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Abstract

This study is based on Parasuraman, Zeithaml & Berry[19]'s SERVQUAL
measure that develop for estimation of service quality, so this study proposes the
present condition of customer service and improvement method on internet search
engine.

This study also develops a questionnaire for analyzing customer satisfaction
considering the present condition of internet service. We're going to analyze the
customer service quality that classified by search engines, service quality with

university students who use usually internet.
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gedtte A &3t & 2L tgd L7 (needs), T L(wants), NE
(preference)E XY 917] W& o5& 71 & FFAH FE AFo] 71 %A
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2.2.2 Parasuraman, Zeithamal & Berry[19] = 2(1985, 1988)
Parasuraman, Zeithamal & Berry[19] AH|2A2EA & Au|x&da fAgjziEdos
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Aol 1074 3= AAH 57 &2 Y a2
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A4 iy Mu2E BVE F YA, i}
A1 2] 4 (reliability) e A =T 5 23
(reliability) AgsA =3 £ e 59
wk-3-Ad 28E Fa A& Mu2E A
ul-2-A) (responsiveness) 47 &3
o e Tespo (responsiveness) ¥3tgl+= 9 A
9] A} & E (communication) —
48 5 (credibility) wEg AU A4 44, a=s 3 _
¢+ A (security) . o 4 23
(assurance) A Addle Y
5 & (competence)
o A (courtesy) —
17 o] &} (understanding
{(empathy) A g B4 -

24 (access)




R R e B Al 38 A 1% 2001A 39 73

PZBE SERVQUAL®] A2 tt& o]d &l MulA dFE Eg2 A%ss 245
%Lolﬂi MulA Fge FAIgle]l Mulx F2E AT 4 Jdxu FF5YG . A
, SERVQUALS AA| I 9 AMujxade] HL3 A2l 2¥8A &gt w2t

).

*1 SERVQUALE A%¥ o Hga Aulz gF ol9el e 45 A9as
2 A%l REE ofzie] £Ao] aSTHIL, 1812 ¥ & Atk & A¥la SR
of Wb Aulz A Aol YHA & omz Mus FI5F Uge FANes

AEstd ool A71AS8]

metd B Ao s PZBS SERVQUALS A A E&357] A8 5714 &3
& Z1EeR M FBEAY 45T, AHEY 3%, A 28, REA 28T,
TR 4%, MAARR 3RYY] HEFES JNEE.

<E 3> H4E¥A T4

574 #3 =3 AFYE
- 2718 &) Y&t
734 qoay | SRR bl ok
(Tangibles) > - 3}Hol K o] w=c}
- AR} Ago) golath
- Key Wordell i3t A& HA8 A3 3o}
RERY seg | AAT BEol Soine W WaY Hut stk
(Reliability) T ANE el ded 4 ddGlNg e 4 9=
A7 o),
TR po | AAS AR FR
(Responsiveness) = - S ARE A)FST)
o W3 AfolES RIS FAR
°° 2%% |- BE¥ FAQTA(RF AEHE Abgte] tig gu)o] 5
(Assurance) o191t}
@ olWES AA @
- EPEY 2EANE AT
s - BYAGo] 9% W, nA FAY FFALL g B
(E° ‘”t; ) 4% | Aol b 289
mpathy PFaste HEe] d@sn
b Aol A gwle] gl
- o] 88 EZo] gittA, ol o8& A EU=7?
7 AAARS HEE
wa |FFFET QY AHAH AN E PHAIZE
7] E]' 4"1_—64‘ R ’-‘-HA]’O]_E_% ]%SL_ P_Z
(3d, A dF




74 YA A4 A79 2 P Hx P} HALE - g7

4. 454+
1. A8y

mgels 73Ed dA4AY ahxqu= F

F 4039 ¢, 4 tdds dies R

HETH)AA A7 E(Likert) 7HH

AAA = 20008 Zol =P

(Y), Artd(S), dlelBl(N), gojzx 2EHA),

7hated ZF 70 A A Ao e I’-’%“if‘E% H7H3 A
d

BAE WEZA SHY AH/HE =07 A v Rat7] Aol Mulx F
}

1 %94 A 24

<HE 4> #3834 FAEA

Analysis of Variance
source DF SS MS 13 P
Factor 6 26.314 4.386 10.49 0.000
Error 273  114.147 0.418
Total 279 140.461
<E 3> 2 ANARE £3Y Hx) G BARHNO2A, p-valuert 00224
72t Azttt Sl e Aok Qg vehim glon), EZM AN ALEAE
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<E 5> 34 4 Y FTAHE

HAA 2718% s 2pql stHolF A Eolo AHE
Y 5.75 4.55 . 5.575 4.575
S 4.7 49 4.975 4.9
N 5.35 54 5.125 545
L 4.82 5.025 4.85 4.575
A 4.5 4.15 46 4.825
H 535 5.225 4.8 4.9
E 5575 5.275 5.3 5.875

22 AR SN ¥A

<E 6> AFHA BAEA

Analysis of Variance
Source DF SS MS F P
Factor 6 21.691 3.615 9.20 0.000
Error 273 107.281 0.393
Total 279 128.973

<E 6> 7 AHMANE N FEo] e RALH 02N, pvaluert 00024
1208 41240 WE Aol 9lge uehin o, ERAAAA ALgR
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<E 7> A¥4 4 928 3HE
PECE FERCE 489 4y A2 27hsA

Y 4.675 4.67 4.55

S 44 4.7 4.6

N 4.85 5.1 4.775

L 4.8 5.025 4575

A 4.45 4.85 3.825

H 4.7 5.25 4.850

E 56 5.525 4.775
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<E 1> BEA 7 389 HEAs

A AR FAarel 2] A F4 He g FAQT S

Y 3.975 4.9

S 3.975 5.0

N 415 4.75
L 4.15 5025
A 4.3 4.45
H 4.125 4575
E 4.125 5.25

25 T3 S 74

<E 12> 374 BAEA

Analysis of Variance
Source DF S8 MS F P
Factor 6 46.555 7.759 8.81 0.000
Error 273 240.544 0.881
Total 279 287.089

<E 12> 74 AAdAd 374 HEd dig BAEAMOEZ, p-valuegto]l 000
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