
souuavnurnvnu-irns

nnsUsrauounrnsinintnn
ns\ n 4 UsrfiO 2555
u5nnssuquuuaquouu5nnssu
(The Innovative community to odvonce community interests)

7 nUUHUU 2555
ru onmsiornnfTsn UKnonaTatiuisFns

^5*Ni- fHr



nr, -i Mmaoifinwhjnriwilnfi: Mt3rininTi4ntninaaiiJii

Service Quality and Satisfaction of Management toward Needs of Women's Experienceafter Hearing of

Abnormal Pap Smear Result: Case study ofLampang Hospital

ujjutm ()'nl lor' IIAr lbrum limm'

iii5^so1uniw3TiniJ5 !Hffmafin ifjiumiiijlmiiinrm5U5m9Mm5fi3Hafiofmi)H'o^m5

nBjafl5mniiiHam5fini)tiiaa'iliniiflnnMfliJnfl lutiSnuimsiHituilnjMiimrfmiJflo-iminiJiiitiiHna

iiBraflifiSwanijjn-iMramhfumijriHfulnS: malfinwnljjvitjninnniilT-i nnjĵ atJnjfltiaifijnuHii'-inH

miijHiiniiemiivniTfmiilinimsjnHfnlnfi 5SMiMmf)uiJii5mij-2ninauTifT. 2555 nlnniiiaonininwisin

iniB^JiBifluinjuaoiimij iimiznvvui\ lwt)Wanfivi55ajuiflitjfintmwn Jouaj riniqSo ciiuiijci^mu

innijin ua:m5iiri5i:>tmmii

Hamiiat)Viiniafi1riviiniWflniifi5TsmiifliJiiijj isnS*iiJn uatiIJ'iTiini5fi5iiiiiM'fntnnii

TiimnnnK iiiritiniiiiiiTilTJitiijliinjBirmijfi inituja BufiiiiiSoiiinu 1-2 mi UBini-inu 41-50 il

nijflituia \̂ 1my'()tî ^^iJi)^"nijffiin 1 'Ofn^Hfiifli^ fiiinxrrt au'hitijl^aTiihTtnjih^tT^aiijiif* uaswi

ontimiiuiii IjjTiunnasiimiuinnii 5 tifjfiuil

Hi'mnn tjtfiuiitiiH^nnlnnnuasJjfmjjtT'o^fn^nnifTtiiTtaa'uojafî yiijfioHan ntijTflfTiaa

il\ i anH ili)5j-T]jiJnJnan iWmiiei'EiiDijii'nijaifiiiiwjjiiinoTii'o-iniiiiiing MuinTianjoiinumB

niiinT5(iB)j5iiHan5i8'iiBj~hJviiiiiiinijmiijinrifiiiiiraniT-i)airfliJiJiiinaHim:fn5iH5iiinr)r;int|R

iHririi^ii: T̂inlniftai-]aivifufmjjfif)iMiJHnjni^inni^iiB4>iijJiiino1ins:m(inn^a*iin^n-3iJiR'iij

i9iiiunnur"iiiuniBuluni}inni;iiii:3irnnuiilumjia^ nifmiji5-)TBiii1iini5U5inianfiijiifimj'nfiioi

MasjiiaHrinn tin outrun.) i )MiTiflvii)niotiw?lii5riiii im^fniuasfnnl'umsiiil'J'inimBglii

fiiaintu: nmmwuirm mnufimBisimjininjMfni nnijnB-jmJtJBjftm wam^B5i(iiii(aa')jsi5JiJin
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Abstract

The purpose of ihis research were to study the effect of service quality and management toward the

needs of women after hearing of abnormal pap smear result and to study the facing problems and the needed

assistance of women ha\ing abnormal pap smear results: case study of Lampang Hospital. The sampling

group was women after hearing of abnormal pap smear results during January - June 2012 with purposive

sampling method. The research tools were questionnaire, data analysis by descriptive statistics to analyze

mean, frequency, standard deviation and content analysis.

The outcomes of research revealed that majority of women aware of abnormal pap smear results

and were checked at colposcope room, with married marital status, with 1-2 children, with average ages

between 41-50 years old, with elementary educational level, with employee profession, with social health

insurance and receiving over 5 treatments at hospital per year.

Treated patients were able to face with problems and needed assistance of women having abnormal

pap smear results al medium level, with needed additional information related to the treatment as the highest

level and followed with acceptance of hospital results at high level, with anxiety at medium level and wilh

lacing crisis alone al medium level.  On the opinions of services by working team were al highest level,

followed by the service readiness of staff, friendliness, satisfaction on service management, atieniive of staff

lo all service recipients, systematic approach of staff and convenience in using service were all at high level.

Keywords: Service Quality, Satisfaction on Management, Needs of Women. Abnormal Pap Smear Result.

tf5 im;BTmiufl)u1iinjmi]ni5HtvmmuimsfliTijmjwI.]liiTn fmhi?.isio;ii)iirjimm

ifjiiujiintT' ntii)iii)ijfiiiijajaTiH'riJio ntn5'ntmij<jijlHi)ij;B;)fiii1an5ni)tiT)'UBjfniJitij;ioiI\ a'(iyi

mmMimî 'ifiliiWiTlumujufiiliiM 4 iviimj utitn?n7a m 5 nn llofufJninnmiiiffrfl in dinfrain

Mf)iJittj()jfmuRo^nnii0jflV(ia4U(itfii()Tjfi5T ufloui^linfnu msAimviTnpniriaufliisfnrnrriT înuS

n jiniSajitfinsnumjiil oifi iSa^flinqilsimsj mo^oin'hfin'ol'u'isijutisifiojTnn'bnn'ofifViniiJnjoiicilu

Hnuiinrmfififmiji-miinnfitiiormsiiiOvmsi nTndniiiul^fDjnii S^iuiJssiTiihfiiiinJivlunHHfj

itiM5ui fiiiijJ^ iit3uj i1jiJin)Mnni3i4d'u 'iJH5niiojij:i5JBT'oii3ij *usafV5 im:udVin

fntiflouauili^iiinjiyiiJMUTinil vifruoualutl . . 2549ni yi.fl.2553 Bs'unu 5.20.5 20, 5.40,5.30 nni 5 40

nijinimi (frnnitiii-jniijTj, 2553) lunifiiiiunnuBijSfniMiiOJhfiinnviiifiyifiMT'fii'BtMivuJiyiiini 25.70

?i'tnhs;KTniuttufii4 lijniait>inDnif>6u vnifTfi^iQiTfim^fli ibtintu 15 - ix.50 a'mb t̂nfmmumi lu

fiMT'sanli) Hiiof)isim5innl?iiiiJsn-iiJimjfli]n5:a nnmjliJil n.H. 255I - 2553 mimi2i.io. 21.10

uc" 20.10 fimtefuitatTimemniimj un^yjuo'fi'j im^mo?ifli)inhfiijrn Jiiinu^aniui) vi.r. 2551-2553

wituj 8.91, 11.96 \ \  6.S7 pifiuttutJ^^Tnn'jfinjaimj {(tiilnj njai^i^QiiJTi^M^anhi, 2553)

rmibiTOTinnmnini@ mw 4 lhsjii) 2555 ~vif\ muiimiua%yiivu~iwn'r>w ^^^^J



i9oriil' iiioiflu "nmiunn5iiiiM/m m5isuilioriiniiiu TiiWiiJanuin]rWJViinTiiifUfffl5 iiu UYiuin

nijifhumtn imiiTtini5iiluini i >i1oijriuiTiiii5i9uijfi5 SisNHanirnufiBfnoijfm 'twifii uas;

ffafiiilimnrn (alos  U5,2542, viui 365-4i6)nijfl3T5i{i Bmia ni557iuiwvi2fmijH iln5iijnjiJiri

0ijfinrjaiiiii 0n5iniiBi!Jii0^"hri)j:i1-)iJin)j fln'l ni5fi5i fl nj0J!j i1jiJifiJi anlf iTiHwilaiS(i5

no nTsfmmiiiiniYitnMO-iihnijflnn aKi^fi-hu fr-snti mtifiil îlnmjBti Lia:Bfni!Ji?ouu>JinnTi5B!iaj

50 (Curtis and llopkin, 1999)

aiiTnjiuMa"mj5 nui]univiu>i^iifi BiilDuiumBfnjri^miijjrurnvi imajmwmiirfirTtjjiia^

tiniii i "jnav) 9ilHmhjaiiujTjiJi Uiaim5f?n{iii^itiWiirimsT)5UHiiii5QiijD inunuuuln^^nunVi

nio^l5fiijtt1-iiJnfijjfianlTJnaijtrfi'?Bi(; H"i  35-60 ?J I u1uil vi.fr. 2545 nun7i^rniijamu la

il1s:n]fnjl!nnuni5 5ii)flflinoJu:ii^i]nnuHan lnti jiil@jjitiTi ^nnamnusirJiuiuNilia? itiimitu

tirJimBti rovaz 5o\ tzuznm 5 il intinTHTialMafiiSSsit; 35,40.45.50,55na: 60 il uifuii 13*1519

tTfiinBjhfiiinfiuua^ihsiimiBxjiilrjiiitii-iirii'itiSiHrriiniijinij'iKnin^siia^iBiTBU'iiniiiiji'u'iiiij

1n5jn)5 amJi nuijDniTiniumn in^MjluiimjniirfiiuujiiJil'i^inl iiaEhtiiinislnaliinn

fli^inhtj (Tivi?iifJiiBomrjl*i'1fi5^nI5>ia"mh^mj?('iiniv(n noiij'i!uis1ii'?ti jT)cKi>in 5 lJ ^^ii'hiT̂ nn

fltumiii'snvrtssiifioVjotJa;; 98 iinsanBi5iiiijfii!i inhmcnjilimifirinij!i;anaiii(i)3BUi]s 46(33 un

viilmlJ^lw. 2547)

13 Jvioiinaanlijltsnii'inni5liAni3ffan3B^l3mi i5^ihmjflan 3iu>uliTiJ3m3in3iima^3"iTtn

pjj ijn)iiiHfiiJnn Ifiolin) w.rt. 255] - 2553 l si5HtT mo-i sunn 6.000 , 6.832 iieis 6.361 3irj

niiiiimii iia-vni'rmijHnilnn iwixi 342. 222 ua^ 130 no S irlu?oonr 5.70,3.24 iieis 2.04 mjjiiiau

(iIom haninuiitiinl'M, 2553) iira3U5itiTiHaiJnSi):HS]Haiim mji!i ii'iunnyiuniiUHnilnn hoi

9i3T?inm( i)siJija@@i4Mv!inna1iJa'lfiil (folposcopy) nurfo-ifiiniiimiijimi (endoscope) itain^

1iiai'3M3iiJiiNarn3H3Ti) 'Rfiilnfi" niiJiiH8<mifin ifiiiiH)jfil3JT(nina(iiiJurnji) iiui!) luilri.fr.

2554 rjH3*iii)3ni5fi3T9a)(jrn3l''naB^'aio 3'M5Bol5nilin)iflan(Colp()scopy) aiinu 996 3iu in

Tini3 5i\ fl4nnnriBiii'iiifiBnu@nn-naiiai5iiiff5il (Fylan. 1998, pp. 1509-1414)  iifinninsisfu

ni3u iiiiSnniv|fifii)iia lM1 oijaintiinijfiiiiiiS(j-ifiBni3i3viiiti1-iiiatfiini]sinlvi1uniifiiT9iiji)O

ĉitbbui fiaBM uiiuiyii^m3 iia5nHiiPiain3na fnTiiinnnjia1 (Philips. Johnson, Avis and

Whyncs, 2002, pp. 355-365)

uon int)njTiirTn'5iiSHani5nmHHiJnni);ijninijiT ntrj3'8nTi'lin?T3unrBiJiimiJ>i ojm3

(Howells, Dunn, Isasi, Foden Shroft and Redman, 1999. pp. 528-534) BniT-imfifmufanlflnn^TaniJi'm

fl31?liatHarn5fl5nflHmJn <)-I1ltl3^fllj^UOnOJSMmTI (Hellsten, Sjoslrom and Lindqvisl, 201)6, pp. 32-

38) fniijnojrn5iilvja'nTuni3iu?i iiiliii3ii3^fliJn5niiiiiatW8Jin3UfiinfiMitj1iJ (Morris, 1973) asfi

iiJt4imfia^3fmu^'o-jm3ij\ nu3it(flBfm)jR'ojni3R'iu51i-)niu fmusi'B^nmmijiJaBflnu fmuti'o-jmi
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sn iijiilumuB^itanilijiiin fmijao^niiBfiajniusttmijno-iniiiJsjanuliintufiiiiHjau (Maslow,

l970)1uiini-Tini'ii?in'JiiuiiaW9i'52fmiiii'a4rn5ri']nHiMmo fia f̂DjiiarS^in noijijinn-)n5jijtvi1ij'

Iflili'bn (Kraegel, Mousseau, Galdsmithand Arora, 1974)

ninni5anymuiirin'5riiiinoiiliJfrlriilnio ii')sinrjHiiiimJaiijofHiiJnsi ununiiuiniumici:

fminfinnjTnmii'uu ^i7nu?t^oiiiiwtii3AiijaiJflaa:niija?i>iiBiJlna5fl!TJHatfiBin:srjifnfTlum:inu

iiiifui nun-i fmunj-ialufmufnuncmtuSuHi ilnmini-iiHfi naoaauanutinflluniifn Hnn

oitntfilJmiS lia a'lm]?(fl1i'lIlfinm5TilflOall)rrlmJ(Bi;kkers, vander Donck, Klaver, van Minnen and

Massugcr, 2002, pp. 257-261; Freeman - Wang, Walker, Linehan, ColTey, Glasser and SherT, 20()l, pp -1S2-

4S4) m aAflTiuiann nmo^nn'5@nriuSmJnHHB3itriva?iJinufliin uariHiirmijfi^noiofionn

ui>ii'i^Rmiiia-3>i'a<ifî ii)̂ (ftuTnn<tf fiEU^Hi îi>tiJfm)jjtifTn)tjB-jiInj>nviat\ Tts:?ilumluainfif) ?^ifni

Mi;ffni5lM>8'a)ja<nia'iiivifiiirirtfi'5frjiiBin5ii -iHnfini) aaaii\ nijijiiijni5fi5T miJifiiila!)Tifiaii

lijalfiil malMA^flTuniiu^OJn'n'iio-ic'lenna'uti/nrjimjlfji] uiijo^Ij^Htnii manJi-i>iii3!rf^ij1ii'

H"rijij5n)jiilTmumvaHadijiim5jmmii(ivina'iiiji'J'ijsi'\ î?liJ i)ji'iia nn tjfii]i4

!. maS(mi-itflijfliiijSfimiraiijf|tun iwijiniiiia^iriiiii-Hns osiii nTijJfiaaTiiJtinjniiiinjrtfi'iii

iniuHarmnnnma'iJin>jfitjnHmlns>: niSSm/ils^nijiijianiiJi-)

2. iviaHmnniKH îyiJujTt uuirfn ijj '̂a4niifmiJi('Kii>iao'un4iTfiiTiijriam^fijTi)!T(citiilin)jftnii

HHilnsi: njtuHnurijjri(niiiaa*nJn

l.nniriiviij5ni5iiaj;ni5ijiTti5 9fini5n3HafiBn)iiJnB]iii'j'iioj'rffi'ifi>i5iiiHamj9ijTiii'iiiia'i)in

ijaanS ilnfiifhJonu'h

2.nijiw5tyilnjviiiia:*iTiiiT'o^iii5fiii>j'i(i!jmnniiB]fifi'5T)!JHEiriija5iiiiti(iin'iJiniiaiinwfiilnS

tiluaai-q'h

nTjisrjfiiJiltilijm^rin>iTinji)8fnu5iiilaoHnuian)iiiwinmjua m5in>n5 m5vi2HafiB

fmii BJm^iiB^afi'5TimiJHam5fin8ii(aaiJimjaafiSfii)nS: mfiSmnli-Mitninaaiiln Buntnufi

S (DTiB'uiufiwuyinB iio^flnswimiTniviint lunuiiJiaa'niJn (2) noi)iDB5:tj:nai flJiifi imbii

umimj ojSnuirjw w.fr. 2555 5E(j^nai 6 imbu (3) UBiiiMfimaitl njum^8nni iufjainiiiD5ni5iin mi

m>ni^rn5>iSf)Bfniijn'o^ni5'uo^ttfî >i>muHam^pi^iijicBaailtnuaanH*iiJnH m^iH^ujilnj î mas:

fmu '̂a-im^fniiJ'HiEiiMaB ua^ (4) "uaunjfnJistdtn as fT*nSn niwarmflnijnftimhniifiijnwfriijn^

ini iii'il'iimi 5iiiSMOifi5H imjrn j5nKiuyimiJiaaiiJn

infim^'miTniJTi^fljn^'iUTitnmiiajaQi'H'j^na^iliiTi memn^vioygiiinfji'iiaj^-iw

mnbsirininnTJimnt@ mm 4 ih~ih'il 2555 w mr\>'>ynii<iiva<vii6\ nv\ -iir



l.ncuninifiirn

flO5niaoi (Kotlcr, I996,pp.464 t65)1 nsmni mujlfmHinuiu fmiJimiioHiiihs'ltniifo)

rli@uj1s?miiol>SVhjonditJvn"n ititriiH'K'ljimj'liJ'iflfiiBiinifNmimrmmj q 0ti i9vi5ilB55ii nnVfa

uvnnm)B^cftmnjwjnnoirmKn'n>'iai3nijfin7tuiu h.ti. (2545,  mTi 40-41) imtiiHi miu5tii5

vtsjitini n5simjRii 5oni uiiin ni5ijlijm5it Biiijlnmnn4lMU5mjliJ(MQ5iiijini5 (snfli) irsa

Hi'Tj3mitTw ^ ^'junjiilTja-iTifttjTiioaiiH'ff upit^'o'il^'oinimMnoiJFfniitfnvililiwiitJinnnfl^yiinivi

mmua:: ri jnulMW5iJu1ni5>TviwMioinoussiTvjri iinrimiflnuBJisynu'maijs^ifnif (2549,>iui 6-8)

lwlMtmii uiaDBiii5m5 no qsn55ij Sijn35ijm3iT) >iiSijnfinM\ ^iiilMinof(jiioi)nniififianuj

laojiiiJmuiti im ijfniiJfr-i1i)1unT!a iaijBui7u ijiJUfmiBrihnfi uiifiu a buiui (2547. ml'i 14 -15)

1^nn)iia3ijinlij^o'tiiTimij im^^imtiBuuS-jfioo f̂iDijlvijjijiJO^ Tja^w'j'Dij3nTilijili)?inj ino *naimvi

Tinij5in3nHiii'ij3nii>iaijm)nasir-iJinu fmuiJiEmiUiiBiiDjinminiiliJiafdinHiiiiiims ifioir'iq

nnfTviBBinnijfl^jimnnm^yi^iMN'̂ ijinm'jlyn îifniiJ^JHoli) ua^iiBl>i'in^fniU(irjjmjBniv<>i^iin

Hfuilinnd'atasuruman, Ziclham and Berry, 2008) rilJrhmrmilwHnjljinijlwa'niinmjlJTWinrnjmj

od i înoido-j naBtiiiijmjff^Uf iulii<H'j"ijinmjSfmijavu>TijBlvi3"fĵ rin Ha"ivt)1>TinAn jiUinjVififmtvii

3lJrllV15ninni11IB0tl fm5BaBHll) (Parasuraman, Ziclham and Berry, 1998)

;!!J j:iinnrii5tr]Viiiio3ijjci-3 SjiiHimnDijTiimjti^ijfiijiwinyfinnrniiiiiienjjmD^ijmi^

laiifiiiiiiHi'ljijinijiMfiiiiimililiiaiinHfmiJilssii'lilsnii  Sim a iuuh iunnui]^?:Tijfi 1111

miijft imutinjitijulnijl^oo 2 "tz&v vijii (linei u j^mf oi eiqTicn . 2547,mui20) izmuun fiiiij

ii mojiiufiofl'ifmjijlrm no s riilHHri'iju5m5lB5iimiu1niiiiS s'riilii'H5iiu1nnijmij)ijii

i/fmiiVlfi mm tmziimnnzmn)\ m-sn\ zmvohm'?nrA\ misift'\\ jrm/i5(roj tmuitniTnjliiwin h

1mnnrjii)lvViiiini3ii ninniniiiHi'iiinnTiiSiinijimnnTjiHoiisi'nHiHfiiiiiniiiSul'riMiilu

HiiJiritn5iJ-j 9iMiBHiiii)5niiiiSniiJJi)-iiniTnSiii)nii]iiiitrjaijjijnmiJH'ii)ijiTii3lii)J wiinjiniivfoj

Htn(iTjn3-YiiijnTiiriijriiitmijH5iji)1ni5lHiJmiiiti8iiniijS3'ijniiiJii)5ni5ii1njlMiiriMiii()^iti 'T(i 3

flTuiuHTnu3n)ilnw>iiwuiruii)iiflo5'5ft

flmv njillaiiflQifnyimiiMijimsirlijmsfnijfjijmoiMinanniiiiM nuWuinijBuijfmu

iifinfiui)intituniviluni5HafiSijfnw1oHaflmu=M w-ifimiiETlrnimijnimiuniwmilM'ijirnJifliiiiBjfl

tnnuj iu8jnnm3ulm53nnfniinjjHiomiiiiMT5 Min5uoo iifiiiaj-iHuiiTunSmiijnifrnJuinlvi

5smiiio-)f|aifinTi>i1 '\ innn5ijini5)Inliianin5t) ini5miJi()lmvi5iEiii40tlniJij9 tiMaio'J^:nii1 iiri

TiqSnsiuiJiMijinTiniTiw \ ji!biSo-imo jojnniifiomiiiji fm still UHriirn^flnaaBiifT^imniiiniimi

iii5i5iiiM'u5rii5iiwn-)rin5nuafiluni5iiTiJ5niilfitini3lii'u3ni'i\ t3^S3iiiijniitinH'i"ij\ nnYiini3

iliiiSunijlMuimjluiinismim^flnwintuniHrnsiiniimi ?jiilviiiB^iiflinnii5oiviii)iiajiiluu>j)JO-

1ni5qfinimTiSanfrnjfliijlM5'un-n)jfruli)luiifia ni'j
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2. fmunwiaW)

uafa (Morse, 2007, pp. 27) na'nii fniuii-inBiiiviinonj noa-i rjnnriutiniijnfinsfniijwjifiitjfi

'iiojijtintiimi'oan-jiiHiiti^fi'iiij^jLmaflUiî SHaiiiiiinfiTiiJii'a-jniiTio ĵjiJHon'iijinj îjfiiiiJ^'o-jfn^inn

iiflimailgmtnntinin^ufiniiiioiMfmjinowrj'lHiuni^vioufriio) nat)h1>iijnnnijuin fniijiioi9on

iijumnnuB îfna (Davis, 2005, pp. 61) nmiiinnSnisuincnmjfniimjvioiiiijojijijwOTo fmuvitninii

fiiJcl 5nnn'lmiaT>jij>jo!JBijl :5i]fmiifi]nolii1ufioflBVjao)ni5uonainiTuiiaTfm)Jvl4vio1 ii1ii

ii'fivifiS1\ oiiJrtf)fiYiij iBn)?ii]'i>iBitiT 'njii1ii5T/iinni!i'!iiii5fmjjmjmjs'niimiiifSiiiinjiit)rinn

il5 aiitnijitni5i)1^^iijii'-jM@i)5ijiaiuiirflBiniTiina9inni5fiiiajwii'Su'j^Hnnmiiiijili^ni5\ 5i\ ioi

iiiisvitiitjiij s:ij ai!)TOiii!JiJuotinmoYi5Sfmo^fiBijfn@Ho^ni5MiBtrjiijniiii Tiiifitmn;iijauj-)ij

(Mullin, 2005, pp. 2X0)

ai*njftouinuifiAiif)afi1vis )̂Qjd>i))thu (254X) l^Hnuiinfjiniim^H^umtijil^^iriitijiinfinftT

tf jtiiisufiiviHnsntufiilinniinni) Hiiiiniii'owiiiiiini'r'rnnninmnijinnijHiiliJiSriiiJBOitiiiTu trnu

(i^iou^o'(njtii)"ttjijmifmuiht;>Vij1iiflinm'jl>i'Tj3m^ungnniH*l>iinniimi ii^RisTiiMin^nn fi^wou

ii5rmfiS1iimjani?iBduaijiit(iin jiruojnnifiij n fumniiojmjniiiJinrj'infTo-niijmSninintnpii

H5iin naitimtfuinrifiiijunimri'gnti'i fmuiituiSfdiuiiJulnijDO^BjnnnTii isonhimniiriflfijS^

nfljrt ivinfi^finjfiilij  ̂UJU5 ii n>inr^J ini)"mnl>i'n'i iw5'3jj{!nn\  mn>iTlinj j jQ^nili" rtJti l^iii

HciiJ'i^losKUiTjr(9^fho (jnfl'iiioliiojfimsnaoiofi

n5iiinnni5fii jiimiimhnijfiijnHaiJnflunri'ii'niinijBj )iiiiiiBjfinii>iimiiu%j'3ni( l^^Tionjinniilij

rnin5naBaT}nioni>iilnti1fl2ni^i'in5i anmjilTOjtuta iiJBiljrTfiifluiinan hmJitnmfiotjlui^o:

nijfiijnini5iulMii1oliirinni:iiri5niB'iJTn-)iT-)niciii!JU5jSoi iii ou 5iDir(i:;3uaiin5iuli4m5:)sr(i

iflunisauiiuijuitsu oiinu 23 5io ifiuBrnBDnirimirmriiTOT ^Q(l)uloijioni5linj1n5iio)

TjqvioiinnaniluiSuiiJfiiniilmjioiiBJfmnmaitiiaja'ufiViJijmfiuloiJimnoniiiimnjB îjrii-i

iJinuaan l tinjii1iMijitiaflo'fi5iiia"SiuiiiH'il-io7it)liTiJaiBu'nij'BO 5Boat 50 luuotnai j i) l o

nimjulHaniiiiJoiu 35,40,45,50,55 uat 60II yiTiiniifnisnumn^fmnmiiicreibiinmiiimlouiri

3EBiji ifi:tiianiini5nijvrjfiifi? uarieriiiTiiifiiiiiii'u'i5Tijlfiiini5>ia'niljtnu(!'ijnra(iviii>ii?i uiisa-i

limfniniifiimmniik^iinl imiiMiiini'jlsitiliinfifiil'B'iiifj aiMiiiHfiotJfiitjlnltiiJfiisniTnih^mj

ai)nTnn@iHiJiunilMfi5T9iiniin sTIS îiluTiniJilojmiurii^ilnnufianTiSflffH rmiinnHannfmimB

H?iJij3m^Tjsa-i>ti4i)̂ MijiE(liJ^inun^QJHaiIn iieiiijtiiwaHwiJnli lj^Tjoau liiii^Hniitirii^TuiT^P'iiii

BTiiiB4fl5Ti)Himj ii51in fiai-Hi u1s iiiiiim5 TJolfitiiaBnSninniiijiiijHiiT)nnniimstnlTiujagn

fmibsTjinmnTiinininei mw 4 ib^itrfl 2555 "iJTnni5ucuKua'tfxiiKuuTfitn5ij"
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itb iTjHuiuitiguu'aiiJii miinij'siusijiij'sija iMuniiuiiiIimnirnijni^vi'')1i)i(iojHl>i'wjja iiasnicnu

intJT[TijfmiH5tiifienani5nniiitiraa'iJinii anHfii)nBiiaEfmjjn83ni5m5;iiimMaB mnl^tiSunoinivt
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raaa

arm

pmiffl 2 fiifniwiKBUwiimitrouoiii

ibsupniuoninuj
Corrected Item-  Cronbach's Alpha if

Total Correlation Item Deleted

m5iH5nifioHafmtij-)imiiHiniHhn)j*ian@iJnS

niiimniufNrijMiTj

fmjjnjwo'Wirirmimt 15 ifiire

.663

.842

675

848

.845

.849

nrsimmimwueija

2. fHu;:wjmjvhmnM0.>si3umfiiiiiiiuira inmmsiiish ihiinTOtiibii-Nfl un-mnmuijin

imi'UBjjn

}. mutwi 'tnt)iiiaf>1iiijif>iuil*i mmiiflaalila1niJYim>;!snii>fiim)vn;nnr:n< Iiimnim

iiiailgiriiii'ni^i'iTri jiiluiiniiTo jTun^imlmrjiinWoijmftwuBflrnnimiiBunTUjifii iinriiiuiujrur

DiiSniniatiiriunj

4 Ffjimiitunoiilfl'fijm^fi^Qimn^KiinHUijrfoiJOTwaoufnijnmj^TotjKnitTji! n cm a Ian

n-iu^Mfniiinliif(iiim>uB3HlMii'n)j(i i8aiir1\ HisroliiHiMTO)jafiniiaoiifmiicinHO^

5 nflj^H Hounnpri nffUMijBn mnuH limayn ?\ ?\\ vz'\ ft\ \i inrrfiatvii) t jfion

iniufiouivm Uutu rjittijn Irian in im^uafnimnyi mn^iinlumuo-al'tfn'jTNfiyiiaiiliij luuti^iiiuwrljii^

mm! 2 miiiimiriiBua

Himnrm no nwflffiiiJHnni5fl:mraamlinuflgnHmJ@ua:m5iini5si5 7i)fliiVn -,Ti@mi

mni Isjyitnunnaiiln aTulMtii2r(nimiTWfr)j5rtfifii?luiBnns 78.30 Sijsnihimi 1-2  nu

"otias 65.20 aliiflsoiitmiSuiJBras 73.wrjoitj5jHii]4i-50vl louat: 52.20 rmnmninirmnjotii-mj

ihrciiiSmniBtiiir 39.10 iiiail>ini8[n%Hfii nJ5atia: 47.so ntiiflsfiiilMniuriDn-ii 10,(100 lnnsnoas

m^tl̂ '̂Kwi'Hiiiî Kî TKiR nfj>i 4 ibtiiTiJ 2555 "u'Tfin^^jj'ifiJiJija'BiiifuiJ'iVinj^jj" ^^^^^1



43.5 ri\ >jiniJi nf)iiB@>i5U9i-j3Otins 47.80 riijmn1'aniijiri3ih::miwiiiilij!numn 5000: 43.50 Iij

jjlsflihsflinnilusnulMojjotia:: 60.90 infurmininYUnvitmnairnniiuinrm 5 fmeioiijBua:;

43.50

fi mnijinmiijo^mHi iJfmufifimtn-fiijyinyiaA 2fnii)ou4.58 jitnjoHiifliiommiiimjlij

annrmiyifirjfmjjri5mjlvini5ii1mjHn:2tmun)iJfimfnna:fniiJi9uiifi3 5jaijijin iJtiiiiiSmyiinii

4 65 fi'immurMymlsiurnsuivmofloiss-flYiinn Sfnmau 4.48 5 lEcvoriiifiau^flUMinminu fio f\ >

iaiMiMiniliilaHiinHi'iJU5ni5Btiijyi'iSjiiaEi iviuiTiilMiuBiii vlTj3tiJijiin ninun *nnlijmij]i1'

U5m5 Sriimaoimmj 4.57

[j3i)uinrj2fni)jSsmvifioHnm5finiiiiiiin)jji1qi)in)j nnSfn)fiSj:miiJin Sfiiioiici 3 S6 i!

ni5B3Jm@ouamm5ufiinHi' ojniim3sm inmisjsi niinnti4 57 5njimjinoaiunntiBij5iiHnfnT>i

tinj h^nrnnifi^^^iiuin Sfiiinan 4.43 uasSfmjjnfintTjTai^^uihiJnai-j Sfinoati 3 87 nn^mntiTini

nIK iiiqSlfnini>Tiir uuin SfinnSti 3.30

ti'i liimtiB'ilimjfianHflilnSSHafini-HunmiinitfriJiliunau iH"iijiIaairuiin*5i5 TO?tiiitiinjiirflti

lnjHij^nj'va-jaijtnjinff a?mnihnJs:A5-ai)"ijfmins:ijfli"i-)lijiii"nn mfifnii'niJin'uij urmnfii^>uTn

wiimiiiElalsiviaDJiiniiinDU Snijî inifmiilmini-jm^iiMiinjJiniiu iiasuniî lgvinnuiinnnEmj

-ionni'ijnio1\ HjBiin5 jSTiniiiia^mi'liiWiirnjanaijjviiniirjni lainiiiiiijio^iiijmi

oSiihiufia

t)lnTinHinnwuTta^inio njf-iannt)^ jiinfaaiJitiijMtiiiHfiiJnSiias;)̂ num^fiĵ i\ VVmlmsis iii

mfivinms h jutnuianiiJu GacniinTHtnj'iamniiafl tTiijlMtyfnjtijfliinu 1-2 fiti nJunjOiifiTiî tn

nimiijfi Boig^Ein'u41-50TItiuIiI nijSmnaitiiwnjogsrBiiib^miSmna'iuimijBoraHliiflu 5 m'\ rnv

1mui*Bun i 1 10.000 umfjnniwi nnuilfitiWSniilfijiljrmiOTjn'lviri iviiJiniiifiin nJnuinl 5 toiu mi 111 w

mmiTi 5 fifwailiiliiaiuiiini

tmiuimi8fmwnniMijiBni5in5niiIft!vn5smiiJ)unaM leiniaHiEfioHnniiHi'umaa'ij-ii]

lhmjunnfisnjnfi mBwnlmufmwI'lnnHiMuinii ua"B|n5i'un5mjEiwiTa'iiniii5nin1 '^ihi04

iiiJjfniiina'TMiBinBiiflluniJttnmii^iB Sfi'JiunB^nn '̂oijaifiiJiSiJMinoi^'o-inumsfijTOJJinriafi

30ja^m ins '̂lunisiJBijfijHafins'uo-ilnnoiijnaitfluiJTn iuo-iainS fi1iiTiî 'uu?JuatSTiajliinr)

"imvi?in awaiMijfminsinfHiaiEmiihijna-N iijoj\ nDfmmSB>n4>i1ofniiJii)iu(Ji1iiiniB^jiBlu

ni5 n ^lun^fmunnMij'iTn^iTinliilailiio^luTiimjia SBtlnsaiifiiojuBiiumsumidmiaiJ'ti 5

uTVimiiJthuuirm a*imja(iiflioSfmuTiiBijH'Bni5iH9nifmtTn(iSlaoni jj-m)>nnnBMnnB)nu

Hannia'uiiojj'-imnjiiii @jajiia^naij (2553,hut 55) 3mniJ"):auni5Qjni5iH5n/:5nt)SBi5Uflj''UBjafl'iS

yimiiiTiHaminnDiTtaaiJEii-siJinJjRanH^ninRiJ^Eî njwTuilpilii 2miw|'anwitiJiJTjnJ'iio-3fn^iJQj m5

iH?n)Mij'Tl*itiaii5'4 iia^fmiiaBinislHfijrnjiliEfrmJsrfiB^^itioiiJituira:sfils il5iimini5lsiii

mnbtifintnmiiJTUvinfi fii^ri 4 ib::Biil 2555 "UTVinisw^wtftiffTfinfuuTfins^u"



;olii u3nij2mjn^WsiuiiuMHi1itn fntusi'B^nnlivhjijeim itristmijsifl-jfmMnmiimimimiJijrHitiTiBcnu

rfiriufltJuSfmyaii

chimjnTiimmMmfivinisiiinisTin^iNiuadiinsmjinimira TbHiirmTotmonnno-inu

MinfiaiiB.iinn uitru tu otjitii (2547, mJi 14 -15) lAnaTriiilMUYiaififij HatiiiiiiiorinSifitifunrm

UiqniliisiTwluijijiiB^ iiB-iHfuinnii no tjoiiii m3ij1rn5yiHlMiJim5vi5u3uiLii ajuBij mm

iJj^inilauB-iniJuinisiiiiluiamitiHi'iJuimi i BaiuHaaTisiiinmiaju8iJT)im5riS1 H5'i)ii5ni5l>i'

ifl'i'llfniUW-JVIBli) ita^neili'LnflfniuaiJTi'wunTiil̂ llriH'flJTjimKParasuraman. Zictham and Berry,

2008) aiuiIa tiMiuiai>iiJiiiBfniu 5'oij1iim5U5ni5iitit>Jfniui9unuiOJiiaiiniiJ!9uCfi )jH'mjin

flHjfmijwwBli)lTim5mMnTOmii:minniTiiini na iiitiuiTiioil'iiiitmiiiNnnilinindi^

iiTnji!aiisi>iinriiimuB(iTJiilu5jiiiiua::tm)jatfnnlufn"jinl'innTi itisjfinhmhiBLnjisjiihi

iiltnjiunB^finisw'mvi nl^jvit/iuititifToirnilii'BinnnijntuniTinijjiJifijj nilj^Tiaiuia (liospnai

Accreditation) imslnpnjnifininiVlFl^firnj (International Standard Organization) Ifltmiflun l^iJei lin nj

Tio îinfJuiTiinti 31^/1 U)lsi'ti1i>iinrjiflrnmj aB îfia'BjiTijjjuijn^ninjfRTn ixniuiijj iT r̂j(2>48) 'l r̂tnii i

insmiMiiuiJj injl nnm]flifliTOmnmimjnmflilu^uiu5til's m5itiii5rtii *̂ininiiini'iij1miiiiilu

t(irî -]noJtiirttJTniijas:ioufririoiiSi)^a-jjjf)H?niiJi]5 '̂tTnl9iinni7l>ni3niiihinfifii Ĥ mntit^rn^iit

aj^vtiJ'nngiiija^iiBuijlnijyiMiii'miiitifi'iotJnaiJiiaijo fimii f> m\imimiivf>im\ n\ invi'iifitii

n"itii5flnHiin(iiminiiiji!iu(nfilTjni3n?i^fjQiniTiiiasnQiriilMiii iiiimiHiii"lnnliiBninniiiiTi nn

iritil'sitmjriiumwinjiiiins nainnni^iilniifiif^uouiinainTi fminfluinfiiiuiunimi'un^ojfins

iyiiisfls:iTijmBlvn '̂iu5^nnifnvjims:fiojnilii^njij3fniTinfJiEJi)'^'o^1ii'i'n iiniuijornj mmiiiii'TJisri

jVitvih^a^irt ifrmiHcithsltJTfiriiiitB-jflifj attHinnlit a-jfjfii'mi^mmSFnijjaiinjolunijtnMinj

a;innTinij1iiuirnjflTifiiTi^iijmi)jfl'ojni5iio-iW"rii!i3tiii iiaslifinfimiiiviJvinlflHiiiin

isfiiiniii'siTu i9ut@lMU5fmTi3tjaimflnii)>ji(i3jiu'uojl^^iiuiiiiniin:w5iiu3miBui-)imii3i

@UBiameims:

1.niiliTij3ni3iii3fi5iiiTiit(iJii'5n1Kfn3@iuilfia(iifi-injt'Tiijjao^ni5imi;fniufij'HBl -o4a1

fin5iiiHani3ftniiniaiiilifUj anRflilfiS

2.msihfi^BUfifiinSenvmjjiwmiiuintiiiinsfina ittolii'aalSni^lij as:fniiJt?B^ijlu

fmft5-i Iiai5iiiraij1ii1iim3niuifn5

n5sT)jT4aiii5uau.(2553). srnfiBiBiiniau ti.h. 2553. m jiyivii: mtmuainjtuaii.

@eifgnniojuuniiT'T] (2547) niiwCTe^ni-swiugumwuB^nfiiti'lfnuni'iHinaiinaniiutjiiflJinoa.

:)yiui5Tivjii)5tijciiiTitnuTi\ nafiiiJMii7M'*ifi aiiiiniinijninnafii. iTtuiifiiviaiaii

mifmtimmmAm].

msihrKininmsmminS fiiovi 4 ih= n̂T) 2555 "uTnn'i5)i'i(>i'i@a'Bin@in'in-jHj" ^^^^J



55nS u nsni m.eustn. (2547). rnifiawmittiijniiinfmimificHiasnatjTiii. (miiBiiBl) rqjinrw:

iiwui-aniaiuwnnmaci.
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