
d 
1J'Yl'Yl 5 

nTJ~n'l!l-1 L~e:J-1 "flrnflTrmTJ 1~111nTJ~ii~~!ii e:Jn1::111unT'j·i~ ~uh 1i111n 111iU 1 f111 q • 

mm1~-1 Lf111::~ ~"ll1~'Mrn1~n" ii1~n 1.h:: ~_, flb ~ e:J~n 'l!l-11:: i 11 f1 11 :JJ~ ~ L ~ Uf'l nt111vm11 
q q q 

1~111m11iU1fl11e:J1m1~-1Lf111::~ ~"ll1~'Mrn1~n LL~::L ~e:J~n'M1f'lrnfl1vm 111 ~111n11~ ii ~ ~ 
q q 

liie:Jn1::111Um1i~~uhL~e:Jn 1i111n111i'l-nm1e:J1f111~-1 Lf111::~ ~1"ll1~'Mrnhn ii"ll e:J11 L"ll ~ 
q 

m1~n'M1f111:JJ~~L ~un~mrr11 111n 11 lfU1 f111 e:J1 f111~-1 L f111::~ ~1"ll 1~ 'Mrn T ~n rh n11 
q ~ q 

1 Lfl11::~"1Jm~n~:JJi1 e:Jci1-1"1i1U1U 393 11 f..l T~ r.J1 i Lb11 11 ~e:J11 bl1 :JJ L tJ UL f)~ e:J-1 ~f) 1 Un11L n 11 q 

111111 :JJi e:J:JJ~LL~::unmiLf111::'V11wn1-1~i1~hn ~hf e:J r.J ~:: ~ 1 L u~ r.J th udj r.J _, L 11 u:JJ 1 ~ 1:jj1 u 
~ ~ 

.. 4 .t.,t Lb~::m11Lf111::'VI n ~ n e:J f..l b ~ -1 Vol 'VI (Multiple Regression Analysis) n11f'ln 'l!l-1 f11 -1 1-1.~1 1111n q .. 
~111~~m1e:Jih.h1mL~::iiim~umLu:: i-1it q 

~mu::ll1l'l~:JJ1~LL~1 iie:J1m::wh-1 30 - 39 lJ 1111m1~n'M11::i11111ruru1~'1 1.h::n e:J11 e:J1.:nl'l 
q ~ ~ 

i111"1fn11/ l'lUm1Uf:jji~'VIrh ii11r.JL~LU~r.J!iie:JL~e:JU 15,001 - 30,000 11TY1 LL~::ti1u1mu1i 
d ~ 

n11l~f'lrnfl1v.l 5 ~1U ~e:J ~1Uf111:JJLUU11J1i11:JJ"lle:J-1111m1 (Tangibles) ~lUf111:JJUlL~e:Jne:J q ~ 

11L1JL~ (Reliabilities) ~1Un11~e:J11~Ue:J-1!iiu~mi1 (Responsiveness) ~1Um11~m1:JJL~e:J~u 
~ 

mi~mi1 (Assurance) ~11-1.n11fimL~::Li1h~mi1 (Empathy) ~1UL~i1 ~Li111n111iU1f111 ~ 'IJ ~ q ~ 

e:J1m1~-1Lf111::~ ~1"ll1~'Mrnhn Li1u1'VIru1~f111:JJ~~L ~u!iie:Jf'l rnn1l'lm11 ~111 n 11rf-1 5 ~1 u 
q ~ q 

~~lLU~£J 4. 03 PJ d1u1::i11 mn 6ft_, ~m1n~1tJT~ £J LL£JnLLiii~::~1u 1~i_,d' 
~ q 

1. ~1Uf111:JJLUU1Uli11:JJ"1J e:J-1 111m1 (Tangibles) l'l11i 1 ~f11 111 n 111iU 1 f111 e:J1 f111 
'IJ ~ 

~-1bf111::~ ~"1J1~'Mrn1~n iim1:JJ~~L~U~1Um1:JJLUU1Uli11:JJ"lle:J-1111n11 (Tangibles) 1u 
q 'IJ 

1::i11111n ~~1LU~£J11:JJ 4.01 i11Ji£J~ii~1bU~£J11:JJ:JJ1n~~~ n11111n11111nv.lUn-1lU1iU1f111 
q 

~iif111:JJL ~f..l1"1f1lli ii~1 LU~f..l 4.05 1e:J-1~-1:JJ1~ e:J e:JUn1rnLb~::Lf'l~e:J-1 1ithun-11Uiif111 :JJ '1'1 U~aJ £J ~ q 
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ii~1 LU~f.l 4.04 hw ii~-:J eJTU.1 £Jf11111~:::~r"Jm Vl f.l-:JVHJ~n~fu Cln~1 ii ~ 1 L u ~ £J 4.02 LLCl:::: ii ih £J 
'IJ 

~1tJ-iJ tlf11111U-:JU t1n.ff U<il e:ru.m11iu1n11"lflil L';JU iifi1 LU~f.l 3.94 

2. cil1 u f11 111U.1 b ~tl ii t1 i. 1L ';1 i.cil (Reliability) ~u i1 ~fu u 1n111iU 1 f111 tl1 fl11 
'IJ 

~" Lfl11::::-J ~"ll1~1!tru1Cln iif11111fl'il L ~ucil1ufl1111U.1 L ~tJn tJL1L';J i.cil1 u 1:::: i u 111 n ~ ~ 1 L u~ £J • 
1111 4.04 ihi£J~ii~1bU~f.l1111111n~ ~<il ~tlm11iu1n11"ll tJ-:J ~un -:J1 uii fl1111U1 b ~ t1 ii t1 ii • 
~1bU~£J 4.09 1tJ-:JCl-:J111~tJ m11iu1n11"lltJ-:J~un-:J1ulJ11-:Jhi.cil ii~1LU~£J 4.07 n111i 

f11tJ1n:!!t1iifl1111rmciltJ-:Ju~u£11 ii~1LU~£J 4.05 u1m1~iim<il1~1UL~£J1num.h-:J~~1 L ~:IJ t1 ii 
'IJ ~ 

~1LU~£J 4.02 Lbel::::~un-:J1u1iu1m1Cln~Trmrhu1u:IJ1<i11~1u.L~£J1nu ii~1LU~£J 3.97 
'IJ • .. 

3. cil1Unl1<iltl1J ~UtJ-:J~t1Cln~1 (Responsiveness) ~1Ji1fJfuu1n111iU1 fl11tl1f111 
'IJ 'IJ 

~-:J bfl11::::-J ~1"1J1~1!tnt1Cln iifl1111fl'il b ~UciJ1U<il tl'lJ ~Utl-:J fl 1111 ~ tl-:J n11 fl 11 :1J ~ -:J ~ Ub Wj :1J h 1 U 
• • 

m11iu1"m1 m.i1u1::::iumn ~~1LU~f.l11:1J 4.00 U';li£J~ii~1bU~£J11:1J111n~~<il~ t1 ~unJ1U 
'IJ • 

iifl11:1J~ftJ11Lbel:::LWi11 h 1iu1m1mh~11tl ii~1LU~£J 4.07 1tl-:Jel-:J111~tl ~fuu1n11 i.cilfu "1 1 :IJ 
'IJ 'IJ 

~::::'il1n1um11iu1m1 ii~1bU~£J 4.06 fJfuu1m1~1111m-iJ1n-:Jm1u1m1i.cil~1£J ii~1LU~£J~ 
'IJ 

3.96 bLCl:::limm1ii1::::uum11iu1m1~11'ilL~h ii~1LU~£J 3.89 

4. cil1um11ifl1 1 :IJ L ~ tl~ ULL ri Cl n ~1 (Assurance) ~u i1 fJfu u1n11"ll tJJ liU1 fl11 
'IJ 'IJ 

tJ1fl11~-:Jbfl11::::-J ~"ll1~1!tru1Cln iifl11:1Jfl'i!L ~ucil1um11im111b~tJ~mLrieln ~1 1 u 1:::: i u :IJ1 n 
• 'IJ 

~~1bU~f.l1111 4.06 U';li£J~ii~1LU~ £J 1111111 n ~ ~'il ~ t1u1"n11cil 1 £J f11111 n n ~ tJ-:J LLCl ::::fn 1!t1 
• 'IJ 

fl1111~1J"lltl-:J~n~1 ii~1LU~£J 4.09 1tJ-:JCl-:J111~tJ ~un-:J1u1iu1m1cil1£Jn1m:IJ11£J1'YI~~ i-:JLL~ 'IJ 

flf-:JLL1n~1iu1m1 ii~1LU~f.J 4.07 ~Um1u~ftJ:IJ1if11tJ1n:!!t1cil'1 f.Jfl11:1JbWi11 h L~b~tl n tJ fi u~ 
iifi1LU~f.J~ 4.06 bLCl::::~Un-:J1Uiifl11:1JfLLCl::::L-iJ1 hm1u1m1~~<ilrlflt~"ll tl-:JliU1fl11tJ£i1-:J i'il b ';) U 

'IJ 

rh1itn'ilm1:1Jb~tJ~u1um11iu1m1 ii~1LU~£J 4.02 

5. cil1Um1fimLI!l::::L-iJ1hCln~1 (Empathy) ~Ui1~1uu1m11iU1m1tJ1m1~JLm1::::~ 
'IJ 'IJ 'IJ 

~1"ll1~1!tru1Cln iim111fl'i!L ~ucil1Um1fimtel::::L"Jh heln~1 t1£i1u1::::iu mn ~~1LU~£J1111 4.02 
q tU cu cu 

U ';111 f.J~ iifi1 LU~f.l11 :IJ111n~ ~'il ~ tl ~Un-:J1ULWi11 h"lf1 m ~ ~ tl Cl n ~ 111 fJ 1J fl fl Cl ii ~ 1 L U~ fJ 4.08 
• 'IJ • 

1tJJCl-:J111 ~tJ~un-:J1Ub-iJ1 hm1:1J~tJ-:Jnl1"ll tJ-:JCln~1LciltJ£i1-:Ji'il L ';) u ii fi 1 LU~ u 4.07 ~un-:J1 u 
'IJ 

bL,)-:J-iJtJ11Wli11 ~11bLfieln~1'Yin'Yhu1i'YI111J t'il E..l<il1Jiifl1LU~f.J 4.03 LLCl::::~Un-:J1U'ilLLCl1Gfh i!l n ~1 
'IJ 'IJ • 'IJ 'IJ 

11E.J1Jflflel iifi1Lu~u 3.98 m~::::~un-:J1u1iu1m11u-ri1-:JL 1 l!l1~Cln~1~::::mn 1iu1m1 iifi1Lu~ u 
• 'IJ 

d 
'YI 3.97 

l?lfl'l-1.~ 3 ~ 113J A 1?1 t ~ '"~ 1 '"n,.:: 'lJ 1U n 1'H?ll?l ~'" 1-u t a f) n '11fu;. n 1'i fi'l-1.1 ~ 1,. 

fl1~11"if\IL~1"1::~ if1~1Yntmt~n ii 5 .ffu<iltJU~tJ n11fuffl11:1J~t1-:Jn11 (Need 
• 'IJ 

Recognition) m1~U~1-irt1:1Jel (Information Search) n11tJ 1:::: dJU'YI1-:J L ~ Eln (Evaluation of 
'IJ 

Alternatives) m1i'il~uhL ~ Eln 1iu1n11 (Purchase Decision) LLCl::::~q ~ n1111~ tr-:J n111i 
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u1m1 (Post Purchase Behavior) ~1tlL~i1 ~fuu1m1LL~<l'h'I'11111~Cill~U.~ie::m1::::u1u.n11 
, 'IJ 

i'il~u.h L~em 1iu1m11iU.1m1u1m1~\IL'111::::l-f ~1'1J1~Mrnt~n 1u. 1::::i u '111 11 ~'ill~ u.111 n ~ , 
fl1LU~E.J1111 4.09 ~\1~1111b1~1tln1::::1J1U.m1i'il~u.hl.~i-rd , 

1. m1fufm111~u\lm1 (Need Recognition) Vl1Ji1m1fuf'11111~fl\ln11 111J E.J11 11 
'IJ 'IJ 

mi1u.1::::iumn ~fi1LU~E.J1111 4.26 L~e:JlL'111::::l-fdju.11E.J"liu'rllJi1 "liu~iifi1LU~E.J1111mn~ ~'il 
'IJ , 

' ' ' .cS at a ~ a, a..o .ct, or:::~ ~ at "" 

'le:J 11'11111l"ll"E..I1"1l"1ill'i11'U.'Yle:JE..Ifl1~E.J 11'11LU~E.J 4.37 1e:J\I~\1111'1e:J 11'11111'V1~1n'V1~1E..I'i11'U. .., 'IJ 

~u.L~u~m.iu1iE.J (~f1.J/ tlfutl1.J/ ~mf1u. iu.J"ll"'il utln1rn/ l.tinuu.) iifi1LU~E.J 4.35 'il111 
<u q q It 

~1 E.Jii eJI3111'il umtf E.J~ L 'VI 111::::~11 iifi1LU~E.J 4.32 n~::::m111a-::::11J1n ~u 1 E.J ~ 1 u...ff U.l31 eJ u./ L~ eJ u. I. 'lJ 

m1 1iu1m1~1U.~U.L ~ml~::::L~u.c..hn iifi1LU~E.J 4.01 

2. n11~'U.'VI1"liu11~ (Information Search) Vl1Ji1m1~'U.'VI1"liu11~ 111JE..Id111e:J£.J1u.1::::iu 
'IJ 'IJ 'IJ 

mn iifi1Lu~ E.J11 11u£.J~ 3.88 L~ui L'111::::l-fdJu.11 E.J"li u'rlui 1 "li e:J~ ii fi 1L u~ E.J 11 11111 n ~ ~'il ~ eJ 
'IJ , 

l.~fu"liu11~-.u1n~n~11iU.1m1~L'lE.J1iu1m1 iifi1LU~E.J 4.09 1e:J\I~.Jm~u l.~fu"liu11~"li11~11 
'IJ 'IJ 'IJ 

"oil1n'rlun.J1U.liU.1m1 1'iltJ 1311\1 iifi1LU~ E.J 4.03 l.~fu "li u 11 ~111 n ~e:J 1 6JJ Mrn 11 'Yl 1'1'1 ~ u /'Yl1 \1 ~e:J 
'IJ 

uuu.l.~u iifi1LU~tJ 3.59 LL~::::I.~fu"liu11~-.u1nm1tl1::::"1l"1ff11~u.ii'YlE.J/ 1biLLvl/ Event/ uunu'Yl 
'IJ , 'IJ 

iifi1LU~E.J 3.58 

3. n11U1::::LiJU.'Yl1\IL~un (Evaluation of Alternatives) VllJ';hn11U1::::LiJU.'Yl1\IL~e:Jn 

TCil m1 11urJ1u.1::::~mnn iifi1Lu~ E.J11 :~.mrJ~ 4.15 L~ui L'111::::l-fdj u.11 E.J"li u'rlui1 "li u~ iifi1 L u~ E.J 
'IJ 'IJ 

1111111n~~'il~e:J ~1u.C-J~131nrnon L"riu. 5m111Jumifm~u.c-hnt eJI3111'il un Lif m~u.n ii C-J~~ un11 
, 'IJ 

i'il~u.h 1iu1m1 iifi1Lu~E.J 4.25 1e:J\I~.Jm~u ~1U.111Vl~nMrnu.Jf>i" n1ii C-J ~ ~ un11i 'il ~u. h 1i 

u1m1 iifi1LU~E.J 4.24 ~1u.m1u1m1~e:J VlUn.J1u.iim111L~E.J1"1l"1t!J~i'l.Jtl1::::'Yluh iic.J~~e:J 
m1i'il~u.h1iu1m1 iifi1LU~E.J 4.11 LL~::::~1U.n1::::1J1U.m11iu1m1~ii'11111~::::Cil1 n 11 'ilL 11 

iic.J~~um1i'il~u.h1iu1m1 iifi1m~E.J 4.01 

4. m1i'ii~U.hlt4un1iu1n11 (Purchase Decision) VllJiln11i111~U.hLt4un1i 
u1m1 t'il m1 11mllu.1::::iu'11111~111 L ~u.mn iifi1Lu~ E.J11 11 mi~ 4.14 L~ ull'111::::l-fdj u. 11 E.J "li eJ 

'IJ 'IJ 

Vl1Ji1 "liu~iifi1LU~E..11111111n~ ~Cil~e:J i11J~U.hJ-:f1 11tllJ'1dfllJ'l f1 ij fi 1LU~ E..l 4.22 1 e:J\1 ~\I :1.!1 ~ eJ , 
ii1J~U.hJL'rl11!:'111:JJ1:hdJU. iifi1LU~E.J 4.15 ii1J~U.hJ~1E..II31'U.leJ\Iiifi1LU~E.J 4.14 LL~::::i111~U.11J 
"oil1mhLm::::tb~~L'1E.Jliu1m1 iifi1LU~E.J 4.06 

'IJ 

5. Vl~~n1111'VI~\In11liu1m1 (Post Purchase Behavior) Vl1Jil'rl~~n1111'VI~.Jnl1 
1iu1m1 t111m1 :JJu£.J1·t.i.1::::iu'111:JJ~'iiL ~U.:JJln iifilLU~E.J1111urJ~ 4.06 t~EllLfi 11:::: lfdj 't.l.11 E.J 

'IJ 'IJ 

"li e:J'rl1Ji1 "li u~iifi1LU~E.J1111mn~~'il~e:J ii'11l11~.J h~11::::n~um 1iu1m18n 'lf.J1 u.uu.1 '1131 ii , 
fl1LU~E.J 4.27 1e:J.J~.Jm~u m111~\l'rluh~1U.m1u1m1u~::::n1::::u1u.m11iu1n11 ii fllLU~ E.J 

4.19 '11111~\l'rle:J hJ~1'U.C-J~I31nW.on L"lf'U. eJI3111Cile:Jnlif m'3m.hn/ eJI3111Cil umlf m'3U.rlbl~:::; lb U.::::tb 
'IJ 

WJn~u'VI1u li"li fl:I.J~tllJ lJ 'l'l~~'U.~ ~u.hJ liu1m1 iJfi1LU~ E.Jl'U.1!:ClllJ L~ E.Jltl'U.~ 4.18 LL ~:::; '111 :JJ 'IJ , 
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-;n n n11i L f111 :;'I{ f1 UI.111'V'ln1''i 1 iu1n1'Hl1 !I ~l LLlJ lJ SERVQUAL MODEL @11 !I 
q 

~!l!l~~1U 5 ~1u ~El ~1Uf1l1!JLUU1Uli11!l"lJEl~lJ'1m1 (Tangibles) ~1Uf1l1!JU1Liatia1l'1';J 
q ~ ~ 

1~ (Reliabilities) ~1Un11@1EllJ~ua~CQ)mm~1 (Responsiveness) ~1Um11if1l1!1LimJuuri 
~ 

~n~1 (Assurance) ~1Um11'imL~:::Li1h~n~1 (Empathy) t@l~1i~ii~m1iLf111:::'1{n@lf:IEl~ 
~ ~ ~ 

L ~ ~ 'V'l'VI (Multiple Regression Analysis) LL~@l~ 1 id~ u, 11 f1 ru.n1 'V'l n111 iu'1n11ij t:-1 ~CQ) El 
q q 

n1:::u1 un11i@l ~u1';J L~an 1iu1 n 111iU 1 f111 Ell f111 ~~ L f111::: 'I{ ~1"11 1 ~ Mrn t ~ n ~ ~ 1f a~~::: 
q 

60.40 (R Square =.604) ~lU~L'VI~uiln 39.60% LUU'S'Yl~'V'l~~1U~U"J Li1aiLf111:::'1{d:Ju11~ 
~1U'V'l1Jl1 

~!!!1~~1u X1 ~1Ufll1!!LUU1Uli11!l"llEl~lJ'1m1 (Tangibles) ij~1i!!U1:::~'Yl~f:l@lf:lEl~ 
q ~ ~ 

Ia.,. ,cf1 Ia.,. dc:tQ..ooQ..oo AA.d 

L'Y11nlJ .150 (Beta= .150, t-value = 2.430) !lm Sig L'Y11nlJ .016 6Jl'~!JU~~1f1qj'Y11~~f:l@l'Yl 

1:::iu 0.05 ~~~a!l11J~!l!l~~1U X1 ~1Ufll1!1LUU1Uli11!l"ll a~ u'1n11 (Tangibles) ~~ t:-J~cg) a 
q ~ ~ 

m:::u1 um1~@1 ~uh L~an 1iu'1m11iU1m1e:J1f111~~ Lf111:::'1{ ~"lll~Mrnhn 
q 

~!l!l~~1U X2 fll1!!U1 L iati a1l'h 1~ ( Reliabilities) ij ~1 i!l tJ 1:::~'Y1 fr~ @'! r1 El ~ L 'l'h n lJ 
q ~ . ' d I I Q...o d d Q,..o 0 Cl..<' AA J:li Q..oo 

.244 (Beta= .244, t-value = 3.460) !lm Sig L'Y11nu .001 :6Jl'~!JU~~1f1qj'Y11~~f:l@l'Y11:::@11J 

0.01 ~~~a!l11J~!l!l~~1U X2 f1l1!1U1Liaria1rl';J1~ (Reliabilities) ~~t:-J~CQ)an1:::1JlUn11 
q ~ 

~@'I ~u,1';J L~an 1iu'1m11iU1f111Ellf111~~ Lf111:::'1{ ~"ll1~Mrn1~n 
q 

~!l!l~~1u X3 n11@1EllJ~UeJ~CQ]a~n~1 (Responsiveness) ij~1i!ltJ1:::~'Yl~f:l@lf:le:J~ . ~ ~ 

I Q..oo dQ..oo 0 Q..oo A.C..d Q..oo d I 

L'Y11nu .120 (Beta= .120, t-value = 1.812) !JU~~1flqj'Y11~~f:l@l'Y11:::@11J 0.05 !lf11 Sig 

L'l'hnu .071 ~~1J1nn11 0.05 ~~hi~a!l1u~!l!l~;i1U X3 n11@le:Ju~ue:J~CQ]u~n~1 . ... ~ 

(Responsiveness) i.li~~t:-J~CQ]e:Jn1:::1JlUn11~@l~UhL~Eln 1iu'1m11iU1 f111El1 f111~~ L f111:::'1{ 

~"lll~Mrnt~n m.h~ijl!mhfi"'ru'Y11~~i1~~1:::iu 0.05 
q "' 

~!l!J~;i1U X4 m11if111!!Lia~u,uri~n~1 (Assurance) ij~1i!!U1:::~'Yl~f:l<ilf:le:J~ . ... ~ 

I Q...o dQ..oo 0 a.,. AA-=1 Q..oo d1 

L'Y11nlJ .075 (Beta= .075, t-value = 1.112) !JU~~1f1qj'Y11~~f:l@l'Y11:::@11J 0.05 !lf11 Sig 

L'YllrlU .267 ~~!J1nn11 0.05 ~~1li~e:J!J11J~!J!J~;i1U, X4 n111if1l1!JLie:J~ULLri~n~1 
q ~ ~ 

(Assurance) 1li~~t:-J~CQ)an1:::1JlUn11~!ll~uhL~Eln 1iu1m11iU1f111El1 f111~~ L f111 :;'I{ ~1"111 

~Mrnhn m.h~ijumhfi"'ru'Y11~~i1~~1:::iu o.o5 . "' 

~!l!l~~1u X5 m11'imL~:::Li1h~n~1 (Empathy) ij~1i!ltJ1:::~'Yl~f:l!ilf:le:Jm'l'hnu .250 
q 49 cu qJ 

c:l1 •Q...o dc:tQ..oooCL..oo c:t..c..d "-" 
(Beta= .250, t-value = 3.541) !lm Sig L'Y11nlJ .000 6Jl'~!JU~~f1qj'Y11~~f:l@l'Y11:::@11J 0.001 
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~.J£.JmJ~·wuJ:IJ~~1U Xs nTri'imu'l::b"li1h~m11 (Empathy) ~.Jt:.J~~eJn1::1J1UnT':fciW~~uh 
q "" qJ qJ 

b~an 1iu1m11iU1m1a1m1~.J bf111::~ ~"ll1~:M-ru.hn , 

Dih..l"i1lle.l anT~-~~ u 

~11n'Jvnn..h::ilh1R~D~ 1 b~ D~n'M-1"i::vllJ~'l13JRVIL~'l-I>~UUl1'Vm1"ihr 1J ~n1 'iii D-3 • • 

t:.~~m1~n:M-11::iuflru..rn~m11iu1m1"ll a.JliU1m1mm1~.J bf111::~ ~1"11 1 ~ :M-ml ~ n , ' 
~.Jiia.J,h.h::nau1um11W~f1m111~ 5 ~1u ~a~1Uf111:1JbUU11.lli11:1J"ll a.J u1n11 (Tangibles) 

' ~ 

~1Uf111:1JU1b~aiiaL1L~ L~ ( Reliabilities) ~i1un11W1 €11J ~U€1-J ~ a~n~1 (Responsiveness) 
~ 

~1Um11if111:1Jb~mYubb1i~n~1 (Assurance) ~1un11fimb~::b"li1h~n~1 (Empathy) t:-1~ 
~ ~ ~ 

m1~n:M-1~1r;h ~~ :IJ11iu1m11iU1m1mm1~.J bf111::~ ~"ll1~:M-ru.1~n ~1Ull-'1 ni bb~~ .J f1 1111 
~ ' ~ 

~~b~U~€lf1mllTVm111iu1m11u1::iumn rf.J 5 ~1u 11:1JrJ.Jihi£.J11£.J~1UL-riunu sfi.J~1u 
' 

m11if111a.Jb ~aaYuLLri ~n~1 (Assurance) ~a ~un.J1UaJf111aJ1LL~::b "li1 hm1u1m1t:.~~ ~ il ru."Yi" 
~ ~ 

"ll a.Jliu1m1m.h.Ji~L~wrh 1iLn~f111aJL~aaYu1um11 iu1n11 ~un .J1u~faa.~ 1 i ~1u1n :M-1 

~1£.Jm1a.~b~a.~h111L~anufiu~ wun.J1u1iu1m1~1 £.J n1£.J1aJ11£.J1'Yl ~ ~ <ff._, Lb~fi~.J bb 1n~1i 
u1m1 u1n11~ 1 £.J f1 11 a.~ n n ~ a.J bb~::fn :M-1 f1 11 a.~ &ru"ll €1-J ~n ~1 ii fi1 b~~ £.J ~._, n ll'Yl n ~1u 

ClJ cu '\1 q 

L iia.J~1n~un.J1U'Ylnf1uL~e-hum1a1J1aJ'VI &rn~W11m~1~1um11iu1n11~ ~ .J 1 rf._, a.J f1 n1 1 u ' ~ ~ 

n11ii~~u1m1~LUUb~f'1~1£..1 4G 1um1~1'1.J~~u1n11ridJuL~f'l (Excellent Service Mind) 

~fa:IJ1iu1n11mh.Ju1::'YluhLLri~n~1'Ylnf1u ~~'V1&rmm1~~ "~ ~u1n11~ b 11 ub ~f'l~1 £.J 4G" 
~ ' 

bb~::m1~1'1.J~~u1n11~dJub~f'l (Excellent Service Mind) eJ1.J~.J1u fi~aaJ1Wi1~1Unl1 
~ .. 

1iu1m1~~.J1rf.Ja.Jfi'n1 aJ'VI1l'Yl mtr£.Jf'l1uf11u'Yl11h~UJ (2558) ~.Jrh 1i~~a.~11 iu1n11 b n ~ 
~ 

f111aJ~.J~ah~1uda.~1n~~~ ~.J~€l~f1~u.Jnwm1~~"llu.J L~v.J~ufl (1996) n~1111n11u1n11 
• 

~~n1L11iia.~u:M-£.Ji:IJ~W!f nL11~laJ11tl"ll1f..I~U~1L~ .J1uu1m1fh-riunu n1"ll1~ ia.~ ~Uli111 w nu 
' 

~mfuu1m1.J1Uu1m1nL11Ltlu~~.Jwa1~"llu.J~mfu u1n11ii.J bbaJi1u1n11~1u~u 6J ~::::~ 
~ ~ 

Ld£.Ja.~n~1aJ f111U1bbU1~~1'VI11 (new concepts) f111:1J'i'l'VI11 (new knowledge) u1::~un11rn 
~ 

1'VI11 (new experience) ri'n:M-::1'VI11 (new skill) ll~::ri'f'IUf1~1'VI11 (new attitude) aJ11.Jful.J1.J 
' 

m~1~1um1u1m1 ~.JbUU~.Ji.h~ruu~l.Jmn~~::~::'l'iau1iL ~ uii.J f1 ru.n1w"ll €l.J.J1uu1n11 .. ~ ' 

f111aJ~n"llu.Jt:-~1iu1m1L Vi£.J.JuU1.JL~f..l1 ~1U~1Un11~u1J~Ue:J.J ~ a~n~1 (Responsiveness) 
~ ~ ~ 

~a 1:::: 1J 1J n111 iu1 n11~11 ~ b ~h WUn .J1UaJfl 11:1JW faa.~ bb~:::: b~ 11h l iu 1n11 a~ b ~:IJ a 
~ 

~fuu1m1L~fuf111:1J~::~1n 1um11iu1m1 u~::~fuu1m1~m1nL"lilii.Jm 1u1n11L~~1 £.J 
~ ~ 

aJfi1L~~m!€l£.J~~~ b iiEJ.J~1n1::1JlJliU1fl11aJ'VI~1f..l.ffu~au ~.Jm1~~1Jl.J.ffuWtaU~.J b ~ u1 iL n ~ 
• 
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fl111111<m 11 LL~:: L ~11L~11-rle.h'I'Y11~m1rh~1n1111~~~hun11 L~ u.u~:: ~u.L ~ el 1 i~~ 1111 in11 
q ~ 

L"JJlrJ~Li~ltJ~U. el1~1u. i"ll11~rJ rl<fi~l"l! (2554) n11litJflf~it~el<fifl~el~rl1J~1U.litJ"JHl~ ~11~ 
q 

flllil rl'Y11L'Ylilu.nf (2555) ~Li~n'IY1L~el~ n11~n'JY1 SERVQUAL Model rl1Jfllli1l1Vm11 
q 

u1m1"ll el~~U.1fl11l'Yl tl'Wlrn"l!rJ n1&~n'IY1~U.1 fl11l 'Y1 tJ 'Wl rn"l! tJ1 U.b "1.1 <fi ~1 b1l m ij el ~ i ~'VI 1 <fi 

W'IYrnhn 'W1Jl1 miu1m1'*1u.1'VI niih::i1Jfl1111~<fiL ~u.~ elflrn1l1'Wn111J1m1"l.. el ~ ~U.l fl11~~ 
~ qJ Ql q 

5 i1u. 1h::nelu~1r.J ~1u.m1u1m1~iu~el~L~ ~1u.m1u1m1~t1L-;Jl~ i1u.m1!i~~u.L~11h 
• 

1iu1m1 i1U.n111J1n11~ b ~ el~ U. LL~:: i1U.n11111n11~ L ell h 1ci- el tJ1 U.":i:: iu 111 n bb~:: rJ~ 
~ 

~el<fifl~el~nu~1u.iitJ"llel~ i11~f<fiu 'VI~~'Ylel~ (2555) ~1i~n'IY1L~el~ fl1111fl1<fi'VI1~u~::n11 

fui'flrnnTvm111iu1m1 ~U.1fl11eJ11elel11~u. ~"ll1l"1!1'W~ r.J ~n11~n 'IY1 'WU 11 t:-J1iu1n11 
~ . ~ 

'*1u.1'VIru1iu1m1i1u.L~u.~.hn t:-JLiu1m1iifl1111fl1<fi'VIl~LL~::m1fui'flrnn1'Wm11iu1m1~~ 
Ql Ill cu q 

5 i1u. t<fit11111EJci1u.1::iu111n 
~ 

a,.. 6'i.J d d ~ 'J i.; A. d .ct; I 

~1n'JIP1m.h:::tl\1~'7ltl't1 2 L'Vi tl!Pln'l~t1~nL1l1VinTHVIU"inT:i't13JeH~ @I tl n ":i::: U'l\.l.n 1'i • • 
Gl'~i"t~Lat~n1iu~n1":iB\.1.1~1":iD1~1"itl\IL~":i1:::vf tl1'711V.M-m.Liiln 

• 
fllli1l1'Wm11iu1m1ru1fl11mm":i~~Lfl11::lf ~l"lnW'!Yrnt~n ~EJ ~1 U.fl1111l tJ u.nhi1111 . . ~ 

"llel~u1m1 (Tangibles) i1U.fl1111U1L~EJiiellJl-;JLi (Reliabilities) i1U.n11<fiel1J~U.el~~el~mh 
~ 

(Responsiveness) ~1U.m11ifl1111b~el~u.mi~m11 (Assurance) i1U.m11'imL~:::L-il1 h~mi'1 
~ ~ ~ 

A d ~ ~ 
(Empathy) <fi111 LLu.1 fl<ilflrn1l1'Wn11"ll EJ~ 'W111 "lf11111 u. "ll"LL 'Y111 ~ LL ~::: LU el11 Parasuraman, • • 
Zeithaml & Berry (1990) eJ1.J1u. i"ll11~rJ tl<fi~l"l! (2554) 111LUU.Lfl~el.Ji:iel1u.m11<ilfllli1l1'W 

• 
m11iu1m1 SERVQUAL Model ~1~f1Jfi1111Ur.J 11U11111i EJ ci 1-J LL 'W1'VI ~1 rJ t:-J ~ n11~ n 'IY1 

'WU11 flrn1l1'Wm11iu1m1~ci'.Jt:-J~~ eln":i:::u 1 u. nT:ii <i1 ~u. h L ~ eln 1iu1n11~U.1 fl11 ell fl11 • 
~.JLfl11:::lf ~"ll1W'!Yrnt~n ii 3 ~1u. ~el i1U.fi1111LUU.1Un-1111"ll el.J u1n11 (Tangibles) i1u. . ~ 

m111U1L~Eliiell1l"ill~ (Reliabilities) LL~:::i1U.n111'imL~:::L'li'1h~mi'1 (Empathy) 
~ ~ 

i1U.fi1111LUU.JUn-1111"ll el.J u1n 11 (Tangibles) n-u.1 fl111 i fl1111 ~1 ~ t!J n u 'l rn111 'W 

u1m1~1u.~.J~~1111ni:JJ~~1~ ;t.J~111'WLL1<fi~el 11111 rJ 1 U.LL~::: 111 r.J U.el n 1111 n.J ii~.J ~1 u.1 t1 

fl1111~:::<i11n~1~ "l 1inu~m11L -rlu. ~,r.J1m ~tJ~'Wel iiu1n11u1 ~ 11 1111 n1 LL ~ ii 'VI u.J a-elwm.f 
~ . 

LL~:::it<fitJ ~111.JL1u1m1 L ~el 1i~m11~1111mhu.1i1:::'VI11.J1elfuu1m1"l.. el.Jn-U.1fl11 i el.J J1 
~ 

~:::m<il LL~:::iim1'll1L 'Ylfl t u.hfl~'Ylu.~~m'li'1m b1u.m11iu1m1 ii'r-lun.J1u.1iu1n11 L ~ rJ .J 'W el 

~elfl1111iel.JnT:i"ll el.J~mh ~:::<i11n 11<i1L 11 nmi'el.J LL~:::ii1:::uum11iu1m1~ ii fl1111rlU.~~ rJ 
~ ~ 

fl1el1J fl ~11nu 'Y1 n fl1111i el.J m1~fu u1m1 . . ~ 

i1U.fi1111U1 L ~ elii el l11-;J li ( Reliabilities) ~fu u1n111 i fl1111 ~1 ~run 1J u1n11~ 
~ ~ 

U1L~eliiEJl1L-;Jl~ nniel~ LL!iu.rh u1m1~iim111 ~~1 L ~11 el 1 U.111 <fi":i;jl u. L ~ [J 1 nu. ~11111n 1 i 
~ ~ 

m111li'11.Jhl~ ell1 <i11.J":i::'V111 (2554) 1~n~11rJ.J m11iu1m1"llel~'VIU1r.J.J1U.111flf;jfiU.'Yln . ~ . 
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fi1-U rh..1u b rhnu. ci~,!u.lh::"lrl"ll'U.YJnflwu::L~i'um1u~u1imh~b ri£.Jm rhnu. m11iu1n11"ll a~ 
liU.lfl11alm1~~bfl11::vlwni'm!l-11::cium(jmnwil ~ a(j] b 1 ~1 b ria~ mh 1111iu1n11i'u. L 'VI u. 

... 'lJ 

L1~11(j] ~L'VIu. a~~n1nri~1iu1m1~L~LL(j]mh~nu. b~11::~mh~a~n11fi1111~~1L~11a fl~ 
'lJ 

Liu.flnl b 11~a~m11i~mhii.n 111~1u LblJ u n11u1n11"11 a~ L 11 i.~'t1u.ri-h dj u.a rh~ h ii 
'lJ 'lJ 

:IJ1(j]1;nu.1u.m1 1 iu1n11 b VI~ au.nu.'Yl n 6J flf~ ~m~nu::"ll a~ n11u1n11 bb~::n 1::u 1 u. n11 ... ~ 

u, 1 b ~u.a n111J1n111::'VIl1~ ~1 ~u1n11 bb~:: ~fu u1n11 ~~til n11 1 iu1n11(j]1~ n 1J ~~ ~ 
'lJ 'lJ 

~fuu1m1iifi11:1J~t~~m1'VI1t~(j]1~nu m111fll(j]'VIl~'V11 t~u 1:: ~u n11rn~ Lfl £.J i.~fu u1n11111 'lJ 

I 0 d I .d ,c:9 

£.J tl:IJ1J::U.l:IJ1"15~fl1111fld 111U.1 b "lrfltl f) 

~1u.m1f~mb~::b"li1 h~mf1 (Empathy) ~fuu1m1fffni.~n~u1m1~1£.Jfl1111bt11h 1~ 
'lJ 'lJ 'lJ 'lJ 

~u-n~lu.1ifl1111t%1~ru u~::(j] bb~~m1111£.J1Jflfl ~ ~n~1~m1m "li1n~ L(j]L(j] £.J ~::(j]'Jmb~:: ~1111 11:1 
cu \J <u ~ 'U 

~(j]!ile:JL~~l£..1 (Easy Access) b ~fl~1lln~un~1U.'Ylnflu.L~b"lilf1Jm1fl1J111 1u.m1~fl~~(j]1J1m1 
~ 

~LUU.b~f'l (Excellent Service Mind) ~ft~111~u1m1t~cil~U1::'t1uhbLrlt'ln~l'Ylnflu. LLt'l::~\11 
'lJ ~ 

LLU'J~(j] "~(j]lJ1m1~bUU.L~f'l~1 £.J 4G" ~i.~fum1W1l11ru.11!1n111111tl~"llfl~t'l n ~lliU.l fl11 ~a~ 
~ 'lJ 

1iu1m1L~(j]1~rl1Jf11111~fl~m1 Ut'l::m111f~n"ll tl~ t'ln ~1 Lb!il t'l::u fl fl t'l i.~ t1 ci1~ ~ L ~f'l El'1~ 1 u. 
'lJ 'lJ ~ 

W~'Yl~ ww~ llinfllnt'l (2551) ~L~n~11n~ fl1111ih~ru"lJ fl~n111J1n11~ ii fl nl.1l1 ~ (Service 
~ ... ~ 

Quality) ii1·ziLtlu.m1~~11 au u1n1 1~ ~ ~ ~(j] 1 ~ t'l n ~1 Lb!il b 11 u.n11~~ 11 t1 uu1n11(j]111 fl1111 
~ 'lJ 

~a~m1"ll fl~t'ln~1 L ~fl 1i~fuu1m1LTl(j]fi1111.W~~fl h 
'lJ 'lJ 

1!1 n t:-t t'l n11~m:11 ~1ui.~-J1 n1nh'VI U.(j] fl ru.n1 ~u1 n11 1!1 n u 1:: ~u n11rn"1J a~ 
~ ~ 

~fuu1m1 1l1mh~l?lU1n<ilt~u1n Lbt'l::1l1nm1rhm1~~L~1:1Jm1"111£J ~~1! ::rh 1i~fu u1n11 
'lJ 'lJ 'lJ 

LTl(j]fl1111fll(j]'VIl~<ilaflru.n1~1J1m1 ~L1£Jnl11J1n11~ flll?l 'VIl~ (Expected Service) LLt'l:: 1i 
~ 

mru."YJ1u.n11i(j]~uh L~tln u1n11liU.1 fl11 b ~ t1 i.u fu u1n11bb~1 i.~fu u1n11~i.~fu 1!1 ~ ~ 
L'1£Jn-i1u1m1~fuf (Perceived Service) ~~~fuu1m11l::bu1£.JuLri£.Juu1m1~m(j]'VIl~nu 

'lJ 'lJ 
' ' ' ..:::\ .c::l Q..<r ..... oC:I. c:i Q..<o I Q..oO &:1 I A d Q.; 'i-1 .... Q..o Q Q d 

1J1n11'Yl11J1 'VIln1J1n11'Ylfll(j]'V11~ L 'YllnlJV11fl~~n111J1m1'Yl11J1 muu1m11J:: b n (j] fl 1 111~~ 
'U \J l:ij cu 

~fl h<ilt~m1u1m1,fu, Lbi:'l::1l::n~u Li11111iu1m1~n 1 u.t~u.l fl @I n ~11 t (j] £.J ~1ui.~-J1 fl ru.111 ~ 
~ ~ 

u1m1li'U.lfl11tllfl11~~ bfl11:vf ~"llTVh::~-ru.tt'ln 3 ~1u. ~ t1 ~1U.fi1111LUU.1U li11 11 "11 tl~ u1n 11 
~ 'lJ 

(Tangibles) ~l'U.fl 1111 u 1 L ~ t~n t1 i. 1'11! L~ ( Reliabilities) bbi:'l: 13i'1 u.n11f1l nLLG'l:: L i1 h t'ln ~1 
'lJ 'lJ 
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1. ~ ma\Wtt ~ 'l "Un1'i~~ t~~i, l?i e:Jltl 

·~nne.Jt'm11~nM1·:nu1~ £J b~Eh'lflrn.flTvm111iu'im1~ Lt-:~~ am1~~~uh b~an 1i u'in11 
q 

1lU1m1mm1~-:~ bfl11::v( ~·1nvh~rnhn fl~-:~d ~~ £J ii"ll m~umm::~-:~d 
q 'U 

1. -:~1u1~£Jd'L~~n"M1m1:u~~b ~UllU1m1mfi11~-:Jbfl11::lf~1"1l1~"Mrn h n b ~ £J-:~ bb vi-:~ 
q 

b~£J11unT:i~n"M1fl~-:~~a1tlm1'Yhm1~n"M11lU1m1El1fi11~-:J bfl11::lf ~1"1l1~U "1 ·~h :1..1~1 £J 

~-:~ a1~ L~e.J~m1~n"M1~ bb~n~1-:~nuaan Ltl 

2. fl11~n"M1fi11:1J~~b~Un£Jn<in:uu~~£J ~1UUflfl~ b"liu b~f! El1£J n~::1::~u 
q q 

m1~n"M1 d:Ju~u b ~a fl11 mr~ b ~ u~Tu.tr ~ ~ £J Lt1 uu fl fl ~ ~ ~-:~ e.J ~Iii a fl rnn1 ~ m11iu'im1 
q q 

bbW~n<ii1-:~numh-:~11 

3. f111b ~:utr~~£J~TU~1Ue.J~:IJ'Yl1-:Jm1W~~1~ 1um1~n '1!1-1 f1 ~-:~Iii a Ltl b ~ a1 i -:~1u.1 ~ £J 

~:uu1ruri-:~~u.1u~1um1~~ ~uh b~Em 1iu'im1 
'U 

2. ~ma"Ue:JU'l-1.::: L"Un1'i'lh~an1'i;~t~ ltl'l~tl'i::: Tt~~t! 

~1nm1~n"M1-:J1u1~£J b~El-:Jflrn.fl1~m11iu'im1~~-:~ ~ an11~ ~ ~uh b~ an 1i u'1n11 
q 

llU.1m1a1m1~-:Jbf111::v( ~"ll1~Mrnhnfl~-:~d ~:IJ11tlU1e.J~m11~£JLtl1itl1:: 1mnrl~i-:~d 
q 

1. ~:IJ11tlU1e.J ~Wl11 ~ £J fl ~-:! tt:u1 dj UbL U 1 '¥11-:1 ~ n 'M1'VI1 m 11 u"ll El :IJ tH tl1 £J U b Yi £J U 
'U 

f1 rn.n1~n11 1 i u'1m1nu 15mm1 fl1flf;i'VI1a bamm~u 1~ 
q ~ 

2. ~1:1..111t1'\l1 e.J ~n11~n '1!1-11 ~ £J fl~-:1 d:u1 b 11 u"ll a :u ~ b ~ atlfu tl1-:~ n11fl rnn1 ~n11 
'U q q 

1i u'im1 n~:: rJ-:1 ~:IJ11tlU1 :IJ1 b 11u"ll El:IJ ~ b ~mh 'VI 'U,~ bL 'U, 1 '¥11-:1 bL e.J U-:11 'U, ~ 1 'U, n 1 d tt -:1 b ~'i :IJ '¥11-:1 
'U 

n11W~ tl1~ 1ib 'VIm:: ~:u 1 uau1fl WI Iii a Ltl 


