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ABSTRACT

The objective of this study were to study the quality problems and obstacles, and the service
quideline of the Srinakharinwirot University Savings Cooperatives Ltd, University of Phayao branch. The
samples were 233 members of the Srinakharinwirot University Savings Cooperative Limited, University of
Phayao branch. Using questionnaires for data gathering analysis by frequency, percentage, mean, standard
deviation, and the hypothesis with testing F-test. The research results showed that the service quality
Srinakharinwirot University Savings Cooperative Ltd. University of Phayao branch Overall the service quality
was at the highest level. Considering in each aspect found that the service quality was in the highest level of
satisfaction in all aspects. Problems and obstacles showed the lack of public relations in many ways. The
quidelines for service development should be public relations agencies, diversity of products, various

communication for welcome customers to visit the organization or product easily and quickly.
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agluszsiunnn 1.5) Auanidnuaeen Huans aguszdiunn ausidy 2) wisudiey
AMAINNIT IRUENNsTRNEnssarnsalaaunIndurdnledu a1in Taaainsas
Hadunnen e ang §odm 52U dumles seAunsAnengega seldsaideu
AN uazsrazaNaiinandn SanAnfiusenmnmnisiuanis Huansnei

qnla s33udnd (2553) HAnw1gmn w3 udn1seesannsalaauning
Tssngnunaasananivsrasdguasngoiil $1in wantsAnyanudn n1swssudiey
AN ARvsaNBnsdagmninun1sTHu3nIs §WLL%ﬂ@WN%@H@ﬁuﬁﬁuﬁquqﬂﬂ@
WUTT AU wazsrzinaInIaduanngnsnsiu faoufnifiudeninaangmnin
ns N3 uAnsineiu

olgil Aaiadny (2558) WiRnwnistssgndlfiasesdadngoininnisuinas
SERVQUAL fiusu1Aswiides: n9tdfAn®l s¥1A19NT9A3 88591 9111 NN12U
nan1sAnunagl 9 deeuuuuasuandanivajidugnAwemds engszmndne 31-40 1
UNTANETEAUYIY YIRS UITnaueningsnadausa e lFnAnsiairion 25,000-
35,000 U fianadilunnslianiaifauay 2-3 Ass uazdautngjidaniiiusnisuszion
dan/newlen uazanniaasauaNsAgiu wudl Ansoiiadudayanafiunnsiteriy
dowa Ui anuAanalaluniatininisuasgnéniiliuanissmuanumands uazn1asus
Fumnsinami THun e uazdsznnuBnsii ¥ etheditedndonneadaisysu 0.05 g
ang zAun1afnen andn selfiedadaiden uazaruitunis¥uanns dawalisiann
fanalatunnsluanisrasgninfitiuaniasuanamends waznia3u3aldusnsnodiu
AINANSANHINLA AN TINNNTUAN18I5HNANTTISANNHANANTS LAZNN93UE Usznay fos
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FEN19A NIRRT

MefnEIEes AoinImnstiuanIseesannaninsming anianeiduasuns
W3-Alam A779 aaEAnedensen WWATeBewadnn (Descriptive Research) o T
wusauasiueiasialuniaifuieyasn§iuuinisannsoiansminguniangde
FAWABUMAA LI 9110 1BILARINTHNANEFINIE IRBAATILIUATLAAINANITITE

o o/

9
@) 4 = =1 Ada e
Huagesas Ineflsuiunnsasusisn

Usw’msumﬂ'éju MDY

Y Y
v A A

Uszansfiti unsinenasell Ae anndnsasannsnleanninduminende
FEWARHNSA e AR FNYIHAAN AN 19 560 AU
1 o/ 1 dl U 3 dgl = L4 o/ 4 a o/
ngnfangefi i unnsinunasel fAe aunnzesannssienaminduninandy
FAUABUNTA LI A1 MY TANENAENZIEN 919U 560 AN lnafmunannreengs
Faeeefl i un15A9e aMugasnisAINNguaaegens n1ls sl (Taro Yamane)

TRamaunguaaeteau 233 au

qnq [ = N
1+N (e)?
Wa  n AD TIUIUAIDLN FTDUUIAYBINGNAIDENY
N An FIRIRAUILVIIANA WIDARIAADIUTEEINTNINNA
= | Y | .
e Ap mfmmmﬁmuﬁfumﬁqumma (sampling error) Gfu

Vv
o/

filazimmawingy +/- 0.05 nallaaaidedi 95% Faumdngns o
n=N = 560

1+4560(0.05)°
n =233

\saeilaftdiuns39e
3aeflefililunisifiusausandioys fe wuuasuan TefAduasnedn
andmgUsrasdasenids Welilunisfiusausanioya Insuuuussuaineasniiv
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paufl 1 uuuasuansifgafuiiadudanyanaeesinouLUIaDLaNN Befldnun:
dsuuidenna (Check list) Tiur angnauiuansn e lFindssaidon aowdhinneli
135 Wazdazanuanefi s

ewfl 2 uuuasUnN iy ATLATWANTLZ NS SERVQUAL Model (Parasuraman,
Berry and Zeithaml, 1988 #198¢lu algsies AadlsvRuinas, 2549, wiln 40-41)
Usznaudag 1) n19u3nnsfidudeslinianiiaiingisssnuesusnng (Tangibles)
2) aonideda3a1slaly (Reliability) 3) ﬂ’l‘i@;iﬁszﬁmsffvsfﬁu%ﬂ”l‘i (Responsive Ness)
4) nalpaaidasusiagnin (Assurance) 5) n1a54nuaziinlagnén (Empathy)
anvoszanraesdiafiuuuunasdulszHniAn 5 55 (Rating Scale) #319ANNLLY
NIMTTRURIALA4Y (Likert Scale) Usztfiummay Taalkidennoulfifasfnouiian
AmuntiusaziinAions 8 5 szdu dasiald

5 el Aanmfewalasnniign

4 pnadls fannfevelannn

3 el Aannienalaumnans

2 nunafly Haawfanaladios

1ynedl Savwdawaladiasiige

o

TR IR UL N T N1 I AITHA NI TDITEFUATUULLARY A9

D
)}
=
=3)
=
=
=¥

ANRIRANIYSRA, 2552)

1
=

SEAUAUWIAAY 4.21-5.00 MHnpfs NNgA

SERUAYULWRAY 3.41-4.20 MHNEEY 10

SEAUAUWIARAY 2.61-3.40 MHNed Umunans

SRLATLRAY 1.81-2.60 Mxneds fas

syAUALUMIRAY 1.00-1.80 Manedl Tosfign

naudt 3 LﬂuLL‘LI‘LINﬂ‘LIﬂ'TNLﬁ?;l’]ﬁ/i_lﬁfy‘171'1LLZ\]zﬂqﬂﬂﬁiﬂﬁﬂﬁﬂﬂﬁﬁf%u%ﬂ’l‘iﬂﬂd
ANNTOIDDNNSNSNNANYIAYFABUABUNSI IR F7119 FIVINMTBNYIRENLYT ATHLULTA
ATNINLANT SERVQUAL Model (Parasuraman, Berry and Zeithaml, 1988 F19dalu

o/ o o

igiad AaUsrAugney, 2549, niin 40-41) dnenizzeansesfiadiudininUazdn

a9

ArauuuuaaunINaNIsauansaHAniiued ey
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et 4 Wnuunsesuasifeaiuuasimmgmn s iusnnseesannsol
BDNNSNINAAINENREABUABINTA L3m 9111A SN NNANENATNLEN ANEDLYBIAEDIND
dudramwdaenda freuuuussuainamnsauaasnnfndiuesnadndass

=

N19ATIINDULATBIND

1. HILUUABUANARS 1NIUENDB1915 81U N B UNBATIINBUANNYNADIDY
faranusiazindnasaupguissiiniianida il udnisnusudsudlldanysol

2. Wuvuasuanuiiuflauds shUTH§Fearg s9uau 3 viaw 1iiensassy

& - o " &
AINHATIZBIUBNT (Content Validity) WAZATEHN 31YBAINTNYNADIATDUAYNLEDIAN
o e a o o o = LA o ' & | e A

wazdnqUaraefrewuise dndininiildifecdaslinsslsnfvenn uasnirndel
AIMNEBAAADY (Index of Item Objective Congruence: 10C) THIHAN 10C>0.5 (gnaf
PNNB9dUN3, 2560, wi 172) TAF1 10C 2avuuuaaunInegsendng 0.67-1.00

3. suuuasua g iFsunsuilaanysoluda lunaaestd (Try out) fussngn
aNNIlEDNNINT NN ANENRLAEUATUNTAL3m 9111A ANa NN ANENAeWzIen 71N 1Y
ngnFapd1atuN19A9E §1W3M 30 AN

4 UUUNBUATNNIATIINBUAIANLTRNY (Reliability) Taanisldgns
FUsrAnBuaanmauuIA (Cronbach’s Alpha Coefficient) e T lFiANA1NE BT >0.70
(gn197 gunesduns, 2560, i 180) (HArAr @ aduaasuuuRaun ety

.981

msnusIusIndays

o/

AnaRnEATeTuAs9s Adiunng sl

a

1. fayanfugf (Secondary Data) {Ads(FAnudiayasnnnisAuainanans

9 Y

1
! =1

115619 uazaniddasing g Mfsaiiag
2. #imyarlgunf (Primory Data) fuunng Gl
2.1 28AIMNBYLATIZAINNAULANYINITIANITURSFITHULNAAITAS
NAANENRENZIEN aannIIRaTANY NBY LAZEINITHANS O TuNMAnEAansLen
ierannseyAs i RAdAUTIuTINdya

2.2 UUURBUATH 414U 233 70 iudeyatungusaetnsitanues



T¥009¥TOST

0z bas / ey vz T £952208T :noe4 | Apnis uepuadepu i 28662065 S 1saul t an [N

40

mMsdAseidaya

[ %

AdupAnunisaiaansitanad fenuuuaaunis lassadnuazlusungs

U

A15agunepaniiames umstnssiiioys uasiinszAafifiBenssomn fol

e3¢

nauil 1 fayavinlusesiaauuuuaauais diasnsifaanianidiaand
(Frequency) WazN19M1AN3a8aY (Percentage)

ABUT 2 UWWLRBLONARITUAMAIWAITUFNTS SERVQUAL Model Fiasnzyidiaya
Tnal¥adif Anade uazduudoaunrinsgu

Aol 3 wuaeun Nzt TynuarglassAreInTs HUSNITEIENNT o]
aaNVSWINMNANY AL AEHATINSA M 911R F1PIHMANENdENTIe ATHLUDTR
AMANINUFNTT SERVQUAL Model iiluutuaauandateda insnzdiiiayalnsdnngs
o @) 1 a
Hayaidunuanmy LazBauuITeLBINTIUNN

AENTl 4 LWWURPUAHAHITULHIN N HMWIA BN INN3 IR LUE N5 29 &N 5 0]
BANNSNTUNAINL1FLATUATUNTALIM G11A BV IHAANYIFENZLE ANYUZYDY
d' =) [ o a a Ty [ D [ | a
waasiiadinsnomUaedn Sinssiiayalnsdanguiayadumanmy uas@isunsseng
IBINTTEIUN
P a & = = ' P

aaul 5 NMsnaFauaNNFgIu HunswisuisuatuendeTEndedauls
Tnel¥adflunnsimsneidayadmsuiladeid 2 nqn (Hun a8 F-test n1snaany
AN LUIUSIUUL LN (One Way Anova Analysis of Variance) nasaumanuuansig

|
aAA o/

ANNFgWTIRFULUTNNINNGT 2 ngH ATzAUipdanfey 0.05 Wasseaumntiaiuiasay 95
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N9ANYIEEY AMAINNITIHUEN19289aMNTalBaNNING un1Anede

PEUPBNNTA [ 31119 A N ANENdenzien WATEBang s (Descriptive Research)

o/

2 @ = P} & v v o/ a o e
T@%IT%’LLLILIN@‘LIQ"INLﬂl&Lﬂ‘i’ﬂQNﬂ?uﬂ’]‘jl,ﬂll“ﬂ'ﬂﬁjﬂ@"lﬂ @‘iﬁ_l‘]_l‘jﬂ"l‘iﬂ‘ifiﬂ‘jiuﬂ’ﬂﬂ% Wel

o

NNV NREATUASUNITA LG 9117 A127 HATAVIENAINEAYT NANSAATIs i anatifl

Y

P [ 2
SIBUN 1 ﬂ@@ﬂﬂquqﬂﬂ@ﬂﬂﬁaﬁl’ﬂuLL‘IJ‘]J@’P]‘]JQ']N

M54 6 UWAASATITNT LL@S%’ﬂﬂﬂxﬁﬂﬁﬂﬂQ%ﬂdQHqﬂﬂ@?l’ﬂ\‘iéﬂ@ﬂLL‘IJ‘]J’N’E]‘U‘E‘I']N

tlaqudiuyans 1IN S$aume

1. pgniaduandn

finnda 11 42 18.00
1-5 1 133 57.10
6-10 1 21 9.00
10 Tauly 57 15.90
T 233 100.00
2. NOIUAN
1. WHANIHEANANERENELET F1LAINTT 65 27.90
2. WM NP AINEN BN FEaLA 161 69.10
3. WHNNIWIIYNNT 4 1.72
4. 3 1.28
TIH 233 100.00

3. e lFnAneassafan

Hasndn 15,000 um 3 1.30
15,000 — 25,000 un 131 56.20
25,001 - 35,000 U 62 26.60
H1NN91 35,000-45,000 UM 33 14.20
N1NN97 45,001-50,000 UM 4 1.70

TIH 233 100.00
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taqadinyana 1 SpaRy
4. prud s usns
fpandn 1 asesiafien 154 66.10
Houay 1-3 Ass 70 30.00
Reua 4-5 A% 9 3.90
394 233 100.00
5. Ussinnuanieii g
5.1 AMTRRIUAIN/ODY 180 77.30
5.2 FHRENT] 142 60.90
5.2.1 ufjilamnaniin 91 39.10
5.2.2 [ufandey 45 19.31
5.2.3 RufjiA 59 25.30
1) WBNITANTELATIZN 10 4.30
2) WlBE NI 4 1.70
3) eaasBNNEsNeLa BN 0 0.00
4) Wiennsfnen 4 1.70
3. FNURIEANITANITN 70 30.00
3.1 M998 FWiBTIL MRBANSNEIWE U AL ANIEN 10 4.30
3.2 naTeiuyransianicUstlemie WiadaRinns 8 3.40
WANNIBNLAZATELAS]
3.3 1159718 (IUNBUATEAN1TRILAT 1A aNEN 6 2.60
3.4 n1391duiwiie Wiaundn 0 0.00
3.5 HAUEIHNITANEN 20 8.60
3.6 mif‘v"mL‘Euﬂﬁmﬁm%@gmm‘ﬁﬂmﬂﬂ 3 1.30
(W.f1. 2552)
4. Founnsaauansdinyad o 46 19.70
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A1974 6 WAAIEBYATITeAIUYAARYBINABUULUFBUATN NUI1 AABL
WUURBUaNEIU MG

fargniaduan®n 1-5 T 41uau 133 au Aeinudesay 57.10 sa9a9nn Ha0g
mafinandn sndy 118 Andntouas 18 fengnnafinanidn 10 TEul daman 57 au
Andudeaar 15.90 uasiiangniaduanndn 6-10 T 91au 21 au Aewdiudenay 9

A0TUAIN WU31 feeuuuudeuaindaningfaaiuniwiiundnen
HATAVENAENELT AEaTUaN 4141 161 A Andiniasas 69.10 3a9asHn Fe Wilnew
NNNANYIFENZYT F§18FBINTT 971K 65 AW Andudeay 27.90 Wuninemusnrnig
d1uam 4 au Aadindpaay 1.72 uazaw T 9UIN 3 AN Aadudesay 1.28 AINaTsL

selindniatesdeiiou wudl raunuuaauaindoningfisnalindninde
FaLAaY 15,000-25,000 U a1Wau 131 A Andudesas 56.20 se9a981 e H91eldndn
ApAaLReN 25,001-35,000 UM §1W9w 62 An Anidiudasas 26.60 fulananiaas
FRLABUNINNG 35,000-45,000 U9 97434 33 Aan Andudesay 14.20 wavilens(é
NENLRALABIAaUNINNGN 45,001-50,000 UM 91949% 4 an Acdiudesas 1.70
FTHATAL

AaNA TN T#UB NS Wud EJ;GIE‘LILLUUﬂﬂUﬂ’mﬁfJuTﬂQ_jNWT%U%ﬂ’]‘jﬂiﬂﬂifﬁ
AaNNING HNANN S FEUARUNTALM SRR ENUINIANENRENELEN Taand 1 ASg
AalAen 911an 154 au Anldiuseaas 66.10 909898 Ap WUBN15HouaY 1-3 A5
s 70 Au Anifingesay 30 uazliusnisiAanas 4-5 A% s1uan 9 An Ann
Zpaay 3.90 AMHAIAL

UszoniAnnefi 1§ wodn feeunuuseuasaamimnjanBuanmsannsaioaunsng
NABNYNR PRSI IR ST TINHATVIENR NN INANN/ADWEY S 1W9% 180 AN
Anfindenay 77.30 sa9aenn Ap nHUENMSFMEWY Samau 142 au Aniiieway 60.90

! 1@ ¥ A A Ay a
donlnn)iiunsfinlszsnmie Sufmegnian
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ABUN 2 Qmmwmsu’%mﬂmﬂﬂﬂsiﬁfaﬂuw%’wET NATINEIA Y ASHASHNGT 150

FINA FIVINWINYTIRYNLLYT

A998 7 UAANATNRAE UArAINI eI URNIATEINIBNAMRATNANTUINS
ABINRASOIBDNNISNE NATINY IR ASHATHNISA LS A

NIVINRIINYTIRBNE LY

AMATNAISUNS sEAUAIHARLI

X S.D. LUANA

1. funnsuansidudesfvdennaniugisssn 454 048 HANTign
(Tangibles)

2. fpnnuizafinfanslal (Reliability) 457  0.46 uAnfign

5. fnnnajssiadnlaliiuinng (Responsiveness) 459 048 nfign

4. Fonnstipmidasiusiagn (Assurance) 453 0.5 HANTign

5. $innns3dnuaziiinlagnén (Empathy) 456 050 HAnign

ALaRe 456  0.45 mﬂﬁ'sgm

AN 7 WEANADININNITLUINITLBNANNTNBBNNING NV ANYRLATUATHNT -
Al 91199 ANINNIANLIRLNZLET WL Tmmwﬁqwmwmﬁu%mﬁ@%iﬁfmzﬁu

~ — A A @ [ ' o P A 1
NINVGA (X = 456, S.D. = 0.45) HBNINTWILTUTIEAIN WU nﬂmﬁuumﬁLaaﬁ@gTu

v
v =4 o o A v

o Y o 1 Y £Y @ @ DN
iZﬂUNWﬂﬁ’éﬁﬂ‘VJﬂ@ﬂu L‘smmmummﬁmmmﬁﬂuﬂﬁ PN mum‘mwumﬂ@%mmi

(Responsiveness) HANARUNINAFA (X = 459, S.D. = 0.48) FBIRINT A ATUANNITEND

21919 T# (Reliability) (X = 4.57, S.D. = 0.46) ﬂ'fauﬁﬂumi?ﬁmmL"f'fﬂﬁwiﬂqﬂﬁq

=h-

(Assurance) RAAaAssing qn (X = 4.53, S.D. = 0.51)
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A1919 8 UAANATNLRAY UWATAIRITEIUNNINTFIRNIBIATAINNITUINS
ABINRASOIBDHNISNE NATINY IR ASHATHNISA LS A
a [ 2 a Ao o 2 & @,
NIVINWINLIRYNL LY mumsusmswwmmfws@mqmﬂugahssu

(Tangibles)

a o a (1
@fuﬂ'lWﬂ'li‘Uiﬂ"ﬁ FCAUATTINACLAN

X S.D. wUaNa

1. Anngamialunsiuanisungndneswidnes 456 050  wndign

2. wilnemlAudnissaemngnan uandiuiues 458 049  andige

3. winemliudnissaamanaiaslouaslalagndn 451 052 wniign

4. winswiuansinnatunsauaifitmun 452 053  wnfige
o x
ALRRE 454 048 WA

M1919 8 UAANAMATNNNTUINTUBIANNTHBBNNING WM AINRYFEUATUNS -
Alsm 4nria @1 R ANEIAEngen Faunisusnisidudies Fnsananuiiuglssss
(Tangibles) WuA1 Tmmfmﬁ@mmwmiu%mﬁ@%iﬁfmzﬁumﬂﬁqm (X = 454, SD. = 0.48)
A o @) o ' Y A A 1 o = P (PRS- A A
WeRansmndusiede wudr ndeddnsdvedlusziuanniign Basadudeisen
wn{utias fefl wilnemlfudnisdaamangain wazduiues fanadeniniige
(X = 4.58, S.D. = 0.49) T09&IH1 An ANIIAEL TUNNTIRLEN1sURgnAtapanTngw

v A =

(X = 4.56, S.D. = 0.50) AnIng U3 n9dneAaNiasls Lmzbfﬂ'sf@zgﬂm AAaay

Haelign (X = 4.51, S.D. = 0.52)

A9 9 UNANANRRY UREAINITEIURNINTTINIBIARATNAITLINS
ABINRASOIADHNISNE NATINY IR ASHATHNISA LS 1A

AUINATINEIRENELET Fuadsdiadialianelals (Reliability)

a s a [~
QmﬂﬁlWﬂﬁli‘leﬂ"l‘i FEAUATITINAALAN

X S.D. uwUaNa

1. winomudinlamanfissnisuazaananandinesgndn 457 050  wndige
2. guUnsaiftilunisudnisfigoinn wouwedudman 451 061 wniigne

intadny fu ngEu)
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$1579 9 (918)

AMATNNITUZNTS szAuAHARLTiN
X S.D. HURNA
3. wineluanislaedannudiesnisussgnan 459 051  wnfign
udusuuan
4. winemlFanudanmdegninetaifinle 463 049  wnfign
LAZLANAIHATHNITN
5. wiinemluanisgnéies asudion Giftiefanann 458 051  wnfign
ALaAY 457 046 sniign

AN579 9 UAPNATATNNTITUINITUBIGNNTHBBNNINE NN1ANLRYATUATUNS -
Alam 91dm areranAneadenzien dAauasindedie (F9nala @ (Reliability) wugda

Tmﬁ‘muﬁ@mmwm‘su?jmiﬂyffmzﬁumﬂﬁqm (X = 457, SD. = 0.46) WaRa1gosn

1 k4
¥ A =t 1 o A

snedin wudn ynieflAadsegusziuniniign BaeaduAnedzainanios fei
= 4

Wﬁﬂﬂ’]u?ﬁﬂfl’]}l?j’)ﬁL‘lﬂ@ﬂﬂﬂﬂ’?ﬂﬁ"]\uaﬂﬁf@ LL@xL&N ANNAINTTD HANRAgNINTign

U 9
(X = 4.63, S.D. = 0.49) 389a31 fm wilnsmMusnislnedanaufiasnisaesgnin
uauiINen (X = 459, S.D. = 0.51) muqﬂﬂmiﬁ“f%afuﬂ'ﬁu%maﬁ@mmw (LUUNBIH

Faan Winladne a1 ngedy) Headusiesfiqn (X = 4.51, S.D. = 0.61)
A1919 10 UAAIANRRY WATRINLTEILINNINTIINIBIANINNTITUIAS
ABINRATOIADNVISNE NATANY IR ASHATUNISA LS A0

NIV IHATINYIRENELE ﬁmmsa@aaﬁ’utﬁu‘f@?ﬁu‘%ms (Responsiveness)

AMANATTLINS STAUAMHAALIAW
X S.D. (IR
1. wﬁfﬂmulﬁ@ﬁumﬂumﬁsﬁﬁﬁmiLLﬁ@gﬂﬁﬁmﬁuLﬂm 4.61 0.52 NNAgn

A A v Oy o
LN@L‘EN(”I%T%U‘Eﬂ’]‘E

2. wineulLEns Fmuiinnasiudoyon 4.61 0.51 NINAGA
3. wineuadeanniula tungnAndatiuanis 458 0.52 NNAgn
4. winemilpaaTudmsfideey wazneudesds 458 052 NNAgn

1% v @ 1 = 1%
rpegnAnlfidusdefuazgniio

ALaRe 4.59 0.48 mﬂﬁqﬂ
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M1579 10 UWEPNATINTNNITLENNTEBNENNTNBBNNING NN ANYIAYFEUATHNT-
Alam 91l e Anendenzien funissediudnlalfiuinas (Responsiveness) wudn

Tnasanfiqmunmnisudniseg lusedusnndign (X = 459, SD. = 0.48) Hafiarsmuiin

1
o/ 1 a

v 1 U = dl 1 o/ dl = o v o/ dy
TEABD WL Vlﬂ‘?.lﬂ?plﬂ’]LQﬂﬁﬂ%TH‘iZﬂUN’]ﬂWZE{W L‘jﬁlﬁﬂ’]ﬂ‘uV’]"ILQ@EI@’]ﬂN"IﬂTﬂL!@EI PINU

|
a v

wineuudsiunaunisiun1suignAmsuEaefaBuduliuins uazwineu

Wiusnslimuiinnas &y (X = 4.61) 9898987 Aa wiinauadrapandulaliun

nAndelduan wazwinemiiaauiuudnisfideney uaraeudassdeanagnéin(i

)

uagesuazgniies (X = 458, SD. = 0.52)

M1979 11 UAAIANRRY UAAIRITEIINNIATTIHIBIAUNINNITUINS
ABINRASTOIADNVISNE NN IR FASHASHYISA LS 90

a o 2 2 § a4 2
NIVTIHWIINLTIRNY NS LB ﬂ']uﬂ']i?ﬂﬂqqﬂL%@Nuﬂﬂgﬂﬂq (Assurance)

a s a [~
ATNTNAITUZNS TLAUAIHAALIAK
X S.D. LURNA
1. wiinemwdanuf aifgmnaasgnAnase 453  0.52 NINTIgA
2. ausalanslaiiunlatlgmneesgnAn (4 455  0.51 HINTIgR
3. Wiusnsfaamnngndiesasudoussusiasousn 456 0.52 NNigm
dos o
ITehee
4. A MILANNFZANTIANAALIGNAT 448  0.69 NNigm
ANRAY 4.53  0.51 NNy

A1579 11 LAAIATINTNNITLENTVBNANNTHBBNNING INTINEaFRUATINT -
Al 411A F1U NP IBNLIFYNLLE 5@%ﬂﬁ‘§?ﬁﬂ')’1m@ﬂﬁuﬁi@@uﬂﬁ’l (Assurance) W11

Tmﬂ‘muﬁ@mmwm'ﬁu’%mﬁﬂﬂm:ﬁumﬂﬁqm (X = 453, S.D. = 0.51) {HaRa1seunin

1
¥ A a o/

snedin wudn yndefiredseyiusziuaniign Baearduaadsainuinies fl

WHU3N19898AIHGNHBIATUEINAILFAASININT HUZNT (X = 456, S.D. = 0.52)

Y

%

5898911 Ao ansaEanelaliudlatlynivesgnénls (X< 4.55, 5.0, = 0.51)

= a0

muﬁﬁqéqmﬁmflmmfmﬁm@m%gﬂﬁﬂ AAafutosign (X = 4.48, S.D. = 0.69)

q
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A9 12 UNAANRRY WRTEIMIDENIUNNIATFINIBIAMININATITUENS
ABINRASTOIBDNNISNE NATANY IR ASHATHNISA LS A0

a (%4 L L o 2L -
N"l"lﬂﬂ-lWﬂ?ﬂﬂﬁ@ﬁlWSLﬂlﬁﬂﬁuﬂﬁﬁg’QﬂLL@%L?I'IT@ZEﬂﬂ"I (Empathy)

AMMATNAITUSNTS STAUATIHARLTAW
X S.D. HUANS
1. wilnemluinisfiagnaniBauies 4.58 0.52 NNTIgA
\usloaidn
2. FRANALENTIANITEN FZAINEUNY 4.60 0.50 NNVgA
3. Wudnsfneiedasilefiviumie 4.49 0.64 NINTgA
4. WAmssaaarugniiesuazsnennuay 4.61 0.49 NINTGA
VBIFNAI
I I
ALRAY 4.56 0.50  wIndigm

AN 12 UAANATINTNNNTLENNTIBNANNIBDNNING N ANenferauaAIun-
Alam 4nfin @1vnanAnedenwsien Aunisidnuazidinlagnin (Empathy) wosdn

A a 1 o/ A _— di a
Tmﬂ‘mw@mm‘wm‘smmiﬂ%"fuimuuqum (X =4.56, S.D. = 0.50) WHBNIITU

—

fusnadie wudn nndefidnadvedusrduniniign BaearduAnafssnuinUlies

93 Tﬁu%miéﬁfmmwgﬂﬁmLL@:%ﬂmmmﬁ’wmgﬂﬁﬁ (X =461, SD. = 0.49)
FR9A4HT AD 4291981 THUBNITWNITAN FEAINTUNY (X = 4.61, S.D. = 0.64)

aulFusnaFaeeE e RviuaTe Nenaderiesfqn (X = 4.49, S.D. = 0.64)

naun 3 ‘?]iyvmLmzqﬂﬂssmlmmi?%u%msmmﬂmﬂszﬁaauw%’wésm'ﬁwmﬁﬂ
=Y a o o a o a
AERATUNSALSA F11A FIUTNUINEIRNELEN
1. fiunnsudnisiidusiasfindaatudugUsssneesuinas (Tangibles) wuda
21AN1TUTEE NS Tadne Wndalidne
2. fnunisidnuazidinlagnén (Empathy) wudn Gaifinnsuwsihdifindnuoe
UanfaAeda tiun1sUsrsdniuiiundede niausznaaingy vldgnin

Wannaulatiag
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ABWN 4 Ltquqeﬁ’mmqmﬂqwms?ﬁu‘%mswmamnssﬁaauw%’wﬁuwﬁwmﬁ'ﬂ
AAUASUNSI LS I10H FIUTHRIINEIRLNE LY

1. ﬁmm‘m%mﬁﬁé’uﬁﬂﬁﬁﬂ%@ﬂqqyLﬁu;jﬁﬁﬁ‘jmmu’%mﬁ (Tangibles) WL91

a o U U d%l = % U d?/

AN AN U AUAN DB AN T O AN m@mgﬂmﬁﬂmﬂw

2. $imnnasanuazdinlagnan (Empathy) wudn

2.1 A5ANITUS LB IRNNRTRRILITN BAZRUATNARAITNNAINARY hAZH
Fpaensfinseipansfinannatetemns algndvseialaannsadinlU@ens
' = % v &

WU B RUAN [FazAIN LazIInisa

2.2 \WHA9YIN9TIBeNn

NSNANBUNNNAFIW
[ 4' 1 o = a =4 1 Y A
1. 81N duaNITn Auansinafiu Nmflmmmummmmwmﬁsfwmmiﬂm
AN DNV NI NN AR PEUAS NG L9 97117 FNUTHATDVILNRENEALT LANFTI
2 4' 1 = ,:' 1 [ =1 a =4 1 Y A
2. e lfinAudailian ALanseTu 34mfmmmmumﬂ@mmwm'ﬁTwmmﬁmm
AN DNV NI NN AR PEUASUNGI L9 97119 FNUTNATDVILNRENLALT LANFTI
A Y A d' 1 [ =y a =4 ] Y A
3. AN NS FUSNNT TILAneNafil Nﬂ’l'mﬂﬁ"lmu@ﬂ@i‘bm’lwﬂ’l’iT‘lﬂU’iﬂ’l‘ﬂI@G
AN DNV NI NN AR PBUASUNGI LS 9711 FNUTNATDVLNRENEALN LANFITI
a tdl [ Ail 1 1% = a =4 1 Y A
4. U52nNUBNI5A Y Auansnenis Nﬂ’l’mﬂm‘lﬂu@ﬂ@ﬂmﬂwﬂ’]’i?‘lﬂll’iﬂ’?‘i?lﬂﬁ
AANTOI DNV NI NN TANYNR AR WA U LS AT1TA ATNATDVLNA LWL LANFINM

NANARBUNNNAFIN LAPNAIANGTY 1317

1519 13 mewﬂmﬂﬂ'%ﬂuLﬁﬂus:ﬁummﬁﬂqmmwms?ﬁu’%mﬂmﬂwﬂmi
ADNVISNEI NN IN A ASHASUNITILSM AR NI THWIINYTRLNZLEN

[ [ a
FALUN ﬁqﬂﬂ'lf:cl.ﬂ'litﬂ WANTIAN

fuils 218 n < S F  p-value n1sviasay
i AnNRgIY
NNNTN
navdnaneudiesld  eindn 1T 42 446 048 1170 322 Tumnging
wiaanglaaew 1-5 1 133 455  0.49
(Tangibles) 6-10 1 21 445  0.45

10984l 37 464 045
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M99 13 (§18)

T¥009¥TOST

A 118 n x  SD. F  p-value n1sviaaay
nau ANNAFIN
ANTN

pIHIEeTe gaindn 13 42 459 047 382 766 Tlupnsing
Tanalali (Reliability) 1-5 133 455 047
6-10 1 21 456  0.44
08 37 464 045

masjasiudinta fndn 18 42 452 050 1203 278 hiusnsg
Widnng 1-5 1 133 458  0.48
(Responsiveness) 6-10 1l 21 454  0.56
088l 37 472 042

natFAnn @i andn 11 42 450 052 1.031 379 Tlumnsing
AagNAT (Assurance) 1-51 bE &5 o
6-10 ¥ 21 440 059
088 37 464 046

ms3anuaziinta s 1T 42 450 049 771 511 Tdumnsing
anAn (Empoathy) 1-5 1 133 457  0.50
6-10 1 21 450 0.62

098wk 37 466 044

0z :bas / ev vz T £952208T a4 | Apnis uspuadapu i 28662065 s 1saul 1 an ([N

NHELAR: *p < 0.05

M1 13 WAASNANITNATBUTNNAFIN Wudn angniaduanBnoesiney
LU UAMNALANGANITH FAonAniu denmniwnnsiu3nisvasannsaianuning

AN AL PEUASUYIA LM G110 FIUTHATINYIRLNLLET (HUANANM
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ADNVISNE NATINYIRLASHASHYISALSM 110 NIV TNRIINLTRENZLE

FTILBAATHADTRATN

Aands

NOTHATIN

X

S.D.

p-value

n1sadaay

HANNFFIU
a9

e s
nsu3n1aRTudDa
I
ERGERHIN AT e

(Tangibles)

pniEedelianla i
(Reliability)

VL & DRPN
masjatufinlaliudnag

(Responsiveness)

WHN9Y
NUINEAE
Wl
HEAUINT
WHNIY
HAINENaY
Wl
FEANL ALY
WHNIY
%NS
du
WHNITY
NANIVLNAY
Wl
HHAUNIG
WHNTH
NNANeae
E
neaTTUaYY
NI
1109

A T
WHNIY
NINENaY
Wl
FLAAINT
WHNIY
NNINENaY
Wl
AYNIUAYY
WIHN9U
1UNN9

4
au

65

161

65

161

65

161

4.55

4.56

4.39

4.00
4.74

4.57

4.40

4.26
4.65

4.60

4.35

4.08

0.48

0.46

0.47

1.00
0.41

0.46

0.46

0.94
0.52

0.46

0.53

0.87

1.840

2.237

2.408

141

.085

.068

Trlumneing

Trlumneing

Trlumneing
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fauils FOWNN n

X|

S.D.

p-value nIsNIAEBY

HNHFFW
a8

msiANHEasl NI 65
FBgNAT (Assurance) NN/

Nelen

FHAUNT

NI 161

N[

Nelen

BRI

NI 4

319119

B 3
ﬂﬁiﬁﬁhuﬂ:ﬁhf@@ﬂﬁq NI 65
(Empathy) NATVIENAE

WELE

HABINT

NI 161

HNANY1RY

NeEn

AEETUAYY

NI 4

1909

B 5

4.58

4.54

4.30

4.16
4.62

4.57

4.42

4.16

0.55

0.50

0.52

0.72
0.58

0.49

0.50

0.76

1.552

1.109

202 THumnsing

346 (Humnsing

A998 14 LLN@\‘]N@T‘I’]?WWN’BU’NNN@EWH WU %@IQULLUUNQUQ’]NﬁﬁNQ’]Hﬂ’WW

LA FI91194 :ﬁmwﬁmﬁwi@@mmwmfisfﬁu‘%mﬁﬂmmﬂfitﬁﬂﬂm%’wﬁwﬁwmﬁﬂ

FAUASHNISA MM 9111A NIPTNATINLIRENZLET [HUANFINY
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ADNVISNE NATINYIRLASHASHYISALSM 110 NIV TNRIINLTRENZLE

FTLHARTHS B (FLRRUADLADW

R

Aauils n X S.D. F p- A1sVIANay
ikl value  ANNFFIW
naUsnefisudiesld  diepndn 15,000 um 3 400 100 2032 091  [fHusneng
wiaasduglsssn 15,000-25,000 U 131 458 0.46
(Tangibles) 25,001-35,000 un 62 453 0.46
35,001-45,000 Uy 33 4.40 0.48
45,001-55,000 U 4 4.54 0.47
pndedelinnedald  fewndn 15000 w426 094 419 795 (dusnsing
(Reliability) 15,000-25,000 U 4.58 0.45
25,001-35,000 U 4.58 0.45
35,001-45,000 U 453 0.49
45,001-55,000 U 4.56 0.44
masjesiudinla fipend1 15,000 U 408 0.87 1282 278 Taumneing
Wsnns 15,000-25,000 U1 4.63  0.47
(Responsiveness) 25,001-35,000 1 4.57 0.49
35,001-45,000 um 452 0.50
45,001-55,000 U 4.50 0.40
nalAuEa il fimeindn 15,000 U 4.16 0.72 1120 348  [dusneing
fiognAn (Assurance)  15,000-25,000 uw 457  0.50
25,001-35,000 U 4.52 0.51
35,001-45,000 U 4.40 0.52
45,001-55,000 U 4.56 0.51
miﬁﬁmmu%f@ figanan 15,000 U 4.16 0.76 780 539 [(1umAsing
gnin (Empathy) 15,000-25,000 U1 4.60  0.50
25,001-35,000 un 4.55 0.48
35,001-45,000 um 4.50 0.52
45,001-55,000 U 4.62 0.47

HNTELWIG: *p < 0.05

P99 15 UAPNHANNTVIANBURNNFFIN WU frauuuusaunniifdsa(finie

Aatfian uanaeiu AaanAndiusenmninnisiiuiniseesannsaioauning

WAV R AR UASUNTA LS 117 I THNTIVENALNEAYT (HUANAT9T
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1519 16 LLammmsm‘%ﬂuLﬁﬂuszé’ummﬁﬂQmmwms"fﬁu%msmmwnssﬁ
ADNVISNE NATINYIRLASHASHYISALSM 110 NIV TNRIINLTRENZLE

o a 2 a
FILURAATHATITHN ﬂ?‘k!ﬂﬁ‘i?‘if‘i_l N9

fauils pudtunnaliusnng n e S.D. F p-  msviasau
value  ANNFFIN

1903015 Hoandt 1 asasieiien 154 4.55 049 1763 174 Tlusnsing
Asudadls Aeuay 1-3 A%9 70 456 045
iaaudin oz 4-5 A 9 4.25 0.43
JupTN
(Tangibles)
ANEn T Haundn 1 Assseian 154 4.60 046 2433 090 [lumnsng
Banelala oz 1-3 Asa 70 454 045
(Reliabilty) \Renay 4-5 A 9 426 046
mﬁg‘qﬁwﬁu% Siaundn 1 AssseLAan 154 4.61 049 1293 276  [HumAsng
Wusnns \Reuay 1-3 AS9 70 456 046
(Responsiveness)  ipiauay 4-5 A 9 4.36 0.48
malipnudaii  tewndn 1 Aswseen 154 454 052 2009 136 [dumneing
FRgNAN oz 1-3 A 70 4.54 0.48
(Assurance) [Rouaz 4-5 asa 9 4.19 0.48

m‘aﬁﬁﬂuﬂwﬁqgﬁ@ fimendn 1 ASIsaLRaN 154 458 0.51 1.313 271 Tdusnging

anén (Empathy)  ifleuRs 1-3 RS9 70 456 047
Aeuas 4-5 A% 9 4.30 0.52

VHEIAG): *p < 0.05
A1319 16 UAAIHANTTARBUANNAIN WUGT faouuuuapuaIniinaud
Tunsliuanas uansneiu SacnAnfiuisnmnimnisiuaniseesansaioasmsng

ATV R AR UASUNGI IS0 9110 AN THNTDIVENALNEAYT (HUANAT9
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A15719 17 LEsINanIsiUSauisuseau ﬁi”llﬁlﬁﬂQmﬂ’IWﬂ’ﬁ?ﬁU%ﬂ’ﬁ’ﬂ’ﬂdﬂﬂﬂiﬂi

AANVISNI NN IN AL ASHASUNISILSM 1A NIV THRIINYTRLNZLEN

FMHRAANUSLLANUS AN (MaulfnInnaa 1 9a)

Aauils Ussanusnnsh i n X S.D. F p- 19
value NaNay
NNNFFIH
neUEMIRsuEeld  Fududan/oen 180 452 048 1256  .613 Tal
wigamiugUsssn A 142 454 049 LANATS
(Tangibles) ANUATAANITANITN 70 4.49 0.47
Aunnsaaunndeys 46 4.52 0.46
fﬁluq
pndedelinnlald  Fuduin/oew 180 456 046 284 594 Tal
(Relicbility) AR 142 459 046 LANES
ANUATAANITANITN 70 455 0.47
FunIRBUaINGBYa 46 451 046
?J"uj
misg'qﬁwﬁu?@ FuRuAnn/anu 180 458  0.48 833 362 Ty
Wiudnns Fag] 142 460  0.49 LANES
(Responsiveness) ANURINANTENTEN 70 454 050
Aunnsaaunndeya 46 4.61 0.44
fﬁ'u‘q
mstiAN @i ANURUNIN/ DY 180 4.52 0.49 .099 753 Tal
FIBQNAT (Assurance)  AMRUY 142 455 051 LANES
ANURINANITANIEN 70 4.47 0.53
FrunIReaUaNNdaya 46 452  0.48
?jue}
miﬁﬁmmu%fﬁv ATURUNIN/ODU 180 4.57 0.49 .949 331 Ty
gnA1 (Empathy) AR 142 457 049 LANFS
ANUATAANITANITN 70 452 053
FunaeunNdaya 46 458 047
f?]“'uj

NTELWIG: *p < 0.05

A1319 17 WEAHANIINATBLANNFFIN Wudn Uszinnu3nisiiuesiaoy

LULEPUATH Tluansineiu AaanAndiussnmnimnisiuiniseesansalasunsng

ATV R AR UASUNTA LSM 117 I THNTINENALNEAYT (HUANAT9T
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MefnEIEes AoinImnstiuanIseesannaninsming anianeiduasuns
uns-Alam 914R aEnAnedensien Singusrasdiie Ansiamnan Toyniuss
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Reliability Statistics

Cronbach's

Alpha

N of Items

.981 21

Iltem-Total Statistics

Scale Mean if ltem | Scale Variance if Corrected Item- | Cronbach's Alpha if
Deleted [tem Deleted Total Correlation Item Deleted
VAROOO0O1 93.2727 77.732 .880 .980
VARO0002 93.2727 77.732 .880 .980
VARO0003 93.3636 78.528 .755 .981
VARO0004 93.2727 77.732 .880 .980
VAROO005 93.1818 80.727 571 .982
VARO0006 93.2727 77.541 .659 .983
VARO00Q7 93.1818 77.680 .961 .980
VARO0008 93.1818 80.537 .595 .982
VARO0009 93.2727 78.303 811 .981
VARO0010 93.1818 77.680 .961 .980
VAROOO11 93.1818 77.680 .961 .980
VARO0012 93.1818 77.680 .961 .980
VARO0013 93.1818 77.680 .961 .980
VARO0O014 93.2727 77.732 .880 .980
VARO0O015 93.2727 77.732 .880 .980
VARO0016 93.3636 78.338 777 .981
VAROOO17 93.3636 72.623 .905 .981
VAROOO018 93.2727 78.494 .788 .981
VARO0019 93.1818 77.680 .961 .980
VARO0020 93.2727 74.684 .923 .980
VARO0021 93.1818 77.680 .961 .980

ArPNIEaNIaLUUaaUa NLTNIede SATAINIEeINIBILULAIUNINTENGN .980-.983
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