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Abstract: 

The objectives of this research were to develop and validate a casual relationship 

model of the influence of the service quality on brand image, customer satisfaction and 

customer loyalty of Advance Info Service PLC (AIS). The model involved eight latent 

variables: tangibles, reliability, responsiveness, assurance, empathy, brand image, customer 

satisfaction and customer loyalty. The researchers used quantitative methods which in­

volved empirical research. The research tool was a questionnaire to collect data from 407 

AIS's customers. The statistics used in data analysis were frequency, mean, and structural 

equation model analysis. It was found that the model was consistent with the empirical 

data. Goodness of fit measures were found to be: Chi-square 595.98 (df = 565, p-value = 

0.09); Relative Chi-square CX!dj) 1.06; Goodness of Fit Index (GF[) 0.94; Adjusted Goodness 

of Fit Index (AGF!) 0.91; and Root Mean Square Error of Approximation (RMSEA) 0.01. It 

was also found that (1) Service quality in the dimension of tangibles, reliability, assurance 

and empathy had a positive and direct influence on brand image. (2) Service quality in the 

dimension of reliability, responsiveness, assurance and empathy had a positive and direct 

influence on customer satisfaction. (3) Brand image had a positive and direct influence on 

customer satisfaction (4) Brand image had a positive and direct influence on customer 

loyalty. (5) Customer satisfaction had a positive and direct influence on customer loyalty. 

Keywords: Service Quality, Brand Image, Customer Satisfaction, Customer Loyalty 
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'lJ-:rZ"U''ln"JI.tflZ"l..'U'lliliheth'\'1 

'lJ"'~'II1n"'flL~un1"'~~vflf~ORa rtnfl1fl1'1i ., 
u~n1"' AIS 1ut'1Jr;Jn"'~m'tt:H'VI1Ufi"'~1U1U 28.5 • 
tl1U"'1V (~t;tv,. t:H'Hr;J"'~n1"', 2553) ~~dm,. 
~tfi"'1~~:Htf?laft:Hn1"'1fi"'~ft~1~~a~L'Ii~1U1U 
Pi1av1~:H1n~a t~a1~~1'tt1"'1~tr;JBi~1n~an1"' 
~tfi"'1~lhflV~r;J"'~t;1atlal~f?IV Hair, Anderson, 

Tatham and Black (1998, pp. 604-605) lrJi 
0 I V I .d 1.d I 

UU~U111'1JU1f?I(;11BV1~VIL'VI:H1~ft:Hfl~VI'\11~ 100 -

200 ua~H1'VIi'Un1"'ri1'VIUf?I'IJU1~'1JB~mi:H~1EJV1~ • 
1umcilfl~1tQ~£J'Ila~'lJ"'~'II1m (l.t) ru ,.~~Ufi11:H 
t;1mtu 95 % t~ElVEl:HL~f.ifi11:Hfl1~tfi~ElU (e) 

'IJEJ~n1"'U"'~:H1W~1 LQ~£1 tn~;iu l~ U"'~~U ± 10% 

'IJB~ft1Utd£J~LUU:H1(;1"'~1U (0") L~El'IJU1f?I'IJB~ 
'lJ"'~'II1n"'f.i~1U1U:H1n ( oc) 'IJU1~'1JB~mi:H~1DV1~ • 
f.i~1tvhnu 400 ~1BV1~ (~'IT£~ mry~U11H, 

VJ11oo.n.! Ur;JV1uu\1 ua~~t"'n ~ft1'1l, 2551, 'VIU1 • 
151) ~~d~~~£1 11117uuuuftBUt:l1:Hflf.if>'l11:H .. 
ft:HU"'tUft1:H1"'t:lU1:H11 ~ un1"'~ tfi"'1~'11'liaa.~a 1111 .. .. 
~1mu~~~u 407 'II~ • 

.d .... dt~ "' 
L~":fil'\'l~il~ "U't'Un'l"J":f~U"J~~"llil~fl ... 

tfl~a~f.iafl1'111un1"'"'1U"'1:H'lia:HrtflB .. 
UUUftEJUt:l1:Hf>'l11:Hflililt-AU~1nf!nfl1flL'Iiu~n1"' AIS .. 
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1uL'llfln-i\'lb'l'lt13.nnufl'i l~mLti\'le:mmuu 3 fl1U • 
t'f-rnvi 1 tlJ'I..II.tUUfiilU'l'UlLfttnr'fuiJ~~tlft'lhl~flfl~ 

fl'N~ 2 m,-i'uiPioorumt~m'lu1m'l Ufl~rl1u~ .. . 
3 mt~«m~ruiJI'l1itufh m13-I'N\'It~t~1~ u~~m1:~-~ 

~\'li'nifn~ 

n1~~~~~ft9U~~1~L~~9~~9 
~i~v 1~vhm'll'l'i1vfl€1UFIWI11tl'll€1\'l tfl~€1\'1 
v • 

a:i€1 11?1vn11'1?11'1~Haufl11:J.IIJI'i\'IL4i\'ILUmn~1tJifi 
IK1filfl113-lfl€li?IFI~€1\1'lla\'l'limhr~1:~-~ ua~1l?lm.J'l~H\'If>l • 
ll?ltJ~b;jtJ1'll1tylii'1U1'k! 5 vhu n1'il'l'i1~fl€1U 
fl11:J.IL~tl\'l (Reliability) 'lltl\'JUUUfl€1Ur11:J.Iri€1UU1 

1tltoti~1\'l (n = 38) tLa~'lia:J.Ifl~Liiu~1\'1~1nflnflh .. .. 
'll€1\'1 AIS (n = 407) 'Iilvm'litf11'1~~fhH:J.ItJ'i~H'I'I3 

uaa~1'll€1\'lfl'i€1UU1fl ut~n~1nil1~~1n1'i 
'lun1~~f111:J.Il'l'i\'l t1kl lfl'l\'lfli1\'1~1V'lfim'l1Lm1~~ 

tll1~tJ'i~n€lm4i\'lthuiu (Confirmatory Factor 

Analysis) l1?1t11Jl'i1~flt!Ufl11:J.IIJI'i\'J bb UU'i1:J.I~'k!tl 

(convergent validity) Ufl~FI11:J.IIJI'i\'IUUUUIJint?i1\'l 

(discriminant validity) ~·Hln1'ilbfl'i1~~'1imja 

'liUi'lhif'.inT'i~~-IJmhrt'liHEIEIO<il'lOOT'i-l~~'lttU"i 
C!l ., .., r.d o 

t'k!tl\'1~1nfl€l~fla€1\'lnumru'fl'l'ln1VIUI?I 

~fin17~L~71Z~~9~ft 

~1~v1LFI'i1~~'1imja~hvaiiwL4i\'lt~'i'iruu1 

ua~aiiwt~VI~f1 u tJ'lll?lv 1 'lit:~-~ L~aa:~-~m'llfl'i\'lfli1\'J • 
(structural equation model) ttl€1'1'11?1fl€1Ulml?lfl 

b 4!\'1 fl1 b VIIJI FIW111tln1'iU1n1'i~$3€J'I'Ifitl fl t?itJ111tl •• 
~n1:IDJIJI'i1H'klfh FI113-I'N\'It~€11~ ua~FI11:J.I~\'Ii'nifn~ 

'1.1€1\'lflnfh AIS 1uL'IJIJin'i\'lb'l'ltl:J.IVI1'k!FI'i i\'lii~'l~tl 
~ q . ~ 

~1n1'iiJI'i1~fl€1U'Iit~IJinfl\'Jtflt~\'l~u~1VIi'un1'i 
1 tfl'i1~~'1it~:~-~fl'IJ€1\'IHtlwt~VI ~h u tJ,- ei'u 1~ uti .. . 
(1) m'iu~mL~\'IuuutJnw'l.l€1\l'lim.-Jfl (Normality) 

(2) f111:J.IbU'k!b€lm1ui5'1l€1\ln1'in'l~~1tl (Homos­

cedasticity) ua~ (3) FI11:J.IH:J.I'W'UUL4i\'1Lif'k!IJI'i\'J 

'i~VIi1\l~hutJ'i~'k!bbfl~rR1 bb tJ'il111:J.I (Linearity) !!-Ia 

n1'i'l LFI'i1~~t1Ui1 .Um~-p;l'l.l€1\lrR'l u thi\'IVI:J-11?1 

fl€li?IFI~€1\'JtlU'Ii€11Jlnfl\'l Lfl€1\'I~Ui\1 3 U'i~n1'i 



I L'L.t.LWM.l 

L'~l2111s1.::L.t.~K.t.LUI:2t;!~llG1::lUJL1 ~ 6LL M.tM.L~ .. '0 fO' I 0 

,. • rl\ 
~I'Cis1.L'»~1fb11tj,6L'Gn._9M.~I'C~I'CLt~ll~l ~UIA. (TO" > "; 

~!Jl2L'LIA.ib~L~Il,tt~L'LflG!JM.HUL~L'LYJUW11L~~ 

~.t.fb11tJ.6L'L~Is1.::.t.yn~r-e~r-eLt~ £L"O L'll sz·o YJ11L'~L~ 

~_9M.~I'C~Is1..1:2~1A.~::.t.fbi'C~L~L~rtMM.~}Il~ 1 n.n. 11_9M.~I'C~ 
,. 

ls1.l2llolll~l 1fb11tj,6 9 M.tM.L.\} L!i!U1:2L\Gfl,!fJUJ!UkL'~ 

,. 
I'CLt~::1:211 1fb11tj,6 S M.tM.L.\}L!i!U1:2L\Gfl,~lGML'~ 

I'CLt~1fb11tj,6 9 L!i!M.~L.t.W.tU.fi.U~MLlJ 1fb11tj,6 £Z 
• • M.tM.L.\}.t.LU~rl.l\ l1LUMLlJM.l~fl.J.Itll~11fb 11tj,61'C~UiltJ:l 

rtGU::.t.fb.t.fb 11 tj,6M.tM.L.\} L!i!U~ L\Gfl,!fJUJ!UkL'~I'CLt~ 

::1:211 L~Ui:2L'Gn.~lGML'~I'CLt~ L!i!M.~L.t.~!U.fi.U~ 

MLlJ .t.LU~rll\ l1LUMLllfU~fl.J.Itll~1J:lt WU1L'~1fb 11 tj,6 

L'Ltls1.::.t.!lM.MI'Cl21'CLt~ ls1.::L.t.~1 t.t.LUI:21';1 • .. --... "'=" 

~m~mmmmm~m~~~~mm~~~~m~~mm~m~~~~-~~mw~~"nm 

m~~nmmmm~n~~mm~~~mmm~mmmmiDm~m~m•IDID~~~mmm­

~"~~~~~~~~~"~~~M~flH~~~~~~Mn~flfl~~MM~~~fl~~~ 

~m~~~m~~~~~~~~R~~"~m~~M~m~~nm~Mfl~n~~fl~~~ 

~m~~~~~~~MftM~MnM~~mM~MMm~~n~~M~fl~~fl3~~~ 

~~mn~~~~~~~~M~~MflMfl~M~~n~Mfl~flM"fl~fl~nfl~ 

~~~M"fl~MM~MMnftMMflm~MnflmnflM~~~~n~~-~-~ 

~~~flR~MRft~MM~~~~~~MMflno~~~flflnnnnflm~= 

~~m~~~~~~~m~~~m~~~~miDm~~~~~~~~~~m~­

~~n~~~~~~~~"~~~~~~"""~~~~~Hm~m~m~~ 

~m~~~~~Rnflfln~~~~~"~~~~~~MH~nmMa~• 

~mH~~HHnflfl~fl~~"~"~"~~Mn~H~@~nnn• 

~"~"~•"""~"~""~a~nnflm~~Rflfl~Mnn• 

~~~n~~o~nn~~~M~IDan~~"~~~nmMn~­

m~n~"nnmn~mHnMnnMmnHMHMn~~nm~ 

~~nflflnmnnMHn~~n~~~Hfl~fln~nnm­

~~fl~nmnm"n~m~mnM~M~MMm~nn~~ 

~nnfl~MHn~~nnnnHfln~~MnMMnn­

~nnnmnnn~n~nannm~~mm~nam~ 

~m~m~""""~"""nnmmnmMMHn~ 

m~fln"~""n""~"~mm~ammmn~ 

mm~n"""""""n~~mnnnMnn~ 

~~~~~flflflwt~~m~n~~~"~n~ 

~~~~ft~RM~Hfl~RHflM~na~ 

~~~~~nn~nma~mm~nnn­

~nflftnn"nM~MfllriM~nn­

~M~"~""~~~flnnnnn~ 

ID'I IJI.l on on n "'~ Kt sro "' a zro tn 111 1n n rut~ 

!101 1J1I "' 1111 !t1 1111 lfO Si1 ~ R1l .... fl1 lfl "' tom 

on Wi m , .. 111 Si1 '" 111 a 1n n a ao 
~ sn wt 111 1ft n rro tro a fl a 1ft zm 

~»t "'~oro a"' 'ro 1ft on nn Him 
1101 !0 11!11 Zl1 IYO It' 11'11 Ill WI t.n !131 

1»1 ,,. l<l 611 11"0 .... Ill ,... Ill -

08'1 U1 I9'0 Lt'O !1'1 tt'l 0 srtrnl 

QIJ11ltlinlllna'\l&lltiro>l 

80"1 11"0 " •n ct1 111 l'lll 

tll"l g., 9t"t tfU tn MJ. 

.,-In trO .. , tlft.'l 

(IJI 19'8 991 tf(Yl 

an wo 001 

001 IIIYl 

• &l(JUt'JJHLL/!1 LJI111JLLIA!fJFI.Uj!ULU LW&;n!flLWULUNJMnJIW}J1J!liAU1t'jJL(l71t)!1t'L,tU::L.J!11itHJJHLtM 

I L'L.t.LI6 
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f.Utn"l":r')iif tJ 

~~n~~l~n~~i~ev1~ 
mi~~'lati1\'1Ltlu~fu~n1'~· AIS LUL'liiJI . ... 

01\'IL'VItfm'11Ufl'l ~1\l'lll~\'I~U 407flll fbULVI(\jLtlU 

L'Wfli'VIqj\1 H~1U'lU 228flufii~Ltlwimm~ 56.0 Sla1v • 
21-30 U ~1nfia~~1U'lU~\'I~U 174flUfii~LtJU-1BtJ • 
n~ 42.8 stmnumtf1a~~1nvi~~~1U'lU~\1~u 
326flut:i~L tlu-1mJa~ 80.1 Sln1'lffmf1'1~11i'u 

1J''l!'Y11Jl1~1nvi~~,)1u'lu~\'l~t.l 242flt.tfii~Ltlt.t 
im.1n~ 59.5 Sla11itfun L ~vu/un ffmn:~-~1nvia~ • 
~1'U1U~\'Ifiu 200I'Iut:i~Ltlt.t'1avn~ 49.1 ua~H'l1tl 
1Miim~au~hni1VI1mvhnu 10,000 U1'VI ann 

vla~,)1u'lt.t~\'l~t.l 1941'1t.tfli~Ltlt.tiavn~ 47.7 • 
folNJl1tfn1'1U,n1'1Lt.l~;j~1Uri\'lflff:Helft1~ 

(TAN) a~1 t.t'l~11i'utJ11Slrh Lw~v 3.86L~tJHtfU0\'11t.tvi 
u~n1vamtf t'ivmav (TAN4) Slfi1Lw~vmnvla~ • • 
ilia 3.92 'lB\'IH\'1~1HU1tJLt-~'lf{U1 1J'l~'U1fim1un 

m:h11ftal1Lft3-la (TANS) Slfi1Lw~tl 3.86 rl'lu~1u 
nT"J~Au6u~n1'lvinnaan u uu~J~n ul'i\'1 L i'4a 1 ~~iu 

... ... 

fl11:Hfl~~'lnftu1tJ (TAN3) Slfi1Lw~tl 3.86 n1'1H 

f'luVU~n1'lfiHm1:HLW'l~LUtiU L1vuiav (TAN2) ... 
Slfi1tw~tl 3.85 tLn~iiavvla~SlAu61~u~m'lvi~J~nul'i\l . ... 

- - d I d 'VI'Ufl:Htl (TANl) 3-lfi1Lwli'ltl 3.83 

flN1l1tfn1'1U~n1'1L u~;j~1t.lfl'l1mh L ~a • 
tlattn~11'l1\'IL~ (REL) avlu'l~i1fua\1Hfi1Lw~v 4.02 

... ... 

1~v~tfllfa'li1viiatlavimaufl~2-l'tln~uvl (RELl) st 

fi1Lil~ti:H1nvi~~i!ia 4.10 'ltl\lli'I\I:H1Hfftyty1N 

1mf>ltfl134atlavi'I1~L~u (REL2) ua~m'lL~aJ.ll'ia 

fftyty1NL'VI'1Atfl1fiatlaffimaan1~J1r.J (REL3) fi 

fi1 Lw~tl 4.07 fl1Un1'1L ~tJ3-l!JitJftty'lJ1{UL 'VI'lfftf\1 

34aliuffi'VI'l1~mh\l~mtia\l (REL4) ilfi1Lw~v 4.02 
9.1' d u 0 .0. .... 

LLH~t.ltlti'VIft~~1t.I01'1~1Lt.lt.l\11t.I'Utl\ltft.ln\11t.l • 
(REL5) Hfi1til~tl 3.83 

flN1l1tfn1'1U~n1'1LU~~~1t.lfl'l13-l'l'l~ L 1h • 
lun1'11Jlauaua\l (RES) milt.t'l~i1fua\lilrhLw~v 3.67 

... ... 

1~v;j~~af'lu6u~m'l Call Center 1~a~~'ln (RESl) ... 
Hfi1Lil~tl2-l1nvifl~fia3.81 'lfl\1fl\1:H1~~~a'I1Un\nul~ • 
ati1\lft~mn (RES3) Slfi1Lu~v 3.67 rl'lu m,-;j~~a 

tfU0\11t.t1~ad1\lft~~'ln (RES2) ilfi1Lw~tl 3.65 

~1t.I'I1U0\'11t.IL~U~n11'~'ltlfld13-l1''l~Lll'l (RES4) H 

fi1 Lil~tl 3.64 LLH~iiatJfi'f~~1t.I01'1LUi'l'lliJtyVI11~ 
ad1\1'l'l~Lll'l (RES5) Hfi1til~tl 3.58 

flNJl1tfn11'U~n1'11ltl\l AIS ~~~1t.ln1'li'U • 
tJ'i~nu (ASS) av1 t.t1'~11i'ua\lilfi1 tu~v 3.73 1~v 

... ... 
~1U'l~uum,-1~u~m,-vittJu3-l11Jl'l~1t.l (ASSl) Slfi1 

Lil~t13-l1nfla~fia 3.86 1'tl\lli'l\13-l1'l~UUn11'L~U~n11'vi • 
tJna~Ji'v (ASS2) ilfi1Lw~v 3.73 rl'lt.ttfUn\l1t.t1~ 
-ifa2-ln1~ati1\'ltlniJ!a\l (ASS4) Hfi1Lw~tl 3.68 LLH~ .. ... 

iiavvla~~1t.tn11'fli~fi1u~n11'1~nniJ!a\'I'I1~L~u . ... 
(ASS3) ilfi1Lil~tl 3.65 

flN1l1tfn11'U~n11'L t.I~~~1Un11'Lt11 h Lrl • 
anflhL tlt.11'1tJUflflH (EMP) av1t.t'l~i11Uft\IHA1 Lw~tl 
'\1 • .. '\1 

3.66 1~tJtfU0\'11t.lftt.ILlilLLft~Ltl1LlilLrl (EMPl) Hfi1 

Lil~tJ2-l1nvl~~fia 3.78 'lfl\'lli'l\13-lTtlUn\11t.ILrlh lu 

m,-utiiltyVI1 (EMP4) stfi1Lu~v 3.66 rl1t.ttfun 

\'11t.lft1H1'lmihLlilfl'l1HiJ!tJ\In11' (EMP3) Hfi1LQ~tJ 

3.65 ua~iiavvl~~~1u'lia\I'VI1\IW-ila-1a\IL1vuun~.Ua 
LLt.l~'ll1~1n~fU~n1'1 (EMP2) Hfi1LQ~tl 3.64 ... 

mtf~n'!frulJJ'l1nuflh (IMG) a~l t.t'l~11i'uij" 
Slfi1Lw~v 3.84 1~t~IJI'l1nt.tfhttluvli~n (IMG6) st ... 
fi1Lw~r.J:H1nvlf!~ilia 3. 98 'ltJ\IIi'I\I:H1 L tlt.t1Jl'l1nt.tfh 

'lfu1.h 1un11'L~u~m'1Lfl1a'li1viiatla (IMG2) st 

fi1Lw~tl 3.91 fl'lt.!Ltlt.llJJ'l1nt.tfhi11i'l1\lLlil1~'VI1\I 

~1t.lflNJl1tfn1'1L~u7n11' (IMG5) fifi1Lw~tl 3.85 • 
Ltlt.tlJJ'11nuflhvl11au ua~tfui1~\1~~1lil (IMG3) st ... 
fi1Lil~f.l 3.78 n11'L;{[~t1UflflflviLtJ'Uvii~n (IMG 1) . ... 

fifi1 Lil~r.J3.77 ua~iiat~vlf!~~1mtlt.tlJJ'l1nt.tfhvl~n 111 

1~mi'4au (IMG4) Hfi1Lw~tl 3.72 

fl11:Hl1\ltmL~11t1\lli'lnfh (SAT) adh.!'l~i1fu 
... ... 

ft\lfifi1 Lw~f.l 3.82 1~Vfl11:Hi1\ltfa h~mfl1a'li1r.J ... 
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Ll1'1Rtn1~atia (SATl) ~fi1t\l~mnn'tiaP~fia 3.97 • 
'1a~~~H1~i1H~~~al~~a~run1~n1'1U~n1'1 • 
(SAT4) u.tl::~i1H~~~vhLP~tln1~'11H (SATS) ~ 

fi1LQ~tJ 3.85 ff1UR11H~~~ah~a~u6u~n1'1 
(SAT3) flfi1LQ~tl 3.84 u~::iiav'tiaP~~11H~~ • 
~BL~~El'tnln~1'U (SAT2) ~fi1LQ~tl 3.71 

~11H~~1nnn~~a~~n~1~~u~n1'1(LOY) 

mil u,-::~ua\'13"1fi1 L\l~il 3.69 1lilv~hum'i'Wf?ll11\'l 
" " " 

U1mfltJ10UU~n1'i (LOYl) 3"1fi1LQ~tJ3-11n'tiaP~fiv • 

3.74 1"B~~~H1~hun1,-l~u~n11" l'ln '1 ~.r~'ti • 
~B~n11"t~anl'l'f (LOY3) 3'tfi1tQ~tJ 3.73 ff1um1" 

'W~11"CU1L~anl~u~n1'i~1n AIS fi~u~i1~::3'tm,­

Lt'U::thu~m,-1vn-i 'J 'tiLtJ~tJ'ULLtJ~~ltJ (LOY5) it 

fl1LQ~tl 3.71 n11"L~u~n11"vth~~mifv~ (LOY4) 

itfi1LQ~tJ 3.69 n11"LL'U::thLl1d~B'U Vl'jBqj1~H1L~ 
u~n11" (LOY2) 3'tfi1tQ~tJ 3.68 u~::iiav'ti~P~~hu 

m'iL~vn1oiiu'ln1'i';l1n AIS LtlueYu~uu'in (LOY6) 

~fi1LQ~tJ 3.62 

Cbi-a...,~ 1 u11, cJM~ ,-vU.tt-O.tso, ucsu-o.o 11 

n1't'l 21HLPI~ffH01'i1~,-~ff'¥1~'tiVI~~n11"tJ1ULLfff?I~1HLPI~L;J~ff1LVI111flllin1~011"U'ln1'i'tiit€h1fi~~~tl n1'W •• 
~n'!tru111,.1~u~1 ~11H~~~v1,-, LL~::~11H,.,~1nnn~~v~ijn~1u~~'l'l LLBI?I11wli ilult~i t'lmi1a lil1nP~ 

(HV11'U'U) L'UL'IJI1101"~L'I'I'W:HV11'Ufl'i • 

,-,1nm~ 2 u~::11111"1~ 2 ~ui1 LHLI?I~t;J~ 

ff1 L Vll?lflillfi1'W011"U'ln1'i'ti~B'I'Ifl'W~~B fi1~ • • 
~n'ltcUI?I'i1ft'U~1 fl11Hf1~r~vl,-, m~::fl11:H,.,~1n 

nn~~tl~~n~1U~~'I'I LLBPI11'Ustf B'ULtl{ L'Ua{1ff 
" 

li11nP~ (:HV11'Uu) 1uL~111m~L'I'I~a.~V11'Ufl1"ffaP~fl~a~nu • 
oUB3j~'H;j~tJ,-:;~n'M-1ULnru'Jl~ Lf?ltJ'tifi1 X2 la-ia1uv 
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ftlflqJ'VI1\1ffil~fh1fl-flLLflTf = 595.98 via\1fl1Bft"i~ 
(df) LVhr'fu 565fi1 p-value = 0.09 fi1 X2/df = 

1.06 fi1 GFI = 0.94 fi1 AGFI = 0.91 fi1 NFI = 

0.99 fi1 NNFI = 1.00 fi1 CFI = 1.00 fl1 RMR = 

0.03 LL~:::fi1 SRMR = 0.01 LL~~fi1 RMSEA = 0.01 

~ "d Ln rn'Fl1 un 11"~1"1~aau fl11H Ha 111 fl~B\1'1JB \1 

1J.Ujtflr'fU"iJD2j~ L 1f \1U"i:::~n~fiafi1 X2 1a.ii1iftJfl1 fl'l.J 

'VI1\1ffiliM (fl1 p-value 3-l10Wh 0.05), fi11fl-

aumfif'Hl1'VI5 crldj) uavn11 2.0; fl1 GFI mn 

ni1 0.9, fl1 AGFI H1nni1 0.9, fl1 NFI H1nn-h 

0.9, fl1 NNFI a-nnn11 0.9, fi1 CFI H1nn11 0.9, 

fi1 RMR uavni1 0.05, fi1 SRMR UDt1ni1 0.05 

LL~~fi1 RMSEA uavn11 0.05 (~mna B\1~1'11~, 

ftHn1~ 1~~1"11"1"rn1 u~~'i'11i1Q~ ii'l:!1'l.Jm\flOOnl, 

2552, 'VIU1 125-126; Lm 'I1111LL1J3-l, 2546, 'VIU1 9-

11; Hair, Black, Babin, & Anderson, 2010) 

~111\1 2 

linHwarni'IPI"N 8ntman111D€JU ua::lin3wa"i1U'Il€J11fJm.rrmn7nlim1'rfillin3waPian1wffmi-mPI1'1ffulh 

PI'J1JI'HI'IW€Jlfil Ufi::H'J1U911fnnnlf'll€J11fjnlf1 
-

~ 
IMG SAT LOY 

DE IE TE DE IE TE DE IE TE ~ 

9.1 

TAN 0.13'" 0.13* -0.08 0.07 -o.01 0.03• 0.03* - -
(0.06) (0.06) (0.07) (0.04) (0.08) (0.06) (0.06) 

REL 0.35•• 0.35*• 0.10* 0.20•• 0.30 ... 0.26*• 0.26 .. i - -
(0.05) (0.05) (0.05) (0.04) (0.06) (0.05) (0.05) 

RES 0.00 0.00 o.to• 0.00 0.10 0.07• 0.07* - -
(0.04) (0.04) (0.05) (0.03) (0.05) (0.04) (0.04) i 

ASS 0.32** 0.32** 0.16* 0.18* 0.34** 0.30** 0.30** . 
- -

(0.07) (0.07) (0.09) (0.05) (0.09) (0.07) (0.07) 

EMP 0.14* 0.14* 0.12* 0.07• 0.19* 0.16* 0.16* . 

- -
(0.05) (0.05) (0.06) (0.04) (0.07) (0.05) (0.05) 

IMG 0.55** 0.55** 0.24** 0.46** 0.60** • 

- - - -
(0.10) (0.10) (0.09) (0.09) (0.09) 

SAT 0.66** 0.66** - - - - - - -
(0.07) (0.07) 

fl'1Ut.hd'·:I!Ofi1-A' TAN1 TAN2 TAN3 TAN4 TANS RELl REL2 REL3 REL4 REL5 RESJ 

If 0.39 0.50 0.75 0.61 0.52 0.68 0.74 0.68 0.77 0.78 0.73 

fl'lllt.hd'·:I!Ofi1-A' RES2 RES3 RES4 RES5 ASSI ASS2 ASS3 ASS4 EMPI EMP2 EMP3 

If 0.59 0.58 0.67 0.62 0.59 0.66 0.53 0.61 0.63 0.58 0.63 

fl'lllthd'~lnfi1-A' EMP4 IMGl IMG2 IMG3 IMG4 IMGS IMG6 SAT! SAT2 SAT3 SAT4 

If 0.61 0.37 0.62 0.57 0.51 0.63 0.59 0.65 0.57 0.67 0.61 

ti'lm.hd'~!Ofl1if SAT5 LOYl LOY2 LOYJ LOY4 LOYS LOY6 

If 0.63 0.61 0.60 0.66 0.65 0.59 0.57 

ti'lut.l:smh,.u IMG I SAT I LOY 

If 0.66 I 0.74 I 0.74 

JC:1=595.98, df=565, JC:71df=1.06,p-valuc=O.I8, GFI=0.94, AGFI=0.91, NFI=0.99, NNFI=I.OO, CFI=I.OO, 

RMSEA=O.OI. RMR=0.03, SRMR=0.03, CN=472.87 
--------
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li'nn~nn\1 2 ua~il1tl 2 fl13-11'Hlfl'ltJ~a • 
n1'l~~V~LUU1U~13-Ifl3-13-1~~1U1~~\I~ 

l'lnm1t~n111l1u~n111uH~ri\l~aa.~ilnl~~ • 
u'l1i5tlH'I11\IU1n~Dmt~~mYillW11HUfh 'Uil\1 AIS 

1uL'IJWn1\IL'I1tl3-IV11UI'I1 mh\I~Ut.Jfhflqj'l11\lflt\~~ 
'l~~UUVthffcy .05 11'1V~fhifa.~tJ'l~H'I1tLffU'I11\I 

Lthnu o.13 

l'lrnil1tln111l1u~n111 u~M1'111mh L ;1DtieJ • 
ua~fl11a-~1111\11 "il~u'l115t~a'I11\IU1n~Dmt~~n'l:tru 

W11HU~11un111fu~n11ilV1\I~il'vri1fi''lJ'I11\IHCIM~ 
'l~~U .01 1P~V~fhifa.~tJ1~H'11SLftU'I11\ILVhnu 0.35 

fiW111tln111l1u~n111 u~Mm11'utJ1~nu~ • 
u'l1fitlH'111\IU1n~Dmtl~n'l:truw11HUfl1DV1\I~uv 

ft1fl'lJ'I11\IOOM~'l~~u .01 11'lv~fi1ifa.~tJ1~H'11SLffu 
'111\ILvhnu o.32 

I'ICUll1tln111l1u~n111 u~Mn11Lil1 h 1a • 
anf11L~U'l1VUfli'IH~B'11fitlH'111\IU1n~ilil1tl .. . 
~n'l:trum1t'tuf11ilV1\I~Ut.Jfl1fl'lJ'I11\IfltiM~'l~~u 
irvri1ffcy .o51~v~fhifa.~tJ1~~'11S LflU'111\I LVhriu 0.14 

fiW111tln111l1u~m11 u~Mfl11mh L ;1DtieJ • 
UH~fl11~1111\11"il~U'I1i5tlH'I11\IU1n~H~ilfl113-l~\l 

t~D1 "il'Uil~tHnff1ilV1\I~Ut.Jft1fl'lJ'I11\IHCIM~1~~u .05 .. 
1P~v~fi1if3-ltJ'l~~'11SLftU'111\ILVhriu 0.10 

fiW111tln111l1u~m11u~MI'I113-111~L1h1u • 
n11UiilUflUil\I~B'I1fitlH'I11\IU1n~ill'l113-1~\ltlil1"il 

'Uil\l~n~1ilV1\I~UVfl1fl'lJ'I11\IflnM~1~~u .05 ll'lv 

~fi1if3-ltJ1~~'11tLflU'I11\ILVhrlU 0.10 

I'ICUil1tln111l1u~n111 u~Mm11'utJ1~nu~ • 
B'l1fitlH'I11\IU1n~Dfl113-l~\ltlil1"il'Uil\l~nf11DV1\I~irv 

fl1flqj'l11\lfliUi~~U .05 1~v~fi1if3-ltJ1~~'11tLflU 

'111\ILVhffu 0.16 

I'ICUil1tln111l1u~n111 u~Mn11Lil1 h 1rl • 
anf11L~U11VUI'II'IH~B'I1Btlft'I11\IU1n~ill'l113-l~\l 
.... . 
t~D1 "il'Uil\lftnfl1iltl1\l~uvri1fi'ru'l11\lfltiM~~u .05 .. ~ 

1~v~fi1aa.~tJ1~~'11S LRU'I11\IL vhnu 0.12 

il1tl ~ n'lfilln111l1u~n11~B'11fitl fl'l11 \IU 1 n 

~vfl113-l~\ltlvb"il'Uv\l~nA1v~1\IHUVft1A'lJ'I11\IHn~~ 

1~~u .o1 1~v~fi1ifa.~tJ1~~'11tLffu'I11\ILVhnu o.55 

ll1tl~n'l:trun111l1u~n11~a'l15t~a'I11\IU1n 

~D1'1113-I"il\l'lnnn~'IJD\I~nf11Drl1\l~uvri1fi'cy'I11\IHCIM 

~~u .o1 1~v~fi1ifa.~tJ1~~'11SLffu'I11\ILVhnu 0.24 

fl113-l~\ltlil1"il'Uil\l~nf11~U'I15tla'I11\IU1n 

~ill'l113-l"il\l'lnnn~'Uil\l~nf11DV1\I~irvri1fi'cy'l11\looM 

~~u .o1 1~v~fi1ifa.~tJ1~~'11SLffu'I11\ILVhnu 0.66 

1P~V~1LL UTI'r\I'VIa-1~ 1 U 1a.~ Ll?lftfl13-111Cl'i13-1rlU 

DfiU1V IMG, SAT UH~ LOYl~iilVH~ 66.0, 74.0 

ua~ 74.0 w1mh~u 

oii\J'''i1Vt:um1'I~{)v 

I'ICUil1tln111l1u~n111u~Mri\l~aa.~ilnl~~ • 
B'I1BtlH'I11\IU1n!Jiamtl~n'tfruu~ti'11 LLv1'111UeU au 
1tH L'Uvi~fl ~1rl~ (3-I'VI1'UU) 1UL'IJU1n'l\IL'I1tl3-I'VI1Ufl'l • 
vV1\I~uvri1fi'qJ'I11\IHCIM~1~~u .05 l~v~fi1 
fl3-IU1~~'11SLftU'I11\ILVhilu 0.13 11\lflil~fltlil\lrlU 

t.~fln111~V'Uv\l l1''U11ll'lill m~~tJ1~m (2550), 

'i\1-l'W\J 'li'Vfl1L!J"il (2549), 1-l'U Hi'i1wunfl (2540, • • 
Vtih 81-83), Chouand (2008) Ufl~ Lai (2008) 

L~ultJW13-1'11{)'1flj'Uv\l Parasuraman, et al. (1985) 

~\IUI'Irnn1t~m11l1u~n111u~Mri\l~aa.~ilnl~'Ua\IAIS • 
1uL~v\ln11~Auti1l1u~n11WnLL!Ji\IVfum~v H~m~ .. 
L~U'l~LUVULiVUiiltJ fl~l?l1nflU1V LLfl~tlU0\11U~ 

1 uAuti1l1u~m'lu!Ji\lmvflmtl LivuimJ 113-lti\1Hnf11 .. . .. 
fl13-111CltlUL \1ui:hv 1'H'Ifill1 U'l~'U1if3-ll1'UG'Uil\l 

u~ti'11vV1\I~il L Uil\1 n"il~fli1\11'1113-1;1U'IfilU LLH~~\1~~ .. 
1"i1Hnf11~L-il1a-~11fu~n11 1u7l~i1 AIS L~ua,h .. .. .. 
1un111l1u~m1L1'11D'Ihvfiatia l111\lhl!illun11 

1l1u~n11 Uiln"il1nUn11~~nf11tlULi1uiJ1v1'H~ru1 
tJ'l~'lf1ifm1ui5'1Ja\lu1ti'11eJV1\I~a L Ua\lil\lvh 1l1 

fl0fl11'u7'1.~i1 AIS L~U~i~n Ulflil~"ilUL~ULI'Iiv .. .. .. 
'lht.J 1 '111Atltlfiiltlv~Cln 1f1~VUI'Iflfl~~;1a LflV\1 L ~U~ .. . 
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i~n~t~vf'l1tl ~\'lt1uLSlaflnfh'lla\'l AIS i'u¥Ci\'lf'lru.fl1'11 
v " " q 

n17L~ul}m,-Lul~huri\1.pjftHira1~.pj3.nn4iuLL~'l n~::; 

tnlitn1'l'fui,jamw~mtru!JI11~ufh 'lla\'lui'lf'Vl-Pi .. 
J.nn1lu~J~13-11tl~'ltl 

f.Jru.fl1'11n1'l1 llul}n1,-1 u~~f'l'l13-lth L ~afia 
LLfl:: 11'11 \'JL~31e'Vl5'11fl'Vl1\'lu'ln ,jan1w~nBru 

IJI11AU~1 'IJB\'1 ul}~'r! LLB~'l1WU DULorli L'lmiia 

~11'16t (Hlii1'UU) LUL'IIPin'l\'JL'Vl'11Hlii1Uf'l1 mh\'l31iit~ • 
fhf'\'cy'V11\'latl~-Pi,.:::~Kuut~~hffcy .o1 1~t~31fi1 

tl3-lth::~'ri~Llfu'Vl1\1L'thffu 0.35 .n\'l·aa~f'l~a\'lffu 

r.mn11'l~tl'IIB\'l oW'U111l')"ru Ln'bt:::t11:::m (2550), 

1\'liPIU 'lfVH1LJi~ (2549), 1{'11 fl1ii'111Unfl (2540, • • 
wlh 81-83), Chouand (2008) LLfl:: Lai (2008) 

LLfi::Lilu1t111113-l'VIC}'M'Q'liB\1 Parasuraman, et al. 

(1985)~\'1Un1131 Lf'l,a'lhv lmffwl131afia-Pif'l'l£JUf'lfl3-l • 
'ln~-Pi 31acyqprul'rl1ffwl131afia-Pi'lf~wilu n11 

L;1e3-l,jaacyqpru~til'l13-lLHtiv113-Jt~~~~'llru:::vil'lf 
l'rl71'lwl1 ft13-l11CJ1'ri1£Jan 1~J1v LLfl::IJim Ua\'1 

uan-;nnilwun\'l1u31m,-~hLilun1'lLMv'lffu~aajfl 
l~tihhn~fl'l13-l~~wn1~ a\'lf.lflL ~flnfh ti'l~f'l'l13-l .. 
~uh LLfl:::Lfi~f'l'l13-lt.l'l::-.1u1~1un1111'iuim1 H\'1 

f.lflth 1 ~fln~1i'uin\'lfl'l13-l11'l1\'JL1i11~..,1\'l~1u .. .. 
flru.fl1'11 n11L~ul}n11 fln~1~U'U£JU ')"'Ja-lti\'l~\'1~~ . "' "' 
h1un1'lt'lful}n1,-1ulfi,B'lhV AIS -.h1~i'ui1.~i1 

"' 
AIS L iluul}'lf'Vl..Yuli11 un111~u1n11Lf'lia'lhv 
1 'Vl7A'I1l131afia ~\'lt1u~aflnfhi'ui1~ti\'lf'IN1l1'11 

"' "' . 
m11l1'u1n111U~1Ufl'l1HU1L~£Jt'ia-Pi3-l1n;iuLL~'l n 
lil::ff\1f.lflLl1fln~1i'uiJiamw~m~rul1l11flufh 'll£1\'l "' .. 
uN''Vl 3-l1n4iu1111H1tl~'ltl 

f.JNil1'11nT,-1~u1m,-1u~~n11i'ut.l'l::ffu31 

il'Vlfl't'lfl'Vl1\'JU'ln,jamw~n"M"ru11111flUfh 'Ua\'lui'lf'Vl 

LL£lm1U'IJ DUl'rli L'U£Ji1a ~1ff~ (3-llii1'UU) mh\'1 

31uvri1fi'ty'Vl1\'lfltl~vi'l::~u .o11~v31fi1ftHtl'l:::fl'Vl~ 

LftU't'I1\'JLVhffu 0.32 fl£l~f'I~£J\'lffUf.lfln11l~V'll£l\'l 

'W'U11mru Ln'M':::t11::m (2550), 1\'li'~J~u '11t~H1L11il • 

(2549), ii''ll fl1ii'111WJfl (2540, m'h 81-83), 

Chouand (2008) LLfl:: Lai (2008) Luu1t111l1H'Vl'l'M'D 

'll£1\'1 Parasuraman, et al. (1985) ~\'1Un11-Pi AIS 

a11:::uu 1l1uim1viL uua-~111l'l.3Pt.l 'l::uu31vi1 ~uim1a1 
f'l'l1HtlflD~iftJ 31m1fi~fi1u1m,-ati1\'JC1n~a\'l 1'13-1 

"' 
ti\'l'11Un\'11U1l1'1iaajfl1~ati1\'l~n~a\l '11~Liilt.l lu~1t.l'llB\'I 

1::uu 1 'Vl'lffwl131afia'IIB\'I AIS LLfl::flnfl1fl1H1')"0 .. 
1111'llilflBUf'l'l13-ICln~£l\'l'UB\'ln1'lfi~fi1Uin111~ .. 
ati1\'IH::~'ln H1H11C1Hi1\'lf'l'l1Halu11i11~ffufln~1i1 .. 
Iii:: 1~i'uu1m1-Pi L uu 1 tlma-~a-~1111'l,!1U LLfl::tlfla ~ifv 
1 iff\'l'lfl H\'lf.lflVh 1l1~n~1 Lfi~f'l 'l1a-~11'l1\1 11i111ilt u 
f.!Nil1'11n1,-1\1u1n11 ~\'I Lfi~ f'l'l13-l~t.I'UBULLfl:: 
~\'I~~ 11i1~1nm'l1 'lful}m,- -.i11l1~nff1i'ui1~i1 AIS "' ... .. 
tuuu11fvl..fu,_h 1 um,-1 ~u1m1Lf'lia'lhv 1 mffwl131a 

tia ~\'11iuL~a~nfhi'uiti\'lf,JNfl1'11n111~uin111u 
X "'tJ ud .Jl" .. .-1 'I"~ Vl1t.ln111U 1::nU'Vl3-l1n'llt.ILLfl'l nliJ::"\'lf.lflLl'ILn~ 

m'li'ui!Jiamw~n'!1rul1l11~uff1 'li£J\'lui'lf'Vl tria-~ .. 
a-~1n4iu11113-11 tl~'l£1 

f'lfi.lfl1'11n11Ll1'u1n11L u~Gin111a1 h 1a • 
fln~1LUt.l')"1tJUf'lf'lfl31D'VlfJ'I1~'Vl1\'lU'ln,jan1'11 "' . 
~n'11nAI1l'l1~t.l~1 'll£l\'1Ui'lf'VILLfl~'l1t.I'IJ D\.11 'rli 

L'Uaiia -;hff~ (3-IV11'UU) ati1\'l31ut~ri1fi'qJ'Vl1\'lfltl~ 

vi1::~u .011~v31fi1ft3-ltl1::ft'Vli§"Llft.I'Vl1\'JLVhffu 0.32 

flBf?lf'I~B\1ffUf.lfln1')"l~V'IJB\l oW'U')"1fl'lnA Ln17:::tl1::: 

m (2550), 1\li'111\I 'lf'VH1L~Iil (2549), ii''ll fl1ii'l1lUnfl • • 
(2540, Vlih 81-83), Chouand (2008) LLfl:: Lai 

(2008) LLfl::LiJu1t111l13-l'Vl'lBD'llB\l Parasuraman, et 

al. (1985) ~\lUV11n'I1Un\'l1'U31f'l'l13-lflULiiiLLfl:: 
LB111i11a1 uu1n11 fl13-l11t1 L '111Liilf'l113-l~£J\In11 

LQ'I11::'1J£J\'l~nff11~BV1\'l'I1~Liilt.l LL~::fl13-111mLri1.'UUC\J 

Vl1 113-lti\'JH'IiD\I'Vl1\'ln11i'U'\J'BiB\'JL1VULLfl::'lia 

LL u::'1111i11nflnff1 H\lf.lfll ~~t.I'UBU t11::Vfu h i'ui "' .. 
ti\'lfl'l1H11'l1\'l h 1~'Vl1\'l~1t.lf'lillfl1'11n111 ~uin11 • 
LL8::~\'l~f?lllil1~flnfh 1'1iu1n1'lLf'liB'IhV AIS 

"' "' 
uanliJ1nUv\'lvh1l1'8nfhi'ui't~i1 AIS tuuui'lf'Vl .. "' 
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.ffuu1l unl'l1 ilu~nTni'lljB'Iht.J 1 'VI'lAtn1flBi'iB t"l\1 

tlut~Bf;lnt!hi'u-1il\ll'lfi..!ll1Wm'l1ilu~n1'l1u~hu ., ., . 
m'lt€111 ~ lrlf;lntlh t UU'l1t.JUI'll'lf;IYia-nn1:luf;lnfhlil::ti'iVI ., . ., 
n1'li'ui~Bil1W~n~~,.1~U~1~v\lU~~'VIl~H1n1lu 
~1Hltl~ht.J 

FICUil1'l101'l1 ilu~n1'l1 '1.!~~1'1113-11-h t~Bi'iv • 
tt~:: 1111\l 1 li!Hfl'VIGW~'VI1\lU1nl'iBI'l11Htf\lWv 1 Iii 

~B\l~nR1BV1\l~umhfi'qJ'VI1\lfitl~vf,-::t"fu .05 LV~t.J 
~fhftm.IT.::~'VItL~U'VI1\ltVhnu 0.10 'if\lflelVII'l~€1\lflU 

e.~~n1,-1liv~B\l n~;j ~~~~ll (2542), n~;j~oo.~u 

aumilLrlVIH (2543), Helgesen, et al. (2010), 

Kim and Lee (2011), Lai and Yee (2011), 

Lee, et al. (2011) u~:: Yee, et al. (2010) LL~:: 

Luultll'I1H'VI'J'IfQ~B\l Parasuraman, et al. (1985) 

~\ldLFI,B'Iht.J L 'VI'lAW'l1flBi'iBvffl'lvUI'l~H'VIn-A'uvf ~ • • 
H'!J'\J1CUL 'VI'lAW'l1flBi'iBYl'li'V~ L Iii'!.! n1'lL~BHI'iv 
HqJqprulun1'l1'1fu'in1'l~B\'I AIS fi1H1'lClL'VI'l 

emn1~"1t.J u~::PimUB\1 1"1Hi'i\lnT~tlDU;j\l1U~B\'I 
wun\'11U 1a.JLi'iV~I'l11HtiV~W~1V~ '1'1'1 1 «~nR1vfl 'If .. 
U'in1'lLi'iflfl11Htf\lW8 1 lill'ieln11l 'lfu'Jm'ltf\lW€1 1 lill'i€1 

Li'lljeJ'Iht.J L mf>'fw'l1flvi'iB 'l1Hll\ltf\1Wv 1 lill'iBWUO\l1'U 

t"l\ltlUL~EJ~nR1i'u'l1~il\ll'lfi..!ll1Wn1'l1'Hu~m,-1u .. .. . 
ij;j~1Ui'l11HU1L~Bi'iv LL~::1111\l llilffH1n1Juu~1 fi 
Iii:: Li'i1111'111Htf\lWEl11il~el\l~nR1vfH1n1Ju~1H 1 tl~1t.J 

i'ICUI11'l101'l1 «u'Jm'l 1uil~l'l11H'l1VIL lh 1 'U • 
01'l~BUflUB\l~fl'VIGW~'VI1\lU1nWBI'l11Htf\lWB11il 

~B\l~nR1mh\l~umhfi'qJ'VI1\lfitl~vf,-::t"Ju .05 LV!t.J .. 
~l'hHHtl'l::~'VItL~'U'VI1\lLVhnu 0.10 flEll'li'l~el\lflU 

e.~~m,-~iv~B\1 i'i~w ~~~~ll (2542), n~wwoo.~u 

fl'U'VI'lilL~f11H (2543), Helgesen, et al. (2010), 

Kim and Lee (2011), Lai and Yee (2011), 

Lee, et al. (2011) u~:: Yee, et al. (2010) u~:; 

LiJultlmH'VI{]'IfQ~El\1 Parasuraman, et al. (1985) 

L~v~nR1fl1H1'lCl~VII'iB Call Center u~::wun\l1uvf .. 
1«u~n1'l1~a::V~1n 'l11'1L~1 fin~\lV\lft1H1'lmLrfl~ 

i:JqJvn1~mh\l'l1VIL;:1 rl\le-~~1«~nR1Yl11iu~n1'l 
ti'il'll'l113-1l1\lwu11ilwul'lrnll1wn1'lL11u~n1'l tt~:: • 
WUO\l1U~il\l AIS t"l\ltlUL~B~ntlhi'uil~ii\1 
fliCUil1W01'l 1 «u~n1'l 1 'U~W~1'Ui'l11H'l11'1 L ~1 L ~H • 
H1n1lu~\lrl\lt:.m ll1 ~n~1~1'111Hl1\'lwBllill'iBn1'll'H 

• u 

u'im'lL 'WHH1n4iu 

fiJCUil1Wm'll «u~n1'll uil~n1'li'utJ,-::nu~ 

fl'VIGW~'VI1\lU10I'ielfli11Htf\lWBllii~B\l~n~1vti1\l~Ut.J 
gf1fi'qJ'VI1\latlwvf,-::t"!u .05 Ll'lt.J~I'hfiHtJ,-::~'VItL~u 

'1'11\lLVhnu 0.16 'if\lflelVII'l~el\lflUe.I~01'l1ft.J~el\l i'i~Gi 
~~~{;Ill (2542), i'i~w~oo.~u au'VI'lilL~I'IH (2543), 

Helgesen, et al. (2010), Kim and Lee (2011), 

Lai and Yee (2011), Lee, et al. (2011) u~:; 

Yee, et al. (2010) u~::L\Ju1tl~1H'VI'J'IfQ~B\l 
Parasuraman, et al. (1985) n1'l~'l::uu111u~m,-vf 

LUUH1111'lj11U ti~BI'I.ilt.J u~::~n1'lfll'lfhu~m,­

Bti1\lCJn~B\'Itl'l::neJunuwun\'11Ul'H'IfBH~1~Brl1\lCJn .. ., .. 
~€1\l 'li'I'ILii!U '1'11 lt1~n~1Lfil'll'l11Htf\lWBllill'iB'l::UU 
fliCU111Wn1'll «u'in1'l LL~::tf\lW€1 hPiBWU0\'11Ut:1( « . .. 
u'in11" t"f\'llluvnn~n~1i'u'lll\li'ICU111Wn1'll'H ., .. . 
u~m,-lua1;j~1Um'li'utJ,-::nu~B\'I AIS YIL~HH1n 
1Ju ~nR1~\l Liil'll'l11Htf\1Wil llilvfH1n1JU!111H 1 tl~1t.J ., 

i'ICUil1W01'l1 «u~n1'l1 ua1Gin1'lLB111i11rl • 
~nR1LUU'l1t.JUI'li'l~~B'VIGW~'VI1\lU1nl'ivfli11Hl1\l .. . 
WBl~~B\l~n~1BV1\l~UVft1AqJ'VI1\lfitlwvf,-::t"Ju.01 
t .. ,..,tJ ~.&"ov ,.., d 

l'lt.JHI'l1flH 'l::n'VIIHflU'VI1\l L 'V110U 0.12 '11\l 

fiBI'Ii'l~B\lnue.~~n1'l1iv~B\l i'i111~ ~~~{;Ill (2542), 

i'i111WWOO-IU BU'VI'lilL~I'IH (2543), Helgesen, et al. 

(2010), Kim and Lee (2011), Lai and Yee 

(2011), Lee, et al.(2011) LL~:: Yee, et al. (2010) 

LL~::auu1tl1111H'VI'J'IfQ~v\l Parasuraman, et al. 

(1985) L~BWU0\'11U~i'l11Hfl'U11il LL~::L€11 h lrlt U 

m'll «u'im'l fi1H1'lm oih 1 ~fli11H~B\ln1'l"LwW1:: 
~el\l~nR11~mh\l'li'I'ILiii'U 1rlllii1Un1'l"LLrfl~i:JqJ'V11 

~B\l~ntlh Lt~::~'liB\l'VI1\ln1'li'uoifv'lv\lL~m.!lil1n~n~1 .. .. 
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-;J::fl\'1~6'11 i1&1nflhvi1 'lfu1m·ni'i~fl113·nJ'l::Yfu 1 -;J LLG'l:: ., 
LfiRfl11Hf1\'l'Wrl 1 -;J!IiOOruJ11'Wn1'l 1 ifu1n1'l UG'l::fi\'1 • 
wv h,juwun\'l1U~ llu1m,-1~ ~\'lt!uL~Dt'lnflh'liD\'1 ., ., 
AIS fuio\'lflU.Ul1'Wn11'1 iiu1n11'1 u~~~T\..!n1'l ., . 
nTHD1 h 1~h UU'l1tJUfilfil&1viH1n;1uLL~1 ~\'I Li'i~ • 
fii11Hf1\'l'WD 1 -;JviH1nfu1111Hl tl~1tl 

mwfim~nlfl'n~uflh 'I.ID\'lu11t'VI LLD~11wu 

aul~i b'Uui1a ~1rllil (H'V11'1JU) HD'VIG'W~'VI1\'lU1n,jD 

fii11Hf1\l'WD 1 -;J'IJD\I~n~1Dti1\'lHUtlfh flqj'V11\'liitll~vi 
1:::.ru .01 1r;milfi1i'fmJ'l:::~'VI~u'fu'VI1\ILVhnu o.55 

4f\1!ilDiilfl~D\'lrlU~G'ln11''l~tJ'IJD\'l oW'IJ1'1111'cU Ln~:: 

tl~m (2550), i\li'Mll 'lfmhL~lil (2549), Chou 

and Kim (2008), Helgesen, Havold and Nesset 

(2009) Ufl:: Gerpott, Rams and Schindler 

(2000) u&'l:::Luul'li1111H'VI{]~~'I.ID\'l Vazquez, del 

Roi and Iglesias (2002) n11'LUuu11tw&ulh1u 

n11L iiu1n1'lLfliD'lhtJ 1 'VI'iffw'l1~DtiD LiluGL \1 

u,m,-vian~1i~n u~::;1u'IJDU iil1H11'rl~\'l~~ 1lil1 if ., ., ., 
flUJ.~11'1fu1n11' LUu~iiu1n11'vifln~11111\'lLlill~ ., ., 
'VI1\1~1Ufilrull1'Wn11'Liiu1n11' ~n~1Li'i~fii11Hai'uh . ., 
Li'\Rfl11Hfi\'l'Wuhlum,-1'1fu1m'l u~::fi\'lt~D1-;J,jrJ 

flCWl1't1'1JD\IU1n11'il~fu ~\I,!UL~D~n~Truio\'1 . ., ., 
ll'll1fin'ltru1111'1~~1 'IID\'1 AIS via-~1n;1uu~1 n-;J:: 

L~fl11Hf1\'l't1D Llilvia-~1n;1u~?na.~l tl~'ltl 
ll1'Wfin~rum1~h.!~1 'IJD\'JU11t'VI bLD~11U'IJ 

£Ju1tli L'I1Di1a ~1rl(;l (H'V11'1JU) HB'VIG'W~'V11\'lU1n,jD 

fl11Hlil\'li'nfin~'llrl\'l&1n~1Dti1\IHUtlfl1flqj'VI1\'liitll~vi ., 
,-::;~u .01 1~vilrhHH'll'i::~'VI~bflU'VI1\'lbl'i1nU 0.24 

~\larJ~fl~u\'lnur.~flnTl1~v'llv\'l 'W'IJ1'1ll'lru Ln'lf::: 

tl,.::;m (2550), ".f\'li'~J~ll '11t1fl1L1lil (2549), Chou • 
and Kim (2008), Helgesen, Havold and Nesset 

(2009) LLfl:: Gerpott, Rams and Schindler 

(2000) n11'Ltluu11tw&ulh1un11'Liiu1n11'Lfiliv 

'lhtJ 1 'VI'lff'W'l1Hut'ia LUU~ iiu~m'lvi~n~1i~mL~:::;1u ., ., ., 
'UilU a1H11'rl~\'l~lilh1iiillra-~1L'Ifu1n1'l 'l1Hti\'lLUUlr ., ., ., 

1 iiu1m'l'vi~n~11 111\'l 1lilLU~1UflruJl1'11n1'lL iiu1m'l ., . 
&1n~1n-;J:::Lfililfl11Hai'u h 1 uulim'lvil~fu u~:: .. 
uu:a.hliiL-Auu'VIiaqJ1~H1L'Ifu1nTlUDnli!1nU~n~• .. 
-;J::Li'ililfl11H~\'lLlilvilil::L'Ifu1m'lDI'.i1\'l,jm0u\'l €in~" 
if\'lli!::L~Dn 1'1fu1n11'Ltluti'u~uu 'ln L~D~a" 
fili!1'lnn 1 'lfu1m'lLflia'lhtJ 1 'VI'l~'Wtl~Dtiuiln LL~:: 

tlntlu\'!Lumruviiluflfil~mh1'VI1 ,;}\'J,!u~D~n~11ui . .. .. 
ti\'lmwfin~ruW~'l1~u~1 'llu\'lu1,;'VI uulil11ui au 
lt1i L'I1Di1a lii1n~ via-~1n;1mL~1 ~\1Li'i~fl11H 

cv cv a.d 1J 
lil\'l'lnlln~'VIH1n'I.IUI'l1HH1 

fii11Hf1\'l'WDLlil'I.ID\'l~n~I~B'VIG'Wfi'VI1\'lU1n 
~Dfl11Hlil\'li'nfin~'I.ID\'l~n~1DV1\'l~Utlfl1flqj'VI1\'1Hn~ 

~h::~u .o11~vilfi1HHtl'l::~'VIihaum\'lL'thnu 0.66 
d u cv .r::r.cv cv r 

'11\'larl~fl~D\'JOU~G'ln11'1lilti'I.ID\'ll'I'IJ'l1ll'lfi! Ln~:: 

'll'l::m (2550), i\'111'111 '11Vfl1Lli-;J (2549), Chou 

and Kim (2008), Helgesen, Havold and Nesset 

(2009) LLfl::: Gerpott, Rams and Schindler 

(2000) L~D~n~1Li'i~fii11Hf1\'l'WD1lil~mfilia'lht!LU .. 
n111 iiu1m'lL'VI'lff'W'l1Hut'iu fi\'l'WD h,juwun\'l1U 

fi\'l'WD LliJ,jaAuti'u1m'l LLfl::fi\'l'Wfl hl Ull1'W'l1H'IID\'l .. 
AIS nff\'l~~VhLif~n~1Li'i~fii11HalUh1uu1n1'lvil~ 
fu Li'i~fii11Htiu~vilil::1'1fu1n1'l -;J:::uu::'\.hLiiL-Auu 

'VIiaqJ1~H1L 'lfu1n1'l uun-;J1nU~n~1if\'l~\'lLlilvi-;J:: 
1'1fu1n1'lDV1\'l,jD L0D\'l,jD ltl iJn~\'lV\'1 L~Dn 1'1f 

u1m'llil1n AIS Liluti'u~uu'lm~D~D\'l'Hlil1'lrn1 
L~Dn 1 'lfu1n11'Lfili8'l.htJ 1 'VI1'ff'W\1Hut'iD ~\'l,!UL~D 
t'ln~1'1l8\'l AIS 1uiti\'lrn1Hfi\'l'WflL-;Jvimn;1uLL~1 n .. .. 
lil::Li'i~fl11Hlil\'l1nfin~'I.ID\'l~n~1via-~1n;1uwna.~lt1~1tl .. 

1iuLiilUDLLU:a~Dnl"nhltJL1f 
lil1n~t'lm'l1~mauuu u:: t \1u11t'VI uam1u'11 

BULtli L'I1Di1a lii1n~ (3-I'VI1'1J'U) 3-i\'JLUU fl\'lLfl'iH • 
LL~::'Woo.~U1fJllill1'11n11'Liiu1m'l'1u~~,j1" 1 L-AD 

ria 1 if Li'i~m,-1uifi"n1wtl'n'ltrnW~'l1~u~1 n1,. .. 
fli1\'lfl11Hfi\'lwa 1lil LL~:::vhvvi ft~fl1m'lm tia.~wu . .. 
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~11~~~7nnn~~e~~n~1~~11~u1n111~~1n~u .. 
~~~eltJU 

1. u11f'l'l LLDm1Wtl auhH L'UDiia lii'1rlj;j 

(~V11'UU)fl11a.i~Liru~ountm111~u1n111u34~~~~ 
q q 

fl'~~a1~ 1~va-i~ L iru~n111'1mL~~Au6u1n111 ~~ 
q .. 

~11m1'ururv LUU1~Luvu L~vu1ev a~D1j;J a-i~Liru1~ 
q 

Lfij;jm13-1~~1nau1tJLLri~n~1~L<ihm1~u1n11'Hirn .. 
~1U~11LLM~n1tlflfl1'H L~tJU1DtJ fl~ L~~ 1 ~~n11 

q 

~j;Jihv 1-u~ru1 ti1~'111H~'I1ufi~e~u11f'l'leth~~D 

LUD~ ~~H~f.l~vh 1~~n~17u11'iemt~~n~rui.PI11 
"' "' 

ftufh~ L~H~u uDn~1nUV'~rl~f.l~m~ae~ 1 tlv~ 
~11~~~innn~~e~~n~1~a~~u1~ 

v "' 

2. Um'l'l LLD~11U'If eultH L'UDiia :d'1n~ 

(~V11'UU)~11a-i~ L iru~rum'Hm1 1 ~u1n111 u34 ~ q q 

~11~ L ~etie LL~~ 1 '111~ 1 ~ 1~v* L irum1~ L~1e 
'lhtJ 1 '1'11i"fl111~etie~~1DU~~~'I'ln~u~ ~fl'lJ'lJ1N 
1 '1'11f>'f'Hl1i!ietie~'l1~ L ~u n11L ~e~l'ie fl'lJ'lJ1N~ 
~11~LatitJ1 1a-ivt~~~ru~~~u1n11 fl1~11rt1'1'11 

q 

een1~d1tJ u~~1;fl~mh~l'imiie~ ~1nn111'111~ 

IJDUfl'lJ{\J1N~fl~ 1 '1'11f>'f'Hl1~DiiDDV1~fl3h Lfl~D 
LL~~rl~L"'~t17ut11~fl'lJ'lJ1N1~~m1~~3-1'11~ l'ie 

LUD~ uan~1nUm1~n11~neu1~'Hirn~1uL~D 
L~H~Ufl11~fl1~11rt1un11tiQU~~1U~El~'Hirn~1U 
L~Dla-iL061fl11~tij;j'H~1~ ~~H~L~~1~~n~1Li'i~ 

~11~atu1~ LL~~Lfij;j~11~tl1~'11u h 1un111~ 
u1n11LLfl~th1tJrln117u1mt~~mtrui'I11HU~1 .. .. 
~D~U1,;'t1 ~n~1~m1~~~'Hfl1~~a~~U LL~~fl~f.l~ .. .. 
vn~ae~ltlv~~11H~~7nnn~~e~~n~11~L't:i~a~~ul~ .. .. 

3. u11f'l'l Lwm1wu iiu1tli L'Ueiia lii'1n~ 

(HV11'UU) ~11a-i~Lirur~rumt~n111~u,n111u34~ 
q q 

r111~11~L lh 1un111'1flUIJUDI'I 1j;jtJ~n~1fl1~11t:l 

~j;j~D Call Center LL~~'HUni'I1U~~U,n111~ 
I F8 d ~ V tl' 

fltl11'1fl~~1n 11j;JL11 Dn'I'I~'HUni'I1UI11D~fl1~11rt 

un't~U'lJVI11~DV1~~n~D~ 11111'1ti1~L~U Lbfi~11~L71 

~1nn11~~.ffui11DU1um1~~1'ie Call Center 1~~ 
.ffut11Duvia~j;J1n LLfi~11~L71 31 Call Center LL~~ 
'HUn~1U~~U,n11111~D~ 24 'li'11HI'I Lbfl~~n11~n 
DUd~'Hirni'I1UDV11'11'imUe~ 11~i'il'lilL'I'IrJ1u1~tflu 

n11~j;jt111~f.l~n11tlDU~~1U~fli'I'HUni'I1U L'lfu n11 

uuVim~tJI'I1~VIi11'1n11flU'I'IU1 LUU~U ~u~~fll'lf.l~ 

1 ~ ~ ~u1m1~~11~~~t~e1 ~l'iem11 ~u1n11 L ~~ .. 
a~~u u~~vl'lrl~f.l~,.,1~ae~ 1tJvl'l~11~~1'17nnn~ .. 
'Ufl~'UD~~n~1~a~~ul~ .. .. 

4. U,'lf'l'l LLDm1U'If £Ju1tli L'UDiia lii1n~ 

(~V11'UU)fl11a-i~ L irufiN.Il1'Hn11 1 ~u,n11 1 u~~ 
q q 

m17Utl1~nu 1j;JtJ~~ L irun11f11~uu 1 ~u,n11~ 

LUU~11111~1U ~~11~ti~Dj;jfitJ t~irn~1u1~~e~~ 

1~DV11'1rtn~DI'I'Ii'j;JL~U LL~~~n111~UUn11flj;jfi1 .. 
u1n11Dti1~rtn~DI'I ~n~1fl1~11rt~~~l1111~aeu .. .. 
~11~rtn~DI'I~D~n11fl1~~1u'n111~eti1l'lfl~~1n 

"' 
L~ea'¥1~~11~atu1~ 1~nu~n~11fl'l~~th1tJrlm17u1 

v v v 

111'H~n~rui1111HUfh 'UDI'IU,'if'l'l ~n~1flfl11~~1'1 v 

t~eh~~~~u u~~HI'If.l~'l'l11'1ae~ 1uv-~~11H~~-rn 
nn~~DI'I~n~11~L~~a~~u1~ 

v "' 

s. u11f'l'l uem1u'lf Elu1tli L'Ueiia :d'1n~ 
(~V11'UU)r111a-i~ L iru~ru.n1t~n111 ~u,n111 u~~ 

q q 

n11LD11~1rl~n~1LUU11tJU~~~ 1~va-ii'ILiru1~t~irn 
"' q • 

~1Uilfl11~au1~LL~~LD1h1rl fl1H11rtL~11~i:il'l 

r111~~fl~n11 LL~~ 1ah 1 Un11LLrlU'lJV111 ~nufln~1 
v 

~1nn11~neu1~'Hirn1'11Ueti11'11'ie L Ue11 11~i'i11~ 
'lfDI'I't111'ln111U,jfl1fli'IL~tJU 11~i'i~t11flUIJUD~,jD 

1DI'IL~tJULmhtlUDV11'l'i1U'Vi11'1i11j;jtJU,'if'I'ID1~~~L~~ 
~11~a~mn 1 un111'u-ue1e~ L7tJuvt1e-ue LL u~'l11 
~1n~n~11j;JtJ~n11~j;j~I'Jmiell'l7ufl11~fllj;j L -Ru-ue 

"' 
LIJUDLLU~ ~r;)l'i1L1t11'U~Un117U,jD1D~L~tJU oTI11 

~~th 1 tlrlm17u1m'H~n1joJt1111HU~1 ~DI'IU,'If'l'l 
v v 

~n~1~fl11~~1'l'He1~~a~~u LL~~HI'If.l~'l'l11'1am-lltlvl'l v .. 

rl11~~1'17nnn~~D~~n~11~L~Ha~~ul~ 
v v 
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.Uaufuauu::a-Aan"l~~~vfl.f\'J1.9ial'J..J 
~~~~nn~,.~~v1u~~~u~ui~Hu~~ 

aHH~3!1Ufi13JaDM~il£h'lllmU-I:H~.;puvlri1VIUr;) 11 ~ 
"l~v~~sHrmaumL u~IK\IU 

1. fl'l"ivhm"i"l~v·lh 1rnv1'1in"iDULLU1firn 

L~tJ1llt!Unuij{\lu1n1"iLfl1D'li1tJ~DtlD~t! '1 vi~ 
~mtru~n1"il'i1 L ilu~,-ii"vlflti1vnuu1~'1'1 tmm1wu 

€iu1~i t'lmiia \11nM (:HV11'UU) t'liu u1~'1'11'1'ltvit'l 
u5fwuaflDH:Hiltfl'li'u ~1nM (:HV11'UU) L~muun1ivu .. 
vwum1"ii~v 

2. fl1"i'l'hn1"ii~t.t.J1 1rnt.t'IW1ti'IJDUL'Ul?l 

'IJD~n11"ffm~n1tJiJ~~liU7n11"Lfl~D'IhtJ~Dfifl'IJD~ 

u1~'1'1 ue1m1wu €iulta L'llDiia \11nrn (:HV11'UU) 

1u-Auvln1"i1llu1m"i.IJfil11fl~u ., L~m.h~.mm"i 
Mm~nfi1~tlli~?.Hu1~rnmt~m"i1llu1n1"i'IJD\IU1~'1'1 
1ll~t.l"i~H'I'l5mt~ fl\1 ta13-lmt~~mfrul?l1"1Ht!fh 
l?lDuauD\Ifl11:H~\ItfD1" l?lt'!Drn"uai1\lfl11:H"\I~n 
fln~'IJU\It'lnfh LLt't~aUrnfltlU\IllUfl11:H~U\In11"'1JU\I .. 
t'lnfh 1 il~:H1nvlarn .. . 

************** 
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