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Abst:ract: 

The results of the quantitative research showed that Asian tourist's demographic 

that relate to the expectation ·include the three factors. There are education level, country 

of residence and income. And Asian tourist's demographic that relate to the perception 

include the four factors. There are education level, Occupation, occupancy and purpose of 

their stay. Moreover the highest expectation of the Asian tourist towards Service Quality 

Attributes of Boutique Hotel's Front Office Department in Bangkok is the Responsiveness. 

And the highest perception of the Asian tourist towards Service Quality Attributes of 

Boutique Hotel's Front Office Department in Bangkok is the Empathy. However, when 

calculated the difference or gap of the Service Quality attributes and found that Asian 

tourist expected higher than perceived. And the gap which should be revised is the first 

one is Assurance. The qualitative finding of Front Office Supervisor's opinion regarding 

Service Quality of Boutique Hotel's Front Office Department in Bangkok based on 5 

Service Quality Dimensions. 

Keywords: Service Quality, Front Office Department, Boutique Hotels, Asian Tourists 
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UU1j.'j61~1Uf>JNn1~n1'iU~01'i SERVQUAL ~\1 5 

~1U ;i\IU'i~nau~1V iJi1Ufl11a.!LUUJUG'i'ia.!'l.lv\l 

m'iu~n1'i (Tangibles) ~1Ufl11WU1L4'iaoal1 

11\1 h L U01'iU~n1'i (Reliability) ~1Un1'i6ltlU 

HUv\lfl113-l~tl\ln1'i'l.ltl\l~iuu~n1'i (Responsive­

ness) ~1U01'iL~fl11Walut~urianJ!h (Assurance) .. 
ua:::~1Ufl11WL-t;uami1uh •(Empathy) ua:::\'11 

UU1'1'11\lLU01'iWm.IU1flCI.An1~n1'iU~n1'i'l.lv\IUe.JUn • 
~aufua1U'VIU1h\lu 'iNU~nlum\lt'I'I~W'VI1Ufl'i .. . 

'lltlUL'IIIilU'f:::'lf10'i 

u'i~'l.l1n,-flt 1ft un1'iffm:t1i~vfli\1d fie 

unviv\lLiiit11tl1L4itJuiiiL~1wnh\IU'ia.IU~n LUL'I.IIJI .. 
O'i\1L'I'I~H'VI1'1.Afl'i fii1U1U~\IltU 7,284,106 flU • 
(ali~unvia\1 L flv1iiiL ~1wn h\1 U 'ia.!L UL'I.I6l01\l L 'I'I~-
3-I'VI1Ufl'i 16lvl~'liawau ~.A. 2554: n1"Hm'n'ia\1Liiiv1) .. 
ua:::a~6ln1'i\11Ua1uwt'h h\lu'iwu~n luL'I.IJ;I .. .. 
O'i\IL'I'I~a.I'VI1Ufl'i • 

X ..1 
'lltlUL'lllil'ttU\'1 

ihnnun1'iffm:t~fli\ld~:::ffn'M'1Lw~1:::h\lu ,-w 

u;!n LUL'I.I6ln'i\IL'I'I~W'VI1Ufl'i .. . 
'lltlUL'lllil'f:::tl:::nft1 

L 1fl1iiil'lil Un1'iff01:t1 Ufl~LnU'i1U'i13-1'1i'Da.!fl .. 
lun1'ii~vfli\ld £J~'Ii1\l'i~'VIi1\IL6iau~qA\lmvu 
~.fT. 2555 0\1 L6iDUft\IVI1fiH ~.fT.2556 

1J"i~ lo11ii'iiA1 61':h1il~ 161-Tu 
th:::lmnnt~:::lwru1il'lne.Janmiv(Outputs) 

1. l~'l'l'i1UO\lU~~EIH1UUflflfl'l.l£l\IUOviD\1 . . 
L vi v1a1 L 4ivufl H\le.Jfl~tlfl11Wfl16l'V11\I ua~n1'ii'ui 

1uflwan~ru::flwm~m'iu~m'i'l.lt1\l ue.Jun~eJuiu • • 
H1U'VIu1h\lu'iwu;In lum\IL'I'I~W'VI1Ufl'i .. . 

2. liJi'l'l'i1UO\l'i~~Ufl11a.!fl16l'VI1\I'llt1\IUO . . 
vi tl\1 L Vitl1tl1 L4iEJuVi~ ~tl flWHO~W~flWn1~01'i • • 



p~~ n~at~~~,M~uru~~~,a~~~~u~~n 

ru~te~!l~~ m~~~~unn n11t (q:n~OJddv pmpdw 

PdX!W) n~U11teUI1nn n a~~!!!~J.lo l 0'-41 ~+l.U£1~~ung. 1 

P~!Ynt~J~~~w ~Yn~ll\teML1.1~lunl U!fi\te~n~~1 

~~11\nt~nkn~~unHn~~n~J~,~~t~~~~u~n 
A • A 

fL!.t:l~~n.~~u~n~~UMLI.mn~n~fL!.~~u::~n~,t-II\1.4~Y 

• tC~tl!fU~l'l~~U~fL~~UM~UtUYntJ1~~(l ·z 
(1Vfl0AH3:S) 

• • M~UtUI!fntJ1::~(l~fj~~~Y1~~n.~~U~fL~~UMLUTUI!f 

~1-J.lol~IJ~&an~~~~Yl4~U~lnu~,~~t~n.~~u~nJ.lol 

&~~n.t~u~~~te~tl!f~Mlt~&~::~n~~ll\nt~nkn~" 

un11n ~~n.~~u~n~ l ~~untn::w~+l.U£1 ·1 

p~~~RU£1~~un~~~~L1.tnn(ltu~lB~~& 
~~U~fL~~U~!Ql'llBM~~tC~tl!ll4!,!1qiU~~l 

BM1 nu~~~U~TI~~U~B~te~tl!ltC~~IJ~~::~~n~YU~ p -I 4 P'F' I 4 

~n~~u~n~1~~n &lnuteu .. ~~lt~u J!!l~'~l~Bm11i4~~u 

~!21J~telt\ (.Aq:redwa) &ln~mBn~m~tY ·s 

t~U~fLfL,!.~te~~~U~fL~~l~'~lf'\tC::~11 ~!J~~1tC~t~~~!-U 
.. B~1 !.~U~fL~~n~~U~M~BILL1.~Bt~tCfjtC~tY::~n 

.. B~U~~tC~tl!l ll~~tC~UtC~t~~tC~t.l!f ::RUL1. ~llB~tCII\ ~ ,., p ... -p 

(;;,;)u-e.mssv) qiUil~n&ln~te~t~~l~~u ·t 

tl;1~tt::~n ~!Jt~tC~tYtJ~lL~U~fL!.~UB~&::tu.tLU 
.. fj~B~~~tCt.t~~U~~BILBII.~B!-L~UfjB~~~t~n~~~pB 

~l t~u~n~ l t~un 1n1-~~~Li::tute~t.Y ~'~l~~te~tY 

tCB!-MtC~t~ ~!JB~tCII\ (SS;}U;:)AJSUodsa~l) t~U~fL 

• MWtU~::~n tU~tC~ ~~t1 

~~n.~~~ m l~~teu::~tell\, ::~n ~~~ua~~PB!:Jtt~u~n 

~l B'-41 ~~uiln~s-1» ).!:l~~fulb»n~~u~t.t.w~n 
~l.L~Unlll!.~tC~UtC~t.Y ~!2B~tCII\ (Al!Hq~!{d~) 

tLU~n..c.~un l & l~~tS.t B!J~~ 1 ~fLte~t.Y ·z 
.. _ ~,;.!1!-::~11 ~~~te»n~, 

~lUU~.L(l~MLUIJ~U~~L1.::tU+l.U~ ~!JB~tCII\ (S;}{q!8 

-u~~) !.~U~fL!.~U~BILtC.L!.Y{ltniJ1tC~tl!f ·1 

p~..t1 (0661 'Au;}H 

pm~ 'IUI~lp!;}Z 'u~UIRJOS"E.I~d) (1Vfl0A~3:S) 

!.L U!;rl.L~U M~ UtU ~ntJ1 ::t(l~ tJ ~~~1!11 
~Gn.~~U~n..t.~UM~Utu~~,t-}.lol 

~B~&ate~~~~ll\nt~n.kn~~unHn~~n.t~u~~~unl 
A • I> 

nB~1~Bt~~!.~U!;rl.J.lo~~BIL!.~U~~~UM~UtUYn~!.fL!. 

t~U~~11~_t,II\1.4~Yte~tY~Mlt~&~p~:tYB~t:t~U 

Q&LLft.UYLLUDLnr.Jn1!:L ~ -1#7 _,.,._ F=' 

• Bt~&!Jt.Yn.~~ln.Q.~p.n~~1nln.BSJ11 
.. ~l ~~~~!-U~~ 1p~~ MLUQL1.~~L(lfj~~p~~1 ~itU~ 
.. ~Bn.t~U~~~tC~t~B~~~nun.~~llt~tC~Y~l~~1 U!frl. 

• • tC!.11~!.1l'l!JtY~BIL1.4~~~!.~U~~L1.!JL1.B~Un.n.nu~~!.~U 

n~UJU~::.Lflfllll~~t~U~I1~!\ll.L~tC~Y ·z 
!:Jtt~u!;~~un~~nl~~~Mun~~~~~~ll\n.uvn 

ut~te~Ut~ll\~n.~~lL'~L1.tnnng.m~,~~n tetn~.t.1 
• • ~Bn.t~u~n.~lt~unlnB~~&~~n~!nY&~!2ntJ1::tll 

tWn~lrlkfllllB~~.L~U~I1~!\ll.L~tC~Y ·1 

(s~WOOlDQ) tUJU0::1.f\l\t 

B~~tLU~HLpLLUUL~Ok!:Jt::~~~l:tfl 

• UtM.LII\tCML1.1~1.U 

U!fi\tetn~L1 :~RU£1tptu tLB!1L~t.ll~1~~~ 

U~rlk~B.t.B~1tetn~t1l..~ll\nt~n.ktL~~UtLI1TI~BII. 

t~U!;~~uM~uru~~n~~~.~u~~L1.tnn~t·s 
. .. tYnU1.teML1.1~.LUnl U!fn.tetn~t1~~1t\tLt~n.ktL~~ 

• • un11n ~~ILL~ U!;rl..L ~ U M~ UtU l!I::TU+l. U ~Ml 1!1 ~!Q I;S 

• A 

-~ll\tCML1.1~.LUnl U!frl.tC!.TIL'.L1~~11\tLLJ!!rlkn~~UtLI1TI 

~BIL.L~U.Lrl..L~UM~UtU~::tU+l.U~tUtf811tCL1.tLil~ 1 ~B --'Pf" p 

w~,~~!A-Ul\L'~n.kn.k.t.~un.~~.c.~unu.~t·£ 
• UltLl.ll\tCML1.1~.LU 

n1 u!fi\tetn~.c.1~~11\tLt~n.kn~~unHn~~n..c.~u~n 
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n-l"''l:S't! L <li\ltJ:ij:I-I10J lriltJ l .if LL UUflflUfn:i-1 LnU 

"i1Ul1:Hifv:Hmnnnfia.~~·mri1\l f.iv nuunviv\ILViil1 .. . 
a1 L;ivuvh if1lin h\1 u "i:Hu~n 1 um\1 L'l'l'I'I:HV11Ufl"i .. . 
~1u1u 400 flU lvmfl:H~1e:Jri1\ILLuu1111:HH::611mnn • 
h\lu"l"Nu~nvi~lii1u1ul1v\lli'nbitnu 100 l1v\l "i1A1 

v 

\lrl\lli'nvri"i::VI'i1\l 1,000 U1VI ll\1 2,500 U1VI ~ .. 
ft11:H~61Hi'1\lft"i1'A{ Un1"ie:Je:JnLLUULLfl::111n U~\1 1l1 

l6i111LviU LL111f1~1\lltJ~1nh\ILL"l"Hth::Ul'VI~U '1 <1i\llfv 

i1 LUU~611nvviff1A'cy1lv\l h \ILL "i:HtJ"i::LllVJll wi'v:H«\1 • 
V\l~ri\lfi1u1 v A11am:: ~nn 1 1.m 1,. L if1li' n LL~fl::Af \1 

vU1\IH::611miu1iJ h\1 LL"i:Hu~nil~::,-1:HLu1 h\lu "i:H .. 
tJ,-:;LllVJ Chic Hotel, Hip hotel, Design hotel 

ua:; lifestyle hotel Lif11tJ~btJ lii1u1u«\I~U 28 

~1U1U ~1f1n11''ritJ\ILviiJ'lLL,_;\ItJ"i::LVJA1VIil LLfl::~1f1 

VIU\I~u 45 Bangkok's Chic Hotels (tJi!hfla.t, 

2555) LfiliJLLU\ILLuuauum:Hve:Jmuu 3 rl1u 16lmi 

rl1uvi 1 ~n~VJ1\ItJ"i::1J1n"iA1H11111lu\lunviu\l 

Lviv1mL;ivu tJ"i::nuu611m'I'IA e:J1il ,-:;~un1"l"Rmt1 . . . 

m~w "i1vl61~m6iuu 1J~~1LU1 n1"l"li'n.jh tm:: 

1~UtJ"i::ft\I~Uf11"l"Lif1li'n ft1Uvi 2 A'l1:HA161VI1\I • 
LLfl::f11"ii'ui1 UflW111'1'1U1n1"i1Ju\IUnviu\l L vi iJ 1 .. . 
u1L.Uvuvi~~uuf.luniRuui'url1UVIihh\lu"i:HU~n 1u .. 
m\1 L VJ'I'I:HVIUA"i LfliJA"iuUAflH L UvV11flrn~mtru:: • • • 
RW111'1'1f11"l"u1n1,.«\l 5 611u tJ,-::nuu611iJ 611u 
• 

R11:HL uu,-tJi'i"i'lU'Uu\lu1m,- 611UA11:H L 11ullu li'l1\l .. 
1~1umw1m1 ~1Un1"i111e:JUHUu\IA'l1:HIRu\ln1"l"LLri 

fli'uu1n1"l" 611Uf1111l1fl11:H~U1~LLrifl'fuu1n1"l"LLfl:: .. .. 
~1Un1"l"1l1A11:HL~unL~U1~LLri~'fuu~n1"l"Ufl::fl1Uvi .. 
3 1'J'maumm::Li~muuLLU1'111\In11li'(ijHu1AWJl1'1'1 • 
f111U1n1"i1lu\IUf.IUn1Ruui'u;;f1UVIU1L"i\ILL"i:HL~u 
'le:J\Ii'uunviu\ILviiJ1u1L;itJU mrulifmt1: h\ILL"i:HU~n .. 
1um\IL'11'1'1:HVI1Ufl1 n1"l"1LA"i1::li~::1ifn1"iu~mL'.il\l 

• 
~1A11:Hlf f11"i~1U10JVI1~1~fliJfl::1111:H~nMW::1Ju\l 

~1LLU"ilUn11Uftfil\lf.lfl ft1U1Je:J\In1"ilbfl11::li~1fl11:H 

fl161V11\Iufl::n11Wi1un1"l"U1n1"i«\l 25 u~~tJUuiJ .. 

lli'l:: 5 Ulil:S'tJVIi:i'f1'1Jf)\J~I'If)ULLUUflflUCl1:1-1 «\IVI:I-Ifil\1:: .. . 
11'ln1"i'VIfilfle:JUA11:Huwn~1\11le:J\1~1nfl1\11l~\lflu\l 

tJ"i::mnTI11:Ham:: (Paired t-Test) 1um,-~hu1w 

LfiliJn1"iVI1fi1Lw~tJ fi1 L dv\1 L uUH111113!1U LLfl::~1 

A11:HLL111f1~1\l/'liu\li1\l <1i\lfi1Lw~iJLULL~fl::iJ~~iJ~:; 
~ 

Of1~1U1W~1f1n1"i"i1:Hfi1l1'\IVIH61 Lbfl::VI1"i6l1iJlii1U1U .. 
~~uULLUUfte:JU01H«\IVIH61 fl1Ufi1A11:HLL6lf1~1\l/ .. 
'liu\li1\l~::un~1U1W~1n~1Lw~il1lu\1~1n11i'ujlu .. . .. 
f11"iU~f11"i~n611iJfi1Lw~iJ1lu\lfl11:HA161VI1\ILUn11 

u1m,-

ft1VIi'uifu:Hm 1i\lflrum-wl61vi1m,-fl'a.~mMru .. . 
~1VIU1\11UUf.IUn1Rvui'url1UVIU1L"i\IU1:Hu~n LU .. 
n"i\IL'I'l'I'IHVI1Ufl1 lii1U1U 5 h\ILL"l"H 16furi h\ILL"i:H • 
Ue:JftL'I'IU fli'VI h\ILL"i:Hfltl1:HLllu1LVI~ h\ILL1H 

tiTlL 1{6lftLLfl1{ h\ILL 13-lte:JtlLBni arnn:;fl'u Ufl:: 

h\ILL1:Hflfl:H lif~uVJ{ LftiJ1rlULLU1VI1\11un11 

'11 (ijHU1 LLfl::tJi'UtJ"i \1 flW11 1'1'1f11"l"U1n111J v \1 Uf.IUn • • 
~uui'url1UVIU1 LL~1vi1n111LA11::liifu:HflL6liJ .. 

~ 

f11"i1 Lfl"i1::li L 11\1 L Ut:IV11 

r.a ~n'1"iAm~t1:lJ~ v 
1. ~nNru::VJ1\ItJ"i::1J1n"iA1H1111'11ui1r'li'u .. 

u1n1"i1l1'lV1L;iiJUfl1ULVIqjLUU 

- L'11A1J1iJ lii1U1U 276 flU fifiLUU~uiJ 

fl:: 69.0 

- u1iluri1wu1\l 31-40 u lii1u1u 182 . .. 
AU firilLUU~e:JtJfl:: 45.5 

- 11~~1 L 'U1u ULUtl1::LVIAfl\IALtJ{ .. .. 
liiTU1'U 139 fl'U fi6lLU'Ui'utJfl:: 34.7 

- ,-:;~Un1"l"Rf1M1LU1::~utJ1cycy1111~ 

lii1U1'U 194 AU fi6lLU'Uiuilfl:: 48.5 

- tJ,-::nuUu1~tmun\11UU1'it'I'ILe:Jn1Ju 

lii1U1'U 181 flU firilLU'Uiuilfl:: 45.2 

- "i1vl61mh::VIi1\l 30,001-45,000 .. 
U1VI lii1'U1U 171 fl'U fi6lLU'U~utJfl:: 42.7 
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- L'li'111nh\ILL1"3-IU~nvivhnTnfiu'liBa.~a .. .. 
djufl-¥\lu1"mht..nu 365 flU firmuu~mm~ 91.2 

- 1~ntJ1"~fl\lfia-~1viB'I1Li1tJ1 L l1Bn11"11n • 
~Bu -;i1u1u 235 flu firmuu~Bva~ 58.7 

2. illil~tJH1UUflflavia\l~al?iBfl113-lfi1~VI1'11 • . . 
'IJV\IiinviB\IL i1u1B1 L 1ivui13'll?iBflruam~•ru~flruml'l • • 
n11"U~n1'l~B\ILL~Un~B'\..I~Ufl1UVIU1l'l\ILL'la.IU~n .. 
1un,-\IL'VIl'la.I'VI1Ufl'l l'IU'h 3'lillil~vvi3'lfl113-lft1A'cy 

m.i~1vnu 3 illil~tJ 1~mi illil~vr~hm~~um'l~n'lt1 .. 
iJ"il~tJ~1Uflill'i1 L u1 ua~illil~ti~1U'l1tJ1~ .. 

LLf'I~L~Bi1lil1'ln.I1Ulil~t.lfl1'\..IUflflf'lfifl'l1~nl?iB • . . 
n1'l~U~'IlrNiinviB'I1Li1tJ1B1L'iivui13'll?iBflrn£ln~ru~ .. . 
flrufl1l'ln1Mn1'l'IJB\I LL~Un~B'\..I~Ufl1'\..IVIU1 h\1 LL'la-1 • 
u;\n 1um\1Ll'll'la.!VI1Ufl'l l'IU''hUillil~tJfiUf1113-l .. . 
ft1R(\JB~~~vnu 4 illil~tl 1~LLri illil~ti~1U'l~~u 

n11"~m~1 illil~v6hur:n'iil'l illil~ti~1UB611"1n11" 

Li111n ua~il~~tJ~1Ui61ntJ'l~fl\IA'Ile\ln11"L'Ii'111n • 
3. 'l~~Uf1113-lf11~VIl\I'IJB\IUnviB\ILi1tJ1 

e1Livui13'lfieflru£ln~ru~flrufl1l'ln11"U~n1'l'IJB\I • • 
LLf.l'\..ln~B'\..I~Ufl'lUVIih h\1 LL 1"3-IU~n 1 Un'l \1 L'VIl'IHVI1-.. . 
Ufl'l l'IU'.h iinvie'I1LfitJ'lfl1L'iitJUUfl'l13-lf111nVIl\11U 

fln.lfl1l'I011"U~011"er.i1u'l~~U3-110 fl1Lw~t.l 3.70 . .. 
1~w3'lf111Hf11~VI1'111 uflruamtru~flruml'ln11" • • 
u~n11"~1un11"61euaUB\If1113-I~B\In1'l'llB\I~~u .. 
u~n11" 3'lfi1L~tJfl\lflrnvi 3.77 LLa~au~uarnvhv fie .. . . 
f1113-ILUU'ltJ51"1"3-I'IJB\In1'lU~n11" 3'lfi1Lw~v~>hviarn .. . 
vi 3.65 

4. 'l~~Un1'l~U~f?iB fl man ~n.l~fln.lfl1l'l .. . . 
n1'lU~n1'l'lle\l LL~Un~e'\..I~Ufl1'\..IVIU1l 'l\1 LL 1"3-IU~n .. 
LUnd\ILVIl'IHVI1Ufl'l l'IU'h unviB'I1LvitJ'lB1L'iitJUU • 
n1'l~U~UAIJ.!111l'ln11"U~n11"BtiLU'l~~UtJ1Unf'l1\l .. . .. 
~\1Ufl1Lw~rmtivl 3.07 1~v3'ln1'l~u~uflrnml'l .. .. . 
n11"U~n11"~1Ufi113-IL~UBm~u1lil 3'lfi1Lw~tlfl'11Rrnvi .. . 
3.16 LLf'I~B'u~uarn'111v fiB ~1Un11"Ll1'm1a.~~uh • 
uri~~uu1m'l 3'lfi1Lw~tl~1viarnvi 2. 97 .. . 

5. 'riB'I1l'l\11"~Wi1'111"~~Ufl113-lfl11nVIl\l LLf'l~ . . 
,.~~un 1'l~U~'Il e '11iin vi B \1 L i1 v1 B1 L 'ii vui13'll?ie .. 
flruan~ru~fln.tfl1l'lm'lu~n11"'1JB\Iu~mn~eu~u • • 
fl1UVIihh\ILL'la.IU~nLUnd\ILVIl'la.IVI1'\..Ifl'l l'IUl1 iin .. . 
vie \I L i1 v 1B1 L 'iivu3'lm1a.~fl1 rnVIi\ll?ie flruan~ru~ • 
fln.lfl1l'l n11"U~n 11"'1Je \1 LL~Un~ B'\..I~Ufl1'\..IVIU 1 • 
h\ILL'la.IU~n LUn'l\ILVIl'la.!VIi'l..lfl'l n\IW.hn1'l~U~vj 

u ~ v ~ 

3'll?i B fl ru£1' n~ru~ fl n.tfl1l'ln1 'lu~n 11"'1JB \1 u~un . . 
~B'\..I~Ufl1'\..IVIU'1h\ILL"ja.IU~n 1um\'IL'VIl'la.IVI'1'1..1fld1u .. . 
VI0~1'\..I LLn~~fln'11"~Lfl'll~~fllfl1'1HLL610f?i'1\'l lrntJ • 
1iffi'1nt\6i Paired sample t-test l'IUl1 unvie\'1 

L viv'lBI L'iitJUUfl1'13-lfl1~VIl\IL U'VIn ~I '\..I LL61nl?i'1\l • 
eti1'113'liiv ri1A'runun11~u~ u'VIn ~1u L 'liu L~t11nu 

~ .. . 
1rnv~1Ufilruan~~viu'riB'I11'1\In\lvin~LuuB'u~uvi 1 . .. . 
fiB flruan~~~1Un'l11l1'f111a.~~uhuri~~uu~nTl' . .. 
iinviB\1 L viv1e1 L '!itJUHfl1'13-lf111nVIl\lvifi1Lw~t.l 3.70 

ua~um1~u~vifi1Lw~t1 2.97 ~'113'l'lie'l1i'l'11etivi 0.73 .. .. 
B'u~ui1 2 fiB flruan~ru~~~um,.61BURUB'I1fl113-l • 
.... ,._.,_ .0. - I d c::11 d 

61B\In'l1"LLn~1UU1n'l1 '\..IO'VIe\ILV!t.l'lfl1L'IW'\..13-If11'1H .. 
fl'llnVIl\lfifi1Lw~tl 3.77 LLfi~Un'l'l~U~fifi1Lw~tl 3.06 .. 
~'113'l'rie'l1ii'11Btivi 0.71 au~uvi 3 fiB flruan~ru~ .. . 
~1'\..lfl11HLU'I..I'ltJ51"1H'IJB\In'l'lU~n'11" iinviB'I1Lfitn 

B'lL4ftluHfl1'1Hfl'llnVIl\IVifi1Lw~t13.65 LLn~Hn11~U-j .. 
vifi1Lw~tl 3.03 ~'113'l'rie'l1i1'11Btifi 0.62 B'u~uvi 3 .. 
fie flruan'l:tru~~~uf11'1Hti'l L ~aiial111'11 h 1 un11 • . . . 
u~m,-iinvia\1 L i1 tl1tl'1 L 'livu3'lm1HA1rnVI1'11i1fi'l Lw~t.l 

3.71 ua~3'ln'11~u~vifi1Lw~tl 3.11 ~'113'l'ria'l1i1\lati .. .. 
i1 0.60 ua~B'u~uarn'111v fia flruan~ru~~~um'l • • 
Ll1'f1113-l L ~uam ~u h uri~~uu~n11 iinvia\1 L viv1 .. 
tl1L'!itJUHA11Hfl11nVIl\IVifi1LwfttJ 3.67 LLn~Un11"~U~ .. 
vifi1Lw~t.l 3.16 ~\IH'ritJ\Ii1'11tJtivi 0.51 .. 

6. LL '1..11VI1 \IL un 11"oWI?.H'\..11 LLfl~tJ~UU'l\1 • 
f1Nfl1l'l n11u~n 11'11 tl \1 LL~'\..1 n ~ti'\..I~Ufl1'\..IVIU 1 • 
h'I1LL1HU~n LUn1\ILVIl'IHVI1'\..IA1LtjtlL~Hfln.lfl1l'l .. . . 
n11"U1n1'lLl1'~~\I,}U 611Hf111HfirnL~'I..I'Ilti\1~1VIih 
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\l'l'ULH.J'UntJlfl'U'iUff'l'UVIihh\ILL".i:HU[;jn l'Un".i\lL'VI'W .. . 
2-l'l'Ufl".i 

'IJeJ:HI;l~'lnnTHi'Hil1'1fnJ~1VIii1\11'ULLt:.I'Un .. 
iieJui'ua1uVIii1h\ILL".i:Hu~n 1um\IL'VI'W:HV11Ufl".i .. . 
~1'1..11'1..1 5 h\ILL,-:1-l l~LLri h\ILL".i:HLLflflL'WU fli'VI 

h\ILL"j:Hflti1HLlJeJ~L'VI"il h\ILL"j3-llJ11Ll'f6lflLLfl1'f h\1 

LL".iHLe:JtlLfln'lf H'nn::au u~;~:: h" LL ,-~a~;~H fl~u'VIi 

tll.Ji1 ~1VIii1\11ULLt:.IUn~e:JUi'l.Jfl1UVIih h\ILL".iHU .. 
;in 1um\IL'VIti2-IV11Ufl".i 1~1l1fl11Hft1~C)Jnu • 
flWfl1tln1".iU~n1".i~eJ\I'VI1\ILLt:.IUn l61tJV61VIftnn1".i • 
R\IHtlUU~n1".ieJti1\INflrufl1'W ;1\1 LrltJ1 L iie:J\IlVItll>l".i \1 • 
rlULflllrt1m"rl1v1"UU1flrufl1'Wn1W!}m".i1>11HUv~tlvj • 
1;;1um".i'IJ".i::L~UflWil1'tl~\l 5 61'1u l~uri ~1u • 
fl11HLUU".iU~".i".iH~tl\ln1".iU!}n1".i ~1Ufl11HL~fl~tl .. 
u~;~::l'b1\1Lv ~1Un1".il>leJUfl'Wtl\l~tl\l'tlUn\11U ~1U 

n111 l1m1a.~atuh u~;~::~1un1".iL ~ue:Jn L ~u 1 :a 1>11:1-l 

Lfl~eJ\IHeJ'IJ".i::~UFJrnfl1'tln1".iU!}n1".i (SERVQUAL) 

u~;~::uvnv1n~uff\lflUUfluu1l1Nn1".i~VIn1".i~n • 
tJU".i2-1~1UflWil1tln1".iU~n1".i ;1\lue:Jmnnv::LUU • 
~lilU1li'mt:: 1 un1".il'i1\11U 'lhtJ 1 \1t~Un\11ULLt:.IUn 

iivu'fua1uVIii~\11:a1l1mm".iLLri~'liu~m".i~1tJ\1~>~Llil .. 
u~n1".ivi~ V\ILUu'li1tJ!;!V~lvn1fl~VI'tll;l16lvie:J1lilv:: 
LiiV~.Uu 1 un1".ifl\1Hvun1".iu!}n11an~1t1 u~;~::l11v 

~flV~iliie:J L tiv 1 \1~ iu1n1".iLn61fl11HW\I'tleJ 1v vti1\l fl \1 . .. .. 
~flVI lVItJ 1~ LLflVI..tli'flu:: LrltJ1rlU LL U1'V11\In1".iWiilU1 • 
flWfl1'tln1".iU~n1".i~eJ \1 LLt:.IUn ~eJUi'Ufl1UVIii1 • 
h\ILL "j:i-l\l[;jnl-'llil1HU".i!:L~Uvi1\11~\ltt 

- ~1Ufl11HLUU".iU5".i".i2-l~eJ\In1".iU7n1".i .. 
v1nn1".iflH1l1'1f~1VIii1\11ULLt:.IUn~vUi'Ufl1UVIii1 

h\ILL".i2-IU~n1um\IL'VI'WHVI1Ufl".i ~\1 5 'VhU 'WUi1 .. . 
n11W lil'W1 LL!;!::'I.Ji'u'IJ'l \1 flW/l1'tln1".iU~n1'l1 u~ 1u • • 
fl11H L uu".i'IJ5'l".iH~v\ln1".iU!}n1".i~v" LLt:.~un ~vui'u .. 
G't1uV1ii1l ".i\1 LL ".i:H~u Nfl11:Hfl1~ClJLUUe:Jti1\I:H1n 

L llEJ\Iv1n L Our;huu ,-nviiin'Vie:J\1 L viv1 L6iu'V11\I L '1112-11 

1 'lfu!}m,-ua116i'ttu'IJ:: 'WV~fltt flvumHnut~un\11u .. . 

m. \1u'im1mt1 1 'ULLt:.~un ·~\IVI'lnfl'l:Hl".irtvi'il::tl'iutl'l" .. . 
n11u!}n 111l1iin'Vi v" tvi r.nvi L 'If 13-111 'iiu1n'l".i 

fl1:H1".irlflHirflLLi;~!:i'U~fi\ln1".iR\I:HflUn1".iU!}m".ivi6fl61 .. 
~1tJ'IJ".i::fl1'VIH:Hirfl~\l 5 ;i\l~vl~i1fl1H1".irl'll".i::flu 
fl11Hfl1L~v1u.ffuu".in~v\ln1'lLl1u1m,- lVIttlil::~v\1 
~ ~ I - d IV 

~HI>I\ILLI>In1".iVILLI;l'lnH1fl11Hfl!:eJ161~tiU".iEitl~fl\l .. 
u~nw1V~tJ".iEJu1o\I~EJui'u Nn1".i~VIL~>~itta.~vumru • 
u~;~:: Lvnfl1".ivi1 "1 L timhu1tJfl11Hfl::VI1n 1 \1nuiin 

'Viv\ILviv1viL'If1H1wn v1'i1 atJmruflEJ:H'A1L~>~v1viN • 
111 \1u~m1 uriiin'Vi v\1 L viv1fl1".ivti1 uflmt~ttiv:~-~ 1 'ii .. 
\11U u~;~::1 U".iLLn".iHfl1 L ~lil".i'llvil 'ifmtt 1 U h \1 LL ".i:Hfl1".iN .. 
fl".iE!Ufli;IH 1 U'VInfl1U\11U L tim.hU1tlfl!:VI1n LLI;l!: • • 

I I 'Ill' ~ d.d ""--I .d 
\11tJI>Ivn1".ifluVI1~tlHI;l'VI Lmn~v\lnuun'VIe:J\1 L 'VI tJ1 .. 
vi:~-~11 'iiu1m".i an~\ll U".ioU11VIifl ut:JuwuviLI>IitJ:H 11 
1l1'1lv:~-~~;~fl1".iv::l'lfl11Hfl1t1\11:H ti1flU1lil 'llvfl11:H .. 
ehuJ1mL~;~::'li'VILvu LUU~u uvnv1n~uttiin\11U 
~vui'UR1UVIii1v!:~fl\lfl1H1a~VILfl~fl\ILLUUvi • 
fl!:tl1VILitJU~Eltl LLi;~!:VI1nfl1H1".iriNLfl~fl\ILLvi\ln1tJvi 

(;l".i\lnu LLU1flVI~tl\l h\lu ".iHlil::~EJi1 Luu'llBl~Lmou 

E!th\IH1n ~\lvj~1VIii1\11Ul ".i\1 LL 'lHflt11HLlJfJ!}L 'VIlil 

(2556, n".in[J1flH) mh11-'li1 "h\ILL".iHviN"qVI 

Lfl~fl\1 LL UU~fl\l'tlUn\11U~flui'UR1UVIii11~1>1'l\l 1>113-1 

r'fun1".il>lnLLvi\I~EJ\Ih\ILL".iH ~e:Jl~-hLUUlilVI'U1f.ILLI;l!: • 
Luuv 111 Lr;iuvla1m ".irt ~ \1111111 fl11 H au 1lil uriwn'Vi v" . .. 
Lvitt1vimwnl~LUUtlti1\l~ L'li'WL~t11rlUh\ILL".iH'I.Ifl\l 

I>IUi'iNn1".il>ln LLvi\1 fif1 fl1fl1".i LLI;l::\1 v \IWn LL UU a1UU1 

~\I LriBn 1 'ii Lfl~tl\1 u uu'l.lv\lttun\11'1..1 L Oulh-AuLHe:J\1 

LLI;l::H1'VIuaLihnuh\ILL".iH" Luu~u 

- 6i'1Ufl11HU1 L~flt'iv 1111\1 Lv 1 Un1".iU~n1".i 

v1nn1".iflH111HnJ~1VIii1\11ULLtiUn~vUi'Ua1UVIU1 

h\ILL'lHU~n 1um\IL'VI'tl:HVI1Ufl".i ~\1 5 'Vi1U 'WUi1 .. . 
n1'lWW-IU1 LL!;!::'IJi'u'IJ".i\1 flWil1'tln1".iU1n111 u~1u • • 
fl11:HU1 L~El~Bl-'l11\11lil 1 um1u1n11 (Reliability) 

'llv\1 LLt:.~un~vui'ua1uVIii1 h\1 LL 12-~u~mru L'iJu~\lvi .. 
ll::~u1VI1".iLLi;~!:'tlUn\11U~\1u1m".ifl1".ilil::!'lm".ir'i1U\I .. .. 
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ll\lanmthu)'I.OOJ u.1n rtlu\r;nn~~Hf'lTnnritt'lilfl\lnu 

l'l'l1H'i1\ltm h 1 um1t il111n'llfl\liinviEJ\I t vi in lr;Jtt . . 
n11li!~f1i1\lf'l11mht 1ifliiEJ'Ilt~\ln11U1n11fn1lil~t 1~ 

;tu:;,1nn11i'rnnt 'l~1 u~~1mt1fh~ufl'cyqpvi1 ~ 1 
nuunvie:h'J L \iirn e:J1iii Ld~1L 'Un11fl\1He:JU'i1 e:J\Il1n 

'lle:J\1 h\lu 1H~'l 1tJi-1an~1thttfta\ILH\1!;11\I ~\I .au 
vnniinvia\ILYiv1L~h~Vl1\IH1fi\lh\lu.1HLLa'lr~11li!~3'l 
n1"i~r;JL!;Ilim-l~eh'll1n 1 i1EJU.fl~'l'liemft\IHEJU'I1a\1'11n 1 '11 

iluiinvifl\1Lvitt'l~1 uifuVi irnviEJ\1 tvitt1~~iflni1\l'l'la 1:;, .. 
tuurJiu UEJnlil1ndvnnirnvifl\l L vitt'ltl"i~ftunu 
ilcy'l-n'l'l7ar~112·1l:Hi1\l'l'lfl htnr;J1Tumtt 1uh\lu ·:m 1 u 
_!1u:::vi L 11 L UU'I'IUn\11Url'l1li!:::IR'a\l LLflr;J\J rl'l1H 

lil1\l 1,1 'U011'thtmri1'1li:JC\j'III1~1\I'J aJf\1 h\IU"iH 

LLj;jfl::: u vi \ln:;,~3'l'1fln11 1 un11uli1 'UU'!J'I'l1vi u!;ln~1\l 

nuaan 1 tJ L'li'Ut~ t11rlU~'l'IIJU1\11U h\1 u. "iH 

lJTlL'Jir;JflUI'lTi (2556, n'in[l11'lH) ljijmh'Jli-:i1 

"n1'i1J1'11JTl\11'ULLGl~ LLfll 'UUC\JVI1'1it~ie:J\I L ~i.f'Ulil1n 

anH1!;1U1jij6i1LUUn1'i!;11HVI"'nf'f1-:i1 HEAT aJf\IL~Hfi .. 
H=Hear fit~'l1t11tt12-ILU'IU7oW\I.yj~ LLa~fuoW\I'VIn'lia .. . 
ifl\1 L~tt'UL~mfiu 1 iti'iu'liaHa 1 um'itli'utJ1\In1'i .. . 
u1m1~a1tJ Vl"'\lli!1n.au1Jiajij'1i.f E=Empathize 

n11tenht'll12-111ahL'l1 1'11fir;JLf12-lt~i1ii'!JVI1'1lt~\l 

~nl'i1fiailruVI1'1le:J\IL 11 t ~fllil~ 1jij'V11'l6n111 un1'i .. ~ 

u.flt 'UU'!JVI11'11~nl'i1 Lflr;JI'l11H'i1\l'l'le:J 1 :;,ati1\I~\I'Vif!r;J 
u~~ri\l~altJvi~'l1u1n11'11Jnl'lul'l'l1li!~rJia\ltJnu~i-1a .. • ::.1 

A=Apologize mh'l'llfl lmt~nl'i1nm Vli>Jn11ruvi 

Lnf111Tuati1\IH2-111tt1Vlviflr;J u.a~ft,;rvhtti-ia T =Take • • 
action l'ld1li!~3'lm":i6i1 L ilun1'l1 um'iuti'l 'UU'!JVI1'1ifl 

ifl\ILliiJUt!UEJV1\IOn!REJ\I LLfl~LVIH1~fiHviflr;J L ~fl 1'11 .. . 
flnH1r.ie:JUI'lGl1tlt11'iHWfl\l LLa~iflni1\l'l'ltl L lil Ufl::: .. .. 
Vl"'\1~1n~UAEJ\I'I'IiJ1iJ1Htlfutl'i\ll:H1'11Lnr;J • v v v 

L'IIJ!;Im'lrumr;huuiiuan" LLfl~uEJnlil1niru~'l'l'lir1 • 
\11Uh\ILL'iHUtlfiL'I'IU fli'IIJ (2556, n'in!J11'lH) 0\1 

mh1li-:i1 " n1'ilil:::vh1-H~nl'i1L11fli'imLfl~li'l1\lh .. 
1um'lu1m'i.au m~,~~e:J\IL~Hli!1nn111'11u1m1vi 

onrJIEJ\1 LVIH1~f1H LL~:::HI'lruJ11'1'1~\I LU?in11 1 'Hu~n1'l1 'U .. . 
v 

l'li'\lu."in" 

jij1un1'i~muftut~\ll'l11HIR'a\ln11u.ritHu .. 
u1m'i lil1nm'ifl'Hm'ltru~1VIU1\11UUt.lunrJiau1u 

ft1UVIU1h\ILL'iH1J~n1um\IL'IIJ'I'IHVI1Url'i ~\1 5 vi1U .. . 
'I'IU-:i1 n1'i'1100-IU1LLfl:::tlfutJ1\II'l(l.Ul1'1'1n1'iU1n11 • • 
1ujij1un1'i!;~e:J1Jf1Ua\lri11HrJla\ln1'i'IJEJ\Ianl'i1-au .. 
tuuri\lvia'lr~11H6'hfi'C\!H1nvi'l[;lvi~-;n.,ir•\l•uu.emn 

rJiaui'ua1UVIU11'l11lii:::~1U\Iii\ILUn11ft\IHEJUn1'i 

u1n1'lvi3'll'lrun1'1'11 'H ttri~nfh aJf\13'll'l'l13-lf1EJ(;IrlaEJ\Inu . .. 
t.l~n 1'i'l~il 1 Ul'l~ \IU-:i1iinvi EJ \1 L viv 1HI'l11HI'l1r;JVI-l\l 

1ujij1un1":i!;le:JUf!Ue:J\Irl'l1HrJla\ln1'i'llt~\lanl'i13-11n .. 
viffr;J lr;Jva'lifmftufl u u:::-:i11'l'l'ili!:::3'ln1'in'i~rJiu 1 'H • • 
'l'liin\11Uu.t-~unrJiaufufi1UVIir1ill'l113-lm~~a~a-¥uvi 

lii:::L'I1u1n1'lU.riLL'Ilnati1\I'I1Ud1\IVi ~\lyj~1VIU1\11'U 

h\1 u 'i3-1 u.atl t5n.U :Hnn:::ft'u(2556, n'in!J1r13-1) 

mh11 i-:i1 "L~tl h\1 LL 'iHHifnvia\1 L fiv1,j1'U1UH1n 

l'le:Jtl'iai'um1u1n1":iatiu1t 1rulo\IIR'aufu 'l'liin .. 
\11UI'l1'ilil~~a\IHn1'ifl\lf11iJ!;I1 Vl~t!'ie:JilflHL~EJLUU 
flC\JC\J1 ru 1 '11 u.riunvi a \I L vi v1Vl'i1Ui1'1'1irn \11U L ~u 
LL~~i'U'IIJ'i1UU.~1-:i1Un'Via\l L Viil1'itl L if11Uu1n1'ifl ti .. 
~\JUt ~aUEJ\IllUnt'il:Hii\I'I'IEJ 1:;, 1 um'i\'i1\11U'Ile:J\I'I'Iiin 

\11UU1n1'i" Uflnlil1nUl 'i\ILL "iHU~nl'l11~~B1'U'liJ .. 
l'l113-lft:::,;nn 1 um'l~f.;l~a~afl1'i'i:::VIi1\l LLt-~unrJiauw 

ft1UVIU1rlUUn'Via\l L fiv1 L '1151H1'i0~f.;lt;ia~afl1'i 
ljij~1iJ 'i'lf.;IL~'l U.~~VIfl1n1-'ln1tl fl1iii ~[;!IJiEJ'IIJ1\I 

l'l'l1A'I'IVi liJ(;IVIH1Viit€inmflilnff ti'lurJiu 

- ~1Un11L'I1m1H~uhttri~fuu1m'l ~1n .. 
n11flWl1'ltW~'lVIU 1\111.! LLt-~un IR aui'ua1uV1ir1 

h\IU'i3-IU~n1un'i\IL'IIJ'I'IHVI1'UI'l'i ~\1 5 'Vi1U 'I'IU-:i1 .. . 
n11'11~u1 LLfl~tli'Utl'i\ll'lill111'1'1n1'lU1n 111 u~hu • • 
nt11'11m1H~u1liltLri~nl'i1-aul'l11li!~:H\ItirultJvil'l113-1'¥ .. . .. 
l'l11Hfl13.f110'1Jti\I'I'IUn\11ULLt.IUn~fl'Ui'Ufl1U'IIJU1 

1 un1'l1 '11'1iEJHfl!Ji1 \l'l u.riirn'Vi8\l t viv1vi3'll'l11H on .. .. 
IREJ\ItL~:::1Tr;wuu fl1iii i!EJHfl~1ltl'IJa\lh\ILL'iH ilflH~ .. .. 
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L_ --·---__...J 

I.'Ul1~via\ltvlv1mnru1m1Lfith'l ttlu~u ta:la1~vll'lirn 
\11~11:t-~'¥d'1v\ll1a,-,~rf\l!:-~~6iafl11:t-~'l1\ll1a1,-,'lla\lun .. 
vieJ\IbfltJ1 ~\lfll1'11·'1\l1\11'Uh\IU'l:Hfi11L1{~flUfl1'f 

(2556, mn!J1flW) mh1lii1 "vnn'l!nvia\ltvltn 

MD\In1'lfleJUIJ1:H tr1v1nufltl1uvlvl'1.hvia\l L vlv11 u 
n'l\1 Ll'l't'1'1 uan1il1n't'lun\11'U~ \1u'in1'l1il~~a\l . .. 
fl1:H1'ltl u u~'l.hamuvlvivl'l L vi rn 1~ LL~1 V\11il~~DI'I 

fl1:H1'ltliJSU1 fJ '11 tJ ~~La tJ ~'IJ il\1 n 1'1 L6i'Ul'l11'1 n !J 

'l~LutJu1un1'lL'I'i1'1J:H1~mhl'!tln~al'l LL~~ifl'l'l1:Hi.'il'l .. 
fl11ml~a~iltJ'Ilil\lfltl1'Uvi'Viai'ILviv1'1iu"J~1tJ L-AmiJu 

ia:~-~~1\1unvia\ILvitna1:H1'ltlL~J~iv:~-~6111~mh\ltln~al'l .. .. 
lnn'ri11~ L '1iud13J L '11vl'l LL6iv~ 1~i'ufl11:Hatu 1 vv1n 

tlnvial'l L vlv1 u6itlnvial'l L viv1v~Li'i~fl11:H'I1\I't'la 1v 
LL~~nau:~-~1l1n,111u1ama6ia 1u~ u~~uamnnilffl'l 
fl1'lL~:Hfl11:Hatu 1,-,1 \1nu'l!n'Via\l L vitJ1~1vVfmt~ 

fi11:Hfl1:HT'i!Jl'I11'1~1'Ull1'1:t1 fl11:H;iml~J~tl LL~~ 

:H1'ltJ1l'l'lla\ll'lun\11'U~i1u'in1'l .. 
- ~1'Ufl11:HL ~uam ~ulv LLri~i'uu'in1'l .. 

v1nn1'lfl:H111'1tNVf1vn'i11'11'ULL!:-I'Un~aui'urf1'U 

'VI'I.'hh\ILL'l:HU~n1um\1Ll'l't'I:H'VI1'Ufl'1 ~\1 5 'Vi1U 't'IU .. . 
i1 n1'll1'Jij.ju1 LLa~tJi'utJ,- \1 Flrum't'lm'lu'im,-1 u • • 
~1'UF111:HL~uvm~1vuri~ntlh'liufl1'l1il~a.i\ILUU1tJvi .. . 
fi11:H L;ham'l'i1 hun'Via\1 L vitJ1 L tJu'l1tJUFlfl~ • 
L iia \lv1 n u6i~~Uflfl~31 fi11:H~a\lm'lvi LL~J~n 6i1\l flu • 
~1m't'lfl 'lv 'l1tJ1~Lm~iJ,-,~tJ~u,an:~-~1n:H1tJ 11\1 

'VI10l'l11'11 '1\1 LL 'l:H L;h 1 v 1 'U'11fJ~~LafJ~L 'VII.'i101i!~ 
H1:H1'ltlH'¥1\IF111:H1J'l~Vfu1,-,1\1nu'l!n'Via\ILvltJ11~LtJu 

D£h\I:H10 1~t1Lw't'11~h\ILL'l:H'IJ'U1~L~nDri1\lh\ILL'lHU .. 
jljn via1HTm~u~tln'Viai'ILvltJ11~Ltl'U'11tJUfiFl~ L'liu .. . 
- • d da "" "" 'IV cv 'IV d 'UOl'lil\1 b l'ltl1l'I:HL~nL~nL'IJ1't'l0~1tJ v~:Hfl11:H 

!Ra\ln1'1~1'UatJn'lwLi1v1nu~u~L~nl'iau;h\I:H1n . ... 
'VI 1m 'l1~~L~J~itJH 111 \1riau,-,d~i"uFh~'U'UHv1n'l!n 

vieJI'!LvitJ1ilri1\IUtl'Uil'U ~l'lfll-11'VIU11'11'Uhl'l LL 'l:Hfl~H 

Aiu'Vl{ (2556, mn!J1FlH) nl.'i111ii1 " 'l'ia1~ 

LtJitJU'Uil\1 hi'ILL '13-IU~nVIia 1 '1\1 LL 'lH'U'\.!1~ b~n0fia ... 

n1'l~uma1 h 1a~mhnvuf1Fl~ 'lil'li.'iai1L iJult\lvl 
cu " ,q 

fl1~ruu~~'l.h1tJam,-LL'U~'Ihuan6ianuL-Aau ru1~~ 
~ .. ~ 

iia\1 u~~Fl'Ui'~n 1l-1ml1nili1 'l\1 LL 'l:H'Ilil\1 L 'l1Dn ~\li.'iai1 ... 
'Vl1\11 '1\1 LL 'l:Hfl1'11il~ 1 i1fl11Hfl1~runuflrum't'ln1'1 

~ . 
~ 

u'in1'll'I1\1~1'UUH1n" 

aii'lJ"il m:.t~ 

Servqual Ltl'ULfl~a\131aH16l'l~1'U1um'l1'~ 

fl ru111't'1 n 1'1U'in 1 ,-vi \11 u 1 ~ VVI ~ 1 v ii'u 1 i1 n 1,. • 
f.Jil:Hi'ULtJ'Uvth\1~ L fia\lv10fl1:H1'ltl 1 'l'iLtJ'ULfl~il\1 

31eJfl1VIi"U~U'iV11'l1 '1\1 U '13-1 1 'U01'11'~flllA1l1't'101'1 
... . 

u'im,-1 ua\IRn'l'llil\IIJI'U \11'1.!1 ~viiuda~VIau 1 i1 L ~u 
i1'1!nvia\ILVitJ1il1L;ivu31m1:Hfl1~VI1'\Iflrum't'lm'1 • 
u'in1'lH\Ini1n1'li"ui'lu~\l 5 flruan'l:tru~ lil\l'liu .. .. . 
n1'l'ri1fl11:H L 'l'i111ilfll'lfl11:Hfl1~'V11\I LL~~m,-i"u'¥ .. 
vi LL Vlv'i\I'Uil\I~Ofllv~ L tl'ULL 'U1l'I1\IL i11 'l\1 LL 'l:HU~n ... .. 
fl1:H1'ltlilil0 U UU01'lU~01'l1~6l'li'I611Hfi11H 

Ma\ln1'1'1lil\l~n fi1 LL~~ 1\1 ~n fi1 Li'i ~ fl11H'I11'1't'lil 1 v ... ... 
ath\la\lvia~6ian1w'im'lvil'l1\l h\1 LL 'l:H 1~thaua 1 i1 ... . 
LL~~\11'U1~tJ;i'U0~\11~Lfl'UilU'U~LL'U1l'l1\101'1l1'Jij.I'U1 
flru111't'ln1'1U~n1'l'Uil\l bbf:.I'Un~a'Ui"Ufl1'UVIU1 h\1 LL 1"3-1 • 
L-Ail'lil\li"UUO'I'iil\ILvifJ1il1L;itJ'U mruffn'l:t1: hi'IU'l:HU .. 
~n (Boutique) 1un"{\1Ll'l't'IHVI1'Ufl'l ~\16ia1ud 

- ~1'Ufl11HLtJ'U'lUli'l'l:H'IIil\101'lU~01'l ... 
1il1nf:.l~m,-1~mLfl~\ILi1L~'U11 LL!:-I'Un~aui"urf1'UVIii1 

Hn1'1L~J~itJHfl11:H't'li'a:H~\11 'U~1'Un1'lu'in1'lLL~::: 
fl11:H't'li'aa.~'lla\l't'IUn\11'U~Li1u~n1'lL'Uu!:-~un .. 
!Raui"Ufl1'U'I!IU1 1~tJfhU\IO\IL~D\In1'1~LL~atJmw ... . 
Lfl~a\11'116i1\I"J1i131fl11H't'11aa-~1'111'11'U1~Luumh\l~ 

LL~~'t'IU0\11'UHn1'lLL6il'ln1tJvifl~il1~ fl1i.l\11:H fl\l!:-~~1i1 

'lia\li11'1'l~VIi1\lfl11Hfl1~'1!11\ILL~~n11"i"Ui'llil\IUO ... . . 
via \I L Viv1a1 L;itJuVi§'l6iaf!ruan'l:tru~flruml'ln1'l • • 
U~n1'l'Uil\l LL!:-1'1..10 ~a'Ui"Ufl1'U'I!IU1 h \1 bL 1"3-IU~n L 'U .. 
m\1Ll'l't'IH'I!I1'Ufl'l milu,-~liluiiavvia~ Lfimi'ivunu . ... . 
FJruan'l:trn~FJrnn1't'ln1'lu'im,-~1uau fi11 LLHi1 . . 



51 tl.lllLlf!,LU~flflk~fl,Vlt l :::.t,Llfl't~flGI'tf.\):'!!,LU:::1!!11 

tl.~~~ 1!,LUM.l L~t1 :::rJ:::.t,MM.Iii.L,!JJ:ll te.t, 11 f.\!, lf.\LIA tl.fl. 1 

ll lJ:!U~.t,LUf/l.flk~fi.,VS,-1» l~Lfufu~ti.~L~LRUk:::1!!11 
L~t 1LRUkf.\GWf.\,@:::~11 f.\GWUUf.\L~GJ:!l~I.'L!!J!,LU~fl 

}.lo l .t,LULrt:::M. 11:::_1!!11M,VL~G!,ki.'!JilLfl£Gll!,LtCLll U.t, 11 

. "' 1.'!,~1611f.\16M.Ll1rtl~te:::~111'tll:::LI'tli1.1 f.\GWUlll'tLt~lltM 
-I -II=" A 1ft .. .. . 

!,L U~fllt lf.\G ~:::~q~t.lil.tl.t):'!fl.kti.G~Utl.tmtl.l .t,LU~fl. 

"' "' !.1. WM.LI.'U,ttM.I.'!JflLI'tlil.ti.,P. L~U~I.'Gil..t.LUI.'G~H:Lt~ 

G~111.1.'¥L~tCLI61.' !.W!.LU~fl!,LUXt l!.LUI.'!JH:U, Gl'tll1 Lt£ll 

:::~11 I.'G~UUI.'L~GL~t 1 l'tLI6~!.16J:ll L~U~fl.l'!,-lLfufu~ 

J:ll~l'tLW.t.LU~fl.fl.GHI.'):'!!.LUtl.ij1L~!.LU~fl.!.LU 

tl.l ~li.'LtS,-tG!JGf31 Lfl.l'tLt~f.\Gil.HWt!I.'!JtLj!!UJ:ll~ 

(0661 'AildS: pm~ 'IUiut.p~dz ·u~w~ms~J~d)~ 

!.Gfl.1:!~11 llHIA1HJ. ti.LHL.t.hL.t.LM.I.'Gil.fl.M.ti.~Gil. ... ~ p "' "' 

1.'~ !.LU~fl.fl.k~!J11!.LU~fl.!.LUtl.l~ltl.~tCLt~Xtl!.LU 

UL~LHI.'~I.'G!.I.'GHfl.~tl.~tl.ij11.'~ I.'HI.'L!,kti.G~!.LU~n. 

!.LUtl.l ~ li.'Lt!,-1 G!JGf: 11'tLt~ti.LJ:l!.LU~fl.!.LUM.LlfrtlM 
• :!rtlRU ~rtl~GWI.' tii1.M L I!IH:Lt~l'ttl.lln. 1 L8 til lA 1 1.' G lA -I -p p F' I 

U,tt L~U~fl.M.I.'.@Il~!;,;t.LU~HI'tLI6lJ!.li.'Lfl8!!J11 

~tl.~ti.LJ:l!.LU~fl.!.LUM.Ll!fUM 

:::ruRU~rtlMfl.,Vfl.ll j& 1 8~1 1.' 8ll~fl~fl.~ti.Q 1 ll 8L\ 

"' . "' n.~:::!.M.t~G .t,~M.lli1.1'tM.IA11.'Wtl.l U~fl.l'tt111.'!,llL\II1. 

tl.t):'!fl.kt1.8~Utl.l111 f.\GO.!.LU~fl.!.LUM.t ~ ll.'ltS,-t Gl,lGf: 1 

• • lfi.H:Ltl!ltl.lJ:l!.LU~fl.!.LUM.ll!fU~:::ru-A.U~ru~G!!Jt$ 

lAM. !ln. 1 1.-GtlliA 1 1.'81AUti.I.'GI1.1fl.!..t.lU:::~11 l.'tll1.l9Liell'tlt~ f" p F' I -1ft --

lt l~l.'l}.loti.G~!.LU~fl.!.lUfl.GI'tl.'):'!!.lUt$U~ni'C!. 11 l.'!.l 

lL\Ii1.tl.t):'!flkti.G~Utl.l111 q.M.~Pltll.'l91;!111l~t;!.lU~t:IUL~ 

.t,lU~fl!.LUtl.l ~ti.'LtH G!JGf: 1 Lfl.l'tlt~tl.lJ:! -

~I.'LflGtl.ij1J:ll!.LU~fl.fl.k~UL~~ltl.ll 

l'tLtt~n~[;)l.'~~l.'~tl.ij1:::~ l't!.111.'!.li.'Gil.fl.fl.11(l1n.1'1.'!.16 

IAM.LI.'Uti.M.fl.fl. 11 1.'8!,1!11 MiJ.I'tll!.LI'tLllLll I'Cll:::LH:Iil. 1 f" -P ...,. no 

IJG~fl.ll~1 l9 LG:!ll~fl.fl 11 1.'13~~1 Mfl.fltl'ttl;!I.'G~:::~ 

lL\Iil.tl.t):'!flkti.GJt!Utl.t:l11tl.l !.LU~fl.lt WM.li.'U,ttM.fu~LV 
14:::~11 ti.Jtlti.IJ1 :::tllll't,\il~11i;Jtl.t):'!:::~11 tt.l;!t'..lfU!lfCG.Q. 

tl.t):'! fl.kti.GJt!tl.t):'! ~L8 LL\Ii1.tl.t):'!fl.kt1.8Jt!Utl.t:l11 

I.'Gil.~l.'l!!J!.LU~fl.ltlM~tCL161.'f1.111.11l~UGfl.G~Ii1.1.'liA 

UGflllLQts:::~!.U~~Ul~UGtl. ti.~1M_tl.:!l!!111ll~ti.L~ 

l'tlt~G!,k ~tM.HLfl. I'Cll.'lltlll'tLt~ts:::~!.t~~RG!,l-!,1.1 

H l'tll~l61~fl.!tti.!111G~Ii1.}t_tl.!.(lli.'~U~ !.lU~fl.!.LU~n. 

fl.!.LI1.1LI'tiAHfl.U1.'811.tllU11A~RGn.Lii1.tl.~!.lUG161llf.\ .... no f"" ,. no f" F' " .-. • • 

• • :::~11Utl9:::lllltti.L~G~ 1 ti.LI.'tl.tf!UIAM.ll't~~flG!.~t$ 

!.t~r-t!.111.'!.ltl.lllLl1}.lo~ll1~~1lVI'tW11t(ll:::m1 nt.-1.' 

}.loll'tG~M.Mll!l;!tl.lPB!.tl!l!.lU~n.lt~~}Gl91t~l'tG~ 

!tJ!.U(lG tl.ll~11.'G~~1 ~lG U!tli'CL!,k1~LU~fl.flk~fll'ltl 
Utl9:::lll'tlt~ llttl.lGGM. 1 ~l.'ll9.t,LllU81 :::~11rtl!.U(lB 0 p I ... 

I'Cil~l61 l9~!.LUI.'!:J tet!. u ll'tl.'lfl Gt1.1;}1 fu~ LVI'tlt~ 

t$fl.G!,fll9lrtlt 1~fl.I.'Gil.ll,Vl9G~(ltelt~::t!J11 IJG~fl.ll~1 

l9lG:::l;!telt~lRUki!!11[;)!.LUI.'G~1 G~ pGt'lell.',@ll.l!,lU~fl 

!,LUti.L~!.l9ll'tLRUkf.\8J@:::~~I.'~tl.~l~U(lll.'~ 

lllti.Y1ti.~ULI'tti.G}.lofl.lloULilL'fJ~!\l!.U(lB 

tl.ij 1 :::~U.I!Il-J\611 l.'!.l9fll9l!.lU~fl.!,1. u;nli.'U!,tMUL~ 

U!i>L!,k 1tl.ll!} 1:::1Af.\~t.LUfl.kL!,k 1 G!.!.LUM.tl~t 1 :::rJ:::!.l4~ 

G~ 1~1.'~ f.\G1tl.l91lt~~lU!l>L!,k 1tl.ll!}1::1A.I.'t!Jll!.ll'tLll 

!.LU~fl.}.lo ~lt l G~ 1 ~!,eM. ll9~U!tf.\8,\\l!,k 1tl.ll!}1:!1A 

f.\~!.lU~fl.f.\13~~1 tl.fl.1 }.lolll'tl}.lo1l.l.'l!'g~li!IIA1lG1l!t 

lfU!.l~M.::~!.Uet!.U1.!.fl.Htl.tl.l.'l!l t!.114(..t.:::~11Utl!l::l;! 
--"' ~ -JlJ 

ll!,Clltl.!\~~l.'l!!J!;tl!.U(lBilt~!.lU~n..t.lU~l::~~l'tG~ 
l'tlt~t$1.'~ tl.ll.'l!'\!.lUUl~ll'tf\l111.l tl.t.f!J:!llll!.t$:!~11 

I.'HlRU~!.LUfl.~:!!.t$~tl.ll.'l!'\fl~!.LU~n.~~I'C~Utl.l 

pG1!1~!611t~1mt~l.'~ z·st ::~rJG~M.IJ114!lf n~ 181 

tl.ttl.l~M.n.UG11A£l.~fl.tl.li.'U,ttM.tl.ij1M!UmGU:!!.(l:!~ 

s·st ::m;mkti.IJ11!1~ nl!l t6T ntnL~·~fbfu~n.~::.t. 

"' M.tflGLRU~!.lUt$ s·st ::~IJG~tl.ij1l9!;1 tl.l!l Z81 

tl.tti.L~ ll Ot-T f I.'L~II1.:!!.pGfalGt$f\liA.l tl.t.):'!tl.ll~1l-G 
• t.ll ~ 11.'8!AU!,tl.'lfl8t~l't~U L~fl.M.I.'.@lRU~!.LU 

~Hp.uL~UGtl. lll8!6ti.~I.'H~!fortlU1tl.lPB11.lLtl.tm!t 
• ::~1~ l.'!.(lfl.k(l!.LUt$:::~~!.t.l!ll.' ~ f.\ L~ Utl.l(l!fortl U1 

ntpGI.'.@!.lU~fl.!.WM.WruMI.'!J~fl.k!.Lu::~11 l.'~lil.l!ll~ 

r-tLtl!ll.'en.n.JtJ:::.t.!!J11 whwmttllJtl:::.t.nlpe:::~f.\L~L\Gfl. 



tLu:::~1, cA1mqEl!PdlJ) 9~MG~tiLt~ G!JG~1Lrt 

tiLt~ (AS;:>lJfiOJ) liG!J.ItG~MLUimLt~ (;:>::>u;:>pd 

-WOJ) .t.LU~Il.t.LUit lltiJ 1 L.\~~:::RUkt:::~11kliLt~fJL'GMJ 

.t.LU~Il~ W Lf.-1LU~Illlk~!J11& llt~tiLW~ t.t.LUitLJtl 

1LU~Il.t.LUM.Lllrt'l~lt!$1:::t(lfl~&Qil,Ytll~1 (0661 

'AJJ;:>g: puE 'lWEl{l!;}Z 'UEWEJnSEJEd) ~}GI11 

:::m1 ~tiL1.11~ ltLiiL1~L.t.LM.L'Gil.l!J~tlt111iL~ 

lt~ltLJti1LU~I11LU 
b • b n. 

M.LVrt'J~:::rt'JRU~rt'l~ll,Yilfl!4 1 G~1 ~H~L'Hil~:::.t.lt l 

pa t~ltUtliM.tA. 1 L' .tun 1 u~ii.tit11 L'tl L!_tl<f,ltt~llkltGMJ 
• • Ulti'":J11 L' G 1!.1 L Utllt L UM.LVrt'l~ :::rt'JRU ~rt'l ~ G~ti 

--IP 

L'Lf.-l<f,:::.t.L'Lf.-L'Gfl.UL&L'GJ;!11LU~I1111~11,Y~l.t.t~~L!A1!.'J 

~~11~:::11tlpG.t.LU~Il.t.LUI1GiiL'~.t.LU!JU~ii.ti.t.11L'11 

91'":1UL& L);4U~!J11&ll'WiiLt~~l.t.LUitLJt! -

tLUS;Il~l 

. "' .t.LUit l& lli!911iLt~fltJt!M.LVrt'l~f$L'L!JG.t.LUS;I1111~ 

!J11 ~ l1LUS;IltLUI1GiiL'~lltLiiLHitLL'U_ttM.~ l~I'":Jf.\~_p.L'~ 

ltLL'L~tLUUL&It~~U1~&lL'G!,l>ll~liLtMtL~UUGI1 

::m11t~1~!:fliLt~L'~H11:::&~L~UiiLtMtJitLL'U_ttM~l 

• • • G~ 1 tLUS;IltLUM.Lllrt'IML'J:.(llll(ltLUit l ~H~!,'J~:::It 11 

GltH1G!,1>~1L'L.t.L'fllliG~1tLU!J&LB_p.L'~ lt~L'~Ul.li 

M.LU~tA.U:::t(lf$:::~11 t~ 1 ~ttliLtM!J~ l1LU1t lll.t.LiiLH 

liLtMii~H1L'~tLUG!t1G~1G~11t,Yiit~.t.LU~Il.t.LU 

"' . tLUI11111(11LI<f,::m1L'.t.(lllkflLiiL!\G~11tLL'U_ttM.UL& 

::It 11 GltH1 G.!Jo::~111tk: 1 ~l:fi'CLt ~~teG!,l>L'~Ilkl'fLflLflM. 

fl~l 1tLL'~£1UflL'Lf.-""::.t.n~~Y1~L'L~~ttH(lG 
::1:m Ll<f,fuQLRU~(lfl~~Mit~L' Gll.Uitl'":l111t lltLL'U_ttM. 

~ lHLUGl ~fl1ttMitLL'LJ.tl<f,t!tlt~UL&UGit 

• Ill G~n. LV11 ::911 L' t(lllkflLI'CL!t 

::& ~l'fG!-M.::911 lt~LI<f,fuQL'Gn.fu~ Lf!I'CLtML'!Jit~ 1 f.\~1 
"' .. " tft11L'J:.ll'LL1.Lf.-U~11LU~I1111~~lG~1 tLU~Illlk~ 

ll,V~lL""fuQI!.l.V11rltf!.tLU1tl1tkG~e~::tu &lL'~& 

tfLti~L'~H11L'G~::&~J.tl<f,ltt~l111tBMJUiti'":J111tfl~1L'G1 

" 1LU!J1LU~Il!,l>l»G~1ULI<f, ltMJM.IJ1 ~UUG1L1.U~1~ 

flLtil<f,~l\ ~M.~.t.IA.lL'LIA.G~~~ ~LG flL~I<f,UL~I<f,::;~n 

t~1~t1 flLPJtll1LHG~G~~~ll1LI'CLH~l W~1L'G!A 

U_ttll,YL!_tl<f,ltt~l111tBMJUiti'":J11L'Lf.-!<f,::;.t,.t.LHB~B~~~1LU 

It l Ut~:::HiiLt~lltltL~:::&.t.t~::~n Ill B!tlflL.t.M.1J1 

"' "' . 1LU~IlllM,21tiJ1Jtll?&ltL!A~~U~G.t.Lrt'l1ULf.-11L.t.IA. 

1LU~I1111~~lG~11i~flGtG~I<f,L~flLHL'~:::&&LG 

ltfl-1 &lGMf.\~~lliLt~~!J11LU~I111k£1~l~lG~1tLU~ 
tLU!RtiL'G~:::&tt~ltLL'UitM. tLU11111tLI!.1tLU P'OP A ,.. ._ ,.. "" 

GtL'GMJ:::&tLU~I1111~ULL1. t~11!JttL'L!JGJtll.!:.LU~I1 

~ ll11LiiLH::~n H\il11tiJ 1 ~tLU~IlJ:.LUil,Yfu~Lp 
• liLt~~l.!:.LUit!_t1L'~L'GMJ::&L!_tl<f,ltt~llk1tG~Uiti'":J11 

It l1LU~ri.~ ~ltLL'U_ttM..t.LU~~.t.LUL'LIA.tlt 11 !JL'G.!ll 

:::&lt~L'~!.'J~l.t.LU~IltLULit~~:::911L'L(li11(11LUL'G.!ll 

t~1~t.t.Ut~::~L'L!JG.t.LUS;Il~l::&~l'fG!-MI'fLt~L'g 

!'ft.!:. G!i;ll<f,latfl.liLtM &ll'f!911'fLtl!!l G!:f (066fAJJ;;,g: 

pm~ 'IUJEl{l!;}Z 'UEWEJfiSEJEd) ~}13111::911 ~tfl.4.11 

~ ltLI'fLt~LtLM.fl~l tLU~Il~~!J111LUL'G~tf~tW 

L'GitHilG~tLUilLI'fl<f,tiLtMI'fLilUtLUiiL~ 

l..lt~ltLJt!tLU~IltLUM.LVrt'IM::YURU~rt'IMil,Yilfl!:! 1 

"' G~1 l' GH ~11~111Jit!J 1 UL& L' GJ;! 1 L'HL' L!fltG~ ~ll~::.C. 

1tLilGL'.@ .t.MitLIA.tcML1.1L'LU1tl uwii.tctnL'tlL!,\I<f,ltt~ 

lltltG ~ Ulti'":J11 L'G ll.tLUtllJ:.LUM.LVrt'l~ ::ru-R.U 9rt'l W ,.. .,. --
~L~tfLtML'Lf.-l<f,::.t.L'Lf.-L'Gfl.L~IlM.t~11kllk.t.LUil~::.c. 

l'llLftlti...&M..t.L.UtfGti1~11 l'ltiA.W\~ItBitl} 114~L1.ULI'f p -Pp• Pra"--, F' 

L);4U~L'Gil.tLUL'G~I'£LtML'GitHI1G~tLUitL~.C.LU~I1 
• • .t.LUM.LVrt'J~::rt'IRU~rt'IML'1W.I!.IL~tfLtM!Jitfl!1LG 

W~1l'G!AU_t1. l...f..lt~J.1~lL'~H11fl~"".t.L.U~I'":JUL& L);4Uri 

l'Gil.tLUL'GMJI'fLtMl'GitHilG~.t.LUitL!:J -

GliH1LtcHO~~L'L!JGitiJ1L);4U~G!i;lW.1flt/lo 

::~11 tLU~Il~ l ftl l'fG!-M.I'fLt~f$1t~LJ.tl<f,ltt~l111tGf 
Ult1'":111 _p.ut..&UGit tLUS;IltLUM.l & lll~:::t(ll'fl...t~l4Y1 

L);4U~~ l G~1 HLfufuM~tfL~l'.t.~~ttt l L~L'GMJ:::&~ ~Lit 

l_~lj 



l.'~t~M.UttfMIA.1f.\iUil,VI.'fJ!;111'!Ul~!Jtgf.\LIA.Illlf1~1fU~~1 

tLUtfG~t.tfU~L~W~11.'G!AI.'G!J1M.IJ1~l.M.~~lt.tf.\~M.l 

fJ~!;;LRU~tLUtftl~~lG!!Jf.\k~fJ~!;;tLU M._t\1.'~ t~M.Lt.ttf 
~ ~ 

-MIA.1f.\iUM.l u~l\!ft111.'tl M.fJ~1LGt.Lll.tLUtf1J.I>J.D 

tf~U~LMtl1LRU~tLUM.IJ1pf.\t~M.lfJ~!;;tLU ·1 

~nnertl!J'Ien. .... 

fJ t.}tl~lJtgf1,!;1!1. l M._Q.f.\[1. ,, 

1.'~ 11'1.1 f1rJWJ.11tJl GJ.Ioi.'L~~G~ 1 !;}f.\~ MLlJ!i)IA.~~t~tfi.'L!JG 
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