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ABSTRACT 

The objectives of this research are: 1). To evaluate the service quality of airline 

staffs in Thailand and 2). To guide the improvement of human capital of airlines in 

Thailand. This study is a field survey study with primary data collection involving quanti­

tative data. The research applies Parasuraman's model which measures the service quality 

by 5 dimensions; Reliability, Responsiveness, Assurance, Empathy and Tangibles. The ques­

tionnaires were collected from 400 passengers who travel for International flight by one of 

the national airline. The descriptive statistics for data analysis included frequency and 

percentage. In addition, inferential statistics of independent and dependent variations were 

used to compare the results as t-test, F-test (One- way ANOVA) and Pearson Correlation 

Coefficient. The result of this study reveals that the service quality of airline staffs in 

Thailand is in moderate level. 

The result of this study lead to recommendation to improve guideline of human 

capital of airlines in Thailand as follow 1). Human Capital Management: The airlines 

organizations Thailand should link between employees and process of organization by 

using 4 main activities; Human Capital Planning and Recruitment, Human Capital Engage­

ment, Human Capital Competency Assessment and Human Capital Separation. 2). Human 

Capital Development in airlines organization in Thailand should offer learning experience 

to employees. Emphasis on staff development at all levels by 3 mains activities; Individual 

Development, Career Development and Organization Development. 3). Organization De­

velopment in airlines organization in Thailand should apply the Leaning Organization 

theory to enhance performance and improve the capabilities in competitive of organiza­

tion. 
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l"KNl"if!l:tijUruiifm"kkfl.Kil.lmN~{ (i:IUUl.IJ.ii:UIAlNA{Uf3:itJAJ.UilNA{) TJij 3 i:IUUfl 1 l.lfl"ilAl.l - IIJJ:fUJU 2556 r:~l 
__ __] 

tJ\1\h 

Ulilli!UUtl'l::: L 'Vlfl1 'Vltlfl~1tl L UUft1U~U\1'\Jf)\'l • 
fl\'lfl~ T~n L UtJ\'Ilil1n31r~'l1~fl~-H'u5ln~1il?l-nu 

'll'l:::L'Vlfll1i1\'l'l Titt~'Vl1\1n1'l'Vl!;!ft'lU~U\'I LL~:::Dnft'lU .. 
~tt\'1 flfln1'li1if1Mfl~1'111tl~\'IL U~1Ufl1'11.h L 'li1 LLfl::: 

H\'lflflni!tu~1 'ii\'lfl1~1'lt:lfl11\'l'l1V1~11nu'll'l:::L'VIfl 

Luu,j1u'lu~~1A1fl uflnlil1ntlv\'l~fl!;!fl1~n,.,.~nn • 
'IJ'l:::Lil'Vl~U\'IviHfn1~H1flqj LUn1'lfl11\'l'l1tl 1~,d~ 
1u~\'lfli1\1i'l'l1ufl~oWUGDU~'l:::~i1\'li'IUL~fl'll1i1111i1\'l'l 
Rfl flflfl1~n'l'l1-ln1'lvifl\'ILvitJ'l ;j\1LU'Ufl!;!fl1~n'l'l~ • • 
ulinTi'IIU11?11'm\Jvifli1\'l'l1tJ1~\1nu'll'l:::L'Vlfl1~LUU 

flU1\'Ill1n 
• d :1 

fJ!;lfl1~n".r'l~fl1'l'Vlfl\'l L 'Vltl'l'llfl\'IU'l::: L 'Vlfl L 'VIti • 
Llil'iqj'll?l~ih1th1ifllltlUn1'loWIV-IU1fJ\'Ifol'lJ'l:::nfJU~U • 
3!1U'Vl1\'lfl1'lvifl\1Lvjtl'l L'liU fl1'ioWIV-IU1'Vlii1tJ1n'l~~fl 
ftu~'ll?ln'Vl1\'ln1'1viv\1Lviv'l u~:::m'lfli1\'lfl'l'lflri\'l 

el1U'ltli'l'l1~fl:::l?l'ln (Infrastructure) ri\'la1U'ltl 

fl'l1~flU1tl (Super-Structure) l1i1\l'l L~f)!;lf)U 

flUEI\'Ii'l'd1~~fl\1n1'li11a.i31vi~ufli?ILLfl:::sUU'I'fflU'IIfl\'l • 
iinvia\'ltviv'l (UA1 sU'Ifnfl, 2550, wih 88) n1'l • 
flliU1i'I~'IIUft\'I'Vl1\'ltl1n1flUflfllil1nlii:::LUUOliln1'l 

fl1li1'lruu1m~'ll'l:::L.fl'VI~U\'Iu~'l v"~"nuu~U\'11u .. 
1fl'l\1fli1\'I~Ul1Uvi31u'VIU1'VIH1flqJI1im~!;lff1~n'l'l~ 
m'lvia\'1Lvi£n Tl?lviiuLuui:llil~mhffculum'lLi'l~au 
ihoiinvia\'1 L virn vh 111iinvia\'l L viv'lfl1~1'lt:lvhm'l 

vitl\ILvitJ'l~~tlL~U'Vl1\'11tJif\'ILL~Gi\'lvitl\'ILvitJ'lf1i1\'l '11~ 

(UqJLafl ~lil~\'I-'JIV-IU1, 2548, ~ih 152) ~'lt!L~fltl . . 
iinvia\'IL vio'l lfwrl'lu 1 ~Clj~\'1 L~ann1'li'I~U1i'l~ 
'IIUft \'I'Vl1\'ltl1n1A uanlil1nlil:::31r~'l1~fl:::l?l'ln 

'll'l:::~VI?ILdfl1 'l'li?IL~'l LL~'lrJ\131m1~tlfltll?l.ti'tJni1 

fl1'li'I~U1i'I~'IJUft\1LU'l'llLLUU~U'"J Dfl~'ltl .. 
lil1nn1'lfl11?1n1'lrn'llfl\'lflf)\'lui,;-'Vll ~Cljvi~:-~a!;! 

Lfl~tl\IUU1fltlfl1'l 1~LLriui,j'Vl Boeing 1~1'111?1 

n1'lcUi1n1'l L~U'Vl1 \'I'll tl\'1~11?1Vfl1'llil::: L rj~'liu ... 
tl'l:::mruiaofl::: 5LUU i1.A. 2554-2574 (Boeing, 

2011, p. 4) LUl~u"i~'Vl Airbus 1~mh1·han 15 tJ 

11ifllil1ntln1'l L~U'Vl1\1'1lfl\'1~11?1vfl1'llii~L ri~'liuiflv~::: ... 
4.7 (Airbus, 2012, p. 52) Uflfllil1ntlfJ\'Ifoln1'l 

n1'lvifl\'ILviEn1fln1~r~11?1n1"HUi1LUtl i1.fl. 2556 

,j1UTin!nvifl\'l L viv'lvi L~U'Vl1\1'l:::VIi1\1'lh:::L 'VI flL U 

nihn r~ Lfl L ;iv u~::: LL 'll1lwnlil::: Li?iu 1!;1-tiuan 5-6o/o ... 
(United Nations- The World Tourism Orga-

nization Asia - Pacific: UNWTO Asia Pacific, 

2013, p.10) 1u'llru:::via~1i'l~vi1a1n1AtJ1u 
'l:::~i1\'l'll'l:::L'VIA (Airport Council International: 

ACT) fl11?1fl1'1Nfi\'IB!;!'l1n1'1L~U 1!;l'lltl\l,j1U'du{i .. 
Tl?lt~fl1'l,t'l1anluDn 20 u'li1\l~ih (tf i1.A. 2551 -

2570) lii:::Lri~iiuLw~tJifltJ~::: 4.2 11iatf u~:::Dfl'l1 
n1'1Li11U 1fl'llfl\'lml?ltlfl1'1L Ull~ll1 i'l Ltl L ;iv- LL 'IJ1Jwn .. .. 
iavfl::: 6.3 ;j\1Ufli1LUUD!;l'l1fl1'1Li11U1flvifl\'lni1 

" 
'Vlnll~ll1i'ILU1fln('l1tl\'11U'll'l:::,j1tJ 2555 ui~'Vl . " 
fl1'lvi1tl1n1Atl1U1'VID ,j1Jil?l (~~1'11'\.l), 2555, ~ih 

35) fl1~1un1'li'I~U1i'I~'IIUft\'I'Vl1\1tl1n1ALU 

'll'l:::L'VIA1'Vlv 1V~vfl1'l'llillil1nn1'lL'Iivi1a1n1fltJ1U 

U1U1'1!1~~\'I 6 LLvi\'11~uri Vhtl1n1A£11UU1U1'1!1~ 
fl'l'l'lOJJl~, vi1tl1n1A£11UU1U1'1!1~1?1tlULi1tl\1, vi1 . .. 
tl1n1A£11UU1U1'1116h;itJ\IL ~N vi1v1n1Atl1U 

U1U1'111~~11?1L~qj vi1tl1n1At11UU1U1'111~mn!;l 
" 

LLfl:::vi1tl1n1At11UU1U1'111i11L;itJ\I'l1tJLUU i1.A. 2555 

i1Ui131~'1iuin1'l 76.13 ~1ur~u 'ii\'1Li1mu1vu .. 
LVitJUtlUU i1.A. 2554 LL~'l ,j1U1Uafl?ltJfl1'lbrj~ . .. 
~\'1-tiu 14.71% (AOT Summary Report, 2012, 

~ih 1) 

ti\'1 uH'i1 n1'li'I~U1 i'I~'IIUft\'I'Vl1\'lv1 n1Alil::: 1~ 

~Ui'ld1~Ut1~~1niinvia\1 L viv1 L UUtlth\1~1n uf1i 

LUa\'l~'ltJli'lnlilfl1Vn1'liiuLuuu'ln~vi31r~'l1~8r:~u • • 
1~'ll1iflflJl1i1LLdl?l~tl~ Ulil~ti'Vl1\'ILA'l'lt3!0lil n1'1Li1tl\'l 

LL~:::fl\1i'l~'l:~i1\1tl'l:L'VIAn~~~n'l:::'VJUf1itl 

tl!;!fl1~m,.~n1'l'IIUH\I'Vl1\'la1mAL'Iiunu 'l'l~fi\'1 
• 
i:lCU~1'Vl1" r~huim]!;!i1~\'l\111..!riall1 ti'il?li:l(\!~1~11..! 



!.l..UL'LLU .. M.11L'G~1LA'l.U!11l~~!.l..U M.~L'l..JfC..l..~UL'~ 

L.ltl.fuQL'Gil.fu~l..~I'Cl..t...~~l!!11 l..I'CM.ij 1 1-Cl..t...~Ul..& 

(98Z l..J.tltl. 'liOZ 'l{:Jl;:)dOO.A_ UJU~l{:) 28 

J!SU;:)OJ~l(:.:>W~U~& dd{~l(:.:>U~l~& "'lL'lJL'l..~ L661 

'J;}8UJS;:)Jl(::>S 28 'J;;)SS~S 'll;}}[S;}H) llC..!:JU~!.l..U~n. 
~ 

!fll..I'C~&~&lM.U~Itl.llll..!.l..~UI!!~~&~!.l..UG~Itl.tl..Uil~l 
~ 

~t'Gil.!f!U,VU_kL'&I'Cl..t...~L'L.iog~I!!11W!4L'GL'Gil.!URU~ 

Ml..U t1.~1~~11'CLC..l!l G!JG~1LtJ.I'CLC..l!l &lGML'!:j.I'CLU!I 
• L'LkUilC..fl.L'.@p.UL&UGM. 14!!!1!f!~!.l..U~n.!.LUMLllrtl~ 

• ~M.~M.~L'Gil.!.U14L'GL'Gil.!.LU~n.!.L.UML.llrti~L~ 
~ ~ 

&lM.~!.LUil~Wktl"'J.l~!.flU~Iti.M.ij1~!!!11&lL'&L'!.11L'LkU 

Gt:J-1P.L'~ Ul!!lL'Gil.I..M.~Il~~!.M.lL'Ilti!113~~~1!!11LJ.tlti.C..t1.11 

pG13t:J-1M.WL'Gil.!.U!4L'I3k\li!!1L'L!.L'~L'C..f1.13t:J-1tl..U~Il!.l..U 
• • MLllrtl~l..M.tDJMtl..U~I!J11!;}111.1li!!UL'l..t...L'l..~M.n.!.LUill..g -.. I '0 

&l,!d!tU!4L'I3 &~ 1L~I'CLC..~M.l fu~L.~~~1l\C..~M.ij1 L'~ 
( AlHtmO ;;}:.:>!AJ;;}S) !.l..U~n.!.L.UML.Urui!fM.~L'~ 

L'l..lil.lll..l!!flllLI'Citi.~~L'!,lL'Liii.M.~1 
~ ~ . !.l..Uil~WG~1!.LUil~~~11!.l..U~n.!.LUML.llrtll!IM.l&l 

• • ll»~!.fli'CLC..~L'LkUU!.LI'Cl..U~&~Ill..~~gi'C~UM.LL'U~M 
~ . M.IJ1~1!!11 tl..Uil~JP~1k\ltLlJ1AAGI'CL'J:'!~&~U!.11~UM.l..L' 

U_t1.MM.IJ1UL&L'G~1L'~L'L~GM.IJ1fu~L.~I'Cl..t...~~~Ul..l!!~n 

M.fJ1G!JM.¥~L~M.I3~M.l..L'U~~l..U~G~MtLgll~l 
~ . 
~~11 k\l!f!~&li3ML'!:j.KLC..~L'l..ioU~I!!11 tl..UL'G~I'CLC..l!l 

L'I3M.gllGWI'CI3tMIII.tULI!!l!lni'CM.Il!.LUilLU&UtCtU~L'I3 .. F" 10' --.. 

~tLU 13!eil4!i!1M.IJ1KLt...l!IL'I311.1l~&QM.lL'Piil.ll~l (1 

LJ.tlil. '£SSZ ·~tmpG tJl.M1Lp) (;}:.:>lidfi;;)::>xt{ ;;)::>!AidS) 

!.l..U~n.tL.UM.ll4!!!1M.IJ11-CLt...~G!eiM.Q!.LUilLU&I,!!.C 

1.'13n.fu~L.~~&I;1Lf!KLt...l!IL'~11lJl.~UM.IJ1~1!!1'1'1lli!113~L'Lkg 

!.LUM.lfu~L.f!L'J;! (UOJl~Z!U~8JQ SS~J:) ppo&_) 

U~lll~~!.!.U14L'I3M.ij1!.LU~fltLf1.Gt:J-1 (;}8~lU~APV 

;;)AJlJl;:)dlUO:)) M...li.L'f\.11!.LUM.lllll~fl1!:JtKL.t...~L'~ 

L't...fl.!.LUL'Gn.L.~t... 1L't...f!.M.IJ1 cuon~zn~qol9) Il"1!J 
. . 

l..U~~IlM.l U~rti!.LUM.LUUL'Gil.L'I!!fl11M.Il~fl1!.LU 

• &I,!!.!;}M. }.!:lllll..t~\,!1 k\l G~~U~Itl.ll~&QM.ij 1 

~nL.i~M.).9Rhi'CM.Ltrl..!Jfu~L.f!KL.C..l!fk\lL'G~~&~U14L'G 

L'l311.~l..J.tlti.M.ij 11.\~!.LU~Ilk\l!.l..UL'Gil.&~ 1 Lf! 1-CLC..l!l 

M.~L'~ M...li.L'f\. 11tl..UM. l UtLI'CL.gi'CLC..Y~!kL'LkgllC..fl. 

~U~ ltl.ll~&QM.ij 1 !.LU~IltLUMLllrtiWM. l& l n.»~!.fl 
~ 

~l:n1& li3ML'!:j.Kl..t...l!I~1,!1W~ 1 L'I3!AUJ.tG~Iil.tL.gll~wk\l 

!.l..U~rl.rl.GI'CL'J:'!!.l..UM.lfU~Lfl&lt...»M.IJ113!J~!.l..U~n.!.L.U 

1.\Gil.g_t;~I'C»~~ULtM.l (H~lS ;;)UJ1 lUOld) tLU~Il 

k\lt1.LL'\t(\Ufl~M.l..L'U~MI3~111.tU!4L'I3L'GI1._9RnKM.Ltt...~n 
M.~ULI'CMLll~lil.~~t(l~tLU~IltLUk\lll~fl.LI'CL~~~Itl.l 

ll_t£g~~lt1.11!1111.1~~11U~~~gKL~~Ilt...M.L_t!L'J;!UL&I3!;}1t1.1 

• • UI3M. tl..U~Il&I,!!.!;}M.IJ1M.QtLUill..U&!J.C.IltU14L'G j!Kl11 
• L'L~I3~ttu14L'GLM.tDJ~Gt:J-1.!flLKtu~L'13t1.).9RM.KL'Gil. 

.. MLllllU~L'!f!~~n UtLKLUKL~l!I~KLC..l!l~tU14L'I3M.l 

_9RnKk\lM.J.1.1~~13t:J-1 fu~L~Iii.L~LKL!f1L'~W~L'G 
• • • • LM.ti!!JMtLU~~n llRM.KM.Iii.LM.tMM.tl..U ll-R.M.KM.IA. 

-.. -.. • • tl..ltl.~lltl..U ll~!:Jili3U~tflL'~tu~L'13t1.).9RM.KM.IA.M.L~ 

tLUM.U1L~tLU_9L1.BI!!U ~ttU~L'G~11k\U'-Jl.lll~tfl 
• ~t.IL'LkUI3~ 1 LM.tl!!l~LKLfi.Utl..tCLU~l!l~ n.t~n l 

• !Utl..Url.U~tfl~l!!11 ~rt!RU~rtll!l ~.t..tgL'LkU~\l!tCLt...Y 
.. . . L'~M ~RU» UtLI'CLUKL~~kKLC..Y .. M.L1., M.IJ1_9+l.M.tc 

1.\GK~t LL'L~tU~L'G U~lll.tJ~.C.M.lLf1.t1.4"tu~L'G 
. .. M.IJ1G~1 &l,!t!;}L\13n.&1;1l..~I'CLC..YJ:'!fltW14L'GM._¥U~t.l 

• • • L't11M.IJ1_9RM.K.!fl tU14L'I3L'Gil.L'l!-11~M.IJ1k\)..BR.f\tU\L~g 

tl..Uil~l _9Rni'Cil~~M.G~Y1n...ll. I..I.'L.!iltU~L\13 
• &lll»~fl~LU~IltLUMLllrtiY 

• ~~11 L~rtl~t\L~L'LL1.t1.~1~Y116L'L1!1UW11KL~Y 

L'LkUtLUil~l&UtCilJJM.~~\,!1k\l ~KlL'J;!!4ttYL'L~Y 

~~11tLU~Ilk\l~&~KI3~MKLC..YtJM.&~G~Y L'!!-11 

K!f11'Cl..~~~ t...~~(ltLUM.tUtLKLYKLt...Y~ t...~L\13~1!1 

• • KLC..l!l~&l,!t!;}~~11tU14L'Gk\lG~1 tUl..~Yrl.tl..~ll!.l..U 

~~11M.LL'tl..lil.~n.tLUM.ltLU!I}~M.Il~fl1n._kfl~~11Ut~U 

• L'l..ioUL'G~IlL1.~L1.1~tflM.lM.Qtl..Uill..Y&I,!.C.C.C.U~L'G 

L'~I'CC..tUI!!lC..~M.Qtl..UilLY&I,!tCtU14L'G ILW1!Jl..UI!!l 

yn ~tu.~Gil.~M~L1.Jl~llll..liL'~L'l..~G~l..Mtl11l~l &!J.C.C 

L'Gn.~atpGKL.tYG~ 1 n~L'~ LL'L!'~Ln.~twt 1~1!!n 

!fL.Jl.I'CttgL'L.Iil.!t(l.~ll,VM.L~L.~t~.fuQ ntt.n~ntmc..wtt..u 
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'l11iiHU1 nT:i!;\'1 t tlunT:ir;]1U'VIll~lll=ttl L ihn11iiHU1 • • 
l'lruil1't'lnT'iU,nT:i'lleh'la1£JnT:iUllLllti"'~·t 'VIA1 'l'ltl • 
~~~1'1'11~fl1~~t~BU1~~'11B~n1"'i~vUltJ1i 
tl"'~ 1v'llu1un1"''t11ij.l'U1v~ f>1n"'u"'i'i~n1"'U'U 1 'U • 
tl"'~t'I'IA1'11tJ 1 ~tl"'~i;lUI'I'113-Ifl1t ~~~B 1tJ 

~~nu~~a~Hlun1~~~v 
q 

1. t ~vtl'l~ tH'Uf10Ul1't'ln1"'U,n1"''IIB~'t'IUn • 
~1'Ui;l1tln1"'U'U 1 t!ti"'~t 'I'IA1 'l'ltJ 

2. d1a tatlmt tl~ u tl'1'111\1n1"i't1oo.~t11n1"i 

r;i1 t i"lt~n1"'~1ti'I'I'IU1tl'lt6 t 'Wv'l1oo.~t!1f10U11't'l n11 • • • 
U,n1"i'1.18\1i;l1Vn1"'Ut!LUtl"i~t'I'IA1'11tJ 

~BUt~~~o~n1~AflU1 

ffn1=1'1tw't'l1~~filva1'l"vhuutl,-~'111m1'11v vi 
1'17uim'l"tvfv'lut!"i~'VIi1~tl"i~t'I'IA'IIB~ a1tJn1"iUtl 

"'~~U'II1~uvi~'VIU~ U,t '10ltf11Utrilv'i!;!"i'l~'luu!;!"i 

1riltJa1"i (Check-in Counter), uinru~v\111ma 

;jtltfl~fl\IUU (Boarding Gate) tL~~U,L 10..! 

a1tJ't'l1t!'lUHW11"i~ (Baggage Claim Area) ru 

vi1v1n1AtJ1Utl1tl1'111~a1"i"irunH . ., 

t.J~~ 1v"Uu~f'l16l ... h'<i1~ 1~-:fu 
1. vh 1 ~il~An"ia1tJn1"iUUL t!tl"i~L 'VIA 1 'l'ltl 

'l'l"i1Ufl~tl"i~~'l'lfin1't'l'llv\ln1"ir;i1ti"lt!n1"i~1u'l'lu • 
3-ltl'lt6virl\l~~~an1"i't1oo.~u11'10Ul1't'ln1"iUin1"' . . 

2. 1~'11"i1Ufl~l'lrun1't'ln1"'U,n1"i'llv\1 . 
v\1Ama1vm,-ut~1t~tJ"i~t'I'IA1'11v 

3. vh 1 '111~ u t11'111\ln1"ir;i1 L i"lt!n1"''t100-lt11 

I'IOln1't'ln1"iU,n1"i'llfl\1 i;l1tJn1"iUU 1 Utl"i~ L 'VIA 1 'l'ltl 
• 
~1tln1"'r;i1 t i"lt!n1"'~1U'I'IU3-IU'ItV • • 

~~t iJvu~fi~~v 

tLU1'111~1t~m"'~I?Ivi1tnu1iv3-1~~1nffi"'va1'l"vi ., ., 
1~1uuin1"''IIv~a1~n1"'UU1t!tJ"i~L'I'IA1'11v lii~v .. 

1ii'VIannT11~vt1i~mmrn4i\II?11Lilun1"'l~fiiLffu-um-l~ .. 
1filvn1"'ft1'1"1~ tL~~~fil tnu-ua~~ ~1nlilr?~va1,-vil if ., .. 
uin1"it viv1Utl"i~'VIi1\1th~t 'I'IA'I.Iv\1a1vn11"Utl 

'l~~U'If1~htvi~'VIif~ W vi1v1n1AtJ1Ui;l1"'"HlJfiH .U\1 . .. 
3h~ t uvu1l'ln1"ifl1"i1~~ \IL tl~1tln1"i'11~ U~tl01"i 

rl~~'lvti1\l n1"in1'VItlfii'IIU1fil~1vti1\l n1"iL~vn • 
~1vr.i1\1 !;l~€lfil~tlifin1"ifl1"n~vi L Utlu uu tb~uma-~ 

'VI~nafi~ 1lflvil"i1tJ~~tBtJfil ~\1ll 

t.J~~"U,n~u6l~na:~-~if'lori1~ 
q 

1. tl"i~111n"i Fia n~a-~~!;ltJa1"iviilft'~'111~ 
1 'l'lvvf1'lfuin1"it vftJ'lUU'I~'VIi1\1U"'~t'I'IA ~1t11tl 

6,484,390 fit! (lTC Immigration Airport, 

National Airport Immigration Division rl1\1 

fi~1t1 Statistics Report AOT Air Traffic 2012, 

p. 12) 

2. um.~n-..,.a~mi3-IA'"lati-..\l lii~v 1~n'l'VItl!;l . . .. 
u~tln1"irl3-1nrla-~~1ati1~ 1fi1Vn1"itnu-ua3-1~~1nli 

q q cu 'U 

1!;1 tJi;l1"ivfL 'l'fuin1"i L vfv'lUtl"i~'VI i1\ltl"i~ L 'VIA 'II €!\I 

i;l1Vn1"iUU"i~~U'II1~ Lt vi\1 1 t~vfllL~vnifirla-~ • 
~1€lV1\1tLUU Accidental Sampling 1filv~i~v1~ 
n1'VIU!;l1'10l~mtru~'l.lv~'IJ"i~'111n'l"viffmt1 t~mut1 • 
fi1ma-~jil!;Jmv\1fl1'VI,.ujil!;J L~am:Svi t 'V13-11~aa-~1 tlnT'i .. 
i~v 1filv~~t~3-l~U~1nn1"'avurna-~~-;mci1\1~1vifi 

n1"iL~fln~f1V£.i1\1LtUU1a.h~1~~\1 tt~1~\1jif!;Jn"i€l~ 
-· d "ell oCII !;l'lvtJ1\1!;113-ln"i~U1tln1"i 'll\1~~!;lv\13-l"i1tJ~~ LvtJ!;l 

m~t~at11'11 ~\1ll 
1) ~ ~~ €l \1 L u uli1filva1,-vi1'17uin1"i .. 

LvfV1Uti"'~'VIi1~tl"'~L'I'IA'1.18\Ii;l1Vn1"iUU"'~~U'II1~ 
• d 

U'VI~'VItl\1 

· 2) ~~~B~tut!tl"'~'II1m1'11v 

3. 'II'U'lfil'llfl\IOH~I~ldflti'l~ 'llt11!;l'l.lv\1nrla-~ • • 
~'1vti1~ Fiv ~1tl1t!liviilArua~u~!;I"'~fil13-lvili1~v .. . .. 
n1'VIt!fil 1!;lv'l.lt11!;1'11€l\l~'lvrl1\11~a-~1~1nm"in1'VIt!l?l 

~'lvV1~1filt~L'lfafil"in1"ifi1t11W'I11hv13-11bti(Taro .. 
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yamane) rli""U~lfhi'I1(;1LI'I~€l'Wvi .05 ~:::1~n~3-l 

~1m>h\lvi·vhn11?1mt1 400 I'IU 

t~~a~~a~l~un,~1~u 

n1'l'l~vlil.f\ld dJun1'li~m1l\ltJ~3-11rn 
(Quantitative Research) L ~e1tJ1::: L~U!OJlliin'W 
nT'5U~n1'11J€l\I'WUn\11Ufl1tln1'1UU 1 UtJ'l::: L 'VIA1 'VIt.J 

lflv~i~v1r:Juti\IU.UUfleJUr:l13-l€l€lnLUU 2 'If~ 'if\1~ .. . " 
V I ~ 41 

MDULLUUflDUr:l1~~:::~€l\1~1Un1'1LnU1JD~a~1n 

U.UUfl€JUr:l1~'1fflfl 1 fieJU LL~1~\IVhn1'1LnU'JieJ~a . .. 
1uuuuaeJUr:J1~'1fflvi 2 l~mtuuaaum~~\1 2 Sl • 

~ 

'11t.Ja:::tiiv~~\lil 

'lf~vi 1 tuuuuuaeJUr:J1~t~aff~t~an~viS! . .. 
flllifl~U@i~1~\11Ui~t.J L~€1\1 "LLU1'VI1\In1'1~6.HU1 • 
n11r;i1LUUn1'lr:i'1U'VIU~U'M'tlL~D~OO-lU1flllill1'Wn1'1 • • • 
u~n1'11JD\Ifl1t.Jn1'1UU1utJ'l:::L'VIA1'VIt.J" L~muun1'1 

rhVIU~ L~eJU 1 "'l"'lfl\1 ~viS! flfi!fl~U@ift1VIi'Un1'1LnU .. . 
'lia~ft"'la\lai~vvituu1tJ~1~n,.:::u1un11rl~~1eJrl1\l .. " . 

'lf~vi 2 LtlULLUUflDUr:I1~LtieJ~n"M-11'1r:J.Jin'W • • 
n1'1U~n1'11JD\I'WUn\11Ufl1t.Jn11UU 1 UU'l:::L 'VIA 1 'VIt.J 

lflvn1'lfleJUr:J1~fl\lfl11~~~t~u"'la\lal~va1'lvil'liu~ .. 
n11 L flti1UU'l::VIi1\IU'l::: L 'VI A"'J€l\lfl1 tJ n11UU'l::: ~U 

'ln@iu\1\IVIif\1 Lrnt.J11fLLUUflDUr:11~~1~LLUUflLI'ID'f'VI 

mna (Likert Scale) 'ii\l~i~v1r:ittti\lttUUfl€lUr:J1~ .. 
eamUU 3 fl1U~\IU 

fl1Uvi 1 LLUUfl€JUr:l1~lWL~D\Ibrlt.J1rlU 

flrn~n"M-rn:::VJ1\ItJ'l::'lf1n'l1Jfl\la~auttuuaaum3-l . .. 
rl1uvi 2 u.uuaaurn~tMv1nun11tJ1::t~u 

flllill1'Wn1'1U~n 1'1"11 a \I'WUn\11Ufl1 tJ n1'1UU 1 u 
• 

U'l:: L 'VI fT 1lwvivi1VI'Ihvi1lfu~n1'1L vit.J1UU'l::VIi1 \1 

U'l::L'VIA L~t.J'Iiflfl1r:I1~~:::LbU\IflflnLtlU 2 fl1U flia 

fi11:Hfi1~VI1\Iriaui'uu~n11 Lta::n11i'uiu~n11 .. 
Vli;l\1~1nn1'11 'l'fu~m'll~v ttf;ia:::rl1u~:: LLt.Jn~1~VIihvi 
'llfl\I'WUn\11U~\I 3 LL~Un 1r:Juri 'WUn\11U~'l1~i'u 

if~'l~t.Jfl1'1 (Check-in Staff) 'WUn\11U~'l1~WU~'lvi 

ii'\l (Boarding gate sta_ff) LU'l:::'WUO\l1UU~011" 

n'l::LU1LLfl:::if~ll1'1::: (Baggage service stafD 

LLtmnr~::: 20 .Ua (~\11'111~1'11~""1\lriaui'utJ'~ni'l · 

ur~:::m'li'uiu~n1'l""i;l\1~1nn1'11 'liu~m'l) '11~~\l~u 

60 .Ua "lf\ll'hm~1uttf;ia:::tL~untJ'l:::nau1tJr:i1t.J 5 ~@i 
""i;ln~1~'VIq~un1'11~'".!rnn1'Wn1'lu~n1'1 

(Parasuraman et al. 1985 eJ1\Ifl\11u Fitzsimmons, 

]. A. & Fitzsimmons, M. ]., 2011, pp. 116-117) 

1r:ittri 1. 1'111:Hthb~flll€l (Reliability) 2. n1'l~flU 
aua\1 (Responsiveness) 3. 1'111~ai'uh (Assur­

ance) 4. m'ltm1~1rl (Empathy) ttr~::5. m'la~aa1r:J 
(Tangibles) ~1~rl1~u 

fl1Uvi3 L uu'limaua LL u::: Li;j~ bW~ LMt.J1rl1J 

l'lllill1'Wn 1'1U~n1'11Jfl \I'WUn \11Ufl1t.Jn1'1UU 1 u • 
tJ'l:::L'VIA1'VIt.J 

1fin,~tnu~"lu~"l~1ia~iil ... 
~ ~ 

o.IV <V.cl 0 ,. Q.l 

n1'11~t.JI'I'l\IU~::'VI1n1'1LnU'l1U'l1~'1lfl~fl .. 
~1mmfi\l-ilfl~fl 2 tJ'l:::Lll'VI flia .. 

1. 'lia~r~tJ'<ii~ll~ (Primary Data) 1r:1~1n .. ... .. 
n1'lbnU'l1U11~-iJfJ~fl~1nLLUUflfJUr:l1~ L~t.J~1n .. 
n1::U1Un1'lfl~~1flV1\I-iJ1\I~U ~1U1U 400 I'IU • 

~ ~ 

""i;l\1~1 nuua1~ml1 bL U1Jfl€JUr:11~Vl\I"":H~~1~11~ .. 
flflUI'I11~fl~U'l~LLa:::fl11~r:Jn~fJ\11'1'1Uft1U1Jfl\l .. .. 
'Jia~fl1 UbL UUflfJUr:11~'VInwUU 'WUi1 LL UUflfJUr:l1~ .. . 
Sl-ilaHfti'I1Uft1u'VInw.uu .. . 

2. .Ua~fl'!lWt.JJJ~ (Secondary Data) 1r:i 

~1nn11Rn~1~ufl11-ila~r~~1ntena1'1W1\11 t~u 

""U\Iflfl ~1'11 i'VIt.J1il'WU~ n1'1Rn"M-1~UI'Il1Bfl'l::: 

LLfi:::Lflnfl1'li'lf1n1'1 L ~fl 1lf L Ua""1vi~mnSii'I11H 
' ~ 

fl~mruH1n£i\11ju .. 

n,~1 t~~,~Vi.Ua:wiil ... 
n1'1Rn'lt1~Ufl)h 1 ul'l-¥\ld~i~v 1r:J1'1'fn1'1 .. 

itl'l'l1:::l1~1H""i;ln'VI1\IfltlW (nr~v1 11il'lfilifcy'lf1, 
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2548) L~e1,.;1~~Hl'lleh1n1'lU'l:-;L3'l'WfllliJ11tlnTl • 
u~m'l11B\1t~Un\l1'Wfl1iln1'1U'WL'WlJ'l:-;LVJf>11vm 1(;Jv 

'VItl\1,-,1n11U'l1JI LL UU£'f8U{I13-Ini;l'Ufi'W:H1 LLa1 ~~ 161 

thuuu£'feummn'lLfl'l1:-;'"'lim-lal?l13-l.fful?leu(;jeluii ... 
~ 

ua:-;vi1m1'1Lfl'l1:-;~filflfi~{;j1\'J 1 lif\1\i 

rl1uvi 1 1 um'l1Lfl'l1:-;~flru.i;ln'ltru:-;VJI\1 • 
lJ'l:-;'Uin'l11B\1 i£618U LL UU£'f8Ut:l13-1 1 ,j fltl ~lL ;j \1 

v 

tl'l'llli\!1 (Descriptive Statistics) lliluri fl1fl11Nrl 

(frequencies) ua:-;fi1'¥mm:-; (percentage) LLa1 

U1 Lfl'W81 'W"~U61Tl1\'l ... 
fhuvi 2 n1'11Lfl'l1:-;~n1'llJ1:-;L:i~ufl113-l 

fii~'VI~\1rieJun1'1U~01'1 ua:-;fl:-;uuun1'l~U~'VIi;l\'l ... 
Tun11U~n1111v\1tlU0\11'Wft1il01'iU'W1uu'l:-;LVIf>11VIv 

1'1iol'lLL,-,ou,-,\'lfi11Nrl (Frequency) ua:-;'VI1fll 

~elva:-; (Percentage) LLa1UILfl'Wv1u~lJm'l1\l 

1Lfl'n:-;'VI1(;Jil'V11R1L\l~il (Mean) ua:-;rl1uLiltN 

LU'W3-111f1'1!1'W (Standard Deviation) 

fhuvi 3 01'11Lfl'l1:-;~01'1U'l:-;L3'l'Wflru.Jlltl • 
01'1U~n1'1118\'ltlU0\11'Wftliln1'1U'W 1 'WU'l:-; LVI f>ll VI iJ 

1.Uo1'1LL,-,oLL,-,\lfl113-1rl (Frequency) LLa:-;vnfi1 

~elva:-; (Percentage) LLa1U1Lftue1u~lJ611'11\1 
1Lfl'l1:-;'VI1(;JiJ'V11fl1L\l~il (Mean) LLa:-;H'l'WL;jil\1 

LU'W3-111f1'1!1'W (Standard Deviation) 

fl1'Wvi 4 n11'1Lfl'l1:-;~VI(;Jft8Ufl1ft'VIfl3-ll1''Wt5 

~'Vi11\1fl113-lf11(;J'VI~\1ri8'W~UU~01'1 OU01'i~U~'VIi;l\1 ... 
~uu~o11 ~" 5 3'l~VIi;lo lliluri 1. fl113-l'l.hb11ei'it~ 
(Reliability) 2. n1'lf?lt!Uft'Wtl\1 (Responsiveness) 

3. fl113-l~u1,-, (Assurance) 4. n1'1LB1h1a (Empa­

thy) ua:-; 5. n1'lfl3-l~fl11il (Tangibles) 1(;Jt~1'1iall~ 

L<il\1B'W3-11'W (Inferential Statistics) 'VI1Bfltl~L<il\1 
• 

VJ(;JfltJUft3-13-1~!1'W 1(;Jv1'1iall~m1'1Lfl'l1:-;~a'VIa3-ll1'ut5 

(Pearson Correlation) L ~tJVI(;JfttJUfl3-13-1~!1'W 

fl'l'Wvi 5 n1'11Lfl'l1:-;~LU~iJULi!itJUfl113-ILLf110 

r;i 1\111 tl\1 01 'l~U~ fl CUJ11tl n1 'lU~O 1 '111 t1 \1 tiUO \11\! .... 
ft1iln11U'U1 ulJ1:-;LVIf>11 VltJ1(;JtJL 'l1flll~L<il\1B'W3-11'W (In-• 

ferential Statistics) 'VI1vall~h<il\lVI(;JftEJUfl3-13-I~!I'W 

1(;JiJL'Iiall~ t-test, all~ F-test (One-Way ANOVA) 

ua:-;flli~ Least-Significant Different (LSD) 

6f";j"'l.JuanT:r~-;ijv .. 
\11001'11 Lfl'll::'"'li tl3-l a\110 LL UUfltJU{I13-I ... 

fl113-lf-1(;JL ~'W ft13-11'lt:lft'lUf.la01'11~iJL~tl\1 LL 'W1VI1\1 • 
n1111'llii-I'W1n1'lf1i1 L U'Wn1')1h\..IVI'Wa-I'W'ltrl L i4ul1'llii-I'WI • • 
fllli111 t~n1'1U~n1'111 ElM I ilOI 'lU'W 1 'WU'l:: L Vlf>ll VI iJ • 
llillil"ii 

1. f.lao-..11Lfl'n::~1iea-~a~"11tJ'IIe\'lr:if?leu .. .. 
uuuaeuo1a-~ 

\11001'l~O'lt1fi~\1Ut~ui1 i£111eu ... 
LLUUfltJU{I13-I ,j1'W1'W 400 fi'W fl1'W1VIC\iLU'WL'rlf>l'VIcY\1 

,j1u1u 228 fi'Wf-1(;JLU'W~8ila:: 57.0 81tJ'l:-;'VIi1\l 31-• 
40 tJ ,j1u1u 131 fl'W f.1(;JLU'W~eJila:: 32.75 31 
'l::lifum')~n'lt11 u'l::lilulJ~CU'1Jif?l~ ,j1u1u 187 fl'W 

f.1(;JLU'W~8tJa:-; 46.75 lJ'l::OBUBI~t~'li111'lln11/tlUO 

\11'W~!1fli'VIi'i\l ,ji'W'l'W 144 fl'W f-1(;JLU'W'l'Bila:-; 36.00 

H'l'lvllilLw~v(;jm~B'W3-IIonil 30,000 UIVI,Yulu 

,ji'W'l'W 221 flU f-1(;JLU'W~Bila:-; 55.25 1(;JiJH\I(;J • 
lJ'l:-;ft\1fl11eJ\1n11L'l1u~m'lftliln'l'lUU0 fit~ vil\11'1.!/ 

511'\\1 ,j1u1u 172 fl'W f-1(;JLU'W~8tJa:: 43 ~fl113-1rl • 
1 uol11'1iu~nl1fllilm1uud f.ie1 1-5 fl.r\1[;jt~tJ 
,j1'W1'W 225 fl'W f.1(;JLU'W~vtJa:: 56.25 1f\1iii?IBU .. 
LL UU fttl U {113-1 fl'l'W 1 VI qj'liu~tJ'l::ftUn1'1N L/j\'WVII\1 

nuftliln11U'W~'W ,ji'W1'W 347 flU f-1(;JLU'W~Bila:: 

86.75 ua:: i:J,-,~vvivh 1 \4~1118U LLUUftt!Utl13-l L~eJn .. 
1'1iu~OI'l118\1ftlilOI'lU'Wll rl1u 1 'VIqj f.iv 111'\'i 

i!o'ltrut~\1fi"m ,j1u1u 295 fl'W f-1(;JLU'W~8ila:: 73.75 

2. n-ni'ui fl ru.JlTt'l u~n l'i'IID" r:i 61 v u .. . .. 
LLUUftDUt:IIN 

b~ti'R\II'llliiL u LL(;ja:-;3'l~'IJB\ln11~U-jflru. . .. . 
mtinl'lu~nl'l tiUil i'l~m'li"u-jflru.mt~u~nl'lft\1 ... .. 
vifl(;JeJUiifuvi 1lliluri lil1'Wnl'ifl3-l~fl11il (Tangibles) 

• 
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r_ -------

'itl\lfh'l:t-11 fiEJ ~IUfl'li:W'I.hL;iElftEI (Reliability) 

~1Ufl'll:t.~ai'u1~ (Assurance) ~lunTHEII1~1a 

(Empathy) LL~~MIUnTilnEIUHUEI\1 (Resp<;)nsive­

ness) Mlmh~u Hl:l-ll'imlJtt\lth~unT'riuiflru ... 
lll'ttn1W~nl'iLUU'i1tl<fiEJ 5 tlU~ULL'in 1~~\ld 

t)ufKufl 1 1~ LLri nl'ii'UifiWllTW .. . 
u~n1'i~EJ\Ial~tta1'i~iu~nl'iLfitt•Ou,-~~i1\l ., 
tJ'i:L\'Ifl~El\IHitJn1WU'i~~U~1BiLLvi\I~U\I luL~El\1 
l'IUn\11UM'il~i'tnJR'ii1U\I (Boarding Gate Staff) 

I.Lii\lmttamtulirruiatt • 
t1uA'ufl 2 1~ LLri n1'i'iuiflrunltt .. . 

u~n1'i~£J\IalMttHI'ifi1iu~nl'iLfitJIUU'i~~i1\l .. 
tJ'i:L\'Ifl~El\IHitJnl'iUU'i:~U'U1;'iLLvi\IVIU\I luL~El\1 

l'IUn\11UM'il~i"uiifn"~ttH1'i (Check-in Staff) LLI'i\1 

mvamwLlivuiatt • 
t1u~ufi 3 1~LLri n1'i'iuif1Wll1tt . .. . 

u,n1'i~D\Ial~ttH1'i~iu,n1'iLfittiUU1~~i1\l .. 
tJ'i~L\'IA~EJ\IH1ttm'itiu'i:~u'U1BiLLvi\IVIU\I luL~a\1 
ttUn\11UM'il~i'W~~t'i1MttH11 (Check-in Staff) ii 

etJn,-w1un1'i~1\11uttie~l~u~n1'ivi1ulun1'i 
• 
Check-in 

t1u~ufi 4 1~LLri n1'ii'Uif1Wll1tt .. . 
u~n1'i~EJ\Ial~ttH11~iu~n1'iLflttiOu'i:~i1\l .. 
tJ'i:L\'IA~El\IHitlnl'iUU'i~~U'U1BiLLvi\IVIU\I luL~El\1 
ttun\11Uin'il~i'uii~~t'ifl'li'\l (Boarding Gate Staff) 

fl'ii~LilnH1'in1'ijj\U\'JI\11~nn~El\l m\lllULfittiUU ., 
ltvi1UL~UV11\I 

t1u~ufi 5 1~ uri n1'i'iuif1Wll1tt ... 
u,nl'i~El\I~MtJH1'ifiliu~n1'iLfittiUU'i:VIi1\l 
tJ'i:LVIA~El\IHitln1'iUU'i:~U~1iiLLvi\IW0\I luL~El\1 
ttUn\11UU~n1'in'i:LU1LL~:a:t.~ll1'i~ (Baggage 

Service Staff) LLfi\lmtta~a1~Llittuiatt 

n1'ii'uifiW1l1ttn1'iU,n1'i~El\l~ .. . .. 
1~nttH1'ifi1 iu,n1'iL fittiUU'i~~ i1\ltJ'i: L VIA~ El\1 

H1ttn1'iiiu,-:IKu~1;'iLLvi\I~U\I lun1tt'il:t.~ii'i:~u 

- ... ICii. I - o -nl'i'iU'ifiWJllttU'in1'i LVI1n'Uflll:l-lfli61VI'l\l LLff61\l ... 
i1 fiW1l1'1'inl'iU~n1'i~ El\lttun \11UH1 t1 nl'iUU 1 U • 
th:LVJA1VIttEJ~lu,-:~UtJ1Un~1\l LL~L~Elii~1'iW1 
luLL~~:NBittui1NBi~1Un1'iMEJUHUEl\l (Respon­

siveness) u~:N;'i~1un1'iLE11hla (Empathy) 

~a\lttUn\11UH1ttmwulutJ'i~LVIA1vm lua•u~a\1 
wun\11uu~n11n'i~LU1LL~:a~n1'i~ (Baggage 

service staff) lit\IV\Iilfl1L'l~ttfi~hni1fll13-lfl1~~'l\l 

LLHin\li1fiW1l1ttn1'iU,n1'i~El\lttUn\11Uff1tln1'i • 
uul UU'i:L VIA1 'VI ttl uaiU\11UdEJ gl U'i~~ufA1 
H13-11'imh u un LtlU'i1tt<iie1~~"d~\ld 

1. ttun\11UU,n1'in'i:LU1LLa:aa.~m'i: 

3-11VUU~LIW<fi1\IH1tll'I1Uitnl3-lll1'i: ttiea.~fi~: 
u,m,. 

2. ttUn\11UU,nl'in'i:LiJ1LL~~H2-Ill1'i~ 

m1l ~ la~w~,-ei'ua~m,.~ 

3. wl7n\11uu,n11m:tu1ua:aa.~m,-~ 

mhi\1n'V11ttal!nttH11 L~El:t.~1fi\IU,LIWH1tltt1U .. 
i'ua:wm1: 

4. ttUn\11UU,n1'in'i~LU1LL~:aa.~m'i~ 

iifll12-ln'i~~a1eiufi~~u~n1'i ~ru:,-aiua:wn1'i: 

3. uan1"J'iLA'n::..;iauaL~Bn1"JVItUfDU .. 
HUUR!1'U 

~1~nttH1'ifi1iu,n11LfltJIUU'i~VIi1\l 
tJ'i: L VIA~El\IH1ttn11U'U'i~iU'U1Bi LL vi\I~U\1 flii 

flrutl'mfW~V11\IU'i~'U1n'i 1iiLLri LttA El1tl 'i~~U • • 
n11ffn'lf1 EJ11itt 11tt16i'Lil~ti~ElL~El1..1 ~lntJ'i~H\1~ • 
~a\ln11l iu~n11H1ttn11uud fi11Nrl1 un11l i 

u'n1'iH1ttn1'iuud ua~il~~ttfl~1l ~L~en li 
U,n1'i~El\IH1ttn1'iUUd LL"nj;j1\IOU ~~ih:~u 
n1'ii'UifiW1llttn11U,n11~El\lttUn\11UH1ttn1'i ... 
uu1utJ'i~L'VIA1VItt UMnj;j1\ltlU 

L~El L tJlJttU L ltttUfll1:1-1 LLinn~1\I~El\l'i:~U 

n1'iiUifiW1l1ttn1'iU,n1'i~El\IWUn\11UH1tln11 ... 
uu1utJ'i~LVIA1VItt1umtt'il3-l LL~:'iltt6hu :ij1LLUn 



11'iil1'ifjl:fjjUruJiAVI1Uif.l~nJ~1iiA~ (i:IUUlJ'11:fU~1NA~UN:R\IAIH11iiA~) Ufl 3 t:~uufi 1 IJO'ilAIJ - IIJI:flUU 2556 r~~l 

11113-lflfi!~n'l~fi!~1\IU'i::'ll1n'i - t'I'IA '1'1Ui1 n1'i • 
~U~flOJfi1'1'101~U~n1'i~a\I'I'IUn\11Ufl1~n1'iUU1u ... 
\J".i::LVIA1vw vi~t'I'IAU1110~1\Ir'fU ah::lifun1'i~U 

~flfi!n1'1'1n1".iU~m'i 1um'l'l'ilH ufl::".i1~6hu Lunn ... 
~1\lnumh\l~uvl.h~cy'Vl1\lnti~vh::lilu .05 lr;m 

t'I'IAVtnl\lah::~un1'i~U1flrnn1'1'1n1'iU~n1".i~a\l 
"H "' 

'I'IUn\11Ufl1~n1'lW1utJ".i::L'VIA1VIV H1nni1t'I'IA'Il1~ 

t~tl t tlivu d1~ufll1H LLI?In~1\l~a\l'l::lifu 

01".i~U1flOJfi1'1'101".iU~01".i~ti\I'I'IUn\11Un1tln1".i ... 
uu1utJ".i::L'VIAhiV 1um'l'l".il3-l Ufl::".i1ti6J1U ,j1LtUO 

1?112-lflrn~n'ltrn::VI1\I\J".i::'ll1n'i - a1~ ~.mn1".i • • 
'l tfl".i1::'l1n1'it tJ'ivu L Vivur71lilt.Jn1".ili1 'liu~m".it liv1 .. 
um::Vti1\IU~LVIA~a\lfl1~n1".iW".i::lifu'll1~LL'l1\IVIU\I 

vi~a1VU111n~1\lr'lu 1un1'1'1".ilH '1'1Ui1 r71lilvn1".ivi . .. 
1 'l'fu~n1".it vi~lUU".i::VIi1\l'lJ".i:: L 'VIA~a\ln1~01".iUU 

".i::~U'Il1~Uvi\IVIU\I Vi~a1t.JU1110~1\Ir'fU ';l::ah::~u • 
n1".i~u1flrun1'1'1n1".iu~n1".i~a\I'I'!Un\11Un1Vn1'i ... 
uu1utJ".i::L'VIA1VIv u111nlii1\lnu mh\li1umi1ffcy 

V11\lnfi~vi".i::~u . 05 Ufl:: L~a'J Lfl".i1::VI1 U Lt~fl::ii ~ 

,j1uun1111H".i::~1'1Tu~flrun1'1'1n1".iU~n1".i~a\I'I'IUn ... 
\11Ufl1~n1WULU\J'l::t'VIA1VI~ ~\1 5 ii~'I'IUi1 a1~ • 
~a\liillil~fl1".ilil'liu~m".itli~TUU".i::Vti1\IU".i::tVIA .. 
~a\lfl1tln1".iUU".i::lifu'll1~Ltvi\IVIU\I Viu111n~1\lr'fU H 

t:J flL l-h::lifun1'l~U~flrum'l'ln 1".iu~n11"~ a \I'I'IUn ... 
\11Ufl1tln1".iUULU\J".i::mA1'Vl~ U1110~1\lr'fU 1uii~ 

6J1Un11"111aUflUa\l j:j~6J1Ufll1Hai'u1';! Lbfl::ii~6J1U 

m".itm h 1fi u111n~1\lnumh\ISlumhffcyVI1\Inti~vi 

".i::lifu .05 filuii~611u~w'11:1-iul?lnl?i1\l 
ii1lil~fl1'lvi1 oUU~01".iL vi tllUU1"::Vti1\l .. 

. U1"::t'YIA~a\lfl1~n1".iUU".i::~U'Il1~LL'l1\IV1\i\lviH'l::lifu 

nt".iflO'It1LL111n~1\lnu ';l::H".i::~un11"~U~flrnm'l'l ... 
011"U~n1".i~a\I'I'IU0\11Un1~n11"UU 1 U\J1"::L VIA 1 'VI~ 

1:1-i u111nl?i•\lnu 

iillil V fl11"viL oUU~n 1".i L li tllUU 1"::VI i1 \1 .. 
\J1":: L 'VI A 'II a \1 fl1 V n 1".i'UU".i:: ~U'Il1 ~ U vi\IVIU \1 Vii1 

_______ 1 

a11i'I'ILL111n~1\lr'lu ';l::H".i::~un11"~U'lflrum'l'ln1".i ..... 
U~n1".i'lla\I'I'IU0\11Ufl1 ~n1".iUU 1 UU".i::t 'VIA 1 'VIti 1a-i 

ul?ln~1\lnu 

ii1lil~fl1'lvi1,'fu~n11"LvivlUU'i::VIi1\l .. 
\J1":: t 'VI A~a \ln1tl n11"UU1":: ~U'Il1 ~ Lt \1 \IV1\i\lviH'l1 V 

16ltw~~~mr:iauul?ln~1\lnu ';l::H".i::!ifum".i~u~r~rn ... 
n1'1'1n11"U~01".i~a\I'I'IU0\11Ufl1tln11"UU1utJ".i::tVIA 

1VIv 1:Ntt111nlii1\lnu ufl::L~a'lLf'l1"1::~uu11ifl::ii~ 
'il1 Ltuni?I1H1"::1ifum".i~U~flrnn1'1'1n1Mn1".i~a\1'1'1Un ... 
\11Ufl1~n1".iUU1utJ".i::b'VIA1'VIV ~\1 5 ii~VI~n '1'1Ui1 

iill?ltJ fl11"vi1 oUU~011" b li~lUU".i::VI i1\IU".i:: L 'VI A~ a \I .. 
fl1tln1'lUU".i::~u'll1~U\1\IV1\i\lviH".i1t1161Lw~~liiaLf:ivu 

~hni1 Vtimvhnu 1o.ooo U1'Vl Slm".i~U~flrn ... 
n1'1'1n1".iU~n1".i~a\I'I'IU0\11Un1tJ01".iUu1utJ".i::L'YIA 

1VIv 1uii~611Uf'll1a-~ai'u1';! a-~•nni1~lil~n1".ivil'li .. 
U~011"b vi ~lUU".i::VIi1\l'l.l".i::t VI A~tl\ln1 ~n1".iUU 

".i::~u'll1~LL vi\IVtti\lviH'l1~ 161Lw~v~m~au 25,001-

30,000 u1V1, mnni1 30,000 U1'Vl ,Yu1u Ltfl:: 

15,001-20,000 U1VI 11113-lfl1~U 

~1liltJfl1'lli1-uu~n1".iLvitJlUU1"::VIi1\l 
U".i::t VIA~a\ln1tln1'iUU".i::lifu'I!1~LL vi\IVt\i\1 viH';llil • 
tJ'l::n\lf'i"'lla\lm'i1iu~m,-n1~n•,-uuUu111n~1\lnu 
';l::H".i::~un1".i~u~r~rnn1'1'1n1".iu~n1".i'lla\1'1'1Un\11U ... 
n1~m".iuu1uu".i::tVIA1VI~ 1a-iul?lnlii1\lnu ufl::L~a 

'JLfl'i1::VI1ULtliifl::ii~ 'il1LLU011113-11"::~Un11"~U~flfi! ... 
nt'l'ln1".iU~n1".i~a\I'I'IUn\11Un1tln11"UULU1J'i::t'VIA 

1'Vlv ~\1 5 ii~Vt~n '1'1Ui1 ';llii\J".i::n\lf'l~a\ln1".iL'Ii • 
u~n1'in1Vn1'iuud~a\l viu111nl?i1\lr'fu Ht:J~1~ 
".i::~un1".i~u~r~rnm'l'ln11"U~n11"~a\1'1'1Un\11Ufl1V ... 
m".iuu1uu".i::tVIA1VIv u111nlii1\lnu 1uii~611ufll1H 

ai'uh LLfl::ii~611um'lfl'a-~eln161 vittl?lnlii1\lnumh\IS1 

umhA(]J'Vl1\lflCl~vi,-::~u .05 fllUii~611U~U "J1a-i 

ul?lnlii1\l 

r71liltJn11"li1'1iu~n11"tvi~lUU1"::Vti1\l .. 
U1"::tVIA'IIa\ln1tln1WU1"::~u'l!1~tbvi\IV1\i\lviHm1a-~rt 
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lun1'l1'1iu~nTH~1ttn1'lU'\.!'0 LLPlmh\lnu ~:;fl 
,-:;~Un1'l~U~ROLn1Wn1'lU~n1'l~B\1WUn\11\lfl1iJ ... 
n1'1Uu1utl'l:;L'Y1Al'Y1tt 1NLLP1nj;j1\1rlU 

LL a :; ~1 VI iJ fl1 1" vi1 if U ~ n 1 1" L vi iJ 1 U \l 

,-:;vrh\lt.h:; LVIA~th'lfl1 Un1'lUU1":;~U'U1 ~ LL ~ \lvti'i \1 vi 

fli1~~ttvivi1111L~Bn 1 'liu~n1'l~B\1fl1Un11"UUd LLPln 

M1\1rl\l ~::iJ,-:;~Un11"~U~RilUl1Wri11"U~n11"~B\1 ... 
11Un\l1Ufl1tln11"Uu1uu,-:;L'Y1Al'Yltt 13-iuP1nj;j1\1rlU 

4. a'{l.Jr.lan1"i'fi(;Utauaau.IA~pu 

a1V~ttfl1'lvi1'liu~n1'lLvitJ1UU'l:;vti1\1 .. 
'I.J".i:;L 'Y1A~B\1fl1iln1'lUU1":;~u'U1~LL ~\1vti'i\1viH LWA 

a1t1 'l1tJ l~Lw~tt!Pim~au ua:; ~V~'I.J'l:;fl\ll'l~a\lm'l • • 
1'liu~n1'lfl1tJnT'IiluU viuPlnj;j1\1nu flr.~aj;jam".i 

i'u~fltu111Wn1'lU~n1'l~il\1WUn\11Ufl1Un1'lilU1u ... 
'I.J'l:;t'YlAl'YltJ rl1ui1~~u'ila~u"l l3-ifl~:.mj;jan1'l~U 

ifiW111Wn1'lU~n1'l~il\1WUn\11Ufl1 un1'lUU 1 U .. . 
'tJ'l::L'YlAl'YlU 

eihJ';j"UJ a:.~ a 

n\1 LL~i1 fl1 Lw~tl~ il \1n1'l~U~Aill111't'ln1'l ... 
u~n1'li11~~1nm'l1~uiil umw'l13-l ~:;au1 utnrusii .. 
fi L 'VhrlUA11HA1VIVI1\1~il\1a1VIUfl1'l LLflVI\1i1 .. 
flill111Wn1'lU~n 1'l~il \lWUn \11Ufl1il n1'lUU 1 U 
• 
'I.J'l::mAl'Yluau1u,-::~u'I.J1una1\1 uj;jB1~~::if\1lN .. 
'Vi11 11a1V~ufl1".iLI'iV~Fn1H'I.J'l::iu 1~ 1uArumwn1'l .. . 
u~n11 n1'lviv\11'ln'lli'lii~fl1ttn1'lUU~\1ttJUli'lfi~ • • 
111u~n1'l ~::'I.J'l:;fluA113-IGhL~~l~liu n1'lfi1i:lu 

iAUlun1'l111u~m'l (Service Vision) nmuuvti'i\1 

a\11'lt.J,-::nauvia1Rruvi~:;~1u'Vi11'l1v\11'ln,-li'lfi~fl1u 
~ . 

n1'lUU~il\1U":i:;L 'Y1Al 'YlUtl11flA11H L uulhh 1 Un1":i .. .. 
u~n1'lLLa::'I.J1":;flUrl11HH1 L ~~ 1V~UHA11H L ~ai1 
L~il\1n1'lU~n1'lLUUfl1UVIi'i\l~il\1B\l1APl~il\IB\If>ln'l 
vnnAOJ111Wn1'lU~n1'lil ii1 ULn rusiivi fl \1 d'iUA11H . .. .. 
fn(;'IVI1\1 ii~:: L uurl1u~1u r.~"'n~u 1 'l1a\11'lm L uu 

lhh 1 Uli'lii~ ua:: LUUa\ll'lm,-::~u LL tnvtih~v\11an .. . 

1 u~ ru:; L~ rn nuA ru'111 w n 1 ,-u~n1'l if \1 rl" r.~ fl • 
Lrltt1.Uv\1nun11"'Vi1ri11 ,-111 uriv\ll'ln1"~1U (Zahorik 

& Rust, 1992, pp. 49-64) 1V~ttfJill111Wn11" 

U~n1'lvi~LflA~::~1ttfl'l1\1R11Hl1\1Wil h 111 uri a 
" 

1"'ufl1'l ~\'I L uurl1u~1 u 1 'l1a\11'lmfl1H1'lmiiu 

'imnantlhtri1l1l~ (Reichheld & Sasser, 1990, 
" 

p. 1 05) rl\lr.~a 1 11a\11'lmfiA11Hfl1H11"fl1 un11u ~" 
'lluflrl1ULLU\1'1'11\1n1":i'Pla1V~L-Ra-~;1u (Morash & 

Ozment, 1994 eJ1\'In\11u Jin-Woo Park , 

Rodger Robertson & Cheng-Lung Wu, 2006, 

p. 363) Uvn~1ndv\11'lmf!'lO~fl1iln1".iUUif\1~B\1il 
H1Pl'l.2i1UU\'I (High Standard) mh1fia n1'l 

U~n1'lvi~LttU\1BU1\'IL~tt11iuif\'llNLl1U\1WBvi~::LLPln 
j;j1\'1~1nv\11'ln,-li1"i'i~n11"ilu~u ., vtimhL~\11~ 

• I " 

n1'lvi~::L uua'l.h 1 Uli'lfi~n1'lU~n1'l~::~v\'11rl1 ~ 1 U .. . 
'11 tJfl:; La u V~ ua::a.~ a\1 L ~u 1a mrr~1n ri "vifi u ~\1HB \'1 .. 
'il1a-1 (Parasura-man et al, 1991, pp. 39-48) 

~::L~ul~i1B\'1Rn1"li1"ii~fl1ttn1'lilu~11anj;j1\1nfl • 
'YlULUU~il\'IPlULB\1 L~U LA~il\'IUU il1fn'lflfl1Uvi • 
ABHi11 LPlil'ftLfl::L 'lilA 1 U 1flfj L ~iltl1'1.Adi.IA11Hfl:;"'1n 

LLri a1"'tJfl1'l LLj;jri\1iJi'Vi11 'l1v\1Rn'lli'lii~fl1UnT'iUU .. . 
HA11Hj;j1\lnu ,Yuiifia'Y1UHU'!t6vivii1uv\11'lm 1"'v . . .. 
LwW1::BU1\I~\IWUn\11Uvi'Vi1\11U111u~n11"~~\'IGlH~fl .. 
nua1"'tJfl1'l1V~tJPl'l\1 LtJU'Y1Uvia1Rill~\1vi~:;~1Uf.l"'n .. . ~ 

~u 1 'l1a\11'lmli'ln ~fl1tJn11"ilufiA11H 1"'"' tr;iuua:; • 
LLPlnj;j1\1~1nfiLL~\1 il\lf'ln'l A1'lfiLLU1'Yl1\1i1~:: .., 
WtJ1U1H~\'I'YlU3-IU'ItV ~\'I'I.J'i:;nBU lt.J~1i.l 'YlU'Y11\1 • • • 
U(\J(\]1 (Intellectual Capital), 'll'U'Yl1\lfl\IAH (So-

cial Capital) tta::\l'U'Yl1\lfl1":i'HW (Emotional 

Capital) (Lynd"!- Gratton and Sumantra 

Ghoshal, 2003, pp. 1-10 eJ1\In\11uilfl"'1,-n t1'U 

tJ1U'U\1, 2551, vtih 4-5) viflaii~TI"'Un\11UBBn .., 

H11 if Li'iV~'I.J":i::ft'Yl5111W Lta:;'I.J'l::ft'Y15f.lafl\'lflVI ~\I,!U .. . 
~ 

\'11Ui~tJU~\ILflUfl LL U1'1'11\'ln1'll?h L ilun1'l~1U'Y1U • 
~ 

HU'ItV ~\IU . 
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Ul~L'Gp 1~lG~L'~ !.U~I.'G!JL~lil.tl.l~J:tlfll.ll.l L!\ 

:::~11rl.koi'CGIJ!.LUfl.kltllJ!'GtJL'G~~1tl.fJ1 (lildWSSdSSV 
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~!J!.QW~L'GT1.l ~T1.lil.l!Jid-!Jll'flii.L(}11-fLI!1~1!.rl.W~L'G 

X\ lG~1 l'l1LI'flJ:!I'fLt~~l'flt~l'f~11.'l!JG!all'flil.rl.GI'f 
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1!1~lti.Gtl.l!.lUL'GJ@I'CLt~n.ki.'G1 
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tJ'l~ uhu=J:I-I'l'lflh!~mlh!~V'I.Ia\ltn!n\11h!vil ~u~n1'l • • 
mrnvHTHJV1\Iii1H \1'1..! L tia 1~l1U0\11UatJnu~\11'1..! .. .. ~ 
l~~'l1Un\1~11WR11?1~1\I'liB\Ia\l~n'l11~a\ln1'l1tJ 

l u'i1fl'\'11\11rn lr?~ml\ltuu 1 ~ Lnrnm'll1'00-lu1~rum-w • • 
n1'lu~n1,-1 u'li~Wiv·:ui'uif\l"'hvvh 1 ~-w'lln\11uin\l .. 

.,d -- ..::=1 
\'1'1..!1'\'I'UaUL'IJ~'lUI:.II?I'UaU LLfl~'l1£lfl~Leli.lfn\11h!'Ua\l 

MULa \I fl\l!:.!fl1 ~ Lfll?ln1'll1'00-11..!1~UU11l1n1'lU~n1'lvl • 
Luu1tJati1\lvla\l~n,-~a\ln1'lan~1v 

1.4 nfin"i"iwn-.,.t~l1'u1il-.nn-.,.unuei 

\'IU'l~ {Human Capital Separation) fl\IO'l'l2-IO'l"i 

l~~h!\11nn1'itJOU~MU1vl'lla\la\l~n,-a1vn1'lU1.1 

tuun\lm'lwvl~a\lfhu\ln\IH1n;lun111 ua6i~ n1'1vl 

L ~l1U0\11h!~Uaan\110\11U-ff\11 '1..! L ;J \IU1n L 'liu n1'l 

1 ~~'1..!\11 n n1'itJou~ \11'1..! L ila\1\11 n n 1'1 Ln;;vrua 1f.! 

n1,-1vnihvj;hum.J\I ihrmmuviunu~\11'1..! tuu~u 
ua~1 UL ~\I flU L 'liu n1'lt~n~1\lvl~a1mrn:H1\11n-ff\l • 
l1U0\11h!LLfl~a\l~n'l 1rnva\I~O'lH12-11'lfl~l?li'i\ln'l'lH 

M1\11 ~hwiun1'iL~~h!\11001'itJOif~wlhvi L"'iu 

fl\IO'i'lHLLh!~LL'I..!101'l~1\11'1..!1ua\l~n'l6u il\ln'l'lH 

Lfi1V2-1~11Hl1iaauhvli'uaLmtvrua1v ii\lm'lH .. . 
n1'l"'i1VVI1\11'1..!1Ma.i LU'I..!~h! 

2. n-.n1'~1.1'l\11.1H1.1omJ • • 
2.1 nT:il1'm1.1'1U~L~nUFlflfl (Indi-• 

vidual Development) LU'I..!01'll1'00-!U11 ~~:H1;j\l 
fl11:Hi Vfn~~ LLfl~01'lUi'ULU~Vh!l1{j~O'l'l:HLtia1~ .. 
Liirn~am,-tJou~nTlvi6i;lu L uum'll1'00-!u1 Lwl11~ 
U~~flLLfl~H1H1'lfiL ~h!!:.!fl1~ h!'l~tl~~h! il\ln'l'l:H • 
n1'll1'00-lu1il\IL\lnu~~fl\l~"'i1v 1uL~D\I\li?ILL-ii\l \1111 • • • 
tiau 1 um'i~1\11h!'I.ID\Il1Un\11'1..! LLfl~Hi11lAnvm-w 

L-Awifo~~LtiatJ,-~lv'li.Yj;jaa\l~m r$1\ltl 

2.1.1 01'1Li1:Hl1Uifn~~ ~112-~i .. .. 
fl11:HH1:H1'lfl Vfflufl~ ua~u~~nll1l1'1.1v\ll1iin • 
\11u1rnvn1'l'lloau'l3·HiauL;h~1\11'1..! 01'l'llnau'l2-l 

Ul\l:Hilmfl 01'lilODU'l:H\'I"'\I L ,.h~1\11h!LL~1 LLfl~ .. 
m'l'llnau'iwriaufi\1~ 1~i'uo1'l L~aut;i'1 LL wt.l\1 L tla 

1 ~-w'lln\11'1..!~~11Nl1iv:H 1 '1..!01'11 ~u~o1'i uan\11ntl 

01'i~l?l1~~~a\IHNVIVI~a~VI\'11VIi.f\lfla U~fl11:H LLfl~ • 
LanH1'ij;j1\l '1 1~l1U0\11U1~ti1h!VI~mljv~i~itJ. .. 
~uw\1 'i12-l-ff\lo1'iLtlrn1ama1~~fl112-ln11~ii11u 
H1tlv11il1fl1~i'UUfl~flvl~01'll1'00-11..!1Vlh!LV\I ';110 • 
j:.jfl01'l'l :ilvtl~11 ~wnui 1~1Yll1l101'lU~01'i'l.l a \1 • 
-wi.fo\11h!H1tJ01'lUU 1 utJ'i~L ~fl1 ~v if\lati mru'J1Vi13-i .. 
Lfih!~112-lfl11?1~1\I'IJD \lalrntJH1'l LLfl~~11 ~~'l1Ui1 .. 
-wi.fn\11'1..! 1 uu1 \1 LLj:.lh!n V\l~a \11~i'un1'lWOO-Ih!1 L tl a 

L-A2-I~rull1l1n1'lU~n1'l vn~bath\lt"'iu m'ltl1Lnru-ii • 
1 um,-1rnflW1l1l1n1'lU~01'i:H1WOO-Ih!1 L uu~"'oa~,-• .. 
tlnaU'i2-l ~~a:ilrnii\ln'l'l2-11~ti'irnifflu~~ ~~aifn~~ 

j;j1\1"(1rnmuul~-wi.fn\11U~fJru"'n~ru~~1:H 5 ~~~"'n 
r$1\lilfia 

2.1.1.1 flo 1 ~-wi.fn\11h!L uua .. . . 
Vi~fl112-ltbt1iafia t"'iu m\lj;jana1 ~~11:1-1 

'lau~au1uo1'l~1\11h! 

2.1.1.2 fl\ILH~2-11~-wi.fn\11'1..! 

1.uuavi~~11:H~\11\l Lta~3-i\laTuvl\l~"'i1m ~i'laa6u .. . .. 
ua~-wia2-1vi \!~~au au a \1 ~ 112-1 ~a \1 n Tl'll a \1 a1 <ii .. 
U~n1'l~flai?IL1fl1 

2.1.1.3 tin 1 ~'WU0\11'1..! L uua .. 
1~; ~fl112-li LLfl~2-11'lil1~am-wtljvuiav tiau1vu .. .. . 
ii~VTti1~1\l'l'lia2-! \1~ 1 ~u~n1'i L uu~ ~,. LLfl~~ 

Vfo~~1un1'i~aH1'lati1\l~tJ,-~a~5ll1l1 

2.1.1.4 L -A2-Il1Uifn~~1 ~ .. 
'WU0\11'1..! L uuavi~ ~ 11:1-1 ~ ~v\1 LL~~11 a\111 .. 
O'i~QUO'l~LQ\1 L "111 l\Jfl112-I~D\101'i'IJD\IaLrntJfl1'i ., 

2.1.1.5 fl\ILH~:H 1 ~-wun\11'1..! 

LLj;j\ln1tJfl~a1rn fl1l1l1L1vuiav i:ilnn1flL~fl~ . .. 
1..! an \11 ntl L tJ a L uun 1'iW 00-1 1..!1 

flt:Ull1l1n 1 'iU~n 1'l'l.l v \I '!'I 'lln \11Ufl1tJn 1'1Uh! 1 u • 
tJ'i~mfl1 ~v a\l~n'ili"5ii\lfl1tJn1"5Uh!fl1'lL uuttn'l '1.1 • 
ua~l?luatuui1Lfl~1u-;Jrnff:~-~~avi~~run1-wmw~m,.vi .. . . 
~1n11fl11:Hfl1rn~1\l L"'ih!-;J1nj:.lfl\11U'l~vtl-wui1 
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llt~I'I!JLQM.ltl.J!.L'!J. 11LlU11.lW~N~L\13fl,fu~L~ 
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llLlttL~ttLt~ ~fl.U1tt$~1!!~~ht;SW~L\I3l\ l L_\A~I'I~ 

fu~ L~L\ ~M.IJ 1 ~~ ~tt~1 ~Lfli311.L~l_\ALLUI1. )}Jo l Lttp13t!M.~ 

~MLlJilU~lfl.:::&~ llLtt!ii.LQ 111.1J 111.!,\L~!il. 1 ~~11.~ 111.1-L\ I -~ • 
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13 M.M.LM.tlll~LM.tro ~LLUM.l Ll!!t 1 J.lo lL' B!@~LLU!1~11.1J 1 

P.LRU~LLU!1~1ll!ll,9fl.fttti1.LtLI1.too~LLU M.J.ILfufu_!? 
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1lUn}LJ.I.11lUill!l1:::11.1.111tt~~m11.1tLttl~ttlt~ ~ 

ttlt~ :::-A.UXtM.Mtt~ 1~ll1.lL\U!,\M.l\ JPLUC!l ~I! 1LWM.IJ 1 

p.:::tufl.U~M.l Ll1.tro~1lU Lfl.U~LlU~~Il~111.lL\ 

U!,\M.!J11~ttlt~l\l1LU 11.f1.1L\Lfll3t.!@Uil LlUI1.!J.1l)pLLU 

L\llAtM. 11M. f.! 1 Lttt~m lll3~nll!;1 ~ tnt:m L\ltLLUnHll 

~ilfl.ftttLUlllM.}lALLU~£1.Uill1.11111l~ll31ll91 Wll!!~h . 

L\B n.n L ~ llL~LLU~ &LLU~~11 M.l L\ IlL~ LM.tro Ml1.1111 ~ ~ 
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W~L\131lLt,:l 13!,illLf.:IL\13HL\¥-L\13fl,~ll\l.1.11.ij 1 (lu;:,wdo 
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u:ruvu u~1rin'l'lWtil'W'lfl\IAm 1 'Wel'l..!'lfl~Jl Vl~\11\l'ln 

&~\lrl'lVI'U~n~tJ'VIG LL~~11\J LL~'WWOO-l'W1B\1Am (Es-• 
tablish OD Strategy and Implementation Plan) 

L -Ae~ 1 \1m,-6i1 L ilu\11'WU'l'l~j;J1J.I L U1VI3-11tJvltJie~\Jm'l • 
'li\J~~!iieJ\16i1 L U'U\11'UBV1 \1 L U'U'l:::uu LL~::: L uu.ff'I.Jj;leJ'I.J 

1rmi11i!1'lrn1m'tl'l1H'Im\Ja\J fim L ~a 1 '11 LL~utll)u~ 

n1'lH1H1'lOU'lrn1n1'lL~1nun~v'VI5~e~\JB\Jfin'l 
v • 

1~v u U'li-l~m'lwlii'W1B\1Fimvlomh3-11tl'l:::vn ~ <ff 
v • 

annViaVI fie~ u U'lf.l~e~\JFin,-LL li\Jn11"L~vu~~B\J 
• v 

Senge ~\Jtl'l:::ne~u1t1~1tJ1uv~u~1'W 5 tl'l:::n1'l 

(The fifth Discipline) ~\JU (n'ln'Wn iii'tl'lH u~::: 
1'11fl'lftJ 'fLd'UiOO-l'I..!IJ~. 2552, pp. 273-274) 

1. fl11H'leJU~LLli\Jj;'I'I.J (Personal Mas-.. 
tery) Vl3-11tJll\J ufl~1mm,-1~.Yum,-rl\JLmJ.~1l1Luua 

• v 

Hfl11HH'W h 1 un11"LLH1\JVI1fl113-I~LL~:::'I100-lu1 .. 
m..!LV\JBV1\Jeimiia\J 

2. 'lULLUUfl113-li-l~ (Mental Models) .. 
VIN1tJO\JUfl~1n'llAiun1'lHUUH'U'W1\1~fl113-IL~B~'W • • 
luflCl..!Fh~eJ\Jj;J'I..!LeJ\ILL~:::flCl..!Fh~fl\IB\Ifim • • 

3. 1fltJVJflii'i13-1 (Shared Vision) 

VIN1tJfi\l B\Jfin'l~n'l:::U'l'U011"1'Wn11"HUUH'W'W1\1 • 
aN1;in'i1J.~nuri1VIU(;I1fl'vifflii~e~\le~\JFim L ~m uu 

Lil1VIH1v'i13-1nu 

4. n11"L~tJ'I..!jLU'I..!ViH (Team Learning) 

VIH1tJll\l n,-:::u1un1'lfl\l LaljJ.~1 \1ufl~1n'l1~~ • 
m~u1'1..!n1'lLL~mtl~v'l..!'tl~flmuumiJ.~ L~mn~n1'l .. . . 
Livu~'i13-ln'l..! .. 

5. fl11HA~LU'I..!'l:::uu (System Think-

ing) VIH1Vll\J n1'lWOO-l'I..!1''HH·'i~ 1 l1a1m'l03-IB\I L ~'I..! 

F\113-lfl3-IW'I..!5'1Jfl\lri\lei1\I"J vi Lft tl'l~el \Jfl ti 1\1 L U'l..! 

'l~UULL~:::fl'lU{h'l..! 

~1nLL'I..!1i-l~~\ln~11B\IFin'l5'ln~a1vn1'lU'I..! • 
1utl'l:::L'VIfl1'VItJFl'l'lU13-11tl'l~tJn~<ff L~a1l1Lfl~n1'l • 
WOO-l'I..!1D\1Fim L ~m -RJ.~'tl'Wtl'l:::fl'VIfim'tl LL~~tli"utl'l\1 .. . 
a\1Fim1'11~fl11HH1m'lo1un11"LL'Ii\l'l1'1..! M1flV1\JL'Iiu 

Lfh;-t1Dn'lHVIiDrhVI'Uiilnf!tJ'V151\1LnlilnTHL~OLU~t'.J'U • 
fl113-l~ u~:::'i1J.~d1 v'VI·aliltl,-:::aun 1'lrn1 unT~ .. 
'l'i1\11'1..!'11B\I'tlUn\11'1..!1'1..!LLei~~LL~'Wn 13-ii1~:::LU'I..!'t1Un 

\11'1..!j;J'n~i'uuj;J'llliltJH1'l (Check-in staff), 'tlUn 

\11'1..!j;J'l1~1'uumvlli\J (Boarding gate staff) 

LL~~'t1Un\11'UU~n1'lm"~L iJ1 LL~:::fl3-IJ11'l::: (Baggage 

service staff) '1111 \1 LOVI LL '1..!1'VI1 \11 'l..!n11"6i1 L il'I..!\11'U 

1VI3-i"J L~BW11H'U1FIC1..!Jl1'tln11"U~n1'l LfiB\1~1n • 
fl113-liLL~:::tl'l:::HUn1'lnJ'IJB\I\-iUn\11'1..!LLei~:::fl'I..!LLj;~n .. 
ei1\ln'l..! 01'lLL~nLtl~tJ'I..!~BH~VIiBB\Ififl11H~ei1\I"J 

.. v 

~ \1 L uu ri \1 th ff cyvl';l:::w111-1'1..!1 a \I fin,-1 \1~ fl 113-1 

H'l3-111"0LL'Ii\I'!J'U Lm~tl'l:::HUfl113-lfl1L~';l 'Wfln';J1ntl 

tl\1'1111 \ittun\11'1..!'VInfl'l..!~~n L uurl1uwd\I'IIB\IB\1Fim . .. 
L iia\1~1nttun\11'1..!'VInflu~rl1'1..!'i13-1 u~:::~aa,-::: 1 '1..! • 
fl113-lf.l~i!l';l:::H~1\JH'l1"Firi\J 1 Vl3-i"J ;1'1..!3-11 L ~DW11H'W1 
el\lfim 

oUfl l.ff'Ufl 1.1. U~1\1'"100'l''i~~tl 

n1'l'l~vdL tl'l..!n1'lfl1'l'l~flrnmttn11"Uljn1'l • 
'llfl\JttUn\11'1..!H1tJn1'lU'W1 'l..!tl'l:::mfl1'VItJ iJ'l~tJLH'WD 

v 

LLu~1\i~n11"WOO-l'l..!1flCl..!Jl1ttn11"Uljm,-~a\JttUn\11'1..! • 
1 u'VIn~lilflJ.~~a~e~\lm'l1 \1u~n1,. 1u~rn:::L~V1n'l..! • • 
D\IFin'l5'ln~a1vn1'lU'I..!fl1'l1l1fl113-lfl1ffrueiafl113-l . ~ 

fl1~VIi\l~a\la1~va1,-1u'VIn"' ~~ Vil~n~11H~1\I ., • I 

~'1..! B\IFin'l5'lfl';JH1tJn1'lU'I..!H13-11'lOU1~~'11B\Jn1'l • 
i~ v fl-¥\lill tltli'u 1 ~ \1 Ln~tl,.~ 1v'lliieiva\1Fin,-1~ 
1~tJU1~~'l~vill.tltl'l:::EJn~LU'I..!n~tJ'VI5VIiau1vu1tJ • • 
n1'l'l'i1\11'1..!'1l v\JttUn\11'1..! L-A a L fiJ.~ flrumttn1'l • 
U~n1'l'IJB\I'ttUn\11'1..! LL~::: L ~D'I'i11 \1a\lfim"H1HTHl 

'llu Lfi~D'W 1 tlfi\1 L ihVIH1tJ Vlivifl'mi'flii'llv\lv\lfim 

1~ 'Wvn';l1nilif\IH'l3-11'lOU1Lfl~v\l~vLLUUflvU013-I 

1 um'li ~vill. tltl,-~vn~ 'If L ~m uuM'11ii~V1iv • 
Lnrn'fl1 un 1'l'll'l:::Li~'l..!~~ n1'ltll)u~\11'1..!'1lfl\lttUn\11'W 

L we~w 111-1'1..!1 fl rnmttn1'lu1n 11"'11 v \1 v\1 Fim5'ln~m,. • • 
uu~v\Jtl'l:::L 'VIfl1'VIveie~ 1 tl 
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