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nlsfinl:JlFl~lul0ulLJlduoouwussnvaala8uF1llnoosDunss l>on5ati3so1nu* 
'I 

0 

ca., I 

1JV1fl~!J'f) 
I 

n1~~ b(P) d1~tf (P)fJ1~ buu11J1~csn'f)'l bb~'Wfidn~ (?1~1 ~~u~1 LnMl?ld~uvf1tT9~VIrr ~ b~u'l1 Vf~~rr l?lblu~~~'l rfd~'f) 
q q 

• 

~nM1 (P)fJ1d-J buu1tJ1~csn'f)'ll91~1 ~ bnMl?ld~uV11tfrcr'1Vfrr ~ b~u'l1VI~ bb~~n1drcr ~v11 u~ufidn~ (?1~1 ~ bnMl9ld~uV11tf 9'1Vfrr ~ 
q 

9/ 9/ I I 

fl1d~flM1ilbU'Wfl1d~flM1fl1db6Ji1~'WVl200 l911J1'l'd1 ~'l'f)~1'WlcP1J'lfl1d b~b~ d-J1fLfll?lb'W'W1d-JU1,;Vl U1t9l'W 
qJ 

I 

2 ~1rl~ ~1<SJJ1b~t.J~1Vf~1'WbcP11'f)b~'WVl~~~OO-J'W1 U1'Wb~<SJJVl46 bl'W'WrgM!J1fi~ l?l.U1t9l'W 'f), b~'f)~ ~-L~t.l'lbVf~ fl1~bflU 
I I I 

~ 'f)d-J ~ b~'l f1bWJl1~ m~ t.J 1 in1 d~d-JJl1MrW~U1'f)'l rf nd ~bl1tJ'WCSJ1d-JCSJ1'WbflMl?l dflddd-J tJ'l~}Wbb~ ~b~ 1VIU 1VlVl~~'d'W~'l~ 
qJ q qJ qJ q 

fu ~ ~6Jl'f)U lcP1J'lfl1dl91~1 ~ bfl~l911~'WV11tf ~1'W'l'W 4 cP1'W bb~~~1nn1dL~1i'l~n1dlJ1~csn~1u lcP11'lfl11l?l~1 ~~u~1 bflMl911 
q 

I 

~uVl1unu~n1uu6JJ~~ubncrtl9ldndd~tr'l~u ~'lun1dbnu~'f)~~b~'lm~1ru1iLbuu~'f)lJrt1~n11~11'd~~~~n11~ 
9.; 19/ I 

~~tf)~cw~1 bn'M~1~uVl1u ~1cwfJu 1s3 f1u Y1~tf)~cw~1 bfl'Ml911~'WV11u1ubon1rrub~1f b~'elu1~1~ bf1d1~iX f1'd1~ bucw1u1~ 
qJ 

9.; 9.; 

dj'f)'l~'W<SJJ'f)'lfi1n~ V11'1~1'Wfl11l91~1~ n1d1~u1'n11 n1d4'~~'f) n119~n11 bb~~n1d~'W t~u1i1~t.J~b'l~11'Wn1d~n~1 
q 

9.; 
~ Q/ I ..:::!1 ..::S Q/ 

bb~'Wfidfl~ l?l'l bbl?l b~'f)'Wb~'M1t.J'W bl'l fl'Wt.l1t.J'W 2549 
q 

9.; 

n1d~ bf111 ~,x cP1'd1~ d:Ju1u1~ bU'f)~ ~cw6JJ'f)'ln1n~~u~1 iJu~4'u ~1cwut"J n bucw~t"Ju1 Vfru1dJ~1~~bucw~1cwcP1'd1~ 
q ~ 

I 9/ I 

~'fl'l n1 d6JJ'fl'l~n ~1Yiiltr ~ d1n11b~1ru b~U t~~cwVl ntl ~1'W~rt1U'Wbb~ ~'f) ~~1Vfn dd~ bflt.J'd~'el'l~'l'W 1 ~ f1'l1~6Jit"Jt.J b Vf~'el 
qJ ~ q q 

9.; 

~t!u ~ucw 1~ ~ 1~ ~btl cwn1 cP1 f~Vf1'el b'fl ncsnu 'W'f) n ~ 1 nilutY'l~U~ 1 tJ'l1~ il ri bb 6Ji'li'WV11'1 ~ 1'11 cw~ ~1 ~ b~t.J n'l bb~ ~ ~il 
q ~ qJ 

r.ol bb6Ji'licwVl1'1~ 'f) d-J bbl?i n1~ ~n1 dbb ,J'liuncw'f) tJ 1'1~~'1~'1 ~ ~ bucw1 u~n~ru~ cP1'd1~~'l~~'f) bb~ ~ LcP11'f),J1t.JVl1'ln11~ 1 
qJ 

bfl~l9ld~'WV11u ut"Jnnuu lt.JU1t.J6JJ'el'l~~u1~ n11iJ Lf11'fl6JJ 1r1 LnMl911fld~ ~~ l?l bb~ ~~u1tn f1l9l~'fl ~~cwn1~~¥1'1 cP1'd1~ 
~ qJ qJ 

I 

l911~VIiln bb~~cP1'l1~ b~~ bb;j'l6JJ'fl'll9111 ~~ ~1lruevf~~djuu~4'u b~1~i!l6Jit"Ju !St.~n cP1'd1~~cw1~~1n~n ~11~'fl~1~ ~ 
qJ 

I 

bb~cwn1 d~1 d:lcw'l1'W~'l ~ ~1'1u1'n1 d~~u drubbUU 1 ~~ n ~1 bU1Vf~1 t.J 1 i ~'W~'1Vl'Wri'fl'W~1'1U'f)t.J Lil'f)'l~1 n 1 ~~fi 
q qJ qJ q 

I 9.; 9.; 9.; 

n11b6Ji1V1~cwbb~~'f)1 f111d~u~~u ~t"Jun11~ ~~'f)~u~1 ~n119 ~n1d9 ~~t1'f)U1'1 buu1~uu 
I 

lf1J'lfl11ilfl1JU1VI1d~ ~n11 l~tJiJV!U'lt.J'l1Ul?i1'1 1 bU'W~tl'fl~'W l~t.JVl~16JJ'fl'l bbVf~'l b~'WVJ'W1~~1n b~'W~ 
9.; I 

~'elndJtJ~1~1fl~rt1U'W~OO-J'W1'f1'lrfnd6Jl~~cw (~'fl6J1.) bL~~'llJfl1d~1bU'W'l1'Wbid~1JUfl1d~'l~'W iJ Pay back period 
I I 

'elUYl1 tJ 2 b~'el'W 20 rru u~~cP11 ~n11ru~1iJ cP1'l1~ cP1~'el'l t9lt"J6JJ'f1'lfld~bb~ b~'W~ ~~'1 ~'l~1nn11~ bcP111~VI1 'Wb~'l cP1ru111~ 
qJ qJ q 

bb~~m~1ru~u~1 lr1J'lfl1dilf1'l1~ buul1J1~ bb~~~f1'l1l1 ~~r.ol11un11~'1Vl'W -~ 
. q q 

~ I 

* uY1~'J1~il~~u~'J1~~1n~1tJ~1un1~~u~~1~~~~(1t1-:~ " bb~un~n~~~1~bn~~~~uY11-u 4'~VIrr~b~tJ-:~1VI~" Vl~n~~1mruru1u1V111.n1n~~V111Jruet1~ 
q q • 'lJ Ql Ql • ~· q ·-

~1sn11~1n1~bU'W~U~~n'fltJn1~ ~VI11YltJ1~urJ1ffi~bYlt1fu 
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I 

bbe.JUfitn~ t9l~~~~U~1bflMI?lt~U'Vl1tJ LflMt91t~U'Vl1tJ ~U~1bflMI?lt~UV11tf LflMt91tU~~U L;itJ~LVf~ 
q 

• 
0 

'UV1U1 
I I I I 

U~~UUflt~bb~fllt~Ul?l'l ~'fl~fl1tb~b~~6]1Jl1~ bb~~~~ bb'l ~~'fl~rl~~~ dJUVlcWtJ:hJ l~tJ b'U~1~fl1J'lJ11~VfUn~~ 
q q 

I I ~ I 

fl1tU~lJlr1~U~1bflMt91t~UV11M~m~1bW~U~lJlr11~b~~~uct'fltJ 1 ~~n~~filt'l~6]J'fl~LnM~t~UVl1tJ1cwtJ1~LVl~LVltJ 
I I ~ 

bUbLL9i~~U~:hJ~fi1Vlb~~~U'fl~1~tJI~Ub~ t~t.JU ~.~. 2549 ~:hJ~filt~t.JUt~:hJ1bWfl~1800 ~1UtJ1Vl (~~Li:JU1'iltJ~~ 
qJ qJ 

I I ~ 

27 6]J'fl~I?1~1~~U~1'fli'Vf1tb~'fl~6]1Jl1~) bb~~1utJ 2006 ~bbU'dlcW~Vl~~b~Ull?l~U~fl~'fltJ~~ 12 l~tJU1~:W1ru LL~~ 
q 

• ~ 

Pll~~~f91~1~~~tf9l~u~n~'flt.J~~ 15-20 1utl~!l 11u (Gisis, 2006) 
~ 

b U6]J bW~b~tJ'l rlUVI~1t.JVI1l'lt.J~'lU1~ ~r1'l1~~U 1 ~ bb~ ~~~ b~l~n1tU~n~csn e! n~uVl1tJ~~1l1 Plf~ bb~~1l1f0l Lt:ln6JIU 
qJ d.9 

~ ~ I ~ 
<V ..::::1 2.1 2.1 <V ~ ..::::1 ,- ~ ~ .::!I I <V ~ 2.1 ~ ~ I ~ CO CV 

t'l~Vl~:hJ t1Ur111?1~1~U~ bflMf9lt!lUVlttJ bfl ~6]1\Jbt'flt.J 1 bbl?lflt~UUUI~fl~fl1tf9l!l~ b~flfl~flltbb~tJ1~fl~fl11fltJ~~1:1-J11tl 
I 

~~ Lilun~n1t 1~'fl~ ~~~~nnlt~nMin~~~ ~, Vl~n'ltL~nn~n1t6]J'f1"~'u~' LnMI?lt~u'Vl1tr ~u~~~i1~~ut:ltJvt~1tJtlt~n't 
qJ q qJ 

I I 

~'ltJrlU 1~ bbrl ~U~1Vi1i flJ'~tJ'lUfl11e.J ~ ~Vl1'lfiJ'J':hJ6J11 ~Vl~'fltJ1 U1l1 (P) bVIU'e:l bb~~1 utlJ'~bVl P\1 VltJtJ'lijm:wlruUreltJ 
qJ 

I ~ 

1~ b~t.J'l~!l ~'fl Pl'l1~ ~ 'fl'l n1 J'6]J!l'l ~iJ ltn r1 ~u~1ij1~ ~!l L U'fl'l bb~ ~1~~ Pl'li~'Vf~1nVI~1tJ J''l:hJ~'l rlnJll1,~~13J1~ 
qJ q 

I 

~1f9lt~1U J'1Pl1Vl~IVIU1t.Jfi'flcw;J'l\l~'lbU~1tJf9116]J'fl\l~tJltflr1 t'l~n~fl1J'6]JU~'l~1flbflMt911fl1~¥1U~1ri'frW4J1~~~tJ1fl 
d.9 . qJ qJ qJ 

I I ~ I I 

bU'fl~~lfl bflMI?ltflt'fl~bfl~ b~~tb1t.JU~1cwn1t6]JU~\l tJ'lflrltJVJ!?l~6]J'fl~~~U!ltlbUvl1 b~Vlb~~ vl'l b~Vl~niJt1r11LL~~ iJVlU 
qJ qJ q 

I 

ut~n!lun11tJ'flt.J n11u 1~csn1 ~ a.J~cwfib~!l1 ,X Ln ~ fl'lJ'f91J'~Vft!n 1 ui1ruVII6]J'fl~ ~u ltn f1tJ'l1~~~'fl J'~uu1Jru~6~ 12J Ltlu 
. ~ qJ ~ 

J'~UiJ bb~~b~b~~~~J'~1U t9l~'fl~~UPl'l1~~~:hJIJ'b11UniJ'Ul'Vf1J'{~n'lJ'~U'fltJ (~~~'lU 1Jb)J1~'Vf'llf bb~~r1ru~, 2543) 
I 

~tliUU~~~UbflMt91 J'tJ\l ~U (I SAC) b~vllfl I J'~'l b~l~ bflMI?l J'flt 11A~U~'l eJ ~ ~ ~'W~I bflM~t~uvf~u PlJ'tlU Pl~:hJ 
q q 

2/ I I 

Vf~1tJ~UVl1 U~\JVI1 ~ b~t.J~ 1 VI~ bb~~~~~U t91~'fl ~~uiJn1tb~'fl~ bt.J~ br11'fl~1tJJl1tJ1~ bflMC911fltJ':hJVl1~ b~'flfl1l1~LVIUtl 
qJ 

I 

J''l~n\l bPl1'fl~1tJ bflMI?lJ'Vll~ b~'fln 1uvt~'ltJJliJ1ll r16]J'fl~Ut~b'Vl ~1VltJ ~~~~ bcWU\liU:W1fl~113 U bL~~U,,lJULnM~J'flJ' 
qJ q 

1cwLPl1'fl,J'ltJ~~n~1'd1~~~VIU1t.J~U~11uttlbblJUt91~1~U~rrub~1fbb~~1u~n:hJ1 rf~'l 13 tJ Jl1tJ1~n11~UtJ~UU'lJ'fl~ 
qJ q q 

I ~ 

~tliU'W6_Q:hJ~ULfl~~J'tJ'l~U (ISAC) 'W'flfl~'lflU tT~iJn11~1'VIU1tJ~U~11U~UbbUUC91~1~U~~f:lJ~J'C911l-JLLVf~~G_Q:hJCSJIU 
I 

'Vf~U1U~~~J'J' lJ'~l1uu ~b11U'Wfll1~nMibb~~'VIU'ltJ~1ul?i1'l 1 ~'l~1Lilunl11u1~~'ltJ~,u~'lU~'1uu ijn~:w~ultnr1 
' I I ~ I 2/ 2.1 

Y1 dju~n ~1tlt~~~ bb~~b1:hJ1JtJ'lt.Jnri:hl ~ultn r1:W'ln~u bbl?iVl~l e.J~ e.J~ 1?111'fl~ bflMf9ltnt 1uLr11'fl~1tJ ~:wil:w1n~'WLL~~u1~~f~ 
qJ q qJ 

I ~ 

eJ ~ 1~vr1'fl~csn1if911 :w ~ ~ n 1 ~ ~a.JiJ ~ ~ ~ ~ f9l'fl'fl n:w1 :w 1 n~uu1~ Pl f~ 1~ ~1:w1 ttl~'lVIU1tJ~'W~1 1~vTu 
~ ~ I 

~~UUfl1J'~~~'lC9l~I~~U~Ibfl~t91J'~UVl1tJ1UJ'~~tJ~\l'Vft)~ b~'eldJU~~~~VIU1ti~U~1LflMC911~tJVl16LLUU 
q 

~~tl~'l t91J''l bb~~tJ~n f9l~'fl~~UdJU~~J''liJJ''l~;J!l:hJ~~~'l~IJ'Vl'l'l~1Un1J'~~t91bb~~f91~1~bflMt91J'~UV11tJ~~ijrliJ1:W~1LiJU 
q qJ 

I 

'eltJ,"tj"~1'Vffu Ln~t911flJ'bn~f91J'~cwVl1u1ut1~~uu 
q 

I I I I I 

L~'fl~UU~UUbflM~1fl1bflMt911~UVl1tJVlvl1'fltl bb~'l1 ~~'l:hJ1J'b1vl1l?i'fl bU'fl~ bb~~L~'fl1~LflM~tfl1Vl~'W 1~vl1 LnMt911 
q qJ 

I I ~ 2/ 

~u'Vl1~~r1'l1:WdJcw1~Vll'lfl111?1~1~ bb~~tlfubiJ~uu~ll'11bfl~l?lt~uV11~:w1n~u ~n~\JL~Lr11'fl,J1u~csn1l1, Lr11'fl,J1u 
q 

I 

6Jlcwb~11~iJt 'fln1~~~VIu1u~u~1Vl'l"J~111ll~ ~u~1 L~~rr ~un11:w LYJ'fl 1 ~~ultn Plt oir1n"J~u~1 ~~n~'l'lL~'flri1~ Lilufi11:w 
q qJ 

• . ., 
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on A auuWifll::J WC}l::Jfllflu 2ss4 

I 

ll~~U\J~U ~~nM1~\Jl~Url\Jr1'JI~~~r)ru1un1~~nMir1':ll~dJULtJL~~!1\Jlle.JUfi~n~t91~1~~U~IbnMt91~~UVf~tf~\J~~~ 
qJ cv q 

~ 

l~tJ'I1 vr~~u 
I I 

~ .QI .QI .QI ~ 

LL U 'l fl ~ LL ~~VI q H l) V1 L n tl 'lGlJ 'el ~ 

1 . m '5"~ LA 'i1::: ,t A 'l1ll L tlu 'lt.J'L~L if 'fl.:~ ~u"ll 'fl.:J 1l'5"n~ 1 u m 14' ~vi 1 bbe.J u~1fi 9 fl f-:J db-i!Vl ~11l)b u m 1'J bfl11 ~~ • 

~ 

r1r:11~ LU u1tJ1~ d:Jt1'1 rJfucsn'fl'!n~n~'fl t1 4 ~ 1'W~'JfHl'W~'fl n 1 ~fj br1~1 ~lf'fl t9l ~1vrn ~~~ (~'Wt91'W1 u ruu'!n 1 ~, 254 7) 
q qJ q q cv 

nl~tJ~~biJu~ntJJl1~n1~u,j\JenUL~tJ Diamond Model (~~~,r n~tJ~1'1rl'Vl'fl'l, 2548) n1~rJbr1~1~tf~Jl1~bb'1~~'fl~ 
q q 

(SWOT) (m'J~~ru b~1ft9lu bb~~r1ru~, 2546) u~~i1~~tJ~I~blJ~!l\Jr1'J1~~1b~~~!l'l~t91~1~n~~~ (~~~11 ~~tJ~1\JrfV1!1'1, 

2548) 

2. V1'1~DV11~~1un1~~~1" lun1~~Lfl~1~~~1un1~~~1~ bb~u~~n~t91~1~~u~1bnMt9l~~uvt1tT~~ 
I 

1~bbtJ'1~~~!1\Jt91~1~~\JbU1Vf~1tJ (Farrell & Lucas, 2002 ~1\J~'I1u 'W~'J~~ru Ji~'J~~ru, 2548) n~tJVlfln1~~~1\J 
q qJ q q 

Lr11raon1t.Jt91~1~~u~1Ln~t9l~~uVl~tf n1~~~n1~~n~1~~~ufi bb~~~'JutJ~~~~Vl1\Jn1~t91~1~ 
qJ 

2.1 n1~~~,"~~LU1\JI3J1tt 
q 

n11bbU'I~'1'Wt91~1 ~~1n t9l ~1 ~csnu1 ~ 1 vrqjra'fl n LU'Wl91~1 ~ b~ n 1 ,~v111 tXutM'Vl~'fl'l b ~u L'fl n1~ 1 u 
I 

n 1 ~~ 1 b ilun~n~Vl~\J 1~ 1 tX btl~ n1 ~~\JVlUVf~1 tJ (91 ~1 ~ bb~~ 11J tM'V11~ i Ln bWBYlb un1J'bbU'l ~'1Ul91 ~ 1 ~ bUU'f1 tJ 1\J ~ bb~'J 
q '1.1 q 

rl(911~ ur?iutMVlrltJ\J~1bUU~~~'fl'lVl1n1J'UJ'~biJutran1~ bb~~ratJ~J'~r~ (O-T) L~t.J~1U'l~\J ~~bb~\J ~~'e)'flu (S-W) 
q q q 

~ I I I 

csn !1'~ u 1cJV11 cw blt9i ~ ~ ~'J cw ~ 'fl'~ (91 ~ 1 ~ ~ n r1 f'~ vru\J b ~ !1 £91 ~ ~ u 1 ~ ~1 ~ ~ L~ 'f) n (91 ~ 1 ~ 1~ buul91 ~ 1 ~ bu 1 vr ~ 1 u bb~ ~~ ~ L~ !1 n n (91 ~ 1 ~ 
I I ~ 

bU'f1'1~1nu1M'V11lJ~1~1~tl l91!1U~CW'f1\J r1r:11~ ~!1\Jn1~csn'fl'l~n ~1Vln l91~1 ~ 1~ b~~Vi ~n~'l L'fln1~ bb~~~u1 ~csn'fl'l ur?i ~~ 
'1.1 q 

~ I ~ I 

~'1tJl91~1~n1~ bvi1ncw ~'lucwutM'V19\J~1 bUCW~'fl'l b~'fln b~tJ'IU1\J~'JU(91~1~Yl b~U~1~ bb~~bvr~1~~~ bvl1UtJb~'fl bUCW 
I I 

l91~1~ bU1Vf~1tJ bb~~b~'frvi~ bV1VlfCWt.J1nJ'~¥1'lr1'11~~!1 1~ bLri~n~111X~V1~~ bVfU'f1ri bbon'liu (Farrell & Lucas, 2002 
q '1.1 q qJ 

~1\J~'l1u u~'J~~ru ti~'J~~ru, 2548) 
'1.1 q 

<f ~ 4 I ~ ~ ~ .QI<f 

2.2 n~tiVlfin1~~~1~Lfl~'el51J1tl~~1r;l~Ufl1LnH~~'elUVl~tl 
q 

~ I 

~~~n~ u1u1un~ (2543) 1tXr~'11~vr~1t.J~'f1'~ "n1~~~1'1Lr11!1GJ11~1\Jn1n~" ;'~~'fl~rl~'fl'lnu 
q qq.J ' q 

~~l91J'1 ~csn~'IU (2544) ~1 ~'fl ~fin1J'~'1~;J'f1J'~Vf~1'l~J'fl~Vf~1tl 1 bbvl\J 1ulUbbUUr?i1\J 1 (9l~'f1~~u~fin1J'~~1'l 
I ~ I 

rl'J'l~~~~ufi bb~~n1~vl1fiJ'fl~~'1~rltJ 1uJ'tJ b1,1J1J~1\J 1 b~'f1 1~nJ'n~ 1uLr~1!1on1tJUU ~1~1J'tlvl1'11UYl bb~~~r1Uvl1 
q qJ q 

' I 

l?l'l~~1cvr'l1~1~t~uiil~1n~Lr~1'fl~1tlvl'ln~nJ'~~r?i1'111'1~nu L~~'flubucw~1n~csnu'l~1vrqj b~~~~~1Lilun1~i'J~nu 
I I 

b~!ltJ~~ Lt16JIU1'J~ncw 9\Jij r1'11~~1~1J'tllb~~tJJ'~~VlfiJli~~\Jn~1 l9l~!l ~~cwij r1'11~ fl~'fl\J l9l'J~\Jn~1 bb~~rl'J1~ ~ ~1~~ 
qJ qJ 

I 

~n~1Vin1n~ Lbr?i~ ~Lbvi\J~~v11 l911~~1~'~ nJ'n~ Lr~1'fl,j1tJ~~v111 ~n1n~csnu1 ~n~1'~ LL~~csnu1 ~tl'fl~~1~1 ~tl'fltiJ''fl ~ bb~ ~ 
q q q '1.1 

bb,j\J~unun~n~J'~~u t~n 1~ 
q 

I 

n11~~1'~ Lr~1raGJJ 1t.JVl1\JnJ'n~tY,:nuu "LVl r~ tut~~" Vl1\Jn1 14" ~!1'~ rf n 1 L~'fl1 M~1vrn~csnu1 ~ L~n 
q 

I I 

vr~1t.1 1 LL vi 'I J''J~ £91'1 b~'fl1 ffi~tJ~~ LtJ6JIULvi1nu~~~vrn~~u1 ~ 1 vrblj 1 ucsnru~iiltr'l r1'1fn~1, ~ Lt?iu~ra\J~~n~csnui ~ L~n 1 ~ 
. ~ I 

'flU1\J 1~n l911~ n11~ ~!1'~ rfn1L6Jiuil~ ~~!1\J'flra n bblJU 1 ~Lvr~1~nu~Jl1~ 1 uVi'fl~Vl ~!1~Jl1~csnra\JJll r~'fl (91~1vrn1~~ ~1l'l~csn!l\J . q 

~ 
cv ~ cv 1 cv~ 

unn~n~Lb~~'J~Ufi~~~~'fl'ln~~ (~~~n~ U1'W1tJn~, 2543) 
q q q qcu • 

. 
• .. 

• 4 • 

• • 
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CV !VCV CV tf ~ cv ~ ~ 

2.3 n1~~GJ~n1~~nfl1~3J~Ufi (Customer relationship management) n~~Vlfin1J'J'nM1~nr11b~~ 
2.1 

1~f1~'f)~nun~n1J'L~U1tJ 1 tru 'f)1~tJVf~nn1J'u1'vr1~~n~1~~~ufi (Customer relationship management: CRM) 
I I 2.1 I 

~\1~~1~u1L~tJ'f)11ti~~L~tJ~bntJ'1nu CRM 1utJJ'~L~tJl9i1~ 1 ~~il (1) LbtJ'1~~~1tJn11r?l~11?1 (2) LLtJ'1~1?1LntJ'Jnu 

r1'11~1ln~ (3) LLU'J~~~1U CRM (4) n11u1 CRM 1utJ~u~ (5) n11~bb~~n~1 

2.4 r4'lutJ~~ft3JVI1~n1~61fi1~ Marketing mix viil£1 4 P's ~'1UUJ'~~~Vl1~n1J'l91~11?1 Marketing mix 
I I I 

vr1'f) 7 P's Vf~'ltJ~~ ~'1 LLU1Vl1~n11r?l~11?1Ylr1'11Jrl~1~~~u1cJV11~i'd~ncwb~'f)~U'f)~r1'11~~~~'f) 1~ bbrin~~ bU1Vf~1tJ 
q q 

t11~n'f)1J ~'JtJ e.J~~u1ruevl 11 r11 csri'f)~Vl1~n11~ 1?1~1VIU1tl bb~~n1r~~ b~l~n1rcsn1u 
I 

3. VltrttDVI1~~1un1~u~n1~ Ltlcwn~n11~tJ~tJ1~ 1ucsntr Vf~'f) r1'11~Y1'1~'f) 1~V1~cw'f)'l r1'11~ ~'f)'ln1J'LLri~n ~1 
I 2.1 

i?l'J'flU1'1 b~U b1'1 bb1~ bJ''I ~t.IU b1'11l1~tJUl9lf ~~~ n111J1n11l~~1~1J'bl~'fl'l b~UVI~'fl bfl ~r1'J1~1~n b~ri'flUVl~~i:Jn11~'fl 
ClJ 

2.1 I I 2.1 2.1 I I 

~'IUU L~'fl~ 1?1 rl'J1~ b~tJ'!csn'fl'!mra m'f1 ~'fl'l~tJ1tJ1~'11'!nn bnruenbfltJ'JrlU rlrwt11~ bb~~u1~ tucsnt1csnra\luln11Vl b ~1~~ 1~fu 
ClJ ClJ d.) q 

I I I 2.1 I I I I 

b~'f)~t1'1 rl'11~ b~'fllTcw1un1J'~ra1cwbb~~'f)'l~bi1U~ i?l'Ju r1r1~ brl~'fl'l~'fl rr~ 1?1vt14flun1r~ 1?1l9i'fl~'fl~1J' ~ru~nMrubb~~ 
q q Ql 

I 2.1 I I I 2.1 

11 r11 ~\I LVI~1ubtlu~\1Vl ~csn1uu1'n11~~~'fl'~~~vr1 b~rel Lucwvr~ntJJ'~nu1 ~~~'f)~'l~1J'bli?ll?1~u1~ 1~ b~'J 
ClJ ClJ 

4. VI 'lHD LL ft~ LL u 'l f1" ~1u 1£1~ A' n ~LL ~ ~n1~rcr" n1~ 1 cw~1cw n 1 1~ 1?1 n 11 n11~ br1 11 ~lf;J'El ~ ~ 1 un 1 1r111?1 r1 ~ b u 
I 

ri11 ~~1 u 1 un1 J'U 1'vr1 1 ~ ~ Ltlcw;J'fl ~ ~ 1 cwn1 1~ 1?1Vl1'11J n 1 1~U~'J'IVIU1 L ~ 'fl 1 ~tJ 1~ 1ucsnu1 un 1 1t1 1~ b~UtJ ~ Lb~ ~1?11?1 ~u 1 ~ 
ClJ 

~'IVlU bb~~n1J'~brl11~i~1Un11~1?1n11~~~~~1ru1uJ'~b~cwl9i1'11 t11~n'flu~'dtJ(csnilcwVlf csnruvr~unfn,;, 2544) 
q q 

I 

4.1 rl1Vf'W1?1~U bl,uun11~1 bcWtJfiJ'fl~Yl bVf~1~~~ 
ClJ q 

I 

4.2 rl1VIU1?11U bbU1Jrel'lrfn1VlbVf~1~~~ 
ClJ 

0 i/ .oC:Io cv ~ 

4. 3 n 1 vru 1?1 bbtJ U'l1 Ul?11 u n 1 1u 1vr 1 J'Vl 1~ u 1 n 1~ u MtJ 
q 

4. 4 L Vl r1 U r1 ~ 'fl '~ n 11tJ n u~'~1 u 
I 

5. VltlHDLLft~LLU'lA~~1Un1~L~u rruiu t11~L~l~~~ (2546) 1~n~1'1~1 n11U1UblJ~~11~b~'f1n11~~n11 
I 

1cwfirn~ n~1'1 ~'f) '11Jn1J'b~U~'ln l?lr:1 b~csnViuuVint11~~~rrucsn'f)'ln~n1r bl?1tJtJ1 b'U~1~;rrel~~Vl1'1n1J'Uru~~~ ~1 Lilcwn11 
q ClJ Ql 

I I 

1~ bUU~'!Vl ~1uu1vr11n11~ 1?1n11~cw1~ bb~~~1~11biU1~114ilcwn11~ ~~u1~ratJ~~i:lvr~n Lnru6ffbL~~i:J LVIl91 e.J~ 
' q 

6. n1~~Lfl~1~~fl'l13JL UUL tJl~~l£l~LLe.J1Jfi~ntOJ n11~1 bcWUbbtJUfiJ'fl~ 1~ 1 ~~~rel'!i:JniJ'~IU\1~'1 bb~~ 
q q 

2.1 

n11~Lrl11~lfi1~~tJ~1cwl9i1'11 bl?1tJ ~~~tr ~~U11'1(P)Vl'fl'l (2548) 1Wlbrl11~i~1Ul9i1'1 1 ~'IU 

6.1 n11~ brl11~irl'J'l~ buu1tJ1~csn'fl'l bbtJUn11r?l~'ll?1 

6.2 n11~ brlJ''l~ir1'11~ Luu1tJ1~ bbe.Jcwn1r1~u1n'lJ' 

6.3 n11~ Lr11'l~ir1'd'l~ Luu1tJ1~ LLtJ'Wtl'l rfn~bL~~n11~1?1n11 

I I 
011:11 011:11 !V 

'l~~tl.l n~~:JJVI L n !.l'lcsnl£1~ 

1un1~~nmLr1~'fl,}1tJ~~~I?1Vl1'1L~t1n1U!l~rlLVIU'fl~'f1cwuu~u~1Lr1~relcsn1tJcsn'fl'!l91~11?1Vl1'1L~'f)n1~iln11~1?1'f)'lrfn1 
· I I 

~!lu;J1'1L;r~LL~\I tl?1u~csn~J'~~tJ~r?l~csnernL~'fl~csn1l1~Lb~~~~bL'11?1~rel~~'~VfrJ1?1~tJ~1vr~buubbncwu1 ~~~1:nntJr~nre1u~'JtJ 
ClJ q 7 

2.1 

n~~~tJ~l91 erntJ~'fl~~1m~'l'W'JU 1 0 nri~ i:Jn11~1?1 ~'WLL~~~ oo.JU1~1~1tl'l'W~U~':1 bnM~J'n11~Vl1'1 L~'fln 1U!l1 rl bVIU'fl~U 
q ClJ q ~ . 
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I i.f I I 

LVIl?l e-1~V1V111~~~1~ Lr1~'fl~1tJ Ln~~u LU'fl'l:h1191n ~YJ1:h1~1 LtluGJJ!l'ln~:hJ ~~~~V1 tX'fl'ln1d'b1tJu1tJd'~~un1d'n! 
q q 'll 'll 

I 

~ 1 u n 1 d ~ ~ (?1 bb ~ ~ n 1 d (?1 ~ 1 ~ ~'f) 'l n 1 d bb n u ru Vl'l u 9 ~ tJ n 1 d ~ ~ (?1 ~'f) 'l n 1 d bb ~ n b tJ ~ tJ u ~ ~ ~ ~ (?1 bb ~ ~ ~ 1 ~ ti 1 tJ ~ ~ ~ ~ (?1 
cv 

i/ I IV i/ ~ ~ 

f?l'fl'lfl1d'VI1 l?l ~1 ~d''J:hJ flU l?l'fl'lfl1d'f01'JiJ ~~ ~ bWJl1V'H!J~ e.J~ f?l bb~ ~d'1 f011 (CSJl~CSJl'JU 1.JblJd'~~'lM, 2537) 

1 U~'JUcsn'fl'l Lr11'fl~1t.J LflMf?ld'fld'd':hJV11'1 b~'flflJl1f01~~1U 1~d''J1Jd''J~iJVl L1t.J'Wf?l~1 ~Vl1'1 L~'flflJl1 f01~~1U ~iJ~1 

d'U LLUU f?l~1 ~Y11'1 L~!ln 1 u111 r1~~1uil'fltJ'fl U1'lcW'fltJ 4 d'thLuu ~'fl (?1~1 ~csnd.Jcsnu l?l ~1 ~ 1~Y11'l L91~1 ~csn1u l?ld''l ~ e.J~ L91-
'll 'll 'll q 'll 

I I 

~u1tnr1 bb~~¥!U~1b'Wbij'fl'l LL~~U~1Lfl~f?ld'fld'd'd.JtJ'l~UVl~1VIU1tJbUf?l~1~~'1fl~1'JU'JiJU'fltJd.J1fl (rl1d'11J ~1UY1'fl'l, 2543) 
'll 

I 

~~~fiJ fl1d'Vl1fid'n9 erntJ~'fl ~JltJ91 n~'ld'~~ bflM(?l d'VI~1t.Jd'1tJ 1d-J~1:h11d'b1V11cs.rl!!'!Vl1'lfl1d'L91~1 ~ b U!l'l:h1191fl 
q 

I I I 

~fl1d'U~'fld.JbbU~'I~U~1 vl11~Lfl~r1'J1d.J1d-JL~'fl~U~'fl~U~1 (~Jl~nMru n~tJU'JU LL~~r1ru~, 2542) ~'l~~flli1~'1fl~1'J 
• q 'll 

I 

1 ~ ~ ~ 'fl L ~ U 'fl bb U ~ Vl ~ 'fl ~ r1 ~ 'fl 'I rl 1J '11 U fj ~ tJ Y11 'l ~ 1 U L rP1 d' 1i ~ rP11 ~ (?1 f fl 1 d' f?l ~ 1 ~ L ~ ~ 1 LL U 'J L U d.J 1 U 'fl U 1 r1 f?l csn !l 'I L91 ~ 1 ~ 
d.9 

I i.f I 

LflM(?l d'fl d'd'~ tJ'l ~uuur1t"J d'9 ~~ ( 1) l?l ~ 1 ~Y11'l L~!l n~~!l l?l ~ 1 ~csnd.Jcsnu (2) n 1 d'~ C9clJU1 LU U(?l ~ 1 ~csnd.Jcsnuiil ~ d'U LLUU 
q q 'll 

I I 

!!U1~ LUUV11'lfl1d' (3) [91~1 ~Vl~d'~iJiJd.J'l ~d'~1Ur1'JiJ V»):hj r1bW1l1Yi~U~1'flU'l'll?itfl LU'fl'l ( 4) ~Jl1fl1d'(?l~1 ~~U~1 Lfl~(?ld' 
d.9 q q 

I I 

bb1J1JtJ'lUU (5) L91~1~fl~1'1csn1t.J~'l~U~1 bflM(?ld'bbiJ1JtJ'l~U (fl'W'J1 ~f?l~~'l'JU LL~~r1ru~, 2543) 

• 

~~~u~~~~~~1~n1~~nH1 
q 

I 

1 . b~'fl ~flli1 f01'J1d.J LtJu1tJ1~csn'fl'l (?1~1~ bfl~f?ld'~UY11tf~~VIrJ ~ b~t.J'lbVI~ 
I 

2. L ~!!~ ~vl1 bb~Ufid'n9 f?l~1 ~ Lfl~L91 d'~UY11tJ~'l~rJ ~ b~tJ'll VI~ 
q 

~fin1~P1n-et1 

1 . n1d'~ ~ LrliJd''JUd't"Jd.J~'fl:hJ~U~d.JJliJ 1~u L~'lf1nJJl1'v'H~~~t.J9 ~vl'lfl'ld'~~Jl'l~ru~il1'fl'l r1 n d'~b11lrucsn:h1csnu 
'll d.9 'll q 'll 'll q 

I I I 

Lfllif?ld'fld'd'd.JU'lUUbb~~L~'lVItJ1VlVB:J~t"JU1t"J~fu~~csn!lULr1d'\Jfl1d'~~~~LnMf?ld'~UVl1u ~1U'JU 4 r1ULL~~91flfl1d'L~11'J~ 
I 

n1d'ud'~csnd.J1 u tr1d''ln1d'~~1 ~n~1'l~ L~tJ'J ~tl1uucsn~csnuLnMf?ld'nd'd'd.JtJ\J~u LL~~1 uL~"m~1ruLniJ;J'f)~~ t~tJn'ld' 1~ 
q q 'll 

i.f 
o ~ i.f.dl ~ i,f ~ .::1 ~ lT 

LbiJU ~'fliJb11~~1d''J9Yi ~ f?lfl d'd':hJ ~6J1'fl ~Uf011 bfl~f?ld''fl¥Yld't.J 
I 

Ud'~csn1n1 ~!! n~:h1~n~1Ud'~~~~ur11LflM(?lJ'~UVl1tf u~~n~d.JV11~91nn1d'~~~1d''J991n 31snu1u 
q qJ q q 

I I 

~\JVIrJ ~ b~t.J'lb VI~ d''Jd.J n\J ~ Lflt.J'Jon'fl'l1 'W Lr1 d'\J n 1 d'Vl it"Jd.J 1 ~tJ d~ Lt.Jcsnu1 'W Lr1 d''l fl1d'1~ Lbri Lr11'f),] 1t.J bfl~(?ld'fl d'd'd.JV11\J b~'flfl 
'll 

I I 

L~t.J'lbVI~ t~tJfl1d'~~t9lt"J!!U1'l LLiJU L91~9\J91nn~:h1Ud'~csn1nd'~1U'JU 300 r1uV1 Luu~n ~'lUd'~~1(?1~1~u~ Lfl~(?ld' 
q q 'll 

I I 

Lr11'fl\J;J'fl 1Ufl'ld'LrliJd''JiJd''J:hJ~'fl~~ 1~ LLri fl1d'~\J Lfl L9l LLiJiJ~~'J'Wf'J~ bb~~bbiJ1J~'fliJb11d.J~'IL~vl1fl1d'~1d't"J91~ 
'll 

I i.f li.f I 

2 iS'fl'l ~'fl fl'ld'~'ld''J9Yin~nd'd'd.J ~~'fl~'W~1 LflML9ld'~UVl1tJLL~~fl1d'~'ld''J9vl1 L~Vl ~\Jfl~d.J~n~1 LU1VId.J1t.JVl LVId.J1~~d.J " I 'll q 'll 
i.f i.f I I i.f I 

b'Wfl1d'LrliJd''JUJ''J:hJeif'fl:hJ~UUeJ4'~vl11~LLU\J~UVl~flli1(?1~1~U~Lfllil?ld'~UVl1~:hJUruLL~~1uLcsnl?l~UVlbfl~b~t.J\Jl?l~1~U~ 
'll 'll q cv 

L9L9d.J'lfLnl?l1uf~iJ 5 nL~L:hJf?ld' · 
. i.f 

2 . on'fl~~VJ ~t11Ji1 ~~fl~11~~Uf01rJ191fl~1d'1 b'flfl~1d'LL~~iJVl r1'J1~~"111fl1d'l?i1\J 1 d''Jd.J~\J ~flli1\J'l'W~4't.J 
I I I 

V1 Lnt.Jt"J~'fl" ~'l LLVI~\J~'fl:hJ~ ~'In ~~'J 1~:hJ'l91n vttl'Jt.J'I1U"l1'fl\Jf~u1~ L6Jlu ~~'l!n'11u~n (?1~\JVIrJ ~n~u" 1 VI~ nd':h1fl1d' 
'll d.9 

"'JU~'I L~t.J'IL Vld.i d.JVI'lfjVlt.J'l~t.J L~t.J'I1 VI~ Luu~u 

ufi 4 0UUW1f1l1 Wf)l:K11AU 2554. 
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