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rirlil{nrrrrflurn'ou:'ruInn fiovrirufiufnurfrurilurllnilfiriunrrflunr:rirut::Io{
s a lQ
dunnTllrn lan

.j2.13 A2lUilIUrrO{n1:nO{lnU?(Tourismlndusfi)

:rd 68fuq a (2546) ldnrirrdr niturn:nr:riolrfiur (Tourism Resource) l.tuu6.l

ruurirrioufiur 6on::uuaci6rur::uil:srudacfiout?irfiudror:u;r::ufisriufifidnusrc
t a q e . a a, A v . A clnu uardlul:on{qan?1udul0'uo{rinriolrfi url#urr6ou miuorn:nr:riolrfi urol0ilrun

ldraruil:;rnn 6'rd
v . i l a h9 . . , j io Jl. m:ilu1n:n1:Yro{rYlulu:utnnD::ux1n 16un uiln{mo{lliulfirnnrrur0{

a d aa s r a I aanlut:tus1n llnsIn?lll{n{lun'rut::xs10r un1lu lnalnuil'l'ltQxf,1ctn: [:0t2yru1llau

:suuttrlfifiilnlnilnlu tdu qrtnilo,n ,rrrrn rnrcuris ilvnrfl dn{ uavlr::tuf,r rflu

du r:rum6d1{rfluyr;nuln:n1:do.rfiurtvoqilulrJto.r4u'riari d.rrJ:cnou'hJdauilrfruii
4 Jt A. - .l
rljuoitRlJt;noilndlno, n{u

t.t qn'il:vura firfluurari.rrio.rrfiurfidrdrg lfiui
Aiasr.e!.!y- lnonurl({Irx4ulxl dulr,l uonll1 lilalrl rlrl1]t1 ri1 uolllTt5ou

- { io d s o a . a J- 8H1rJ{ U:O UOnnOUytUUUlrUnnuluRlnluuo lru nououlluult

- 
e lx 1 u' u { u fi ri oh?rfi a rir,,a v n' u.r o n r.r' u fi o u rriu rir n : ; o 1 u n : dl

- lu, ru'u 7r: rofi fi n r?rnl rdllt-u rriu n6ofi iu rlrnrrrrudru ihfr u

rY I A u d 4 ,t
:?uogn2u l(Uu lilonlfllouuD{tu lnonn'liln?{fl:sulrr lrJunu

a49
Rn:3nrl Rila2{ luunu!!

aoa rfludu

i- e v oia a 4 c
{lU1lr.llt?R!U{X lrUrdll,rUllJUn.lU2UUln
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A a ict a.. r, t a u a! 9 J- qfi uun: fi nfi riluqrtrq.rfi iJrhhJnnqufi u uuqrx1finfi rirnn dni

rh rriu iuaounrr lfl1rr:;u1il txrfiu2 tt'tila?{ friuinun:ait::u:1, rfludu
ddogrl- {urt1l{In2lr,unultasn?1rlq{uut,otilrl1}l1tl{t610{1,1{tlo{qult1

larrdorri, r ccfiiordlluanoonr?ar d1{,flu,dumxfluilru uiu rdurlruavpruia triu

qunruriurir 4umuritioleou quttrrtilavriul rfl udu

- ;ir',ud,flrfiaraunur,,rrirrir rdu nnol ,triri't nuol iil urn
dt ,,

llJUnU
t

1.2 quornra iHncionr: d o.rrfi urtu 6o {x o{quil 4fi uarnlufuoto.r
oi a d "lrrirl#u : : u 1 n 1 f, tu t 1 g q ot ?r gn= fi yr o ru u r s u a c tt d { d t o { u t r u l n l fl lta s u d { du u Yl o { T{

u::u1nlflnt:rioqfiurfiiinirraqnor',rd, niu qquutrtuil:crnalYrudroh?fnriolrfiur

{tinrfiuauru qqrluwrfluqila::ndonr:rioufiurrfiomrnslunn rsouusu ttcitrurcurinr:

,fiu:ritun rfludu
, ! Aa r . j irry-

1.3 lrua{u1 yuuullila{no{l?ru?n tn:uft2tuu-uu ldrrri

- rlufllnunstirr rdu urnn:ruuuuduEu ttaslutnrcirl'l rriu

umuriirflr urantlu m1;ldin tnuniu lnlunrlu rfludu

- lnlsuau?r{rnrv niu rnrrlfin tnrvtsir rnrcfififiu tnrcf;rl rfludu

- ilvnri.r rfluuilricdo.rrfiurldrwta rdu fiu{rnrvfifidu u{rnrv

t.4 f,rrr: : surnvtlrti riol#rfi nnr: rioqffi ur uuunr: tfiurjr drirh?nt:

qiuni u{rnuluu: rfludu

- Iu:rsrndldrir lufro{nsrnfisrnriotuodurnuru Gotuard,fl,
I

riouroirdfiuriudrtrutuodn mnriolu:r0r 6crflumiuurn:fifirirtoltrfittacnarutflu
.riou'

rum ri lri oufi urclru iu J : ; n rf r

findouurioulruncfir1#{ i'ndnf,ru::uuasdniilr uutirrioufiu?n1,qt::lttr6d6nih

lfi rfl undnracfi nr:frnnr:fi rflu:cuutro{lutriltolqmuruurilmi 2uqmulu arulntmfi
J v Y Jv Jtt

d2uilqnuflldn: llaslln: nu1iluqcrn2u1

z. m iu ur n : n r: ri o ufi uril : ; rnn il : s in^ar an { Iu : ror in q tto s fl 1 rlu do 1u

lduri undlriolrfiurfiuqudafilduuasinludrriqluJruvrflurdngruyrrlil:;ifiaranf

Iu:rorndunrrlarrfi,,anlo'lor:ut::lfrol6u finndlqal#rinrioqfiurlrJdou miuurnr

il:r,nnderur:ourildouoontfl u z il:srnn
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z.t lu:rorcoruuaslu:rorino

Iu: roranru u lrudl od.ru riuvrirrrridr Inuoruuavdnu orsuvirnr:

rioalrcriolnuudngru16urfiurJrsin'torodrurirmfirrirfurilurJ:;IunivrxfinrJ;
I vA , a i -< Llrrt a j o v t ea Jilru?nflldn: fl ro lu:1unn m{u lti:?uoleorufi rlrdrgmrlil:sinarenS rravqnuru

rJ:vifiaranideu rdu ru'ollu:rnr n:s:rtil u:vdrurin orlerr:'d drunun'or rfludu

I u : r or ier q u r r u fi r fr.r u ri u yr fi^r dfi rfl u t o r Iu : r or hi,i r o s rfl u
4 | A J a d i- J a a a , JfrltJ:v0ujuiofrsfirnnt-unrtlt::utrd tliornuriluri:unfilriaulnro{Iu:rilaolu irln
u rl u d r i o q r n dn i ds ln u o r qn io l o u dnu u s uri r n r : rJ : v Eu fir i o lo u u dn g r u rfi ur riu

il:viGaranftordrurirvriu,irfurflurJ:sIumiluvn.rfiarJv rl:si6aranf uiolu:rsrnd
rdu trnrqutl srndni nruriuu uufiails rnio.rfio rniorld rnio.rrJ:;du.uorRulu:rsr

finrorin rfludu Iu:rorinqrinnurfiuo{lulu:roranru 6.rrinriunminurn:nr:rioufiur

nmil:y i6sronilnur rrfiu drrfl uIu: ror inqooru

2.2 f,1dudolu

fl nudolu uurudr aolrdr,aoldrninarlrf,on?lxfliyrfirtourquti
ia , e a u c e t . u

fr ilciosreu ro'uiiu d'n drd'q tdu uenr rirru nuasnrufr u (nr o{ Ianuiouanlr dnr : :ut
j o . i--^^^-A^r- ---,aa_-_- d a o & r j <lnu?nuqqu'lil :2u1lrtdoluYlil: vnountn: :lnrrnrruriiur,r5onrtrirdlaoulunlurfr oOo

^i- --.- .q---^^^-iie---,, s a a d j, ;uu 1 f,lduttolulUurroluYlTlxqilnlnl{?flut::lJlrae0iut::uo-{nnluriJuaorufrriolrytu:

rinrio.rrfiurfir6uvrr.rriolrfiurrinfilnrJ:va.rrirn'ohJf,nurrrn:rufr6urfiuaraurrfioilr&nou
<,.jj_.
frGn::lnmfl'tdu't riotfrofi ultufnnr:v rfi onrrruaruluinh rriu in luad inr: ria8n

i a iA @ &. /
anrufittinlln?{Uq floluyurrolnl:ilfl'nn1:yrfludu ,unolnd luaraurfrlfinr:durnru
SgoorjIu:rorinqdrf,qnrutaul ldu n:vrlvrtgrJ rvrrgrJ pJilu n:ylug in:n::rdrnril rfludu

fl1.tudo'tufi dldqn',.tfllf, ulrlnEfi rilu 6ruauurnlutl: ;rmalmu rfi o.rotnil:crnalfl urfl u

ru'orqmrflrdul du inn:criinufl1f,nlr1u rfludu

3. nfirurn: nr:riolrfi uril: ;rnmfiarJioru r : :ruavil: rrud ldnri
v . i ia r a ,@niuurn: nr:rio.ttfr urfr iiqorrirvrr.rfrnilinru r : : u uoufl uuD: : rrfi uuil: ;ur6fi fi rondns0i

ttacdruiloeflultornodnoudlilolriu rflufirn::ufirfiur{o.rriunr:drru'uiinro.ruquri rdu
Aa 4 t .. ty. A . . d a a?ofl?lulilU0g dnlilli1ultou Rlu1 nr:ueilnlu nl:nsrdu ni nun:- frails rra;

a t -^--i-i^^__ A l 3 j c . rt'tluut::ltiiuudrll :?uf{ntnt:ufrafmt-urfloinqrl:ra.rrisirl lrriu il:;nrfi lrurnanra

ir-6n::urfluetu uontuu'otrnninurn:nr:riouiiurfirflulrJr::ufincirrdurdr fiiiyrinurn:
nr:rioqdurnrlimur::ufirfluururrrrd,,eoouondrunrrufinfirinrioufiurtfinrruaulr
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!i.aaqr.l&.a
rdu n ?lulf o rirfr uu quilqrgrfrolfiu nlurfl uruuirrfl u du minurn: nr: ri oqdoail:smyr

fi a rJ ior u r :, u ua s il r c rufi uri.: ti ou ldrfl u z rJ : s rnyr dld
3.1 urriri6f;innrurfluoti

ruu ri.r i6 f, in n'l r u rfl u o gi n u r u 6.r ur,r ri r ri o r rfi u r fi uan r o o n d r
dnuat;nrrurfluo{tolnulufioro'u rdu anrvrfirurioufio{orfiufirinyio.rrfiur{aulr

arur:of,nurdnuuvnrtlrfluoqirtavi6f,inErru Inunurolftido,rrdrlr1firiru jrt 1d*ri
---i .9 y .l .nr:Eulruudtiu sratr luturioln'u tdu r{riruurir r{fiu6do lunrnrru'otorilryrma
lvr u u {fi r u rr ln fro n iuus a r rfl u slu ui o n r : r{r'l rJ fi ri r u d ru o { o rfiu piu rln dl lu l au arsr tl
al .9 e o slumdriruffir{f,.ruinun:aEr::r:'rr ur.jrirurJnruhrrru f,iuinarlvr:d{nr1il rfludu

E.z uuri.rfrailiruur::uuavrj:srnd

ioru r : : u (culture) rurudr fi rfi druunvfi qorrir dlaulu drnu
il:vrnfirJfi'ri6 ufouanroonrr#ruruludnusrsfirflutuur::rrfiuuil:;rr6 

'o;fiailn::r6'ufirirrflu1ilr::ruasu'r,nrr,fio.:urinr:oqinJ inrur::urfludnusrsd'anrnrnrru
ttirgl onlru n rrlrfl u: criiuu ri uuiou n ?lxnauln6ur ua;frar : rrdudto{il:cvrru
- An , i
?0r u E : : lryru nm o uyrurtr?n :ru au h n's

inr u r : : u fi rfi u,uj o r riu a r a u r d.r rfl , d u,,', r 11, r il : s i6* n s u' yr .r u
6 - J.oBuruudnt::ufif turr{srurrflunr:rJq'rier'rJ:vf rturilufiooufurornutudrnr rdu

il:;rnfint:rtiltfiuu lunrnnsiuoonrfiurrru'ororil:srnalmu ilrvrnfiuasurn rJ:crildfin
voJ

n : v illr in q: ru q f t rfi l ru e r : m t6ou fi u f,i n in il,r r in u n r aE : rr uu dnu rsr : rn L t'r u in
qrTutrfi rfludu

4 - ninurn: nr: vio.rrfi uril : vrnmrqudafrdu ldud ur ri.uiorffi urfi rqu d
afr'rlJuurrflonouduo{Rerudolnr:to'rrinrio.rrfiur Inunr:afilfion::ulurj r.rio rJiurJl.r
dnuila'rrfroL?anruiifiila'lnilnlulunr:rirfion::unr:viorrfiur mfuurn:nr:rio*fiua
il: vrnrrqudeir.rdulriroonldrfl u g il :;rnildou ft d

l. t yr ir u r n : n r: rio qfi t e,uoof, nu r a'q ran dou

rfl uunri.rriouiiurfi fi af rrriurulol#rinrio*fi urlrJutou-uu{d-urnv
anrurirq :oudrrfiurfiudn{ tr't ttio :cuuu'rra daodrlunri.rrioqfiolf,ofinurfio,r.du,
lduri

4.1.1 urriwioqfiu: rfio6inurdnimur rduri arudn{iln rriu aau
vJaa
dniqd'nrtrdurur arudn{ntudnil.rr,rin uaceaudnirila rriu erudn{rilnrtrtiurfirflu
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rilrununrnilfiwrintaqi urr{ririad aaurf,oa5:rn loroda firiiin arufirdofirfluro.r

lonru rfludu

4.t.2 uil cir rio.rrfi ulf, oitnu 1ilq nufl 1dn f il: cnoudruur d r
, i j4 _i,_11. _. ...r , i-- - a . aasYlo{lllulYltlju'llo{Rlnt! lnlln llila{mo{lliu?t o{n:uas1n1:lnun: niu quu Tiumun:l|a?{
d q r -t---- i.^----{^-e- r j I . 9 tlsu{ ll'lu- rlu?1{dolunnao{lnUntmq{ qluUUtnl:riolrfrurrnUnrflujo{nd1 llt,tai{
--r_-i- -?- -a je^-_-t^^_-=j--e r r j eyto{lytu?1,o{flrud{ld:rn'lilnun: guuurnl:yto{lmu?lr{lnun, llild{fio{lfru?rnun:li1u

4 Je e . 4 I . . i Jufiuqnd illuinriru riludu uurilrio.trfiu?ro{ro{rinl:d2uflqnufldnf nruihhi rriu riru
I'I q nH m dn fatr6 on : s u rlrf,r fiifind f,.r m in rf, ur lr ri aru : anfi'u {lfiih 60 Tr : : u 1u l.t 1 : 1 ifi
drrl.rAJr

rilud'u tlil.iwio{rfru?o{rinlrqndlrn:txihlfi rriu aaurlruiluiiu d2uil1lx1nrsulrt rfludu

naonourl?uf,lr1tott tdu aruta?{:.9 rfludu uonolndfi{fiuuri.rriolrfiuarfiof,nuruqn
tAa

flranifiriluto{Rlntontu niu arundruh? d2uqiln1u d'ludrlulfl: d2udu lirirriuln 1:'

fit6u rfludu

4. 1.3 un rilriolrfi ulf, oFlnurnrru {rialrJ rfl ufi fi r fiordaoru fi
tfiu:ru:rtfinrJs uouinulrtlanf rftdrfluu'n'rriuriaoluu?i{r16do{lunaruqunxo{n:u

fiailrn: ttncfiu'rriorcfrroruto.llonru fifirfiordriuddolru rfiorlu:rsr fr'firfiorci dnlu
rro'r{u {ivr urll o{r dulr dr rar rfl udu

4.2.2 ao ru fu rfi { ua s rro ludria, d., rriu ao rufu rfi luud ra'u

4.2 miilu1n: nr:riolrfi uaruioRarudqnaurunrfinlilnuuarRrruriurfi .r

4.2.t f,?ud{nunrao',rdrrfirfrari rriu nEurinri a:uauru
i o - tA!

aorufi unrriari fi fuuut o.rl: Iu: uluuunfl n1u rfl u du

lud ndu dalflrrn l:rasn: I:rnrnuunf Eudrinonr:x nalnrin rfludu

tI sa
urgrRn n{u

eonndolfiu soo.lfli n'uaruf (2531 : or) ldurirninurnrnr:rioufiursonrflu r

! a . A ^ )t t .,l. fr rrrudr uudrr::rmfir1nrfinfi,flrrir un;lndrir rdu m;ra nao.r
,tao . r - 4 i o J

uililr firnnllrau drr frrl; tiludu ninurn:rl:;rnnfifinrrudrdoyionr:rir:Ginriluotirl

fu uonornrj:clurflounxudr fr.rriohlrfinfi on: rrnr:risqfi ua6nr,raruodnrdu
rrjite,

- uu rirrioufr urrfiorrr: : um6uocr{nriour,rtioulo rriurfi auriurir rir
rfiuurio vurnlrqi uurr'uilcnrir rirr'uronr.r'udou ri rliuu rfludu

- ur ri r ri olrfi ulujo n r : fl nu r rriu fi fi r fiorc{irn irir u rrn fi o dr rTu a u

rir6o il:cur qluwiaonldmcm
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.rji-r
- uil ri{do{rfr u?rfr ofnulqtnlilldu ur rilf ru:' n r : x116

z. +ira, uxru6{ uild{E:rxsrfirlnrfinfirfluiu rriu rJrlt? ld ur aruih
Y.t''"'a' r€'4 a a 

rJ:crnilfildiunr:rilrcilnndzud1E11oru Qlt'r qiluluu?l{xln iluildl{u? llaeTrunu4nrrtsrRytyt16:un1:ll1 !
rJ fuil q rn nud ufi o n a m r s ra: u J fi t n a on o u {r dn i u n fi mfi'u {h? n on h? rfl u du fi r n: : u
, i ;- t . !"yl a a I ayto{lytu?Yl0ntuutslRYlu llln{n?1Ililanrilou rtasrTronl:flnu'l

3. orrurr:u frnrjn::u imur::u rJ:crilfi rj:v{a'aranf i66innaru

rfl u o qit o ul r u rl.tru o c rfl u fi au l o t o r fnyi o.r rd urii r{r tJ r6ou du ei x l il : c rmafi r{or u r uda

o1:ufi::ulyralulnt uavn?ludriutmri rfludaulnto.rrinrio{riiu:durrrnil:cryladti',do
s ! o t i r -i e tt o a a h . n . c . j

r{er u r ri ru fn ri o.t tfr ur t r nil : s lil f, fi fifl u ruda rin w u ur ta u n r l hl g o v'l : ui r1 lu rJ : v rvr afr
agdYolo

n'l a {?t : oo o uT{otu 1l.uu nu

a

2.t.4 R2rililrru.ue.rfinrio.rriisr

u.n. elu qudlu *rinrio.rrdor" (Tourist) lduri{riiuurtuufrn:rrfilrrinodruiou zn

{rlurturJ:sryrrfi r{rurrduufiuu unrirrqgrhlunr:rduur6ourfl u 2 il:snr: R'o

l. ldrrardrufi onluurinura'u nr:rinriou qtn1fl nr:f,nsr n1:flldu'r

2. n r : ffn d r ru'u n r : q : 6 o n r : rJ fr ia^ rfi u r riu n : o u n f: n r : rJ fr ri6n r : fi o d ld
a.y

u oulr ulullnun1r n]fl (rl.a.qu Tuel]/'l., 2527)

n : v : r ttitgojfi n r : ri o.r rfi u euri r J : u ln fl ln u l.?1. zs22 u 1 n r 1 e hiri r d r

"rinriortfiu?" n'o qnnafirdunrrornfioriudurflu6udogirJn6tocnulilfi{frorfi6urflunr:

frn:ra drunluarin:to ua;druinqrJ:ra.rridun'hiriolrJrJ:snouorf,n uiour:ruld (: rr
fiorrqrunur rdu go noufi 22,zs2z)

aa
irvd.laalld2.1.5 Uoounuonfiilanonltno{lriu2

a4,i..norinnr: uaccnou:unr:rioufi ulrilril:;rmalvru lda1ilnfinnarorqnf, 1fl n: :u
ri;raJyzrlio-6..

rioltfrur no uinr: dlqndtorrn'onfiorfiorfinnrufflruo1o iltf,ufifi6nr'nndonr:dnfiulr
t,4 a a ao 6. , j a

laOncr0u: n1, un{u (nt sn, ?{n1, yl0{tlytu'llragflt{ t, 2547 z I g- I g)

rlofi,nrulu

a
lrnunl:nw1

e.i
l. n:fl Uln:n1:n0{lfiU? (Tourism Resource)
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il: vrnalnurfl uJ: crmaiiqarlildronfnurn: nr: rioufi u: minurn: nr:
,iai

rioufiuamuru6r drdsqnltlfi{nur6unrrurr6oufio.riurfu dunsfirird.rfirfinduro.rlau

r:ruxr6 r,nvfirfiurludafrrrJu ,.rri.,nonra unvuuil:;urfiil:siril iilogturlocfiu udr

oonrflu e rj:crnn do

t. t il:smnt : : utt6 rfl uun ri.rri ocrfi urfi inrruarur rurfi odr,uo
aty r J ! I , f, y v q Jo J e Jetlur::uT1n latln Qlx't ulf,n u1q:0u uoul:ou lfln:nu'lTtuqcrn? d?udn? qnulu

uriltrfi ?uquru aruEntrtfi mcla ulam:lu rlail'u nsradlu,nr, *'u, dNrfiuir ,,urilrir

6n (rtru ruor nnor fir)

t.z il:srnmrl: v f6aran f Iu : rorinofl otuuasf, 'tduldoru rfl u

ruurirrioufiurfiinarurlrriqlunrul:sicr'arenf Iu:rsrndrioaraur lduri Iu:rnraoru

qnururJ:;i6ar6nflutuIu:ror fim-tdsrd f,ldudolu firunlrt'ol gur'ol oqarriri uav

oqa:ofaou

t.3 rJ:cmnfinrjinrur::r il:Ernd un;firn::u rfluuncirrioufior

6npJuuuu drlu dnu swt orfi i uuil: c ril6 nlurfl u oqi i6iin oriu r{rirurl?n 1 rrR'nr

f,inluruun) quti iorut::r fiudrfiuur'o.rlil aruih frnnnlrt ua;ruu'ourd

2. nruilnonriu (Security)

1 u n r : rTn fi u h r a' o n 1 n n u r u n r : 16 u m r r ri o qfi u r rin ri o ufi u r r s r{ r fi .r 6r n e r u

rJ a o n fiusi o f, i n u o v vr fvr dfi u rfl u rJ : s n r : d r riq x 1 n : n l r fn u r R r r u rJ a on fiuir do r fi
r a 6 ira . r j

u: u fl nD n1illlnsm{o{r!nlril a{n0{lylul

r. In: tafiodrl,, (Infrastructures)

il:ynoudrufrdrurun?rxdun?nndn rriu ouu deil1u dulnu'u aorfi

:ob{ aofi : olnuar: ilr6o lvlih riril : sil r : s uunr: do ar: fi fiu ariu rfl udu Inurjndudr

iltrrflu{a.n1uinaftlIn:.rcft.rduxrurfiodru?un21xdun2ndu'ruto{il:cmrulufior6u

uiorrnrflunt:nrqurn'oriuaiunr:rioufiutJ:cmrulufioGufirflu{iildiunarJ:;Iusri
a

ou'l,to12t

4. d{01u?ufi2lu dunln (Facilities)

4 i a a i, . . & r& bd a . 'fl uaorufr rSouinrr fi rirulr,rojronrurcrfl u{f,nrrliuinr:uririnriolrfi ur

tulrJtornr:il:snounr:nmq:6r udfiiuinr:to.riJluurrrirudru drd
A-y! a a a j o r4.I n1:nuu1rIu riio{frotdumrIIruinr:olfrndn n.l:Ruu1nurutil

I

fr.rornsirlrhuryrf, racnruluil:stmatsdsrdcn?n :T nrir uovilaonriurio , n',0 6o vrmunfi
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or r fi n', r r r ei r.r 1 ri r u rdr -o o n ldas a r n u i o i ri n r : : o h'l vr r uirri r rfi uu rio ua r q rl n: ol

6ruruRrruavnrneirll nrlotnrofi rirornraurufi riu ariu iarunr:fiur1n{r'ln
ad',aa.d.dqd

4.2 ilf nlil,U1llrO{ltauu:n'l, t 11d1: un1: ].rouRn1u: sluuuil[n1,

r{rrfiorlrtavnen:rnrir iuinr: lfrirear: uinr:no.rdfin uint:turil{iir{n rfludu

4.3 fi r[n fi I : r u: l : v du si r r r lfi ra' o n i 6'n : r ri r fi rIn d rr u r c a u fiu

qilnlil asornunviuinr:nrlum:!1udlno

+.c fru oru 1: u on 01ntcfi oril r: l#rf, onn atutu'nud:tsdolqn
o d a i 4- e-- j .

qtdnuilurlu,n1tYl qtn1il Ilaurfl 1:n1llun,.lnlntluuou

a.s uinr: f rrfi ur fi uinr: ri rrfi urlrjfr.rur rirri o ufi urci rrt Inufi
- JAa I Yq A t 4e el a a e a- ---.----ry-!ifnqmaifr linerulnrrlrtl l0ilQnno{ ro[ulflu luer: uasrfi?lu: ufla$ounoilu1]1

s. A'udrtolfi :sf,n (Souvenirs)

r s do l fi n r : n ? u q u Q u n r u 6 r vr u n :', o', r.u rio n r : ri uei u n r : l{ia q uiu fi ru

nl:oonuuufi udrl#irondnusi r.rrion,r r: : 1fi uri ofi d2o{1u

6. nr: Isluolrt ta; l3luuu f il: ;m dur{u f, (edverrising and Public Relation)

rfl u it o i'u e? r rirg t o { n 1 : I u 1 u 6'r rin ri o.,fi ,. rio t r n d r r rl : t ryr fl u n u

nruluil:stma

z. nrudnusi (Image)

dt e o r e , j a v J. 4 a I q
riludrnruunnQUUnylo$vrur u rnnnrndnuonrrilurlurrnullr4 {n?1r?lutJo.l

JorjAYAtualq4a'

{ttufnriolrflurfiqnl6?uu:nnm1{E::u,ula rJ:c?ofl1der: uav?or1rt::u luunultnultll{
a a ! e. Je ,r! a e v t

ft2llJlilanrilauYl{n1: tu0luYl.idunlilulllo{tlogdunluaonoln:
C,U
UOOURIUUOO

AASl. dn12ulfl:utnollnufil:luo{tro{ lan
ai . Y Q a a e . i , a
Iid?ud1r{fulunl:fl 1l,r unn: uuf, n1: lnuml{1,0{unno{llru? ctRl?ulf,:ul nt

finnrirosrfirh?nr:r6uynrriorrfiurdoudra'r Inursilrvnr:rdunxriortfiur:;uclna
. a - I h a q r I q, ,,L 1 -----tr-r-&=-^^niurfiurfiun2lilmAoulurnrnr:diorluurril:uyrfl ol0riohirnnnlu{frn6mrru'hiriunl

t

rflunah?nr:rdumrroonuonil:utnflxsnod?a{lu:sustrnlrfrlrr',.t.:lfiudru nr:iiudr

nr{rfl:u!6urnuf,R1rIa.lrriuoor',lnr:tfiort;rfludrn:v{un:uldn1:tdunrllfiturudr
.9

0u1{n21{t,?11

2. n?1xu'uxlunu riolrfi ur

lu dx rr a r aru f, u n'i rfl fi ri r u l r fi o.r rirj : ; n o u u n 1 u il : c n r : fi dr u1#: r uld

ro{nrouni?god, orurnirturnrf;nnr lutorvfirirldrirurfiornfinlu:;uurJ:sufrnri1l#tlii
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s a . a As I , o , 'innr:rduvtl.rlio{lfr u20siiiunndra{ ntluldlfi Endlx n::urioufi urf,cdlx1: o g{t0hi{au

l#d ruliu ru doldruro nr : 6u n rr ri sufi ur

3. n1:XU'rUrr?UnNAlUrnu

Ianqnlr rifi nr: nuurnutu rir oEdor : rnri ruac fi il: ; fi nin rvr rfi rhirfi n

:vuurniod',rorr,nou,f,ousiordonr:rn'uvnrdru:ouudfifinrrl6nrqiugrndrnl:r{nr:

r6uvrrcrnlrlfiriou{r.rfrfinua;ntueTr :suunl:nilu'rnunr{o'rnraldiunr:fin urrf.rludru

tolrirornrauru rniolu'u unstdummnr:u'u dsnalfinr:rn^uyrrrrio.rrdurrflulillddrunrru

ararn:andr ilnonfiu uncil:crfrn

4. nlllanrilfiuuuluurunmnr:rfior

: s u u n u u 1 n u t u ri.r fi rinr u r 1 rti rJ : s E m G n r r u n v : r n ri r ri r blE rr u' o u I a n

tsrnt6nal igurato.rrlnil:;rnacirrlfin:tuaulnroarrrdruu'o :;r.r'iruJ:crna rniodruau

R21rd;n?nlunt:tn'uvrrlrioufiueun;nr:uJduur?oqa rirrar: dlrflunnh?rfinnr:udlduril

lutdtolnt:rilraiunr:na1n uaJnlt?r{rununr:rtruurnr:rio.rrdur firJ:vnsufiurflu

u:rg.r1ol#rfi nnlrdornr:'lunrr6unmrioufi u.r.,n0lri,

2.1.6 ordilrv nou arffqfi rtrlrtrfionr: rhun rwio.rrdua

rrE Harlo{nr: r6u vr rlriu.,dorr uo,roinvqnn a fi n rruunnsirl fiulur nrul il: ;nr:
d'{fi naolai'fr-uavnf (zsrt : 88-90)nrira'ir ihi'udrnrhiqnnad'nfiulrrdunr{doufiur

rJ:snouhJdru

l. riu riorirldiiru d.rrflufiqr:nfi{r6umrrrio.rrdurrvdo.rfinriufi rr:rs
a , i h ar a J - h - 4nr:tn-unrlriolrfiur'lildro;lnduiolno {rrfludo.rfin'u nioluil:;lroun'0l#rirutudru

t I r , j- t I a ^- I
n1{t6l t u rittttlu; rirfrfi'n rirorur: riruinr:drriufrlriru2un?ludunrn uavnr:liirufio
ts.rrfludu

2. n n r rfl u d'rfi fi n r rr n r r u ti r fiq dr r fu {r6u n r.r ri o.rrd ur rr : u ud a s

qnantiouogiluaorunrrrnrlnr:il:vnouorf,nfiunnsirrriu uunuoroldrrariuuqndrjnrri
i.ir

tlionr:rio.ttfiuensiurlnuoroo;dor:ohTdrilnnrnriuu risurrauorol{rrarudrrirriin
"iriYt lrt 1u lfl o n1 t Yt 0{lYt u 2

3. o.',r#010fi oclil ilofru{od,6nrrnruqnn uavnrrufdnfinfinriru
drotit.rrrfroi.r nr:firiu tto;fitrnr nrhiorur:nn:;duh?rfinnr:rio.rrdue lddr1i#.rloii.t
tJrinriolrfiu?ol0Qnntveluldtrndrdr.rl niu n:rudu.n',rdor,fiunrrrioqfiur nr:rfiu
:ru:ru{oXanl:rio.ttfiur nr:riuo,fio. nr:raiue frsylsun6fifilfirfiuqorrirtolnr:



nr Errylsr;p b sul rouu]otr srunrnFbsorno;unlru .6

uulgnslurssuubu*urrnnrrpfruprnoulusru'8

!uuprutn,Ltrtguttosu'L P9O

sr,r0P0uuu3[u3ull nurn,tug[u ][ntruts,tu]r[ rstutsutusl, .g

(r(ep;9o11 pr?d) nurll*run**r[0u[ullr.urggpltrpnsru .s

nltutfltt0tr0t urtr]t3ru'z
f Pf EPP

tuuunttLunouruoBur!,ru'I aaF

n,LutnttM,tut 0tsngtu't F i,.h P

$uooltlrrlrllruulrF '€

UllPI ]uFnn0g[U

taltullrfullouEn!,Btr,tuuput0Lttlonln-oruL0onBul rubutnltr,urutnr[rs3gltlttrt l Ittt
trttuuuMu000ft rLLruu (t t t -ot I : I €sz) fl]tvruntl 3g[ouu nrtur0uonsul FaaPah.aI

mnLgogr0u Ensgnt uLu.ul, trub@,Lnrlt!,rstu

nLogrLPrrrusung,lutoutrunung,rtopr t"ub rEugsru n[espplsru ,JtusspsrunloucL

fl0u33,I,]Lunulstungt ]0t to[f un Enusour@mt ngtDplnulolu:rtr.Eunrtusoglgnprsur],

R[l (sotenpo6l etpserd PUB mrls)]nptos3ul :nuEnuplsr.unp:rucp .t
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t o. u l u u r ut o l iJ n A il u l uua ! : v rii uu lr o.r rl : s rvr afi roJo ei o n r : rn'u m r r ua ; 1 #

nrrujaonriu

d- oJ o a J - , 
t J

n?flnn mflu?r{tu 12544:18-19) nrrriolrfiurriufiiloiluuaroodxrflu

o{ riil : s n ou uei o.rriil : ; n oudu g ru d drfiqdru nr : ri oufi urfi c il : s nr :
l. firdrqnto (Attractions) firo'rqnlodlunlrdo{ldur fiordrJrrnu, d

drfrty c il : snr: lduri un rirrio.rriiurddrfi'qdru nr: rioufi uefi c il : s nr:

z. fil6ruruarrrtdcn?n (Facilities) fi.rdrurunrlxdso2neirll lunr:
A . i r a i- 6 . e d. j o d " J j j

rnum1{Ylo{lYlu? lTu n1:lnuml{Yliln olx1r urnl:011tt1 a?urilud{g{ 10a{gn loyt{du d{
o o , i io
Olu2ufl21xdvn?n lunltYlo{lllu2uul, I rJ:snr: 6o fiv[n fruorur:uocrnio{nou dolu

A . ,t A 1 ! ea j- 
- - ! -u:n1: rxu:1urrluTo{n:cnn rlucun:n doluyllluTtulnl: ltavil0iu14ut1u1t1{Ifl:uln0

3. n1:r,ud{ (Transportation) n1:ruri{lfluiloi'uddrfiqlunr:rir
rinrioufi uT tJfrurrdrrioltfi ur nr:tu dlfi : rarir drn?ndu1u uarilaonfiu ouurumrr

ioreaartarca
:euun'l:0:'t0rnau:ultunl?al lunl:rnufl1{ n1il{ltlaVOOnrrnriio{rd1{61 lunr:r6=un1{01n

dulxfiuxo{il:crmaudltJ{il:vrnfluuf,r ott:rnrirui}Jrfiuraallr:1v:uuu0:r0:iiA"ri.

rirlrtrfinnrruhi acarndodrrfl u d.rfi unniorfi n?: ufiln

4. nr:douiu (Hospitality),fludrdArd'qurn urrrsrinris.rrfiurfido{fl1:

nf,utJfr.raorufir6u tfintrnR:rurJ:;frultlunr:doufutoril:vurru uionrinuuuinr:
9o

lufi ufi urnnndrr : : um6 toqrr riqrio.rrfi ur

a oi v ., v r2.2 lru?Roilquarns2nuuooug2uflailnl{nl:nalo

2.2.1 R?lililillt t o{o2u3toInl{n1:nole

1fl12f l:outtel (2546 z z2 ) oiuru'ir drurj:cduyll{n1rno1e (Marketing Mix)

uu1u6{nltnalfirdrriuldodrrd rfluduuur.rdurdurriuroln1:cri1{fiudrua;uinr: nr:

druu n : 1nr nr: 6 1uilru drldfi nr: f,nuuurniol#drr iunrr rdrdrnriufruilnnfi dornr:

luas n1r.i{lf,irn1:na1nr o*rdnfiEdfi lduorlu

ffir::or taiictli (2546:zz) ot'uru'ir riaurjrsauml{nt:nole [Marketing mix (4ps)l

r u 1u6{ ei'ruil : il r c n 1: na 1nfi n?uqu ld drtdi rt fiu,fi ou ou au o{ ntlufi ruol ruri
f)ir,l 

"
Q to. qs1
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nrirrflrnrru uiorflurndolfioiil'il;rlfiurniolfiur:qinqrJ:verr{nrrnr:6ndodoar:roc

tirrinr: duj:;noudau

l. nBnfiord (product) uIrudl a'.rfi rauorrulnuq: fi n rutooouduo{a21x

irrflurionarudornr:torqndr rnaoldqndr6anrrufiruohil:ynoudrufi.rddufiald rriu

u::1fiord fi unvfirfidtfrahild rdu :rnr qiln1il n:rfiudr uinr: uasfiorfiu.rror{uu
496vJqelaajtriludu flandildorttvtilududr uinr: nluRn aorufi o.rrin:rnior,;nnafild (Etzet,walker

and Stanton,200l : G-9)

z. rrflr (pricing) rurudl irueun-uriodrdu 1 fifinrru{rrfludorrirurutohl

ldnn'nfiorqi (Etzel, walker and Shnron, 2001: G-z) uioutrufil qarirna'nfiordlugrJtold:

l{u

3. nrrffonirnrirg (Ptace uio oistribution) nlrudl dsurllunr:rndoudru

fiudtuasuinr:lrjdcnorn finn::rfirirulunr:n:sorodrfiudril:cnoudru (r) nrrturir
(Transportation) (Z) nr:rfiuinurfiurh (Storage) uacnr:Rdlfiurlr (Warehousing) (3) n1t

Aa',A
Uttt 1: dUnlfl{til nO (Inventory management)

4. n rr dqo?unr :oam (promotion) rfl u rnd or u'o n m a'o a m dlldrnjo a fi {t R 21u

f;ruoltcion:rfrudr uinr: R?rurr'a uio qnna (Semenik, 2002:563) riorflunr:
6asiof,oar:{oIo:vtl'ir.r{trufiu{uiInnn{ruJrruru rfiogrtrrfinnrrrdornrrriuA,d',

i A.q a ,-i .. d r 
-j^-A- 

y^-y J as a c, itnSoliiolunr:nnnodoat:IogittarurRioluodruriu filuiumorolaon rrra:ol1'oln
rnio.rfioudltdmarornio.ru'orj:vauil:varuriu riofir:16un'irnr:dsa1:fl'r:narnuuu

orr,oiua [Integrated Marking Communication (IMC)J Inun'tt:orrdcRlurilrrvauriugndr
A e J t i -!a-.--A-c-y.--- -. -- 9' a Jr s htr i a r aflnnRilfl llaeQltx{xu Iil0 ludlx1:oU::qinqil:;alriirud'u16 rniolfionr:rilrcil

i. o d. 'n1:na1nfi drriEfidlfi (t)nr:Ifluor1 (Advertising) (2) nr:il:ctrdlr{uf [pubtic

Relations(PR)l (3)n1:tlulnulinrin{1ut 1u (Personat Selting) (+) nr:cilreirrfllritlu (sate

promotion)

ornriruil:cdunltnnln [Marketing mix (4ps)] ocrfi udlnaurYurluf,:;ild1{n1t

riuairnr: nolfl (promotion) fiu riruil : c errnr: no 1o (Marketing mix) dld t r l riruil r c au
cn.laJr.

nt:natnrilumSollor,ru=ltolriruil:sdrnlrnalo (Marketing mix) (2) riruil:saun.trnoln

rflunr:6ndodoar::criu{truriurffitr {oryalunr:fiacioeof,r:o10ruflunn'nriorc{ :rnr
agaa

dowrlnr:iln,f,rudru uocnr:rilraiunr:na1n (3) rilrirurJ:;c,rn1:nalnuacriruil:y
aunr:dqaiunr:narnsir.rfildrf,onouduo{n?ludolnr:narnrflrulrul#rfinnttf;uo1r
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nrrdriluonagndcirurJ:smJnr:norsr ilrr noudas

1. nrr druuonatlnddruninfrfld (product strategies) n,, d,,nrnl: nn rn wri: : q

rflrr.rrru'ldrfurindoar:nr:narnovdoru't't:ondr nr:rsrirovl:riunfinfiorcitoruifmill.l

rf,otcfirlfirfinnr:ldrrl5uuvr1{nrtnorn nr:drrunnagvrddrunfinfisrqircdordrfirdrilofiu

ciolilfi

(1 ) nrr?r{trulfi nrdslffuft ufrr lrroauct concept) In unr: aim nlruunneir.r

nrlnr:ttlildu(Competitive differentiation) rflunr:riruundnuuyna'nfisrqih?unneir.rtrn{

udrdu llned1rl1:nafirnrrufirvrolol#fi'uqndrldd.rarur:orirldlnu (r) nrrafirnrru
rrsrnsirldrunfisrfiorr{@roduct differentiation) (2) nlrdg1{n?urrnngirsdrulinr:(Service

differentiation) (3) nl:dg1{n?rutrnnsirldluqnaln:(Personnel differenriarion) (a) n1rdfi{

Rllunnrimdrun n'rdnuof 1t*.g. differentiation)

(z) nrr druuoroldrjrv nounSoqordnu ot; (Attribute.s) lr ouinriud rriu
rJ : v I umidu riu J r u grJ,,u u q u n 1il u : : 1 fior ti rfl u du

(g) nrrdriluoriruurisnisrrYor.ri (Product positioning) r i o n r r 6 r il u e

sirumdwr:riudr@r"nd positioning; rflunr:oonuuuna^nfiorduion:rfiudrtoluifir rfio

uanllnrriu (Features) uiorirrrrrilfirmnsirr drfiqorrirluinlnto.rqndrrltruuru

(l) nr :vYCIurru6srfrord (product devetopmeno rfl u nr : rJ iurl 1l n finriord
.-+i-q-y-.-. -. - I 9 rr rr<j J
rv{ o lr d 1r't : o et ou du o { n ? lx et 0 { n I : t o I q n 6 r 16 6d.r t u

(s) naqnfrdurfru eiruil:v ouninfior"ri (proauct mir) uou olgninfiorri
(Product line) tflunr:dluundrudavarunfisrfiarsinr:ovfifiudrorl:rirl r$r'orsrirl#rfin

n:ur ldnji uun r r nr : udrdu

z. nr:6ruunnaqnddrunfrr @rice strategies) n',r#or.,o,riursdordriirdr

ncirrflrrurulnurtrlil{uilnnosnJ:'uurfiuu:vudr.rqorrir (value) rovrn'nfiflddu:rnr
(Price) tolr.rfinriordriu rirqo,rirE.rndr:rnr {uiInnfiossTnfiulorrudo,rlurlr:orirlf
{uilnnrfinn?tln'lrrolold Iaunr:rirrun:rorfudruasuinr:otiruflur:ru dqrcfirlfr

{uilnarfi nnru{dndrfu rirunv6u6rc dru
lla',o.aJ

{nfinordoldrrudroctrufiurir:rnrrrirln ocrrrirumir}ra^nrisrsfllrflutir?o#urir

(Premium brand) uio6#orJ:;rfrn (Economy brand) Inu:rnrrfurcfidnuucnlundu
(ongoing price) niori r n ti u(Leadins price) Io uLi au l tido{ ud l du dl s r rl#ii dldlu n : dfi
nrrlttnndr.rorndu{lduotirlfnrtu(Product differenriation) rindoar:nr:narnwdolina{ - e.--v.v....5!.v.r, Ftrttutt tatl taTii! artugt 

I
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tlvrf,dru:rnrud:rirnr:dodltnlrnarnl#aonndolfilnaqvrf,fi#ol{ dl4',nun'irrflutrto#u

rir uirindorarur:oh?ruqnauri{uilnnlddr rirhrtrnr:riruriu,n'rd, ucidrrflui#o

rJ:cilfrn o;dssuanrhluluft arru{rririi{uilnnrcldiu

3. nrrdruuonaqndrlrudowtuRrrf,e,irtriru @istribution channel strategies) lu
.uoll ,r,:vuudolmmnrriniruuluurcnounru4rldn nunnr{ {uilnn uio{ldvrmqralrnrru do

orotsldrio{yn{gr:{01n{ninlrJ&{uiInn uiol#rio'rvrr.rdouorn{ar6n}irununarrtJfr.r

{uilnn do,r'ta'tr'trorirhi{uilnnrfinnarun'luohld Inunr:n:coufiudrrdodruruRrru
t

arn a nlu nr : 6oh?riu {uilnn
ee t- a r q I . { q 9 . a , I a r

il:umnuno{il01t011?1dufi1Hluro lR:Ij1{ ltnunl:H'tuiloqnnnruatilursnnnng
rhrtAJt

:rnroti't.r'l:fmElnrnutriunvntturrsn?ndululunr:u16ofrudr 6rurufiud1(Number of

outlets) uacil:smmtolgrurlr (Types of outlet) drurflurj:srdudrfiqddolfrurfr-or:ur
Ji a *Aa i' ; e a i e ). .y. ,r_ r f:l#dO?l{dU dufi1Ylltlr1uil2qnil0JnO{Un1:?l{llflUnl:crodOllUUl.tU{ ltn6lXluriOUllx{n'
d 4 a { -4^.^-y^1e-^ i- -i ,, a j o y Afiwtilu6nuuuxfi{ riofrufrrfiiitrurirrlnfrts6oriinr:'l't{ununlrfroduriruuurul uidr

trufiouuilrnr:ldfiofitsrflu6nuuuuur.t riofiudrfifitrurnnulur?ma::ufiudrfiufiudrd
J

fi truf.rlurirra: :n f, urlrua;nrufiudrrirtj fi tcfi iinr:narnfi unnrirrfiulrj

4. nltdriluoooqnddrunr:dua?tnlrflolo(Promotion strategies) nr:dlraiu

nr:narntfluris.tfifneodl:nltnatno;dorfufiorouf,nrirl#riuandrd.r fi:ruasr6und

dlu1 : o oBuruld 6'.rsiolrjfi

druil:vouor:dqo?mrreroro
A a t - i. r

rniolu-onr: rilraiu nr: n arn fi drfioJfi i'1fi ( I ) n r: IEu or r(Advertising) (2) nr:

rj:vtrduriuf, [puuti" Relations (PR)l (3) nr:tru'lnul{nrinlrutru (penonal selling) (4) nr:

rilraiu nr: t'tu (Sales promotion)

l. nr:Iiluon (Advertising),flunr:doar:doxafilrildqanatl#dolInufi
e , tA I
?nqu: r fl {Rlrtout{ii 12ar: glle uac r6ounlln: l6rriu.* Ur dr(Goods) uo;uinl:
(Services) uioRttun'n(Ideas)dlarur:o:v11{qrJduri:runr: ({ara'nuio{irnrirua'udrii

Ituorr) ld Inu{qrlriudrrunr:dolrtiuritldrirodruiudolEusn(erens. 2002 : rr)naqnf,lu

nr:fuuurtcfiurr?olfru (l) naqnf,nr:air.ra::rilrulEusrr(creative stratesy) racnaiinr:
IEuotr(advertising tactics) (z) nngnfdo (Media strategy) dl:rua;r6unrfiurfiunr:Ifluurnc

ldnrirrfi.rsiotjlunoufi z ro.rurirdo,rild
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2. nr:il:slrfrur{ud tprutic Retation(pn)l rflunr:n'nsiodoar:tololrinr:fiunril
,iorodJdrll fiiiernnrsnudon?udrtitto.tovinr: lildrovrflu{rruilof,unr:na'n {o'o{u r.rioqndr

InuiinqrJ:;alrirfloafiltif,unn' n:1116ofio uoynrndnuoifi6rioorrfnr:rionfinfiord

nnontutflunr:l#nrtlfluriollnriortrut.r uiout{lt{ofinunrnluriorln6oonrto n.,,

il:ymrfufiuf,rflunr:dod't:do{yt1{ (Two-way communicarion) lurorsfinr:Ifluolrrfr,fl,
ia

R1t dOfl 11 111{tAU? (One-way communication)

fn n r : d u a'r r n r : n a r o fi n rirfi 1 u n r : ?'r rt ui{ u n r : il r c rr dr fru f do,,o, n.,,
, e, v JAal olil:smdlfiuifr 6funr: ocii?T{ (l ) unuriourr{ frudr (2) unutunrr lqfi udl (3) unu

u dr rr n rrl a'urirude 6'r d

1 r ; unu ri ou a r.r iu dr fi l n rj r u r r u rn' o m u uyr d h?u r n ru f 
.i 

r uifn ri r dr o v ri r
n6nriorqison?l{na1n droroldiinr:h?drr (pubticity) nr:frnuuuoauirrdodumun,
(Press conference) nl:utnr;t? (press release) ttonntn (phoro release) nrttiouunn.rru
nriuarlun'tn::utoluifn(Feature articles) nr:riiuuuvrartudtnrusi(lnterview) rfludu

(z) unu'lunrnrriufrr luror;fi fiudroonrrrnarno;dorfi n.rrll{uflrn1,
.rA

lloa{tl1?n0flou2nsu(Press conference) nt:troaldrrr{onrit{tru1O""ler conference) nr:
riladrfrudr (crand opening tlio Launching) nnonnunr:uondrr nr:rirrirr un;firn::r
I i. a r '6u 1 fiirrflu triu nr:4n6nrio.r:rlrirlilriurJ:rnqnr:ofn'raudrnr (Tie in with speciar

events) n r: f,n fi o n : : l riuair dr fl r (communiry awareness program) rfl u du
n r : fi w ri lri, rit a rin do a r : n r : n a r n o v do r fi n r r u dr rt'u rf,ii a ;u d o u ? a uu (press

relations) dsuifyriifi riru r o nr: dodu (""0," power) glua v fi rffrfl rirfi rj:c mrylfiu ffi 6 o v

ldrrJ5uurfluodrlurn tnrrcoEdrulfiuunr:ri{lf,iunrrnnrndrunr:il:;rtduriudauqvrr'
--^,r!rr-iJ J a i u .nal6.iroEul-u frr:run;r6uarfiorriunrril:cndur{uf,wldncirrdrciolilluuyrfi 

r z

3. nrrttuleu'lflnrinsrutlu @ersonat sening) rflunt:frrauo{oXarfiurfiu
arfinfiorciriouinr:to.tuifn Inuqnnnlnqnaauurl uion{urf;n1 r,o{qnnariuqndr:ruln

Ja.r
:ruufrI r.rion{lqndr (Semenik, 2A02:562) uiorflunr:doar::;u.i1{ilrin{lutrufiuandr
Inuldnmluururllunr:g.r1e qndrrdol#rinnr:doHfinrisrdr.riouinr:uiondounlx.?1u
ad
ROIUU (Beleh and Belch, 2001: GL9)

nr:rruInul#urinuutroriuriniiodl: nlrn alnfi ri.lu drrTqfi ovdrur,*rnulu nr:
doer:nl:narnldrriu nlrf,noututfnlrutru nr:f,arJ:;Exilfn{tufl1u (sates conference)
-i-q-.1--.-- e, a j ,ti''tludrunr:inaorufr ur:ulnlflfic;rirun:;{unfnlrutro nr:ilnfirronarsiu r drio{ld
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lusruiurJ:v1uufnIru Inusrof,nrirrfluronar:uiI (sales rci0nr:rfir{fionr:tru(Sales

manual) londltti2unullu (Sales materiats) triUfriur{U (Folders) lUrjdr (Leaflet) uavlur

frrf (srochure) l#nrinuutufrlildru rf,orflunlldixdfi.rtirgunvrirdrhlunr:riruu

naon0unl:miullrudrulanriauer: tdu i6lo uiooladuanlununlr:0t:{ri rfionrulu

iucru rfl udu dl:un;r6unfiutfiunr:trulnuldurinuuryldncir:d.rsiotjluunfi ra

4. nt: dstc?untt{lu (sale promotion) rfl u nr:l#d.r n.rhfi ,au,fi onr r{uhirfi nnr:
.fun',o uiorflun:vueunr:n^nsiocr:nrrnr:nnrafil#rnooafirnerug.r1olrJfirn:rfiurh

uinr: n?lun^n uioqnnaldodmrurrvdu (semenik, 2ooz : 563) r,riorflu{oqadrrar:fi
e a - A - I i ooi

u n n'l : n a l n il t o u n d o rr r : n r : n o r n r{ru u rrrju,no o l dd u o r'r r r r r u rfi u r fiu fi u dr r s l uifm u a v
.9t

frngll#duilnnrrfiofrurlrrrrirriu (peter and otson, 2002 : 555)

n r : ri u ai r n r : u urfl u u, 6 n du r utr fi g n dr rin o ; ri r u ir c r n rin d o c r : n r : n a r n rfl u

odmurn nrurjn6drfiudrerur:o'ururorlnuhidorinr:riuairnr:truriourilufirfid nr:u
uan.rdrfiur{rrfufinrudnsofiid fdrioii,fludu'urua;rflufids.rnr:rrn odml:fin1rnr:rru

fiudrldlnuhifinrrduaiunr:uurfurflurfiuranrnluqnunn' (raea) rrirrfu nr:rvlunlu
rfluoirrfurflulrJllldraufifiudrocrJ:;eunrrudrrirnxnr:nareIeuil:raornnrrd{l6riu

n1:1,1U

v a J r a -- !
?9lQU:vd{Rl,O{nllO{tdrUOl:rrfU@romotion objectives) n6{U

(t) rfion:sefu1#r6onr:noool'liarisuYorqi lunr:oonfiudrlrriusiacnf{r:rwdo.r
a<iagaaaJaar.

nururuuriitortucRttutfrouasR2lxrnuiuflo.r{uiIno Iouurn{uiInnrvlilournril6uu
d oya lAuiomnnsrl'fdufirEfroluri 1 ut:rclunr:rildoulrJl#iirTolurirfu {uilnno;douario;fiu

nrrlrfiu.r'itrtrtvldtorfi6n'irnioudn'iruirdlriunr:ri.rraiunr:tru6r6o'irrfluii.rriolo

(Incentives) rdogllol#{uilnnuouacdoo.,r,ouiumntfiorErrrrflutfioluri fion:rrn'r:

rir taiu nr : t rufi 1# lduri nr:uo nt ordrotir r nr: t runru hjfiu fi udrru'a6u nr: arGn
Ad qY 4 ,t
2[n1: tT luunu

A u uat a y y i ., - '(z) rflo Ynu r n r udnd siosr rr Eiu drt o.r g o dr fl o r ffuh'l#{filfriu drt o luifn o{

udrlrllfriu drfi r{o 6u rfi o fi u dr t o r uifn o {lu dr r o n o o un io n nd r uiodo r uriq riu d
t-ieelAaYAor.eaji.6at.'

ruriIriufrnandufitfrilqoraurifilmil1 oonururir{u unviifrIfiilraulolnun1:di1{frIriolo

,f,otrdrq"gnfirto.ruifnlrJ dru?fmuiunoo{Inulrinouldocl: uifvrfirvgqrfiuqndrlrt

d'rrfuuifnirrfludolldnr:riuaiunr:trurfiodlgnniog.rhhitriqndrrfinnr:ril6uu1o dr
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dru1:ofi1ldlnonr:rJiurl1.rfiudrlrri rfiu:a ru*uiu ,n-r,urn riouJduutriluuutoru::1

fisrqi Inuwdoralmnrtun-Huto{ar:cuavlonradrrdru hirriuriunr:rJiurJlrd.rnrirrfi

ovhildiunnraulo riounf.iirJ:rngnrroffirauurstimd,finniudrnuinarurronndo.rfiu
oa ! a , ae 6 t

rloraltinuactiiorrrrotdudr uifnfina:wsrulsnreriul firnrrdlraitnr:trodrlfiu
J.!!

lflqn1:olurn1uu rru lurrulmf,nln nioiurindorqnd iudrfirgvrr{rf,ldu.r rfludu d-r

uonornt;rirh?duilnnfdn'irfiudrrfurflufudrfirorlokiuasaulodsnuud'l Ulri.rnalfi

fudrrfua'nA arrl unvo{lunlum:r,irror{uilnneraonlrJ

(s) rf, o rfi u rli u t or n r : qdo 8u frr'hiu.r nd, u r s n i.r fi u dr t o r ui fm o r r fi u o a u u t u

:sduilrunnl{ dlulrotruldriou 1 n'o uontru'[riannrucifildruirniu rifvrorrldnr:
riltaiunr:trufiruflunfinr',, ,u'onr;{uuontruuoshilfifiurtrfiuurfiutJlunnrn

q -ttilolriufiSulrufuuorr il laxlu [point - of - purchase (pOp) materials) fio{6ru:u
r j i. elrn udfiofrdriliuocn'nhjnrnsf (poster) fltuurlru (Mobite) riocn^nrnoffiogiirrin irudr

6.rirrfludoudonirovfiniidouiotifiniifioln d.rlnurJn6fiudrosrdsnn'nirtofirirdrfinr:

riueirnr:rruo{ nr: ufi lnuiuunvilrft gnhurnn.ir

(l) dunr:tciuo{rstiquavrirf,ilo nr r riuaiunr: uurfl uii drirulfirird.rlrrir
e Av ll , A I .

rt f n l r u t r ut o l uifm ua s f r u rir n- o ri ru ri r l drfi u'i r uifn l dt #n'l r u n o r ur r rui o dro l #n r :
:vutufiudtttnfiudrnrioldr8.rdu IEusnfir:rt#trufiudrrfuorouir dlrln uiorirru'o

rfiulrJ rivrnh?{uilnnhiault lilrnudrufidru 'lrirnufl.rfifl.r ru:rvtulruuurrvfi{onmru

rfiurriufrrrioloo{

(s) dunr:n:v{unrrdo?u'lolto il o lriu nr: dn f u 1o ar 1ndo,, or {uilnn6ufi r rn
t 9 a I t c .Gt r -iiutu:rvrirlcr:tdudrrirulnqirfluuuuR:u2lr:rirl#{uilnnarur:o6ofiudrldornfi

tdut(one-stop shoppingl Inulil6trfludolrniuu6'r'irt;doo;1:rjrlurirfiulhldrt.,o

er :t fi udrrioglnloiu rfrfi ni rrl udl6uq fi udr tlriuu r 6 r c rfi ut o.r;irirdonioii
dolnr:do donuoiiti'tdudrintsrflua'udriio{ludttornr:drrairnr:uu uncfnosfi

nrrtldrr.liuulunr:arttranlluirudr (oistinctive disptay) nr:rvovfito,urou fiflrunn:rnr

fi raufi no{dreErirudrqnh?gnfi rurryiofi udrrr,ilti,fird,

lun:diirflufiudrrJ:;rnnrdurriufiqsraurifiyrxnrunlnrilu'ouriuueisimirio uac

nr:I*usnldarumoaimRrruunndrlh?fiufiudrldotiruduf,nluarunrtor{uilnn n1:

riltailnr:tru6lnarurfludr'firrflunr:rvilofiuqnfirudrufunr:dnfiulrrjotor{uiInn
t YAa . a i a o Adudrfriint:riltaiunr:truleuiinr:ilnrrrfiurirt#riuavqnnrrvfinrrl'lduJ:'uun.irfudrfi
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hildiunrrcirreiunr:tru un;fiudrd.rnrirrorrqnr6ondodru,,:.rn:r{u (rmpulsive

buying)n'orfi nnatuoulnrio,r'oniulnulrifi nr:lumudr.turirurriou
9, _.- -l--rt- - c! hy! ! € I c d d o u

01nruqflan{na1?11{nutunru ln'llnltdtud:un1rrr1uun21x,01liluilfl21xd1fIquac

fiumurmotirrrtnueinr:riuairnr:trurfuhihiiinr:uflilqnrdrriufiudriifiqoro,n,i',

runvuifvrfilrina:tdnr:rirtaitnr:truriouourfiutJrin fiudrfifinr:trulddruqilnliluau
v e a r e ,, a 9 e lAa a I t h d I a

R11XS{:nnnnnon:1duR1 l{:on1unlflnnuilmn10{dufl10url-l:fintun1:d{rrdtxnl:,t,1u

ruacnr:frnfi0n:ruyl1{n1:nn1a or riruearsir.r 1 fid.rrflufi.r,irrflufircdo.rfirriufiu

ierqrJ:vo.rdrolnr:duaiuntrfl oro(promorionat objecrives ii g rirunoo

f. isrqrJ:rorritorordnu (corporate objectives) rfluinqrJ:ua.rriludrunr:

r6uInuasrir1:torq:fio

2. inqrl:valdnrlnr:erato (Marketing objectives) rfluinqrJ:;alrilunr:
ril6uuuilarrqn-n: : u{uilnnrionr: rilf, uuuilar rirun r u.ru'r"dfi naeiouonrruuau

In:rair{r,orna1n'irln: wrfl u{rir {nur nasln: osrfl u{uridufi6uufrno{ld

3. iorqrl:;a.rdnl{nr:5loatrnr:naro(Marketing communication obiectives) tflu
valyinoil:raldmrldrunr:doat: dulduri n1tdi1{n1:iui nr:a$nnr:nouiu nr:1rloh?rfin

nqfi n: : ufi do.rnrr rfi ol#u : : qrfl ru urunlxufl u nl: na 10

v
1@ A

objectives) UO{U

unulnro{nr:r{ruuningrJrvalflunr:dqo?un1:floro(The rote of promotion

l. du,flr,,r.yrNlunr:riruunnogmf,nr:riuairnl:narn
i !. rz. rfi on ondrsi lru rilR: olh(positioning)tol fr udr

3. rf,oriluuurnrrlunr:6oni6lunr:riuairnr:narnuarnr:l#dofinruuau

4. rfi o frnnr: rl,uolfi tn: uvrrrnr:nnrnh?urrrs ar
s. rnjorilur: :fin J rutu nr: J: s6uununr: riuairn1:n a1n

Rrvu2ilnlrrrqsunr:dqe?unr:naro

n:!u?un1t?1{llfl un'l: riltaiunrtnntn (promotion ptanning process) rlru6.t
Jooriueroulunr:druunln:rinnr:rimur nr:iln'ri6n1: n1:R?uqulrl:un:ufirn::unr:

riuair nr:nara loufi : ruacrdund.rd
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&i.-.a.irIilli f nl:3il:20tlflunl:nAlo (Review of the marketing ptan) ?tUlUdlriouytocrrl
,€cCrir'ce.J

lu{un1:d{ld:un1:nnlnnlluuno{d1:2t]lflun1:nn1nua3?nQrJ:ud{tRt 0{ulflun1tna1n
)

Yt{l{ltnnou
& j- e a t -.- a a a{ufr z nrtTtntlsticorunltoi (Situation anatysis) ilulud{r n1:n=01:ol'tdlihfru

cjdaaa6coroJt6
R'lu lulraenluuoniluoYlDfl a il:oxfl 21ud1floJnonl:ilfl ulnaqmD n1t d{ldtunltnaln

:r;.e.doa'
dufi r ot:tirfiuoinqrl:vclrflunrr6osiof,oar: (specifying communication

objectives) xulu6l filfidolnr:u::Q01nn1:l#hJ:un:unr:rilrairnlrnn1n IourirtJ

inqrl:vawilunr:6nriododlrilttnourhu (l) rnioafirhlrfinnr:filnuiorfirrnrufr6urfiu

n a^ n fior dq or a r rin' u i o n n rJ : s I u mid l { 1 r, o { n a n fi or ci (z ) rni o a f i l n r yr dn u oi fr s u n 6 d d

n?1xil010 rionaudllodo inqrl:ce.trilunr:n'nciodoar:rvrfluuu?m1{lunlrrimurnr:

dlairnr: na1n rasl{rilu uu?n1{1u nr:drruninqil: va.rridril iurriacrniorfi o
LE{ufi I Rrrriluuo{uJ:vlru @udget determinetion) nl : 61il un{uil r su10l1u nr:

cirtaiunr:narnevdoqf,r1t0l10lnnr:nourilo'ruriotJdtrllil:un:unr:riqairnr:na1n0s

durrj6olrirl{rirurrirln (2)riltinrr:t{uilrsxl0rdriliuuciacrnforr'ori,udiunlrnarnrflu

odr.rl: (3).ruil:surorfil$1unr:ri.rraiudorn'omuridrrfiolfiu::qinqil:rarrifiriruunll
Ahrilro llJ

:,; o tt .dufi s ol :rYotur natlnriciturl:u fl rnrt d{rc? unr : n a lo (Devetoping promotion

mix strategy) rflunt:fior:sn6.rdnuore uilulyr urirfi nrrudrrTquayn?ludur{uf,to.rriru

il:caunr:ri{ldiunl:nnrnudasrnfsru'o dril:snoudru (I) nr:Iruuilt (2) nr:h{rirruo;

nr:il:sctduviuf tgl nr:trulnuldnfnqruuu (4) nr:ri.udixnl:rlu
tit lio nr:rJfiffinrrnuldlrn:unrrdua?runr:naro flmprementation of pro-

motionat program) olrdrjrrnuudru (t) n1rdg1{ua;nr:na'ndo (r) nlrdu,.nrrrardufi
.eiradrrfudouda;riin (r) nr:rinrurua;nt:f,n{ruilruiaqlunt:ri.rraitnr:na1n (4)n1:

-!a-------t/ e r o JAe eiletu1n1: lxr,'t2 frlt0n:1un1ttt2 n1: oatrrqnr:orririudlto
t;{ufi z n1: nt ?td0u nr: il: ctu'u ero uau n1: n ruqrtJ : un: r nr:d{rdiunlrnnln

(Monitor evaluate and the promotional program) rflunr:6nnru dr:eo il:;rfiunn rtacinnru

nanr:rirlrunrllilttm:unr:riqtaiunrrnarn'irrflulrJnruinqrJ:valriuiohi drfiiloJu16

rrrirdoqodrq urufflufiorliurllruarunr:riqreiunr:namdolrJ
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qvYY------.i.ltra
uoouoluilRlTill?oaouill{nlrnalonilfl on:vnunool:ci{tg5ilnl:gtolo

flnrnil?odounr{n1:nalo (Marketing environment) ilu1u6{ dnlfllr2nflounlutu
-.-.--ics--i-.-.t--- c. a .^---a d 9 i o o a qllntnluuonfrii6vtBnadonltdllfru{1uto{q:fir frlorro;airldof rrinrioilqurh?uri

q:fi olunmrl{ufl unltd{ldixfl t:na'ln

f, nrfl tt2odornrulu fl nternat environmen0 rfl u ih f,un rulu fi q : fi o d1x 1: onlu qu
uy{ a . o c a'16 fr.riinnnruYlueionl:rirriiuqruto{q:fio rriu rirurJ:uflrlnl:nala [Marketing mix lars)l

dlil:;noudrunfisrfisrq{(Product) :tnl(Price) nr:finirnrjlu (place r,rio oistribution) un;

nr: rilrciunll fl o1fl (Promotion) nr: liu fl 1: Han qnnln: rfl u du

anlilttaodountuuon @rternat environmeno rfluilof,uo,urondqrfiohjaur:o
ryJ a . o 6n2uquldfrliinan:;vrusionr:rirrfrulrurolq:fi0 rl:;noudru (l) dntilu2ndollanrn

lduri qnfiruionora {udrdu {truih f,unr: na'n nuno r{ (2) rrnrnurn douur nralduri

il:ctrn:aranf ra:uJfit rvra'luIaE dcnluacioruIrru nr:rfiournsn6uurumir^ru1n:il1{

[::xu16
aAlaa
lufi fi r:rtooGurudlrnrlsdR'rilllrndgunruuofl (External environment) d,fl u

dn lil u?n do r r r,t R'lR dr fi nn n: s nu i o n r : ri l fl u n n a q! n f,n r : ri.r raiu n l : n a 1 n In u fi
d -!t'luaglounn{u

l. flnril[2odoldrurl:wrntf,lcnC Qhmographic environment) rfluanru
yAvq

ru?ndoulnurd'u dnusrvml{J: uuln: flrdnrlduri tu rntor il: vuln, o1q rfl r, : ruld
nr:f,nur orin dnuotsn:ounfr riotrfi fifir rfludu dnuorvmrril:vnn:aranffi
flan:svtucionr:drrunnagvrdnr:riltcirnr:narn drodr.rrriudrr:rdolnr:doar:}Jfrinriu
iaeA.efiiinr:finurEluEonriudlnt:;6ug.r r:rorrl#{onrrulrruorrrflunrdrnquld uidrr:r
dolnr:tloar:tJftnriuautsdurl2firu r:rfinr:rclf;nru1fir{rtr.iru rfludu ,uno.rndf,o

do$ru'rdrnr:rdonlf;dodu rr:uluilt1riurfufiofifl?luilarn?ru.,or.,nd, ua;dorcin;
il : c m m fi ril u r v fiu n ri u rfl r r I r u fi un n si r.r du dr d r.r rriu 6i o u-n u c r : r : r w rfi u 1 dd r lu il o 1 riu
J .o , '
fuwfifinodl:olit'to1uil:smvrdrutiu srfirfiuad'udnirdur rfludu drinrjurflrrurufiorin

aai*
q:fi0 finr:fiwa{Iilu0r11uurirdoq:fie niu ru2#1{frnnr: rnou lufu rfludu

2. cntil[todoudrura:ugfio lEconomic environment) ldrrri nrr;n'urfl o nrrc
- q 9 a e . hd !ra:ugnt dn:r nonriiu :;dunr:'irwru :ruldrol{uilnn n.rroou nrrsnfifiu trrJuuu

rirl#riru nr:rilduurrrln.r:ruldfiufitir drilrf,uurrildfi6r;rruodrunnsion:rudo.rnr:ds

fiudruavuinr: t:rtsr#ulCdrlurirrfira:uJfinnndr {uilnnovlirirufiouniolf;drorsilry
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A y io d. , I 
j t

dudrfr'f,rriluni1riu 6'.rriunr:Iruuanfrudt{uriloulud'r.rfioclilriol#rfinrJ:vIusfrdllnfn

d.rrsn:rriu{rlfiufiudrqrllnnuilnnluf,inrJ:;6riurionr:finnr:d{rdiunl:x',0 doo,

ldiunr:no,aruodr.ndrlrn

3. anlilu?odoldrurnalulad lTechnotogical environment) nr:rrJduulliln{m1{
,t

rnnlula6riuhildfinanrumuroyrluusinr:rfinuncfioruronarun::uluilrzirriu usifrriI

fl nn: uyrugionr:l#rnioru'o fi o et: nr: narndru eirotir.rrdu 6u rn o irfi n (Intemet) 6orfl u

rnioru'odsd1:nrrnnrofifinlrdrrYrgurnluiloqriudrarlr:nl#lunr:doa',:{oloeirr 1

ldrflu{rururrn 'tri'irovrflunr:lrt{ouafiurfiuaudrua;uinr: :rudrn',rdun',0 drandrr -'- -- - -t' --'
L ! o g I r /hY r d ct . s u . r -fl'ru1:nfl{$0flufll}nu:vuuooularildotir.ra;n1n:?nl:?rlaurilud?un? n?ou'htrruurntt

rilnonh?to{ www.misslily.com rfl udu

4. cnlilu2odoldruf,lnluavimurrtr(Socio culturat environment) lunr:
ji-llooai,,
6loar:nr:nalaun;nltdrtailnr:narntsdordru-lfirallrfiof,u1ru (Basic belieg rirfiul

t
(values) rj:cmd (Custom) uovlilrtuunr:rir:liin (Lifestyle) tolnulurYlnuriu f dru dr

as h. . r i- - d . i* . j c j i f, a
utg7t lufl?: 03n:v11ln1: ln 1 mtnnufl {nr n1u lnul$il1u oul{u{lulto{10{fi'llursoor{tlo

,flriiordfiR2'ruau6untiouurn nr:doar:ovhioroduqvrihaldrau drfi.rfir:rilulu1l,
.JtJ

doar: lrjriudn fiunlu rf, odrtdut oqtr

5. dnril[2odoudrunr:dio{[aunqiluu(Politic and legat environment) lunt:trl
raaJi69o44c

llflunlrd{tdtunl:nnlnlroenltnlilunnnqmtnl: d{tf,:un1:na1nluao{n1u{o{n1fiulu

runs{oriruuneirr 1 torfguradru Inuosdorlildneionquuruunvdoriruunxo{flu1n
,rv O g d ,, I v 06 e - . a o r. I

n{uuundodl:nl:namno{f,nulTlrurlfluruqnnlr l!iluollltnunl: d{tdtunlrt lu llio0{ttYr
s r u a q s a. i ' st * '
n?ou1{ rlulouxnnorviguunS(n:u.) rfioiufi 29 n:n01n! 25461l,\irulfluonrniordr

Jaleic.eaaa6seJ
ltoano too{nnuRt ?xYr{lR:otaru1l{n1n{ il1{fl o1u?nqn: u 01uldu{uns2yrq lil:ilflu
ludrrrraro5.oo- 22.00u.Inuocfiflari.rfiul{otirufluil1{nr:d{usiiufi I qalnx zsqlrflu

9t

dulrj dlriudrrindodl:nl:norn0v?r.rrr$runr:IEusn6dorrirfirdr{orirdudrnrirriru'irfi

.uoulxnlu nr:Iruusrrldtrnr?ourfi orln

6. entfl u2edoilnr{ili?tulntillrtfir:urr6 [av(fiio) nl{nlsnlu(Natural and

physicat environment) iliilutnril1{D:ru!l6 lduridurit olntfl ihlfi inq6u udrlq nuto

4rtr rfludu miuurn:urrstitufluniuurn:uquriuu nilruln:u1{orillrfluyrinurnrdld
to,

rudrurnfulJ rfislornninurnrt::um6fio{6rrin drriuq:fir6rorrrJ:&6ruilrul,nn1:r'rn
ea:Jr,siSyqq

tlnau2nqnu nl: rfl lrxur,o{nuquila{ {1u n'l: lfl ut,ut, o{unn1?u n1: rrRUql,l 1x0{ : x
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,,rt
uon0lnfifr{iilqurrfiurfiuanrnurndoummnrunru rdu ilqtrro:ro: raRl?uyrlrrornm fr
rirl rirrtlu ,url',rrr',,rfior tu;uavd.rrl6'qn rfludu doilot'o,n,irdd:ufinnn:;nucio
slrava
lon1dlrauto01na{o{qrn0

nA
fn n r : d o a1 t n 1 : n a 1 n ar u r : ori r J : c rd u n r rdlu d n lil u?n do u n r r n firur n :

r : : u rr 6 ua ; (ri o ) yr 1 { n 1 uRln u rd : ; q n r{1#1u n r : I ru on rri u n r : Irru or r d r
i.srnio.rilfuo1n1flxo{r:llririrnrulolsuilionr:iln6rn::u'mu rriu uxornfinfionr:uqun

rn' o rl g nil.r hlru r rt u f n ua c u 2 { t lu u l u r : : u r r n'u n c dr ua n do u uifvr q n ar il n : : u o 1 r.r'r t
n{rq'luaro 6rfin(rurru) {na'nrlarn:;flo.rr]u{ufrndrJnr#infuvgu fnfiafl ru1R1r

nq.rrmvrf,nIR:qnr:rioufiurluIn:.rnt:rioufiurrtrlvru}Jotimfi6srdru'n rfludu d,r,flunr:
A l, e Jiaoye a

lcf , udi'l{n1fl anufl mn ll,r nu {, nr

IAil?Ull0lltll{nltfloloutnlt : htp://www.siaminfobiz.com/
a t a - Jr9 J

ludauto*rdnfiEririu il:cnoudeurir fiurirua;uinr: druinr:unndmornfiudr

uinr:riruulnocndundrulrJfiufrudr umfiufirfrudorurn urrfiudrqndrhildrflurdrror

uciilrlduinr:rrirriu tiarur:o afronnionfindtufirld firnrrinlruuinr:r{rrrrfiur{old.ru
_-4_-_----e- 4 r 6 y j
tu0t0lnutn1:rJn?'llJunnnl{t'tnfluf, 1nt{li

6 d j i-l. uinr: rilufr .rfi iludo.r ldut n lil eur: ouiudtrfi nfiorqtlil doq orfiuil ofiurair

dr u nr' o uiu l#rfi u n r u rfi r hiq n rir rfi n n 
T 

r u f dn rJ : s fiu l o fiu uin r : fi ldiu
2. uinr:sit.r 1 dqndrldil qndrhildrfl urfrrtoruinr:riu 1 rfi u.rurirfl unr:rd'r

A"A
H:OtJ1lflil:nl'

3. ufnuuuinr:irirurfluodrrurnlunr:hiuinr:fiugndr drriuner nlrd{uou
uinr: fi uinr:u aruil: ;rnm fi do.rinr: Idnou:cil d1{fl fn{luuinr: fiuEndrlurorc
l#uinr:dru niu irudnnl

.ad.uaat4. nuuinr: iinluunneirrriuurnluudacnir rfi rlfinruquqornrn ldurn,r'oo o.rn
j i o Jo 'tfruzioldunu fi1lufifi:urilnulfuinr:uaERuiuuinr:fir{rurriue{o{ drornocfiaaru

finnarnld gnfirrJ:vrfiuqorntuuint:ldurn ruruuinr:i'udorhildmnaorrioudnfiulc

ldld
s. uinr:lriarur:ondndulirir,rufirld rulolrrnriu:{ordunu,.u, aorrd,,u,

4 i j- y hetuufl{ntuno{ lnu1fl

6. rr o r rfl u ih i'ud d r fin; lu n r : ri r u o u uin r : ri r 1#1u d t d fi q ndr r{r u rldui n r :
u1n 1 rirltTqndrdo{: oulu uncnr:1#uinr:iqornrfl aaa{r



33

7 . i ri o l rn r l n r : f,n { rtl il rud usr nci r l o o n lrj n r n fi u dr uu u dr rn'r ui n r : u r r il r ; m yr

arur:oduouldnHo'rdnn:0fi ndlnulildom'ndoriunuloun:{r

uinr:6lfi o.rrirj:cnoufi rfl u rirurJ:cnun1{n1:n nrnfi unncirroonlil ur: rvuinr:
rfluw1rfififl?1uiln1nila1ur1n nr:finnr:mmdrunr:narnro{nrruinr:d0cdo{}rdu}rdlu

f,u ouhioroovutisuunoontrnriuldotirrfrnrruduoqlfiuuriasuinr:dao d.t zp,, toruinr:
fi do.raonrj:c arufiuodr.r66rosldrj:yfi minn fi ft fi

l. vrrqdru fr urh (Product) {uiu r: nvdoldnfi ulo ro'o nuinr: r dn ua c uinr: raitd
dlu1:0duolnludolnr:tolqndrldotirrgndor uavurilduld6rforfiuufiuuin'trt,o{

lanut{a

2. : r Rruny rirl#ri rudru d q ndrdo.r i ru (price) lu riorr or : rR rnuilnu'fi duiu r :
o;doldnfiultruu'ouriu:rnrtorfiudruuurfiu {uiur:friovds.rrirfi.r6.rrirlddruiilrihid'r
riurrarfigndrdo.rrfiulilflunr:url#uinrr nnonounluf,dnyrrrdruir.rnruuacc'nlofiore

s o n l rlu ud a u n r rl hi fi.rn o l o ci o n r : uin r : d tdy, rujo m r n ui n r : hi ldrfl u lil n rr fi

nmruruli

3. aolrfi (prace) tu nr: duouuinr: dorriru',r 6ril o fiunmdru ao rriidlr?uinu
,,ut,.urdasnrn:ratir trnnr:ldiuuinr:Inurirunrl 6rud uiovrr{rtulryeifild ru:rc
qndr ovrirfirdrnrtuasnrn: rnrirlunr: iuuinr:rfl uil o f,udrtiqr

4. nr:riflaiun'rrl,1urrnvfl'trdualrr',onlrnarn (promotion & IMc) hififiurirdn
lnfiosrJ:caunlutittiold drhiilil:un:rnr:doarrn',:nnrnfi6 d.rfiuyrurnlunr:1#

{01nfi'ilrrflufiugnrir fnmulfirrlurJ:vlucffioyldiu naon0unr;duh?qndrdnfiuloryio

uinr:rirdu uciildnnt:dorI1tn1:nolnro{nrruinr:rinryrfiufinr:aouandrrfiurfiu

uinr:riu t drfirj:clurriodml:fit uriolnfrnr:rsl{wrrldiiluu ravdo{firodml:fit
avalluRl:ultuutnlruu cl

s. nrin r ru {h{uin r : ua; q ndrdi rieu drrlu.r ru uin r: rfudr u riw ouuinr:
(People) fiuinr:uarurfinfirrtctll#qndruncilfinuudo.rurfirizuiruluuuuinr:iarflu

tmflrula flrurdrhild niu nr:1#uinr:dnnn

6. rfi nn rruil: c fiulo rrna.rii,fi u fi rirulu nr: riaurirhigndr fdn.ir uinr: riufi
qornufinllrll'tuludu firjrcfrilinrn lduri ornr:drfn.r',uaorriifihTuinr: rnio.ru'0fil#

tei
fl 1: lrn{n1u {ottilu n{1ullll,tuludu

7. nrsu?unlroonuuuuinr: (process Design) rflunr:riuouinr:1#qndr drnr:
sonttuurirldd nr:rillouuinr:fitcfiJrvfimt'nru gnrlo{n:{r2a1 fiqornrnarfirrauo uri
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u

drdunounrroonuuuuinr:hi6nofi nsrirlt?ondrfldnirnrri, uiorirhiondrlrivrolt nurir

h?rinlduinr:tJ

duiur:ovdorinr:mumrunr:1#uinr:fiuqndrhiar:lJandurlunr:uinr:ar fi r
)

t#q*o*nr:uinr:utiarhld:u qornrnfihidovrirtfiqndrhiyrolo uavhilfirinlr.il6n

aqdvadac
ilu?fiornu?nua?luRontultauR?luil{Tto lo

z.g.l R?rillnngtomrutfioniu
t-e ltI a j o a d h, u j
fl20u ln:2u:?lJrlu?nnrnu?nun?lunnlilu ll n{u

i orlr n r r fiurirY.rnuin ur n riu : rrrisr fi n uao r u (zs 4 s : 2s 46) ldl#n luu u r gt o {

nrrlfinrfiudr rflutirlrnnr:lfiilryrgrnnufinrl:!nou d.rufirshildorfrundnJruf,qrri

6ufruldrarotj

nqud urrilwf tz53l : 37-38) nrirrdr nluinrfiurflunr:uanroondrunlu{dn

siofi lln dr u dq,fl r n rruidn,t'odr d ldo4rr omuuriu su unc n lu rir ueitJu o{duinlo
s -t, Y a e a J

Unnatuurrnloon Inufr{odrwionl:udn{lilqflnafuaquuiorJnrJolnrufinriu nrrtfin
urrodrufluflato{n1:uilnarrrrlurutor{orfionir dufinfiuqoreuri6rJ:virdrtouudac

,i
qnnn tru ilun?ru{ rJ:vaunr:sflunr:firrru anrnurndou {a"t uavfisrrlofrflu

riruil:vnoudald,u nl:udn{n?rufinrfiudororyldiunr:uoriumiorJfi'rarornnudufild

vri ra: rricu Qs2o : s) ldh?n?1ul.t ulut olnlufinrfi u,ir n:ruinrfi u rfl u nr:
. i , lu I 4 a o a r io i J Jtuearoonfioqiuuu'ugruto.t{otfiotiluasr{sun6rorqnnaciofillnfilufir firoroovrflu

qnfln ncirqnnnnioaorunr:oi rflusiu narlfinrfiuorrosrflu'lrJlunrufiudruuiohirfiu
y r i I a.r,
n?unod{uun tn

uuulfl i:crrfiu (2534 :gg) n.irrdr narufinrfiurfu frnrflurirufiurludlduanl

oonrln'o,ilunr:rorlo{fllfinrl ucirdoqnuioriuulJudefirirh?rfinnnld nuriruluq!

rinos6o'irfilfiur1udua.ouunr',rfu rf,ud.rdacfioudrnarululn drurrqd6.rrflufiu'urdu
j .. e d ,4t 

-i J a a e rtrnfrtvdr:eonlruintfiudofrllnfrluur uTorEunriu'ir dr:mrJ:;rrtd (polling) 6loro

nrirrld'irnr:rftil:vrtua'rflumiorr'odtf,rgmrrinnr:fil{ilnur uasdr:ron1:udn{oon

m r rnlufi n rfi u r or il : smruluil o lriu
qtUE:: u rirno (2s20 : zz) ldhin2lumulut,olnrruinrfi ul{.ir nrufintfi urol

-.-^^^----j--- !^^9^-- sa r . e i < rt A e€ r o e Iqnno0umu?rro{nuqilflrunute0ln?{0{unocunna0n6ru Blquauljdil:rir6'?u1.roril{
,i9tJeca.!

rriu frunrui il:vaunr:oflunr:fi xru uavnr:n'ndo:vudrlqnna ua;nriufifi mru
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og nlissorur.tnnusorLlrrtuunrcu LrnrrnLru}Lpl (r8-08 | 6tsz) ulftr:gl 0$b

L ourosH tro[nl no[Bsrunuu

n[]pr]gu[]l,ouuuntcunuuuhp1uunprno uuuhsor]n0grsru:urrrosru[p*slrurcuuru,

0lu0nr],]Lrugpnucuur-upnEt rmx[uurucu]gcruu (6s-8s I scsz)rbfosor s1b

gungltttgttcnlll]&uprtl ttuluu a 6 c F .,ru P E

n[tu]ott*toRupsull L sst6ltoslon,rBouogr.roMruly]r0o,.u[rrtuoo]upil30rtt]lrFttrl]su

tutuurrtcunpnostrrtlgurl,ryt t!r*gu!,tuaurruftrgsl,qrlmuoo]urlr0ror,r,]ntr]gu[]go]rg

It0lu0btt[fioE[tttttu]tElnnuungl^t^]!,uuuluJlrute ][uuu||uutttLuutr uu]tBtl0tuusroRuu
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gnBlluumtLustsMl *,[]tputouoouunEu,sullnr.uuunLLuu0llusL]trpttlr3,t uunpr ]o,r

bpltnrprrgru.uuunrcu rrcruu (wtt LcsO ttor,trn* ysr.cb:urr norrnnp rrb

ptrgru(pogrfl,*non s,runt*,loro nngtruuruu]upnsLu]6 nopuunrLup

f un rusLunps !,F lnrcungnsrooul norrsruogr.tuitcruogLonul $pnlgrrllgo1o

uul nr.c u n l*r l r u u o o l upr r s r u n 
Er 
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n s surrbtru-Boglrfun sro]runou B!,lrru]o0r],Bou s s[r]o],nEtr g n[ ]olrut

!otucpttl*t3,],uuuttultnltcoul]lrltgrslttl nt,trnrru ogtnrru uung$ngLout (uorssardxg

Ip$eA) t!r00plt[uoo]ullrstuttgrrt ..r1t{ruunLLu,, ttlonnu}ptougucutrLr (uopldg)

nfruur3rru !grrpu*,1 OEt 67sO ngrsr,tpuil unn[:urr tr,thnun3l nanl

0olrrEugsrunsptrgsEnrsrruurr3Frlh:urruucnronhunpungnnrr.ug grEugsru

ngplgrtsnrs rruuLrnft$rng plcltfopr,usEnrscrprhHnunt p nl,Pnpgptrgguru+r

gsucr nrsulpnlnl;gotpnptB0nfi$ugegrflurrnrp Lusnrosutrpclhuror-nugsru

rtplS0rltrr ]olr S]! uuuI ttt s u]p n sro1tp n[ rc npnErnlrp r,ruta nrnycnurn rruu

nLLuuurrurt rusLuUtrtorr]onpttoutu,sguLgrnutrstu]uuMngrlt@0 ]r$nuBurrr]orLnu]1,

l t u l^u nn tr p o up r. g n u rp s t u lp nn t g g L !,t n u ur r sr n u $ @ lu nr r $ f s 
lrru 

s sp ]Jr f B 3 
[t 
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uon0rulu!,runLupo rrlL0o 3rr,,rElt0su$ pglo noSm

pnrpnErsur fl,ou3sft]rcPttErjunsron:0ururng[uu,trcu]upfisLurflr ]nr4]r0ouururyt

nrlilrruoobupusrungrtcplognnruurrcu rLcruu (E I gzs) ru!,scb fugnru*rp

3U[Urou[
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ln

inrfiuodmf,ndluava'ndrlilrfluna1u1u rflunrruinuiuri: 1 lilrnnrvodr.r d.rrJ:y6rdr

ro{rlnnaqnnu-drunrru6nrfiufihidndruavrflunrufinrfiursursotirurnrfio{lunardu

#uriundr opinion rflunatlfintfiuil:smnrdo tit#ooqiuu:rnxrufirf,urrourinr:u'grrf
art.JrtoJtid
xfl?lxlltl,lto'1,lroluou mnt,utlulrndnlul:2

AJja5arrl:o[ ttdunua (zstg : az) alrjr6uariunlufinrfi udrrflunllldn{oonml{
^^^^.ya.^^^4^^^-^-a & ,-i q 4 f, -a tq t A f, an?1uidnil:on1luttouunod{ lnd{ilu{ xtolilqnl:0ilnruelnr:siilus Blororn-no1nn1t

il : s ru'u n a fi r rfu l n ufi o r : u ol il : s au n r : ol na u dR lr,r ur n do u tu r *r rir,fl r fi ! 1u n 1 :
,,a.loondloroovqndo.rriolilfild ortovldiunr:uoriulriorJ6^rarornnudufild nrrr

.9

6nrfi ufi ornrilduuurJa.rlilntuntnr?n1 nr: udornrru6nrfi uorrrirdrur{rrlnrionr:riuufi

fl{2u qniriaoqor llauails (2szz:99) oiuru'it nrrlfinulurfluanrninlo
arrl{f,nu'n6nto.tqnnacisd{lnAludr Inufidrhiuanrnqn'n::uotiru.rurrotimlnoonill

rfl urJ: rnqdoqnaariodlr 1r orru
aAaAad

'ilrrius nrinn:r ua; rna-raE firrxqn: (2s20 z 149-ts0) ldndrtdlnlu6nrfiulu
---y- f, q . d a arlnftl frltilutturnarunntiiud'ttltorsrioufiurrru (pubtic opinion) .irrflurTaur

Ja a d t r--!r-. , j o . dfl?1xidn ttarnrruantiiulloltJ:cmn:nriud:eirl 1 rnrt;nrjt fiurriuil:vrfiunrueulo
qJJ
lu:vuvtrarufil 6lertr:srt6' rJ:crfiulnfisrrl hildurrunrrudrocdo{rfluuGuionrrr
Adt,'
nnrfi uro.ril: smrufrluunluil:c rna

a a ia, a I d ru .
ovr Eu nfr iid oudur rrufu fi u o{riunrlrnuludnuorc il nruil: s nr: rdu

I . qu'u f,i n r I dl a u (Social Background) 6o n ri ln u fi fi qr', do,,n nei r I
fiu laurirlildoufinrrufiarfiuunnirrriu}Jdru rriu nrrufinrfiu:vudrrfierorufiudruri!r I !

,1?!UUnfiUt12lu'o{

2. nrlu drl 6l (Reference Groups) In uil nn'o; RUil 1 duln u riu rio
n:;rirfillntfiuri{lnriu nerrfinrfiufirinocdru'.rfirdofiocl:faufiu uiodm6.r1d uiu fi
_-4 a e 4 a a JorBtttuutfiurflu tiluaulincrxlnufiuriuirl:.rGuurduafiu uda;nutiorr{rrunrio:v11
--r. i 4 i-. a. q . j a ea .nqufinuto.ttiluatrrntiotilunriufrnuroriiollifrndrnurolo{lunriuua;irulufi0nrrr
r-treiaaaranlr 1'u{nqxn{na1?u0iltfl anougluilliu

3. n{un:;A'oioiurra;ncltrnioutrr (Active and passive Groups) Inu{
i o ar ifreulouauiirirurfiurdslriurJrsr6ulnrj:;r6uruf,.rtiorfinrrrn:;n'oiofurfluir-rau uau

riol#rfinrflunrilnail:rlumilffiudqn uardrur:ofi6yrGnarioarrr:orauri6 Inurnnu
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nr:glltlt?nurfiudeuniohirfiudrulurJ:vrdusi,r 1 do"ro{ufiunrilrfiourfihifiumurn
osl:rineiounuilrcu

z.t.z nrrudd'q.uomrrufiorf;u

n r : d r : r o n l u fi n rfi u rfl u n r : fi n u r n lr r !d n r o { q n n a n r! u a u d fi ri o fi r ln e^ur ut.r

ttsinsnutvttdn{R?lulf;ottnvnrrufdnln 1 oonurlnunlr{n nr:rfiuu rfludu nr:dr:rr
narunntfiuosrflurJ:vlurfdonr:rxuluurusirr 1 nr:ril6uuurJar:suunu:rrdllunr:
flnrinrir.rrudru tn:rvtcfirlfinr:dtru'uuusirr r rfluhldauneruriurflou uavrflullnrr
naruuoloror{dru.rru

2.1.1 nr:iontrufioniu (opinion Measurement)
iAdrae^

tfr o I t t n R r rl n a tii u t v ti I n n 6 r rTgu s uo s n r r uaa r o s n 6w q 6 n : : l t o r rfl rr g.r

nluin nr: in: sdunrrt6nrfi u tcdrulfarrr:oriruunuu2?11{uf isuluurudrs r 1#
nr u1s drun; aonndor fiunrrrfi nrfi u riru: rrld

u-dc
nr: inRlrnnui u rinunG u: r gr1 n uacdru'ur ldinr: efi{uuumnf, ou

c - - i a e r .y h adtuiuinfrleirl 1 6lnritlridr'hiarrr:ofiosuunrrnduldodxrfintrn rurrsfiur.rdrufi
!
c 9 v a u a C t o ...1r- e i aa a u q a vGUlcrounuog n1t?nn?1rRnl?lucl?ulilqtl6?dlhiiinr:rni{rrunoonrlnriaunaotitrtrnl0u

4 ! J i. I on n e ttrasiiriounflfrrirri.rao.rqnl{af,uriu usiotim'l:6srrrunr:c?r:ronerufinrfiurinrcrflunr:nru

filfirnnrvrtrvtl tdu nr:dr:aoRrrun'nrfiurfiurflunr:rn'on#laurfinanr{umu:rua: nrt
cad

cir: ronerun-ntfiutolil:vstrueioln: rnr:dr:'loquru duriu f rfl udu d.rnafi ldoonu101n

nlrdouoluRttlR'nt#ururirdovrflufirdnrrurnroto hiuoh rfiudru niohir#udru ro{
lt{e.

nQxlulilu'tunrtnnl?

r rnuu r6n rfi urf,un aru fi nui u d {if,uld: ru : ru r r{r rdu clrJ lddrnul
r-.{4)t44afrntiiufionafldur'tdlutolnrufdnuonn'n nru16o alrf ua;ntrfdntorqnnafiiriod.r
ln dor dl rion ulnnu il do oo',r n't : oiln ao ru n r : oir ut.r dr o o n u rlu Eil r o r n r : rl : c uror ri r
duortrflulillunrruoliuniorlfrratfild ucilil6rrflufiwdo{udo{q?.ruidn or:roi nio

yi,6j
ru7n:cfi{n1:llf,n{ilqn-n::Ifinouauo.rrio'hinouauowiodrln6iluu{r rflurfiurr{rrtrn

uiolruqHndrlnnnintiuut rm;tltfinuhirfiuriru ,loooriufiorol1douriqndlnrirrlduns
rlioqnnnfinrtuttnnsiufiu nrrufinrfiurourcia;qnnafifiriofi.rrdurfiu6{lnnciNriuljdau
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winch and Ktsanes (t95c dmfiltu IuGu frueuq;nt uayluila qarivr:iiu,

2529:ot) nrirlir n?1uilotolun?ludo{nr: (Need Satisfaction) rfionarudo{n1:to{qnnn
A I rt 4 J I a sy i a 4 r e

uiilnouauo{gionlrutolttol6nqnna?tfi{ qnnnfi{dorfiuurhiufirsiinrrurnqneiod'u

alrlfilrutorr winch rfiur{orfiunrudsrnr:firairfiu rduodrn?'rx6rqfiuurhilfirvdrqn
t

ci o riu n ll 6rq n : ; r'ir r q n n a o r o rfl u n a o l n n l: n ou du ord ofiu lu fl ? 1 xdo { n r : d.r riu
ja-J4AariaearjJa;.

qnflamndnuilcil{Trlolr0sruunn{qnnoqnnayluanuotuuoutilurirl{?ttoRuyrsoufluol0
d.Aaj4r,
nJuiln{qnxo{qRnnmtoutuu{nlu

wolman (1923 dr.rdrlu nrfru lrjiuruuri,2538 : 3s) nrirtir nlufirrolr
l,rxtu6{ naruidn (Feeling) finrtuqufionur:rldiunodrrionrllnr!lruru (Goals) Rarn

dornr: (Wants) riou:.rnllt (Motivation)

chaplin (rgoe dN6.r1u qnfu rrdolqtrrioJ, 2541 : z) ldlfinllrl,ullut ol

n?1xf,{ilololidrrflunrruftintordfiuriuuinl:dodoluuint:nruil:saunr:sifildiu!t

mnnr:rdrlrJfinci otoiuuinr:luaorufi uinr:riu 1

Miuet (tesc dudrlu ilaquf 6n6, 2535: ro) nrirrdrrflruurudrriqtos
t

n1:uinrt 6o nr:afi{n?1uf;{ilolt1unrrhfuinr:uriil:;mru Inufiudnuiouurnrd.rfi

l) nr:1#uinr:odrlrauonrn (Equitable Service) uurudl nluq6r::l1u
A e S .a oC, . d n "

n1: uEil'r: {'ruto{ n1n i! Inuiilrunnfi dr au4nnurrirrfi uufiu dlriu il: ;rru4nnu s,

ldiunr:rJ6'ri6odrurirrfiuufiuluuiqrtornquuru lilfinr:uriuruninfiulunr:h?uinr:

il:vmtuo;ldiunr:Jq'ri61u1rurfirfluilortnqonaInulf;l1n:!1un1:1#uinr:rdurfiu

z) nr:lfiuinrrdoro,ru', (Timely Service) ulrudl lunr:uinr:ovdol

uordrnr:hfuinr:artr:uctvdo.ln:u:ar atanr:il['ri6lruto.rrilrulrunrniJrvo'o'ir'lrifi

rJrcfiilinarau drtifi n',r"ro,.uld{wdfi {R2lulrifl.rnolohlurirJ:cnsu

3) nr:h?uinl:odl{ilorfiol (Ampte service) rurudl nr:hluinr:
I Ao Ac t Y a i ort1E1:uJdoliin'nusrviiirurunr:lfiuinr: uo;aorufiuinr:otirslilil1udx (The Right

Quantity at The Nght Geographical Location) alutduoRlR rionrrn:lrrnrtshifia?lul.ruru
Y ao a, a x r a ' t

lnu6lii'f,1u?unttlfuinr:'hirfiu{il0 uaudorufidlfilfiuinr:airlnrruhiqo'r::uhi
o J rrs a
mnxulmE:uu:nl,

4) nr:hiuinr:otir.rdoriio{ (Continuous Service) ilrtrufi{ nr:lt?uinr:
a',n'trr,fi,fluhIoduerirtauo Inudnrj:rlurftorarrr:ucrfluild'n tildinr,rdnno1o

to.mri 2u{1udh{uinr:'irwhiuiouq;nuinrrrfi o1nfi ld
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5) nr:lfiuinr:otir.rdrrrtit (Progressive Service) u!1u6{ nr:lfruinr:
arrr:srvfiinr:iliurlqlqiln1T{uarnr:rl6'rio'lru nrirr6nriurutr R'on1:rfr-rrJ:vfininrn

uionnuarur:ofi rsfi rurirfi 'ldrrndu Inul#vrinurn:rrirrdr

2.1.4 nrrufisuo'lotolgndr (CustomerSatisfaction)

iir atrur{fl21u uav u::uu'ra drunun (2s4s: re) 'ldnrirrdlnrrufilnolrtol

qndtir 6o nrru {dn0u6 niofi n u iuro.rqndrr$orili uurfi uurJ : v fi min rnnr: riruursr

na'nriorci tddurl) fiufirfinrnni.rl{ :sfiunlunrnuiurorqndroroldrrnrJ:caunr:offi
6ra I ) d o . i A * a v Jt .

lnu ltdunl xo{ai1nrfl ouilun{1ut 1u ul?d'l:gt't{ 6l l.tlotln lluu0t1l,ortr{nnnilfleuut

nr:o;hil#qndrrfinnlufiaui.t urin.rru6rlrinr:1#{oXafiudrdriurnunrrlrirurn

rfiulrJ uirrnh?{oqndrn'irqorrirto*rinriorqifiovlrirflunr:grloqndr {rl:rnoufirnr:6r
n?rd31{n?rrf;ruolthTqndr Inuh?ntlnrnnirtorqndrriurl:sfinf;nrnto*rfinfiorq{

lYo
doonao{nu

aivuva2.4 lru2f,emu2to{ouilfluno

2.4.r ri?lilililluto{fiquafi
oa4oja.oJ6a

r[gu n o ril u uu r n ml fi n fi fi n r t u d r riapn n uu e r ti .tvt r q t- n i m o r d.r n rl ua s n r : a' o e r :
d q9a d!, . I o e a . . e ai hra s a .

llacrfll: l.Lfllunuoul{lril:il41u flll{:un1:uulufi1?1 ylf,ungtriu lnrlunlsln'l:uoluyl'lu

ldhlnarururulidrd

I:reof (Roger, 1978 :208 -zog drlfillu q:n.rd larusrafiul,zs3i: 122) ld
.ae-r{--!tJo;i.a.hor,ed

ncirrfir frruna dr rfludrfii'ir qnanriufinuavifrnodrll:fiunu:oudu inqr,rio
A I J r i' v. oJ o A A . {d{u2n6oIna0n0udo1unl:un1{ 1 lnumf,unn-iluil:rn1'luu101nfl?rurioyrornd{flao.r

nq6n::uluournnld frauna'i.rrflurfiularurforfio;nouauoreiofiuir uavrfluu'6tor

nr:il:vriu riouaavir souilioldtou dorJ:r,6ur,rd.r r drfiorflu nr:doar:nrulu

Unna (Interpersonal Communication) firfluflnn:uytulntrnnr:iucr: dutsfinadonqfin::u

eiotJ

I:rauru'fn ltauaorluaud(Rosenberg and Hoviand, 1960 : r) 1d1#nr1u?tu1ut,o{

fraunfil5'ir riaunF '[nurJnfiarrr:ofiurudrrflunr:grlrdouurhiulunr:nouauo{oril{

- i lo J
loTtlult'lu 0{nud{nlnal,u



lnlrlrutuLltunlttssut bttgtognplLrut osn ms;rnttu'c
nloruuplnr.cu 'I

og pspftrpr.psntg,nut:t ltgtgp[ngf 0 ntunr L stuntcuugLgtlrutu

$onpnou30$tto;] ttttuogl4cg,ttosutstu $gottttt nr rugbttttt gtttl'€
ur !u ltutltBlutrl30tt Bouutll]I, -b-----F---- P P ,t i

nrpouo gr{ gB}tr n[]p l{} g uU}go rotogg$pS:0 p }0orrltlrtsu'(,
t,rtn*plprtltuuuhssrm stur,r s slttttu ]pt]tr u[]t t!t33u3eE Bollrrttu

srglrf0Esr-uttluuuhsoIt uonstuorr.t ug]mtcu]ottnoprqrnppnttu'I --6- 
F b E e F

bu0tnl{ uuttgtr veb

rc uuuhsorunssuubltbg!0ltto&tg guntrlt buLtuu (z: rcsO ruurrunb puSl

L lr.unoprucllp@rrnBuuuhlorns cutobnunnrygalstrrrrnE Buttg![]uF ltt09ltt

ul nDlrgpEmr"uupuhn[lLt uunpg butLuu (82 : zlsz) ltnntnt,, 6[ul li-h -F 6' 7 e )P . E 6

L sr.rolpgtot ttugolupttuuuh

B0L!Str[ogr,r0[]s' rotrnlogr.r rotrnrLu ]unrnn gunp$ tct[r]o,Lotttttntcupl (rts

; EL6l'quroc,ne 'I pue 
'(qtunlt 

'1 '[qdrn61 'o) g]rout[ u 3ull Erortt uoll'Ftom E

Ir-urngtlr0onssuubttocplonpnoutoggppluunf0stto;ruuuhpltgtuMgle aur$poEtt

n;roo Bu$lr.u nl L uLo nprop:un nntu,J ro !,tuntup uuuhsorspopguuuhgnpugrutu

eUrruplnrcu og gun*t LLLtuU (tt : tlOt'tnrnr{ "I ueuuoN) nh uOtt nflllsolt e6 Fe

rqtlgPututoor[ Mu0gut oLo],tttlmtu

pt,nluooltoprlpustunu-uugogl{ L nplgug,.uululno sululrttuugrngpplutt]P 0[olr

by,@gt4nossluEup @g sruEua z nW[F[nEr]r, nl,!,ugbmnluoosulritoLottoPuttt]grtpttP

nltnusrtturnlhoglg gunplt LtplttLtuu^utgLg] L (gzt : tsgt 'quocrneSl) Ir@uLg' i b. Fi

rrunLLuctulogtt lLooltfl

rosLunLulrnLporrognnhunpurrunErslpl{f ruRu-u u[BruEupntuoo]uptt30S ltot],t

nrru Gg gunBlt Lcllnttuuut$Lgpl (8r: 6s6I 'poog 'r reuec) utl'g ;ototstu
uunttutrulogll EP

ro gru nrup n$rul, u uuh nrglouognnhu npplrr n[Lnuosn s suub it]ut tts0 suuuhsst
tloFl'tmttufLtul, ]u0Lltl{ uunplt [tttuu (?,Ls I egil'rapual'g premoH)r3OUlUUl

0n
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6'.rrfu 6r aqrJ ld'i r rifl u n n' rfl u n ru dr fiu ffi n ru rfi urfiu : c r d r.r n a ru f dnua u R ? 1u

rf,o raionr:ftorqnnn fiuuuahfufitvfinq6n::lldnou lunrrlnmrrilui.rciorflrurrulnu

dtil

aa v J t g1 a | . e a j ,
n2lUdlJTtU[:rl,t ?1{n?luIdnlTrrlJ:su1un1 nufl qnnt, xlilldn{oonu1ou1{

l. rnio.rfiolunr:iliudrun;nr:n:;ririrr .l

z. ldil o r fiu a n r r s 6 n riau n 6 n i o o r', r,t' o u r r o ti r.r ri r l#fi rf o u6 o fifiI!

A . a qyyA d a e y3. llJunliltdn{nluuulti{0uriluuioiuI

4. h?qoril:vlumfnr.rdrunlu!-m1{fl1nu1 imnr:
usa

fll:2nmf,Unn
ae.oaecaqvAl4A
lu a riu ri o u rin fr n r : in r[au n n l u dnu or v fi rriu ril u ri o I t ua c 1 drni o I fi o fi

tEundr scale lunr:in or,,urfiuunr,rtrfi#cusirrnlilnrfiou nufildacuuuuln 6o'ir fi
tj

fiaunfiluriorriulu,,:{uln dsortrflulrll,ilrirquu:r'lilnrru2nxionu ciourfinr:in

la v a2.4.2 o{AU:vnOUt,O{nflUAgt
Jt u a d r

o{nilr;noilflo{mflunn u 3 il:enl,
. 9 I I ird Yi - i , ! de o, j Il. nlun?lxl - o'll:1luiln?1xlmulnud{n1{ 1 Uu l:louu{f,unnnod{ilu

ldld
2. drunrrufdn - rflulddrnr{il?nuayr01{nu

3. drunr:n: vri I - ru'ofi frau n6luvrr{lnsiofi rlnud2 0co onu1lu dnu srs
o a , h. o

n:uYt1l.t:o{nl?u tun:sil1

nr:6ntolrisunh^

l. il: c aunr: oiloil1r odl{ dr,fi onju Inun: rfruqnna
€ri.eij6aiz. nr:nne,iodoar:f,uqnna6u -rfiou, 6mBnarolfloer:urnvu Inufinr:

rul6 uu urJ a uq6nr : uu ft c rnrfu

3. lJuuu (Model) - nr:rilrq uasnr:rduuuuu

4. orriil:vnouto{dolriu - I:.rri uurfl ufi ou:ldraourdnlfirfl unu6 uoy
uOo

Trorulqflna luar{Rx

riaunn^riuuqn'n::r

)eAJarhdrl
donflaornu no ldnoul{ l:nudn{u1ou1{uu

rJ:;Iumftorrisunn^

qa.J
mflunndillu lot u
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fiauna'ludnuiluiln1ut,.iqulrndu rriu r{ru{.ruioriouuo, nriorunrirfiiorfioum uayd
A

u:ota?

2.4.1 nqufin:vurunrrnliisurYaua6

l. nqufiqaunlil (Batance Theory nio p-Ox theory)

I n u 1 a r o frfl u {n'o rlu vr q u fi d,, a, q n ri u r 1 do ti r u ru i r a r u I n u n r f n 1 : r{

,,u,s'tr',i nqrfid4oarn:ut{nrrudu,,uro.ru6n larnofrf,odrnur:rfiuu:hiufircisrr

qnunrtlu:vuurTaunfi riufio lr1udr:rfiuurft?ufiovrJfuriauna'fidnud.rriulfirflulrJ

1url.rd6rju Inufi uu rm rrlu nr:il iufiaun61d s ii 6o njfiuufiaun6fi fi si onu,utr -o,,
ri-oiatJaAL.odnJ6uuriaunafificioaorunr:oiuiofrrto.t "x- hiiu{riaunfififisionu6unioaorunr:of

Inuqannnvn-ot:srto'{narudrriqto{ o une x 'irf,rlnfinrrudrfin;urnndr udr6urJ6uu

frauRn'

z. nqufinrrudrfruld

Inuooaqn trauytuluuulQl (Osgood and Tennenbaum, 1955) lnriu :

arlr:ofiru'lull'f,vt't{ua;iliurortolnr:rilduuurlnlvrrlriauni .€lrinufilnfinruurinuriu

riu fi n c ril f, u u hi u r n rd o r o o rTau n 6fi fi rir u rfn n : r fru {r u -

3. mquflSnauraoondol (Cognitive Dissonance T.)

Iou 6oou rllaGlrnof (Festinger, rssz) lqurifinrudnudlfrululo unc

fr uu rhiufi o;ilurnru aonn dorfiut olriaun6 Ioufi uu:6ndr *lu nr: airrnq6n: :uhi
a t a s a at, . o
anfr rfirriaunn nr: linlrrirurnlunrr u onntirurnndrrst#nluluu:.r-

----,4-- t vl A h a uilquAnll:uuI launlr 2l.l{-ou -lxunrnlldiuild'.r

Ctr gt I u - A I a- lrldonnt:tnu?nunl:ttlliou ltrruuRolttdn
aj r q e 9nquad{n0 lollavR2lutnu0{

.lYva_i_-_4yAoveJae- luronn1rrnu?nunquf,nr:Fuu[ frlrnIldufi'uriro.rnlrraiuild.t
Itfi ur{u ueinqufi drriunt:rilduuuilnlriaunfilnuuiufi norJ:;Iumifi qnnoldiu
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Jt iao o , ri e 6
o{nil: unoumxoyrtilon0nlt lrJiiuufl flunn

Yc d -o-il. flsn0{ uoorduunn{u!!t

- | A a . q i- a €e .- fi?1uu't11ooo - srulq tu{1uriiuile soullasrldnuilsul

l{lrh ilrrfioo'o
.4Od',ae,vdte- n?1uri16lqnh-iindrundlfiu{qnfrng{ oluiludnuorsu'du

A ro Ja u a i - o
x ronnoq ludolunl: ilnu?nu lraeufl?'uJs0ullocr{nuilnufl u

- fi 6 t u r r - I n u u an r n r r u f dn o o n u r rui o {g n fn g r hi rJ n-rin'n r u,

Inutirutil.tfi arur: ot#61u r 0 ld, fi riru r tlu nr: lfr: rria n rnfi nr : rlq'rio'nrl uau dlur: o

n.r Ivru ldu r n{g nfrn g.r hi rl fr tio'n ru
9eA€2. 4Qnflnl{ xqilduun

- qninnlilr,o.rdqnfng.r finadonrrfnglhirf,onlx rdu
aaeeic.tajc

qflann.llr?nnn{?n qflanRlruTooluln lunuro{ }ttoltodlul0uonnulort

- dolunr:silutorsfrngl inalfnr:gnfng.rrfluhJodrlfi
rJ:cfininrilq{ ldu dorunl:0f6{lniun do1unl:oifirfrh?qnnatmn2lulf,oriulunuror

ffngdorfitrtuldnuorvlro.r{qnfn!{ulns?1{ul}run1:frng{h?inquriorJ:cfmfinrillunr:

f,n gl (trttp ylunyur.sau.ac.ttr/Subject/pc I 02fl esson5.pdf, I 8 q A m! 2S5 I )

3. uuuinr0nn6 (Rnitua" Scale) rfluqntoldorirortdrunrrlfdnfifi

,iod.rud.rd{lolunrsu?nilion1{nu dlfinrrril?ruorydutorrirnoulirfludrc 6'l (interval)
qY I e . A --^- -.ye- 1 -l-t J a t I I atrnEUet?ou't{laonnounluflllxlflnnllyt0r{ ru{lrnnnrcil:snoudru g riru fr o

r.t rirufirflunlu{uione',r,f,u (Cognitive or belief Component)
J q ---e-.r,-4- i- - , i y !cu{luun1: ruIr{: 0n?lulToxo{qnRnnof,{liluu

g.z rirufirflunrrt{dnrionr:il:crn'u (Feeling or Evaluating

component) dlrfl uffiurrirfi fi rtanroondrtouuiohirou diliohihdofiqfi riu
g.g riru fi rfl un q n'n : : u (Behavioral Component) d,rrfl un rruhlu

r6ulfiosn:vriruiotvrlfirifiodr.rlaotimuur.rsisfi'rrfrrfu scdunr:inrtnnfi6rdorinrir r
J, a I v & e aolriil:snouio{lonnfiuacosfiolintilunru:ru 1 Inufirr:snffiurrirfinl:nouduoldofrl

rirl u n n t u dru u a t uil t c n l: t 2 u riu fi hiin r r n n l : n : ; fi 1 r.r ion q n' n : : r o tiurfi u r
Jeaoy.!.ao'uon0lntlunl:inl0nRddl6olriluonfuliurufl?1xx1nr?oursuonna'fificiofrlrfiuo;

o i .a ar.c ayrflylr{nuo nrrurrnnalrjlunxuanrionrloudau
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t.
h,

r:.

E
ri

UA2.4.4 lruu?fitoslfigl

IriluanrtnflnYtuuu il 3 lua do

u o.t ln o ff, Ifr u (Thuntone's Scale) llu u ia t0 n nn^r o I rn o faln u

il : y n o u dr u ri r o u 6 r u 1 u x 1 n l d o l 0 n n n' fi q n n a fi si o fi .r u ud l fi r 1 n : s du fl o { l 0 n n d' r i o

nlufdnnuuuu'tJo{ttyrofalnu uriloonrflu t I :udu (scate) Gurrnr;duhjrfiudauodxS.r

( r ) lrj cudqfi udruotir.r0.r ( t t ) : crTu na rufl un rrr{dnhiuillo (6) nio6nriun u'.r nlufdn
lumrraufi:cdu t-s nlu{dnnnr.rfi:vdu o nlufdnlumrrurnfi:rdu z-r r utdnc{orvfi

rir:sduronn6rJ:;f r{o (Scale value : s) drldurnrrnnr:derfiutorn{u{dnfiu d{fi6ruru

il:vrru 50-loo nu nlterou{noura'ondonerufirfiudaurrnfiqn 6ruru{onrufiriruunl#

r6on {nouldR;uuunurir s roldofi r6on

2.4.4.2 ttuu t oI n't6fn (Likert's Scale)uuuinrmn6t oI arA fyr J : vnoudru

{orirorufiudn{ronfln^ uionrrlidnciofi{ilud.lfi.rlnluvrrrurn luuuuincsdoril:vnoulrJ
t lt.
6aur[liioriroluytl{u?nuacmrlauluirueurol fiu :;dunnRfinrluuutola'rifvru'uuutil

ssnrflu s:cdu (Scate) n'orfiudruodr.rfu uludru hjurih lrirfiudru uncldrfiud?uodrrOc

drrflunonrlunl{u?nosfiRvuuu s 43 z t (uio 43 2 to) drrflu{0fl?1lrn1{aursfin;uuu
. . a a I At d v v at23 4 5 (r.t:o o 123 4) lxunl:'lar0nnnn0n'l:r5uu 6ln.lodr.r

n r : n o u o v 1 tT{n o u r1 ndo I n u ui a v {o ra' o n : v fru fi n : I riu n l u id nfi ufi oil
urnfiqn {erouldnvuuuntil:cdufir6onnouudocdoudarirrrurrirrodo l,fl,fluRvuuulon

A y!
Rnto{r.ruu

f

rluol: ey
liluo?u

IA
oul{t.{

cy
liluo?u lriuu'lo lrirfiurirs lrinf,udag

rj
0u1{u{

uaae
t. rin6uufinrruqtru'o
AAh
I:UU2T1R1U1IYIU

z. nrurlnuriluimfiafil

nrrumiunltld'u{6uu

5

(4)

I

(0)

4

(3)

2

(l)

3

(2)

3

(2)

2

(l)

4

(3)

I

(0)

5

(4)
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2.4.4.3 tluut o{oodQn (Osgood' s Scale) lluuinlonnn^tOlOoAqn r:'unfru

tirUdra;nrnruttnnsil{t o{n?1ul'tulu (semantic differential Method) idnuorcndroriunr:'

tiln21ultulutolulufrari Crunt:riruunrluriaridrorrwrfl urir {onrrt uioed url#nou

dr u n r : il : v lrt'u 0 1 n z d r l n r t n r l u ?m 1 u t o ,,t ri rfin rin : .r riu {r u d u ru u in rn n n fi t o { o o fl g n i u

il r v n o u dr u{o d r o r I fi rfl u ri rfru #fi fi n r r u r u r un : r riu riru rfl u { 1 ud a c ri o r fi r s in
il:cnoudrurfl rqorfrr,rri I il:vrnm rioil:vmnlnil:cmmfl drciolilii

- c ca J I a r d te . d , ! |t. frlQorflTryflldo{nl:ilrcrru rru 6 -rnr ilrfn-drrnaun l,trio-truf
ooJu-.d.ecrd

2. alqilflTtlulfla{flfluR1lt lru uilrr:l- riouuo rrin-rur luqi-rfin
-cctJzlh..ar. r{qorf,uri*aornr:raaou ur? r$u:.rr{ -rafrdu 6r-#r a.ir{-n'er

: sdurnnnEuion rru idnn luuuufl uou uoqud uricrilu t *dts(Scale) n's 7

6 s 4 3z t (nio 3 2 t ocl) C2) (-3) ) ornqorf,urimmurntJurqorfinrivrmnuniu

ntxo{trr

nrio

765
d

ttlr{ut{

765
io.r'l'r

765
6
n

765

,
d!t,tltt

4321
a

ooutro

432t
Ae

tno{fl1

432t
ln?

432t

nr: n ou{nou nouqn{olnuudac{o16on: sdufi n: rriuneru idnfi ufirir
urnfiqn {nouo;ldnvuuunlu:!dufirf,onnouusincdorderirrrurrirrndu l},flror,,u,
l0nRn10

)
lle

{fluu
f
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2.4.s nqufirYaunfi

findqum:rad (zsst' a-rs) lftrilrvrqufiriauafioonrflu I nqufituqjl 6o
ait

t . vr qu fi nr : tt w'ou lt tta v n r : trTr t: I rait (Conditioning and Reinforcement

Theories) riluvrqufiriauafidlduannr:riuuffifintsulr,uarraiuu:l n'o rvhiqnnnlnqnna

udrfirirunadaAod.rtn 6osrirfirrfrrl,flr*touhriorirlrjrfiurlu.r (Associate) fiu6nfiq
J j a j i ao oia r. y A s 4 - ,

ufi.rfimuuiofr.rfrntfifraun6fi6oqiriouudr rtrovrfiorlu{xo{r,o{drdrnrirlrns0;soulu

drd,fluriouh,riudru drotiruriu ,.u',,r,o,dutow5ruh?nuinto.rr:r r:rtsrdontud{d
t I )t'i t d a-r0ylirdrr:rr{rlrj 

Associare firnu.ni*d,oururorrirlfirtorour:lulnl[OSOUmqn m{UlTl00Uill9l?llllxl lU Ass o

Ssdu udnnr:d.rnrirrdrflurdnnr:riuuiiiiniouh duflunqufixo{ pavlov nrirrleualrl

nr:finrisunEnrrnqufidi , i6 o'u
t

t. t iG airlfraunfiuuu Association R'o uuurf, oululfr lrfidtueiaol
v

6'rdutjuuuto{ pavlov ulrdldnrirrrrudr luiinrj:;{riurornur:rldiunr:tiuuf
,!.s'r,4ll

ljrilRyruulnulu lxu nr:IEuur nr:rirtru lilunu
I

urrnirnur:101riuQn?luioultlnuD::xa1A uncrrl6nouauoldo

fir,$rrfulnuhi#rlo rirlfir:ririauna^ti6 niohidciofiwirq ;ifimJnalilornnufirJndlnu

rtar tJ niu lriuolfiuriaurdur,vr:rvu'ndrrflunurr^ hiuou6u{rarn:rsu'ndrrfluuuou {a.l

I . 2 i ; 1 #u: { l di x (Reinforcement) rfl u u dn n r : t o.r a fi u ru o f
(skirurer) rfiorvhiqnnafnriauna^otirrlnotir.ruds6Inunr:lf:rsia drsuttu nq6n::ufi
hro - J a , oi Y h .6 4 o aq e'ldfu: r{ia qnnotiufr ovtJ: v nqnrSoul fr tlrinnusur: 1 r: rfl trnl: 1lo.t 8u=1n6?tott (Self

J . a Yv a I r
Reinforcement) cu{yrl ll,tmflunnn{ognooa hJ nr:6tu (verbal ReinforcemenO rflufildlrluri

dornr: drwrirl#njf, uurrrjalriaunfild

t.r riaun6rfinornnr:rduuuuu (Imitation a model) fio audufi
o a r t dav- a . , . , i 4 - j., rr- j4-
ngun60tirll: nlfixyrf,uflnnluou'l{lrrliilrr ilo llu lnou llavRI turuun?uuundlaqnlan

d u a, { r s I M ro c e u y
rvrduurruurifluflnnoft{nl{l nlun?lluuuul Trtru.uuognufl?1urnflqt o{n2lruuniln::u

n ol I r . e a av - oia, e e
xo{fif,unnrlullru iloulr uuooflldulqnf Qn0ux7rfluannanoflldulrlnfi lraJuolltuuu
A9
oofl1dul{nIa?u

z. yrqu 
fl rnio I ri sl t (Incentive Theories) fi r n r1 oei r r 1 t E ri rlfinu r: tiriau n n'

,ioduirr lunnlnnruurr rdu flu,flufirgrtor,riornis.rriohoti'nud.r riaunfi{omurirl

lrJ tsfi riaun6sirmrnurnnl.,r',drJqnf,u nur:rrsfi fraunfidoAreirrr lunNfiddod.d,fl u

rJ:slumiuiudodri'rhi:lrnnnlunoh mltrfirlgn?luorifraunfifidcio?luru:rc'irflurfir
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h?nrnrtrldiurJ:slumllrnrruornnr:rJqnflu nur:rosirTaunaiidcisdrlnrrrdoqf,o*de

dr dlriu,fl urj: c lwfilioefirnrrrnolourir: r

l. vr qu fi n r: aonn dolt o.r nr r f (Cognitive Consistency Approach) rfl u 6o.r

rfi urriunr:6nuionr: friolln6o.rrd.rrirhTrfinnrrl{noru1 dru uiofi riruil:;nouro{n1:

f (cognitive Erement) naruotinflunr.rfiduiohid drr:rfdrlnd.rudrlumr.rfi6urnn.ir

luvrxfihi6 fiosrfinarrueonndorto.rnr:{durirlfrfinfiaunsr^fidlrd.ri, niodr:r{
lunr.ri4hi6urnn'irlumrrfi6fiosrfinn:ruhiaonndorro.rnr:f rirlt?r:rfifiaro"'filri6
iliohisoua*.ttf, ttavtuoot:rffi.rnut.rfi'rlnluvrr.rfi6uavhi6no1 du ovrirl#r:rrfinnrru
doudrtornr:iduriun'ir 6nn:ruhiaonndowuon-,, id,
(cognitive Dissonance) dcliur:ttsdorflunr.rfidtrtrrnndrlrr.,odlriA r:16rnsir{aunn
luvrrfi firrnndr nqufi duriroonrfl unqufr dour ldri'.rd

r. t nqufi natu duq nr o{ 1 arn of (Heider,s Balance Theory) rfl unqufi
nrrreonRdorfi uirfi qnmqufi drvnrirrdr g fi m'o

P uurudl qoourdo lorrrfludrr:r;
o uurufil qnna6nnuuuf,l (orrrflurfiour:r)

x r.rurun'r inqa'rrol (srrrflunruuunfiu)

nrrrhiauqa

(Unbalanced Status)

l/"\
5. o_+X

P

-,/ \
/\
o.T_+x

narr dufiu d: c u'ir { p-o-x nv a,q auiohiauq arfu riu oql6'u

nrrldlrfu f,:vu drlriru il:vnoudr.rl,r ri rrfu'irrfl u hJyrrol" u-, oor,fl umrrurn (+) ris
Yl1{au Cl ludfirnfo{}tulu * l'ttlluo'.r ,ur,,ur,odo{rr1u - r.ru.ruo'{ hirou ilnrnrj:snou

nl2cduqa

(Balanced states)

*,/P\*
/\

l. O----+X

/'\
2. O i +X
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/'\
3. o--+X

/-\
4. O- ++X

rtr.tuolfld 2.1 Rlilnltuduqaunshiauqatolytqufi p-o-x

drotir.r 
''rnRlTr 

po-x E. wrfiu'ir p flou x usilrirou o lutsrsfi
o hirou x lun:ddoErfinaaruarqud, rr:rv'ir p ocilohlrfildorrur,,urornudu

/'\
O---+X7.

,/'\
8. O_-+x

j h. t. i d e j a ^q n n a fr n u'hi tou hi ro u d.t tE u rfiu fi n u r o u rr'o r: rr o 1 t fi n u fi r: rrnd un hi fi ov 1 : 1

trnoouriuttr tun:fi p hidolrrlfiuuuilnrriaundciodrildrfisln ru:r;rfinnrr;duqa

drodrr 01nR1il p-o-x 7. o;rfiu.ir p rou x usilrirou o lu
torsrdurriu o firou x dru 1un:6drvrfinnarrhiorqur', rn:udr p rsnohlufirfinu
tou unshinoloru'oqnnafiflulilsou rrrouluc^.rr6u:riufinurouR'o r:rhiournlrtnufir:r
rndunfiov'l: tuu'outiur:r lun:fi p tvrfinnlufinudciliorfinnrryhiaueairirrflufi
- ,r- oqg6 ' -l---r- a. a h. a 

t

ovdorrfirhirilnnrrvauqa Inunr:riliuuuilo.rfraun6cio x R'o rugou x rdu

f.Z nqufinrrueoerndowo{oonQa (Osgood's Congruity Theory 1993)

ooaqneulodu.rru,,,rri.rrirrar:fifi0^vrGnarionr:rilduuuilnrrionr:rfinriauno'uuril,uol

{oqndrrar:arur:otfiariorirh?ril6uuurJnrriaun6ld {iu{rrar:rsil:sriurirrsurd.r
au'

rittar: tta; tvootiu (Accept) rirrar: riuunndrrfiu oongn ndre.ir {onrrtrduafiu drnuun!
l-.. irr,-:{---r-.-i-i{ r-.--_...aj d. ! r rdeiiaolnut:ttstfrohirriiouilu tiriifiuoqiflurisunnfir:riisioaornuilurlnou2rumsuaa'rflu

A
u2niltonu

s.t vrqufi nr:lilaonndourornr:riuu{roullanlrnof (Festinger,s Theory of

cognitive Dissonance) Loen Festinge, rflu{aixnqufidtJulnuldurornntufinfi.ir lqurilrl
arur:onueionrrudotrdluionrrulilaonndorriuld urludirirrflufiwdolannrrldnudr
t.

riudrunt:rrj6uuurjalfraun6 drrTaun6lriaonndo.rriunr:n:cfirudrr{aun6eio6irrfurs
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it'
s.r
ri:'

allsauldazl
uu?n?lrflnnl{ 1 tsu mflunn01fln:oun:? l:{rtuu nI nlrFuunl:dou tlnu6u6l

njduulrj r:rfrdourjduuriaun6oiodrrfr,fislfeonndordunr:nrcfirnarudnudrfitv}i
,ai, lnn
.t

.:- a v aj,- 2.4.6 nl:tnoilflungt

i' rfinldsrrlrioult + il:snr: 6o
ir

z. il : s au n r : aiti r u 6r du o gi fiu n a r u un n ei'r u, o { q n n a dr fi rJ : v a u n r: oifi

un n ei l { fiu o o n lil u o n 0 1 n il : s au n r : oft o {t n u 0 u du a r dr,i o o l udr 6rri rl#fi n : y a ru
(Pattem) rfl u t o r d'l ro l dru dl rfu ri'au n o^u r r o d N6 r,fl u 6 o.r rn fl 1 c t o { uei a v q n n a udr uei

eaatl
ilorulnltuaro2lxr0rqlnu lnt,o{Rucl uu

3. n 1 r le uu uu u n 1 : ri 1 un o n fifl u n n'r o { n u u'r r nu ldl r r r n n 1 r re uu uu u
e. a i j o r . . Al j
llfluflnIo{fiuounnuflo t0 lflu ilo lut nI fifio.l uarqnnadul

a a a e a 4e a i, r - j e r
4. 0m5ilarr0{nqufl {nx RuuourlrifluRnfl 6ounlnn0ud{nxmnuo1fruogn1il

dnlilu?ndouuiu rTaun6donraur corriudN 1 rfludu

il:vn'riuri qrJ:riu (2538 : 145-146) nriredlnr:rfinriaunfi dld
t . rfi n 0 1 n n 1 : t 1 u t't u uu r6ofi ldr r n rJ : v eu n r : nir n 1 u1 s tir I ri.r

il:counr:ofn:lunril:seunr:afmrqdou

z. rfi n r r n n r : ldiu rJ : v a u n r : olo ti r r ln o ti r.r u d.r o d r u{u du ri o 1 u u: urfi
A i o do ora

rilurrRr {ln u2nil1 lx rinriau nn'ld

3. rfinrrnnr: iurorriaun6tor{6uurfl utolnulo{ Inuronrcodrr0udnrf; n

rinldiunr:ilqnillriauRsr^ur.rorimrrnr,ioruir,riofl ndinldlnuiru

n ri r r I n u c 1 il frau n a^ rfi n r rn n r : 6 u u fua ; rJ : r a u n r : sihi ld fi c fi 6'a u r uei

nlrun

- I a.--- -. . 4 a e a. s a. je : J
flnn qum:td0t (2531 : 4) flo't?o{ nl:rfinlif,unnir {run6=eiodllod.rr,ru=sllolnu

I . n : u u ?u n r: ri uu id ldn rn nr: rfr-rr1u ttn v q: fl 1n 1: rl o{ n 1r n ou du o{
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cvltava
amutuolrtooftf,uR9t

unrnlso uou unumfiu (dru dluuf, uncd{nm d1uufl. 2543: tz ; dn6r
r101n Krathwohl, Bloom and Masia. 1964: t7) ldrauoilJuuunr:frorurnrldrunaruitflndl

nuil:snou

5.2 nrrdgl{dnuorsu'fru

s. t nr: aqrJdrr 6rriufrrlJtolqorrir

e.z nr:f,n:cuuqorrir

+. t nr: airrlunrurornorrir

g3 nr:0uuouiuqorrir

r.o nr:fqorrir
g.z n',rdrrouqarrir

r.r nr:iu{qorrir

2.0 nl:nouduo{

2.3 Rltuu'rnolt'lu nt: nouduort

z.z nrrrdrhfi rcarouauol

z. t nr:0uuorutunr:noufluoir

t.o nr:iuf
I J n?uqu uiorin 16o n a'.r fi ro r1 oki

t.z nrrudulolunr:irl

r.r nr:ff,n

!.
T,'
s'I]

,*rorrrd z.z 1iluuu nr:r[murnr.rdrunrrufdn

nrirrlnualil riou nrrrfinriaun6rorqanadofislnfi ur d.rosdo.rfi duurufi
r6ur{or f,uR rrrdornu nrlrfrrou riru^uu nrru euh o.,rr,rd. nrrru fdn or:rofuac

dotfu l uriou
AAe

fi2lutI0lnu2fiu
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aadaaa
d{ Ylu oYt E lI an 1u I lu ?Rnt o {

I Ae J t e
urvnuuYt qu:xu

t
el'ox?a,uu

i

?.'

;
F
Ei
B,
;s

y A a ,, . r J
anufl !R{ytil : ofi{lrruR{2109fl 2.tr?n1ilu {

t.z riaunfito{ qnn n lil d1ul: 0 infl iodlrnn ldln un: I nr :
inosrflutruuinmrldsu Inuintrnuurlfiufi{nnn0uuda{oon[iorJr;nq6rJfrrin'otirr

jiaoo ' louavnrlrjduulrja.rriauafio{nilonfiilaflonl:m

i:sn: q2r:otlu (2533: 4S74sS) uavrj:v6furi qrJ:riu (2538 : 146 - 148)

ldnrirro'ruuriruiofi lfi fi 6nt'nacionr:rfi nunsnr:nj6ouriauna'dlnr:mt

!.

nrnrfi z.r fr rfi fi 6nf;nadsnr: rfi nuavnr: uj6ou urj nlfraund

6aaAAA
d{Yru oYt I Tl an 1uilu 2fl nr o {

i:cu: qr::orlor
o

l. Rrount2 l. unlul:nl llounl:ou:

z. {6udqnnauuilvdru 2. ng,a&nlrurrrdoau,

E. nr:6lnur

c. il:ceunr: ofnrm: lfiufi rrrutolrinuRn' c. iruur::ulud.rat

s. nludram frnrriilnl: uaurnisriio

dual, lurir

2.4.7 nr:iorisunfi

rurrd ir;a riai (2s34 : 27) nrirlir nr: infrsunFrfl u fi rfi urn Inurjno'udrnsdo.r

dnouqna{tiuto.t'it ttrfldnmufr rfl.ruolrnEouo.rriiuqarrirfr.rfurrn#ourfi u{ln Inul#
raa-jic

tt'ttJ:sul-usturol uiod.ttnnfrlfiuao.roonlugrJrro{n1:nouf,uo{ o1r0;lfludouriruionqa'
i a iore o - a .

n : u rnio I fr o fr lf, in fau n n-r: r rE u n'i r u r sr : r in riau n 6' (nttitude Scate)

2.4.7 .t u dnlunr: inrif,uRn'

il r ; fr o inu qr: : or (252s : 330-332) ldncirrdl il dnnr: drrielunrr,vvaod
2nmflunn n{u

t. doruoriu{oo nao,fi rdufiuafiunr: inrlaunfi do

I . l R ? 1 u fl'o rfi u n r r u !f, nu i o risu R n't o s q R a a rfu c s fi

erirrauo
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I . 3 rTgu n cr' u o n 0 1 fl u cr n r o o n 1 u g il m' am t s t o l n r r u 6 n
94 ea a ta a ta J ,tR2lUtrdnU{UXUln fl : OlJrXl0tXO{n?lURn n?1x[dnfu6?u

2. nlriafrflund'druiifinru do.rifiril:cnou 3 otim fio drqnnafi
osie fi q$ruasdolfi nr:nouduort

s. d q ir fi u'u u 1# n'o {o n r r u in r{nu R n' (Attitude statementl d qfl u d.r

ririlr{nruriilf;o;urudlqorrir f,nuorcl,ordotfu ruioh?qnnanouduo{oonurrflu:sdu

nlufdnlettitude conrinuum rio scate) rdu rrn ilrunax rioo rfludu

c. nr: infraun6rfl u nr: a1ilna ornnl:noudu o{r,o{qnna 6.16rrfl u
fi n r : Sn rfu 1 n s do r n : o un q u q or dnu nr v ei rq n : u dru q n dnu ors

s.nr:inriauRn'dordru'.rfi rn,udu{n:{ro{n1:inrfl un'rau

q r 16 rl : r fi , t';g ar,{ r z$ 4 :e 4 -e 6) n ci r r d.r r dn n r : in r[au n 6 ft d
t. nerurfl ufin'rdurriu (unidimensionatity) uionrrurfl uotir{r6u:du

(Homogeneig) r'ruru6{ lluunadouinfiudurfiurrirfionirld arurron:?odouldlnut#
a a e u J.lnnuRflltdnurn21udu?iuti:u (Correlation Techniques) rilog.ir:runr:tdrl1 finr::rtnrjut

riu o ti r.r 1 : ua s : r u n r : tn rfl u : r u n r : fi in ri s uiu I dd fi an

z. n r urfl u rdu n :.r (Linearity) uac n rrtrfi drr ryir riu uio grr n'ou,ir

tcidr{rYirfiu (Equal Intervals uio Equat- Appearing Intervals) nr:rfluguu1ncurdo1rrro
aorga-j
Itu{6'llll'lu.touuutdun:{tdurflu tn-onluarur:olunr:rrjiuurfiuurravne:fi:cuunr:1f

nsttuudrariruusiav u ilrufi rir{ncuuurrirfiu

r . n r', u,d o fu (Retiability) r ! 1 u d { n : r u cr o o n do r riu r o.r

tluunndounriurdoeriufiin nrninfilrdurriuturrarlndrdulfiu nr:hiarafiaonndodu

c. oerrdrtrn: { (validity) u urudr uuuiln fl oufi afirdulrrfuinlu
firfido.rnr:ocinuio'lil

5. R?trfl tur:olunr:afmlurild (Reproducibility) rfioldasuuut,o{
nr:inudrurniGnr:infildfi:;uu6{if,uarur:ofiovfirurulddr o.,nor,,rrdldrfu{nou
nour{rnrr{olnodr.rl:

ruuurmuriorrn:1 rufi air.rdulr ar: ldrrornnnrjudrodrriuru
dilrn tslul?totfionrluttiltn nrrue snrnlunrrrrjiuurfiuunulruu rro;nr:FiRalrr!luro{

4e
RUlluu x:o fln {o{n1t2n
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aaee6
2.4.7.2 2tn1r?Olrflunn

{qsx siavsrn (2538 : 24-to) ldnriliiinqordnuorvdruinfidu
I9a

n{u

t . nr: inlnuor#unr: d.r rnn lduri nr: rYrrner n rruuun r 20 rrou

t1un1:(Checklist) tlnunltd{lnnqilnlilgtluuuuurn:rdruil:vlrorrir (Rating Scate)

z. nr : inln ulddo aurvrarrnrinri uu lduri rinr5 uu in nnnu ro.r uuu

lfiafiriunu rnlr unuuuuin Inul#aorunr: oI

g. in In u o r fru {o au ryr ar i o n a n r : in r 1 n q n R a di u ldu ri n r : ri r dr n u

u'n' dunrusfnud{t'nrinriuufit:rtsil:cru'uuavlfirlnna6unouuuudoununo6n::u
gaav

unltuuYllt10g2n

2.4.7 .3 nr: afi qruuinfraunn'

l r n : r in riau n n-n uii t o r a' rn o in {6n 6 o r: u fi a a'rn o fn (Rensis
Jt

Likert) urn:riafifif,oriunuatuodrl lduririt"rt scate, Likert Type Scate Method of

Summated Rating Summated Rating Scale, Posterior Approach llagsigma Scale (nxinri ni
vJaaind uavdan eanruuri. 2s26:zs) Inufi{ornnodu.rdu'irriaun6fidnuuvnr:n:crrorflu

Id.rrjn6 (Normal Curve)

dn u il ; r, o.r u r n : r in yiau n n' r ru u fi rn o f yr rfl u I r er : r du n : n r n iu fi fi

rir{r?irfiu(equal Interval Scate) InuorfrugrJuuurir:at (Summative Model) rflur.rdn dr
_c_A-,,.aydlaq-anlluunl:fl:'t{ou1{nlla20rlJu:JdilDR'tilU1n (rur16 :rlfuqa. 2523 :t)

r dn rn sr dt o w r n : r in riau n 6n r u uu r drn o fvr fi d'r d
r.d.rinqrl:;awidrdo.rnr:f, nurfiauna'torln:dridrln

z.lt?nlruurutorriauan'iofi rfi o;itnurrfulf urirfnrfi ol#n:ru
'ir dld,flurflrruruyiaunfi (ettitoae object) riudsovl: il:snoudruqordnuowlnrh.r

E. afi l{oa aru(Statement) inriau nEhTa : oun quq ordnu ou fi
drf,q h?n:udru4nuir1lil:;r101 20-30 {snlu nr:rfi uudonrrunr:drfird.rciolrjd

g.t donrunr:#u nsriain fnrou uasinnu- - '' t--

g.z rtuuil: cluno dr{iru hinr: ldil: c Iunfi rfl u rJfr rar
rlfrrerdou rJfrrarriotrrJilrvlundudou

g.s il6nrdu.r{onrrufi drnru uioortdnarrurnn,irudr
.rf,d-a

odrl {ontuufi lnr: iinlunnffi ulnrrufi nrfiorfi aur;:oitudaro.r
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r.a udnrdu{d rurrdr,riu r{.rn un hifi rau hirnurao,ri.,rfu

rfiuqrd lduo cl rfludu

g.s il dnrf, u{{on rrufi rfiur{orfiuodnrrnn.iril o lriu
r.e rdnrdurdonrrufi rfl uoil (racO uioarrr: o6nrrllddr

&a
llju0:tt

t.z rdnrfi urdonrrufi hirfi uafiunr:infr'aunE
g.e ldna:lddonlufi {nouarrr:nnould rio16onnou

n r u'ou fiu u r n uion ou lil ldrou

l.g n r: il : y noudru{on rufi rfl u#0r.,omnuav dru au
(Positive and Negative Statement)

4. n : ? r n o u do n r r u fi a i', o rJ, do u., o ri r ldl n u {a lr r {o n r ulol r,r i o

hi{d i n r u f,du o tfr l n : ? t dou In ofi o r : on {o n rr u fi e iro du o : oun q r in q il : s ar rir o.r

nr:af iunioiniiorriulniohinrurfi ldncfininrrurcaruiohi

s. ri r n r : m a a o.r niu du ri o u fi o c f r hJ ldci.r I n u ri r {o n r',, d ld
nt20doultdrlillutrn:rinriaunn' uonornnlrnr20douRrrufrnrourordoneruudrfir

ira:rs#:ru{o 0t"rn Analysis) tnjourrir6rurt,firuun uacdnrn'ondofifi6rurr6rrruna.rl{1#
4 o o a, t

ril u uu u in riau n n-ri o trj

z.s uurfiorduafrunqfin::u{uilnn

la

l n ri.r n u ru e? r frqt o l n t : do cr : n r: n a r n a' o u fl r ri r : e r : ua v yl o hi{ui l n n ria n r :
9 IAG

usuiu uavrlfi'ffinrrrirrcrrrfu drnr:fiocu::q1nr!wruroldodrr6do.rfinlr$fiurdunr:

oonuuuriraar: nr: 16on{drarr uiodoar: unc do{mron.rr dua., r fi ,rr,r a,,.rrio
-o-4 ,t 1 i ? a eeittilu6oIf,nurfiurfiutqn-nt:uto{{iuar: uio{uiInnnriru1rr.rrru6ndru ru:rv{uiInn
rfl urfl rnrruudniidrriqruonlrduar: d.rriu uifn6.rfi nrruirrfl udor{firnrrudo{n1:t o{

{uilnnn{urflrilutufimifn n'o&.rfirfluux$1olunr:.fouinr: :rrdqnor.r{nr:dnfiu1o
ir

tfionouauomrrtdolnr:tol{uilnndru Inudo.rr{rlodr{uilnniiinr:rfiu:ru:rrdoga
ttacrirurilrstu'utttlt6onodr.rl: ,rrrioduo,{rh'ir{uilnnrirnr:dnfiu1o,t{ootir.rl:dru

ruru{uilnnttda;Rurviin:;urunr:dnf,ulurnvrxqflanr:dofi,,nndr.rriu d.rnafildo.,n

nr: flnurocarrr: orirtJrfl u{oprJ: J nounl: ?1{lHu nlrnarnciolil
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d rdt'rtqer'n: : u{uilnn" (consumer Behavior) ldfi fl fin.lrlntru'l{rirl f riu dld
tundttnvtuari (g"t"L and Beleh, 1993': t ts) }?n:rururulidr xu1u6{ ..n:uu:unl:firn::l

drl 1 fiqnnnrfitjfidrurfiu, dorlunlrud?{r.rr nr:r6on nl,du nr:l# nr:il:sriur{a uas
tY a o J a j

nr:'lf,aoundnfrotqiuacnltuiflrt tfioauorn:udornr:uarnllurJrrrouloulnldlfldiu

Rttunole-

d d J aa J
tdutoa ltudnt?aii rta;uriiuin (Engel Blackwetl and Miniard, 1993 : a) tt?nrruutru

ttltr. a a'lidr uuruoq "ntn::udm 1 fiqnnar{rtJrfiur{orlnun:rlunr:}liunr:uilnnua;nr:ld

aoufl fi nfiilsiunsuinrr r rrdon,suru nr: dnfi uhfi rfinduriouunvr dr nr: fi rfi rn::u
,nrird"

01nnt;u?unr:to'onto.r{uiInn{tu rurrnriounr:dnfi uhdo rvdrunruu?un1:

finurruarudrou, 6udolnr:uaturdoxarfi urriuninfiB,ddw{Lodmnfi wrm udrf rur
nfiiuurfiuurr{06{orduueiasn:rna'nriorqi uasirn::rdu 1 6nrrn rioudnfiuhdoludu
qnfiru ucilunrruinl:u't{ru^nnr:dnfiuhorrrirld:rnrir r6ouo;riufinrurdrrrniild
.-{-.-.:- s-.-l-i-. i,- --:--.-:-. ---i--.. y-.-!^^-^- i ,c tlruflanRufluu n20u1{tl!u n1:{o}trinduqrnn:rRrfrrrltruo{luiru

fnnr:natnfi nrrl6rrfl ufi cvdo'rfunu{rlo{uiInn do.r$r:.r g.r1olunr:uilnnuac

tnorq{lunr:dnfiult ,ntof,uuoo.rudornr:ro.qur'r rsdosr{rltiinr:rfiu:?u:?x{oxa
ae;,quaoljr-r

nasrfrorrilunr:frnfru'lofiorfioauorRlrdornrrro{u,r rsdolr{rhdr{uilnnrsdnfiulr
dootir.rl:dru rriu aorufifilnrd{uilooroudofiudr a^rn:v{um1{n1:nn.ro (Marketins

Stimuti) dmd, sr uuri.rdo (point of purchase) fio'vrinag.rlortrodml: uonornrfudo.r
l,e . o ) Y

t{rlo'irn:surunr:dafrult6ouavtuqnalunr:douriayil:;mm idnuilsnlua'lndto{rnlt
rirrfiuiin :tlri.rrfinrtn6niuanrrdruininurfirfindunruluqnandurfluu:rfundndu

lfiuanlnqfin::udrl 1 rdu nr:nlln (Motivation) nr:iuf (perception) ua;rigunE
(Attinrdes)

druuuuqfin::l{uilna

dauuulrq6n: : u{uilnnro{to{nonla otuncorfuan: or

nonmofttacorfuan:o{ (Kotler and Armstro ng, t997: 140) ldineiruuurf,oOiUru
alrnqn'n::unr:6oto.r{uilnn Inoorf,uvrqufinrrr'ninuuril:cqndldnr:narn Inufinuurfin

-.-- -a o J y I a ldr nqn-n::utvtfint-udolfiarrnqniofrrrfi (stimulus) rirh?rfin un;ornfilrfirvnnrurflu
u:.rn.r1o1#rtanwq6n::usirl 1 uunr,*'unoucruo{ (Response) eiofi.rrfi 6nriuudlrflunrr

rJ:vgnd (s-R Theory) dqflunqufio'ninurd.rrEuurrfluduuuuudn{ilq6n::l{uilnn r,rio
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Stimulus-Response Model dluanll#rrludr fiuirmrrdrunr:nulu,,urfi0,{r6u 1 (Marketing

and ottrer stimuli) ovr{rqi'ndolrit'(Black Box) rol{uilnnuasnsfinanouduo{
(Response) urlotirlsonxl ilqiltfirnrurfiorrrirnoun'o drd,fintJrnrulunciorrirfi

flrsu2unrrodrllr
Ay
dqtfrnr:otarnil:snoud:u cps lduri irinfiorci (product) r'tn1 (price) nr:fin6rililu

(Place) ttocnr:dsraiunl:naln (promotion) dlrfl uilofrufi nruqruld rirud.rrfifiu f lduri
ilti'ufrrrnJ:fihiarlr:onruquld oqilufi.rurndol:ou 1 dr{uilnn dufi6yrr^nondndusio

nlrdutoo{uilnn rJ:;noudru dR1?&rflrugfir rvrnlulat nr:rfor unsisuur::u
j yl Y

d'ltfrri.trlnrrrirfitvtfludrrirrdr (Inpuo r{rnriolrir (duo.l) nitun:surunr:
fin iu l odo fi rfi n du n r ulu al o l r i o n ri o r i r dr r o.r hi rfi u ua s r c il : l n a udn {,{ a o on x.l
(ouput) durflutqn-nr:unouduorfiuo.rrfiuldn'o nr:dnfiuh,#o rdonnfinfisrci r6onn:r
4--lyq r a t . Ilnon{ul|uu rnonl?a1so [avoruzufro

fi ulrirr 1 arur: orilfiuurfl unq6n: : lnlrnouauo.rrfindu rrnorr{il: ;noufl o{t

riru rirurt:nrfinerndnusrto{ilrf,u6niuaiifirionr:iu{ ua;rJn'ffiu1nouduo.rriofilrl

tol{uilnn du lduri il t dunr{druiruut : :u dlnr qnnn uacinimur rirufi as.r16 n rrn
u-.rti,,ntcu?un'l:nndulttol{froto.t (Buyer Decision Process) fifinnn:vnueionqn'n::uto.r{do

il:vnoudru S dunou 6o (Kotler and Armstrong, 1997 : l5g)
-ct)l. tUIn?lUnO{Olt (Need Recognition)

2. duur{oXa (Information Research)

3. nr: il: sru'u nanrcrf, on (Evaluation of Alternatives)
saJ4. nr:frnfiulrfo (p*.t.ring Decision)

s. uqn'n::ul d.rnr:do (post- purchase Behavior)

-il. or:iuti.rrir (Stimutus)

fi srfi u r ru 6.r d.r n : ; {u nio u: r dufi o ; rfl u ru q g rh h{q n n a n : ; ri ru io il fr fn-n ru
urla'lutotil{ (Evans and Bemen, t997 z2t9) {uilnaldiuflrirctnraruur,rri.rdld

filrfiornrYlau (Social cue) dl,6.r,iu,r'oqnnalnqnqurYuriou 1 dulin
rl:ourli? rtiiou:'rulru uasqnflaoiu 1 urrirdufidrnrirrdlfinrrnnr:6aciodrd::rifiu

, { r,i
rcu ?l{qflRa .u{ lumu2dolriu{tro
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fi.rrftfirfinornnr:Ituotl (Commerciat cue) d.rrfinrrn{trud{rirrarrnl:Iflu0l.l
, A , i a ae adrufroeirl 1 rfiog.rlnt#qnnnrfinn?lxduloluna'nfrsrq{ua;nr:uinr:firauorlu nl:
Iluon n1ttulnu{nfla un;fiontturi{ldixnlrrud{um o'orflua'ufifir6nornnlrIflu0l1

duiriillhiltuon (Noncommercial cue) lduri dlrirfi rfinornrirrar:urrilfi rfl u
nnr'r hiiirr6ul tdu "consumer Reports" uioronar::lu{nugil{ 1 to.riJura rfludu d.rrflu

rr,ia
rura{fl1?u'llsoooqrt

j yio vdlrfrfr riln olnur{duludmnru (physicat Drive) d.rrfinornrjrudlfl ryurif,ytlrr

dr.rnruldiuflansuytu rithirfionrtufr: n:sr1u nd? rfludu fi.rrfid.rnrirlrarirdqnnadru

fu irfi u l u x ri ru u i o fu iriw r u,', nq o o u rfr ldfu d.r rf r u l nil o fi r v n a r urfl u l: r g r l o

ndndurdr{rirgolrnfrfi z uriurnrlnnariuldiuu:rn:v{uurnrinfiorrdrrfinnlraulnlu

ndnfisr*{rrasnr:uinr:rfu lun:6irriudn:sueunr:dnfiuhluriuiiao.rorohirfindu

2. nt:iu{arudolnrr Neeo Recognition)

riio{uilnnldiudufilrrfrfinrto,rda fi.rr$16.rnrirrrfuorro;g.r1orfirhlrfinnr:iuf

ilgur nrriu{itqrl,fi"du,rtoqanarnf,qfiueorunr:o[n1u|1iarqariu:;udrranrrcfirflu

oi.t (Actual state) riuan',rrdrJr'rrou't (Desired Srate) uasfl2llllru.lulutolqnnafioutnrylfl
urrQnnr?;fiJ:r:our osrflunaavflourirh?rfinRrrudolnl: unun?.ludoonrrdonirlfr
: rn rxioduno (Roo0 ulirnqn'n: r ux o{rur{ut'i#or ro r rnil : rsornn rrrdornr: udr
nqn'n::uln f fihirfinriu (Lamb, Hair and Mcdaniet, 1972:zol {uilnniuiikyrrrfiorudr
..seJaaAal
fl o n i fl ci l'tisuin r : fr n u il- 0 1 t 0t 1fi o o r t o y a r u r : o ufiil q il 1 n ? 1 u x 1 n un a u r i o n r r u

rJ : r: ourfi nuft hildiun ou duo{ (Untutfilted Desire) 6or r rfl u ld drodr.rrriu nrur{ rirn ta
urntrnirrflrdoodulrr; inqrduhifi In:riarinrnhif,n pr:ul#1ruru frrfludordornior
9.-.r a ty y !,lrrilrnnttmu niornitirudortrqnril:orudlilI:lriuu4niu uu,irfiildiunltnsnen ii.r

rJ: r:ou rfi ordororrdrirudrdndu rfl udu

3. or:dunrdo{o flnformation Search)

nrurdltrn{uilnnrinnr: iuiilquruda {uilonruir,,atu r{s{0fi rfi ur{orfiu
AvJatJt)!

irann'otqirlasuinr:fios6oriulutu{oldu {uilnnr;ue rlmrdoqaornurril{oXaludr
,a<.
{uilnnriou (Intemal Research) Inufitr:nrrrrnnrru{durfinrrnRrrrnr.r,firdldr'i.rdu0rn

rJ:vaunr:oifirirurr riurfiunfinriorqiuion,.,do,d.rir,fl,,riol,,,nriou ,riu nr:do
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a - J;i . Y e ' t t
nanfrsrdfifioriou 1 6o'ir rilurJ:s'fir rdu nr:doururXdrsr.nJ fiourfiflu fiorrrirnarlffit

fiogiludroonldldodmtfiuluo usirrnnrnudrneruf,uarilrseunr:sifidrurr'hirfiucilo fi

6rrflutvdolrrarlrr{oXntrnttudlnruuuonrfirrn'u (External Search) n:ddlnrirrrrrfindu
-^-i^3,^e- C^-{^--ir- -e- al 4 j r adiodnduhfrondnd'u.titlu iinerutfrursionrrrfinuarag.r uacrirlddrulunrrriu:?u
yelo.
{0ry onr-ori ru rrl : r n ou n r: dn a'u 1o

uu rir{orynnluu onol0l.nurldrrnu aruurri.rd.rddo

(Kotler and Armstrong, 1997 : 160)

l. rrrrilqnna (Personal Sources) lduri eurf;nlun:ounfr qrer'fir?o.r rfiou{.r
jy)r

llrouu'ru llaslnou: ?u.rru rfl udu

2. uurillEuor1 (commerciar Sources) lduri nr:Iluorr rrinuutrp {iururr

3. ttudlerrr:u, (Pubtic Sources) lduri douraru rilrulru owfn:dr.r 1 firir
u firfi d r : a o f,n rrfl u : ? u : 2u {oX a ao'Erfi u a riu n fi n fisr dua v ui n r: rCo lfiui n r: uri,
d1r 1r olxu?i.r1 o{i! uaclonuu

4. nr:il:criuytl{raaon (Evatuation of Attemarives) ruio{uilnnldiu{o1o
j s A v JA t t t-
tilurd'unnni'orqifits6orfiurvtoudr lufud{uiInnfircl{{oqanaru{d16ulilun?ru

o I y A h, . ^ ,tm:lir r?xfi'.tdo{ofruatqmrlitrnuudlnruuondrnuorflurnorqidruiunr:rJ:vru'udu uny

o r run or q{t r n : g r u fi ri r u r u r'r dfi o r rir uhfl {ui l n n a r u r : n il r v rr'u un v rili u u rfi u u do 6 {o rd u
o v A . hr-ad J .druiumrltdonttsiavntl'16'iGnu-ldrunnmrlrn'onhflunuolfiInut#iirfionf,nuarsriu

u'l{odlwo.rninfiorc{urrflurnsr.rifio1r0l'r rrnninfiorqilnhifid'nuorydlncirrriu firvfin
oon0lnrlunl:lrj uunilnr:J:vti'utttun'onosrirldirurfioninfiorsidufidnuuvuiurflu
A-.vd-oJA
ilmu oul{tnlou lil u oHanR ufl ttu

2.6 doqoto.rff.rniaarnrli

riu #r rri rJ : r n q u dn J r u rJ : s in'm a n ifi rfi u e do.r riu 6u un u fi ril u n m n a l { J : s lm fl l m u
d!tt
tiluailrt:nt124Yt!f,et2::ufi I t riu ruiudufirflufrininauqiiuvrurmluil:yin'aranfilrir

a ! .e
u:ntolQu'nrnfi ogidrurriuriuuasfi drfi q6orfl uumurnfi drrlcgriufnua;duruioln'nioflu

qtJea',t
utt lnufl lrn! 0nllf,n{rruR'ln1{ 1

rrlnunnon oru ru dril r 1riurfl uran r[irioundr I s fln2r : u
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arvrl:v- arnrqi rlmrfl er2r:ud r r-rs

rl:cin'aranfirriru:nqnrorfiruiaanqirJ:rnqriuiinludrururirrl ficlrriq n'o

druruf,u nraurdn: oi nrirrdln:;urr trurvriur.irun: arvrl: r ldiurf;oltlrJnn: orun:ui
-Aa

Qqfu ru'o rt.fl. tzos orinnluluoquutaruJnrrduuotrl:i?{yrrf,n2r:u fi rt nufialail:c
,q - i y ! tnrwrflurdngrurfiuvlunmu{gnfiurnfiu6n'ir rflud.rnufi{rirlu:vdunfnidgrJrirrirlnr

flldu1 ltacfinre od.r nr:rlurruudngrulu:rorierqaorueirll lufr.rninnvrqiaixdutu
tl?rlilrfln2::ufi tt-ts rdu rfiollu:ror trin grJrnr:nruiolluaraurrirll rflurdnlru
rJ:vidarasrfnrcdoudndr uarfiotnrv{:;firmnIuIn6lunr:dr6ugrulunr:1nqrfior afi.r
lracgj.eAd
n2un u nlllrl{ d5'l.t ouulrouno fl uTutu 6u fr : s uurnil: v nru dtu ruR ?1u du n 2nlunr:
uilnndu fu6oataurrdnR'o qnrf,1du1 uave'ug ,.rrioorlrrf,odrro'uriouEmiunrrn
ad.4
outdurrdn:vorutr61 6o lauaranf un;finruriiltnldriuunduaruotirrr?ooarunrurdo

urd duanqn uauuoq

avl{ anrli {rrfln2rrud rore

aar{:;aruo"rr rud fi lr'oriundr *In2, rio -av Ii,, rfl ut;nariufi iufiyrinanrr
4 e .q J<nr: tiiolttac iotut ::u tudluurrnfrfi nururr,il6ndrrfl u da: ;fi grrildrrnnt: rirqn1116u

n A to i rrdngrufiurif,nrfiurfiu6lut0Ytt{nttrfiortororonf,n:nl:rrfionyIfiiu6o rrinnrurrtt:
JJrufrRrau:;nrr filtflut o{rt:su'wrn:u:rnrrirnrudqaig:u2rlJlyr?s firir16odrrfluqnnn

ae16-ireiulriuil:;r{rqiur:fufr t (r.4.t545-1s93) uillornrrfrn:uR:iln?{ rJ:vnrafihirun?u
n2lud{uq[xtou:un'nqelsilrasrrrirnruafiil:rarmun:in finruaflnnolriurolmrayli
l---- j a a . ad r{on21ufi : sqluularmt:tltu'ouavrirl#nr:mrnl.rrrirnrirrduuqnr: oiriou nr: riudo nqo

qltriutoIaulnulu11vrtanr::ufi tg dr finrrrirriaurirornmcla1ufl:g'oronqi 1T*ri
o aJ a ! - . .

nfnirlrtlr : 6nrft u dnJ ru lu: rrr1ilr fln?: :ufi r o-r g uufi frrr inraqi rriu riuu frr
n:;4nr1rl u:;J:r.rrfilaruuil.t rurirdn'qrri6.r6nr'r,rarnrlnr:rfolun;iorur::utro{

o r on frn : n u : ri o 1 u'n r n fi lu : ; r,ir wn r: : u dr n ri r r ldrfl u od r r 6

G.i
onrli rlnrf, n2rrufi r r-ilolriu

ilarurlntnn.trrfi tg rujo6mitautrnl:ru'orrou.ur:luriuuririrrflril:su1l{una{r

rfinru'o$irltfifirrr',rtoldrro.rdurirtJlunrnrrfioua;nrnnarrtoril:vrmalnufidrriu
€aaaaa-o
ii tiiolll:sur riioltiullrd ru'olqltriu unsdoronqi udasru'aliio.rglllrnnlrr1nn:or1i
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n{rltrrlfnrrn;fir,rdngru'irldrflulusrifiulu:vuuurn druiu:rmrdriou:;rurnfnid
u:colrilnrflu{n:olrt'o.ranqilunouduqnDf,n?rruii rg tiufi.rtrnndngrufiurif,n

uonornluriluluR'tnlltu'odlnrir:6rn:s: rrrGu6{rfl ulnqiluun{urirlrtr uavoluror{:;
riurfoIn:c:uriu6 nfnirioIuton|:vra6orrrrnuniuriuIuryr:l6nriiorfiuurn rflufi

v v t a dq c ----4_J I 4 a aJ e,uou:unu21?Irs:'llJ1[uo lu6lutunrRru[iofrlnrirrnln:v:rurBu6fi t fivr:.raorrjur
JarlAda.-':rta.rdlrrifiufioqtutluil vr.a. tggl un{ufiulnrrurun'crfiorailqi uavolurorr,l:v

u t rudl o g r ur u dl o r n fi : rte.r dqj vr o r an ril u r n l.r aE o g r urdu rfl u : r rr r ii luil n. a. r agt du
txo{ailqt o g lu! luu trro{Qn?l a2{lSoutroudl ariufr : rrelr{qn: : arqEr'ufi drurrlu nqlaE

ognuttu'o.tnvrqirioul runn:rudrfrrgnr run:cfi{dlarluatr6rn:vu:lln:Innuro
(il.fl.1991-2ogt) rfio.rnnqiqnnnlrusnlrflurfiolf,nardrrinlurrnuufln:rryrrfi uascuurcul

a.rdnnil,rooal16ott:vuurfrn:n::fi'hj:nl#iodruurdora.rrfiorf,orJorfiul'hi{r6ilnr{ur

6nn:o.rrflunaJ:sIumild rn'olanqio{luanrndGuur',or6.rariuto.rau16ou:sur:rugi

rr'r1rlx (tt.?t.2tgs'2zgt) nduiunurvrldududnaf.rn'o hl:nairln:c:rri{dufirfio.rnnqi
rfio r.a.2209 ua;n:.rhj:nil:;riuo{firfiornnqi urudr s dou luuincfl

t

r dl o r n fr u it ariu a I 16 e il : J u t t r u slu u r : r su dar' o r n u qi q n a n n a r l d r rin; a.r rfl u
-4- al ae a d r.r Iliiolluttn:rttriid{rfiu nnqSuontrntvlilfinrrrdrdqlunrrnr:ru'oqudrftqnnondotri

d r l n l o u fi cn tu tn'o u rfl u ru' o l ir.r rio u u r o u d.r ariu n l.r aS o p o r rf, u urin ri r l ufl il.fl . 2 3 l o
jet

tu on : v tf, rn 1.r t uqE m : I nou flron : trr or lmurrnnil rld lufl 16urfiudl hJ: oq lfi
aurdtrfrru:vururrnfniriflnrfluurifrnunlil6uniuaEdsrurnuqnluni.rrf,lrinrrndou

ottuttttituooInIurdrurflu6tu:uI1n uonnrnnvlfi{nudnrrndouorRruooIdlnd.,,#oo",
-^---! I An e . o d d tub ?--
Jruo{nlrrlo.rfif,.ruindrrllunrn6aruudrd.rldouun{nu,rdrdr{rlrJogilufr.rutniifi
nntu'o{t?ou rf oIaxqidllut0,,rfurflurn'orfifinariiororfiuo{riou 6lfiIonraiuurnfi
onuntdrurlurirlfilnrirlfluiruruuln rfluarrrqrdodtn'tttirtrrr.,rrdurfiuluf,.rnin

d(laa
nn qE lu rtnd r I 1 ii ior u E r : u x uu E r : u rfi u, il : s ru dfi unneiu fiu

tu' o I n n qi fi u m u t n ri u fn tiu 6 n n f.r 1 u fr a riu rl o { il : s u 1 m a r rd t n : s o s r r n dr
,t- rv g a v . J a u ^ , Jtfto{fr 6rud:tnqndnlrudr n:vorrim:rtfinrrraulorfiornnqiurnn:rIJ:nq lfiofiu
u:v:rrirrdrtorerrdtn:;ur:rusfuilr,rr rlq'd.rrroirflun:;:rri.rdil:y il rnor anqi
riruarrrqclrdqdurflurr:lndndul#n:vurnerrdrnrvoourndrrflro{firrafiorJ:;nradior

atq:'odrlailaloeufirufiqnlrJ:nlrtafiu^r:v:rri.rfirJr;riufirfiornuqirfu rfluarrnrlfi
il:rnnluronar:firfiurfluru'olauqi rn'ourilnunfu{ruqnnfiruo.rrdu:fiu.irrfio{01n
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IOYAe
nI{tvlrl"l o{lndnvralSo:ui,o.ts1?nviunnorruriuurdlld6.rlrJ:nl#fior:srrntrlTrtfi
c- q A a u-,,a ad1:o{ tuilqnmr{lnon lnruo{aflq5

i-o
fr u ir a rTu t o { Tt : s u 1 yl e I td t n : s o o u r n dr r fl r o qi rir u dr 1 u fr a rTu ci o u r 6 o fr n r a

il:vulvtdurdtn:;latourndrtflro{rieldre6rlilfiru'olnnqirnruni.rrn4omonn:urlgr:

Iu:ruaorudtll eioutrdon:rorriLJ:nhflrirru'unr:ilfurJlurl6uuuilarnr:ilnRio{10{

lvrutril Inufin1rJrruun1:ilnn:ortfluuuuru.ma rnarfiura rfioran:1Eldfunr:,i'n#0,flu
-nin.!Eti'.tuintuf,uuormnnllrrirrTlunTl il.f,. 2438 Inufin:crflrrlorurrro nrilIuuIu.rffiiri'nnf
cit:ldrrtflill{rrnxrmarn^urn nrurluululdfiirfi'quri rir:rdrunrir{runelrmarfiurn nr:
f,nilJuuunr:ilnn:olluri6rrfludoriaotufirrunrruirf rr:rrnr:uriufiun:cu.ryrarrdr
Ttrslatoxlndrrflro{rirhJ:nrndrq hTrfluarnrnarrfriuinanqi il.f,. 2483 0oililn rJ. firgo

6ltn:1u uruniJuunElutsrvrfuiuluurorJqnhhirJ:currufinrruinn6' airlrondnuoi

il:sirmo' tra;durlinrurttut o{srn' 6rlddrufirirnrrro.rarnrnarrfiiuinrrnn:s:rrir
Jal'

ur:ruoi:rrureafsonrnfilnrjilIIorndafioun'rafiIarun:uuirrorararnaxluito1riu
l€4atrnil:sffialttiluurtoltl'olanqidrnrirersrfi u lddr rf o.r nnqEdrnriraosrfi uld

_r- 4 d< a . ,a . eit tfiolnuqEtiJudiolrriruri iinlldrritgmmil:vin'mesrfuasin:rurtiqvrrrinrut::uotir.r
aJo,,'qlru'o.rufr.rluriuuilrirR1flnnt{toril:crilalmu fifiii*urnr:durfiorriuurururiur{ufl

A , !,
anrut o.rrfi oqriufi riou{rr ov u rurnluil: vrvralvr u

trrnnqi6.rinludlr{ufriurJ:sia^sraerirlngnqnar7ulnuhifdr nr:ilnuuuriu6u
aur6on:sur:runfurr:uluusiavflrfludon^qorild,iraruluto.:nru4nrtu:vu.ixmannqi

uavil:v ia'aranfovfi o{d olrJn : ruu ruryiru ru

aie
ru ?a 2 tua nmu r fl u n r nl : s n fiurYu d

il o lriu nr: il: ;mf,irfu f, (puutic Rerations),fl u dofi ld;u nr : u ou iu drfi n lu 6 lfl u
odr.r0.r (utterly essential) druiuqnnaunsolrint:aorriu nnonrufirn::tnr:drru'u{tu
llylu{nil:anvr hidrosrflulrudruq:fir (gusiness) lruyrrldtunr:f,nu1 (Education) {1u

rlrfllr (Govemment) lrudrunrrr,lflul (Retigion) uaclrudlnualrn:ur{ (Sociat and
v9

civic welfare) frifirnflsnr:il:;mdrrfuf,rflu.nurf,.rafira::rifiriohi,n'nnrru{narlrdrlt

trriil:scrtu drunr:afildur{ufduHunvnr:rimurri,raiunrrur{r1tfigndo.r:'ruriu diolrt
ar,d4aia
rnonrruffrnu'nfinfifi (favorable opinions) finrrunnurniur:ruiu :;udxrilrutrurio

lega
orri n r : aorriu riu n {u rJ : c rrw fi rfi ua{o.r
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nr:il:vnfiurYud,nalnudrnr:finf rarrurhvriuloornuriau.rruqirl:rrllu

nr:rJ:cfiduriuf, rflunalnurirnr:fnrirnerrrl:cfiulo (the mechanism for

conveying impression) ttnsnrudnuoifid (r"rorable imagel ornrilrulruaorfulrJ{n{u
a,,a4'rJtuulsunlu?rn1:uonnriraf,utllirj:sntuldn:ruuasrfinnrulnlur{rloluuri?u{1u

J ,i ! a !frlnr:uonnrirrButriittrru:rufi.t nr:Euw moun:' uluuruinqrtrroo,i nr:drrfiu{ruuac

fion::unlrudrr 1 toruileu{tu naonnudtln:rrnmrrndoulnrrolurirurruanrriutrT

nriuil:umtutflruuruunvil:smturtrhJldvr:ruuarfuludrfion::ruionr:n:vrirdrndrr

drriu'irrflunr:rJfigruurirnerutdrlolfuriuri?u{1u rirl#urirurru,flufiif,n r{rlr
ra'oula afnrr uriil:vtrrunnonourirhilJ:cnrurfinnrru{dniirfl ulrJlunx6do

urirulru nrruonndradrto.rhirJ:;fl1luyrt'ruuacr{rlodrilfirruuacronurduuiqnt'urir
calt'nr:drtuuuu 6runr:il:vnq6rJfi'tififidfintriufinroulrolorrinr:rrorriu lirun:vu?un1t

drournuonr:il:smdlriufodr.rfirJ:cfimiflaiqflunnlnurirnr:fnf rnluil:cfiu1nrac

nrndnuoffifitororrinr:lrJ{nriurJ:urluu rirl#rJ:crrrur{rhuavu'urflinmluuilroqru

nllil: sfiultnr drdtior,fl r do,do6ru roil : clumid or.nirurruludru nr: ldiuarru
ariu aqu :' rufi o n r n il : ; ruu drud

. u v J .-.---- e io 3 6
nl tu: s u 1 ilurlufi : tll]?o2lltfioriffiloltuo 1 nnt tnu niu

nr:il:vmdur{uf, (puutic Relations) rfludrfih?u'u1un?'rul{lrruniorir6rrinnaruld

ulnilodl fiuf,nriur.rritfiidnuorsrfluuut::u (abstract) d.rnurtrtJriruurnrinovl#rir
j

6rrinnlutordrurut::ururirriuhilC ucinultrlildruurnfiyr:ruun;{f,nlufi.rrrrirrfu riio

rtrlduurfiuuioil:caufiufiunrirrfu drrirnrirrfidr *nulriarurrot#ririrfinaru uiHufi

n:rurm;f,f,nrfioldyrurfiu" (know it when I see it)

odml:finru nr:fi o;dnfiouurnrruindrndrrfidr *{f,nrfiolduurfi u" rio {frnriio
ldnurj:;aufu'(know it when I see it) tfluuuuulunr:n'rr:onrisr{r1ntufillafiludl

rfudouhiqndouni ua;hirrrrcaudruil:En',r rforJ.o
,u e t e -.!--4_-t|i<_- -o _-t a, v Ja , A j ,touuu unu:;u1flxfl u[ilr0(!liilnurirrnr:il:cmduri'ui r-lcunr:odrldlfr rs6ot

4 e j ,t , a J. a a d.a!a t
ilt1u6{n?1u'tuluuncuurRlunnfignf,ourfrrilrillurilnqufiuariirl6'ri6tolirrfidru

drn rnn: rulnfrr fi a rrrdo r nr: nrru {nrrurrhhdq ndor un;udnu fi nrrur{rh fi atu

ruurnarufi nro{nlr rJ : Emdrrluf,
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aeal'or:il: un drrluri : ru?a2 ruAofi ri rtJqin r rur{r'loft o

ruu rn :rrinf ir *{f,nru'oldvrurfi u" r.rio "ffrnuio ldvru J: s auriu" Inuildn : ru
6lnluutruua;uu?n'Adqndourfrti.mornr:il:snrYrr{ufd,ordtnrlfinurirlrJci2uu.rn

rfi nn rrur{rh fi n fru au h tu rfiu : c rix n r : il : s m rYrfru f,u a c n r : 6u 1 fi fi fin, * c 1 n dl6 u r
ndruad-rtiu tdu nr:IEuur (Advertising) InurieuclrJrordr nr:il:cmdur{uf,riunr:
saidc;rd-iizroYlsluilrn-o dltdurn'uriotiludlfrtuiiouriu (synonymmous) ru:ryri.rnr:il:cmdlr{uf,rray

s a. q A I a s
n t : h u on fr ri r u dn u or v fr n dt u n n.r fiu u r r il : v n r : u r n {f, n u r fi 1 dr :' o u f h?rdr l n o ti r.r q n do.r
. lt ,t de a yo o Jtiolttriudr frfntsrnnnllrdtltfrnruldlnu{rurduo 6.rrflurio.rfi6rrfludruiurin

rJ : v tr du r{u #tc do lrrhl o fi l n aru t u r u fi n n : : u ua v n rh d t o r n r: il : sm drfiu f: au rir
ruu m r r u fi n u a ; n r : il ['rin'u u dr u

d r u iu l u dr u rf, l rJ fr ri6 il q r r n l r r{r h n'n rfi o a riu u u r o r r r 6 n u a s n r r il 
6^ 

ri6 q u
nrldrunr:il:vmdtriufrfu6a'o nurirlrJriruurnrdrh'ir ln: 1 fiarur:ofiruumxdru
nr:il:smfriri'uf,ld erur:0il:;nouinirnr:il:ymriur{uf :rr#rarur:orilnc?rrinmu

iudrruinrril:vcrrfrr[uf, tpn agency) dulrld l]asdlulroaorilurnuroqflu.fn
acelil:sfidufruf," (pR practitioner) uiououdrlnurolrflu .,{rduanqnudrunr:

rJ : ssrdur{u f," (pR expert) uio "fi ilinu rm rrdru nr: il : srr ti'ur{u f,- (pR counseror) ti.ir
t vfi n rru fvr rdru nr: il: vmdlfru f,niohifi n rr

o r ri, il rg u r n a r u r{r l n fi n n n r n tfi u e riu uu rn e r u 6n u a v n r : rJ [' ri6 n u r i o dn u or c

ttt'iwrutotnr:il:vcrduriufiiu dauuurrilroc,finduornfio,r,,rird rarr{.rnr:rirrorr{rdr

nr:il:srrdur{ufhjl#otirln'nnrrunr',or,rdourarusirrl (mass media) rdu

inqn:;orut6iul u'nuar: urildon'rr{ duiounir nr:rJ:sldufiuf,rino;gnrirlJldun;
ac-'

oEuruluaatururufi drnrr il:;trduriu f 6o nr: huu rfi udrrionr:n:srfi rfi rfl u lrjlu
liruolunonnrl l{lrJnlnrfit niont:liqurururirin:;rri#rirr1 fi|flniur::u (unethical)

rfludu

nr:ilr vn fluriud, nrwannntoutioufi nerur{rloft o

ilqrtnrrurdrlofi nriurfi uuutRrrua'nuacnr:il6'rin'.rrudrunr:il:sqrYur{uf, d
fr.rn.rfiogirrasrfinduotinurnuruf,u{dl5rfa.rrunr.rdrud d.r{drflurinil:smryuriuf (pn

practitioner) fitrrioi.ruio{iirJ:;nouimf;r,ryrr.rdrud;r.tfiid.riu6.ir *nr:il:clduriud fi
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fnure rutrunr:A'adodoar:detfiu rulol#rfinnrrlr{r1n (understanding) nr:uoufu
(acceptance) uasnriu:'uu'o (Cooperation) :vu'imo*{nt:fiunriurl:smtufirfiur{ol 6'.rrfu

nr:il:vrYtfruf,6lrilulrufirfiua{o.rriuilolrreir.r .l lummnr:uiur: riruhliftuuir,rr:
ri r fi.r dr rJ : ; mra' ua c n r: u o n n ri r rd r r c r : lfiuriil : ; mru yr r 

.,,,n' 
uo uu au o r n o il : y luni

t
tosil:rtrtu :rurilrirulrtdruuirr:arur:oldnr:ifiuuayl{rmnu'nnr:n'asiodoar:fifi
--e---.-_.-- E d .A.. e q c a .t v o I I0ru[: : uluulft: o{u0d1nq ]u n1:9l1luulruiltstrdur{u drololrinr:

Robert D. Ross ldt#fr'su c'ir n r: il: cmduri'u frfl u tt.rrfi4 01, dru n r: rfm u r un y
c h/J e o Jo av i . -. -J,f r:.r'lifrrn:rudur{ufdu6flunrluil:svrru nr:il:ymduturf,d6 irdo.rfi:rnnruoqjfinr:

n:vrirdsiorjrcrliu uarh{rj:smwldfrfi ulur^rq6n:: ud.rncira

Helen Farlow oiuru'ir n t: J : strdur{u f 6o fi n n: : ufi rfi urlunrru dur{u f,: r n.ir.r

qanauionrluqnnnrn'o'h1rfinntnnoriuionrndnua[ (imaee) iiAluiolotoril:vmruriauc
It o u l l u 2 R 2 l u 6n n t : J : c t r rfu rf,u fii n ri r ru r ri.r u l n rir q du d rfl u riau s u a s uu 2 R ? 1 u fi n r o r
u::nrfnitrnr: ua;{riu.rlrgr',odrunrril:;trfiiriuffiifiorduruarurirud.rrilfitdlfr

tturn,)rlfinrolnrril:cttdurfufl{otinavr6unfarou odrr'lrfinrrrf,onerurdrhfiarr:oi
, -AJ )ta t I

rri u frn 0.r fi u t o.r {fr n u r si s tJ fi o ; l dri r r{au u u a v uu ? n 2 r u n' n t o r n r : il : v r r1r r1u f,fi u : : n r
aorriuttnsalrnlimiumrldrunr:il:vndrrf,uf,ldrirnunl{ urf,nurfi rr:onil:snou
A-qv y i J J ! u ^ . rt?lolfnirctetlE.ttl-uti.tiitn:rsaortiuunveurnrimirnrmudrunr:il:ytrdur{ufluritfirir

- y ji 9 u a sufrfrrilur{oltraviudntoulnun:lriurruil:vmdrrluf finrirfiuavumurnlunl:.?ilnu
,rt

urer:1rurril.rifi f,nfi ::ufr.rnr:l#nr:f,nur naruf uaynr:fl n9{uou:udrui6f,yrnr:
vil: v rr dur{u f,h?uriu : : n rrinil: v rr drr[u f, rio{fi rix ru il : s nouix1f, nvr rrdru d

s f, oJ
lnutqiltv i.riirilaorriunr:il:;trdur{uf,uilreu:rrorurf,o: dulnufllrrJ:ccrdufruf,ir?i.r

ariJ oruin*nv dulfl lJnr:il: v,drr{u f,:cildmJ: cma rfl udu

nr:d:vfl flurYud t uuaarruiolurirnqufiuavrlfi rifiIoucorriuuavaurauilin
drunrrJrvrrf,urYud

-VlguJ.-aorlunr:il:vtrduil'uiurilar:rtorsrrfrn: (The British Institute of public

Relations) #rTgu;uasuu?n2runatornrril:;ndufruf.ir nr:il:;mdrr{uf,no nr:nr;rir
fifinr:rrlrtnuodr.rqlutounouuosfiorrlnururuotir.rhinnnc rfioaimc::riuavf r:.rl{dr
n..'rr{rto du6ilr flu: yrir.r ao rriu tiunriurJ: vmrufi r6ur{or
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dxrnxnl:rlr !s1dur{u f,uilr an i1 orrinrdlllflxnl:Utt$ldUTtUElll'l{dilrt0llltn1 (The Public Relations Society of

emerica)ldhtrTausuavuu?R?1ufinxo{n1ril:vmdur{uf,l{dr nr:rJ:cndur{ufifluo1f,Tt

fi 1fluinr: nail: s lumiotixqndo{nlxnail uruuriu: :nrqnflrura;{.irflrr orf,nnr:
a v e Jau l-- --li-----.-.,:i 

y q . e . € e | .Uttl'ldxlluEx2nqU:!d{Rilugluogrin?1xr{rltjrrfi'u uaun2'lud?uiioilu:cr.tdrln{u

rirrl uaraorriudsnu

dulnunl:il:vsldxfiuf,:vudrlil:vrvra (The Intemarional pubtic Relarions

Association) dl,fluaurnxto{fnil:vmdrr{uf,u1urs160lnrhqnqrlan lrilfirTausuas

rtu2n?lufinflo{n1til:uttdur{uf ilnltilrssrdur{uf 6o nr:srdrfito.rflruuiur: d.rdo.r

otfrun1: ?1{rrnufi 6fi nr: n:vfi rodxdotujorarirraro rfi oafrla: : riuav f r: rinurnlurdrlo
dud fi nllrfi uonrfi uln uncl#ldiun1: dliudqu:'rlfiomnnr!urJ:rmrufi orrinu

16ur{oloqi Iauolrinr:ocdorldi6nrriail:yrr'u6.rrJ:;mu6 udrrirurldil:vnourflu
tturmrllunrrfitr:otrri'tuuntfluunu{'luunsulouruto.tolrinr:rir'oh?aoandolriua:rl
AdyrJY
frntiiuttacartudolnr:to{J:csrtu ngorrirlffiimoundn:;rrudrrar:cjil:cmcu rdoh?

rfinnluialu'ouavu::qo'lnarJ:vlurrfiufrurowi.raorolru 6oo.rrfnr:uavnrirJ:vrrrufi
Ae
lnult o{

r:rrcrfi ulddl,iorinirlnr:ua;{riurmtynrrdru nr:il : smduf,u f,n aonoudolriu

llasdu'lnritrf,nrnxdrunr:il:rr',drfrufcirlfild'hlfiausunvuurRrrt6n,uo{n1:

rJ: s rrdur{udlirrntrur aruriaus druf irort rsunnsirrfiurirrludouArdld uio
4tdtaaG

:ruact6unil6ndou ueiuuenrrun-ounvvranr{rolnr:il:ymdrr{ufifu6orof,nlddro{lu

tturtduafr'uri'.tdu un;eirlililnlunorfiufiaonndo.rdolfiu nsfu nrirrlnua:.Judr nr:

rJ:vtrduriuf,6n'ouurnrruinluriwqufiunvrl6'ni6drj.rdrunl:raiuairrnlur{rhdudi
I.

t
r
I

'
)

tJ
: s r i rl o l ti n t : fl o l riu riu n cir rJ : r tt ru fi rfi u a{o r rio r ir r.r a l u dru n : u i r u fi o un y

eiiu aqu o rnil : v mlu riuro.r

nrtiltvtrflurYud ,

avua
UIVTIEUilUf

vA .
u rir fi t o r n r : J : v r r flu riu fl u sir u n r : rl fi ri6 n r : : or rl d

nr : rl 6'ri6n r : sr : r riil : v r r frr riu d rfl u n r : i r rfi u.r ru fi do lldn z ru u u 1u 1r, od r {
9tinirltlluacdorfio.t (continuou extensive effort) rutoairle::riunvf r:1l{d.ranrnrnndon

urilinlo (mental environment) uio6nriuuurrfin'o nrruif,nfrninludufiwl#rj:srrru
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Av6dAJr.qrJj
lnnnl:Uou:Un21Unal?lufl:oqaxnl:01 (an idea or ideology) otix'lnotil{ilfi{n1lmrr1
tJlu6uJil:vaqi r ?x?i{nl:uouiulufrrocdnr: aorfudru

InurJn6rhlrJtrdr nr:rJfl'rifirrur0l:{rinlrrJ:smdrr{uf,rionr:rirrfiur.ruruio

:sr:lrfvrrldrunltil:;rlriur{uf fiuuah?rfitun:sfilfiulu e il:crnvr rio a dnuorvtrqjl
,, o A t- ea J 1 e v Jn?unuRon1til01rnn1::01:tlfllJ:vsltilvtuimrlRlnqnenfln:rrununl:n'u nr:rJ['tin'nt:
:0lr.lriil:surdlr{udvrrrdrunr:dr nr:rJg-u^ern1::ru:.:riil:srrd'ufiuf,do1liu uaynl:
rJ ['ri6n r : : or :.r rirJ : v rr cYufu f,m r n r n ig u r a

r. nr:rJfiria'nr::ilr{rfiJ:strdurfluf,nt{ntnqndtiln::uuaunl:liu (industrial &*
financiat) doru',orrrdcn:ruiluro'rrrioro,ofiovafila::r{uurnrrufinfi6siorJ:smsu 1#

nrltrJ:rrrtuinluidnu'nfiofifisiouilruuu o.rr{nr:q:fitn{rrJ:vnuusirr 1 fio;do.r

rJ:strdlvluf,daufin'o nrluJ:vtrturirtJ pru'luurnrcmrrdrurulR.r:uav;q:fionr:riu

nr!l{n'or{uua;{firrrorndrwrflu{n'or[uluournn nr!1fl#fiudruasuinr: n{unfnqu
qnfrr.rnrit{dnrndrostflunfnlruqnf,tltou:rluourRel uasrrruluasurnlndrfiu.r d
celrrtdrfnl ru t o I r: rfri o{lu tiru riu

z. nr: rJq'ri6nr: : sr : rsiil: sndur{u f,vrrrdru n rr dr (co**erciat) do,fl u iiucd
Ayoe.rrilur{o.triunr:uouiullosil:smru (public acceptance) rflufiuouiulud:olrinrrdoliu

JoeJY
:ufilHd'nfrorcirtavuinr: ncfu nt:l#rmnu^nn'r:ilryxldur{ufdaunl:rHUuild (pubticig)
Ae166e
0{uu?luuylu1md1nqu1n

l. nr:rJn'ri6nr::E:lr{il:vttdufruf,anrriu (institurionat pubtic retations) d.r

rfiur{o.rriunr:il:vrrdufiuf,tororrinr:arrr: uEtqflaflioorrinr:fi'5iua:.rurrirI:
(onoprofit organization) dlolrinr:rrrirdrcrir:.ro{ld (bsubsisrence) fiInuorfiun-uqnurlu

ftllornil:stluu (public subvention) Inurirunr:ror:lrirrvlu (tund raisting) r,o{o{ffnl:
! J t , !- - '

nsfu olrinr:uriru{1uJ:umnd6.tduonrlurxil:yrtrYtriufilriru{1uflo{nutr?rj:s,vu
9q o u ttirlt uouiu trncnfudqun'ltdltu'utttutro{gru rildrunr:uinrRaunur,!uuavolrfrarin:
Y..)t

It lt?lJYtl{'.tuR?u

+. n r : rl 6'ri6nr : : or : w{il : ; m du fru f,n r.r n rn iJ u r a du fiu f,ri r r 1 fiu n { 1 J : v n u
-id ,, e e r , 6 t'
fi rfior{o.r :rufi.rigurairril:vrnadruuonornfi fi fr.rifi nn::usirr 1 torigurnfidor
il:srdur{uf1#rj:;mtut{rltracuoriu niu nr:riuaiunr:rio.rrdur nr:uinr:R?ru
asnzndrunr:turirrraxu { n"r rfl udu

I

I
r
:



68

avslnr:drrnfirrruri : ru?n?ufiolunr:drrfiuuuil:vtrflrufiud odsr - rlolriu

tu o d n : ou a r u fi uil fi ri r u r t uu 2n ? r u fi n l u n r r ri r ru'u n u n r : il : s tt dru riu f, d qfl u ii
uotiutiuloufrrliltslr,rrirulruaoriudr 1 660 'nr:n:yrirdunvuonndreh?il:snru
^--^-.4----^--.-9--J-,rrl^^r-^ -^-, t. rrr r o J 4.Yl:luo{n1tnrsfilillt" (Doing good and telling peopte about it) ttciila'ltrnfutuolilolriu
nramarlddrutl d.rnuiinrurnr:lrjlnouayfinruadufrudorurnrju rirl#r:rriuuirnju

J d s , s . - 
tt

urnfrurilurlrnturirt'fufiudr *nr:n:sfirduacuonnrirail:smrulfvr:rudlnr:n:vrirrfu,,

fr.rhitflunr:tflolvto lrtrlv "nttn:vfir6uacuonncirrlflrJrsul$uyr:lufirnrrn:srirrfu.
.v

rfl urfi urriulnduGudufi oc .rrcn{l#il:y f,nd,, rrirrfuro.r

nr:il:vrdufruffl rlriu os6o6ondnnr:riouurnrrufinfi jru 1 uavfi efiu,riurfu
6nsiolrjfi ld t: rovdos6nduuavirn: rsr{drnr: rJ: srduriu f,otiuufioiurns dn#rnd.,ii Ad{
4 a aa oafinurtiorJ6'tin'IrunrIdrunr:il:;trrYrr{uf,fihi6rrflu ovdoq'lrJriorirrrfiouunufir
unrlumoldtnr:il:curdurfuf,n'oosl: ucirseloq{rhdrnr:rJ:vmdrr{udodrrrirdnrio.rufi

fu n' o o y do.r rdrl o 6r n : s u r u n r :, n c u fir fi t o r n r : il : s m du riu f,dr u

auel'nr:drvrrflrlud : R:su?unllrovrrlrfito.rnr:rj:vnf,lriud

leat
ar an : r n r : d rina-il uac lru rer o f : at fr'.rrinisrn r : dru n r: il : s mduriu f,r a rovi ru

ldrnulrtuu'lRrruR'ntdurfiunr:il:cmdufiufrfirilf,'ri6ludnuoryfirflun:su?un1:gnu
Y A.

ltulyr?'l
dtrddl. li]uR?lunururuotit.tfi:sriiuuuuuur.ruuayfinr:n:yrniouliriouotir{:ounou

z. rfl u n r : fn g r il : ; m r n'dz ui6 n r : fi u a n r 6r R t u iu fi n r o u ei o ds n r
g. rfl u nr: n rcfi rd{rfl uduor: utoril: rarlu (acceptable performance)

c. rfl u nr: n: rri rdfi iu1 ru o{fi nr: afi{n?lxil oln: ruriu (mutuauy satisfactory)

s. rflunr:n:srirfidno'o:guunt:n'ndudoatrou.tyr.rir (two-way communication)

a

l.tu?u{lu

0{flnl,

doluu

doar:rJ:vndrrfuf I
nau

il:;trvu

munrnfi 2J udn{n:suaunr:il:ymdrr{uf,rf;rrlffi



pltpl]B ttlttup!,tu,u]o]@,t2cn]tftPLessFnr]nnrr.u3,run[nHtntlll[lontss3utlnot rur
ll

,rtltr s!,ul,runr hortsuctrMs0 gn$rspt[3!,[tt,Lu]ortstuntBsgusunEtlttt .z PT o Dr r '^.- -8,----!e-!eDs'r>rerll 
? ft

(uoqezuetro tgoJduou)

3ltlitl't]tlrll]hrtltltg,turu]oogtt ugUlubrugtcrtrslulr]of un (uorpzrueEro Eurreu+Uord)

3[ruUr]rptrr,Urftu@r0u s L sturuso Erto lulturulo ptrplnfr t,l,ur* 3,lruhrt$rup sruru]o

$o,l'3Ll'tgrt0tlr0l,ttstuuG0Ll, ]utrrruorflr.rgBn[3ruu*0rJr]e sruru]o]o,rsu.*,B0rlro3tr

(luaura8eueu) ilu up nrplo,l,r,ur r s sr unEl}rlun ]rL gubpl,$ n]urprss l,F!,ru 
. 
I

rLnrtu0uil{nn nntuptunt n3ttoo3,ru aa6ob^

3ull0[t]lftttuuglltl@utl ntrttr3sF,]PF[r,UropouuusLurltrpll ]rtrrtr3c,[r]otnttrol33,[ruM

l'ulttt9nctuesusLueullntt10[rtnnllgor,rr n$rs3l,[r]otLUungr ]unflts!,nuttFl.tt!r]o]r30

$p (ruatuaEeueu) crurr*0rlro3l.r3u43fi0Llr]o,brarlrr{s!,ru nELcffimrrtrssF!,ru

Ltgnurtpttr3g,tt tP 6 6 I

IrufluL0utr6JlEpaurrBnlrt,t],ttn[uultLruLnnsunenuu][P[ n],ppsrn ogL0L!,uprE

nm ta rpB pls tp o g r6ull 3, r n grtor Jru r GnlrB gn g]tr r uuut :,cn]rn* r 13 3'[u' t u

u[]0ut n[ o I ]r ltu]lro nn @trug n*

ntLurtsull LuFlogl'tttsl,clouulont! Iltu]o]tu0rt!,t,goi,on rgrutrulrsturu]o]otrtu,s!,u

stunt0tnpuuDnBr:ono0ntrttr3slt Eolroul nlrru ntrrsfslruronhpnnpo!,rruroo

stur:#t[n30 ttnul@91{lnonnllstu]t[tg (pctqlaun) Lpttrssc}ouu}@nrlruuogrrs,ss0s0

urcgrsFlr0o t !rp}! tsr,uuurncpltucsrucLp[uu.r nertr33I,ur0n3ro0BnEts0]g

rulpoutt0[uMrcltttutrG!,tt rt!,!,s0s,0nf urnpsrtrr{t}rll@F[nEt]@*r30 Sgtrr[sl,F]tu*sru
rrnu!,[]100 or*,rc1,1*,tumrrrsprtu*3rucr*;u]@p]prcn$npL[33Fsru rluL0u@n

tob gnlnpr up sruulorrunhunnuognrsmrru*rtf ur r1trr&BsFur0tr!roo

gtut Ul*tLuMlos0b[,iltr1S33,[tuL0t fttIsgF,@sl{l,tu}OUntgusUtrutluuttrcurocuBp]En*H

n#r0rfl3ru,r nru*spnuulpFLcnpmpr[st,Ft,rpopnlrrupsruru]o og]rr,r]opsrpopouuu
gtull.tlln,Bs!,ogu0!,tu0L*,*[]ttogrunt,trgr nunnru]ogn@16]r0onrlupEpcr.utul

I[oulr03]t0on0ugl.tFtl]tu3tun0Eut33,163tutr*uil rtMtrnft110rlt33m]t0ont0t0m]tr0un3tu . .16 li la l----'---F------ F p F , p

0rpLrn*,rglBr rpu suil l,runrrs !,u nEt gn*,$rpnrruut uu,tLLuc]ut rr],[nl.u30
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J.ua
l,uYl I (Step l)

2. r n r : il : v rfi u frau n n'r o.r il : c tr ryu n r : d r : r ni ilu il : c m u n' d.r 6o rfl u.r ru

z.z nr:f rrornlu{f,nfi nn'nuavR?'rudolnr:toril:srrruurfi rr: orrriruun

uluuruttnvnt:dttu'ultutololrinr:Inur{rfr.rdlnnil:;Iutfiroril:smrurfluudnlunr:
ia a e t

2r{u}ru frlo-orilulrudufi z (Step 2)

3)

z. r n r : rJ 6' ri6 n r : il : v m du r{u f, dao I n : .r n r : a' n si o fi o a r : rfi o a f i r n l u rdr 1 o

tlaunl:uouilntnil:vrylr, ,'trduar:rl:vmdurfi'urf,lrJrjrJ:crrru6{6orflurrudufi 3(Srep

z.r n r : il : v ru' u r.r o u dr o'r n ii l dl 5rra n r : il : v ry r dr rt'u f,'hj u dr rfi o htvr : r u d.r

lntioudounn:'o.r rfiorJiurJl.rufflth?firJ:vfivrri'nru8,rtJu nr:rJ:yrfiunadorJ[-ri6.nu

il: vtr fiur{u fiai r du }Judr6r6orfl u 0,, d, fi 4 (step 4)

u fi rfi uo v n : r r u n r r rio r r n rl o { n 1 : rJ : ; m du r{u fl u rir m q u fi ua ; rJ fl'ria' d 1 u 1 : o

uan.rlfir{rhldfinrou8od, o',n,,o, n ru{u rir.rd

dluu:'urruosuluuru

t?ut?u, tlu{'lu

rJ : c trud^l#dl uuiu r: m : ru

aa-d
lJ:3ruUA21rrflArilU

roril:ctrru

d
usrunlfln 2.4

9c a
R21Url,'t t0 a?luuulrxllrou

lun{rJ:;trru

J:;rrru eorhclurfrrolJ:srrru

uanlrfrfi uasn:cu?unr,#on,o,or nr: il:cmdrriu f ( r )

doar:uluuru nr:n:;r{r

r o lorrinr: h?rj: sxlruyr: ru
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nr: dr: mduniru r{orfi r oi.r

uav n r : iufl r n r ru6n rfi u il : s rrun'

frnri.rrfl uu luu'ru, ur^ru {ru, In: r nr :

nr:6nriodoar:

,*rolr,d z.s uanlrdrd,,urnrrurrn,r#orr"ro{nr:il:cmdrr{uf, (z)

finrj:v,furYudfi'unr:vtrrirdlunr:rirrfi u.rrurj:v'f,,fiud
n r nn r n fi il r u r uan r 1 { w rfi u ldd r n r : d rrfi u r r u il : c r ryur{u f,rfl u n : e u ?u n u

ciotuiol (continuous process) urirfilunr:rirrfiu.rruil:smrYrfiuf,tsrirdue rnnr:dr:rr
ifru rn'orj:srfiuo'.rrTaunn' nrtua'nttiulloril:smru udrrru:rrnafildrrnnr:il:srfiuif,u
rirrru'rru{iluuitlt:tlo.tolrinr: rfiorirronnrrr{dnu'nn'nuasalrdornr:{oril:crlflux.r

n'tt:ottrituunrfluuluulutlnclluzyrr.rrJn'ri6ro.rorrinr:udlirnrrdoar:uluuruunsnr:

n:vrirtolo'rdnrrhl{nq'urJ:;nuurflrrrru rntocirlc::rinturdrhduddturiu naru
u'uuxrlsou uacnludeuu'oafiuaqu o 1nil: s grtu

E9D
3D
cfD

G9to

EDP

tleD
3D
crD

c3r
@

I
gD?

E9D

=D.ID

C!e
c9-

o?

t5D
3D
.,D
cg

CSrI

!E.

n{uil:;ttrunrulu nrjril:;mruRluuon

G

-D

HH



ttl ttErr n$nP rr s r' 
Fnr l nnrr g t, r ul.tn ptp o* n*'tr Er,!, 

u norL u jru$ s n[ ]0gr0r c f s uhur
nFl tLlL0t03l,u3ltll0t&ntrutrtoP*[3tu EEtt,tttt!,IubBtsuttsruUst,ttnur sru,1trtS]p
l,uru@t*[l,ru r0rcocp]0il[]uungru ntrt Flngnausslrr ut3!,F L nrunlnluurr[3s,lr
@slogurogltoppl]o],30cro]ju]rfl, 

2crr]rnpuTs!,Fnr]nnrrgsrun[]& L nltopognot!]oEur eF ? f P ' 7
lo,Lltruruu:urr L ]rpogI;[r,run[unuursunsrusclurcs rpernrrnlru;ripo,en]rrprs3r,[r

srun[0s]oguroEr.rop$[sruntnMr]rs!,run]o*,30 flnr6untlnnrrppogrrcrr]rnprtr33lrur

,cn$nprtrsipnt.or,5",g3runL M,t usr,ur33,[rgsrcn$rprtrs3[rs,rpopoft]ogu,$[ .€

t0ulollr$0}tlruttupgl-urub@$ofinml33[t]U]ntlr,tlft 0t6un,trtr3s[t]@,tntSntp

0uutsol33,ftuM]9]ttt9]o*t]3 ntrtrs3[tuil0[nprrcu]rarrogtlcn]rmrLsssFnr]nntrgst u

utn9$gogll'tl zcnltrPttrs!'[t3ull3uroP30,u]ps3[ur'r]p]pogt{}ogrn[0[nprmr#nfitjr:1,F,

$[ nfttrst,p[r,utUtpuuttr[0[npmwu]r;rrsLucrogl4unurtr]ape0 g[unrugr,rsru]l,ul
0g14nr]nHiltrrunIst^rttrLe3!,[rr[nr]uMsuil0Mr!,ru ntrr,LesFun0Lnpftrcu]L,*p .z

tr t s tA n ,[, 1,1 3 3, 
[r} [2C n]r np L tr 3 s 

F, 
3 u il !, ifi ro Mt !, r u u n

tusLu$6 n[]uMrt ,lL4Pognttug gotpFlnntt.u]o*,f 0usru,u]o]otLnrlupEplunur0u@11

u $ng!6il*u c rsdnopts0 ro0nft rs sF gtrl pg$$pgb ur s[r s,LUnogr.rn r cuguu grulrup
a r uo o n ul- u 3 r 3, Iil,c n$ ltp r tr 3 l, 

lur r ] n nrr g l, r u nt ]r r p fop r p n r E rut n 
Er ]o s ur r .. L s r[!g,,

sull ..Fus3sF" ntrLtr3s[t*t[t!t3cu ul,llniLulnnnfitogr$rlts3ugt-u 0t]Lrglnrrullt:uil
rcratpogo&tsruurrsrurrp nss,cruuEgpglrgrglru:cp$u luorrl.r ur!t3!,u3,Lu .r

El*, Fnrlpoulg1rgF
u-unogu!b$ ,cnltnPttrss[,sLunt],]tu,nr]L!tpPoEnarqturrtrr!,[ruf nFrLucr,urB!,[r

nlr0o0rrl l.rLFto t, t{,u}lr:rpbuclgb c s nplogu ,s nrtnjr[[3 t,Fnr]nntrgs ru

tlt$np 
r rrspnrlnsrr l*rungcBE g$$pupnngpnllripr rsr,Fun

nuLouruuuhcpnl (rorenleaa) uunnrarpp8un (rorlEcrunuuoc) stpopotrurosturgtp

(Iolasuoc) tEul,Ft[lsntttpplp (IouaNIt) nutuunrsurpn;glngrgrnr4r!llgFn$rpLrss[r

stunt*,ntltg,tgfogu,e nltmJrt,[ssFufl tuuuoutrsu{!,n0Llrnuutr6uu[]r0@nr]r]t]a*,i0

utr rnutlr8o!0l tntrr[3t Frtg,cn$rpt r3t,F,]osrgrlrr{r(u[s]g ,cn]urprtr33,lrun

F[euMtuctllrss[tt38utlrtpetrtltlBrcn]rrurL[3sFnL]nntrusLunl LsrurnurFrnsnilL.u]r[

ttououto l,tuulolo,L!'tuutotlroEns,rnsBorlrDnLsars, ntrrfirs1,]o,uu.uuurrrru3rr 0csrp

I'tuutc*,[BuMrLsr0sstun[tal,Iu{33tun}P2cn}rfrpr[33frun rpllnsrsssFnpFn]rrsp16f 3[r

sruntB@[uMrltfrrruurFl.rst,rurss0ur0uon pcn]rttpLtr*sFUIl rr*r[nrr30 nltsu
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.d.AA
odrlfiil:cfimGnrnunsrr::qnranruinqrJ:varrifido{n1: rfioraf rdulo:rnr:il:ssrdufiuf,
udefi hin a: fi o r f, u rio n s rn usi o n r : il : v,fi u n a q nn 9r

vavvlu
rind:snfiurflurifluuurRrru6onr:il:vr rfiufiufluri.rnqufi uaviGrlfi ri6

n r r u {n l u r{r h l u uu r R ? 1 u n^ n u a y n r : d r ru^ u r r u il : v r r du rfi'u f d.r l u rf, r vr q u fl r a v

iirJfrrfra'riu'irrflufi.rdrriqunv'irrfludrrfurinrJ:cmdufiufuav{fifinuruior.lg'f6rru
t !a amxdruii iic:sdntauodr nr:il:vrtdurt'ufrflun:&u?unr:siouio.rfihirqnui.r (dynamic,

continuing process) rturnrru6nuo{nr:il:cmdrrr{uf, 8.rrfluu.io'nlurfilvrqufiuarifirJ[-ri6

6ui r w rj rn :.r'lrJlu fi ayr r r si o lrJ d n'o

t. rfl unerunururuotirlfi :;rfi uuuuurmuornfl ruf,nnr: uioihuuir r:
z. rfl unr: rJ : sdudrn lu{dnu'n6nt o{il: cttru
g. lfl u n rr l dr rfu f,: ; r d r.r o r rin r : co r riu riu il : s r r r u

c. rfl u n r : n : y ri r fi da u dn : ; u u n r : n'n si o d o a r : a o .trt r.r

s. rfl unr: afiurn;f,n glil:;nuo'fi oqjlun: ouurimiur : :u
o. rfl unr: doar: lrJ{rJ:sulru rfioafiru: : urnrauilrnlrr{rlouayRlunoln

t?rnu

z. rfl u n r : n : y ri r rfi ohflrfi n n r : u o u iu ua v u'uu 0 1 n rJ : v mru
dIil

t tu e n a u 6n l u n r : d r ru'u.t t u il : s m du rfi'u,fd.r l u rf; r vr q u fi u a v ii rJ fr rio 6.r rfl u l rJ o d r.r

iriuo,ou,,avi:vuuttuulletu drrinrJ:vrrdrr{uf,uio{rJn'ri6.rrudrud rirovf,nur*osld
itr:orrgrorln:'n:argh?6rioufiosnru'o6rru'urruil:srrfiurt'uf,r1nnf.r ,du^u,,a,

laaj,ae, il:;dminrntowrufrrirfil nolr,,

z.B naouif,adr6sa{o.r

arr lu rinu a'r dlrn g ad 1zsrzl f, nu ri f,urio l "rif, u n 6t o s rin yi o l rfi urfi fi si o ao r u fi
^r^--i-^ e. o ! i -?10{lvlu2 : dflulfltoinarnrir nn=lf,u nI{lvrflxl.t1ua: uudr{fifinr:f,nurqlinrru6nrfiu
lunuourdo.rorn{finr:6inutqltvfinarunrnuirqr rujore rnfiil:saunr:sildiunr:riuuf
urn ,do,rXunu,uriloutof,u6lrfinnr:rilEuurfiuuriuunrarir6ul unuxo{rfiudoun,r:'o*fio
air.ro::rifirluri lfirfianr:rJiurJq.rluvrr.rfi 6
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2.9

d r ar, ! l rt Arfiufiunviit{o{ritduoln t?ufi{6run1rAod1r nudr u:lgllofificionr:dnfru1ollfiur qriu

ru'n filnin n^rr:X:01lu:rduurn 6o nr:Irruu1 4) {oqalihlilriruqnna lduri rua orq
a y < _^-.tf.yy---9_-4-.r_-"1- e o j , j . ao1flil:vnun1:f,nu1 :1u ln 0{il1nmogo1flu 01u?udxltnr/tulvio{rrfru2 tj:;mnto{dulin

fiurrioufiu? t1l{uufildlunr:tfiunrr finarurYrvTuf,frunr:dnfiulourrfiur 4rIurfin ilrnin
J t ae ' Y

lilr:Ur0i odrlfiriudrdgmt.reict'fi:sdu o.ol :?x?T{yrudr nr:rilnfudounvu:lgl1ofi
.t u Jv v-s--q-----{-- - o a v Jav c - -oj ofi?1UdUllunniln1:nndu l0ultllu2 QYlUtUn o{ilintils:Uroi Irludrdqmrla6=dfr:vd'u O.Ot

'aaa
nroulru?Rolunltflnul

q -,4 ,rir- --- a e v , i r io, ,
lu n1: f, nu 1rr o{ n ?luil {il o I 0r, ortll nn o { rm u ? lm ufr iiei o 6i?u fl dil n1 : n n 10x o { n 1 :

t i e u a- d{ e .
riolrfiurilluinalrqE ! n:t{if,nur fnrioufiurfiurrdrrllrurJ:sirfl .rluuriuAueur6on:v

u1r'ru01 ft uinanqi {rirnr:finurlddruunn:ouuu2n'nlunr:Finur 6ld
2.9.1 drrnj:64:E (Independent Variables) ldrri rna o'lq :;dunr:finur orf,r

rruld

2.9.2 druil : nrt (Dependenr Variables) lduri n lufi .rlr olocionr: ri olrfi ua illn in
a 99ailq:xo{{lxlflu{tuil:;{rfl .llul$iun'udu16til:cur:1u01 fr{uinnilqi drudrunatmr.r

J r d 9 t, . , a o J d d
nlrnaln filudlrilu + dru lduri drunfinrTorqi (product), dru:rnr (pricing), druanrufr

(Place) uoudlunl:riltaiunt:tlu (Promotion)

0tnfl?lildur{uf,iro.rfrruil:64:s (Independent Variables) fiudruil:sr1u (Dependenr

variables) drncirr d1ul: oudn.trfl uunuafi ld 6'.rd

f,aurh6c:s duurherru

*n? Iilfi {il o'losio nr r ria.rrdur
uvAo{il2oailur

- druno'nriorci(proauct)

- dru:ral(Pricing)

- druaorufi (puce)

)r.a- A1Un1:d{rf,:Un1r1,lU

(Promotion)

flnuorvnruJ:u!lnr

l. lTtfI

2. 01q
oA3. tcnun'rtf,nu1

4. orirrr

s. :luld
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UTIII 3
ACI A c/
?fi01:?ou

nrriinu rnirdlffi nrrfi nu r6rdr:'lr rn'of,nurnlufhuslrtorrinri ouiiurlnuiifi

iorirunau nl: nolnt orn r: ri oufi uef,rr in arqE : n: fi fl ns r fn?io{rfi urfi lrr{rru{1u
il:siril uuuriufiucurdru:vur:ruof frluinavrqi loufiriunounr:finul 5 ,iroo, 6'od

aaaJt,
3.4 2tn1t?lR:lv?t,tro{n

adcao
3.5 ?[n1:ulrfluolraEr1u{1ufl an1:?,[u

AdAytgt3.1 ?finl:lRUr2ur2uflo{auffiolrqui2oul{r

a o- i4
nr:f,nsriilufirilunr:ifurf,.rrJiuror (euanritative Research) rfiu{oualnunr:1d

ia-r{.sadArY
uuudouolrfr iid'nuorcilaroilnuacrJaruiln fi : run;r6unnr:if,udlfi

t,
l. t . t J : c r 1 n : I o { n 1, i frun i.r fi R' o il : c ry r r u n r 1 n u rir 1 rJ fi r r ri o.r rd u :1u.r r u

. A d Je o a
lmunudrlnoil:su1: luor t{fl 2noilq:

. e . o ----3!, I ! y^o q 9aa a d 4
3. 1.2 nEUn200lrr lU nl' ?nuRt.ril {adulfr-i nr: rdonlluutolu i { fr o ldon0 ln

rinrio.:rfiurfi1#narudrrun'olunmnouuuudouoru rilu{ru2u lo0 :1u

t.z raio$iolunrriinur

A a q d 9 h, r
rniol iio'lu n t: rfr u{o1a lduri lru u douo'tr (euestionnaires) rfl u uludou o'ur

ilarurilnun;Jnrufln Inuln:rafi{,r,0{uuudouoru uriroonrflu z noudqd

,u*d t {oXodnuiltytl{iltEflrn:rsrfnrioufiue lduri nra o1q do1un1iln1:

nu: d :cdunr: f, nu 1 01f, il : tuldeiordou 4r'ii rrur Inofi dnuorcdrorufl arudldon
(Multiple Choice Question)

j- n i u ! a .noufr z rir o ru tfr u2nut v nuR2lun{rr o hi oih frsri2u Hf, u?t't{ n1:na tnro{nl:

-dd9.o.
3. I ?[n1:rnilr2u:?x,Uo{allacnltqug{20u1{

t.z rndoru'olunr:f,nur
d9

3.3 n1:lnu:2u:?ut,oun

,ieed
no{lnu?n{ilmailqr

77



78

luu u d o u o'r l t u n r : f, nr', o i.t d rJ : y n o u ltj drori r o r u rfi u r fiu il o t'ud :u n ar n r r
.ieea

n1:nnlnt o{n1:?io{uiiurillrinanqi il:vnoudtu t dru lduri ninfiuqi:ln1 ntrf,n

6ruriruuasnrr riqaiun'r:,r,'ru Inufi ndnrnorq{nr:h?nsuuu drd
a, t, q Y o a . . "nr:lfinv uuu{oXa lfinsuuunru[ tn Likert scate Inudrnundlfi

ulnYrqn 5

4

3

2

I

r -ds r ; i u e 4
druiG inri lrnA u16u?nu: unuR 21uil{il010i oih fruriru ndrTr'l{nl: nolnr o{ n1:

vio.rrfiurfiirinayrqi tdiiinrruu Rating scate iiirirurJ:fiurflu ulnfiqn rrn ilrunax
,rluiI

uou uounon ${d1u1:oalrqfl urrn: inld dld

tt
x?{il1{t,ottfiulluu

a

n1: lru: ft?llJl{ u 1ut ortRSuuu

rirrq6u

1.00 - 1.80

l.8l - 2.60

2.6t - 3.40

3.41- 4.20

4.21 - 5.00

RSlruu

nslluu

nurtuu

ngtluu

nglluu

uln

ilrunar.r
,,

uou
vA
uounrln

5-l
0.80

5

v40
:gnilR?11t1't{Tto l0
vA
uounEn
,,

uou

ilrunnrl

lJln
j

xlnmqn

nvuuuq{qn -n;uuudlqn
+

01u2uxu

4
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3.3 nru6ur?u:ru{ouaI

nr: tfi u: au: rt{orya rflorirurfl nu rrior naufilu ototsrrinri strfi urlvru;ilAo

rirunaunr:nalnxo{ nr: rioufi urfr.ru inanqi : n: 6fnur rinriorrfi urfi urr{1su{ ru

rJ:virfl lruudu6uautdtvr:cur:tunl f,.rrinanqi {rirnr:f,nurdrru^unr:rfiu:ru:ru
t

Y eaxora n{u
I

a I € a - IJ o ' Y

t . uu ri.r{oXa46u4i (secondary) ldorn{oXafi fi {:.lu:.lrl{ 6'.rd

l. I londtr lfi uariu nr: ri o.:rfi ur fiiu inauq:'
oAa

t .z rrir f oyrrrirrnr: uyrn2lu unv : ruuui ilufi rfi ur{o.r

t.t 6urnofrfin

z. un ril{ol arJl u4t'(primary Data) ldrr n nrr lduuueouo turfi u{oX n r rn nnclu
ry t . e^^-l-- t^-11-J. . - -.!n?oul{ r1u?u 100 n20u1t lnuu{unounr:drru=ulrudlii

2. l {rimlr ff nurf,nrnSouuuufl ouorrh{rf, uu ofiu 6 rurufi dornr:

z.z rfi u: ru: rr{oxa Inul#uuuaouorurfl urndorl'slu nr: rfi u{oua rrn
I e , i. a

nQ!n?0u1{mil1n1:flnu1

a.a a lyt.4 ?[nlr2rntlufitoua

d lla
nr:Finurnicfi ritunr:f,nurrf;.rrJiurnr {finurldrir!ruudouolrdr:rr.rldri.rrun

uln:?0doun2ludxUrofuaca{:fa (coding sheet) unyil:suranndolodrr,oduo

aoufr-arnof InulrJ:un:uc?rri o grJ Spss lunr:irn:rc#{oqa 6ld
aaa

OOnlItltI::OtUt @escriptive statistics)

l. nr : ira : r s r{{ox a dnu or s n r r il : s m n : r o r rin ri o r rfi u rn c! r dro ti r.r

il:vnoudru tilfl olql nr:f,nut oriu :ruld qu'iirrur Inuldoo'Elunr:flnur dqd,{rurs,ur
, i ri,

rirnrrufiuncrirlounc (percenrage) udrf rrauolugrJnr: r.r

2. irn: tsfu r:cdunrrrlf; .rnolnsioil o iludauHauil1{n'r, na1nfl o{n1:

rio.rrfiurf,iu inanqi ldrirrndurnrnfi n (Arithmetic Mean : X ) un; riruduo,rrr.,rr l 
-,,

(Standard Deviation)
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3.s ?6nr:riuauolmvrtu{luruanr:iffg

.ioJ.voJ
tfroirn:rvfi urrirnrruf,iriuftordruil:nru uasdruil:6a:r dldrirnr:iiluwld

a661unr:irn: rc lt{oln ft d
r.s.t afin'rf,oirr*rl (Descriptive statistics) rflunr:urrirnxa66dulru lduririr

louac (Percentage) ttnsritnerud 1Fr.qu.n"y) rfioor'urudnusrsto.rnrludrodrl r,fu rna

olq : v du nr: f, nu r rfl u du Inunr: irn : rc fr s uao rlfirfi u 6r dns orv fialrjn r.r

il:sfin:aranf

3.5.2 dfi6'rt{oqil1u (Inferential Statistics) rvr'oldlunr:irn:ryfro.rdaurJ:sirl 1 Inu

ldn n a o u n rr u dl r{u f,dr u ch i -square,n' o r r n r'r r dl r{u f, : ; r d r.r dr urJ : fi a u l t i t'u d.r iif A
ceu.oooi-A

drilun:cduriudrf,o;nr.re6nii:vdufi o.os rf,onnaouartfil ru
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ultlt 4

,{aorremnvr{riorya

n r : i i'u rf o I n r r u fi I t o1 o t o I f n ri o.r rfi u r 1 vr ufi fi ei o ri eu fl d u n r r n a 1 n ll o { n 1 :
riolrfiurfr.ruinanqi : n:fiFinur rinrio.rrfiurdurr{rrusrurJ:sirfl rruudun'uau16r

u:sul:ruol frlrionvrqi Inulduuuaouolutlnnrltrhotirl'i1u?u 100 nu n'nrflu$ouav

roo ldrirnr:irn: rvr{uasrirrcuoaranr:irn:rsri{sryaerruiirdu d.rd

4.1 nanr:irn:rcfdnuilsnrsil:cmn:r,orfinrioqfiue

4.2 na nr:irR: rvf{o1o:vdunlun'ruolotorfnri oufi ordoilr fiudau neumrr
,ieea

n'l:nalarro{n'l: vto{rllu?0{t{ ?nnilut

8l
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4.t flanr:eranvridogafinuosnruJ:slrnrtocrinrio.rrdsr

an ru frr hI t o.r n rj u dr o d r l t oo n u rr'o fi r n r : irn : r s rf 6 r uu n n r u dnu or ; n r.r

il:smn: torrinrioufi urmrlmu uanrlu gilnr:rr lddrd

j-- . ,, rnr:l.tfr l.t ttcosciruauuaviotlavm.rncjufriotiu tirrrunsrrldoXatnuasnurJ:vrln:ro{r

rinriosrdsrnrlng

olu?u louav

l. lTtft ,'tu 35 35.0

ilturl 65 65.0

t?il 100 100.0

2.oIl drn'ir zo il l0 10.0

zo-zsn 45 45.0

zo-roil l3 r3.0

rr-sofl 30 30.0

urnn'ir sofl 2 2.O

t?lr 100 100.0

3. ooluRliloil:3I Icn 70 70.0

du:at 30 30.0

t2lr r00 100.0
_vA

4. tlounmf,nul ilr;ouilnurniodrndr 2 2.0
9a
UIUUflNU'I l5 r5.0

rJrmjra.riorfiuurrir 26 26.0

grndrrJiqqrni 5 5.0

t2lt 100 r00.0

s. orlu rlr:nouqrfiorirudr l0 r0.0

nfnlruuifmronru 36 36.0

rin6ou-rin6lnur 23 23.0

{r:rlnr:lrrinlru
iJicrnfir

2t 21.0

il:;nouoriuo'a:c I 9.0
.t
ou1 I 1.0

t?lt r00 r00.0

duqud*ffi
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.it
snrr{n 4.r (no)

oloorl{d 4. r ilu'il rinrioqfi urrirulnqirfl uruau fi .r 6nrfl u lounr 6s.o fi orgoqi

:vu'irr zo-zsfln^nrflu$ouas 45.0 fiaounrvrlan n'nrflufounu zo.0 fi:ydunr:f,nur ilarl
rjra. uiorfiuutrit finrflu$ounu 53.0 fiorfinvrrinuuuifnronru n'nrflufouas go.o i:ru'ld
i,a&ila
drndr l0,ooo utvr finrflufouav az.o fi4fiiirrurciauluqidnqo,rnrrrun: Enrflufouac co.o

vur-ritotaa ouorsrll{ur! rlo:ro{unilotilltu2 6ruru v
touo!

o. rruld 6rndr to,ooo urn 47 47.0

20,001 - 20,000 ulyt 24 24.0

20,001 - 30,000 u1il 2t 2l.o

!1nn?1 30,000 UlYt 8 8.0

,?lr t00 r00.0

z. qfiiirrur nl{rYrflulf luR: 46 46.0

nrnnar.r(fihild nYru.) 25 25.0

nmnt2u00n 8 8.0
A

Rmluu0 l4 14.0

nranciuoonrfiuuufio 7 7.O

nrald

t2x 100 100.0
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4.2 3{onrtetnrtvr{{oXatvfrunrrufl.rilo'lo,uocrYnrio.rrfiuasioitofruci?uflflnill{
tivu.lnl:naloto{nl:no{tmu20{il?oaffil,

i-alvad.,.'o1:t{fi 4.2 ttdo{fl a ntrTtatlvri:sduarrufi lnolotolrinriolriiuasioiloffucirunerill{
rivua

nl:gtolot o{nl:il0{tilu20{il?ooilrl:

i-rerjde
01nn1t 1.{fi 4.2 ilud1 unno{rytu2xn?tuti{rfl olosi oil r i'udrunalmr{n1rnn1nn1:

rioufiurtorfiiuinanq6 Inu:auogilu:cdu ilrunarr (rirrndurrirfiu 3.29) rfiofirr:mlurri
acdruudrilu'ir ilt6'ud2uerdrryn{n1:aa1n drunr:fiodruilru finlufirnoloo{lu:rdu
ilrunarr (rirrndurrirfiu r.cz) :o{a{illfio iloi'urirunrduyrl{nr:nnro druHa'nfinrc{frn'rru

fiu'roltoqllu:sdu ilrunarr (rirrodorrirriu r.ar) ihi'urieuHduyn{nlrnnln drunr:

rirairnr:tru inrufirnoltoqjlu:cdu ilrunax (rirrn6urvirfiu 3.22) ravilof,urirunar

rnt{nl:na1n dru:rnr finllfilvroltoqilu:rd'u ilrunax (rirroduryirriu g.oa) nrudrdu

(n=100)

{onaru x s.D. mJarua

-e4flnnnil.yl 3.41 0.50 ilrunar.r

,1n1 3.08 0.s8 rlrunarl
a

cloluTt 3.47 0.45 ilrunar.t
ta

n1:cr{lrrrxnl:{'tu 3.22 0.56 ilrunar.r

t2lr 3.29 0.39 ilrunarr
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fltrr{fi 4.3 ltoo{flant:?tn:rvritvfiunaruflqnolororrinrioqdursiorJo6'sciruHClrm'r{r
, i v v ay A v tnl:fl alorro{Rl:fio{lfiu?o{il?oailu: olufl afl .f, omi

0'l n n 1 t 1.r d 4. 3 il u d 1 rin ri o.rrfi u efi n r rr fi rvr o1 o d o il r ilu dru n au I { n 1r n n 1n n 1 t
. j v v a J a o /s .arioltfrurtolirrinauq5 drunfinfisrci Inu:rr,o{tu:;du ilrunau (rirroiuuirfiu r.cr)
--i^-e^^-^-^-l!.-.-^-.^r!, I . <i ir o r a a .ruofr'or:otrtilu:ru{ottdrnu'ir n1:frIu:rBlanrufirireulouaruur,rrt uR21ril{no lootilu!

:vduurn (rirrndurrirtiu s.go) :o{n{u1 n'o fifiri'norfiul#rinriorrfiur'ldrfiu{ilogio61u2u
o.id4alrCe.
fnrioltfruaiinrrunruolooqilu:v6'u iltunarq (rirrn6uuirfiu 3.28) uasf,suinnnr,;ifiurrir

rioqfi ururn fi nrufisuoho{lu:v6'u ilrunars (rirrndurrirriu g.oz) nrudrdu

(1=100)

v
1'OR2lU x s.D. mlara

q9a6sd

0{il 2nailrl:u lu : lil doluYr

ilrautrrnruuri.r

3.90 0.67 u1n

e v aa;o AYs . i
0rn{?aail'u:lInfl n lilunm o{rYtu?

e 19 d I ciln larilu{lro9lonlu?u
srj
unilo{lytu2

3.28 0:t2 ilrunar.r

oua6.ri
0.r l{ ?n ailq : ill lil a {m o{ ryr u?r 1 n 3.07 0.72 ilrunom

.a
t2illoau 3.41 0.50 ilrunnm
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stltl{d 4.4 uco{stanrtetnrr;r{:vduarrufilno'loto.rrinrio.rrdsasioiloffsd?uflermrr

nl:na roro.rnr: rio.udsrffinioanrli dru: r ar

o',nr',t,.d e.n uudr rinrislrfi urfinrtlf,rnohc{o ilofrurirunduytl{n1rnolnn1:
, i e v ai a 6 ! rriolrfrurtoli'.ruinanqE drurrnr Ino::ulu:sduilrunnrs (rirrn6urrirfiu 3.os) ruio

n'ot:utflu:ru{oudrnudr fifiudr{0.rfi:cf,nfil#rdonlu:rnrgn-r::u finrrrfirnoloo{lu
:sdu ilrunnrr (rilnf,urrirfiu 3.16):o{a{ur6o:rnrfifinoqilu:;dud,nr.,ra, fin1ufi.r
uoltogilu:cdu ilrunarl (rilndurrirriu g.tz) uasrirl#rirurfiuariuorur:nr:fiuuirrurru

liluu.r ou rfi u lrj fi narufiln oloo{lu : sdu ilru nam (rirrndunirfiu z.gz) nruiirdu

(n=100)
v.uoR?llt

x s.D. mJaHa
. qrr i e 6

n1 lTnlulnu?nu 0 1?t't: n1: nu

uirronru liluYr.r rurfi u tJ
2.9't 0.89 Jrunar.r

i- ra - i
: ln1nilnog lu:unuilll.t u1u du 3.t2 0.s5 ilrunnr.r

a'u drr o.r fi : v 6nfi lfirdo nlu

:rnrq;6r::l

3.16 0.61 ilrunnn

ca

t2una8, 3.08 0.58 ilrunnr.t
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stttl{d 4.5 ltdo{flanrritntrvd:vfrunarufi{ilo1oro{finrio.rrdsrsiorlodscfuruduill{
r d- -l.r--e, ay j

o1:oa1010rto1:no{lmu?o{il20affi1r dluilorum

01nnltNd 4.s ilud1 rinrioIriiurinrrlf;lnshdoilofrurirunaunxnl:nn1nn1,
. j v o a I ioriolriiurtoli'lriaauqE Crucorufi Inu:ruo{lu:sduilrunntl (rirrndurrirfru s.az) rfo

fior:snrflu:rudoudrtudr fi:suvnr:r6unmhilnanurfiulrJrin fin:rrffuvrohogilu:vdu

lrn (rirrodurrirriu 3.95) to{n{trn'o fiuuri.rrio.rrfiurl#ra'onrrnuluraluuuuluuirrsr

1ndr6u.r finlrrrn'ryrohoqilu:;du rlrunarr(rirroduryirfiu 3.30) uas fiuurilr{nduu#or.,o

t:rutrn' ttuurirudr ttaslluulutu'or finarufi.rlroloogilu:rdu ilrunarr (rirrodurrirfiu

r.tz) nruiitdu)

(1=100)

I
t,on?1il x s.D. mJaHa

d.o.J
uuil n {il nfl ouYr{Yr1{ [ : : urr6uuu

ciruda uacIluulurr'o{

3.17 0.71 ilrunam

: s uv nr: r6unr.r'hilnanurfi u tjrin 3.95 0.67 uln

uu cirrioqfi u:fi hlrf, onu 1 nr ruil a 1u

uuuluuir:srlndrdur

3.30 0.52 ilrunam

at?rloau 3.47 0.45 ilrunnm
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stltl{d 4.6 ltco{Hanrritartur{:cfrunrrufiwroloto.rrinrio.rrdsrciorlof,udeuruaunrs
r j v v ay r anlrnalot,o{n1:no{tltu2o,tu2oailrl: olunrro{leiunltl,lu

(1r=l0O)

vrroa?lu x s.D. mlaHa

rfi urni{rdurldrj : r cun u of

flnruoril{nduul

3.14 0.68 ilrunar.r

,r,,d
t oxo111?d1: n1: Yto{rYtu?o nilil{a
d rrr. , I

ll.rulrou lnuuuoun:,q

3.29 o.76 ilrunar.r

9.ric,
x o{41 11ft'l: fl 'r r 7r o { lvru2 d : 1 {

n rrur{rto ua v o rlrtfou'r nu'l!
t tl

addr
lYlu2lruuoul

3.23 0.66 ilrunarl

.a
r?uoas 3.22 0.56 ilrunnr.r

01nn1r1{d 4.6 ilu'i1 rinrio.rrfi uefi neufilytolnsio ilofrurirunatnr{nt:na1nnl:
. i e e ay . arioltfrurtolilsrinnnq: n1un1:d{tn:xnr:t,1u Iau:ruo{lu:sdu ilrunnrl (rirrnfi urrirfiuI

t. zz ) tuio fi o l : il 1 lfl u t 1 u {o u dau u'i r do q n d r r d l r n l r ri o { d r. q n n r,fi u u a c l do'u ri o u n f.r

inrrufilnoloo{lu:vdu ilrunnrr (rirro6urvirfiu 3.29)ro{a{u16o i{ouarirrar:nr:
I

, i 9t I o o o I
vio.ttfrua airlnlltdrloua;g.r1t1#ournurrfiu:fifi riout finarufiruoloodlu:cdu rJru

-r i r u ' Y

nntl (ritrnfiurvitfiu 3.23) ua;rfiurnflrdue'ldil:caunr:oiraaruotimnduur finruf;.ruoln
o {lu : vdu rJ 1u na 1{ (ri rrn 6 uui r riu r. r e) sr r u d rdu



umri 5

apJnanrr?fit ofiiltr,fla uavdorhuouuu

nr:f,nur5ilu6ol Rluu'ltolttorfnrioufi urlnodioiuri.rndunlrnn.rnt o{n.l:
riou

YioIrfiu:fr.rufnanqE : n:6f,nur rinrio.rrfiurdrrr{rrru.rrurJ:s,ilrfl rruudun'uaurdo
n:sur:ruol f,.ruinalrqi rflunr:if,ulurfi.rdr:ro Inuluund,flrn.,ro1ilflanr:ifruuac
on'il:runafildiuorn{oxnfifnur ,.rrf.rdu,ououuu fiar:vdrfiqdurvf rrauo6,.rciolild

alJHanr:ifru

t. doladnsilcnrlil:Etrn:torrinrio.rrfiur yru'ir rinrio.rrfiurriruluqirflunra
u{r fiarflu3ouav os.o iorg:rudrr 2o-2si)n'nrflu$oua;45.0 fieorunrulan n^nrflulsu
at 7o.o finl:iilnur:;6'urJirgqrni n'nrfluioua; s2.o fiorinurinlruuifnronw finrflufou
aY 36.0 dotn'su i:rulddrndr to,ooo utvr finrflufouac lz.o iqiiirrurrirulrqjfi
nq{rnilux1ua:{ finrflufouav ff.0

z. : s du n fl u n'l n o 1 o ci o il o fiu rir u n au m 1 { n 1 : n o r n r o l n r : ri o ufi u r fii n in a rqi
2.1 nl'lun''lnoltto.rrinrio.rrfiurfifisioilof,unr:noronr:riolrfiurrolil.ruin

nuq:'Iou:rrogilu:vduilrunorr (rirrof,urvirriu g.zg) rriof;or:arrluusiavdruudanudr
ilofiurirunflrn1{n1:elnrn drunr:f,ndruriru finlrfflruoloogilu:;duilrunn* (rirrn6u
rrirqu 3.47) ,o{n{urn'o ilofiuriaunernxn1:narn drunn'nriudfinlufirnoloogflu:vdu
ilrunarl (rirrndurrirriu t.ct) ilnf,orirunouyl.t{nlrnara drunr:ri{raiunr:i,ru finaurfil
noloo{lur;du ilrunarl(rirrndurri'till l.zz)uayilnfiuci?unduyrlrrnl:na1n drurrnr fi
n t r u n'l n ol o o gilu : v du il r u n a I I (ri r rn d uryi r f,u r.o8 ) n trl ii r du

2.2 R I t I n'l vt o1 o t o I rin ri o 1,fi ,. ii I a u il r f,u ri au r.r du ?r r { n 1 : n a rn dr u
Aot

flond'orqi 1o{nr:rio'lrfiurlnu:alo{lu:;durhunol{ (firirrqdurdrfiu t.nr) ruiofirr:urrflu
:ru{orrdrnudr fi'rrninanqifiIu:roranrufirirauhurn (firirrndurrirriu g.rr) rfiofior:0,
h?: s du n r t u fi .r n o l o l u : c du il r u n a r.r fi ri r ra 6 u -q{ rl n (fi ri r rn 6 urri r fiu l. go): o l a l u r fi o
fr'ruinoxqElii tr{rfnrlo.rrfiurrinldrfiuurorisirururinrioufiur(irirrsAurdrfiu 

t.zs)
:slalurfio f,'ruinarT q:'fiuurilrioltfiururnfii:sdurisunn'ogjlu:udu6rn.irodr.r6u(fi
,i.u

fllt$nurnlnu 3.07)
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2.3 nrrufirvroloro{fn?io.r,do, dfi riuilrf,uriru nalnl{n1:naln dru : rnrtor
rirad

n1:fio{lfrursruudu6ucrul6oil:su1r1uoff,{r,rionnqi Inu:rro{lu:sduilrunal{ (fi
rirrodurrirfiu g.og) rutofior:onudrnudr fiudrrord:;dnfilfirdonlu:rarqn-r::urflufirfi

rinrio*fiuah?:sdunarun'wo1olu:vduilrunnrririrrnf,u g.rqn (firirrn6urrirfiu r.ro)
a A e rq n A -a. j . -:olaurfio :rnrfir{noqilu:vdufiruulcdrr (xnllonulytltiu 3.12) ua;rirl#riru6urfiuorur:

46ltaat.^,:t,
nr:nuuiresruu'hiuumurfiulrJ o{lu:v6'urirn'irotjr.r6u (irirrnf,uui -firs z.gt\

2.4 n rt lfi Inol ot o.r rinvi o.ufi urfi fi si o il o fiu riau n du yr 1 { n1 : n o rn dru ao ru fi
,i,adtolnr:rioltfiuxtuttriuduaurdtn:sur:run[ilwrinnlrqi Inu:ruogilu:;duilrunnrs (fi

^,^--i!e,iae.rirtndutrird'u 3.47) tfiou-or:otrudrvrudr fi:vusnr:r6umrl trilnnourfiulrjrin ,fludld
rinrio.rrfiurhi:vdunrun'lnololu:cduilrunaxirirrnfiu glqn (firirrsdurrirriu r.gs)

aaa:olalur6o rrrdlriolrfiuafilrtr6onrlnrtuxoruuuuluuinorlndrfiul(firirrndurrirriu

3. 30) l la s r o l a l rl r 6 o fi r nr d l rin ri u r rfo r',.r u r : r tr fi nu u d ru dr ua r uu u l u ru' o.r o { 1 u : ; du
j . , A -a. i . o
n1n2rou1{ou (uRTonolnrtu 3.lz)

2.5 R 2 t u u'.t tt o 1 o t o.r rin ri o r tfi u r d fi ri u il o f,u ri ru n eu m x fl 1 : n a ln dr u n r :
riltaitnr:tru Inu:rlo{luinrJrunnr(fidrrndurrirfiu l.zz) rtofirr:onudaru.ir {ola

. . i d bG . I . '
irrar:nr:Yio.ttfiuaenuurfiuuasldtluilounfifi:sduRlun'ruolo rflud.rdrinrio*fiur1#
:cdunrrufi.nulolirrduilrunamfirirrsdu {c{n (firirrnfiorrirfiu 3.2e):o{n{ur6o {oua
. r j J o ! r. 

!

drrar:nr:riolrfiurafilnarut{rlrunvnrlnlrtuo',nrr,drrdtitiuur (firirrndurrirfru E.zg)

,,acrfiurng{6urldrJ:vcunr:oluaruu,ilondru'r o{lu:vdudrn,irotir.roiu (firilodurrirfiu
3.14)

06il:uHonr:iftr

trnnnnr:ifiu Rttuvt'lnoltto.rrinrio.rrfiurlvrufiieioriruHflrnr:nnlnro{n1,
,ivsaaa!.riolrfiur6'luinauqi : nrfif,nur rinrio.rrfiurfiurrdrru.rrurJ:c6rfl uuududuarrfio

u:sur:ruolf,.ruinauqii{oduyrudr{5fi uon'il:runnldd.rd

trnnr:f,nu r Tlu'ir : sdu nerufi rn slrt olrinriolrfi orlnu:.rlo{fi : vd'u ilrunarl
,4. j r - I a(unrtndutvilliu 3.35) tiiofitr:otr0lnuuudouorludruu,irrinrio.rrfiurn:lnufinrrufil

nololu{otolnrrutflurialrirogiLidueialdfirsdunl,,,'u,.roloogjlu:udu dr (rirrcdu

rrilfru 2.ag) Inufnrioufi urfi n?lrldo{n1:1#{fro.rrurr.iu6u aur6 oil: cur: ruoif,in inanqi
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vioain n r : tfr u r fru rio l R ?'l u dv o'tn rfl u n f,n d r riry r r n uri rfi ofi o r : or r n r r r fi rn ol o r o r
e.jia.qor
rlnrio'ttfrurfrrcioiloi'ud:unaunr{n'r:naln druna'nriud lu{oto.rnr:fifr.ruinnnqii
Iu:rueorufi rirauloraruuril (rirrndurrirfiu 3.g0) uasilof,urirunaunl{n1rf, n1n drunr:
fia'irurilu ludo{ol:cusnlttn'unmhilnarurfiutJrintrirrndurrirriu 

3.e5) ocr,xulddrr{.r
ao.rdrudr.r fi fi nrrun'uoloo{lu:vdrfi q.r

iaatfiofrtr:orro-unnr:finurdlnrirrude arur:oirn:rclild.ir ufidrrinrio{rfiuarcfi
:cdu n:rufrluoltludrun21rf,uoln fl2u{tlrrdnlarhn'lqntrtlrvioqfiuroqilu:vdufi .rir-
urn[eirinrio'rrfiurfif,.rnlfiuufiovlrrio.rrfiurrruudun'uar160il:yu.r:.ruoffr.rninanqi 

du
,u'ulr',0'tn 6'.rninnnqifiIu:roraorurnruur.i{n1lJ1ro:oriufion::urio.*fiurrir,i6l 

t o{
rinrio'rrfiurlrtd 6nri'rfi.rarlr:ot6unr.rurrioufiurldlu:cusvrrrfihilnaornqu'drrurto.r

rinrio'rrfiurlrnfn #lri,rtufio',t0r'r01nuuudouolu0v*u.ir rinriordr.ri.rlrqifiqfidrrur
aago

ogilu ft rinnl{lnil.t riural (iauast.o)

nanr:ifiuniud,fl u,ur',,

o r n n a n r : dn u I n u d r il t f,u ri r u H fl x n'r { ri r r n a r n dr u n a'n fior d r r n n r : r' r r : sr r
{oqaornrruudouolu tuiofior:otrrflu:ru{oudarrudr illrinonqEfiIu:roraorurnruurir
finrrlfilnoloogilu:v6'ug.r (rirrndurrirfiu g.so) 6ru'rr:orrld.irdrurrqfif,.rrinnuqi
arur:o:o'tiufion::lnr:rio.rrfiursiml torfnriolrfiueld6 n'uirhirinvio*fiuara.onfiorr.,
ri.a

rio'ttfrurlrurrr'iu6uau160?Ir;u'rrlooifr.rnionnqi d.raonndorriun:rurfiulu6o.rdnuorc
mirurn:nr:rio.rrfiurtor:rd o'fiiuqn (2s45 : u. 5-z) finrir:.jr dnuorcyriuuln:n1:
rio'rrfiur nr:fiocdolfidnunrutsuinurn:nr:rio.rrdur fir;n'rEnfnrio*fiu: il:ynoudru
frnunlttoldufi:oliunr:rioufiur f,nunrrtornrriurinrioo,iir. uacrliumtouinurn:
nr:rioqfiurluduiiunrilriolrfiurdufiamdofion::unrrrioufiorfioyafir ..Rrrril:srTulo
(Amenity)" hTrin ri o.ufi u rn'o n f i o c r r ri o s rfi u r

o r n n r r 6ln u r il o f,u dr u fl du n I { n 1 : n a r n dr u rr R'r 0 1 n n 1 r il' 0 1 r 0r.r{o x n o r n
lluudouo'll rlu'ir :cdunrrufrlnolrtolrinrioufiurfifido ile ilgriruflfluyr.r{nirnnln
dtu:tnr nr:rioltfiur Ino:elo{lu:sdu ilrunar durflulrJnlrdRlislf,ruJfirluilrlriu
uac:rudrudovl#lunr:riu{dr.ruo,rdasRuarur:o:o.riu:rurirul#hirrirfiuluudavqnno
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