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arlr:oldiurirrar:drl r rirlan dtur:on'nriofiurniou 1 errr:or:'uufun;iurniolt'o
uiolil:un:urir.: 1 rrl#ldlnuhidoufiurirl#dru

flolriu6urvrofrrlnr{ruriunurncioiinrj:c6riurornur:rrfluotirrrurn naoarulu
rYlniluaclurrirfinr:rirlru orf;ndrq urludnr:J:yrrrYufiuffiriro^urvrofrfinurl#rnionr:

a'nriodoar: nr:il:vvrd'lr{ufiif,nrirtjuuuEu,noirfisr d.ro'odrrfludoariulrridrirurld
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rfioh?rfinrl:;Iumigrqnniur6uafiudu6rr 6urvrofrfinfi1#rfirnr:ilr;mdur[uf, riruluqj
rirunrl E-mail ufo:cuutnnuru6rf;nvr:ofinriuac:cuu{o{a01n world wide web (www)
'lnunr:ilnrirrflu w"urite to{udayurill#{rilnldr{r1ilq uacn'nnrudoxarirq ld

AA
4. OOtOillUnO

i a a A:- -t- -! rdennrvfio uuluo'l 6iudt'"taldu1un:6n'rau rnioafuaqun'rn:runr:rn'ondouac

muuniriracr:b?rfinntufnurrr{r1c urin{uflrruru{iuar: lduri

sio ilfi u# rfl u dolu n r : il : c rr dl rfu fd u ri r u r r u ril u {n 6n u a s rn u un i lrJ {
nr!urflrrlru druinqtJ:;alrilunr:ninunvlil,ruutorfilf,t#filnnrir.rriuoonlr1 lidrw
rfludlu'ur{fihildrilurrit rriu uduriu hjarnof tnrrrurirr rfiudu niofiriurflurciu rdu

?lt rI'1, tondl:lrlultili nricdolu lonrafi rau : rulruil:c irfl rfl udu il r lriu n :rufi ullu nr:
lddo rJ : v rn n a u-r r{,C o n r r il : v t r du r{u fdfi o { u r n u n v fi 

E 
il uu u fi r n r n u n l u o o n l rJ 6 n

rlnrllu rdulu lrJrJ6'fi u 1ila on arlnriu fi n dr druuirfl udoiir{rduj: scrnu'ldod^i
rJ:cfrilinril iorgnr:ldl1uu1u udfi{o{rfinluriomr:ril,orudurrdrdorilirrursaufrr.r
nrjlrrlrrlru iduudur{ufirfiuud:unrurisrnr: tftrirhllfiJ:vruuluruu, oroochi
arr r: or{rlodur',fi dum r: il: y m duriu fldrnu

iouonriru (out- of-Home Media) rfl u do luuorfi o{n rufo{ouu nio6'nn rur fir
fiudr riouunrliauorro;rfluflrurJ:cnraluuonuiodnrorriturnlltqj (Road Side) ufo
n'nfiu:ottfinfi :olnuar:il:virnm drr:'undrrfludouonrirurfodornatoufi (gus siae)

d- t a
do6onrru @vent) ilo1tiudofi inrrururufl ulurrouu,nn{rr,urrrtJ6.rfi on::rfi

a', r't : o do o ?]u {dn u'nn-n n rrt { o r : u a[ u a s 6o r : r zri r : n r : tJ qf n e! r rfl r u r r u ld f, o rJ : ; rn n
fi ln::lfi ldllnuluralu1Juuu rriu nr: frnil:v1u dulur flnou:u nr:uoardrr nr: arin

J

nr:inirtulu nr:frRu'yrrrfin1: nr:f,nudrduiwr nr:fiarranr nr:frnfion::rnrrnr:f,nur
nr: f,nfi nn: :uiairoriu nr: f,nirn: rxnr:Qfla rfl udu do6on: :rdarur: orJiurJl.r
dnurj aluffltlfdnu{u tutrv arfiu lonr auac aoru nr:oild{ru udfi {o,irrinn'o dirfi
6ruru 6 rrinronrvnrjlfi drrfi on: :rtiu1,rirriu
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z.r nqu66u rfi'unr :1fl oYu do

riraor:rfluilof,udrfiqii1#il:cnounr:finfiulolufion::ueir 1 torrrluri fl2ru
dolnr:rirra',ror*'rrlnrJroiutloouriudomr:{oxnlunr:dnfr'u6 r,rioligriloluriorln
dolrdl qnnawhiiudracr:r1notimfiirur{rlr{rud.rrln uriosrf,oniufrfiuurrrirufi
o'n'irfirJ::Iumfionu u:udndufirirl#qnnarfi r ldinr:rdoniutloriu ,6nrrnqoraurj6
dug ruro.r{iuar : ludru im 1 lCuri

r . o.r rir J : ; n o u n r r drur'n 1 o niu n r s u au nr: 16o n iu ri r r ar :
un;il:;aunr:ofriltomu

nr:ra'oniufnrurifr uRn'

z. olrirJ r v ntiuvrrl dru rYl fl udnlrur2n dor uiu n: o un ia iau r : : uilr; nrfi dnuos
urril: v,n:,iu org'ra 4u'drru r nr:iinu r nnontu dorunrnnrr rilan

uinaol tra;rfinmof (Mccombs and Becker, rgzg) l#lfaarurfiudrqanariniu
rirrar: rrndor?aru rrtuoou,tuomrrudornr: a il: c nr: fi o

jv
t. ffiodolnr:iurqnr:01(surveiltance) Inunr:n-no.,rorrrr,ndoulnilacd{mnnrrof

a'ldx1:oueirtrndorraluuliowldiriuurqnr:olriuariuua;{drovl:rfl 
ufi rrirTqfina:{

z. rnto do I n r r rirodn c'u I t (Decision) In urn n r s n r : dn fi u h lu dolrfi ua;rm,
J:;6riunr:rflaiudraar:rirhfuaRaarrr:od1fluRR?rurfiutsmuionnrrsuioprqnuof

ir.r 1 :oudrld

r.,rtonrrrlnqusrunul (Discussion)

{01 nfi o ; ri r }J1#1u n r :r1a quriu{oiu ld

qul'
nr:rilniurirrar: rrndou?oxu rirl#qnnnfi

e. rf; oa rrldo.rnr:fi riru f ax (participation)

rflulrJdr.r r drfinduluryrnu un;rou 1da

rfioiu{ unciriauirrlumqnr:ofazrr

Juartin rR dniu (Chartes rC Arkinu rgzg) n.irrdrqanafirilniurireatrurnfufi{nr
nfillna finrrlfn:rlr{rlnluanrrutrnflor ua;rflunufiylueriu fucioruqnrruind.,qoonii
rilniudr:ar:fiou

cherry ( 2o0l dmlu orrlr qnrJ:;raig I dhirfiufi nrrdoarrtoltqudn::rirrCs
[rililudrzar:fiu rrnsnr:urililudraar::vudr.rriudrsriol#rfinn:urdrhiaufru dwc
ri r tJ rj n r : rTn 8u 1 o, a v n r : n : v ri r i o n : r u il r v a r u a o n n #o r riu
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I"cmcr (t999 dmlu o:r1rc1nil:;raiJ ) nr:turudzto{T,rurunarorfl urfomsdau

h?rfiarinurdruurilito uavrcdunr:rEuufirrirdodqdurvrirh?nr:rilniuilournru
------!--^- ---- t a . a o Ittnir nrou rniu lufi ru olrf, uafiuriiolurufi alufittrr?rnrlrnnlu lo6ornr:riru u r
qndlilnrrrrrnd, fiinurvturorourxnroodur.uru,losRtn ulof;ztolCsuaurrdruoo,

I

I:nof uord,ruu'o ( Rogers and svenning 2003 : r) h?rirfiotudrdsurarrrf,
nquraioftCo s rlrgmn iio In:riniing trirf,on'ur{u'nocrrrol1l1uunf dro,nqff dlfi
lunrrianrrrilaiudoueotulunrluilurutolrrrilrcnoudtuiruru:runr:inqfiiuilio

rft tnrrinrrtiruuririofi uriiofirJnrrinrnounfdqiofl ,n;o'u1

runmof (Becker , tssl: zo ) ldl#n2uilrlutolnrrrilniuds Inoiruunldri'.rdfio
l. Rltltrr2{rrdop ( toformation Seeking ) ncirra'o Unnaw[drwrn?oryamJo

domrrt?fi nruadruniirfiurlnaooiulurdorlnrf oruutrrioriodrltl
z' nr:tilnitr{oqa t hformation Receqtivity ) ndrr6o qnnaovrilniudordodomrr

{opiinurouruhoomf rriurilnqln:riafrnnrcrioulio:runr:firuleuioi{uu;rirur
g. nrrlilaiuil:Eaunr:oi ( Experiarce Roceqtivity ) ndren'o qanao;rilniudrrar:

mr rcdomrrilrdllniirudwrf o,Codounaruorruaf

J^J
ruoiinri uoc 'lanucrnuri( Meniu and tnwe,nstein, zoo2) ldrrlrldlu:.rndndufirit

tignnnlnrlnnauutua'sniudodrrirolodrgrrlilrcnr:

l.n2utrll{l*toqaoaordolo{nruiirf.rd.rdiiiqafi n'onrro{riudodourauir
rflurdouufirrdnrlrldrrosunfiurmu6nolefirso{fiudouraruurnndro{riuqnnadrudr

,n:rrdolearuhicfiur: rfiniulun1rfl unu1 riou:rnadunmdrauhlurinuror

2. nruo,lnf ournrf u uqutifiamrourn{ournrfi uluiircirq o{ldrnrrr::u16
llununuorirzsr: Inu6urrndrlnddrrisulil

ruft drd o{rirdrror oon hJ

r. rJ:cluililicootomuror utlutiuarrrrdrrcrlrnclidrrar:riloilrslomiror
nutoil r#odruh?nrruintolnuur: qrdol#rirrarr fi ldurrriuur:fi l#n rrrriurn-*uinuror
f n u c c t n' o n d u ;i t dn 2 1 u il u'r u'r u rio o fi q n u a c 1 dn a il : c I u r f n o u !r n u d 6 d q e
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4. dnuu;tntrctordouiacodNiirizurirhi{iuarrlfi 2{il1 uoEl#rJrsloniLi
a,urer

liluounu E:u6lltunosRudoursr{rhludnuucurrsdut'rnCofi or cu sraluds{nlruas

ri rt?n u ro ufi nR nun'rn o1o

I

-dvailqnn:ruorrrue :uco
a J J- --_- I a - A J t
?nruo, Illtuu (Willbur Schramm, I 973) nd mar nqnn: : unr: ra-oniudrear:tol

J. e a J t ia . luquddrftfiordtlr;nou fiiiunurntlrdqionrvurunrrdsna:r.rirror:tourlud6n lduri

t. il:vaunrrof rJrccunrroirtrl#{iudlrurr?{ilrrirrcr:itdu

z. nr:ilrsrfi urJ r; Iurfilor m: {iucr: o; es ua:ru rri.t.c.tr,Cu c, oo
tJ,.rJ

lRUrsrl{fixo{nuou't{ lnool{ltu{

s. ql'u dlun ndrdu rhh?nlu auhi Hriu

c. nr:f,nuruortlnltrlradou rirlfinruunnirrlunq6n::unr:r6oniudo
,AI

uoSluoll'1r,12d1,

5. a2lud1ur:olunrriuarr rfr orriuanrnirrnruunvinhfi rirh?nq6n::u
{}ar9

nunJn'ul,1?fll:n1{nu

o. q n 6 n n I n ri r 1 #i n o i o n r : nJ 6 u u uil a r riau n n' I fi l rir e i n 1 o ii rfu h?

tq6n::u nr: rfl aiudrrar:i mfiu

z. or:usf rlRltn'ritor:uoitor{iuer: o;rir1#{iuar:r{rhnr1!ilu1uxorr

rirecr: uioorufl uqilc::ntornarurdrhnilrlf uluxouirrar: fi ld
e. riaunn' wdludadrnunrirfitolnr:iuua;nouauoriodufi riodmar:

irv
lt lailu

tl .laJrlutiolt omluauhfu Taruof ru: uri (wiltbur schmmm, I 964) l#l#lu q na dr nu

doursrdonduiio.lrroruttfioofi rln 0east effort) uavldrJ:clurfnouunufi dcln (promise

of reward) ddll{o.lunururufioufiqn nr.rrnzuir {titu frq rio{fu o;rdoniudufiir,uo

finrruc;nrnfi qn nr:l{nrrunuroufioofi qn lunrriudourrrnuaruilrf,udruriu rriu

nrrut$ou 0 ua!a?1n6lun2n rirldirudesldrtruiudodo 0 rzar o iiiudo drtiouunnin

riutJluuciovrlnna r.rrforrrril fidurmcrJ:vnrfifiuu dr:rrlilufirn::udurflurqEn:ru

n m drnu 6fi 6nin olu nr: ra'onl#Codru

^^-^-_i^lrr---^- a - . a - A . e Ant:fr {iuct:uavnuErtqn-n::llunr:tdsniuf, o uavriracr:uuunriutolnursl fr I
ort oc tilu'ou tlioun nirltl t r n {oau rfu ru oia ua c l a nu fi ln ri (u"oiu and Lowenstein, l gZ l
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uur:00ro!&Bra:t,uuHltlrcs nnrosrubnrnulopcogrglp3,ruuHnsnbnrup ncr L rru
$xn[npuglB!gn[ngtlumo]uuoortLtunFturr rmrop]rrr:unbsu]L[lu]ornuourru,ssuuM

n30 nfltultlllrtL:Lsntpt$p} L ltuncuctsopt tuus[forrsllu ubgurniotnuruutrruul
npogigo.-oo$tl,ruon u *psgilnnrutooiurno*ru uulrc!,no$roEu nrlrnogrlo*r! :s,u
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il:caunr:si un;rJirtyruri.riin firfluilo6'uddrrigfirvrirnundrwrfiondo uacdrrar:
odml:

4. f,n u ar s ro n r s t o r dou r a ru rirlrj u o n o r n o wiil r, n or,6 r, riu o r g rr a
- - e a J . dt . d r o .n1rflnu1 floluR1rl1l1{tlf,rulnittavdlat uEoolrirJ:cnoufrhiarur:orfiuriurn rtu

riauni netuR rnn il n rrundr { nq osi6rinoionq6n::unr:lddo,rd: douearuuia;
otirIfitvidnuuctRilrvdl {diurirzrrr:uia;Ruud?rl,r'r uacfildil:vlucffiirilfoudu
tinusvtotrsdrtoldordncodrr t.rfirieudrirhfiiurirrar:fiiruruua;orri:;nouunndrr

t,
fiulrj rilfirn:u{iuritlar:uiacnudouTunfirr{rrrdnuu;umodr.rorndofiocduo{R?1u

dolnr: uacfirh?rfidarrufirnoh rdu nrirtlon'ur{idnuu;rnnrrfi,i.,fiqdo lfijrrar:
a;r6unndr :1nlqn ltaufllx'l:orirFndrldarnrn rflufiod,,c"oao1unrrnrrdlnu un;rflu
n r : rir ria fiu rYr n r n r u u o n ri : u d o im q; n : ; r r u 16l o r u n ; i n q l vr : riari 6,fl u d o d fi
dnuot;tnnu niu rfludofiarur:nrJanrJriouor:uslldfifiqn rfirlfrfinnarufdnfirno6dld
urildurrn;atrl1:otol$u;{oiuld rdu :runr:nruilqrr flru1:ornrrun:rr{dnfinurorlifi
49
luunu

z.l rruufio nqufiarruf,rnolo

fninnr:r arurirulCh?nrruurrulsunnciNfiu ft siolrjd
Rltuyt'ltt0lotO.rqndr (Customer Satisfaction) tOrr philip Kotler rflUuUrfiAfi

rfiur{olriunllfdnrdlnr:tionioiuuinrrrro{rIflaa dlrflunnurnrnnr:riliuurfiur
:;udrrnr:iufrionr:rJfirifilrutor{ltluinr:rioil:cfininrnro.ra'udr (perceived

Performance) fiunr:1#uinr:drtrnrnuil (Expected performancel Inuarnfildiuornfiudr
uiouinr: (Product Performance) drndrnllnrnuilrolEndrrfinnlu}ino6(Dissatisfied

customer) rridr:cduto.rnnfi l#iuornfiudrrisuinr:n: rdunlrrRrnr,rft torqnrliili-rtt
fio;rfir1#qndrrfinnmurj:cfru1o (Detigbted c,stomer) flfuinr:osdo.rrirh?na-nfiord
ttnnixtrn{udldu dldrri'qdludrlunr:a$maeruunnrirrtorq:finnr:liuinr:fido nr:
inurnr:h?uinr:fituuoondr{udrdu Inurauoqornrrnr:1#uinr:nrlfiqndrnrnuirl{
Inori'zlilqorR1ilto{n1:l#uinr:arrr:ofior:onldorndarirrunqorn-rnd,i.,fiq (f,iz::sr
rai in rf,rJity dnu'n ru u ri,qn : rai inri uay o{t o.r i ilvrv rru'T,2 s+ r ) lduri
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- n?uC{iltld (n"urtitity) r,ruru6.r R?lualu'r:olunr:rJq'rifiuuludnusrrfirdo6o
h, I i
rn Qnnor flulldxo

- n 2run lollu nr: n ou au 0 { ( Responsiveness )nrrodl nrrlrdllrfi rsh?uinr : uov
.{l.d

n?ulilaoQnfl 1ou1{:?nl: ?

- R2ludlurrolunr:udldu ( cornpetence ) rurudl rinuv naruf a?1urr1r.t:o

rfioh?nr : uin r: rilu tJ otirlirj : ; a'n in ryr

- nr:rdrftldiru t Access ) utudl R2rrd;n?nlunr:a'nio arur:orfinuldiro
- nr:iilrroril ( courtesy ) rrru6r n?tuqnrr tiourloutlaatrnr:nhidodr
- nr:6ai odoa',rii6 ( communicarion ) ur ru6o n.,rdolofl uravr{rlo Endr nr: 1#

I A rt t , a .r,{opfi qndouuiqndr'lnuldnruruavri rqnfi qndrarur:nrdrlruacf {ldiru
- nrrlrjrrdo6o ( cr.aiuitity ) ulrud.r narurjrrdodo arlr:ollarllrlduavinrru

iqJ.uoflnu

- a?llJrjaoafiu ( security ) uuro6.r nr:rJnf,olEndrlrndun:ru nrrrr,du.r nfo{o
a.rduirq rnr:nlunlrdufi rfl u{oXa riaurlnn aror qndr

- n:rrr{rh ( understanding ) urru6{ R2'urxulurufiwr{r1onaudornr:

( want ) ua;aruirrflu (Need ) tolqndr

- d.riirYrfald ( r-eiules ) rurudl filriru:un?lrflrnan radou.o qrJn:of:au6l
qn6nnrntowfnlru

alu (d'l6.r1urifi tatiun t, 2523 : t g) n ci ra dr riaunfiuosarrrfiru ohlu fi rrut.r
arrr:nl#rrnuriuldru:u#lcoqi,dorrrrodr nafildrrnnr:fiqnnar{rlilfirirui:11ufir
I e -!rrriu riaun6druuanoctranlb?rfiuanrua:uf;.rnoh1ufirrfu mcvisuan'druauncuanrhl

rfi u an rrn arr hin'wr o1 ofu ro r

aa
ruurru-u ij tonrruu (Benjamin B. Wolman, tg7g : 3g4) h?nrrtnurutola:ruf;.r

n ol o lldr rfl u n r ru fi?n (Feering) fi n l l qr rrjon u r: r l#iuna rtrri r n rl l nrj.ru u ru (Goal)

nrudolnu Needs) riou:.r1lln (Motivation)

tnin tRrt llas itrin roc nisilad (David Krech and Rishard S. Crutchfie td, t962 :

7't'84)iarrlrfiufiadruriu:aauuu r.urndra'irnerun'rnolorflunrruidnfir6ndr,rtuor.,,
I urrv6ornr:ldiunlrnouduornioru: : q 1nrj.:uuru (Goals) d#ol{:r;und.r
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arii aoaraoalnrf (Harvey \ilauestein, t97t : 2s-26) ldh?n:rurxru n2lufirrolc
l{dt nlun'luolorflunrrufdnfirfinduruloldiunadrdcnruntur!rurruuiorflunrru{dn

du qn fr r u (end-state in feeling) d ldiu na Ard m ru in q il : s awi

Iutr'l fidilu ua; lodlufl ro uunasiifl (Joseph riffin and Esnest J. Mccormic, 1965 :

3n9) nriredr nrruf;ruolorfluu:rgrlororuqudiidro{uunludorn,rnirirgru (Basic

Needs) inrrlrdua{olfiuodrllndinf,unuqnro,rordrgrh (Incentive) nururuuinduodod
lridornr:

fi {u sila (2$a : zc) ldlfrnaruu urul5dr Rerun'rrolon u rudr anurn :ruidnfi 6
-r^^--^!- -----i- y- A- - e tnonl:fi1{tlutiu dutfiolrt0lnnlrnouduo{n2'ru6olnr:rilyrrldruirlnruua;6n1r

6ufi:r ioruiuruu i (zssq, e) hlnzrurlru n.lruf;uroh.ir rrrudl dnlil
aarrfdnnio: vdunzrunohdriiofi rrutrdrladldiunaar6 rnrunrurjqrrru

Herberlin tdr l 6llu fi vrr'fnri rJ r r6u qr a: : si, zsg r : l 5) ldldn luvr'.rn o1 orfl u
tcu

n-ug ru'lu nr: innerr arr r: olu nr: : orfunrlfrrnuuionrr6niyrur rlru6r nr:fi
rinriolrfiurldiun:rlfiwololuanrnuandornl{nluRlilxourrcirrioufiu:urnfiqnlnu

nr:rir:vduarrIfiuolntoIrinriol,fi,.nulol nurrl:aufiu rirnrrufirno6firni,dr,,u,
ana{

Jaaturn:oi runfreqfi (2543 : ra) nriredr Rarun'uroh urrudr n:rufdn R?lutou
n?rlttolo ttn;Rzudo{n1:r,o{t{aandfirioiillnElndr n:rl{dnffirro6tsrfiodr,r.u
rlnnaldiulu6rfidornr:

lunn 1 H?nlnfl (2539 : g) nriradr nurufrrnoh rfl unrruffnru.rrloo udfi eiodrladr

.tludlnrrrl{dnf ilvrolto;rfi ntiurr'orlnnnldiuluc'rddornr:riou::qrfl rrrrulu:sdu
udl nlllfdnd.rnrirrosannlrfohirfinduurnnludarnr:niolnur-,rrirlrildirnrr

nouduo{

hrao a J'ldfrfnitrnl:uarurirufr.rludr.rrJru?rf, unsRluluil:crraldh?aluuururfiurtiu
nlun'rnolurayilofiufi rioh?rfi nn:ruf i.rnololt6'rd
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R ?M x't ul, a { n ? tuf; {t u o1 n I n urir'lil n r uu' r n o h u r r udl ..riaun 6r o u1n n n ln
^-^^----4^^=ja_r^^_-_a___- _-_-!-- , i. d 4 , 4-- J ia.qnaa?lutlYlunoilqnn: :un1til'l{lulm1r{H1uur xi0liJuR?rrlldnrro.tUnnnilii{ fi fi sionr:

uinr:fin:;riro{ durflunndutuao{u111nn1:iultorqnnnriuror', ruiolddrunr:biuinr:
rJxtd?{:;uJlta1ilii{ nerlfrquoltftnjiuurafiourflun:;tna;fiouo'rR?ulr.ru1J6rx:uildl{

A ! a j. . .
rln n a il u-{ fiu { 1 u uin 1 t fi rfi ro{ n arr flr n s h l u nl r uin l rfl u rf o lriu e fiu n r : iu { u io
n:rufdnlnurirtJr'durfiucnrunr:firuurorqnnn drfirinilqufiualunuldl#riru-u1u r.rio

n21ul.rul0roln?ruf,{rvrohllirq ft d

iJa
lla5 lflao dril (Hary cray smith, 1955 : l14-120) nrirrlldr narlfi.tttolnrflunt:

uono4{ :;duRrrunolourn uioriou.uornr:uin1: nr:nourrug't ocrfiulddr n:rru'wolo
lunr:uinrrtiu ,flu,ntordinotirrrurrtorJ:;fivrinrulunr:uinr:toro.,urfu,or

ara:rrf lla3 l$lafl (Stauss and Sayles, 1960 : I tg-tzt) ldh{naruulrunllf;luolo
ulrudr nlufdnnslouncrHuloiitvrJ6'ri6.rruriuhieirrirnrlinqrJ:;arri qnnnov{dn

nolt rfonr:uinr:rfuldl#narJ:clurrinouum, ,iorrodrrinq ua;6n1t nlorrirf,lulro
nou 6ru o{rn rrudornr:liu{a! luxo{rlnna ldnrua:rld.ril: r: ou rt o{nu

6noin ua;uunllltu (Secord and Backman , tgrg: 39t) nrirrdr Raru'uoh rfinnrn
- - - - r, a J i . &Raueiolnr:tolqnnnluoldnr:fiunncirrfiu ut{Ruo'100;uolnrfioldiunrruinl: utrtRu

orrosnohlu dnusrvnr:uinr: uciurlnuortnvnohluanrnurndar

rl:rd orrurfllrrn t e'.9 : zr) ldl#nruuurulldr aarrf;rroh non:u$dn
r iai a. d - '--'
luvrrlfi6 fiqnnafi'donrruinr: drrlnnnlnfinrurfirrolorrnfitcfinr:riluanc qfiau:rnro
tt:l1o u:lila;01r1#rrrinr:uinr: flnfin:ruu'rnolrr?oufiosrirrf,urnrrrfirfi ri.dduo{i'u
ri ru il : v n ou fi ,fl u dr g rh riudau

qinni rJruqt (2518 : o ) ldhinarur.luru,ir Rerun'rroh uurudq cnrrmrror:rof
t o I q n n a 1" q R o a, ut. ii ti o1 ti fi n n r u idn fi r y i r u 1 u n r : uin r: o tir.r rfi u fi ua ; rH u

id.
R2lUdllJlrOYtgtUUOg

ilo ffs, ii riol#rfi o a rruf, rr olo

n r r u fi w o l t rfl u o l rirJ : r n ou fi ri r riry lu n r : ri r u u o ti r l r dr rfi o|1?qu d 16 o o ti r.r fi
rJ:cflminruunvil:;fivrina tirnr:fiqnorn:nruluorrin: rsrfinnrrlidnfin'rnololunr:
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uinr:rrnuioriourfu duo{fiudrgrltfiorrin',rrfrr fio{ drfiilti'ufirflurniorgrlnurn
ctrv q J J a 1----q-q------i^ 

tr

oroe:virhiUnaln:luoldnr:fumnnerufilnoltlunr:uinr: ql lufi fi nr:1llo1unr:
A a q - j-o a . - e I t1 i--' --- 11 -uiflt:ilx'tuo=l il0{ufiIiomtuononl:utn1:,uo{Trufl{lufr{Ha lilHn{luiloonxluqolnlvl

rmcfi il:; fr ninrnqlndrriu

a y y j j t . de 6 . l, a..-
rlnn r: dnu16uR11?ttun: :umlnu?'[o,rt rlu?'l uun2s1n1: il a1uil1u lnotulu

r'durfrudr grlt uavR:rufiwroltl{dld

lnn lofl. iil (Beach, 1965 : gZg) 1#h?n?luilulutnlnr:gllodr fionrrn:vfirblnu

rfiuhiiwl#nfiilrutolttrrflorJ: caunarlrti rnrutfl rruru uio: rliafi o; ldiu

rorfu roa fiay{oin llarlnin 6. rn:d (Grilford and Gray, 1970 : rzt ldhinrlu?lulu

rfiurfiunr:grhli'ir nr:grh fiodrlnfinrrfiriulrrirdourl rioraiueil{n21xil:'l:ou1

lunuil: snoufi on: : lludrqnna

r6niu fi. dAilIil (Ftippo, le66: 70 ) ldlfinluilrlutro'inr:1lltdr ilu1u6{t n1:

n::{uriqfl unsnl:fi rh?rfindniunrriionqin::u dunrdlnal#rfi nnllfldnn, ulurflu

tdlrfluornr:rduft uio rfluornr:tnaioulr.firon',, uio rfludolvrrllfifiuqfin::ur!l{

rf,rnurufido{ir1: ,fodI.uu',on:v{uriulruacfirh?rfin6vrt'nardudrriu druiinr:ric

rl 6' J ru n io rir u r n rriu n r : ri rrfi u n r : rflo cu o { n ? tuil t 1 : o u 1 gi 1 { "1 hirfl u fi n ol t rta c dr u

iinr:risrlfrrar niorilau niu nr:irrfiunr:rildul#rirlrudauiinr:irl1 rfl udu

rirurinittnr:lnusdrl srtr:d:f, rrdartiq ttas finur q?::orxq (drllu ialad

Ra:xtJ,2s44 I ldnrirell'ir rj:sfint'ntilxo{t{ludluq:fituovdruilfitriu pluqio{iirirl:

fiuneruf;lrnrolorocil:ir1$u unsldnrirrtfiorfiunrrlf[lnoltluuint: (Satisfactorv

Service) uionluerur: ofi ocfi or:sn'iruinrrtiu,fl,dfiluoltuiolri louintln

t.nr:ftiuinr: otirwirrfi uu (Equitable Service) 6o nr:uinr:fr fi nrruq6t: :u tcuo

,
R1il uAgldrol'lul

z.nr: h?uinr: : rn# r riuisnar (Timely Service)

g.nr:lfiuinr: otirltfi ulto (Ample Service) 6o nrufi lrnroltludruaorufi qfl nln:

iaqqiln:oi
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e.nr:lduinr:odtIiatuioI (Continuous Service)

s.nr:hluinr:fi fi aerufirrrfir (progress service) iio nr:r{orurquuinr:mrrdru

iliursr ualqornlill#fi n rrumiqf,rarrirlrl,f uur

clnfl 2rxilx'ruto{R?ruilruolcdldr ru: rul5d nodrrtrjld'ir aaruf,rnaltdfi cio
, ., 6 ! , { anr:t{rlrlf,uinr:fu d2ulf u{u?tax1clnn2'rrarur:olunr:hTuinr:odrliil:sfrninrn

,rtooo',n il:sfintnrn ruru6r r.ranr:rJq'ri6.rrufiriohirfinnrruf;ryrolouriuralrlud ua;

l6iunnrirl:trnnr:ilfi-tiAlrurful(HumansatisfactionandBenefi tproceed)

a dt
2.5 ml2ae mqEflil2uilclllll{RltflOle (4Ps)

r C --. r I q j y I Al . e 6 y
fi2ufl dllnlrnalnluufl 1tnnflu l0:2UlnU2nU?r{lfi ti{xxnnt,itnl:natndruila-ufi r

w'nlnlfinuutrlunarnurirlnuriruurqludausur,.orrdo rujoflrunr:narnldrirnr:iilumjo

r ?u : ?u{orl ai ul f,n rirunudufl u n r: il : ; cru r rudrui r rl la drdqrfi ori rldrfi n nr:

nJ6uuurJardtn',ttigr;tnnldiunzruf;.ruolodrunr:uanrilduuntrin fiudrunvuinr:

Marketing Mix (aPs) rlrudl nriu,ounioliionr:narnd.rq:fin1#irufiurnioh{u::q
u a J c r .' J

inqrh;a$nrlnr:nnrnlunarnttJruutu (Kotler ,tgg?,p.98) rnioln'onr:narnril e il:;nr:
lduri nd'nfisrci : rnr nr: frn{rnriru uasnr: d{ld;un'rrnarn dq:rri undr eps

pRoDUcr (ni fl ,Yomil n r : riau r fi u firniouin,, d,,r, o, r ul#fiu o n dl,ntu au o oa
y I I n , h, aR?1xdo{nl:norqndrr[r5'u6or'l6uaci'udorhild uuanrrnr:riruundl product 1#

rrursarfidorgdrnrilrflruurudornr:ocl: rriudolnr:R21ud;n?ndu1u nr:uinr:fi6
jyt,'

doluilnJorn dRrfl u2nnori,o{uuauoqfi ua frr6rurunrluden2nR:uniu druiruorur:
a a lA a i . - '

uro6rua'ril:;an uaydruRruilaonfiutorrinrioqfiua

pRrcg .(:mr) nr: 6ruuR: rnrfi udruasuinr: : rnrri rr?orrinrorl: qr: rfi r{n ne:

rflulrJnruumr!ruuo{I:ur:u :rarrflufiulo{r llrll;duduqornu,uolnr:uinr:fi'ldiu nr:

rfirirururinrioufiuel#urn0rtju m1{I:{uruR?:olrfluo:rnrfiraul#ludtrmanraiuuqn

tujorcrntilunr:udrdufiufiuI:ur:r6u unsrflunr:alrqr:rcrhl#fiurinrioufiurhiriuur
f-

lduinr:torI:ur:u :ln1xolo1r.r',r,,ur,oioonjuhiurrrurfiuhJ rirrun:rRr uou package

jcora.r
?ltl'lUltflll tt'll4:Unl:flrtldtIn'l:tt'lU tUX?{ [ow Season :'tfrn'OfiUUifmrif ' rav:OInudl:

f,l?{.
Q t Sncrgo4

+s bqS n
sJ r oS.SJItrnr

iufr ....... -. !...$r.fl ,...1II.l...-.J

mr ilaff u u.9J.g 1 3.*..-...*.:1
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stunttucts0:3[uc]t$nPrtcu$ItluuuhoPntp ogntsru]o,ru nrcu sutr Butlosnugtg . o, . io - -Fa-h---- -'-F -'-'- "-.'f-g-- ---F-E

oP ltrSlgop nogrouclrrct l,l0rs nELo rBugsrururts l[o ng so. Bptt,sgglr]rr
fu3npn;tgsLporsnprpnrcug,.ulurunlc0gr]0rur0lngupsr,urrlrucrs0:s nogr r rrunoll

c0ultttltBn9elngupstunltuclFturrnc,rr0sr]0FuIl ]lrt$op]F[]tEt rn]u]o3rtu}sB[

urenSfonlnsDcorltlousrurrucoutsrBrrrfl,r3un:3ru puno3trugroop ltBsrucrnuftop

rsuEtsruogu!5r,9:ur rrm]goPnElt]r]u]os ubguunnluEtsru]ofr ogstrunpopnE

uuuhopoul $tuuntpnptcnliloopn;ugsrulo,r0g6tu cogtlopuFsr lo,rgLglrupt:un

ns$3ulurouftopsLucrrnlurrncpc0st]orulr rcmr0pg3ruuu (g:ru r.mp ugrtugnlp

Elsu:trr6ltnug) 0u1nu]ott]ilutunlcogr]or rr]rnnutoptgupsrunlructto:struorl

ulr,t:3F,$u,llcostloul,rulo,Lc0utlousru ,G,BtlB!,runtsn$npm:!,[r3ulluoEt3[oprt:uE

srulrclt:ssnruurnrcurorgiro $ogt (opu-uBrt : evsz) trnLrt]oEtoo3 ur[grF

lelcBuruBocBl.$ 9'z tl t l, ai,

uE[30UrnONlrrmflBl

sull rttrnutt rscl;t[luenstuoc]iusEEl!,run0u1 nurruhnngnl upn:sfrLut,snls[nroru

ucflu$lotltu eurupnnElnflnstugttue3ruo3r{ u$}ollLuLursuusru}0tr}oltnl 3rugB,,pl

r[,Erunlc0gt]opuFngglnoreuru]nnErEstu|,ru;nl3[r[u!3rur rpSrgg ropt]ou]urn
botLlBBu^utrru]rFtr srunlLlr,uop nrlr,crtgnp$:1,[r3ru rpuEm[ogppppngrlr3Lu rpng

: to Eu u s gr gu0uono6r Lllun s sue gr gsru (urouctu]l gBl}ncru) Nolroruoud . eta f . ----.---- E---i'-

otuunouuglcoprloruIr}tlr 1rorrp
ItglnFn$,n3ll$3lnl0tu,ltuto33n cosrlolrul]]oltnoHultsruftu:rnllr flunn-unlNc,L]rtu

Ittcurtnsll!sllorsntup netul;]t3n!3l0p0rFnn3ll]3[rI1tl c0st]oB]ptrtr]grpr]rungt

3tu costloFullranol,sruBuBlr:rntlt ]nlolrLruE ]optop]rpolnB$3ruE3t u cogt]sp

$ul,utlotLULtrns3c3uiltrl]0cpnrcu r.0u]orBnruD]otr*,pnrup]omrpn[ c0Bt]omurut

$orlrt 3r u nluc u:B]rlcuog]r rpng0r nnr$ ] ru]osnEte rooEn (gnton) ucvra

lpfi nnuluulru,ropucntg rpuDlotropt runlusmpnrcu nlrnp rur,c

*tl,tun[tEsl0rt]0]]3e$]8 u3nssFrur!,ocp n-uu-F[ cnst]ou]rttnutlunHr]rcsrunl

27,
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hn: m:ugrfiifiqa esu: unrindo) ilnurnr:rilniurirrar: rq6n::u uarfl21u

filnohionlrriortfisruuu{mulurrnnrnnsiuoon nudrnr:rilniurirear:rfiuafiunrr

rioqiiuruuu {rnu nrnnc iuoontolnciurinri oufi uznrlnufi riou{mfiou Inunu doau

:;rdrulnnolunciurCou rfludodfi nrrilaiuurofi q. soraulR'ofinucr: uorlrrflrrnl:
rioqrdur rinriolrfiurdruluqidrdunrrurriouiiuadrr{rnulurtnnrRn;iuoon rcrasi

rJ:caunr:oilunr:tfiunrrurrioqfioa or u{rnrvlurtnnranviuoonurriouuaEfinarrfol.

iie;riunrlurrfior6nluournnfnrioufiornrlnu finarufiuoltlunr:rioufiuauuu{rnu

luttnnrnnciuoon o{1u:vfrurlluRnr{ uiotirrl:finrufid.rfinaruarnriro{1ur;dudgr

ndrnrruiiuolo nr:rilniurirrsrrfinludrriuf,riunlufirnolofildir.',nnr:rioufiuz
a au a 9 aa

o01{uuu6l1flqnl{don

oaf,t: r arnd oio (zsx : unfrntio) ldiilnu rrf o rnrrufirr olw or fnrioqfi urnrlnu
ionr:rioufi orrornririrrfiuccnrn irrin:rm;iurunor.rilrilol fririncrlnr r[ln:1u

uaviltiufinnarisRerutilnohtorfnrioufiur nrildrotirln-srinrio{rfrsurrlnu l#
lluurlouolltfiu::u::uiop nanuifrorudr ilrf,uiifierarion:rtn'wole,uoqrinriouiisr

orirsfiriurhdqnua6n'lduri rsdunr:ilnur orin nrilucfi'ldlunr:rFumrr nr:iuf
drrar:ornu'nsdr:/lr:d'r: qnnalun:ounfr ,ntur/,nturriruuaErfrrufrd;g fi

o o Jc a a -- ^. )-; - . . .nlurilriuf,lufianrlriuafiu tiruilriudfisroionrrufilnolororrinrioufiurfiurrfior

nu',rrirri',or ldrrri org nr:iu$tiraarrrrnrCoulrCouriru uasR?'runrnuirisnr:innr:
--.--.--j-.------i--l--.-t-.. q, u Jl a € q ano.ufi u2narn$rritrir iinrrud'uri'uiluframrufiurfiunlufiwolo

aaaa
{nqe quluu (2549 :undnds) ldiin u r ri o r n q o n r r u n 1, rit n fu ri r e c 1 r 1, o rr

-?^--.^_-_j^^.^--,-od ^-d -- a u aunno{lfi u2nrlmnfr urtfr utmunviu f,nuorcnrleunrl uo;il:ymntolrirrarrfi 6qnh
rCorjrvlunilunr:riruunuluurunuduau nr:l#dorCoriucirnr:rioufiuamrcil;iul#

fi n rru e onn doI1u fi an rod,u, rs fl uuac rfi nrJ : v iin in 1il q { 6la, u n.., oddrilnu r
arrurYlriuf,:cuir{dnusrvilriil:cmn:arrnfriunqn'nr:mouinrioufiurdrwre'fiurrfiua

ry , j i,
mtvnciu nudrf,ofirilniulrnfiqnn'o6umofrfin rsrourn'olnrrirrf inq uovnrildon'rr{

ciau1rqilrru'or1nurfluof0,,,o rilqr{atlo,ro',r,'r,du.il:srnaInun'oi6iinuov{nu

to{aIutR'oninurn:t::um6 uucirdrrrhdaglunI:dnf,u1ourrfiulu'orlmu6udor.uru

: o l n l u r n' o uifn ri o ufi u e d s n dn fi ld'lu n r : dn fi u l o t o.r rin ri o ufi u r ei r r m 6 R' o 6u rn o firi n



24

:o{n{u16ouriufiu uocul'triI{o{ato{ln1;nyiufirinrioIrfiurlfrarrldrfro;dqn6a
4^^-^^^-^ a- au v J - j- r j r ,
dox?axu ,o{a{u1i=ouiEnfi'ai tilqflaildnfifnrioufiurirufiurrfiu2lntctsiun'or{aqu

.J

ilrf6 uavurriu?otad1?dr:'t o{rnrcilciufidrdqfiqnn'ouifnfirf urrirrlolnfid.,rigriu,
. i a € 

t 
," . -- 

----:

uilio{tfru2n-oOurnofrfin rilri{{o{4luil:cmfffiehdqfio6urnsfrfinn.rrxnmili.rlunr:u.l

tduarnrsilciu6o{nryurJrfdriruar:iirinrio.rriioadornr:rfiurfir6ourrirrioufiua

raq6 dnu:lno (2550 : .undntio) ldrirnr:ilnurrioriltfiufiinaionaunrnolr
mlrinriolrduemrlnoionr:rioufiueriroqinf lurtnurrlurfiuu nl{l7r1x?pun: rudr
{oqarirudrldrrrinra orq; qn'iirtur :;dunr:iilnur orirun;:ruld in:rrty,r{uf,fiun,u
1 .l e . 4--^-,_ . . j A. -ll{ilo tnto{unno{lTlt,?6olll'tdlrisltfruzfrrhd'qtolrtnumlurfiuuotirlfiriudrrioprla66
ioet.'fi:;du .os rinrioufiurin:rlfirnololnu:ru lu:cduilrunnrr druuurirriorrfiur n{r
frrotimfiaerufiuroltlnu:2u:rduurn (f =a.ozl rfo$iogilu:cduurndqnlduri ilrmurau
Inrnu druu?nr: nrirdroduiRtur'rnohlnu: eulu:cduil ru nnl{ ( i =3.oal rf ordo{
lu:;fiurrniiqnldrrri tdunrrnruroudar.rn diorfio{lu:sdurioufiqnldu6aorufirin
drunr:il:smdur{uf, n{ud:otirrfiR:un'uololnurerogilu:v6'uriou(i=r.gz) iiodogi
lu:sdurioufiqnldrrri tonar:uflr:rua;r6unaorufi druaaruilnonriu n{ud:otirrfinrru
fllnololnu:arlu:sdurrn (i=a.ral ifodoglu:cdurrndqnlduri naruilnonriueiof,in

oJauatil:tru6Iu

afi a'q r in u fu Q552 : uvr fintio) ldiinu rrf orrqn-n: : u nr: vi o udulrnvR rrufi r
uolotolrinriolrfiuafilrrfiuelhfiro:;ulua;arurYniaqn:il:rnr:a1il16'dr n{rd:otirr
riauurninrufiwolt:rudoornrfiourlndruo{lu:;durhunnl.i unr1udrunr:1?uinr:
xorqRnln:lunr:aounrldoqauiorJ:;trrYuriuf,uaclurirufifirfrrrrhfinouqgaR?1u

ilaonfiutrnnr:riruilJ{fi'ud'niiiidun:ru r.,#ol,drudaurnr ritn-itnyirnr: un;dru
a-9t
0nlnur eirlnrrliouRalu nrutnintriulorrnnrr,rrnllrrrnllrir:vrd*avidf,inryni
iiRarlu'lno1olu:cduurn rinrioufiu.diilofrori2uqnanuavrqn'n::rnr:rioqduaunnil{

dufi narufruroloriovhiur:sr{ uncc:uryn{aryn:il:rnr:hjunnrirrfiu
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2.7 orouuu:f,olunrridg

9ta
n2[u:oe:s frzmJ:nru

z.s auuhgrunr:ifla

t. iltf,uriru{nna lduri rua otq :vdunr:f,nur orf;vr :ruld uavfioqjilolriu i
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lfi nrirdrotimfi Rrrun'ruolerlunr:duairnr:narno{1u:udufi ou
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