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rl'or/aun1{mlror u'u!rn'un1{tJrioudu:ixil:srna orfi il:srnaariJoruinr t?onriu

il::mamrql:rJ (nru0nrr:drutar) m:rcdornr:lrJrflunrruriuariu nrruroiqmrsdruinq

ua;rmnlulntcirq

nr:rioqfiurlnuun (Communitv - Based Tourism) 6lGlfinr:tuudrfiacdou

uacrilun:cualrrifirfindulurnrurJ:surfl bidrosrflurJ:crilfilumirJrsriu qll:il oru?nr

rionirJusr{inr Inunilrgluilrcrildnu drnudrpriudutolnr:rioufi u: Inulrwrfu fi

o{ z pJuuu fio

t ) 6u r m u ur{ou qr ru lu dr u si r s t niu n r : oq infvr irr u r n : t : : l m n' n r : oq in J
duaruil:;mfi iaur::ufio6u rfludu uagu'0il:gaun:rurhrit ft rirlfli{urilnurElu

lrnCurirnal#rfinnr:biuinr:uri{rrrduurto,ulnd, rdu finr:l#uinr:iir{nlaucrnd



o'tlt'l: inurn:4tlulunr:h?nrruf ftrfu trnnrurflunmrinrurciouonludrunr:riogfiur

lufiqn

z) 6u o rn nr: dlutu o{lududd,fl uur,r d rrior,fi ur uialndunri rri o.rrdu:dfi

frnunrnqrrirhTi{rnrdualuCuo{uda prru6rl#rl:glorfornninu',nrdioglrCrdt,
erj

Ttotu'lfl1:no{tl1tu2
tt,'
d'r riu n r : ri oufi u:In u1u ru n e: o s rfl u rnf o r iiolu n r : risu rn u lu luru r.rrfo

rJ:Etrtu til:rctflun2tut0lulutoruarudhudn'nairrliluuunr:rioufiurluriiidrrr
aaryrl-e'annunuuiod'uurufiunr:rioltfioan:crcildn Inurirdr nrrriolrfioanrl16onfiocrhh?

-- a ---- -,--<l r r ! .
qomrniintomululurudiiu nnoneumirurnrill{nlrriolrfi urfi 1urufi o{wldiunrr
inur nr:oqindh?finrrr0uoriolrJjioor drumqHafidr nr:rioufiuarilurnioliiolunrr
rrrla.r'rifuuril:ctrtudruriufitn:rcdrnr:rioufioeprurlrl#il:cnrufiil:caunr:0f1rri ld

,4a..I..L'narl{ nllfinluril arurtorirlrfiJ:;tlniluiinrj:;iriu :ruril nrril:;nouorindeu
(urnCornr:uacfi frnonrrrfiulro) ua;luurodrd il:crrruotoldiuu?nr:rinrutdru
qtnrn6ndru

In : I n r : ri o I rfi ut rfloiin ua c t : : rl r rn' 1d1#6 r fin R rr u t o r 6 r d r ..n 
r : ri o ud u r

IU'uu'drrflunr:rioqfiurfiriru'liirnaruf,itutorfiunndsu fiinr uacioru!::rJ r{rrun

fi nmr.rlnu1lru frnnr:Inu{xru,ilo1r,w ua;trrnfi unurnrfl urdrtorf,nt'1unr:f,nnr:

Errnrfiolfirfinnr:riuufurifrurr6ou (In:rnrrriaudurrCoiinrncr::un6 (2sax;drl1u

http://ttraiweMirectories.meelinlccom, 28 TttluRlal 2553) nr:riolrfiurlutuwldrriunr:
f,nuio r: lfuriil: cfi luua;riur?unanoilumuliua:u g 6uf, ur dnrusoudunr:rioo,fi ,.
n:sucndn ilrnui ocnlurf omr:rinrur',tl016' *f, rfi - fi nurod,f, oqo,olriinfi 6tomu
. r i.lultrurioutrnriu6rdournuunilJ{nunruuon rCol#nunruuonld6uu{ uncftioiu
rJ:cIurfnrndrd1urufi "tor6' "t'l6" lu1uruo'r0r,u'ruR2rrnfirhjndr
m in u r n : t : : urr6 fi l uan dou dr nu in u r : : u fi ld n'o nr: : rurir rdor n r : il r c n ou o rind6
riraulo nr:fiifii?nfi tnurgdu unsduilrclumiioqtRrilnlu 6n fiinuua;ilqqr uagfi

.idze
uriu ou fi qnfi 6o lutu o;dlnuilurdrtor niorfl u {i6 ru r olu nr: f,nnr: quanirurn:
ri oudur il:smnciNl otirufird au drulu ajluluru ordo r ldiurJ: c'loilirisu uagdofi

RuRtuuonldruruanuJ6ouGuufrl:caunrrolfiunulupturcfinnr:ludnusrsfiaursru'n:

l'hi: ; r d r q n dv{iu uin r : riu rfrrt or fi r n r :1fl #uin r : fi ci m il ir rl : ; Iumiqr qn r m fiu

run;riu



narJ:;Iumifi ldiuornnr:rioufi ozlurufi fi nr: 1d6 n'o prrufi nlurduuiufinnm
o a --. . &a n J
fi'murtruwluudeirq od'nfto-unrufrnunrrrouriocil'ufi rflurJ:cluniurintr6ouf uio
,rj.rat{rlrtfroiouanlu nr:fuutuuin-n qrnrrtouJrJrlru uasriioil:cErwndulrJ fircrfio

rniotironarlrYuriuf,:gildudu ildr6n:rulduripnuirfiurotirsrdurnirrfu drrfu nrr
riouiiurpu6lfin:rurfiuerutorriunr:rlrvq;niuurfinnrugn'oroflugo arrnrodoulur
}Jqinr:f,naic6nr:lutrda ,,r?nrrriirdou}Jo'rnr:udltilqnr1rqft :cdulanld6nilalu
odrl orfi nt:ufiilqurnrrsInnSou (il ln1uruEunniruln:t: :rrxrhtornurorld6ld
ndw u ldodrdrJ:cf,ninrn fi fi tirudruonnrrnn'nflrrarfuou lnsonlrydldl 6ndru

nr: riolrdue1rrrudfi nrr f,nnr: l#stiruduuir riauluqir{CIu rnr: nr cil2u n1r fi rlru
rinuqutu nio fi uudlmiturn:riouduro{arrpoi rhh?finuurilnurEuurfi u6ru2uuln
6ufl ulnGtdulunr:l#uinr:irq uri{uriinulg{1u rriu drYnriofirurinlararnd nr:
uinr: orr r: ua;douriau rnr:Cru 6u1 ur rurfl uo{luil r 1riu otin l: 6nru 1uilr piuft 1i
fiurirulrulndf,nrfiruiorfiudorjofiriurdorfiunr:rioufiua{urur,0{til:srmslmuotjrr

arr;:oi hidrwrfluiru2ulliurioufiurrj:;rvra ad6rj:Erlru 
^unrrrrrforf,qumuncnu----- -,- i r aornnr:riolrfiorllneioaltin1rrruua;lrrrulo{ {a.r doqndrunr:riolrfiuelurudqnl

n:sfron:coruo{nruurirolruirrl dfinrrrirru'ulruifruun;lrioCrru'uIn:rnrrdrjor
I

lYrluu

do d a r ;oJ d e s rfi r h?n r : ri o ufi u z 1 u ,u fi n r r r r{u ufi s u n s dr du R' o n r : air r n r r u f
nururdrlodlnr:r{nrurrioo,firrlrlurflundn hiuiuiira:ugfioriludrfo ,rrrrorrirtrl{
ilo;rrnltdnu&lu6oltouarl:cluilf rioh?rinaeuunnuunlupruludqn ft rfu 6l
6rrfl udolafi sh?nurfinnrruin nrrrnrnqilo nrrura{uuu nr:ffrndrqordrrondnuof

inrutr:u n:-turn:t::lrrn'f,urandouirq dnufio{riluriou drriurfluilri'urtriqfrrfir1i
nr:riolrfiurplruirondnusifirarirf uacfirhTnulupmfinarrdornr:firsfruruonzru

nrnQu'hluf, rirq}J&nunruu0nuarrrlrrr:otirunonldotirdrj:cf, mr'nrt

nrrurhnrulunrrrinruquurioudurfi n'o1uwfi nr:rn:'uuRrun$or1r{auf of,i
lunr:iuu'ofiunr:riolrdurdocrfindu ufofirdrocr6nduodrrluu:rluou1fln uacr:rocilr
odrrl: 6rtgarur:na$rl4u'fufluh?urinuncjuiml luprudorolduncrtlurJ:glurforn
n r: fi fi rJ:cnrur{r}Joio,,orrln1 r,rioriou 1 u on0 lnd prvu driuu alfiud0s!n
lu?t:flllcu{t0'tnnriUnunruuon niu n{ur1u rinq:6nurnd, *tuoo.,nu1uqufl111r:oirnrrg?t

doqnrirrarrltasnlrn{quldotit:rnrir rhl#iirirurrfinr:uJfiuur'or0rfin'utrnnrhu



hJrjururlur',ndu rast:rtsfiiinr:odnl:wrirl#1r,rurnu1:orinrurtrrluuurioudur

prwfifirondnusff,rau rflunr:rioudurdrioh?rfinrlrcluiliiolutulural0u'n'(Mutti -
Dimensions) niu rfi rl#nulupninf,urdoqnfiu cru: oinu rmirurn: drq luluruh?nn
n o n hl ii.r q n fl n l u ri llr a h?a u n r uu o ndo { n l r rrr? {r r r 6 uu fun c fi r1firfi n 1rJuu u

o o Ja a . . -. . l)
nmurYuriuflilri:crirmulupruriuil:sfitu firilaorflueirrrioufrrnriuuagriu airq
rniorirudrnrdo rriucquduunvfiuhdqa

i.l-.1.
narnf rndrf,u ft o{uinEnnorf,nr:cilfilrhfnmurunnirf,u,irrdruorrlrulul

cu'nHnflfinnlrlnunllacf,udrilarnilnru Inuh?u?nr:rlniurrrrf - orfindfiuiranr a.ro

u. - 16.00 u. finuninr:rlomcluaau rCohfiurrioudurldiouflnlunrlurniun uosudn{r

R?'tudlltlro

n r : rYa u r il iu J l l n a r n rir tiu l r ri rio l#ri u uu d r ri o ufi u 2r, o { n I { ln il ulr lu R :
nfolrirorlinfl#rflutorinnndrfu ,nr,rnu,orirocfirddimfririnrrirrfu drdorldr:ar
lunr:tn'unrl ucirirriuroroti,niof,urflu{0l#uJiuu n'o o{rimrlnnulurarrdlrflulr
na1{tto{tnI{llllllrl'l'lun:tfiul s fiIarun: lf;narrdumrlrflul to urfi 6n#qdlrilunr:
raira$rr:ruld1#rrrirJ:ctrtuluiudqn n',r lrtfidrirururfiulasfi:ruldrdum:ounir
uiofi:ruldraiul#riuurlR:ouair rf,rd,Cu,flunr:ciuciunr:rioufiu:luflosruitr lilu
unuC rmc;fu qnrinrfi uunrimilrsmal#rdrrrrioufi urlurj: gmr'lnu

i n r: rirr u n6en: : u odrdorfi o r uiolfrfi n n u promote sdm i srfi o.rrir Fon: : ulu
iudlrigeirll ua;6on:rlfirfiurriudrunr:mun: nr:aqinfil:crildidu6qru rdu iuooo
n: cyN iu fl rn: ruC nr: il: s nrnnnninur{ununr Inunr:rir tirurrunouuu rCoh?

il:ctrtuldfirorudri',rrrrfiunr'udu Inunr:finflsnl#irurirufiudrirq rmciludrnrr
rnunrn:rr Inudlrf,rnrriruriroriu{lficrn{n6, domrn,rnnfirfurflugurirriu{[?dtdo
,.rri,n,ruqinddulfilnudrrldurnluilrlriu 6nrfiftin:;rfiuu{drrirn.,oun,,arlu,iu
l#rn'nnarlrfl u:cliiouriuu3ouuagfi rondnuoflnu leunr:aaur#orio rior riar#ofi nfin orn
vh 3
fir'lnu rerrirnrrR?l,qugran1:1t?uinr:n2urrvo.rn nr:ldnrngln3: 1R10111:

,unolnd,iudrYul#rrrinolorillrunr:frnnunilnu rdsrflunr:oqindnunilnultT
rfluciaodrluriiuqniu?fn1u uru{iirirqnrilaluulrdolflur1:girrlniur6f orfinri fi*i
l2a1 l l.oo - 14.00 u. ilrfl uddutoutolil:cnrufluotir{uln lil:lsu:rurnrrfirfluuuu
r::lrrn'finunilnunos iltpiudnrldnrrl:urr!iltr1 drdoqfiurirlddrurrn lidnarnrir
ndrfuldurrrln,rdlrr rorfi gnndr inr:f,nounilua:u ludruroqrfiJrcrmudruuu



rilununinr: rlomg rCorilnlonml#{urrdurlduanmaucrrr:oiNnlownq ucnroonlnu
birf,urirl#druuiodmln ,rrdlfiirn2ruu'uuurn uagf,ifinr:f,nfi .d:snRunarnrir lnu
nr::aldlto{drrfiuuauacinr:6onn::unlruasilrgrruil:srrnr rCol#rfinnrruirulr
lunr:uimrr.u,rri, Inuil:cfinriufinloulunuuirrr qun{#rnorrri., :ru#rnrrriu
,uoro',rrirn',r1rodr.qnurorldungarrn:of,n*,fiuarn:uioorninfldeiol1luournn

d'rc?rrinuunnLildfinurfiuriulnl orn{drrau h?rJrcrrnuirufiuqln 1il#rflulr1nrr
ulouruttavrcduufirlrfnlrutln{ drrunlnunr:frnnf,rf,urirf rflunr:rioudurmrrrio
rilorailfimr:ut o{nnlnrir Inunrinil:cfinunnrnrir uil#rilulrJnrrinqJ:lcrritolnn
doriurrirnrrriouiiurlrdrd rCah?rJ:cmwff,nrtnnfirf,urrndu drilrpiu ldiunrru
aA..
uuuruuoul{l,m

ilo1riu rirrfiunrrtoluil:vtrElunr: daa$maunonh? riooqinfr{uf,1?uir,ri
,oo,n ooilf,uua;doon:our'urfiuuiraorilm:l{rucauilrrn'urfirrlrrinlrurtnq dlHiu
o{f61fi1dii6u mnnr: : n lrludrdorl#rurJr cu r,#. #, g.s druurm drrrnfi fi oon: o
tf,utn'lototrdlulrolilnnotnrirldqniu rulorornilrlriuddton:olirf,urno dorl#
nruludtrin{t]ul1n{ CruluiurJnn' rfluilqnrriunr:6neio:rrnr, ,rooru,urirunr:
rioufiu:rfiur',nd, finr:rilnaruorlinf}?nanilf,urflufl?ufllr1:orc1?iru:niiiltrn1?na

1#r[rciuindourdoulmolilrcnruuasil:sruu :autjdoaorufi oonrirdrdruiuCrio.r
il : c t r ru do n r t dfi tJ : c trru u r l#uin r : 6 ru r u u r n f,n 1#fi uu d r n a r r 6 r u ri r uriu {1?d
uitrEazuorlinflr?era riioh?rnun:n:ldrirnaHa'nmxnr:rnun:rirurirurjrulu:rnrnnfin

nu{uilnn frnfion::ltilrailnr:rioufiurnaonflodmsiorudor rriu rnsnraiurrcn:ruC
In:rnr:hinu:n6 In:mr:rioqriomadoutln rfl udu

dlriu ffi f,uflfi nzruaulod ociinurnr:rilniudouacarufi rrohrorilrcrrrufi
qrii,t

rn-unrrurriorrfiuanornrirn6of,u nI{unilrrilrun: rnjor{nru1qilrf,lfinfnr:tilraiu
nr:rioufiurtor#o6u

r.z isrqrhso*ilunrr?ft,

r.z. r,isiinurnr:tilniudu,,uro.',rf,ruolotoril:;trrufi riunrrurrioufi uri i-nalnulna{iu



r.z.z,Coiinurnrrrdrriuf,:cildNnr:rilniudo (lduri f,oqona dur.an r,ordo
- - e r _--a--_c,j , j ! j-nrn::r) nu:;aufl alrril{ilo l0tiutttolrilumarnrirndlf,u

r.z.g rioiinurnliiuuriiuun?'ruunnim:cildrrdoqaiug',uriruqnna (lduri nrrr

org ::dunr:iinur orin :rulddorn'ou rrolunllr unvqfidrrur) fiu:cdunrruf,lnolo
j r j ! j-
YuJ'til 0{t1tu2n a mu ma{tu

1.3 t oun gtxo{orr?ffu

rs.t riotr' iinurnr:riniudouncnnuf,rrohroflJrcrrrudriunrunrioudur

nnrnrirndrf,u iilnurnaruriuriuf,:cildNnr:lilaiuiio (lduridoqnnn dorraru unrdo
fitnr:l) tiu:cdunrrufilnolofirrrioudurnulotirnAriu unsitnurriliuurfisunaru

unnin:cudrrdoqnniuJrutirurlnna (lduri lilr, 01q :sdunr:itnur arir :ruldio
rn'ou do 1un u uav4fi rfi u r) fiu :cdunrruf, rn olnfi rrrioufi uen nrnrirn a'rfu

rs.z r,"fi R'o uireornarndrnidu nlunilril.run:

t *sJ rlr;nor ldrrri rinriolrfi urm alnofi riun rlrl rrfi urn n rn rirnfu f,u

r.3.4 :rosr2or druddou ulu.ruu - iquruu zssz

r.l fiorirffoluou?ft,

-s 3tnmTf,unilii rhnr: iinu rrsilrcil: cnru malnouirrfu

r .s rJ: ylunifi nrodrovldiu

r.s. t rlrh?n:rudlnr:rilniuf,ouacnaruf;uohroril:csrrud,iurmurrioqdua
3 i-namulna{ru



9

t.s.z rf, orirdopdldornnr:iinu rrirtJl#riluuurnmlunr:rliurJluu dwioudor

nornrirnfu fu uagf rhhiaur duciunr:rioodurrarnrirtouJ:r,malnuiolrJ

r.s.r rCsBrtruiurfl udo$Cug rul#{duldilnurnruluournn

t.o fisruf,uridriisrdor

aarlf, rnolo uurudr n :rrfilntuoqooofi fi iodrlniiru druioil o iluirrr $
rfi urdos narlfilnnoloecrfindurfiodornr:torqnnoldiunr:nouauoruiou::Qnru

l n ri *r u r ul u : ; du r ut r n e r u f iln dr n ci r r c ; a a o ua io lri rfi n du u r n a z r u do r n r r ui o

priruurorfu hildiunr:n ourru ort

nrrrioqrdor uurudr nr: r6um m t rnfi o{orfrurJ n6lrJ ft ddu,fl , nu irotl.,ilu
firnr:fnuruncrinriouudoult uioriol#rfinnr:n:cfirirufiutoruqudrionlrr::ltrfirac

rYrnl Inufildriioil:cnouoriilriour:ruld

rl :sntu u u ruo'r {rtur,,6ou frn : rrfi uvin odrrrlou za f,a Il r'lurJ: crilafi r{rl r

r6uurdsuuavfi u,rq grhlunr: riurrtou ( t ) rf, unr:1{nardruion'rrlur6auriu nrr

rlnriou qrnrn nr:iinur n1:fr1cu'r [acn1:fim uo; (2) nr:findrru'uq:fit nr:rJ[ri6

fiuafiun:ounia nr:ilfiffinr:fitii1#iuuoururuuocnr:firn

! rl ., . I i--!-...-- -^^ ^-?^^.-- ^--t--'.---r- -4^^---nornrirnali.u ruruol na1nilu{Irogur32sfl ao{rnilr8 r,rulfllun{luttnna{ru

riodrrnidrrfi rnr: 6ruriru0rr,n:ururtu'n irudrunaHinmrrnr:tnun: ua;irilrirufiudrd

ilalnilau

o.-j.{e.-rii-i-s..t---!^--
nr:r'iloiudo ilxluo{ nl: nJarux'l28I1r nl:mo{tilo2na 1nU 1n a{tu lnunlllunnlr

rJ:cmm6o doqooo f,ur.uru uacf,ofitn::u



IAulrlr 2

-e a jj 7,
ttu?no ilqua uay?t:otR::ilnrRu?to{

nt: ilnurrio{ nulilaiudouacn ruf, rnohro{J : rrlrufi riummu rrioudoe

narnrirna'rf,u ffii'ulddunituuaR'a nquficirq :urrfirruifrufirfiurdor rfiorirurrflu
,

{oXarh;n oulunr: druunn: ouuu rn'nlunr:iilu ft fi
-i

z. t uuannfi udunrrb?uinura;ilqufi nr:h?uinr:
A;

2.2 uu26n6orf,unq6n::u{uilnn

z.3uuen'nua;nqufi rdurfiuaeuf; rrohrifl uRn'ua;Rerrnrnuir
-irai2.4 uu?Rnmu?fiuilqu0nl: d0fr1,
- aA o a o .

2.5 uu2RnrmuilquQriu2fiufilfltlntur12fl 1:

-AetJ--u.6J2.6 llu?Rnmu2fiunffiilo,qlytu?lt{ul?fl aotu[ r ru [acil:yinfrrcni
ary j j )

2.7 fla{lu20uilmu2to{

2.8 n:ouuu:fin1unr:if,u

2.9 flrrrfilrunr:idu

a.lva
2.1 ilu?RolRu?Run'ttutnlt

2.1.1 a2uilurutomr:l#uinrr

Rpenchansky uau w.J.Thomas (dxlu u'qua rf,lrrfir, zsgg : 27) ldrauo

ruu ?n ? 1r, inrdoa riu n r : u?n r: l{ft if
I ) n?1ufl{ilolrtolnr:uinr:dfi o{ (Avait abitity) 6o nrruu orfi ul:sr drluinr: fi fi

o{fiuntudomr:l{ftii

z) nr:rdrft mduinr:ldasnrn driirft dnusrsfi #rnr:r6unt

3) naruntn:ntrn g Al6tu ?unt lu dgn 2ntoiulli riruinr: (Accornmodation) ldrrri

umriruinr:dHuouiudr lfinruacnrnuasfi fi rdruunrudrn?n

4) R?1xfl1uroto{{uinrr lunr:fi rcriiurirlsrirurlruiuuinr:

5) nltuorriuqunmto{uinr: (ecceptability) d.rluiid:ludlnr:uouiudnuorctol

fl#uinr:dru

l0



ll

Max weber (1996 : lcol l#hiriaugrfiurfiunrrlf,uinr:dr nr:rclfiuinr:iifi
rJ:cfiilinrnrrngrfluil:glurfioilrrlliurlniiqn fio nr:l#uinrrfihiriru'rdrduqnna

uiorflunr:h?uinr:drJt1rrclno1:uoihifinrruroililo aulcrflufirnurlnnurlfrrihuirrfior

flu

Iturz, Daniet and rkhn (t928 : t) rfiudrrfinnrrdd'rdqlunr:b?uinr:finr:6n6o
,-*- i

u0unn{u

t) nr:6niolstns,tlu (specificity) rflunrrn'niodorrrr:rrndrsrflrrrirdflr?uinr:

duqndr lauirdn o{rnnrclurio$r o ruuuirrfu

z) nr : h?uinr: dfi dnu s,s rfl u n rl nr r (universality) u u r udl n.,r ii fl riuin r: nsdo l
rJf.rfrdeio{iuuinr:otitltfluntnt: lri6n6oarrurirr{uf,ti:uda ucidno'onrrlfuinr:uri
q ndq n au od r wi rrfi uufiu lun r uJ ['r!6

3) ntr?l{nurflunarl (Affective neuratity) uurufil nr:1#uinr:{iuu?nr: Inu

wdor hiririt.r rordou o r or: uoir o.r rdrrfirfi l#uinu lrriur{or

Qnlu !u1tr{rrr, (2530: ror) ncindr urinnr:1#u?nr:60

t ) r dnn r ru ao n n do.r du n r u do r n r : I o { { n R n lfl u d : u 1 u qi n d r e R' o il : c I u ilira c

uinr:fiolrin:ilnl#rfutcdornouauornaudo{nrrrorrqaarn:rirulunjuioriruunihi

rfl u n r: frnlfud q n n a nriu ?r utr In urn n rc

2) nrinnarucri't,alo nrirafis nr:hiuinrrtfrr do.rrirrfiunr:odrrgiordo{tua3

ari rrarofi ldrir t ilqn 1 nluni1ulrolotorfl r?uinrruio{rlfirihuu

Loudon and Bina (1988 : l) ldl#nlultrunq6n::l{uilnn utrudl n:cu?ufllt

dnfiuloua;fitn::lnnnrunrtfiqnnnr{rlrJrfiur{ouurofinr:il:vm'unr:ldrrnr:lduio

nr: f,u druldaoudr f, udrrmcuinr:

Peter and oisen (1990 : s) nrir:drcrlnrnlrnnrnurilauigoruint American

Marketing Association (AI{A) 1d1#nartnuruqdnr:u{uilnn ulrudl nrrn:cfirdlduo
i s fiu ua v riu n a o n na lt o l n a ru { n a u r{r 1 n u qin : : l ua uil q n r r sin r uldfi un n do u fi

uqufldn:vrirduhfo{rt o{nlruannj6uurlrniunr:rirrfi uiinrqud
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wiuiams (tr,rl2 : t) ldh?nrtrlrl,luxoltnq6n: :u{uilnn uurudl i6nmiiqana

n: ;rirlun: JU2unt:uannjiou

fiie: : or rai inri rnsnols (2s42 : I 38) ldh?n run u 1ur olrr rln'n: : lfruilnn
urrudr tqinr:utouqudolurinuuruilulntor{uilnn dufl unqinrrrd{uilondowh

,t i at, . a .J t lnttduxt nr:fio nr:ld nr:ilrc6uflanr:ldaouHa'nrisrcfuacuinr:finrndrrvcuoqnouio

nrrudolnr:to{nu Inufin:cuzunrrdnfiuhuacnr:n:vrlrtolqnnndrfiueriunlrduuo,

nr:ldtorfiudr drinnr:narndodinurunvirR: ur{rqn'n: ru{uilna#runrqna fo
t ) nqn'n: : utor{uilnniinaionagmf,nmnr:narnror q:fi rfi Hah?q: fi nil:ccu

oC
flndlr:0

ztriiol#aonndotiuru2fl 2luA'nnronlr*arnddrnr:fruurdrntrdornr:torqndr

'drldrniorn'onr: 
narnirufiurConoufl uo{ra 2lufl.rmlotos trndr

0lnR2lurf lnuirq tol{uilnnn',r,iifi flr?nrruuutullrornuarudldldndrtlt
{rdu ortndtzclrJlddr tq6n::rtol{uilnn urrudr rqin::ltuotlooufi ,fiuudoqfiu

t

nt: 6s nrrl#fruduacuinr: Inurirunr;u2unr:uasnJduuiiqnnadorfi rnr:ilrcduuac
saarlrg.oi
nnfl u l07t{fioulras?t 1i{nffi nrcfi rfu nrirz

2.1.2 n2uiluutomrrhiuinu

n r: uinr: n : tiurirlunru t dl nqu dt service rl'oriru ruundrdnu : ueiasdr crur: o

uunorrirj:cnoulunr:uinr:1d trlqriu nonbcr, 2530 : ss) ft d
S = Sarisfaction utrodl narufrlnolmol{iuu?nr:

E = Expecution ?ruluiil RruRrnuiltolf,iuuinr:

R = Readiness rtruiil neuufloulunr:iuuinr:

v = Values ruluo'l nurtfiqorrirtowinr:

I = lnterest rurudl ntlauluionr:uinr:
C = Courtesy rtrudl narufillniinlunuuinr:

E = Efliciency uuruo'l nlufi rJ: c f, n inrut olnr: drrfi u lruuinr:
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6n6riuri rnwqrJei (2539 : 8) nriradrnrru:nrrrflufinn::ruion:cu?u nrt
. - . . r ---4--.^------.... l----1- -- rr- inruunl: ou1{ lRoul{uu$rO{qfl natl5ooltinr:m-onoufluo{fi2ludosnl:m{qnna6u

ruacfiol#1fi nfl ?1xil oh 0 tnnat o{nr: n: grhiul

frir::or raiinrf uasnsts (2s42 : 74?) ldhTnzrunlrmolfiurfdr dr scr,rice

rlrudlnr:uinrr nnil:clutf rionaruf,rnoloiiuifnrcuodunarn 6orfl uHidsrqidhi
rrlx'rrounJciorld

z.t-r qorouriiinro{Qomrilnrrtluinrr (servtce euaftty attrtbutes)

L Berry, v.Zeittuml, and A.Parasuramaru 'Qrutity Corurts in Service, foo.. (drqlu

Heizet and Render, 2w : 2M) qornrn#ruuinr: mgnrrdnfiultqornrrdrunr:uinr:
(Determinants of service quality) dolfin:oudrflulrn:grutornr:uin.rr R'o sERveuAL

AsERvIcE e,ualiry Attributes) rflulrn:grufi1nor0,lnr:1fiuinr:rflurnioliiodrriqlunr:

ionrrruolo ,',rrJ',rdldrrtrnnr:iYuruoi(iuuinr:fi.rnarunrnuirlunr:iuuinrr
unruil:;mnuocldnouiauiu ro do n'o

t ) nrrrrfs6ol# (n"muility) :rrft arrrnodtorqordnuorvunrfl 2lurrlurrnlunr:
drnrorf,o owin:o;douirnr:uinr:trnfir1fiqndor#rudnio,,rn :eu#rdo.r1#rfiu:fi1unr:
-o&-:nuln1uuflqql

2) n1: nou fl u ol (Reponsive,ness) rfi urfiun rru#rlomisn rrur $sutornrinrru d
au r: ofrnuinr: n ou cuorpdrlf,riurirfi

l) innnualrlro (Compercnce) rlru6.r rinusuacnnlffi irrfl utolnrinlruddol
l#lunr:h?uinrr

a) nr:r{rft (Access) :udlnrruatlrrolunurdrdlnuuinr:rmcduionr:6nio

s) drurfru (Courtesy) rrudlntruqRut num1ril nl:lnr,ih uncntrrrfl uin:lunr:
e- t-- - I u ry r! - J
nnnouflRa fllrnou:u nl:tu ]nririlfi

o) nr:dsau (communication) nuiufl rdolnrm;nnrinrfi urrnqnfirvr3or rfoaua

03lldn{fl?1lrfluin: dauartrfiqRltuo:Rlurfirdrlo.iru Inofirr:srlnt111unn irstol
r ;duqnfirucia;il: cnilil: vnoudru

z) n : rlrj rrf, oo'o (Credibitity) : rudln tru l{rth n eru rdo do n rrldorynd
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8 ) nrrlriunl (Securiry) nerlilaonduorndun:ru n.',r,,i?olrioanu{olle#lunru
g) nfludrlt (understanding) nt:{frntrndr (Knowing the customer) :ruiilnr:

r urorrrdrlm erudomr: fi urloirtor6ndr

t o) dnusrcnl{ fl 1, R lltd tYufald (Tangibtes) n u roR :ruo'l dnu E c fiior rirnrl
t

risnunlunr:}luinr:

z.r.l uninriisrfiunrrtlu?ou msnqufi nrruinu

noufi f,uldrt1n1r, auuurfinrfi uariuh?uinrr drfi u nrguurfi nfi rirauloft iohJd
John D.Mi[et (1954 : 397 -400) nrrcirmerufuohlunr:b?uinr:fiuuunmdld

l) nr:h?uinr:otirlrcuonm (Equitabte service) 6o nr:uinr:fifinrruq16r::l
lduoRln nirrfi uu fium:grulunr:1#uinr:

2) nr: h?u?nr: fi riu nn r (Timety service) n'o nr : l#uin r : n u dnu orc n : rr, 6 rrfl u
Suiru uosnerudoqnr:

3) nr:hiuinr:otirurorfi ol (Ampte Service) fio n:rurrlrveurfi ulnoludrunfin
oJl
fiorci aorufi qnatn, uruiaqqrJn:oi

4) nr:lfuinr:odmiorfiort (continuous service) n'o nrrhluinr:rfl ulrjrfl uotit
ari rrauodorfi or undr! JU r qfl a

5) nr:h?uinr:otjrlfirrurh (p.elrrsive Service) iio nt:r{nur1#u?nr:1ur1n1
drub?fi rJ:sfiminuun;qornrnddu lrJdou r

R. penchansky uas w.J. Thomas (drslu fiqua rf,{ilru'u, 2s39: 2r) ldrauo
uu 2n 2 ru R'n rdu zfiu n r : bluin r r 16ft d

t ) R lrtln'lr o1 r r o I uSnr r dfi o g (Avaitability) R'o R a ru u orf, uq : c il dm uin r: fi fi o {
fiuarudornr:toiuuinr:

z) nr: rdrft rm druinr : ldavn rn ri rfrrft dnu 
'iddi, 

n r: r6um *
3) fl ?urrfrnm[acf;r6ru2un?urftsnrntourtriuinr: (Accommodation)

4) rl21lrl1ur:otol{iuuinr: lunr:fiocriiurirldrirudrmiuHf,nriorqtracuinr:

5) nr:uoliuQ0lnlTtxo{nr:uinu (Accepabi[ity)



l5

u?nsi :nNq (2541zeg) ndrrdr dnuormsruuinr:6o

I ) uuuinr r tfl u I ru fi fi nfi n unc n r: uiln nrfi nriun 3ou fiu n'o }ior ori tilunnzlu

do m r: uil u o u H du o{riu fl duin r: drdom r : rdsln uasdor n r: o c 1:

z) uuuinr: rfl urtudtiorofi ruuniliursruu rixurir ld nr: urlduinu niolri
duogiriudoultflduinrt unsnrrrirnunrliurornurirlrldrarur:ofirldornnr:nmnslu

r4ri
R?IUU1oJlUUlltlUU

3) uuuinr:rfl umudhifi drf,udr hifi nonin d,d6t*u;nr: rcldn'o naruf, l
nolonrruftln{uririildurlduinr: dlrfu qo,nrrtosrufufl udrdrfiqurn

4) rruuinr: rfl u sruddo{nou du orluriufi fl duinr:dornrrl#arfi orJfi ri6

lufr'ufifl#uinr:ogdornloudtsnouruo{naonl?n1 ua;ru'oriniunarlnfiocdo{nr{n1!

rirtlunrio

2.r.s nqilrrsnr:1fiu?nr:

The service Quality Institute (unrinurduqltriu::rri:ts, 2s39:ss) ldriqdhnn

m rn u l#uinr: urifiiuuinr: I rJ: y nrr n'o

l) n0torn?TtrJrcriulmf{u:n (Law of First Impression) nlruc.ouond

rfl u d:riruundnuor;d{iuuinr:uanloonfiufl#uinr: urnfl#uinr: uaarnruhirfl u

in : riu {iuuin r : rJ n fl o { n u ro { u l n hl n r : u an r u q in : : u rriu drf, u r hi diu r fi w rhl#
uonrluannr uavgqrtluqndrtJ

2) nqtomr:fiulfiur (Iaw of Harvent) urnflfiiinr: uinudtunrrurflu

n'n : dluRrlu qnlil unchlu?nlr nounuorfruln fi o; ldiun aru l{rmh nrrudso'o nr:

uoriu orrinr:fiosldqndrdorinrin6 d*rah?orrinr:finturoiqirrio.r drn'orflunafirfiu

riur'ldnosn}J

3) nAilrnwo{noflulnuru'nri

z. t.o nr:riuuriuu{riurflunrruior:

Holkin and others (rurinutriuqltriut::uti:rr, 2s39 : 338 - 339 : 1980) ldoiuru

nr: 1f;uinr: dr rinrrnfru?nrrEuufluu?n rrtf, don,r 6 uu f,u urudr nr: uJduuurlar
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- i. j tl - 'nq6n::ufirioudrlorz: nunJ6uunqn'n:ruriufinornnr:ldiurJ:;aunt:sl nrrriuuf,fi

udnrhdq 3 il:cnr: n's

'I, T[T::ffi.;,,#Tli],]J1,1,",, r,
njCou crnlrhouuinr: rfl umuuinurfu

2) ;H*,H:rtI],]ffi loo*?Jllll *,,*,nnro,o,uinrr od.
riou{mor::udr uficcfiriaqaathluu drarur:ouonfornfo{nrxrunl:drtouinrrrfuH

gndor

r) nr:riuu fifi . o'tnn't, fi {iuuinr: ldiuil: c au n r : 0fi6u edunr r uinr: hi
drrc Inun: rdeunurorurriou riolnu{6uuon

Loarf (1980; utltinurfruqltriut::uti:'u, 2s39 z 139 - 340) ldrauonqufinr:

riuufornrioultdlrir drarur:nriruroiurunrrrfdndfi iouinr: ld nrnf rf,uirnru
r:rutrn'lilnau{fiuuinr:riou1 udrrcfirlfiuquririnn:ruf,f,notir.rlnodmrd.r rriu

rfiuafiun:u{dnotimlnodmudr niu rduaf,unaruf,dnfi rirurn:;rlu

j-
uuulr I qolnill,o{iltnlt

j- 
-uuuYr 2 q0lRlil{1uutnl,

ournr{rrrliuinr:

surnrdrrrlduinr:

ournrdrrnldu:'nr:

rniowurunrrdr
i)

uuufi g miowuronr:dh

,*uolnd z.r nr:fisufornrioultilrir

ornnqufi nr:6ou{ornrioultduir dt#,fi r'i',6rinr:rinnarl{dnii6rfoLi6eio

nt:uint:'ld urnrituinrrrfulrtnru{riuiiufifinr;{un:rl{dnii6niohi6riuriou't niu
.l.iruji,

nr:IilsilrtfiurrYunr:6uainurfrurendortsrul,rr0'rrl rfir1#{iuuinr:6nnaufilninfin

touanruf,lurndou 6ldnfiultrdonldaorfiuinr:rirriunruldraiorurrunr:drr0{u1{
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trn rfludunqufi nr:riuufrlioultornfiufi ri:ooiuru{iuuinr:uanrnrufdniiuolo
n io hin'r tJ h 1u nr : iu uin r: io hJ

skinner (1990; urrimurduql.uriut::uri:rr,2539 : 340 -341) ldrauonqufinr:
Euufriouhnr:n:crirrflu nrrfiuufarrrdrriuf,:sudmnr:nrcrir (operant) fiunarrnnr:
n:srir (consequence) llasfla0tnnr:nr:n:crirluodnrfludrdruunuuzh?ufiosn:cfirilio

ra'nnrrn:sfirluournn

,r*t rrrd z.z in3no'uornu uf, orolofiiiciorrurlfiuorrnf,uuiuuinr:

du, , sklnner, LL (1990) consumer Behrvlor: London : pitmrn company

nqufi nr:6uufiiaultnr:n:sfi r arur:ooiurudrfliuuinr: fi uurlfiifi ocndurr
iuuinr:6n urnldiuuinr:fif,rnolo rncechinduuriuu?nr:6nrrnlrudrldiuuinr:fi
hin'ruolo

,ruorrrd zs GnGnotomzufluoloiifi ciouuilrlunrrlrinduuriuuinrr

dr, , sklnner, LL (1990) consumer Behavlor : Iondon : pihrn conpany

{iuuinr:fiuuel#uocur
v-,.
:uu:n1:on

{iuuinr:firmlfuogur
9aa
:uurn1:on

{iuu?nr:rdruiuuinr:
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2.r.2 nrrf,eiuloYuu?nrr

a ! a , bo '
ufr 2: : E du lnu (2533 : ffi-Gs) ldn rirafi urfiun u rlfluo 1 w o I {uilnnfi fi ci onriu

uinr:ludruirq iio

r) druneruasnrndldiu

z) drudrrdrrrhdflr?uinr:
g) druqsnrntouinr:dH;u

a) dru:cocnnrlunr:dlfiunr:1#uinrr

st drudopdldiurrnnr: u?nr:

Farle and others (drlu urrinurduqltfrut::uri:u,2539 : 338) ldr{auurqufidu
ornnr:itR:rcf{ru if,ouncfiundrrrqufinr:fina'ultiuuinr:. dlfiosrir1:cnoufiriuriuf
J - e - lt n!rtnullnJnu 6 orrfiurgnoudll

orriil:cnoud r dorfi ooirniodox adr r ar: rdurfiuu?nr:,ilu d.rdfiuuinr: iu {
4-__---e_ iy^a-.rnu?nuu:ol: ln 2 ?rtlo

l) r rnil:cfl unr: ofnrrn: r urrudl {iuuinr: ldldoiuac ryuriatornu
rYufiauinr:rfu Inun:l rdrrfinnr:iufdrdrrfun:rfiua'rudo{6'r:r,gqnurio1i uaErolo
riu n r : uin r : riu r rnfiourfi urln

2) o rnil : s nu n r : oin r r do u r r r u fi r niu uin r : ldiu daq a ri r r nr : r r n ri.r

uonrrirtol{6uudurh1#rfianrriu['irdrrfun:rdunrrudornr:tomuufoli uncilol16u,
u i n r : fu u t n rlo u rfi u l l n {o q a d r a a r r rfl u fi r n : v {u hfi iu u i n r : iin o'un f o r u u u dr u

Yl-J)-L.^!!^tnrrdrfurmgmnRlufilnmuriohirourfi nnarunjoriuluuinrrrfu

o.rritJrcnoud z ,nfolrntrunr:dr rfir1#{uinr:iino'rqornrrtowinr, ,ofoonr,o
nr:drfiEninaionmlfiln,mtnerrdoriulunr:uin',rri, luilolriuInuuruinr:wrjrl#
{iuuinr:ainrrdornioururunr:dr ourfirlf{iuu?nr:ilnds ti,ririitqrr.,r,d;i ,ioiun.,,
olr,,arfi ouandoudod,nfouurunr:drrorumr rn rfl udu

o.r riil : c n ou d r rt na n'd fi d o rnio r r r r u n r: dr rfl u n rr u {dn rou hi uo uio uin r :
-^--^:-dr,- I y a- a r ' J
runnn-fr ilcismiourrunudrrgiidiliuaianzunjuiuwlduinr:riuciolil

a I ritJ : c n ou fi a n :r u rf o riu t u n r : ui n r : rfl u n r : il : ; ru-u u a c dn fl'u 1 o d r ui n r : rfu
n : l fiu R l r u do l n r: t o l {iu uin r : n i o hi n : r u rd o riu lu n r : uin r r rfi n o r n ldiu d l 2 dl :
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rfiuefiuuinl:trasn?luaimrr dfiio,oio.rrrrunr:drriuieufiu dlfi6niyrah?ldriohih?
q/ a ! r t.
ItrurR't:uuno til

orritJ:cnoufi s nturj.rriuriodnfiuhlduinr:rfu drfi dminarrornnn6ddio
,odo.ru'rrnr: dr uacRzrurjuiulunr:l# tiuasionqhn::unr:1#uinr:1udqn

owiil:vnoud o nr:lduinm,flutiunouqnrhufi {iuuinr:dnfiuh1{uinrrnqufi
nmdnfrultlduinr:tou'hfrad mrrrooiurud{iuuinr:ldrirdoXnirq ur irn:rs?il$o
frna'ulo1unr:lduinr:

z.z uuafi nr6uzfruuq6n::u{u?Inn

fi rini,nr:unruriulf,l#uum'ntouqn'n::u{uilnnltft ciotJd
Lucy Gitbert and Birthea4 rgzz (drqlu i:; roiqduilrvraig, 2s39 :ro) ldoiurudl

or rirJ : s n oufi drdq.u or nr: h?u?nrr iio

rl ilofiurirrdr (Inputs) uioniuum: (Resources) lduri rlnaln: rirl#riru qrln:of ua;
j.
fl,to'tu?uR2ludJn2n

z) fi o n: : I (Activities) uio (nocor) ruudr ?i nr: ri rnin urn: rioil o f,utjld
3 ) na (Resuts) nf ona na'n (outputs) r u rudr 6ir iirfi n du n dr r r n dru n: c u ru nl: f r

vrinurn:hJldudr

c) nr,,in#u (opinions) do,nn:cnu rrrudl n:urfinrfi utolnurlduinr:
t c rfi u lCd l tfl u n r : n'o t : on I n u l duu r R'n rir : c u u ii u o vi r o r rin : fi u fi rd lu n r : ri r

ilo ilurirr{rirq rdrqin:curunrrfl 6n ungnn'noonrrrfl u nnnindr o;o{lulrJnf,nriorrf ufo
-aluinr: tteiasildrulruarur:orltcuJ'unarsdunzrurlliofirfinduld'lnunr:il:sru'u01Ra?u

fi nuiu uio rirunfitorniuuinr:dfi naion6nrisrq{uacnr:t?uinr:

Schiftnan & Iknuk (2000 : .&4l) deuuuucn r n r: dn a'u lot o I {uiln n uionqn'n : : u

{uilnn Inotcfiiltiuo:rorundfirioludrutorilofrumxnr:nnrn 6o ninrisre{nrrrisaiu
nltnaln :rRr ttncdourlnudnirrdru rflunr:iilnurdlruqglh;it6}?,finnrrdnfiulodo

-oJa
H a-n d'or qi ua v uin r : il : ; no u fru il : ; cu n r : of r dr o r n ri 1 u fl : s u ru n r : lda fi r q fi n : : l
nouauorfio oroocfinqn'n::unr:du (r,**e) uio n.rrduuir (Repeat purchase) ftrhrnq

Ao
nlrulruR'nrfr z.nd'ruuuucamrrdna'ulwor{uilnn
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6nitanruuon (Extemal Influences)

ilofiunrrrirr{r

(Input)

nrrdnfruhtolfrtilnn (Consurncr Dccision Making)

nrtu?unl,

(Pnoccss)

nqfin::uufiinuf,afruh (post decision Behavior)

fl4ail,

(Ouput)

o2llril0luluilNnunam

(Firm's Marketing Efforr)

--Jl.Hnin0tfl (Produc)

z.fitnr:rdlraiunrnom

(homotion)

3.rm1(Pricc)

l.doumnrrialruriru

(Cbanncls of Disribution)

iru,nf,ounrf,winrur:rr
(Sociocuttural Environmcnt)

l.at0u0i2 (Family)

z.uudrdopdlri fl,rrmr:
(Informd Sourccs)

r.undr{oqaot dltU1,ao
(Othcr Noncommercial Sourccs)

)
l.nrfirnrlrft rru (Sociat Class)

5.inrut: ruuaclCIul: rudou

nunrsilfnii{a?1udo{n.r:

Necd Rocognition)

(Rcpurcbasc Scarch)

nuilrsut'unrufsn

(Evaluation of Alternarives)

fl rionrlo'ninu{psychotogicat Fietd)

l.n1Ii{h (Motivation)

Z.nr:iuf {ncrceprion)

t.nrrritruf lkarningy

e.qninnnr (personat ity)

S.rftrunfi (nttituae)

rjr gnunu si (Experience)

nrrdo (hrrchase)

t.nlrduofour n (Triat)

z.nlrdudl (Repeat purcbase)

nr:rJrsdunarft nr:do (poct purcbase Evatuarion)

ununrrrd z.t firuuuu(o{oufinaulotol{uilnn
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0lnltrluRlilfi z.c dzuuuttanlnr:dntulttol{uilnn scrrin an, L€on c & Kanuk,

Leslie Lazar (20erl) ldoiurudtuuudlndrrlnuuriroonrflu g druudn a'o ilrf,ufrrdr
(tnput) n: su aufnr (Process) ra JHndilf, (Outpu0 dlfi : ruavr6unft ci o lild

t) iltf,urirrdr (Inpu$ 0lnd2lluunr:finfiulttol{uilnn iltf,urirrdrrfinornfnt'na
Jqtr)r-oJaia-o

nluuoft ficfluuil.ildoqarfiurduHdnfisrqiuacuinlr friioninacioriru'ul (vatues) ritnrnn'

(Attitude) ua;tqfi n: :u (Behavior) tor{uilnn lau ocuriroonrfl u z cirufio

(l) nzrlrtolullt?tl{nlrnaln (Firm's Marketing Eftort) dlrj:gngudru

fitn::ufirfluriruil:ccunl{nlrnnrn 6o flfinriorsi (product) 6rn::trilrfliunlrnota
(homotion) :rnl(P1ice) liourlnr:f,a,irrilru (Channels of Disribution) Inunr:ldnaqnf

lrl{rnr: naln rfl uilofrunruuonuau!cd*rnionr:iufnrrnr: dnfiulwor{uilna

(z)filrrandounrldlntinut::l(Socio cultural Environmentl dl
il:snoud:u ilrfiuvrrrdrun:ounir (Family) uudrdoladhi,flurlonr: (Informal sources)

ruuridoqa6udh;h;q:At (othcr Noncommerciat sources) Inufi uciacilofrurfl uilriunluuon

iii 6n in aei o nr: dn fi ulotor{uilnn

2) n:su2unr:dnfiulttol{uilnn (consumer Decision Making) drocfiurdolfiu

ii nr: roioniu n oud {u?Innrnrnr:dafi ulo Inurniro onrfl u z riau n'o

(r) ilofrudrutnimur (Psychotogical Field) drrJ:cnoudrun'r:1110

(Motivation) nr:iu{ (Perception) nr:riuuf, (Leaming) qn6nnrn (Penonality) rinrnfi

(Attitude) ilofrumrirdocfi,{nn:giluion:curunr:dnfiu1t dr,,au.ounnrurqin::uroqri

avqnnn w unnci mfiu tiu o{duil t f,uirq ncirrn'o

o nr:y1n rflundrnrdndunrulutorueiavqnnafiovn:;{ul#r1naa

rfinnr:n:crir Inundurindurfinrrnanrrcnrrtrmir.dhildiunu

n o u du o {r fi a r u do r n r : n r : g r 1 o rfl u n r : fn f r h?r1 n n a rJ fi rin'n rl
inqrl:;awinqn'n:ruroruqud,fi nduHdorfi drgr1nmrrnr:norn
Ao t Jl
fi inqrh;arrfrflon::{uhfiuilnnrfi nnrrrdomr: (Kotler, 1997)

o nr:iufrflun:cuaunr:fiqnnarilniufiuirln 1 fiurn:;mu il:ccril

nr:r! uu{ Inuqnaao;16on dnrJ:cmm6aruua;iufdoladld;u

run n i m rYu ri ol#rfi n u q 6 n : : u ua u n r : ein fi u 1 o fi un n i m fiu ur?d r t c

o{n roldaoru nr: olo dxrd u:fiu, un o', nddr rfi n nr: orniiui ac

qnnnirl:vaunr:s11uo6nfi unndmfiudru

iud.......] 1 .sr.fl'.3ffp.-
m t n ; rfi 0u..91.tl19-...-3Jl

trlhIo
q15.q904

a.f q-qc n
urns.ddnn.
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o nr:6 uufrfl unrEU?unr:roquiacqoond l#iunrrrfil:; aunr:oi

drosrfl un:rurunrrfi,finriu'acnjduuurJaro{nnl.l2n1 durfluHa

o rnn zruflu riii ld;urio ernil:ccunr: of

o qn6nnrr rfluf,nuorsmrrininurnrulutoruiavqnnn dd.o
ri ruununc acfiouii n',: drloou osn ou du orcioa.r,ando,ln 1

q n 6n n r n rJ : ; n o u dr u q s au rin'ro r r c o d r r d r o u rfi r l#q a n a ui a c

qnaaunndrrfiu
)

(z)funouto{n:ru?unr:dnfiuh il:cnoud:uofr"urfi d.,doJ r dunou fo
.o nr: n:crfndlnrrtdol nr: (Need Recognition) rionr: iu{ft ilqn r

(Probtem Recognition) fi rfindudo{uilnnrniolriuilquriiunnim

riu

o nr:duurdoXariorrlrdanriounr:do (Repurctrase search) du

{ui I n a iu {o'r n u r r 6 r rfl u lu n r : do n 6 n risr qin i o ui n r : r c rfi a n r :
dunr{oXalnuiiirrt dr,flunr:ilr{oXatrn z uudr ito

'r ri.r{oq o n rulu Inu{uilnn rcdu r r{ox nfi r r n rnil o ilun mdru

inimor ld*ri nr:iuf nr:riuuf ua;rifiuRn' 
'rnfl?.ruyr:16r 

ufo
-l--.--.--__tAa.. -^_-^-i . y a , a . r
u : s 6ru n 1 r olllu 0 g u o n 0 1 nil ttr n I { ox a 6 nuu d I n-o uil ci s liola
R'r uu o n lu n : 6 ii hifi il : c aunr : oi u is n u rl flu do r rfu rf, urn o

6rrfl udororfru,urhdo4n0rnRruuonil:;nou rriu t rndoilq 01n

rfnuuuu nr:huur riludu

o nr:il:criunnnrlrfion (Evaluation of Atternative),flrrirroud

{ui I n n n' r r : u r un ; il : g ul'u er a J : v I u r riei r r 1 fi t s 1 diu o r n ui a v
a

?t't{m0n

r) nadnf, (output),fludunoudrfinrrnnqfin::urdrrrnnr:dnfiulotor{uilnn

(Post Decision Behavior) dlosrfioadolf,ufion::u z il:;nr: n'o nq6n::rnlrdu do

rj:cnsldro nlrriuoiourn (Trial) uurn,rdud, (Repeat purchase) ua;nr:il:sfiuna
rl

nlull A{n[!U0 (Post Purchase Evaluation)
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01nd?[uuufrarn'rrdnfruloto.r{uilnnror schiffinan, Leon G & Kanuk, trslie
rlr

Lazar lurEoldrutorti?uilrcdxm1{n1:naln ldncirrl{dril:cnoudroHdnfisrqifienrru
. - a e a . .a )n ariltaiunrlnltnaln :rnr ttncdo{n1{tnrri'nirilriru uio frrinnr:narnrEundr 4p's

(Marketion Mix : Product, Promotion, Price, Place) rf, rouo ldfinuoiuluoiufiulu,iuoiitl
Je€A

n{uRo

Kotler (2003 : czz) l#nrirrlldr iinr:nmnlrnnm 4p's uuulduriurinoctr?nafiuri

fiudr riruolrirJrcnoufiulfirrhuiuq:fiouinr: ldrauonagnf,mrnr:nnrnoq:finuinr:

,iildu6n gp's du6o t) nu (peopte) 2) rro1ufi mfou'oua;qrJn:oi (physicat Evidence) uac

3) :suunl:lfiuinrr (Process) :rrudrwld zp'. 1un:6ilnurd,fiunr:;ilnurifiurfiuariu
-) f .

{:n0ru01il1, ${ilu1ua?1l,o{

r ) Hfi nrigqi (P,oduc0 n 1: n't t: st triurfiu ninriore{ rmcuinr: t or fi u orm r: dol
-,e---- - -- 1 a - . I -il0't:ot1r?uo{lourxnto{nlrutfl'I, qflnlilr,0{utn1, :Vd'uiUtoluinr: rlunl:01u1,
quR1il1'O{Oll.t1' dlut OrnlrUinl: uasuinlr:sudrdurj:Jilluo.[.t.t:

2), ln't (price) lduri :sdu: 1nm0{o1l.t't: un; d:unnmrlnr:theirq

l) nr:finfruriro (ptace) rfirrnfidltolSruorrr: fltlrflsn2n1unr:r#ro'lnfinriorci

runcuinrrdsduilrf,und.drt'fiqrlrriunamuinr:r.rrioriuormnr:f,n{rrriru

a) fi rnr:ud{ln?rnlrnare (promotion) n 1 : ri r r aiu n u n a 1 n 0 J r a r 6r ii n r : d

uarnrorulunr:doar:riunarndmt hidrocrirunr:Iflu0trfie n::lnr:trulnuqnna uio
fitn: :uciuairnutrotriluuudrl rior,onro,,acmmdor

5) {n01n, (People) uiominqru (Employee) qnnrn:dolrirunrrfinra'on (Selection)

nr:ilnou:l (Trainind nrr gllt (Motivation) riiol#arur:od31{fl 21lfhnolo}if,uqndtld
otirlrnncirluagtilu'0ndrqiurirdu nfnrrudorfirinuc finarufnrlrlfl1ur:o rnul:o
n0urluo{trtrrudolnr:toltrndrldotirr:rnrir firiaunn' fin:1rR'niriuahla::ri i
rt21u6I1ul:olunr:ufiilryrrldotirrafira::ri un;fiilrcf,ninru unu6rlutroahldrfiuu

n rn dnu offi ldl#du 3ru o 1il 1r

o) dnuorcnl{ nun1lr (physicat Evidence) q : fi oiiidordoviu n r: uin r: rizuln qj wfi
dnuot;nunluRttx0{nr:u?nr:rrTrurriurdor rfiororndnuilcmr{n'runrrwfinnionr:

dn fr ulotolEnfitlunr:rdonl#uinr: : rrdr cn rrurn dor lduri nr:unnei11d0lufi

u::ulnlrrRruluiruorrr: f,rYutolfiu fri1iluuutolfiu rfirraii#l fl21uduotn liln{rng
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:cdu'uoltiiu{liln{ lrJuuufiuornrriit?uinr: uacdaufiEndrarur:oro.rrfiuldnruluiru
{)

ruunu

7),suun 1, h?uin r : (P!oc€ss) : cu uh?uinr: u Iuu ruri rr 1 t o r nr: l#uinr: nrulu
ftuorur: drnurruonr:uinr:iinr:,Yrolur: nr:h?uinr:fi:rnrilracil:sriuloqndr
Inudowhu'liiu zrlnolotoqndrfi urlduinr:rfl umin (consumer Satisfaction)

trnuurindlndrrdrrdu ocrfi ulddrluq:fiouinr:rfunrdorririirdrnrrudomr:

uavnrruiilnoltto.rnuilnnrflurdn domoucuornarudo{n1: ro{nnrn uavfruilnn
tnilrcodrlfuludtuqornrntolnfinrisrri uacuinr: :rnr rirrnfido ,rro,nranrululu
R?1un3om uarn2'l.u3rsn:nlunrrtiunrlhl&Sruorrr: uatriioh?qndtrfinn1uftnolr
lunr:iuuinr:nrinlrudolfinauqnrr inrruinroulunr: doar: riu Endr fi nr:rucrir
tlufllto1'l{1: finr:rcuonuinr:fifirdoafirnruJ:c?iulo nagnf,nr:narnriurfludldrfig

r?ruiuq:firuinr: drriu q:fioftuornr:6ririludouirnagnf,nr:nnrntorq:fiouinr:ur
- A o rur,[rr:arTfroriunrJiurJI{qotnrrrxornr:u?nr:lt?nonndorriunq6'n::uro.r{uilnn uag

rfio rfi rl#q ndrrfinu'qil oh gr qn

uon 0lnuu?R'nnq6nr :u{u?Innft ii ldnrirruude &fi fl r{uu rfiarfiurfirrlurdodf
6n R'o

Rechard L.otiver ( l ee7) ldndrrlSdr luil c ltiurfi uquin lrfi lrr olofi t#ldrirhi
rfinn2rlldriliulrlunr:uddu narudornr:torqndrriurflud.rdrfiq rJ6'fiiurdrin1mn.rt

dr ar d''r r io ui n r : l u n fi u: n r c un n i r r fiu n r : do n ir ri o r 1J n ; *, r nfu ;il In ul?
:ruoc16unl{6'rd

t ) n r: doa f,,,, n (rrial) dr qndfr ft hirn ufi rJ : ; aun r: oilu n r : do fi u duu-nh rdo

Qndrfintrraulowdofiudtrfupdrarrr:orrdoXndrrrrr:rfiurfiufiudrriu 1 ldornraru
ii niu trnnr:Iruon dlrinrfludoqariurfiurJ:cluilffiocldr-u rirl#qndrrinnarmrnrir
ua;trndrorrfinrrudoonrrd,srrrcmrcorlufiudrddorn.,rrsu ,,arlunr:dotrndrdor
dntultrdon dlrf,unr:dnf,uhdrirurn Dr:rcfiurqdonurnrru drrn'onodNr,rdq nafiiio

. qndrorrriluh iirdsndo f, u i{riudunu fi r cr6s n6n#r, do

o,r'o 
6 n dr do fi u d{r tJ ldr r w n rt.,,o c il u j r 1 il n : r fiu R a rtr r il rfi a

Expectation - Performance Discrepancy
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rt 2 1 u ltn ni r.r d rin o rn n r: ril:' u u rfi u u n l r n r n u il n n I r u t o.r fi u dr riu 6 un d r

Disconlirmation dfiJ:cnouduu 3 odmR'o

(rt dndrdnrnuis

(z )nirdudarnuir

(g) udndrfinrnuir

nr:nliuutiiuuoronJliuurfiouluuiqornrnrioqsnilr 6o qornrnrYuriuf,riu:rnr 1u

nr:doEndrrinfinl{rrdadrf,ufirdnsdofiqordnuorcodnl: ,,uo',nn',rdurirl#trnfirrin

alr{f,n tioorruoiniu fi ru In:t rfinnlufdnfin arlnudamr dreina'ufufujd riof,u
ruEu6lunrrdnfiulorfionfiudrdd rJq'fiiurdrfi nrrnnr:doofo,,, n Gnornnr:il:sfiuna
l l u nio q orn rml o l fi u dr rfl u n r : rJ : c u'u fi lil adu {u dou rdu fi ru o l o nio hjflur sl o dl
rfl u na dnf,qnr1rur or n: su2ufi1,

zl nr:dodr (Repeat Purchase) tutoqndrraudofi udrlnude riaunFfi ncrou nis hi
roufi udrrfududurJ:caunr:efniodourTtruRn'ororiaururornnr:fi rnuldiurirrar:doqo
IIriouInuhifirJ:caunrrol rriu rfoqndrfioaErioioriru,nfoo1u1unr:firrfu rdororn
nrudnuoi'truo,ofooruunt:fiidulunarnriaunn'ucrfludu!1uuo{n?lrnrnuilrorqndr

1 u n r r 1 #fi u fi r i a hJ riau n 6fi n r r u dr rilu f,riu n z r u dq h d i r n du r r do6 n un c fir fi
99Je-^natlrTurYuf,riunrrooniuqomrntsldurhniouint:qnfiroglildriil6laaru|1isriTrr,,0

ro{qunilrtsrfiudrdrfindurfluuloofo drqndrfinnuosinrind (Loyarty) dorndowuru
nr: drrfu qndrartr:onuionrrrunn i orr or fiudrriuil o1u1 n ir 6ndr rc fi{nriin zru

4nriuuavdlnlfinr:dof,udrrfueiohJ6n rundrovftlnrdr uiotrndrrJ:;audu{ounrior
dr 1 tvrtrhlfi nrrnouauolfi luu: r Endrorououiudounn;oUslmnrf, ur z-g nfi rioud
rrrindof,udrrfulrJ

fl 1:llfln{oontom:ru{dntolqndr tsfi nt:riaurnruiirdu dorror,,:nrcrfinrrn
. l-Rluttnneirqfitfintrnnr:riliuurfiuurcudr{R?1lJfltnililfiu#rlrjlunrlau (Negative

disconfirmation; iioqordnuus (Performance) lrorfiudrirndrRtunrnriqrirl#rfinnrrl
finui.r (Disappoinrnentl rirtlqinr:rfinnrruhifilltoh (Dissatishction)

t{.t ii n q fi n : : u {u iI n a riu du r r,t o u n n n ldf dn n 1 : .u 
1 n r o.r n d n risr ef dr r s rfl u

d:n:;{u (stimutrs) iidoondrorordruil:caunr:01fir1nnafio{ ua;n:2rnouriudoqaiml
fi rfi u ac fl l, 1 t dr il : g fl u n r: slo c ?i r u rf,ru rlu r q n'n : : r {ui In n rar o iI n fl a i r il n rrou
a o r u n t : s1il o 1 riu du n e I u flu o 6 n {ui I n a o v I u r n r : iu f dl n r : t r n Ha' n fiE s{riu a 1 u
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rlornrrtsuuiirfintiuldlnuirunnilofiudugru drndnrisnfrriudo{lurnioriruiidornr:

r r a o r d r {ui l n n ri {o.l n r u do r n r : fi urtoi ur o m u dr n r : fd,6n o r n n r : n r g fi r j rr du m r
nr:iu{ ftruRn'ttavnr:6uufto{uilnnrflunarirltfiuilnnldiunr:n:v{u uocrfinRr:

dnfiultuiloo donot olnr:dnf,ulotor{uilnnfiri.rnnunohua;atrhjnolo nrurlnf,{
rJnfi {uilna ocf, trr urdqnorinf,drindunruu drnr:dafiuhdoudr uasnaonr?a.,dft ld
ninrisrciduhidr{uilnnosldiun:tuu'rrrohuiohif;rnolt {olarucirdicdounduur
rfl uil:caunr:oftoulnaa uacfi uaca!ilflor,fi ocir{an:ciluionr:daf;u6nfieiolil nr:
tinnqn'n::ltol{uilnndlndramrr:oucnrldrfluuuuiraorfiuanrdrnr:rn'nrqn'nrrr

{uilnn nlrlu}ruR'mfr z.z ftd

r*ur,rd z.s uuudroorduaoriirnrrrhonqfinr:utos{uilan
i-.- .------.^ -- -i - 4 . - rr -<ililI : tuuqltaolilusnl6lnu6nnq6nr:u{u?Ino, ro{f,toetrmr:tignr ra:'is5i(2s48)

ilrcaunuoi

doqnddu

acfi!15

--turrfiullu:
-narudornrr

-u:rylr
-qa0nRrt

-nr:f

nudnfiuhdo:
I ttr!-toilt0llt.uo
Ir{00! l,
Jl.-noNo nt,

-doorndhru
l. -.-.u0lnu2! tn

o l)tsflaoilril lfi :

nrurolo
ailro

narutholr

6nl'nntorirurndol

-arounia

-f,inu

-lour::u

-:ru16

nq6n:ur{uflnn
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2.3 uurhormrilqufifiua frunrrufi uolo rin un6 raun?ril nron ir

23.r a2urlruruto{R2ruf, uolo

lu nr: ilnu r InorirtJ ldfi fl #nrrur u ru.u srdr drfi ur of rlu z i6 6o fi a'aarufir

lr ol t t o s {il 6ri6l r u (rou satisfaction) tfiu n r: rl : c rn'u ri r'l o u qn a r n : {rl q'rifi l rui o

anrrrurndaunruluuacnlouontornr:rirr ru duJ:lnoudruil o fruciror dfi 6ninoio
nrrlf,lnoltluuuunniruiu niu dnuors.uorolrdtil neufireu$r nr:rirfruriqr't #ou

ieusru naon ouaicdnr: unsil:c lurfrdo gaiml rfl udu uac6nfi6udrdofifinlufis

uolnlunrriuuint: (service satisfaction) nlunr:rJ:clfiurir Inoqntftuio{iuuinr:ionr:

uinr:1u6ol1n 1 niotrn'uornr:u?nrrfi drrundu (rtun: iiuraiu ua;cufu lciooc,

25t7 :st 6N1u il:cmc rdlrr, 2543:6)

Rerun'utolo rrionruu olt (satisfaction) ldfi fl #n r ruil x l u,t o tn :rtlrr.ln oh ll
r1n!u i'riolrjd

66tr rji66 an (2s24 : gz r ) ldncir:dr nerufirrolo urruo'r n :ruffr nrouriorolo
fiolr{rJ:cnouuavnrloludruirq firfiua{or narrftlnnohocr6nduru'on:rudo{nl:,r,o{

qnnaldiunl:noufl uo{t riou: : qprururfu hildiunr:nouau or

wolman (dx1u uilnr,ilo{t flruqr::or ,2s3g: o) l#nzrrrrunlrfiurololunr:
r-€ a a

iltr|rn-{ru2t ntun'ltolo 6o nrruftlnfinzuqtriioldiunadrrionrunarrrj{ilulu R21u

dornr: raiou:rgr10 duo{tn?rurniunrfuocannsiliol.rrnlrJ rirl#rinn:ru'snololuuu
t

uu

Datton(tgos dNlu luil: I!?:g16, zsle :9) ruru6.r nll{f;nrolnulnnur,rdldr

rou riohimuluqnnafi wourioanrrurndsudrdrtJlfi urdo.r

chapin (1968 dulu dr:ru muqa,2538 : lo) 1#l#nr1u?rulul,olrnlufrsyrololtdr

rflunuru{ilntor{fiuriuuinuioaoruuinr:nruil:cflunr:sidldiuornnur{rliln'nio
e-a-!

t o:uu:nl: luflo'tuu:nl:uu 1
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rrtul; n'rur{ Qs p drllu fl ril a r.rriri qun 1, 2s!9 : gl ldnd rrl{drn rrln'lrolo
urruo'r qtnrtr'nfiasfou1flrfiuo'rnr:firuuto{Ru uforflunlru{dndieionqn'n::rtor

nuciont:firlru tdu or:usf Ritun:gn'oioiu nrtuili{uacnrrrriolo rfluanrnodrondl
^--.r.q^--.i-r-{^ ^^^ a r a r r.- - u o - )
'uolonlofrtintutmnruludaqnnaraion{rnu uciiio-iliilanruuonrilfiusnrnnrl6nlofi

wrfludrriruundrrillolunr:rhuufifinaInun:rciorflruurulunr:fi1,qlurorRurag?{nU

n:lvtu{tlut olouin: riluornr:firfindulu6nlotomudludn{oonilnor:usiduriol#rfin

firftlodtsl#nrrliruiiolunr:rlflfifiru nrrun:c;loiolunrrufiniFunrrurlliotoruu

rirlddru unc:clfi uuiriutorosrinr:

a a'
rfl6u, rrfiolojru (2j19 drllu duila elriaiqun7,2539: s) l#nllrlrolldr

Rzttttt'{tt01t1ulrurfluHnxo{n1:grlehirrludrhuu Inuoonurlu1iltolnarunohfi

nufirlruurnldriurnn u::urnrrluanrnfifimrudd d.r,flunr:nirqr:rgr1o h?rinnrruf,r

toltlulrudruriu unc:mianauumuCruri', ,iotf, ,uno,nd,rrf,ildnrira6ndrnrruf,r

noltlulruocrfinduriionufiRerrff;ndrrl:;aunludrrirlunr:rix',, ,uno',nddfl

r il aul ruo onuuu lfi{rl fi'riirfi a n e ru n oh lu r r u udr u ri r ur r u fi o ; u rn r u i zufi o o rn

urinuu ldu rndu un;{rJ6'rinfi rdrlnfi rnu rrndu

.- r { -e ,r -i- -!--- 4 .l a- a c a u a Jfnlf runlrftnul2ououuu 0Jri1n1:dnu'lluf610lRtrufr uololunr:iuuBnr: 6l
il:Enoudeu R?ruulrlu'uomerrf,rrotr nrrrnrnuir riaunh narrrYurluf,:cildNnluf,r

uolormcfifruni uacnr: in:cdunarrfi uolo
..4
dtdr naufi uolo (Satisfaction) fi ririrfinnrlldralnnaru rfl ufi uouiufiudrneru

fiutolo firJ:clurfioqoowin:rfinrnigunvronru norvffif,ulCrhnr:iilnurdunfiuacld

: 2u, 2lJR2'tuilU1Ut O,rtfieruf,lnolodfi flrior',rruru'l{u arnilarudlciolild

Morse (1953 : 27) ldlfnaruuulut o{a?lufirnolodr rurudl anrecinhfi
il:rsornn:ruftrniun riod,rr,rr::um6toruqudfinmrdsrnr: drnrrudornr:rfuldiu

fr1: n0udurorforr.rf oux dru n rrurai un 0Ennn{r narrf,u oh osrfi ndu uoslunrr

nduriu drnrrldornrrrfuhildiunlrnouf,uor nerumiooor*'rd, uasnrrulrifirnolr
oJ

tJrnnt,u
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vroom ( 1964 : 99) ncirrdr riauaiuacnlrfi orololu drln iirnutr a.,u.r: olduvru

fi'uld,rrlrrionu$rduuru6*rnfildrrnnrrfirlanar{rlilfitiruiudori, riauafidruurn

tcrtanllfrtfiucnrtnaruf,uroltlrii,ti, uacrirunfiludrunuocuanshilfiudRlrnalu

lrif[.rno1o1rdoti,

Davis (1967 drllu ttrul f,it:, 2s37 : t+) finaulfiudruqhn:rurduzdunzruf,l
..-q-.-.. Ja -^^--_ - ,l o a a -nolotoulrlgd R'o R21ltrtolulufiovtf,nnlun{ufl:un t5oRatln:s?unrr?1u ilionracfild
fiqnunrrnluirlnru rdourludcrrr:otfinfirim.t ldudu urluril#iunaruf,qilslohdqd
domr:

chaptin (1968 : 437) ndrlirnmlfilnoltfinrruiluunluttu1{n:uurldru
6niilur ulroiil aartff,ntor{drriuuinr:riocoruil:cnounr:nrrril:caunr:siiildiu

o r n n r : r{r lrJa'ndouiuuinr: lu ao ruuin r : rful

Mccormic (r9oe dNlu 6:inrirntoiati 2538 : rglldlfin:luuututo{narufrr
noltdrrfluu:lgslolutounluddriroliuunarrdoon'rrdrg',, (Basic Needs) finrrurdua{or
fiustinlndindunaritqni'ua;drgr10 (Incentive) uacilululuuinrdmf,rfi[jdornr:

wotman (1923 : gga) ldl?Tn?luuulutosnarufilrohdr nurudl narufiln (Feeling)

finrtuqt riionur:rldiunnrhrimrrlnrjrmrru (Goals) nrudolnr: (wants) nfolxgllo
(Motivation)

Shelty (tgzs dNlu oiru frlnsrrd, zsct : rz) ldfrnuruuaorrrinrfiordunaruf,s

n o l o I n u a l il d r n a rln'lt oln rfl u n a u ff; n a o u uu u i, o {r u q u d a l u f dn lu yr r r u ?n ra g

nllffrnluil1{au nrrufilnnrrurnrfl unlufilnfi rriorfinduudmsrfi rl#rinfl ?lurlx
!a,naurltfi rfl unrruqtdunnittrnnzrrff,ndul nrirrfio rflunrrtf,dnfi fi :vuudoundu

aurtrofi rl#rfinnltqtrioatrl{fnnrruznriudulddn drrfu rcrfi uld.irnaruqtrflu
laAaui)nrrlffrnfi adududou rn!fl ?uep,fi wfi arniorlnnaurnndrnrru{dnnr.rrndrl oti1l:fi

nru nrrufilnrl{ou nrrufilnnr{tu?nunrfl2ruqt finrrtrYur[uf,fiuodmadufiudou uac

:;uurYur{uf,r,sl:ruurilcrtdriundl :uuunaluu'urolt 'lnuRlrrr'rflohrcfindu 
,utu



30

: suun2lxfi lnohinu ruf,ilnnmurnrrnndrnrrrfilnnm au Inufi odtnrlt?,6aatuf, l
uolworuqud lduri ninurn: (Resources) uiof,uh (stimulus) nr:irn:rcf:guunaruf,q

lro'lt 6is nuiflnurdrminurn: uiodlriruuuln rfludrfidocnr:fiocfirlfrifinnnunohunc

n eru qturiuqu d n rrunolmcfia ldurndqnruiofi nirurn: qno dr$irfl uddomr:n: udhu

rzf,n rn cirirnrq orf (2s38 : g) l#l#n zlul.mlutor Rlruu'{r ol o drrfl unarufdn

n1{u2nn?tl{f,nnmauua3fl?1rrlr, fifinrrrdrriuf,duotitadududou Inunrrufilnolo
rErfindu riionrrufnl{ru?nulfindrnmau

a 1;
6r:n qnirjru (drqlu riro: nrdru,2538 : zz) ldl#n2lul.ru.rutomrruf,rnolcdr

rurudl riaunfilunrsurntionr{nuto{{nnadidodolndrrdr drocrilAuuurJnl}Jrflu

n rr ln o 1 olu nr: rl fi r)hi o dr riu

tilo: n*iru (2538 : zg) ldh?nrlurrlutoln rruflrnolo'ir rfl un arrfdntoulnnn
i, A o i .lr a . a
fr ci o rio l'l n rio l n iil l u ril rJ : c riu ri r uu r fi n 16 u e riu n rr r fr ur o l t r s ri u a do r rYuriu f,riu

riaunn'otir luun fiu hj oon arr!f, qn olorfl u rJ fi Fiurdrun rru ft?n (n"".tionary Feeling) io
duftrioiiln:v{u (stimulus) durroouuonrrludnuorsrocHnduf,qnr1rutornrJU2unlt

il:;tl'u InoriluondqfirrnryuorHnil:criudrlrJlun'f,yr1{u?n risfisnrrnu ufohifi
rJ 6'ffi u r ei o d uft rio Er n: ; {u rfu fi ld

iunfrni ilrul{gr (dnlu rftor nrdru, 2s38 : zz) ldl#n2rxuu.rutornarrf,lnolo

drrflunr:h?qordrnerufilntoraur: rficYrrYuf,fiuIanriarfrfiurfiuarlillf ul0r,o{
anrntrandol rirntrufdnto{t{Rflnfifiioanruurndouocunncirlriu rriu nzru{f,nfi-ma

n olo-hin olt ault-hiaulo riludu narrfr rrohrfl uorrirj r c n suilrrdruriaunf, rfl u

rJfi-fiiurdrun:ru{dnm.rr1ooadfiioduiruiofirfiurn:vriu rflu:cdunrrlnslodrilurir
r.lJ

o { l u t ou riu 6q o c u o n h?n : ru dr fi an r r lu m r r u r n n i s a u r i o hi fi rl 6'6iu r si o iir d u r

n:;{u
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uqu irrJrrnr, (2538 : gg) ld1fto{R21uur1utomarufi.rus1o.jr uurudr Rrrl
do.rnr:ldu::qrflruuru nq6n::rfiufio{oonrlfiwiinrrrqt rYrrnnldo'rnf,1unl rirqa un;
n1:ufln{oon

smith ( 1 995 : r rl) 1#h?n?un'unut oln auf;rrolodr nrrufi lnolmi onr:l#u?nr:
rfl unomrlinimur fi r:ciilorun;fi rurndor drncfi rl#flduinr:rioqndrndrdnfuh
16onl#uinr:

rurimurduqltriu::uri:rr (2539 : r g) ldl#naurilu.ruto{ntuf;rrolodrn:qfiu
rirlunrurdlnqudr "satisfaction" drfiR:rrulrulnuria r lildr :;dunaru{dnlunrruan

, i Jitorqanaeiofrrru'rfrrln

Oliver and Rust (Service euality, t*4 :3) ldhTntuuutunluR?.llutrutslrinu'1nn-

enani rirdr satisfaction u101nnrurnrfiu satis l{ulutilnarlrorfiul (enough) uac Facer

uurudlnr:n:crir ft rfu f;uthuiouinr:fi riohirfinntuf;ruolo doqilufiudruiouinr:fi
arlr:orirhTrinnflunoriln (Enough) uacfidrfilndrfiu iilo s"tisaction t{u'tuo'rtntutolo
iAaafrneunllufiiiurnrfiulil (g*.esr) drdr satiety uurudlrrnuruourfinnarrdornr: (too much

enough) dr,fl ud.rdhif,ril: rrour

oliver (satisfaction, lggT') ldl#nzunIrudrflunrrnrrtoIdrdr satisfaction.irrflu

n1:noufluolfiudnqdlnarril:cfiqrftorqndr rfluior:orqrortolEndrciofiudtufouinr:

d.ruanllddl:;duarrufrlnolo drorrhin'rnohurn uacndrzdr nruf,lrolofiquuor
un nci Nfiuudauidmiuqruourorln : lduri

o The Consumer's Perspecrive ldruEndr;

. The Firm's Perspective (druolrin:ruifn)

. The Industry Perspective {druqnatun::x)

o The Social Perspective (drurYlnl)



32

oliver (1997) ldndrrdr neufirnololuriausror{uilnn (The consumer,s

Perspective) narlf,lttoltrilun:rurouraurcincqflna rflurf,rr,nrrud{uilnndo{n1r0ln
Jo)r-a

nr:fr odudruiouinr: qndrtiuuluqidosnr: ldiun2uila{iloh Inufi rnqnodld
I ; Ra tIu'lnolt rfl un rruil: r: nurduqnfiut or n u ui'lnn n 2un'ru slorfi uilld

ri.rrairtifi rJr;nunr:offi rlrlfinolr
z) afl lf,{Trolo octiailqrrlunmufilt unshiuuiunruriluururrnnatalnr:dn

auhfinuarn

3) narriirnolrrfl urniododudunrrdnfiulotoqndr

-a o'rifr rntiunr (drrlu oiru cyur;:rd, zscr : rz) l#lfin?1uilu1uR?uf,rno1t
rlludl nerlfdnuiotirrunn'torqnnnfifiiofirrutrrfoilrf,uirq firiordor arrrfilnc;
r6u:dor rfoaarudolnlrro{rlflaaldiunr:nouauo{t riou::qlnrirrrrulu:cduuurr
n r u f dn dr n d l r t ; a n a l rio hirin du r r n n m u do r n r : r i o l n ri r n r r uriu hi l diu n r :
nouduo{

fior molrlu (drllu oiru rYuuc :Nfr,zsqt : t2) aliln2'unrulutornrru'rrolodr
rlruo'l n:rufdnrou 6u6 r6ulo uiofitonan'fidtorr1nnaeisfi.rlnfiruutr Rer!il'rnolorc
rfi n,jurfi oldiunl:nounuomrrrdomrrrft druinqunvcru6ntr

fiua::or rdoq:::or iai (zsqt : 168) ldlrtnrrrilr.ruto{tRrrrnrrolo
(satisfaction) drrfl ufi n't oq orn rnfi rfi urf,u a rrr aonador fru n r u do r fr.n (conformance to
requirement) toqndfr lilrinuoillalfiudfr (Garvin, rgee) m.oafiqn:u,fililo1otoltrndfi lau
ororfluqornrnfignfirnrnuiluiodolnr: (Expected quatity) uioororfluqurnmfi,lu.o12ul
nrnristosqndr (Exciting quality) duirl#qnfirrriuarrrunncirr un;rioh?rinRilu
ldnJiuulunr: uduiu (H8u, I 993) :ruaclduadril: rnqnrlnr: mfi z. r
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i-anrrl{n2.I utrR{rflrro{qomnr

drl, fiAru{tlomrfl. finr::st udoqrrroriori, zsls

otitlrfinrl rinifrorfi ozfiunr:narnlrildaulonnuuurmosdtimtruf; onolt nru

fl 21Uilrluto{TrcuT{nru uiAulutilOqn:curunr: (Process Oefinition) 6ld

l) a?1uf, rilo1o rfl unr:rJ: criuil: c au nr: sftol trndr stirlrioofi qndoldrri rfi

aunr:wtiluleurtrlil

z) nrruflrrolo ritunrasmrr6nimur rfl uor:uoifi uanl6lnaruRrnuil dlqnraiu

Inun rrr{ilntolpfirrfi ortiuil: c au nr: oIlu s6n

l) nrrufirnolo rdunr: noucru o {t{olqndrionr: il: crfi u uiorili uu rfi ounrll
e r - lio I - 9 ---- - - --'

Rrnil ?{tnofl aailtillnnrruct {t.tn{t0tnnu ui'lnn
o e - /la t a !r---^--il

filnr t{nufl o nilr illnntu 0:,{fi a{ n lflu: lRfi nr:'[diuaruf; oroltrfl udldqndl

dornr: uilnurialJlunr:dorlnnfi qndrdouhildiunerrilo,rolor1nof. nr:ldiunaru

firuoloriurfluil:gnunr:sidd nr:ldiuu6olrildiunrrufllnolnrfluruqnr:olfifinduld

xlnrllu (Standard)

hifi dounni ol (zero Defec0
r9o{e

n1:n:{nol?n1t onlilunil:ou:tnntlu

rj:cfrilinu (Efficiency)

Hanin Oroductivity)

duqu (Cos0

nnrlunuri{uou (Detivery time)

nandn/iln f,uri rr{r toutpor/Inpur)

fla{1U (Perforrrancc}

rJ: ;Iumilunr:ldlru (Functional)

a21uflsa2nlunr:ldlru (Convenience)

nr: r{r6l1d (Accessibility)

nrrrilnonfiu (Safety)

fi?'ntn{tltu (Durability)

n zrlf, llr o1o (Satisfaction)

trrldnuoftolfrudr (Features)

nr:h?ntufdndA'ufrcld (aestrretics)

n1:nourluornoucionludolnr: t olqndr

(Response)
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!
r6tuo rt:1lscriunr:rio}?rfinnrrufiutohriurflunaqnf,vrron',rro',ndrirh?rJ:sauf,uruc

1d

drdldndrunuriadr nlrf;rrolo rfi unerudornr:lu:cdufifiundr n:rdun:rr
il: ;alrin od til rnrfiu hJ Gutttlmeno lurprr ouro.r trndr fi n luurron{rr#ruinr:
n o u rru o { o d r I fi uu tu i o u hJ o u 6r n r : n o u c{u o r o ti r I hi u' u u ru n o u ( Favorable/

unfavorable) luldrfiu$td:cdu Fulfitlment ,rirriu rflu:sdutolRrltn'lnoh (satisfaction

rcvet) dlnJiuuriiuuldrrirdunrrnouduo{tn21udu.tn',rtirdrgrunirriu (Basic needs) rdu

narrdornr:ludortoritrfru I ti, u',n',, rniouitiu iio{olf,u urinurl:n

elnntlutf l,.luirl1 tola:rufiurolodrndrrdrrdu 6loronrireldlnualJlddr

narufirtolo rurudrnarufilniifiiodrlnfirrdr durfl unnur0lnnl: ldiunr:noufluo{
nrtRlldolnr:tocuincrlnna ritl#rfinnrrrfirnslo,unolnd orrufiuolo&rfi urdol

fiuiloiluiu'l duooln,ria;iloronrlnnafi narrfiruohluf,rdrll tirur'ouriuuactiuirriu

dl tcfi rldfi nrufruoltludrirrl unndrrriu'lrJluuiasqfl na drriunrrufiutohrfl u

rinuafiduanrsonmmdrunrrrfilnuiaor:uofro{tUnna drdurJfiffioldnouauododuir

n io fi l n : c {u o rru f iln l n un t r u u'w s 1 o fi 1 d 2 uu u 6 o n : r u f dn lu m r r u r n ru' orin du uda

wrirl#rfinn?rrlqt neruroh ua;naufdnluumau uioaruhifi.rnoh rfl ualu}irou
hi n o l o R l tun'lil ol t rfl u n a dn ftiu qa fi r ur o { fl : v u 2u n r : n r rin im u r n rr r f; ln oh lu
,1rro,rd, uol drrf, uruqnr: oi (Event) dufl u na rrnnrr uilnn qnfirorrfi nrrlf,lrolo
riohinolt duriur;duaarrf,rnolodld;u ilolriugndril:r:nurnarrf,rnolofiurnndr

A.
nerufr'lttol0to{nu (Desire more satisfaction from their satisfaction) l,tulufrrrtdr :cduRa'tu

yr'rn olnluit r lriu orr hildaerfifu n slofi domr:

2J.2 n2rrmurutolf,aun6

a { 4- ----- e i e i 9 o e olunr:Flnuttislnlufr lnolo rintcfi urdordurTolriauRn- (Attitudes) otirqundu

hioon drldfiflr?arruuuruotil{ilaln?rnluniurduafiu {5i'uldf,nuruacrfiu:au:u{oqa
Jt9e a I .-

llnrn0 tuu

Alport ( 1 935 : 3 t t ) ndrrdr risunn' urrudr dRl?ufl allru lolyrmdruirmru inlod
.-J ---.,. -J----- --- y !q--.--d-.-- a- ras d .

mo u u 0 1 nu r 3 fl u n 1 r 0l ftR l ?! n ? lu il 5 0 xr fl u u: l fr n rr u n n=am N il 6-f iu r q n n o fr w o l uio
a o r u n r : olfi rfiurdo l ldfi n r : ilnu rua c uri r o q rirj : ; n o u fi ldl{in ri'au R n' o o n rfl u g dru ft ii
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I ) o{riil:lnoudruaaru{dn tarr"tive componen0 riludortolsr:loinarufdnrrau

ri r u' u r ri r u dr d l fi u n n i r.r fiu l u u i a ; q n a a ri r l #rfi a ris u n n' l u n r r u d r i o ri u o rf,
srriil:cnsunrrdrunlu{dnfi z dnuuc iio nrru{ilnill{u2n ldurisou noto rfiuh uac

n:ru{i?nvrr.rau ldurihimu binoh ndr irrfiur

z) ol rirj: c n oudruntufi n (cogritir. component) rf, u 6o ut o l a rrr,do (Belieo nu
iuf 0erception) toulRRuiifiiodoolnrforuutrriolrrl.rr.nufommau n'orflunr:fidlo{

iu{ un;iu'rdudogadr.r dH;u rfinrfl un eruf nrrffin
g) olriil:Enoudrunqn'nrtu (Behaviorat Component) rilunaruuSoufiosn:crh iliio

uualdutootlooofioruanroonhlioiirlniirrd.rnrrlnmrrudr rdu ngolfitcdrurriio

uionloffiwciodru rfludu

ntufrltolo ft rfl uorriil:;noudrunrru{ilntorrifluRn' drhi{rrfl udouranrufo

oiurufiwqnararolrl

Smior ( t966 drrlu luil, 1uz: 916, 2s39 : g) firrunEluml{tu?nrolrlnnnwrfindu
.l j j j i . a A a r a

ru'or1nfilfirfiurdoqarlr:onnRrufiunEunfiuiluriofintosnart'liluo1o nrrtdlrniuafina
Aiyl .rfrurtiiolnrnRtu6olnt:n'ugtutowqud drqanaldiunr:nouduorrfiarudornr: naufir
dJaa.J

rR:un0Jnnn{ Ir{uu0;mnfl?luTt{il0 l0ulfit u

Dalton (l9oe drllu !ut, 1ua:gr6, zsle :9 ) ncir:dr risuni ulruo'l narlfdn
tolnulnnuudr drtouriohirouluunna toroo rfoenrnuandorfi nur{rtjrfiuldol

- .r <(s a J. I r- at- a a y ja. j .lrnf,nn lfl ?Tru[ (2522 : 38) na12?1 fi rrunn urruri=r nmuflt olrlnnafr iidofr wirq
du rfl u n a r r o r n n r : ri uu f rl r ; au n r : ol ua g rfl u dr n : r {u lfi1 R fl a ud n { fl q n'n r : u uf o

uurlfirfi ocnoucuoriodr#rrfu r tJlufirnrrrutr orufl ulillunmariuaquuiofindfru

fi ld duo{riun,ru?un1, ou:l6uuf u6o:vrfi uuiinr:nrrrYrau

cJauanrrinf niinri (2530 : t93) nrirrdr frf,uRn'rurudr n:rufdntorrlonadfiioi.r
,drq durilur{nu10lnn1:rioulrJ:scunuoiuagduden:cdul#unnaudn{il0n'n::riodr

ri r q tjlufi n'ro n do *rfl utjldrf.rlum rr sfuaqurf odndru
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Lnudon (1988 : soc) ndrrdr riaun6 uurudr n1:n'rr:snrirruRn'1uu{u.rnriuujnu
a e l-!--' - --1 a . Ja auSoRerltoud'unauhirou il50n1:rorluuinauffin rionr:il:;rfiurJfrfiiurnrrnould
, ir

nod{ le 1

schiffinan and l(anuk ( t99l :227) ncirrdr riaunfi rlrudl narltllr6ulfirfinorn
nr:EoufdrirtJqinqin::rfin:du?iinmfirouufohiroutordrln 1 drlnnaldiu

dniur nrrs(n, (dmlu qni nirin i,zssa: qa) nrirrdrriruni ilurudr nrrufiln
finurrrfiiodrhiiwrdl uiouaruf,rfinru luiinrrrfi,f,rd.irYu (subjective) durfludrg,,
nfuod, nfofi nah?rfinnr:nr;rirrfonr:unnroonfiGundr .TqEn: :u.

q?du ilrurfiu (2s4 I ) ndrrdr neruf, rnolufl un lufdnx o,rr{Rnadmoiforlrrdor

uurllurilil:srl'urituurfi nrduariuRlrrn'ruolor6urdorfiudufi uf, fi urTaunn'otiruunfi u
hioon

0 1 n R 2 1 x l'l l, r uci r l 1 t o l riau n 6 dl n ri r :{m du 6.r o r o n ri r a l n u a q il ldd r riru Rn'

uurudl neuin naru{i?n'uoorlooadfiiodrlnrr'.rrdr riouurl#rlfiocnouauodofirln
fi I r dl n r ur dr t rn n r r fi q n n a ldfi il : c au n r: oflu dr rfu r rio 1, dn, or c fi ro u il io fujmu

a a u a- . a a
n d r : n o riau n a fi o n r : il : c tiu rio n r : dn fr urfi or riu n tuco u il6 o'hj s o u lu ier q nu 116o

nrqnr:oidlwagfioul#rriudlnrrufilntornu 1rd'rrfiuzfiuurfirumotirr riaunfihild
fi l 16 u r fiu ri r fi u u til : r c ri r u' u l rfl u fi r d r: r l drfi u q or ri r u ci ?iau n E rfl u n l l {il n dr u o r : u of

nolorfotiu o1o ui#r z odmfi arru rirf,ufrfi urdodu

zss n r u tfu rYudrcilir{ n a ruf, u olomcriaun B

a a . ) ^ -- - r r
ntufiuolon1rln?lultlrueirll d.rorrnrirelnualrJdr urru6.: nrrlfdndfiiodl

lndlrdl durf,unalrornnr:ldiunr:noucuo{nltlnrrudornr:rorueiarqnnn rirh?rfin

Raun'ltolt uasaartfrlnolorflunarrftlntorqnanioriorlnrfowuallurirrJ:cfiudr dl
- ji ) o

uurnnfr rfr ua{ouiunrruf; rilolowrYrriuf,fiurirrunn'otiruun'[rioon
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,rtu rl n o a ldiu iil rir i r q hi d r o ; rfl u r1 n a a a o r u n r : oi r i o in q ln l rl n n a rfu o ; rfi n

n : r rl {dn n rrl tdrh ttac n r run So u d t r,,an r o o n f, ur d rd6 o o o rirJ : s n o u t o r riAu nn'd

arut:oinldorndrqndosufln{tntlIffrn nzrurr'orforJ6'fiiurdufln{oorI InufinarI{iln
n 1 { a u n a rl f dn n 1 | u ?n lta u n a 1! qr fi n r r u rYlriu f,riu o ti r.r a du du do u do 1; u u
nllrYlriuf,touertf ilnrionlrd6ondr:guunaruf, rnoloInunruf, rnohosrinrird,
:;uunrruf,wrsloinrrrfi?nnrwanrrnndrnuau

-i -.1ri'r riu uu r n-n 6o r n r u f; u o h 6 ufl u o r rirj : s n o u dr u n l r f dn t o r riru n n' dr hi
6rrfl udoluaalriooiururiooiururiurqnararstJfi ld ncirrloualil aarrf,rrol*f, u
rf,u.rrJfrn'Surdrunrgfifn (Reacionary Feeling) ioiilrfiuioiiln:;{u (Stimulan0 duanl
oonul (Yield) lurinuorcnadnf,qnrlru (Final outcome) ro{n:Ju2unr:il:;rl-u (Evaluative

Process) Inoriwono'u'amruolHail:cru'u (Direction of Evaluative Result),jrrfluludnugrc

n'fiyn{u2n (positive Direction) riiom'rrnmnu (Negative Direction) riohjfirJfi,ffiur Non -
reaction) cioduSliliodrn:r{uriu1

2J.4 rru?a2ufiotamruf, snolo

nou{ifrulCrirnrriilnurdfun{rua;ld:2u:2ruura2'urfl-nIoqRlrrn'qno1ol{ti'rif

nilunlnril (Expecation) rfludrdrrriounrrrf,ruoh rflunrrarnnr:ofo'.rruqnrroflu
oulnn rflunr:tfiudlqordnuorEtouinlisro{,fluiulrrruon.,rdunioldrrdun'nriEq{
Aa afrriinnnrurrfio narurolo (pto*r") uasdornr:ildnr6urd.rfiororis1#r6nnadhinolo

Rtunrnrirfi z rcdua'o

o High Expectations

-Desirable events will occur

-Undesirable events will occur

n'0fi udrrqnr:sifi f[.rrj: r:ou r'hirfi nru qnuo[fi hifi o,J: r:our
o Low Expectations

-Desirable events will not occur

-Undesirable events will occur

6o hifi ruqnr:aifi fflrrJrr: nur rfin'ei*rqnr:oifi hifiril:r:our
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9a
R2lXnmil2{nO

AgJA'
flanRglflutou:n1t

(Product or Service

ilNdon (Choices)

ltsruolild 2.6 a2rufrirYud:cilir{R2runrofii{rfluiloftiu nr:dunuiorYoniuiou?nrrii
Yu-.llr.tygooflAo{n:{nui2lll0rlilu RnaUU ttovnltufrgqnt: (Seerch for Product or Servlce

Congruent with Needq Values rnd Deslres)
j
lllll : The Relafion between Erpectation and other Comperative References,

olo Satisfacfion IoU Rlchard L. Oliver

2 s.4.2 a rruf hnolo uogn 2 rilR r oil i{

nrruflltol0lln:fl ?'u,Rmui.t Kotler (2003) ncirrdr R?lxil'{fl o1ix0{0fid1

tiuo{riunrrunrnrirto{0nd1 flaruil'{ilolrrflua:ru{iin0uduiofinuirrrnnr:riliuurfiuu

HiriEddHiuriunrurRrnuirtorqndr drfi I :cdu 6o

I ) Dissatisfi e.d n r u hiu'l r o1 o d.r d ldiui r n dr n r ru n rn u il
2) Satisfi ed R ruru'u o1o doii ld;uuidunrufl mil i{
3) Delishted naruil:criulo tildld;uurnndrnartnrnri.r
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o win : do m o u rlu o { R 2 u n'r n s 1 o,u o r E n dr lu r ; du g.r rn : u dr rfl u n rru f, r
noltr::lnrpfirorcnlduuleld drldiudorauofi6ndr uiqndrwhiuJ6uulrua;finarr

t dnrin 6 ci o s win : dr ldiun rrun'rn ol olu : ; du qr

2 a.4 snolndugruluorr6oarrufiunalo

n a lnfu g rut om rruf, lu o1o (Basic Satisfaction Mechanisms) uan lh?rfi u

nalndugrulunrtrinRztun'lilo1o rfludauuufiuanrfiu:iuir:sdurosnnnr:ilfrriiiuu

(kvel of Performanee) rfluirn:c{unruuoneioqndrrirh?rfinnaruf;rnolorio}ifiuolo

n rruflu o l o rfl u n e r l fdnn r ulu dufi n o r n n r : uil : n a t o l n r r il fr fn'u u 1 n u6n 1 o (Menul

Interpretation of Performance Levels)

,*urrnd z.z oohdugruluor:rinaarufi rrolo

do, , fn. Common Performance Causes Satisfaction Model, showing correlated features,

olo Satlsfaction Iou Rlchard L. Ollver

n?lilfi,{ilolo I

a?ullrifi.ruolo
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ilnlmuRlltfi z.zucnlhlniudrn:rrf; ltrolorf on:ruhin'lrolorsrn'nlrmnitof,o
. e r s -i

d r I 1 d'wiu il t frufi I { n ild2lluu lu mrr rfiu:riuucia cil t fro w fi n a u 16 u r{o r fruriu f,riu

Inowizrduilioil:cnourYurioh?rinnauf,lnolonionrrlhifiurolo draerucirr[uf,tor
ucinciltfruo;fiartuuarnuarounndrrriulilluuinvn:fi rdu il0frufi r dlriuf,riuilodud z

, u n o't n dil t f,u fi z f,i rilriu fdu il r frud 3 ua ; lu r u c rd u r fiu i, o fru fi r fi fi n l r ryrr{u f,riu

ihi'uii sduuasilof,ufierYrviuf,fiuiloi'udslursrcfiilofrufio'hiinrruryuriufduitrf,u
nA . .
dto-u 1 tliaur:oriuah?rinnrrun'rrolouionrrrlrifirnohld rfludu odrl:finru nrr
tctfinnrrr,f;lnolorionaruhif,rnoloocfidugrurrrrnilnf,udelil:cirr1 firdrurrilu
d:n:;{u

z s.4.4 fru uuuuonrnr:rina zrufiur alo

cirttu u ttan I n r: tfi nR I rrlfr ln sl t (Performance Model of Satisfaction) rfl u da

uuurtanll#tfunr:rinnerun'rnoloriohiffl.rnoh nriolrirrfluriuurirfio{:rrdrrH6n,
rJn'fn'lrurtacnarufllno1o uanrlfirfiu'ir 6nhrfludrnnrr:;rdr{flan:cilutro{rn1:
rJn'fn'lru (Performance) fiuitr:orqruro{ fl:rrln'ur01o nriorrird ld;ran;flaurrln
il:saunr:slfirnuldiulrrisu rflud:drirbiqndrfinlrnouduoroonrrlum11lnn*udr dr
ufla{nllu}runrilfi z.g
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io J r
n1?Jnmn{uftou

(Antecedent States)

niu nr: nrnil i{ (Expectation)

I aa6
HAnOnlrUAUn{tlU

(Performance

Outcomis)

nrio*ir (Bhck Box)

ntcu2unffinNinivrur

@rocessing Psychology)

aa
fi21u?t{ilo10

(Satishction)

aaa
R2lUUTt{ilo t0

(Dissatisfaction)

lmunttltii z.g druuuusn{olliontufllrolo
j
lltl'l : A Mediated Per{ormance Model of satisfacdon, olo satisfaction

Iou nichara L. Oliver

2 s.4.s nr: rfio n 2 lufi wr olot s q{a n o

Muttins ( l 985 : 280) nd rlil nrxfi{rolorfl umnnn'x 0 {{fl nafi iioddrq
u arqdru tfluanunrulufi fin:ruiiuriuf,fiunarrfi?ntorqnnafi rl: vaunrurlrrirluqru
fldrurJilrsltasQsnlt finornrquthcfi u:rfl dnduunil:vnr:lud:qnnn dqfin1lnnl,
A
frnutoutururrleJUt:qtflrrlruumotirl nrtodosnuolnourion:rrdornr:rfoarrunmxir

fi fi 0{uo;rl'ou: : qrfl rrutorfuudrocrfinnmunoltrfl unacsfiounduhJft lnriudu rf, u
ri: JU2unl:rrluriuuiotJ6n :ruacr6unrJ:rnqdrurro.,nfi z.g
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n?udo{n1t

(Necds)tio

n:ruaramil

(Expectation)

tt, {Hfinfru (Driving Force)

(tqfin:ru Behavior/

nr:n:cilr Action)

n2udo{nm

(Nocds) ulo

n?lrrnmili{

(Expcctation)

n?1ulo10 (Sarisfaction)

(naac#ounfiu Feedback)

usrilotttd 2.9 nr:fioarrlf, orcloxo{rlnRa
j
ilrl : Mlllinq Laurle J. (1985), Management and Orgenizaffon behavior, London : plhen

Publishing Limlted

nzrlfflnolot ol{lriuuinr:ft rfl ufzhtorq: 6tfi h?uEnrr nr: n91{Ra111

fr .r u o l o hluri fu rlduin r : fi 60 n r : rfi r 1#{r r fuuin r : rfi n n m u fdnd a fdn* o 1 r *n; fi
ur{g{ltfi wuriuuinr:6nlunfiiotJ q:fi ruioorrinrlnl fi [iau1:oa6n:ruf,{il0tr0
uri{uriuuinr:l#lduda lufi qnfi wriluuJiuu{udrdu ua;ggrf;uqndrlrJluiiqn

2.1.4.6 nrsu auor:lunrrfinazruflrnolo

nrguiunl:luot:rinaarln'luolo (The Complete Satisfaction process) ttfIAl
hTrfi un: curu nrr lunr: rfi nn rtufiw slo duiu#ruinr: fi nr rrn rn u ir nrnfi udruio
ui n r : f r n a d ldfu I r rrJi u u rfi u u fiu n r r u R r n u ir lu dr u i r r 1 q or dn u or v ii do r n r : d
n:JU?un'l,.fs,finduinr:il:;rl'unaoonrrrflualrf;rnolo danrrufiutolororfirvfinn
io}Jrft nn : ro, #r,,u, oo: r usur ?
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2 a.4.7 a ? ruuo ndr {r,o rr vdu n e rlf, ln olo

,unolnd oliver filfiuue6n1u6or:cdunaruii.trolo duoqrlnnrou
qrruofi,,nndNfiu a dru 

"rr,frldnri',r1{udrlurirdo 
z.r.r R?1uilu'ruro{n1:R2'ruf,oro1r

'lnuuilloonrflurlulordrupdv qflfl a rplordruovfnrruifn qumrdruqnfi lilnrrruas
)e

rlxu0{nlufI{RU

nrru[nncirltol:cdunu ruf;lnolt (Vertical and Horizontal Distinction)

uurudl vertical kvel rgdunnlf,lnololuuuudn llou Horizontal Levet:cdunaruf,uolc

luuuanirl olrmr:od z.z

* vertical Level tflunr:tsllu:sdulanrn 6o rflun:rlf;.rnslrrolrrioc
qflfla

't Horizonal kvel tfl unr: rollu :cduil?rRlfi rfl u nu: ru,fl u nr:uol#lui
iloi'udrio}irfi nnrrrfr rrolouasnatsrRlun'lrto1r

:cduRttun'lusltluuu af,n (v.rti."l Distinction) rfl unr: inlu:vdulanra
v A^^- e--.-q-i.:^^- ^-^-,i.-^!-. - -A^e-- i ! a .luultn2tll{flo ltillnn01nnlrcltoflilr6ur NoUnl:froilalu dl nil rclnr:dcauR:rufr'l

nolo rdunr:}JiurJcilruorrr:1ufinnrnr:firouila1u1 nfi rfludu narurflunaruf,rnolu

t JUJU12 ([ongterm or Summary Satisfaction) neufrlnololu:vdufi gdu 6rfl unzruf,l

nolt: :u (Aggregated satisfaction)

Andeson llo; Fomell 6 unrl : rnn n',, uiddl Microeconomic dlfi n arl rhdqfi o

fi naeiorirl: (Profitability)

n r r u fi ur o h 1 u : v du fi gr tiu n' o n rt r f; r vr o 1 o ri o q n cr r r n : r r ua s i o dr a n

n rrii rdu drri r lrJ qiqt nrnd6t ol frinuri r hJ qinr: rfi l n a ndn (productivity)

:cdunaruf;ltsloluuurnfi l (Horizontal Distinction) rfl unr: inlu:gduul
n r n rfi u fi n q 6 n : : l d rfi a tiu duf, u n o ln u : :u r, 0 {t R 2 l u fi r n o h ua c firru n 6 rdu n r r u

o l inrin 6 (Loyalty) n r : ndul r do6 n {Repe"t Purchasing) rivr n l#q : 6 0 fl 1 : dft { q sr n nr ii ld
,rntJ',u,ntoh?arur:onoufluo{tRlrrtornr:tor{ui'[na rnjol#{uilnnrfinn:ruf,lno1n

siofrudrunvuinrr dreral#qr fi tfi nr:roiqriulnuncfiinu lnu: alroirgrhzurlr
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iunrrl{fi 2.2 fid:ualrufiuololuuuuiinuactru2nfi{ (verdcat and Horizontat views of

Satisfacdon)

$lrrorl
(Vlcwpolnt)

d ir I rgllilmel,unou

(Antcccdenfs)

nrufiordn

(Corc Concept)

-HArnnrul

(Consequcnccs)

ihtonru: nr:6odo

I ni{(Indhlduat: One

Transectlon)

nanr:rJfiriftruil;o
r irry-urnuil lirlj

(Pcrfonnancc of

scrvice encounter)

nun'nio-n2uf,uro1o

toll'llodN (Transaction -
Specilic Satisfaction)

ondol (Comptimenting)

Souiuu (complaining)

U0nnd12 (World of rnou0r)

rloronru : nrrfincio

flouni{ Ondtvtduat:

Tlmc Accumulrtcd)

nanrrrlfirihrrufl;o

uinr:dl#iuccau

(Accumulated

pcrformaoce history)

naIRu:zl.uo{flirrn'{

nole (Summary

satisfaction)

rinrai (Attitudc)

arruo{infinf, (t-y"tty)

nrrnjiuu (Switdring)

gnfirtololrin:Iounrl

(Firmts customers ln

the aggregate)

la
toldu{ (Repurarion)

qornnrninfior#

(Product quatity)

nr:duciunr:nnrn

(homotion)

nirrlf,{iloloIaurc6u

(Average satisfaction)
,Jt-

onrlnunoqrl

(Repurchase rarcs)

nrrfradudunrrrildu

(Competitive ranking)

drurnhdrl:

(Share Profits)

nmqnsrilnrrrlrtio

nmilrfitd (Indusrry

or Commerclal Scctor)

q0mil Iaurodu

(Averagc quatity)
or./
01u10t0nflm!

(Monopoly power)

nlufilntol{uiInn
(Consumcr sentiment)

It o onalnufltou{RU

(Rcgulation)

nrE (Taxarion)

fiiart (Society) n?TJil01mt0u10{
-ryJ--HnnR0tglltroilrnu

(Product or service

variety)

qornnrlauroiu

(Average quality)

nfl12rt'nda

(Psychological well-

Being)

n2lr,iiiwd{u

(Tranquility)

nilnnu (Productivity)

n?rrrfi1?xrI1i,o{rY{nu

(Social progress)

nrruuilan (Alicnation)

ui Inafi ou(Consumerism)
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2J.s nr:rh;rfiuau rufluclotor{Yuuinr:

fi nfi r1 u u'rn (2549) h?uu rn'nnr: il : c rfi un u ruflrrr o1o ror {fuuint: dlfi
.vA

d1:sdlfltuno

l) n:ouuu2finmrqnuuiur:qnluri luJ:srduiirfiurfiunr:nnrn tudrnl:na1n

nsfild n:ouuuefinnrrnr:uiur:dor6riouua;dorvr:ruaarm'ntor{iuuinr:riou Inu

n r : il : ; riu n rrufi r t o1 ot o r {iuuinr: ua s lunr r dn fi u1 t t o I {uiu',, o, do odo o{u u

lru{oqariuJ:;frndlridrrcriludolndruriqi {oXadrunr:riu {oXadrunr:ndn do4o

dru n orn ua ;{o qQ 611 ii,tlrigfiodoqn o rn{uiu r : rinuiu r : dor hi n'u dr rn : ufi {iu
uiur:swin:6ro{:onld

2) n: ouuu?findrdglunr:il:c6unrrtfi uolttolqndr q: fi ouinr: ii6 du.nriu

6nnrun:ruf,uoloror{iuuinr:noonranl urudlfi unr: otirqfl u: ;uu fi uuuunuil:;fi u

fi,rr',ra, n:ouuua6ndA'fiqdlinr:rJ:;rfiunmufiltolotolqndrdom:ouaqurlnin'd

dornr:m:ruftciolilif

( r ) in'dru n 1: rJ: c crul ru

o fi nltndoldaurnflourf, ulln

o 1#ntun::rimfrnrfi orriudoXaritl odml:

o finarudr{ruio:rnrilf,ullo

(z) ifidrurcuu{tu

o finarrdrdouniohi

o pdrnolrurilru

o :gfi uuilfrrihrdudu:cuunrulu

(g ) r'n'dru r r1u dfiur{u frm s dt urfru

o fitnlodutfl uartr:otclunrtl#uinr:n6olri

o 6r{niildfiu{rriuuinr: rfl uodml:

o fi nu oiurul#{iuuinr:n: ruuiohi

tal fiidruqunrttolf,udrunsuint:

o mrinrornjiuu{iuuinr: uislil
o fiudr uinr: fiqornrnuiolri
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(s) i6druuinmudlnr:uu

o fi nr:6nnrr{iiuuinr:drrdrornndulrjudr nrrunohrfl uotirl:
o ournldiuu?nrrocl:

o ournl#liruovl:

o oornl#rJiurJlmul:rhr

ndralaurlildr lunr:rJ:clfi uRrrun'lnolotor{iuuinr: o;dorfi doqafi frnmu

n : ou a q u lu rl ndru d dr frol rfl u dol a fi fi a r ru qndor uri u E r rdo 6o ld : au dr n: su uu rn'n

drfiaJdBlunr:il:sliunrruf,qnolotor{iuuinr: rcdorR:ounqulurlnl'n'firfiua{odru

a a_--r__-_t-r- a--- - ---, a v c, - Jfi?'luil {ilo I In ofi1, lfi u, n1: cJ11 0 1: olltl{dnu ol Jt o I n r: lriuinr: t oI olfi n:

il:cnoufru:;duneu{dntor{uriuuinr:1ui6ein1 toureiasqnfl a nr: inRrrrf;wroln

sisnr:bluinr : arrr: orirldln uffi ft io lild
t ) nr:lduuurlouolu rfl uiifi u'utldfiuuniuaru lnunr:toSorriorronrrui:ufio

trnnrjlqnnafidornr:in urnrnlrinrfiuasluuuuy{ofirfirirruntirnoulflt?rdsnnou

niorfl urirnsu6a:c InorirorrfioluolcolrJdrnerunolodrudrl 1 fi awin:hiuinr:

z) nr: riunruo( rfl uiiddororf;urnnfi nunsnaru,irurqfi rnuto.r{fiunruoi

t ) ii rYr rn n rhl#m : r u 6r : ; du n l lfi ut o h t o r {u r l$ui n r : uda rdu n r : dr rnn

6iu rirnm nl:{n nr:ucnrtirfir nru6tornr:lrlfru?nr: rfludu
o a a , u 6 .1, o- t .u

n1r 2nfl ?'urTr{Tt 0 lc10{tirrlruu: fl't: fl 1rJ1:oli 1 lnx n lu?[ .l,uo griun21ufl cn2n

R21rril11,ar 1nriruururiorflrr,ru1ut o{nl,in drovrfirtinr:infirJ:sfiuinrn finrru

ri rrf, o6oua;u : : qinqrl: ; awifi dom r:

zr.o nrruf, urolo.uoulrrrrrt dfi ,ionr:1#u?nr:

o-.f.ea--aAa
o-:finn ,irurqdn6 Qs43 : 20) finurrisl "n2tufisnolrrssil:;nruionr:

a, a . - I a ! - a e o o Q a
lfi u r n1: r,o{lt u 2uu: nlt t,0{4fi 2ufl{rcI: rJn1: Ytsruuullasun : dlu nu tu'l: nlrilEliruu

n:rnr:ilnn: o.r' uordrnmuf,stololunult?uinr:fi g orrfiJ:cnourirulnqi
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t ) dru:vuunr:1t?u?nr: n'o arufdnf;.rnohlunr: l#uinr:{oqniodunouunv

,toulttolnr:l#uinr:fidr rdorrn'niotoiuuinrrhi{.rurn ldfudoufinr:aruruunl:
. - i- r

ri luulrufr f,nttuutiuou nr:hluinrlfl udrduruud:ra5o'hlinr: r gnwinriounnr

z ) dru r$r u rh ii {tr{u;n t : A'o a rr l {tln f [r n o h r o r il r c.rl ru ru' o u r r o iui n r : r r n

uriruuuf,rnohdruqna'nnu fiiorzror firrir nrurfl uduror

g ) dru ao u dltiuinu R'o cn u iinr u 1r nl, 6uu r r rr;n r n #.r o {lu uu d r 1urufi dr

6ru ruRr ua;nrnuri{urtoiuuin r:

aalc---
o-: Tnd rntinai (2538 : 55) itnu rriornn2rurr'{Tr oh.u s ril: cnru do:cuu ua g

n:;u2unlr1#uinr:,uo{nl{lmilur.tluflt : iinurdrrinllunnrluQfq:ou- b?uurinneru

frrnohlunr:h?uinr: r dru

t ) dr u : c u u n r r l#uin r : r uu o'r o q riil : ; n o u ra c In : { ri r u fi ,yrrIu fn, o r fi r n : : u

eirrl rriu firn::unr:rfiutus nr:lrrYrtu, n,rr'orw rflusiu

z) dr u n : ; u a u n r : lfuin r : r u r u 6r n r : uin r : d o ruto r #r r,i riu du o, ni, d, qm u,
a-

n1:mlntn:tlJ

r) drurfrirr?rdflr?uinr: nrruaultr,ordololrnr:b?uinr:urifurn-nrio n.r:rdnl
ars-
fiurir n-iureror qnannrn nrurirurrf,olunr:uint:druirq

arrinfi mrnf,r (2540 : r r ) iinurrf o { .. a ruil'{il olor o $J : c m n : ci o nr: ldiuuin r:
auuorqtfi aoriioutfiulun niuii fu drmolnt'qrr:sr f,quinfliflgrnu,, uurfindrn:urfir
nolt'uouJ:crltugionr:iuuinr: f,lr1:flqt rrrudr nrru{dnua;nrrurfslfirilr;ru'urirfr

fi l{uinr: ao rfi ou rrimllrrolo n : ounslr 3 drun'o

l) trnlrut2ndou 6o aorufici.tacsrn riuulou rl?u{rlx ihirj:cdu ,lo,ri,aroln ,i't
tJ

artirtd uacnr: f,nl#fi f, rdruaun?luf,En2n1unr:lfuinr:

2) r ruunl: h?uinr: a'o nr: l#uinr: rfl ulrJn',rdrou, iinr: n: ro nr:ldur
tJAa.

qrln: oflrniorfi sunnd n?lrlrruoRlnururrirrfi urfiu

r ) rdr u firii frd h?ui n r : n' o u q u ddu r{u f6 q n fi n fi fi n e r r ri r rf o 6 o un c fi n q n'n : : u

nfoulunr:l#u?nr:
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olfl uurRillfindrndradr.rrlu elrJlddr n:uf;rnohlunr:hiuinr:fi arudrfiol

druirq dA'fiq 3 druR'o

t) dru:;uunr:h?uinr: 6o narurhtiqtorirn:ruirrl rflu}Jnrudunou hi
frudsu iinr: arrr;uu odrrf,nrtu nr: h?nr: uinr: rfl udrdu iinruraronrn drrfiunr:
. j ir ry iy- &r a -noluo{ luilqnrstn nl, tllu:nlrn2o{ a2luTtolfiultolnt:uint:

z) drun r su runr: hluinr: fi o nr: uinrr druiFrdur or mu ru 6rriu qnrhutar

uunr: ldiufl ?'rudcn?n: rnri eludunsunr: iuuinr:
r) drur$rrfirdflriu;nr: 6o nr: rorlokinr:1#uinr:roudruririi nr: fi qnfi nnrn

a-AarAamnur:urmlunr:uinr: fr 6 nrrlilrrfi ofio[ncilqfin::unr:h?uinr:

zs.z nqufirirfrunrrurio{tnrn o{u{uri 1Hluo".hy of Need Theory)

nuuuafinroir Mastow H. Abratram (tgsa dNlu njrila6 funriud, 2s26 23432) ld
lflufiuuiuatouacrirrltldlunrrrfiurJrcf,ninrillunr:firuud:ur:rgrlo lud.rfi,fluaau,

dornr: t oln 1 r1fi In ildoiurudr drdudun :rudor n 1: xolx{u dn rn : ; dudrU g.
(Hierarchy of Need) nqufiriztlfiu:riunr:gllt (Maslow,s Generat Theory of Human

Motivation) rflunqufidurala{nrirrdsdrgrhrrnnarudornrro{rauo hifidduqn ,rrfi
nrrudolnr:lnldiuntrnou6tuo{narudornr:otim6utcrduruyrufinrrrdsrnrrdld;u

nltnoilduoludr hirfluailglloo{uacaludornrrro,rrxqudfidrdurrndunourirlrlrrgl

(Hierarchy of Need) duniroonrflu s dunoudld

t ) n rudol nr: n uCruir{ n'tu (physiotogical Needs)

z) n audol nr: druneruil a gnriu,,ntaarrriun r (Security or safety Needs)

g) nlldolnr:nr:uoliu (Belongingness or Love Needs)

c) narudolnr:nufud0ou (Esteem Needs)

S) n a udo I nr : n r : rYu q yr i-er n (Self - Actualizarion Needs)
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t ) n rrudol nr : n mdru irl n ru (physiological Needs) dufl u n u rldo I nr: rfuGldu
ruu ?R'nr o{R erudornr: dfi 2 ilr cnrr n'o

(1. l) fl 2tuffuqatolirlnru (Homeostasis) ulrudl fl 2lultu1uluto$rlnrud
rfl u lillnudnluffilunr:rlrlrtirmruCr:riino{ld nr:lrnriuudo{lunrrciln6 rilun,u
dlQalo{nrsu2unltiloqiion rniloui ti',r'tu lrJ:fiu ltriu unarfiul oonirou :cduReru
tfl u n : a ri t r un ; qo u 4ilu riion i r ei r q rr ri r drfl u d,r d * r liiin d r : w { ld dr, r ll iir
aoflru inrfiuuavdul

( 1.2 ) nmnlroireiqoru r: (Appetites) fi n rrrfiuriu f,io jrmru dri u n rut rn
ar:orrr:ln1 nuovfirurh?urJ:uourlnon:viur.,r.,rdfia.,ru.,rrrrf, rfondrrlddrrilu
Rt'ltlt't'2ntgr'nudrfiarrnnlrtlntllrurn',rrir1 nrrldolnrrnldruironrrdfir.,nlru 

'iunrudolnr:druorrrr nnudolnrrrl{urrrr nr:uouuriu nrroondrdrnru rnfouiuir ur
inu rlrn, uno rnddo: rrifu ilrcrrrnriufiadrir6udn oln rriu ra niu nrr fiufird^1 r ar
nrrldosnr:nmdruirlnrrd,fludugrufi fi rrdrrrfioanudomrrlududu 1 nlrnouruo{t
drwrirl#rinarrrf,rnolo uavdruiolntrn6n fi wdoruqurluulrjriou r

z) n lldolnr:drunarurJnonfiu,,orn.rrriu n I (Security or safety Needs)

riionrrudolnrrurldruitlnruldiunrrrf,rrolc naudornrrlnlnifi o;rl: rnn
oon,r6nrfuito nrtudolnr:nurlilaonriomrrnru uacnrrirh nlrrirn. nrrrnofi nu
ilnfl oldln:ol il:raornntlnde RnuriuauacnarurYuauiinuu d:unudomrrfi osrir,u
lu d r fi nrrlfu m fi nr: {tn : oda n d', domrlfi uriu hdr rjoonriu : :rrir n rr rJ r c du iin
'ncniildf,urilunarudolnr:dlrfiuhlornneudo{nlrmr{rn1u nuuaR{oondrnrrrdornr:
,,rrd,nru1 6n'o nrrr r{dunr o{gra {fi inaru'iru: r,ruudrJuurri, nq,nr Jr r,fi o,
lu fi rirn urt ro{ ft rfu6l i rrfl u e g do r fi n a ruiu n r il n onriu fi nqu u u fi rv rii uu nq rn E qf i
dturtnruYlnltf,nnflll'auutYucu ariuaqul#finrruorinriniiomn'r1uru'or 6qovdru
g r 1 n n u 1#o {lu rYr audrun 2ru {n

g) naurdornrrnt:uouiu (Berongingness or Love Necds)

drnu l6iuaarrf,lnololu n arudorn r:n rq#ru irmru,,orn rrrriun r Ja oafiuudr
n : u do I n r : n r u in n r rufr I t o1 o n r : u o r iu fi o v rl : r n g tiu 6 n dqr r r u dr n r : 1 #u a c n r :
ldiunerunolo nutgfintrufilndluu:rdonr:r,rn,utou nudornr:inruciuryuf,riunu
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i!.-iro
6u"l ::lvilnulunrouairdau unsd0{n1:fi0;il:saunrrrrhrircion?1xdo{nr:n2rrin

n:rufflqrclo fl?'ulu{l nt:lnlulvra nr:gniodru nr:hifirn'ourflunrrurJrnirrddrdq0r

iilrtrioglu,fuoro.o.rudornrrnarrinntufirnohdrflu6orfirfiuzfiun:rlin naruf;r

n o l t dl fiu t ra; du n u w f, l t o l othrl r u u o {lu dr n u ii u or iu i n l u in n a r rn'r n o l o h?n r

rtasttrfitdufiufidslnrtesuoun2ruin aarrn'rnolch?urjoui:ulru r:rfio;firnudru
-dEyren2lUe[r HA{1Un03U1ntU62UrrUfiu

4) nrrudolnr:nr:fudooil (Esteem Needs)

il n n' a u t c il : c lfi u n u to I I {gufr o n r : u o r iu riu o'o n u ro { r io n l u rf; o fu 1 u n u m r
luarnr:uoriufun'oorn{dunrrrdomr:nr:riu6ooud,,un1drfl u2il:cnr:R'o

n. t ) n r r u J : t, o u t,tto 1#r6n n a r I rdu ui r a r r u rYr q n ;-^ u n r', rr,u u lu du
narurfl u{fiiliio Raucru',ro ou',rdofulunurrf,glanuasalrrfl u6e:ur:'nrn

4. 2) n mI il,'t : o u t,is do rf, u r frn 6-ai n r : u o u iu r, u, n a r r,d s o' o o r n {du
lru;ul:fi t6u:n'ur nartfidtutt nludrdq nrrlfiqorril nl:fl::lflirgurru nr:rorlold
t r n {6u n e r l f il u o l t d ldn t n n r u do q n r : n r r fu o'o ri r lfirfi n n r r l f d n r*' o rir o u,o r fi q or ri r
,t dadruirfr nar!d1ur:o fi J:cluiliiolanrquti

s) nludolnr:nr:rilqni-nn (Sef - Actualization Needs)

,fionerlrfluuqudiirrrltir urluddornr:lfl urun;riournr: n:cfi rdrilurcaufiuRu

iilr dutJ drauarlr:orinrur}lqipq{qmo{nunrufinonrndfiogudxgyioirrfu o'o12ru

cluqturilnu filfirtrcrur:otfluhJldrtrdornr:odrlufioil (n tuatizing person) dlrra
Iaio'odrrflunudnur;roifiqn nrrrdo.nlrdfitrrl,ruudunnd1fiJlulciacnu dqriacflu.r
finarrttnncirlfiuotirutnulu dlddrfiqa'sarrrdornr:lu:cdud0vrl:rnqeiouionuldiu

arudol nr:lu:cdudwrJ: rnnriouionuldiun :ruf;rr ofu ornn arudornr: n1.!i6nru
n a u il a o a fio n rr t in R a r u n'l n o l o n r : u o u iu ua ; n n r riu n' o n u ro.r R : u d: u udr r r a l a {
'[d: u: audnussto{rqnnadfi sefActualization l{ft iohJd

(5. t ) fi a r t u mu r r o 1 u n r : iu fn l r oi r rn s i n r u q, ii 1 di il fl du riu fdu
t

nrruiu (More Efficient Perception of Reality and Morc Comfortable Retation wirh it) qnflnts
illr:orYunnrfiun:ufinilnn'tollquduagf,or:onuqurfl{otir.rqndor drriurt16rdrulro
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fio;o{fiuneuriluoilnlur:rurl6ldurnndrrlnnarielrJ drrl:oonilueionauhirniuou
ua:nqurniold

(s.z) finr:uouiunuroruarqooadr (Acceptance of Setf and others) rlflfla

wuoliulunuoldtRrrufiinfin avarurioinndrrnfiruf;nr?ouuncnr:uoriunu,ordrtrfi

rc ldl#nnln lunr:fl orfiunupuriodmla

(s.g) narufl udetoldrro{ (spontaneity) qnnnov hidndno{fiu1iluuurutl
torrYrRrueifi hid'ndruruurrrulfi uurjrcff 6uavhirhhT{durn'ooiou

<s.ll ri.rdilqrrrfl uqurinan (probtem centering) qaaaw hldnnuroufl u
o a 4 J - -q. - - . t a i :rdnriotilugu0nnlrlunrrrixru ttdocil-or:orrilqurorne'luandou:ou1 dar,ur lnc

q i. g
ilqrrfi drfiryro{lutR'onr:qfi anul#riurfl ruurutoriin

(5.s) fiafluc?ulnuuionnldornr:rfl uriaufrr (Detachment, the Need for

Privacv) rlanao;hliutfiuon:rurYuInu uinduuarlilrfuuacu,rnrul:osan.rlfildotil
frnuft unuurrn{oonlunrrrroufulnutourr

(5.6) fl 21xR?UqxRulourionr:fi 6a:;orntuur::rrfi uuil:crfl fi ua;
d'lu:ndol:ou 1 eTa (Autonomy : Independent of Culture and Environnreng qnnatvfinrrl
dlriutnrnodrufl u6a:cdoflrurndou au1d:

(s.z) fi nerua.du.uo.r2ar UnRatcfi nrrufl n'0u61urJ:caunr:siiindniru

r r rm; 8rd ro1 d Hil: r cururiiu lcEu ldfl .run; ldn : v ri rlur1n1.u ou
(s. I) fi rJ : c nu n r : sfui on r r l f dn du dn dr n {r r 1r qj lil fl 1 a (Mystic

Experienceorthe Oceanic Feeling of peek Experience)qnnnoufin?1ldtu1:o1unr:rilaiu

il : s ou n r : ei x 1 ldln u lrifi t o u rt n n a r u fdnd rd u }J d: un dr 6 r u r r hi E un lo { n ?.ru

riaurildotmflnfinrrutdndrfitlrjdruneuiln'Eud n:ruimr{rll, rJ:rnnrndrcorud,,a,
r:ar uiour?urinr: ggriluirfi drluiin

(5.9) fia:rufruohludlfiU (Sociat Interesr of Humility and Respect) rlnna
0 r d'lx l t o lrunn :ru fdn dsn rrur{rlt ua c n a ru fr ln o l o o o n n l n{ nfl n lrid r o;fi n ar1
u rn ii ru rnusifi aru: o f,nnr: ld

(5. I 0) fi n aru rYuriu f,du 6 lu : c il d r I u {n rn (tnterpersonat Relation) qnfl a r u

uanloondlnrrl{ifnda'ndlluu.itolrhrriutnurfi u.rrf, nrlouilioufi ucinerundunfinarl
hinolnluaorunr:siiml nrfi arur:olfiunrrr{dn l{ld
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(5. I I ) fi a:ruartr:olunr:uunuucdrocl:rfl urfl rrrruuacosl:rfl urnfaqiio

lrlqidrilMil (piscrimination Between Means and Ends) rtrtvfintrtu'lrohuavfinauqt
lunr:docfirdllnirrdlriioiiosl#u::qrflrrrruuavil:caunmrdrrioluiin duflr,iuo
orn drhildnruoanufi rc lriaru:orlrldorirdluoh

(s.12) rflu{fior:uoiriu (s.*. of Humor) nrfno;rflu{firJirqriin fi
JU .arh.dt,r a o

olruolr,uYtl lu lxx{i lntnnunt{

(5. I 3) rfl u{fi nrrlfin n$r.ra::ri (cr""tir*os) rtro;fi dnuorcrsilrcdrdn'a
ezroJu

n 2x ll,t t oo1 0 lnntun luua {

(s. l a) rfl u {d hU odru ud aru r: oil iu nu l#r{r fiu rJ : c rn fi in u t : : u ld
(Resistance to Enculturation) lrrtdlxlrotcdtru'untuil:crildinrur::lJ ui'hidnfinfiu

t- -, ! Gt u o
nqrnordrr cirriucrtr:odlud':tolnurolilnnr: fiunurolld

(5. I 5) rfl u{fi oiut::u (Ethics) l'1,10!n:Jilrindrnrrurnnsirr:cudrrnnfiu

fin lunr:ldiinodxurltil ttrwririlunrmr!lutomtliufinroulunr:firtrfi rgnu?o

rirfin nr: nrcfi rfiilionr:n:;rirfrrlnulildno'oJrcmdierur: :rtornuloourdo
(5. I 6) hidmh rdsllu o6n d fri hi aurl: oi (rmperfections) ru w u ol{rln eru

dltrnr fi1finrr;nfolhidnindiourirl finarurflu6a:c ldindsl'tfar:cfinarunrn4filo
fiuqnnafi rfiu:{sdru'hidrocdun:ouni:,nnou dn q aq druor:uoifi hiqurfiur

(s. I 7) nerurfl u{fi qorrir (Value) nrrufi qorrirriurfindulnunr: uouiutifi nu

odrlurn'[unrrh?qorrir ,rlcrr',:odov{o'uuqnafiurnfonrruouiunr:nXuqorrirdrfiocl:

rrludrurfoLirriudru ocl:fi ilolthirfohinolo ocl:nr:rcusuioo;1:nr:findru dr
aul:ordrlofirlroon,:uouiulufi.rdiogodloirunrudru nrul6rto{nrrurnf,ouluznrulu

firJ:;noudaorYtriutnrnduufitir nrrufilnrfluqr6n'n:fiuuudugluno{R?1uin nrru
iloh mcdrualuilu{ifi rYufi rcn:crir1#u:: qrfl rurru

(5. I 8 ) fi a a r I rYl r{u f, a u'n uu u uil u r c u' o u rfl u n : o u n f r 16 u I fiu ( Human

Kinship) trrociReruffnrfludururrdurdurriu fiarurfiuonrfiuhfiuuasfiufinrruinlu

nr:o{frldutowquoni raiiourflun:ounia rfluCfiosriu fiR:rrrrnnrrj:rd ,,r?n:rrir

nu ilqqrtiou nuf, nr: 6 nv hirfi u drt tdsudr rfl unuuilanrdrfi n ru rirlo uacrud o,
riruru 6orf, oulrlu ddu ufru
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(5. l9) rllultotf,nfl aluunnuunld nrrfl u{iqtnrumrr6nfi alrl:oi (Healthy

peopte) dlultolrortrfiunaruunnimtoraoldrlddo dldtjlrrrq6uzdufiufisfin:druriu
t 1 re l. d to

tdu nlutiiuurid'r - nrru'hirfiuurida Ralulunnr - il:rarrnlunnl aerurniue - fltlu
tudu r aq driml rudrdrnuldrlnnu u,irtrostf,noontJldlnult?duiuo{:rufiulnuhi
.r)yeaianAt

riodrufi rriuracriuqnu'oufr rfi urriurn'ohfl dnanlrJdurdoafiu

2.4 rru?Aoriurn=unqufi nu f, oen:

-1.-inqufi nr:f,odufio n1:oiuunr:doar:ludruarrrurlu n:su2unr: olrirJ:cnou

rdnnr: iinr: unurvrrfirfi ara 6nr'nn nr:l{nr:fl ?uqu rJ: rnqnr:offi rfi urdor fiunrr

doal, anrnilqur uuehiuluorlon ,.rrionrroiuruuurintorrrcnfirsl firfiueriunr:

dua'r,

Joan Marques (2004) ldnrirrl{dt n',tiioal:0r6r1u1:on'orronlddrrfluriruudrfi

rirh?rinnarrdrriotorordnr:uarn'rrdoarrfi6ua;firJ:;fiminrno;dolil:snoudru
Jt -to{fiursnoiln{u

- n:ruf,nrtu (clarity) rcdorfulolddr{iucr: tvdodarrur{rlolurfi nlruo

drrcr:

- nrruforYnd (uonesty) rcdorfi nurrn:rliln:ruruacrfl nmu

- nlmdr (Brcvity) doqndrrar: ovdos hirl:cnoudrudrdru:u hu r: unsfi n:rl
adufudou drsrrwfi rl#{iuourfinnlrcYuau doxarirrar: wdorfi dunln, 01,,,u,

n e r n dr aouo ruoln eru r{r1o r rn {iu ar :
nr:iufl I Gistening osdoliufl rdr{iuar: wqnotiml: riohirlnrau uicrur: ow

drrnnldcrnordrJffiuuacdrilmror{iuar: lu: sudmfi ciuirrar:

dofinrfi u (Feedback) odrdudrorttcfi rirorufi ocdornr:droiuruudrrlnnr:dosr:
i aa jj
fruqn 6lrfl ufrlfi ocil:cilfrn?ft rraruacfirldriru (roan Marques, 20o4)

drrfu fraurondl?flIrJuurinld'ir nr:doaunuluowfn: hildrfluuriudrdoqa

drrar: uiwdorh?rinriuqni-na d,rrlro.lrlddr nrrdoa',rorulusrrin:fifiil:;f;ninrn

ti, ttdoriiuduii{tiwr: ,,nrnrrtlocr:wf,iqni-Harfo{iuar:finarur{rlolurdsuruor



55

rirrar:riu1 n1uR21ul,turu'uor{dlar: doarr,',:oirrunil:crnvruioliluuuto{nrrdocr:

luorrin: aur:oiruuntdft d
t. riruunnrufianrmrrior,r Arurrouriroonrilu 2 liluuu n'o

r.r o.lrioorruuunrqiiu2 (one-wayCommunication) fr'o nrrduc.,,

;i{doarrrfo{rftduriqnrirunonrirrar:eirq tJrh{iurrr:riofldrirfiuriqrruirfiur
flrur6ur Inuhirflnlonrch?f,iuar:lfrfnou{sarrYuufouanrnzrufinriiu fthifirJfiffiur
dounduorn{ium: (Feedback) donrrCurr',rlrJuuudo;oonrrluliltsruluuru :vriiuu

lru dorildu nr:rirlru laudruiorfinirq rororrin: rdu rdunrurrlu ron6r1: dodrf,ur{

iliodorJ:crlrYlviuf, rf,udu uidltrfinfiuilorzaturro{lulrltorimgn:;rrurfin ing
t e J o a a lla | |

In:ri'ari rrildofr'uri fi iinr:rauodmar:{il:ccrfl ueidiulilrurdue

t.z nr:frcslrlluuoo{nt{ (Two-wry Communication) 6o nr:daauii{tio
ar:rildoqadr:ar:lrJ&{iuar:nmild'r lurorc16uafiu{iuar:urioldiudoXaniracr:udr

cil{opdrrcr:dsunduudl{iuar:dru6nnrudr (reedbacr) rirlfinr:ritnlonrrrbfiiu
ar:'lfifrnnrldoalrYoeirq finr:uannJ6uunrrr,finr#u:crdxfiu fidrficgfio nr:ttoalruuu
:eo
iiarur:onf inrio;ua;rirdrlolunr:rhuurfi rhfi rJq'frinurfi nneruidndrfi riauiarlunr:
fixruua;f,dnnrnqt'lolunrrrflur$rtororrin:lrluuutuon'r, doar:6ro{ru1{rrcildrr

{rilrTuriqtrfiufldrilduriqtruioriouiauuu rinrcoonrrludnunrcrornr:il:;1u nl,
ilinurn rfo nrr on'ilrru uacnrr rfrlur rfl udu

z. druunnruf,nuopnrrlf rniroonrflu z lJuuu fio

z.t o',riuarruuutfluill{nt: (Format Communication) fio nt:n'nio
.lita
fioar:fiii:ctiiuuuuutmuriruunl{Inufnrnu fidnuorcfiridi.rdcumurnilrhfiungrirurdr

: v r drr {iu ar: ua; {tir arlfr u drdq lrJuuur oon'r: do ar: rJ : crn md rdu il:cnrar$r
uluuru :criiuucru rirdinr:rJg'tin'rtu n1::1u{r1u}rnnerur{rerdrtororrfn:luuririlo

: ru{rurl:; 6rfl riuiindonrurirq rfl udu

z.z n,tioorruuulrirflunt{tnl: (Informat Communtcation) 6o nlrdoam

riuqnna6ulnuhin'or:sro'liruurisur?rd na;u''ldrilfiulilnru:crfiuuuuuunufi,irruo

15 urinr:tlonr:il:cmild,itdrolnRarrnu'mduu{urnu uav0rnfl?lucYur{uf,:gudmqnnn
c . e ! ' la )lunmrirudrtrnndr nr:finiodoar:ludnuorsiirilunmfioar:Inul#drrtrn lduri n1:ilurJc

lXnquduyrurdu :zrdr drea'o (Rumour) drq dau
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3. druunnrufiqflnuoiflflunlrduol, fi z lluuu 6o

g.t nr:doar:uuulidourir riouuuious (verbat communication) iilo nr:
d o a r : fi s rfruri r q n (words) nisdrra r (Number) rfl u rlq dnu oill o s ri r r a.r, do u on o jilu lrJ
to{rR 1u 1{n n rurriuu uionrurnfi narnnf rioldlun',, doo 2.,,ruru1#{6urdtlo
Rrurrruldf,nrouua:nrmrufi {rircudomr:

g.z n',, do ar: uuu hil#douri r uiouuu o io u c (Non-verbat communication)

6o nr:doar:Inuil:rrornri'ntra ucnroondrurirmm tlrfir nr:rno'ou'lurrirulndrundr
tolirlnru uia;qnaadCoar:riuqnna6ulaufifl?lulrulurorrlsto{nurm rdu nr:ri'ufruc
ruanrdrnr:ilg'rarnr:ndnudrucnrdrnerrrdrltlfl udu

l. ri rrrunn ru'aurqhutordrrm: uri l oonrilu 2 triluuuR'o

+r orrCoClr"rr*rdo (Verbal Dlmension or Hierarchy Effects) sti{
oonrflu z dnuouio

o. nrrCuolrolRuua{du lDornnr*,ard Communication) 6o nr: rildl2frl,
nrnqnn afi fi ri ruuri.rqlndrallrdlriruuri.rfi irndr rilunr: dof, lr gnxdlurilfiuriapr nr:
dsar:rJ:;,ordrunrrlutrrJtor rirrYr :crfiuu{1u dorirrYu rJ:vnrn u}nJ,rtlu iinr:
rJq'tin'lru drrdou qn{ dl'lnurir}Jnr:dofir,nlnuuasrir{rinrcldrisrnrrnudoar:
e,rri
o{no lilu

' Irjarnofrracn:cnruilnil:cnrfl (posters & Bu[etin Boards)

- 2l:nlrt oluifn (Company periodicals)

- oarlrudlminl ru Inun : I (Letters to Employees)

- :rulruil:;irfl 16arrr.1 Reports)

- r, uu doalrrlo,oioon: c o rurfiu (Loudspeaker system)

,. o,riorrrornrirliuutt (Upward Communication) 6o nudlrirtal, 01n

rl n n ad o {lu : ; du r f ori r un ri r d ri r n d r t{ldrir du riq m l }J fir r1 n n n fi o {lu r ; du rf o

riruuilrfiqrndr t{rirfiurjqn) flfirftfi'utiqmrflu{rirriraar:doundulilrr{rftfiuriqlr
dufl u{iua',, n,rdoa.rrurrdlrrrrnrinoonrro{lulJtornr: ilrvqu rJfnururio nr:
rhtuur :rulrunr:ilfi'ri6nr: :1u{'ruilru?nqila::nlunr:rirrru {ofnoru uiodoforrln{
{otauottu; a:tuiarfiu ar:aurriri rfludu dorvrmfildlrn'rrdoa',rornnfnuu:cdu.im

r r {{uir r: n6o {rirriuriqni rinuEcft ei o lild
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- nlrilrs1unrit (Cr.rp-Meeting)

- nr:ilinurrrio (Counseling)

oJo- nl, dunudyrfnl ru fi oon 0 ln { ru (E:cit Interview)

- nr:rilatfrdltuldfrufi (open-door poricy)

l.z nrrCcartolutm2uouiliouu2rlu (Horizontat communlcafion) uio
ilu^

nr:Aod1:dtufnu{1u (Cross€lrannel Communication) xrnu6{ nr:6neiodoarr:;radn{fi

rirttrilltaloriuriolndrfiurriu rflunr:n'neiodoar::crdrunjou:'ru{1u?i{lu{rurdurriu

rua ; dr r u il ? u { 1 u I n o o rfrun r r u iYr rYu f, ri r u d? n.r, d u a,, lu dn u or c dfn rfl u nr : r o

druu;f rnn:dogadrll rflunr:rJ:ca1u{luorinhirflunrrnr: lutinuo1uto{nlrrh.{1u
.vaa
irud'u nr:ilSnurnriolunr:rimrurflufiu rfludu iinr:n'niodoalrorr,ruruoufim'ntju
,i.

uounEn Itu

- nT :rh;1undu (croup Meeting)

- nriltloriuuuacliufrnlslnou (Circutar-Nores-Letters-Memo)

- nmilrtfllurtlil (Co-ordination)

- n1: fiu?rurnrllyr:f,nri (retephone)

- ntiruu'orhcnoufi rnrrummdlnuirudu (Co-operation)

nlr fl oar:nruluolrin: inru drdqfi oEdorf,nru rhlfi rJ: c fi mina ql cuo'.r
l;d
fufie tlt:oflil{n?lrrnoltodrrrird.rurinrin.rru rfirhlnrinrrufnua;4iloluorrin:
na',u,fludor,1naa{fiiniqalror uavqninrorfnil:;rrdur{uf,to.rocrin:naoalaalrar

nnsnlil

In u a1 rl n r : d o a r : n r ulu o.r rin : do.r 6 o d r rfl u fr 1 r t o r n r r da ar : o r rin :
rn: rvtfl urau'outnioriruil:varnnr:iuffirfi rhio.rrin:fi iin6n1o fi fi narlarrlrol naurfl u
4-jcee a ru dt I darilfinfi=nwmlrojdutilufrrrutolBinqnnararn?ra1u nt:doar:fi6arlr:oafilnzruin
netlaujn6o.lr,ilrrirudlltrduatiuntuluorrin: uac.uulut, olJlunrolnruinoonlrJ{

1urutrarfrin, nr:dotrrfi6rru,r:oaftmlrin: nrrlf uacf roffin:hJrjn.lrlfiriruiaulu
nr: aixrYrnrnzrrf lantomlu$rnvlantoraluin (fl !n?: niuc, 2547 : I 1,68)
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2.s uu?Aorarnqsiiriur fiunr :rfl oYudrrar r

uu r fi n u o c n q u fi rfi o u fiu n r : ril n fu ri r : a r : d 4., ;q 1 du ri n q u fi rfi u a f,u

n:Ju?untrlunr:r6oniuflr: (Setective process) dlrj:cnoud:u (Klapper, 1960 : 19 - 25)

t.nr:rfionriniu (Selective Exposure) utruiil uurhiud{iuf, r: rsra'ondulnnio

rilniudrrnr:fironndorfiunrua'nr#u nrrrnulofifiodrn-unosrululuu6nrduuil.alrfi

hiaonndolfiurftunhun;R:tufinrfiurn'utolr, ,fod,nnsnr:ldiudrrar:fihiaonndor

fiunluf ntrurdrlouforiaunn'fifi0{rhr firsrioh?rfinnr?;R?ll,hlarqavrr.rinlnfiEundr

"cognitive Dissonance" doqoooornantlior6ndurnlrrorrrhiauqndldluunlrrrJduu
r - )a - a -- --a - r - ia , )nflufln fl21uldn x:oilqnn:tunr:ufln{oon uSouaalrr{rzcr:frrfrone::rnurcrirtcr:fi

9o--
donaa0{nuR2lrrnnlnu.uo{nu

2.nr:ta'oniuf (setective Perception) tdoqnnara'onrflniudr?d1:rtnuilrillauudl
Ay. yyart,aadJ

t'tu=lttda {iuar:o;monilfiliorfion6nzrur!1u.r,olrrr1:funruyisun6 rJ:raunr:ol neru

rf,o nrrudo{tnl: Rilunrnuirua;u:rgr1o anrrcirrnruuioanrr;or:uallurrrri, ,flu

du ft rfu {iu a r r o c 6 n a r l u i ofi a rfi o u ri r e a r : lfifi n'f, n m fi n u ro r fi q u o 1 o h?a o o n do r du

n rufi nrfi u nnuauhuioriaunn'fi fi o{r6u

g.nr:rfiontnir (Selective Rerention) rfluuurlfinr:ra'onrn6rrir:ar:rnurcdrufi
- ' -- )- v - - o an:qfluRltttault Raru6'olnr: r{auan-rornulorr uacrinrcduluriaufiflurol'lilauhuio

fo.rfidnud.r Goliidruriunrrrfinrfi uromurorldiru drrfunr:6onon,fi rdorrrsr.tir?d1:

ii t d;u 6 l rri t fiu rfl u n r : d r u r ai u riau n B n i o a r r ud o rn' u t o r {f u a r : fi u n r 0 o dr u o,
ril6uuurjnrldurndu

9Ja^.!
d'uriun; 61ruu (Hunt and D. Ruben, 1993 : 50 - SZI ldnrir:d.rihfiurolfiiuarrfi

i 6niu nd on: ru ?u nrldon l{dld
t.n r rt dor nl, (Need) il o frod dr6'gd qnil r frururr lu n : s u ru n r : rdont o urlu d

R'oaarudornr: nrrudornrrqnotimn orutludrftnarudornr:il1{tniuuash rirn:rudornr:
:vduqluavnrrudolnrr:cdudr tisrrfludrrir?runnr:ra'onro{lrr r:rrdonrfiorru0{Rr.ru

dornr:tsu:r rdol#ldriraar:fidornr: ,f,onlruouiuluryrn, *ooo.lrro1o rfludu

z.rirunduavritu'ul (Attitude and values) rifiufln'R'oR?1usou narliloh?ur6ul
,- j- | r a a t i A .eiorToleirll dtu-ul noranilu!rufir:rEn6o rflunaruf,f;niidrr:rnr:osfiruiolrine:rir
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oc'l:lunuintrurYuriuf,fiuf,lurndsruarnu 6'rriu rirrirunn'un;rirfioufrfidniuaotim

Swionr:rdonldiionr:rfionrilniudrrar:nr:ra'oniu{uagnr:m'onrnir

g.tfl rutru (Goals) tqurlrlnnufi rfl rruru rrlutlqnnufi ruunrfl urrudruiunr:
. - a- !. .lrirruuiTnfilurioIorfrn nr:rdraurnu nr:rinriou rflrrrrotorfirn::ucir11 fir:rfiruun
tjudwfiduitaionr:tfionliiiouznru nr:rdondrzarr nr:rfionda2lrr,nrlu uacnr:riion

m 6rrn'o au oufl rrururornu

4.R2'lurrlulro (Capability) R2lllf,.tu.t:on,oo,:rrfiuzfiu16olln6oludl:rlril

R2lunlu'H ndrunrurfi 6ninaior: rlunr:fi rsrdoniudraar: r6on6nr1r?tuluuaur6onrfi ut . t,fiourtouiraar:riull niu lonrafinu$ouunrurlnuocldraarflr?nq qln:viari niotiru
e{-Jt-l

uri.rf,ofiur{nrurirsil:ctilfir,'rn1 riun.rwo{lu:cdugir arnaqfirdorulolnn2urarur:odru
i. -R1Ulil0lnn

s.nl : ldrj : c lutri (utilityl n ri r z'ln urir'hJuflzr: rt ; h?n : ru au l r uo; lda u rr
r i J.ilu1ulr,lunr:fitcrdrltuaconirrirrar:dr:rarrr:orir}JldrJ:;Iurrfld rdu nr:dru

r ril d ofi u r{ n r : f, .rin g n u E In : riari rfl u n r : n : c fi r u n n r : 16o nt o q: r ln ui in q rJ : v a r rfrn' o

rirtJldrJ:c lurriludrueiml tou: r

O.ii lunt: do ff I I (Communication styte) n r : rfl u {iu o., r, u o,r.,ri, riruu utl
J re ad l '{uo{fiuiGnrrlunr:frorr1:to{lr1 6oalrrsur,riohiroudourrrJrcrnvr drrfuul{nu6{
touflldoing ut{RutouEIn:r[rrf umnursutiruurirdon'rr{ rriu iuiurl'or'lnwouflr
in grrnndrnr:lddouaaruil::mn6u

7 -?tn17J (contexO anrrslufi drurudr aorufi qnaa uasna rd o{luaoru nr:oi
j^--- 4- r- . .i.- - . a rd )f,oar: frlirq rmdrfiIontilncionr:r6ontor{iuer: nr:fiauduo{drufidyriualnon:rdo

nr:rfionl#douovdraarr nt:r6on6R?1lnnlluuacrn'onrnirrirrar: nr:fir:rdorfn:!nuo{
drrfluodnl: nr:dr:rR'ndrauduro.rrrrodu'l: r:rrfoirau6unrnrfto;'l:ornr:r ,,urn,rd
r: rR'ndrr:ro{luaorunr:oioc 1r druud:udfi 6ninacionr:6onro{l:.1

g.ilr c aun rr sfttasu'riu (Experience and Habit) lu 3 ru v t o l {iu a r : {iu ar : grinv

nur{orutfirYunrriuar:durfluararrornil:scunr:oIlunr:iudraar:,uo.{r: r r:rr{aur
o.trrouilolfinlntu'nrdl rrunr:il:smnlnrj:;rnnrdl drrfur:ro'qdonlddosfinlnrfin

rutl aulordollndo*rdl iiarruuuruodmlnodmfluf,ruacrfiondonnirdo.rlnrdo.rildr
J.rtt:lri (Sctramm, 1973 : l2l - tzz) ncirrdlolrirj:cnoufifiunurvrdrria$o

n,ru2unlr6onc::touquflduri
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r . il : c au n r : sl il : s au nr: oit rl#{iu dr: ud? u,t ld r r a r : un ncir lfiu

z. n r : il : c rr'u er: v il : c I urdt o ui r ?dl r {iu ar : r v ua t u rd rra, r,io au u o

I . e n r n uen do u rfl u dr rh frq dr u ut.r fi ri r u u n riau n n^ u a v n q n'n : : r t o r q n a a fi

fi siorir:ar:odrrlnotir.rud.r lourourvodrrfu anrnurndornrrn:ounia d.rrfluaorriunm

dlnufifinrrudrriqrflududuu:nlunr:afirrTauno'6orcir{1 uonrlnd aorriunrriinurfi

rfluunrilfirirl#rn'nnr:6uuf rirhTrfinnt:ril6uuuilaurrdn'ilq,U, n?lrR'n nlrrdo du
4.!r

rfl u fi u S r u t o l nr : til f, uu uil aq n r r n r ru fdn un v u q n' n : r r d,,au, u o n In urir tJ ude

cnrnttrndou6rrflufildtiult?,6nnrrriuufmrrrYrnr hidro;rfludarirnunfiuh uiodz
-r^--.---i- - e-!--q- , --- -.^.-l-- , j o J -x1?fl]:TtURnAfl2:0J:UI r'0n0u6Iu0{n1{cl :2xfi{n1:flrnRcruflofrovrnntuorntqfrn::n
ia,,
fi w uen ro onlu ao rfum rirriudeu

lnrJ:varritowruotirrlnodrrrurr1u'uft fi unnciNfiurirlf qnnafi nllaulwimriu
g. nr:ilnulrn;dRllulrndor rtrl#fi Rlruunndmlunqn'n::unr:rf,onrilniuilo

)A'
lrasruo?l'lrr12d1:

ur:olunr:iucr: dufi urriuanrnirrnruuacinlnfi fi rl#nqhn::u
qvat9

n1, lljo: urr12d1: 1,0{qRRallnnnl{fiu

s. q n 6 n n r n ri r h?fi n a ei o n r : ril 6 uu uil a r rTau n 6 n r : h?u fi r rt o ua v r qn'n : : u

tor{iuar:

o. o r : u sl fl R rtlm l { o'r : uol t or {iu ar : w rfi rh?{iu rdrl o n e r u u r rur o lri tr cr :
rioorrrfl u qila: :ntornarrrdrlon?lurlrrlut ouirrau

z. riaun6 tcrfludafiuunrirfi tornr:iuuacnouauoreiofiufi rioniraalriild
flU

n r : u d2 { lr r d r rar : lu n r : iln u r,f o l n r r,, e'l r u r d r r a'r, d,fl , n',, ilnu r dr
euJqerjaraasanlrdur{uritoriltfrucir.rl fiiiaraeionl:ra-onuilnnuiouarrrrdrrar:rrndouearu r#u

lurfs.rtornq6n::rnr:16onrflniurirear:'irfiitofruo;'l:rhuflufiarirrun rirllrlnnn6r
aaaio.r

rnonil : oil anrnu{ n1: : ut,12fl 1, ul{tou't.t

owiil: ;noudrurirnrrfl udrurj:fi fi 6vrinavrmdo,,ioulr'rr oaiurl:vaunr:o[

n d o u r n a r rJ q nil r riau R n' R : r r 6 o, . r rfo n q 6 n : : r rYr hJ t o.r {fu ri r r a r r I n o n : r

o{rirl:cnouda'fi,u lduri(minrf rinfu, 2527 :164- 166)
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z. u yr u 1 yr t o { {iu ri r r ar : u m u rn rfl u I n : r a 3r r fi rfi u rfiu u qn'n : : u ei t.r 1 fi
e . t r d | - Cr ! rY
dlnunruuoiru ulrulyiltnnsuyru'rYrrsxIrJlluulotrilqnn::xluud2un?uquogn2uldlJ0

driliu:cuun',,dua',r,rdr unurnfircrfluilofrudurrciuitlar:fiu{iurir?fl1:drrr:od0;

RrnRrruilqn'n::lrorfiuuavtiuluaorunr:ofudrr duiluiltilumrsrYrnrfirirl#nr:duc',t

duqvrina'ldnrudornr: nrir:6io urn{iudrearrfinrrrriufiuf,nrrao1uRliluasuilu'r?r

o d u l r du {rir d r r u io ur ci r e r : n : r r n dr un dr ui o n r rrt un nci r r riu l u u vr u r n : ar rir
atl.aaaalatlgU

Ttfl9tfr::rrn't{1 uouuoYltilanl{n?1ufln Rluux llaSlulllllluto{nul]n3flu
tr-iraoa.a,.la3. ncjudmft riiommqnnaucinvRulurYrnuorofiunurnotirrlnstir.rufi ruio

r oruofi rlunnrrdo:fru lufrinrfi fudouurnl qnnnorcfi unurniml o{lu n{urirnu fi
o I y ia - r a . r , ta Fa a . I a
enulf uimurn unqein::uoix1 lun{urornu n{urucirfiiurJiuurefiouuurirdrsduro.r

i--ta:ia.l.iaa!
qn nnilfl {tnnog rJ ruu 3r{rilqnnt : ullarn ?lilltoI o{qnfl anluu fl u1!fl n c u u lr 1o'r 0

fl lnRUluilq6n: : utor{iuriraau'ldornumu rmua;rqn'nr rrt omrjud{iu ar: dr fino{

4 : ior u r : : ruas rl : vurd n r : do ar: rfl u n: J u 2u n r : d,fi n tju lu an r r is u r : : u

uasrl:;nrd,tJo{rY{flu isrut::lotilonu'o n'oenufiqanafin?urfio firiru'uu finr:inurinq
.tAJ.vYd9cc

d{xo{ : ?um{n1: llfl n {oon: 2unu ?fl u D ::lr oloudntoonill{nltll n1: l o{: lyt'llila{

In: salxnr:drrfi uf,inro{tR: ounfa nr:ilnfl , o{ n1:;lnur rfl udu : su'urY{nuuas

iorut:rrfi{iuar:rTrfino{douirirulunr:rrioraoutq6n::u uacfinan:vvrucionr:iu
. tl

x1?fl1:r,0{{uu

5. dnuorsm ruJ:unn: fl rdn f niu rrfl olrl oritr tiotfi 6niu asi snr: iudrrar:
d.o
lijuouuln

I .! ! .l ly a r r a ly6. fl 1: dnu 1ua3 cIn lfl Yr 1{ ar{RU ri { flo{6i{il 6 2u tl d ?u,il?utdtu df 1 {

il:vaunr:sf uavrfludrfi'riluoR?luf,u1nlunr:uf,2{xrdracr:tor{iu Inurnnrsodrr0r

rujortrndiuar:udncnudoufiairdrunneirrfiu hidrocduaorriun:sunfr I:rrir, ,iu,if

y a t ,tc y I ! J A- r j o ) r j j r
a?uuflano4:u6r1tn?un{du oJuunl:munn0{rYru?rut0{a1l?fl1r0lfldou?ntufillnnn1,q
o dt 3 .e a - A , e
nu nuourruogfiuQuila{ilunfl nl{nu

n'rrf,nultsidrudaul#rfinyTnuslunr:dru unsn?1unrsiltulufl'r:rdlrlurirral: Iounr:

lrd?{ l.t 1R 2'tu fl #n 5r lt :mdu
j'

olnfr fl d12rrocrfi u'ld'ir fioa',rrrauuhiarur:ofi 6ninalnuri.ruunds{iuar:
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rr{aa uoniu (Chartes Arkin, tg73) nrirlirqnnnoyrfionfudrrar:'lnotn
A J t ru a a . cdouravutiu t-uo{f,unt:RtnflsrulilSuulfruu:vl.rirlna:xianoiluyru (Reward value) riu

nl:a{{ua{tt:l (Expendture) uauriutvrynrfu (Liabilities) doverrulr tlrnanouuvrur6o

rJ:slumifildiu rdu nr:ldiudrrar:uionmufurfimrudomr:grn'irnr:arrluaur:r rdu

nr:dolar4udorr,floldldrr uionr:dsr1#nrlrrururrfio;:-ufiriorirnrur{rlrudr
,tr)

qflnauoulld?{tiln t?tlr:riu uddrnarJ:cluilifildiufioundlnt:n{{ualu:l qnnafiololou
..Jqaicru

ru uei o rj 1 2 d r : tiu lu n : fi fi qa n arfi u dr n r r iu,ri r r a r : riu ri olfrfi n r{u r ; 
ry 
nriu rdu ri rl#rfi n

nrrrhinolt hiaurulo uionerlhiurilorrndu fiorrlffir6nrduuirra',rrf, 1rulonf.r
,, -, --^-j^^ --r^-i^-^--{^r|-!!,- ,.- , . e r
o'l?r1n21 n?lUTlUlUlUll0JilnnlnU{xtolx:Ut,1?d1:60{n{{untu:{rurnnirnr:iufirf Cf f

9J)t

riu qnn ao r r rc uou iuri126r1r furT{fi hirfirlo

mfn a uoniu itri fi ,ll n 1, uf, 2{r }r.rrir:ar: rion arudorn m dor.urrruo
q I a ,, aro . o a u /
ilortnqnaariu 6odolnr:ldiudrrdl:unsa?1rriurfir nerudornr:drrar:riurfinornnzrr

q nn n rfu ei o d.rln d.r u d.r

4 t A - e -a jo d hr _ l) v , 11o'l:u0ltlt'llfi211r:ul:rtuulll{tl0 fitrlnornnr:torrriuRrrthie onndo.rfiu :s?tdl{an1tgfr

rfl u o{t o.:il 0r0fl qnn arsrcliuriu:cdunaru aqndu lufi nlor i.r ll
I n u a l il uda n ri r u'ld'i r fl t : la' o fl iu ri r a a r : r i o n r : u fl ? {m l d r r a r r riu u o n r r fl

rnioaf uaqutifl uRn'uasR21l,R'nua;ntur{r1ofi fi o{16rudrfi .rrfl unr:ud2.tilTdorirl1J1d

lurnrl6u1 niu rniohifinauf l#rfluuuamtlunr:udilrgnl ,.rriodueruoo.lxrrult.i2u
- A e a. !qnnartavtfion?lufulfr'{'lt uon01niinr:fiqnnalnwdna'u1ruarunriraarr rDuluugio

drrar: niordn16ulnr:rilniuriraar:rfu 6rliuoqifiunr:il:crn'uriliuurfiuuo'm?1uilulu1ufi

hlf rion:rr'hiurilrroriloronqnnndrrrrn

l. nr:rolrfiun2luhidonndordo.rfiu :;u'irr:vdunrrrfroril0l0nqflfla
Jv e e .!. -^^-^i^-- - yA -:r--4- ^^y-- - d 4 j . u aj a

'l,0lsuunU:snilfl21rrno{n1:710U1nImU?flUri{u?n6oURtUuon U.:rilurEoldrd'tgfio-loutnii

n:ruf nluuilhrtrr

z. n r : u o ufi u n lu hi asn n do.r do.r fiu : ; u'i r r : s 6u n r r r {r o r il 0 l0 nulfl a
J y e rr it Atorvfufiunrruinrurflrrlrufr6olnr: firrirrunlou:cdun:ruauhriruqflnaxo{ileron
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: lu{'rur{an: smufiltnndo, rnfor,riorirr uninRrrufl 1u1: o: oliut ordufi

9) n r r ri o I tfi u rtf, I u'trado I t fn r a ig u a v ro n ru i ur ri r r u a x 1 n : I 
.r 
u ri r r 1 rnd o

narJ:;Iusfusrnu rioqdue
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l, r i a a
2.6.1I OrtnUtJnouta{nltlorutiu2tr{u12f,

o { riil : r n o u { o { ri 1, ri o r rfi o r rf, r fi na n r: fi o { riil : s n 0 uii d r dol o { o dr u 6 r
Jt , i &t r. Y

orriil:snouro,ifl lrllo{ulru?uuuu{uunrn0 lilfi
l) o.rrfilrJnoudluul.rrirrio.rrfiurr::lrg1n' rflunr:rio.rrfiueluuurirrio.rrfiuafi

iAeerr
tfr urtu o l d'u ! : : lrtt6 (Nature-Based rourism) fi il rs n dnuofrsil rc 6u ril fi : alo'l ul.r ri {
e . G - zAA .i e a . j i r ' J
iotut::luacil:vfiaranifrrfrulu-olf,u:suuur?f,lulrunuilalriolrfiurriu 6ulduri ihhi

-u)
un rYniihtfi, tirnn il;ln fl14 rntc fin{ilcm ilvnrir rfludu uon0lndudr:rudrfirn::u
--t--1{--.a-----.,! a - 1 a - a , aa ayro{t7ru?l!{ut?fi lru-flon:rtJlnurjl non::uD::ur16 n-onttxfilutril f,on::tqun non::l
c^^--i^i-___^-4^----!r--1-6 | -..1.-_ | { a . i o j-flnulnl nnnt:rf,nu1yto{Tt1 n0n::uao{llfl nin::ua0{lto n'tn::ldrilr frtn::tiifl:ulu
firn::riluru rfludu

2) o {riil: s noudrun,suru nr: f, nu rfi .ruaa dsr rfl u nr: ri sufi uafi fi n: ru ?u n 1:
ain-
frnurdlurndou (Environmental Education - Based Tourism) Inuinr:iflnur6uufriurfiu

dn1ilu2ndotluas:suuu'r?f,r,o.runri.rriorrfio, ,do,n',{unirrI J:yaunr:sinzrr,
rJ:;fru1t1un15di1{n?lunrEulirl ua;ilqnindru'nfigndoo#oriutinrioudurrJ:sxlsu
v 4 ). eA eYro.!oullau4utsnounl:nlnu?to{

3 ) o { riil, r n o u dru q : fi o ri o s rfi u r rfl u n r : ri o.r rfi u rfi fi n r : h?u?n r : ri s ufi u r s d x fr

qunlil (Service Quality-Based Tourism) rfriorirurun2lxcrsntnlr?rrririnriolrfiur Inul#
--:---,--ri -v-.a--y4-.----.i ,,_.,q .l r j y !. u rqtntilotlYlu?no{t:UilIlnU2nUn{ut?n6ouflnH1lil-on1:il0{1fru2 nSolri'lriruoqfnr;
m in ur n : yioufi uruac fi { r?n doudtu

4) o { riil : c n oud?unl, n a 1 n ri o,i rfi u r rfl u n r: ri or rfi u rii n r : ri r fi .r 6r n r: n a rn
,i

vio.ttfrurqunlil (Marketing Quality-Based rourism) Inuucrlnrrinriolrfiurqornrxrdrur

vio.rrfiu: nrioh?rinrio.rrfiurqornrrrld6uuf,unsil:rdunl:oinrnrioufiurodr.rfirnolo 6nri.r
I o J o t^-i _ d y ,,

T?UOr{t fl Uytrilulnrnoflltu?lla3 fr{ll?n6orJ6 ?u

5 ) o { rfiJ : s n o u dr u n u fi d r u d rr m r r n r : ri o ud u r t o.r l lr su rlo r olu rfl u n r : ri o ufi o r
id.aaar.yrxnr:ritu-.tdlnr:iiciauirurollltu (Community participation-Based Tourism) Inuldqrnu
^y^ -4^ q- ---' r -d-.^r^r^- -, .--^,^ - ^d- - r - A .Yl0{ou lullila{vt0ltfruriiriruieurrnr:riorrfiuzrfiounnonn:JUiunt:lt-orioh?rfin

r.rail: c lumfdo#o.r6u dorr ror.rdr nr: n: y r ru: ruld nl: un: rdugiln riliin nlr ld
nnnoultYlundulrfrllinuruacfrnnl:uildrdo.rrfiurdau ua;lufiqoprufiol6uosfinr:
drtunr: nauqrnr:rYau rnr:rioufi uaothrfi qornrn
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o) o.rr{rJ : v n o u dru n r r aimin drfi nuri {rfi o :do r riu n r : ri s ufi u r rfl u n r : ri oufi uefi
.<facair.dru'lnr:ilqnindrfinfigndourlnr:rioltfiuauri{rfiurdol (Consciousness-Based Tourism)

Inoinr:hinrrl{r,nrdonmrurrulunr:orlinfminurn:rioufiu:uacfiurzndou riol#

4 nihurn'nn ruinun;R 21ll1.r 2lunrunirurn: riolrfi urmc turrndou

z.6.tz rJrv mmtolrinrioqfi urrirfi rea

rinrioqfi ulf, ru'rrrrfl urinrioufi uadrdrlrJrioufi ualuur cirri ouduar : : rlrm'dau

6srdriinritlut::ucrn'uasfiunndouluiudrfu uacrinrflurinvioufiuafiorfiuo{lurfior
c ,i9 a aa al . u a , o i a d aa jo hluqifidornr:r6nrfirfiorlunjndun'u{r::umn- rfroudnrilrrniinnr:uufiirro'lil{nr:

9yc'9
Hnqnuilrynu tun::ur'rfifiilrn'urdurfilo rinrioufiurtrnfiwilonrarfiunrtJEr:ruu16

e e i . y i 3 a tuu li . i i -uas2oruD::x10{YrorouuaJu{urulto{ouuuruu40nn1:iluylllun{mo$ytu2 llalurnl,

riorrfiur rfiol#qrruvlor6ufirruldtrnnr:riorrfiulracr;'lddruquninuryrirurn:
. i a i I ) l- I A r . i ahr o . Aylo{tYru2D::lrTlaua;d{r32oAor !r{Eoniluilllila!no{lYtu2D::lJUlet luR?:uo{unno{il1tu?
A A a ,r. a ,, qli a , I . rt, ty I J .e , j
lr{ul2fllflu{4u1r{ult 'lu1 ll.lTruYllYlluu llnfl?: lrR?luIlln;ut!dun1:utlnunn0{tilu?

, lst
lxalun?u

.ja6.'lAezte.jjce
n1:Ylo'lllYlu2lT'iul?f,no{ul,1n:fl'l:flataonunno{llru2ytdu l0llagduudqunl:

v J v . i 4 r ,, l. u . i j, s.ou:nuil:Tru1n:ilo{rYlu?un!fl{ll2aaox il50uil{nnnunl:yto{ryru?ilrl{il2{rilila1u

fiurandol rfiorfluqoptdr6'ghl{nrrucltritro{nr:do{lfiull'rfirra 6rnr:fi{orirfiubl

dno'oilfrriFnu rriuhi:unaur?n{tJr hision,ord:;tinfiriraruD::lJs1A hidrrusrnuturnul,

do.rrioufiuelurdumxfiriruunl{ dorinurt::rtrfiun;fiurrodor dsrh?alurnlrileio
I tt

iorut::ltorujuiidrdrhJrioudur 6ruunfnrioufiulf,rfirraoonnru:Eduarru6ru10
,

D::uulAl{e nrjudrfin'o

t ) nrirrint::rrrfiimur (Naturaliss) rflunrilrinriotrfiuafifilnrJ:ra.rrirdnlunr:
, j i a o- i e a v JA ,t a a

rioufr urrfr onr:frnurTi'urfl uadufir dni dlumdorlu:cuufinaeir.r1

z) nrilrinrio.rrfiu:{inu1[::lrrtn'(Nature Tourists) riofiriundr *rinfiuulilr,
4.erjAatstUa6aa-Jo

lil u n 
Q 

x u n m 0 { tvl u 2 Yl x l n du l 0 u d n 0 gfl U fi ? 1x { 1 x l, o { r r t u fi 6 ua s r-6 iln uU U 6'{ ld=x x 0 { R u
,.i
Yto{ou

-rs.i;
3) ncjurinrioqfiurfisgultf,2nulfi?rln'urduuilanluil (Mainstream Nature Tourists)

q I o r i Aa q u .e e r h a ,t a .
lUunQUunno{lYlu2Ylu ln dU t0il an0gnUf, n 1r1! t : usltlll 1{t lnan auroitul]nsr{r0=l iirUrn
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al nriurinriolrfiurri:}Jfido.rnr:f,rrrrrr1116 (casual rouriss) rflunrju

rinriolrfiuaiifipnulorn'orflunr:ciuaiunlrrarnraruh?riurJ:cdunr:gflunr:rioqfiur

fl0{nu

z.6.ts il:vmnto.rnr:rio{du:ri.rfirza

nr:rioltfiuett'lu'trrtfluliluuuru'urornr:risufiuaruufiidufifidnsflcrqilrcdelu

nt:h?aaru{drunr:oqinfnirrurnrDr:rrrn'uncfiunndou Inuu?ul#rinrioufiurldr{r
lil ri o l rfi urlu it u d t : : u m 6u de ldn a u { n rr u rn 6n nr a'u fq or ri rt o,: n r : yi o qd u r'l u
tuv16otiu{rJ:vnouq:fiorioIrfiu:fil#uinr:odrr6 l#nrrufua;fiuuanrrnr:rJf,rin'rio

.rt - . a 9 J aa !aftltndunxo{nt:oqinft::utre' 6nri.rrir:ruldur.rrirunduhJrirqrirlqprrirrioqfiur

dru uonorndfio,ilolunralrtllmfiomiur{rudrizuiuotirqrfio?r uacldflanouuyruyprr

rn:ugfitodtlq6t:ru dlr:torouJmuriouduairfiranoonrfluJ:cmvrdould s il:cmiln's
t) nr:rio.rrfiurri.rnr:dnurr::trr6 (Narure Tourism) tflunrryiolrfiorluurril

t : :rsr6fi i 1nrJr ; a.rrirf, snr: f, nu rifrurfi uafiufir fin juac fi unndor Inufi n: yuru nr:
riuu{::lriutol{rfiur{olntuldnt:f,nnr:e'urrndouua;nr:rioufiu.rsdruurucu 

,ntu

rj.:uiutr?rfi n6ndru'nrionr:inur:Euufi nsodr.r&du

z) nr:riolrfiu:rf,lfirermttnyla (Marine Ecotourism) rflunr:riolrdurotiminrru
9/ a l . r-^_d---__ - jd u Jiufr oroulurtnrilrio.ttfi urr::uu1n-n1{iluafr fr rondnuo[,nr,ro'r,ruvriulujorf, urcuu
u't?flv|1{vlvra Inufin:vu?ufl1:nt:6uufrol{rfiurdolnruldnr:flnnrrfil,rndsu,asn1,

rio'rrfi uaotirlfi ri:uieltolfsrdu riorjrlfrfinin dru'nisnr: inur:cuufir:snrucrnod*
.i. a
U{UU

3) nr:rio.rrdulf,qr:dinur (utrro Travet) rflunr:riolrfiutluurrilrialrfiuerflu
r'uattatufiumrlu qlllriln:.r ti,tiruuo rirr'uronu'udou rfiorrn?lx{rr,{firirrfiiinrru
ttilantrnnrrrJduuuilaltoldulan uau$rnu,:yriiuuior,loaGa Inufin:vuaunrrr:'ouf
dru riutol{16ur{olnruldnr: frnnr: fi unn douuncnr: iloufi uaodmfi deu irut orfior6u
a r a a . - . u a . jra

ln o{ { rnn 0n dlu nn on l : inu r : v uuu-naodt dlu-u

e) nr:ris.trdu:rilrnunt (Agrorourism) rflunr:rio.rriiurlilftduiirnun:n:rlrnio
j
fr u lr R e rr d2u{ 1 lr n e r u drri r ua u n ? r tl ril a'n rn 6u lu du fi ,nu n : n r r r ri, t In ufi
n:su?un1:6uu{^b?ldrJrcaunr:0llrriuudugrunrrtiufinrou gncfi6erdru'ncionr:fnur
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JttlYAd.oJ.jav.o
dn1flrr?naouro{Ttumlnun:nr:ulntrtuu cu{n1:n0{llru?]s{tlnun:fudlilulUdufiuilrul?|f,

lmu ru: rsrJ:sslxuriruluojtorrl:vrnsrfl umun: n:
,ia

5) nl:ylo{tylu2li{qxR1iln1{D:rU$ln'(Natural Health Tourism) rflUnt:riOltfiU2

"jjo.icararlufiufir::rmn rfiofirfion::uriudiuqrnliluioinurflurJqrnrnnr{rr:rurln' rriunr:
iralyce.t.,jchrltterilurxr0n'r:oluu1r!:0u nlroonnln{fl'ru luurn{1lo{rYru2 luunu lnuluunl:aun:flu'r

qtnrnrirnluuasl0r,orrinrioufiurdauiivrr.rfi::xs16f lrin 6nrirfi6nrhfindon1:fnu1

dR 1fl u?ndoxrlarriorulqsnilA{urndordru

aI .a -a2.6.14 flAnts.ilU.U0t0ltilO{mu?tu{U12f,

,ia.yretl t
n1:ylo{l?tu2uHan:uytueio6rudr{'| 6rciolJfi

r v e r j . c 116 
J

l ) fl on:snunoci{Ril nlrlioru lnl: vi sufr uerislfi mnnnn: snileio1UUuludrnu ril

ludrunr:aixa::rf lutarvr6ueriufirirurdrn?lxldouoouflol1uruldrdufiu lduri

- n1: do udu:riolfirfianl: dft {{ruunun:, 01u: ruldo oncjtuurndlluu 1{fl f{
il : c m ru 1 u n ri l rin o v n t I o n r a ri r'l : 1 a; n il a o n a ? r f nri o ufi u r ri olfiri n

t

ilqr rnarurdouooudrun?lxiltvilq6tolnuluqrrrtiu

- nr:vio{rfi urriolfrfinnt:rYoru1n1D1:qJInn niu :vuu'lv,lfl r nt:doar:

rfl udu lutor;rdurfiufi riol#rfinilruuuon'r?s xuvuorlou nr:dnl$riraru

2) fl an:rnuoiorarugio nr:rioufi u?d1x1: orir: ruldrfr-1l#urifiol6urfl udruru
o d o Gr.oYa Y a r a . a r r i ! I

uln luxnrvr6urfiufirirl#frudrualuin1r rirn:orindrrl luuucirriolrfiurriuq{tu n1:

aryrctfiuuCrunr:rioafimsfinal#r12ul s1?li riurruru:ruufifirirnouunuq{ rflunoh?

flaflAnn1{nllnun:annr lutEsdn2ludo{nl:r.raninrfr-ud, ,uouoo'tnfirinrioqfiurt{rut

l#uirr:dru :mrHaHar6oqodu nuflorfiunan:rnudludwrirldlnunl:ri1l{unlt?fiunu
tJ

ri.:raiudrunl:f,nur uacAflou:ul#rj:;nn:lufior6uriu drurroil:cnouoliilfirfiurdor

fiu qer aru n: : r,vioqdualdnlr.rtlrfu du

ih
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3) fl ao: v musiof, oilisuun r ruuo, druzodor u on 0 r nfl a n : y yr u cio cYr nudr n rirr

rud: nr:vioufi uad.:fi nan:cnueiofinilimut: ruuasfiru:ndord'rciolild

- nr:nfinf,ailinqnio'lu:rorinq Inuhinuondnuoid.rr6rllduflunr:

. lirnruqorritytmfrailctorlu:rorcoru rfinnanr;[ucisanruurndou
yr 1 { r : : u u1n' rdu n r : ri'ln ru dn lil gr.u r rJ r h? du rir d r n u vr in ur n: ldrir
,.,#o riuhi fi nran'uei r r1

- nr: rilnana'nl#ldrJilrsnirl#uutrlna?txil:cdnu: : r lnrufiailcruu

lvru

- nr:iutorinut::rtorirrrrh rdrurlnurfiurfludr6.rru rriu nr:ucirde

n1: lldn{toon6laarunEtaucioilrcril6ifuur : : lJfi rfl urondnuoillslnu

lyru

4) flao:vnuoioqornrnololn nr:r6ummfiunr:lduruurilu;il:crflarir.r1 rflu
j i- v Jvriolfrdur{uin'u lildrosrfluurunrrusil:cmmlndaufiriruci.rraiuflR'r2uo1nrarflun'u
l: . e e a

rTrfr uuay os ri.rna: vdulu u: rlupru rfi orrrnndquruluw un

s) eran:vnusiuq*rrrruori rulofinrrilriouroqdunrlilnudordr i{mrr

arrr:usttiomstnurntfiundrt::urfitsafirnarreuqald ri,ui .*tirocnarudulilrilr
t- 4---- :- ---. -r r i j ia a - ,3

lffu .u{untfionullila{mo{tytu?yt0g:unun iltoturuiuruirir

6) na ntv nusioffu rYu{h? rin ri o.r rfi uafi rdr u r o ti r l u r n u r ulu ri x q g n r a fi 6.r ga l o
. r a rq a

uoxno l?nnnn?lxlaonruurirlulfi dundr luuirrorriuld Inu

- n 1 : tn'u 0 t a I uu du ndr lfi uiorlu : o 0 r lrJ u u rj.r r drth o r rl rc ilis
n u r r n o s ri I n a 1 #: s u u u' tt At6l u t c ti r fl a n : s vt u ci o : r n h? u a c dn {u r I
ru'nfiorfruo{1d6u

- n r : dn du h?rj iuftu iirn'on r: rfi u ririnu: r dn lfiri rrio,n fi r

- n', r r*oruc nu nalutfl u ur dqnrrdrl. o,rjo: rfi or r,fl udun: rud odu h?

- nrrrfiunsnlfiriorinfir'hi

- nr: rionorh,l uncduhiafi vrriolfrinly,l lur?{h
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z) fl anrrnucisf,oiJr ilo1riud.rrfl ufi u'urfiuo{rau1 il:anafi naxrlluoqfum

hftirdnirflurnuinrld niu rlirraa drnqu uioumurirhil#rirrYni ueiorpgrnh{

rinrio.rrfiu:du:ouriutdrtllurjorfidt4rauioglld rhlfirfinnnrtiudodrrith ri.rluufuor

'$ruaufianalrtn;uq6n::rrilfiuuuilar urrrtorfirinrioufiuadrhj#.rriror{n,,:ur,drfi,au

orrr:lSruisrYnilr{uriiuo'n'tlltacfirdun:ruurludfiwgnrirfirfluiuruurnluueiavil

8) Hon:snusiotrffi nur ilrntctil5uufl antEnudruoduudr dnuorcnmr:fiivrur

o r t'ldiu n n n r t Yt u 0 l n q n a r r n : : r ri s.r rfi u er?o u n d r #r u 6u ucin n n : ; yr u d 16 n riu rin o c d u

rfolfiuffl'uurn ttaso;cilataciodnuilcilr{n'runrulncRarxfluqato.r:vuufipaivrurlJrflu
ea. ,irearurufuilndrfi osudluJiur\rlfirfl uniur6u nf ohiarurror{rilun:cucld

z.z r.ro.rrui6'efi6uedo.t

u:'fi nurninqo (2s3?) ldiinu rrf o r nqn'n: : rnr: rilniu dstouinri oqfi uama
n jy i v e
ln ufr r{r u r rfr u a i'l r in qltriu na n r : f, n u rvr u'i r dnu E; n r : rn'u m r s ua ; in q il r ; er rir o r n r :
to'uvlt.ttolrinviolrfiurnalvru ri:uluqiurqltriu,fluair,,:n rrlnu:ouudriruda uaiu-l
riun:ounir fiierqrl:vasrinrnodorn,rriuo,firr,rasr{nriou c?ruiunqa'n::rnr:rflniudo
rirhJto'rrinrioIrfiurttrlYru riau1rqjiudraor:douurnorndolyr:riarl :ornrurnrn

e4alaAarfifrofrut{ inqn:vnrotiiur uncunucr: ri:udornnrcfiofinr:rilniurioulrnludoil:ymyr

IrJarerof ur'iur{uuio1uila'r i6ri'arf uacalnrf riaudoqnnnfinr:ritniudr:ar:rrnriou

{ l r io rfi o u i u l r u q r n'i r1o.r ar fi r io n : : u r ua s li ouri ri: u n q n'n r : r n.r : rfl n iu d o

rfiu:fiuillnioqltriu nrildaotirrldiudraar:orndolyr:riarirflurirulnqi ,o{a{u-l
imgn:;orutiiul u'nufirt uncilri{f,ou'ur{ ri:udornnrsfirlduri lilarnof flruIEusrr
il:cnffiritu{errta uriufiu uavidr[rrf ,,uraturlooaldud arfiufon::ur tyrn'fir?o{ uns

al
flouu

aavdo6r:ru ffunr (2s4s) ldfrnurrior aarrfirnolotorfnvio.rrfiurcio
anrnttendouYll{nlunrnuit:otmulnou1{udu frluinraqi nanr:iinurnudr nrju
utA4o.sr'rotitl6ltilurinrislrfiuzfirdunmltrfiuruinornurrnut{ulf,u ri:u1uqjrflulilflr.tu
u.i.afnvioufiuarirulrqifiorgrirndr zs fl :ydunr:f,nuroqJiolryrriorJiqqrni orf,n
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nfnuuuifvruioirudr :ruldcior6ou:cildr{ 20,001-2s,000 u'ryr doqiilopiuorfiuo{lu

nlnlnilx?t'lufi,

nrjldzodxcirulu{filnolorioanrtuandornl{tnluRlrruiraornurrnut1uau fi

:sdunttlu'lrtoloiltunat{t flRilruendounmnrunrnfinrjudrotir.rhin'rnoh lduri naru

du ornro{rilu}lrn nrrulaaso,rruorirriln lraufl ?'llrarornrroor?o.ri.t

alrJ{orauottus'uslrinriorrfiu16urriuenrnuandorurrnluRTrrr,0rr,u'rur{1nu1{

uau rdoriurfitr:uriliurllllunr:unr;duarrufirnolrtorrinrioufiuzl#ordu drriu{
anrnrtendou?I1{tD::lJtra'uirmrtruillnur{uau InuhTrjiuill.rnrrun;0lnuo.trlul{la

,
c a a d ^. ;^ u ^ !ruacil'rm;rnuinulruillnur{udu Inurrnmfrnnr:fiutusfirfinduuinsrrrrr,nr,urrrorfi

Jrq a --!q,7.-!--_,-.i i v e anoUog luu lmsln :ilt tR lfi unn0{tfi urtruflu inu 1fl 2lrldsornuinorrruillnul{1f,u uac

drriuanrnttrndounmnrunrtfirquriafi.rdu InuJiurJlrn?rurrJoln uacriruinr:rro.r
y ! ra v. , ) ^- r

r{o.rri r n:uqurJillfl r,o{EU: Jnounr: uu uluu rn rJ iuil1r: rn ru r: fi fin,ndor,rium'onr:

riumurnr:mlotillti rrlcau f,n:cuufnr0rroruimorrruurnurqraub?fi:E,fiuudu

inGfiu u2olf,:ug (2s46) ldfnurrior nrrlrYufiuf,:cildrrfiaundfificionr:

rio.rrfiu:riur,'rqer'n::lnr:rilniuilo uaruqn'n::rnr:rioqfiu?x1uylslnrorrinrio.rrfiu?r.r?

lnufir6uvrrI'lrJrioIrfiurf,luin4r6n nnnr:ifruvrudr riaunn'Inu:zreionr:riso,dua

s'lunslntolrinrio.rrfiuanrlmu finaruduriuf,riuuqn'n::unr:rilnfudor6orriunr:
, i . dv

ri o l rfr u r o ti r l ii riu ri r riq n t { fl o'n'fi r g du o. o s rf o u u n fi n1 : o1 rfl u : r u dr u n u d r rTau n idr u
rJ:vIuilffildfuornnr:riolrfiurfinluduriuf,riuvrq6n::lnr:rilnfudorfiurriunr:

t i r ae c . ' ,'
violrfrurotirlfiriudrf,aprrlao'6fi:vdu o.ot uonfufinartdlr{ufodlfuifiriudrfrqnlcro'n'

ttastisuRn'fifirionr:rioo,fimn,sorinriorrfiuarralnu fialudur{uf,fruuqfin:run1t
, j jj

violtfr urtnnufi 16utiuilof,udrriofi rirh?6'nfi uloruioqfi urodrfi riudrriqnlfl o'n'fi :cdu
0.05 ri:uuqn'n::I{06u1 inrrurYrr{uffiur{auna'donr:rioqfiuaodn[iiriudrfrqmrr

.aaao-jjo.enn uqdn::lnr:tilniudorfiurrlunr:rioufiuainruf,ur{uf,riunqn'n::unr:riolrfiu?rot

rinyio.:rfi urnrlvrulurlnl{ootimhifi riudrrirgnmefi n'

i'lodnuoi isrurfis:fiurr (2s49) ldf,nurifrofor narnrirdrnrr : nrrrioudua
ttosnr:fronr: lnrjlrururf,oiinurnnrflrf,ru!fi0 rYlnt ieuur::rr 1a;ifiiin1o{{uru
dunar anrrT ilolriutolnr:rioufiur ilolrlln;Han:s1ufifinrrnnr:risqfiur riiol#ld'
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uu ?yr1 { nrt iln nr: nr r ri oufi urfi ru ru rrrfiuuiun.u or1rrru In urfl u nr:iilurirquR tr
(Qualitative Research) ldiinr:fnutttnrondl: nr:rYrrnn nr:6runutnriu uo;nr:rYunrus[
aa4.uJ'i-

rfr l an nn or nnr: f,nurtudr lurudrtu rldfi nr:ilurJnr: rioufi url#nduur6nni.rlufl

l.?t.2s47 dscilnaeionr:rilfiuuurJn.rrirludrura:uXfio rYlau inrur::t i6iin uac

-i-- --r^^..r -.t-.! -.^=i--^ -- ^-!-y- io - , i Ia r ur n do l l u fi u fi I n urs u r c n r : ri o l rvr u 2n a 1n u l o lJ ?r ? r 7r u u n il o,rt lyt u 2il { n t n

nIilniluillun: rtn;uinorlndriu.rh?naruauln ri.rnahTluluinr:iliudrrnis:oliunr:
vio.rrfiur fiorf,nlurir ,findu inr:du-{uasinurrondnusinr.riaurrm inr:rilduu1ilnr

:cuunr:fl6ntrnnr:ndnrfioftf,ntt{nr:ndnrf,onr:druasrirl:lrnduuacrilflaionln ln
) a .h

n a rrr f r l iiou n v ri r'hl {a r tu da udrlu prru uu ? yr 1 { n t r dn n r : n r : ri s qrfi u zf l n r : f,n ri t h{
rflurcuu Inul{rdnnrrrJ:;priarriurf,rnrln16 riol#rlnflruldrdrrrfirirui:rlunr:
e.jjilonr:nr:rio'ttfru:frtruuaudululuuaEfinr:d1ilunn:0unr:fioruruu:nxnr:f,nfl1rn1,

violrfiua 6ruununlrmuavurirfitorrlndlrul#fnmu ,iod,,riurornrirudorfirflrurru
A cy , i . a h rrrrvlshinr:rioltfrurarrr:odrtu'ulJldotirsrisrutor IoufilrJuuunr:rioqrfiurfirarn?ra1u

u n ; h?p r u l drdr r r i ri a u i rr l u rl n dr r u, rCo h?q r ru l dn : c il fn u n v t #n r r u d r riq ei o

nr:finnr:nt:riolrfiurunvfiunndor d.rrfluvrinurn:nr:rioufiurfidrdq durvrir'hJ{nr:
ri o.rrfi u:otir.r drduri o hJ

el|!.rJe.auTlad'nuai isrurfru:furr uornuv (2ss0) ldf,nurifrurior c,arnrirrirnr , nr:
f,n nr: nr:riu ordm Inupru fi inqrl: ;a.rrirf,ofnu ro'r orriil: c nou ilqr r ua; gilar : n

tornr:finnr:nr:yioufiur'lnulrturuoou',ori',rirnr drocrir}Jrj{oa1ilfirn:vuaunr:
!r----- r j s r &a . 'i'onr:nr:Yiolrfiurlnuprwodn&6u lunr:if,ufi'ldrirnr:rfiu:ru:rr{oXaornraroiifo

nr:il:vlunrjrtiou nr:firn'on::r nr:drrnn nr:rYrnruoi nr:lduuudouolx nr:f,nrefi
-l-.-.--. i t d a J d , autcrlflu lrlotvnxR2tuRntiiutta;itn:urilauil lntiou Isnra uavqila::nxo{TUUu

dsirl#lddoa1rJlunr:frnnt:rioufiurodmftduro{tr,ru ldnri nr:firiruiarror{uru
nr:ttrilnnil:clurfodrrtflutr:r, nr:fi{ririir{rui.r rfluaac uaciirYufiari rn'oafil
n, s u ? u n 1 : fi r r r u sr a on o u fi on : : u fi rir raiuh?rfi n n r: air r6n ri rfi n lu n r : oq fnf
cnrnrtrndoliolut::udl,n't nlrft?nrilurfrrtoriruriu ri.rrinrioufiur r{odruridr {
orfrulupltunaontu{rfiur{o.r11nflruderf r:rinu1:guuu'r2rfiarq:oiror'ltracraiuafir

n rur{uu{rruolrru*tori rtJrjul rrrrulunr: frnnr: nu rioufi urodrd.rducio lil



90'0 Bggl,lLtrfugrpornu33u urrsoBtnoopsull ou:rrr,Etog uuuh
0P nrucroP gttpl tllntpngt0gtsl,lrcrMrluEr3runllcn$rprLrug 

F[c$3ru3rsru
ntp'ull o.uuouFrttunLp trncpnL*, lrtlnut3runr], utl},[r.or t]orull]o,10[or]M,Brcu
ucnnnulgrrrrBolru[3ruBl urp ntou ncup]rBnur3runrprun r rncp nr]i F[r!t 3Lu 3n

stuntp o.uuo uFrtcu ntli ogB-utp ttt uut rftps 3 n1florc roul nun luur :up0p nrp r f
iICPOUOIOll]il,lttLUltL0lllNot utt?tt.u fGl?ll6dl*',Eir .mi,xr,6.r.r^^r.-.... 

I ., - b----''-----gc0gl$0uultncr, rcr{ffit'nffi ur06g[io11tnoop:ul rsoulrslrl
uto eu fl nuoP uglnuut o uuuhog rtlrytsnl ltrn[usnopuror f ncprgrogrrorr]o n uf
b0lt3tpctltrt3uEl3LuSfut't1ncucoSt$ou,ult$p 3unr[murrI!un1fior,nrrprtrnpIog
upllrtuntuEg t^tft 000'SI-IOO'OI ]tpul3nog0ul,[0r3s rBugullsulllro3tutnEtmroE
muFnou0grnl,nouBugr0q3fl,-u:rulrDr,nug3ru 

lI sz rpurp[r,og ortr JHnBrfontrncp

rcrrtrrBug3ruuM sunrlrmru,tslu nunluutsu,nr0rrnspBc0prlotrun]omlom$mcunp

3LlrcurBsug 3r u lLur: 3,cn$rp nrc u !oF!r Eugl,l (rssz) n*3nFeB,*r:neg&

n-uurFlrprpucn/ rcLFon

pnulsux ugusrtf nultr:0stoocgtnpupnlns!, usnssungtt.0rum][unut:ur nogrnbu
ngcogrrn:o cpnc,runoos0rl,lrrnufor.tlncpc0srlouun n;rrpnglopn"goopuBrlam

!933plo,tof:0c0pl!0BuF PooJ lsBd ru33[r3utronrr3rugn[ur0$ ]opur s rurs3F,
nulloEulnul tlttt 000'E ttuLp]ttolrnrpcoprrn3runlmoplrusurrncp ncrutm0t,
ncEcolfitlt3tunt tut 

'
, - -- -.- F. -, - ---. . 

r- -Jrp[:ur nur]oiunurno#uulu:rptrugr rm,r nc,rpr.n grrltsrurru
ounlpnlncp tcrr uutrluut:ttrtopnc,rpcoprlouulrloncoprlou3rursssugbmncp

sruupnr},:ufl rFncpnrp fi33uounr]i nunolunrli prlrru]r]otr3ruErnrli oguouF

rLcuntp o$oolttl{Flutttutonptglogtogt ulrn-u:snlponerouprnrsLuur:nnr0pnc,,

opEpgun rylgun r$EcnplloFulllp 3uttt rmrrnluppou nrr. ggBgnpleg uplruunrul,
gpHlncp nogrounrr 000'st - r0o'or lrcBssnogroul,lors rnugulr / nogu$nEr
rgro$ rrrfl,oBtogur.fufugphonpssrnug3runo lIo? - rt |rsr,r:rlh,og nururngrftrr,ttr

ntp ttft[ttBupSLuuM 3untllBltl tslu nunluursltnt0pncpuc0ut]ortun]ollr0ln]Gn

ilun c cuglrlrnpgurul$Drg u33!n$ru,nrc u loFtr Eug (rssz) rsg3r pnruurlf

6L
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2.8 nrouuuafi olunr:?6?,

0 1 n n 1 : il u vnu uu z rr'n n q u fi u a ; n a.r r u fi rfi u r {o l dl n ri r r dr l du {i i'uo' l l dri r u u n
J

n: ouuu rfielunr:iilu d.rfi

nrrufluolo,uoril:vnru
-.i--, j : j -nrlno{mu?naloulna{fil

o,-Al'
nr :rfl oYufi ogir.t.l .r,o.rilrvr rrufi ur
--,- j : i-no{lltu?gtoloulf,a{tu

j
- floqnnn

- dorrau
io- donon::u

muntrrd 2.to n:ouuurho'lunr:?du

vtr
r,OuailUgruil2urlanA

- rTrfl

- olrl
uA- :snun1:flnu1'

a- ol,uTt

- :ruldciorn'ou

- doluR'lTt

- RUAllul
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a ai,
2.9 flulrgrglUnlt2OU

aulfig rufi s rinrio.rrfi uafi fi o rgeirrriu fi n:ruf; rnohfi urrioudurnnrn
cA9aC

ulnntuuugtnnl{nu

a u I n'J r u fi o rin ri o I rfi u rfi fi : v du n r : f, n u r ci r r fiu fi n a r u u'lu o1 ofi I r
.J

rdoag)9
Yt o,ilYr u ?n n lnu 1n n {lu lln nn'ltnu

ouu6g rufi z rinrioqfi uefi fi orf, vrcirr riu fi n aufi .rn ohfi urri oufi urno rn
cavac

ulaa{uuunnn1,!nu

al u a'g ru fi a rinri o I rfi o rfi i r r u ldci o rn' o u gi r r riu i n r r r fi I n o 1 o fi I r
.t.aca9t9

Yt0{rYtu?n alnu lna{tTuttnnnl,iflu

a A - U r_ d -da ac r e I a o .i , j
6U rl nt 1U yt I 0 u nn o { ryt u ?yt ! g xii r ru rct r I flu n R : r I vl I vr o 1 r fr u rri g lrfr o a

nlrfnrlnfodlddlorra'grul{ ro rJ:cdu drd
iaeuatart!"

z.g. t rfi ofi nu rnrrudufud : vu drrnr: rtUoYu a'o dlduri fr orln oa fr ou rauu rms a'o

A-vuaririii-non::r) nu:vnuR?'tu7t{ilo loillnilowtu2oaloulgto{tu

all69rufi t rinriorriiurldfrnil?d1:n1riluo,fioro'rndorlnnn fi
uuJoari,iii-

R?1lJCf U?IU D nUfl 21XTr{TtO l0YtU l?tOiilnU2nn'lnU'ln A{trU

aul63rufi z rinriorrdurldfudr?d1:nl:doo,dorornilolearu fi
euauar.i,jji-

R?lildr?ru D nuR?luil{Tto loYllt11lo{lilu?nalnuln a{tu
-.--i_- i- e i i rlyu r r j j 6 adux9r!1uyr 3 unilo{lytu2 16:urn?dl:nl:yto{ul0u?rlndonon::u ri

euJvaqi,iij-
fi?1lJ f, uTruf nuR?lIil{il0 l0lllJ 17to{lnu2n amuma{tu

2.s.2 rdo 6i nu rrfi uulfi uun ? rilrn ncir {:sn ir+r?opdil g ru d2u{a n a dldud nr s

otg :vffunr:iiour o#n :rsldsiordou oorunrfl rac{irilur) flu:vd'unzruflwrolo
tr?a.lldoav

nuln0{tltu?oalouma{Iu
aAo.dddreaaojrj

dlunr luyt 4 u nil o{lltu?yturilf,n1{fl u un?lufi {fl 010fr u17i o{ilfr u?nnln
c-slo

ulna{uuugtnn'l{nu

l, I
cag 19

nn1nulfla{t$utlnfln1{nu

aun'g rufi g fnd o ufi urfi fi aoru nrvrcir r riu fi n mufi orohfi rrriolrfi ua

t.cagr9nolnulnn{luunnnl{nu



uyrii 3
a.l a q/
?fiR'E?OU

n r : f, n u ra fo dtd: r,fi uu : ; rfi uuit' i i'u rir rJiu rsr (euantitative Research)

dqldruuaouollJ (euestionnaire) rflurniorfiolunr:eouorrncjufirotirrfirflurinrioufiur
r io A i j -

1'12 lytUmtnuil'titullytu?gtnmulna{tu

3.t il:strnrravodilfraodu

il:cfl n:lun',:;inurnirdfiu tinriuorfi urmrlnufi r6unmurrfi uanarnrirndrf,u
r e r . . .---'i-lc- -..---!^-; ^---l-- je j I i -nQxn?oul{ lun]rflnum:{uft-o ilflno{rfi u?rralnuilrnunrurrfr urnarnrimdlf,u

6ruau 2oo nu 1#nr:rir6'aotiruruurorErr

aalul
3.2 ?fin1:qilst?ou1{

sampling)

tt

^--4^^-^i^v-. ^i-i cro. . e . a e tfl1: flnu120ufi r lu li2D n1: qud 2ou1{lluura=ondrotir{llulJlrls 0 {(purposive

r.r rnio{fi oiililunrrifrg

rni sr r'0fi 1 dlu n r : f, nu ri frun ir dn'o uu u c o u o rr (euestionnaire) J : c n oudr u

drnruilaruiln (cbse Ended Questionnairel droruuuurrn:rriruil:cururir (Rating Scale) 4

:sdu Inuraforu'ofildlunr:6u:ru:rudoxnluuuiilud dii'ulda$rodr,uou,roirru,
n!
n{u

t ) ilnuruurfi n ua;lruifrufi riua{oq t rnrfuri rrrrirruat ou,rrr ul,fi n r un; d m

ruuu dou o 1ln ru in qil : ; errit or n r : if,u

z) a$rqruuaoun'rudrrfiun:ruculoun;Rarun'uolrtorrinvio.rrfi uafi riunrrur
' i i d,yio.rrfrutnarnrirnalfru Inuuriruuuaouorrrflu n nsu lduri

,uud r rflurirorurdurriu{oXadugruriauqnfla dnuarcdrorrrfluuuu

rdonsrou (check List) il:snoudauriroru z {o Inuaouorurfiuafiulrf, orq:cdunr:f,nur
a trr a,

orBu : ru'l6risrn-ou doluRlil uav4u'drru r

82



83

n oud z rfl u ri r o u rfi ua riu do ri, r 1 fi tinri o ufi ur 1 dfu m : ru d r r a 1 : n 1 :
.t

rioufiuanarnrirnirfu dnuucdrorurf,uuuurdonnou (checkList) il:cnoudrudrort

s {o Inuaouorufiurfiudutloou dorruw uncdofion::r

t96e94
:3nun?lrdlnq n{u

= 0.80
6ruru:cdu

ornrnorq{drnrirr{5fruarur:ouilna2r!?ru1u ldrilrd

4.2t -s.oo rrrudr nlufrrnolorrnfiqn

3.41 - 4.zo nrrudr narufirrohurn

2.Gt -3.40 rlrudl Rlrn'lnoloilrunarl

l.8l - 2.60 rrrudr alrfirnolor?ou

l.oo- 1.80 rrrudr Rlu'rnolnrioufiqn

J.

ulna{su

,uud g rfl urirorlrfi urriunlrfirrolntorrinrioufi urfi urrisufi u?na'rn
i i- u oilrnarf,u d'nuorcdrorurflutruuurn:rri:uJ:susrrir(nating scate) s:cdu nuuuuii

-JaJ)ttoln'tRofn Gikert scale) Inu{nouuuucouorlrdsnnouldrf,o*{rnourdu201n vilrun
J. ao a

5 filnou un{u
a r i dr . oR?'uril{ilo toumnt[n uRrRsuuuryttriu 5 fisuuu
a a dr . ea?lril{ilo l0u1n lRtRyrruuryi'ttlu 4 Rylruu

narrfrrnoloilrunarr firirncuuurdrdu 3 Rcuurl

nluf;ruolrr?ou firirncuuurddu 2 Rsuuu
a q u .i €. . sa21ulr{Ttolouounqn uRtnsuuuryrtriu I Rvltull

^---{-.r?e-.---!^-- ! .E , i . j
0 1 n u u { 2 0 u 03 u 1 n 1 : : au R s uu u ri I u I n rfr o r.r r ri r rn d uun s d r u rii u I ru u

v
x1n:f 1u1lol{nouuuunouo'lu drriunr:uilanntol{oXn Inuuillnrrtfilnolotol
rinrio.rrfiuafiurvio.rrfiurnarnrirnfirf,u oonrflu s :cdu drlffiiriru?0ll.r1n?1un{',so,ordu

nuuuuE{qn-nvuuudrqn s- I

,rud l rfl urirorurfiurfiudoraus,,ur,drafiunr:finrurunciliuililnarn

5
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3.4 nlrileouuoiuoiioiilfrlunr:i$'r,

{i f,u 1 dri r n 1, il n d 0 u rf r n r r r,,d u r n, { (validity)

tounfo$io lduri

un rn zu,duriu (n"riruili y)

t ) f ruuuaouo rudcfi ltiu tJurnrrudrlr: l (validiry) Inuti{n: lqorp lduri
oror:dd#nurunv{riuenqrflu{nr?0rroun?lrdro.rotu.dur.r (content varidity) uoJ

ildfl21lll{lngflutaururfi

z) riruuucuro',rdrjirrllurdrtlnndou (he-teso riun{uiifi qorauffilndrfiuriu
nrjrdradrr iruzu 40 rn rCorirrlrnoufildrrrrdrnerurdoriu (Reriablity)

udflirnnfildurudlltdounniort0{tuuu610uo'ru rCsh?arurrodsorrrrulu
ldotirrfnrourra:gndo{nr{tnrulnrJ:;mrilunrrif,unfid riourirl1ldrfiudoXoeir Inu
lunrrnncuun.udo6oldtolrnforr,'sriu luriaurorrirnoudqfluurnrdruilr;rrordr
(Rating Scale) ffii'uldl#iinrrrrrirdrrj:cdnrjnr'rr,duri, (Reriabitity coefticienr Alpha)

Inuldgn:urrirfitilrcf,il;-dafl1ro{nrouurR (Cronbach,s Coefficient Alpha)

Inunanrrnnaounrruil.,do,o,,,uurrouo lu rrirriu 0.96s0

H n n 1 : il a 6I ou t u d r n 2ru rir rdot o { uu u rlo u o 1u fi ri r rYl rJ : s fi n t' n e r ur{io riu
(ReliabiliU Coefticient Alpha) ltnndr o.zo uanldluuunouo',rdr.ro..,rilrrioo'ouas
arr r r of rlrlrfiudortrn oiri o tJ ld

l.s nr:rfiumurzrdogo

{iiu ldrhn r : 6u : :u: :u do 1 nii I dlu n r : if,o e r n n rir ilo i r r r ro n cr : n *irr n r :
inuru'uu f, : rn ru nrr if,u'ac dodu'rr{ dr ldrr ornuu dqirq ft d

l.l) drrinnoarln umirulfium?n

t .z) drrinu orrrln n n 1{r o o, u rino rrio oiu 1 lduri u r rino r do, r : rrn an f
lrnnmroiunrinurdo qaq

t.a) 6uurofrin



8s

a lv
3.6 n1r?tntlsnl,o{a

r dr r r n ri r n r : rfi u :'ru : ru do 1n n : u6ui rdo X a fi ldu rn : : r cou R 21u q ndo r un ;
n?rrrrrx1:oi rirnr:l#avuuuua;al:fa (coding),ioo.,rrnflotlunr:rJ:EU?n

{oXalunoln'atnof InuldhJ:un:ldr6rlrlnmadi lunr:irn: uri{oXauriufl u

r.e. t ) nr :irnt tvr{ri.rtt totu I @escriptive Anatysls)

firnr:irn:r:#duunr:unnut{R?tud 1Fr.qu"n.y Distribution) rirloua; (percentage)
,i'i

rirrodu (Mean) rirriiultuu!ln:lJ'tu (Standard Deviarion) Ie uldnr:rirreuodlunr:rl
_ _tt_. e---.^- -d_-t. € tJ jrryo dluaun::0lu 1 r o { a a I n a 1 2 llr 0 0 D u 1 u u a v lrR : r s ri f s u a fr 1 6 fi r n r : rfr u : e u : t I

iy.grlY
rrnn{rudeodr16rdolrJfi

-:rt ! . .
t) {oXafrugruriruqnna filnl:llonllt{nalud lFrequen"y Disribution) uasurrir

iounv (Percentage)

zl dodrindolrfi ualdiuil: 1ur;1rnl: nt: riouduannrnrirnirfiu rirnr: uonurr

n:rt6 (Frequency Distribution) uasrdrlouor (percentage)

,d
IIAUR ltu U{tUUXln: t lU (Srandard Deviation : SD)

l) n:ruf;rnolrrorrinrioufi urfi lrriouduennrnrirnfir{u Inunrrirrodu (Mean)

s.o.z) nr r?m : ryrftioUutu (Inferentiat Anatysis)

nr:ifruni.rdldnr:irnrrcrfruroiinurnmrrurYuriuf,:cildrrnr:rilniut?o tlduri 6io

qflna eiouraru ua;dsfionr:r) riu:cduR:ru'ws1ofiurrio.rrfirrou.,.ri.,na^rfu Inu
e9Ad aa i_ !, r e o !_ -._ -ooj _ a J E dlr?D vl 1 { fl oet Chi-square fi t ;dun lu urlrflrgn m edrr-fr o.os un;TrR: rcrin-fii uurfi uunrtu
unngil{:nrdrr{oXndugruriruqnaa (lduri 1ilf, 01q :cdunr:f,nur orf,u :ruldio
rnoou flo1uRlfl unvg!'iilur) riu:sduntufirnolofiurrio.rrdursrarnrirndrfu Inul#

aaj!,rgcgoaj
don ANOVA (F-test ) mrrdufitriudrd'qnmao6fr 0.05



,rd I
nanr:irn:rv#dorya

o-:la.'
nr: TilurEor nr:rilniudouacnrrufrrrolotoril: srrwfi r6umrurrioufr urnnrn

9t
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4.4 nlrnndurarrn'x1,
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4.1 1'0{ailuE1u6r?u{nna

en:ltd r.t {oga#ugruro{ndrfrzotirs

n=200
vEr,o{oilu!'tu a

olu?u I
louos

r?tfl

,1U

urg'r

org

zoiluior?oundr

20 - 30il

3l - 40fl

4l - sofl

sl - 60fl

q.rn'ir oofldu}J

70

130

2

29

9l

59

l3

6

35.0

65.0

1.0

14.5

45.5

29.s

6.5

3.0
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or:r{fi 4.1 (eio)

n=200

{ogocirurlnna druuu v
IOUAJ

v{:;ounl:f,oul
lr.qa
nln?]u:qq1n,

tad
urrufum:

q.rn'irrJio4yrni
A

OITIT

o9&r,
:u01{12Iil
llatu
filt1u / qrntfl2un?

99aa
ilun{'rur!2d1ilnn

.9 - . Y
lllJulu / ?toljlu
It, I a

trglo9rotoou

5,001 - 10,000 u'lYt

10,001 - 20,000 u'tYt

20,001 - 30,000 ulyt

30,001 - 40,000 u'tYt

ulnndl 4o,ooo ulYt

ilorunlil

Ian

du:d

rdrfi.r t nfru/uunriuodI
Ac

Bralrur

nl{lililxil1ufit

R1nnn1{t (iililld nnr.)

nrRnviuoon
A

Rlnlr.ru0

69

t20

ll

83

108

8

I

36

5s

46

l7

46

62

t29

9

t7

99

t3

7t

34.5

60.0

5.5

41.5

54.0

4.0

0.5

18.0

27.5

23.0

8.5

23.0

31.0

64.5

4.5

8.5

49.5

6.5

35.5

,?T 200 r00.0
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AA.9
fio nlnlililo (5ouaE 35.5)
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a--ttlJ'

4.3 .l,o{atnu?Run?1ilTt{Tto lorro,iunno{tilt ?ililutottrtiu?namrirndsfu

aaaadl_.1-__!-< aavrdacl'l:liil 4.3 ttilo{Rltooullouu2utuu{tuulnn:grun2rilfi{Ttol0rrolrlnilo$iiurfrur
aJald.aV

ilo{rnu2flamuloa{ru

n=200

rJrcdudroru v SD nr:mJafla
l^;

l. rfruil1{nlflnuil1{u'llltu2flse?ndulu 3.57 0.94 ulfl
z. fi.rurndorltarurrutnuandu 3.97 0.75

a
xlnmqn

3. o'rxu unsnah?ririurjrr?t1u 3.45 0.97 u'tfi

4. narndlndrfuiioh?rfi udrf,ailiorur: :unacil:crild
v.llto{ou

4.t4 0.79
d

ulnmqn

d--eia
5. uRlllllilanlilnu nr{nflu.lu liioullmu?nalnril

i,-n0{tu
3.67 0.83

j
xlnnEn

o.riruldfrudruldaourndorjoro.rfi :;6nuiofi udro'u1

lu:rnrgn
4.1I 0.76

drlnildn
a

d
toaut?lr 3.8r 0.59

j
ilronqo

01nn1:t{fi 4.3 Hanl:itn:rvr{:;fiun?1ril'r{il0'l0r,o{fnilolrfiuafilrriolrduznnrn
o a s I a 9 t j d A a ..rirndrf,u uudr lunrilrufndoufiuriineufflruoloo{1u:;durrnfi ?p (7 = 3.8r) rdo
€ a t_ , I s . a a a . . t
n r r: orr: ruaslEuoud? nuir nrjtd:odrliin rufi lnoho{:;dutrnfi qn lduri n a laf l
nirfudobirfi uo'lfi a Jinu D r : xuasil: crildfiolfi u (T = 4.14) : o{a {x160 nr:ldfru d ru

l#aourntoryiet orfi r ; dnriodudr 6u 1 lu : rn r gn (V = a t D riru n {lrft odrr fi n r uu'r
noloo{:;duurn lduri rdunrlnrrrGumrlurrdu?dco2ndu-N(T = 3.57) :o{ra{u.lneo

o1r,r1:uarflalfiririurj:entu ( T = 3.a5)
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4.4 nlr?roGroucriluaglu

nr: f,nu rifiuo iod ldrirnr: mnaou aurrr'g lu l o il: ul6u 6'.rd

elrilelglun I unno{mg?l6iu,ln2rn? nlrro.rrfr uu orndo{nn a fr narutufruridu

nalur{{Tr0 tomilrilo{r?tu?naloil1od,ifu

it-,t..,nr:rrfi l.r ron{fl anrrirntrcr{arruffurYudrvuirmrrYudreor:nr:riuordm

o', ndur1 o o o 6'un u rufirnolofi urrio.rrfi , rror"rirnd{fiu

vrrjnrt:ul,r?gl:nt:fl orttflt 2

c€
oruilndorlnna

:vfrunzrufluslo
--j.---'- j : .l -nulno{rnuznororirnd{fu t?lr

duoarr illn
4

rilou 33

(34.7)

62

(6s.3)

95

(100.0)

qro'I nu{iln 2t

(4s.7)

25

(s4.3)

46

(100.0)
v)
l.r2ltu't{]u 20

(33.e)

39

(66. l)

59

(100.0)

:2U 74

(37.0)

126

(63.0)

200

(100.0)

Chi-Square = 1.930 Sig. = 9.33,

01nnr:r{d 4.4 iludl rinrioufiuari:ulnqjiudraar:nr:riu.,du. nrntiloqnna dr
-at- -!-; v t , j
fnvio.:rfrurfudrrar:nl:do.lrfiu?olflrilaou finrrufrrvrohlu:crluurn (gouas 65.3)

I/ . e r j y .,o{a{tlll l6tri fnviolrfruriudtrfll:nl:do{rrfiurornfarr?rlru finruifllr,.rohlu:cduurn
(9ouac oo.r)

rrr'ofi t r: onn rrt rYl r{u f, n u d r rin vi o ufi ur iu d r r a r : n r : yi o ufi u : o r n do rl n n a 11 fi
nrrudur[uf, riunlufi rnolofi urrioufi urnamdrnndrfi u
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auu 6 g r ud z rinrioqdurldiudr zar: nr: rio o,do, o, nioil2 aru iia rru f,uryud

fru n e rufi .ur ohdur rio odorgl o m t mi.rfiu

".tr,.d 
4.5 ron{r?ronrrin:rcdarrufiurYuir;rirmr:iudrrmrnrrrioodr.
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I-
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n:turirrriuf,fiun:uffllnoltfirrrioufiornarnrirna^lfu d:gdufudrriqnmafin'd o.os
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..1
oruungcrl2aru

r;duarruf,urolo

fi urrioufi uz" oreiirndriu ,2U

Jrunox IrlR

nrxuunf l mni,lnA l arq / fi n'*[ 7

(2s.e)

20

(74.t)

27

(100.0)

In:riari 40

(31.s)

87

(68.s)

t27

(100.0)
- Ja
oulyt0:lun 27

(58.e)

l9

(41.3)

46

(100.0)

t2u 74

(37.0)

t26

(63.0)

200

(r00.0)

Chi-Square = 12360 Sig. - 9.692*
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(se.6)
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(100.0)
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(u.ty
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:cduurn (louas sg.o)
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aalrt?l

arrufi g rufi I finrio ufi u afi iin ra sirqffu iin arufl.rlrolofi ur rio.rrfi s anamf rn6.t
vlv
TUtrgtR9tl{nU

a--a.9.lFaAt-v.r,al.tt.a
9r1r1{n 4.7 flO0r:lurgumuuo2lrtlonnl{.u0{tvdua2lrri{ilolofiurriolriit znarngr,.

avafla{ru oluunmutffif,

i ,r^ -11^--.^-i -j4 r u a o a a j , j
01nn1:'lrt1l 4.7 flu?] unno{lylu?riulilf,nrrrlu rl:cdunaufrlnolofrtrriolrfrur

Jtc - gllt a vnalnulna{ru lullnnnl{nu

------e--- { - - r i jo t v .r a I ' r
f,ililfiE 1ufi 5 rinrio.rrfi uafi iiorqoit{fru iioarufi rnolofi urrio {rfi uanalodl

I
aulv

na{tuunnnl,inu

; F....d t v a q i , i :sll:l{til 4.8 HaoltlUigutfiguRrluttsrRsir{xo{ryd'un2lufrluolofrurriolrfigrnarorit
a

avcoa{ru orrrunnlnolql

nlnn 1, l{d 4.8 ilu d1 rinrio.rrfi urfi iorqrir.rfiu fi :;dunrun'ryrohfi lrrioqrfi ur

t?tf, duzu 1au1 T SD t sig.

,1U

tlru{

70

130

LA

t.62

0.483

0.486

0.275 0.575

uAa
1JOUR2lilil{tltOlO rrdraruurj:rjrru df ss MS F sig.

o1{ :vrdrmrju

nrulunrjr

5

t94

0.243

46.377

0.049

0.239

0.203 0.961

t2u 199 46.620

9.

na rnd rnfi rf,u lilusrncir{fiu
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crilil9rg'rulr 6 unno,otlru??lrffisoufr1rflnu19r1{nu ilR?unrt,QT{olonil1no{tmu?
J'oavlv

nalauma{turtnnnNnu

aaa9
dFf.ltvatald.gtltl{n 4.9 Hanltrurgurnuun2ufllsrogn{n o{trJoun2lriltt?tolotiillno{fiiu2narorlr

a

AUcUAna{Iu oluunnuJtJouo't:f,Rul

01nn1:1{d 4.9 nu'i1 rinrio.rrfiurfifi:cdunr:ilnurimfiu fi:cdunrufflruohfirr
cJ

.dcaglrt9yro{lYlu2na10ulna{.uu llJlrnnnltnu

atatay

diluer g lun 7 u nil0'ruilr,?nuo luTt9r1'qou ilR?'llrTt rtTto loilil lno {rmt ?malou l
ae", lv

na{Tutmnnl{nu

laa,.aCtdtvaC.tt.aol:l{n 4.10 flaortruruumuuA?lrlmnfll'rtxo{rvoun2llnl{ilololrulno{tnu29tol5lrlr
aAv..agto{Iu olrunnluolltl

A
0tnn1:1{ta 4.10 iludt rinrioqfiurfifiorf,vrdrrriu fi:ydunaruff,lnolofiurviolrfiua

)
c a s lla a I

nalaulera{$u llJtlnnn1{nu

uaa:3fllrf,2lltTt{lrolo uudraruurhrJ:zu df ss MS F sig.
ea

:snun1:f,nu'l :vrdmnriu

nrulunr!u

2

t97

0.305

46.315

0.152

0.235

0.648 0.524

:2U 199 46.620

ula
:voun2luil{ilolo uudmrurnj:ilrau df ss MS F sig.

a
01rfl :vrdmnrju

nrulunciu

2

t97

0.577

46.043

0.289

0.234

t.234 0.293

t2r t99 46.620
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crilil er { 1r{ m 8 u nrio qfi u a fi fi t ruld'siordousir q f,u ii n a rufi otrolo fi u r rioqfi u a

-
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cAvla,

naroulna{suunnnl{nu

itsr..te.tritionrrr{fr 4.tl Honr:nJiuufiuun2ulmneir{r,o{:vd'un21xfr{ilolofiurrio.ufia2nororil
d - c rrl ana{uu druunoru:ruldsiornou

jrerjiadrsaeaoir,l
r1flen:'rrrYr 4.1I nu?l unilo{lYlu2Yurolsilnl{nu u:yfiufi2luTt{Hot01rx11l0{lYtu2

)t

nalndrna{fruusrncirrfiu fi:sdlriudrrioprrrain'fi o.os 6rldvrnaouer?ruuetfigillrflu:ru{

dauiGtor LSD rJ:rnnnadrnr:rrfi a.tz

.,
9n:r{n 4.12 Hanr:lu:uuriluua21Iunnnl{no{:soun2rilrI{?tolofirrilo{lfiu2flamrir

i - c llrt a d tfla{ru olmrnnlUtlulogtoloou tuu:rg0

av c v
iluuGnnqrno

vaa
:rfiuR?1u?l{Tlolo uudrnluurhrheu df ss MS F slg.

hrr a
:'lu tnnoraou :J?I?1{NQU

nrulunrjl

4

r95

2.482

44.t38

0.62t

0.226

2.742 0.030

'?T
t99 46.620

:ruldeiord'ou XI x2 x3 x4 x5

5,001 - 10,000 ulYt (xl)

10,001 - 20,000 ulYt (x2)

20,001 - 30,000 lln (x3)

30,001 - 40,000 u]ll (x4)

xlnn'jl 4O,O0O ulYt (X5)

0.3144*

0.2801*

0.2300*

0.1957r

* 0.05
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0 mnu Nd 4. I 2 rr'0, o aountuunnd m: sr dm: ruldiordout o.r rinri oqfi urriu
u I q-j r j ! at . . a. ,j r u a

:saufl?1ulr{no lonrtlyro{lilu2nnmut ruu:luQ ilu21 uilu?u 4 flytunnnl{fIu n-0

t ) rinvioqfi uefi i: ruld:uil dl{ 3o,o0l - 40,000 uudordou fi : ;dua arufi ryrolodur

vioqfiuanarnrirnfirf;u dt.rtmrinrissrfiuafifi:ruld:cildrr lo,o0l - 20,000 urnrior6ou

z) rinrio.:rfiurfii:ruld:;r'irr 3o,ool -40,000 urvreiorn'ou i:sdunlun'ruo1ofiur
t)

risqfiurnarnritna'rfu rirrornrinrioqfiurfifi:ruldr;udm 2o,0ol - 30,ooo urnciordou

s) fnrioufiurfifi:roldurnndr 4o,ooo urn cioriiou fi:;dualuff,wolrfiur
.J..

rioufiurnarnrirnirfu cirrornfnrioqfiu:fifi:ruld:cildm lo,ool - 2o,o0o uryrdordou

a) rinrio rrfi urfi fi : ruldu rnndr 4o,0oo u rn ciorn'ou fi : ;dun :ufirn oltfi u r
tJf-oa!.y,j

viortfruanarnilrndrf,u cimtrnfniloqrfiu:fifi:rulC:yrndr.r 20,00I - 3o,0oo urvrsior6ou

!tt

f,ililelg1un 9 unilo{trlu2ilri6lo1un1?rer1{f,il frRrrilfr.tiloloiiurrio.rrfrsanororir
a

aull,,
fla{fuugrogrf inu

d t. a r. u e _q j r j :ell:l{tll 4.13 floRrrlrjruutriuunauunnsitlrlor:vd'uR2uJfr{ilolofrurriolrfis?nalorir
AUcfla'wu ollrunnlrlaolunl?r

vaa
rvoun?ur?t{Trolo uudmaruurl:ilrzu df ss MS F sig.

dnlunllr :vrimnrlu

nrolunrir

2

t97

0.091

46.529

0.046

0.236

0.193 0.825

tzlt r99 46.620

i.&otnnr:rlfr 4. I 3 fl ud1 rinriolrfi utfifi anrunrncirlfiu fi :cdunarlfi.rnohfilr
,jii-.,.s

Yr0{rilu2nnlnu'tna{$u txlrnnnl{fiu
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AVIV

na{Turtnnfl1{nu

,lrlod 4.r4 Haor:rfiuudiuuorrumnsirsor:vdunruf, ruolodurrioqfiurrorori
a V . -.na{ru oruunnru0ilalrul

vaa
:JOUfi?lltil{flolo uudmaruurJ:rj:ru df ss MS F sig.

R!A1rU'l :;rdmn{r

nrulunrir

3

196

0.530

46.090

0.t77

0.235

0.751 0.523

,2lr r99 46.620

n]nfl 1:'t{yt 4. 14 ilu?l unvrolrfi uafr r4n=d rru rsirlriu fr : sd'un erln-lnolofi ut
.y,6caghr)eyro{rmu?natfl u 1na{tu trunnnl{fiu
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nr:if,udor nr:rfl niudouacnerr,fi wolororil: crrrufi dumrrrrrio.rduronro

ti'tr6.rfu fiierqrJ:;awirf,oilnurnr:rilniudoua;A2rnn'.rno1otoril:csuufiriuml{ul
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siordou floluRlTt ua;4u'drrur) riu:ydunlufflrno'hfiurrioufiurnarnrirna'rfu

nl:f,nurofidrflunr:ifrurf,.rrJiuror il:ciln:rflrrurulunr:i6'u lduri rinrio.rrfior

rr:lmufirn'rrl.rl,fi0.ru',urilnalrfiu 6rueu 200 nu rnfo.rfofildlunr:if,u fio

uuuflouo'tu (euestionnaires) {oXnfi'ldritlrira:rv#urrir$oua; (percentage) rirrsdurar
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