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Aufianela (satisfaction) Wuviruaiduuusssy liawnsaveafiudugussld
1157519815107 yanafinuiianalanialy ausadanalagnisuanioandineudi
adudutou 3adunseniiazinrufianelalaense uianunsadaldlaevisdeu Tnanisin
mmﬁmﬁmammama’wﬁu LLazmmammmﬁmLﬁuﬁ?u%éfaamqﬁummﬁﬁﬂﬁuﬁﬁﬁq
ansoinaufieelatuld

AUNUNYVDIANUNIND 1D

Auanela (Satisfaction) muwauirynsuatusiviudineaniu w.a.2542
(s1URnganu, 2542 : 775) na1atiin aruianela vunede wala vaula wazuinwen
Hue fie wneds as dadudgienierdu was we wuneds wihiideans Wuanudesnis
arwfiswslatuiafuimuafideunusssy Seliamsoveatiudusuild nsuanseanis
anufianelatureudrsitavadududeu uiegnalsiniy Reusnldinisiannudfianelalag
ms¥arufniuresynna eldTgna MR Lmevesesfiawelaly dedl

Fawas (Silmer, 1984, 230 919dslu Useninsal gsuan 2544, w1 9) na1alidn
mmﬁawa‘lmLﬁusxé’u%umaummifﬁﬂiumqmﬂvﬁamwaumamuﬁﬁé’ﬂwmwm6] 9 DY
suanuiildsunounine MsInsEuLuLazALETUSTULEUTILY

Strauss (1980 81sfislu Wieyua Peudl 2544, nin 7) Il uvuneauieawelali
11 enwdfisnelanuedeauddnnelalucufiviwasdulafiasufiaaudulivasg

[y

noUsrasdvosasdng auaridnnelalunuiihilonuiulfnausslosiisnuinguassu
300 Feaunsaneuaussaufesnsiuguvonald

qu18 Teadssal (2550:9-10)lagumnuningves Auianaladn vunedia Ausan
v3elanARvesyAnadiinenudeanis nsieulunisuaniiiesinliyaaaiinniiuidn
ns¥feTedu sulufazvhanilvidaann SussdvBamuazUsyansnaveanaiamulilszay
nad59 wazilulumudmungvetosdnis Usslevunouwnunieinguazniedning) vinli
naudsnnuianelafifsonisuinislrout adufrumealulad anuil vuadise wineug

T9UsSN1S sEUUU kazNISAUSANg



e uhatan (2549: 9) léaguaruieneladn eufiawela Wunisuansnddnd
Tadudivesamizyana Tunsnevaussnudeanisludiuiiviamely duadunamaniads
s1e AAendos lnetldumaniuannsaausinudesnisvesyanaiis masnenie wazdala
imnzay Wunsuansoanuesyanafiosidendfiflufenssudus

aedns quanu (2546: 14) leaguin mnufleeladuanuidndilveddadamia 3
Fulldimaninuasnsau widilelafidsduamnsoneuaussmudesnisvideriliusg
anngld fazifnauddnniauan udlumansafuty adaasisanuidnianiall
Ussaeayaine AegvhliAnenuddnnsauluenuddnlifianela

93303 (2546: 29) laasuin auieanale vuneda Airuainsaszauauianely
YBIYARAFDNINTTUFAN FeavouliiiuisUsyansamuesionssutuyg Immﬁmmﬁu%m
(ERUEETH AfinnazUsraunisaifudasyanalddy sedvvasanufimelassiniudle
ﬂaﬂsimuuﬂ anasonpUALIA TR LAy ARREULH

Feaenndoafiu giivwssar gnla (2545:7) nanvdn awianela maneds Aauidn
vieirundvesyanaiiilse dsladmildagervzidululudassdiua 1innuidnnie
fiauedsodmiddatuiullunmauinienisay

lwyad 9ra3eu (2516. i1 146-147 81989970 UTW1 USIAT 2544. nii 28) La
nanfierunugvesauianelaaguladn “arufianele” Wuaudesnisymiesenedl
musunsdluiiyaaalunissifanssy dWeauesnudesnismeiienie WunaiiliAn
mnufimelandrazidndesnisarusiung Yaensds eyaraldsunisnovaussnnudesns
yasensuazaufesnsLuAdyaraasinaLnRunn Ul duTlseu syl
aududumilsveangy

nauvanedasy auladianuiianely vuneds anuidn deuaidiuyanase
AaNssus19Y wanseanlnen 15U sduAiaIuINLaENay Wy a1emn fma Anwae
Vi s Lm‘wummnNwaiwmmaammumLmuﬂuim ﬂiuﬂiﬁvwmiu'imﬁﬂiwmsnu
biiinmauaznan 1757 gissannnu uilvsadeu nqVNY Funousngg Aiflanudat
ddou Waanudauansn wasrinugenag uidwihifludunisliuimaunussev
wazUgninandnvesnisiludlviuinig dn1suszidiunazinnIunadnuausIyaainsegi
adane asawiy Mada wasvimuafveadmifiiieliussysuAnanufioneladionsu
UINIS

asAUsZNaUVRIANUNINGla

InAtud wvzAUd, I9iad Jullnnde wazgsna Lueus (2542, 919dalul1udn
ysauaunn. 2548 : 27) linandnesdusznevvesanuiisnslalunisuinis Wuaruiiawels
SLUﬂ’l'i‘U%ﬂ’ﬁﬁlLﬁﬂ%ﬂﬂﬂ58‘U’Jumiua‘ﬁm’i’izwj’mﬁﬁuq‘iﬂ’ﬁLLaw:J:‘%JUU%ﬂ’ﬁ Junaenissus
uazUszifiununmaeansunisludsigiuuinmsaanisimseyldsuuasaedigiuuing
I¢¥uassanmsuinmisluisiazaniumsalnisuimavils Geszdvvesnidfianslasialingd
fuuuslumudanafuandnefuld Hedanufimelalumsuinisusznaude
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v Y =

1. shumssuiaaunmusmdndasiusns g3uuinsessusinndnsasiuinsilesus
Snuarmuiusedyreatiansuinsuiazussinnaufiasasnduinntesdiodn

2. AMUMTTUIAMAMYBINITUINALBUINT HTUUTNNSAETuTiTiamsdiauauinis
Tupszurumsuinisvesgliuinmsinnumunzanundeaiiiesds lidrasduanuazanly
nsd1dauinis weRnssunsuanseanvesnshiuInsmuunuImmiiwazufAseanas
pevauBINIsUINsvesilruInissedfuuimslusnuauiuiinve useiu nsldnude
aumneuaznsUTRnlunsliusns davaniidedesnisnisarsmnuiimelaliis
andselusiinueansuinisiusiage

AMUNIWalIYaFUUINIS

wsundin (PharmaNet, 1.U.4.) na1371 gliuinmsnnusznn liinasgnseienau
sefigantsfinzaiunnufionolagean Tiiudsuuinmsdaefuisdu Jagtussdnsduiingh
Tan 9ziinideiiieUseidiu seduaufisnelavosdiuuinised1eaieds uazseiiles iile
tunuiuussmsuinsliBaqiu gaanudfeiidduansvesesdnsduly wondnadnis
U3n13 MnAueeiivszaun1sallunisiiusnisuiuas wisswsonvaginlioan mselinimms
U3n15indunuees wiinaudruems wineulsusy winnulnsdnd wientdnaueie
wszdaTusnsfueuluer@nmiadu ﬁgﬂﬁmué”s MsUsnsuMIneds nsnserinlag e
pevALBINLAeINTYeIIY JuduFesesauassdie Ao fliuins wazdFuuinig e
nanfanslruimsluanuduiusmadny 19y weusdugn viesewinadieu flsuinsg
a’mhiaﬂﬁ]mmﬁawai%mﬁ%’w%mi woilunisliuinisnsendniy aufiswelagegaues
A5uusnig Wu manedrdny ey mm1ﬂm'ﬂmwusmﬁmmqﬂummmaqmwLm 259
wonfummgusiniy faifu n1siieeudesnisfiurtade Fuduisddny Adeamlild e
Tousnnstiu aiwmquwdquaq@

lsuaumes waglwslaan (Rylander and Provost, 2006) lanantswaveunalulad
senuiianelavesgndn lnsludlagugliuinsdrulngjinasianmaluladlunisgua
anA1 wulvgnAindenrumalngdui ieliflsgasidenanmuduiindewednns
nevsngLaunsinsdmineiasiuly feunedienartilignéBeianulamelanindu n1sil
fluinisorfomaluladlunisquaniudfismelovesgndn Wosanuiauaausuuszanaly
mMsfduns vilidesirdndauninny Ssaumgmdnusynsuilsiilsignlifionela
fio aanisiadedearsiuntdnauidmind fuuisdgdmsuglauinste arsdam
wiine/Admihiiifinsanansalunsiiduausdledgmensy fenafiannnisliuinig
wihlfgninAnanudnduarlduinsedwieillomasnly mslémaluladlunisliuinng
maduesdsativayy udldldunwmdindnauidming

anuitanelaiinainnisuseidiuanuuanaiasznindiaeniafudeilafuaiu
amunsaivils ansaAsunUadidnasananadafowndounaraniunisaifiintu i1y
MsuanseannIsensualazauiAnlunnsuInvesyanaiedmilidda \uanuidnveuds
Tndmisifunysldnuiadonlifoatestuarumaniesynaaluudazaniunisal G
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[

aufianeladuauidniuansesnuilusefuanniesls Jusgiuanuunniiswednis
Usziiudsilasuassiudaiianemdaly

uenaniaruimelavesyaealayananisazgniunaneuddnuesisasyana
TagaInn1siansannuuanaesEnitsanouLuiiiad uaiuasnanouunufiod
mnuiAninemsazlduudn dmnnaneuunuiildiuaiennnisansuwnuiioianinae
$$udenazneliineufisnelatu danrumelavzannviedesviolifinelaty Juegiu
ANULFATTINVDINANBULINY (83231 AuaY, 2545)

nsdnanuiiswelafifiionisuins

adian Yol (2541) nd1inanuitaneladifddenisldusnisenintunielldy
Aol TanfsdnyurYeInTliuINITredeAns Usenauduseduanuidnues 13y
Uinsvesusazyana winaziaaufianelalunislduinisanunsarildvaneds dil wu
nslduuuasunn MsdUNYal kan1TEUNG

1. mslduuvasuay duduisnsidesldtuunsvarsisvils Tnensvenimsauile
NNNEUYARATIFEINT annsauaninuAndivaslunuuefudifmusdneulilfidenaey
vidoidusmeudasy wu dnwagueansliuinns anuilviuins yeansilvuinns s

2. Mmsdunnwal \uIBnsiidesefomadanazautingfivwesfduntvaiiios
ydlaliifgndunivalneumaulvinsaiudomanss

3. N15HANA Lﬁu'i%mié’aLﬂmmﬂwqaﬂiimﬁy’qﬁauuﬁw%mi YULTUUINNT Lay
nasannsleuUinsudd Wy nMsdanniteime nsye dnth uagAuAYeINTI
vefunsuinis iudu {ideazdenszviednstedanasinvuunuiutiueu (s &1,
2545)

nsfanufienelatu yyiFes 1asfad (2529) Idlimssrusfeatudosiin faund
vi3enadiduuiusssy Wumsuanseendeutdudeou Sudunisondiazin vimuadls
Tnenss wiimannsafineavirunildlaedoulasiamudnifuresyans anduuny azdu
msfannufinelafifveundisndade e1afinrunanedouiniu dyanaud iuuans
arwAaiulinsstueudaniiuiats Ssaunaandeumeaniton ntulfidusssumaes
ms¥alaeiiag T

AnuianelalunisusmsiinudiAgaenisanfuanuuimsivaunsaduliedned
UsyAnEnn dednuaeitiluiided

1. awdianelaifunisuansesnnisensusl wazanuddnlunauanvesyanasiods
wilsdsln yanadidudosufduiusivaandouseui nsnouaussnufesnsdILYARA
shemslineufiuynnadu uavdsine luiinuszdu vilisazauiiuszaunsalnsiFoud
Aefiazlisumsuumuuanareiuly Tuaniumsainmsuimsidusuiionfuyanaiunansd
vangegafeIfunsuins iinesdulssianvesnisuinisvienunmeanisuinig as
Uszaunsalfilasuanmsduiauiniseineg maidulumueanudesnisvesiuuing Tnevi
TFuUsnslesuasimanisfidgeunelianeuidniipuas el
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2. mrwdianelafinanmsussiiuaauanssseinadeiiaanTaiuaailasuaidu
anumssiuimsneuRUszTuazanldUIng

NLWIARGINaNTIFUNerazUlaI “aruiianela” Wunisuananiuidnile
fufvesanzyanalunsnouaussmudeinsludmivianell Fadunamainiadesiis
q fiietes Tnsthdemaiuannsoaussanudesnisvesyaraimsuniowasdnlald
Y FREREY LLazLi“jJumSLLamaaﬂmawqaﬂﬁmamﬂﬂaﬁ%Lﬁ@ﬂﬂﬁﬁﬁiuﬁaﬂssuﬁuS]

3. uuIRALAZNERRaUNSTRUINS

nslituinng Wunihimdnddglunisuimsauluniads Tnslemzauiiazdesiing
Andeduiusiuuszvvulagnss lnswhsnuuagiimhigliuinisiniilunisdesens
U313 (Delivery Service) HLARFUUINIT NE9AD AMAIUITENITHINVBINITUINITNUSTAR
favafie mMsufoReudensliuimsiinelifnanufioneladsdidnuedify 5 Ussns
fg

nslusNsedIaIBuAY (Equivalent Service)

N3l Nseg1esIALS LA (Timely Service)

nslusnsegaieane (Ample Service)

msliusniseessieiiles (Continuous Service)

NNSIAUIN19881971I1U0 (Progressive Service) (John D. Millett, 1951)

AUNNIYYDINITUINTT

sUudinanIu (2530:295) lalianunangvedrdn “usnns” 11 juRsuldla
AUAAINANE NITUTNITIUATBISINGuAB Service nuwlls Manseyifilduluiiteliaiu
| A @ ¢ 1w Y} a wva v | va oA aa
Hewdodulsslevidedpuludnuvasveimnisuimeanuenlald Inaga sugu Tlun3dn

F99199805U1EANUNUNIIINWAALAITNYT (ATened Wwhndsednd, auamlusuusnis:

[

2538) lanadl

1.5 Smile & Sympathy Bunfuusulauazienlald

2.E  Early Response & Equity 13723 uausseghsiianuanenia

3.R  Responsibility & Respectful dilnFulinyeunaziudieliesigna

4.V Voluntary manner uauusn1ssglaaiing

5.1 Image Enhancing & Integrity LﬁaLa'%umwmﬂéuaqaaﬁmiLLazLﬁa@mﬁsiu
AUEIIN

6.C  Courtesy {Wulinsiaileienlald
7.E  Enthusiasm Jeslinsziesesy
dmsunnAaneItunsuInsusemsiiuins Iaslgiiaumanglinadl
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Kotler (1994 : p. 464-468) n@1731 N15UINT yanefis Anssundeufinaslae 7
nauyaranisliannsadauslidnngumils Jududsiliansadudoslduaglilddsmanes
aradudweddda ainisnssidnanenersaviolismeg fuaudidsauld

awnunay (FUuN yyalsny, 2543 1 ni1 23; 91989910 Stanton. 1981.
Fundamentals of Marketing. p. 441) ldaereeailidnauddulumumaneiiiinisuinis
vneda Aanssunsenauselewilag fianunsanevaussenudosnsiiiaanufionels fu
dnwauzamzivesiuesiidudoslilfuaghidnduiesnuegiunmsneaudmiouinisle
msliinsenvasieadetunsliviolldaumitidmuudlalliuansanuduivesdud

nTeusd (U ysyalsmu, 2543 : 1 22 ; 81989970 Gronroos. 1990. Service
Management and Marketing. p. 27) ldag18a3u@131 U3N1s nuneds Aanssundande
Aunssumaneedeiifidnuagliinn Judedildddaeilulisududomnnsdfinatuain
nsuduiussenitgnardiuntdnauusnisvsegnafuuseinandus viegnaAiuseuy
yosslruinsiiledalifletaenounans Jymvosgnii

athust yaalsan (2543 : w1 22) na1a91 “msuIns” maneds AansamieFoyn
Y03 Anssumansesuiiintunmsufduiusiuyaraiogunsniogndlnotamis ety
anAinAUiianela

anA9 303535y (2541 - i 116) na1ndn 9uuinag Ae uilifdnududalals
wianusaaseaunelalunInevaueInNRINTUeUsLaA viverldlunaingsiale

uINedogluiosssunssne (2530 : wied 1-7) IAuminevesszuuu3nng
(Service Systems) Mun8de N138AIMUUTLNUNNTANTUA19A199 Tududiagliuinisd
POUALBIANNABINTITIBIYARATIINTUUINS Tunsdanissruuuimsasiolnl axiiuniy
Fosnsvasgninuazauduiusiugnalunsruiunsdnnisuinns vesyransfiuf Ry
33 anmuwandeuuazAsdmisauazain fwndued sst inaruduiavieduimaives
NSUINITAINAT?

M3U3NNS mneds Aanssmtenszuiumssuiumsedndaegnmiadunisde
NaukuiuIuNTI1eY YesantumsAnulunisnouausinmfeInIsve AR
maviauagiliiAnaufisnelavesyanadisniuuinig

wenanil Service faflAnunuedug faeiu Satisfaction @19Ar1uianela
Expectation Wuldnuaanun1nnds Reliablitity \esuld Value deiivinduiiusslow
Information lsifeyatniansiignios Competence U3NsoE1samNIATEIMRY Electronics
Tszuudidnnsefindteliazninriniity

NNuIARdInatsiuasUliin nsuing fie Aanssurienuitlifdnuuasdusd
Laile! usansnsnassmnufiswelalvifuguslnald dedudiferfuuinisiidnuasiiunnsis
Mndudily Aensiadulateuinisastuegiuaailindavesgndn uduiiidudes
Lild msndnnaznisuilaauinisasiatulunanfisriurdelndifesiu liawnsofmuald
wrnewAuinuaum il warliansauansanududives



14

ANUUZIANIZYBINUUINNG

suuEnsdidnvusans fuiolud

1. le5uanunelanselunela AveiAnaiuidnluriudl sruuinisilunuliaiy
Pemieuazssanuazann dudledfuuinslisunsausmeunssmum LN
zuansoonienuiandia wilumsnduiudlildfuanumelafasiinn1uidnlumsilais
sorlviumsuazosdnsilruInsluiudiguiu

2. navean1suinnintuldnasaaiazulsnaldsanis suvinisdufunay
fudunisidlunnune feluneudy viunasuagluneuine msgldfidesifninnzsos
Trusmsiemglunamilanaile

3. navesuimadenlodlufanuuaresdng suusnisaienusluiuivlasuuing
FeamnsoudnvAsudumannmsliuinisléidundiuagln oraasusnaainnisliuinig
IislundRuaslaid

4. fiananaudrvavesiedduiifissudussimiaiulinela nsusnisiinanaia
unmsedliannsaazidsunmddnvesiuuinslyinduindld uenainidunisanainmels
fiAntulétionas

5. afeviAuAfisiouAna 9IANIKALRIANITIABEIININ NITUSNITAINITDILATS
arwdAnseunieliivey filidedlviuimnieasdnsoenannueliitaandntuegiusnums
goansliusmsifundesfiosladdaunnieswitla

6. a¥anmdnuallfesdnsuarasdnaidunauiu msvimsiiifuaglifasineg
Tumumsssmeauinisegnaenly widefinisusulgauslouimsliftunnnuds uinim
flaifgsnmanndoognirfiasdanmanuaifisudnuailddoddnartuduiog U

7. mninnisunnsesaziiulddn vinsdudsdilidenisiudifledidmiddaly
auysalvdevinnnunnsesiazusnglidiuldluiuiiviule SeieaszdasziduBesuinnsl
1N

o w a

v I3 | Y a aa a A = v a
8. fﬂENﬂ’]iﬂuL‘Uua'ﬁuar]ﬂﬂ]e[,Uﬂ’]iﬁﬁqﬂUiﬂqTﬂﬂ Uﬁﬂqiﬁ]gﬂﬂiaimﬂmqﬂuaﬂLWENI@

giugliusng enldeuaiidndrdnlunisliuinisd auaisenisliusmsiuaglasunis
ﬂ a o

Jup
sidulunisliusnsuazindunueand Aszvilmaanisusnisiiduida Tunienduiu

Ugn
anlaaulufundudvirauliuinisiagwiiuianaiadaussundisenisliinuinisnaag
I~ 1%

Juldlaenn

9. audumuusndrAnlunisadraagiatenuusnis vsnsinanainuanses 1

[

Audemeuingesinsaznuitdiulvgiinainau swnsatswrasaslasuaidssenges
FUINsh uinedsuiinsnunbiuinsniidusaziowinliuinisienuninmwisliuinig
Lifdnfnuazonadetwilndedsuusnaauluila
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29AUTZNBUVBIIUUINS
nsane lusdaed (2552) IFesurefesduseneviiiadostunisiiuinisia Tdun
1. p1nsanuil lnslawizdosivosaven Usimanndumdiu fndvmidd nnelu
91A3Ting seLdousine fanunsaduadliussauiunsuldedisdaau gunsal edesile
wseslidinaisuuiifiemouasmnzaulunsiay
2. yaanns fluseAudTadutye uasduiiRnu asinuimiuausowayanny
HRaveu Wannnsliuinns S3nusns nednusnsiidndne Sisdl
2.1 yoaalwsiz duna
2.2 liiggn wigeanenu a1 visesaies
2.3 Tiayalviduuziilagnees
2.4 uilailywliyniFes
2.5 hiufasviuniusiiniudentv

(%
=]

wena1nil Usveyn vansud (2540, 919dslu Urudn. 2548 : 6) na1191 a9AUsEnau
voamsuinslined
1. anmuindou nunedia anmidludsliifedelagnsefunisuinis ue
anmwindexdidssansenuseruianvesiiniuudnmsiiddnyldua
1.1. mafumsiieuazazanlumafumanaaseveiuuinig
1.2. anudivemiaeu3nig ldud §101a15 anmuwandenvosmiouinis
anuAfuuIng desildnvazuazan mdimuizan fauninawing azenn uazaonde
saisdadssiuneanuazanliresliuinmaudduniuuing
2. MmyUszgndusiug azaglifFuuinisiAnniuiulalunsinsie vilnsteuly §
fumeunarisuiifeulunsfisdevesuuims
3. nsrUaUMIUINTg anussiivlafidvesiuuinianistusgfunssuiunsuinisi
53057 Favau dsudeu dusz@nsnm gndes TWsdla uazazein
4. ngAnssuuazIsnsuinisvesdlviuinig iussduszneuiifienuddganniigely
nsasaaudianelalunisuinis wsegSuusnisasulssaumsallagnssainnsdudanuy
flsrusnns SvdaiiRendestugliuins el
4.1 yadnnmuarnsusIngiesdliuinisldun suhmtihen dern wes
LF9NY

4.2 MIYAMALNTABUAIN NV LIUTNNT

ANMUFIAYVIINITUINIG

AanLaas (Kotler, 2000: 29) lanaidanisusaisinduianssy nausslewid wse
Anufiawelafiaussrudesnisuignn msuinsidnuard ey 4 Uszas leua

1. lafansnsadudedld (Intangibility) Usnaslalanunsadudedld sy Aonisdeamn
vanUseiuiiuansisnuninuazUssloniannnisuinig loun
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1.1 @aufl (Place) Fosanunsna¥rsnudesiuuazanuazanlidugn
fAinse
1.2 yana (People) wifnauiliuinmsfesudamemunzan yadnd ynad
iieliignéniAnmnudseiiulanaziinanudesiuinuinisasfice
1.3 \a30sile (Equipment) 1a3paile gUnsalfifeataanisnisuinisdead
Usgansnmliuinislaegnesings uazgnanfiaauiionels
14 ijaq?iami (Communication material) #olaiwn wazionasiiianis
Tawansingg desaenadesfiudnuazveinisuimsiiauesiegnin wazaenndosiudnuny
YDIGNANEY
1.5 &ydnwal (Symbols) Fo w3 ey axduildlunisuinisses
domnumngladaau guilanGonlignses
1.6 911 (Price) N1sivuaTIAIAIsIENzaNAUsEAUNSIRUINIT wagd1ese
MsTUURTEFUUINSTLANGNS
2. lalanunsautausnnsiiu3nis (nseparability) msliusmsifuanisuanuaznis
uilnaluvazifentu fuioudazeazdidnvaziamzdwdoendnualiliannsaliaudy
Uimaunuld wnedomdnuasuslaalunaifeatu dilinsuinisgnitduiidediialudes
138
3. lalutiueu (Variability) dnwaizesmsuinisliuiuou Juegiuigliuinisasdu
Tas agluinmsidlela il egils
8. Tlannsauiu3le (Perishability) usnislaianunsaviv il miloududaug fofy
fnanwazAasenslkueuli Anlgyvivseusnishiviu vse lillgnAnla
uonINi AenLaes (Kotler, 2000: 436) Hldadursfsuitddyvenisuinisd 3
Usens taun
1. N15UTMITANNUANAIINAKYS (Managing competitive differentiation) 414
MsnaneIdlinunis deddyfe avdesilindadusiunnaaninauds ulasduniseinty
N3a519U3NSIAIUAIALLANATY wedNTaYIlIAIEANAINNITUINIS (Service quality)
wazdndaniefiddnie mssnuszdunsliuinsivileniiguds Tnefesausnunimnns
Uinseuiignanlamanialy fliusnsdesinnmsideiiielimsuisdsiignéndesnis(What)
PananTignAndiosnIs(When) aauilfignAngiosnis(Where) uazsUnuunisuinisiifiosnis
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