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Service quality in central sterile supply department of
Charoenkrung Pracharak Hospital via SERVQUAL

Pramreudee Sirikoopta*, Patchara Sirivattanaket*, Prawit Tongchai Ph.D**
* Charoenkrung Pracharak Hospital, Medical Service Department, Bangkok Metropolitan Administration
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Abstract

Objectives: This research were 1) to study the service quality level of The Central Supply Sterile Department

of Chareonkung Phacharuk hospital measure by SERVQUAL system and 2) to compare the service quality level

of The Central Supply Sterile Department of Chareonkung Phacharuk hospital measure by SERVQUAL system

consisting of Customer expectation and perception separate by individual factors.

Method: The sample were register nurse in outpatient, inpatient, officer of dentist department and laboratory

center of Chareonkung Phacharuk hospital among 223 people that calculate by Krejcie and Morgan, used

stratisfied random sampling.

Result: The results were as follows: 1) The customer via service quality has expectation highest level and

perception has high level and 2) The comparison of the service quality of The Central Supply Sterile Department

of Chareonkung Phacharuk hospital were the expectations of users classified by personal factors are not

different in statistically significant (p>0.05). For the result that compare about perception of service quality

between male and female were statistically significant different (p<0.05) and other factor were not different.

Conclusions: The service quality of the Central Sterile Supply Department of Charoenkrung Pracharak Hospital

from the service users found that the most negative GAP value was the response to service users. Next is the

truth and the tangibles. GAPûs negative means that users perceive service quality is less than expected.

Keywords: The central supply sterile department, SERVQUAL, Chareonkung Phacharuk Hospital, Service quality.
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∫∑π”
Àπà«¬®à“¬°≈“ß (Central Sterile Supply

Department: CSSD) ‡ªìπÀπà«¬ß“π∑’Ë ”§—≠∑’Ë ÿ¥„π

 ∂“πæ¬“∫“≈´÷Ëß‡ªìπ»Ÿπ¬å°≈“ß√«∫√«¡Õÿª°√≥å

∑“ß°“√·æ∑¬å∑’Ë„™âß“π·≈â« ‡¢â“ Ÿà°√–∫«π°“√∑”≈“¬

‡™◊ÈÕ·≈–°“√∑”„Àâª√“»®“°‡™◊ÈÕ°àÕ‚√§∑’Ëªπ‡ªóôÕπ

°àÕππ”‰ª„™â„π°“√µ√«®√—°…“ºŸâªÉ«¬ ®÷ß‡°’Ë¬«¢âÕß

°—∫§«“¡ª≈Õ¥¿—¬¢ÕßºŸâªÉ«¬‚¥¬µ√ß ∂â“Àπà«¬®à“¬

°≈“ß∑’Ë¡’√–∫∫·≈–°“√¥”‡π‘π°“√∑’Ë¡’ª√– ‘∑∏‘¿“æ

®–≈¥§«“¡‡ ’Ë¬ßµàÕ°“√µ‘¥‡™◊ÈÕ®“°Õÿª°√≥å°“√·æ∑¬å

≈¥µâπ∑ÿπ§à“„™â®à“¬ ¥â“π«— ¥ÿÕÿª°√≥å∑“ß°“√·æ∑¬å

Õ”π«¬§«“¡ –¥«°„π°“√ªØ‘∫—µ‘ß“π¢ÕßÀπà«¬ß“π

µà“ß Ê √«¡∑—Èß π—∫ πÿπ°“√∫√‘À“√®—¥°“√¿“¬„π

‚√ßæ¬“∫“≈‰¥â‡ªìπÕ¬à“ß¥’1

Àπà«¬®à“¬°≈“ß„π·µà≈–‚√ßæ¬“∫“≈¡’§«“¡

·µ°µà“ß°—πµ“¡¿“«–‡»√…∞°‘®·≈–§«“¡æ√âÕ¡¢Õß

‚√ßæ¬“∫“≈π—Èπ Ê ‚√ßæ¬“∫“≈∑’Ëæ—≤π“·≈â« π‘¬¡

„™âÕÿª°√≥å™π‘¥„™â§√—Èß‡¥’¬«‚¥¬‰¡àπ”°≈—∫¡“„™âÕ’° ·µà

Õÿª°√≥å∫“ß™π‘¥¡’√“§“·æß ·≈–∂Ÿ°ÕÕ°·∫∫„Àâ

 “¡“√∂π”°≈—∫¡“„™â‰¥â„À¡à ‰¥â·°à °≈âÕß àÕßµ√«®

µà“ß Ê ‡§√◊ËÕß¡◊Õ∑“ß∑—πµ°√√¡ πÕ°®“°π’È ¬—ß¡’«— ¥ÿ

Õÿª°√≥å∑’Ë„™â„π°“√∑”À—µ∂°“√ ‡™àπ  “¬ «πÀ≈Õ¥

‡≈◊Õ¥ ‰À¡‡¬Á∫·º≈ ºâ“ ”À√—∫ÀàÕÕÿª°√≥å √«¡∂÷ß

‡ ◊ÈÕ§≈ÿ¡ ºâ“‡™Á¥¡◊Õ ºâ“∑’Ë„™â„π°“√∑”ºà“µ—¥µà“ß Ê

‡ªìπµâπ ‚√ßæ¬“∫“≈„πª√–‡∑»∑’Ë°”≈—ßæ—≤π“ ‡™àπ

Õ‘π‡¥’¬ ‡≈∫“πÕπ ·≈–ª√–‡∑»‰∑¬ ‡ªìπµâπ ¡’¢âÕ

®”°—¥¥â“π‡»√…∞°‘® ®÷ß¡’°“√π”Õÿª°√≥åÀ≈“¬™π‘¥

∑’Ë§«√„™â§√—Èß‡¥’¬« ¡“∑”„Àâª√“»®“°‡™◊ÈÕ‡æ◊ËÕπ”

°≈—∫‰ª„™â„À¡à Õÿª°√≥å¥—ß°≈à“« ‰¥â·°à  “¬ÕÕ° ‘́‡®π

Õÿª°√≥å‡§√◊ËÕß™à«¬À“¬„® ‡§√◊ËÕß¡◊Õ ”À√—∫ºà“µ—¥

Õÿª°√≥å ”À√—∫°“√µ√«®·≈–°“√√—°…“æ¬“∫“≈

‡ ◊ÈÕºâ“∑’Ë„™â„π°“√ºà“µ—¥ ‡ªìπµâπ ®÷ßµâÕß¡’¿“√–ß“π

„π°“√∑”„Àâª√“»®“°‡™◊ÈÕ„πÕÿª°√≥å∑’Ë “¡“√∂π”

°≈—∫¡“„™â„À¡à‰¥â ·≈–‡π◊ËÕß®“°Õÿª°√≥å∑’ËÕÕ°·∫∫

‡æ◊ËÕ„™â§√—Èß‡¥’¬«‰¡à‰¥â∂Ÿ°ÕÕ°·∫∫¡“‡æ◊ËÕ„™â´È” ®÷ß

∑”„Àâ‰¡à –¥«°µàÕ°“√∑”§«“¡ –Õ“¥·≈–‡ ’Ë¬ßµàÕ

§«“¡∫°æ√àÕß¢ÕßÕÿª°√≥å„π°“√π”‰ª„™âß“π

‚¥¬‡©æ“–‚√ßæ¬“∫“≈„π√–¥—∫™ÿ¡™π¬‘Ëß¡’¢âÕ®”°—¥

„πÀ≈“¬ Ê ¥â“π ¥—ßπ—Èπ °“√æ—≤π“ß“π®à“¬°≈“ß®÷ß

¡’§«“¡ ”§—≠ ‡æ√“–‡ªìπß“π∑’Ë‡°’Ë¬«°—∫°“√§«∫§ÿ¡

°“√µ‘¥‡™◊ÈÕ (infection control) ‡ªìπß“π∑’Ë∑”‡°’Ë¬«°—∫

‡§√◊ËÕß¡◊Õ∑’Ë√“§“·æß·≈–‡ªìπß“π∑’Ë‡°’Ë¬«¢âÕß°—∫™’«‘µ

¡πÿ…¬å2

®“°§«“¡ ”§—≠¢ÕßÀπà«¬®à“¬°≈“ß∑’ËµâÕß

‡°’Ë¬«¢âÕß°—∫§«“¡ª≈Õ¥¿—¬ °“√„Àâ∫√‘°“√∂◊Õ‡ªìπ

ªí®®—¬∑’Ë ”§—≠Õ’°ª√–°“√Àπ÷Ëß ‡æ√“–Àπà«¬®à“¬

°≈“ß¡’Àπâ“∑’Ë„Àâ∫√‘°“√®—¥‡µ√’¬¡‡§√◊ËÕß¡◊Õ ‡§√◊ËÕß„™â

Õÿª°√≥å∑“ß°“√·æ∑¬å µ“¡¡“µ√∞“π‚¥¬‡πâπ§«“¡

ª≈Õ¥¿—¬ ‡æ’¬ßæÕ ·≈–æ√âÕ¡„™â ®“°°“√„Àâ∫√‘°“√

¢ÕßÀπà«¬®à“¬°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿß-

ª√–™“√—°…å¡’ºŸâ„™â∫√‘°“√·®âßªí≠À“‡°’Ë¬«°—∫°“√„Àâ

∫√‘°“√„π¥â“πÕÿª°√≥å‰¡àæ√âÕ¡„™â ‡™àπ ≈â“ß‰¡à –Õ“¥

®—¥Õÿª°√≥å‰¡à§√∫µ“¡√“¬°“√ ·≈–¡’°“√®à“¬

Õÿª°√≥åº‘¥Àπà«¬ß“π ‡æ◊ËÕ°“√ª√—∫ª√ÿß§ÿ≥¿“æ°“√

„Àâ∫√‘°“√„π¥â“πµà“ß Ê „Àâ¡’§ÿ≥¿“æ ‚¥¬ºŸâ«‘®—¬‰¥â

∑∫∑«π«√√≥°√√¡·≈–°“√«‘®—¬µà“ß Ê ∑’Ë»÷°…“‡°’Ë¬«°—∫

°“√ª√—∫ª√ÿß§ÿ≥¿“æ°“√„Àâ∫√‘°“√ Parasuraman A,

et al.3 Õ∏‘∫“¬«à“ ¢÷ÈπÕ¬Ÿà°—∫ Õß à«π∑’Ë·µ°µà“ß°—π §◊Õ

§«“¡§“¥À«—ß¢ÕßºŸâ„™â∫√‘°“√ (customer expectation)

·≈–°“√√—∫√Ÿâ∑’ËºŸâ„™â∫√‘°“√‰¥â√—∫ (customer perception)

‚¥¬§«“¡§“¥À«—ß¢ÕßºŸâ„™â∫√‘°“√ À¡“¬∂÷ß §«“¡

µâÕß°“√¢ÕßºŸâ„™â∫√‘°“√∑’Ë√Ÿâ ÷°«à“§«√®–‰¥â√—∫®“°ºŸâ

„Àâ∫√‘°“√  à«π°“√∑’ËºŸâ„™â∫√‘°“√‰¥â√—∫√Ÿâ À¡“¬∂÷ß °“√

ª√–‡¡‘πÀ√◊Õµ—¥ ‘πºŸâ„Àâ∫√‘°“√®“°°“√√—∫√Ÿâ¢ÕßºŸâ„™â

∫√‘°“√ ¥—ßπ—Èπ À“°Õß§å°√∑√“∫∂÷ß§«“¡§“¥À«—ß„π

°“√√—∫∫√‘°“√¢ÕßºŸâ„™â∫√‘°“√«à“§◊ÕÕ–‰√ °Á®–

 “¡“√∂ÕÕ°·∫∫°“√∫√‘°“√„Àâµ√ß°—∫§«“¡µâÕß°“√

À√◊Õ¡“°°«à“§«“¡§“¥À«—ß¢ÕßºŸâ „™â∫√‘°“√‰¥â

§ÿ≥¿“æ°“√∫√‘°“√π—Èπ¢÷ÈπÕ¬Ÿà°—∫°“√√—∫√ŸâµàÕ∫√‘°“√∑’Ë

®—¥„Àâ«à“ “¡“√∂µÕ∫ πÕß§«“¡µâÕß°“√ ·≈–
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§«“¡§“¥À«—ß‰¥â¡“°πâÕ¬‡æ’¬ß„¥ ´÷Ëß§ÿ≥¿“æ„π

°“√∫√‘°“√®–¡’§à“ Ÿß¢÷ÈπÀ√◊ÕµË”≈ß¢÷Èπ°—∫«à“ºŸâ„™â

∫√‘°“√ª√–‡¡‘π °“√√—∫√Ÿâ∫√‘°“√∑’Ë‰¥â√—∫®√‘ß«à“µ√ß°—∫

∑’Ë§“¥À«—ß‰«âÀ√◊Õ‰¡à ªí®®—¬∑’Ë¡’Õ‘∑∏‘æ≈µàÕ§«“¡§“¥

À«—ß¢ÕßºŸâ„™â∫√‘°“√∑’Ë®–∑” „Àâ¡’§«“¡§“¥À«—ß·µ°

µà“ß°—πÕÕ°‰ª„π·µà≈–∫ÿ§§≈  ”À√—∫°“√«—¥

§ÿ≥¿“æ¢Õß√–∫∫∫√‘°“√ ÿ¢¿“æπ—Èπ·µà‡¥‘¡®–«—¥

§ÿ≥¿“æ®“°„∫Õπÿ≠“µª√–°Õ∫°‘®°“√·≈–°“√

√—∫√Õß§ÿ≥¿“æ®“° ∂“∫—π√—∫√Õß3

µàÕ¡“‰¥â¡’°“√æ—≤π“·∫∫ª√–‡¡‘π§ÿ≥¿“æ

°“√∫√‘°“√∑’Ë‡√’¬°«à“ SERVQUAL ‡ªìπ§«“¡§“¥À«—ß

¢ÕßºŸâ„™â∫√‘°“√ (customer expectation) ·≈–°“√√—∫√Ÿâ

∑’ËºŸâ„™â∫√‘°“√‰¥â√—∫ (customer perception) ‚¥¬

æ—≤π“¡“®“° 5 ¡‘µ‘ ª√–°Õ∫¥â«¬ 1. §«“¡‡ªìπ

√Ÿª∏√√¡¢Õß∫√‘°“√ 2. §«“¡‡™◊ËÕ∂◊Õ‰«â«“ß„®‰¥â 3. °“√

µÕ∫ πÕßµàÕºŸâ„™â∫√‘°“√ 4. °“√ √â“ß§«“¡¡—Ëπ„®„Àâ

°—∫ºŸâ„™â∫√‘°“√ ·≈– 5. °“√‡Õ“„®„ àºŸâ„™â∫√‘°“√ ‡æ◊ËÕ

ª√–‡¡‘π§«“¡§“¥À«—ß„π∫√‘°“√¢ÕßºŸâ„™â∫√‘°“√

·≈–°“√√—∫√Ÿâ¢ÕßºŸâ„™â∫√‘°“√µàÕ∫√‘°“√∑’Ë‰¥â√—∫√Ÿâ®√‘ß ‚¥¬

°“√‡ª√’¬∫‡∑’¬∫§«“¡§“¥À«—ß¢ÕßºŸâ„™â∫√‘°“√

(expectation) ·≈–°“√√—∫√Ÿâ∫√‘°“√ (perception) ¢Õß

ºŸâ„™â∫√‘°“√´÷Ëß –∑âÕπ„Àâ‡ÀÁπ§ÿ≥¿“æ∫√‘°“√‚¥¬

™àÕß«à“ß (gap) √–À«à“ß§«“¡§“¥À«—ß·≈–°“√√—∫√Ÿâ

∫√‘°“√¡’ 5 ™àÕß«à“ß (gap) ™àÕß«à“ß∑’Ë 1 §◊Õ ™àÕß«à“ß

√–À«à“ß§«“¡§“¥À«—ß¢ÕßºŸâ„™â∫√‘°“√·≈–°“√√—∫√Ÿâ

∫√‘°“√¢ÕßºŸâ„Àâ∫√‘°“√ ™àÕß«à“ß∑’Ë 2 §◊Õ ™àÕß«à“ß

√–À«à“ß°“√√—∫√Ÿâ°“√∫√‘°“√¢ÕßºŸâ„Àâ∫√‘°“√·≈–°“√

°”Àπ¥≈—°…≥–§ÿ≥¿“æ∫√‘°“√ ™àÕß«à“ß∑’Ë 3 §◊Õ

™àÕß«à“ß√–À«à“ß∫√‘°“√∑’ËºŸâ „Àâ∫√‘°“√¡’„Àâ·≈–

§ÿ≥¿“æ∫√‘°“√∑’ËºŸâ„Àâ∫√‘°“√°”Àπ¥‰«â ™àÕß«à“ß∑’Ë 4 §◊Õ

™àÕß«à“ß√–À«à“ß∫√‘°“√∑’ËºŸâ„Àâ∫√‘°“√¡’„Àâ·≈–°“√

 ◊ËÕ “√¢ÕßºŸâ„Àâ∫√‘°“√ ·≈–™àÕß«à“ß∑’Ë 5 §◊Õ ™àÕß«à“ß

√–À«à“ß°“√√—∫√Ÿâ∫√‘°“√·≈–§«“¡§“¥À«—ß¢ÕßºŸâ„™â

∫√‘°“√

®“°√–∫∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õß‚√ßæ¬“∫“≈

‡®√‘≠°√ÿßª√–™“√—°…å¡’ºŸâ„™â∫√‘°“√·®âßªí≠À“‡°’Ë¬«

°—∫°“√„Àâ∫√‘°“√„π¥â“πÕÿª°√≥å‰¡àæ√âÕ¡„™â ‡™àπ ≈â“ß

‰¡à –Õ“¥ ®—¥Õÿª°√≥å‰¡à§√∫µ“¡√“¬°“√ ·≈–¡’

°“√®à“¬Õÿª°√≥åº‘¥Àπà«¬ß“π ´÷ËßºŸâ«‘®—¬®÷ß π„®

»÷°…“¥â“π§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢ÕßÀπà«¬®à“¬

°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬√–∫∫

SERVQUAL ‡æ◊ËÕ‡ªìπª√–‚¬™πå„π°“√æ—≤π“§ÿ≥¿“æ

°“√„Àâ∫√‘°“√¢ÕßÀπà«¬®à“¬°≈“ß„Àâ‰¥â¡“µ√∞“π

 “°≈·≈–‡ªìπ∑’Ë¬Õ¡√—∫¢ÕßºŸâ„™â∫√‘°“√µàÕ‰ª

«—µ∂ÿª√– ß§å
1. ‡æ◊ËÕ»÷°…“√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õß

Àπà «¬®à “¬°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿ ß -

ª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL

2. ‡æ◊ËÕ‡ª√’¬∫‡∑’¬∫√–¥—∫§ÿ≥¿“æ°“√„Àâ

∫√‘°“√¢ÕßÀπà«¬®à“¬°≈“ß¢Õß‚√ßæ¬“∫“≈

‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL ª√–°Õ∫

¥â«¬§“¥À«—ß¢ÕßºŸâ„™â∫√‘°“√ (customer expectation)

·≈–°“√√—∫√Ÿâ∫√‘°“√¢ÕßºŸâ„™â∫√‘°“√ (customer

perception) ®”·π°µ“¡ªí®®—¬ à«π∫ÿ§§≈

 ¡¡µ‘∞“π°“√«‘®—¬
√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢ÕßÀπà«¬®à“¬

°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬√–∫∫

SERVQUAL ª√–°Õ∫¥â«¬§“¥À«—ß¢ÕßºŸâ„™â∫√‘°“√

(customer expectation) ·≈–°“√√—∫√Ÿâ∫√‘°“√¢ÕßºŸâ„™â

∫√‘°“√ (customer perception) ®”·π°µ“¡ªí®®—¬

 à«π∫ÿ§§≈ ¡’§«“¡·µ°µà“ß°—πÕ¬à“ß¡’π—¬ ”§—≠

∑“ß ∂‘µ‘∑’Ë√–¥—∫ 0.05
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°√Õ∫·π«§‘¥°“√«‘®—¬

«‘∏’¥”‡π‘π°“√«‘®—¬
ª√–™“°√ §◊Õ æ¬“∫“≈„πÀπà«¬ºŸâªÉ«¬πÕ°

ºŸâªÉ«¬„π ∑—πµ°√√¡ ·≈–‡®â“Àπâ“∑’ËÀâÕßªØ‘∫—µ‘°“√ ¢Õß

‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å∑’Ë√—∫∫√‘°“√®“°Àπà«¬

®à“¬°≈“ß ®”π«π 530 §π ‚¥¬¡’Àπà«¬ºŸâªÉ«¬πÕ°

®”π«π 97 §π ºŸâªÉ«¬„π ®”π«π 386 §π ∑—πµ°√√¡

®”π«π 11 §π ·≈– ‡®â“Àπâ“∑’ËÀâÕßªØ‘∫—µ‘°“√ ®”π«π

36 §π °≈ÿà¡µ—«Õ¬à“ß æ¬“∫“≈„πÀπà«¬ºŸâªÉ«¬πÕ°

ºŸâªÉ«¬„π ∑—πµ°√√¡ ·≈–‡®â“Àπâ“∑’ËÀâÕßªØ‘∫—µ‘°“√

¿“æ∑’Ë 1 °√Õ∫·π«§‘¥„π°“√«‘®—¬

¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å∑’ËµâÕßµ‘¥µàÕ

°—∫Àπà«¬®à“¬°≈“ß ®”π«π 223 §π „™â°“√ ÿà¡

µ—«Õ¬à“ß·∫∫·∫àß™—Èπ¿Ÿ¡‘·∫àßµ“¡ —¥ à«πª√–™“°√

§”π«≥¢π“¥µ—«Õ¬à“ßµ“¡ Ÿµ√¢Õß Krejcie and

Morgan ¥—ßπ’È



ë «“√ “√‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å ë60

n = ¢π“¥µ—«Õ¬à“ß

N = ®”π«πª√–™“°√

e = √–¥—∫§«“¡§≈“¥‡§≈◊ËÕπ¢Õß°“√ ÿà¡

µ—«Õ¬à“ß (5%)

    = §à“‰§°”≈—ß Õß‡¡◊ËÕ§à“√–¥—∫π—¬ ”§—≠

0.05 §à“Õß»“Õ‘ √– 1 ¡’§à“ 3.841

p =  —¥ à«π¢Õß≈—°…≥–ª√–™“°√∑’Ë π„®

(p=0.5)

„™â°“√ ÿà¡µ—«Õ¬à“ß·∫∫·∫àß™—Èπ¿Ÿ¡‘·∫àßµ“¡

 —¥ à«πª√–™“°√· ¥ß —¥ à«π‚¥¬„™âª√–‡¿∑

∫ÿ§≈“°√‡ªìπ™—Èπ¿Ÿ¡‘ (¿“¬„µâª√–‡¿∑∫ÿ§≈“°√°≈ÿà¡

‡¥’¬«°—π‰¥â√—∫∫√‘°“√‡À¡◊Õπ°—π·≈–∫ÿ§≈“°√µà“ß

°≈ÿà¡°—π‰¥â√—∫°“√∫√‘°“√µà“ß°—π‚¥¬‡°Á∫„§√°Á‰¥âµ“¡

 —¥ à«π®π°«à“®–§√∫µ“¡∑’Ë°”Àπ¥) °“√·∫àßµ“¡

 —¥ à«πª√–™“°√ · ¥ß¥—ßµ“√“ß∑’Ë 1 ·≈–„™â°“√ ÿà¡

Õ¬à“ßßà“¬‚¥¬«‘∏’°“√®—∫©≈“°‡æ◊ËÕ„Àâ‰¥â°≈ÿà¡µ—«Õ¬à“ß

®“°·µà≈–™—Èπ¿Ÿ¡‘

µ“√“ß∑’Ë 1 ª√–‡¿∑∫ÿ§≈“°√ ®”π«π  —¥ à«π ·≈–¢π“¥µ—«Õ¬à“ß

‡§√◊ËÕß¡◊Õ∑’Ë„™â„π°“√«‘®—¬ §◊Õ ·∫∫ Õ∫∂“¡

®”π«π 25 ¢âÕ ª√–°Õ∫¥â«¬ 2  à«π ‰¥â·°à  à«π∑’Ë

1 ªí®®—¬ à«π∫ÿ§§≈ ®”π«π 4 ¢âÕ ·≈– à«π∑’Ë 2

·∫∫ Õ∫∂“¡§«“¡§‘¥‡ÀÁπ¥â“π§ÿ≥¿“æ°“√„Àâ

∫√‘°“√¥â«¬√–∫∫ SERVQUAL ª√–°Õ∫¥â«¬ 2 ¥â“π

§◊Õ §«“¡§“¥À«—ß¢ÕßºŸâ„™â∫√‘°“√ ·≈–°“√√—∫√Ÿâ∑’ËºŸâ

„™â∫√‘°“√‰¥â√—∫ ´÷Ëß·µà≈–¥â“π¡’ 5 ¡‘µ‘¢Õß°“√∫√‘°“√

∑’Ë‡À¡◊Õπ°—π ®”π«π 21 ¢âÕ ´÷Ëßª√–°Õ∫¥â«¬ªí®®—¬∑’Ë

µ—¥ ‘π§ÿ≥¿“æ∫√‘°“√ 5 ¡‘µ‘ ‰¥â·°à 1) §«“¡‡ªìπ√Ÿª

∏√√¡¢Õß∫√‘°“√ (tangibles) ®”π«π 4 ¢âÕ 2) §«“¡

‡™◊ËÕ∂◊Õ‰«â«“ß„®‰¥â (reliability) ®”π«π 4 ¢âÕ 3) °“√

µÕ∫ πÕßµàÕºŸâ„™â∫√‘°“√ (responsiveness) ®”π«π 4

¢âÕ 4) °“√ √â“ß§«“¡¡—Ëπ„®„Àâ·°àºŸâ„™â∫√‘°“√

(assurance) ®”π«π 4 ¢âÕ 5) °“√‡Õ“„®„ àºŸâ„™â∫√‘°“√

(empathy) ®”π«π 5 ¢âÕ ‚¥¬·∫∫ Õ∫∂“¡®–

¥”‡π‘π°“√µ√«® Õ∫§«“¡µ√ß‡™‘ß‡π◊ÈÕÀ“ (content

validity) ‚¥¬ºŸâ‡™’Ë¬«™“≠ ®”π«π 3 §π §”π«≥À“

§à“¥—™π’§«“¡µ√ß‡™‘ß‡π◊ÈÕÀ“À√◊Õ CVI ‚¥¬§”π«≥

®“°®”π«π¢âÕ§”∂“¡∑’Ë‰¥â√—∫°“√ª√–‡¡‘π§«“¡

 Õ¥§≈âÕß∑’Ë√–¥—∫ 3 À√◊Õ 4 ‡∑à“π—Èπ®÷ß®–π—∫«à“ ¡’

§«“¡µ√ß‡™‘ß‡π◊ÈÕÀ“§à“¥—™π’§«“¡µ√ß‡™‘ß‡π◊ÈÕÀ“¢Õß

·∫∫«—¥∑—Èß©∫—∫ (Content Validity Index: CVI) ¡’§à“

‰¡àπâÕ¬°«à“ 0.804 º≈°“√µ√«® Õ∫§«“¡µ√ß‡™‘ß

‡π◊ÈÕÀ“ ®”π«π 21 ¢âÕ ‰¥â‡∑à“°—∫ 1.00 · ¥ß«à“ ¢âÕ

§”∂“¡∑ÿ°¢âÕºà“π‡°≥±å π”·∫∫ Õ∫∂“¡‰ª∑¥≈Õß

„™â‡æ◊ËÕÀ“§«“¡‡∑’Ë¬ß¢Õß‡§√◊ËÕß¡◊Õ (reliability) ®”π«π

30 ™ÿ¥ À≈—ß®“°π—Èππ”¡“§”π«≥§à“§«“¡‡∑’Ë¬ß

(reliability) ‚¥¬°“√«‘‡§√“–ÀåÀ“§à“ —¡ª√– ‘∑∏‘Ï

·Õ≈ø“¢Õß§√Õπ∫“§ (Cronbachûs Alpha Coefficient)

‡¡◊ËÕ‰¥âº≈¢Õß°“√À“§à“ —¡ª√– ‘∑∏‘Ï·Õ≈ø“¢Õß
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§√Õπ∫“§ (Cronbachûs Alpha Coefficient) ¡“°°«à“

0.70 ¢÷Èπ‰ª ®÷ßπ”¡“„™â°—∫°≈ÿà¡µ—«Õ¬à“ß

°“√‡°Á∫√«∫√«¡¢âÕ¡Ÿ≈ æ¬“∫“≈„πÀπà«¬

ºŸâªÉ«¬πÕ° ºŸâªÉ«¬„π ∑—πµ°√√¡ ·≈–‡®â“Àπâ“∑’ËÀâÕß

ªØ‘∫—µ‘°“√ ¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å∑’Ë

µâÕßµ‘¥µàÕ°—∫Àπà«¬®à“¬°≈“ß ®”π«π 223 §π

§”π«≥¢π“¥µ—«Õ¬à“ßµ“¡ Ÿµ√ Krejcie and Morgan

‚¥¬¡’æ¬“∫“≈„πÀπà«¬ ºŸâªÉ«¬πÕ° ®”π«π 41 §π

æ¬“∫“≈„πÀπà«¬ ºŸâªÉ«¬„π ®”π«π 162 §π ‡®â“

Àπâ“∑’ËÀâÕß∑—πµ°√√¡ ®”π«π 5 §π ·≈–‡®â“Àπâ“∑’Ë

ÀâÕßªØ‘∫—µ‘°“√ ®”π«π 15 §π §«“¡‡ ’Ë¬ß·≈–º≈

¢â“ß‡§’¬ß∑’ËÕ“®‡°‘¥¢÷Èπ ¡’§«“¡‡ ’Ë¬ßπâÕ¬°«à“§«“¡

‡ ’Ë¬ßµË” ‡π◊ËÕß®“°‡ªìπß“π«‘®—¬∑’Ë„™â·∫∫ Õ∫∂“¡

‰¡à‰¥â‡ªìπ°“√∑¥≈Õß∑’Ë¡’º≈µàÕ√à“ß°“¬·≈–®‘µ„®

¢ÕßÕ“ “ ¡—§√

°“√«‘‡§√“–Àå¢âÕ¡Ÿ≈ ¢âÕ¡Ÿ≈∑—Ë«‰ª¢ÕßºŸâµÕ∫

·∫∫ Õ∫∂“¡ π”‡ πÕ„π√Ÿª·∫∫¢Õß §«“¡∂’Ë √âÕ¬≈–

√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢ÕßÀπà«¬®à“¬°≈“ß¢Õß

‚√ßæ¬“∫“≈‡®√‘≠°√ÿ ßª√–™“√—°…å¥â«¬√–∫∫

SERVQUAL ∑—Èß¥â“π°“√√—∫√Ÿâ·≈–§«“¡§“¥À«—ß„™â

§à“‡©≈’Ë¬ ·≈– à«π‡∫’Ë¬ß‡∫π¡“µ√∞“π ·≈–°“√

‡ª√’¬∫‡∑’¬∫√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢ÕßÀπà«¬

®à“¬°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬

√–∫∫ SERVQUAL ∑—Èß¥â“π°“√√—∫√Ÿâ·≈–§«“¡§“¥À«—ß

®”·π°µ“¡ªí®®—¬ à«π∫ÿ§§≈ ¥â«¬«‘∏’°“√∑¥ Õ∫·∫∫

t (t-test) ·≈–°“√«‘‡§√“–Àå‡ª√’¬∫‡∑’¬∫°“√«‘‡§√“–Àå

§«“¡·ª√ª√«π (analysis of variance)

º≈°“√«‘®—¬
ºŸâµÕ∫·∫∫ Õ∫∂“¡‡ªìπ‡æ»À≠‘ß ®”π«π

211 §π §‘¥‡ªìπ √âÕ¬≈– 94.62  ”À√—∫ºŸâµÕ∫·∫∫

 Õ∫∂“¡∑’Ë‡ªìπ‡æ»™“¬ ®”π«π 12 §π §‘¥‡ªìπ

√âÕ¬≈– 5.38 ºŸâµÕ∫·∫∫ Õ∫∂“¡ à«π„À≠àÕ¬Ÿà·ºπ°

ºŸâªÉ«¬„π ®”π«π 162 §π §‘¥‡ªìπ √âÕ¬≈– 72.65

√Õß≈ß¡“‡ªìπ·ºπ° ºŸâªÉ«¬πÕ° ·≈–‡®â“Àπâ“∑’ËÀâÕß

ªØ‘∫—µ‘°“√ ®”π«π 41 §π ·≈– ®”π«π 15 §π

§‘¥‡ªìπ √âÕ¬≈– 18.39 ·≈– √âÕ¬≈– 6.73 µ“¡≈”¥—∫

ºŸâµÕ∫·∫∫ Õ∫∂“¡ à«π„À≠à¡’Õ“¬ÿß“π ¡“°°«à“ 10

ªï ®”π«π 102 §π §‘¥‡ªìπ √âÕ¬≈– 45.74 √Õß≈ß¡“

¡’Õ“¬ÿß“π 1-5 ªï ·≈– 6-10 ªï ®”π«π 67 §π ·≈–

®”π«π 54 §π §‘¥‡ªìπ √âÕ¬≈– 30.04 ·≈–√âÕ¬≈–

24.22 µ“¡≈”¥—∫ ºŸâµÕ∫·∫∫ Õ∫∂“¡ à«π„À≠à¡’Õ“¬ÿ

30-39 ªï ®”π«π 77 §π §‘¥‡ªìπ √âÕ¬≈– 34.53 √Õß

≈ß¡“¡’Õ“¬ÿ 20-29 ªï ·≈–Õ“¬ÿ 40-49 ªï ®”π«π 76

§π ·≈–®”π«π 51 §π §‘¥‡ªìπ √âÕ¬≈– 34.08 ·≈–

√âÕ¬≈– 22.87 µ“¡≈”¥—∫ √“¬≈–‡Õ’¬¥· ¥ß¥—ß

µ“√“ß∑’Ë 2
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º≈°“√«‘‡§√“–Àå√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√

¢ÕßÀπà«¬®à“¬°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿß-

ª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL ¥â“π§«“¡§“¥

À«—ß„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√ ª√“°Æ«à“ ¿“æ√«¡

§«“¡§“¥À«—ß„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√Õ¬Ÿà„π√–¥—∫

¡“°∑’Ë ÿ¥ (M=4.50, SD=0.51) ‚¥¬§«“¡§“¥À«—ß„π

§ÿ≥¿“æ°“√„Àâ∫√‘°“√¥â“π∑’Ë≈Ÿ°§â“¡’§«“¡§“¥À«—ß

¡“°∑’Ë ÿ¥ §◊Õ §«“¡‡ªìπ√Ÿª∏√√¡¢Õß∫√‘°“√ (M=4.53,

SD=0.51) √Õß≈ß¡“‡ªìπ¥â“π§«“¡‡™◊ËÕ∂◊Õ‰«â«“ß„®‰¥â

(M=4.51, SD=0.50) ·≈–°“√µÕ∫ πÕßµàÕºŸâ„™â∫√‘°“√

(M=4.51, SD=0.52) ‚¥¬∑ÿ°¥â“πºŸâ„™â∫√‘°“√¡’§“¥

À«—ß¡“°∑’Ë ÿ¥√“¬≈–‡Õ’¬¥· ¥ß¥—ßµ“√“ß∑’Ë 3 ·≈–

¿“æ∑’Ë 2

µ“√“ß∑’Ë 2 ¢âÕ¡Ÿ≈∑—Ë«‰ª¢ÕßºŸâµÕ∫·∫∫ Õ∫∂“¡ §«“¡∂’Ë √âÕ¬≈– (n=223)
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µ“√“ß∑’Ë 3 M, SD ·≈–°“√·ª≈§«“¡À¡“¬√–¥—∫§«“¡§“¥À«—ß„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√

º≈°“√«‘‡§√“–Àå√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√

¢ÕßÀπà«¬®à“¬°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿß-

ª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL ¥â“π°“√√—∫√Ÿâ„π

§ÿ≥¿“æ°“√„Àâ∫√‘°“√ ª√“°Æ«à“ ¿“æ√«¡°“√√—∫√Ÿâ

„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√Õ¬Ÿà„π√–¥—∫¡“° (M=3.51,

SD=1.13) ‚¥¬°“√√—∫√Ÿâ„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√¥â“π

∑’Ë≈Ÿ°§â“√—∫√Ÿâ„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√ Ÿß∑’Ë ÿ¥ §◊Õ °“√

¿“æ∑’Ë 2 §«“¡§“¥À«—ß„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢ÕßÀπà«¬®à“¬°≈“ß¢Õß

‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL

 √â“ß§«“¡¡—Ëπ„®„Àâ°—∫ºŸâ„™â∫√‘°“√ (M=3.56, SD=1.11)

√Õß≈ß¡“‡ªìπ¥â“π§«“¡‡ªìπ√Ÿª∏√√¡¢Õß∫√‘°“√

(M=3.54, SD=0.1.13) ·≈–°“√‡Õ“„®„ àºŸâ„™â∫√‘°“√

(M=3.53, SD=1.14) ‚¥¬∑ÿ°¥â“πºŸâ„™â∫√‘°“√¡’°“√√—∫

√Ÿâ√–¥—∫¡“° √“¬≈–‡Õ’¬¥· ¥ß¥—ßµ“√“ß∑’Ë 4 ·≈–

¿“æ∑’Ë 3
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µ“√“ß∑’Ë 4 °“√√—∫√Ÿâ„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√ §à“‡©≈’Ë¬ ·≈– à«π‡∫’Ë¬ß‡∫π¡“µ√∞“π

°“√‡ª√’¬∫‡∑’¬∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õß

Àπà«¬®à“¬°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å

¥â«¬√–∫∫ SERVQUAL

º≈°“√‡ª√’¬∫‡∑’¬∫√–¥—∫§ÿ≥¿“æ°“√„Àâ

∫√‘°“√¢ÕßÀπà«¬®à“¬°≈“ß¢Õß‚√ßæ¬“∫“≈

‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL ª√–°Õ∫

¥â«¬§«“¡§“¥À«—ß¢ÕßºŸâ„™â∫√‘°“√ (customer

expectation) ·≈–°“√√—∫√Ÿâ∫√‘°“√¢ÕßºŸâ„™â∫√‘°“√

(customer perception) ®”·π°µ“¡ªí®®—¬ à«π∫ÿ§§≈

¿“æ∑’Ë 3 °“√√—∫√Ÿâ„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢ÕßÀπà«¬®à“¬°≈“ß¢Õß

‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL

ª√–°Õ∫¥â«¬ ‡æ» ·ºπ° Õ“¬ÿß“π ·≈–Õ“¬ÿ¢ÕßºŸâ

„™â∫√‘°“√ ª√“°Æ«à“ §«“¡§“¥À«—ß¢Õß√–¥—∫§ÿ≥¿“æ

°“√„Àâ∫√‘°“√¢ÕßÀπà«¬®à“¬°≈“ß¢Õß‚√ßæ¬“∫“≈

‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL ‰¡àµà“ß°—π

Õ¬à“ß¡’π—¬ ”§—≠∑“ß ∂‘µ‘∑’Ë√–¥—∫ 0.05 √“¬≈–‡Õ’¬¥

· ¥ß¥—ßµ“√“ß∑’Ë 5
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º≈°“√ ‡ª√’¬∫‡∑’¬∫°“√√—∫√Ÿâ ¢Õß√–¥—∫

§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢ÕßÀπà«¬®à“¬°≈“ß¢Õß

‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL

ª√“°Æ«à“ °“√√—∫√Ÿâ√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õß

Àπà «¬®à “¬°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿ ß -

ª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL ·µ°µà“ß°—π„π

µ“√“ß∑’Ë 5 °“√‡ª√’¬∫‡∑’¬∫§«“¡§“¥À«—ß®”·π°µ“¡ªí®®—¬®—¬ à«π∫ÿ§§≈

‡√◊ËÕß‡æ»  ”À√—∫¥â“πÕ◊Ëπ Ê ‰¡à·µ°µà“ß°—π Õ¬à“ß¡’

π—¬ ”§—≠∑“ß ∂‘µ‘∑’Ë√–¥—∫ 0.05 √“¬≈–‡Õ’¬¥· ¥ß

¥—ßµ“√“ß∑’Ë 6
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 √ÿªº≈°“√«‘®—¬
√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢ÕßÀπà«¬®à“¬

°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å¥â«¬√–∫∫

SERVQUAL §«“¡§“¥À«—ß„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√

Õ¬Ÿà„π√–¥—∫¡“°∑’Ë ÿ¥ ·≈–°“√√—∫√Ÿâ„π§ÿ≥¿“æ°“√„Àâ

∫√‘°“√Õ¬Ÿà„π√–¥—∫¡“° §«“¡§“¥À«—ß¢Õß§ÿ≥¿“æ

°“√„Àâ∫√‘°“√®”·π°µ“¡ªí®®—¬ à«π∫ÿ§§≈‰¡àµà“ß°—π

·µà°“√√—∫√Ÿâ§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õß‡æ»™“¬·≈–

‡æ»À≠‘ßµà“ß°—πÕ¬à“ß¡’π—¬ ”§—≠∑“ß ∂‘µ‘∑’Ë√–¥—∫

0.05

µ“√“ß∑’Ë 6 °“√‡ª√’¬∫‡∑’¬∫°“√√—∫√Ÿâ®”·π°µ“¡ªí®®—¬®—¬ à«π∫ÿ§§≈

Õ¿‘ª√“¬º≈°“√«‘®—¬
º≈°“√«‘‡§√“–Àå√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√

¢ÕßÀπà«¬®à“¬°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿß-

ª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL ¥â“π§«“¡§“¥

À«—ß„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√ æ∫«à“ §«“¡§“¥À«—ß

„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√Õ¬Ÿà„π√–¥—∫¡“°∑’Ë ÿ¥‚¥¬

§«“¡§“¥À«—ß„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√¥â“π∑’Ë≈Ÿ°§â“

¡’§«“¡§“¥À«—ß¡“°∑’Ë ÿ¥ §◊Õ §«“¡‡ªìπ√Ÿª∏√√¡

¢Õß∫√‘°“√ √Õß≈ß¡“‡ªìπ¥â“π§«“¡‡™◊ËÕ∂◊Õ‰«â«“ß„®

·≈–°“√µÕ∫ πÕßµàÕºŸâ„™â∫√‘°“√‚¥¬∑ÿ°¥â“πºŸâ„™â
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∫√‘°“√¡’§“¥À«—ß¡“°∑’Ë ÿ¥ ·≈–√–∫∫ SERVQUAL

¥â“π°“√√—∫√Ÿâ„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√ ª√“°Æ«à“ °“√

√—∫√Ÿâ„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√¿“æ√«¡Õ¬Ÿà„π√–¥—∫

¡“°‚¥¬°“√√—∫√Ÿâ„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√¥â“π∑’Ë

≈Ÿ°§â“√—∫√Ÿâ„π§ÿ≥¿“æ°“√„Àâ∫√‘°“√ Ÿß∑’Ë ÿ¥ §◊Õ °“√

 √â“ß§«“¡¡—Ëπ„®„Àâ°—∫ºŸâ„™â∫√‘°“√ √Õß≈ß¡“‡ªìπ

¥â“π§«“¡‡ªìπ√Ÿª∏√√¡¢Õß∫√‘°“√·≈–°“√‡Õ“„®„ àºŸâ

„™â∫√‘°“√‚¥¬∑ÿ°¥â“πºŸâ„™â∫√‘°“√¡’°“√√—∫√Ÿâ√–¥—∫¡“°

 Õ¥§≈âÕß°—∫°“√»÷°…“¢Õß  ÿ∑‘π √‘π “√ ‰¥â √ÿª«à“

√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õß∫√‘…—∑°√≥’»÷°…“

¥â«¬√–∫∫ SERVQUAL Õ¬Ÿà„π√–¥—∫¡“°5 ·≈–

 Õ¥§≈âÕß°—∫ß“π«‘®—¬¢Õß æ—≤π– ∏π°ƒµæÿ≤‘‡¡∏6

‰¥â»÷°…“°“√ª√–‡¡‘π§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õß

‚√ß·√¡√–¥—∫ 4 ¥“« ∫√‘‡«≥™“¬À“¥ 4 À“¥„π

‡¡◊Õßæ—∑¬“‚¥¬°“√ª√–¬ÿ°µå„™â SERVQUAL Model º≈

°“√»÷°…“ ª√“°Æ«à“ ≈Ÿ°§â“™“«‰∑¬∑’Ë‡¢â“æ—°‚√ß·√¡

√–¥—∫ 4 ¥“« ¡’§à“‡©≈’Ë¬√–¥—∫°“√√—∫√Ÿâ·≈–§“¥À«—ß

µàÕ§ÿ≥¿“æ∫√‘°“√Õ¬Ÿà„π√–¥—∫ Ÿß6 ·≈– Õ¥§≈âÕß

°—∫°“√»÷°…“¢Õß °π°æ√ ≈’≈“‡∑æ‘π∑√å ·≈–§≥–2

»÷°…“‡√◊ËÕß°“√ª√–‡¡‘π√–¥—∫§ÿ≥¿“æ°“√∫√‘°“√

¢Õß‚√ßæ¬“∫“≈√—∞∫“≈„π°√ÿß‡∑æœ ¥â«¬·∫∫®”≈Õß

SERVQUAL º≈¢Õß°“√»÷°…“æ∫«à“ ‚¥¬¿“æ√«¡

ºŸâ√—∫∫√‘°“√¡’√–¥—∫§à“‡©≈’Ë¬¢Õß§«“¡§“¥À«—ß„π

°“√∫√‘°“√¡“°°«à“°“√√—∫√Ÿâ®“°∫√‘°“√∑’Ë‰¥â√—∫ · ¥ß

«à“ºŸâ√—∫∫√‘°“√‰¡àæ÷ßæÕ„®°—∫∫√‘°“√∑’Ë ‰¥â√—∫À√◊Õ°“√

„Àâ∫√‘°“√¢Õß‚√ßæ¬“∫“≈√—∞∫“≈·Ààßπ’È‰¡à¡’§ÿ≥¿“æ

∑’Ë¥’

¢âÕ‡ πÕ·π–
°“√«‘‡§√“–Àå√–¥—∫§ÿ≥¿“æ°“√„Àâ∫√‘°“√¢Õß

Àπà «¬®à “¬°≈“ß¢Õß‚√ßæ¬“∫“≈‡®√‘≠°√ÿ ß -

ª√–™“√—°…å¥â«¬√–∫∫ SERVQUAL ª√“°Æ«à“ ™àÕß«à“ß

(gap) µ‘¥≈∫ ‚¥¬¥â“π∑’Ë¡’§à“™àÕß«à“ß (gap) ¡“°∑’Ë ÿ¥

§◊Õ ¥â“π°“√µÕ∫ πÕßµàÕºŸâ„™â∫√‘°“√ √Õß≈ß¡“‡ªìπ

¥â“π§«“¡‡™◊ËÕ∂◊Õ‰«â«“ß„®‰¥â·≈–¥â“π§«“¡‡ªìπ

√Ÿª∏√√¡¢Õß∫√‘°“√ °“√∑’Ë™àÕß«à“ß (gap) µ‘¥≈∫

À¡“¬§«“¡«à“ ºŸâ„™â∫√‘°“√√—∫√Ÿâ∂÷ß§ÿ≥¿“æ°“√„Àâ

∫√‘°“√πâÕ¬°«à“§«“¡§“¥À«—ß Àπà«¬®à“¬°≈“ß¢Õß

‚√ßæ¬“∫“≈‡®√‘≠°√ÿßª√–™“√—°…å§«√¡’°“√ª√—∫ª√ÿß

§ÿ≥¿“æ°“√„Àâ∫√‘°“√„πª√–‡¥Áπ¥—ßµàÕ‰ªπ’È

°“√µÕ∫ πÕßµàÕºŸâ„™â∫√‘°“√ §«√À“ customer

need ºŸâ„™â∫√‘°“√ (Àπà«¬ß“πµà“ß Ê ¿“¬„π) ¡’§«“¡

µâÕß°“√∫√‘°“√Õ–‰√ ´÷Ëß·µà≈–Àπà«¬¡’§«“¡µâÕß°“√

‰¡à‡À¡◊Õπ°—π·≈â«Àπà«¬®à“¬°≈“ßπ”§«“¡µâÕß°“√

¡“ÕÕ°·∫∫√–∫∫∫√‘°“√„ÀâµÕ∫ πÕß§«“¡µâÕß°“√

„Àâ·µà≈–Àπà«¬∫√‘°“√∑’Ë‡√“ service À√◊Õ∑∫∑«π®“°

Õÿ∫—µ‘°“√≥å (complain) ∑’ËÀπà«¬ß“π àß¡“·≈â«π”

¢âÕ¡Ÿ≈¡“®—¥∫√‘°“√‡æ◊ËÕ√Õß√—∫§«“¡µâÕß°“√„Àâ‡ªìπ

√Ÿª∏√√¡µàÕ‰ª

¥â“π§«“¡‡™◊ËÕ∂◊Õ‰«â«“ß„®‰¥â §«√æ—≤π“„π

¥â“π°“√„Àâ∫√‘°“√µ“¡¡“µ√∞“π ∂Ÿ°µâÕß §√∫∂â«π

·≈–∑—π‡«≈“‡æ◊ËÕ √â“ß§«“¡‡™◊ËÕ∂◊Õ‰«â«“ß„®«à“‡§√◊ËÕß

¡◊Õ –Õ“¥ª√“»®“°‡™◊ÈÕ æ√âÕ¡„™âß“π·≈–∑—π‡«≈“

¥â“π§«“¡‡ªìπ√Ÿª∏√√¡¢Õß∫√‘°“√ §«√

ÕÕ°·∫∫°“√∫√‘°“√∑’Ë‡ªìπ√Ÿª∏√√¡∑’Ë Õ¥§≈âÕß°—∫

§«“¡µâÕß°“√¡’°“√∫√‘°“√∑’Ë™—¥‡®π„π·µà≈–Àπà«¬

À√◊Õ·µà≈–∫√‘°“√ ‡™àπ √Ÿª∏√√¡¢Õß°“√®—¥∫√‘°“√

‡§√◊ËÕß¡◊Õ¥à«π ‡§√◊ËÕß¡◊Õ∑—πµ°√√¡À√◊Õ‡§√◊ËÕß¡◊ÕÕ◊Ëπ Ê
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