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DB
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(KULINE)
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27
7 17
B/A
A B B/A
5.354 4.708 0.879
5.398 4.668 0.865
5.275 4.769 0.904
5.427 4.659 0.858
5.320 4.751 0.893
5.385 4.535 0.842
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4.41 4.41 5.00 5.00
16: 12: 2:
15: 1:
11: 3:
8:
5.70
5.70 4: 27: 9:
20: 26:
23:
18:
13:
14:
17:
5.00 19-
5.00 25: 21:
22:
5: 24:
6:
10:
7:
0.8 +
40%
16: 11: 15:
16:
11: DB
25:
DB
18:
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@

(O]
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@

1 5.800 5.437 | 0.937 7.7% 6.6%
2 5.738 5.568 | 0.970 7.1% 7.3%
3 5.888 5.208 | 0.885 7.8% 8.3%
4 5.679 4.397 | 0.774 8.6% 9.7%
5 3.650 3.626 | 0.993 16.6% | 28.7%
6 4.902 4.164 | 0.849 14.6% | 22.1%
7 4.977 4.092 | 0.822 12.3% | 19.0%
8 5.819 5.039 | 0.866 9.3% | 12.0%
9 5.686 5.398 | 0.949 9.9% | 14.1%
10 4.889 4.148 | 0.848 23.5% | 40.7%
11 6.143 4.579 | 0.745 9.1% | 11.8%
12 5.820 4.802 | 0.825 14.1% | 22.5%
13 5.522 4.785| 0.866 15.2% | 25.4%
14 5.574 4.805| 0.862 19.7% | 31.6%
15 5.988 4.550 | 0.760 9.6% | 10.8%
16 6.003 4.403 | 0.734 9.4% | 10.7%
17 5.520 4.727 | 0.856 12.4% | 15.1%
18 5.446 4.731| 0.869 25.3% | 43.6%
19 5.604 4.723 | 0.843 12.0% | 15.3%
20 5.128 4.546 | 0.886 13.3% | 17.7%
21 4.463 4.637 | 1.039 19.2% | 32.3%
22 4.503 4.544 | 1.009 21.1% | 36.6%
23 5.160 4.573 | 0.886 16.0% | 24.1%
24 4.986 4.503 | 0.903 17.3% | 26.6%
25 4.112 4.286 | 1.042 29.2% | 51.5%
26 5.565 5.221| 0.938 11.0% | 14.6%
27 5.275 4.860 | 0.921 27.2% | 49.1%
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4.41

5.00 5.00

5.70
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©
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5.00
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@
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1 5.791 5.507 | 0.951 4.2% 2.4%
2 5.876 5.421| 0.923 3.0% 2.8%
3 6.035 5.114 | 0.847 3.6% 3.7%
4 5.934 4.215| 0.710 4.4% 4.7%
5 3.697 3.748 | 1.014 14.5% | 29.0%
6 4.756 3.934| 0.827 11.6% | 19.1%
7 5.198 4.008| 0.771 8.9% | 14.6%
8 6.026 4.990 | 0.828 4._6% 6.4%
9 5.808 5.291| 0.911 6.1% 9.8%
10 5.000 4.349 | 0.870 22.8% | 40.4%
11 6.155 4.831| 0.785 6.0% 8.1%
12 5.733 4.827 | 0.842 12.4% | 22.3%
13 5.471 4.893| 0.894 13.4% | 24.7%
14 5.583 4.867 | 0.872 17.7% | 30.3%
15 6.073 4.639| 0.764 5.8% 6.1%
16 6.092 4.452 | 0.731 5.4% 6.1%
17 5.451 4.471| 0.820 9.2% | 11.1%
18 5.291 4.506 | 0.852 25.6% | 46.9%
19 5.562 4.619| 0.831 9.6% | 13.0%
20 5.082 4.411| 0.868 10.9% | 14.3%
21 4.465 4.593 | 1.029 16.3% | 28.4%
22 4.546 4.558 | 1.003 18.2% | 33.0%
23 5.249 4.599 | 0.876 12.1% | 17.0%
24 5.039 4.575| 0.908 13.3% | 19.1%
25 4.168 4.439 | 1.065 26.9% | 49.6%
26 5.444 4.902 | 0.900 8.9% | 13.6%
27 5.145 4.540 | 0.882 26.9% | 51.4%
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1 5.638 5.626 | 0.998 5.1% 2.7%
2 5.789 5.453 | 0.942 3.1% 3.1%
3 6.011 5.442 | 0.905 4.4% 3.7%
4 5.776 4.419 | 0.765 4.4% 5.1%
5 3.845 3.637 | 0.946 14.6% | 24.1%
6 4.421 3.966 | 0.897 17.7% | 30.6%
7 5.282 4.212 | 0.797 10.9% | 16.7%
8 5.964 5.152 | 0.864 5.4% 5.8%
9 5.659 5.436 | 0.961 6.1% 9.5%
10 4.805 4.244 |1 0.883 21.4% | 40.1%
11 6.056 4.624 | 0.764 8.2% | 10.5%
12 5.139 4.627 | 0.900 19.4% | 34.4%
13 5.212 4.955| 0.951 18.0% | 32.0%
14 5.041 4.860 | 0.964 24.5% | 39.5%
15 5.975 4.427 | 0.741 5.8% 6.8%
16 5.996 4.392| 0.732 5.8% 7.1%
17 5.611 4.675| 0.833 9.9% | 14.3%
18 4.923 4.685| 0.952 34.0% | 55.8%
19 5.423 4.814| 0.888 13.9% | 17.7%
20 5.061 4.687 | 0.926 11.2% | 15.3%
21 4.517 4.931| 1.092 19.7% | 31.3%
22 4.542 4.690 | 1.033 22.8% | 36.4%
23 4.946 4.676 | 0.945 18.0% | 29.6%
24 4.830 4.578 | 0.948 20.1% | 34.7%
25 4.201 4.613 | 1.098 30.6% | 49.0%
26 5.522 5.331| 0.965 8.8% | 14.6%
27 5.064 4.809 | 0.950 31.0% | 55.4%
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|- 4.41 4.41 5.00 5.00
16: 13: 26:
19: 1:
15: 18: 8:
3:
12:
17:
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25:
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1 5.772 5.356 | 0.928 2.3% 1.2%
2 5.556 5.565| 1.002 2.3% 1.2%
3 5.788 5.104 | 0.882 2.3% 2.0%
4 5.623 4.355| 0.774 3.5% 3.1%
5 3.261 2.951 | 0.905 8.6% | 20.7%
6 5.363 4.080| 0.761 4._3% 7.0%
7 5.069 4.213| 0.831 4._3% 6.3%
8 5.742 5.160 | 0.899 3.1% 4.7%
9 5.592 5.178 | 0.926 4._3% 7.8%
10 4.869 3.497| 0.718 19.5% | 38.7%
11 6.416 5.083 | 0.792 2.3% 1.6%
12 5.937 4.755| 0.801 7.4% | 14.1%
13 5.922 4.940 | 0.834 4.7% 8.6%
14 5.616 4.544 |1 0.809 12.5% | 23.8%
15 6.132 3.940 | 0.643 2.3% 1.6%
16 6.104 4.253 | 0.697 2.7% 1.2%
17 6.040 5.004 | 0.828 3.1% 3.1%
18 5.709 4.623 | 0.810 19.5% | 34.8%
19 5.798 4.761| 0.821 5.1% 7.0%
20 5.283 4.592 | 0.869 6.3% 9.0%
21 4.525 4.757 | 1.051 13.7% | 26.2%
22 4.502 4.563 | 1.014 16.8% | 32.0%
23 4.982 4.473 | 0.898 12.5% | 19.1%
24 4.822 4.343 | 0.901 14.5% | 22.7%
25 4.059 4.103| 1.011 27.7% | 54.3%
26 5.823 5.488 | 0.943 3.1% 2.3%
27 5.381 5.146 | 0.956 24.2% | 43.8%
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1 5.847 5.359 | 0.916 3.2% 2.9%
2 5.617 5.751| 1.024 3.7% 4.1%
3 5.739 5.286 | 0.921 4.5% 5.3%
4 5.435 4.596 | 0.846 5.4% 6.9%
5 3.648 3.682 | 1.009 11.9% | 23.3%
6 5.051 4.459 | 0.883 10.1% | 17.5%
7 4.668 4.139 | 0.887 8.6% | 17.5%
8 5.615 5.051| 0.899 6.6% | 10.5%
9 5.598 5.564 | 0.994 6.3% | 11.0%
10 4.787 4.096 | 0.856 17.8% | 35.1%
11 6.094 4.205| 0.690 4.5% 8.0%
12 6.025 4.831| 0.802 7.2% | 13.1%
13 5.540 4.610| 0.832 9.9% | 19.8%
14 5.676 4.809 | 0.847 14.2% | 25.4%
15 5.872 4.628 | 0.788 6.1% 8.4%
16 5.890 4.381| 0.744 5.9% 8.0%
17 5.430 4.923 | 0.906 9.5% | 13.0%
18 5.620 4.930| 0.877 17.1% | 34.0%
19 5.629 4.794 | 0.852 7.1% 9.9%%
20 5.140 4.641| 0.903 9.5% | 15.0%
21 4.423 4.588 | 1.037 15.6% | 31.1%
22 4.429 4.488 | 1.013 17.3% | 35.1%
23 5.161 4.560 | 0.884 12.0% | 22.8%
24 5.004 4.464 | 0.892 13.1% | 24.8%
25 4.058 4.119| 1.015 24.8% | 48.4%
26 5.623 5.425| 0.965 7.0% 9.6%
27 5.403 5.076 | 0.939 20.4% | 41.3%
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11: 18: 26:
17: 2:
3:
1:
13:
15:
19:
12:
16:
5.70
5.70 23: 9:
27:
4: 8:
20: 14:
24:
5.00 10:
5.00 25: 21:
22:
5:
6:
7
0.8 +
40%

70%

28




No

@

(O]

O+ @

1 6.000 4.958 | 0.826 72.4% | 72.4%
2 5.980 5.467 | 0.914 70.7% | 74.1%
3 5.700 4.721| 0.828 71.3% | 75.3%
4 5.125 4.184 | 0.816 72.4% | 78.2%
5 3.595 3.242 | 0.902 75.9% | 81.0%
6 4.870 3.971| 0.816 73.6% | 79.9%
7 4.778 3.424 | 0.717 74.1% | 81.0%
8 5.217 4.412 | 0.846 73.6% | 80.5%
9 5.583 4.919| 0.881 72.4% | 78.7%
10 5.364 3.714| 0.692 74.7% | 83.9%
11 6.041 4.333| 0.717 71.8% | 79.3%
12 5.878 4.649 | 0.791 71.8% | 78.7%
13 5.702 4.697 | 0.824 73.0% | 81.0%
14 5.571 4.514| 0.810 71.8% | 79.9%
15 6.000 4.838 | 0.806 T4.7% | 78.7%
16 6.022 4.730 | 0.785 74.1% | 78.7%
17 5.706 4.956 | 0.868 70.7% | 74.1%
18 5.712 4.975| 0.871 70.1% | 77.0%
19 5.860 4.689 | 0.800 67.2% | 74.1%
20 5.404 4.409 | 0.816 67.2% | 74.7%
21 4.648 4.429 | 0.953 69.0% | 75.9%
22 4.907 4.575| 0.932 69.0% | 77.0%
23 5.170 4.231| 0.818 69.5% | 77.6%
24 5.000 4.057 | 0.811 69.5% | 79.9%
25 3.936 3.714| 0.944 73.0% | 83.9%
26 5.772 5.438 | 0.942 67.2% | 72.4%
27 5.540 4.781| 0.863 71.3% | 81.6%
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| 2.9

No
1 0.972 | 0.921 | 0.973 | 0.906 | 0.913
2 0.963 | 0.980 | 0.996 | 0.987 | 0.929
3 0.863 | 0.889 | 0.914 | 0.929 | 0.868
4 0.708 | 0.784 | 0.785 | 0.885 | 0.829
5 0.937 | 1.039 | 0.801 | 1.085 | 0-956
6 0.835|0.824 | 0.930 | 0.901 | 0.862
7 0.759 | 0.822 | 0-702 | 0.966 | 0-880
8 0.842 | 0.883 | 0.871 | 0.888 | 0.858
9 0.952 | 0.953 | 1.032 | 0.954 | 0.898
10 0.878 | 0.831 | 0.992 | 0.830 | 0.819
11 0.769 | 0.714 | 0.793 | 0.742 | 0.771
12 0.896 | 0.782 | 0.819 | 0.796 | 0.816
13 0.927 | 0.837 | 0.907 | 0.816 | 0-855
14 0.927 | 0.830 | 0.880 | 0.815 | 0.861
15 0.698 | 0.769 | 0-744 | 0.849 | 0.830
16 0.663 | 0.747 | 0.675 | 0.834 | 0.815
17 0.848 | 0.835 | 0-773 | 0.906 | 0-893
18 0.890 | 0.839 | 0.904 | 0.855 | 0.878
19 0.861| 0.819 | 0.874 | 0.853 | 0840
20 0.899 | 0.869 | 0.876 | 0.902 | 0.872
21 1.059 | 1.042 | 0.957 | 1.033 | 0.979
22 1.023 | 1.016 | 0.914 | 1.007 | 0.955
23 0.912 | 0.876 | 0.919 | 0.861 | 0.877
24 0.919 | 0.902 | 0.891 | 0.886 | 0.888
25 1.073 | 1.043 | 0.976 | 1.033 | 0.963
26 0.937 | 0.937 | 0.992 | 0.952 | 0.908
27 0.923 | 0.905 | 0.931 | 0.946 | 0-890
0.886 | 0.877 | 0.882 | 0.904 | 0.878

(1.0 (0.8 )
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15.

16.

16
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21.

22.

25.

17.
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No
1 5.635| 5.296 | 5.537 | 5.367 | 5.261
2 5.655 | 5.476 | 5.975 | 5.634 | 5.345
3 5.300 | 5.104 | 5.462 | 5.287 | 5.008
4 4.248 | 4.312 | 4.462 | 4.808 | 4.563
5 3.527 | 3.590 | 3.710 | 3.793 | 3.883
6 3.834 | 4.076 | 4.750 | 4.796 | 4.382
7 3.996 | 3.924 | 3.917 | 4.578 | 4.314
8 5.188 | 4.929 | 5.342 | 4.995 | 4.802
9 5.508 | 5.259 | 6.189 | 5.518 | 5.082
10 4.198 | 3.951 | 5.304 | 4.305 | 4.211
11 4.708 | 4.448 | 4.973 | 4.604 | 4.426
12 4.708 | 4.785 | 4.871 | 5.032 | 4.650
13 4.888 | 4.705 | 5.000 | 4.791 | 4.644
14 4.794 | 4.768 | 4.840 | 4.914 | 4.750
15 4.307 | 4.545 | 4.568 | 4.985 | 4.755
16 4.091 | 4.446 | 4.162 | 4.886 | 4.683
17 4.642 | 4.676 | 4.595 | 5.029 | 4.710
18 4.375 | 4.659 | 5.222 | 5.121 | 4.924
19 4.726 | 4.633 | 5.053 | 4.882 | 4.680
20 4.493 | 4.403 | 4.865 | 4.855 | 4.622
21 4.665 | 4.524 | 5.034 | 4.740 | 4.660
22 4.575 | 4.432 | 4.786 | 4.636 | 4.595
23 4.504 | 4.536 | 4.964 | 4.712 | 4.639
24 4.425 | 4.458 | 4.808 | 4.679 | 4.563
25 4.351 | 4.131 | 4.833 | 4.396 | 4.324
26 5.118 | 5.123 | 6.054 | 5.541 | 5.220
27 4.700 | 4.688 | 5.500 | 5.271 | 4.951
4.635| 4.588 | 4.992 | 4.895 | 4.691

(5.00 ) @“.4m
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Web

26.

33



No

1 4.8 3.9 10.9 5| 22.1
2 4.9 4.6 13 6.7| 23.6
3 5.1 5.3 15.2 9.6 | 24.8
4 5.2 7.1 15.2 | 12.2| 27.9
5 25.7 | 23.8 32.6| 32.8| 45.8
6 24.9| 16.2 21.7| 17.3| 38.2
7 13.6 14 21.7| 24.9| 42.1
8 5.6 9.1 17.4 | 17.6 | 32.7
9 11.3 | 11.5 19.6 | 14.5| 29.7
10 40.5| 37.8 50 41| 48.2
11 11.1 6.6 19.6 9.6 | 32.4
12 33.9| 11.5 32.6 8.5| 38.5
13 29.8 | 18.7 32.6| 18.4| 41.2
14 39.9| 21.9 45.7 | 22.4| 45.5
15 7.6 6.9 19.6 | 11.9| 30.6
16 7.3 6.9 19.6 | 12.1| 30.3
17 13.5 8.7 19.6 | 16.1| 37.3
18 59.1| 35.5 41.3 | 23.6| 48.2
19 16.3 8.8 17.4| 13.5| 33.6
20 18.2 | 13.4 19.6 | 15.8| 31.8
21 33.5| 29.7 37| 28.6| 41.2
22 40.3 | 34.4 39.1| 29.1| 42.4
23 28| 17.7 39.1| 17.6| 38.8
24 31 20 43.5| 20.2| 39.7
25 55.2 | 47.8 60.9| 45.6| 57.9
26 16.1 9.8 19.6 | 10.8 | 29.7
27 59.1| 43.6 65.2 | 35.6| 50.9

23.8 | 17.6 29.2 | 19.3| 37.2
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| 2.10
6 2.9 27
3

< >

1. 2. 3. 5.
No.
1 115 129 5 101 55 405 0 0 W0 80 B0 1000 1200 1400
2 94 51 2 13 30 190 L
3 31| 144 7 34 61| 577 2 =
4 290 88 4 12 23 417 j j
5 26 9 1 5 3 44 -
6 34 39 2 29 15| 119 . =
7 90 38 2 5 10| 145 7 b
8 426 | 186 14 58 47| 731 8
9 50 26 1 11 11 99 o :
10 5 8 0 3 2 18 10 J
11 465 | 527 16| 267 115| 1390 . Pr— !
12 88| 432 8| 352 71| s 2T

13 |/
13 21 47 3 61 17| 149 Y
14 30| 103 3| 101 38| 275 n
—

15 252 | 140 5 36 39| 4 o
16 341 213 16 74 46 690 17 4“
17 170 | 162 11 40 26| 409 15 [
18 24 112 3 117 55 311 19 43
19 82 82 2 31 38| 235 20
20 10 11 1 3 8 33 2
21 7 5 0 2 5 19 Z =
22 2 1 0 2 1 6 e
23 16 46 0 34 8| 104 2 b
24 6 25 0 28 8 67 -
25 4 4 1 1 5 15 27 [
26 63| 115 5 57 58| 298
27 9 10 1 11 10 41

3051 | 2753 | 113| 1488 | 805| 8210

1038 | 940 39| 513| 283 | 2813
No.1-27
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No
% % % % % %

1 11.08% 13.72% 12.82% | 19.69% | 19.43% | 14.40%
2 9.06% 5.43% 5.13% 2.53% | 10.60% 6.75%
3 31.89%% 15.32% 17.95% 6.63% | 21.55% | 20.51%
4 27.94% 9.36% 10.26% 2.34% 8.13% | 14.82%
5 2.50% 0.96% 2.56% 0.97% 1.06% 1.56%
6 3.28% 4.15% 5.13% 5.65% 5.30% 4.23%
7 8.67% 4.04% 5.13% 0.97% 3.53% 5.15%
8 41.04% 19.79% | 35.90% | 11.31% | 16.61% | 25.99%
9 4.82% 2.77% 2.56% 2.14% 3.89% 3.52%
10 0.48% 0.85% 0.00% 0.58% 0.71% 0.64%
11 44 _80% 56.06% | 41.03% | 52.05% | 40.64% | 49.41%
12 8.48% 45.96% | 20.51% | 68.62% | 25.09% | 33.81%
13 2.02% 5.00% 7.69% | 11.89% 6.01% 5.30%
14 2.89% 10.96% 7.69% | 19.69% | 13.43% 9.78%
15 24.28% 14.89% 12.82% 7.02% | 13.78% | 16.78%
16 32.85% 22.66% | 41.03% | 14.42% | 16.25% | 24.53%
17 16.38% 17.23% | 28.21% 7.80% 9.19% | 14.54%
18 2.31% 11.91% 7.6% | 22.81% | 19.43% | 11.06%
19 7.90% 8.72% 5.13% 6.04% | 13.43% 8.35%
20 0.96% 1.17% 2.56% 0.58% 2.83% 1.17%
21 0.67% 0.53% 0.00% 0.39% 1.77% 0.68%
22 0.19% 0.11% 0.00% 0.39%% 0.35% 0.21%
23 1.54% 4.8% 0.00% 6.63% 2.83% 3.70%
24 0.58% 2.66% 0.00% 5.46% 2.83% 2.38%
25 0.3% | 0.43% | 2.56% | 0.19% | 1.77% | 0.53%
26 6.07% 12.23% 12.82% | 11.11% | 20.49% | 10.59%
27 0.87% 1.06% 2.56% 2.14% 3.53% 1.46%

38




11. 1 8.
16.
11. 2 12.
< %

No % %
1 42 | 244%| 286 | 555%
2 37 | 215%| 117 | 227
3 136 | 792% | 354 | 687
4 130 | 757 | 250 |  4.85%
5 9| 05% 27| 052%
6 24 | 1.40% 70 | 1.36%
7 49 | 2.85h 77| 1.49%
8 210 | 1222% | 435 |  8.44%
9 27| 157 56 | 1.09%
10 2| 012% 12|  023%
11 285 | 1659% | 887 | 17.20%
12 78 | 45an| 729 | 14.14%
13 30| 1.75% 92 |  1.78%
14 25| 146 | 194 |  3.76%
15 152 | 885K | 251 | 487
16 165 | 9.60% | 439 | 851%
17 138 | 803% | 204 | 3.96%
18 31| 180%| 201 | 3.90%
19 49 | 285%| 131 | 2.54%
20 6| 0.35% 19| 037
21 5 029% 9| 047
22 0| 0.00% 50 0.10%
23 8| 047 86 | 167%
24 41 023% 52 | 1.01%
25 1| 006% 7| 0.14%
26 68 | 396%| 146 | 2.83%
27 7| 041 20| 0.3%

1718 | 100.00% | 5156 | 100.00%
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< >
No.1-27
/
1. 2. 2.

No.
1 27 82 6 8 112 9 6 88 3 4
2 28 62 4 6 43 2 2 11
3 113 201 17 19 118 7 3 30 1
4 115 168 7 12 70 6 11 1
5 7 17 2 2 5 2 5
6 12 21 1 8 25 6 2 24 2 1
7 42 44 4 5 28 5 5
8 167 241 17 32 138 14 5 49 2 2
9 21 26 3 4 20 2 2 9
10 1 3 1 1 6 1 3
11 147 295 22 87 392 47 47 189 21 10
12 21 60 7 30 366 35 26 296 22 8
13 11 10 7 39 1 11 41 6 3
14 7 21 2 7 89 7 8 84 6 3
15 105 136 10 42 83 15 4 28 2 2
16 110 215 15 38 155 19 9 61 4
17 75 87 8 47 89 25 11 23 3 2
18 5 17 2 10 89 13 15 93 7 2
19 28 48 6 13 63 6 7 20 1 3
20 4 6 1 10 1 2
21 2 5 3 2 2
22 2 1 2
23 4 12 3 43 1 31 1 1
24 2 4 1 23 1 1 25 2
25 1 2 1 4 1
26 30 29 4 28 74 13 9 40 3 4
27 2 5 2 4 5 1 1 9 1

1087 1819 141 418 2092 237 171 1182 87 46
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| 2.11

35% 1,048 1,642
4
SERVQUAL 34 *
()
300 200 100
158
149
133
67
253
139 84
250
79
* 1642 0 100 200 300
, - SERVQUAL

,49(1), pl-4,2003.
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