#uin r: In: rnr: f,nrfiu : o Inoar: rl: s f ryr rr drriu
qnrnanirieulrqj fouffi zr.s fi:cdufllrnoufluolioln:rnrrfinnr:rn'u:olnoar:il:;6r

m t I d r r iu qn r n anE lu : s du il r u n o 1 { un u R a r r n'r u o 1 e uas riau n 6t o r {lduin r : i o
Inrlnr:frnnt:tn'utofnuat:il:sf trnrrr?rriuqnrnani fin.ludlr{uf, fiunr:norauorcio

In:rnr:frnnr:rn'u:olnuar:il:cirnrrrirriuqnrrron:'fi:;duriudrrTqnrroo'6 o.os riau
o j. i e

n r : iu iri r r ar : rfi o a riu ln : l n r : f,n rdu : o l n u ar : il : c,fi r n r r d t il iu qn r n e n:' |1i i a r r l dr fiu f
o*oaQ-
dulnrrnrrilnrn-u:olnuar:druiuqnrrcnSfi :sduriudrriqmma6n'o.os
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oldnrrtud{u2arunlrililfl (unary.bmta.motc.go.th) ornnr:fi orrinr:ru rfruzaru
nI {rnil{ lddrfrrruifn 6 rdu uoud uoalsfimil lfirfl u{eir: :onarrf;rralotorfl #uinr:
:olnuar:il:c6rnrrrroit rldun.llavluriru:oronrur'.lruinr: r1nil:crnnil:y6lil zsula,
ldnciudzodrllunrrdr:aorflu{l#uinrr:oil:cdrurrf ruzu 2,s00 ,ru riznqo,rr,,r.ru',
ua;iliuscra ldrizdon:ounqulu s ri:{ordn lduri

t ) cr u n zru ac o rn t a r da : o r ar o1 lu n r : ui r n ru.u olmin r r u il r c 6 r: o

z) druu:urmtowrinlrudu:o uasilfnlrurfi urirlnuar:
l) drun:ruar"andl"t ar: ldiuorniru zu : ofi l#uinrr uac nrrl#uinr:tor

nrinrrurJ:cdr:o

a) dru nerurJa onriulu nl rrn'un mrms f, Rtu: o

s) drun:rurJ:cuf,nlu6omeru{rrrirtowirlnuar:

o r n n a eir : e oA z'tutt'.ttt o l o t o l{In ua r : ei o n r : uin r : r o r t nrn, e ru r : o iln : c uu' R2lxil'lrlolonrltnutf ntrilr;rfiuto.ruifvr 6 roa r5u uoud uoalryfiroyr ldJ:vrl-una
a. i . u

oonrrfrrirtndurrirtiu z.zzuiolooav ls.sfinouir nolorrn uosnoh duanr:dr:?'uns
dotauottusfildcrnflnufll: t f,un. ovrir}Jrflu{ognlunr:rJiurJl.rqorRrrnlruinrrl?6
ii.rduiotil
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aaAv
2.7 orouuu?Relunr:aog

0rnnlrf,nu16orihfruri?ufl fltln'rrn arnfi fi rionarufiruolororfl#uinr: In: rnr:
n:ounirqrdudriuuinrr rflxR. : n:fif,nurqjurutu n1{ryrvrxl.lruR: Rdraa'o ffi6'ul#
?r.in:ouuuaarruin orn 3 ilof,u lduri

r)fltf,udoqarizhJro.rnrjudrotim lduri rua o1g dorunrr orir :cdunr:;lnur
: ruldi om'ou 6ru ru au rinlun: ouniz mc 6 ru un irfi rn'u n m fiu In, {r n m

z)iloiuriruHf,rnt: nalnfi fi ionzrrf;urolot or{lduinrr In: rnrrar ouair
oJarqxdunurnlr rduF. gul{txu

g) ilofrodruarru6nrfi utorfl#uinr: Ia:rnr:n: auniuqrdudriuinrr tnln.
{umnuldrfi nernduqyrfi'nrrinqil:sa.rriumriourfi urln

Jr-Y
fi rcrurr oaixuarunrndlnrndru rixdo hJfi
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f,aurJrdu

(Independent Veriabte, tV)

daffiJ:sl1rl

@ependent Variablg DV)

1uY
iloot eluunno

-

- llrf, - orq

- rlolunril - nr:iinurgrqa

-:ruldiordou - orir
- {irrriunm - irueuRfidurBuinr:

.)r'
- llxa{l,o{ano{ lat{nlr.l

{ v t iatuoosil?uflduRuoamilildo

a rrlf, ueloterfl fuinrrla: mr:

a r oua Yr gtfudffuui nlr r trlro.
I

gur{ruuiloilrmNdruinQJ:vcrri

- riurriun : oun irldl{rrariru fiu
- rfl unrufionh?rjrcfl ruriunn

ruuuil:crdn
e.i

- ariuaqunr:rioufi urnruluilrcrna

- noufluo{tuluuruigurnlunr:rinrur

truunlrrurir{Inunrr

- l#:olnualrror rflun. h?rin

rh:Iunig.rqnluiurgn

- ,ion:roru:ruld{fi0$u
- ior -- iluR{'tult t?mtR1rt 0{t t,flun.

a a Je 6 iJ
lRn nlr l: uuI nu{ luu, nlt ll1nufl,-u

a.

rrllilnrilfi 2 rcolnrouuutfioiililunr:iilr,

z.a auq6gunr:iffu

our6grunr:ifrulunirdn'o {0ry4fr'atJtor{urlduinr: lduri rra org :;du
nr:f,nut, luld uaEolf,ilrnneirrriu inarrf;.rnolosioilof,udeunarnrrnnrnro{
SsoJearelnr{nrrR: ounr2qxf,unnuutRlr t6M. unncir{du



,nii r
a< qv
2ER't:20t

nr: iiun fidlffi nu ril rh r : o rnjsitnu ril o iuri runaun r r n n rnfi fi ci oRl un'rn oh

mrfl#uinr:Inrrnr:n:ouairqtrYudfiuuinr: tdrn. : n:dilnut{urutu nl{lniluilrunt

Inufifunsunr:idu z f,rnuu i'rdolrjfi
<aao.

3.1 ?rnuraonnQUn2our{

r.z il:smn:d1flunr:if,u

r.r nriud:odr.rdlfl unr:ifru
'3.irAaao

3.4 IUnOU lunl: dt'l{lnrOituo?ru
Aa.--

3.5 rRt0{lro lunlr20u

g.o nrrrfiu:ru:zudoXa

3.2 nr:irR:r:ridoqa

alAaul
3.1 2[Ol:l0oooQrn2our{

tqsag..r a . e , J -!
fl20ult?tnlilnonnQxn2oulir 3 tu Riru

i'2 a . iiufr t uuuta'on{uuuurnrudunou (Multi - stage Sampting) Inurfionornrdunr.ufiu

,oto{r{nn1:6u:o 6ruru s rm lfirri {urutu qiiu{i qiaqn:rJnnr: {naounu qirfiunia

ilrrnl z liumua - {inrirr {rfluniariia inuriruari rm;{fiurrunm drriunr:if,ulu
i la . iao , ., 6 i a r

n: {ulao nQrovrx0lu'tu4u1 tuu: nlr ulnm qJn n0 gur{rxu

tqiurutufihl:un:unrrriunrr 6ruru tz lil:un:unr:riunrr lduri
l-oeae,,Caryq

gul'ltru - ltrruatfl:oqrul 2eiluoJlr{ 2nilullttJlul 2nnao{nilftuu an1illrutRa

ufinr inrirnrlor inEu inr::lfin:u inauerlnag inlanu; inlluiour:ru in:rur,;:orr

{ururu-urinoo$arln:citfl:u inmiqqt inmmarlnr(infiruuuaul inldrdu
eaJdei-trv,Yo9ouuin{lrunrqano{ 2nllfluou 2ntnQU ?nul{q{ 2nul{n!fiou 2noxtlau

3l



usnursrunsurrsftl I ncnro ]r0orl, z, 0!,trursru,r3u[3[rl I ncru$ Noocp g€

usttul3tunsutlsltt z ]tuttg ]t0ocp sE UsnutsLufssull3[rl I nrn[$ ]Loocp t€
usnulstunsullsltl z nsn[9 ]tPocp €E tll,nstslurr3urtsfrl € nrnrg ]roor,p I€
usttulstuftsultsFl I ntnLg ]toot], ot usrrutsrufrsull3Fl I ncnrg ]l.Rocp 6z

:uujtllrt]roocuunllrgoul ]roou,
00, rgtrlltooclincntg$lp (Euldureg erong rprulglffpr]r0oc3,rbsruggJg,l z Sn*

(t$uruu)mc[n0u.
ut ut'btBnsuir,rog lotatranw cpttrst'tu!,$[tr*,Enuesprusrt crrtru.I,u! pupllug rug11l rug

tuull$t sut :ofo ntut (nrrrltn)irt ctntt gu3snut gunrr[uurslu:nrgn1 - numnp

,t gr 0 guugno nrug,p,"gr.g Ro r !o nrur u rcru$fo;oug br n nr
ug shpuulurnrsrumrgrlug (nsgfosor[nrs)nDug nrur$gu uu ghmr _ nrnurp

rrurc rtur Btcr nlc nhpug nrctufooQur conrunpug rugt pr.r!u! (rupn[nogr
tttr) u![8[t,tlu! ]t$ut ltt]gttlqi pugr,urs!,ltur ronrrrsllug - uautsun - nrntn6

,Enunmgsnuplu-tfiuututpu! ntstuurulss,pugnlr,ulrslrs3nug ]rpug ,cunonlrug (nn
onlsut{houufrnut llB suanonsstrug (fo;oomrc u r)nl.rr-o ug ghfog - nrnrnt

,3 r lro|rrr]g[r s33n urs 3[rrr 3 3 cuunururtlrFug Etnr]t[ug elgug lcp
ug P*lrtt*u-t ]t'l,l:sutuutunrLug oonouotur:srpltl ]orr]te - nrsntrp - nrrstnp

. ,tssclsu,:,Jug nonrslturEoulrulr,uur Lsut:uL,Uug brttllr
uj lr.ulruuwug]ull]rllrgug sopuuug crn:r]rug gll3[rtug ghrmrr _ nrunmp

nr 31 3[]r-0 ug ] 3l]onllug ]tuc uliltwug

optrpug notrsu:uur lrlunBll83nug ]or]ull3lql mnrryug ghnofuru - ruunr.np

ItcSultut

uoum muluitug,cull:llut lDugulggt.uug mncuL:sr.ug(uggcr.unr u[ofogonrp[n

pouol)nru:slrtlutug lcunug ogsnuglr.ur.r3unug unnlpn1ug gh:3! - nonmp '

,fgcrlru! oou.3rug ulluc ulutrF

ut Utctrnsussirur sr,r,r,r3sBsu:srilurru*n![rr-ou;i c!]slylrog ghrocsub - nrntn0

!orsnglru* €tl,U. un scur ouorn Ep*clrf sn]lfl,

ug mgl0muuu! noplrlu! ]&.s,[u!33n]rr]ruuu* Rt rltnouur r:[prun - nrntnp

ze
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tufi g lffi nr:rdonn{udrotir r laul#nert fl sn2n (convenience Sampling) Inuaouo ru

rJ:srrrudrrl#u3nr:fiuIn:.rnr:n:ornfrqtdurifiuuinr:taun.tuqutrruu luucia;

Iil : un: lnr: r6un unrut ru ruiitiol{

3.2 rj:vrrn:dlilunr:iilr,

rJrsmn:fi l#lunrrifio 6o flSuint:fi r6uvr xfiuIR: rnr: R: ounirqtrYuiriuuinrr

xdun. : n:dilnurqiututu n1{unil!il1un: 6ruru tll,823 rlu

6rururl:cvrn:rrorndogan rra6a'fl$uinr: In: {nttR:ouRirqtitudfiuint: tnln.

{urutu nl{lnil!illua: rcilir{ln'ou unrrnU - fiurtnr 2549 6ru?u I I t,823 nu doryarrn

owinr:turi{xlnsilnluyrtttJltluat dluanlnrunr: udrua'uciolilfi

j y - aa t, altr - S e e lo a
nr:t.rfr I uca{io{onr{adoto{{rrliutnr:ln:rnr:R:oun:1Et,iluf,Ruu:nlt tcun.

I
gur{r.uu Rl{rniluilrun:

aloun laou ,iruru{lr1{uinr:fl zsl (nu)

I lIn:'lftu 2,088

2.
oJnInliluI 8,982

3.
a
UUlAT 19,357

4. IUUlUU 10,317

5. ilquR'rax 9,222

6. iquruu 7,573

7. nrnalflu 10,164

8. d{?r1nu t 5,085

9. nuuluu 12,636

t0. qalnx 4,701

ll. rqainruu 3,504

t2. Iu2rflu 8,194

:2lt 1u,823

drr, dogoornorrinr:tudlu?oiunl{mnilillua:, 2s49
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rtruu 
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3ru sfl,!;ltftrl,}luf e trolnpfirrungcoutnrtuunlcu ] g]trD
'unp,t sru sflnurrumbc;uno sua,oo,o1 ogaournltruunrcuuft op E sncD

'urrur B.u[rl]rrngynprbssuro susru sn

I![ u3 3 r u n I c 
I o r ]gur r c u o u g s 

u r u u s r u rrpu n r B0;r o g n-u c ou ru ft o] z sncp
lmocgrnEuloruplcguft op r Sncp

0u ncp 9lrfil4*rgfiruflopftnit .€

Doprogr gogcnrlsrBuorur ouft opouronul mu rr,opfl,Bnlr5l, .z

nruBopnBn$[rl,srun[
!rr,ttnrnBtuntttye$t ]o]r0gtBo-octrr]8ull suruot r s,rpop]fl tlutouft oprnug 

. 
t

BA goslogutlrtD 3runlnounl, r.e

rLuuluntn[g
lryecprpupl]0n*urRugs,ru nu 00, nsnrg ltoocunEuurnnplrurnrlrsruuro

nu 00, osr nu 66'668 =

z(so')€28'ut+l

-mfi-- = u

=e
=ry

llooclrurnlt]ofincnrg = u oul

teN+I

N=[

ruDnllusut-r3sF,rcnrgruntrll
(s0'0 lrgrurltlunrugLEuEsrunlnuu 

],lr:r@oBururuMfrrcu
tEUpsru n[#[E3urr:sF]otrurrr}trrc 3 nr nr g

a

(lo7: gnSC 'ttgggUUJttB UUXttB) s.eusuBA

! o Jr ro r tu- u s r u up l,rF[R u l 0r r s r u nu;[ nJ r.t r p nlr s r rt l.u g ] r n o r], u r n,L u,t n c n r g s r u

tt.

Bor. st ulrlfltu]t oor.gnpu a€
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drufi o {ouruourrotrl

a. riruuuaouorufi airduhJhinorsn::unlrn: rraouuacdorauouusrn*rrfir

s. rirttuueouorlfildrirnr:rJiurJq'rudr rirlrJvrnoo.r'l# (Try out) fiun{r6'rotir.r

6ruzu 30 au rndofrlilrrnrrurf;oriu (Retiabitity Anatysis) InolffinrrirrYurjrcfimi'uaaflr
(cocfficients of Alpha) ldrirnrrurioriudrd :.gduRtrur'rnololunr:ulduinrrn:ouni:qt

rYudriunnhlriu tnun. {umrru = 0.90

6. uuuflouourfialr,;:oiudr fi6'urirlilrYunruoinclufi:odr.r :crdriufi 13- t4

qorall 2550 6u2u 400 nu

s.s rniodolunr:?fis,

rnio.rfiolunt:rfiu{orya lCuri uuuaouoru (euestionnaires) rfluuuueouorrilaruritn

uacilaruitn lauln:lafr{roituuuflouorr uriroonrflu c ri:u ftd
aa

ri:ufi l {ogorirtltorn{rdaotirl lduri rilfl olq f,oruRrr nr:f,nurqrqn
:rulCdordou oriu {deuriunrr ,ilru:unfifiurlduinr: ua;urdrdogaro.rln:rnr:r Inu

fif,nuar;drnuilnrudrrfron (Muttipte Choice euestion) rflur{rorlrjnruri]nuncilnruitn 6ru:u
gdo

rf:uii z doqarfisrf,uilofuri?uruilrnr:erulodfi uiuo.rufi uololunr:urlf,uEnr:
n:ounirqtfirsirhunr.rtlfiu taun. gju rutu

o ar J a

lluudouolllunt:Tfiuaflfi rJ:cnorlrjdrutirnrufiianlun'lrolosioilof,uriu uHau

nr:narnlunr:t rlduinrrR: ou nirqtduririum rrfiu rdx n. {u rutu J: snouC:u dru
na'nliorqi (produo) lduri rolnunlr ltasntruinr: dru:rnr (price) druaorufi (ptace) lduri
-: i. j r . 6aorufrriolrfrue uacdrueilrailnl:nnle (promotion) 6ru:u lo do Inufirdnrnuqinr:lf

)oa
Rglluu o{tu

jrrlnmEn 5 R&uuu

uln 4 fl&lluu

ilrunam 3 Ryuuu

riou 2 R&uuu
tiuouilEn I Rsltuu
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rlou uayrloufi qn drarur:oefiufl urrn: intilri'.rfi

r.00- 1.80

t.8r - 2.60

2.6t -3.40

3.41-4.20

4.2t - 5.N

rf ruiiin:;dun:ruf,rnolo ldii in uu u Rating scae fi fi rirfiuurJ: rfl u,., nr' eu,.,n

tt
J?itfilino{Aylluu

nr:uilaazrurlulu uurudr aarln'rrohrioufi an

r.ru ruo'{ R : run'rnolo fio u

rurudr Rlrur'lroloil ru nar.r

uuudl nrrufrnohurn

r r tun'r a : trn'lr o lo u nfi au

cizufi 3 dogarfiurfluazrufiouiurdurfruln:lnr:R:ouRYrqtffurif,uuiol: rdun.

{u r.rrtu ldrhan a f,l qniaru ia grl:; o+iu r nriourfi ud o

uuu dou0rrlunr:if,uo;od il:cnoud:urirorurfi urfiuIR:rnr:arounf:qtduffiu
uint: tdrn. {urutu ldrinnadlqnr"nrrinqil:yarrilrnriourflu.rln fifruru z fio inufi
r dnrnorqinr:hlnuruu drd

j
urnnqn 5

4

3

2

I

0.8

rln

Jrunarr

riou
vA
uouildnt

RUlluu

n&uuu

nyuuu

Ritruu

R&lluu

J

01u2unu
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rirui?inrvfiunatlfintfu l#iiinuuu Rating scate fiirirfruurJ:rflu 1rnfian urn

fiou uovrioufi qn d.r a rur: o a flr.rrfl uurn: in lddrd

d:.rrirulolavuuu = or,,rrq.E.-or,,rrd.,Eu
j

0'tu?uru

= 5-l = I = 0.9

55

Rr:uJoRrrurura r.oo-1.80 tuudr fin:ruinrfiurioufi qn

r.8l - 2.60 rurudr inrrrfinuiuriou

2.61-3.40 rrrudr finarrn'nrfuilrunarl

3.4t-4.20 fllruo'r inrrln'nrriuurn

4.2t - s.oo rurudr finrrufiauiurrrda,

ria.
tizufr 4 tiluttluaouorruuudtoruilnruilnrfiuaf,un:rlaulofi ocnf,ulrlduinr:

{ruau r {o
ri&

cirun s riludrotlilaturilnrfiurfiun:rudornrrdrunrrfinaorufirfiurfirorndrnuf,nrr

6ru:u r do
re&

rizufi o riluuuuaouorrilarurilnlfiurf,u{orauo,rucdul 6ruru r {o
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3.6 nrl6u:2u:2r{o{a

nr:tfiu:ru:u l{oqa rf,orirrriflulurioritofroritunarnr:narnfificioRlrrn'rrolr

tol{urlfuinr:In:lnr:n:ouafrqtdudrioufiu:tJriu rdrn. : n:diiinur{urutu {ifiu
o a d I ..t!
nTuuRl, lnu, ?ur 2u{to{atn {u

I. urlril{o{aqfioOfi (socondary oata) ldornnrriinurdoryaiifi {r.u rrul{rfi'r

mrnraiguacrsnfl drd

l. I ro ndrlnuundtororrinr:rurir u2 nlu nl {lmil{ (r,6M. )

t.z ufi don uim nr: uilR 2 1 l, in uru'r u f, unv: ruuu if,ufi rfi ur{o.r

r.r doryaotno'urnofrfin

z. [ndqToryarlgugfi (Primary Data) ldr rn nr:lduuu aouo urfi u{oqao rnn{1
e . o e-^-!^-t_ eJ c - -!n2oulit elu2u 400 n?out{r lnuldunounr:rilfiunr:dlfi

z. t d rrfi u nr : n'n ci o fiu R E c fi r r aar an f ,io n, o o nu r r ur 6u: fiu n r r u d r r l'o I u n 1 : n o u
lruu6rouo'uJ

z.zfi iuniuuuuuf, ouou}{rfi u.rrrofiu6rurufi dornrrif,u

z.g du:ru:rudognlnulduuuaouorlrflurnfo.rriolunr:rfiu{oryarrnnrlrd:otir.r
Aa
flflnu1
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3.2 nrriln:rs#riouoi

-- 4- t: 4 a ao 6 .6 ya hecnrrrinu rfl t.ril rilu n r: dnu r Jd'urB.r ilil ru {fi nu rldri luu u fl oun rufi 'ld: :u : rr
,fonrt f rurntzoaoun2lr6rrrll:o[uacal:ria (coding Sheer) unsilrsu2anadoryad:urnio.r

nouf, znof InulfhJ :un:r duiotrrlm m ain' ua;l#ii n n a6n'1u nr:irn: uri ft fi
---l. [OnlU{ilrr0tUl @escripdve Staristics)

t ) nr rirnnvfdo gnri:tJtor nq'u6':odr In ul#rirfouac (percentage)

z) nrrirn:wridoryarfiurriuarrrfr.rnohlunrrurl#uinr:n:ounirqnrf,ud

r6unNlilf,u'udxn. {unrtu Inolf;rirloudE (percenragey firrnduraraet'n (Arithmetic Mean)
.j

lrasalluu{luuXrnrtrU (Standard Deviarion : S.D.)

3) nr: irn : tvfdoXnrfi u: fiunr rrfi nrfi urfi ur riu In:.r nr:n : ounf:qtduriflu
uint: t fltln. {urlrtu ldrfinnnduqvrt'nruinqil:sarriurnfiourfiurln Inul#rirfouas
(Percentage) rirrndurarnsin (e.itt.eric Mean) uasrirrdu.rruuutnr!.tu (Standard Deviarion :

s.D.)

e) nt:irn:rcrinrtu6nuiurfiu:riun:uaulofi ocnduurlduinr: nrrufinrfi u
j o ,, t--.--_e_ j j - r,lnu2nufl 2lufi olnr:6runr:inaoruitrn-urn-u uacdorauouuvdul Inurir{orya,u1,ilorurila
oi

lIllI1ll0nll0{fl21rJ0

Z. a66rilatru (Inferentiat Srarisrics)

rirnr: nn rrounuun'Xlu{ognrfrtJto r{lrl#uinr: lCuri lilrr orq r;dunr: f, nu r

:ruld lla3o1f,il finrttfr.rnoItdof,nfiud:uruaunr:narntorIRr{nrrfl,ounfratii'usifiu

uinr: rdrn. rmnimfiu

Inulffi6nua66 t-test drtiunrrmndoun2lrunnrimrorrilodutordorya z n{ud
4ate

dluo=a:sciofr'u uosaNovA (F*est) lunr:nneoun?trunngirwlriln6um{do{aflarunrlu

t6'ruci z n{udutJl



,rd n

nonr:ita:rvri{orya

nr:if,udol itoiuriruaralnr:narniifidonrrufilnolntolfliuinr:In:lnr:n:ouRi:

qtiiudfiuuinr: rcun. , n:diinurqiur{utu npnilr?rluo, {i$ulffiiirn:uridoqoril

rliurEd:ua66n::srur laorirrauonnnrritnr ur{dopft dotlfi

+. r fio garirlJromciuirotin

e.z {oqnrfi urfiuito iluti 2ufl rf unlt n arnfi fi donlufiwolotolf,lduinr: IR: lnr:

n:ounirqtdudfiuuio'tt tcrun. {urutu
c.r {o1arfi u:fiun:rufi nrfi uriurfiu In: I nr:n: ounirqtrYuifiuuinrr taun. qi

e.a {oryarfi urfiunrruaulefi osnduurl{uinr:

+. s {o X a rfi ur riu n r r udo I n r : dr u n r : fin a n t u ii rn* u t6 I
n.o dorauouu;trnn{udrodrl

4.7 nlrnndouduuntlu

l. r dog arTrlrlt omrlufirodrl

ulllxu

{i6'uliuuuaouoruil:snounr: dunruoifiu ne!udrotirlfi rfl ufl duinr: fi rfi un r.r fiu

In:lnr:n:ounftqtdurifiuuinr: tcrrn. g'urlrtu Inurfiun{lcirodr{ 6luru 400

firorir.r .r1r,lt oudn l6ldo1 nrirlrltol nr!ufi:orir lldn rl dr6'udlciolild

40
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fll:r{fi 2 rflorlil:un:ilnr:l6uil}rro{ndrffrodr.r

j
ornnr:rlfr z rrudr nclldrodrlrirulrqirdonlil:un:ur6uriunrl qiurlrtu -

nrqourl:' 6ru:u 42 au fierflu$ouou to.s :ora{tll6o hJ:un:rr6unxfiu qiuxrru -
frlriq:' 6ru:u 36 nu finrflulooas g.o rirunrlmi:odur6onlil:un:u6uvrnfiu{ur{r{u -
un:ilgr ua;qunrtu - ruinaor-arln:rrcRrru 6ruru rs nu finrfluflouoc g.z

IJrun:unr:rhunu 6ruru (nu) I
touav

t
QUl{lIU - lrrsufl rf,rogfiul

{urutu -un:ilgu
ra

QUl{lnU - d:3Ut
ad

gul{uru - lTrrrqt
.6Ja

gul{lflu - f,{il{:
rd

8U1$XU - rlrU:

{uruu - uilnnol-arlnr d{nrlu

qiunrtu - qn::orq5
aa
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arouairqrfirdfruuinu

raun. {ururu

:cfrunrruieirlu

T s.D
,snua2ilr

aamu
uto

fiq"

lnD Jru

natl

rlco uco

ntln

s. rdorflunrrl#rolauarr

ro{ rrilln. h?riarJ:;Iuni

grqnluiur g.iifirlirto,

flaoarrl#rioundrlu
iurJn6o$rdr

58.r

(2t61

37.4

(l3e)

4.6

(17)

4.53 0.58
a

urnrr[n

o. riorfirh?rfinnr: n:ceru

:uld{riolfiu
fi.9
(226)

32.9

(122)

6.2

(23)

4.55 0.6r
j

urnilEn

z. or'ot?nrionu fi l#uinr:
to{ r.run. rn'nnr:r6ou ffiu
rruuinrrrrntiod,

54.0

(201)

40.3

(rs0)

5.6

(2r)

4-48 0.60
e

lJlnilqn

l{
ailoour2u

4.52 0.59
j

rrnilqo
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clnnltl{fi l8 wrfiulddrruiofior:Er:;dunrrlfinrfuto.rn{rdrotir.rrfiurfiuingrJ:v

a'rrilunr:finfitIo:.rnlrn:aunirqtri'ueiriuuinr: flfl!n. qiur.rnu rrudr nrlldrotir.rlCli
nrrrdrfiq fiu :sdr.ln rufi nrfi u'lu nu: rro{lu :rduunfi qn fi rirrafiuryir fit c.sz

Inoh?nerlchfiogfiuinqilr;arriddrrfioriruariuaqunrrrioqfiurnruluil:;rnarflu

duduurn firirrndurrirtiu l.sg :oraruriio rdorirh?rinRrrnrcolurrold{rforodu firirrn6u
.ei

nirfru l.ss ttl-onoufiuoluluurwo.rigurnlunr:riaur:;uunrrturf.rflnuar:1,J{lnruru

rjarun rlfi rJ :crrrulfinu rl auloio nr:riauf, nu rlrJldn fol f,r foor uroirrj: crfinr2 nlua;
rirlf;iru firirrndurrir fit q.sa rniorflunr:lf;:olnuar:tor tern.hTrinrJrclumigrqnlu
iuilqlniifiililror{Inuar:lfiioundrluiurln6o{ud: firirro6urrirfr11 n.sr rncod*aiuhl
n:ounizl#lf;rrardrlfiuluiunqn firirrodurrirfiu c.so ,rr'orflumrq6on1?f,ur1:v,w{fi
:ruldrioudlJrunarlfidolnr:tfiunruruuilrcrfinrirlsriru firirrnaorrir fru q.qg uavrnjohl
nrinlrufil#uinr:toltdxn. rinnr:riuu{fiunuuinr:urn8.rdu firirrqdurdrf,u c.ae do
er/Ainqil:va$fr nrirzur nq'rrizodrrfi :vdunzrrEnuiuogjlu:viuurnfi qn
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YAu+l {ogarfiazfrua rru aulofi ocnf,uuilf,uE nr:

dr r'r iu n r : i rn : t r ri{o I a rfi u r f,u n r r ru a u 1 t fi w n du u r ldui n 1 : In r { n 1 : n : o u n f? E{
oJoaJtrlurflfruuinr: tdltR. {urutu nr:itnurlunirfi nudr ncjufirotiurirulrqin'o fosa; gg.s

ocnduurlduinr:fiiln:{nltntouni:rltiiluifiuuinr: rnun. qiuurtu 6nnfi luiinri:ufi
rlourrnfi ovhindurrl#uinr: doa.,rrror,enooadrnr: rdrurimd

v
l,oa2Dt

nduurlduinr:

hi: vr1 nr : nflu u rlfruinr :

anlrt{il t9

druru (au) v:oua!

3s8

42

89.5

r0.5

t2lt 400 100.0
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9 a u Y Y u €- a
4.5 no{ams2Rua2lrno{Rttorunlroailorufi lriudr

o e a- .lrt j r ,t t s )
drriunr:Trn:ufidoXarfiurriunruriornr:6runr:iloaorufiril'ursr'u nr:iinurlunir

d nud r flduinr: o;nduulduinrrriu ln : {r nrr Rr ounirqtfiuffiuuinr: r.rr n. {unrtu
6nnf.r rizuluqiColh?wun.f,nnorufirioufiuln-un'rluf,irincirrl Inuuriuflu l 4inrn
n!
a{u

4.s.1) RraRoil lduri arprtdrnrll, a:vr15 (r{rfultnf,u) rlqurrfi d{nrn1flt
untulun druol qn::0n15 qltrTu anrli (r{rnrunviu) qlrrio uunqi aqr:ilrtni:
un:cr::ri iuurn tnazuJrlt) filrirli griurrfi nrr:rJroi n'6n: f,uqlan

4.s.2) nmmu'o lduri ifirrhl riu.rlnri rin:ru riru urj rr:vur drrlu

4.s3) nrnf,viuoonrduqniio lduri un::uf,tr (ilrnrio+rulrqj-n'urul f,u4fi t{l
nonn:vr6ua) ruo.talu touuriu ular: 3ourdn rau a:sufi:

l.s.l) arald lduri unraSr:ru:rr prvr: 4rfin

4.s.5) nrnnviuoon lduri rnqi osriun:r (ua:.rrriolarr) ,suo{ fiuvrqi nrm
4.s.o nrnf,siunn lduri nrolruq5 0fi owrn r a esr rudruuririrunr) rJ: so ruffi duf,

drriunzrtR'ntfi utolnrjudrodrwiodrunr:frnaorufi riouiiuarndurfi rliuri
t) dolnr:rioo,duar,rra,,urrirnn rriu rioufiurfircdr u'nu6ru ri:n'u riofifr.ruin
-i :

nlqouuStru?ulnn uaJil3la6r?u6ru

z) dol nr: riol,fi oeuuut finnr: riuu im r.rdruil : cia^aren f f,arj ioru r r : r ruidiin
mzfru rriu qnrrna'nrirnrae rnrcilfrr uionr:rlnurrdlara,nd rio.rrfiurrirfir:a rdu

qnuru urdlrtirt rlrqi rlrLi 4nn riorio.rrfi u:riunirn : rdu rt arunn lfiru'ndm1

r) dolnl: lrJ ltl fir :;fi inri rnv l n inr:strr inr r ;o; rn' inrn zrr{o I ar : in rior orE

in: inrus.t{Rt'tl, inln:in:c induau indo.rlu o.rf,ur:ru inrnrrrioln c. ua::rr6irr
CAUua;drmourlt6 f,irinaqn:ilrtnt: uioinnrrnrRrru'odu1 uavdornr:rirrlogfruinmu

riio l dl oc ldtriaurl : or rdouttrl in d rr iurirun'ou qun r fiu f, do r nr: 1# r dun. frn n r lJ in d fi

nr:fl n n or I nu'inh?a:u g in
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e) dornr:rdrrrurr:r:rrirlqnvruiu firirfiu rrriiorlu:rsr rllu:rflflo.ru iu
un:in nouqlmil rfirnrin4fiwi lu{nrr:riofirfluanrufirfiurion:y:rln'i ,nsfin-tfiEqi
rirq

s) dolnr:h{ tatn. f,nritIil:un:rnr:rioufi u:nr:luln:;neu{fiunrrrio.rrduerir
u't:a drriudzliurarfrtnsiuotfind lfifinr:iliuhJrunruhlunncirrriu rCorflu':rg.rlr
cre til , -lunuElturnrt

e) dolnr:rioqfiuriurfiur niodrldu frn t-zn'u lunrdfitJf,.rrinlna1 rdu riorlnri
riur:ru {ar

z) dolnt:hf taln. nJduu lil:un: rnr:r6un rr}Jlr ln :;fi indul urqdunu rdu
ua:rlgr ogtur qn::orq:' unrurun :rrqi uayar{ilrd{Rrru
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l.c dormroruvor nndudzotiu

ooJt^J)dtuiu{orauottuv01nnrjteiiotir.rlunr:ffnurnirfi nudr nq'rd:otir.rl?{orauo*u;
a

ii drdog fiu Inr { Rl r ar ouRirqtduririuuinr r .ufl x n. {u r.rrtu ft d
l) druninf,sni

r.r) orruiur:frenr: nuir ncjudzotir.rdornr:hilflr{nrrflrounirqrifud

fiu u in t : t d r n. in l u iu f,u n f-iu qn f ruto r o r n,fl u ln x n r : fi 6 u rl : c I uilfi o il : st r ru l u
I A a b.nd . r
fromufio nrrl'ltontcoru:ruldhlnulufolfiuriul ld ua;rflnlonralfiinrioufiutfifi:ruld
t!A9.

rloo rSodornr:rioufi urlu:rnrilrcrdn ra'umrrrioufi urlrjfru tarrn. ld
r.2) rlana nudr nrjrdrodr.rrio.rnrrbllnxnr:a:ounirqrryudriuuinr:

1fl llR. a:: ou : lnrin.r rufi h?uinrr ln :fryrri rfnlrudu : o rr rinl rut rufir lnuar,,,ur,n,
rinqrnarilunr:uinr:nr:riolrfiur rudorornrrinrrufil#uinr:nrrIn:f,nrifi.rl#dognrlao
rfiulil nl:n:lsiot:artolnriR.tru tfnrrudu:onr:finrruf,rurqrduyrrrfiocf rfnyio*fiu:
lilrdorfiu}J:un:lrirf nrrfirinqrnsrilrnndrfi lunr:uuEf r:crd.pnr:rn-unr*fiurfruaoufi
riolrfiur rf:unrinllutrudrlnudrrn2rrln0rhiqnrnurnndrduas{Inuar:arur:o16onro

uacfi fildnrrlosou {rirfrffiarruf rninarrufnrdrufiorfiulasil:;iharanf

ls) rinria.rrdsr iludr nq'ufizodrdornr:b?rinrioo,fi urrl noufi rrl#uinr:
In:Inr:n:ounirqtriudf,uuinrr tdrn. ar:fin:rrrn:rh{odu rfioriuvr*11rfiurlu:nriu
16uefiu

t.'l) ftlrunflrntrrio.rrduz nu:'r nrjurirodmdornr:hllor,nrroruroi.
u Jeqxdudfluuinr : rfl r n. rfr rlil: un: uqju r.r rru - il : s o ru6:'du rf, IrJ:rrn: lrirf

nl{rniluil1unr - 4rfin, nIilililxr.rlun5-lau, nI{rlnruxruo:-nrrd, nI{l1rilx?rlufir-
tuitiolaou (rjru) IrjrunrurirfilEaolufl{unrrrririr.rl unslil:un:rfrfiln'rifitr:u uon01n
lnln:c g inud: dolnr:1fifinr:riouiiorr::rn6 rriu rirnn yrcrn lilrfi-rdunfru nr:in
hj:[nrurirfir{nurlld niu t - z 6u uacfiIararntihiuinr: unror:,a'ouraarhirirdu
ilrclrE o7.oo u.
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l.s) nrruinr: ilud1 n{ud:odu,ero,,urdurfiu:orudfilfiuinrrlunr:
.ii'a

violtfrurrurcfiui.t'lil nz:rJiuvrrinfi.rlfivro6fiuuriuild{uacduno uaen2:l#uinr:ilaonau

iluounol#flduinr:rrirdrritrfimo :orudayorn unvfielrriq rdun. nr:dr:o.r:orudlfrrfiur

,n'rd, dooornro,uiidltimnr:lu nmu. riufinnlrunrcusrirhi:oruduruunRz:finrlitn

trallu:o ua;firirdr, (dru) nfoutuuua;Onou uinr:nnonrdunx uorf,nlnorrr:lluinu
nrudilz 3 uio (nlul?alorfi1t) uacfifirrfiuh?uinr:nounfu na:incrorfiuru::qnfiinr:criu
tfnn'llndru fiouirii{urlrtu nz:rliurJluagrnrrirururio.rr:rfti,f,urnoio{urlduinrr

na:fi{orJ6-ffirfiurriulrrurnlunr:r,iurouarRrrAuadunr:crornuloir 1a;Insfidorldiuorn
nrrf,ntllluror{6u

z) drurmr

druinr: nudr n{udrodndornrrhfla:.rnr:a:ouairgrriurif,uuinr: idrn.
orrurrlordrlnuar: l#n.rrufiorjtexlor 300 uryr uacn::rilnbifinr:ro.rcirlnuar:ri:rufr
yr rr Im : fin riudz Io uriu riou iu fi os tjrfi u:

r) drunr:rilraiunr:nora

dtunr:rhvnfiuvTud nudr nq'udrotirdo.rnr: hiln: r nr :n: ounirqrdud
riuuinr:'ud!n. rfunr:il:;mdlfuf,vrudorirq niu In:riari ivrg nfidon'ur( rJu 

'riutiu ttn;o'utnofrfinr6urfiuuint:to{ r6ruR. drriurfiourar: :vqiu nar rdunrr,,urao.,ud
q9o
lrrat0u
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4.7 Rr:noaouduilaEru

Rltnoiloumufig ru (Testin g Hypothesis) ocfi rn r: irn : rsvfn :ruun nsir I riur o.r

rirrndu 6'rdoud

Rtrileoouilrufigrunrw6fi fidr:;fruriurirfiqnrw6fi = 0.oS
6it'auufigrufi r {orynrirlilror{urlduinr: lduri rflf, olq rcdunr:f,nur :ruld

llaEolin inatlfr.ruoloisilofruriaunarnr:narntolIRrrnlrR:ounirqtdud6ulinr:

udrn. unndrlriu

Inulffi mrlf,dn- t-test drriunr:mnf,oun2ruunnciNto.rfirrsAutor{opn z nrlr
id - . s - '
fr d]uda:sriofr'u uacaNovA (F-teso lunr:mn eounrrtunnirwowitnfiutoldolnu nro
nrlu t*uri z nejrduhJ) drriuHanlrilaf,ouaumgrunrrillg2ullnnim aurrouflnit
lid'rnr:r.rdruri',od
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cruufigrufi r touofirtjta.r{ur'lfiuinr: lduri mfl org :cfiunr:;inur :rsld uavorf,r

- 

I

iiazrufl.rnolorioiloffadrurrunr:ooroto$a:{Rlrarouaiagtfudfluuior: rclrR.
la

uno9il,!nu

ort,od zo nrldiiuurfiaudogaf,rtlfrunrruf, $rolosisflodacfrunaunrrnamrro{

Ia r mr ra r oua Yz gt ffusf q,$ uru nn runr at or{u rlfui o r r

lltf, druru (au) T s.D. t sig.
(U'to

uq{

t02

298

4.34

4.40

0.s9

0.55

{.818 0.704

:?lt 400 437 0.57

P<0.05

ornnr:xfi zo rudr rilf,Truuaurnanfrfiaauu'ruolosioilofruriaundt,u1{

nrrnnlnrorla:rnr:n: ounirqtduririuuinr: rflun. hiunnir.rriu

o,t,od zr orffJiiaurfiuu{ogariahlfrunrrufi.rnolosioilofrscieuneuRlrnarororr

Ia : cn r : a : ou a Yr gt fiud q ti r uu nn r u o r g,u o.r{u rlfruE n r :

drndr rs fl
:B-zai|

zs-zgiJ

go-rail

rs flduhj

t7

26

73

59

225

4.24

4.46

4.32

4.47

4.38

0.66

0.58

0.s2

0.s7

0.56

P<0.05
j - . tqy a jootnnt:ufi zt tuir {lf,uint:fiiiorgdrlfiu iialrrn'utolodoilof,udaunarmr.r

n l r n a lot or f R r r n r: a : oun ia qt riu dfiuuin r : r du n. hiun nsi n tiu

oltl druru (au) s.D. F' sig.

1.076 0.368

t2u 400 4.38 0.s6
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ou Nd 22 nr:nJ;uurfi audogariztJf,ua:ruf, .rnolosioiloft,cirwoilnrrnam.uorr

Ia:rnr:arouairgtfodq,irr,nrnou:vfiunr:6numor{ur1#uinr:

valtrouolrflnul tiuru 1au1 T s.D. F sig.

rhuritnurnouilnrouio
j.
nln2'l

t€a€.
ouu:qE1?rrorTruulyrl

rliqqrnE

grndrrliqopni

ll3

45

2W

42

4.37

4.38

4.38

4.43

0.57

0.58

0.57

0.50

0.109 0.955

t?lr 400 4.38 0.56

P<0.05

ornr.:rld zz n:ui't flduinr:dfi r;dunr:f,nureirrriu finrrdirnolosioiloilu

daunarnr{nlrnamrorln:rnr:R:ounirqrrYuifiuuinr: fl dun. hiunniNfiu

,,r,od zl nr:nliiuuriiuu{ogarirlrJfir.r',ufirnolosiotloffuciaurucrnr:namro{

Ia:rnr:a:eunizgtfiusiq,iurunnru:ulsitos{urlfu3nr:

:ruld ,iruru (nu) T s.D. F sis-

rirndr 5,ooo ulyr

5,000 - 9899 ulYt

10,000 -14999 ulll
15,0@19,999 u't1t
!,,!
friusi zo,ooo urvrdulrj

44

83

8l

73

l19

4.30

4.49

4.28

4.42

4.38

0.55

0.s5

0.s5

0.64

0.52

1.816 0.125

t2u 400 438 0.56

P< 0.05

ornn',rmd zl nudt flduinrriii:rulddrrriu inlrfiryrolcdoilof,r,riaunar
nl{nrrnomtorln:rnr:n:ouaiaqrduitiuuinrr xflrrn. hiunnrir.rriu
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nr:r{ii 24 nr:nJ;uurfiuu{ogarYatJffuaarufl.nrolooioiloffuciauncunrroarororr

Iannr:a:ouaYuqtfodq,iruunouorintor{urlfruinr:

P<0.05
i . lye 9 6

o tnn r: xfr za nudr {lduinr:fi fi orfi nd rr riu iRruu'urslodoilo f,ucieunet
S s v Jv 6 i . . Ulll{nlrnnmtlo{ lRr{n'ttn:ouflr?q1,f,unnuu:n1: ldun. lullnnnl{nu

.a
OITII 6ruau (nu) T s.D. F sig.

lloxltTrnlt/ilun{lu
e6a
rt2d1iln0
a19
n0n1tf,2un2
odoa
unlruurunflnul

g ao
fiun{luutum
i - tnt 9
ou1 (ltuulu,t l:TUnl:

frurq rnr)

ll3

s9

23

140

65

4.43

4.3t

4.22

4.44

4.3t

0.58

0.53

0.60

o.57

0.53

1.616 0.169

t2lt 400 4.38 0.s6
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unall ofi d:rafl a uav{otcuouuv

o- j q e . i.r . 4 qnlr20ulro.ir ue0ufl2ulrflun'rrnnlanunofl21xil{Tlo loxo{filduinrrInsitnltI

nrouni?qtriudf,uuinl, tr,!n. : n:diinur{urutu RIiunilurtunt iinqil:;alririo

ilnurf,nuor;CuXrunrriYrnutorflduinr: iiourilof,uri2ulrdrnlrnarnfiiionlrf;uolo

to r(lduinl: un;;flnu rfl qrr azrrfinrfi u dorfiuouuctorfl iuinr: In: rnr: a: ounirqt
e Jo a I
nunnuutnlt ldun. gur{lnu

nr:iilnumfifi rfl u nr:ifruririliursr il:cnnrtfl rilxlulu nr:iilu lduri dlfu inr:fi
A o < u o Jo a a c - A
rf,unufiulnr{nlrnrounfrqtriudf,uuint: t6run. {urrnu 6ruru 400 Ru rn5orfiofild

lunr:if,u ir'o uruaauoru (euesrionnaires) rfluuuuaouolulluuilntutflnuaciloruiln rir{aua

filCtrirn:rvriurrirloual (Percentage) rirrn6ulnxnot'n (Arithmetic Mean) ritrfiuuuutrnr!1u

(Standard Deviarion) uncnltnadoualufigru (Testing Hypothesis) Inul#IrJ:un:liirr$ogrl

run;rit{oXorrrcu olulluuu n1r il r rorul

druiunr:nnaouaurigru (Testing Hlpothesis) dd',{uluri.tJtor{urlduinr:

lduri ura orq; :vdrnr:f,nur :ruld uaeolit iRltrtt'rtoltcioiltfruciluflflunrrnarnto{

In:rnr:R:ounfrqtdueifiuuinr: x6rxn. unncinfiu Inul{it'vrrra6n't-test drriunr:

nndoun2luunnrirltorriuodutordoqa z nrludrfluo'a:;ciofiu uavaNovA (F+est) lunr:

ila doun?luunnrirlrorri rroduto r{oryar a runriu tdluri z nq'udu}J ) drr iuna nl:vrR.tou

aluigrunr:u rRaruunniu doalr',, o alrJnaldft ii
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s.l rldflanrrift,

s. r.l do g orT:th orn{ud'roti r.r

nanrritRruridoryarfrtltornrludrotirdrfluflduinr:fir6unrrriulnrrnr:R:ouRir

qtiilurif,uuinr: tnln. {urlrtu cirulrqjrfionlilrunrun'utiunr.r {urutu - nraleuqi

rolnlu 16o rdonlil:un: utium rrfiu {u r.rrru - f, .rr{qE ncjudrodrr rirulr qirfl urrr an{l i
^-att a .

o1q 35 fliiu rolalurfio orq:;tdr.r zs -zsi unrotqr;ildrl ro - r il fiaorunrnlen
:ornuriloal: nud: riru rrnou nr:ilnu r:vdurJiEqrnE : orn lu rou nr:fr nu r: ;du
frouilnurnouilaruiliorirndr fi:rulddrurizo,oo0 urndutjdorn'ou :orarrrdo i:ruli
5,000-9,999 u1x fiorinrflunfnlruuifn :oraurR'o fi:rrnrr I nrinlruigiarufio ri:u
lrqineiudrothltn'unmtrfrun:ouniuorawlrn'unmurfiuriou d.rulf;uinr:fiuIn:{nrr.l
fi ,fl rofour n ff,nla: r nr:l o rn,rto rl{o'uuu;f r : or n u rr ri ruil: crrdlr{u frn dou fi

s.r.z {ogoriar6'uileft,drunaunr:rulodfiduorufilnoloto.rflfuEnr:In:rnr:
\a-_.l, au a ta:ounr2Ereunnuurnr: t CUn. gul{rru

6Jea..nanr:irR:rfii:cd"unarrfr'{nolociod:unalnr:nnmtorfl#uinrr ln: rnr:n:ouRir
uJoaqtdutiduuinr: taln. qiunrtu nudr lunrn:un{ucieotirrfinlun'lrololu:ydurrn fi

.i.o
rimdurrirf,u 4.13 dofr-tr:an:toacrEunluudavdruudr nudr druaorufi firirrsaurrirfiu

l.rc ldrrri aoufirioltfiur fin'run'.rnohogilurvfiiurnfiqla ,o{a.turfio druHa'srriorc{ fi
.i.o

rilndurrirf,u 4.26 ldrrri rolnuflrt unsnr:uinr: fiRlrun'rnoho{1u:vdupnfiqn dru
i at )6ru:rar iirirraEurriril:u q.ot uasdrunr:riuailnr:nnrn firirrndurrirriu 3.8s fiRlrln'l
noloo{lu:ciuun
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