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RJ ~ u M ? o ~ ~ ~ M I ~ ~ ~ ~ ? ~ ~ I E L ~ M  L B U ~  

lil w 010.. 
3.4 w I ~ I J ~ u K I u ~ ' ~ ~ ~  l b n " f i l l J p 4 1 ~ ~ ~ i ~  gdd4-1 
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4. R718Jipl7YY (courtesy) 

4.1 w l i n ~ i u i j u y w u ~ u ~ " ~ ~  f u ~ ~ ~ u a i u ~ n  
C - r d u n u r n ~  .............................................................................................. 

4.2 w C n s i u m l i l  ta1191i ~ t ~ : n ~ = i a % $ u  

.................................................................. 

4.3 w l i n ~ i u  I%?'?a u r i i r a l u n i ~ f i  u ~ r r u i  
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..................................................................... 
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ILR:LGU%P. ............................................................................................. 
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TflWmlOU ............................................................................................. 
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6. ~11d%7515 (reliability) 
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6.4 w ~ ~ J ~ u L R u ~ ~ ~ ~ ~ ~ L L R : $ ~ ~ ~ v o P $ $  

................................... !Afl7MtiluarjiaQ 
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m u &  o 5 m ~ ~ u I d  f i a f i i m r n f ~ h ~ ~  u 

(i7~ljCdw 7 ~ j - ~ ~ : R ~ d ~ m n ~ r n ~ a ~ i m o  
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4. R?qbJqnqw (courtesy) 

4.1 w i i n ~ i ~ i i n ~ w u ~ u u  h u ~ u u i i o ~ n  ~ i l u  

KuLFI~ 
4.2 J - I U ~ ~ Q  ~a-~ l~ l l t i  LLR:~~:?I a?a% 

'trs*u"sn~suridfldfii U LRUO 

4.3 wulnmu I$?'?R oFjQ~lunxfimmi 
b i n s a d ~ ~ i u d ~ ~ ~ o u m o u  rioutc 
~ ~ u u r i i ~ ~ f l u r i ~ f l d f i i  u 

4.4 W ~ ~ I U ' L ~ ~ ~ I U ' ~ ~ ~ L I L M ~ D D L ~ I J % ~ L ~ Y ~ ~ ~ L ~ ~ ~ L ~ R ~  

i ~u 'L~ l~nnR 

4.5 w C n p i w  ~~d~n~u~:a~n$n~w;?oujuo 

LHUT:H~J~YUMCI~! 
5. R ? ~ U ~ ~ ~ ~ O Z E I  (credibility) 

5.1 wr in~ iu i~n2 jnn~w4~ ~ilradrixluiiu 

5.2 ~ f i ~ i t b f i ~ 3 i ~ ~ n ~  ~ R W U  L L ~ ~ Z G ~ ? ~ U  
~ufim5lu¶J 

5.3 w c n ~ i u I $ ~ ? n i ~ k  1~naiunn6mr~arr?lu 

~ 1 ~ 4 ~ 1 ~ 1 ~ ~ 3 6 U  
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1 .O 

i .o 

~ ~ ~ u ~ ~ ~ H C ~ a e o $ d u ~ a q  

( R H ~ )  

Iriuin7ynds:innua ~nisId1;111 
"A U 

5.5 w u ~ n ~ ~ u ~ ~ n ~ a ~ ~ n r ~ ~ a ~ ~ . a n n u ~ ; r ~ ' ~ ] ~ ~ ~ ~  +1 +I + I  +1 +I 1.0 

li%JJwo 
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+A 

+ I  

+I 

+1 

+ I  

+1 
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+I 

' 6. A ? ~ ~ J ~ % I J ~  (reliability) 

6.1 i n ~ ~ ~ u j n ~ ~ o r i ~ a i a ~ d a ~ ~ ~ ~ : ~ i ~ ~ ~ u a  

6.2 ~ n 7 5 ~ ~ ~ ' s n 7 ~ s l ~ ~ ~ 7 ~ 1 7 d 1 $ f l 7 ~ ~ 6 1 \ ~  

6.3 ~ n ? 3 u ^ s n ~ r o d ~ ~ $ n n ' a ~ 6 1 ~ ~ a i u & y g i  

6.4 dni~~~n*vij~a~l~*$fldori~~ia~do~ 

6.5 ~ r j i ~ l i i d ~ f i ~ n 7 ~ ~ i j ~ ~ ~ a : + a ~ ~ w a ~ $ $  

~ d ~ l l 6 1 i ] ~ 0  L ~ T ) J ~  

2 
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+I 

+I 

+1 
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+I 

+I 

+1 

+1 

-1 

+I 
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+I 

+I 

+1 

+1 
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+1 

+I 

+I 

+I 

+1 
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+I 

+I 
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+I 

+1 

+I 

+A 

+1 

+I 

+I 

+I 
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+I 

+I 
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+I 
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7. msmau n u n q  n& (responsiveness) 

7.1 ~CnmuG~Gow ofiufiu7ms-1u bbar 

11k~"~nml6a ej-~dhds 
7.2 W G ~  JIUWI~~ L a i I q I i  ~tfi:n~:~a~a<ud 

Q:WI~QH~UUFIELLT?~'U$EI~~R w ~ 7 m  Iuni3 

1M'w"rni.r 

7.3 w~~J~uI$u?~~~GIT~~ a~3637 

7.4 di7Idini~ U L: anZuni~~~T'eru"sni~ 

7.5 ~ d n i ~ ~ ~ ~ r i u ~ < u n 7 ~ 1 ~ u " ~ n 7 ~  mu1~n 

~ n d o ~ O P I 0 7 U L 0 ~ 7 M ~ r 7 i \ 6 ~ ~ ~ 7 f l 5 3 m f i 7  

8. ~??udan&er (security) 

8.1 $ddd3l~~ln$EI B~I ~ ~ 1 1 u n ~ s I G ~ ~ n i ~  

8.2 0 7 ~ 1 5 f i 7 ~ n 4 1 ~ 8 ~ 7 1 ~ d ~ ~ ~ ~ ~  
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8.4 d~onmatn3nrrat~aaefiu 
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9.2 ~ ~ M u ~ x ~ ~ L ? ~ ~ T ~ ~ ~ I M M w ~ I ~ ~ ~ ~ ~ ~ B J  

t M U l f  tQJ ! 0 6 1 1 ~ 1 1 ~  7 ?"MM~"~~~~T~~~G%'LI~oRT~T 

9.3iim~~cm~~iuwi~~ioI1s"W"lfl~~7I~~'u~~?u tI 

daiirn.j6uld ~ " s a i i i ~ m i r h ~ ~ u  
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did q d~dui?~sin~n7ua$nuu idu 

~ri~SauAnw' In! IwmPni LLW wKu ~iluuiw 
9.4 ~ n l s ~ ~ i r i t l u ~ f i n u d f l d  

9.5 n~A%u:nis~nn?~ I~?uu?n7sdi;ii 
d ? m i w  ~ : n ? n ~ ~ n ~ f m r ~ m i u n  

drrm Za~Gud7" 
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10. n 1 5 ~ . 1 n ~ i 3 m l i ) ~ ~ a e ~ G n ~ n &  

(understandinglknowing customer) 
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1 a ~ m m ~ i ~ m ~ ? n ~ l ~ n 7 1 f i " a n 7 5  

T ' n ~ i ~ 7 ~ n ~ ~ ~ ~ n u n f r b u ~ ~ s l b t ? n o 7 n i ~ ~ n n 1 ~  

dju%~-rrini~rtnu 

a ' h n ~ ~ u G u ~ i 7 n u i ~ o ~ ~ ~ n " ~ ~ n w ~ ~ " 5  

~zxSnuin i~F l "nn7~ 

Ins. 0 r n h h  \ s ~ o s ~ - d  6 3  bslm 

7n5m5.0 m ~ r i b  m d d d  
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