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nt:rn'unrltorurinrqnnnfi nrrlttnagir.rriu lutnrol rJ:vnr: nrlfi ooolgi

fi la arLn.rf (zs:t ) nrire'ir illfruiirirl#qnna6ofi ulorer'uvrrlviolrdur :J:snor-rdru

r. riuuiorirl{riro d{rfl ufisrr:nfi{r6unrsviolrfiueocdo{finfiufi l t1vn1:

r6unrvio.rrfiur'hi'htvlndrio'lna 'irtfluncdoliriuriolu :vlrs rdol#iiruludru'irl1

r,iu rirnrruv nirfir{n rirorr,rr: rirrinr:drnil6{d1u?un?ltrdvnrn unvnr:14rirudolol

rljUglu

z. ranr rflufi.rfifrn?rufirrrudr illrJrdunrlviotrfiur t :rsueinc!onatioloqjlu

d0rlrR1rvr1nn1:d:cnouorf;flfitrnnsircfiu ursfiuortldraariunqoqnd:Jnrrirrionr:

viosrfi or usi rlnuo.ltocdo,r:o6.rfl nnrn6ou ;o:.ll,:nuo1n1{ranrn d,rrixf; inr4 r lrurnto

, i 4e
n15 ollllu? tulJnu

.idgAaAe!,l. un o{[7tu? no { a{ {utllullavl'ln1tfl otld?{tl ldu R ]ltns tnlt nnonnu

nr, I yr i r 4e , ' a
2. nlflronsu t6rln {ilr s nou q: flnnl:YlollYlu't ttll ll n]l: tl a{ o{lllu-l



IJ

h rq s aa t4 4 a ' 94
3. n?l 9ti tnYl0s tlj u00 8urns01fllfiEHnuasn?llJgdnunnnd? 91-i0u1n[[T0t.1

tota ' ; r,retb,Ja j |tr' I i 'fl1:1|l.:1r tJr',]n1 nn trfl'lll:0n5gau tHtflsnt:nSnt u'l tnnl t 9l{ t01liv l un oi{ylul[[nng

nufin:rrLsr-l1o1unr:16unrlvio.lrfiu'rusiavo:-r'lrirvfiou6'u ri.:finrru6'.11ofiovr9lunr.r
| !t t, I

Yt o.3r14U?10.tUfl 140.:lvtu?ntnuut|lt d{ tfioufl noot?n'l

q91
lJOOtJndlludu tti nl: o{tYtu?

, a--) - otd ' i ^-:?u0 ?:ul.rQ: (2532) nnl1fi.r1l00u?rdulJduu tfi lJfl 'r:vr0.:[nu?ro.ru

l. n1:rilAuu-l^6nr:rir:rfi?sr n'o nr:dnuFrLil:vnu'nriutirunur.rrn'orirr.r-ulrld
,i ' ; -'lv{oRl:vtonl u?y{fl 0u

- : i o q s r a c J - qr J " ou
2. :1tJ tfi l,o.:n:oufr:'lly{lrlu tuu0q u ryfi €u.:1r'l iluulnlu :ru tnq{lju Yll tli

'J=atlrfloan1ntfirlu lnurflT{ tvfln ]an1:vIo.:[vlu? dunlljtglnYtduul.lu! n0nlt t1] lfilt :'luo lfi 15

d.94t
rflueiu rfron ou du o in'nu6o{n rrlufld'rn 6i?ilfr

3. n1:ro;iurelulqml{rd:!gn's url'jrrn:unfiolanonoqjlunravro?tgrn^llnvr:lfra

rio nqn6'rrfl ulrn9.rad'lriulrJ uei:ru'lduacil:cfi vrf; nrvrlunr:rufi rff qudu d.oa'',nEfi
.qe , j ai o o s ' d tryu

T1 tfi n1:vto{[1tu?[110n?rxdqndul1lr0:Elau t910u1 ltJ0.lll4u t9110

a. rirldiirulunr:rA nrinnn{ lnuror{rsrirlnucrtrndoru^u rirb{ou:sritnnr':
.i ht r4

dl tJ'l: o to u 111{ Yl o { l11u ? to:vuslll{ tflacl

s. dsr: run nujiuu r-l'usr: r lriurqflrsfnvio lrfiur trnil: vrvrqfrfir l^u an nu{ l ov

.;- -l0ur4r{ t tl11 0.i [11u 1u.:lJ 5 g tlt f,vl lJ r i u dQdooun?1
9/494

6. dR',l?s lr?on oilvt1.:n1t[lJon oc:s lJ14 [ odR1lttt']qa otJmlnn lt ltJo.ld':11
i d ^!!:ulj:0u llJlJlql 'r tFrl fl It TonlTU?flnvtflnflu

ito6'r,dfi ruaeionrrrfi 'ofi ulo16onq'ou?nr:nrsnr:rioqdsr
-41non?rrflr:unsHnou: n1:vio.trfiueu?i.iil:vrilelnu tru.rJ.il.t rufioruntoI

, i J e . i tr a 4 q "r - ia
o9tdl1.r R:: uYto. vru'tflolJ5 fl15 ry.ioflfil0vtaonryo[!olnsnllun':vl0 tt 1t n u !fl0910fll:

Ftffdu t0crolj: n1: fi.lu
a atrI. n0uRru tu tnlrn

Ll v:ho tn: n t: viottdur rTourirrn Resource) : st?tfl\vrurflurJ: vrvrefiqerl'lrJ

' .i ) a A a q qrea n y a
filuvr:11t ]fl:n1:vloilllu? Yr:11u1n:n1: onlYlt ? t4llluo{ dno{qn tn t Ht9u1l1iul[uou11o{ou
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J . dj i- i :, f, ? e 3riur d'uovia={frriniuror'leur:: vror- rrnvdsfrrusucfx{u:erri'lrrflnrauaa.rtuil:armtfi
| . dt:d '.r t A r 4

ljts0llJyllJ0q I vr0iou [r nooflruu 3 lJtsrRT n0

l. l. I : rrRT D: :rLlror rfl uuu ricviosrfi urfi fi nrrrLarostu,fi odur''t,
Arr/ ' ! ! ! , s v .e itt:!sla tattn 4[11 l.t1nn o] ulvt:0u tu9ttflu]l't ndn? d?udgr? qnulul[fi{a]n ?uo11u'11]

yrsra rnrvd?ulnrrrn firar:ru firnH- mvlndru rr^ou dr.r16rriunrdnirdn ir{ru ruo.:

oao.: ljt)
t.t.z il:ymyrrJ:sisraraerf h:rnrinq rrnJflrdudoru rfluunrilyiosrfiuafi

fi nlldrrirgluvrr'rrJ:vi6fl ani lurrilnAr4iofl ldu r'lduri lu:ruaoru qnorurJ: vinaranf
t aa s / . A A 4? a

1lr$U tU:1Or 1{ nRorcll flldud0lU n1r[1{{ttl0{ qtljo{ oqfl'}x:u dvoqd: dn1

t. t.: rJ: srn vrfi arl iplt u t : : r : vrndun s n'o n : : rL rfl u uN ri r vi o.r rfi u?6n
| 4 q e di I aAda I t,

I1llrlJlJlJ1.l.i tUnng sYlf .r1u1l:s[1,l| n11!r!u0g ?0s?9r ([Yu fi{xlu112[1r dRlv{T?91 tu

ruuvr) eutiinrur::r fiudrn'urr'o.: li aru n'y rin Ha'hl unvrrflolu:'

z. nrrtlilaonriu (Security) lu nr:sinfi ulnra'onlnrrrunr: r6u rsyiolrfi ur

fnyiolrfiorosriru'.rn'.:narrLrJoonriusiof;inuacniildfiurflurJ:ynr:rirriiu lrn:nr::hurnrrr

rJaonfr'udrdosiil:yfinrnrnunvrird.:unuu dlyiolrfi ur

:. 1n:.rair.rdug.u,rnr*r*"*.".) il:ynoudrsdrdrurunltldrnrnna-n

niu ouu dvnru durrfiu aorfi:ob{ aorfi:olnucr: virrio lv'htr rirrj:vrh :sullfl1:
4 j- s <r ,, s I a tt e 6r y ct & :l "d0dl:llmurYUU I uau tn0unn[[ d?: $ 0s ruu Na{mu 0n tn: td:1{y{u$]u [y{001u']un?'l!

dsn?ndururo': 5rilsillu#o{fiu riovrnrflunr:arlurniorilrailnr: viorrdur :vgryu
o 9 A d 4 9t4 9v I i A
lumonoufl [uufl [Ft:uu:v tuxuoul.ifi't?t

+. d'rrituronlrcvo?R (Facilities) rfl uaorufi uiouinr: fi riruluqjronlutv
4t 9s r4t a a o a rda
[uu4nnfi] [?u: nl: uflu flvlot[7tu'] [u:ut[lJU1o{n1: :sno q:fln uFrfltJlJ: n1:x 0.t:! 0u tu

111{ il?u9r?u 9riu
j yi - i ^ a -i ^ J4.I n1:n!Uln! [!OflcIotnu 'lllJ'lcuolj: n1:o{nflan fl1:nuuln n.:$1fl

e d ' -J
srl ilJ:yllrfl tlasfl1u tuu: slylfloygto.i:2nrt? $asuaooRU]1.: 3 T r r n0 n 1 run!0uuytltllJug

y t1y hr J.'.ati"l H'rlJ[l1oofl t9flvfi?fl fi:olJ tn15:0 tlt yl'llu'lltvnlYtuu[50 tlaSq n:otolu']un?ttJ

dya?nn1{dl yl1no1n1fllJYl101n1fl ull-tyluflllt Lld10n1:1Jua{tJ1fl
,A'A

4.2 v{n n t: 11'll!o.iuag ln1tfl1?dti n1: oun0l0tv[lJU1J?t fl 1t[1lnJ0{
qet - .i- ^ , ,i- < e

tlJdynlnS?firl? ufl1: tl.ru:Rl: lfilJ1?d1: u:fl1:00nn n utnl:xud{qm n tilu9tu
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q. : fi fi n fi l:'r u: r : s rir oi r r 1 hi'rd o n i dfi : r ri r fi d'n rfi u r v a u riu q u n r n

cvorounsfilinl:a1 lq:srudrnd

o.o iluu.rJ',, uonlrnlyfi ornr:1#16onlrnrLrororusunrrdr o;dornn

qto'nunrv fi rinr:fi qnrn inr:rirmuo:rnrfi urjuou

+.s uinr:rirrdua fi linr:rirrdur'hldlunrivioufi urrixl lrrufr rinqrvrarifi

inriruf nrlLnirlofi qndor fi dlurdulrusri unsfi nrrlirfinrousiorrirfi

s.fiudrtolfi:sdfl (Souvenirs)rcdo{finr:neun qflinr drruo:rnr:llr{l
nr:ei.rrc?rnr:ldiaqrfiufru nr:oonurrfiudrb?finarrLrflurondns€,i:rrrri{nr:r::1fiu

riofiarurrr.r

6. nr:lsiuurrruundrros :yvrfir{uf, (aavertising and public Retation) rflu

ilo'i'ozirn'qoionr:torudatorqncrmn::lnr:yiorrdur rflun::r.riifinyrir1#uyri.rvio,rrdor
at Ay- ar i

rilufr f i'n unyri.lufr aultto.rrinyio.:rfi otfr'lornrirs :yrytnuoynruluil:yrmR

z. nrnfinunl 0mug"1 rflu6rriruuon{ru-nviolrfi ur nrnfi nrnfinuni'jrrfl u

6uuouur.irnarliluto':{vro rinyiolrfruadaulofioyrflusruinaun o'.rnr:du{nnfinuni

1o.:rJ:sryrf,'lr0lunruvuxri'rviorrfiurfiqnldru!:qn 1,rr::uyr6 il:yisr-gran{uas

isrut::rurflu6uuriuu?i{nrr!r dqnra^ulunr:f,iiirudlAui'rdu,r,'or unv aonorn:

a .r .i u
uu?no rraynquflrna?n n?t nror.r?.t

n?] fi ]u10.in?1 ntofl?{

o r n n r : dn s r du n {r rfi u r ii'u n': r l n r n u ir u a y n r : :-u f n rL'j r 1 6'fi {f; n u r ua v l r?

narlrrroro':rilir n'lunrnyiurarnr: fuf 6',rfi

q: r.rri o-un{rol (zszq) 1d'1#nrr! trJl,o{fl ?1!nrsrn5.:'l5.jr ntrlnrov i.l
ai ,.1 q j, - i A q y , h,a 3 -(Expectation) n0 n?1lJ[5o?'rfl{ tanu l0slnoluunu d { ln:ll ru 10s'lulnoriu n? tun tnfi a.lng

rnon'uldqndolriohiduoqj6'rrJ:;arnr:oirorqnnn rdu :ycunr:oifindrunn'rriufi'r

rJ:yaunr:nibirifiorrfirnr:nroriilldkiyrarnr6u'bJ uioorooynrrrNisldnndo.rlnnafihi

rnufi il:yaunr: airrrioulu fi .:lonhoylrifi nerlnronirlufi .rriuriov rnfi nr:nrqfi ii6hi hi
- i - f, qae

rn-fltu o5io: sn rrLfrn rqv i.i linrr!nrnru ilfi hirJ: yaunar:Ltirr* od'lu1#un nafirigunsr-sio
h ,6r .i-j

auro r t1l LuYr I tvtotlu



lo

:-nur qtvfiuvrf (2547) fl?rrtnrn i.r (Expectarion) 6o fr'gunnfirfiortYllnll
e 4 | 4y -s v n9' ^ !dsrnr:uionru :r:otrrfr{uilnn fl?1ilnraili.t0y'ldiu01nn'r:u:nr:uudl

qtiri fi:nrn: (dirlu yr:fii fiuur:ri , 2555) R?1!nlnnilnrruo'r dnlnfllt

rJ:crfi unrrrarrlrrnxo{n ro'r,irlnrrlri'rhlunr:rirlru{ulrr.rlrufi dolnr: ilrnqnnafi
- Jq . u | ! . d q s

n?'ru dM:o q{ q{ trE{nyul l qn?1lldllt 0x0{{1 q{ tuytlrtgl:.:nuiJl.tfi lnqnnn
'l ra 'J q d ' u | ' in?l d uJ15fln1 t!n{ t0flnsu'r tuqn?'lu t d1lt0 tu n1t ytl.t1lJ9l1lJ1111?.i Hn tlasu{na1?on't1

n?1!nrqri:{60 n?r n1nr5{roqnosr'n::lriuovrfluarnrcrl#lilo'{rfltililtufid{101{

rlu?fiqlu n r: o;u run?1unrnfii.rro{: onrao{ (Rotr.t, droo'llu [d;!dqa ldf 060, 2547)

urisrflu z d:vnr: 6o n?rtLnla i.rrqy{'ryriun?1!nrn i.rm-rhj dlnrrlRrsfii.uay{ry

(Specific Expectan"ies) avrioub?rfiurJ: v aunr:oifildiuotneorunr:oiuurlluoderriunrru
- ,l n, f, d t Ja 4t j

R1nfi?{yl? lll (Ceneralized Exp€ctancies) "I.llljuflnt?X1O.:lJ:gdunl:01 lUdOlUnlt nl{1 1l

y av a i t, v
ftalund{Rut4totnu?10{n

n:fi? fi uur: ri (2555) nriI?'j1 n?1uRrnfi i{Io.rrinyiolrfi u'rdonr: 6'n

e q i { d' , i i- , i a
flfl lrM2qoou rulr?rn{r B U?6{tflunrrlRrnllilriodnunr: noltr.t u? ufl1loltllu?lt{

:r:our unyldinurnr:'lirioudlfialil fiuuudlrio.rrfi0rdrtrnuro.r Inunr:6nurnr:sio

Rr:i'nnr:dRryrurndorvourrrildolrfiurluurinsqnnafinrunn,ir.rduoon'lil duoqjfi'tl

unnu[[ovd? unfldnlu

fruqn: r'r:nrqiv{ tzs+o) orrro'ir n?lrrnlafii{?r 1u6'r nll{do narrun'orfiu
v e tt tt j-rlo J j ; -n1::u? nltgrfr?1lJ fitonl:n1nn15 n0[fiqn1:01n1':al 0{ u,lflntu10{:]Rnoou n1qfl?'t

o jj y v a e ot i | ^,--^o li
tu!nfrnYrlflu']rJD{nljnu tFlufllnfi?{l4rono{n'r: t uflncuuu:v?rqnil flun tud{ylau
o 

t 
r,r tgto{fl l: 14:on1n ?{[01 t?

flnulqnt! oonddriofn (Oxfora Advanced Leamels Dictionary, 2000) 1#
- 4t j 4 ,1 4 a A e, e

n?1!14Lt1Ul'O{n1',lUn1n 'l'1 tuufl?1lJlflo [lJufl?1lJIdnunnn 1o{qnfl6flfl1nR1: a'].1l-tu1

' ; dr 4 -Jsio rrds!-Nodr{'ir nr:osrilu nSonxrnvrn-n{u rJil rinuliiuqhf'u!rrl,trD:ra (2540 : l8)
v9 | a v ta a ,v
tnndl?o.: n?1uRtn ?.n o{4tx tnlt?1 r11045ulJ: n1t!lofinon]lotflnr toqtfl01l:n]:

q du nto a I h ' J i ycy a . dt i 9 ' 9
tn1 nufl0ynrofi2i?r ny t9t unr: utnl:0u1{ r00r,1{flu.: ry{4 [?rlJ:fl1:01[1Ju nva0.i:lJ;

a yA 3 r,- ea - j
rlav[tuullnu?n n']11,n1n?r'r.rflun1u llns!0Rfl1:1n n?1!fl1n ?flav{'rvr,0.1{5u1.1rfl1r rY{o

duolu;nr:dfl:.rriu nrrrnronil dsrcfrl##iulinr:rfinn?rrLfir oln nioorrrn'nn:rl
, - a i nv - J -llttyt tnt,! tofl 1nflltu:fl1tul-lrflun?1lJ
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fiir::d ri'nrqn (2528) orrru'jr nrrlnrnuiq rrLru6.: nrrrrnrnniltollrludrfl u

nr:6neir.rnriil{riou d{orooshjrflutlnrrufion'liueiirvrurvrdrrityrionqern::uro.rlnna

rnad1ctuy, 1988 : 252) ldnrirrd.rn't1!nln i.lcionr:n:yri116oeorunr:ni'jrrflunr:

nrnni:airiarxrirdlourosrfi6 rflunrrlrj.:rilfi6.rrl rflu:yriluiorirnarrLilrogrfluro,rfi,r
c I Ii - rnylo?r': nr rr t?

ornnrurlroirrdu oroc;rJnrrlxrlruronfl ?1rln?r!nrnr-ti.rld.jr nrunrnrir
< f, -i- ' -i e I
nod.:yluflnonrmarsrornr:rrr;'ld:-rornfisfirn0rfiu rnald6u'irdrrrrirriuirir lrrunr:

o-usrurnr:qionr: finnr: cnrnuro #orto lur riryio.rrdurluuoiavqnna6oyunnqirlriuoon'Iil
& ,- - - , e
r.JuDqn u0ourldyd?uunR0n?u

nqufirda:nlnrr n1ofi;.r

vrqufi narlnrnri.: 1E"p""t*"y Theory) rolinroroft;rL (vroom) fi o.rrirl:vnol

tolvrqufl fi drtity 16'tgv6 rjrutqwnrrtir.dr.:6s1u Novabizz.com, 2539) 60

valence fi !'ludl narrun'snohtolunnafi fr rionnd'nf,

Instrumenralityfi rtrun'.rrnio.rl'oqrJn:oii6nxfi ovhJ{narlu'.rno1r
,a sq s I ^ e tr

Expectancy lJlJlUOn fl'llUnlgfi?{tUA?1flnAU l nnAr.tn?1!sI0.:nt:UntUd.t
, -J a i

?1nr0ou1{ n.:uu n{ urrrq u r u [[d?nfi 1?160 nryfird-lu iGlniindr rdu"uuauuonr"',
y a A i -uyA6ornr:r5od.:frnroyi{"ti dr rl'o'ldflnr: sroildu o{ud?fin'l n?ttn1nfi {{ro{ t]nn a 0c

ld:-lnarlfi .ruoln rars16u?fiu6nrnnir1ufi .:fi a.rduriou"r

r,n:lqfuru, 'lryrmlon lras lr :; <dl*'ulu Novabizz.com, 1990) :yUd{ilofiuufin
i- e a
fifirunsionr rrn rsrxilto rfrtin r: uriroonrflu s rJ:snr: 'lduri

t. nr:'lditnr: lonrrir ri lru;rjrIrnqnnno'u

2. n'r do {nrr1o{[rgidyqnnn

s. il:younr:0i1uodn
tot a

4. 1t?dt501fldo unv 0ln tfiltnt:
5.5lFl1

aq rJ 1 6'd r n r r n r o H ;n 6o n a r rL f dn n ar rL do,r n r : fi i si o fi r 1o fi mr u' 1 fi rfl u o { t u

ilopiu}Joudrournqdrrv#r rflunr:nronsrudlfirdrylrn:yyrrrio nr:iufirornur:r lno
oY | 94 at$u:vfiun1: n r: r: uu;[uu91?lJ{ 0fl
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6'nsotgnl!nrnni.r

nlrnror ilrfl u6'lildurirnrrldrri rdlosrirtrlunr: n'nfi u1o toruoi asoulu

n r : 16 o n n r : n : v ri r 1 irfi'r fi ri'.r rTu fi u o ql fi'r fi nr or r u n y n r r u un n si r l r o l uri a r q n n n un v

. it .i 4 dt id . - i .qe
dn'rv{u?n.i ouq{rflu osri :s nolfriln rrldrri'tg fr ryri rlfnr run rnn ilriur{lu oiln'ulr'ld'

lnrlryu[[avn6us(dr.rdi1u Novabizz.com, 1974) nrit?'it 'n']t!R"tofi{.:ro.:qnnadoluonrir.l
vrda
nulyr:rynu[:rfn{nunz]ufl nuognrtt.tdo.inr:Itnnrir.:riu"

?l.r (Vroom 1964 : 103) 1dfi nngrunlrurdo'jrnqern::ulo.lqnnarfl uruolrornnr:

6'nfiu1orfion:yy'jrrmr.r16onsirrl Inonqorn::l,nrirriufi:suu finerrLdrriufriu

nteu?trn1: 1{6oltlduri nr:iuinllrdo mner lnorfioornu:,:ol1o
aa J -9 A a

s5fr srd (rir.l6slu Novabizz.com, 2521 ) n.il1'jt nq6n: :urlfinlrolqnnn6l
unnei1riiu nrlfir1nna'ldriruuoriofir1nfi.ruu'rd.r nrruff,nfn6nniooronr:oiriu1

urst u Iq0 1et:$rurorsruro.:rfluroiolirrntrlntnnr:oitoluriar4oon

nr:drmuonaunroris
- rA

uraouni nrl4uieruqa tdrl6rlu Novabizz.com, 2540) nrillo'{n1:drrunn:rl
d

n')n1.riinrun?r!fr ororrsrordnTn'jrnr:drnunnrrln-rnriltosqnfl a uofl otn duoqjri'l

:srirnarrrorniroror':ruudr f,':duoqjti'lrJ::alnr:oifir.i'ruurluniuriur'ilto'i'ud roordnln
r,f , ' r4iri 4 | c d e " I ' dlnnal? l??1 nrt qRnarno utydunll!d1[:0 lufll5yni1uuu1tJln0u nngn]fiunn?1!

nra ;{1unrrfiluu 1un:rrrio'hJg.rfiu uavlndriurfil nrrrdrlr:nriuLrndu udluynr

ar:rriudrl:y6'lnarrLnrnnirsirnuLr rniorlo.rfiufil#erurnonllfldndrruar ornnr:drr,r

tyo!n?1 n1n ?{ t?dnfl?'ln?'rltdu t: o n: i
? | I 4 q I o ut, jd nnSfU [l{Xt11U (01{O{ tU Novabizz.com, 2540) fl?ljn?]lln]nfiX{ li?t nt:yl

qnnnnyriiliuen?runrnfi ;nroinuriunyeiorrJ:yrl-un :rrlrfl ubJlddro d.,d,nr'rro.r'ru
v 4 14 4 a r Aa, .3, q .i .i s i J dln10fi?.rl un11rJl6rnunflfi $asnlgnl: ro.tUnnafl!n0d{ tndnfiui loud.ruu1 oroo:rnu

6!r y ta a a a aJ
;rJl::urSourlt::l fi1dn'rrr:f,dnu-nn-o Hionrnnr:tririul o:idnutuyrflunr:il:sur^urir

loururor:grutossrurosrflurndosinnr:nronr:oiro.rrroiav4nno urinvrflunr:1#sioA*.rfirflu

;r.lt::l riourrr::ryu-rr16orrTu fforocunneirroon1il1ril d.:dduoqj'i'r4nvfi'.:

:yarnr:nl nrrt.tauh uaynr:rr1uqrurirnarrlrirrSrro.:a.rriu1

nr: fiqnn ao: rillyrn'nrJrrulurrl1unr: rir r rul rnrlotlrriln u o'.:du o qjfiuilo6'o z

odr 6o:vri'unllrrfudutolnludo.rnr::rriariu rraynrrrnrou5rtosunnar-iurordny
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rol.irinaurflu'hJ'ldurnriourfiu.rlnlunr:'ldirnr:norduornrrrdo'rnr:lufi.:riu drr#u

'j r : r.r ia fi o v l dn 1 n n ? M{ u'l u'l lr riu i q a rir rir er u l r n ua y rfl u'hJ'[ dgl q n n a H r v rj u rn
qtt Z 'c'-n'iluc1ur:o rn rnru unnrnn'irn?rurflutJ!{firiou rio:rriafi'ldriou fioy'lilnururt.|

ril: rvnn'jrrfl u n1: a.rv1ufi hi{lrir
{lo o'96rfi uq n rlrrn rora i'r

{'ryi lrrnrn (dr.r6s1u Novabizz.com, zsgs) iloiufiririlunnrrlnrnnirfi 3

ri:cnr: ldud

t. riildnsilynltJunneil{ro{ueiayqfl na uaydRrlru?ndor, fl ?runrnniruas

n'r:Irdn{oon6{r!nnf,irriiu [?{r]sn?r!n-no?lrdolnrrrolueia;qnnarduunnoirlrru
d ,-

2. luoqnun?1!urnirulol{ru uasrJ:yaunr:sifi drurnluo9otiur nrirrld'ir

drqnnarnoil:veunxrtJiilrgnlunr:rirlruriurrriou fiosrirlfinr:drnuo:vdrnrrn

nrqili.:lun'l:fi1.rrulun:rrsio'hJarnju uavlndrfiu.:dnr nerrrrflurirlrndu uriluvrrr

sr:sfiudrttoyririlunnrrrnrrrriln'rlr firn'orlolriufil#rn'nnrrlfdndlrunrorn:vn'rRlrrL

nrar i.r fi #.r 15qr n'jrnarreur: n ri.r
J '- d h rht @ c. yd d ^r. fiuogiriunr:rJ:sur'uneurfl u}.1'ld rn:rvnrrlnrnri.:rilunllffr nfi nnnuoc

a Aa ' A o I i < A I d.
nlrnrnnr:oiror:1nnnfifiaiofir1nfi'rnfi.r lsofiruiulororflu;rJr::lriourlt::1fi'ldov
d.ta'sru nrr :yr!unr rnu!urer:!rut o.!nuro{lflu[n;o{intorttriavqnnn 6r nr:rJ:sr!-utirlol

rudaynu fifisiofir1sfisriur.!tfiordurfiu fiorrunneirrfi'u1d d'ruduo{fi'rnfindr rJ:c aunr:oi
o qe , ,f,.Y , -iry ,

Rrrlauhnr:lri4orrirurie-lriu1 to'tuoio;qnnn ornfi'[dnrir':lrdrsdu uaorhlr#uirnru
u I tt ) htu r 9d d a

n I n fi 't rt I o.r ! q s un 1 n r ?{ rn n n ln dR lvr u? 0 a o! vr q R n d t n : u n! n ? 1 ! I dnu R nn [|o 3

nq6n::r.l fiuernsixriuoon'hJ n rlnllfl rJr vdunltoiuasnzrudolnr:rrdrqnnaovfrnfiulo
e4ttaa.i-'

ntufrl 01lll:rluu (2556) Yrq!0n'l1un1n ?{[ljuvrflu0lrorlJlu?1fr?1ufllnfi?.r? r

a dt - - i- q s i .l r riy tq: t]n?autt 6n15llf,nr qnn::! [lJu:vn!10{n?1!nnnlnnnlu tll9l? nnas{u1 t q

- i' a ocra
n1:9.1 t0 ytq!0n1:r6Y:lJlr:.:x?1[rr{rd:lJ0v?r1 n{rnn qnn:tl| ugrvlquan']runln ?tnv0!u1u

' :l o ch < i -?rlJo tounsm'r t!nnudn tnqnn:5!00n!1 tlu?nnflullulo.iYrqgaflo lnnons!utnn:s9ru

1#uanrnqn^n::rLrfiorrrrrdodrnq6n::rno'rrtrosrirbinrrldi!:r{{a nionae'ouunud,o,r

dornr: usidrrrrrfiu-ir:rqinil?o,"ranouu ufirrrdo.rnr:rflufirfihiuriuoutv'hjfiu:'r
I I .t .t 9'n:3q ?rtourig.i [0 rfiufln.: qnn5:!

d - i ' '; ai d i a d tr
fiqSAn?1'Jn1q ?{ [nltlnTqgllns!soldU{rJlnvlqnnoTqUQxo.: Vroom ctr{[1"1

1#uur6n'jr n'r:g{ln fiioild{ (Forcet rflunr:dlu?or0rnn?'r!dlriut'r rl:snr: 6o nrtr
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nrn i'r uorir:r{innioHnnoluyrufi'ld unviinr:niodnuorsnr:udoiy{04n5:r, lnufi
nrrrufirun'ufdur{uf,riu 6o nfi.r nfou:'rg.rhrflunnrl1ornn11!nrnnirqtudrona:rrrol

.in y- - aaunfl'rll{?n :oflano umu lntunu?tnlsrioanuiuynr:rrdoln06n::l

Victor Vroom rfl u{rauo Expectancy rheory riovrqufi nrrlnrnri.rdlrfl uvrqufi d
I age 

' Y
nJ u lr 

? 0 fr ud v uo ! t i u o u l.i n il.i l r r r lu n r : o r= l r u n- l n r : o r l o n fn l r u vr q u fr fi o t^u r u.ir

qnnarTnov rJn'rj6luuurmtdnrnril.hnr:rJq'ri6riu oy'ldiuHaq ouunufi dornr:

re1ffi3ffi:ffi
Rl n 2.1 Simplified Expectancy Model

Ylul : ?:1 d':?U?.:fr?1lr.2551

rrn;rhvrf udrurJ: : 6'a 6s

l. Expectancy or Effort-performance Linkage fionrr,rfl u hJ ldfi nrin,: ru t v ldiu
n au n u r u r r fi rj ru rvr 1u n r : rl n'rin l r u

2. Instrumentality of performance-Reward Linkage 6o:vrYunrrrutfiolo{r4rin{ru,ir

ruioldrilrvrrir.rru}Jniuriuud'r oyldilnaprouuyruodxfi dolnr:

3. Valence or Attractiveness of Reward 6o nrrrLtirrYty nfonrrlilrd.rqnloros
flanouu ufroc1di!ornnr:firsru lunrrrufdnto.r{rjg:in'.rru nrrrudrrityfinrirad{un..,n

r{.:nlldrrityoiorfl r u ru uasn ar do,rn r: to.r {rlfr u-d,r ru
z-t!tlu :crdurio,:nr:g,:10 vrqufrfi tvarlr:ooilrulu;ilrirorruld d.rfi

t. q'uoydolfi rlrufi rinrvirlnfi ocb?6.r:sdufi u.nrryarL

z.#uovdorrJq^rifi otixl:rn^ob4'16':vd'ld.rneirr

:. ii'uoy1d:-rruasrolumuoy'l:drerlr:arJIfnlruldlu: sli'udln6irr

4. ruanoluyruuiur.ir g,rlrrfi u.:lnunylcdrul#d'uu::4ulrnrLrurolfunio,hi
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nrt 0v1dil:v luyrilunr: n'rlorrnvrqufi nlln rnn irfi {rLFnr:6odo.:r{rhlunr:
|?
:sqnamqu0 tu 4 nnu v

L Hnnolumu fi osdnr: oyl#riunfnrru 6oog'l: rjr g,rlorfi o.:1o fl nno!uyru

6'lntirroroidnsarvrflulrn (positive) niu r.r^u nllriun I n'n:nrn nioorlrfluol (Negative)

c 9.1 u 4 hr ' " 
, ,i ta etun?rilldfll011{ n{1114:0 tu rsu n?1!u1fla'111n ul[1jo ulonoo

2. it n q o un u fu lu n r r r.r iu f t o wl rin r r u fi n r r l rj r rr*s q n l u rfi u r l n {rJ n rifi .r ru

o {'ir ria n o ! r r u f u lu n rr l iu f ir oryr f nr r u fi n r r l r.i r dl q n l o rfi u l lo {il fl-ri6.: r u l o.r i r

^o"uu,,nurirrfluu?n 
(Posirive) rionl (Negativer niohirirdlgnlo uiornerl rflunar,r

(Neutral) urnnrinrrufio'jrrunnolrrnurflut.t:n rtroyEuddt,rru tfu uoir.rrnvrrinltur.tol'jr

ruaoouunuriluar nrroy'hivrolofiosrirlru uasfirflr.rdnolJumurflunarrrrrfioyhi6u6

rir.rrurdufiu

:. n rin r ru r c do.: fi n q n n : : llu n r : ilq f6uu o d r l 1 : fi r s 1 d:-l n o, ou,,n u d

riruuo'l{ urnnrinlrulrin:rvjrrcrrosdo{ nriorotirrl:uriluu nr: gr1ofi rv'lrjil:var
nrrutirrSo{uinr:6rdollonnrir:1#fnroudilrn:grunr:rJflriolu:ailli.:iGnr:iqyio

t
1l : s nJ u fl a n 1: u nun{1uFl 2rJ

< j | 4s j uy- J a n'o4. v{ufl{tuufr?llttto?1[11nylJ t0n'ldyt0v to: Hnnou ytuuu H:0 lul u.l lFl

na1'lno y{ u n{tu 0yut 3 mr l.l o u to.1? 1tJ ytRU y n 21ll d]!15 o yt 0 y lJ 0lJ 9t.l11l u u 9t 1lt ytfll11u o 0u

'ldilr.ranoruyruniohi d.rrfl urrirfi tos{l?rr: wdo.r1#nrlr{fl nol:lrio1#rirdrlo uri

lIUn{1U10.:9tU

Inucqilun'nnr:tirritytowqNfi n'lr!nrqfi il n'o {rinr:ov6'orr{r1ou}vrurarieu

Unna (Individual Goal) to'r fn.eru oydo I n: rrln rrrL16orLlol:yrirsnr:rlfrriO.nub?ld

orrrLnqetn::lfirilrun (LinlGge Between Effort and Performance) oydoln: rUnrrlrdol]u.r

:y 'jt{ q6nt: fi'lHanolttytu (Linkage Between performance and Rewards) ttaganfiru

n?r rdo!]0.iryy'jrrnnnolrrmufi'lrrlrtlroeirulnnnto.llttin.l-ru (Linkage Berween

Rewards and Individual Goal)
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u 2nouavnquarnu?n nl:rljg

n21 fi 1ulro{nl:iui

nrila1 iilmfud! (zsso) ldb?nluurLroto.rnr::-lf 'jrrrurudr nr::-ufrrfrafi lrfi
rrdarr nnlrurru'ld nr:fir1nnao;ucnloonoioqnnnduniulq nr:iufrdrrLrfi6mGnaodr.r

rurn nrir16o rlnnnr;inqern::leroulddo{6urriuln 6vrfi nat olnr:iufovrfl ueirud rritp

:ynr:ruolfieirHal#r: rrn^onucrxnqarn::roonuruonsirr6'u niu qnrlolnuafiyrrirrruri.r

'hir{unar 6orooio'jrrdnrlou uoiilrnnnriorfiiiltyurrirlru reiohiri'unor nqorn::rnr:

druu^orousrnsir.:'lilornnuu:n riorirnrir'rrufir:t:h*rtrur:rrsrir.rrudaunail16rulo usi

lutary16arfiurianrirlrufir:.r'hirorrdrdr':rur:rornrirlruno}{rcsobJrrirriu rfludu
l9h d |r 'lr 9d

nnuunl:nqflfla0stJ1lqnnr:!9r0!?Yuo.:0ulr t: t{ l! tn1J ognuanuoryyrlTln1loilJflflauu

'Z s e !i 'uoifr uoqiri'r nr: ilf ilnn aduotix'l:

fr io : iwr 1r (2553 ) nr: ;ilfrfl u d'rrirr unnqnn: : l nr: :-ufrJ: ynordru

n:su? nri 2 niv 'r flr: 6o nr:fdnuavnr:ilf
94nruffin (Sensarion) tfl un:curunr:mrra3:vtowrlud rflun:vlaunr:u:nfi

A y -.1 y I r ' / dq | 9a ',i, n 's[flu11O{nUfl. t lRlt UOnt',l{n101O{tJqSU :1{n]0.|,O.:lJUg00slJ tUUtg d] Adnoq 1t tnu

'i .i qy- o a uy a ,l ny .i 3 'l ury - - ,i ry- -nt0gyr{[ o [nuutdungtlr 0lorfiu n{n[ll0 tnndu autyto tn:d[[aun?fiun[11o tnd Hfl
,ra dt 4 t j - i yi, y 'n:vu'lun1:f frnrflun:surunr:rfirioXnrfrorrirfrrrirfidruuirlryrxrJ:car: md'ilfrafir#r

uasrir'lilfirarLo.rrnio1#6oll orliuon''rnrru?un1:fdnrfiurodrlrfroeri'rhierlr:ouon
vst, A t, ' Z - !l
to llair:'lt ntuufloov t:

, A Atta Janr:fuf tperception) 6o nr:6nrrl'jrfilfiffinriun'ooy'l: nr::-uir{lu n: yu?unr:

vll{n?tlL6q (Cognirive Pro""r.) dafilrdldoud.rarrLr:orir1#r;nnaulunrvrfirJ:rngoionu
J J - ;dt ^ J , Lr I d

riurr.:nfrn:.:d'r.rfrrflu oi.:uocursnt{ o'rounnril.r'tilotnnarrurflu ti'r nr:f irlanrolr:r:-lf
uqnsir.!'lilorn lantolnrrrurfluoi{1o{qnnnlu o{rinr: osrirul#r: rrdrlolunqdn:: rfi
- i q t 4 tvr q tie dtr 4rnnlu [1r o.:nn r5 tlju 0u r in[[dy fl tul: ot4'lvtl itln lfl fu14'l ton:.i!Ft uquuFt 0:u fl1: aqdu ti

rioufiosn:vdrfir1ofilnr-ri.:rclo lunr:6'rrfiulolqurido.rordudo4afinu'ldilornurri.r
94 d 

'rirrl ua;ordan:vil?uflriifin (sensarion) rfiuioXon^rro.rfirrfrrillild{ailoluovuir{

nrs ?un1rn15il-rf lntnira-nuru;to.r{oXndutosfisrirfil6'hJrfiorri'lnr:r:'uui1uo6qfi

ayarr'liluvrirtrnrrudrluaror ornriuosfinr:6nrryirdorunfi'16'iluJun^oos1: fi
- - a- A , A a eo a ' u J 

" - -"oftl'ludlrY{uDnld{9n{1 Ytlfiu[:uu! tu0nnouli lt 0lnuuninoflu t0?lnyuy{qnn:: uo; l:



u e q - i e . ^ J vrelld3nouQHn[[ny: flo!auoufldlJlfluln flnlo.:n]:Rssytl qnn::t.Juu n1: lgt.[o n

rlaund'ur4r1#rfinnr:6oufrfiurtirfi,rrirriuunsrirrirrfiulilunarr.r,irrniorfludoryadr.rdl

nionl:' ulrfi uu 1u ou rnnei o'1il

r8: y rl-u r.r u oc oon (25 56) n r : ;il f ,fl u du g ru n r : ri o u f fi dr riql o.: r1 fi n a ry{ : r y

nrrao d u o.i 1r q n-n:: ! 1n 1 o v du o g n-r n r : :-r io r n a n r n u e n do r t o r n u uas

nrrruarlr:o1unr:u nn:rrLNrruro{dn1ilriu"l ri.rriunr:riuuffiflrJ:yfininrndrduotj

ri'rflrfiunr::-uf uayfi.rrirfifirJ:yfiminru d.rflor-onr:flirJ:ynoild.r0il:varrd'rlrid

uoyfl06'uyn{igr n'onrrlfrdl fi?rildo.:nrr [rnyrnann-rfludu nr::-rfovr..l:vnoudru

n:yu? n1rd]ldru n'o n r: fI fir lian r: rr anrtIr -ruuayor: !fl1

n r: iuf nr:ru6r nr: fdn ri'ru fiad ld:-lnr: fin.lrlhilfi on rr n re,uda rdu
q i ta re4 i ," -lutusfi r:ro{lunrrnr:aiid'n (conr"iour) 6odlnrn^uoql luniulnriu r:rfdnld6urfru.rd,r

ihrurusi'lna 1nr:fdndlria-sensatior') uoir:r'hiinrrlnrurun'o'hif,lrrflurfiu.rosl: r:16lu'l[i

rfinnr:frf ruio joiolrfinuuon'jrrflurfrul:srfinto.rur,r:ou1.rgi u 16{rnnnr: fn rrlrrrutor
,4vvJ-!^nr:ffrnflfiariu drriuGun'jrr:lnnnr:iuf

n r : :-l irfi u H a rd o r u r r r n n r : fi ru u u tilds iu rs il dr n'fl 1 s"nsory Motor) d.:

6un'jr rndoliu (Sensory) ri'l s su^n 6o or 4 rqn du uarfirilris ornnr:ir'ofinr:iiun:r
'jrnr:iufir osnurfisrornnr:rfiu zsz rrnnr:'ldo^u tzlz n'tsi;ufra 6% nAu 3% Lrrzfit 3yo

v e - J e 4 " J '- j i.
n r : fl {o v r fr n fi u l r n f o u rri u s 1 n fi u o qjti'l fi l fi fi o-yr t'n a n io fl r fu 1 u n r :

a e\e I e ,v I v-- e y .l oe t 4 v c q r,aru? rnlrn an!otsrJoir.lsu: anu ylo,td{ti1tlJoldir:1[ unlfil nlf lnnnl:r5uufld
.i-.-..g^-.___:,..y =-i ,. - e, t'4 .i.",,uu0sfl0{!n1::u:[norunou ly{:tgnt::lJi I ufiurtiyt t] qnr:rt nnttlt.iLrrttfr

rrirlo6'u1d drrlrudrnr::-ui,fluniugrurornr:r:'uuf tirhifinr:irfrfindu nr:Guuf

tjolrfrndu hild nr::-l"fd.:rfluo.:drJ:;nouzirfrqfirirl#rfioorrrn'n:ruuon rinunh^cror

urlu ti durflu riau,i'rdrgo-u1u n: ru ru nr:6uunr: aou

nr:6'n:vlunr:iuf
..-. !!a- i r !t-!rrt9s y 44 t) | | - -:uu!ullJ0l{ud,lr:1 1! tn: u?Ft'luytd 51 : 1nfl rlnngurrtrtn: guugttt dndl!
l. fi a-ntlfi.:n?txn drundl (principle of Similarity) fi.rrii1ofifinr rln drufiu ov

u trt dl
5lJ:1lt1tU ?ntAU?frU" 

,. u dnur.i rn rrlln diq (principte of proximity) filrfrfifin:rrL ln dii'u os:-u f
?-l11tL11{ ?flr91uln
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3. uii'nttrilnrrrarq:ni (Principte of Closure) rfl unr:irLid.rfi hialr;:oi1f
dlJl:rucJu

4 e hrgtrl a ,r4 J -: ^ Y^i.i
fl1:[:Ur-r:10{nur:rn]fl llr? luqnl:15uug! 51u0lou n {u n'}:r: uugrnnlurlJ0

A y e | <i - ^ v v v v e 
' 

J e Idi :1 tJlt:1 lJ:vd11lfl9r n? tnqnl::!f,!fldn 0?u2vt1JdlJud6'luu5vdtvl11{ 5 [rn?dt
,&ntvrld dur.t d tlJU i: vulllltvdlYld?unal{ T1 tfi [nnn'l: r[lJ dn']"ttJ14u1u1u tsu0 tfl u

I t^ A a I u ,, 4 | t 4
5vdUnl:AllOlJtldv0U'l l:Un'11 n15:UI (Perception) [1 0[[:J0fl']1u?'MU[lA?fl0vlJfl-l: dtlJtiA

v ldt 6 e/ < rae f, ' q ' A y
lJ0ifl"lt:lJ!lljufl?l nn:lut 0q UnlUUfln: Ul9lO1JdUO.: (Response] OUl'r UiOt 1.t tOSlOdlltI

orrrufiirf rflur.ra1#rfinnr:ril6truurJdryuler^n:rrr uanvjrnr:6uufldrfiqduud:il:vrrr^unnfi
,: 9 it t a ya &

tnn0lnnl:9o1Jduon9od{t:1 tnlrn?fl '15[:uugtuuy{u!1u 1,o'1fl 1:ft1[uufl?9r uuut, nl5
o ,& 4 't: uu;gNlrFrlr: nlfln nuo{nounlu 0 i!n1nd11[dlJ0'] 1 "No one too old to leam" fi:o lulJ lfr:tln
- ; 9 | q u 4^ he,4

lfl uyl0yttuu n1:r: ulri0yy']u tuntSy.|0tulfl n'lvt5?n Inluuoul{n

ri'rfi rsuo::ur (drrlu n:fii fiuur:ti ,2555) n6i11'jrrfio{ornfl r:rfin1:;xg

sirrriu nlldlrua?ro{n15dod1tdrororfiodu16'tltr:r'[rioorirnarrrunnsixlurio'rnr:fui
9dt a . - .i - 

",

t o{ttnnsqnnn nit: al uo2n1fi unv{qnn::!n1:fl0d1: vldlrfrol rla3nl:fr?1!nln 1.:uo.1n

doar: r{qunsr^ udvn?r!nrnfi;{tor{doar: nr:ir{5'rrflun:vu? n1:vr.l'rifldno duorA.t
l,jng,-dr4grAqtr-

15rvt to:ll I untt 'Junt:[aofl:udlt nlt nn dl: [1'ln?unu ltov n1tnn11lJfl-l:vl [f]:1n'lll
I q 94

n?1tJnr1 lnlrdvfl'll ?dnlJo.l9lulo{
h t ae c - y.i ' - qr'J v e

nur:1 ttJdttJltn tfiR?]lJdu t nrrnv: u? di 911'tcl :oua? tgtYl.:fi n ltgl0tldofl:1J5

rfiuuurlcirurvirdu rrsiasnufinrr dulorrnrfrLfclrir.:"1 :oud'?sir'riu svfu ruio'ldfilar:
9u qtt @ s ,i, q r - yti

tnA?nU n:Udl:61O{nUOlntMfl?]tJflllln[|Av:U?d1:lFlU?fll1n']1flU [OUvl'] lUn'l::lJt11

' -:
ufl fl A1{nUlfl 9nlnOmtvlAfi :091']fl tO{ (Filter) 1Jl.tOtJ1i n{U

t ut itrfrnfi'u ;orr: r? iln (Motivest t: rrjnrfi u1u fi lfi t: rdo rnr: tf uunv l6'0u1u
A -i r ura .l y I I lt ' 4 v
drllrstFtoifltt IfltJut:oidu0tft']-ltl910'1fl'1t1,0.19111t0n n?ou1.l[1u fll n. l 50u 1. 0{ nnv

dqudrflu r. luriorsir.rl urn n. ld:-rar:dr t. uan.rvirfidr#udaurir n.fid.rovdneru'ir t.
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2.3 n?1!ln ojou'lfl ?rlo{ d{ !91 (Movement of Stimulus) filrfrfifinr:
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o.rriil:sno! z :gnr: 6o drfioqinrulu6'rrlnnn niuqoralriotordirli narruauhunv

rJ:sclnr:oi uasfrrfio{nrtruonri'rr1ona6'ulduri d.rnl rvu tulr::urfiulrJ:au,rtieirrl
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r#uanrntolnrrlhifi.ryrolooiofi.:riu nrun'lnoloororil6tluurlal'l tderrunrntrar ttnc

d0lunrsnirr?odordut fi nJfi uutrrJal'hJ

nrrrufi .ryr olosiont:l#uinl:

nrr n'{noloro,!qndr (cusromer satisfaction) 6o nrtLfdno-u6niofi nrirtol

qndrdurujo.rlrornnl:[il:'uurfiuilrJ:sfinr'nrnnr:ilr{run;nro{Audr vio flnrl:v]asflir

1o.r fiudrfi rfin orn r: i11{drtroru ro{ (Product's Perceived Performance) tilfilfiqndrriu

ntn i{ (Butter,s Expectation) tufr' n?t!fi{ olnxo.lqndrlrfirlrn drH nrj: vlovrffipr rld:-u

iln,iaafrolqio;{o:lrilfilfirrrornyil drrJ:cfiyrinrv{nr:rirlrutolfiudrrfluflr!fiorerfii'l

qndrorrnonrrlnolo qndro;rynriufi'tn:rfiudrrfururflunrrr.r:inGsioor:rfiudrludqo

fia1ulliu'ytflu1ullH6nfiudrhlfirJ:rar;n1il n1:fi1{',l n:'rfi',ljfrqnri'rnrnuill{rrl'ob{rfisr

n?r!fi {Y{o104{qq (Total Customer Satisfaction)

fl?1rJfi rJ1ul,o.1 ntrln'lnolo1uu?nr: nio n?1!flolnlu in1:91'ltJfl-l]lJfil.l1u

10{ 0utqR:11 tldruisrivrtrr (Chaplin, drsdllu Wissawa Julkaew, Z:SO) 'ld}ftilirrion':lri

lSir rflunrrlfdntol{filrilu?nr:cioaoruuFnr:fl1ll :sd nl:flifildflornnr:rdr'lrl

sr-n qioto illinr:1uco ruu?nr: riu 1 n?r! rJ1u1o.r n?1rJ'i o1otorQndt (customer

Satisfaction) rflu:rn'lnllff;n 1o{qndlfrfi ilaornnr: r i altfi uu:vfi'jr{ HnrJ:s l0triorn

qrua1ri6Hfiet6'orcf !a6o nr:fir{ruro{ilanfrsuq{ tYUnxlrtn1n i.:10{qndr (Wissawa Julkaew,

2556) http:/huwissa.blogspol.corn/

^- i;{r ?ou lna2l,oi

?1dur i'Eil: (2547) An!lrio.l nllrrnlo ;{trar nr: ilflolrinvio $fr u'lfi fr eio lru

drjnrr{acflrudrilrrrjrirune rn^ofinur:c6'unlilnrqfl il :v6'lnr: ilf uovn?1!n4nnoln11o'r

rinyiolrfrtrrlnurilS ullfiuu:yil'jrnn?1uft1ofi i{udr nr: ilf,t o lrinvio lrfitlrri':'lvrufifisio
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