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n?1udyq'lnrit.t"l riiunr:rir nr:r.r'u:srjr'ril:slmfi'lnuuor :slmn{ri'rmt'alan

anoo:yuyllarndr es il fir"iruilr !ilrnr:rj{fu1unlril'srilro.:9in:lrasr{-erl]l

druflfinniorq{mr.:nr:n^ulrr.iodrrerilrraruo ru'oh{l3nr:firilurinuriand'r nrlldrirtirufi'ir

"r3 nr: 4n: :6'urJ:yyirlo"

rourirunr:l#il?nr:

r1.lrfi rrnanr'lylu drr,rrold'u3nrrqnrirfi urlduinr:rirrurnr:'ld luuinr:
' 

j c, jqyo | ,
nlndl s'r un{1u1o.:n 1n1:\4nnu! u111 tfiurfl11rnenfl110'ttuln'l:n?un21!Qnno.t

d A , 4 cq9 | t i .tra - y-i- -t?F[:2 n{od:1{n?1lJT{ i}I0 [0 [t4unnnn1nuln1:yDJl tyu:fl'l:RUt 1n1: 9l1lJl.tu'lyl:u a10u
a - , -!

10.19lUrOn S{ tn1:St1t"1 Fl{U

l. !: nT:!lu :y lytf, (Domesric Transactions) rfi linn':-tlCrtr: ont5i'ont:

drunr:lSubir6nr.l:v?vrr^nrvrqrqn nnnr5ylrurondl: nqduUuu:nr: aflnlrynonrdudru
I lry J - a | 4 | 6. a & y[ !:1U [OqOnlUUSlJ lJtfi1:tla10U1{u1l: sdTt nlv{lluft?u Ut n ]:nnn1:ft]ufl'l: t{un:1?{n:

1o.i t urnrt nafl :'lnu nr^o n : fi t'136o drnle

t.t 13 nr: ritgilSu drn (Deposit Account Services) n olau o,:nrtlrlolnt:

fiunnsirl tl3ur:nrrriu'lEisrrloiornr:rillSnr:riur.hnnoru:ilr[!tl a{gr-?riunt:oo nrio.:n-?

nirnr:rirq:fin r tnl:nanrvl u n?ru 
runi 

r{nrrriufiqorlflr rn'oq:fi0fi'lifierdrrin

t1 rityfiriuilrnooln:-nti(Savings oeposit Account)

z) ritgifi udrnoolvrintidrn:-1fi fr Unn ofi td! (Special Saving - Deposit)

t; ritydm'u drnrJ:y dr (Fixed Account)

+) rityBliurhnn:ytld:tu?iu (Cunent Deposit)

s) ritgin^udrnriuq:1rir{il5srytfl (Business Deposit - FCD)

1.2 !;nrrdrurlitl (collection Services) rrj60u anrnildl#rfluriu an

odrl:rnri'l tirulonrrrudyolnh{udg:filriunrfirr-l-urir?urirrracriril?nr:ornanri'rFhu
.id,

lJ1a:$r nr:ritluuIrufr fi rJ:y?vrinrnf 1n

t.: lSnr:drudolvrrs6rdnyr:ofind (Services via Electronic Channels) onriusrou

'lilr?or':ar sirouSnr:r.iruriormr.i616nil:o1l'nd cysranauru rniudr firJ:y?ninrfl n:fi0
, -& - d e<

nno{er'r1u :u:ru.rru:?firslytu h rn'o t: fi o'136 o iir n-sr
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t.a 13nr:drutrrilu (payment Services) drurun?tudcnrnlunr:dr:ytiu

1#{ri'r n'rurliirusir:cahu16nflioFl?am^uan rrrlo'jrnr:rir:cGurfiqduoir dru:rurrunr:
.avt,rtr6t6hr6rqdrtrl
11rs[.ru tu?lefln]nyu iulogfltuln1: tn n lu t1uiul{1onn0 t

Z. 1 : n : : t: v tl i't.t t g lT f, (lnternational Transaction) gh UrJ : c au nr: oio r n
e; f,a- J r
ryrYU?SltU [n:0 1tJm!n1lnu1fl1r111 tdn t|ay!:n1:m1{n'rr['tu]1udilun:1J?{n: t lfll:
nin:'lmu osdrobfnr:rirru'ug:fionilrirs:.lrsryrf,rro{q adorsr-r lsiirrJ:rlumfqlqn

a a ht4 o s
rv{0ttn0 t 51n il ngl

Z.t : trrunr:drI r n:: rt:yil'j1{il5ylytf, (Transaction types) rl:rvr:trrhlo

6rnrrldrdoulunr:rirq:n::l:vn'ir.rr.J:crflqrfluodr,:6 louronrv{rJsrno!nr::reri! sME

fiGlfiosrirr{rn3ori.:oon d.rrlornoqr.la::ooir.r1 !rnrLru nu1n1:flfin:tmofirinr:uas

ndsrniorqirirusirlrJ:vnrnoir.:1 fi:or:-14n1 oiusrouorornr:rjrrrirdloon rdob?quarrLr:n

ar.:10 lnailrioorio.:I:n::!5s'ir.:rJ:vrvrnl#r{lumrhfi tou:r

z.z ?u rfionr: rir: vm'jrl :srta (Trade Finance) n: u rni o{Fo.tfiu rio

rdonr: rirrdruac cir oonsi'orfinfin:'lnu r "uanr nrio.rb?uriq:firriruirrrnc.iroonuosn

d'ruollrjlriulunr:1#l3nr:nr:dr:sfl -ir.: :yryrf,uul'lg:ooarqn turnr:n?n:lnunior

hi?urdoruiqnrdrunrrruonslosuay:rnFr 1#qnrrirnr:rir'leiodr.rriuh rnioq:fio"l3finiirri'n

z.f t.linr:rdont:dr:yv-ir,rrJ:crmfl (lnternational Trade Transactions)

alrlnrrr riulo 1u nr: rjruirrra s d r o on fiu riln'r 1u dru n r: rir: vr.l-u r.r3 oilrir: v riunlu{dr

sir{ :sr q errhl#lurnr:n?n:'lyro;ilr.r^eryorQua4nr:n::lnr:rir: sndxJ:sryrR rnionr:

rjrrrirri.rooni#ruinrud':url:yarnr:niorn{rdorrrq:yil!rrnlula6firiuen'u rracrniorjru

fiinlururnr:rirlnn rurnrtnanrlvrooysirulfinr:n'rrfiur:fionr:rir:yfi'ir,rrJ:yrvrqrfJu'1il
I .i qt utr. ,utt | "1 

q zl A ur< c s0u'lltlu:u tHnol t9tyl1fll:n1 lnouti u tntn0qSnn t:lailnFl
t'

z.+ Hdqn;iu"liu3y r:nrt r?u{ rlnr:Gu (Forex and Derivarives) nn^qrniorq{

i^;--4l on'r:u:fi1:nr1lrfru.lyr1{nrtnrJ on:1nonluu uasoq:lrnnr dauriun:rn'rlan irn:ryri
rio ryn nerru rn6ou 

uh 
rnrru: rnrnorou rfisio u r fi sironr:rdoulur:vrudlrn:gruar,lo.r

rurnr: ,,nyddurrrtgrflulrJ:ve rnr:al4nnll6nr#u nnriruusdr nlaltiruro nr:rio?u1o

nqnrrrrda{rr.:nr:!iuotir.rirJ:cfivrGnrn ldirrJ:sloni4rqn uioq:fioliiniirrin
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:. fi u rd o rr.r' o r o a r d rL 6 r : r rj r riu a uiu a r"r u q : 6 0 s ve,i i u,6 l fi n'q fi u r d o, r a c

13nr:mrror:riuniolhinr:auilarlun^reurhoordnrrlf,lu4nfio' air.uniodrurdollus{

rilfioeiooonl:fi0 l#rirrjinurvrrlnr:n^u uSolfinifirsufilrnn-ir b{ svm fiurild uosrsr^rln

odrrd.ru'u
AA

3.1 dursoTsno

3.2 sME weuinar a'lluroou'lad

+. rJ:rnluq:fi rriun.:n?n:lnu (Banc assurance) uinr:il:vniufiinuasvriud?u
a e A , 6 q rr- f, - j

rsriurnrr!rtio!rfrourjrrrrnr:syrxq:frobinirlnufrqrufn rfioq:fro16uxriroio'1il'hiavqo
aa&q

llt:13R'ttlllUtVnU nO:1n!1Un?1!fl]nfUXO{n11!! n{ tUt:RS

+.t rJ:cfiudin (rire) raSunrrrfun.:nr.:t:fi n ru'oq:6onr:rirfi :rlSunior
rsr^rlsr r:rdrlrilolunr:airlya-n{:cri'uuacrflrlnlrlriunl riioqirtrri'r.rn:o:ondrfiurdo

ru1n1:nanr 
vlru 

rrasdfl r{nxrrltulu1o1unr: rirl:fi rb?rer'uInodri16rJfi

+.2 rJ:yfiuiurqn-rr (Non - Life) yiruuiut:tr:fi0 1#r:u3xr:nrrlrfiu.: ,fir,fir,

nxr! dr! r r ovr 1.:I : fi o1ufi o qar

a .l< vrt lnouavflqgolRu?nunll nol u

, n?r firlunolnrrrufiorfiu

arru rir:n (zsst) neirljr orrlfi fl rfi urfl unr:uaq{oonlqunr:4ou3or{ou

rflurriililif,un6n?rrirfioxSosirfiulro.:rlnna nrtu6nrr1u'hirmn^ouyisunFn:.:fihio'rrflu

do.:uanrnrruf or:lnfnSonr:rrcnlnqnn::l frlynouauo.:riod.rlsrd,:ydr rilurir4n

niorrrqHafi:lnnaindurr unciirhifinurfiudrofioroni6uurirqon-,rnrirr'ld o-rri, ,1ooo

fifinisun6 nrrurfionSorirfiu:Jodr{lnoeir.ifiu'l rrritir'hiuao.rnll6rrrfiuoonlr fioylrii
6r r !' 4,

1nn olnr:-rrra u'jr1nn nriuf, lieunn'nlrLrfi oriS orirfi u!rsiuln

:snrourv: 1n:qnf lzsso; nrirljrnrrru6nrfi urilu enrnnrrrff;nfi rlona1o

rlnnnrd.rfirioirlorfioiua.: lurrnrlsr nnrnuir drororilur.inuornnruf nr::-rf r.l:varnr:ni
i J uy- r tff1nnaululd':-rlr looqnnariuoroisudoroon rrrrlomxnu'r 'hi'jrovrilunr:4er ii'nutuv

virvrrr n?o 1iluan.:oonlrroa6'ld

a: rJnrrl6orfi uto':qndrto,rrurnr: n?n:'lnu artrouufiurunrl'uvr{ r-.r n in
rdo.:1uri rflunr:udoloonmr{'nnr ahu cyir r.i nr:rfiuu firrrin:11nnolriudn{oon!l

1ud'rrorslotoryr,rfi.r uiooro'liluan'roonlr6r{lu'ldlnanr:uan.:oonororfinornnrrilfl
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u orr;ilfi3 onrrilfrrar ornrlnno 6u ld
rl:smnrolnll6nrriu

riq6ur nh:il:il-uf (zss t) 'kiil"ruunnarlfiorffuriJu z :cnr: d'ruri'u 6o

t. nlu6nrfiu16rrrnqn - rfirnlqo (Extreme opinion) rflunllfinrfiufirfin

rrnnr:6uuf uas :sclnr:nl dsar!r:oyl:rufisilr{'ld fiqilr{urnqn'lduri fl?1!in$u

nalfin fignrrarqn }i'uri nrrrrirriuo nerr,6n,ff ud;u,r:lnJdtruurJa'r'ldurn

2. n?r!6ott1ililnnlrLfnllulrlo (cognitive conrents) nr:fi nrrl6nr#usio
A o A A 4 t e o ia , A J , e e q q i<
d.l tf]d.tl{u{lJuognunll ;n1'}lr11l tnTU9lod.tuu lsu n?luln?]tJ[11t0 lult'l.tylo T0u

uolir rfi udru nrrrufnrurdrloluvrxfi hi6 kiuri hivol hiuoliu'hiuiudru

rlo6'gSfi 6n?r'rasi onrru6orsu

ii'n:6srr r-r:snr tzssot ldaqrJrlo,o"uniugrufifi6vrinaeionerrLfior#uuo':qnna

d wir l #r1 n n n u ri a y n u u d q { n 1 r 6 n ul u fi nr n' o u riu r.ri o un n ri r { n'u'l i n-{ d

r. illo-urirurln na'lduri

t.t rlor-omrrniuqn::ruav jtnru 6o rnf, ol-u':v nrrrn:uniuarq: oitol

or-aevairrl rlorRrnlo{drJo':

1.2 :vn-rnr:dnur nr:finu r fi 6minasionr: ueoloonfilnrrr fiorfiu uas
a ocy .ia ctq A , J .i< et o

nl5fln!1Yr1 4UflnAn!n?1!g [U[:O.i9r1.t"l l.|lnlJUuAvnU !nX1!g tJlnUn0sun?llJnetru
oiI r:onnlsdl oul{rJr?rEr.ra

j , - ^ , i , A uy
1.3 fi?1rJt5O n',ruu uayr09rnnlJ0{q nnaqo [r o'rn 1{dl s.r0100s tn01fln1:

ard,-
[t 0u 5 nlnn d!uflnd tud'tflll :001nn]tolJtlt 31'lflol-t10.:n50unt 2

r.+ rl:velnr:oi rilu?'rfi riob?rfi nnr:6truf rirbifi nrrrL$ nT rlnTrloluurirfi
,Aad

rlavfi2lu:uHaso notlurytnsdtflanoo?ltJnnt u
q - Y j I vy I

2_ 11fl 0uo1ud.lttlqn01J tottfl
.l ue/ 'o u4 a r d . , i.- -2.1 d0rj1a9u tfilrn 1 q tm:vrflu llu{dov{ fl.4n.4 d.r9r]{dl rfiolulJo1lt a

a d dt t^9v I I
ou'r'uJ1flnonll nnlfi 1o{lnnnI un]: t9:urJl?el]: 10uan]{.,l Io{llnavunna

z.z nrj lua;f.rnrfi rfi u'rrio.r i 6nG vrasi onarlfinrff uto{qnna r :rsnriol nnn
q dt ? | a . c t

0u tun0! to14:odiftlj [n nn0tuolJ:l]lrds1J0u0tFrltJnatnolcltllo{nq fi:od.tflu s't111 [?'l" i- d ,",
qnnduu!n'l1u11{u llj911!nq fi 50d{n!mog
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z.: do rfi o o3 r 1 u r3 o': ri r.r 1 rl3 o ?r oi r.r 1 fi :l n n a uoi a v n u'l d"-,r,i.r d,n r'r,
t d a i ' \y- | a 4l Otyt0 n: {m nayunn a tnS tlnnnlnnu flng! an0nl5tlds{n1]lJnolfiullllnnn]{nu

nrrionerl6orf;u

nr.:rfi rg 4nfi n (zsso) riouronar: :gnounr:G0unr:dourolnuydsnrLnrasr{

rr u r i yl u l a'0 rn u a : fl afl f 6 o { n r : rfi r : a u :'l rL do ry n l o ti n r : isri r l r n : i'n r n n n G rs o nigu n G

< a a i- qt ,
?r:on-JruRnrlrulruuu rrosrrrrui nrofi + ii 6o

t. iiForruuarna r-nnirnrrlrir.lnrrfnri (s-o s"a": Sunantic Differential Scale)

riluiiforisunsr'uionrrufinr#u lnuorf,unararl6fiinrrunuron:rn-u{rr rdu 6 - rar
- l- 4 elUU-ltnUnt UAU

z. i6rni{vrarnn (Like Scale) r{lui6airsilret:t?-nriflunorr;ontrl6srulu
i--;d,aa
r11ru!flurJln dn r :tynJu'ttdglnuta:t?1nfi,itu rJ:c a-qrear {nourror dnouutjljaolorn

arrrt:ouder.:niflun6luvrr'rfirornlohiyou Inudnri'usiunrrrLrouuio'lrivorL d.:orofiriroro:r

l#rfion s rio q uayhinsuuu s 4321 r3o +l +10 -l -2 srrrLtirri'l

:. iGriluluerno (Guttrnann Scale) riluiiairwrsr:ra-rrmigunfi u5onlrufi nr#u

lunu16urnlu uoycrrr:oo'so'uoiurinu no'ql - oir uurnJiurrfiuilniuuacniu'ldotir.:oriqn

n3o g.rqer uayudqr6{nr:fl sdrtro{{on?1r,nn[#u

+. iirvro{alsrurfl d (Thurstone Scare) riJui6nr: airn tet: tiooonril t Ji ulett

udrrrliorrfroucirrrrrilnrrlfin vSon-qune1'lil1unr{16urriu rrnsrdu.ourfiu scate fifirir.:

rir.: n1u

nquarng?Run2t notfi

rin:finr l-r::nr (2550) flrir?-ir ntrfirlnnairinun6otirs'l:riurfiorrnnrl doqndo,r

ro.ro'rei :ynorxo.rm-f,unfiilsieilunrrr6o nerlr{r1o nerlfdn nqn^n::luaaolrirJryno!1n

rfionrrl'hiaonndo.rriuoyrirbio.:rirl:ynoudunJ6uu'lildruunsriaun6fioynl6uu'Iil nrru

aonndo.rrfindu 1ua-nurucfinrl!6nnirLnluff,nrn'nn-nrrd,:niu oun'l:vniurlnno'hierlr:n

ovnurio'hJ'ld rlnnnfinsonnr:n-oudrlsrunr:n{miflunfiro{nu'[i]qulililfrioryn1n1 fiorrir

l#rfi qnr:u-ouri.rdr,,ur,,on,,o, uasrfi oniurnnrvriorynfi aoondo.:ri'rnlrufdnnrrlfr o

10.19rl.t
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?A
ROqn5fl1:nArOU:Rlt

drurl:v arnr:narouinr:

6:fi fi urfsru or oqnul (255?) 1u{loql"urinimnr: rselrunr:oarnuSnr:noruviru

'lffior:tri "rirurl:vdunl:on10* di;nn*r1rfio +p's fi.:kiiunr:nislurduilrlu,ir.:ilaT ::u

1960 'j1rflu{uro.rfiriourTr.runrrfiu'lrJ ,,or'lri,nr'rrorfiovldnirnr:13n1: d{io-ns vrqflrs
j , a , s J u r t 4 q a 6a
Yf ttflnn'l{01n du61 tot Yl'l t Payne, (01{0{ lu n:no u?tftu oqnUl, 2557 The Essence of

Service Markeling, 1993, p.l.) ldre uouur6nltririo.r "rirurJ:valnr: narnri nt:" (Service

t.
Markering vix) fiuurlourqltrs d':u :cctlnr:ncrn13nr:rirntirll:cnorriruairu :cc!

, - a ht | !' tr A
ntSnolnfl{rn! io 4Ps ( lfirrfl Product, Price , Place ua3 Promotion) t11J11{o{fnl:gno l}IlJ

6n r eiru do People, Process [[oy Physical Eviaence ]nolufifiovlonril?6.:tq ls : rirunti'l
|-:

tFrud fllJ o'lu

L Uflna (People) r1nnn1ufi dovnr,lud{lnnnTn1 nufi fi riruirrLlun:s!?ufll:

hfu 3 n r : d.r : r u 6'r n uhl r u rr o r fi n n 1 : q n rYr fi r r l dui n r :,,a r u n rir : r u o' u fi r r l dr3 n r : rle u

orfla-nu snv{rvnouLE nr:fiFun'jr "lrseparability" lIu-nlrutolfi nnr:tiJuo':rirJ::nolJfitirritg
3q qt a q { . A J I eyt{ [un t: Honut n1:unvfllt tl{ tnl: lu!nl us{dnlu n]:otfl1:ulj.:1uYl1{ q: nn n1n?1!

luuridu nu.-nlruo-lrflu rlo o-udrri'rgfiriruairrn':rr unnsi-ts (Differentiarion) 1#n-rq:fit

Iornr:a#rrryorirrfr-ll#ri'rrufisrninr.lid{rir1#rfinnlru'kilrlSorrrrnt:urirn-u uonrrn

nfnnulosfionr:rr-rntirrud'r oiaqndrror:ur6.rqnri'r:ro6ufirur1du3nr: fitsi6vrivrosio
-yq 2l ^ e! ^ tt

n1r:lJ! tt-r [: o{ f]0rR 11rfl1: u r R1:1os 4crou5 n1t ft'1u

2. n:su?t-rfl15 (Process) tt tu6{ ,iuruu nr ru'runr:lunr:b{13 nr: :vriul
:rruvr1i6nr:rixru dr16orrio'rriunr:dgl{rrosnr:d.trauorinr:1#riuqndr rdu nr:n'n?u1t
c ,l s i.i o e ?
tl.tt:o.1u tulJlt T[nu?nuannl dvlnalf r:1o{o{nnl5

3. a-ngru rnnruRlrl (Physical Evidence) l4rtrudn a{u?ndolfi ritlrdolriu
ji atav e tv ?t js r, h9' A "nt: tl,t :n]: dolullllQflnltlavnnnl:uljaduvlutn tlds o'!fll.l: sflou 0ua03 tnn1i1 ry{ 1

nrirfi qirudrurun'n!dvn?nilt odo dr:u;nr:rlu"l
e

o2l fi lu,uo.qndqnfi
2 ? . J a- A .

!a91rU 145vi1}] (2555) rlt,ru{1U ts U3 U]?Yro!nn:flllJ1]O1LltJ',l fi: O?nn',l:110{flnt
a < i" - ia' ,.r { q vr rs I q 4 d o rr-Y
ra0n r oYrolllJlr0lnlovlr u0qtu 0luu tuu.ll9Mgunluvll{ lunu lflelmo infl: fl'lfiu9l t']

r{Juuumrrlunr:airrnrrru'ldnJiuuyl'l{nr: ud.:{ufinr u'on'jr{udrtiuInuorri'tlnnqvrf,
j-9tt

rvtofl 1:u::0n1:nn||otr]Jlfi tJ1u10.lo{nnt
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d! u n u'li n1 : (2544) n 6i r l'j 1 n a q il f, 14 ! r u d { u r.t u.n u : s u c u'l t t o'r t3 uin fi q n

.Ji-nr uerru rlronr: ::qnrrnruavtfltruratolrl3uivrnaqmdrvd'o{1d{old"il3uuylr.lfl1:
I e cy j y o e I v q99 .i

r[1t1u tri !1nn q9rlns on1! oldul]J: t uYl'l{ n 1: [nJ'l1u tfil.lou En

rdilrv aruli (254n) tlnrllJn1,ru'jr nnqvrf, 6oiGfi rirl#u::qr-nqrJ:velririea;6
A o " an 'rn vj i- / '; i-o v eAa" - C 4
Tqn9io{ n1:nlfiunnaq t llj tnlt n?ndq f l[9]l:1111lfluvlfl ry{rJn'l9lul no

t. idunicrl (ui.ion) inmlxlru'jr nr:!onournnl#Qndol'jrrinovl:du

z. nr:fi 0 (mission) r{lurirdturernrrunilruro.rril'j'lidun"eni}{'i'nroudu d.ruaol

1#rfiu6.rfisvrrluasnxlurdofi:vq'iridtrvisriosrirorrinr:trl{nlrudr6onrrLrilrnlru

3. lihuil1u Goal) [tas1-nqiltsd.tri (objectirre) rihrlrudtlr-nqrJ:valr{ovuelnoirlnlu

1u:ruov160n r{lrrrrunv:vqdrleutrru d ruvrr{to.ro.:dnr:firiJurilu: ?! ri?u?'nqil:tdrti

orrilulnmlrurJarurrltoqnr:riufiurrulil:sn;uuil?u.:ru iR?r dotnuttastoutctltvoln'ir

+. nnqnd lrt ut"gy)'lslrrri nr:drvusrnoqnduarnr:rirbJld

5. ununr:rirrfi u{ru (operating plan) nr:f,nrirunur'irrfiulru6rnaorf;olrio

filrirll finrirrlrcirleiudruri'u rriol#o'rrinr:arlr:oo'rrfiu'rru'kltirtSonrurflrulru

irfl n?M4rnutornaqnf alrJldir naqndrlroo'l,,urnrlni otn*o.rfi o1unr:

rirrfiusrunuuuruHufio'rrinr:'lriiirfiue So?r.rrru'rvrx'l{ rir}{rfinnlt"lsinF:ulvrr'lnr:

udslr"u o{r{nr:il:velnrrrzir3oua;l::qrilrvrrtr

nrrliir6'qto.rnaqnf

nrniruri u:v.ru (2555) lunr:il:nr:osr{nr:luif oluiu rilufin:suuh6'jrnr:o"rrfiu

q:fiofinr:rrrirriuriourir.rq.: uuefinuSoiinr:lunr:l3rr:trul16t1 'lilarlr:orirnroltinr:

1rJ{narltir6old'ruu'ou1uo6sr 6sinlrdrr{luotirsii.ri,i{u3ur:osdosorfl'sdurfirlunr:
aiarrra.

rJ:rlrrvlrfiuonrrqutl r.r:oordunru'jo.:hlunr:rJfln-rl#riusionrrnr:oiudst:ufirfindu

lucnrnurndorfiul6uuurJaro{naoo[?ar nr:ir"'onr:noqvrdf':rfluuuavrr.:fitssrtlb?

rinr3ur:rirnuofiflmr':to.rorrinr: itn:rv#cnrntnndotn'lnruuonttnvnraluto'to'!iinr:

drudrruornoqn#firnr,rvd!d'rrondnr: tniofiovrirnnqvrf,rurirfilrJ:J:vqndrJfrlSunvnrrLql

rJ: vriunanr:rirrfiurruto'tsrrinr:1d naqnf,nr:uit r: fivr:lrJ: v Rmi nrndovdo l6nforL

ar rg:olorrr.rnlrfi roto.rnt5u3 r:rilaolodrl 6o nr:frfivriHo (effectiveness) fiallt:o

riruunr{lrnurufi6 uacdr!1:nu::qHatirr$o1urflrnr',utfwl 'ld uavnr:irJ:v?rninrvr

(effi ciency) darrLr:orirdr6olurilrrurt #u lnuitiurlurirldiirufi rl'rfi qodru
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oav^?a?e4
vrfler:T{0{ ?s}ludvll rlas q rq53t1lvt1 (2542) nol?11 fi'lludlniul0{nnqvls

nr:1#r3 nr: rf.lu nr: drn unidun"cri m-snr r n r: fi t uavinq il: vcr rit olorrin: q:frootirl

rilu:rr.ll rfi ohiorrinr:fi fi f,nt.:uovtfl rnrrufi r-orou nr:flonr:ttavnr:oin?ulovrxdru
la9 .i ltY F a ^naq t!n0vtllufl?llJvlt'l1u1lJ lun15 tFtulsin2l totll:uum1inl:u1'tl,1.lxo{0lnn1:qtn0

nrrl'kirriSuurrinl: udwluddl!r:otfioduornnr:rirrauo fiurirunvri nr: fifiqnrn ttr
. a r ^ 

j- i
n1:u1[duoduftl[[avu:n1: !q n ltfi!lv dllnu:1n1T qfi

..i v t
qualoer?n naq finltnalo :n1:

rirura ofirJilryrqa (2557) n.ir?6{ naqildfl t:u3nr:'jr nnqvrdnr:uinr:qndr 6o

nr: duo.:n 2rrielornls l o.iqnri'ruas !rnsgruto!nr:h{u3 nr: o-n'irr{luri o{fido.:et:surin

6lnrrrutirri'tg nrtrudrtBotornr:duolnrtrLdolnr:tolqnrirduoqiri'tuinr:firauob{flu

onriruavnrrr.rdrutH n^oto.ruu-nr rufi o varlr:nrirunr 6o gndrloilrnrlourfi trslo niu

nr:lrfriruuvrjrrdorirulunr:sr-n?u1r:rllrJn'.rxrais'tutonflr:u3nr:fidolauo.r

uloura Fr-.leiolilfi

r. nr:u?rn's{r3lnn nrinnuslolinerrurrlrlodlolldolnr:tol6nril d.:ovr{lu

uuevrtlunr:1#rL3nr:fi gnloqntirnSon{rr{lrnuru

z. nr:tdrdrurn:1ru1unr:1#rlinr: duoqlri'lnr:rirnuernorqilunr:u3nr:

nrrurdrr{rqlunr:ot?odo!fl r:1#u;nr:'irlslrfl utJnrrLfi sio.rnr:xio'hi

r. nr:rl:vutunornrntornr:1#l3nr:qndr qndrni o{u?InnovrJ:vrfi uqornru

ro{n1:!3 nrrlnunlB surfi uu6'il!3 nr:fi'ldilriulror:grululoii{l3ln nsi'rlrli'jrrirn'ir

rSoq.rn'jrtsorfiurLrvitnirrurn:nrutolqnrhfinrntr-l'[inrnel'rn'jrfiotovis qnrirfinv

MI':110 [i]

ru?::01 r[d{q?:t rtatnruv (2547) o;u1u'ilnaqilfn1:aalndlt ilq: fio13 nr:

(Marketing Mix ?P's) fifiHasionr:or-ofiu1o16on1o.r{l3lnn rl:vnousftflrlo'1"'trqirufifiqniol'li

(proouct)rJol-gdr:1nt(Price)il11-udrunr:o-nritrrjru(place){loo-udrunr:ti':tai1nr:narn

(promotion) {loo-urfiun:crrunr:l#u$nr: (nocess) floiludruloarn:{1#13nl: (People) rJoo-u

drunr: airlttnvnt:rittduoa-ngotsll'l'1fl1ut1111 (Physical and Presentation) In0firuil:vnou

4nci'rfinrrlriuavnufniu uosrvirrfitllri'uduoqi6'u{'u3mr:ov'lr':naqmd lntrrriurirrrinii

ilo ir'trlolrnn'irrfi ob?aur:nnolau olnrudolnr: tolsrorn til rv l-ttl
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r. rh1"udruflfinnirg"r{ (product) rrLru6'r ?'rln?srd.rfiqnrirrLrrauo{orarn

rfr"onouauosnrudornr: to'rqndruosdSl{rl0lrit (value) lravduonnlldosnr:torgntir

hlrfinnarrLu'lnohrindu InuilfinnhqifirauorLruuriqnrYrdori:J:vlumiuri'n (core Benefit)

do.rrilunfinnlarqiiiQnrfintoil?-.t (Expected lroduct) nSorfiunrrruntour-l (Augnented Product)

:r!6snr: drre uon6srnlorqififi#non1T (Potential Produc0 tnjonrrlarlr:nlunt:ttdltYulu

ournor Ha^sui'ru,lidrirrauouooroier-rerufi3o'lilier-?srufi1d'nfrsrd'arqi6.rrJ:vnorrlau?urfi

fi:oljtnlt n'111Jnn doluvl o{fln5 fi:ouflna

z. rJoo-urhu:rnr (price) !ru6c sluuutol?urirfi andrdo.rnr:?urirdo.riiru

fiifiudrrlSolinr:rlu1 nr:druur,:rnr?urirrfiorrnnr:nsrt{hnrurumrrnr:tfi'jrqlolnr:rir'l:

slo.:nr:torotirun:onnaro dornr:rio{nilq'uniln-ut3orilrt,tlru6u1 nr:e,'l:rnrdollsifu

nr:uolfrornnarotih lruuar{nlu{rtdlt-u'ld:el6'rrenrnrru urutttlunr:ldnrrl6sr
Av

rlavfl 1rnofl rlqn::ury':lvero.:0 ro 3oru:rnriurirfi riJuoirriu

r. rJr fudrunr:,0"'eriirrr.iro (place) urrtl6r n:vylunr:rirrrufilvrirl#?urilr

nSorl3nr:'lrJ(orarn rn'o1#fu3lnnldl3lnn?urirriolSnr:srrrLfi doqnr: lnorlorfi or:on
4 J i3 ,lq.l 'q l2Ava tqt
ononnn:nrrl1 !rovynrn n': u,robioqilufiufifirrir6.rgnrir"ld ulro6.r ln:.refi.:lo.:dor rr

fi.rrJ:snoudroc0ruiuunvfion:: rLfil#rnjorn6oudruHond'arqiuavui n1: n 1no.:rin1:1ilu-':

narnr3o{rilnn h?rilufinolouasrl:rnlulotorgnrYr {loqriuunnlulodrl3tgdu nr:ril
- a, d " . '- sr ^ . u e

dunr[[ns :n1:fl ilulu d'll.r5u1r {4 anlrn3fl 1fi tuQfl n'l

+. rloo'udruri'rrailnr:nara (Promotion) lrrudr fion::leiilarlulrin:vl.lrunr:

dua''rr.'unrrrurnh?ur.i1o-irsrarnun:{u3Innrdrlouarl#qorrirlu?1fi{trurauo lntli
,i a i" q a A

tn:o.1uoyld]flfl 4 tun n0

4. I nrtxrulnul#Tlrinlrutru (Personal selling) rflunr:d{[d3rtn1:na1nfi 6
; ,a ' qe'
rqe [[nun1 tYnloq.rqo

+.2 nr:lfls r (Advertising) rflunr:doar:Iiluon :vtnmrirll bilrirdl

{r3 Tnnn{ru1vqj rnlrcfiu 3udrfi do.:rn1:narqn{r i
+.1 nr:dqreirorrtlu (Sale Promotion) r{lu nr:l#dolguurrJ: v rnvrrirsl

1 ri'uir 6.r fi 13 I n n }ft fi s n r r rl do.: n r : lu sr-r ?u rir

4.4 nr:rHurrn junvrj:crrd!il-uf (Publicity and Public Relation) rfJufion::ru

fin?uiorqil:rclrinr:h?u3nr:urid.rnr rutotd3lnrvnorf r.riovntru riolrrunrrlfdntos
t al
HtIt tRnnon?t{nnn ql
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qstt6tera<Jq
5. UnnUnlUntV ?Unlt tfiU:n'lt (Process) lJ!1UO.11Ufl0U t nlttfl011lUlt

/ qr- A t t, d dr .i
runnR clr[lavfl1: tfi :n]r cxt0s910{Qno0.l t1nttl llju11110 t0uas :v11u tn tun']1!ldn10n
e Ar. A ar i - ' aa a q tro e 1!qt,
Ut tnn cr{t unt:01flunttu? n'l: u"Nou'lillloonaf'tflann cvt}.t:01Jtnt: tfinudnnl [?{o lL

:
[nnn?']1lllflnfi1n

qet, 9!r 9, a a !r.ia. A y
6. niUOlUqnAlnttl lll :nlt (People) 14!'l0on 4m d?lllnU?10.lnUfl09lRolcvl

{ A A '- tt A" r iq y oyr{fiun crn uluo{1t{Qnnl lflalnrmot}Ju'Ifl rtnslnnoYr I u:n1t a.:n]:11u qna]n:
e/tr e A c 4 tt e a ct 4 aA e :i oct I
tt lfi!:n'l:01[1Ju0r9t0{nnlnon l n1:flflou:tJ unv!fl.:1.: ln r1l0vt1 l}1nMtofl:1'lfr']]Ll

n'lu olouns rfion?'ru unnei'r{ $1nd lt{{riil

z. flor-osirunr:aixttavnr:rirtcuodngotvntrnrunlyr (Physical Evidence and

presenration) ulodr nr:rranlb{rffu6.:qunrnnr:13nr:Ierur.irunr:1#vii'ngrufilosr#u1d

rdu nr:airlanr uxo do !t ondoru fior rin: n 1t oo flullUe nltqi.r nr:rrriltiruui ounu n

4 ) '- | t A a :l qr,, jq yq - j a q ,
1lo':11U14 :?!fl{EUnt rn:o{1lo a n5oI lxn1{cl 1l lY tunl5utn]t cl]u15on.:en InQnnl

rriol#qnrirrLosrf unrna-nunlnioqilrirrlo{il3n'r:firi.:rouuavfirru'on'irq'urirtiu'ld

o rir l "i'n ro u

-- j j
{11l10Untnu?1,0{

n!a dor : (2558) f;nu1Go.inaqvrf,nr:orarnrinrtturnr:nrfiyf"lytu luRlttn3u!

n11ililgo!rrhdil:rx'rn rf,5unfi0orrduu nanr:io-olru'ir flnd'odfi6ililraeionafrlqnd

elrunr:narnro.r!u1n15 1fi sd1nu lunr:rsrSurnaruniolrrirqirJ:vlrnurfl 5!nfi nor[d0u

r.l:ynordru rhf,oeirurJ:ca!nr:nalnuinrs n15na1nnrulu nr:,r"'nnr:qnrirdlniuf

u?-nn:r!nrr!3nrr leuo'reiilrcnorLfidrrirgfiqn fiouinn::unr:rinr:druninnisrqi

:o{a{!160ii'ruil:sdunlrqarnuinr: r unr:doar5n1:erdrerenurirriu d.r ov ri'r l.rasio

na#lqndrfiunr:onroxo.rrurnl:il1ifisdIyru lurilururnr:fiqnrir16onldrilududuu:n
j

lnvr{n
v /a avl a A 4 e - j j

rulugr dltt tllu (2557) flflU][tO{flOqmnn]: €lu'lnltna1n!:n1t[?{olYolJ [u{n]5

vio.:rfiar'lmu-rlrrariu rfioc?r.riern?r flr!"rsovninr:[[d{riulunr:riJqrainr:rirortfiuu

flanr:e0-0flu'jr dnrflfl-?'lil1o{I:fiou'rrfiurrirulnqjriluq:fiorirrfiuril:vrnrdlu-nyio{tfiu'l

rir.rsr6rdrrrrfiurluil:crylq'lylu (tnbound tour) inntt{l6o nr:airlnlljT lfioriusirul:vrvrg

arovr-rs nr:ui nr: n'on1r nr:finlrL juL l'oriulur8qu lu!ruloufglrariludrJ: v arun rrl
iul^o:vu'irlriu ornnlr:rnt rv# swor fl u'iroild: :nlunr:rdo!ler{nt:vio':rde,a'lmu-
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!la[6u 6on2rrrn-errd{ rsor: ru'o'rlourqurslu 6uuoufirflu: oorio: vrirrd:vnrfl nrrl
n'rnololudrunr:qarnuSnr:rolu-nvio.rriioadlduinr:rirrfiurlurJ:srvra'lvru Intrld

tirurJ:velmr.:nr:narnl3nr: nrLdrurJ:veunr:nnrnl3 nr: d iirrf,ty ti'uri irnl n:srt?uflr:

1#u3nr:uavaorufi srrltirril nrrltr'rvrolorilunr:narnu3nr:ro.rrinvio,rdurdldu3nr:

rirrfi0rlu rJ: c rilglrrarfio lnuldrirurl:sauntrnt:natou?nr: nrriru :sa!nrtnalo

13nr:fi drri'rylriuri n:vlrunr:hiu?nr: nu-nlrubir3nr: uas:rnrorrrdrnirl

fuvrinj run:urirfiierri (2556) finu'llSorndordnr:narnr3nr:tolI:qtrutlta

u:run:geiru o-sfir-nriru srlrv: nanr:io-unu'ir naumdnr: narn ri nr:fi1#1u I: 'rnorura

lr:run:soiro finarua'rn-udnhn':ufiwrolotos{ldrinr:lurlnriru lnunnqrdnr:naro

u3nr:firivrasionlln'.:rrolotol{1dr3nr:lrnriluo-unlurd.r 6onaqnf,d'runr:hfu3nr:

inurnoturo rona{!'l 6odrunrrl{lrirtol:rnrrirfnurnart.lrn r}qurfi{1#l3nr:nlrrn

6o rlrgnrlurirun:surunr:rinr: nrrurrntir ?.:drurunrrrtasnrn ornnr:finurdlcgil

'ld'hnaqmrinr:nnrolL3nr:d.rfladonlruvt'lnolntorflduinr:1u4n1 dru I:quurrraor:

rr.:ununnqmf,nr:erarnrinr:uasrJ:-rrJgll#ar:lnfunlrLdornr:to.:{1dr3nr: inurj.:1#

nrrudrri'tyrionnqnf,nr:srarnrEnrrn'. ? dru

o-{nilr du!fi (zsso) finurGornqfi n::lnr:lduinr:tolqndr rurnr:ool?u

dr#nyrnaloiu nrjr6ndrrfiudruriurloo-omrrnr:nnrrru3nr:oqj:vrirfirurn4nrhu l
nrrld'uniuf,:srixrho-udrurnnn rirnqor^n::lnr:ldrinr:to'rqndrrurnr: gnrirrurnr:

ru'ir rns orq uavorin inrrrfiruniuf,rirrrqnndrfiqfi qnlunr:1du3nr: orq nr:finur

:rulrlsio16ou inrruduniufnil:cusnarlunr:rfJuantir nr:finuruncorf; inrrldluiuf,
ri'ldxrrarfil#uinr:r{lurJ:cdr +) narldlriluf,:srjr.:floo-u r{nr:nnrorlSnr: 6'uuqFn::l

nr:1dl3nr:to.:qnrirturnr:ooru?u nu'jr r1od'udrundsriiorq{rrncu?nr:,iolnrlnr:

o-niirtilru nfnrrulSnr: n:cuaunr:1#iJ3nrr unya-nsolvnr{ntun1lt inrrldlniuf,nlu
. . i q qt, a y

l?lnNndlniullEn tunl: tT :n'l: 9lugo{Yn{nl:0nn] lu n1: d.lldtlJnl: nn19 un{1u

13nr: n:vrrunr:nr: s u:rnr [[nyn:y ?uflrrb?linr: finrrlc'rLniuf,iiu:ytrsrarlunr:

riluqndruarrhunrinrruu3nr: frnrud'luludri'uqir'rnarfildr3nr:rilurJ:yiir
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n:oilmr?eonrriou

nrnfl 1rf,Ru1uu?6nmqufl iirfi or{o{d1!'rtndir{n: oruur6nlunr:iduluErJto.r
- ' Aa -tn1 :r4finu1 n{

.la
nrfl 

'| 
2.1 ntourtu?nnl|0{Rlt?ou

sr'rurj:du srar|ilrqrru

uooufl2 rlnRa

tllfl

olq

t90'lnt:flfl!'l

oltll

t'lu [9

noRaqnrR'rtnaro toll
flanRolcll

:ln1

so.l1t1{n1:nn01 lJ1U

R't: ff llldtltRltnn'ln

rlnaln:
a9 -ntv l R'tt l?nlrR1t

n1uR1It


