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Mulasdaaznieutinrivinsuignéoaruiils (Service Mind)

2.1.2 vouthoresmmanels
Taohilumsfinvidoiueufielaindoufinniluasdia fs arafaneleves
ﬁﬂﬂﬁ' #11u Uob Satisfaction) waziidvesnuianelalun1siuuinas (Service Satisfaction)
snsovenoldReoluil

nsfinwnRanelaluaiu Uob Satisfaction) Saiunsussdivatlasyaains
Uit Aeanmuwmdeunmelukazmeuenveimsiau dnsensude

Uadusna q AilEnswarilianuianelslusuuansdreduly Wy dnvuzaui
ymwiwia msdsfulye et ataRnisuasausslomiiona (quns Aluasy
unvmute ladas, 2517: 81)

arwifanelalunisiuuinig (Service Satisfaction) Fauiunisusdiudlag
g viadlivimsdensimuinsdedlademils viowevoninsiiimuntu dudmunevos
nafinwiasadiaiiuluiedumdeiiesislussiuauitaelauazAumimatedouvisr it
wolshdunduinmnsfuandfuuasreynvesdasituandnefusie




2.2 wuaAn mquiiinertesiunsliuing

2.2.1 AUMINBTBINTIUINTS
AunIuYnIuRuTITUNSiRaouwMeAnI1Y 2525 (2539: 463) lalvAdianm
v “UIMs” 1 maufuaiuld nmshinuasmandie q wWu gsiamslwuimssing q fn
1 “MIuIMs” asafunwIdIngwi “Service” Tuaramuneddn Wumsnssvideuluse
Arutemde malinaiomie msdunsidulsdlonivediudnvurvasmuuins
1) swvinsdunuidinssdauesiinsuilanfstunienty fo Lisnrmun
mwfeamsurueulftusgiudliviniinesiomsiels uasdoinsorls
2) vvimsdunuiilionadmusuinaudimild nisuilivinmiel
fusgiudoulvvasfléuins mstmuavnanudrmidshisnnild vensnnisaaany
szt
3) vudnsidusiibifidaudud Liflnaudn Seiglduinsesld Ao arw
fiamels mudAndueilaiuuing dadu aunmeesuSaiudsiidwgann
a) vinmsiunuiideansaevausduivi glévimssosnsliasioufjiaen
it fndu dliusnmszdemiauiissnovausmasanauaviionsiunadla fifesdiiunis
Wusmadanssmurimusnanin
Fudns wdnauia (2540: 1 Fradslu3su wedunning, 2550; 7) Idndndr msuins
(service) fin Ansamiems Awdiunula q fiyaraludiovilaansmiauslifuypeady Tne
Rensszmdonrsanianudu q biannsodudesld (intarcble) warliidsliAnnssuantludsos
lnq
Uiyt Junside (2542: 11 $1afialudsy medumidng, 2550: 7) Teliimuziiendu
msbivinsi msbivinmsiivsydndnmuandudselouneussrmuanniign A nishivinis
Alidnilfisdaypna wlemsbivinisfivsianetsunl Liffmumeuneauladufimemneulity
msUfURvinsuiusmdninusidesgluanmiilouiy
aus1 HNYGATA (2539: 1 Safaludse meduming, 2550: 7) lalimrwmngvaanu
vinnhn Aernudiniusseniraneddaidouluwiinliimegusssunarunsssluda
AuazmInTIAG gnivauasiuscnduuifug
an s Amilu (2544: 5 SnaddluiFy wedunning, 2550: 8) n13uInas wuneds
fansamionaustluvudidhe wiklfausvlitudndrewils Ineiidsurinshildrseuasasnts
vimsiiu q egradugusssy wasnssurunisliuinisennsuianseutunissimirondnsus
wislifnunisuinsiaisuaioundndusinfinruduuusssy liaunsodudedlimiloy
dudnia q v
A3290u 1a33mI (2538: 215 onafisluddy wedunidng, 2550: 8) Tinumnewes
mauinshm nsudnsdufensamayselonu wienufmelofiaussrudoansungninds
folundninsiliannadusedld
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agu Msuinas vuwds Asnssumionisdniuaule q Aiyaera wienguynnra
unauslifuuszrmmiegunivuinisiaghifmilafwoysna wienslduinisivsimeanensual
hifinweuweauladufiey ynaulddunsujidvindisyfunumdninusidieagluanii
wilauiu Taefigiuninsbildnseunsesnauimsiiu  straiiugusssy

2.2.2 vanmsuinsuseeivy
msbivimsdumiiiddglunmsuimsnueeiniads Taoewrludnsusauiides
lins@nseduiusiuuszeivu wiediuuinisiaunse 'iﬂwihmwuazﬁmﬁﬁé'[ﬁu?msﬁnﬁ'ﬁ
lunisdsrenisuinas (Delivery Service) WungFuuinmsdiiiniviniswaneviwlaliuusdn
Wenfunsuinisanssusld &l
A15U3N13UsEY %Y (Public Service Delivery) wunufis n1sfivuasauniaislé
nazvsduiasauzeantubiiuvyszrmiludmniionmuduoginty
iwAwazIALIn (Cass and Danet S1afislulanm fade, 2537: 23) Hanuiiudinas
WiimsensBamdnufjon weil
1) mslinuinmaewsdouyiniy uuwﬁamiﬁﬁﬁaﬁamns-ri'mg'lﬁuinﬁ
uaEgiuuInTg
2) arserdrfmanizdosunindy dlivinishinanindesdrudi
vonmilovmnaulumihiuidedos
*3) AUSNNIRENaNDAARAEYI N BUNY
U vandud (2540: 51) nad nsliuinmsvesigiu sedosdikidadelud
1) nsbiuinrsiiduiinawelaunaundnludey arufoeladudeitsalaien
wiolidadriarauen usenandmldedndae q fesduszneuiviliAssniioels
2) msbiuinsiiniesusandnludeay
3) msbiuinislunanimneay
a) mitwuinslavdihiteuunndss fe Wusnshinniatdeeiuly
5) nsbivinmsiagiimsuivugbivufumusuReuuasegiane
6) mibivinislasiinuivisvoureussvrwududronitugudmiums
Vimssnsludseuussrdulan ssdsaimihimeldnissimansdlessindudsyviry
ulltﬁ'ﬂaa1u11ﬂ1ﬁu?n11?&ﬁ'ﬂumzauamuuiﬁmi:.tm'u'uﬁ’aaﬂmmﬁnuzjuﬁwﬁum#uuﬁnvm:
lWH!nm‘s'h'ﬁﬁn*r‘sﬁmmmnauaua:ﬁﬂuﬁmmﬁmﬁwuﬂm'lﬁmnﬁqﬁ

2.2.3 AmNMUSNS
anzivine Auvaifivsegnd antududinRmuuinsmans Gridulons
wlayiad, 2543 e: 11 - 3) nand Yadedidinaronmunamnisuinig 1dun
1) mdofieldvesuinig (Reliability) Ao nauimslagniesinaamwisiieniu
oty madvinudeuagniewasnisbivinamidmusnarissyly
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2) miwauawqmmmamwamnﬂn (Responsiveness) ﬂanﬁﬂﬁlnmmi
iduaziinuwiaufiarlwudneg ‘i“nmdﬂ‘]'ﬂ“'LI'SI"I"I'.Iﬁ‘lHFI‘I"II.I‘S'JEL‘S‘)TFIf.FlﬂH‘]"EItI"HENr“l"r'iﬂ»ﬂ
wnanslasdd uazmsiiuinsinsadolnad

3) 'FI“J"IIIH‘ll!ﬁﬂ't:I'ENmH‘UEn']'i (Competence) ﬂaﬁlwsminaqumuvuau
mrnilumsluins sanhe Nuzuasinvrlunisieradugiuuinsvaminauatvayuuas
A AN0TRIBANILALTIY

a) anaznanlunisanna (Access) smadiuuimsannsofndaudnisléma
nsfmi Lidendunanseu it lusinsfionnyay uasAliuinadeegluiifignénansols
ATEIN

5) Anmgnmvasiinety (Courtesy) sansauAsswTuda uanwmwuy
imradiuuinis 11u#¢§'=5’ﬂ%‘nmﬁw‘haq§i’uuinﬁ dnusmeavanieuioy

6) Arwansalun13Aeans (Communication) Wnmwanmiligiuuinsidle
lhim sufiduuniendudnsetieian

7) arulinelaldvesmineu (Credibility) minsudesiinnudednd [Wodold
Muafufemibsnuitbiuing

8) Arvaeniiy (Security) f3uudnmsesfonlasndy Lidus visasduluos
AIIABANEN NG AMNIABAABNIIRIUNTIEY uaznsinwAuaUYRIgNA

-9) mzAaniilagndn (Understanding/Knowing the Customer) glwu3ns
Aeamoroiileauieimsesdivuimmiagnitinwaulagninseiuas ¥nandn
Uswdh

10) Asidusindldl (Tangibles) aufamsuanaimiuguirdldvosims sansde
dnawaruarannislueiarsdninnu nmsudinmeveiinau nisfivedldlunisliuinmsg
mafiwdngmilumsuinig i fluade siemsaud wasdennoyssloniing q

Arwitawelaveaszrvuiifideuuinisanarse Wunisussdiusanisufoan
Aunilivinsvesiuunasesduvioaiiu Seiiftugianainmsivg msdweuudnisiuiede
nMivsvdiusausnsniuaanszaunsaivesurazyaran i s R Tdar yananals
mifinsindulavesypeatiudne msUsudiumasonididu 2 f Ao

1) wudngiide (Objectivity) WiavinmsiaUinnuasaunmeaiins

2) wudnidy (Subjectivity) iinvnnsiufuasnisléinsugiuvesusas
\man

MsUiNIaTBIsY Mnefia nsiiyara nduyaraniombeuiiisnawindi
Wurdostunslivinisancsuy feoradudy wiswnvu dwiilunisdsdonsiiuing
Msszuivszrvu leofigminnnedeausimeunufisinisvesssrmilaesa

NIR eadssa (2539: 19-20 9198 lu35Y wadunaing, 2550: 8) lanania
Aunmn1sbiuinisegitnast mirsuvesigaulsuarnovauasioniudoinisvesfiuniy
Winmataludes nsliuimsuasnaduqndvess ASudnmsevimihdudussiiune uase
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R nnmw'lun—m.lswhws 3 Sesnmuaiuinig sufudesiifinanssnuniaiondes
Lot 3 mummimnﬂan Faoadsen auwanwnmmﬂws nsiimaoluil

1. nsignmnazaanlunisluduuinas (accessibility and convenience)
i anuiiansollinldazean nardminisiiomasay Aumssuvaasmiiniilunisli
| I:Jil ]

2. awibigsnwaiesomdinla (simplicity) Wy wuueiududladne bl
Ansanieyativeu Wieawidehisdudusou

3. milwuinsesngnAes (accuracy)

a. msWiuinMsAsInE (timeliness)

5. mMslWBnsivaaaft (safety)

2.3 uwae nouiiigadesiuunumusssdnunaseadautiesi
lunsmumuiwnAnunumvesesinsunasasdiuviosiu auzdideldunion
nfinwisenidiu 2 Ysaiumdn ndifie m‘sﬁnmunmmmmnnwnnmamwmnu‘luj'ms
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ARDAUT DI TERIN NG umvﬂﬂuzuzﬁ"hmungﬂmﬂ
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wipw] 1qumuwn:aaaann1-unnmqmuwamuuuwnmuwmnﬁﬁmag 5 Gossznauluin
1) Uﬂu'iﬁi‘l.lﬂ‘l"iﬂu‘l_lﬂqun‘l‘Ehﬂm'lﬂ'ﬁmm.hleH"ﬂﬁ'ﬁﬂﬂﬁ‘i psdwinsiuiy
He l!_'!d'umm*mﬂaamnmua FwesiiunumdrdglunsalivayubifiAentifauinsdeddy
v 8uloe
2) unumlunisudnsdanastiiinsuinsaisisue Sesdnsunasesdau
nmu"nn:mﬂumnnmum:mnumsﬁqmmnfgmﬁnaﬂ peAnsUnATBsduvBaiy
_ H'I'tihun11q-ﬂ.uumwmﬁmﬁwmxmuﬂuunﬂwwuuiuumnu Fao9szilau
Hifunmsnmuandenuazadisanmsvosseymuluvistiu enfivtu pmudlesszdvns
A sguinaduiiugu Suldiun T thuszun nsemy msvudanasy usluvausii
ilnamdoaninierfunsaitouumuma Tassadeiugiudin 4 salufisduaiuiiu
W naniranold nsdansfinen uazanstsagy Wusy
3) *unmvnlun'ﬁ n‘szqummmumaqﬁu 14ﬂﬁﬂﬂﬂﬁammﬁmzﬁunumﬁmm

LU iR mivesduinmsvissiuuaz Ussrouluvioaiusauiuimun TaeawiznInsedu
| MW segiivgusy Ilwnﬂuua-m'lw.ﬂnuﬂmmﬂ'l.um-:amumnnwuaﬂ \u
sndivuuindovisouuiidensofuouuanendn maimurdai idansgulnakaznis
\\ Hmﬂu mauRilawssnluiesiiuiiesdessesiunsamuannieuen vioduaiu
il Wilnsoldunuszivu ﬂu‘n'amaquluLﬁnn'ﬁmm'\uguasguilturuﬂ'luﬂaammlﬂu
| padiuies (Wusu
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4) unumlunisuseany ﬂaanuwulmﬂuaawmnUnﬂsaammﬂnuaugim
'[umqmmumnnamunﬁua*naanﬁumﬂsvmulﬂtﬂaumaﬁtmnnmm‘!amwawamﬂm
¥ nu'{nﬁ-uﬂnuﬂtyma'lu‘lmﬂauaumnuluﬂamu'lﬂ DRI qumﬂuuqmuaﬂumaﬂmun
iiguanansissnseuaduwilluulovsuilelgmanuenauans fudmisvissdufiedoni
ulneiunduahiliidamsatednuazainselfvowuluvosty u'flunu

5) unumlunisAuases nsunaseduvisivazdasiiunumlunisduases
UnllasdvBiainmuesusyrmuluiosiudie eriiidu n1sesavguagunmusssysuluiiui
nguaindn gasiy dreglemanmsdn sy

Us1u a550um9Aa (2540: 7) TAnanadanisunasaniesduluuszmasng q oudl
1mumwu.nnmaﬁ'uﬂan'wn'auanuru.,amnmnaaumqnﬁmm \wswgiuasdny udtotnlsn
anumumily 5 desindniuduumumiiddlunisimwinfivesesinsunasesduriosuly
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232 unumvaesAnsUnAsesdIuoadunInguue nguuwu%ﬂma
wizstUygandrglunsvienfiumumddyuesesdnsunasesduipeiiy i

-.:gu-:-mgmumﬂ'ummﬁm'lﬁu visfins 1y 2550 Inanafieunumsnemiil
voinsinsUnasesduviosdiulilumnest 272 findrdn “meldnismstedulusnes 1 igorAng
; Wmnududaszuriviosiunmannisuisnisunasasmuesnuenruisunivesssyouluiasiy

wnsduaubiesdnsunasesdwissiudumibsrumdnlunisdminininmsarsisue wasnsil
dinlunsdndulausledgmiluiui”

vonmmiigssuygurisveraninsine U 2550 dildseyfednnemthiives
piinsUnasesdwipsiuiAulianlunins 274 2ssa1laundrrin “sadinsunasesdruriosiu
Hudeuiimmududaslunisimuaulovis nsunasas nsuiuns nsdauinisats szl
mmMaINYAIe MIUIMSUYARA NMeiunsed waslidwawihinduvemuedlasans
lnwszdpsrilsfamainuvesdmrinwastsanadudiusude "

usnuaneaniu 280 uax 281 Iinaafedunamiifivesosdnsunasosdan
Wosdulusiudeny uarinussuin aqﬁnsUﬂn:iaaei‘mﬂaqﬁuﬂau*n-ru'lﬁ'[ummmi’nmﬁau.,
Oienszindl nu{imtu"mmﬂu warimusTsuduRveniody swnsunAsesduTasiuE AV
wiamsAnmausy waznsEneinemurnuonnsauuazaudp I sneluipButy wasd
Wildaudulunisdanis@inmavsuvesiy lavdrilifinnuaenndasiuunasgiuuasszuy
Msfinnuesnid nmsdantsfinweusumeluissiununssrass ssdnsunasesdiuviastiudes
Mflaflamargsfavs adausund giityyissiiu uastuusssudufvesiasiude”

dluaesn 281 Issyunumsaznnamiivesasdnsunasesdiuviesiivi
“Woduaduuazinwiamuamawanden ssdnsunasesdiurissdudouiid i

ngﬂumﬁ’fgtﬁ‘ingwwnmmnwﬁmtiwﬁaﬂwﬁmﬂm'::dﬁﬁrgﬁiwi31.1]5
(1) msdans nrsdrgeinen wasnslivsslevinnminentsssurituay
iihnnauﬁaqiumnmn
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(2) msrluiidrusalunsurgsineminenssssuniuasanindoud
atuaneaiud wwiglunsilieniuansenusenisisedinue s sowuluiuilvosay

(3) msilduinlumsiasaieddulasimswlofanssulauanumiiui
i iianssuRpRmA MAMIRsavSsueva ST UluLR

nanlasagiunumuazanawivivetesinsunasesduriosiudfioindu

naUnasadruissiuguuuuilaiuigssuygldinisimunveutiovessiun wini
dwiallil A asdnsUnAsasdusiustdesliunumdrdglunisdainlevisasisuy
Jmuan i laedassysmnnsunsnuee saulutisesdedinisivinisuimsaisisusun
e uluitud mnsdariassaulaatuiugu neaieauaieneldiaieein 0.272,
1.274a)

233 auAwaraudrdguasnmsunaseaiasiunisluigatelwi nissauaud
Dneitiedndn iWessnmniinsunesassamaiiusznevlufeysrrnninsuasuitau
i Hilnalesiguaiigudnmasiiissanfudsdonduddiidululien visfinan oo
“LisymialuBavurn” (‘diseconomies of scale’) Faiarudndufiszdosdinnsdiomsuns
Tumanisdlesnsunasestieglufiovesesdnsvieanitiufleguengudnarsoonly fewmnii
AR uazaddgueInTsUnAsewiesiiu fidwieluil @3lon Rvwgymiiiush, 2553: 13-15)

1) m3Unasaissdutisausmovselyuiaraudsinsvosgurunisly
Woafu asdnsunasosdiwiastudumihevensunasesinauidn q fAnnnenssaegia
Vrewn Tesmuimariugouiimmuandsiuluamdneusmamonm Jausisu wasiidinves
dmilwipsdudy q vilinsudrsuazmsunasesiiifnvazeesnssuguisnssyiisgura
Wusindes hiannseitesasvausdonrudssnsuariiymiiatunislugueuiu q 3
Pulukoanszareszuvailifidnuusadesdiuasuiud idangu Tuiife nsadaniens
Unniosfi3onis esdnsunasesduissfiudeiindaiiuimsuasuitymveaUssoivuly
Woallu uardsdunsafhaaiuruduuidbifundnauduiaveunussuudszesulae
{Democratic Accountability)

2) msUnasevissiuiulsaGouuszesulaslusedusimgh seuunisunases
Woslluszdosiinisidenss dsvuunssrnisidesssiuviosiu Insreduaznisudedulums
naidflos anfimauazauning luiigafasihliussrsudilafisssuunsunasemutes Wile
ﬂumumuﬂ'ﬁ'mmuﬁa:ﬂ'um"aq'mulﬁ'inwa%”mwmmsu?ms LitnadudelifvygRuasdie
Wi uasiiddgAemsdilafaunummiiivesussrsu warlufignesilifanisiauima
nafloald waznsfiunaseaiesiutisaiuaiuaminanilelunanisiies felddniiu
s vilnaeudssrisulaslivseuivuy

3) a¥ansildausan (Participation) nisilaguasiguraluseAuiasiiu wislu
wiugiinie demdesouszrmulumadnndiduinilumamsidledéinnnii Wunisdslena
Wiszwrsulamdunidiusumanisdisslussdugusurenu waznisidmuinisions
szane q naluguudioiaes wdusalivseysumaniliFouiuasivszaunisa
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homansdieamsunasssruvannisunasesruies uanilugnisivlaves “ammnduwadies”
lhunlssvrvu

4) a¥anuweussu (Legitimacy) Aruvialnanislumagiimaniuazlunis
nidies deailintsdedulalagannumemsdiesivielnasenluangueuissiu oneeshild
fnsweusu Tumesssiuiaminnsdsdulanssvitlussdugusuiosdu Suwalimierldiuns
nenfukasdunsamaasainnn ildimssadulslumanisillesnisunasesiuiimuvey
0l

5) Arsananiainan (Liberty) mnﬂ'*tu'aamm'mﬁanwﬂnﬂmagnsmag’ﬁ
Aunatamiiuly Lﬂllhﬁﬁﬂﬁﬂﬁﬂﬂ"lﬂiﬁ"lﬂﬂiﬂ.‘l..ﬁ']'HﬂﬁFIii}uﬁﬂﬁlﬂ?nﬂﬂ'ﬂm'ﬂﬂﬁﬂq'ﬂﬁa uay
ainmnudemsliiudeulassuldie luniessiy nsnsenesunedaduussaitnislu
nindeaainmvesiianyasa Tasmailigeiinanszdanszaeeenty Susnitlugns
adslasatievenisnsiasvnasaanasuIfaiuuasiu (Checks and Balances) 551314
AuinaafuRuivengudnais

venwilonnmsliniseiuieimdnnsuasunAafiierfosiunisnssisdnng

W nszewdnedidigaseuietadusuiniumssuguisne fegiuoiu 4 Usenas il

1) aunisdies n1snszawduisenihlvgnnzvesanulitennmuas
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Wgnmnduaniuslg drudszmiduaniusis anuduiennmersszdesasludn lundu
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wanensiuuardaudiuagudy nsnsznedmanmiilidsauliienamlumamsdiasld

2) funtsrda msnszreduneiinadiuly ewsilvgaatiiatesnmly
manriadavesUsznald desanidledadrunianisadslumeasrusdiulngeglussiy
Wostuduniseniisguranarsszimunsficmakazaummzuunisadavesysmalaesould
wnpwinnsldsevesioshiudn q Usiannitdelunianiseds wy nsldswedniud v
nrwannselumsdadiuelédin ssadlgmuanianmeanuliiadesnmeessuunisads
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3) fumuaLenIA MINsEed BN sxiliganuuanauazam
Wi ndtouduseninauiiviavasiiuane q Mslumiaasusiia nsads auamdia msudnas
mae ieandwnluminsdlaaesnsimiuinsarnisue saensunineInImnanTs
Wiwis Suegiudnenmvesiosiuusiasuvis mmmuanduasliiviniisuiusewitaissduds
N

a) dmulgmnmislininens desudaryuvuiiruidudasslunauvesnu ms
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1.1 dnvnziinsuazetnion dnlinnumaviaduadaah dany wuil 33/3 Wyl 3
Avalan dunatanly Tminasey’ agjmaﬁm:i‘unnﬂaﬁmi’ﬁaizq?uaxagjmaﬁﬂ'lﬁmm
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