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q

7.2 L~'fl Ltl'WLL'W';lVll-:Jb'Wmn~~Lh:;~V1fi[ll~b 'Wm:i'b ~'l.J1m:i'"1I'i:l-:Jfi'Wlf011:i'

7.3 LU'WLL'W';lVI1-:Jb'Wm:i'';lI-:J bLe.J'Wn~t.lVlfi~I'Wm:i'[;l~1 (1),



.d
'UVlVl 2

ll'W'Jl U~n1nl~'!-B''Wn1~~I'Wn1~l "lXu1n1~'lJ1l'!fi'WlAl~Ynru,"lltJ iJll'W'Jlu~~'!~'W";h
'lJ

"1"IX~u1vl1 ~[?]~::;~un~'! A'Jl~~1 Aill'lJ1l'!n1 ~[?]1lU~'W1l'!A'Jl~~'!Yl1l19'lJ1l'! m -nu1n1 ~~1 n~'W ~ ncu Q.I cu cu

, "
~19::;l tl'WUAA~ ~1 Aill.yl~11"lXfi~n9~1~1~b1 ~1~'!1ltJ1~ ~'!u'Wm ~c;'\llU'Wn1~~I'Wn1~1"lXu1n1~

q Q.I q cu

'lJ1l'!u1n1 ~~'J tJ[?]'Wl1l'!l(?1tJVuYll::;l'Wt199iJ'W~~n ~liJ'I'11'!l~1ln 1'Wn1~~(?1~'W19~1lu1n1~~1 n
q 'lJ

" "
n~ 11'W1l~ [?] ~'!u'W~ m!h9::;iJ A'Jl~~1 Aill l?l1l1l'!~m~1 n~'W 1l'!~m'W1ln91 m::;t11l~'W1lu1m~

'lJ ~

A'Jl~~'!Yl1l19'lJ1l'!m-nu1m~nUfi'Wlmm~'lb"r'lYl ~ln(?1 (~~I"ll'W) ~1'lJltJ1ltJA~1l'!~I~~ ~1ltJcu q q cu

1'WUA~~[?]~1~n ~~~1l~ [?]::;'WA~9'!1~t11ll 'W'J~ (?1ll~::;'1'1~MD~ l~tJ'J.jf1l'!~'!iJ~ 1~::;~1A'1J~Yl1l~~iJ

"ltl'W~'J.jf1l1~~'!t1

1. ll'W'J~(?1l~tJ'JnUYl~~m~~'lJ1l'!~u1tnA

2. II'W'J~ (?1l~mnut19~tJ~iJ~'VtfiYl~ l?l1lYl~~m~~'lJ1l'! ~u1tn A

3. ll'W'J~(?1l~mnUA'Jl~~'!Yl1l19

...
5. 'I'1~M{JA'Jl~Al(?1~~ltJ (Expectancy Theory)

6. 'I'1~MDA'Jl~hl~1l(?1A~1l'! (Discrepancy Theory)

Yl~~m~~~u1tnA (Consumer Behavior) (~'I'1fi'Wl 2544: 188) ~~1t.Jii'!n9

n ~~~ ll~::;n ~::;U'J'Wn1~~ (?1~'W19'1J1l'!uAA~~9 ::;iJ~::;liJ'WeJ~ ll~::;1m~~1~'! m~ H~'W~h ll~::;u1m~
q
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'el\ll"lu~:;n'elU 2 U~:;m~L VIt1J1'l1'el\l~\lLL,)C;)~'el4-J1l1tJ\!'eln~il~'Vlfi'V'l~ r;l'el~U1Ul A 1C91'LLrl n~4-J

"1JAA~ L\!~\l A4-JLL~:;WW')tJ~~n/Oju~mm ~\l n~I')m/Oj Lnc;)~\!Lc;)tJ[9l~\lVl~'elLc;)tJ~'el4-Jn1C91'L11C;)Lc;)tJ

[9l~\l1C91'LLrlm~ L~'jj'rul VI~'elLnc;)Lc;)tJ~'el4-J1C91'LLrlm~~~i,)4-J\lI\!'lI'el-:j e:JU'fUlAbb\!~tn~wZh 1,xbbrl
'lJ 'lJ

~ U1Lll A L\!'Vll-:jn~Ufl\!e:Ju'fUl AL'el-:jnil~'Vlfi'V'l~r;l'eln~~JLL~:;WW')tJfi~n/Oj L"l1\!n1~~ e:JU1LllA~'el
'U qJ q q qJ

"
~\!~hU'eltJ Ln\!lu VI"btJfi~n/Oj~1 LiJWX'el-:jU~UU~-:j~\!~1LL~:;u1m n~tJ1 VlJ-l \!'eln/Ojlni1'Ci1l1'V'l, ,

mnL ..n\l-n\! nil~'Vlfi'V'l~.yhL,xVl"btJfi~n/Ojil~'Vlfi'V'l~~:;VI~I\l fl\!L'el-:j~,)tJ,

L\! ~1\!:;e:J~'elm/Ojn~l,) 1~~1 LihVl4-JltJ'lI'el\lm~~'el~\!~I'l1'el-:j e:JU'fUlAnA'el m~ 1~~u
d.9 'lJ 'lJ

," "
ml4-J'V'l'elL/OjL\!~\!~IYl8]'el4-Jl e:JU1UlA~1 LiJwX'el-:jnlV1\!c;)~ULLUUm~(;]C;)~\!L/Oj1m~~I/Oj:;8]'el ~1 Vl4-J

'lJ 'lJ

SI II 9.1 , II I SI

(Whether) fh8]'el8]'f)'f):;h (What) 8]'f)Lii'f)lV1i(When) 8]'f)YllV1\!(Where) LL~~8]'f)'f)tJl-:jh

(How to purchase) LiJ\!~\!

u/Oj9tJ~il~'Vlfi'V'l~r;l'f)'V'l~~m~4-J'lI'f)\l~u1UlA (Major Factors Influencing Buying

Behavior) u~:;n'f)U~,)tJ (Philip kotler, 1997 : 172)

2.1 11n!'Ufi'i'i3-l ~\lLiJ\!~\!~I\!'lI'f)\l'V'ln~m~4-JLL~:;A,)I4-J~'f)-:jm~'lI'f)\le:Ju'fUlA 1~d.9"1 'lJ

LLrl

" "
~hUtJ4-J A')I4-J"ll'elU L8]'f)"llI~ fl\1~\!1 ~1l1'Yi1li'jfl\I~[9lf LL~:;"ll\!i\!'Vll\li-:jA4-J

'lJ

ml'-lVl'-lltJ'lI'f)\lI"l,)I'-l~\l'Yi'f)L/Oj

m ~~ m~nL~m flU 1"l,)1'-l~\l'Yi'elL/Ojil,rn';j"ll1 m~VI~ltJvll\!1~,x A,)I4-JVl4-JltJL~tJ') flU

"1"l,)1'-l~\l'Yi'f)L/OjH ~\li1
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~1~1 i"l'fl1"'l j;]1~~1~1n(?)IPl,)1~"lI'fl'li"l"'l'W1'\..mnJ'UUuuru.Jiij;]t1~m'W(2525 : 577)•
Vl~1t1n'l ~~1"'l "Jl'flu1"'l LVl~1::;

')~~ (Vroom, 1964: 99) mh,)~1 i~'WIPl~ LL'Cl::;1Pl,)1~~'li"l'fl1"'l1'W~'lVl~'l~1~1~b1
qJ

1-ifLL'Y1'Wn'WlalLi"l~1::;~'l~'fl'l~1~ Vl~1t1n'l fJ'Cl~lal"'l1n~ulPllPl'ClhJih'1'd'Wirm1'W~'l,r'Wi~'WIPl~.
al1'WU,)n"'l::;LL~(?)'l1~L~'W~Jl1i"l1Pl,)1~~'li"l'fl1"'l1'W~'l,r'WLL'Cl::;i~'WIPl~al1'W'ClULL~(?)'l1~ L~'W~Jl1i"l

1Pl'J1~~'li"l'fl1r.nr'WL'fl'l

L(?)~~(Davis, 1967 : 81) lalmh')n'lIPl,)1~~'li"l'fl1"'l~1 LU'W~'l~Ln(?)~'WnUulPllPl'Cl.
I g., t.I I

Lij'flIPl'J1~ ~'fl'l m~~'W j1'Wi'li1'lmti LL'Cl::;9j;]1"'llalfUn1~j;]'flU~'W'fl'l i"l~~nn~ Lfltl') nu 1Pl,)1~
,

4 'l ft" .?1 Q cv .d, Q .:::Y ..:;;g

i"l'li"l'fl \."'l"ll'fl'l~'W'jj't1 LlJ'WIPl,)1~i"ltl1t11~'Vl"'l::;"lI"'l(?)1Pl,)1~j;]'lLmtl(?)Vl~'fl1Pl'd1~m::;'d'Wn~::;,)1t1Vl~'fl•
Jl1')::;hl~~"J'Cltl''Wi1'ln1t1 Lri'fl~1~1~m~(?)~'lr;i1'l1 ~'lmh'd'fl'flnhJlal ~~'jj'tfti'fl~"'l::;lJ{fu

1Pl'd1~~'li"l'fl1"'l1'W~'l~~'fl'lm~

m1~~'li"l!) 1"'l (Satisfaction) m~~1~ 1n (?)m1~"lI!)'li"l"'l'W1'Wm~'Vl1'lI~h'W9j;]~'Vltl1•
(1968: 437) Vl~1t1n'l m1~~~n"lI!)'l~~~1fUU~n1~r;i!)~b11'Wu~m~j;]1~ih::;~Un1n1r~1J{fu

qJ qJ

,"
"'l1n mn·jh lu~(?)r;i!)"lI!)fUU~n1~1 'W~b11'WYl'11'W1

')'fl'ClLL~'W(Wolman, 1973: 283) n~h'J~1 1Pl,)1~i"l!)1"'lj;]1~~1~1n(?)IPl,)1~"lI!)'l

i"l"'l'W1~n~~'Vl1'l~1'Wi"l~~m~~ ~1~ l'lf Vl~1t1n'l LU'W~Jl1i"l1Pl,)1~!~n"lI'fl'liJ1Pl1Pl'Cl~n1Pl,)1~~"lI

m1~~~ L!)~1"'lLri!)1Pl,)1~~!)'l n1~Vl1!)LLN"'l'l1"'l"ll!)'lj;]'W1J{fUn1~j;]!)U~'W'fl'l
qJ

n(?)(Good, 1973: 320) lJ{1~1Pl'J1~Vl~1t1"l1!)'l1Pl,)1~~'li"l'fl1"'l~1Vl~1t1n'l ~Jl1i"l...

Vl1!)~::;~u m1urJ'li"l!) 1"'l~LU'We.J'Cl~1"'l1n 1Pl,)1~~'W1"'lLL~:;i ~'W1Pl~"lI!)'lU 1Pl1Pl~•
L"ll~~ (Shelly, 1975) ~n'jj'1LL'W,)1Pl,)1~~(?)L~mnUIPl,)1~l1'li"l!)1"'l~~ulJ{~11Pl,)1~

.ell .,.?l t.I~ ft" .c:SI 11..::1 iJ'.cS

i"l'li"l!) \."'lLlJ'WIPl'J1~~1:in~!)'lLLUU"lI!)'l~'W'jj't11Pl!)1Pl'J1~~~n'Vl1'lu')n LL'Cl::;1Pl,)1~~~n'Vl1'l'ClUcu q '\I '\I

I I " "

m1~~~ n'Vl1'lU'Jn LU'WIPl'J1~~~nYlLij!) Ln(?)~'WLL~')"'l::;~11~ Ln(?)1Pl,)1~~"lI1Pl'J1~~"lI'11'WLU'WIPl,)1~
III cu q q

~~n~LLj;]nr;i1'l'"l1nlPl'J1~~~n'Vl1'lU'Jn~'W 1 mh')~'fl LtJ'WIPl,)1~~~n~n~::;uulr'fl'Wn~u LL'Cl::;
qJ qJ qJ

II I tJ II

m1~~"lIi1~1~1~t1~11 ~ Ln(?)~'J1~~"lIVl1!)1Pl'J1~~n'Vl1'lu')n L~~~'W1~n ~'l'11'W"'l::;L~'W1~~1
•• qJ

1Pl'J1~~~ n'Vl1'lU,)n 1Pl'J1~~n'Vl1'l~U LL~::;1Pl'J1~~"lIn ~') 1~ i~'I'1'Wtfn'W!)ti1'l ~~U
qJ qJ •

" "-Dusjf!)'WLL'Cl::;~::;UUIPl,)1~i~~'Wtf"ll'fl'l1Pl,)1~~~ni'l~1~i1~t1n~1 ~::;UUIPl,)1~l1'li"l'fl1"'l L(?)t1
qJ

" ,
1Pl,)1~l1'li"l'fl1"'l'"l::;LnC?I~'WLij'fl~::;UUIPl,)1~l1'li"l'fl1"'ln1Pl,)1~~~n'Vl1'lU,)n~1 nn~1'Vl1'l'ClU

qJ
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~'l b¥l (Stimuli) fl1J'':) bl"lJ'1::::oJJ'::::iJiJm1~~'lYi!J 110l ~!J fl1J'~mj'l~lVl¥Yitl1 nJ'Vl~!J~'l b¥lbb1JiJbi9l

bth'\~'l~ rJf!J'lfl1J'~IOl::::y'h1 '-'\il i9ll"l'd1~~'lYi!J 110l bb~::::m1~~"lJ bbrl~'W1j'tT l"l'd1~Yi!J blOllOl::::bili9l~'W1J1
q q

m1~~'lYi!JllOl (m'dJ'J'ru LL~::::l"lru::::2542: 728) m1~Vl~1t1Vl1'lJ11'Wfl1J'(91~1i9l

~!J l"l'd1~ ~l~lJ'tl"lJ!J'l t-J~[;1Jiruovl~IOl::::~1~1J'tl~h'll"l'J1~Yi!J 11Ol1~ fliJ~ fl fl1 Lihl~~lt1 b 'W"lJru::::~
'lJ

l"l'J1 ~Vl~ 1 t1Vl1'l J11'WYi~ ti flJ'J'~ Lll'WflJ'::::'lJ'J'Wfl1J'LL~'J'lVl1Vl1'l b~!J fl~ ~ 1 ~ 1 J'tl t1!J~ ¥'lJlJ1~l fl fl ~ 1~
,

.?"I d ct
IOl::::LlJ'WVl1'lL~'f)flVlLVI~l::::~~

m1~~'lYi!JllOl (l"l!J(91L~!Jf 2540: 48-49 'a'1'l11'l1'W ~'WfiJl1 [;1'W::::fl~ 2545: 6)
q

~!J J'::::~'lJ l"l'J1 ~ ¥~ fl"lJ!J'l'lJ l"ll"l~~ Lll'Wt-J~~11Ol1 fl fl1J'Lmtl'lJ bV!t1'lJ fl1 J'~ 1'l1'W"lJ!J'l t-J~ (91.rlruovl (911~ ~
'lJ q

b~'WVl~!Jb.jhllOl (Product's Perceived performance) fl'lJm1~l"l1i9lVlrJ'l"lJ!J'li.Jl"ll"l~ ~'l,r'WJ'::::~iJ

l"l'J1~~'lYi'f) 11Ol~'lLll'WYl''ln-n'W"lJ!J'll"l'J1~ LL[;1fl(;]l'lJ'::::VI~l'lfl1J'~l'll'W (t-J~) ~~!J'l L~'WVl~!JL-n111Ol

(Perceived performance) LL~::::l"l'J1~l"l1i9lVltJ'l (Expectation) J'::::~'lJl"l'J1~~'lYi!J 11Ol~l~lJ'tl

LLU'l1~'f)t11'l fl~l'l 1Lll'W 3 J'::::~'lJLL~::::~fl fl1J'1t1V1~'l!J1lOlihJJ'::::~'lJfl1J'ru!Jt11'lVl~'l!Jt11'l1t9l

"
1'W 3 J'::::~'lJU fl~l'J~!J Vl1flfl1J'~1'l1'W"lJ!J'l-n!JL~'W!J (Vl1!Jt-J~[;1Jiruovl) ldJ[;1J''lfl'lJl"l'J1~l"l1t9lVlrJ'l

~ fl fl1t1!J~ Ln i9ll"l'J1~ldJYi!J 110l Vl1flfl1J'~1'l1'W'lJ!J'l-n!J L~'W!J (Vl1!Jt-J~ [;1Jiruovl) (91Nfl'lJ l"l'J1~ l"l1t9l
'lJ

, "
VlrJ'l ~ fl fl1t1!J~ Lnt9ll"l'J1~Yi'f)110l LL(;]t11Ln'Wl"l'J1~ l"llC;)VlrJ'l ~ fl fl1nU'lYi!J 11Ol~l fl~'WhJ~fl

'lJ 'lJ

fl1J'~~1'll"l'J1~~'lYi'f)LIOlLLn~flfl1 (~'W~[;111l 2544: 89-91 ~l'lti'lL'W ~'WfiJl1
'lJ

[;1'W::::fl~2545 : 7 -9) L'W~Jl1YiLL'J C;)~!J~L'W[;1~1c;)~iJfl1J'LL'll'l-n'W'f)U1'lJ''WLLN 'lJ1-,;'Vl~!J'l.w1L~'W!J
q q

1 'W~'l~ Ln'Wl"l'J1~Yi!J LIOl Vl1!J';'1 L~'W!Jl"lruf"i1LLn~fl fl1~ LVI~!Jfl~1 f"iLL'll'l-n'W ~'lIOl::::~1~1J'tl!JUJ'!J t9l
"'\I qJ cu

II I II I 11un'WfiJ'nlOl ~'lt!'W'lJ1-,;'Vl ~!J'l fl1J'l"l'J1~ ~~~'Wfin'lJ~ fl fl1 L'WJ'::::~'lJV!~ fl;'lVl1'f) 1 'WJ'::::~'lJV!LVI~!J~'W
q 'lJ

, "
1Ol1flL~~ Yi~ tiflJ'J'~'lJ!J'l~fl fl1V! dj'W~t1!t1!1ruLL~'ll"l'J1~Yi!J LIOl'lJ'f)'l~flfl1 LVI~lU lJ1LLn

1. ~ fl fl1~Yi'f) LIil IOl::::Jifl~L 'W'lJ1',;'Vl LL~::::/Vl1!Jt-J~[;1Jiruovl"lJ!J'liJ1-,;'Vl LiJ'WJ'::::t1::::L'J~l
'lJ

~ J' "'l'~ " " JI ~ " 'I 'IVltl1'J'W1'W'lJ'W ~ fll"l1 ~VI~VlL'lJ1J'1t1fl1J'~::::~).JLL[;1~l"l::::LL'W'W1il1flfl1J'"1l!J0'i'WmLYin::::~'W ~Iil~'W'lJ!J'l

J'1'ltJ ~!J11il1il::::ffi nYi'f)LIilL'W~'Wfl1V11'tl'lJlfl1ntl'l'lJ1-m, LL~::::Lll'W~fl fl1 (;]!JL~'f)'l1 'WJ'::::t1::::L'J~1V1~'l
'lJ 'lJ

"
VI~'l1Ol1n LLl"l~Ltl t1!~::::~~LL~).Jl"l::::LL'W'W~'lfl~1'J ~'W~ C;)~'lLL~'JIi LU'W 1~

2. ~ fl fl1~Yi!J L1il1Ol::::~'f)~'Wfl1V11'tl'lJlfl1J'1il1nu1'';Vl L~~~'W~'l~ Lll'W~'Wfl1 L'\..l~1t1 t-J~[;1
'lJ

.rl ruovlL~~~ Ll"ltl~'f)Lb~::::~'Wfl11 'W~1t1 t-J~[;1Jiru-m1'W 1'lJ'f)'liJ1',;'Vl~11 ,xiJ1-,;'VliJt!Jfl1~ L~'W'f)'lJ1t1

~'Wfl1-n1~~1t1 t-J~[;1Jiru.n'f)'f)flltl~1fl~'W (Cross Selling) LLrl~ fl fl11 'Wfl~~nlJ1 (91~!Jt9l1Ol'Wl'W

'f)'W1l"l[;1Lri'f) U1-';Vl'lJtI1t1~1t1 t-J~[;1.ncuevlVl1'tl'iltl1t1 [;1J'I~'W~h~~'f)ci'bJ1.jf nu~tJfll~'W1fl~ L~m n'W
. 'lJ
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u1,;'Yll 'IX~ n ~1 LL~~~n ~1 ~1 ~VI~'1J'1tJ~'W1U1'1J'1tJiOl~'el'elm,mJnu'el'l~'el L~tJ'I"ll'el'lu1,;'YliOl1nntJ'
, "

tiOl~~"ll'el'l'"'LL"1I'ILL~~'Vm1m~ LL~~'1'el'eln~')tJ ntJ'u'WmJ ~YliOl~~'el~'W~1LL'~~u1nt J'"ll'el'lu1,;'Yl.,

4. ~ n ~ 1~'V'l'elliOliOl~1~ ~,)1~~'Wl iOlnu [;lJ'1~'W~1LL~~LL~~LUru ntJ'~'el~1m lJ'[;l~1 C91., ~
I ~ I ~

"ll'el'l'"'LL"1I'I~'eltJ~1n Li1'el~'W~I"ll'el'lu1,;'YlVl~~hJiOll ni'W,)I'1"ll1tJ~'W~11 'W¥I'W~IYlL~tJ~'el ~ n ~1., .,
LVI~ 1eiOl~LL~') 'IVIlYl 1'1'el'eln ~') tJnt J'lU~'el ~'W~1~iOlln¥1'W~1Vl1'el"ll'el'lYll'1n1J'~~~ lV1klltJ~'W~ iJ

'el~"ll'el'lU1,;'Yltll hJiJiOl1'11niOl~J''el~'eltJ'el~L1J'WJ'~tJ~L,)~IV1~'1Ln~ "~')'WVJ'W[;ln~'W~h" (Brand
" ,

Equ ity) flU~'W~1"ll'el'lu1,;'Yl 'W'elniOl1nul'Wm~Ylu1,;'Yl ~'el'liJ~UJ'1~1"llltJ~'W~I"ll'el'lu1,;'Yl LL~~

LL~'11'IX~ n ~1YlJ'1U~'1LVI[;le.J~~~'el'liJ~UJ'1~1~'W~1 LL~,) J'~tJ~LLm~n ~1'el1iOlVilYll'1'el'eln ~')tJ nt J'
., q .,

11 I ~ tI

-X'WliJYl~~'el'l~'el~'W~1"ll'el'l'"'LL"1I'ILLl?lLi1'elL,)~1 ~1'WliJ ~ n ~1 LVI'€hw'WiOl~n~U~I~'el~'W~1"ll'el'l., .,

5. ~n ~1~'V'l'elliOl~n1'IX-1f'elL~'W'elLL'W~~dJ'WiJJ'~ttJ"J1"rl?l'elu1,;'YlL~'ell~"Ll11iJH LiJ'W.,
"

LL'W,)Yl1'1l'WntJ'iJ~uiJN~'W~1V11'elntJ'u1mJ'1 ~ [;l'elU~'W'el'l~,)1~ ~'el'lntJ'"ll'el'l~n ~ll 'IX~~'W1'WntJ'
q .,

"L~'W'el"ll1tJ~'W~1V11'elu1mJ'J'~V1~1'1fiJ'niOl~')tJ n'W(B-2 -B) LN'I1 'W~e.J~ [;lnJ'~t1'el'l"Ll1rel~~~ ~'el'l
q .,

iJfuiJN LYl~t 'Wt~untJ'e.J~ [;lLL~~L~~'elUm~t1'el'l L~'ell ~~1~1J'm'el'l~U ~,)1~ ~'el'lntJ'"ll'el'l~ n~1
q .,

"I II I tI

~ e.J~ [;l"Ll1relC91~~Yl~'el'lntJ' l-if LL~n LniOl~'1~'el~1nL~~~ ¥1'1~,)1~iOl~~ 1LLfl~ n ~1 ~u1tn ~V1~1 tJ~f'l., ., .,
LJ'1~niOl~'V'lU~1~n ~1 dJ'W~~~ ~'W"Ll1~'1iJJ'~~'Mtf~C91~'WlV1~ (Innovation) V11'el';jYlmntJ'l V1~1.,., ~

L-if1~ m~u')'WmJ'e.J~ [;lLL~~ntJ'~1 L~'W'I1'W"ll'el'lu1,;'Yle.J~[;l~'VllV1iJ1~LiJ'W"eB''V'l'V'l~ltJL'el'elf"1~ nu.,
" ,

~ n ~ 1'W'elniOl1nUL 'Wnt n~'W'el"ll1tJ~'W~1V11'elu1mJ'l 'IXflU [;l~1~ ~u1tn ~t~tJ L'U 'V'l1~'elt.h'lrJ'Il'W., .,
nJ'ru~ u1,;'Yl L~'elnl-if"ll'el'lYl1'1m J'"ll1tJ[;IN 1~nu ~u1tn ~ 'Vlll 'lXU1,;'Yl~1~1 J'{l~ ~ [;l1~ [;lJ'')iOl~'elU.,
m1~Vl'ell iOl"1l'el'l~n ~1u1tn ~l~'elt.h'llnM C91~1tJ~ n ~1 L'el'ln~1~ 1J'{ll ~-n'elL~'W'elLL'W~"Ll1~"11~LLfi., .,

I tI I I I

u1,;'Yl l.rJrLC91tJ[;IN ~'1-n'elL~'W'elLL'W~V11'el~1 ~"11~LV1~huLiJ'W~'elYliJ,",1'elth'lrJ'Il?l'elu1,;'Yl

6. mn~'W'el"lJ1tJ~'W~1V11'elmJ'1'lXu1mJ'~ n ~1~'V'l'elliOlti'el~iJ~'WYl'W~~1 n~1 ntJ'
., q

L~'W'el"lJ1tJ~'W~1V11'elmJ'1~u1ntJ'nun~~~ n ~1l V1~ Lti'el'liOl1n nt n~'W'el"lJltJVl1'elnt J'1~u1n l:i'iOl~. .,
'" I" I tI

iJ~ n'Mru~LtI'W-n'W[;l'el'WYl~11iJJ'~~1 rumJ'~'WVJ'WLL~~J'1tJ~UYl'"l~Ln~~'W~1~IJ'm111~ ,",'el'W-n1'1
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Anton Jon lM1,xLL'W'Jrl'J1~~(?IL~mnUrl'J1~yj~~'el11Ol"lJ'el~~nArd1 rl'J1~yj'l~'elllOl
", ~

"1J'el~~n ~1 LtJ'Wl?l'JL~'el~~::;Vl~1~rl'J1~~1 L~IOl~::;tJ::;~'WLL~::;n1nIOl1ruL~UlfYl"1J'el'lfi~nlOll'W~::;tJ::;m'J
" ~ q

~
m1~~1 ~ t1!"1J'el'lrl'J1~yj'l~'elllOl"1J'el~~n~11~1~1~bl~~1Jl~~'l1l ('W~~~ ~mm'l'; 2544 :15-7
.., <!l

'el1'lbl'l Anton Jon, 1986 : 23-38)

1. m1~~'l~'el11Ol"1J'el'l~n A1LtJ'WLrli'el'l~'elYl1'ln~m1fi~~1 ~ru1 'Wn1n~~
" q ~

~'J'Wrl~'el'lfYl~l(?1LL~::;~~n1h
2. rl(n~~'l~'el11Ol"1J'el'l~n A1LtJ'W'WltJU1tJ~1 ~ru"1J'fl'l~U1Vl1~~::;~U~'1

ClJ IV ClJ ClJ

~
5. rl'J1~~'l~'el11Ol"1J'el'l~n A1LtJ'WLL'W'JYlI'll 'Wn1~~ (?IlrlN~ ~1'1'el'lrlm~'W~l'W" ~

, ~ ~
Vl1'elu1n1 ~~'l ~'l ~~ 1,xLn(?In1~~'el~l LL~::;rl'J1~.nn ~l'WfYln~'W~l1 ~l~l~mLiJ'l~ n Al'el'elmtJ'W

"
3 n~~fYll~~::;~UW.ll~~'l~'el11Ol ~'el n~~~nAl~l~~'l~'elllOl n~~~n~h~~'l~'el11Ol LL~::;n~~

q q ClJ q ClJ q

~n~h~ilrl'Jl~~~~'el11Ol~ln IOllnn1~fj~tJ"1J'el'lLL'el'Wl?l'WLL~::;L(?I'elf~'elmfYl'elfl.'Wtl1992~U~l~~~

"n~~~n1 ~fYl'flU~'W'fl'l~'el~::;~u ro1'Jl~~'l~'el1tOj"1J'el'l~nFh l1'l~l~n~~il rl".ll~ LLfYln~l'ln'Wm.h~-n (?I
" q

L1Ol'Wl(?ltJn~~~n Al~l~~'l~'elllOllOl::;iln1~~'el~l LL~::;Vi(?In'Iu1';Yll 'WYll'l~l~~ n~~~nAl~il
q ClJ ClJ q ClJ

~ ~ ,
ml~~'lVi'flllOllOl::;ilVin ~m~~l'Wn1~~'el~1 LL~::;n~~~n A1Ylil ro1'Jl~~'lVi'elllOl~lnlOl::;iln1~u'eln ~'el

"I q "~ ,
.c! .ol::lI. ~'1.I.diI~ cv Q

bl'l ro1'Jl~(?IL(?I'W"1J'el'l~'WrllVl~'elUml~'W'W(JllViYl 2.1)



II'trlW""~~ 1~1I
ft,umrritufl1"~UJ",
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.• 1 v
f\'Jl~~'1~'tI 9'lJ'tI'I\j1lf\1 bb~::;

f\'Jl~Jlllii1lwm1~'Wfh

vn'Vll'1lLm'lJ'i'll LVlrJ~Yh1~ Ln171

f\'Jl~hjY;'1~'tI19

,
ll'1'Y'lVl 2.1 m~~'1t,x~n~'1bn(;1r1'J'13-JYl\l'Y'l'elt"'l~\I~(;1

'lJ 'lJ q

~3-J'1: 'W'Y'l'Y'l~'Y'l~'1m\l'; "r1'J'13-JYl\l'Y'l'elt"'l"ll'el\l~n~'1~ill?l'el~'J'Wu1m~~n~'1j)'W'1r1'1~m\lb'Vl'Y'l
'lJ 'lJ q

~'1n(;1(3-J~'16jj'W)~'1"ll'1~'1i!n\l'1'Wt~'1J~~3-J"~'VltJTU'Y'l'W€m'1d'1d'1b'Vl3-J~'1~'Vlm~tJ

bm~l'l1I~Pl'1~l1If2544

bb~:; b~'1~U'1~rrt,xu1m~il~u'1~t'Wm~~\II?l'f)u1m~ (deliver of service) .t,xbbri ~~uu1m~

~\lil i!n~6jj'1m~~~'1tJ'Vh'W1~,xbb'W'J~(;1b~mnU"m~t,xu1m~" ~"'l:;"ll'elu'13-J'1m'h'J1~bbri

YJ~~u r1'ell1lb~'elf(Philip Kotler, 1933 : 477) 1~,xUm3-J"ll'el\lm~u1m~~'1

"bu'Wn"'lm~3-J~~u~'el\lhJ1~ (Intangible) ~nu'1 b~'W'elt,x ~'1tJ~~\Inu:Sn ~'1tJ~~\I b(;1tJ~1~ilm ~

bU'W b~'1"ll'el\lbb~:;n"'ln~~3-J~\In~'1')m"'l C1n L~'W'f)~'J~nu~'W~'1~r.ru~'el\l1~"
'lJ

.lII::lt, .CII •• I I ooC:lt..diI

m~bl1ltJ'Wm'W~~ (Chnstlan Gronroos, 1990 : 27) n~'1'J'J'1 "m~um'1~r1'el
q 'lJ

n"'lnn3-J~1'el6jj(;1"ll'el\ln"'lm~3-J~\I'el'1"'l'eltJt'W~ll'1'Y'l~il(;]'J 11I'W~1'elhJil n11I'13-Jbn(;1~'W~"llru:;m,x
q 'lJ 'lJ
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'W'flmln~ m''WJ'\;'i(Gronroos) ~'1mh'J~~~~~hJ~l fDlrulll'V'l"ll'fl'ln1J'u1n1J'~m1X
q 'U q 'U

u1n1J'~'flu11Xnu~~uu1n1J' 'fl19~~u'l1~dj'W2 ~'J'W(Two Basic Quality Dimensions) l~LLfi
'lJ

1. 11Xu1n1J''fl::;lJ'(What-Functional Quality of the Process)

2. 11Xu1n1J''fltJl'1lJ'(How-Technical of the Outcome)
, "

n1J'Yl'tlnA19::;\;'il~lJ'bl~Un~~l fDlrulll'V'l"ll'fl'lu1mJ'~vi~''fl hhr'W dj'We.J'tl~19ln
'lJ 'lJ q

fPJrulll'V'l~~nAlfDll(?l~rJ'IB (Expected Quality) (;]Nnui.h::;\;'iumJ'ru~1~~U9lnmJ'u1mJ'

(Experienced Quality) ~n(?l~U'Wlll'V'lJ''J~"lI'fl'l'l1'Wu1mJ'~iJfPJrulll'V'l(Total Perceived
, " "

Service Quality) ~'1\;'il~1J'bl\;'ih'l11X~n(?l~'Wl~(?ltJ'fl1P1'rm~n6 i.h::;mJ'c;)'1\J

1. mnu'WiJ'fl'fll:n'V'l ~~'tl::;mJ'iJ~mj-::;"lI'fl'lm1Xu1mJ'(Professionalism and Skill)
'lJ

'tlnAl\;'il~lJ'bl ~U~9l nn1J'~m 1Xu1n1J'iJfDl'Jl~~ ~~'tl::;~n~::;1'WmJ'u1mJ'\;'il~1J'blL~niIru~ll?\l'1
qJ qj 'U qJ Q.I

11~'fltJl'1iJL~UU~~e.J'W

2. ~Pl'WfDl~~~'tl::;'V'l~~m'J'~"lI'fl'l~i••ifu1n1J' (Attitude and Behavior) ~nA19::;~n(?l
I I I 9.1 I

fDl'Jl~!~ n1~9l nmJ'Yl01Xu1mJ'\;'i'W19Yl9::;LLniI'1!~1l?\1'11 Yl~n(?l~'W~'JtJ'ri1YlYl~u'Wij(;]n~'tl::;

"1l'Jm~niI'1!~11'W~'WYl

3. mn-ifl'V'lU~ltJ ~L'tl::;nfDl'Jl~U(?lmj'W1'WmJ'11Xu1mJ'(Accessibility and
q

Flexibility) ~nA19::;t;i'(?l~'W9ln\;'im'W~~'1"l1'fl'l~l,rn'll'W L~'tl::;~'J'tll~11Xu1mJ'"lI'fl'l'V'l,rn'l1'WLL'tl::;

J'::;uum J'u1n1J'~9(?l~(;]1tJ~~~'fl~l'W'JtJllJ'::;LtJ'll'l1L~ri'tlnAl'fltJl'1 ~~~~
'lJ

4. fDl'Jl~B'Jl'111OlLL'tl::;fDl'Jl~L~'flt1'fll~(Reliability and Trustworthiness) ~nAl
I !I I I

\;'i1~1 J'bl~Ufl~IOll nmr;,)mJ'ruYl~n(?l~'W~~'11Ol1nmJ'Yl01Xu1mJ'1l~~1~ (;]l~Yll~ (;]n'tl'ln'WB

5. mn~m"ll\;'im'Wn1J'ru11Xn~u~\;'illl'V'llln~ (Recover) L~'fll(?lri(;]l~~Ln(?l~~(;]
'lJ q

mJ'ru~hJ1~ fDll(?lf1(?lB~'J'Iwl~h ~1'flLVI(;]n1J'ru~Ej(?l11llOl1nlln~~L'tl::;en1Xu1mJ'\;'il~1J'mLm"ll
q 'lJ .

" I

\;'im 'Wm J'ru,r'W11~~'Wvl'J'IYln'flUn\;'imum J'run~u ~1l1'J~lln ~~'JtJ~fin1J'YlLV1~1~\;'i~'lJ 'lJ

" ,.diI ~ I .:51 .dI •••• 1I..c!l .dI

6. 'll'flL\;'itJ'IL~'tl::;fDl'Jl~U1L'll'flCl'fl(Reputation and Credibility) ~nmlOl::;~'ll'flCl'tl

1U~'tlL~tJ'I"1I'tl'leniXu1n1 J'IOl1nnlJ'~ eniXu1m J'~1LuunlOlmJ'~'JtJmL(?ltJ(;]~'tl(?l
'lJ 'lJ

"
mJ'u1mJ' ((?l,rtJ 2543: 11) V1~ltJt1'1n1J'liXl1'1J'llfiJ'J'~LL~~Ul~fiJ'1~

'lJ

" I

1'W~~'1fDl'Jl~\;'i::;(?l'JnJ''J(?l~~'JCln~'fl'l ~~~::;~'JtJt[fimP1mtJuYiu~i1U~'11Ol::;\;'il~11ClYllOllJ'rul
'lJ ~
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1. liXJl'JtJ,",'J1~l~~1"'l

2. 1iXl?l'JtJ,",'J1~Ln~TI

le'l~lnl91(Heskett) (1986 & 1987) n'Ci1'J~1 "~m~ru::;~l~ulJl"lJ'e}.:m1nJ1n1~

(Service Vision) luul9T'J~liXl~UbbU'JL~~ n1~lJ1n1~ fl1tJbU"lJ'ellJb"lJ191"lJ'el'lVl~1~Yl1'ln1 nJ1n1~"

~~~'l'; l'U~~9~::;fl91U(2542 : 6-8) lJi1.iX,",'J1~V1~1tJ"lJ'el'ln1~lJ1n1~f1'el

"~~~m~~n"'lnn~ n1m~::;';h ~1J,",,",~V1~'lyhliXVl1'el~'l~'ellJ(;]'el~m-J'"''"'~V1~'lL~mnd:h
iI 11 I I

V1~1mb~::;n,",'J1~19T'l1"'llun1~~'l~'ellJlJ1n1~~U~U"V11'el"lJ1n1~f1'el~'lVl~lJ ~~er~bbl91::;~'el'llJl

," ,
(~nfh) b~'elH~'eltJlJ1n1~~U 11rJli:~m1uVl V11'ellub'J~1bn'ellJVlUVlVlUb~Vlnn1~1iX

,
n1~lJ1n1~ 191NnlJ~11Ufl1'jj'1~'ln~'jj'~1 "Service" ~'lVl1n"'l::;,j119T'J~n'jj'm(;]~::;

19T'J~1bbtJmuu~11V1~1 "'l::;~lJ~1~n,",'J1~V1~1tJ~ 1 ~1U'JUVI~'l ~'lbuu«n'jj'ru::; 7 1J~::;n1~
, "

"lJ'el'l miXlJ1n1~Vl~ ~'li1
'lJ

"S = Smiling & Sympathy f1'el U~llU~lb~::;lml"'lb"lJ1~11~1"'lb~1 b~U'elm~Ub"'l

E = Early Response f1'el 191'ellJ~U'el'l(;]'elm1~1J~::;~'l~"'l1n~flJlJ1n1~'el~1'l~'J~

b~'JVlUb"'lL~tJih'fltJ1J1n~tJnVl1

R = Respectful f1'el lb~~'l'el'eln~'l,",'J1~~lJ~'el liXbnm~~n~h
'lJ

V = Voluntaries Manner f1'el ~n~ru::;n1~liXlJ1n1nblJlJ~,r,",~1"'lbb~::;b~~b"'l ~1-rl

;11bblJlJl~tJmJ1

I = Image Enhancing ~'el luun1~fn'jj'1fl1~~"'lU"lJ'el'l0iXlJ1n1nb~::;b~1~~~1'l.... "
fl1~~"'lU"lJ'el'l'el'l,",n~~'JtJ

C = Courtesy ~'el mmmn1~tl'tlULtJU ~111~ LL~::;iJ~1~mYl~ tl'elUU'el~ci'eT~

1U"lJru::;liXlJ1m~ "'l::;1iXlJ1m~~1nn~1~rl1~Wr'l L~~'tl

n'el'l11n'ellJ~~~~n'l1u~'elufuuuL,",i'el'lijuu1m,m~ijul YltJ lJi1.iX~1~1n ~m1~

"lJ'el'l'l1ulJ1m~ (~~1Jm~lJ1m~ 1990) ~1 "Ltlu«nM'ru::;"lJ'el'l'l1U~~~ufi~::;V1~1'l~U'jj'U~n•
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'Cl~IA~n1'.i'l7lfll~'tlb~1-n'W('Cl~'W1'tltJ'l'V'l'i2525 : 7) l~~ml~VI~ltJ~1 "u1-m'.i'
, '\J

VI~ltJ~'l U'.i':-;'ltJ'llUVl1'tlA':lI~'V'l'tll'"l~'l1~b'Cl'W'tll~b~'tl"llltJVl1'tl4'~~'W'.i'':l~nu m'.i'"lIltJ~'Wfh"

mil':l 'l~tJMU u1-m'.i'9'lbU'W~'l~hJ~rfl':ll7l'WbU'W~'tl'l"ll'tl'lA':lI~'V'l'tll'"lbU'W'Wl~TI'.i''.i'~,

~u ~'tl'lhJ1~ ~'l~~ nMru:-;bbl7ln19I1'l'"l1n~'Wfh~ dj'W'.i'tJTI'.i''j'~1711~bb'W':l~~Yll'l ~1'Wm'j'u1'n1'.i'
", ~

(The Service Concept) ~nMru:-;Vl0iXu1-n1'.i'~A':lI~rfl'l1'"ln'.i':-;.yi1Vl1'tltJDllilliX~nfhl'Wb"ll[?]

~ bboJ'W'tl'Wbbfl~'¥i1'tlth '11iXU'j'~'ClUA':lI~~1b~'"lJ'W~'tl'¥il1iXfln~1bn~rl':lI~Yl'l'V'l'tll'"l'Cl'l'Cl~[?]1~
" '\J ,

~nMru:-;"lI'tl'lm'.i'u1-m'.i'(Characteristics of Services) m':l'.i".i'ru b'Cl~f[?]tJ(2534 :

143) l~n'Cil':l~'l~nMru:-;~~IA'1d"ll'tl'lnl'.i'u1-m'.i'H~'l~

1. hj'Cll~I'.i'b1~U~'tl'llJl (Intangibility) n1'j'u1-n1nu'W~'l~4'u~'tl'lhi1~ ~n~1

hjm'"l~~ b~'W¥~n l~tj'W Vl1'tl~~n1'j'u1-n1'.i'lJlrl'tl'W~'tll~~'tl'l~I-n'l~'lnl'.i'bb'"lnr.iltJrfl':l~'W~1
'\J

~ ,
hJ ~'tl'l A':lUrl~~'W~1rl'l A~'l ~'lU'WUruVll"l1'tl'lm'.i'l ~u1-n1'.i'n'tltiVln'"ln'.i''.i'~n1'.i'~'lb'Cl1-~"lI'tl'lnl'.i', ~ "~ ,
[?]fll~ u1-m '.i''"l~~'tl'l'V'lmm~;l iXb~'W~'lU'j'~'ltJ'lltJVlfU'"l1nn1'j'u1-n1'.i'~1nn~1rfl':lm'j'u1-n1'j'

'j'':l~~'l n1'.i'U'tln19I'tll'Wrlruf11'V'l"ll'tl'l'lI'Wu1-n1'j'~en-nbb~';lLn~rl';lI~Yl'l'V'l'tl1'"l'"l'W'Cll~I'j'b1U'tln19I'tlltJ, "

2. l~'Cll~I'j'mb1J'lLLtJnnl'j'liXu1-n1'j'(Inseparability) n1'j'liXu1'n1nil'WnI'j't:J~[?]

Lbfl~n1'j'u1-'lf1A"lIru~b~m n'WLLtJnhJ1~ Ln~ojf'tl~1n~~1'WL';lfll 'l~tJnfltJYlfinl'.i'l iXu1'n1'j'~'tl,

~
3. l~LboJ'W'tl'W(Variability) ~nMru~"lI'tl'lnl'j'u1-n1'j'l~LLoJ'W'tl'W~'W'tl~nU~I~"lIltJ

u1-n1nil'W1rl'.i' '"l~1~u1-n1'.i'Ld'tllV11~1V1'W'tltil'lh '¥il1iXLn~m'j''V'lmn'.i'nrrlruf11'V'l"1I'tl'lnl'j',
~ I I ~

u1-n1'j'rl'tl'W~'tlb~'tl LbnuruVll ~'l n~1':l m 'j'U1-Vll'j'n'"lm'j'~'t)'l~'l~'W1'"lVli'Wn1'j'';l1'1bbt:J'Wt:J~[?]nruoyf~ ,

(Product Planning) "lI'tl'l'ltJ'.i'bbn'.i'~Yll'lnl'j'[?]fll~J'W~'tln'"lm'j''"l~~'tl'l~¥I'lrl';lI~L~'t)J'WLLfl:::

~'tlL~tJ'll iXLU'W~~~nnUfln ~11iX1Jl~I~I~I'j'b1u1-m'j'lJl~
'\J '\J

4. l~~I~I'j'mnult)1~ (Perishability) u1-m'j'l~~I~I'.i'Clt:J~[?]Lnult)1~LVI~'tl'W~'W

~1~'W tllml~~'tl'lnl'j'~~~IL~~'tl m'j'liXu1'n1'j'n'"l~l~i1ucyVll LLj;),h~nMru~rl';lI~~'tl'lm'j'

i1hibboJ'W'tl'W'"l~'¥il1iXbn~uruVll ~'tl u1-n1'j'hJYl'WVl1'tl13J~fln~19'1'¥i11iXu1-Vll'j'~'tl'l'V'lmm~
~ '\J
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~~b~~~ "1l1blPl~'Vl;(Alfred Sachets, 1972) un~~IPld-J~'Vltl11~b~'W'flbb'W';l'Vl~'M~

b~~'[IPl~~~~l~ (Structure Approach) ~1 "'V'l~tlm~d-J"lI'fl~d-J'4'MtJ~';l'Wbb~';lbbr?idJ'W'V'l~tlm~d-J

~ bn ~~'W '[~tJ ~~ l'OJ" bti'fl~'OJl f1fi'fl'W~d-J'W'MtJ'OJ~~~ij'flYil~~ 1~'OJ~~'fl~';l1 ~[l1'V'l1~ 'Wl'OJri'fl'Wbb~';l~l•
, "

~,d,j .<:::lio ~ i.I 0

'W1Pl'fl~~'Vl~'W~'fl~nl~'OJ~'Vll

d-Jlftl'W 1Pl1-~'[~b~'flf. b'flb~~tJ'W b'V'l~d-Jbb~~ b~~~ Ulb~'W1'Vl'W (Martin Christopher,

Adrian Payme and David Ballantyme, 1995 : 21-22) 1~mh';l~1 ~V1~lmVlI1J~~~lYil1d-J

VJn1 ~l'W'Vll~f11~~~l~ Uf1"lIltJ umJ1-f11~ 1Pl';l~'OJ~~'Wl'OJf11~Yilf11~~~l~b~~~d-J-A''Wfi[ll'V'l

1.1 d~ 0 ~..!' I I !.I '"

b'V'l~1 ~~ nlPll'Vld-J'OJ1'W';l'Wb'V'ld-J~~"lI'W IPll~V11'~1Pl';l1d-J~ d-J-A''WflVlb~d-J~'W'OJlnu1-M'Vl r;l~il~ ~

~'OJ~b1J'WiJ~~'[tJ"1ltIr?i'flb"lIl bb~~~:NfhJ ~~~ b"lll~'fl~f11~

2. (11 ~ n f11 ~'fl~ f11~~'Wf11V11'fl'l.J1-f11~ b"lllnIPl1~V11'~'OJ~1~"ll1';l~1~ 1'W~~~ b"lll~

5. (11 b"lIl~U '1!V11d-Jlnd-JltJ bn ~~'W b"llllPll ~V11'~~llPl';lld-J~d-J-A''Wfl~ ~1'Wd-Jl'OJ~Yil1 ~

u1-M'Vlbbm"llU'1!V11"l1'fl~b"ll11~

6. ~ n f11~ii 1Pl';l1d-J'OJ~fn.nn~'fltlbb~';l ~1 ~V11'~~1'OJ~ii ~';l1d-J~d-J-A''Wfl~~nuu1-M'Vl
'lJ ~

~';l1, b'Vl'fln ~ (Vavra, Terr G., 1992: 139-142) 1.~n~1';l~~~';l1d-J~1~V11'~"lI'fl~

~u1-'[[l ~ bm H~1 b'V'l~1~~';l1d-J~d-J-A''Wfi''ll'fl~~ru[l1'V'l nu ~';l1)J ~1~V11'~"lI'fl~~ n f11'OJ1n~'W~h LL~~
~ • 'lJ

u1-f11 n1J'W~~r.h LU'W~'OJ~~~l~ ~';l1)J L.jfl1'OJ~1~ n f11 ~';l~'OJ:;ii ~';l1)J ~1 ~V11'~~1'fltl1~h (11 L"lI1Ln~
'lJ

~ I ~ I

i1u '1!V11nU~'Wf11 bb~~u1-f11~u'W1en~ ~';l1)J ~1 ~V11'~U'Wd-Jl'OJln'fl~ l"fiJ~:;n'fluVlii e.J~r?i'fl~';l1)J ~1 ~
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(Advertising)

(Culture)

Al'Y'l!Yl(Word of mouth)
'lJ

1
jJ1m~ (Customer)

i
m~'lJltJ (Sales)

"" "~tlAl (Product)

(Afer Marketing)

, ,
.diI ~ .<:::It.Q.' troO.c:!ll

1. "1l'f)b~tJ'l'lJ'f)'ljJ~'jj''Vl111'Y'l'Y'l"'ltlm~l'tl'f)

2. ~'J'Y'lun'lltlen~jJ1m~
'lJ

"4. ~1fll'lJ'f)'ljJ1m~utl

"5. ~111'Y'ln1~rubb'J!Yl~'f)~1'W'lJbU:;U'W

tI 1.c:::9 I 1

7. 'lJ'f)~'tl/ 'lJl'J'tl'f)/ Abb'lJ'l
'lJ 'lJ

..,.
6. 'VI'lti£J~,;)13-J~1~'VI3-J1t1 (Expectancy Theory)

" ,
~1'\!1fjJ'Vl~'jj'Dfl'Jl~fl1!Yl'\!l~ltJUtl'f)fijJ1tJfl'J1~'Y'l'f)l"'lltlbb~Yl~l ~n~1"'l::;bn!Yl

, " ,
fl')1~Yi'f)1"'ln[;}'f)bij'f)b'lJltl~::;biJ'Wbb~'J~1n1~jJ1n1~Utl1 "'l::;u1~'tl~'f)jJbb'Vltl~11~~'l~n~11~n

, , "
m ~~!Yl~tll "'l~'J'l'\!l.w1bb~'J~1flbU~1'lJ'f)'ln1~jJ1n1~"'l1n~'lVi'tln~11~fjJ (fl'J1~U~mJ~bbr.l~1~

• 'lJ

fl')1~m::;~'f)1-'f)~tlltlm~jJ1n1~ m~1~A1mn'jj'1bbtl::;U1~~ fl'J1~~::;~'Jm'J~b~'Jltlm~

jJ1m~ bfl1'f)'lij'f)jJ1m~~i1tl~~tJ fl'J1~n~'f)b~tJ'l'lJ'f)'l~m,r'W~1~jJ1n1~)bU'Wb-n'Wh'tln~1~'l
'lJ

I ~ ~ I

b'f)1m~jJ1m ~Y1U1b'fl1~'tl~'Y'lfib'\!I",ht1~11~ bb'tl::;ltl-n'W~~Vi'1tJb~'f)nmnh::;biJ'Wm~•
, "

LmUUL~UUe.l~~Yifi~I'l1~nf11"'l::;ijf\':n~!~n~'lYi'f)19~Ln~~'W(Mccormick & Daniel Lgen
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, "
R, 1965: 369 ~1'1~'11'W rJ~(9\1 U'W"JjlL~'W2543: 18) ~'1~Pl'W~"lItl'lLL'W')~(9\.w~tl(9\rl~'eWl1J

n'U')~:w (Vroom, 1964) ~ltlti~e.J~ (Outcomes) rl,)I:w1Jn~C1'Wl~~'WLL~'1(Violence) LL~~rl,)l:W~ ~ ,

rll(9\VI:WltJ (Expectancy) 'Vl~'rI'~rl,)l:Wrll(9\VI:WltJ9::;rll(9\rl~b'W~lt(9\tJ~') 111J ~n~hLbl?l~~rl'W

9 ~bb~(9\'1 'V'l~~nn:wn l?ltlb~tl b"lll:Wtl'lb~'Wttlm~ r1';l1:w'\.J19:::bu'Wl1J1J1(Porbability) fOltl'W

-ifl'1-D(9\~1 Vlln r1';l1:W~'1'V'ltl19"l1tl'lb"lllbn(9\91nnn1~1 ~1J~n1~~~ rlb1.Ull'V'l b"ll19~H,

(9l1:W'Vl~'rI'~rl,)l:wl~~tl(9\rl~tl'l~ ~tlrl (Lock, 1969) J'W:Wtl'l~lrl,)I:W'V'ltl19 l?ltln1~

1~1J~n1~ Vl1tl rl,)l:wl~'V'ltl1 9 l?ltln1~1~1J~n1~J11'W1(9\J11'WVI~'1~'Wtlti n1Jrl,)l:Wbb(9lnl?lI'1~~VI~I'1~

91 n n1~ 1,x1J~n1~Vl1tle.J~(9ltl1JLL'Vl'W-WtltJn~l~ ~tl'l n1~ LL~::;()lm:Wl rurl')l:W LL(9lnl?l1'1~~:Wln~'W

rl,)l:wl~'V'ltl19n:Wln~'W(9l1:W~I~1J

~'1!"ll~LVI'"hfi~'V'l'l'; (2524 : VI-Wl1J'Vl~(9\titl) ~mnrl,)I:W~(9\L~'Wl?ltl0.~1J~m~

l?ltlm ~1J~m~"lItl'l Pl'W~1J~m~~lfil~ru~~"lI 1'WL"lI(9lm'l L'Vl'V'l:WVll'Wrl~'V'l1J~1 erl.jf1J1-m~~ rl')l:W
~ q q ~

'V'ltl191 'W1J~n1~"lItl'l Pl'W~1J~n1~~lfil~ru~~"lI erl.jf1J~n1~~')'W1VI ru~~n Pl'W~1J~n1~~lfil~ru::;~"lI
qJ q qJ Q.I cu qJ q

, "
Lt1tl'l91nPl'W~tlti1n~til'W 9'1~~(9\')n U~~VlU(9\L,)~1 rsn~'1fOll1J~m~l~LL'V'l'l ~,)'Wrl,)I:W~(9\L~'W~ ~ , ,

I ••.IQ, ~ tt" "" ",,q.c:::lll 1'"0 0 ,,~
(9ltlm ~u!J1J(9l'lI'W"lItl'l LL'V'l'VltJ'V'lm1Jl~LL~~L91V1'Wl'Vl'Vl:W~'rI'tJfi~~:WVI rll LL'W::;'W1LL~::;tlfi1Jlt1

"
-iftl ~'1~ tJ1,x'Vl~11JL~:Wtl 'Wtln91 n.wn1~~~t1 ~'1mh')u'l LtI'Wm~~n'rl'l rl')l:W L~'W1'WJ11'Wm~L,x

, " ,
1J~m~tlti 1'1nt)I'1 1 LYltlLtI'WYl'W~I'WL'Wm~~n'rl'1~'1rl,)I:w~:w~'Wfi"lltl'l [;]')LLU~l?l1'11VliueDtl'W

~1V1f1Jcr~~'WL'"l[;]tllUL'W'el'W1rl (;l ~'19::;L~'Wl~'"llnm~~n'rl'l rl')l:W L~'WL~m n1Jm~LLm "ll1J1-m~~

"lltl'l ~'W~1J~n1~~lfil~ru::;~"lI 1J~ln!J~1 ~eDu~m~~,)'WL VlCJJ b~'W~1 m~1J~m~~~'el~ bL~,)L'W

"lIru~~L VI:W1::;~:W~'elrJLL~,) ~'1tlI99 ::;LU'Werl.jf1J~m~'V'l'elL9 n1Jm~1J~n1~~lJ1f1J L~'elLmtJ1JLVltJ1J~ ~
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~~:::I?l'J nY1tl~d-JfOl'J~ 9'lY1tl 1"'1e-J~~1~¥LJl'Vh~ ~ltJLJ~n1~"'1:::l~'Wtld-Jl1 'lY

1'~~Jll "JlltJ~l(9) (2532) ~m11~9tJ~tl'l fOl'Jld-JY1tl1"'1'l1tl'llh:::"Jll"Jl'W~iJl?itln1J

LJ1n1J~lnlJru:::~'lI ~l'Wn1J¥mn fOl'Jld-J~:::tll(9)'lItl'lnJ'll'VlY1d-J~l'WfOlJ 1~iJn1Jrh~'W(9)~d-Jd-J ~
q q

fOl'Jld-JV;'lY1tl1"'1

2. U"'19tJ ~1'W~ n'l1ru:::'Vll'l~m'W~iJ fOl'Jld-Jid-J~'W€nLJfOl'Jld-JV;'lY1tl1"'1

3. U"'19 tJ~ l'WfOl'Jld-JlfOl'Jld-Jl~h 1"'1'l1tl'ltJJ:::"Jll"Jl'Wl~m nLJn1JtJD~'ll'W'lItl'l n'Vld-J.

iJ fOl'Jld-Jid-J~'W€nLJfOl'Jld-JV;'lY1tl1"'1

4. U"'19tJ~1'Wi1V1\'WfOl~'lItl'ltJ~:::"Jll"Jl'W~iJl?itl Y1~(9ll~l~tl'l V1\1lijtl'l iJfOl'Jld-Jid-J~'W€

nLJfOl'Jld-JV;'lY1tlL"'1

1'W'Cl'J'Wltl'Wn1~~(9)l?i'JlltJ~(9l1d-Jltl'Wn1~1'(9)fOl'Jld-J~'lY1tl1"'11'W4 ~~ Atl

1.1 n1nfiLJ'lItJ:::d-J~~tltJ"'11nmfOll~,jl'W~tl'W
"

"1.3 n1~l?i'lfl'l~tl'lfLJ"1ItJ:::d-J~~tltJ
"

1.4 n1~¥n'l11fOl'Jld-J~:::m(9)

e.J~n1~~n'l11Y1LJ~l L'UY11:::mtJ LL~:::~n'l1ru:::"1Itl'l L'lI(9l iJ fOl'Jld-Jid-J~'W€nLJfOl'Jld-J
q

V;'lY1tll"'11 'W~tiLLm ~n'l1ru:::"1Itl'll"1l(9l LL~:::fOl'Jld-JLojhl"'1l~mnLJn1~tJDLJ"i'll'W"1Itl'l n'Vld-J. iJ

fOl'Jld-Jid-J~'W€nLJ fOl'Jld-JV;'lY1tll"'11'W~ti~~ld-J LL~:::mm:::~LJn1~~n'l11 LL~:::~n'l1ru:::'lItl'l L"1I(9l iJ
q

fOl'J'ld-Jid-J~'W€nLJfOl'J'ld-JV;'lY1tll"'11'W~~~~

i'Wti ;ntJ:::¥'l~~'l16 LL~:::L~1d-J~n~ ~m'J~~ru (2534 : 188 -192) 1~y'hn1~

~ n'l1'l'i9tJ fOl'J'ld-JV;'lY1tll"'1"11tl'lm .jfLJ1n1~n'W'l fOl'lJl 'WL"1I(9lnJ'l L'VlY1d-J~'l'WfOl~Y1LJ~'l
" q

,
n'W'l Fl'lJl ~U1n1J~n'W'l fOl'lJiJ~~'ltJ~'l"1l'l~:::(9)'Jn(;]'eln1JHLJ1n1~ LL~:::iJLfOl1'el'lu1m~L~'W~h'W

AT.M

2. n1Jl.jfu1n1~\;'h'Wlm1J 0.jfLJ1n1~UtJd-Jl.jfLJ1n1~'Vl'l'l~1'Wl~'W~ln ~tl'l~'ld-Jl

Atl ~l'W~'WL~'el LL~:::~l'W(;]l'llh:::L'VlV1\

3. fi'Wlf11~~en-ifu1m~'Jl'e)U~ln~~(;) 5 ~'W~U ~'e)
" q
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3.2 TI'W1Alm~m1'V1tI

3.3 D'W1Al~lvltl'Ynru"1l~

3.4 D'W1Al~'el'el~~'WLL~::::D'Wlm~'Vl'\.'I1~1'VltJ

3.5 D'Wlmm~~1'VltJ,

.<:::It. ~ Oev ~ 04 IIVG/

m nJ ~m Nl'\..l'Vl::::LiJtJ'W~l'l~{I~~l'Wn'Vl::::LiJtJ'W'elllJl'elb~'el~~V11~1~A'l~ '"l~V1';l(?1~V11~'l~m~

'YiiJ~'l iJ~::::"1l'l"1l'W~~'l~iJiJ1m~iJ A';l'l~Yi~'Yi'ell'"ll\.lm~l t\iJ1m~~'l\.l'Vln~h'W b(?1m'U~tJl\.l~::::~iJ
'lJ q

iJ'l\.ln~l~ LL~::::b~'elLLtJnvhl~ru'll1l1~ Aru~ mj'ru::::"lJ'el~iJ~::::"1l'l"1l\.l~'l\.lJli1V1~~(L'YiPl m~'Yi
, 'lJ

~::::~iJm~~n'jj''l) Lb~::::~'l\.lm'l~l A';l'l~b·jh 1'"lb~mniJm~1t\iJ1m~~'l\.l'Vl::::d:1tJ\.ln'jj'!l~ 'YiiJ~l

Aru~ n'jj'ru::::~1'WJli1V1~~"lJ'el~iJ~::::"1l'l"1l'W~~'l~iJiJ1m~iJA';l'l~Yi~'Yi'el1'"l1~LLl?lnlYl'l~n'WLL~::::, 'lJ

Aru~ n'jj'ru::::"lJ'el~iJ~::::"1l'l"1l\.l~'l\.lA';l'l~¥A';l'l~ L~'ll'"liJ A';l'l~Yi~'Yi'el1'"llYl'elm~1t\iJ1m~
q 'lJ

"r1~b(?1tJ"h\.l~';l~ Lb~::::~'ltJl~LLl?lnlYl'l~n'W'el'elnliJ

"~'Vlfi tl'W~'l (2535 : iJ'Vl~(?1U'el)1~~fm'lA';l'l~Yi~'Yi'el1'"l"lJ'el~~n~hlYl'elm~iJ1m~
, 'lJ

"lJ'el~D\.l'lA1m~ m 1'VltJ ~'l"lJ'lmv'i~'Wjf 'YiiJ~'l A';l'l~Yi~'Yi'ell'"l"lJ'el~~n~'l'elu1 \.l~::::~iJiJ'l'Wn~'l~i~
, 'lJ 'lJ

~'l\.lJl'l'Yi~';l~ ~'l\.l'Yi'Wm'l\.l LL~::::m~~'el'W~iJ~'l\.l~m\.l~iJ~::::n'eliJm~ ~'l'WA';l'l~~::::(?1';ln~l~

~iJ bb~::::J1'l\.l~::::tJ::::L';l~'l1\.lm~~'lLU'W~'l\.l ~';l\.lm'l~Yi~'Yi'ell'"l ~'l\.l~'el~ ~~1~~iJ9'l n m~iJ1m~
'lJ

,
m ~1t\iJ1m ~~'l\.l'Yi,rn~'l\.l Lb~::::m~~'el\.l~iJ ~'l\.l~ m\.lV1iJ~::::n'eliJm~ LL~::::~'l\.l~::::tJ::::L';l~'ll\.l

m~~'lbU\.lm~

'"l'lnm~~'ltJ~'l\.lm~fjr.rtJ"lJ'el~ Pl1~~~ 'Yi~iJ~::::~'Vl'€(iJ'Vl~(?1U'el2536 : 337 - 339)

~ n'jj''l b1'el~m'l~Yi~'Yi'el19"lJ'el~m .jfiJ1m~¥'l\.l~'l"1l\.liJ'Vl ~'Yi"1l.r.r~Wr(?1'el(?1~D'l\l 'YiiJ~'l ~::::~iJ
'lJ ,

n9 mnJ ~h\.lm~~~ b~1~ m~"lJ'ltJ b'Yi PliJA,)'l~~~~\.ljfniJA';11~Yi~'Yi'el19~';l~ LL~::::A';l'l~Yi~'Yi'el19
J1'l\.In 9 m~~ m~~~ b~1~ m~"lJ'ltJ 'el'ltJiJ A';l'l~~~~\.ljfniJ A,)'l~Yi~'Yi'el19~'l\.lm~ 1t\iJ1m~~'ltJl~,
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~~~iJ€n1J A,)1~'V'l'e)191 iJ~1iJn1~1 ,x1J1-n1~

'V'l~Ylfi~Yl~ lJ'1!YliJ (2536) 't~i11n1~pjm~1A,)1~~-.:J'V'l'e)19"1J'e)-.:J\jn0h~'e)A,)1~1,x

.<:::It. • .::11 OQ.' Q/Q/

1J~n1~'e)t.J1-.:J~Arull1'V'l"1J'e)-.:JDiJ1A1~m-.:JLYl'V'l91nM (~Vl1"lliJ) ~1"1J1"ll~'V'l,)-.:J9-.:JVI,)M
q q q

iJA~~1"ll~~1 'V'l1J~1~::;~1JA,)1~~-.:J'V'l'e)19"1J'e)-.:J~n~hll1'V'l~')~'e)tJliJ~::;~1J'V'l'e)H ~n0h~A,)1~~-.:J
'" '" '", ,

'V'l'e)19~1iJ ~miJYl~1nYl~M ~'e)-.:J~-.:J~1~1iJ'V'lUn-.:J1iJLL~::;m~1J1-m~ lliJVI'5-.:J"1J'e)-.:J~n0h~
q '" '"

A,)1~ ~~~iJfi r;]'e)A,)1~~-.:J'V'l'e)19 r;]'e)n1~ 1,x1J1-n1~1iJ~::;~1J~~UtJ~1 ~ '1!Yl1-.:J~n~ .001 't~ LLn
11 t.I I I

mtJ m~pjmn Lb~::;'e)1~'V'lVl-.:J\1~n0hYliJmtJ~1n9::;iJA,)1~~-.:J'V'l'e)19~1iJ~miJYl~1nn~1~n
q qj q 'l.I

, "
i/.c::lI.<C:lI .c::lI i.I .diI,J .diI ~2.I 61 6)1.I.c::::.

A1Yl~'e)1"ll'V'l"1J1~1"llm~Lb~::;'e)iJ1 ·6'i,)iJb~'e)-.:Jb'V'lPlntJ bM ~::;tJ::;L,)~1biJm~ b"ll1J~m~ LL~::;

l.h::;bJlYl1J1-m ~~l'nbJiJ A,)1~~~~iJfi n1JA')1~~-.:J'V'l'e)19

'e)iJfn'; ~Vl1~~1'W-J'l!(2537 : VI'lJ11JYl~MrJ'e))'t~pjm~1A,)1~~-.:J'V'l'e)19"1J'e)-.:J~n~h
q '"

bb~::;"1J'e)-.:J'V'lUn-.:J1iJDiJ1A1m~mlYltJ1iJb"1J[;l33 'V'l1J~1 1iJll1'V'l~')~~n~1"1J'e)-.:JDiJ1A1m~m'tYltJ
'"

r;]1'l1iJm1~~-.:J'V'l'el19"1J'e)'l~n~1n~~m~'V'lr;]1'l1 r;l,)bb1.h~1iJA,)1~~'l'V'l'e)19"1J'e)'l~n~1 bbr;]~::;

~1iJ iJ A,)1~~~~iJfi~::;VI~1-.:J niJ bb~::;iJA,)1~~~~iJ€n1JA,)1~~-.:J'V'l'El19 n1Jll1'V'l~,)~1iJYl1-.:J

1J')n 'ElrJ'l'liJUtJ~'l~'1!Yl'l'l~n~~~::;~u .001 'V'lUn'l'liJ"lJ'El'lDiJ'lA'lm~m''tYltJ 1iJb"lJ[;l 33

iJ A,)'l~ ~'l'V'l'El191'Wm~l1'l'l'l'W'El~1'W~::;~u1.J'l'Wn~'l'l n~~ ~1.J51J~9::;iJ A,)'l~~'l'V'l'e)19 il'EltJ

n~'l n~ ~ ~1J1V1'l~'ElrJ'l'liJutJ~'l ~ruYl'l'lfln~~~::;~1J 0.05 bb~::;iJr;l,)bb1.J~~'liJA,)'l~~-.:J'V'l'e)
q '" '"

19 "lJ'El'l'V'lun'l'l'W bbr;]~::;~'l'WiJA,)'l~i~~'Wfi~::;VI~'l'ln'W bb~::;A,)'l~i~~'Wfinu A,)'l~~-.:J'V'l'El19

n1Jll 'l'V'l~')~1'WYl'l'l1J')n 'ElrJ'l'liJutJ~'l ~'1!Yl'l'l~n~~~::;~u 0.001

U~9. fi'W'lA'lm~n~lYltJ (2538) 't~l1'lm~~'l~,)9 A,)'l~~'l'V'l'El19"1J'El'l~n~'lr;]'El
'"

U1m~"lJ'El'lfl'l"lJ'l [l'ltJVI~'ll1'ln'l1i'El1.Jf1.J~::;uU (Reengineering) 1'Wm~~'l bU'W'l'l'W,r'W't~ b~~
~ ,

~'lbU'Wn'l1~'l1,)'"lr;l'lbbr;]1 fi'W,)'lrl~ 2538 ~'l 20 fi'W,)'lrl~ 2538 ~'lm1~'l~,)9i1'lm~tMtJ
I ~ ~

~nfhYl~'l1.jfu1n'lm'ltJl 'Wfl'l"lJ'l ~'l'W,)'WVl'l~'W450 rl'W mJ'l bU'W ~ n fh 1'W~'l'W
'" '"

cash service general banking service bb~::; personal banking service ~'l'W~::; 150 rl'W
I ~ ~

tMtJl1'lm~~~~nfl'l'"l'ln~'l"lJ'lYll1'lm~ reengineering 'ElrJ'l'l'lJ'EltJ3 b~'El'WVl-.:J~'W15 ~'l"lJ'l ~~

9'lnn'l1~'l~,)9Yl1J~'l \jn~'l~')'Wlm1!t~n'V'l'El19 bb~::;'V'l'El19~1nr;]'Elm~1,xu1n'l~"1J'e)'l~'l"1J1 ~

LVitl~~'J'W-w1)t14-J'1n~1~h'i1)1'"l(;]1)n'w1~u1m~ (1% ~~ 5%) L~TJ~'1[l'l~~'J~"lJTJ-:jrl'J'l~~-:j~TJ1'"1
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(service satisfaction) ll~~ll'l~J''Jd-J''lJ'fl,.:m'lJ'1JiJ'U--m'1'l'W(service performance) d-J'l~lfDlJ''l~oJ

l~'fl~9'lJ'ru'lfDl'J'ld-Jl'L1'Wl~f1'Vl1'1'U1n'lJ' (service excellence) ll~'J~'U~1 ~n~h¥~n~'lTI'W1fDl1J'
'" '"

n~nJ'1'VltJ~ service excellence mn'WJ'~~'U1J'l'Wmn:j (56% - 59%)
'"

~'lV!f'UlV!ffl~~~l~'flnH'TI'W'lfDl1J'n~nJ'1'V1tI ~'fl ~'l,])'l~'1'fltJ1n~~~nm~tJ 51 %
q '"

'"(;)29%

nJ'~.yh 1~ dJ'W1JJ'~~'l~J'll~d-J'fl ~'fl ~tl'l'W~9'fl(;)J'tl ll~~ln'l~~'lV!f'U,r'1J''fl~ fDl'JJ'm,x~tJ'1~'fl

'W'fln9'l n~m J'~tJ'ld-Jfm~n fDl'J'ld-J1J~'fl(;)JltJ ~i!n'1'l'W~ fDl'fltJll'W~':n~ n ~h ll~ ~~i!n'1'l'W~ fDl'fltJ1,x
'"

'U1n'lJ'\j n r1'l1 'W~(;)[;h'1 1 ffl~'fl(;)l'J~'l~~'l"lJ'lliJ (;)1,x'U1n'lJ'

'W~d-J'W~'J'1pf1JfflJ' (2542: 'U'Vlr1(;)tJ'fl)~n'rt1~'fl'1fDl'J'lj,J'~'1~'fl19"lJ'fl'1~nvlh¥'l'W,])'ltJ

tJ'l ~'flJ'~'U'U'U1n'lJ' 'U1';'Vl~~fflJlruOY]~d-J'W1~J'1'VltJ~'lfl(;) l~'fl ~n'rt'lJ'~~'UfDl'J'ld-J~'1~'fl19"lJ'fl'1
q

"~ n ~hh'W"lJ'ltJtJ'l ll~ ~if9r.ftJ~'W ~'l'W'Vl'l'1~h'W1JJ'~"1l'lnJ'r'\'l~ fflfll~ ~if9r.ftJ"lJ'fl'1n9 n'lJ'~ ~~ fl'U'" ~

m'ld-J~'1~'fl19"lJ'fl'1\j n ~h (;]'flJ'~'U'Un'lJ''U1n'lJ'~h'W(;]'l'1 1ln'UJ''J'UJ''Jd-J-n'fl~~ b(;)tJn'l J'~'1ll'U'U~'fl'U

tl'ld-J ~~ n'lJ'~ n'rt'l~'U~'l ~ n ~h¥'l'W"lJ'ltJtJ'l1'Wn~d-Jr;l'J'fltJ'l'1~ fDl'J'ld-J~'1~'fl19(;]'flJ'~'U'Un'lJ''U1n'lJ'
'" q

"b(;)tJJ''Jd-J'fltJ1'WJ'~~'U fDl'J'ld-J~'1~'fl19d-J'l n ll~ ~if9r.ftJ~'W ~'l'W'Vl'l'1~h'W1JJ'~"1l'l nJ'r'\'l~ fflfll~ ~if9 r.ftJ'" ~

"lJ'fl'1n9 n'lJ'~ llffln (;]'l'11jJ~ ~~ fl'UfDl'J'ld-J~'1~'fl19"lJ'fl'1\jn vlh(;]'flJ'~'U'U'U1n'lJ'~h'W(;]'l'11 ~J'~~'Ui!tJ

~'lr1qj 0.05

n'rt'l1Jn:i 'fld-J'lffltJn~ (2543 : 'U'Vlr1(;)tJ'fl)1~~n'rt'l~'fl'1fDl'J'ld-J~'1~'fl19"lJ'fl'1~nvlh
q '"

'U1n'lnl~~l~'W~'ln'fl'fld-J'Vlf~Ul'fll~tJ~l~m"lJ'fl'1fi'W'lfDl'ln'f)l~tJ ~'l"lJ'l~d-J~ ~tJ~ (m(;)~¥'l'J 81)

l~'f) ~n'rt'lJ'~~'U m'ld-J~'1~'f) 19"lJ'f)'1~n ~'l~~ (;]'f)n'lJ'1,x'U1n'ln~'W~'l n"ll'f)"lfi'W'lfDl'lJ' J'~~'U fDl'J'ld-J
'lJ

1) ~ n ~'l~J'~~'U fDl'J'ld-J~'1~'f)19 (;]'f)'U1n'lJ'''lJ'f)'1fi'W'lf1I'lJ'l'f)l~tJ'f)tJ1 'WJ'~~'U1J'l'Wn~'l'1
'lJ 'lJ

(1'tltJ~~ 54.8) ll~~ 'tjJ f1I'J1d-J~'1~'f)19 (;]'flc.J~fflJl'U"nL~'W~'ln'f)'fld-J'Vlf~UL'f)L~tJ~l~m 1'WJ'~~'U~"l
'lJ

'"(J''f)tJ~~ 63.9)
,

2) ~n ~'lVl~mtJ J'~~'Un'lJ'~n'rt'l (;]'l'1n'W~fDl'J'ld-JVi'1~'f)19 (;]'f)'U1n'lJ'''lJ'f)'1TI'W1fDl'lJ'
'lJ q

llffln(;]'l'ln'W ~'J'Wif9r.ftJ'Vl'l'1~'l'Wl~r'\ ~C\'Wll'l~~d-JJ'~ m~~ ll~~ntJ1~ 1jJ~~'Vlfi~~(;]'fl

m"l~~\l~'fl1 '"l"ll'fl\l'tln fl"l~n ~'fliJ1n"l~"ll'fl\lfii.!"lf1I1~
'lJ
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n 1 d~ m~1 dltJ 1Jl19l1.:Jn'Wij r1'Jld-J~.:J'Y'l'f)19191'f)~~ [;1JlrW"vlb~'We.hn'f)'f)d-J'Vl¥'Y'ltJ\,'f)\,~tJ~ \,Am hi\,Wl n

1911.:Jn'W

'W'Y'l'Y'ld'Y'lfllm.:J1'f (2544 : 'lJ'V1~l?lrJ'f)) n1d~m~Ir1'Jld-J~.:J'Y'l'f)19"11'f).:JflnAl~ijl9l'f)
<lJ

~'J'W'lJ1n1d~nAlfi'Wlr11dn~.:J\''Vl'Y'l "hnl?l (d-Jtn"ll'W) ~I"111~I1!n.:Jl'W1V1'1!~fld-J \'~'f)~mnd::;C91'lJ

r1'Jld-J~.:J'Y'l'f)1IOj"1l'f).:Jfln Al~ij 19l'f)~'J'W'lJ1n1dfln AI \'\'fl::;\'~'f)~ m~n r1'Jld-J \,\,l9ln1911.:Jd::;V1~I.:Jih9tJ
<lJ <lJ

d::;C91'lJr1'J1 d-J~.:J'Y'l'f)191'W'lJ1n1d ~'J'W\''Y'lPl \'\''C1::;d::;C91'lJnld~m~n \'iJ'Wi199tJ~ij r1'Jld-J~d-J~'W€n'lJ

d::;C91'lJr1'Jld-J~.:J'Y'l'f)191 'W'lJ1n1d~ij 19l'f)~'J'W'lJ1n1dfl n AI••
d-Jl'W'Y'l ~~I.:J (2544 : 'lJ'Vl~l?lrJ'f)) 1Jl~n'Ml~'f).:Jr1'Jld-J~.:J'Y'l'f)19"11'f).:JflnAll9l'f)n1d

<lJ

1~'lJ1n1dJll'Wndn9~'J'W'lJr1r1fl"1l'f).:Jn'Wlr11dn~nd1'VltJ ~lnl?l (d-JVll"ll'W) V1«.:J1mJf'lJd::;'lJ'lJ:
q q

n'Wlr11dn~nd1'VltJ~lnl?l (d-JVll"ll'W) ~I"111\'\'nfl.:J \'~'f)~m~t1r1'Jld-J~.:J'Y'l'f)19"11'f).:JnldH'lJ1n1dJll'W

"
~dn9~'J'W~ r1r1fl"1l'f).:Jn'Wlr11dn~nd1'VltJ ~lnl?l (d-JVll"ll'W) V1«.:J1mJ¥'lJd::;'lJ'lJ bl?ltJ~n'Ml \'~.:J~ld'J9

~fl n1d~ n'Ml'Y'l'lJ~1 r1'Jld-J~.:J'Y'l'f)19"11'f).:Jfln Al~ij 19l'f)n1d1~'lJ1n1dndn9~'J'W'lJ r1r1fl ~'J'Wd-J1n
•• q q

ij r1'Jld-J~.:J'Y'l'f)19d::;C91'lJd-Jln ~'mJ'C1::;75.0 bl?lUiJr1'Jld-J~.:J'Y'l'f)1'"l1'WLLl9l'C1::;Jll'W~'f) Jll'Wnld9l?l

~.nl'Y'lLL'J l?l~'f)d-J.nltJ'W'f)nmr11diJr1'Jld-J~.:J'Y'l'f)19d::;C91'lJlh'Wnfll.:J ~'f)tJfl::; 56.7 Jll'Wnld9l?l

~.nl'Y'lLL'J l?l~'f)d-J.nltJ1'Wmr11d iJr1'Jld-J~~'Y'l'f)19d::;C91'lJlh'Wnfll~ ~'f)tJfl::; 70.8 Jll'Wnld9l?lLl9l1tJd-J

LL'lJ'lJ~'f)fd-JLLfl::;'f)UnnU'iJ r1'Jld-J~~'Y'l'f)1'"ld::;~'lJd-J1 n ~'f)tJfl::; 55.8 LLfl::;Jll'Wnid 1~'lJ1n1d"1l'f).:J
q "

'Y'l1!n.:Jl'Wn'Wlr11d iJr1'Jld-J~~'Y'l'f)19d::;C91'lJU1'Wnfll~ ~'f)tJ~:; 75.0

~'Wfi.nl 19l'W::;nfl(2545 : 'lJ'Vl~l?lrJ'f)) 1Jl~m~n~'f).:JI"l'Jld-J~~'Y'l'f)19"11'f).:Jm-n'lJ1n1d
q ••

,
"1I'f).:Jn'Wlr11mNL'Vl'Y'l ~lnl?l (d-JVll"ll'W) ~1"jJl1'W~I~Md'Y'l~'W~h1'WL"1Il9lnNL'Vl'Y'ld-JVll'Wr1d L~'f)

q q

~n'Ml mld-J~.:J'Y'l'f)19"11'f)~m-if'lJ1n1d"jJ'f)~n'Wlr11dnd~L'Vl'Y'l ~lnl?l (d-JVll"ll'W) ~I"1111'W•••
~1.:JMd'Y'l~'W~h 1 'WL"1Il9lnN L'Vl'Y'ld-JVlltil"ld LL'C1:;LmU1J LVitJ1JU1Oj9U~')ti1J I"lI"l~n1Jd:;~1J

q •

I"l,)Id-J~~'Y'l'f)19"jJ'f)~rn-if1J1n1d"jJ'f)~fitil1"llmNL'Vl'Y'l ~lnl?l (d-JVll"llti) ~1"jJl1ti~I~Md'Y'l~tiAl1'W•••
L"jJ(;ln~'H'Vl'Y'ld-JVlltiM n~d-J~';l'f)th~Ltlti~~1oD1J1n1d"jJ'f)~fitil1"llmt~L'Vl'Y'l ~lnl?l (d-JVll"ll'W)

~1"jJ1 1'W~I.:J~dd'Y'l~'W~h1tiL"jJl9ln'Vld-J. 21 ~1"jJ1 c.J~n1d~n'Ml'Y'l1J~1 rnoD'lJ1n1d"jJ'f).:Jfi'Wlr11d••
nN\''VlYl ~lfll?l (d-JVll"ll'W) ~1"jJl1'W~I.:JMd'Y'l~'WIlh1'WL"jJ(;lnNL'Vl'Y'ld-JVlI'Wr1d iJd::;~'lJr1'Jld-J~.:JYl'f)

, q

19 19l'f)U1n1d"jJ'f).:Jn'Wl r11d 'f)rJ1tid:;~1JU1"Jn~I.:J LL~:;L~'f)LmtJ'lJ \'VitJ'lJu99tJ~'J'W'lJ r1r1fl fl'lJ
<lJ q
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.d
'lJ'VI 'VI 3

m~~~m1'f)'1~'Yl~~'1"t\'f)1'"l"ll'f)'1m-ifu~m~fi\l1~1mNL'Vl"t\fOhnt'l(~Vl1"ll\l)~1"l11~'fltJ~ .
" "

~~'f)'1~1Vl~ m~tJ1rJ)~1LU\lm~{;11~iwYl'f)\l~'1il
q ~

I II' II '"

~1nt'l (~Vl1"ll\l) Vl'f)~1\lU~~'f)IM~1Vlm~~'f)~{;l:;\l~~~1\l'J\l~'1~\l 18 U1';'Vl ~'1il
~ q

1. U~';'Vl~t.J1~~1~b6JjU~~1nt'l

2. U~';'Vl'f)'f)b{;l~L'f)~H~\l~LiltJ~'1~1nt'l

3. U~';'VlU~L6Jj~~1nt'l

4. U~';'VltJ1\lL~t'I~'f)tJ~L.n\lL{;l'f)f~1nt'l~
" I

5. U1';'VlLi)m6Jjt'l~m~-n\l LL~'VlVl~tJ~~1nt'l

6. U~';'VltJbn~tJ1993 (1'VlmL~\l~)~1nt'l~
~lV !I OlV

7. U~~'VlLL'Jt'lt'l1LL"t\~'"l1nt'l

8. U~';'Vl~t.J1~'5{;l1~~1nt'l

9. U~';'Vl~t.J1~~L~L'Vl~b\lb~U~1nt'l

1 O. u1';'Vl"n~~'Vl"llbnn L8Jl~i1~1nt'l~ .
12. U1';'Vl~1~b"llU~hh~ni~1nt'l

13. U~';'Vl~'f)\lL"ll~(lh:;L'VlfllL'VltJ)~1nt'l
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16. U1~Yl~'e)1~vl~\lmn~ ~lnl?l

17. U1~Yl'l"1lti'l~Ult.J ~L~~Yl~'e)Un~ ("h~LYlpjlYlt.J) ~lnl?l

18. U1~YllYlt.JU,j,j'e)'WLl?l'W'l"1l~lnl?l

"lJ'Wll?l~'Jmjl\l~ LtJ'W~'JLLYl'W"lJ'e)\l,j~::;"ll1m~1-n 'Wn1~~ mn'"l~ Hl'"ll n n1 ~~~ ~'J'e)tJl\l•
bbUU Statified Random Sampling 'l"'t.J"lJ'Wl"'(;]'J'e)tJl\l~nnlV1'Wl?l~~::;l?1U~'dl~b~'e)J'W95% bb~::;

1iX (011~'Jl~ ~~Il?lb~~'e)'Whhn'W 5% '"l~l~~I'W'J'W~'J'e)tJl\l

n

n

N

E

N

=

=

=

=
=
=

N

N/1 +N(0.05)2

~ 1'W'J'W~'J'e)tJl\l

~1'W'J'W,j~::;"lllm

6,052/1 +6,052(0.05)2 = 375 ~'W

~fin1n~'e)n~'J'e)tJl\l n1~~~~'J'e)rJl\l'"llnn~~~'J'e)rJl\l"lJ'e)\li"l,rn\lI'W ~1'W'd'W375 ~'W••
" "'"l1n~I'W'J'Wi"l,rn\lI'W~\l~'W 6,052 ~'W L"'t.J1-iMfin1~~~LLU\l1.h::;"ll1m'e)'e)mtJ'W[;11~u1';Yl bL~::;•

"~~'e)'e)n~11~l?1\lU•
1. u1~Yl~m~~I~L"1lU~ ~lnl?l

2. u1-';Yl'e)'e)L[;]~L'e)~b~'W~LUt.Ji\l~ln'"

3. U1-';YlU~L"1l~~lnl?l

4. u1-';Yld1.'Wb~"'~'e)t.Jffb~'Wb[;]'elf~ln'"
" " ,

5. u1-';YlL~m"1l"'~ m~-n'W bb~YlV1~t.J~~ln'"

6. u1-';Ylt.JLn~t.J 1993 (lYlmL~'W~) ~ln'"
"

..:t, •..• '" 0 ••••

7. U~~YlLb'J"''''ILLi''l~ '"lln'"

8. u1-';Yl~m~'5[;]I:] ~ln'"

9. u1-';Yl~t.J'1~~L~ LYl~L'WL~U~ln",

1O. 1J1-';W]~~Yl "llLnn L'll~il ~'1n'"" .
12. u1-~Yl~I~L"1lU~'l,j~l?1n{ ~lnl?l

13. 1J1-';Yl~'e)'WL'll~(,j~::;LYlpjlYlt.J)~lnl?l
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16. u1-~'Vl);1'elbvl~~mn~ 91n~

18. u1-~'Vlt6Jjtit~UltJ ~b~,",'VlJ''elUn'6f(lh~b'Vlf"11'VltJ)91n~

18. u1-~'Vl1'VltJUUU'el'Wb~'Wt6Jl91n~

91'W'J'W 43 19l'J'elth~

91'W'J'W 24 19l'J'elth~

91'W'J'W 74 19l'J'elth.:J

91'W'J'W 69 19l'J'elth~

375 19l'J'elth~

1 I 9.1 tI

L~l~'el~ij'el.y]l-n'Wn1J'~~tJ flf~t1HLLUU~'elUbl1~ (Questionnaire) t~tJ LL'lJ~bLUU~'elUbI1~

'el'elnb1J'W3 'C1'J'W~~~

n1J'~mj'l ~lbbVl'il~~l'W J'ltJ1~ bb);1~J'~tJ~b'J);111'Wn1niJ'W);1nfh 91'W'J'W6-if'el
'lJ

~'J'Wvi 2 -if'el~);1b~mnuml~~~Yl'elllOl"]j'el~m.jfu1-n1J'"]j'el~D'WlfllmNb'VlYl 91n~
'lJ 'lJ •

L'Vlflt'Wt);1~ bb);1~~l'Wu1-n1J'"]j'el~D'WlfllJ' 91'W'J'W20 -if'elL~mbU~J'~~Ufl'Jl~~~Yl'elllOl(;ll~~L~f'Vl

(Likert Scale) ('ellhr'Wvl ~'Wfl~t12538 : 26 bb);1~~'Wfi1l1(;l'W~n);12545 : 22) 'el'elmiJ'W5 J'~~U•

J'~~Ufl'Jl~~~Yl'elllOl~ln

J'~~u fl'Jl~~~Yl'ellIOlUl'Wnm~

'" .oS 'I s.-
J'~~Ufl'Jl~Yl~Yl'el blOl'W'eltJ

J'~~U ,",'Jl~~~Yl'el1IOliJ'eltJ~~~•

fl:::LL'W'WL'Vl1nU5

fl:::LL'W'Wb'Vl1nU4

fl:::LL'W'WWl1nU 3

fl:::LL'W'WL'Vl1nU2

fl~LL'W'WL'Vl1nU1
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" "
n 1 J'A n't'l'1 A~<.:J'w~9tJl~ ~ll U'Wni J'J''diJJ''dd-J-ir'Eld-Jt191n lliJiJ 'i'1'EliJblId-Jll?ltJ n1J'~llU'Wn 1 J'

'lJ 'lJ

, "
1 . .w IlliJiJ ~'EliJ blId-JYl.yh~'W9l?1~'l hJ"lI'ElA'dld-J'El'WlAJ'I::;~91 niJ1i''Vlb 'WUAd-J'El[;]~I"mJ'J'd-J, ,

, ,
.diI.d.o .<::::It. w !.I !.IaI.<:::lt.G/

2. ld-J'ElbJ..:!n lV1'Wl?IJ'::;tJ::;l'dt11 [;]l?I[;]1d-JlniJlliJiJ'i'1'EliJ blId-J91 n 191V1'Wl'VliJJ'~'Vl

4.3. n1J'';jlAJ'I::;~-ir'Eld-Jt1 ,Jl-ir'Eld-Jt1d-Jl';jlAJ'I::;~i:Jt1~'JtJhJmmd-J~ll~9~U SPSS (Statistic
'lJ 'lJ 'lJ

Package for the Social Science) For WINDOWS ll?ltJb.jfAl'Vll-:J'i'1n~l~'El,Jld-J1L-n'Wm~Pin~1

4. 1.1 n1'i~LF1'i1~1fLi"W'i'inJ1(Descriptive Analysis) L~'El'ElfiiJltJ~n~b1.J::;

1) U99tJ~'d'WiJAflt1"l1'El'ln~d-J~'d'El~.h-:J l.~LLri L'Y'II"I'El1tJ J'::;~iJmJ'Pin~1., .
~1 LLV1tJ-:J..:!I'WJ'ltJ1.~ LLt1::;J'::;tJ::;L'dt11L'Wm~LU'Wt1 n ~h"ll'El-:JD'W1fllJ'

OJ

"2) ~::;~iJ wnd-JYl'l'Y'l'ElL9"l1'El-:Jen.jfiJ1m~ ll?ltJL.jf Al~ n~ LU'El-:Jt;l'WL'WmJ'';j LM1::;~
OJ

, "
l.~LLri mm9nLL9-:Jfl'dld-JCl Al1'EltJt1::; A1L'U~tJ LLt1::;A1LUmLiJ'Wd-Jl[;]1til'W

dJl

"~::;~iJ fl'd 1 d-JYl'l'Y'I'elL9 V1191 n m ~~I'W'J b1.JVIl'ei'W[;]U11 fl-n'WLLU-:J~::;r?1iJfl'd "ld-J

Yl-:J'Y'I'elb9 [;]1d-J·]1'J..:!fl::;LL'W'W91n~[;]~(m'Wl?Il 'Y'I'Wt111l'Vll 2530 : 30)
OJ OJ

" ,!.I ~ ~ 0 0 Q/

A'dld-Jn'Jl-:J"lI'El..:!'El'W[;]U11fl"ll'W= (fl::;LL'W'W'i'1-:J'i'1l?1-fl::;LL'W'W[;]I~l?I)/91'W'J'WJ':;l?IiJ
OJ ••

= (5 - 1) / 3 = 1.33

91 n m J'~I'W'd b1.JVllrel'W[;]J'1l1fli'WLLU-:J~::;~iJ A'Jld-JYl-:J'Y'I'ElL9 md-J·j1'J-:Jfl::;Ll'W'W



f1'J1d-l~~'V'l'el19~-.I1n

f1'J1d-l~~'V'l'el191hwmn~

f1'J1d-l~~'V'l'el19ti'eltJ

28
,

, ""
f11l'U'fltJ 3.67 - 5.00 f1::ll'W'W

,
, ""

f11l'U'fltJ 2.34 - 3.66 f1:::ll'W'W
,

, ""
f11l'U'fltJ 1.00 - 2.33 f1:::ll'W'W

4.1.2 ~LFJ'i1::UL~.J'i1'i.J3J1'i.J (Inferential Analysis) l~'ellmtJulYltJ1Jlhr.rtJ'i'1'J'W•
U f1f1'flnU~::~Uf1'J1d-l~~'V'l'el19"l1'el~rnojfu1m~ t~tJH~n~lf1~ llf1'Jf (Chi-Squares) 'Vl~~'elU. ~

f1'J1d-l~d-lvr'W~



.d
'U 'VI 'VI 4

n1J'~ mn d-'eJ'l~'Jld-J~'l'V'l'eJL'"l"11'eJ'lm·jhJ~n1J'n\.n ~lmJ''l ~'Yl'V'lro'hrl (?)(d-JVll"1l'W)~ ,
'"~I"111ti 'eJtJ ~'tl'eJ'l ~1V1J' ~~ n'lj'I"11'eJ~~'W'eJr.J'tln1J'~ n'lj'1 &l'liJ, ~

d
lYl'eJ'W'Yl

,
lYl'eJ'WYl2 J'::;&l1J~'Jld-J~'l'V'l'eJL'"l"1l'eJ'lm.jf1J1n1J'n'W1A1mJ''l~'Yl'V'l 91rl(?) (d-JVll"1l'W)~ ,

1J1n1J'n'Wl A1J'nJ''l ~'Yl'V'l91rl (?)(d-JVll"1l'W)~I"111ti'eJtJ ~'tl'eJ'l ~1V1J', ,

lYl'eJ'W~4 ~ J'U~1Jl'"l1 n n1m~ (?)'l~'Jld-J f1(?)~~'WVl1'eJ.Jf'eJ~~'W'eJ~~'W::;~~d-J~bld-J,

r.J'tl'"l1n n1J'~mn~'Jld-J~'l'V'l'eJ L'"l"11'eJ'lm.jf1J1n1J'n'Wl~lmN ~'Yl'V'l91rl(?) (d-JVll"1l'W)~ ,
'" '" ,

~I"111ti'eJtJ~'tl'eJ'l~IV1t n~lYl'eJ1J~~1J1J~'eJ1Jtl1d-J91'W'J'WYl'l~'W 375 l"l'W UJ'ln!)r.J'tl&l'llYllJ'I'lYl4.1

o
'"l1'W'J'W

151

224
375

40.3

59.7

100.0



,
<=l ,

mn..:JVl 4.1 (IMl)

30

~ln~l 25 tJ
25 - 35 tJ
36 - 45 11
46 - 55 tJ

~ln~lm'l!'l!l[;l1-

m'l!'l!l[;l1-

't;'j..:Jn~lmrurul[;l1-
'lJ ~ ~

,
~ln~l 5,000 1J1Vl

5,000 - 9,990 1J1Vl

10,000 - 29,990 1J1Vl

30,000 - 49,990 1J1Vl

50,000 - 100,000 1J1Vl

~'lnn~'l 100,000 1J'lVl

1-2t1

2-3t1

3-4t1

4-511
hh:::1J,

o'"l1'W'd'W

73
220

47
35

375

188

180

7

375

264
90

21

375

16

143

156

34
25

375
64

85

61

41

114

10

375

19.5

58.7

12.5

9.3

100.0

50.1

48.0

1.9

100.0

70.4

24.0

5.6

100.0

4.3

38.1

41.5

9.1

6.7

0.3

100.0

17.1

22.7

16.3

10.9

30.4

2.7

100.0
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'"lln[Yll:i'1'lVl 4.1 ~U~1 iJ~[Yl'elUbbUU~'elUmd-.l~liXJtJ 375 AtJ b1JtJ"Jllt1¥'eltl'ifl::;

'lJ

J'::;~utl~U~n1J' (~i!n'lltJi'J ltl, AtJ'lltJ) ¥'eltl'ifl::;70A J'1t11J(b'u~t1~'elb~'eltJ~'JtJ1~ bld'el~J'::;"dl'l

10,000 - 29,990 Ul'Vl ¥'eltl'ifl::::41.5 bb'ifl::::J'::::t1::;b'J'ifll~1.jfu1n1J'~'JtJ1~ru'elth::::~~I'l4 - 5 tJ
~ 'lJ

~'eltl'ifl::;30.4

~ln~ (d-.I~l"]jtJ)~I"l11t1'eltlA'ifl'el'l~I~J' 1tJn1J'u1n1J'JlltJ~mtJ~ JlltJ~i!n'lltJ JlltJn1J'u1n1J'
q

"lI'el'lntJ1A1J' bb'ifl::;JlltJJ'::;UU'lltJbb'ifl::::b'VlA'ltJ'l'ifl~tlJ'ln!le..J'ifl~'lmJ'I'l~ 4.2 - 4.6

mJ'I'l~ 4.2 mld-.1~~bt1tJb~tl'JnUA'Jld-.1~'l~'el1'"l"ll'el'lm.jfu1n1J'ntJ1A1J'nJ'lb'Vl~~ln~ (d-.I~l"JltJ)
'lJ q

~I"l11t1'eltlA'ifl'el'l~I~J' J(ltJ~~ltJ~
q

1. vllb'ifl~~'l~::::~'Jn~'eln1Jb~tJ'Vll'ld-.ll1.jfu1n1J'

2. A'Jld-.1~::::~'Jn1tJn1J''"l'el~J'~

2.96

3.09

3.27

3.28

~'JtJb~mbUtJ J'::::~U

d-.ll[YlJ'~ltJ A'Jld-.1~'l~'el1'"l
dJl

1.05 1l1tJn'ifll'l

0.85 1l1tJn'ifll'l

0.74 1l1tJn'ifll'l

0.74 1l1tJn'ifll'l

.?I .oj .oj '"

5. mld-.1LlJtJJ'::::LUtlULJ't1UJ''eltiA'Jld-.1~::::'el1~

LL'ifl:; 'l'fl'l~'l"ll'El'l~mtJ~ 3.35

3.16

3.19

0.81

0.80

0.56
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'"llnIW1J''l..:!Vl4.2 'Wtdl l"1'Jl~~(;lL~'W"lI'fl..:!m.jfu~n'lJ'fi'W'lrl'lJ'nJ'..:!LVl'W"hn(;l
'\J q

(~V1'l'll'W)~I"l1'ltimm~'fl'l~IV1J' iJrl'Jl~~'1'W'fll'"l~'l'W~rn'W~'[(;lm'J~ (f11L'u~tJ3.19) 'flti1'W
q '\J

J'::;l?1ULJ'l 'Wn~'l'l
,

Lij'fl.y;'"l'lJ'C\..l'lJ''ltJ-n'fl'WU~1 rl'J'l~ ~ (;lL~'W"lI'fl'lm .jfU~n'lJ'fi'W'lrllJ'nJ'W/1'W~1nC?I
'\J q

(~V1'l'll'W)~I"l1'lti'fltJ rl~'fl'l ~1V1J' iJrl'Jl~~'1'W'fll'"l~'l'W~rn'W~ 'fltil 'WJ'::;~uLJ1'Wn~I'1(f11L'U~tJ
q '\J

2.34 - 3.66) Vln-n'fl '[C?ltJiStJ'I~'l~U'"l'ln~ln1LJt!'fltJ3 ~'l~ULLJ'n fl'fl W.l'l~L1J'WJ'::;L1JmJ
q

L1-tJU~'fltJrl'J'l~~::;'fl1 C?ILL~::;'[rel'[()'1"l1'fl'l~rn'W~ (A'l L'U~tJ3.35) "lI'W'lC?I~'W~~1n1J'"lI'el'lfi'WlrllJ'

, ,0-
LLl?liJ-n'el~'1Ln[;1~'lA'l~'J'WLUtJ'lLU'W~'l[;1J'~I'W"lI'fl'l~1L~Vl~'1~::;C?I'Jn l?l'eln1n~'WVll'1~11.jf

q ~

I I iI 11 I'" I

U~n'lJ' (iJA'l 1.05) ;'1LL[;1nl?l'l'l'"l'ln-n'fl~'W1vl'luiJr:J~~'l'"llnVl~'1"l1'fl'lU~';Vl"1VlHu~n1J'nu

fi'Wl rll J'nN LVl'W~'l nC?I(~V11'll'W)~'l"llltJ'eltJrl~'el'l~1V1J'iJJ':;tJ:;Vl'l'lLL~:;L~'WVll'1~~::;C?I'JnLL[;1n l?l1..:J
q q

2. ~'lJ'tJ1Vl~fitJ1~tJ1~[;11-~~L'Wn'lJ'1"'U~n'lJ'

3. ml~L~L'"lnJ':;~'fl1'el~'WL'Wn'lJ'L"'U~n1J'

4. l"1'Jl~J''J(;lL~'JL'Wn'lJ'L"'U~n'lJ'

3.57

3.26

3.09

3.06

3.33

~'J'WL~tJ'ILU'W J'::;~U

~1 [;1J'~'l'W rl'Jl~~'1'W'fl1'"l~

0.65 LJl'Wn~I'1

0.83 LJl'Wn~I'1

0.87 tll'Wn~I'1

0.84 LJl'Wn~I'1

0.79 LJl'Wn~I'1

6. FI'J 1~ ~1~'lJ'()L'Wn'lJ'L'" ~'l LL'W:;-W1'I.~n'l:J"l

LL~:;']l'J mult '.II iJt1l~1 3.12

3.24

0.83

0.64

,
'"lln[;11J'1'1Vl4.3 'WU~1 rl'Jl~~(;lL~'W'1I'el'lm.jfU~n'lJ'fi'WlrllJ'nJ'..:JLVl'V1~lnC?l

'\J q

(~~'l'll'W) ~1"lllti'fltJFI~'el..:!~I~J' iJl"1'Jl~~'1'W'flL'"l~I'W'WoJn..:!I'W'[(;ltJJ''J~(AI L'U~tJ3.24) 'fltJl 'W
• '\J

J':;~utll'Wn~l..:!
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bil'el'¥i'"l1J'nJ1ntJ-n'El 'Y'l'U~1 A'd1~~(;)bih.l"1J'El~m-if'U1fl1J'D'W1f011mJ'~b'Vl'Y'l ~1n(;)
<oJ ,

(r,;hbll~tJ 2.34 - 3.66) 'Vln-n'El 1(;)m1tJ~~1~'U'"l1n~1nhJ-w'EltJ 3 ~1~'Ubbm A'El fl1nblYl~fl1tJ,
, ,

q '" I .c:::,j iI I 0 , ..:::::I

~~'El1(;) ~Jl1mJ'tJ'UJ''EltJ (fOI1bll'i'ltJ 3.57) fOI':l1~b1nl?l'El~bb~'Wm(rl1bll'i'ltJ 3.33) bL'i'l::;~1J'm'Vl
, <oJ

'f1Dm ~tJ1~ 1?l1~~1'Wfl1J'1 iX'U1fl1J' (A1 Lll~tJ 3.26)

..-
2. -n'WI?l'El'Wl'Wfl1J'1 iX'U1fl1J'~rl'd1~~::;(;)':ln

3. 'U1fl1J'~1J1f'U~ rl'd1~b1n~'El~rlJ''Urr':l'W
<oJ

Q ~ t.I t.I t .o::::,l

4. ~'UJ'n1J'(;)1'W"1J'El~'i'l"1J1':l~1n'Y'ltJ~'Y'l'El
<oJ

..-
cv I .oC.li tV .c:::,j

'El1?lJ'1fOI1DJ'J'~b'WtJ~ 'Elf;lJ'1(;)'Elnb'UtJ

.J ~':l'Wb~tJ~L'U'W J'::;~'l.J
fOI1bll'i'ltJ

~11?lJ'''i1'W fI':l1~~~'Y'l'il1'"l
d.9

3.25 0.70 tl1'Wnm~

3.16 0.70 tl1'Wn'i'l1~

3.27 0.72 tl1'Wn'i'l1~

2.99

3.01

3.14

0.81

0.86

0.57

,
'"l1nf;l1J'1~Yl 4.4 'Y'l'U~1 fOI':l1~~(;)b~'W"1J'El~m-if'U1fl1J'D'W1f011mNb'Vl'Y'l~1n(;)

<oJ •

(~'VI1~'W) ~1"1J1U'EltJrl'i'l'El~~1'V1J' ~rl':l1~ ~~'Y'l'ElL'"lJ11'W'U1fl1J'"1J'El~D'W1rl1J'1(;)tJJ'':l~(A1bll~tJ•
3.14) 'ElUL 'WJ'::;~'Utl1'Wn'i'l1~

<oJ

I

Lil'El~'"l1J'nJ1J'1tJ-n'El 'Y'l'U~1 fOI'd1~~(;)b~'W"1J'El~m-if'U1fl1J'D'W1rl1mNb'Vl'Y'l ~1n(;)
'lJ •

(A1Lll~tJ 2.34 - 3.66) 'Vln-n'El t(;)m1tJ~~1~'U'"l1n~1n1tl-w'EltJ 3 ~1~'Ubbm A'El 'U1fl1J'~1J1f'U~•
rl'd1~'Jn~'El~rlJ''Urr':l'W (A1bll~tJ 3.27) tlJ'::;I.fl'Vl"1J'El~'U1fl1J'~rl':l1~L.yjtJ~'Y'l'El (A1Lll~tJ 3.25) bb'i'l::;

i'WI?l'El'Wl'Wfl1J'LiX'U1fl1J'~fOI'd1~~::;(;)':ln (A1bll~tJ 3.16)



34

l'l1J'1'l~ 4.5 m1~~t'lLih..lL~mrliJrl,)1~Vi'l'V'i'Ell'"l"lJ'El'lm-ifiJ1mJ'fi'W1rl1J'nJ''lL'Vl'V'i ~1rlt'l (~~1"1l'W)
'" q

'C11"lJ1tJ'EltJrl~'El'l~1~J' ~1'WJ'::;iJiJ'l1'WLL~::;L'Vlrl'i:'W'i:~~
q

3.37

3.19

3.11

3.12

3.20

~,)'WL~tJ'lLiJ'W J'::;~iJ

~1l'lJ'~1'W fDl,)1~Vi'l'V'i'El1'"l
<lJl

0.68 u1'Wn~1'1

0.74 u1'Wn~1'1

0.75 u1'Wn~1'1

0.7 4 u1'Wn~1'1

0.62 u1'Wn~1'1

(~~1"1l'W)'C11"lJ1tJ'EltJfDl~'El'l~1~J'iJ fDl,)1~Vi'l'V'i'Ell'"l~1'WJ':;iJiJ'I1'WLL~:;L'VlfDl'i:'W'i:~~'i:t'lm')~ (l"hL'u~tJ
q

3.20) 'EltJl'WJ'::;~iJU1'Wn~1'1
'" ,

Lij'f)l1'"l1J'ru1J'1tJ~'El 'V'iiJ~1 fDl,)1~~t'lL"''W''lJ'El'lm-ifiJ1mJ'fi'W1mJ'nJ"l L'Vl'V'i~1rlt'l
'" q

(~~1"1l'W)'C11"lJ1tJ'EltJrl~'El'l ~1~J' iJ rl,)1~Vi'l'V'i'Ell'"l~1'WJ':;iJiJ'I1'WLL~:;L'VlfDlL'WL~tl 'f)tJ1'WJ':;~iJ
q '"

u1'Wn~1'1 (I"h L'U~tJ2.34 - 3.66) 'Vln~'El L~ml fDl,)1~\1'W'C1~tJ"lJ'El'lL'VlrlL'WL~tl (I"h L'U~tJ3.37)
q

m1~r;)n ~'El'lJ',)t'lL~,)"lJ'El'lJ'::;iJiJ(~1 L'U~tJ3.19) ~ t'lrl,)1~'C11~1J'Cl"lJ'f)'lL'VlrlL'W'i:~tl (~1 L'U~tJ3.12)
'"

LL~:;rl,}1~ LYitJ'l'V'i'f)"lJ'El'l'Elunnlr~1~iJ1n1J'(~1L'U~tJ 3.11)
q

l'l1J'1'1~ 4.6 m1~~t'lL"''WLt'lm')~1'W~1'Wr;i1'l1 L~mrliJm1~Vi'l1'"l"lJ'El'l~1,.jfiJ1n1J'

fi'W1rl1J'nJ''1L'Vl'V'i~1rlt'l (~~1"1l'W) 'C11"lJ1tJ'EltJrl~'fl'l~1~J'
q q

" ..•.
3. t'l1'WiJJ'n1J'''lJ'El'lfi'W1rl1J'

4. ~1'WJ':;iJiJ'I1'WLL~:;L'VlfDl'i:'W'i:~tl

I
I •••

mL'U~tJ

3.19

3.24

3.20

3.14

3.18

0.56

0.64

0.62

0.57

0.51

"'.J'::;t'ltJ

rl,)1~Vi'l'V'i'Ell'"l

U1'Wn~1'l

U1'Wn~1'1

U1'Wn~1'1

u1'Wn~1'1

1l1'Wn~1'1
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'"l1f1IWl:i'1~Vi 4.6 rn...d1 ~'J1~~(?)L~'W"lJ'f)~m-nu1f11J'fi'W1rnmJ'~LVlYl ~1n(?) (~Vl1'1l'W)
'lJ q

'Cl1"lJ1tlmm~'f)~~1V1J' ~'J1~~~Yl'f)1'"l1'Wf11nI~f11J'"lJ'f)~fi'W1~1J't(?)m'J~ (A1L'U~tJ 3.18) 'f)tJlw
q 'lJ

:i'::;~1Jlh'Wf1~1'l

V;'"l1:i'nJ1:i'1tJ.]'f) Yl1J~1 ~'J1~~(?)L~'W"lJ'f)~m-n1J1f11J'fi'W1rn:i'm'lLVlYl~1ni?l
'lJ q

(~Vl1'1l'W)'Cl1"lJ1tl'f)tJ~~'f)'l ~1V1~ i:J~'J1~~'lYl'f) 1'"l1'Wf11J'1J1f11:i'"lJ'f)'lfi'W1rn:i'YJf1I~h'W'f)~1'W:i'::;~1J

U1'Wf1~1'l (A1 L'U~tJ2.34 - 3.66) VIfl.]'f) ~tJ'l~1~1J'"l1f1~1f11u.w'f)tJ ~'f) ~1'WYli1fl~1'W~11X
q

I I I I

.c:t, l..c::l 11 A. l...::ll i/ ~l ~

U:i'f11:i' (~1L'U~tJ 3.24) i?l1'W1Jm1:i'"lJ'f)'lfi'W1~1:i'(rnL'U~tJ 3.20) i?l1'W'Clbn'WVI(fl1L'U~tJ 3.19)

LL~::;~1'WJ':::UU~1'WLL~:::LVlflt'Wt~tJ (A1 L'U~tJ3.14)

19l'f)'U'¥1 3 f"I'J1:J,Ji:J,J~'Ufi'a~V1~1.:Ji1~~~1t'J'U'l..I f"If"I'6Hl'l..l'a~f?l'l..lf"I'J1:J,J~.:J'W'f)"l~en'f).:J
q

eJ'i'l..l~n1'afi'U1 Fl1'an'a.:Jb'VI'W ~1n ~ (:J,JVl1~'U) ~1en1~'f)~Fl~'f).:J C9l1V1'il
~ q q

,
[;]1:i'1~Vi 4. 7 ~'J1~i~~'W€:i'::;VI~1~ LYlPln1J:i':::~1Jfl'J1~~'lYl'f)1'"l"lJ'f)'lm-n1J1f11:i'

'lJ

:i':::r;iU~'J13-J~~Yi'f)L'"l (%)

X2LYiPl P-value
'"' U1'Wf1~1~'W'f)tJ ~1f1 J''J~

'1l1tJ 7.3 64.7 28.0 100 13.7 0.000***

"" 6.4 71.4 22.3 100 df = 1VI'1!~

,
'"l1f1[;]1J'1~Vi 4. 7 e.J~f11J'~m~1~'J13-Ji3-J~'W€J':::VI~1~LYlPln1J:i':::~1Jm1~~'lYl'f) 1'"l

"lJ'fl~m-nu1f11J'"lJ'f)~fi'W1~1J'm~LVlYl ~1n(;l (3-JVl1'1l'W)'Cl1"lJ1tJ'fltJ~~'f)~~1V1:i'Yl1J~1 LYlPli:J~'J1~
"q q

i3-J~'W€nuJ':::r;iu~'J13-J ~~Yl'flL'"l"lJ'fl~mojfu1f11J'"lJ'fl~fi'W1~1J'
"



36
,

"" 4.8 I"l'Yl~ ~ ~~'Wfij::;V1~ 1-:Jm tJ ntJj::;~tJ 1"l'J1~~-:J'Y-l'ell"'l"lJ'el-:Jen -ntJ1n1 jf;11j1-:J'Vl . ~

n'W11"l1jm-:J b'Vl'Y-lfOhn (?l(~V11"ll'W) \?11"lJ1t.l'eltJ1"l'Cl'el-:Jl?l1V1j..
j::;~tJm1~~-:J'Y-l'el19 (%)

x2'el1tJ P-value• ...
thWn'Cl1-:J'W'eltJ ~1n j'J~

~1n~1 25 tJ 8.3 61.1 30.6 100 234.7 0.000***

25 - 35 tJ 6.8 69.4 23.7 100

36 - 45 tJ 2.2 66.7 31.1 100

46 - 55 tJ 8.6 80.0 11.4 100 df = 3

"lJ'el-:Jen-iftJ1n1jn'W11"l1jm-:Jb'Vl'Y-l ~1n(?l (~V11"ll'W) \?11"lJ1t.l'eltJfl'Cl'el-:Jl?l1V1j'Y-ltJ~1 'el1tJiJfl'J1~
CIJ q q q

~ ~~'Wfi ntJj::;~tJ fl'J1~ ~-:J'Y-l'ell"'l"ll'el-:Jen -iftJ1n1~"lJ'el-:Jn'W1m~~

~::;~tJfl'J1~~-:J'Y-l'ell"'l (%)

1J'eltJ u1'Wn'Cl1-:J ~1n j'J~
P-value

~1n~1mt1!t1!1l?l1

mt1!t1!1l?l1

~-:Jn~1mruru1l?l1~ ~ ~

7.5

6.2

o

65.6 26.9

71.9 21.9

57.1 42.9

100

100

100

167.3 0.000***

df = 2

,
"'l1 n l?l1~1-:J~ 4.9 C.J'Cln1~~ m~t1 fl'J1~~~~'Wfi~::;V1~1-:Jj::;~tJn1~~m~1 ntJ fl'J1~

~-:J'Y-l'el1"'l"lJ'el-:Jen-iftJ1n1jn'W1fl1mNb'Vl'Y-l ~1n(?l (~V11"ll'W) ~1"lJ1t.l'eltJfl'Cl'el-:Jl?l1V1j 'Y-ltJ~1 ~::;~tJn1~~ ..
~ m~1 iJ fl'J1~ ~~~'WfintJ~::;~tJ fl'J1~~-:J'Y-l'el1"'l"lJ'el-:Jen-ntJ1n1~"lJ'el-:Jn'W11"l1~

'lJ
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,

[;l1n.:JVl4.10 rl'J'UJ~~~'Wfi~:;'Vl~1'l~'1LL'\.n.l'l·nwnu~:;riU,",'J1~~'l~'fl1~"1J'fl'lm.jfu1m~
"

~:;riU,",'J1~~'l~'fl1~(%)

U'flrJ thw mn 'I ~1fl ~'J~
P-value

67.4 25.2

66.7 28.9

7.4

4.4

9.5 90.5 o

100

100

100

247.8 0.000***

Df = 2

~1flI?l1~1'l~4.10 ~~m~~fl'l~n,",'J1~~~~'Wfi~:;'Vl~1'l~1\'\''Vl11'lA'd1~~'l~'fl19"1J'fl'l

m.jfu1m~fi'W1A1m~'l\'Vl~~1n(;)(~'Vl1"]j'W)~1"1J1t1'flrJ,",~'fl'l~1'Vl~~U~1 ~1\'\''Vl11'l'l1'WiJ,",'J1~" ..
~~~'lJjfnu~::;riurl'J1~~'l~'fl1~"1J'fl'lm.j{u1m~"1J'fl'lfi'W1,",1~

"

~::;~U,",'J1~~'l~'flt~(%)

U'flrJ t.l1'Wfl~1'l ~1fl ~'J~

68.8 31.3

70.9 22.7

63.4 28.8

67.6 26.5

84.0 8.0

,
~1fl~1 5,000 U1Vl

5,000 - 9,990 U1Vl

10,000 - 29,990 U1Vl

30,000 - 49,990 U1Vl

50,000 - 100,000 U1Vl

~1flfl~1 100,000 U1Vl

o
6.4

7.8

5.9

8.0

o 100.0 o

100

100

100

100

100

100

372.2

P-value

0.000***

df = 5

~1flI?l1~1'l~4.11 ~~m~~fl~1,",'J1~i~~'Wfi~::;'\.d1'l~1rJ1~\''U~rJ[;]'fl\'~'fl'Wnu~:;riu

,",'J1~~'l~'fl1~"1J'fl'lm.jfu1m~fi'W1,",1mNLVl~~1n(;)(~'Vl1"]j'W)~1"1J1tl'flrJ,",~'fl'l~1'Vl~~U~1
'lJ' •
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1?l1n,,'j~ 4.12 A'J1:w~:w~'Wfi~~V1~1,,'j~~tJ~l.'J'Cl1~1·ihJ~'n1~n1J~~~1JA'J1J..J'~,,'jY'l'e)19

"lI'e),,'j~AHf1J1n1~fl'W1A1m~,,'jl.'VlY'l91n~ (:WVl1'll'W)~1"l11tJ'e)tJA'Cl'e),,'j19l1V1~
'lJ' ,

, ~~~1JA'J1:WYl,,'jY'l'e)19 (%)all" = X2~~tJ~l.'J'Cl1'Vl'll1J~fl1~ P-value
" 'Lh'Wn'Cl1,,'j'W'e)tJ :W1n ~'.l:W

iJ'e)tJn~1 1 11 4.7 70.3 25.0 100 42.1 0.000***

1-211 10.7 61.9 27.4 100

2-311 1.6 73.8 24.6 100

3-411 7.3 73.2 19.5 100

4-511 8.1 69.4 22.5 100 df = 4

,
~ Q/ 0 cv £:i:lt,~,c:,I cv

*** :w'WtJ~1AbJJ'Vl1,,'j~bll?l'Vl~~~1J0.01

91nI?l1n,,'j~ 4.12 1:,J'Clfl1~~nM1A'.l1:w~:w~'Wfi~~VI~1~~~tJ~l.'J'Cl1~H1J1fl1~n1J~~~1J

A'J1:wYl,,'jY'l'e)19"l1'e),,'jm.jf1J1fl1~fl'W1A1mNl.'VlY'l91n~ (:WVl1'll'W)~1"l11tJ'e)tJA'Cl'e),,'j19l1V1~Y'l1J~1
'lJ' q

~~tJ~l.'.l'Cl1~1.jf1J1fl1~il A'.l1:W~:w~'Wfin1J~:;~1JA'.l1:WYl~Y'l'e)19"l1'e)~m .jf1J1m~"lI'fl~fl'W1A1~
'U

0-

(:WVl1"1l'W)~1"l11tJ'fltJA'Cl'fl~19l1V1J'~1:W1J'bl~J'UI:,J'Cl1~~..:!\1
q q

~ nMru:;i '.llU"lI'fl..:!u9{mh'W'tJ l"ll"l~"lI'fl~n~:w~'.l'flth~ ~ '.l'W1VIqjLU'WVIc1)~:W1nn~1"1l1tJ

ilm~!)~1'W·lh~J':;VI~1..:! 25 - 35 tI n1J'~nM1~1n~1tfkYbJJ1(;l1 il19l1Ll.V1'tl~..:!1'WJ':;~1JU~~mJ'

(Y'l~n..:!1'Wi'.llU, l"l'W..:!1'W)ilJ'1tJl~ 10,000 - 29,990 1J1'Vl Ll.~:;J':;tJ:;l.'.l~1~1.jf1J1mJ''fltJ1'W·Il'.l~
'U

4-511

91nn~:W~'.l!)tJ1..:!"lI!)..:!m.jf1J1mJ'fl'W1l"l1mNl.'VlY'l91n~ (:WVl1'll'W)~1"l11tJ'fltJ
q 'U q

fl~'e)~19l1V1d~:W11.jf1J1md"ll'e)..:!fi'W1l"l1d iloif'e)~,,'jLn(;l~~~•
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1. dJ'Wb'Y'lf'llVi~,nJ'ln n~'lL'V'H'I"Jl'lm{j'El'l'"l'l nhI'LJ1btHl.JYll?l'l6JJ'El'lfi'W'lA'l~U'WbiJkI'WA~
, ~

'Ell?l'(j 'lVi m~~'El~ l?l::;'WA~ '(jbI1'WVlYi'l'l'l'WiJ b'Y'lf'llmD'l~'l n n~'l b'Y'lPI"Jl'lti b'Y'ln::;'U::;U'Wm -if1J1n1~"JI'El'l
q ~ 'lJ

fi'W'l m~~'J'Wl VIb1J~'lb1J'Wb'Y'lf'llVi~'l~'l n n~'l

2. tl'ltl'EltJl'W"jl'J'l 25 - 3511 n~'lbbVlkl'lbiJ'W'Y'lUn'l'l'W~'JhJ bb~::;n~'ltl1~ 10,000-
q 'lJ

29,990 1J'lYl bb'(jr;)'ll~ b~'W~'lm -if1J1n1~~'J'Wl Vlru'EltJl 'W1't1Yi'l'l'l'Wbb~::;n b'J~'l9'l n r;) Yi'll ~m-if
qJ CV qJ 'U

1J1n'l~'(j::;r;)'Jn~'"l::;~'l1-if1J1n'l~~'l'EltJl'WUA~'Ell?l'(j'lVln~~~
'lJ q

m'l bYl'Y'l9'l n r;) (~VI'l"Jl'W) '(j'l6JJ'ltJ'EltiA~'El'l~'lVl~ 'Y'l1J~'l b'Y'lPI tl'ltl ~::;~1Jn1~~m~n ~'lbbVlkl'l'l'l'W
q q q

~'l t11~ b'U~t1l9l'Elb~'El'W bb~::;~::;t1::;b'J~'l~1-if1J1n1~n A'J'l~~~~'Wfin1J~::;~1J A'J'l~~'l'Y'l'Ell '"l6JJ'El'lm-if
'lJ

" " I '" I

1J1n1 ~6JJ'El'lfi'W'lA'l ~ ~'lih{j'El'l'"l'l n m -if1J1n1~iJ A'J'l~VI~'l nVl~'lmb~::;iJ~'W~i1'WYl bbl?ln19l'l'ln'W Yi'l
'lJ ~

m-if1J1n1~fi'W'lA'lmNbYl'Y'l 9'lnr;) (~VI'l"Jl'W) '(j'l6JJ'ltJ'EltlA~'El'l~'lVl~ l~-lI'Elb'(j'W'Elbb'W::;
'lJ q q

~
Wj~t1'(j'l~'l~blMUe.J~1~~'l~
'lJ ,

2. ~1'W~~vi'Vi1'W,j~~'I..Ii.~ ~t1'l~'l~1J~'ln1,j\J'Elti
~

",c1

r;)'l'W

2.1
A '" · 16 A'Wn1 ~1J~n1~"JI'El'l'Y'l'Wn'l'l'W '"l'l'W'J'W

2.2 1J1n1~~ 1'J ~'Jr;)b~'J · 13 A'W'"l'l'W'J'W

2.3 "Jlr;)"ll'El'l'Y'lUn'l'l'W'(j'JtI ~ ·
q '"l'l'W'J'W 11 A'W

d • 8 A'W2.4 A'J'l~~::;'El'lr;)"ll'El'l~bl'l'WYl '"l'l'W'J'W

2.5 m~l ~ ~'l bb'W::;U'l"ll'El'l'Y'lUn'l'l'Wfi'W11"l1~ · 6 1"l'W'"l'l'W'J'W

2.6 ~ r;)~bI1'W~ biJ'W~::;biJtl1J · 2 1"l'W'"l'l'W'J'W

2.7 'EltJln~UI"l~ ~::;r;)'Jnl9l'Elmn~'W'Vl'l'l · 2 1"l'W'"l'l'W'J'W
" ,

0

2.8
cI A "

2 1"l'W~ m 'W'Vl1J~m ~r;)'l'Wm~IOl'elr;)~C1 1Ol1'W')'W
,

2.9 biJ'W~bI1'WVlhJ fOl'elmb'El~r;) ·'"l'l'W'J'W 2 1"l'W
~ ·1" cI2.10 r;)m'Elmb1J1J~'El1JbI1~'W '"l'l'W'J'W 2 1"l'W

, ·2.11 I"l'Ym,r'WA'l6JJ'El'lfi'W'lI"l'l~ '"l'l'W'J'W 1 1"l'W
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"lItJlm 'J~lYll n1~ 1'W.)'WtHJl?I
0

2.12 '"l1'W'J'W 1 A'W•
2.13 lh::::Vl1JL'"lLL~th'W

0

'"l1'W'J'W 1 A'W

A'Jl~'i;'jl~lnl"ll'il'l L'VlAt'Wt~~
0

2.14 '"l1'W'J'W 1 A'W

n1~ L'\X1J1n1~~'i;'j::::l?I'Jn'i;'jUlmL~::::VI'W'i;'jdJt.I
0

2.15 '"l1'W'J'W 1 A'W

3. ~1'U~.:!.vivi1'Ub~'Ut;h~3J A'J'icUi't1cU'i.:! L~t.I'l~l~1J~ln hHJ'iltJ
"<v""

l?I'l'W•,"
3.1 .y]~'l"ll'il'lfj'W1Al~~'il'l hJn~1J~blln~

L~'W'Vll'l~l1Jln
0

20 A'W'"l1'W'J'W

"
3.2 m ~1J1m ~"lI'il'li'ii(n'll'Wm~£J~ LLir~LLr.i~L'i;'j

1~A'Jn~tJ'l~'ln1J~n~h
0

13'"l1'W'J'W A'W
'"

~ l'W'J'Wi'ii(n'll'W~l t\U1n1~A'J ~i1 L~~
0

103.3 '"l1'W'J'W A'W

A'Jl~ Lu'W~::::LiJt.lU"lI'il'lu1L'J ru~'"l'ill?l~blA'Jm~l'l
0

10 A'W3.4 '"l1'W'J'W

l"l'Jl~ ~'J l?IL~'J1'Wn1~Yll'll'W"lI'il'li'ii(n'll'W
0

9 A'W3.5 '"l1'W'J'W

UltJ~bll'W~lu'il~~Yllnl~UA~'il~~::::'WA~
0

3.6 '"l1'W'J'W 4 A'W
'"

'fJUn~ruL'Vl At 'Wt~m~VI'W~dJtJ LVI~'il'W~l"l11~'W
0

3.7 '"l1'W'J'W 4 A'W.
n~'W "lI'fJ'l~ bll'W~l~ A'iltJ ~ m~fmn A'Jl~~ ::::'illl?1

0

3 A'W3.8 '"l1'W'J'W

,... ""
Li'i~l::::LA~'il'l L~tJ~l n

3.11 m~1J1m~~lnbl'il'WL~'W1t\i1n1~LY11L.y]tJ~n'W

l~l-rll'\Xi1n1m"ll'l ~'Jn'W

3.12 l"l'Jl~e1l?1i'i~ll?11'Wn1~Yll~ltJn1~[;]1'l1
, ",

3.13 ~t11'WViLLFlU~uVi~'f)"'1ClU'f)tJ

o
'"l1'W'J'W 3 A'W

"3.15 l"l'J~1'\X"1l1,)~1~V11'il-n'W~'il'Wn1~U5~

"
~l?InltJ1'Wfj'W1Al~~lnn~1~
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o
'"l1'W'J'W 1 fl'W

o

'"l1'W'J'W 1 fl'W

3.17

3.18

ml~ ~'J (9lb~'J1 'Wn1~ 1~'lJ1-n1n~'e)'l'"ll fl m.jf'lJ1-n1~~h'W 1i-1ill
'\J ~

nb'J\:'jlU'e)tJ'e)rJbb~'Jb~'e)H'lJ1-n1~ (b'J\:'jl~m~tJ'l) ~1'W'J'W 1 fl'W
'\J

0-

'e)tJlfl1~nb~~~~i~lflfl~ln

3.21 oJl'"l::;nn1m\:'jmtJ~tJ'Wb~'Wj;J~l[;]l'llh::;b~~

3.22 b~tJ'Wb'e)fl~1~~lmn'W1tJ

3.23 m~n~'e)'l~11~\:'jfl~hirl'l
'\J

0-

3.24 JlltJ 1 'Wn'Wl fl1~fl'J~n bb~'l~~l'l~lflfl~ln
0-

.:::. I CV 4CIt. CV I .::::I

3.25 m~'e)'e)fl~lj;J(9lj;J'e)fl'lJ~l'l'lJ~~~~lflfl'Jl'W

b~ ~1 ::;'"l::;bn(9lfl'Jl~~::;(9l'Jfl~l flfl~l

3.26 'e)lfl1~(9lbb~'JhJ~::;(9l(9lj;Jli'lbflj;JtJ1fl hhtl'W~~'l(9l(9l
1U "q cu

0-
Q '" i,I A. r l~

3.27 fl'J~~ ml~~~l'l (9l1'Wfl'e)~~'J bj;J'e)~~lfl fl'JTW
'\J

,,"" ••. ",J' "
b~ ~l::;m bfl~'e)'l j;J(?I"lI(?I"lI'W~lj;J'e)'l~'e)'Wl'W

~1'W'J'W 1 fl'W

o
'"l1'W'J'W 1 fl'W

~1'W'J'W 1 fl'W

o
'"l1'W'J'W 1 fl'W

~1'W'J'W 1 fl'W

o
'"l1'W'J'W 1 fl'W

o

'"l1'W'J'W 1 fl'W

o
'"l1'W'J'W 1 fl'W

~1'W'J'W 1 fl'W

,
1 " •••••• <II 0

4.1 'e)tJlfl i-1~"lI'e)'l~~::;\:'jfl'"llfln'Wlr11~ '"l1'W'J'W 5 fl'W
,

0

4.2
••• 0 "

1'WUr1~b~~'"ll'W'J'Wj;J A TM '"l1'W'J'W 4 fl'W
'\J

0-

4.3 '" ... 0

'e)j;J~l(?1'e)m'lJtJ '"l1'W'J'W 3 r1'W
,

0

4.4 L~~~~lm~'W.[j;Jb'W~ '"l1'W'J'W 3 r1'W
'\J

4.5 L~~n'Wlr11n~~1~~'e)~LL\:'jm~'Wj;Jn[;]1~tJ~~L~~
0

2 r1'W'"l1'W'J'W
0- ,

A o.:::!ll cr 0

4.6 'lJ~fl1~'W1(?1~LtJ'W '"l1'W'J'W 2 r1'W
0- , 0-

4.7
!.I ~ cv cv .•. ... ,'" 0

Lfl1 'e)'W'l~ fl ~'e)fl1 ~'lJ~fl1 ~'"l1 fln'W1 r11~r1'J~(?I fl'J1'W '"l1'W'J'W 2 fl'W

4.8 t''lJ ~lm~'W'W'e)fl~m'W~ L'll'W ~.;]1~1'W"lI'e)'l'lJ1-';~\:'jfl~h
'\J

0

2 r1'W'"l1'W'J'W



42
,

4.9 b~~b'J',nvhmJ'
,

4.1 0 b~d-J'YfWn'll'W

4.13 ';hu~J' A TM b~~9JlltJlw~'Wb~tJ'J

4.14 fl'JJ'9 ~J'::;biJtJumJ'ltXu1mJ'1 tX~::;~'Jmb~::;J''J~b~'J
, ~

.oC::t. .di 0 cv _ .Q.cv ~

4.15 ~'Wb"ll'el~I~J'U'Y'l'Wn'lI'WuJ''rJ''V1 (~'elmutJ!;-In)
'lJ

4.16 <JJl'J~IJ'il'eltJ Ul::;m'elm'eln~lnbI"1Ubb~::;b~n

4.17 b'Ylflt'Wt~~~~'W~~tJ

4.19 ~~rilfiJ'J'd-Jbi1tJd-Jl'WmJ't'el'Wb~'Wl?il'l~I"1Jl

4.20 mJ'ltXu1mJ'1'W~'Wb~lf- mVi~tJ

4.21 ~'l b'eln~IJ'Ul'l'eltll'll tX'Yll'lhh'rJ'rutJb~mh::;mr ~b'J~1

hirJf'el'lb~'W'Yll'ld-Jlfi'WlI"11J'

4.22 tJltJ~';hmJ'd-Jl'eltll'W"lld-J"ll'Wd-Jlnn~1
'lJ q

o
91'W'J'W 2 fl'W

o

91'W"J'W 2 fl'W

o

91'W'J'W 1 1"1'W

o

9'l'W'J'W 1 fl'W

o

9'l'W'J'W 1 fl'W

o
91'W'J'W 1 fl'W

o

91'W'J'W 1 1"1'W

o

91'W':l'W 1 1"1'W

o

91'W'J'W 1 fl'W

o
91'W'J'W 1 fl'W

o
91'W'J'W 1 fl'W

o

91'W'J'W 1 fl'W

o

91'W'J'W 1 1"1'W

o

91'W'J'W 1 fl'W

o
91'W':l'W 1 1"1'W

o
91'W'J'W 1 fl'W

~
4.25 fi'W'lI"1'lnu'W~tl1u'Wl tXu1mJ' 'Y'l,rn'lI'WmJ'rJd-JbbtJd-Jbbr.ld-Jl~

,
4.26 ~,rn~IUrl':)dLL'W~UltitJ~n;J1VldJl1iJu1'nl1

'lJ

•.•• .aI ~
5. ~1'l.l'el'l.l ., b1-tJ'H~hcKu9'lnd-Jln1uiJ'eltJ cK'li1

I ~ ,
'" 0 cI •...•'1.1.-::::1.::::..

5.1 tJltJ'Yllb~'Yl~'l ~u'Yl'WI"1d-J'eld-J~::;'WI"1J'

5.2 b~~ b'Ylflt'l.lt~m~I'Wf"l'eld-JYh b~'elfltX~'W~~tJ

~ 'W~'e)~ tl1'WmJ'cWtJ f"lU99U'W
q •

5.3 bb~'J9::;ufUUt'l1~3Jl'Wn'Yld-J. nI13J~mJ'ut'luful~ 1
~1'fl~J'U b~ 'W'el~U1~1 J'fi'e)tll'el'el n bbUU~IJ''J9 ~ n~1 ri::;

q 'lJ

o
91'W'J'W 1 fl'W

o
9'l'W'J'W 1 fl'W

o
91'W'J'W 4 1"1'W

o
91'W'J'W 2 fl'W

o

91'W':l'W 1 fl'W
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"5.4 'V'n1n-.:nwrh..1LL~~LLr.l~1~ ~fim ~£J~LT.l11"'l1~~n~h

0

"'l1'W'J'W 1 r1'W
"

5.5 Fl'J 1~ ~'J C91L~'J1 'Wm ~1,x'lJ1m~
0

"'l1'W'J'W 1 Fl'W

" 05.6 Fl'Jm1m~'lJ1';'V1~ny1h~1J(?\1,x~::; 1 Flf'l "'l1'W'J'W 1 Fl'W
"

5.7 ~1Jf'lJ£J~(?\~~(?\1'WUFl~~~~::;'WFl~
0

"'l1'W'J'W 1 Fl'W
" ,

5.8 n1m1m~Jh'W ATM r1'J~1Jf'lJ1J~'l1,xLiJnr.ll£Jhh~£J'l'V'l~,
" 0

n'lJr1'Jl~~~'lmnL~::;nUb1!Vll~ln 1L'J~l~'WL~~'W "'l1'W'J'W 1 Fl'W

n~blf'lJ~'l ti'ltl1'W
0

1 Fl'W5.9 "'l1'W'J'W



"'"'lJ 'VI 'VI 5

~~tJn1~~~!J 'eln tJ ~1!J eJ ~ bb~ ~i'elb~ 'U'elbb'U~
q

m~~m~t1~'tl'l~'J11JY;,rv'l'tll'"l"ll'tl'lm·jhJ1-m~nu1mm~,n'VlV'l~1n(?1(~V11"1lU)
~ q

~1"ll1rJrem~~'tl'l~1V1~ ~1'(;]m..h~~'l ~L~'tl~m~1~~~u~'J1~Y;'lV'l'tll'"l"ll'tl'lm-nu1-m~nU1m~
q q ~

m'lL'VlV'l~1nrl (1JVl1"1lU)~1"ll1rJ'tlrJ~~'tl'l~1V1~LL~~~m~1~'J1~i~~ufi~~V1~1'lU'"l~rJ~'Juu~~~qq. q

nu~~~u~'J11JY;'lV'l'tll'"l"ll'tl'lm-nu1-m~nu1mm~'lL'VlV'l~1n(?1(1JVl1"1lU)~1"ll1rJ'tlrJ~~'tl'l~1V1~
~ q q

LrlrJ~'tlUm~'"l1nn~~~'J'tlrJ1'l ~'tl m-nu1-m~"ll'tl'lnU1~1m~'lL'VlV'l~1n(?1(~V11"1lU)
q ~ q

~1"ll1rJ'tlrJ~~'tl'l~1V1~~1U'JU375 ~U ';jL~~1~tfejJ'tl1J~L(?1rJH~1~n~~'tlrJ~~ ~1L'u~rJ
q ~. ~ ~

~1LiJrJ'lLUU~1(;]~~1U LL~~~11~~LL~'Jfe.J~m~~mn1u~~'ltlyh 1,x'Vl~1Un'l~~~u~'J1~Y;'lV'l'tl1'"l
dJl

"ll'tl'lert-nu1-m~"ll'tl'lnu1~1~luJhu1911'l1L-nUJhu~mu~ Jl1UV'lUn'l1UJl1um~u1-m~"ll'tl'l

nU1~1~ LL~~Jl1U~~UU'l1ULL~~L'Vl~LUL~~ LL~~LtluLLu'J'Vl1'l1umnJfuiJ~'l~ W-lU1~ruJlTY'-ln1~
q q

, ~
1,xu1-m~"ll'tl'lnU1m~ 1,x~iJ~~~'Vl~Jl1V'lLL~~Ln(?1tJ ~ ~ 191'tlVIt.\'Jm 1UU'l~U

1.1 l'j;) tltl'1::~-3Fl'll'fl.:m1'11~!1•
1.1.1 L~'tl~m~1~~~u~'J11JY;'lV'l'tll'"l"ll'tl'lm-nu1-m~nU1~1~m'lL'VlV'l~1n(?1

~ q

1.2 1fi~1Lih.ln1'11~!1

,j~::"1l1n~V11!'tln~1J~'J'tlU1'l~1-nUm ~~~rJ L'Uum-nulm ~"ll'tl'lnU1~1m N L'VlV'l
q ~ q

r.hnrl (1JVl1"1lU)~1"ll1U'tlUlOl~'tl'l~1V1~~1U'JU375 ~U L~i'tl'l~'tl~l-num~';j~mtlu
q

LLUU~'tlUm1Jm11J~rlL~UL~mnU~:;~u 1Ol'J11JY;'lV'l'tlllDl"ll'tl'lm-nu1-m~"ll'tl'lnU1~1~ ~L~~1~V11(?1u
"
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1.3.1 0-niJ1n1J'fi'Wlrl1m~':Jb'V1~ "hnl?1 (~V11"ll'W)~1'l11tJ'tltll"l~'tl'l~IV1~ ~'J'W1V1bk!

b'U'Wb~f'1V1b1J'l~lnnrhL~f'1"llIt1ih:nm)tJ1'W'1l'J'lJ'::;V1~I'l25 - 35 U n1J'~m~I~ln~lmnHlJl~i~
IV "l CU Q..f Q.I

iJ~ILLVI'W'lJ'::;(?)iJtllJilllnlJ' iJntlLr,110,000 - 29,990 iJl'V1 LL~::;J'::;t1::;L'J~1~1-niJ1n1J''tl~1'W-rl'J'l

4-5U
1.3.2 J'::;(?)iJl"l'Jl~~'l~'tl1'"l'll'tl'lm-niJ1n1J'fi'Wlf11mNL'V1~ "hnl?1 (~V11"ll'W)

~ q

~1'l11tJ'tltll"l~'tl'l ~1V1J' ~iJ~1 m-niJ1n1J'iJ l"l'Jl~~'l~'tl1'"l'tltJ1 'WJ'::;(?)iJtll'Wn~I'l L~'tl~'"lIJ'rul1'W
q ~ ~

LL£1l~::;Jll'W1JlLLrl Jll'W~m'W~ Jll'W~,rn'lI'W Jll'WnlJ'iJ1n1J''lI'tl'lfi'Wlrl1J' LL~::;Jll'WJ'::;iJiJ'lI'W

LL~::;L'V1l"lt'Wt~~~iJ~1 m-niJ1n1J'fi'Wll"llmJ''lLi'l~ ~lnl?1 (~V11"ll'W)~1'l11tJ'tltll"l~'tl'l~IV1J' iJJ'::;(?)iJ
~ q q

1"l'J1~~'l~'tl1'"l'tltJ1 'WJ'::;(?)iJtll'Wn~I'lL-rl'WL~tI'Jn'W~

'"l1m.J~n1J'~m~tll"l'Jl~~'l~'tl1'"l'1l'tl'l m-niJ1n1J'fi'Wlf11mJ''l Li'l~ ~1 n l?1(~V11"ll'W)
~ q

0-

~1'111tJ'tltll"l~'tl'l~IV1J' m~tI1Jl~I'tl.ntlnmJ~ (?)'ltJ
q ~

'"lln(:.J~n1J'~~t1 ~iJ~1 m-niJ1n1J'fi'Wlf11mJ''lLi'l~ ~lnl?1 (~V11"ll'W)
~ q

~1'111tJ'tltll"l~'tl'l~IV1~ iJf1'Jl~~'l~'tl1'"l1 'WiJ1n1J'Jll'W£1l1'l1tl?1m'J~ '1I'tl'lfi'Wll"llJ''tl~1'WJ':;(?)iJ

tll'Wn~'N (1"11L'U~t13.18) L~'tl~'"lIJ'rulLtI'WJ'1t1Jl1'W ~iJ~1 n1J'iJ1n1J''1I'tl'lfi'W1f11m~'lLi'l~
q

~1 n l?1(~V11"ll'W) ~1'111tJ'tltlf1~'tl'l ~1V1J' i'l n Jl1'W'tltJ1'WJ':;(?)iJtll'Wn~1'l L-rl'WL~t1'Jn'W~tI'l~1 (?)iJ
q q ~

~1n1tl\J'tltl fl'tl Jll'W~,rn'l1'W (1"11L'U~t13.24) ~1'WiJ1n1~'1I'tl'lfi'W1f11J'(1"11L'U~t13.20)

Jl1'W~m'W~ (1"11L'U~t13.19) LL~:;Jl1'W~:;iJiJ'l1'WLL~:;Li'lfiL'WL~~(1"11L'U~t13.14) ~'l~'tll?1f1~'tl'lniJ

n1~~~t1'11'tl'l'Wl'l~I'J~'WfiI11 (;l'W:;n~(2545 : 37) ~~iJ~1 ~:;(?)iJfI'J1~~'l~'tl1'"l'1l'tl'lm-niJ1n1~. ~

'1I'tl'lfi'W1f11m~'lLi'l~ ~1nl?1 (~V11"ll'W)nnl1~n~: ~1'1111'W~1'l~~~~~'W~h1'WL'1I(;l
q

m'l L'V1~~V11'W1"lJ'~iJ~1 n~~~'J'tltJ1'liJJ':;(?)iJl"l'Jl~~'l~'tl1'"l~:;(?)iJtJl'Wnm'l L~'tl~'"lIJ'ru11 'W..
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ll[;]~::;Jh'W Hlllr1 Jl1'WYfWn":I1'WJl1'W'lJ1m~"lI'il~fi'W1i"l1~Jl1'W'Ml1'W~ ll~::;Jl1'W~::;'lJ'lJ~1'Wll~::;

lVlAL'WL~~ 'Y1'lJ~1 n~~r?i''d'ilth~i.J~::;~'l.J'Yl~'Y1'il1'''l~::;~'l.J1h'Wn~1~l"l1'Wl~mrl'W ll~::;~'tll?!A~'il'l n'lJ
q

"~Vlfi U'W~1 (2535: 'lJVlrll?!tl'tl) lJ1~m11A'd1~-Yl~'Y1'tl1"'l"lJ'tl'l~nfh[;]'tlmm1m~"lJ'tl'lfi'W1A1'J'
q '"

"
n~ m'1 VltJ ~ 1"lJ1mYl~'Wfi 'I"I'lJ~1 A'd1~-Yl'l'Y1'il1"'l"lJ'il~~n~1'iltJ1 'W'J'::;~'lJiJ1'Wn~1~V1~Jl1'WJl1'Y1'J''d~

q '" '"

Jl1'W'I"I1Jn'l1'W ll~::;m'J'~'il'W~'lJ Jl1'W~rn'W~iJ~::;n'il'lJm~ Jl1'WA'd1~~::;l?!'dn~lJ1~'lJ lL~::;Jl1'W'J'::;tJ::;

l'd~11 'Wn1 ~~1l U'W~1'W~'d'WA'd1~-Yl~'Y1'il1"'lJl1'W-if'il~~~lJ1~'lJ"'l1nm ~'lJ1m~'iltJ1 'W~::;~'lJiJ1'Wn~1~
'" "" " ,

V1'1tJ'il1"'lltl'Wl'I"I~1::;fi'W1A1~i.J'lJ1m~vh.'l~1nVl~1m:h 1~i.J~ n ~1V1'W1ll'l1'W1'Wll[;]~::;~1"lJ1 ;111~~ n ~1
'" '"

In l?!A'd1~-Yl~'I"I'tl1"'l1'W~::;~'lJ~1nlJ1t11n

"'l1n J:.J~m~~ m11 A'd1~~~~'Wfi~::;V1~1~i1"'l~m~'d'W'lJAA~ rl'lJ~::;~'lJA'd1~-Yl~'Y1'il1"'l"lJ'il~m.Jl
q '"

'lJ1m~fi'W1A1mNlVl'l"l ~1rll?! (~V11"ll'W)~1"l11tJ'iltJA~'il~~1V1~ 'I"I'lJ~1 l'l"ll"1mtJ ~::;~'lJm~~mn
q q q

~1llVl-J'I~1'W ~1tJ1J1l'u~tJ [;]'ill~'il'W lL~::;~::;tJ::;l'd~1~1.Jf'lJ1m~i.JA'd1~~~~'Wfirl'lJ~::;~'lJ

A'd1 ~-Yl'l'Y1'il1"'l"lJ'il~m.Jl'lJ1m ~"lJ'il~fi'W1i"l1~ ~~ ~ 'ill?!A~'il~ rl'lJJ:.J~ m~fJ~ tJ"lJ'il'l'W1~ ~ 1'd~'WfiJl1
'"

(Y]'W::;n~(2545 : 37) ~'Y1'lJ~1 'il1tJ ~::;~'lJm~~mn ll~::;~1tJ1J1i.JA'd1~~~~'Wfirl'lJ~::;~'lJ
q q

" "
A'd1~-Yl'l'l"l'il1"'l"ll'il'lm.Jl'lJ1m~"lI'il~fi'W1A1~ 'iltJ1~i.J1JtI~1~ruVl1~~t1~ ru ~::;~'lJ 0.01 V1~tJm"'lLtI'W

'" '"" .
l'Y1n::;er\ .Jl'lJ1m~i.J A'd1~V1~1 nVl~1tJ ll~::;i.JYl'Wt/1'WYlLl(Y]n[;]1~rl'W ;111 ~m .Jl'lJ1m~i.J~::;~'lJ

'" d.9 '"

'lJ1m~fi'W1A1m~~lVl'l"l ~1rll?! (~V11"ll'W)~1"l11tJ'iltlA~'il~~1V1~ 'I"I'lJ~1 m.Jl'lJ1m~i.JA(n~-Yl~'Y1'il1"'l
q q '"" , ,

'iltJ1'W~::;~'lJiJ1'Wn~1~ ~~1J'WlYl'il1..xfi'W1i"l1~~1~1~t1[;1'il'lJ~'W'il~f1I(n~-Yl~'I"I'il1"'l"ll'il~~n ~11 'W~::;~'lJYl
" '"

" I

~~~'W 'tl'W"'l::;~~J:.J~[;]'il~'J'Wf1I~'il~(y]~Il?!~~~'il~~"'lI~ruliJ~'lJtlt~ 1'WL1'il~"lI'il~m~1~'lJ1m~Jll'W[;]1~ 1
Ll?!tJlltJ nlil'W'lJ1m~~~I"l11 hJ~I~1 ~t1~1 Lil'Wm~'lJl L"ll'W'lJ1m~Jll'W'lJ1m~"lI'il~fi'W1 f1Il~ ll~::;

'lJ1m~Jl1'W~::;'lJ'lJ~I'W ll~::: LVlf1lL'WL~~~'iltJLVln'ilm~f1I'd'lJf1I~"lI'il~~I"l11ll[;]~mJll~'W'ilJ:.J~m~~m11" .
lLr1Jl1f1I~'W~~rll?!L~'il~1 L~'W'il~'lJ1V11~~:::~'lJ~~[;]'il'liJ ~'d'W'lJ1m~~~I~I~t1iJ~'lJiJ~~ 'lJllti'il~"'l1 n'iltJ

"" ~ lU

I I "

1'WA'dl~ l?!ll~"lI'il~~I"l11L"l1'WJll'Wy.nrn~I'WVl1..x'lJ1m~ LL~:::Jll'W~rn'WYl~~ m~I~~"lI'ill~'W'illl 'W::;~~tJ
'" "

3.1.1 Jll'W'I"I1Jn~I'W~1~'lJ1m~ ~ILil'Wm~'dl~llJ:.J'W~l?!1~'I"I1Jn~1'Wl-if1~'lJm~'il'lJ~~

1'WVI-Kn~ [;1n~m rl'lJf1I'Jl~n 'WJll'W'lJ1m~"lI'il~fi'Wlf1Il~ ll~::;V1-Kn~ (Y]~1'Wm~~h~~ (y]~1ijn 1'Wm~ 1~
"''' "

I " ,

13~n '1~L'1'1~m ~'1~n '1~'f)13~~"lI'f)~fi'W'1f)'1~ 9l?i1~i1Lf)N n!~Yi L~U~1'Wn! ~iJDUi~l'WL Yl'ilri1UVl'ill?!
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~ m~:;1 'Wn1 ~U~U'1i'!1'W bb't1:;1'Wn1 nh:;<.QJ-li"nJn'! 1'WU~:;r.hb~~'WIOl:;iJn1 ~'6'1~1'!U~~m n1 Pl1~

'Y'liln'!1'Wn ~ 1 bb'6'1(9),!~~ n bb't1:;ihLl bJdVl11Ol1n m~U~tWl'!1'W 1'W~:;VI~1'! b~'fl'WJ-l1b~~Vl1 bb'W'J'Vl1'!bbm'lJ

n1~1 ~u1n1~1 ~'6'11J-l1~bl(9l'flU'6'1'W~'!f1'J1J-l~~'!n1~'6'1'!'6'1(9)bbri't1nA'1Ui
'U q 'U

~:; bUtJU ~tJu~mJ ~ (9)U1tJU'fl n~ (9)1~1J1n1 nh:;Ul'Vll?l1'!1 ~ (9)b~n'6'11nb't1:;~U n~ru1 'Wm~ 1'Wm ~

1~1J1n1 ~1~ b~ tJ'!'Y'l~ iJ'Y'liln'!1'Wrm~1 f1'J1J-lU't1'fl (9)JltJf1~tJ1 ~1J1n1~Jl1'W~IOl'fl (9)~blbb't1:;f1'J1J-lU't1~(9)

JltJ1~n1J't1nA'1
'U

"
3.2 -if~b'6'1'W~bb'W:;1'Wn1~~n'jj'1f1r'!l?l'fl1u

" "
n1~~n'jj'1f1r'!ti 1~~n'jj'1 b'il'Vn:;f1'J1J-lYi'!'Y'l'fl11Ol'lJ~'!m-n1J1n1~D'W1 f11m~'! b'Vl'Y'l~1n (9)

'U q

!.I I iJ I

(J-lVl1"1l'W) '6'11'lJ1~~tJfI't1~'!~1V1~ 1'Wb'lJ(9I~'!Vl1'(9)"1l't11J1b'Vhil'Wb\l~'!1Ol1n 1'Wbbl?l't1:;b'lJ(9IV1'WVlm-n
q q 'U

I I 11 I I I

'il:;b~'! b'Vln bb't1:;~'!Vl1'(9)~'W1 bV1~1~ f1~~1JfI~J-l~n~l1n~J-l~(9I'6'11V1nnJ-l'VJnV1'WVlVlJ-l1 H'1J1n1~ bV1~

dj'Wbb'W'J'Vl1'!1'Wn1~~ J;J.J'W1b'Wm~ 1~1J1n1~'lJ'fl'!D'W1 f11n~~(9I~1J'6'1'W~'! f1'J1J-lYi'!'Y'l~bIOl'6'1'1'6'1(9)'lJ~'!
'U q





"lJ'f1~fikl'lr1'ln'f1b~tJ~'l"lJ'l~~~~m~ (~'l t?1~¥'l,)81)" ~Ylm~~klfimb).!blnbYl

4.JVI'l~Ylm~mm~l?l~~'lMlf2543

mklt?1'l~kl~'lIlYlI) ffn~~ vi'i.1n1~~r.f~ nN bYl~~VI'lklrl~brl~~m~~'l~'l ~tJkl yj~nib~klbl?l'f1f~ .
2539

r1'f1l?lb~'f1fyj~u n1~'1.J~VI1~n1~1Plg;j1(;1~~F1~1::"; 'J1>3Ut:JtJ tln'1.J~n1~U~::F1'J'1.JfJ3J

m~bYl~4.JVI'lklrl~ribb~~ 2541. ~

(1998) 2544

t?1'\JtJbVltJkl~(;J.JtJrlPln~~3Jn1~'1.J~n1~~nFl1 nNbYl~~VI'lklrl~b~~~~~1'f1b~kl~ 2543. '" .
(4.JVI'l"llkl)~'l"lJ'l~'l'\Jn~'lkllVIqj~~~" ~YltJ'l'n~kljf1Eb).!b).!'lbYl ~VI'l~Ylm~tJ

bm~l?l~~'l~l?lf2544

kl~4.Jkl~')~f111,)l?l~"m'l~~~~'f111Ol"lJ'f1~~nfhhkl"ll'ltJmr;l'f1~~uuu1'm~u1'';YleJ~l?lJlru-n

~~kl1~~1YltJ~'lnt?1"m~~n'rl''lflklrl~'l~,)tJl?lklb'f1~mb).!b).!'lbYl~VI'l~Ylm~tJ

<r
bn'rl'l?l~~'l~l?l~

kl'll) jh~"ll'l ruruN ~ "m'l~ ~t?1b~kl"lJ'f1~m.jfu1'm~~kl~'lm~m num~ 1~u1'm~"lJ'f1~fikl'lr1'l~~ ~

U4.JIOl.fikl'lmm~ m1YltJ~1~>31tJn1~ff1~'J"'F1'J13JW>3fV'i.1i"''lJ'i.1>3~nFl1vi'i.1'1.J~n1~
'"

"JJ'i.1>3ff1"JJ1111~V1&3"hn1~f'i.1tlf'1.J~::'1.J'1.JnN bYl~~VI'lklrl~fikl'l r1'lm~n~1YltJ•
~'l'\Jn~'lkllV1'1lb'f1n~'l~U~~n'f1Um~~'ltJ~'lkl2538

Vi~Ylfi~Yl'i 1,)'1JYlkl"m'l~~~~'f111Ol"lJ'f1~~n~hr;l'f1m~1~u1'm~'f1t.h~il~rull'l~"lJ'f1~fikl'lr1'l~

nNLYl~~'lnt?1(~VI'l"ll1.J): ~n'rl''lb'U~'l:::nnn~'l"lJ'l"ll~~(N4'~VI'rt?1klrl~~'l"ll~4.J'l"••
ll'lrlUVi1.Jflr1ru~~(;J.Jkl'li~r1~~m,j1.J,jruonl?l~(;J.JklU1'VI'l~~'l~l?lf2536
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~V11UrueYi[9l ~V11';)'V1t11~mm~[9l:i'Pl1~[9lf 2545

~TWY'l ~~ 1-.'J "iPl';l1~~-.'JY'l'tl19"lJ'tl-.'J'ml~h~'f"ln1:i'1~1J1-n1:i'~1t.lD:i'n9~';lt.l1JiPliPl'i'1"lJ'tl'l1J~r.L Dt.l1 iPl1:i'
~ q q

"n~n:i'l'V1tJ ~1"lJ1LLn'i'1-.'JV1~-.'J1'tl:i':;1J1J",Jh!Jb1!1t'V1~V11';)'V1t11~mmt[9l:i'Pl1~[9lf 2544

~'V1Dt.l1 D:i':i'~L91-b1! "V1'll';ltJ~ 5 n1:i'';)LiPl:i'1:;iY'l~~n:i':i'~~1J1-tJliPl'' It.l L'i1n~1'm1~~'i1'U'1JPI'1'ff1

2542
,

1''i'1'i'1Jl1 "ll1tJVl1[9l "iPl';l1~~'lY'l'tl19"lJ'tl-.'J,j:i':;"ll1"llt.l~n~'tl1J1-n1:i'~1D1:i'ru:;~1t.l

..
~~'V1fi~~t.l1 ~1n[9l 2539

Pl1-~~illi Y'l:i',j:i':;~'V1i "iPl';l1~~-.'JY'l'tl19"lJ'tl'l~i ••if1J1-n1:i'~1t.lfl1"llt.l1J'V1 :i'.Y'l."ll. : nnn~n~1~

~'V1t11UY'lt.lfi~'i'1,jPl1~ [9l:i'~V11UrueYi[9l urueYi [9l~'V1t11~tJ ~V11';)'V1t11~tJ

Pl1-t.liPl1-t.l'V1:i'~h~ ~V11~'1:i'iPl'1~ 2535

it.l~ ~tJ:;f'l~~~6 LL'i'1:;L~1-~Mn~ ~n:i'';l:i':i'ru "Dt.l'1fO\'1m~'lL'VlY'l fO\:i''f)'lLL"ll~t1"lJ1'b1!19\jnfl'1'' It.l

~ ~
n1~L-3'Un1~fi'U1F11~10 (15 Y'l~Pl9mtJt.l) 2534

t[b1!"ll~ LV1~hfi~Yi'l Pl "n1:i'~n~'1 fO\';l'1~~ [9lL~t.l"lJ'f)'lm.jj'1J1-m:i'~'f)n1:i'1J1-n1:i'"lJ'f)'l ~t.l61J1-n1:i'

~1D1:i'ru~"lJ 1t.lL"II[9ln N L'V1Yi~V1'1t.lfO\:i'''~'V1t11UYit.lfifti Pl'1~ [9l:i'~V1'1UrueYi[;l
q q ~

It.lL"lJ[9l33" ~'V1t11UY'lt.lfin1:i'~m~1~V11uruoVi[;l uruoVi[;l';)'V1t11~tJ ~V11~'V1t11~tJ

"lJ'tlt.lLLrlt.l 2537
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d <V 9
bb'IJ'IJ~'fl'IJ b113J bn!l'J n'IJn1';l~n '13-1

b~'fl.:lFl'J1:J.J~.:I'V'l'fli.'"l"ll'fl.:l~itJ~n1'afi'l.l1F11'an'a.:lb 'Vl'V'l ~1n~ (:J.J'Vl1"1l'l.l)~ .
~1"l11!i'fltl F1~'fl.:l~1'Vl'a flim~nnnll: 'V'lUn,n'l.l"l. 'l.l-WFl:J.J'fl~~1'Vln'a'a:J.J'fl:J.Jl?I~'l.lFl'a..

" ",
bbUU~tlUm~"1ll?1U9l?1.yh~'l.lb~tl~mj'lrl'Jl~~'l~tll "'l"lltl'lm.Jfu1fl1~"lItl'lD'W1rll~

q 'U

m'lb'Vl~ ~lrll?1 (~V11"1l'W)~I"l11tJtlt.lrl~tl'l~IV1~ ~m~nnnn: ~,rn'lI'Wl'WUrl~tl(9l~IV1m~~
• q q

" "
tl~ (9l::;'Wrl~~'l.jftl~~Vl bnu~'Ju~'J~~'J~i'lVl~ l?1"'l::;.nnUl hJ i:-J1ojju~::;ntlu fl1~~t.I'W1"1l1A'Wrlt)I;S~~::;

'U 'U

•..
~1:nbb'"l.:l"l.'l.l n1'an'a'fl mbtJtJ~'fltJ T;l1:J.J bbtJtJ~'fltJ T;l1:J.Jbbti.:lbt1'l.l 3 '61i'J'l.l f,1'fl

~'J'W~ btJ'Wrl1m~ b~mrlU~ m'W.nl~~'J'WUrlrl~
q

~lrll?1(~V11"1l'W)~I"l11tJtlt.lrl~tl'l~IV1~
q

~'J'W~ 3 btJ'W.jftlb~'Wtlbb'W::;

'61i'J'l.lvl1 .jftl~~ b~t.I'JrlU~m'W.nl~~'J'WUrlrl~"lItl'l ~(9ltlUbbUU~tlUm~
'U q 'U

hhl?1b;t.I'Wbrlitl'lVl~It.1 ../ ~'ll'W"lltl'l 181

1. b'Y'lPl

2. tl1t.1
q

181 ~ln~1 25 tJ
181 46 - 55 tJ

3. ~::;~1Jfl1~~m~n

181 ~ln~lmt1!t1!1(9l1-

181 25 - 35 tJ
"181 ~lnn~1 55 tJ~'Whj
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4. ~1llVl-J'l,:nW

ISl :i'::;~utl5~ m:i' ('Yi~n'l1'\ ..lf~''J11J, A'W'lTW)

ISl ~U1V11:i':i'::;~Umn'l (,x'JVI~1lle.J'Wn- ~9~m:i'~1tJ)~ ~

121 ~U1V11:i':i'::;~U~'l (~'ln~1~9~m:i'~1tJ)~ ~ ~ ~

,
121 ~1n~1 5,000 UTVl

121 10,000 - 29,990 UTVI

ISl 50,000 - 100,000 U1'V1

121 5,000 - 9,990 U1'V1

ISl 30,000 - 49,990 U1'V1

121 ~l1nn~1 100,000 U1'V1

,
""~" ."6. :i'::;tJ::;l'J~1'V1b'JlU:i'm:i'

ISl ~'e)tJn~1 1 1J
121 3-41J

121 1-21J

121 4-51J

'l4'J'W~ 2 -if'f)~~ l~mnUA'J1~~'l'Yi'f) LIOl"lJ'f)'lvi1'W~Hu1m:i'il'W1A1:rn:i''l l'Vl'Yi ~1n ~ (~Vl1'Jl'W)
~ q

~1"lJ1tJ'f)tJA~'f)'l ~1V1:i' ttl:i'~l~tJ'WlAi'f)'lVl~1tJ ./ L'W"Jl'f)'l:i'::;~UA'J1~~'l'Yi'f)LIOl
q

<V ~ L:i'::;~UA'J1~'Yi'l'Yi'f) IOl
A'J1~~'l'Yi'f) LIOlL'Wu1m:i' , .J...•

l.h'Wmn'l " "1-nnVl'~~ 2-nn 'Wtltl 'Wtltl'V1'i'l~
q q

1. Vl1 l~~ ~'l~::;~'Jn [;\'f)m:i'l~'W'V11'l~1Hu1m:i'

2. A'J1~~::;~'JnL'Wn1:i'1Ol'f)~:i'~

3.
•... .ci~o

m:i'1Ol~Yl'W'V1'V11m:i'''lJ'f)'lil'W1A1:i'

~ .cJ 0

4. "lJ'W1~Yl'W'V1'V11m:i'''lJ'f)'lil'W1A1:i'

5. tl Q .oC:II 11
m1~ l 'W:i'::;lUtJUl:i'tJU:i''f)tJ A'J1~~::;'f)1~

ll~::; t 'elt~'l"lJ'f)'l~ m'W~

6. "" tl rA'J1~ lYltJ'lYl'f)"lJ'f)'ll'f)n~1m~::;1l mew
q

L'Wm:i'L,xu'1m:i'



2. ~1~m'V1~Dm~tJ1.~Jl;j1~~lwm~liXu1m~

3. l"1'Jl~1~ltOlm:;~'fl1'fl~'Wlwm~liXu1m~

4. ml~~'J(;)L~'Jl'Wm~liXu1m~

6. l"1'Jl~~I~I~nl'Wm~liX~ILL'W:;\hmmn

LL'C1:;"11'JmLm"lIil'1!V11

1. lh:;lJl'V1"l1'fl'lu1m~iiml~L~tJ'IVi'fl

2 . .n-'W[;j'fl'Wl'Wm~liXu1m~iil"1'Jl~~:;(;)'Jn

3. u1m~~1.~~uiil"1'Jl~nn~'fl'lrl~Utl'J'W
'lI

Q ~ '" 11 I .c::ll

4. ~Uml~(;)I'W"lI'fl~'C1"l11'J~lnVitJ'lVi'fl
'lI .-IV I Q IV .ClI

'fl[;j~lmD~~~L'WtJ~ 'fl[;j~I(;)'flmutJ

u1m~1V1,,]

56
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~:::;~'lJf1'Jl:J.JY1,rV'I!lb'"l
f1'Jl:J.JY1~~!l1'"l1u'lJ1nl~

'"' '"'lhwmn~ ..- ..-
mnYl'i'll?1 mn U'eltJ 'W'eltJYl~l?1q

1. f1'Jl:J.Jiu~~tJ"1J!l~ lYlfit Ut~~

2. " a
ml:J.J Cln l?l!l~~'Jc;)l~'J"1J!l~~:::;'lJ'lJ

'lJ

3. A'Jl:J.Jl~m~!l"1J!l~!lUmru~b'\.Y'lJ1n1~
q

4. ; c;)f1'Jl:J.J~I:J.Jl~m!l~ lYlfIt ut~~

.,: .,;, • I "" ~
1. 1.'1~YlYllUu~:::;Yl'lJl,tGj .

, ,
"" "", a, .1"" .12. 1.'1~YlYllUlVlU'Jlf1'J~umu~~ .

q

, ,
.c:rr. .c:rr. Q.o' CJ"'Q I ~ 1I oC:It. Q,

3. 'lJ~mm~:;e.J~l?lllru"l'lYlYllU!ltJ1n l,VlfiU1Aln~:J.Jll?l:J.J .

,..,.
4. !lU 1 .
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'"
Ii 'WI Alm~,HVl'V'l ~ 1 n Ci1(~Vll"]j'W) lh::;n'tlUIi~n"'li.h::;UlVlIi'W1 Al~'V'lIb1htJ ~'d~V1-.:J

q q

n"'lnl~~-.:Ji.J'd-.:J~L~mnUnI~Ii'W1A1J'V'lIb1htJ iJ~loJn-.:Jl'W1V1nJ~-.:J'tltJ~ L'WlJ~ 333 b1'W'W~);'l~
~ 'lJ

,
~1lSJJ1'rulSJJ'f)'JfiU1rl1~~'f) II b~'f)tJri~c;) ij l?l1rlU1U"

~ 'lJ 'lJ

i)'flfl1b ij~1.'W'Vh:I-Jn~I.:J'Cl.:JFI'aI:I-J

n''tl'W~-.:JfI~l~ l);'l n flf-.:J~ 2 111flIi~n"'l n1n~'W"lJ'tl-.:JlVltJ'tltJ1 'W;J'tl"lJ'tl-.:JIi'W1AI ~1'lI-.:J"]jl~
q 'lJ

i.I I I 11 I I

Ln'tli.JV1'lVl~ Ci1LL1'lL;J'tl~'l fI~l~ L~~~'W~ m'Wni n1rLi.J~tJ'WLLi.J);'l-.:J"'l1nVl,Jl;J'tl dj'WVI~-.:J;J'tl L;J'tlIi~n"'l
q

VI~'l ~-.:Ji.J~::;n'tli.J~'dtJ ~1~I"]jnl~ oJnIi~n"'l LL);'l::;n~~UflfI);'l~iJLL'W'd~Ci1Ci1Nn'W~I~h~;J'tln'Wri'tl~'l
q q q cu

Ii'W1 fll ~"lJ'tl-.:JfI'Wl 'VltJ~1"lXi.J~n1~'Vll'lnln~'W'tltJl-.:J LU'W~i.JLLi.Ji.J~'WIi 'WI fllm~-.:J LVl'V'll~"'l Ci1Vl::;LiJtJ'W
'lJ q

s.,. '" I I

ri'tl~'l-n'Wdj'W~m'Wu'Wnln~'W'tltJl-.:JLtI'WVll-.:Jnln;J'tl1'WVl 20 'V'l~Pl~n1tJ'W 'V'l.Pl. 2487
, "

OCVClt.OClt. Clt.odIcv4CII IV QOCV

fi'WlmJ'nNL'VlVi"'llnCi1L~~Ci11L'W'Wfim"'lL~m'W'Vl1 fi'W,)If1~ Vi.Pl. 2487 ~~I'Wn'lI'W
q q

II I iI iI 11

~'l'tltJVl'tl1 m~Vilru"]jtJ 2 flVll1'WtJl'W'tl'W'd'l~"'ln);'lI'lnNL'Vl'V'l'1 1'W"lJru::;,r'WiJ'V'loJml'WV1'l~'W 23
CU qj q q

);'ln ~1"lJ'tl'lIi'W1 m ~~')tJnI~1 "lXU~n1JCi11~fI,)l~ ~'tl'lnlJ"lJ'tl'l);'l n ~1 LL1'l);'l::;JltJ fi'Wl fllmN L'Vl'V'l
'lJ 'lJ q

, '"
1'WtJfI ~'WiJi.J'Vli.Jl'Vl'tltJl'l~ln 1'Wn1J~,ri.J~'W'Wn1Je..J~ Ci1LL);'l::;n1J'~I"lJ'tl-.:JfI'Wl VltJL~'tlYJ'W~i.JJ::;L'VlPl

q q 'lJ

• ~ I '" .Q.

'lJ'VI'lJI'V1bb'inn'el~~ : 'i';n.J'Cl'al~"llIj;'1

J'::;VI~I'l Vi.Pl. 2495 - 2520 'WltJ~'W t~11ruVilU"]j mJ~n1J~~Ci1n1J1V1rufi'Wlf11J
'lJ ~
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'" it I iI !.I

~tJ'elth'l ~'d~ b~'dltJtJ rlVl~'1~'1rl~'l~ b~n rl¥'1Vl2 1tJ-n'd'll1b'el'lfitJ'lrl'lm~'1 b'Vl'Vil~n'l'd~tJbtltJfitJ'l m ~q q

'Vi'lru"ll~bbvi'I bbm"lJ'el'll'VltJ~l.x'J.J~'m~~'ltJm~~tJrl~iJ'd'l"'l~ ~'d~~'1 m~'el'el n "b~ l'lbl'l'elf'el'el~brl~~ l'l"

bbrifi~n"'l'i'i'l'el'elmb~::;u'wih
q

~¥'l'l'<i'ltJl tJJl'l rl~tJb 'elb~tJmJ~yjn b~'eltJ~ rltJ'ltJtJ 'Vi.Pl. 2497 fitJ'l m~l~ btl~~I"lJ'l [;]'l'li.h::;b'VlPl
~ q

I I ,... 1 iJ

btltJbbvi'lbbmVlri'el'ln'lbb~::;ltJthl ~~'l btl ~~'l"lJ'lYl 2 ~tJYlbl'lbnm Vli'l"'l'lmrtJhjtJ'ltJnl~btl~~'l"lJ'l

~~'1V11u~ ~'l1.xfitJ'lrl'l~~'l~'l~rll.xiJ1n'l~'Vl'l'lfi~n"'l'elU'l'lrl~iJ'd'l"'l'l bti'el'l"'l'lnu~::;b'VlPll'VltJ
q

" "
~ 'lfi~n"'l m ~~hfliJ [;]'l'lU~::;b'VlPli'l 3 l1'elUbtltJ~'ltJ'dtJ~'l n

q ~

fJ A1JD~tJbb~::~fl-3~'J1~ btJU;'J n bbe.iU
" , ,

tJ'ltJiJru"ll b~"'ltJb~~m 1~n'l'ditJbtltJm~~m~~~~m~1V1ru'VhtJYl3 b~'el 'Vi.Pl.
q Q.f CU cu IV

" "
1tJ ~::;VI~ 'l'l Yl-n'd'I b'd~'lYltJ'l tJiJ ru"lliJ1V1'l~fitJl rl'l ~'elu,rtJ bb~~'l bM'jj-'<in"'l"lJ'el'li.h::;b'VlPln 'li'l"ll::;~'el ~'d

q Got IIJ IlJ os

nhjl~~ 'l1.x mn&iiJbl'l"lJ'el'lfitJ'l rl'l~VltJ~"ll::;.rn tJ'ltJ1J'1J1l1~~'l bUtJmnu~tJtJbbU~'1 bb~::;uDlu

m ~~ 'l'l'ltJrl ¥'11VIru b~'ell.xfitJ'l rl'l~i:Jrl'd'l~itJ~~tJ i:J~'ll'l~'<i'ltJi ~ bYltJ~fliJ(;h'lu~::;b 'VlPl ~'d~~'1~ ~

tJ'ltJ"ll'll'l1 b~Jl ru'Vi'lU"ll b.jf'l¥iJVI'Wl~btltJm~2-Jm~~~ ~m~ 1Vlru fitJ'l rl'lmN b'Vl'Vi
~ ~ q

vl'ltJ[;]'el~'l ~'1bb[;]'Vi.Pl.2523 - 2535 bb~::;l~u'lfitJ'lrl'l~nl'd'i'i "tJrl'Vl'el~"'elUl'1bbYl"'l1'1b~m::;tJ::;
~ q

b'd~'l 12 t1~vl'ltJiJ1V11~fitJ'lrl'l~'elU,rtJe.J~u~::;n'eliJm~'lI'el'lfiU'lrl1~i:Jnlh~'Vlfib~2-J~tJ 12 bvl'l~ .
iI 1 I I

bb~::;U'l bt1tJrl¥'1 bbm YlfitJl rll ~'Vi'lru"lltJ1'VltJ~'l~1 ~m1'l n'l h~'Vlfi [;]'eltll~2-J'ln n~IV1U~VI~tJ~ltJiJl'Vl•
o 0 "

fitJ'l rl'lmt'l b'Vl'Vin~'ltJ btltJfitJlrl'l~Yll VlqjYl~~1tJU~::;b'VlPll'VltJ'lIru::;,rtJ Lb~::;~~rertJ~iJfitJl f'n~
"
-DtJUI 200 bbvi'l"lJ'el'lb~n

, •••••••••• A 1../ A I
t!J ~ bb 'Vl-3'Jnql?ln1'anlbb~::n1'ab 1..J~!IUbb1..J~-3

"
~~ .~~ l'l M'Vi'l1HtJ 1~ n'l'd~ tJ~'lN ~'l bbVIU'Im~~ m~~~ ~m~ 1VIru'll'el'lfitJ'l rl'l ~. ~ ~

" 0"
n~'1 b'Vl'Vi1tJ 'Vi.Pl. 2535 t1,rtJbtltJ-n'd~ b'J~'l bbvi'lmnu~tJtJbbU~'1 rl¥~~'l ~'1!"lJ'el'l(Nm~fiU'l rl'l~l 'VltJ
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"1J'fl~D'W1fll~~'HU6JltJ~kHP1'1!~~5 ~H1111'Wl'Wth~tJ'Hl'Wt!'Wri'fl'W~~1~9~1~hJnlnl~~ ~~1'IX dJ'W

m~~n1~lr9(;1n1~1~ru (;1~.';j~lYllll'Wl91V1~I~~~C911J1J1V11~D'Wlfll~~ldJ'Wvd'tn15 tJ iJe.J'tl~1'W'" ~

D'Wlfll~~I~lh~lYlPl L~'fl(;1~.';j~lYl'tll'fl'fln91nD'Wlfll~1'WtJ~.Pl. 2537 l'W6Jll~m b~llru~lll"ll

ri1rJ1f1Jn1nLLOl~~~1~ n~~~n1~lr9(;1m ~1VIrul 'WtJl~m n'W'" ~
, "

1'W-rl'd~l'd'tl'll~tJ~ 3 tJ VI~~91 nYl'W1tJ6Jl1~mnl'd~'W~I~~~lllVlti~m~~n1~lr9 (;1n1~
'"

fl'dl~ l~1JblYl"1J'fl~lMM~1191YltJ~191rui~is'fl~~(;1LOl'fln'W~I'flt.h~m'd'Wl'W~~30 tJ ri1~
d.9 ~ q

I 11 I I

m~I'W'tl~ rJ1'dtJ';jn~~n1~nrYll~n1n~'WYll11(;1~'W~'dYl~i.Jl'fll;tJl'WtJ~. Pl.2540 ~~r.nn~1"1J'fl~l~'W

1J1YlInn~1~~'flth~~ln VI~~91 n~i.J~~lYlPl1YltJl<jf~~1J1J~lYlnll~ nli.J~tJ'Wl~'WlYl~1~1~i.J~~l'V1PI

ll1J1J~'fltJl?i''d~cnu'Wn1n~'W~'dl'fll;tJi.J~~~1Jt1'1!Vll'flth~VI,rn~ti'd~V111~i.J~::;~1J1l1'd~~~~ ~~ltJ

1i.J~~ltmvl~ ~mu'Wn1n~'W~lVI~'fl'fltJn~'fl~le.J~run1Jt1ruVll~~~hJri'fl1'IX l11(;1ntJ1~ l~n~'" ~ ~

l?i''dLl~~l~1JblYln~~1tJLlI'WtIfllLvI~n1~t11n~11Jlnll~ ~lMM~ 119(1(;1(1'fltlvll~n~1~1l1'd~II~~'fli.J~~~fl
q d.9 q

'" I 1 I I !I

~'W~,rnmJ'd~l-rl'Wt!'Wlt16Jll~mn1J~~~'Wli.J~t1'W"';jn~~" lll'W"b'fln1~" 1~~~~1~~ 1~'W
I iJ !I I

~~1t1i.J~~m~ L~'fl L~1~~~I~~ln~I'WYll~mn~'W"1J'fl~D'W1fll~ 1~ lL"Jj~llni~~'W~nflf~ ll~~l ~'fll 'IX
d.9

ti~'ll P11P1 'J 'a'a~"hui•••
r.nn9(;1~~~'Wr.nn~'flmll'W~'fltl1i.Jl'WtI~.PI. 2487 t19911'WD'WlfllmNLYl~lll'W

q q q

" "
D'Wlfll1~1cil6JltJYlL~ruVl~(;1L'Wi.J~~LYlPliJ~'WYlf~tJ~'d~i.J~:;~1ru1,240,000 ~1'W1Jl'V1ll~~

'" q

lYllilb'Wb~U~~It1~:;U1J~n'Wllil1mNLYl~L<jf'fltJL'Wt199U'Wdj'W1:;U1J~nl'd~~I~~ (;1L 'Wt199U'W
" III II II II

" ,
D'Wllill11~"1JmtlLlil1-'fl'1htlL ~ L~Ubln'fltJl~hJ~t1(;1tr~L(;1t1il~l"1Jl~'di.J1:;LYlPlln'fl1J600

q

, , "
~1'JJ1LL~:;ihlil1-'fl~A TM lh:;~J1ru 1,500 Llil1-'fl~n'Wllill1ilLlil1-'fl'1l1t1~1"1J1LOll~i.J1:;LYlPl~~VI~(;120

~1'JJ1Ll~:;~I'l!n~'dLLYl"IJ~n2 LL~~lil1'flUlil~~llij1l1lilL'flL~t1In:;tj"IJ'fl'flmitl~L~1'd~LlI"IJ~~
q '"
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l'wtJ 2543 n'Wl~l5'l~iJn15'~lb-w'Wm5''elth~l'1'elbti'el~l'Wb~5'~n15'~lrl'1,j 1bl?ltJ*bil'W

n15'~h~ ~'Jld-J~~~'el19 bVC1::;lYl'el1J~'W'el~mld-J~'el,ml5'"lJ'el~'tm~1 dJ'WVl~n bb~::;iSd-Jb~'Wl:,J~b1J'W
"

, ,
Vl9::;~'W'el~l'1'el~'Jld-J ~'el~n15'"lI'el~~n Al1~'elth~ nn ~'el~bb~:::iJU:r:::~Vlfi[l1~ ~(:ltJU~"llrulVl~1 'tln AI

'l.I 'l.I Cl.I 'l.I

,"
~1'W1J1n1:r 1Vl~bb'tl:::m:r"lltJ1tJli'jl'W'tln AI biJ(?I~I"l111'W'lXl~~:r:r~~'WAI bl?ltJ~I"lJ1Vl&l~

dJl "

, "
'eltJl'W1J1b'JruVliJ'tlnA1Vl'Wlbbll'W i~l'W'lXl~M:r~~'WAI mm:r~I'Wn~I'W ~m'W~mn "t111'IX

" q , " ,
~ n Al1-if 1J1n15'1~'eltJl~~::;l?l'J n ~1JltJ bl?ltJl~iJ.r'WVltJl?l ;~~I"l11U:r:::l.1lVl119::;iJV~IVlillVl ~'eltJl 'IX
" q

"" ~ ' <V ""~ •• It <V .1 ""'el'eln1J:i'nl:rbVld-J"1JlYl:r1Jb-n~1?l(Be 1 )" I-Banking 'tln'lj'ru:::n1:ru:r:::n'el1J~:rn9

1J1n1:r"lJ'e)~n'Wlr11mU~1~dj'W 3 u:r:::l.1lVllmk! 1~'el

1) 1J1n1:r~1J~ln L~'WU:r:::l.1lVll'11~1 l~bbri b~'W~lnn:r:::bb~:rltJ.r'W b~'W~ln~::;~d-J

Vlf~~ b~'W~lnu:r:::~1 bb'tl:::b~'W~ln~'W~ntJ::: dJ'W~'W

2) 1J1m:r~iJld-Jl~~:rltJl~ (?I'e)mntJ bb'tl:::b~'WU'W(:,J'tll~bbri 1J1m:r~I'W~'Wb~'e) bb'tl:::

m 5'~~Vl'W1'WlYlml?lVl~nVlf~~
q

3) 1J1m:r~iJld-Jl~~ntJl~ ,",In:r:rd-Jb11tJd-Jbb'tl:::ntJl~'W1~~lrl'1,j l~bbri 1J1m:r

UlYlnr1:r~ lYl1J1mm'tlmu~tJ'Wb~'WI?l:rll'11~U:r:::bVlP\ 1J1m:rb'e)'W~'W 1J1mniJ(?I b'tllYlbl?l'e)f'e)'e)vl

b~:r~lYl 1J1m:rn'e)'Wb~'W~(?I~lYlb'W~~'Jmr1i'e)~ ATM 1J1m:rn'Wlr11:rVll~LVl:rPi~l11J1m:r

dj'W'WltJVl:::dJtJ'WVl~nVl~~~ bb~:::1J1m:r~I'Wmn'lj'l ~1'Wm:rb~'W dj'W~'W

bthVld-JltJl 'Wm:r~1 b-W'Wn:rn9n'Wl ~1:rnlVl'W(?IbthVld-JltJl 'Wn1:r~1 b-w'Wn:rn'"ll'IX
q q

" I I I"

~ 'e)(?Ir1~ 'e)~rl1Jm:rYl'W&l';l"ll'e)~fll';l:::bM'lj'li'jn'"l L(?ItJ~~~I'W';ltJ~'Wb~'e)VliJr1rufll~ b~'e)bU'W~'Wli'jl'W
dJl q q dJl

" I I "

~h~:rltJl~ l?l'e)mutJVl~'Wr1~"lI'e)~n'Wlf11:r'W'e)n'"llm!'W'"l:::"lItJltJli'jl'Wn:rn9 1J1n1:rVll~m:r~'W
dJI q

b~'e)bU'WbbVl~~ro11n:r:rd-Jb11tJd-J~iJ1JVl1J1Vl~1rl'1,jd-Jln~~~'W
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l'wtJ 2545 n'W"H;;l1J'~e.J~uJ'~n'flumnrh,lfllh~Vlfi~TI,J'd'W6,271 ~1'WU1Vl1111tJ
q

i.I iJ I 'V

l'WtJ.w~nlhVl~l~~l"'llnl11'flmUm~~~'W~'l 2,802 ~1'WU1Vl ll~~Vl~l~~ l~llri ~lnJ'J'~l.wtJ~

if~~t1~1b;~·h.m1'ibb"1i..:l;r'W(Key Success Factors)

mJ'~W-J'Wl'fl'll"1nJ'"lI'fl'ln'WlrllJ'Lt\dj'WCaring, Thinking ll~~ Learning

Orga nization ,ru dj'W~ml'W'dVll'l~~l ~~~'l ~"'l~LiJ'W'Vii'le.Jint?1'WLt\n'Wl rllJ''fl~J''fll11UJ'~~u
" ,

-ntJ"Jl'W~L'Wmm"ll'li'WL'WPlIn'dJ'111.wLl~~rl1'fl'lrl'dl~ LiJ'WVlil'll~l'l'flhJ
1. Caring Organization liJ'W'fl'll"1n1~Lt\u1mJ'vll~l~Pl'flt.h'lrlJ'U'd'l"'lJ' ~1~1J'b1

~'W'fl'lIn'flUml~ ~'fl'lm11~lVlil'flrl'dl~ rlll11Vl~ltJ~'l~ nfll lti'fl'l"'ll nflJ'n"'l"ll'fl'lfl'WlmniJ'WnJ'n"'l
" q q

""lI'fl'lm J'L~u1m1 t?1'W'W'WVlnrl'WVlnVl1.1'dt.J'l1'W~'l~Jll1n"'l~1~ruL'WmJ'~¥l'l rl'dl~Vl'l'Vi'fll "'ll t\~ nfll
q q Q.I <u

(Customer Satisfaction) L'W~1'Wl'l1'l1m.vi L"ll'W~l"l110t\u1m1 e.J~lntlrusvlLL~~u1mJ'lmJ

" "
1 ml~1'Jl'1L~'JL'Wm1U~~'l1'W 1n~'fll'1"'l'Wm1b6J.J11rulUJ'~"Jll~~~'WfiVl'li1"l1'flul"lllnmJ'1t\u1m1

~1~ nlVl'Wl11L'U'Vil~lll'l~ nfll 1111t.JinN lvll,!'W lLl'lU'lrl1'elUrl~~~'lVlt.bt.J'll'WJlltJ 1'W~L~m.jJ'fl'l~'dtJ
" q

2. Thinking Organization LiJ'W'fl'lr1n1~~m1~W-J'Wlln'WL'fl'l'flUl'll'l'flLti'fl'l~¥1'l
, "

~nl"1rl'Jl~~l'11~~ ,)1'lLLe.I'Wm1~lLU'W'l1'WufUUNm1Vil'l1'WLt\~~'W'flUIn~'fll11L'Jm ~mJ'
q ",

i'd~mn111Vll1'flLL~~Vil'l1'WLiJ'WVl~L~frl LVi'flLt\~1~11b1In'flU~'W'fl'lrl'Jl~ ~'fl'l m1"l1'fl'l~nfll
"

Hi'flUl'lU1::VlUL"'l

3. Learning Organization dj'W'fl'lr1n1~~'fl'lL~t.J'W!~'lLVl~1 ~W-J'W1Vln11::rl'dl~

~1~11b1LL~::ufu ~'JLt\ L.jJlnU~Jll'ViLL'Jl'1~'fl~1~'elu1'l1'Jl'1L~'Jbl'1t.JVlnrl'W'VlnVlt.bt.J'l1'W~1LiJ'W~'fl'l
q q

" , ,
~t.J'W!LL~::~W-J'W1Vln11::LVl~ 11'J~Vl'lm1LLtl'lu'Wci1t.JVl'fll'1en'ln'WLL~::n'WLVi'flLt\fl'W1rl11~1~1J'b1

1'fl'lfu rl'J1~ ~'fl,m11"l1'el'l~nfl1~Vl~lnVl~1t.J LL~::LLu1Lu~t.J'Wlum~~W-J'W1mJ'"lI'fl'lLVlrlb'Wb~~
"

"'Wbt.JU1t.J"lI'fl\lfl'W1rl11~'l LtJ'Wn11~ W-J'W1u1m1Vl'l~1'We.J~IntlrusvlLl~::"ll'fl'lVll'l n1J'
q

I 11 '" I I

L~u1m1bl11t.JL.jf'Vlf'Vimn1Vl~'fluVl'li1LYl'flLU'W~~fOi1L~~(Value Added) l~LLri~nfll"l1'fl'l
"" "

fl'W1rl11 L'W"lIru::l~m n'WLU'Wm1"l1mt.J~1'W~nfll"l1'fl\lfl'Wlrl11 bl'1t.J
dB "
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,
LL'i'l::;u1n1~~ti 1m-Yi u1n1~ ATM u1n1~ Bill Payment u1n1~ Payroll LL'i'l::;u1n1~Jhtil'elti

L~ti(9h'lfitilfOll~ L1Jti~ti

2. L~~"ll'el'l'Y11'ln1~11Xu1n1~Jhti~L'~n'Y1~'elUn~L~'el11X'i'lnfll~I~I~bl L~'elnHu1n1~
'lJ

b~~~~f1~n1~~~n1~
lfOl~'l~h'lfOlru::;m~~n1~u1n1~u1';'Y1lh::;n'eluJ1')t1fOlru::;m~~n1~3"llVl lJ1LLn

q

fOlru::;nn~n1~fitilf011~fOlru::;m~~n1~u1vl1~bb'i'l::;fOlru::;m~~n1~(9I~,)9~'elU

fOlru::;nn~ n1~fitil fOll~ih~ill~LJ~~n1~1oX djti 11J(9Il~n!l~~It1 l'(91~LJ~::;~'lr1
, ~

-n'el1J'lr1U bb'i'l::;~~"lJ'el'lVlLJ~::;"ll~e4~'eloXtinl~tiVl L~tit1ti~'i'l~::;~~I'ln1'i'le4~'eloXtibLl9l'l~'l LL'i'l::;
q 'is q qJ q

bl'elVlbl'elti~,rn'llti "lJ'el'lU1';'Y11tinl~LJ~ ~'llti(9l1~~lti lr.mill~ fOlru::;n~~~n1~mlOl~'elU~~1tI

loXm~~ n1~fOlti1VlfOlti~~'l~1'el~'i'lIt1fOlti~1'el'lJfOlfOl'i'l~tilLJLJli~'eltJl'llVl'elth'l~~'lLL'Y1ti

fOlru::;m~~n1~nlJ1

fOlru::;m~~nI ~U1~1~ ~~ill~l tinl~LJli~ (9I1~~ltilIOlWW1~~1J1fu~'elU~~It11Ol1n

.::. -=1.cJ 11 0 d ~
fOlru::;n~~~n1m 1~fitil fOll~ ~1Ol1~ru1b~'el'l'Y11Ol::;(9l'el'ltilb~ti'elf01ru::;nn~ nl~fitil fOll~b~'el"lJ'el'elti~(91

q

m~ bih~~It1 tiltlUlti bL'i'l::;bb~tim~~lbUti~~nlOll9l1'l1"lJ'el'lfitilf011~

fOlru::;nn~ mj'(9I~')IOl~'elU~~ill~ Vlbb'i'lntl'llti'Y11'ln1n~ti"lJ'el'lfitil fOll~loX(9I~'l19l'el
'lJ

tJ~~ (9Il~-n'elnl~tiVl bb'i'l::;n!l~~It1~ b~m-n'el'l bb'i'l::;4'VlYI1n t1'lltim ~n1flU~bb'i'lnlOln1~"lJ'el'l

f01ru:;m~~m~(9I~')IOl~'elU
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1J~n1'i"ll'fl.:Jfi'U1l'11'i

1. 1) ~ nJ :J1'l'rW! 'J'WeJ-m

1.1 b~'W~ln't1:::'t1J-J'VIf~tJ(Saving Deposit) dJ'Wb~'W~ln~91t1A'Wb~tl'Vl'Nbl1J-J

bi't1 J-J~ A ~1 n btJ'WVI~n ~1'Wb'Wnl ~f1J~1 n bb~:::b1tl'Wb~'W't11J-Jl~b1bi1J1'nl ~~1n bb~:::b1tl'Wl?ll..:J't11'111, ~ ~

~ln~n1Jbfi1tl..:J ATM

1.2 b~'W~lnm:::bbMlt1rr'W (Current Account) btJ'Wb~'W~lmJ~:::bJl'VI91t1A'W

b~tl'VI(Nbl1J-J ~b.jf b-nfib 'Wnl ~b1tl'W~'W'f)'f)nr.n mJ ru~'1I'f)..:Jfj'Wlm~ ~ n Al 't11J-J1~b1'11tlyhul?l~U'JVI~(N
~ 'lJ

, ",
ATM Vl1'f)ul?l~u'JVI~'J..:JPremier bYl'f)H1J1'n1~b~'W~lnl1rl1Jbfi1'f)..:JATM

1.3 b~'W~lm.h:::~l (Fixed Deposit) btJ'Wb~'W~1m.h:::bJl'VI91t1A'Wb~'f)~'W~:::tI:::

b'J~l 'i:~tlb.jf't1J-J~A~lmtJ'WVI~n~l'Wb'Wn1~f1J~lm~'W mJ..:JbtJ'Wlh:::bJl'VI3 b~tl'W 6 b~tl'W 12
, 'lJ ~

1.4 b~'W~ln'l1rr'1!U'JVI~'J..:J(Kwan Bualuang Deposit) btJ'Wb~'W~ln~b~J-J

m~1J~:::n'W~~l?ll,xn1J~~ln 'W'f)mVlll'f)"'llnn1~1J1'n1~~'W~ln1Jn~ ~..:JbbtJ..:JbtJ'W21J~:::bJl'VI Atl
'lJ

1.4.1 b~'W~ln'1lrrruU'JVI~'J..:J1J~:::bJl'VI't1:::'t1J-J'VIf~tJbtJ'Wb~'W~ln~fiJ-Jfi~tl..:J~ ,
" " ,

n1 n~tI~~ l?l"'l1m 91JthtlVl1tl bn~"'l1 ntl~ bVll?l ~'JJ-JVI..:J'VI~~~Jll~~'Wb~..:Jbl1'J~ blltl..:J"'llntl~ bVll?l
~ q q q 0,

'i:~tJ~~lm:::rlf'f)..:JbU~Uru~i'W~l 5,000 1Jl'V1 't1..:J't1~200,000 1Jl'V1 rell?lnbdtJ1J~:::n'W1% ~tltJcu Q.I OJ q

'1I'f)..:JtJ'f)~b~'W~ln

" "
n1n~tJ~~l?l"'llm91JthtJVl1'f)"'llntl~bVll?l n1~'t1rub~tJm ~'f) bVil ~'JJ-JVI..:J'VI~~~Jll~~'Wb~..:J

q q CIJ GI q

b11'J~ b~tl..:J"'lln'f)~bVll?l'i:~tJ~~lm:::rlf'f)..:JbiJ~Uru~i'W~l 50,000 1Jl'V1 't1..:J't1~1 ~l'W1Jl'V1 rell?l~l
q q OJ Q.I cu q

"dJtJ1J~:::n'W0.5% ~'f)tJ"lI'f)..:JtJ'f)~b~'W~ln

1.5 1J1n1n~'W~ln~'W~fjtJ:::Y1fY1UYl~ (Subthawee Deposit) d.'J'Wb~'W~ln
, " ,

1J~::;~I~lm~'f)'W ~..:Jrlf'f)..:J~lm~'f)'W~::;byh1rl'W -n'W~lb~'f)'W~::;1,000 1Jl'V1 ~..:J~~hhn'Wb~'f)'W~:::

25,000 1J1Y1 ~::;tJ::;b'J~1~ln~..:Jbb~24 b~'f)'W ~..:J60 b~'f)'W tJ'f)~b~'W~lnl'Wuru~hhn'W 6,000,000
" ,

1J1Y1'i:~tJ~~ln"'l::;1~f1Jn1~tJm~'WJll~b~'W1~1Jfifi~fj~~J-J~I1J~::;bJlYlJll~~'f)mUtJ 15% ~..:Ji11,x
'lJ ,



67

1.6 l~ti~lm~ti[?]nlkmJ~::;l'Vlf"1 (Foreign Currency Deposit) ltltiLl1-m~rLl

e.hnC~ti[?]n[9h~'LJJ::;l'Vlf"1~~fl[?]nl'il'l1iJ9~1ItilU(i)rLl~lm~ti[?]nl'il'l1.J~::;l'Vlf"19 ~~fl AtJ US$

EUR PND YEN HK$ SW.FR CAD$ S$ A$ ;'l~l~ti~lnl~l~tJn 31.J~::;lf1'Vll~ti~ln1.J~::;9l

b~l~~ln~::;~:w b~ti~lnm::;blMltJrrti l(i)ml1J'l~~lmtlti 2 ~ni1ru::; AtJ
'lJ

~9 (i)'Vl::;lDtJtil til'il'l1.J~::;l'Vlf"1

1.6.2 Residual l~ti~ln1.J~::;9l~1~rmm1'Vlmlfl::;U~Llflflfl~9(i)'Vl::;lDtJti,

.<::::to .::::.. iI a I

1.7 Ll~m~bltJtil'ltimm'jjflm'l~l"lJl (Cheque Cashing Inter Branch)

Ll5n1~~l~ rLl~~tJloDflfim film n l'Vl~"lJtJ'l~1"lJl1til"lJ[?]tifl~~fl'd,m1tJ~1"lJll'il'l~'lWr (i)1til"lJ[?]
'lJ ,

.<:::t. .i/.<:::t..dJ

2. 1Jtmt{P)I'W~kWll'B

2.1 ~til~tJ1I'd~fl'd'l (Bualuang Loan) ltlti~til~tJ 1~n l~tJ~tJ~tJtJtJ1pjtJllfl::;
'lJ 'lJ

" "
~'l~lti'dtJfI'dl:W~::;(i)'dn~ti 1 ~l~rLlfl~tJLlflr'd fitilm~l~Ql~lb~lnti¥tJtJfl::; 80 "lJtJ'l~lf1l~tJ"lJltJ

Ultillfl::;~~ti ~¥tJ:wvY'ltJ'll~fln ~h~lm~bl nl~:Wl~tJ~tJ~'l~lti'dtJ fI'dl:W~::;(i)'dn1911'l11~
'lJ 'lJ

" "
titJn9l nUfitil fll~tJ'l~ (i)1~~1.J~::;nti~[?]A:WfI~tJ'llfl~~[?] ~1.J~::;nti9ltJfPillDtJ1.J~::;ntil~m

, 'lJ

fI f'll~tJ'd llfl ::;9::;1~rLl fI'dl:WA:WfI~tJ'l lntJ~~l1.J~::;ntil~tJ~~l'l ltitJ'l9l nl'~1Jtj'dtJ~1tJtJ~l~ [?]
q qJ q q

~ ~ I ~

llfl ::;'Vl~~flf1l~ ~til~'ltJtJl'l bl1'd~ l(i)m::;1~rLlm~~l~::;~UVlfI..:jAl'l nLlfitil fll~i..:j~:W(i) [?]fltJ(i),

2.2 ~til~tJ~'dtiLlflflfl (Personal Loan) lilti~til~tJ~1~rLl~iJntJ1~1.J~:::9l
, 'lJ

l'llti ~l!n'lltiLl1-';'Vl ~l!n..:jltirti';)~1~n9 1~nl~mll11.J~ltJn9~'dti[;]'dd.9 'lJ

..::::rIQ/ ~ ~ I

'Vl~Lll'ltil(i)tJtie.Jltifitil fll~

2.4 ~til~tJl~tJm~~ni1l (Education Loan) ltlti~til~tJ~l~rLl~1.Jnfl~tJ..:j
'lJ

~~tJ..:jm~{l1L~ti l~tJliltifPh~..:j'Vl:::lDtJti~tJtill~:::fPhH'91tJ~ti11tifl1~~ni11"lJtJ'l'l.Jl'l~~1tJ~~

tJtJltitJ1.Jfl1 ~:::~ri1~'l ~ni1ltJtJl ti~:::v1LltJ(i):W~ni11 ~1tJ:W~1~'Vlm~tJ"lJtJ..:jrtiLl1~m1tJltJn'jjti~"lJtJl-if
qj q <u q 0.9 lU

I ~ ~ ~

~til~tJ~1:Wl~m~tJn1~i..:j~:::tJ:::~tiAtJ ~::;tJ:::1 11 (2 l'VltJ:W)t(;ltJ~ril~ti(;l~:::tJ::;l'd~1~1~::;~U

1~~9~tif11tJlti 1 11 Ilfl::;~::;tJ::;m'dAtJ~::;tJ::;m'dhhnti 511 (8 l'VltJ:W)l(;ltJ~ril~ti(;l~::;tJ::;l'd~1
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" , ,
~1~::;V!1lA'WV!~'l91f11.~Tl'W~3 ~~n~m1191Jn1~~mn

,~ ~ ~~ .
2.5 '6'1'Wb'l!Tl'6'1'lbAn::;V!'lI1n'l!n1~(Government Service Employee Loan)

dJ'W~'Wb~Tl1,xnbbfHhn'l!n1nb~::;~~n'l1'Wf~~'6'11V!n9 b(71tJ~'dV!ill'l1'Wbtl'We:r~'WA1'l1Tl1m'W'Wld-J
'lJ d.9 'lJ

V!tl'dml'l! n1~,r'W 1~'ll~Tl~'Wl,~Tl1J1f1Jn1~Y;91~rulll~'d ~'lITlQ'6'11d-Jl~b1~'WA1'l1TlQbtlmltJ1JA A~

2.6 ~'Wl~Tll~TlTll?l'6'11V!m~d-Jb'WAf'd~Tl'W(Domestic Industry Loan) L1J'W,

~'Wl~Tl~~ l'W'dtlb,x llnfi~n91h::;IJl'Vl ~l'W~h ll~::;U AA~fi~~d-J~1 b'Wl'lll?l~TlU'WTln ~lh::;nTlUfi~n9 n1 ~" ,
e.J~ 19l1tl'WTll9l'6'11V!m~d-Jb'WAf'd~Tl'W b~tJ fi'WlAl~9::;~1'W'dtJ1,n 'W~tl'llTl'l~'WnV!1Tll~'Wl'Un In'W'lJru~

q 'll 'U OJ

2.7 l~'WQ91'WTl'l(Mortgage Loan) ltJ'Wu1n1~1,xQUd-Jl~'Wb~t1iJV!~n'Vlf~tJ
I I 9/ !J

9 ~91'WTl'l flU fi'Wl1'11ntJ'W~'Wl~Tl~iJVl'l~::;tJ::;tl~::;IJl'Vl~::;t1::;i'W~::;t1::;tll'Wn~l'l ll~ ::;~::;tJ::;tJ1'd

(Call Loan) V!1Tlu1';'Vlfi~n9'l1'Wl~1V!1;lJ~iJlA~~19lV!1'eHtJ'W~n~11~ltJ1V!bU(Call Loan) 'lITl'l
q Q.I <U Cl.I

fi'W1 1'11~~tlfU'6'1Jll'tl A~Tl'l~'l'llTl'lli' nll~ ::;'lI'El'lm,x n'llCU 'll 'l.I

2.9 l~'Wn(;]l'ltl~::;l'VlP1(Offshore Loan) dj'Wl~'Wn~fi'W1Al~~~V!191f11.lV!~'ll~'W
'lJ 'lJ

" ,m 'W(;]l'ltl~::; l'VlP1ll~::;'\~nd-Jl1,x~n ~1 e:rtl~::;n'El1Jfi~n9Vl'l1'Wtl~::;l'VlP1ll~::;(;]l'ltl~::;l 'VlP1~n(;]TlV!~'l
'll 'll 'll q

" ".".., ~.I """d-J'Vl'l~::;tJ::;'6'l'Wul'Wnm'l ll~::;~::;t1::;tJ1'dl?lld-Jrl'dld-Jl?l'El'ln1~'lI'El'lt:Jn
'lJ'lJ

+

2.1 0 l~'Wr.llt1~'d'lV!il1l?l1d-J~'dll~f1I.~'W(Advanced Against Bill: BC) ltJ'W~'W

l~'El~1,x lln li''lIlt1~'W~l n~l'd A'EllnTlfi'Wlrll~'El'W~'d'll~'Wlln li''lIlt1~'W~l li''lIlt1~'W~1'6'11d-J1~b1
'll q 'll 'll

+ " ,

ill ~'d l~'Wd-Jl'dl'l1,xfi'Wlrll~~tJn lnu l~'W91n wnTl~'W~ltl~lt1'Vll'l V!~'l91 n~iJ n1~~'ld-JTlU~'W~l
'U

2.11 r.llm~'W(;]1'ltl~::;l'VlP1~'d'lV!il1l?l1d-J~'dl~t1f11.nU'lIll,]1(Advanced Against

Bill f DfA) Lij'W~'Wl~'El~fi'Wlrl1~~1'W'dmln~ n ~1~1t11 '\.mJ~'l,rf1l.tJ'W~1'l11'l1'El'lu1';'Vl(;]l'ltl~::;l'VlP1
'U '"

, , "
~d-JllU ~ n9 n1~'EltJ1'Wtl~::;l'VlP1L'Vltl~llU'Wn1~~~ (;]Tli'l~Tl~'W~l ll~::;~'ll'Eln ~l~n1~Tl'El n'llTl'l1,xlln

'lJ

fl'Wt~t1l?l~'l iJ n1~l?ln~'l1 'Wc;.'El'ln1~~l~::;l~'Wfl'WL'El'l

2.12 ~'J~t1mnU(;]1'ltl~::;L'VlP1'l11L']1 (Inward Bill For Collection) LtJ'Wu1n1~

~t1 mnu l~w·h~'W~1l?l1d-J ~'J 1'Wnnnli'il1l.]1 hi1J1lU ~ LlC eJ1'Wfi'W1rll~ lnTlli''lI1t1~'W~1'U 'U

1'W(;]l'ltl ~::;l'VlP1LJ1~'l~'W~1d-J11,x~t1U~'EltiLL~'J 9::;~~ ~'J ll~n ~'W'tl~'Eld-JLTln'6'11~d-J11,xfi'Wlrl1ntJ'W

e:rl~tJf1lnU L~'W91n e:rilll.]11 'Wtl~::;l'VlP11,x
'lJ 'U



69

2.13 ~(H1tJmnul?h",1J~~L'Vlf"1"lJ1'f)'e:ln(Documentary Bills For Collection)

Lu'Wu1n1n1tJ n Lnu C~'W~1~'Wf111Yl1~~'dC~'W1!Xnue:r~"''f)'Eln 'll9ltJIi'W1A1~9~'Vhvl.w1~'l1JL1tJ n-n1~~
'lJ

L~'W91n w]'f) 1'WlYi1;j1J~~L'VlA (1'Wnnt!~ e:ri;j~'f) 1'WlYi1;j1J~~L'VlA'l~H1LtJ 19lLlC ~1'WIi'W1A1~)
'lJ 'lJ

2.14 ~'dL1tJnbfiuL~'W1'W1J~~L'VlA(Domestic Bill for Collection) Lu'Wu1n1~

L1tJn Lnu L~'WlYl1~lYln 'C11~n1 n~'W"lJ'f);jIi'W1A1 ~~'dtJ~fj~;j iStJn Lnu 'l1J~ 'C11"lJ1Vi~'EliStJn Lnu 'l1Jt(;j

Ii'W1 A1 ~~'W.n1tJ1'W1J~~ L'VlA'll9ltJ1!X~n f11e:riJlYl~1'C11~n1n~'W~~'El;jn1~~~ L1tJn LnU'C11~lnl'W1~1
'lJ 'lJ

L.jJ1tJ b1J~L~'El1!XIi'W1 A1~iStJ n Lnu1!X

2.15 'Vlf'C1m;'Vl (Trust Receipt) LU'WL'Eln'C11~~bldbld1;;j~i;j~'W~h~;j~ltJ;J'El~'f)

~'ElUHLLriIi'W1A1~ L~'fl"lJ'f)fu1ulYln~", (B/L) 'l1Ji11~'WA1'El'f)n~1"lJ1mi'El'W LL~'di11L~'Wm-n1~~A'W

.n1tJ~~;j'\"l~'El~ 19l'ElmrltJ 1Yl1~~~tJ~L'd~1~'l~ lYln~;j H nUIi'W1 A1~

216 LL~ AR;j LA~~ lYl(Packing Credit) dJ'W~'WL~'f)~~tJ~~'WiJ~~tJ~L'd~l 'l~ Ln'W

'ElltJ"lJ'f);j LlC ~1'f)chiJ'El1tJ LlC L~m'd~n'WLL~'d~'f);j'l~Ln'W 180 1'W 1!X~l~fue:r1J~~n'f)un1~
q q 'lJ

i-' + I iJ I

2.17 fU~'El~l9l1Y1'd~'W(Local Bills Discounted) dJ'W~'WL~'El~~tJ~~'WYl1!XLLn

e:r1J~~n'ElUn1~A1'Vln'lJUl9l L~'ElLU'W'Vl'W~~'WL~tJ'W1'Wn1~A1bl9ltJIi'W1A1~9~fu~'El~'dL~'W ~~'El
<U q q q

LonA~;j1'W~'ti 'd;j~.w191 n ~ n A1 'll9lUVI1n1 nA~~ lYltJru~ e:rLAtJA1lYl1~~~ A1"lJ'El;j~'dL~'W~~'ElLonA
'U Q.I 'if 'U

2.18 fUb'El'W~'VlfitJlYl~.n1{; (Tax Refund) Lu'Wu1n1~~D'W1f011~fub'f)'W~'Vlfi1'W

tJlYl~.n1{;91n~ n A1e:r~;j'El'Eln~'W~h 1J~~L.fl'Vl~'l~fun1~'lJ(PIL'lJtJ.n1{;91 nf'<ji.J1~ (1'W~1J"lJ'f);jtJlYl~.n1{;
<U <u 6.9 <U

~;jtJ l?l~~~ 1l~ 1'd'C11~ln11.jj dJ'WA1.n1{;LLn f'<jU1~ 1~l?l1~~~ A1.n1{;~~~ul.n 'WtJlYl~ LL~~~'f)ltJ
c:I.9 <u q q

, "
n1~Hf.n1tJ1 'W3 11) ~1 n~'Wih~'W(PI 'l(PItJm~i11'l1JH'f1Lu'W'fl'WtJm~n r.J~1J~~'ltJ'lJ,rYl9::;'l~fuoJ'W

2.19 L~lYlLlYl'Elf'fl'ElyjLA~~lYl(Lettet Of Credit) LU'W~'EllYln~~~LU'W~ltJ~n~ru

'fl1l~~~Ii'W1 f011nu'We:r'f)'Eln 1~ LLne:r"lJ1tJ~'Wf11lYl1~~1"lJ'El"lJ'fl~~'El~~'WtJ'El~l ~ e:r"lJ1tJ'f)'f)1l~'dm~
'U 'l.J 'U 'U

~~tJ ~L'd~1~ lYln~", n'WH L~'ElLU'Wn1~1J~::;n'W~l~'d~'" n~1'd9::; 'l~fun1 ~-n1~~L~'W ~~'f)fu~'f)'" ~'d

~'WYl~l n ~"lJ1tJl~1J5u~ lYl1~L~'f)'W'l "lJ~'l~~~1.Jl.n 'WLlC
, ,"

2.20 L~l?lLlYl'Elf'fl'flyjLA~~l?lLVi'f)1l1~~'l~'f)~'W~hl'W1.J~~L'Vlf"1(Domestic Letter Of

Credit) LU'W~oJ'l~'El~ ru ru1~ ~'fl"lJ'f) 1~Ii'W1 A1~'f)'El1l1~nu e:r"lJ1tJ~'W~h L~'ElLU'Wn1~1J~~n'W~l
Q.I Q.I 'U 'U

~"lJ1tJ9 ~'l~fUn1~-n1 ~~L~'WA1~'WA1 m~ ~'dLL1l'W'El'W~11J5~Q n ~'El;jlYl1~L~'El'W'l"lJl 'W~oJ'l~'f)~

mruLtJl9l D. LlC 9~Vl1~::;~~1;jw]'f)LL~~e:r"lJ1tJl'W1J~::;L'VlAL'VhJ'W
'lJ 'lJ
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2.21 ~'WL~'flLUnC~'WLnt.!1r'l:!~(Overdraft) LiJ'Wu1n1~1,xrJ~~~'t(jnfh~1~1~tl

LUn L~'WLn'W91'W'd'WL~mhn1'WUblJ~b~'W~ln m:;Lb~ ntJr)'WbL'C1:;hiLn'W'd'lb~'W~Hj\11~ 'l:! blJlHnu

fi lfin~ LllmJ (fil~1L~tJ~ojfl'd/~11?l1'C1Lb'C1:;fil~1~'fl'lojfl'd) 1,xbbrlm:;Vl~'d'l~lru'll~ 1(91tJfi'Wl(DIl~

9 :;L1J'Wer'fl'fln i'd~ ru rul1-if b~'W1'W'Wl~Yi'fl,"!her~'l'fl'fln ~'l9:;~'fl'lr.iltJ Lonf1~'d'lVl.wl LYl1nU91'W'd'W~'W
'\J Q.I QI qj

1 I 11 I

fi 1~1biJtJ~ bY1'flbU'WVI~nbbrlfi'Wl m ~~n-n'WVlU'l~'dtJ

"
2.23 Short Term Loan Lu'Wu1n1~1,xn~~~:;tJ:;~'W ~1V1fufi~n9Vlm'Wl(91

" q q

3. jJ~nJJ'f5~~n'VlJ'fJfJm(

3.1 u1n1~ Express Banking lh:;n'flu~'dtJ

~ cv qa cv c1.1C11ff"

3.1.1 U~n1~U'dVl'C1'd'lL'flVlL'fl~LL'C1:;U'dVl'C1(N~n~m(ATM & ATM Premier)

Lu'Wu1n1~~er~'flUI?l~ ATM ~'l 2 i.J~:;L1lVl ~1~1~tltl'fl'W~'W~(?l~1?l1'WmlLL'C1:;1-ifu1n1~Vll'ln1~
"

L~'W~'W1 'l~ 1?l'C1'fl(?l24 -B''d1~'l ~1'WLfl1'fl'l A TM "ll'fl'lfi'Wl f11m~1 1,000 bfl1'fl'l LL'C1:;~1'WLfl1'fl'l

ATM ~'W 11'Wb(DI1'fl"ll'fl'lATM Pool ~'di.J~:;LVlP1~1V1fUUI?l~U'dVl'C1'd'l~1biJtJf~1~1~tltl'fl'WL~'W~(91

~l?lt'W~~1'Wt9il'li.J~:;LVlP1~Lfl1'fl'l ATM ~iJLfl1'fl'lVl~ltJ Plus 'l~~lnn~l 80 i.J~:;LVlP1~'d1'C1n

3.1.2 U1n1~U'dVl'C1('N~'W~ln,ru'l'd (Cash Deposit) Lu'Wu1n1~fu~ln

fi'Wul?ln'lhuru~~:;~~Vlf~~ m:;bbMltJr)'W Vl1'fli.J~:;91 l~'flth'l~:;(?l'dm'd(91L~'d 1(91tJ'C1nfl1~ ", ,
IV cv ala...' CV' .lCllCII~.drI.di i,lcv.<:::il.di '::;:'/ev.::::.l

~'fl (91UI?l~U'dVl'C1'd'lA TM VI~'flU[;]~U'dVl'C1'd'l~n~tJ~ L~'flL'C1'flm"lllUblJ'llVl~'fln(91b'C1"llVlUblJ'll

~ ~'fl'l n1 ~Ul ~1 n bL'C1:;~'fl (?lfi'WU[;]n-nl Lfl1'fl'l ~1 n L~'W~1?l1'Wml ~'W~1 n n9:;L-nlU blJ~l1'WVl

3.1.3 U1n1~,r'dVl'C1'd'l,r'W~n~~(;lL~'W~ln (Passbook Update) LU'W
q

U1n1~~~1'W'dtJfI'dl~~:;(?l'dnl,x'C1nAl~1~1~(l,r'W~mltJn1~ No Book U'W~~(;lroi~lnuru~qj q qj QI

3.1.4 u1n1~,r'dVl'C1'd'lu1n1~,ru1'd (Easy Touch) Lu'Wu1m~~1,x't(jnAl

.di cv cv .ICIIoC:lII.-4dI IV ~

ATM VI~'flU[;]~U'dVl'C1'd'l'Y'l~L~mVl~'flU[;]nfl~(?ll?lfi'Wlf11~m'lLVl'Y'l ~l~l~tl
q

, " ,
Vi1~ltJ m ~ ~l'Wm~L~'WVlhJ1-rlntJ mn~'W~ (?l1~~'dtJI?l'WL'fl'lLYitJ'li.J'C11tJ'W'dVl~~ cr~U'WVI.w19'fl"ll'fl'l

bfl1'fl'l(DI'fl~~'db[;]'flf Touch Screen "ll'fl'lfi'W1Al~ 't(jnAl~1~1~tlVil~ltJn1~t9il'l11~LLrl ntJn1~

~'flU m ~tJ'fl (91b~'WLL'C1:;ntJn 1~~ LA~'fl'W1VI'd"ll'fl'l,r 'l:!~ L~'W~ln m~ 1'fl'W~'W~:;VI~l'l,r blJ~1'WU[;]~
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bb~::;n1~t'e:l'Wb~'Wluir'l1Jr1r1~~'i'il:Wn1~fm<hi'l~'e:l - 'lIltJ U~::;n1~'i'i'e:lUrn:w NAV 'lI'e:l'ln'e)'1'YJ'W

bUr?1n1~'i'i'e)Um:w-n'e):W~n1~rJ'e)'W~I~::;~'Wb~mltJU~ n n1~I71~'J9'i'i'e)UntJn1~~i1 H'r.iltJ rJl'WU171]'
'lJ

~ 0 .::::::. I":::::" 1-' a,.
br1~r?1I71'l1'e)'1'iJ'W1r11~n1~'111~:::;b'l'Wr11'i'iwn bb~:::;U~n1~

3.15 u1n1~fu~ln/'lI::;~:::;b~'WC9i'J'W(Express Deposit) b'L1'WU1n1~~IV1fu

~ n ~h~ ~'e)'1n1~r1'Jl:W'i'i:::;r?1'Jnd'J r?1b~'J1'Wn1~~ln b~'W'i'ir?1Ib-nr1 Vl1'e)~I~:::;~i1~'W~I/u1n1~ b-n'W
'lJ

'iJ'W1r11~~'JU~::;b 'Vl~n'i'il:Wl~b1t m~'Yfvldhm~~'Wcl'U'JVI~'J'It vJ'W'lI'e)'1'iJ'W1V'11~b~'e)1onU1n1~~I'1 1

l~m[;l~'e) r?124 .ff''1t:w'l hJrJI9:::;b'L1'Wu1n1~'i'i'e)urn:wtJ'e)r?1UL1J~b~'W~1n U1n1~~I'WU[;InV'1~~ 171

U~n1 ~~ l'Wn'e)'1Yl'WbtJr?1U1n1~~I~:::;~i1~'W~I/u1n1~ bb~::;U~n1~~1~::; "'1 'i'il'iJl~ruUtn V'1~'J:W~'1
q 'lJ

U~n1~'i'i'e:lUb11:w-5[;In bb~n bU~tJ'Wb~'WI71~1fYll'1U~:::;b'Vl~~ b1J'Wih9U'Wb'i'i:W'e)b~'e)V'1'Jl:W'i'i::;r?1'Jn'll'e)'1
q

~ ,
~n~h i19,u'W'iJ'Wlm~1J19r?1~'11~n~'Wcl'u'JVI~'J'ItvJ'W [;Il:W9'1V1r)r?1~IAb1d1bYl'e:l1~~n~1 t'Vl~~~~

b.]l:Wl1Jl H~'111 ~'Wcl'(~IV1fu~'Wcl'n~'1b'Vl~:WVll'WV'1~t'Vl~(02)636-5000)
'lJ 'lJ q

3.2 U~n1~ Office Banking b1J'Wu1n1~'iJ'W1V'11~~~n~I'i'il:Wl~b1H'u1n1~rJl'W

br11'e:l'lr1'e:l:W~'Jb[;l'e:lf~'J'W~'J(Personal Computer) tr?1tJ'e)1~tJn1n~'e:l:wttl'lYll'1~::;UU

~ b~nYl~'e)Un~~:::;VlrJl'1V'1'e):W~'Jb[;l'e)f~'J'W~'J'lI'e)'1~n~lbb~:::;'iJ'W1V'11~nu1n1~~1 ~ lJ1bbn U~n1~
'lJ

, ~
bntJ'J flU n 1 ~'i'i'e:lUm:w.]'e):W~ J11'WUru; ~'W~1 n'0''1u rui'WV'1~VI~(Nbb~::;fYll'19'1V1r)r?1'lI'e)'VlnU~ltJ n 1~

'lJ ~ ~

~ ,
Statement 'lI'e:l'lUru~ nd:::;bbMltJr)'W bb~::;Uru~'i'i ::;'i'i:W'Vlf~cl'lJ1'0''1yh1J'Wnti n1~il99U'Wbb~::;~ n ~h

Q.I Q.I q OJ

'i'il:Wl~m~'e)nd::;1Jr)'W~ 1~'e)'1n1nltJn1~ Statement tr'e)'WVI~'11J1u1n1~t'e:l'Wb~'W~::;VlrJl'1UL1J~

"lI'fN1J~';'Vlbb~::;u~';Yll'Wbr11'e)u1n1~fu - ~'1-ii'e):W~(Up - Down Load bb~::;n1~u1n1~
'lJ

Electronic Mail)

U~::;~1 ~'J n'i'il:Wl~b1Hu1n1~1J1'0''W.y] tr?1tJrJl'Wbr11'e)'1t'Vl~~~~Vl1'e:lt 'Vl~'i'il~ nU~n1~~l ~ lJ1 bbn

u~n ln~tJ'J flU n1 ~'i'i'e:lum:wtJ'e)r?1~'Wr1'1bVI~'e) bb~::;Ub1d~~br1~'e)'WlVI'J1'WUb1d~b~'W~1n'i'i::;'i'i:w'Vlf~cl'

Vl1-'e)nd::;bbMI tJr)'W Vu~I::;U ru~~'e)rJl 'W'i'i1'l11'WmVl~'J'I t'e)'Wb~'W~::;VlrJl'1Uru; ~'W~1 n~ ~::;u'e)rJ1'W
<V OJ Q.I q <lJ
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'l11~~A1tl'Wv111/u1'm~ dJ'W~'W~'1d1'W~l'Wu1'mUH)U bl1:WtJ'fl(.9)b~'W1'W1Jbl)~bbfl~m ~b'fl'Wb~'W

~~'wil'1U r1J~~~~1!1'W1u A1'lJ'fl ~ n ~19 ~L~fu ~'d1:W~~(.9)'"Jn:W1n I,ti'fl'l91 n~1m ~b11-n~~'11Jbl)~

~'EltJ1'WI,'11 (91'W~~~fl'd'l bbfl~[y]1'19'1~r)(.9)
'" .,

-=:l/ 0 ..::::J G/ 0 ..::.

4. 1JJnlJf?llUnlJ'l11J:::UULL&'l:::nlJJ'1J'l11J:::L-JU

4.1 u1m~ Payroll dJ'Wu1m~~1,xm1:W~~(.9)'dn~1~fuu1~'Yl~~'fl'lm~r.i1m~'W

1,xnU'Y1,xn'l1'Wu1~'Yl b(.9)tJtJ1~'Yl9::;b1J'W~9(.9)r11oj]'fl:Wflmnoj]lu ru~ b~'Wb~'fl'W'lJ'fl'l'Y1,xn'l1'W1'WnJ
qJ '\I Q.I 'U

Diskette

4.2 u1m~ Direct Credit dJ'Wu1m~~1,xm'l:W~~(.9)'dn~1'\'~fuu1~'Yl~~'fl'lm~

'l1'I ~~A1tl'W~11,xnu ~ ~1 (Su ppl ier) b(.9)tJU1~'Yl~1:W'l~b19(.9)~'1oj]'fl~fl mn oj]l1Jr1J~1,xTI'W'I~'I~1'Wtu

Diskette

4.4 u1m~ Bill Payment btl'Wu1m~fu'l1'1~~A'Itl'W~1 / u1m~ ~1'flA'IeJ'fl'W'I'd(.9)

lYl'l..:J1 eJ1'W~i(1b~'I,rb(91'flf'lJ'fl..:JTI'W'Imm~..:Jb'Yl'Y1~'dU~~b'YlPl ~1'fl,xn91n1Jr1J~ b~'W~'In ,xn91n

uru~u(91n~~~(91 91m~i'fl'l ATM 'lJ'fl'lTI'W'Imm~'1b'Yl'Y1n~'fl'lfu~'In / 'l11~::;~'W~h'W~1'fl9d1~~~ ,

.,
-w1b~'Wboj]'IU ru~'lJ'fl..:Ju1~'Yl'Y1~'fl:w11..:J9(.9)r1'1ntJfl::;b~tJ(.9)'lJ'fl'l~'l1'1~::;b~'Wmifl::;ntJ1,xu1~'Yl1'W~U'lJ'fl'l~ '" '"

""ntJ'l'l'W~~'fl Electronic Data Transfer

4.5 u1m~ Bill Collector btl'Wu1m~fu'l11~::;A'Itl'W~'I / u1m~~A~'I~1'fl
'"

'Y1,xn'l'I 'W'lJ1tJ 'l1'1~::;~1'fl-W'l~1 n1,xl,l,riu1~'Yl b(.9)tJ-w'l1,1'W~(.9)~1'fl1,:nf1~fl'l1'W~~fJ'I~i('I'l1'1~::;~1'fl

-w'I ~ 'I n eJ1'W~1'lJ'I[;]'I..:J9'1~1(.9)TI'W'Im~tOl::;r1'1m~ b'fl'WI,~'W~fu'l1'1~::;~1'fl-w'l~'I n l,oj]'I1Jbl);1 ,xu1~'Yl., ,
1'Wm..:J1,'Yl'Y1'1'Ylntl'W1'W ~'I~funtJmn-n~9::;b'fl'W1Jru~bi~'fl'Ylnue.Jfl ~tJmnu, , ~

4.6 u1m~fu'l11~::;A'I~'ITI'IHlJU'Gl~ (Utilities Payment) l,u'Wu1m~~TI'W'I~1~
'"

u1m~1,xl,l,ri~~~'fl'l~'I~'l11~::;A1~'ITI'I~'I&u'Gl~[;]'I'I11~l,l,ri A'IU~::;th fhl~Yi'l A'Ib'Yl~~'Y1vl

I,U'W~'Wb(.9)tJ~n~1~1:W'l~m~'fln'l1'1~::;fh~'ITI'I~'I&u'Gl~lYl'l'l11~~fl'ltJ'Yl'l'l 1,..n'Wu1m~1J'd~fl'd'l

b~'W'l1'I ~::;eJ'I'WI,f1'1,rI,(91'flfTI'W'If1'1~..rnur1J~ I,U'W~'W
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5.1 n1~~l1J~::;n'Wl(?1I'Jfi'Wlm~ (Bank Guarantee) lu'WnI'Jn1~~fi'W1A1nu'W

~ ~l1J~::;n'Wfl n f11H19l'EllJflflfl~'W l~'Ellu'W~~n1J~::;n'Wn1 ~~l~::;~d6JJ'El-.:Jfl n Al l(?1I'Jfi'Wlfll~9::;~lJ
~ ~ q ~

"
n1~~l~::;~Urh~'WAl lU'WiX'W

+
Go" .c:!l Q/ IV ..c:..

5.2 n1~'Ell'Jfl~~'El~lJ~'El-.:JlWJb-.:J'W(Avail/Acceptance)

fi'Wl flln -nl11J lU'W~ ~l1J~::;n'Wn1~r.ill'J ~'WlYll~ ~'J ~'W~fl n Al dj'W~'El'Eln
'lJ 'lJ 'lJ

+ ,
Q./ ..c:.. .::::,j Q/ Q/

lYl'Jl-.:J'W'Vlfi'Wlfll ~m'Ell'J fl

,
= dJ

6. 1J:JW):JfJU I
6.1 lJ1n1n1J~I'J'W~~ (?1~~l n 1911-.:J~l6JJl6JJ'El-.:Jfi'Wlfll~ lU'WlJ1n1~~1 t1fl n Al

, 'lJ 'lJ

6.2 lJ1n1~~'El-6JJ1I'Jm.hI'Jfl-.:J'Vl'Wn'El-.:J'Vl'Wltl(?1(Mutual Funds) ~-.:Jfi'WlfllnU'W, ,

t;l'J lb'Vl'W~'I1lJ~'W'Wn1 J'6JJltJbbfl::;flJ~'El ~'WWI..htJfl-.:J'Vl'W i1991J'W~ n'Elfl'Vl'Wbtl(?1~'EltJflll'J 1iXn1~lJ1~1~
q q q q G.J

b1lC?1'Vlf'V'ltJ1J'J~fl'J-.:J

6.3 lJ1n1~1JlYlnfl~~lYlfi'WlmmNl'Vl'V'l (Credit Card) bij'WlJ1n1~1JlYlnfl~~lYl,
, " "

Vlrell'W'J1'Jfl'Jl~ ~ ::;C?1'Jn bbri~~l:nn1J lYl~1'Wn1~tJl1J lYl~ul1J1-if6ll'El~'W~h~1'EllJ1n1 ~ llfl ::;1.jfr.ill'J\'J1~

~m~'W~l n ~ m'W~ ~'l'l 1i19~1J'Wfi'W'l fl'l~lJl'El'Eln1J lYlnfl~~ lYl~fl'lI'J 1J~::;bfl'Vl ~-.:J1JlYl~bfl~~lYlflll'J1'W

1J~::;b'VlPl1JlYlJ'VISA 1JlYlJ'Master Card bbfl:::1JlYlJ'Affinity Card ~fi'W'lfl'lJ''El'Eln:h~nulJ1~'Vl~1'El

6.4 lJ1n1J' Bualuang Debit btl'WlJ1n1J'~rel'l'W'JtJfl'J'l~~::;C?1'Jn1~nUflnAl
'lJ

lC?1I'Jl~iX'El'l'V'ln'V'l'lb~'W~C?1b~'El~'lJ'::;~'l~'W~hbbfl:::lJ1n1J' b~mfln fhtJ'l1JlYlJ'1J'J~fl'J'l A TM bbfl::;1JlYl~
"

1J'J~fl'J'l Permier l1J~C?1~bfli'El'l EDC (Electronic Data Capture) ru ~C?16JJ1I'Jfi'WlmJ'n9::;1XnL~'W

~'l n1J 'kJ; l'El'Wb-n'l1J 'kJ;'lJ'El'l¥'l'WA'l~11JHu1n1J' lC?1tJ<e1lYll 'W~
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i11UPhDll"j1..li':::TV)V'1b~'rl("1'Jld-J~:::Ci)'Jm''JCi)b~'Jbb'~:::'ClCi)~W?1'rlUn1~U5u~"jlU1un1niJCi)/ bbnl:lJ
, ,

1> c:. I.:::!I ~ I ~ (J c::::lO i.I

bb'Cl:::l?l~'J9~'rlULlC Ci)'JtJn1~l?lCi)l?l'rl~'rl~1~'lJ'rld-J'Clr.J1U~:::UU("1'rld-J'V'I'Jbl?lm91n'VI'YI1n1~'lJ'rl"j'Cln ("11~ ~

d-J1i("jfjU 1 W)~ lCi)tJ1JJ~'rl"j b~k\'}'ll"jd-Jl~ Ci)Dl'rlJl'JtJl?lUb'rl"j

6.6 U1n1mU:::LLU'Jn1~~m~11?l'rl1?l1'lU~:::L'VlV'1(Education Advisory Service)

LlJUU1n 1~~1,x~1'v1¥U~~ ~'rl'l n1~lu~ m~n I?l'rl(?\l'lU~~L'VlV'1fiUl ~1~9~ l,x Al LLU~Ul LL'Cl~"1l'JtJL'v1~'rl~

~Ci)I?l'rllUJllUl?ll'l 1i'l~bl1u~~m~n ~Ci)'v11~~n 1,xu1n1n~mnun1n~U'Vll'l l?l'Cl'rlCi)9U

~ lU'J tJ~'J1d-J~~Ci)'Jn1Un1 ~~Ci)'6'l'lL~UL~'rlLiJwl1 H'r.iltJl U'lJru~nl ~'l ~m~l

6.7 u1n1~n1n~U'Vll'l (Travel Service) biJuu1n1~~fiUlm~~lU'JtJ~'Jld-J

~:::Ci)'Jn ~ 1'v1¥u~~ ~'rl'l n1n~U'Vll'l hJ~111ltJ1 UU~~L'VlV'1LL'Cl~l?ll'lU~~L'VlV'1fiUl ~1~9~1 ,xAl LLU~Ul~
, +

.:::::l <V ==:1 .:::::.. I I 0 =:l lV 0 , cv 0 IV ~

LntJ'Jnu'V'Ifi n1 nCi)U'Vl1'lm'l 1L']jU n1~~l~'rl'l'VlU'l LL'Cl~91'v1UltJm~1'v1~U'V'l1'v1U~LCi)U'Vll'l

n1~~l~'rl'l~~n ~'Jd-Ji'l'lJltJL~U~Ci)l?ll'lU~:::;L'VlV'1n1~~Ci)VilWW'l~'rlL~U'Vll'l Vl1'1"1il l?l'Cl'rlCi)9Un1~

Vi1n ~d-Jfi~~j.Ju~:::;nwltJ L~'rl n1n~U'Vll'l LL'Cl~n 1~~Ci)L~U'Vll'll,x nu ~ L~U'Vll'l
'lJ

6.8 u1n1~1,xL"1l1~i!JJltJ (Safe Deposit Locker) LiJUn1~~lU'JtJu1n1~JllU
'lJ

¥m11 ~'Jld-JU'Cl'rlCi)ntJLLri'Vl¥'V'ItJ~U~l'l1'lJ'rl'l~nAlfiUl m~ lCi)tJfiUl ~l~lJlViln1~~Ci)~'l~~UU

~-w~ntJyhlu~ ~tJ1~~'rltJu1n1~md-J~1'lJl'lJ'rl'l fiUl ~1~~

6.9 Lon~'lJ'rl'l'lJrJt1J(Gift Cheque) Li1~Lon~~fiUl~1~u1n1~1,xnu1.J~~m*'J1uL~'rl

HLiJU'lJ'rl'l'lJrJt1JlUb'rln1~~ LiJUd-J'l~~'v11'rlL'VlMn1~(?\l'l 1~¥U~'ld-J1~r1ul1uL'ii1u'1J~lJl'VJnfiu'l ~1~

'v11'rlul1u;u L~U~Ci)~~1'lJl'lJ'rl'lfiUl ~1~lJl'Vln ~'l'lJl bCi)tJhj~'l LiJU~'rl'liJ L~U~l n~ufiul ~1~
q

6.10 Lon~L~'rln1n~'W'Vll'l (Traveller's Cheque) fiUl~l~rULiJUrfl'JLL'VlU

~ 1'v11l1tJLon~ L~U'Vll'l'lJ'rl'lfiUl Al~ LL'Cl~~bl1UUn1~L~Ul?ll'lU~~L'VlV'1'v1~ltJ~n~
q

6.11 LL~']jL~tJf'rl'rlLCi)'rlf(Cashier's Order) LiJUn1~~lU'JtJ~'Jld-J~~Ci)'JnLLri

~ n All unnw~u~~~'l f19~HfL~U'rltJl UVl'rl'l~UL~tJ'Jnu LL~~hJ~'rl'ln'W'lJUL~U~ Ci)lU91tJLLri nu
'lJ 'lJ

bCi)tJfiUl ~ 1~9 :::;'rl'rln LiJULon~'lJ'rl'lfiUl ~1~l,x LiJun1~i'lr.iltJ~fiU'l Aln'rl'l

6.12 ~'rl-'lJ'ltJ~UfiUl?l~ (Securities Trading) LiJuu1n1~~fiU'l~'l~~,ru~'4U
, ~

UttJUltJ¥~U'l~ LYl'rln1 ~~ W-JU'll?l~1 Ci)L~U'VlUlUU~~L'VlM fiU'l Al~1~~lU'JtJu1n1~¥uO]'rl-'lJ'ltJ
~ q

~
~UfiU l?l~ tCi)tJ~Ci)rfl'll?l~'l Ci)n~'l'l~'l'v1ll'ltJ~UfiU l?l~r~U'l~ LL~~~UfiU l?l~r~~~'l'v1n9 ~U~~']j'l']jU LL~~

~ ~ 'lJ

¥U~'rl AU1Unnl1~ri'rl~ufiU l?l~~'rl'lH' L~Uri'rlU~~U nl'v1UCi)
'lJ
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6.13 l?1n~~(9h'lU~~b'VWI (Damand Draft) dj'W(9)n~l~r?il'lU~~b'VJI"\~'El'Eln ll?1tJ

fi'Wl Al ~~i'lr.iltJi'll~fi'Wl Al~U~ltJ'VJ1'lr.iltJ b~'Wl~~fur.J~u~~ltJ"1l-W~i1~'El'EltJl 'W(9)~l~l~r1n~ ~
'lJ 'lJ 'lJ

6.14 u1n1~.Jim-J~'VJ1'l~1'WbA~~(9) (Credit Information) l1Xu1n1~.Ji'El:W~bnmnu
'lJ 'lJ

n1~~1 b~'Wfi~n9 ~1'W~'VJ1'l bA~~(9)bb~~n1Jb~'W"lJ'El'l~n fl1 .Ji'El:W~(P)'lmh'd 1~bbfl ntJ'll'W~l'W:::"lJ'El'l
q d.S qJ cu d.9

"
~ bA'Wfl11~ nUfi'Wl Al~Yl'll 'WU~::;b'VJI"\bb~::;r?il'lU~::;b'VJl"\ ~b11'W'Yl(9)bb~::;~ti'dtJ'll'Wn"1ln1~ ¥U~'El'l
'lJ 'lJ

IV 0 .r:::::I q 6" cv G""

6.15 ~U"1l1~::;Jll~'VJ::;bUtJ'W~bltJ'W(9) bb~::;9mtJ1tJtJ'W(9)~ (Vehicle Tax Payment)

dj 'Wu1n1 ~~ 1'd:Wflu m:w n1 ~"lJ'W~'l'VJ1'lUn fU~l~::;Jllfl.~bltJ'Wl9l bb~::;9'mtJ1'WtJ'W19l1 'Wb"lJ(9)

m'l b'VJ~'1 ~l'Wfi'Wl f11~ ll?1tJ¥udj'W~~lb~'Wn1~~l?1r?i'El b~tJJllfl.bb'VJ'W~ n Al bl.fl"lJ'El'l~blnun~:Wn1~
, 'lJ 'lJ
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