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Abstract 
The objectives of this research were to determine the level of satisfaction 

of service consumers and hotel staff in their performance and to search for the 
guideline for increasing service efficiency of the hotel staff in hotels under 
Patong Hotel Association, Phuket Province. The study is a combination of both 
quantitative and qualitative approaches by employing 392 sets of questionnaire 
with service consumers and 225 hotel staff. The sample was collected with 
accidental sampling derived from the proportional stratified random sampling 
technique.  A focus group was conducted with 50 hotel staff derived from 15% of 
the population.  The data were analyzed with the application of SPSS statistical 
program, using such statistics as arithmetic means and standard deviations.  For 
focus group technique, a content analysis was utilized for data analysis.   

The findings of the study revealed the following. 
1. Overall, service consumers show a high level of satisfaction with the 

service provided by the hotels ( X =3.82), with the following aspects in 
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ascending order: with the staff ( X =3.80), service ( X =3.82) and building 
premises ( X =3.84).    

2. Overall, hotel staff show a high level of satisfaction with the hotel work 
environment ( X =3.44), with the following aspects in ascending order: with the 
physical work environment ( X =3.72), relationships with superiors and 
colleagues ( X =3.74) and the work itself and equity in work ( X =3.44).  In 
addition, they show a moderate level of satisfaction with other aspects as 
follows: with job advancement ( X =3.31), skill and knowledge advancement 
( X =3.22), benefits ( X =3.31) and policy and administration ( X =3.32).     

3. A guideline for increasing service efficiency is suggested in the 
following manner: 1) increase in skills and knowledge via the use of on-the-job 
training, training in general and visits to outside resources; 2) job advancement 
through the allocation of task based on the staff ability and promotion made 
based on the merit system, thus leading to the staffQs service mind; 3) benefit 
through provision of regular income as well as from service charges, providing 
bus service to staff, leisure visits, life insurance or other rewards to provide 
income and life security; 4) transparent policy and administration by putting the 
right man to the right job, non-repetition of job assignment and staff being able to 
make decision; 5) equity of job assignment through giving assignment in 
accordance with staffQs ability, providing reward to staff with outstanding 
performance and equity to all staff; 6) good physical work environment by 
stocking necessary material for ease of usage, work structure and staffQs 
responsibility posted on the board and staffQs rest area provided; 7) good 
relationship with superiors and colleagues by creating rapports and friendliness 
with staff and organizing group activities for unity; 8) staff provided with a name 
tag identifying job responsibility, any problem arisen be reported to the central 
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unit, proper etiquette, proper dress, English class provided to the staff for 
professional performance; 9) provision of good service, proper dress and 
manner, proper work shift handover, good organizational communication, 
adequate human resources, work auditing, staff readiness, lessenning repetition 
of work process, evaluation of work performance and problem, and 10) regular 
checking of equipment in rooms by building a premises unit, damaged or 
deteriorated equipment replaced by submitting detailed form, satisfaction record 
kept, and staff must be informed to use every equipment. 
 
���!�F@� 

ก	���b��T�_V]H GE��	HSEก	�TU�V�W��
��X�Y	USEก	�S�Z[��ก	� \]H^�HG��SET��_]

�	��^�HG���	`Wa	�]H b�H���`YcTกd� �e���fFW��
H�
SEก	���b�� TU_V]��ก�	�� �̀[��	�U�H
U]Sb\]HgcZShZ[��ก	� �� �̀[��	�U�HU]Sb\]HUE�กH	ESEก	�Wi�[���H	EG����ก�	GE��	H
SEก	�TU�V�W��
��X�Y	Uก	�S�Z[��ก	�\]HUE�กH	E^�HG�� SET��_]
�	��^�HG���	`Wa	
�]H  TWjEก	���b��Th�HW���	�G���F�Y	U ^`�ShZ G[[
][f	�ก�[gcZShZ[��ก	� bk	E�E 392  
�E G�� UE�กH	Ebk	E�E 225  �E  ^`��k	ก	�
Fl��	��� �̀[h�mEG[[TWjE
�`
l�EG�Z��k	ก	�
Tกd[\Z]�c�G[[[�HT]�n G���k	ก	�
E�E	ก�Fl�UE�กH	E^�HG��bk	E�E 50  �E^`�ShZTก�o

bk	E�EW��h	ก�T�\�Z]� ShZก�Fl����]�l	H  15 % G���k	ก	���T��	��
\Z]�c�^`�ShZ^W�Gก��
W�����g��	H
f���  (SPSS) ^`�ShZ
f���U_mEp	ESEก	���T��	��
 q Z̀Gกl�l	Tr�eV� G��
l�E
T[eV�HT[E�	��p	E 
k	���[ก	�
E�E	ก�Fl�ShZก	���T��	��
TE_m]�	 

g�ก	���b��
�FWq Z̀ �̀HEem 
1. �� �̀[��	�U�HU]Sb\]HgcZShZ[��ก	�SEY	U��� U[�l	 gcZShZ[��ก	��e��	�U�HU]SE

ก	�Wi�[���H	E[��ก	�\]H
f	EW��ก][ก	�]�clSE�� �̀[�	ก ( X = 3.82) ^`��e��	�U�H
U]SbSE Z̀	E��	�U�HU]Sb�l]UE�กH	E ( X = 3.80) ก	�[��ก	� ( X = 3.82) G�� Z̀	E]	�	�
G��
f	E�eV ( X = 3.84)   
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2. �� �̀[��	�U�HU]SbSEก	�Wi�[���H	E[��ก	�\]HUE�กH	E^�HG��SEY	U��� 
U[�l	 UE�กH	E�e��	�U�HU]SbSEก	�Wi�[���H	E[��ก	�\]HUE�กH	E^�HG��SEY	U���]�cl
SE�� �̀[�	ก ( X = 3.44)  ^`��e��	�U�HU]SbSE Z̀	E
Y	U
f	E�eV�k	H	E ( X = 3.72) 
Z̀	E��	�
��U�EX
ก�[gcZ[�H��[[�nh	G��TU_V]E�l��H	E( X = 3.74)  G�� Z̀	EH	E�eVWi�[���

G����[[��	��F��X���SEH	E ( X  3.44 ) �e��	�U�HU]Sb]�clSE�� �̀[W	Eก�	H ก�[ Z̀	E
]_VEs q Z̀Gกl Z̀	E��	�กZ	��EZ	SEH	E( X =  3.31) Z̀	Eก	�TU�V�UcE��	��cZ��	�
	�	�f 
( X = 3.22) Z̀	Eg�W��^�hE
�][G�E( X =  3.31)  G�� Z̀	EE^�[	�G��ก	�[���	� 
( X = 3.32 ) 

3. GE��	HSEก	�TU�V�W��
��X�Y	USEก	�S�Z[��ก	� �	�W��T d̀E�l	Hs q Z̀Gกl           
1) ���
E�[
EFEG��
lHT
���SEก	�TU�V�UcE��	��cZ��	�
	�	�f  ^`�TEZEก	�
]EH	E ก	�
tuก][�� G��ก	�
lHT
���ก	� c̀H	EY	�E]ก 2) Z̀	E��	�กZ	��EZ	SEH	E ���b�`
��H	E
�	���	��cZ��	�
	�	�f �eก	�T�_V]E\�mE�eVT��	�
� TU_V]Ek	qW
clb��[��ก	��eVG�Zb��H           
3) g�W��^�hE
�][G�E �e�	�q Z̀�eVGElE]E q�l�l	b�TWjE�l	�][G�Eb	กก	�S�Z[��ก	�\]H
UE�กH	E (Service charge) 
��
 �̀ก	��f��[
lH �eVU�ก ก	��l]HT�eV�� W��ก�Ehe��� ��_]�	H���
]_VEs TU_V]TU�V���	���VE�H��mH�	�q Z̀G��he��� 4) Z̀	EE^�[	�G��ก	�[���	� ��	�^W�lHS
 
��mH Z̀	EE^�[	�G��ก	�[���	�H	E ���b�`
���ES�ZT��	�ก�[H	E \�mE�]ESEก	��k	H	Eq�l
�e��	�vmk	vZ]E UE�กH	E
	�	�f��`
�ESbq Z̀  5) H	E�eVWi�[���G����[[��	��F��X��� �eก	�
�][��	�H	E�	���	�
	�	�f �e�l	�][G�ES�Zก�[�E�k	H	E�eV^``T l̀E G���Fก�E�e
��X�
T�l	T�e��ก�E 6) Z̀	E
Y	U
f	E�eV�k	H	E ����e��
 F̀G��]FWก��
]�l	HTUe�HU] T�e�กShZH	E
q Z̀
�`�ก ^��H
�Z	HH	EG����	���[g�`h][�����`q�Z�eVGglEWw	�S�Zh�`TbE G������e�eV
U�กgl]E�eVTWjE
�`
l�ES�Zก�[UE�กH	E 7) ��	�
��U�EX
ก�[gcZ[�H��[[�nh	G��TU_V]E�l��H	E 
[F���v�VH]�clSEta	�[���	�����e��	�TWjEก�ET]Hก�[UE�กH	E�Fก�E ��m�G�Z�Gbl�S
 ��ก�	�
Z̀����	�TWjE���� �eก	��k	ก�bก���ก�Fl�TU_V]TU�V���	�
	����e 8) UE�กH	E ����eWw	�[]ก

��ก���H	E�eVh�`TbE\]HG�l���k	G�ElH �eWxn�	b��Z]HGbZH�cE�
ก�	H �eก	�tuก][��
�	��	� ก	�G�lH��� ��Xeก	�[��ก	� G��Y	�	]�Hกy� TU_V]��	�TWjEUE�กH	E�_]]	heU          
9) ก	�[��ก	� ก	�G�lHก	� ก����	 �Z]H�e��T[e�[�eก	�
lH�l]�][H	E�eก	�
_V]
	�ก�[��mH
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]H�
ก� �e�E�eVTUe�HU] �eก	����b
][vmk	SEก	��k	H	E UE�กH	E�Z]H�e��	�U�Z]� \�mE�]E
q�lvmk	vZ]E �eก	�W��T��Eg�ก	��k	H	E G��Wxn�	 10) ]	�	�
f	E�eV �Z]HThd�]FWก��

T��_V]HShZY	�SE�Z]HU�กG��^�HG��]�clT
�]��_]�	�กk	�E`T��	 �	กU[�l	hk	�F` ��_]
T
_V]�
Y	Uกd���GbZHTW�eV�E��E�e^`��eG[[z]�
��eV��T]e�` �e
f�����	�U�HU]Sb ]FWก��

�Fก���กd�Z]HGbZHS�ZUE�กH	E��	[G��
	�	�fShZH	Eq Z̀ 
 

�G��G��!H  : Satisfaction, Efficiency, Service consumer, Hotel staff 
 
���G� 
 

^�กSEWxbbF[�ETWjE^�กG�lHก	�
_V]
	� �eก	���`�l]
_V]
	���V�f�Hก�E��V�^�ก]�l	H       
q�l�e\e`bk	ก�`TE_V]Hb	กก	�U�{E	�eVq�l��F`E�VH �̀HE�mEXF�ก�bS��lb�HTก�`\�mE�	ก�	� v�VH bF�e���E
 
�H���กc� (2551) ก�l	��l	 SE]E	��T���pก�b^�ก�eGE�^EZ��l	XF�ก�b�eVTกeV��ก�[ก	�g���ก�[
ก	�[��ก	�b��e�c��l	�	HT���pก�b�eV�	ก\�mE ก	�[��ก	�b��eก	�\�	�S�nlก�l	ก	�g���SE
Y	�]F�
	�ก��� �k	S�Zก	�[��ก	��e��	���	��eVก�Z	H�	ก\�mE  v�VHก	�[��ก	� (hospitality) 
��	�f�Hก	��Z]E��[]�l	H����q���e 
	�	�f
�Z	H��	�
F\ ��	�W����[SbS�Z�cก�Z	]�l	H
b��HSb TWjEก	�[��ก	��eV�	b	กb��[��ก	��eVG�Zb��H (service mind) G��
l�E\]H]F�
	�ก���
ก	��l]HT�eV��v�VHf_]TWjEXF�ก�b�eV
	�	�fShZTW�e�[T�e�[q Z̀ è ก�[�k	�l	 [��ก	� Z̀��q���eb�� 
|hospitality} Z̀��ก	�[��ก	��eVT��V���mHG�lก	��Z]E��[ ก	�[��ก	�\���eVU�ก bEก����VHf�Hก	�
�H��T[e�E]]กb	ก�eVU�ก �Fกก��[�Eก	� �Fก\�mE�]E�Z]H�e��[[ ��T[e�[ TU_V]S�Z�Fก
ก��[�Eก	�[��ก	�
	�	�f
�Z	H��	�W����[Sb�l]gcZShZ[��ก	�G��
	�	�f[]ก�l]
[F���Y	�E]ก ThlEEemq�lTUe�HG�lgcZT\Z	��[[��ก	�T �̀�T\Z	�	ShZ[��ก	�vmk	 G�l
	�	�f
lHg�f�H
h_V]T
e�H\]H^�HG���eVb��e\]HgcZT\Z	��[[��ก	��l]TE_V]H�l]qW  f_]q Z̀�l	SEWxbbF[�Eก	��eVXF�ก�b
S`b�
	�	�f�H]�cl��_]
	�	�fG\lH\�Eก�[XF�ก�b]_VE 
l�E�eV
k	��n�eV
F` v�VHf_]TWjE���Sb���ก
\]HXF�ก�b  E�mE s �_] ก��F�X
 Z̀	EW��
��X�Y	Uก	�[��ก	� v�VH��	�f�H W��
��X�Y	USEก	�
�k	H	E G��ก	�S�Z[��ก	�Gกl�cก�Z	 ^`�TrU	�XF�ก�b Z̀	E^�HG�� ก	��eVb��k	S�Z^�HG��
q Z̀TW�e�[SEก	�G\lH\�E q�lq Z̀]�cl�eV^�HG���eก	��กG�lH��c��	�� �̀[  5  `	� ]	�	�T����
 
�	�	
cHTUe�H]�l	HT è�� G�lSE��	�TWjEb��H���Sb
k	��n\]Hก	�^�HG��]�cl�eVb��[��ก	�            
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v�VHT��V�b	ก���\]HUE�กH	E�eVb�TWjEgcZ�eV�e�EZ	�eV���กSEก	�S�Z[��ก	� qU[c��
  b�E�	EE�
 
(2551: 16) v�VHก	���ก�	TกeV��ก�[��	�U�HU]Sb\]HgcZShZ[��ก	�G��UE�กH	E�eV�k	�EZ	�eV
Wi�[���H	Eb�HTWjE
�VH
k	��nTU_V]b�q Z̀��	[GE��	HSEก	�U�{E	W��
��X�Y	USEก	�
S�Z[��ก	��l]qW 

ก	���b�����mHEem�e���fFW��
H�
 (1) TU_V]��ก�	�� �̀[��	�U�HU]Sb\]HgcZ��[[��ก	�SE
ก	�T\Z	��[[��ก	�\]H^�HG��SET��_]
�	��^�HG���	`Wa	�]H  (2) TU_V]��ก�	�� �̀[��	�
U�HU]Sb\]HUE�กH	ESEก	�Wi�[���H	ESET��_]
�	��^�HG���	`Wa	�]HG��  (3) TU_V]
��ก�	GE��	HSEก	�TU�V�W��
��X�Y	Uก	�S�Z[��ก	�G��ก	�
�Z	Hb��
k	E�ก�	��	��p	Eก	�
[��ก	��eV è\]HUE�กH	E^�HG��SET��_]
�	��^�HG���	`Wa	�]H 
 

���Iก�	�� !F 
W��h	ก�SEก	���b�� G[lHTWjE 2 \�mE�]E q Z̀Gกl \�mE�eV 1 ก�Fl��eV 1 gcZT\Z	��[ก	�[��ก	� 

bk	E�E 21,600 �E ก�Fl����]�l	H bk	E�E 392 �E v�VHq Z̀�	^`�ก	�กk	�E`\E	`\]Hก�Fl�
���]�l	H\]H �	�	TEl G�Z��k	ก	�Tกd[\Z]�c�G[[[�HT]�n ก�Fl��eV  2  UE�กH	E^�HG��bk	E�E 
512 �E ก�Fl����]�l	H bk	E�E 225 �E v�VHq Z̀�	^`�ก	�กk	�E`\E	`\]Hก�Fl����]�l	H\]H 
�	�	TEl b	กW��h	ก���mH��` TWjEก	�
Fl����]�l	H^`�ก	�
Fl��	��� �̀[h�mEG[[TWjE
�`
l�E  
G�Z��k	ก	�Tกd[\Z]�c�^`�[�HT]�n 

T��_V]H�_]�eVShZTกd[��[���\Z]�c� SEก	���ก�	�ZE��Z	���mHEem G[lHTWjE 2 \�mE�]E �_] 
\�mE�eV 1 TWjEG[[
][f	�TกeV��ก�[��	�U�HU]Sb\]HgcZShZ[��ก	� G��G[[
][f	�TกeV��ก�[
��	�U�HU]Sb\]HUE�กH	E TWjE\Z]�k	f	���ก����	��	
l�EW���	��l	 (Rating scales) 
5 �� �̀[ 
l�E\�mE�eV 2 TWjEW��T d̀Eก	�
E�E	ก�Fl�TU_V]ก	���ก�	�	GE��	Hก	�TU�V�
W��
��X�Y	USEก	�S�Z[��ก	� 

ก	���T��	��
\Z]�c�  gcZ��b����T��	��
\Z]�c� Z̀��^W�Gก��W�����g��	H
f���    
(SPSS)  
k	���[ก	��k	E���	�l	
f���U_mEp	E
f��� �_] �l	Tr�eV� (Mean) G��ก	��	
l�E
T[eV�HT[E�	��p	E (Standard deviation) �	��� �̀[��	�U�HU]Sb\]HgcZShZ[��ก	� G��
UE�กH	E ^`�ShZ
f����l	Tr�eV� (Mean) G��
l�ET[eV�HT[E�	��p	E (Standard deviation) 
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k	���[ก	���ก�	�	GE��	Hก	�TU�V�W��
��X�Y	USEก	�S�Z[��ก	� ^`�ShZ��Xeก	���T��	��

TE_m]�	 (Content analysis)  
 

�	>�JK 
 1. g�ก	���T��	��
\Z]�c�TกeV��ก�[�� �̀[��	�U�HU]Sb\]HgcZShZ[��ก	� (E�ก�l]HT�eV��) 

ก��e��ก�	^�HG��SET��_]
�	��^�HG���	`Wa	�]H bk	GEก�	�W��T d̀E�eV��ก�	 �_] ��	�
U�HU]Sb�l]UE�กH	E ��	�U�HU]Sb�l]ก	�[��ก	� G����	�U�HU]Sb�l]]	�	�G��
f	E�eV 

�� �̀[��	�U�HU]SbSEก	�Wi�[���H	E[��ก	�\]HgcZShZ[��ก	�SEY	U��� U[�l	 
gcZShZ[��ก	��e��	�U�HU]SEก	�Wi�[���H	E[��ก	�\]H
f	EW��ก][ก	�]�clSE�� �̀[�	ก
(�l	Tr�eV�=3.82) G���e�� �̀[��	�U�HU]SbSEก	�Wi�[���H	E[��ก	�\]HgcZShZ[��ก	�SE Z̀	E
�l	Hs  �_] ��	�U�HU]Sb�l]UE�กH	E (�l	Tr�eV�=3.80)  q Z̀Gกl UE�กH	E�Z]E��[
l�E�EZ	 
(�l 	Tr�eV �=3.84)  G�l[Z	E (�l 	Tr�eV�=3.79) UE�กH	EGgEก]	�	�G��T��_V ]H _̀V � 
(�l	Tr�eV�=3.78)  Z̀	Eก	�[��ก	� (�l	Tr�eV�=3.82) q Z̀Gกl ก	�b]H�Z]HU�ก(�l	Tr�eV�=3.82)  
ก	��Z]E��[ G��ก	��H��T[e�ET\Z	U�ก (�l	Tr�eV�=3.89)  ก	�\]��	�hl��T��_]\���eVU�ก 
ก��eก	�[��ก	�G��ก	�\]��	�hl��T��_]\]HGgEก�Z]E��[ (�l	Tr�eV�=3.78) GgEกG�l[Z	E
(�l	Tr�eV�=3.80) GgEก]	�	�G��T��_V]H _̀V� (�l	Tr�eV�=3.79)  G��ก	��H��T[e�E]]กb	ก�eV
U�ก (�l	Tr�eV�=3.80)  �� �̀[��	�U�HU]SbSEก	�Wi�[���H	E[��ก	�\]HgcZShZ[��ก	� Z̀	E]	�	�
G��
f	E�eV  U[�l	 Z̀ 	E�l	Hs �̀Hก�l	�gcZ ShZ[��ก	��e��	�U�HU]SbSE�� �̀[�	ก 
(�l	Tr�eV�=3.84) Z̀��ThlEก�E 

2. g�ก	���T��	��
\Z]�c�TกeV��ก�[�� �̀[��	�U�HU]Sb\]HUE�กH	Eก��e��ก�	
^�HG��SET��_]
�	��^�HG���	`Wa	�]H 

�� �̀[��	�U�HU]SbSEก	�Wi�[���H	E[��ก	�\]HUE�กH	E^�HG��SEY	U��� U[�l	 
UE�กH	E�e��	�U�HU]SbSEก	�Wi�[���H	E[��ก	�\]HUE�กH	E^�HG��SEY	U���]�clSE
�� �̀[�	ก (�l	Tr�eV�=3.44) ^`��e��	�U�HU]Sb�� �̀[�	กSE Z̀	E
Y	U
f	E�eV�k	H	E 
(�l	Tr�eV�=3.72) Z̀	E��	�
��U�EX
ก�[gcZ[�H��[[�nh	G��TU_V]E�l��H	E (�l	Tr�eV�=3.74) G��
Z̀	EH	E�eVWi�[���G����[[��	��F��X���SEH	E (�l	Tr�eV�=3.44) 
l�E Z̀	E]_VEs q Z̀Gกl Z̀	E

��	�กZ	��EZ	SE�EZ	�eVก	�H	E (�l	Tr�eV�=3.31) Z̀	Eก	�TU�V�UcE��	��cZ��	�
	�	�f 
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(�l	Tr�eV�=3.22) Z̀	Eg�W��^�hE
�][G�E (�l	Tr�eV�=3.31) Z̀	EH	E�eVWi�[���G�� Z̀	E
E^�[	�G��ก	�[���	� (�l	Tr�eV�=3.32) U[�l	 �e��	�U�HU]Sb]�clSE�� �̀[W	Eก�	H 

3. g�ก	��� T��	��
\Z]�c�b	กก	�
E�E	ก�Fl�TU_V]�	GE��	HSEก	�TU�V�
W��
��X�Y	Uก	�S�Z[��ก	�\]HUE�กH	E�� �̀[Wi�[���ก	� G������EZ	H	Eก��e��ก�	^�HG��
SET��_]
�	��^�HG���	`Wa	�]H 

b	กก	�
E�E	ก�Fl�\]HUE�กH	EgcZS�Z[��ก	�\]H^�HG��SE
�	��^�HG���	`Wa	�]H
b�H���`YcTกd� v�VHq Z̀GE��	HSEก	�TU�V�W��
��X�Y	USEก	�S�Z[��ก	� �	�W��T̀ dE�l	Hs �̀HEem 

 

ก�	
��
��"�����	"���������	L 

k	���[ Z̀	Eก	�TU�V�UcE��	��cZ��	�
	�	�f gcZT\Z	�l��
E�E	q Z̀T
E]GE��	HSE

ก	�TU�V�W��
��X�Y	U �̀HEem 

k	���[UE�กH	ES��l����eก	�
]EH	E^`��egcZhk	E	nก	�hl��
]E ��_]�e�E�eV


	�	�f��`�l]q Z̀��E�eT�_V]�eWxn�	 S�Z�k	GE�Ek	TWjE����T��	]�l	HEZ]� 1 T _̀]E ����eก	�
tuก][��UE�กH	ES��lG��UE�กH	EWxbbF[�E]�l	H
�Vk	T
�] �eก	�กk	�E`��Eก	�tuก][���eV
GElE]E ThlE ]	����
�����mH ��_]]�l	HEZ]�T _̀]E�����mH 
�VH�eVb��Z]HTEZESEก	�tuก][�����
TWjE��ก�� Z̀	EY	�	]�Hกy� ก	�zxH ก	�Uc` ก	�]l	E ก	�T\e�E ��T[e�[\�mE�]E��Xeก	�
S�Z[��ก	�\]H�FกGgEก G��S�ZUE�กH	Eq Z̀�e^]ก	
]]กqW c̀H	E\]H
f	EW��ก][ก	��eV
W��
[��	�
k	T�db TU_V]TWjEก	�ก���FZES�ZUE�กH	ETก�`��	��_VE���SEก	��k	H	E G���e
��Xeก	�S��lTU_V]�k	S�Zก	�[��ก	�Tก�`W��
��X�Y	U�	ก�eV
F` 

 

��������ก������������ 

k	���[ Z̀	E��	�กZ	��EZ	SEH	E gcZT\Z	�l��
E�E	q Z̀T
E]GE��	HSEก	�TU�V�

W��
��X�Y	U �̀HEem 

f	EW��ก][ก	�����eก	�G[lHH	E�	���	�
	�	�fG���eก	�W��[�k	G�ElHH	E

��_]ก	�T�_V]E\�mEH	E�	���	�T��	�
� �e��[[ก	�W��T��Eg�H	E�eVTWjE��[[^W�lHS
 �e
ก	��	H��[[�eV�Fก�E
	�	�f���b
][q Z̀ q�l�eก	�ShZ��[[]FWf��Y
 TU�	�b��k	S�Z
�E�k	H	E�e��	��cZ
�กq�l èSEก	��k	H	E 
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JK�	��FM�N������ 

k	���[ Z̀	Eg�W��^�hE
�][G�EgcZT\Z	�l��
E�E	q Z̀T
E]GE��	HSEก	�TU�V�

W��
��X�Y	U �̀HEem 

f	EW��ก][ก	�����eก	�S�Zg�W��^�hE
�][G�E��mH�eVTWjE�cW���TH�EG��

g�W��^�hE
]_VE �_] �eก	�S�Z�l	�][G�ESEก	�S�Z[��ก	�\]HUE�กH	E (Service charge) �eV
GElE]ETU_V]��	���VE�HSE�	�q Z̀GกlUE�กH	E G�����TU�V�
��
 �̀ก	�S�Z��][��F� ThlE �f
��[
lH �eVU�ก W��ก�Ehe��� W��ก�E]F[���T��F b�`ก�bก����l]HT�eV��TU_V]��	�
	����eSE��cl��� 

k	���[�E�k	H	E�eV\��EG���eg�H	E^``T l̀E ����eก	�T�_V]E�k	G�ElH��_]S�Z�	H���TWjE
�VH
�][G�ETU_V]
�Z	H\��nกk	��HSb�eV èSEก	��k	H	E 

  

������F��F�K�ก�	�	���	 

k	���[ Z̀	E Z̀	EE^�[	�G��ก	�[���	� gcZT\Z	�l��
E�E	q Z̀T
E]GE��	HSEก	�

TU�V�W��
��X�Y	U �̀HEem 

f	EW��ก][ก	�����eE^�[	��eVGElE]E �e^��H
�Z	H]���	กk	��H�E�eVGElE]E �e

ก	�G[lH�EZ	�eV�eVh�`TbE�	���	�bk	TWjE �`\�mE�]Eก	��k	H	ETU_V]S�ZTก�`��	�
�`�กSE
ก	�S�Z[��ก	� ��T[e�[ก	��k	H	E���T\e�ES�Z��][��F�G��h�`TbE ��mHSET�_V]Hก	�TU�V��� �̀[
\�mEH	E ก	�\	` ก	��	 ก	��	
	� ก	��	]]ก ก	�\�mETH�ET _̀]E ก	�S�Z�l	�][G�ESEก	�
S�Z[��ก	�\]HUE�กH	E (Service charge) �Z]H�e��	�^W�lHS
 

 

����I
�O��!���K�	�������F>���		� 

k	���[ Z̀	EH	E�eVWi�[���G����[[��	��F��X��� gcZT\Z	�l��
E�E	q Z̀T
E]GE��	H

SEก	�TU�V�W��
��X�Y	U �̀HEem 

f	EW��ก][ก	�����][��	�H	ES�Zก�[UE�กH	E�	���	��cZ��	�
	�	�f T��	 

กk	��H�E G��ก	�G[lHH	Eก�E�k	S�ZT��	�
�  �e�	H���S�Zก�[�E�eV\��E�k	H	E G���eg�H	E
^``T l̀E TU_V]TWjEก	�bcHSbS�ZUE�กH	E��กG��Yc��Sbก�[H	E�	ก\�mE  S�Z
��X�UE�กH	E�Fก�E
T�l	T�e��ก�E  �e��[[ก	�W��T��EUE�กH	E�	�����T��	�eVGElE]E TU_V]���b
][
��	�
	�	�f Uy��ก���ก	��k	H	E ��	��Z]Hก	�\]HUE�กH	E TU_V]ก	�b�`
��H	E�eV
T��	�
�TU�	�UE�กH	E�Fก�ETWjET
�_]Eกk	��HG��G�H\�[�eVb��k	S�Z]H�
ก�กZ	��l]qWq Z̀  
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���������L���I
�G���� 

k	���[ Z̀	E
Y	U
f	E�eV�k	H	E gcZT\Z	�l��
E�E	q Z̀T
E]GE��	HSEก	�TU�V�

W��
��X�Y	U �̀HEem 

f	EW��ก][ก	�����eก	�
k	�]H��
 F̀]FWก��
�eVbk	TWjE�l	Hs S�ZTUe�HU]ก�[ก	�

S�Z[��ก	� �	ก��
 F̀��_]T��_V]HShZ�l	Hs q�l]�clSE
f	E��eVShZH	Eq Z̀กd����ehl	H��_]UE�กH	E
[��ก	��eV
	�	�f�	GกZq\q Z̀��E�e ����eg�H^��H
�Z	HH	EG���EZ	�eV��	���[g�`h][�eVh�`TbE 
G������eก	�b�`
���eVU�กgl]E�eVTWjE
�`
l�E �eก	�b�`�กG�lH�eV èTU_V]TWjE�eVU�กgl]ES�Zก�[
UE�กH	ETU_V]ก	��k	H	E�eV�eW��
��X�Y	U�l]qW 

 

�����G��!Hก!�J"��!��!��!HM��K�
��
��	@����� 

k	���[ Z̀	E��	�
k	��nก�[gcZ[�H��[[�nh	G��TU_V]E�l��H	E gcZT\Z	�l��
E�E	q Z̀

T
E]GE��	HSEก	�TU�V�W��
��X�Y	U �̀HEem 
����EZ	H	E��_]TbZ	\]Hก�bก	����S�Z��	�TWjEก�ET]H ��m�G�Z�Gbl�S
 ��ก�	�

UE�กH	E Z̀����	�TWjE���� �eก	�][����_]�k	ก�bก���ก�Fl��l��ก�E �k	S�ZTก�`��	���ก��	�

	����e T��	�k	H	Eb�q Z̀�k	H	Eq Z̀
�`�กq�l��`\�`SEก	���`�l]W��
	EH	E TU�V���	�

	����eSE��clTU_V]E�l��H	E 

  

��!ก��� 

k	���[ Z̀	EUE�กH	E gcZT\Z	�l��
E�E	q Z̀T
E]GE��	HSEก	�TU�V�W��
��X�Y	U �̀HEem 

f	EW��ก][ก	����tuก][��UE�กH	ESE�Fก
l�EH	E SE Z̀	Eก����	�	��	�          

ก	�G�lH��� ��Xeก	�[��ก	��eVW����[Sb�cก�Z	 G��Y	�	]�Hกy� �eก	�b�`H	ES�ZTWjE��[[           
�e�cE�
���]�clSE�eV�eVT è��T�_V]�eWxn�	�Fก�Eb�q Z̀��[�cZU�Z]�ก�E �Z]HS�Z�Fก�Eq Z̀T�e�E�cZH	E
��_]��ก���H	E��mHG�l\�mE�]ET��V��ZES�Zh�`TbE G������eWw	�[]ก��ก���H	ESE�FกGgEก 

 

ก�	�	�ก�	 

k	���[ Z̀	Eก	�[��ก	� gcZT\Z	�l��
E�E	q̀ ZT
E]GE��	HSEก	�TU�V�W��
��X�Y	U ̀ �HEem 
�Fก]�l	H�Z]H�e��	�U�Z]���mHT��_V]HShZ�l	H s  UE�กH	Eb��Z]Hq Z̀��[ก	�][��

^`�TrU	�T�_V]H��T[e�[ก	�[��ก	��eVb��Z]H�e�	��p	E ก	�[��ก	��Z]H�	b	กb��[��ก	� 
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(service mind)  G��Y	�	]�Hกy� ��_]Y	�	]_VE�eVShZSEก	���`�l]
_V]
	� q�l�l	b�TWjEก	�

_V]
	�G[[Tgh�n�EZ	 ก	�
_V]
	��	H^����U�
 G��ก	�
_V]
	�G[[TWjE�	���ก��
]�ก�� 
UE�กH	E���G�lHก	�S�ZT��	�
�ก�[ก	��k	H	E ���b�`
���ES�ZTUe�HU]G��T��	�
�ก�[
W���	�H	E  �eก	�[�E��กH	E
lH�l]ก�E�Fก�][ก	��k	H	ETU_V]S�Z�Fก�Eq Z̀�e^]ก	
�cZH	E TU_V]

	�	�f�k	H	E�l]qWq Z̀�F�l�H ���UE�กH	E�Z]H�eก	�W��T��Eg�TU_V]�	\Z]g�`U�	`   �	
GE��	HSEก	�GกZq\ กl]E�eVb�T
E]ก	�S�Z[��ก	�GกlgcZShZ[��ก	��Z]H�eก	����b
][vmk	TU_V]
�`\Z]g�`U�	`SEก	��k	H	E \�mE�]ESEก	�S�Z[��ก	��Z]Hq�l�FlH�	ก �`\�mE�]Eก	�
S�Z[��ก	�S�ZEZ]��eV
F`^`�ก	����b
][
]H��_]
	����mHTU_V]�`\Z]g�`U�	`SEก	�S�Z[��ก	� 

 

����	�L���I
 

k	���[ Z̀	E]	�	�
f	E�eV  gcZ T\Z	�l��
E�E	q Z̀ T
E]GE��	HSEก	�TU�V�

W��
��X�Y	U �̀HEem 
����EZ	H	E��_]
f	EW��ก][ก	�������b
][ ]FWก��
 G��
f	E�eV�Fก���mHกl]E

ก	�S�Z[��ก	� TU_V]�`��	�g�`U�	` ^`��eG[[z]�
�ก	����b
][�eV��T]e�` �	กTb]
]FWก��
hk	�F` q�lT�e�[�Z]� ��_] q�l
�]	`กd�Z]HGbZHTW�eV�E ��_]�k	��	�
�]	`S��l��E�e 
]FWก��
G�l���������e����T��	ก	�TW�eV�E�	�]	�Fก	�ShZH	E ]FWก��
��	�W�]`Y���eV
��`��mH ����eVb��Z]H][��UE�กH	ES�Z�Fก�Eq Z̀�e��	��cZ G������eก	�][��UE�กH	E�Fก�E
S�ZT��e����	�U�Z]�T�_V]H��	�W�]`Y�� �	กTก�`Wxn�	b�q Z̀hl��T��_]gcZShZ[��ก	�q Z̀
��E�l�H�e SE
l�E\]H�	�	�eVU�ก�Z]H�eก	�GbกGbH�cก�Z	TกeV��ก�[�	��p	E\]H^�HG��G��
hemS�ZT�dE��	�h�`TbETกeV��ก�[�	�	[��ก	� �	���T]e�`TU�V�T��� �����mH
�VH�eVgcZShZ[��ก	�b�
q Z̀��[W��^�hE
SE���mHG�ก�eV�eก	���`�l] bEก����VHG\ก�	f�H^�HG�� v�VH�Z]HGbZH�	�T]e�`
�Fก]�l	Hกl]E�eVb�Ek	G\กT\Z	�eVU�ก ���f�H�Z]H]X�[	�]FWก��
 G��T��_V]HShZ�l	Hs Y	�SE
�Z]HU�ก G��
f	E�eV^`��][^�HG�� ���b`
f�����_]ShZ��[[W��T��E��	�U�HU]SbTU_V]b�
q Z̀�eก	�GกZq\W��[W�FHS�Z��Hก�[��	��Z]Hก	�\]HgcZShZ[��ก	��eVG�Zb��H 
 

����	�FJK 
ก	���b��T�_V]H GE��	HSEก	�TU�V�W��
��X�Y	USEก	�S�Z[��ก	�\]H^�HG��SET��_]


�	��^�HG���	`Wa	�]Hb�H���`YcTกd� Ek	�	]Y�W�	�g�ก	���b��q Z̀ �̀HEem 
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b	กg�ก	���ก�	��	�U�HU]Sb\]HgcZShZ[��ก	� SEก	���`�� �̀[��	�U�HU]Sb Z̀	E
�l	Hs U[�l	 gcZShZ[��ก	��e�� �̀[��	�U�HU]Sb�l]UE�กH	E ��	�U�HU]Sb�l]ก	�[��ก	� G��
��	�U�HU]Sb�l]]	�	�G��
f	E�eV]�cl SE�� �̀[�	ก v�VH
]`��Z]Hก�[ก	���ก�	\]H 
ก��WE	� gF`gl]H (2548: [���`�l]) ��ก�	T�_V]H��	�U�HU]Sb\]HE�ก�l]HT�eV���eV�e�l]ก	�
S�Z[��ก	�^`���ก�	��	�U�HU]Sb\]HE�ก�l]HT�eV���eV�e�l]ก	�S�Z[��ก	�SE Z̀	E�l	H s \]H
^�HG��SETก	�
�F� g�ก	���b��U[�l	 ��	�U�HU]Sb\]HE�ก�l]HT�eV���e�l]ก	�S�Z[��ก	�\]H
^�HG��SETก	�
�F� �eก	���ก�	SE 6 Z̀	E q Z̀Gกl Z̀	EUE�กH	E Z̀	E�Z]HU�กG��
�VHG�`�Z]� 
Z̀	E�	��ก	���ก�	 ��	�W�]`Y�� Z̀	E]	�	�G��T��_V]H _̀V� Z̀	Eก	�]k	E����	�
�`�ก

G��[��ก	��l	H s G�� Z̀	E��	�T��	�
�\]H�	�	G��[��ก	� v�VHg����\]Hก	���ก�	]�cl
SE�� �̀[U]Sb�Fก Z̀	E  

g�ก	���ก�	��	�U�HU]Sb\]HUE�กH	E b	กก	�W��T��E��	�U�HU]Sb\]H
UE�กH	E�eV�e�l]ก	�Wi�[���H	E[��ก	�\]H^�HG�� ^`�TrU	���	�U�HU]Sb�� �̀[�	กSE Z̀	E

Y	U
f	E�eV�k	H	E Z̀	E��	�
��U�EX
ก�[gcZ[�H��[[�nh	G��TU_V]E�l��H	E G�� Z̀	EH	E�eV
Wi�[���G����[[��	��F��X���SEH	E 
l�E Z̀	E]_VEs q Z̀Gกl Z̀	E��	�กZ	��EZ	SE�EZ	�eVก	�
H	E Z̀	Eก	�TU�V�UcE��	��cZ��	�
	�	�f Z̀	Eg�W��^�hE
�][G�E Z̀	EH	E�eVWi�[��� G��
��[[��	��F��X���SEH	E G�� Z̀	EE^�[	�G��ก	�[���	� U[�l	 �e��	�U�HU]Sb]�clSE
�� �̀[W	Eก�	H v�VH
]`��Z]Hก�[g�ก	���b��\]H �y��e
]HWxbb�� \]H T�]�
vT[]�
ก  
(Y	�Ee�	 qh��k	. 2552 ]Z	H]�Hb	ก Herzberg.1959 )  �eV��ก�	��	�U�HU]SbG��q�lU�H
U]SbSEก	��k	H	EE�mE�e
]H]H�
W��ก][�_] 1) Wxbb��G�HbcHSb  v�VH
l�ES�nlb��e
l�E
TกeV��\Z]Hก�[H	E�eVWi�[��� �Eb�fcกSbS�ZTU�V�g�g���b	กWxbb��T��l	Eemv�VHq Z̀Gกl ��	�
k	T�db
\]HH	E ก	��]���[E�[f_] ��	���[g�`h][ ��ก���H	E ��	�Tb��nกZ	��EZ	 Wxbb��bcHSb�k	
S�Z�E�e��	��cZ
�กSE Z̀	E è TWjE
�VHbcHSbY	�SE��	��cZ
�กE�ก��`\]H�E ��	�
k	T�dbSEH	E 
gcZ[�H��[[�nh	S�Z^]ก	
GกlgcZ�k	H	Eq Z̀��[g�`h][�l]ก	��k	H	E\]H�E]�l	HT�d��eV^`�q�l�Z]H
���b
][��_]��[�F��	กTก�EqW 2) Wxbb���mk	bFE q Z̀Gกl E^�[	�\]H�El��H	E G��ก	�
[���	�H	E ก	�[�H��[[�nh	 
��U�EXY	USEก	��k	H	E 
Y	Uก	��k	H	E TH�ET _̀]E G��

��
 �̀ก	� ��	���VE�HSEH	E Wxbb��T��l	Eem��q Z̀TWjE
�VHbcHSb�eVb��k	S�ZTก�`g�g���TU�V�\�mE G�l
b�TWjE\Z]กk	�E`T[_m]H�ZETU_V]Ww]Hก�Eq�lS�ZTก�`��	�q�lU]SbSEH	E   



 263    GE��	HSEก	�TU�V�W��
��X�Y	USEก	�S�Z[��ก	�   
\]H^�HG��SET��_]
�	��^�HG���	`Wa	�]H b�H���`YcTกd� 

 

b	กก	���ก�	GE��	HSEก	�TU�V�W��
��X�Y	Uก	�S�Z[��ก	�G��ก	�
�Z	Hb��
k	E�ก
�	��	��p	Eก	�[��ก	��eV è\]HUE�กH	E U[�l	 ����eก	�TU�V�W��
��X�Y	U\]Hก	�
S�Z[��ก	� �_]  1 ) ก	�TU�V�UcE��	��cZ��	�
	�	�f  ^`�TEZEก	�
]EH	E ก	�tuก][�� G��
]]กqW c̀H	EY	�E]ก 2) Z̀	E��	�กZ	��EZ	SEH	E ���b�`
��H	E�	���	��cZ��	�
	�	�f
G��ก	�T�_V]E\�mE]�l	H�e��[[ �	���	�
	�	�f�eVT��	�
�TU_V] Ek	qW
clb��[��ก	��eVG�Zb��H 
3) g�W��^�hE
�][G�E �e�	�q Z̀�eVGElE]E q�l�l	b�TWjE�l	�][G�ESEก	�S�Z[��ก	�\]H
UE�กH	E (Service charge) 
��
 �̀ก	��f��[
lH �eVU�ก ก	��l]HT�eV�� W��ก�Ehe��� ��_]�	H���
]_VE s TU_V]TU�V���	���VE�H��mH�	�q Z̀G��he��� 4) Z̀	EE^�[	�G��ก	�[���	� ��	�^W�lHS
��mH
Z̀	EE^�[	�G��ก	�[���	�H	E b�`
���ES�ZT��	�ก�[H	E \�mE�]ESEก	��k	H	Eq�l�e��	�

vmk	vZ]E UE�กH	E
	�	�f��`
�ESbq Z̀ 5) H	E�eVWi�[���G����[[��	��F��X��� 
f	E
W��ก][ก	�����][��	�H	E�	���	�
	�	�fG��กk	��H �e�	H���S�Zก�[�E�eV�eg�H	E         
^``T l̀E G���Fก�E�e
��X�T�l	T�e��ก�E 6) Z̀	E
Y	U
f	E�eV�k	H	E ��
 F̀�eVbk	TWjE�Z]H�eก	�

k	�]Hq�Z H	Eq�E�eVbk	TWjEกd�Z]H
	�	�fT�e�กShZH	Eq Z̀
�`�ก ^��H
�Z	HH	EG����	�
��[g�`h][�����`q�Z�eVGglEWw	� G������e�eVU�กgl]E�eV TWjE
�`
l�ES�Zก�[UE�กH	E                  
7) ��	�
��U�EX
ก�[gcZ[�H��[[�nh	G��TU_V]E�l��H	E [F���v�VH]�clSEta	�[���	�����e��	�
TWjEก�ET]Hก�[UE�กH	E�Fก�E ��m�G�Z�Gbl�S
 ��ก�	� Z̀����	�TWjE���� �eก	��k	ก�bก���
ก�Fl�TU_V]TU�V���	�
	����e 8) UE�กH	E �eWw	�[]ก��ก���H	E�eVh�`TbE\]HG�l���k	G�ElH 
�eWxn�	]�q�b��Z]H�eก	�GbZH����cE�
ก�	H �eก	�tuก][���	��	� ก	�G�lH��� ��Xeก	�
[��ก	� G��Y	�	]�Hกy� TU_V]��	�TWjEUE�กH	E�_]]	heU 9) ก	�[��ก	� ก	�G�lHก	� ก����	
�Z]H�e��T[e�[�eก	�
lH�l]�][H	E�eก	�
_V]
	�ก�[��mH]H�
ก� �e�E�eVTUe�HU]G��T��	�
�ก�[
H	E �eก	����b
][vmk	SEก	��k	H	E UE�กH	E�Z]H�e��	�U�Z]� \�mE�]Eก	��k	H	Eq�l
vmk	vZ]E �eก	�W��T��Eg�ก	��k	H	E  10) ]	�	�
f	E�eV �Z]H���VE���b
][]FWก��
Y	�SE
�Z]HU�กG��^�HG��]�clT
�]��_]�	�กk	�E`T��	 �	กU[�l	hk	�F` ��_]T
_V]�
Y	Uกd���GbZH
TW�eV�E��E�e^`��eG[[z]�
��eV��T]e�` �e
f�����	�U�HU]Sb ]FWก��
�Fก���กd�Z]HGbZH
UE�กH	ES�Z�Fก�E
	�	�fShZH	Eq Z̀ v�VH
]`��Z]Hก�[ T�]�
T[��
� T] qv�]E (Simon. 
1997:180-181) ก�l	��l	 W��
��X�Y	U\]Hก	��k	H	E c̀b	กWxbb��Ek	T\Z	 ก�[g�g����eVq Z̀��[
]]ก�	 �_] W��
��X�Y	U\]HH	ET�l	ก�[g�g�����_]H	E�eVq Z̀��[�[Wxbb��Ek	T\Z	[�ก��	�
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U�HU]Sb ^`�ก	�����E�กf�H��	�U�HU]Sb\]HUE�กH	E�eVS�Z[��ก	�^`�TrU	�gcZWi�[���H	E
[��ก	���[�clก�[��	�U�HU]Sb\]HgcZShZ[��ก	�  G��[��TE]�
 [c� G�� �]��
 (Bitner, 
Booms and Mohr. 1994)  q Z̀��ก�	Wi�
��U�EX
����l	HgcZS�Z[��ก	�G��gcZ��[[��ก	�b	ก
�F��]H\]HUE�กH	E b	ก 74 ก��e \]HUE�กH	E\]H^�HG�� Y���	�	� G��
	�ก	�[�E 
U[�l	 UE�กH	Eb��Z]H�eก	�U�{E	W��[W�FH tuก][�� G
�H�	 ��Xeก	��eV è��]`T��	 SE
l�E
\]Hg�W��^�hE
�][G�E ���U�b	��	SE
l�E\]H
��
 �̀ก	�S�ZGกlUE�กH	ETU_V]TWjE\��n
G��กk	��HSbSEก	��k	H	E G�� Z̀	EE^�[	�G��ก	�[���	�
f	EW��ก][ก	��Z]H�eE^�[	�
�eVh�`TbEG��GElE]E [��TE]�
 [c� G�� �]��
 (Bitner, Booms and Mohr. 1994) ��ก�	
Wi�
��U�EX
����l	HgcZS�Z[��ก	�G��gcZ��[[��ก	�b	ก�F��]H\]HUE�กH	E b	ก 74 ก��e \]H
UE�กH	E\]H^�HG�� Y���	�	� G��
	�ก	�[�E �eVก�l	�f�Hก	�กk	�E`E^�[	�\]H]H�
ก��eV
b�
�Z	H\Z][กU�l]HTWjE�cE�
 (Zero Defect) ^`�ta	�[���	��Z]H�eก��F�X
 ��_]กk	�E`
E^�[	�S�ZUE�กH	EWi�[���]�l	Hh�`TbE ^`��eW��
��X�Y	Uก	�S�Z[��ก	��eV
E�[
EFES�Z         
ก��F�X
�F�l�H E]กb	กE�mE�	��p	Eก	�[��ก	�\]H ก�����H]F�
	�ก��� (2552) ก�l	��l	 
ก	�
E]H�][��	��Z]Hก	�^`��eก	���ก�	��	��Z]Hก	�G����	��	`���H\]HgcZ��[[��ก	�    
�eH	E[��ก	���	ก��	�  �eก	�S�Z[��ก	� Z̀	E\Z]�c�/\l	�
	�  �eก	�S�Z[��ก	���[T�_V]H-
lH�l]  
�eก	�S�Z[��ก	�T[d`T
�db �eก	�b�`
f	E�eVq�Z � bF`�eVgcZ��[[��ก	�
	�	�fT\Z	f�Hq Z̀Hl	�          
�eก	�b�`U_mE�eVS�Z[��ก	�q Z̀]�l	HT��	�
�   �eก	�b�`��[[H	ES�ZTbZ	�EZ	�eV
	�	�fS�Z[��ก	�
G�Eก�ESE Z̀	E\Z]�c�\l	�
	� G����[T�_V]H-
lH�l]  �eก	�]]กG[[G���	Hg�H��[[H	E � 
[��T�� |กl]ET\Z	
cl[��ก	�}  �eก	�]]กG[[G���	Hg�H��[[H	E � [��T�� |�eVbF`S�Z[��ก	�}  
�eก	�b�`
�VH]k	E����	�
�`�กSEก	�S�Z[��ก	� � [��T�� }กl]ET\Z	
cl[��ก	�} G��[��T�� }
�eVbF`S�Z[��ก	�}  ก	�]]กG[[ก��[�Eก	�S�Z[��ก	�  ก	�U�{E	��ก����	�hk	E	n   �eก	�
b�`][����	��cZU_mEp	ES�ZGกlTbZ	�EZ	�eV�eVWi�[���H	E  ก	���`�	�G��W��T��Eg� Z̀	Ebk	E�E
gcZ�	ShZ[��ก	�^`�Tr�eV��eVT��	�
� bk	E�EH	E[��ก	��eVT��	�
�  gcZ��[[��ก	��e��	�U�H
U]Sb�l]\�mE�]EG������T��	SEก	�S�Z[��ก	�  gcZ��[[��ก	��e��	�U�HU]Sb�l]ก	�S�Z[��ก	�
^`����G��
]`��Z]Hก�[g�ก	���ก�	\]H X	E�E��
  
F�H�
�	� (2541 : 47) �eVT
E]�l	��	�
U�HU]Sb\]H�cก�Z	b��Z]HT��V�b	กb��
k	E�กSEก	�S�Z[��ก	�g
�g
	Eก�[ก	�G
`H]]ก Z̀��
�l	�	H [F���ก�eV è ]l]�EZ]� 
FY	U ��_] �	��p	Eก	�[��ก	� (Standard of service) �_]
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�	��^�HG���	`Wa	�]H b�H���`YcTกd� 

 

ก	�[��ก	��eVUE�กH	E gcZS�Z[��ก	��e��	�U�Z]� Z̀	Eb��Sb�eVb�S�Z[��ก	� G��G
`H]]ก�	
�	Hก���	�	��	��eV è �k	S�Z�cก�Z	Tก�`��	�U�HU]Sb  v�VHก	�[��ก	��eV è�e 4 ��ก��� �_] ก	�
S�Zก	��Z]E��[  ก	�G
`H]]กv�VH��	�hl��T��_]Tg_V]Ggl T]	SbS
l  ก	�hl��T��_]S�Z��	�

�`�ก  ก	���[ShZ�Fก]�l	H�eV
	�	�f�k	q Z̀]�l	HT�d���	�
	�	�f 

�̀HE�mE W��T d̀Eก	���b����mH 10 W��T d̀E �_] ก	�TU�V�UcE��	��cZ��	�
	�	�f  
��	�กZ	��EZ	SEH	E  g�W��^�hE
�][G�E Z̀	EE^�[	�G��ก	�[���	� H	E�eVWi�[���G��
��[[��	��F��X��� 
Y	U
f	E�eV�k	H	E ��	�
��U�EX
ก�[gcZ[�H��[[�nh	G��TU_V]E�l��H	E 
UE�กH	E ก	�[��ก	� G��]	�	�
f	E�eV b�HTWjEW��T d̀E�eV
	�	�f
�Z	H��	�U�HU]Sb��mH�l]
gcZShZ[��ก	�G��UE�กH	E^�HG�� SET��_]
�	��^�HG���	`Wa	�]H b�H���`YcTกd� TU_V]ก	�
TU�V�W��
��X�Y	Uก	�S�Z[��ก	�G��ก	�
�Z	Hb��
k	E�ก�	��	��p	Eก	�[��ก	��eV è\]H
UE�กH	E^�HG�� SET��_]
�	��^�HG���	`Wa	�]H v�VH�	ก
	�	�fTU�V���_]U�{E	q Z̀SE

l�EEem กdb�
	�	�f
�Z	Hg�W��^�hE
�l]��mH���\]HUE�กH	E G��^�HG��q Z̀�	�qW Z̀�� 


�FW�l	 GE��	HSEก	�TU�V�W��
��X�Y	USEก	�S�Z[��ก	� G��ก	�
�Z	Hb��
k	E�ก
�	��	��p	Eก	�[��ก	��eV è\]HUE�กH	E^�HG��SET��_]
�	��^�HG���	`Wa	�]Hb��Z]H�e
ก	�U�{E	ก	�
l�E�eVb�Ek	qW
clก	�U�{E	ก	�S�Z[��ก	��eV�eW��
��X�Y	U�l]qW ^`��Z]HT��V�
b	กก	�TU�V�UcE��	��cZ��	�
	�	�f ��	�กZ	��EZ	SEH	E g�W��^�hE
�][G�E         
Z̀	EE^�[	�G��ก	�[���	� H	E�eVWi�[���G����[[��	��F��X��� 
Y	U
f	E�eV�k	H	E 

��	�
��U�EX
ก�[gcZ[�H��[[�nh	G��TU_V]E�l��H	E UE�กH	E ก	�[��ก	� G��]	�	�
f	E�eV 
v�VHก	�U�{E	�Fก
l�E��[�clก�EqW TU_V]ก	�S�Z[��ก	��eV�eW��
��X�Y	U]�l	H
cH
F` gcZ[���	�
�Fก�E�Z]HU�H����E�ก G��S�Z��	�
k	��nSE�Fก
l�E q�l�FlHG�lU�{E	 Z̀	ES` Z̀	E�E�VH 
�VH�eV
TWjE���Sb���ก\]Hก	�S�Z[��ก	��_]UE�กH	E�Z]H�e��	�U�HU]Sb �e��	�
F\SEก	��k	H	E 
ก	� c̀G�UE�กH	E ก	�b�`
��H	E ก	�S�Z^]ก	
 ก	�q Z̀T�e�E�cZTU�V�T��� UE�กH	Eb�q Z̀�k	H	E
]�l	HT�d���	�
	�	�f G�� c̀G�]H�
ก�S�ZTb��nกZ	��EZ	�l]qW gcZ��b��
�FWTWjEGgEY	Uq�Z
�̀HEem  
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��X�Y	USEก	�S�Z[��ก	�   
\]H^�HG��SET��_]
�	��^�HG���	`Wa	�]H b�H���`YcTกd� 

 

���
������ 
ก	���b��Eem 
	�	�fEk	g��eVq Z̀b	กก	���ก�	�ZE��Z	�	TWjE\Z]T
E]GE�
k	���[ก	�

��b��q Z̀ �̀HEem 
���
��������ก�	�G�JKก�	�� !FP��O��!�� 
b	กก	���ก�	���mHEemU[�l	 SEW��T d̀E\]HUE�กH	E�eVT�dE�l	ก	�TU�V�UcE��	��cZ

��	�
	�	�f ��	�กZ	��EZ	SE�EZ	�eVก	�H	E g�W��^�hE
�][G�E E^�[	�G��ก	�
[���	� H	E�eVWi�[��� G����[[��	��F��X���SEH	E 
Y	U
f	E�eV�k	H	E  ��	�
��U�EX
ก�[
gcZ[�H��[[�nh	G��TU_V]E�l��H	E UE�กH	E ก	�[��ก	� ]	�	�
f	E�eV 
f	EW��ก][ก	����
�eก	�W��[W�FH TU_V]TU�V�W��
��X�Y	USEก	�S�Z[��ก	� �	�W��T d̀E�l	Hs �̀HEem  

ก�	
��
��"�����	"���������	L 
f	EW��ก][ก	����TU�V�UcE��	��cZ
��	�
	�	�f ^`�TEZEก	�
]EH	ES�ZGกlUE�กH	E ก	�tuก][�� G��ก	�
lHT
���S�ZUE�กH	E
q Z̀�e^]ก	
]]กqW c̀H	EY	�E]ก 

��������ก������������  UE�กH	E���q Z̀��[ก	�b�`
��H	E�	���	��cZ
��	�
	�	�fG��q Z̀��[ก	�T�_V]E\�mE]�l	H�e��[[ �	���	�
	�	�f�eVT��	�
�TU_V] Ek	qW
cl
b��[��ก	��eVG�Zb��H  

 JK�	��FM�N������ �	�q Z̀\]HUE�กH	E����eGElE]E^`�TrU	��l	�][G�E
SEก	�S�Z[��ก	�\]HUE�กH	E (Service charge) 
��
 �̀ก	��f��[
lH �eVU�ก ก	��l]HT�eV�� 
W��ก�Ehe��� ��_]�	H���]_VE s TU_V]TU�V���	���VE�H��mH�	�q Z̀G��he���  

��F��F�K�ก�	�	���	 ta	�[���	����[���	�H	E Z̀����	�^W�lHS
��mH Z̀	E
E^�[	�G��ก	�[���	�H	E ก	�b�`
���ES�ZT��	�ก�[H	E �����mH�e^��H
�Z	H�eV�e��	�
h�`TbEq�l�e��	�vmk	vZ]E G��TW�`^]ก	
UE�กH	E
	�	�f��`
�ESbq Z̀ Z̀�����T]H  

����I
�O��!���K�	�������F>���		�  ta	�[���	�����][��	�H	E�	�กk	��H
��	�
	�	�f �e�	H���S�Zก�[�E�eV\��E�k	H	EG���eg�H	E^``T l̀E G���Fก�E�e
��X�T
�]
Y	�T�l	T�e��ก�E 
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�����L���I
�G���� ��
 F̀�eVbk	TWjE�Z]H�eก	�
k	�]Hq�Z H	Eq�E�eVbk	TWjEกd�Z]H

	�	�fT�e�กShZH	Eq Z̀
�`�ก ^��H
�Z	HH	EG����	���[g�`h][�����`q�Z�eVGglEWw	� G��
����e�eVU�กgl]E�eVTWjE
�`
l�ES�Zก�[UE�กH	E  

�����!��!��Nก!�J"��!��!��!HM��K�
��
��	@����� [F���v�VH]�clSEta	�[���	�
����e��	�TWjEก�ET]Hก�[UE�กH	E�Fก�E ��m�G�Z�Gbl�S
 ��ก�	� Z̀����	�TWjE���� �eก	�
�k	ก�bก���ก�Fl��l��ก�ETU_V]TU�V���	�
	����e  

��!ก��� ����eWw	�[]ก��ก���H	E�eVh�`TbESE�Fก�k	G�ElH�EZ	�eV T�_V]�eWxn�	
��_]T�_V]HS` s Tก�`\�mEกd����eก	�
_V]
	�G[[����cE�
 G���eก	�tuก][���	��	� ก	�
G�lH��� ��Xeก	�[��ก	� G��Y	�	]�Hกy�]�l	H
�Vk	T
�]TU_V]��	�TWjEUE�กH	E�_]]	heU  

ก�	�	�ก�	 ก	�G�lHก	� ก����	�	��	� ก	�W�	กi����l]gcZShZ[��ก	� �Z]H�e��T[e�[ 
[lH[]กf�Hก	��eb��[��ก	��eVG�Zb��H  �eก	�
lH�l]�][H	E �eก	�
_V]
	�ก�[��mH]H�
ก� �ebk	E�E
�E�k	H	E�eVTUe�HU] �eก	����b
][vmk	SEก	��k	H	E UE�กH	E�Z]H�e��	�U�Z]� \�mE�]E
ก	��k	H	Eb��Z]Hq�lvmk	vZ]E �eก	�W��T��Eg�ก	��k	H	E   

����	�L���I
 ������b
][]FWก��
Y	�SE�Z]HU�กG��[��T��^�HG�� 
^`��][S�Z]�clSE
Y	U�eV è]�clT
�]��_]�	�กk	�E`T��	 �	กU[�l	hk	�F` ��_]T
_V]�
Y	U
���GbZHTW�eV�E��E�e^`��eG[[z]�
��eV��T]e�` G��ก	�W��T��ETU_V]�	
f�����	�U�HU]Sb 
�	ก�e
l�ES`�eV�e\Z][กU�l]Hb�q Z̀�eก	�W��[W�FH�l]qW 

���
�������G��	!�ก�	�� !F����ก���@�P� 
1. ����eก	���ก�	�ZE��Z	SE��ก���T è��ก�ESE
f	EW��ก][ก	���_]]H�
ก�]_VEs  

TU_V]
��Z]ES�ZT�dE��	�U�HU]Sb\]HgcZ�eV TกeV��\Z]H ]�Eb�Ek	qW
clGE��	HSEก	�TU�V�
W��
��X�Y	USEก	��k	H	E\]H]H�
ก�SE]E	���l]qW 

2. �����ก�	���GW�]_VEs TU�V�T��� ]	�� ���GW��eV�e]��X�U��l]�� �̀[��	�U�HU]SbSE
ก	�S�Z[��ก	� v�VHb�Ek	qW
clก	�U�{E	W��
��X�Y	Uก	�[���	�H	E\]H]H�
ก� 

3. �����ก�	S�Z��][��F���mHSETh�HW���	�G��Th�H�F�Y	U TU_V]S�Zq Z̀
	�
ET��Th�H
��ก ]�EEk	qW
clก	��	HGgEก	�TU�V�W��
��X�Y	USEก	��k	H	E\]H]H�
ก� 
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�	��^�HG���	`Wa	�]H b�H���`YcTกd� 

 

ก����ก		��	�ก�? 
H	E��b��Eem
k	T�dbq̀ Z Z̀����	�ก�F�	b	ก�l	E�]H�	
��	b	��
`�.W���	�  T�U
HT��	��
 

�]H�	
��	b	��
 E���E`�
 bF����U�
 `�.]������ �e��X���^� ]	b	��
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