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mn 2006 market survey. [Electronic version). Retrieve 2/11 /2550 from 

http://www.selfserviceworld .com 

f'l rnutin'l n~ti L(;l tJ L ttl yn:;ntil rll ~Yi 1 cU.'!! ffi)tl~liJ UYlU1Yl~ 1 r1 ry 1 tim:;u')tin'l ~~ I1J-Jtil 

LPI~~~n9 L(;ltJ9:;1'i1~Ul~ dJti~') mn.:J 1tin1~r.r (;l~IYlfYitJ1m91ncriJ L~titltll...l~-.:J 1ti1.h:;L Yl PI LL~:;[;h-.:J 
~ ~ 

Lm~-.:JL~tiYJtiL~'tln'l~~-.:JYJti1tin9n1~Lrl~-.:Jf'l~I-.:J~ti!Ii...![;]1-.:J1 L~tlf'lUUf'l'4tiLPI~~!n9LL~:;'li')tJn1~ 
~(;l.Jtil1.J~:::LYlPll~nYll-.:J~~-.:J (Yi1tiYi Yinn:;~tifi, 2548) . . 
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(Multi Channel Banking) ~tl n1H~l-J'litl'lYl1'1L~!lu1n1)'~nfl1'i1tl'lfiu1I"n)'1,nlilfufl,)1l-J~~Vl'm 

~U1tJ LL~~ HL,)~1tltJI11tJlu~1'i11'i1tl'lfiU1fl1), l,xU!ltJ~~VI ntlLilun~tJYlfi~~n lun1nl1LYlfl LU L~~ 
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l-J11-n1Un1)'1,XU1n1), LVI tJ i') 1tJLL~,)LYlfl LUL~~9~'li,)tJ~ VI-E-UVI!lU )'~tJ~L,)~1 LL~~-ntlCjVlYi~1V191n 

n1)'u1n1), ~~1'1l-J1~),fi1ulun1)'1,xu1n1), vh 1,x~1l-J1)'n 1,xu1n1)'1~),,)VlL~,)~U nnrJltl'll-J1n~U 
~ " , 

d I .o::t '" 
(Curran & Meuter, 2005; Meuter, Ostrom, Roundtree & Bitner, 2000) 'D'ItJtll-J~l-J1tJ(l'l~UYJU 

n1HLfn'il-n!lCj"'Yi~1V1~~VI~'1 U~~fl,)1l-JYi'lYi!l19~~'1~U'iI!l'l~u1Lnfl U!ln91nnLYlfl LUL~~tT'I LUU 
" " 

2006) 
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A,)1l-JYi'lYi!l19 Ll~riLuuLYitJ'I ~ -nU1n1),U1'1 n~l-J Lvh,Ju Lti!l'l91n~ -nu1n1)'tT'InYi~~n J'J'l-J LLUUL~l-J 
~tl tT'IA'I1-nu1n11cJ1UYl1'1LA1'fL(;ltlf'iltl'lfiU1m)'~nYiUn'l1ULuum,xu1n11tltJ (,)11~1m1H~U .. " 

n1)'fiU1A11, 2544) Ltitl'l91nn11u1n111unJLLuuddJlJn11u1n111tJLLuulmj~m-nu1n11tT'Ihj 
'II.... 

~ULAtJ LUW.J~ 1,xfiu1A11~1'11 rJltl'lYitJ1tJ1l-J~~1'1 A,)1l-J~ULAmL~~fl')1l-J,ru191,xnu~nfl11un1), 

l-J1Hu1n11 ~')tJn11~f;l..JU1~1UAruI11Yi'iltl'ln1nj'1n1)'~nLYlALUL~~L-n1l-J1L~m-ntl'lluLitl'l'iltl'I , 

Aru~l-J~ (Attributes) 'iltl,m11U1n1HAitl'l'fl(;lLUl-J~91nl-Jl-Jl-Jtl'l'iltl'l~u1LnA (Annam & 
, , 'II 

, ... 
Yaliapragada , 2006; Dabholkar, 1996; Loudon & Bitta, 1988; Meuter et aI., 2000) "M 

tJ1~ntlu1tJ~')tJ (Zeithaml, Parasuraman & Berry, 1990) A') 1 l-J 1') "'L~,) lUn111,xu1n11 fl')1l-J 

~un~U1ULYi~InLYi~U~tl1~UUn1n;1'11U n1nUU~A,)UAl-Jn1)'u1n11 fl,)1l-JU1L~tlntl n11H'I1U~ 
, 'II , 

~1tJ n11~tl~11u~~1,xn11~nh1 n11UU~U1 LVltJ~AA~ ~n~ru~Yl1,m1tJI11Yi~tJ11n!J ;'1U99tJ 

~1'l1L~~1n9~nC.J~~tln11tJ1~d1Un11fU!'"lruI11Yin11U1n11~1~fU91'1'i1tl'l~-nU1n11(;l~tlVl 
m~u,)un111,xu1n11 (Zeithaml et aI., 1990) ~1n(;lN(;l1l-J~~nfl1fl1V1~t)'1Hri9~~'lc.J~n'lfl,)1l-J 

'II 

Yi'lYitl h u11tJ~n11n~Ul-J1 Hu1n11'i1tl'l~n fl1 9ULuu-ntlc.JmJ VI LL~~n~1tJ LUUfl')1 l-JIln ~lu~~ VI 
~ "''' " 
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m5'L'ih n\l~ ~ 19'!J'fl\lm-ifu1-mnj'fl~li11 'IX fi 5'n9 n1'n~i.h cJ~ L~ tJ');J'fl\l nU\lluu1-m5'~1'fl n5'n9 u1'm5' 
.. l1li" " 
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~1~\l~ m-ifu1'm5'~'fl\lm5' L~'fl9:; Hit 'lXu1m5'~ rm 19 fl~l\l fI'J1~~\l~'fl19 LLrlcTl-ifu1'mnLft:;fl1 ~15'C1 
~ ~ ~ 

u1'm5'~nfI'J1~1l1flu19LLft:;m'flmfl~9:;'lJU1m~UL~LuU~UU~~'fl1tJ~ln~u1u~ft1u1 ~5'n9 ~\l 
Luum~ 1 'IX m4'u 1Ji'li1m5'~m~nn\l fI'J1~~\lYi'fl19llft-:;fI'J1Wl n ~'!J'fl\l cJu1'tn fI ~'flm5' 1-if m5'u1'n 15' . ~ ~ 

~Ul'fl\l C,hUL 'Vl fI L U Lft ~'!J'fl\lfiU1 fll5' Yi~'fl~~\l'VlnU n\l fI'J1~~~~Ufi'lJ'fl\l m1~~\lYi'fl19 ~l~:; fI'J1~Jl n ~ 
'lJ'fl\l cJu1'tn fI~ Lnc;)~U ~1~1Um5'~ m~l~4'u 1 ud'fl\l fI'J1~ ~~~Ufi5':;~~l\l fl'J1~~\lYi'fl19'lJ'fl\l cJu 1'tn fI 

~ ~ 

u1'm5'fiU1f115't1(;lLU~~'!J'fl\lfiU,!fl1n'ilYi1:; 4 u1'n15' 1Ji'LLrl 1) u1'mn'flVil'~l.J(ATMs) ~\l1.h:;n'fluhJ 

Ji''JtJ u1'm5'L'flUL~U C1'flUL~U fl'flUml.JtJ'flC;)LLft:;..n15':;L~Uri1~UFl1t1(;lLUl.J~ 2) u1'mnJU~m1tJn15' 

t1(;lLU~ (Update-Passbook) 3) u1n1n,hm~ut1(;lLUl.J~ (Cash Deposit) LL~:; 4) Lfl1'fl\l1Uchn 

L-nflt1~LU~ (Cheque Drop Box) Lc;)tJ~\l 4 u1n15' ~\ln~1'J ntl~lLu'Uu1m5'~~n~;Jm1l.J~1r1C1J 

l~'fl\l91 n dJUu1'nl5'~U fJ1U~~1r1ru'lJtl\l m5' 1 'lXu1n1nLrlft n Fl1~'JU 1~ru'lJ'fl\lfiU1 fI15' LLft:; L ~'fl~ 
~ ~ ,,~ 

~5'n9 1'IXu1m5'~U1 5''Jl.J~\lfiU1 fl11Yi1ru'll~9:: 1 Ji'u11tJ1-if LUUtJ5':; LtJ'lIul Um5'tJ1lJ1.J~\ln15' 1 'lXu1n15' 

LLrlcJu1tnfl~'fl1tJ 
~ 



3. A,)Il.J~-1~'a1"~'a-1~U1tnFliJA,)Il.J~l.J~ufinUA,)Il.Jnn~'1I'a-1~u1tnFl~'an1'lH'U1n1'l 
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'tl~LUm; ~-1~ LFl1'a-1L'aVlL'~l.J (ATM) ~1~Urnl'lL'e)Ul~U urn1'lfu~.hn~I'l~L~Uri1~UflllL~~Urn1'l 

(Express Deposit/Payment), urn1'lUU~mlffill'l'tl~LUl.J~ (Update-Passbook), urn1n.hm~u 

'tl~LUl.J~ (Cash Deposit), lL~~ lFl1'a-1fuc.hm-nfl'tl(;1LUm; (Cheque Drop Box) ;-1LUU~m'l'll.J 

YlI-1n1'lL~U'e)UI-1~ltJ~cJurlIlfliJn1'lH'urn1'lLuur.hu')u,.nn L~tJn1'l~r.rtJfl¥-1~~n1i1l~Yn~m-if 
" " 

l.Jlnn~Ir.r-1"6~~U1 L~tJl11n1'l~m~nnuth~'1Iln'lLVip\'1Ilt1LL~~LViP\l-lc1)-1 miJ 20-45 tJ 91U')U 400 

flU ~ihh~~un1n1J1un1'l HUrn1'lfiUIFlI'l~IUlfl1'a-1'tl(;1 Lum;mfh~ L~tJl11n1'lLnU'~if'e)l.J~ 1u 
" .. ~ .. 

l~'e)unl.J[l1ViUfi Vi.PI. 2551 , 

fiUll"ll"i~lru"jfm VIti l-ll.JltJn-1 ~ rnUUYlI-1n1'll~U 1 U1.h~l Yl PIt Yltl~l11l-lUI~1 ~Urn1'lYlI-1 ~hun1'l 

l~Ullri1.h~'1II'11U 1 U-11U~r.r tJ Fl ¥-1~l-ll.J1 tJ n-1 fiUI FlI'lYi1 ru'1l t11 Yl tI u~ ~fiUI FlI rn 1 ru'1ltJ~'l,)l.J ri" n1 'l 

nUfiUI FlI'l(;]I-11.h~lYlPl~iJ n1'll~urn1'lfiUIFlI'l'tl(;1 Lum; 'tlU 1J1 uri lFl1'a-1 L'aVl L'8l.J (A TM)~th~n'au 
hJJ1,)tJ n1'lL'aUl~U n1'lurn1'lfuc.hn/-nI'l:;l~Urh~Ufllll~:;u1nl'l (Express Deposit/Payment), 

urn1n.hm~U'tl~LUm; (Cash Deposit), urn1JUU~mlt1n1nr~LUm; (Update-Passbook) Ll~~ 

lFl1'a-1fuc.hm-nfl'tl(;1LUm; (Cheque Drop Box) 
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I" f 
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. " 

ul)~tLU-illtLun('Il::W t'~~Lttl1. (A50loullJa 1 aJ!J\.Jas-Jlas) !!~ln 1 ~IA. 'nLf't'@,ml4~LU!n~LU 

L 



, .... 
UYlYl 2 

, , 
~ ... __ .... od" 

LL'U,)1"l1?l Ylc]~!l LL~:;~I'U,)9UYl LmJ,)"lJfl~ 

L'1I'U L1"l1fl~ ATM, Ll"li'tl~ChnL~'Ut'lI?l, Ll"lifl~tlfUt'l~l?lu'1J~ LL~~Ll"lifl~'tl(;1L'U~~~'U1 ~L~tJ')flUm5' 

u1-m~"1l'tl~ D'Ull"l1~'tlth~ h LL~ ~ d1'Um ~t) I?l 1"l,)1~~~Vi'tl19~1;j 1"l,)llJi~~'Ufi ~'tlI"l,)IWl n ~"1l'tl~ ~ 
'" 

1. LL'U,)~I?lL~tJ')flUm5'u1-m~(;1'ULfl-lcJl'ULYlI"l L'U L~U (Self-service Technology) 

2. LL'U,)~I?lL~tJ')flUI"l,)I~~-lVifl19 (Consumer Satisfaction) 

3. LL'U,)~I?lL~tJ')flUI"l')I~Jln~"1lfl-l~u1tnl"l (Consumer Loyalty) 

4 . LL 'U,) ~ I?l L~tJ') flU m ~u1-m~D'Ull"ll~Vi lru'll u1 'VltJ 

1. LL U'lfl"'n1'i1J~n1'i(;)UL'el-3t.hUL 'VIA t ut~ii (Self-service Technology) 

rifl'U~9~Yill"l')l~ L-n119 ~fl LL'U,)~I?lL1fl-lm5'u1-m5'(;1'ULfl-lcJl'UL'Vl1"l L'U L~ u,x'U 1"l,)~9~;j 1"l,)llJ 

L-n1191"l,)1~"'~IU LL~~I"l,)I~~I~'1J"lJfl-lm~u1m~rifl'U L~fll~dh 19n-ln1::;u')'Um~u1-m~'f)Ul-l 

nt)I~1 LL~::;L"''Un-l'1l'tl-l'Vll-l1'Um~tl~::;~n(;11;L'Vl1"l L'UL~m'Um11~u1m~ 

Kotler (2003) 1~1"l,)1~"'~IU"lJtHm~u1nl~~1 m5'n1::;Yi1".1-fll"l,)I~t'lI~I~Cl~I"l'Un~~".rt~ • 
t'l1~11ClLt'l'Ufll~LLril"l'U~'U1 ~~d:l'U~~~'W~1~11()r.lUUlfl~1~ LL~::;hji:iCJ~~flm1LtJ'UL~I"lJfl~11?l1~~ 
,x'U LI?lUflI99::;LtJ'U".1-flflI99::;hiLtJ'UCJ~(;1nru.,r'VlI~nIUIl1Vi ~fl ~'UFh~i:i1tlh~ril~ 

" 

Lovelock LL~::; Wright (2002) mh,)~, mru1m1~1~11miI191~~1 d:l'Um~n1::;Yil".1-fl 

m ~LLt'lI?l~flfl n LVI U n~ ~1".rt~ flU Fl'U~'U1 LUJ~ln 1::;U'l 'Un 11'"1 ::; L~tJ'lifl~ ~ n ~ 'UflU ~'l~ 'U~h u~ CJ ~ 
tl!)~~I'Urid:l'U~~~r.luUlfl~hjl~u~::;'W~1~11()Flffiul"l1fl~1~ LtJ'Un'"ln11~'Vll~LPl1~~P11t'l(;1fVl 



t'l11~f'lruFh (Value) u.~:;f'lrulh:;LU'llU (Benefit) 1~nuqu1tnrl·LUl,)~1JU1 ~~'t) 1ut'lrnu~Ju1 

luuCJ~1~lnc;)n1'lltl~UULl1J~~nu~~1~fum1U1m1'lrt!1 

1tl~U~tl~hJ1~)J1niitluu.(;1nr;i1~nu1tl ;~9:;ln(;);Ulri't)iJm1tlB~)J~ufinU1:;~~1~~n~1nU 

Yiun~lucn~u1m1ll~:;/~~'t) ~n1!tru:;Yn-lmUn1Yi ~~'t)~W!)1 ll~:;/~~'tl1:;UU'JJ't)~cn~u1m1 ~-l 
~ ~ 

American Marketing Association (1960. as cited in Gronroos. 1990) 1Jil~wnl-J 

~)J1U m1u1m1~1 Luun9m1)J tl1:;LU'llU ~~tlm1l-J~-lYitl19~-lcn~u1m1~C;)Yl1;UL~'t)L~U'tl'JJ1U 
~ 

Berry (1980. as cited in Lovelock, 1983) mh,)~1 m1u1m1 ~'t) m1m:;YlI m:;u'Ju 

m1 Ll~:;m1LL~c;)~'t)'t)n 1U'JJru:;~~I~1 "fi1n9u1m1" ~)Jluii-l n9m1)JYlI-lfi1n9Ylntl1:;LflYl~c..J~ , , , 

~Yifi'1ltl-ln9m1)JJu1 hJtl11n!JLUU~W!)1~iJ~n1!tru:;YlI-lmWnYi ;-It(;)utJn~lL~'J m1u1m19:; 

LnC;);UYi~'t))J1 nunum:;U')Um1CJ~(;1 Ll~:;lJn1~f'lrurh~hJ~I)J11n~Ur;;'tl-l1~LLri~u1tnrl L'liU 

rl,)I)Jt'l:;c;)')nt'lUIU Vl~tlrl,)I)Jt'lUnt'lU1U luur;;u (Zeithaml & Bitner, 2003) . , 

Silvestro lL~:; Johnston (1990, tll-l0-l1u '\1(;1U1Yi'i' Lt'l)J'tl19, 2547) mh,)~1 m1u1m1 

9:;H'nUtl(;1t'lIVlm1)J~YlIUI-l~-l1~nUFlru hn1it'l11-l~-l'1l'tl~ ~~YlI1~liI191~~1 m'i'~1li1ufi1n9 " , 

9 
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~n1!tru:;'!Jtl,m1jtJ1mj (Characteristics of service) 

un~'il1mm~1t1Yhu (Kotler, 1994, 2003; Lovelock & Wright, 2002; Payne. 1993; 

Rust. 1996; Zeithaml & Bitner, 2003; 'tl(;l£J1~j l~lJ'el19. 2547; 1hn~ u'Jf(;lU ru tltlfim, 2547) , 

in'l:ttu~Yihj1l1)J1~tl~U&1'f)~li (Intangibility) mJtJ1mjhJ~1lJ1r(l~9:;lJ'[J~l~U ih~ 

'iI~~ iJn~U~t1lt1llJ l~uu 'vt1-tl~wr~1~ri'[Ju~9:;~m,fi'[Jfuu1mJ ~~Ll(;lmh~91nmJ'!J1t1~ur!h~~ 
~ v 

mJu1mntlu~~~mn[;j'[Jmnih19~1-'[J~t1l~u19(Kotler,2003) c;),nru~~LtJu~ii1~']J'[J~m,xtJ1mJ 
~ 

1umJ~9:;vhl,xqu1ln~lLnt1lm1lJ,ru191umJu1mJ ~-l1~~~llJl~1i ~'Jtln'"lJ~mmlJ~1~t1lL~U 
1UlL~']J'[J~FlCWl1~n1Ju1mJ ~~Flru[l1YimJtJ1mJ~1lJ1J(llJ'[J~1~91nm~1t1~~[;j'[JhJ~ ~Cl1u~lu , , 

~'1!~n1!tru']J'[J~'[J~rfm ~~[;j1~1 m~1~Ltlu~~~vi11,x~ n~ru:;~9U ~'el~ llJl~'!Jtl~ mJu1mntlu~~~ q 

U1lnFl~1lJ1J(l;:~n 1~ LL~:;,ruh 1~~1mJu1mntJumJu1mJ~iJFlCWl1Yi L~'[Jn'[J 1~ ~~U1 hJ~ mJ 
v 'v 

in'l:ttu~Yil,j1l1)J1~tlutJnr,nnnuli (Inseparability) Payne (1993) LL~:; Rust (1996) 

n~1'J~1 mJtJ1mJ9:;LtJumJm:;l'i1[;j1~1~mnJ~(;l~1-'[Jn1J1,xtJ1mJLnt1l;UYi;:'EllJ1nUnUmJ 

U1lnFl'vt1-'ElmJ1i1J1mJ ;~~~cn,xu1mJLl~:;~fuu1n1J":;~'El~iJtln~lJ~ufinULL~:;iJ~'Ju1'JlJ1u 
" " dJ 

m:;tJ'JumJ']Jtl~mJu1mJ ~~":;L~t1n 1~~1LtJun1Ju1mJ(Rust. 1996) mJu1mJJutl1",,:;iJmJ 

U1L"'FlLUL~UlJ1'li'JtllumJu1mJ~1tltl1"":;liit1l"1nmJ~~u1lnFlLtlucn,xu1mJf;JUL'El~ L'liU mJ " .. 
in~1LLutJ'vttltlt1lL'vt1iJCU mJ(ltlUl~U"1n~ ATM ']Jtl~fiU1Fl1J ;~~1J1lnFl":;LtJu~~l'i11,xLnt1lmJ ... ., "" 

" " u1mJ;uLtl~'vt1-'El1'JlJnucn,xu1mJl'i11,xLflt1ln1Ju1n1J;u L'liU ;:1Ul'i1~lJ LNLLJlJ ~1-'El h~ 
" 

~miru:;~~n~1'Jl'i11,xL~Uf')'l1lJLLf;lnvh~nu~n~ru:;~u~1 ~tl ~uA'1":;Liit1l"1nmJ~~f;J~h~~1U 

LL~'J~~U1lJ1'!J1t11,xnuq~1tl~nvh~1 'vt~~"1nJu~~LiiVln1ru1lnFl~uA'1;U Lt1lu~qu1lnFlllJr,h 
LtJu,,:;~tl~i1~'lu1'llJ lumJ~~f;l~u~1 ril'i11,xLiit1l~U~11~ 
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ftnHtu::f\'l1)Jhif\~vI"l1't),ml11J~nl1 (HeterogeneityNariability) Kotler (2003) m~ 

u1-m~iJFl'lIl.JL~U'l-ifl-lnU~~ltJt1"l9tJ hi~I"l::Lrh.!dfl-lL'l~11um~u1-m~ ~mu~lUm1'u1-ril~ 

~1flLL~LLI1IV-nrn-llu~1~u1-m~ L"liU LL'WV1U1Jl-lFlUm99::ih)fitJ1MtJ~djunULfl-lnUFlUHf LLl1Ilu~n 

V11-l~i1-l LL ymUUI-3 FlUfll"l9:: hi ~fltJ iJ m ll.Jfl (;lVl Ul1Ifl flU l-ir nl~ ~1fl LL V'lVltJU1-l Plum"l"l::1.J ~::~u 

Fl'lIl.J~IL~"l1umnh~(;l LLI1I1Jl-lFlUm"l"l::hJ1.J~::~Ufl'll~klL~"ln1~ ~1flLL~LLI1IFl'lI~~~ln~~ltJ 

lu~'lm~u1-m~ LLI1I~ln~liJn1~1~1J1-n1~lul'l~I~LL(;lnI1l1-lnU I'lrunl'Wlun1~1~u1-n1~nm"lLl(;ln 
~ . 

"llnml~hjFl-l~'1Ifl-ln1~1J1-n1~.yh1~m~f1'lU~~~lm~IUI1II-31ltJU~-l~tJ1n ~-lr.llltJU 

flth-3~-l~m~u1-n1~~fl-ll~ml~~lrlrun1Jn1~PI'l1JA~FlrunlV'l'llfl-3n1m1n1~1~dJu~l(;l~fjlU 
~ ~ 1 ~ ~ 

1J1-n1~"l:: ~fl-liJn1~rl(;l L~fl n ll~::!J n cJUWWn-l1U 1 ~fn 1 u-llu1J1n1~~ (;lUvi1 L~fl"l:: lvn~1J1-n1~~ ~ llrl 

~ull[lfl ~U~~fl-3 ~fl m~u1-n1~~fl-3r.r(;ln1~fl-3r1M1~LtJU~1(;l~filU ~fl-3iJn1~'l1-3ll~U-31UlL~::LLti-l 
"" .... 

1J1tnFl ~-ln1~vi·l(;lIl.J~Un1~u1-n1~r;h-31 ~LtJU~I(;l~~IU9::vil1~qu1-tnflLii(;lFl'lI~Yi-3'Wfll"lnu 

1J1-n1~~l~fu LL~::~U~(;lYlltJ fifl n1~m'l"l~flU ~1~'l9Fl~I~~fl-3n1~'llfl-3~U1-tnFlL~~flll-ir)I"l:: . " 

Fl::LU~'l-l~U1Ll~::viln1~~~(;l~flH L~fl~fl-lfum~fl~9::i:JWIn~u~1fl~(;l~-lnl~(Rust. 1996) L~1 
ll-i~Il.Jl~()~"l ::fium~u1-m ~ ltJl~~-l91 n~ L~lfuu1-m ~JUlL~'l 1l-iriI9:: Ln(;l91nPl'lIl.J 1l-iYi-lV'lfl1 "l 

'llfl-l~fuu1-m~~1flLn(;l91nFl(n~n(;lV'l~I(;l'llfl-lm~u1-m~ri(;l1l.J L'liU lUn1~U(;lllV'lV1tJ ~lnrilL~11l-i 
" " 

~1~1~()~11.JltJllLV'lVltJflI99::LllUl~uFi1l~m'l~ln1JLnltJl Ldfl-391nluL'l~1~LLY4V1UU(;lLnJu vil1~ 

1l-i~I~I~()~9::UVlPlu~ulUl'l~IJul~ LvhnULtJumn~m'l~1'llfl-3llY4V1tJ1~ 1umnL11t1'1J~1~LnVl 
;uJu m ~u1-m~9::~fl-l.yh 1 ~ Fl'lI~ ~fl-l m~'llfl-l cju 1-tn Fl~l.J Vl~nu Pl'lIl.J~I)Jl~()'llfl-3tnn9~9::~fl-l '" .. ~ .. 

fultJl ~-lLtJuhJ1ufiPlV11-ll~tJ'lnU Zeithaml LL~:: Bitner (2003) ~ltJln~I'llvi)Jl~)Jril Ldfl-l91nn1~ 

u1-m~ll-i~I)Jl~()~::~)J nnJ;Ju Uln~u)Jlr.ll~thtJ1~l-i ~1flt'l-l~ul~ ujfllnVlPl'lI)Jll-iV'lfl191um~ • 
u1-m~ ltJlL~iltlunu~U~I~')111.J ~-3Ju 0~u1-m~tJltl-liJm~PllVlPl::lU ll~::~91~CU1~'l-l~i.h 
tlth-3 ~tlU FltlUt1-lm)Jl CUFl'lI)J tJltl-l m~n1m1-n111Jtl-3 cju1tn Pl1~iJ mll.J~)J Vl~nu m~~~ (;lm ~ .. . 
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tJ1n1~ ~:;~1~1nH'lr1~fl,)1~~~y/!l1~~~~c;)1~LlriqtJ1tnfll~ 'tiu"::U1~1~~Y/~~m1~m~HftJ1m~ 

~1~nlutlu1fl(;1 (Lovelock et al.. 2000) 

, , 
- q I I I Q _ ~ _ _.-w:- "'__ 

lL~::n1~tJm1~V1~~c.J~(;1tln~n1tJ'1J!l~1Jflfl~V1~tJtJ~m~ (People) ntJV11Y/tJ~U'1Jtl~~1tJtJ~m~ 
, 

(Possessions) ((;11n~Vi 2.1) 

1. m:;tJ')umn~mntJ1Jflfl~ (People processing) ~!l m~tJ1m~~ii~n~ru::~r.rtJ~!l~1~ 

Ll~::ri!ll~Lilc;)c.J~ tc;)tJ(;1N(;)!li1~mtJ'1J!l~tJflfl~~li1ftJm~tJ1m~ tc;)tJcJtJ1tnfl,,:;dJucJn~')ui')~lu . ~ ~ 

~,)tJ n1~tJ1n1~~hul1u(;1m~~ ~~cJftJtJ1n1191liJu~~::~tl~!lui')~lun~m~~n1~tJ1m~,rU1 "u 
~ ~ 

n~1n1~tJ1n'11,rU~:;l~~~iulL~::1~ftJtJ~:;ttJ"llum~~~tl~m~ 

2. m:;tJ,)Un1n~mntJm1~LiJul91'1Jtl~ (Possession processing) Pltl m~tJ1m~~n 
~m~tru::r.rtJ~tl~1~ll~:;ritll~lnC;)c.J~tC;)tJ(;1NntJV1fY/oou~t'l1~1~C1r.rtJ~tl~1~~cJftJtJ1mniJul91'1J!l~ 

~ 

l"liU n1rDU~~~U~1V11~!l1mpj m~tJ1n1~(;]c;)~ru1 m1tJ1n1~Vi1fl,)1~~::tl1'" luwifu ~~cJftJ 
~ ~ 

tJ1m~hJ91liJu~"::~tl~tltih~lun"m~~m~tJ1m~ ll~V1fY1~U~cJftJtJ1m~lUUl91'1Jtl~~tl~tlti 
~ ~ ~ 



What is the nature of 

The service act? 

Tangible actions 

Intangible actions 

.J 

Who or What is the direct recipient of the service? 

People Possessions 

(People processing) (Possession processing) 

Service directed at the people's Service directed at physical 

bodies possessions 

Passenger transportation Freight transportation 

Health care Repair and maintenance 

Lodging Warehousing / storage 

Beauty salon Janitorial services 

Physical therapy Department store 

Fitness centers Laundry and dry cleaning 

Restaurants / Bars Refueling 

Haircutting Land scarping / lawn care 

Funeral services Disposal/recycling 

(Mental stimulus processing) 

Service directed at people's 

minds 

Advertising / PRo 

Arts and entertainment 

Broadcasting / cable 

Management consulting 

Education 

Information service 

Music concerts 

Psychotherapy 

Religion 

Voice telephone 

(Information processing) 

Service directed at intangible 

assets 

Accounting 

Banking 

Data processing 

Data transmission 

Insurance 

Legal services 

Programming 

Research 

Securities investment 

Software consulting 

VlWt Lovelock, C.H. & Wright, L.K. (2002). Principle of service marketing and 

management. Upper Saddle River, NJ; Prentice Hall, p.34. 
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3. m::u'lum1L~U'lnum)'m::~u9(;119 (Mental stimulus processing) flifl m)'u1'm)'~iJ 

im~tru::~4'u(;]fl~1l.il~ LL~::rifll~Ln~~~~,)u9(;119'1lfl~uF\F\1.'l~Lihfum)'u1'm)' L'liU fi)'ih~hu , , 

, , 
,q _ '" I ..::lI ..:::a. ..:::.I..:::.I 

4. m::U'lUm),LmJ'lnU'1lfllo!~"1I,)'l~,)), (Information processing) F\'f) m)'u)'n,)),'Vll-J 

in~ru::~4'u~'f)~1l.il~LL~:::ri'f)l~Ln~~~L~U(;1)'~nu'Vlf'Y'itJ~u~hj~,)l-J,)Hl4'u~'f)~1~'1l'f)~cJL'ihfu .. 
u1'm)' L'liU fiU')I'l,)), mnh:::nwlu ;~m)'u1'mntlLLuudiJF\'l,)l-JL~U'l-if'f)~nU~nfl,)'Vl')~~'f)l-J cJfu .. .. .. 
u1m),9::1l.i~flunm,)l-JL~U'lif'f)~nun9n),),l-Jm)'u1'm),V11'f)m)'~~(;1 LL~~~~1~fu,ru9:::d~Ju~~~ 

~1l-J1)'(l4'u~fl~1~ L'liU ~l-J~L~uchn ml-Jfi),),~ , 

Kotler (2003) 1~LLtJ~tl),:::Ul'Vlm)'u1m),flflmuu 5 th:::Ul'Vl L~Un~1'lrh ~~~u1';'Vl 

~1~1U1L~U'f)fhul'1H1!lJm::iJm),),'llJn1)'u1m)'1t)Luu~'JuV1ii~'f)~LL~,) ;~n11u1n1)',rU~::: lUti 

~')u~in ~1'f) ~,)uL~1l-J lum),u,)L~Ufl,rU1 ;~mnLtJ~th:::Ul'Vlri9:::LLtJ~L~uH1:::~U'1l'f)~m1u1'n1 J 

1. ~uA'1diJtfn~CIJ::Yn.,n1tJf11Wf1rh.,m1'i1" (Pure tangible good) LUU~'W~·lh~iJ 

in~ru:::.,n~mU1l1Yiflth~L~U'l 4'u~fl~l~ 1l.inm)'u1n'))'L~t.J'lif'f)~ L'liU ~tJ m~~u LUU~U .. 
, . 

... "M.-I _ -' s,....... .-

2. ~Ufl1Y1JJ~n~CIJ::Yl1.,n1tJf11W'YIJJ1W~fJJJn1Jn1~1Jm1~ (Tangible good 

accompanying services) flifl ~Ufl')~4'u~fl~1~LL~::nm)'u1m),Luu~'Jutl)':::n'f)u L'liU )'(It.JUI?l~1 

LUU~fl~nm)'u1m)'~i./lm)''1l,)u LL~::: Levitt (2001, as cited in Kotler, 2003) 1~n~,)'JL~l-JL~l-J~1 

~uph~ij~'Jutl)'::nflu~L~t.J'lnuL'YlI'lLuL~ulJ1nLvhl~i t.Jfl~'1l')t.J'1l'f)~~~(;1Jiru",,ruri9:::~U'f)Unul'lru .. , 

3. n1reJ~JJeJ~1U (Hybrid) flifl mru1m),LLfl:::~ufl')ij~'lU~~l-Jlu'j.::~u~Lvi')1nu L'liU 

~n fl,)~ L if') 1 tl~fl~Ufl,) 1 u~')~~ ),),'Y'i~uA'') L 'Y'i),,)::: ~'f)~ m),~ufl,) LL~ :::fum)'u1m )'9') n'Y'iun~')u ltl .. 

... .... " .............. . . 
4. n1wm1~u~n)v~fJJJV/'JtJ~Ufl1LL~::n1~1Jm1~L~m (Major service with 

accompanying minor goods and services) flifl m)'~m)'u1'm),Ltlu~')u~imL~:::ij~uphdju .. , 
fhutl'i'::ntlumru1'm'i' ~1tl m'i'uim)'L~"hI L'iiU m:~u~'))'~')um'i'iiu;jfluin,)'i'lJu~~ t~m~uYi .. 
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~-l~~I~I~Cl9U~'fl-ll~ ~1·lhtJ.yhl,xn1~u1n1)'ijml~~I~I~CllUn1~9U~'fl-ll~L~~~ln~U 

5. n1nIrn1~fJrh.JLLnr./7.J (Pure service) ~'fl n1~u1n1~'flcil-lL~tJ'l Lj;)tJ~l~i1~uFhL'ih . ~ _ '" 1_ .- __ ""'II "' 

~ILnm"lJ'fl-l L"llU "(;1LLYlVltJ uml~~UL~tJ-:JL(;1n 

Gronroos (2000) l~LLU-lth:;UlVl"lJ'fl-ln1~1J1-n1~Hdju 2 tt1LLuu~~n11~LLfi 

(1) LLU-:J Lj;)tJ HLnru"r"lJ'fl-:Jtt1LLUUn1~iJt1D~~~utf~:;~~1-:J0,xu1n1~LL~:;~fuu1n1~ l~LLri 

mnJ1m~dLTJlJn1~7u1J1m~~'Jw;llJ (High-touch service) ~'fl tt1LLuum~u1m~~ij 

n~:;u'lum~lun1~1,xu1m~"lJ'fl-lUflfl~L-ifI~ldju~'lU~I~rulUn1~c.J~(;1n1~u1nln~'fl~-:J~'flult1U-l . ~ 

m~1J1m~dL';lJn1~LU1J1n'mA''JrJLYlflrlJrfl(J (High-tech service) ~'flm~U1m~~LUU 

m~l'ih:;uu~LiJU'fl(;1 LU~ v;5-'fl~:;UULVlfI tut~U'flUliu~lJtJ~I-:J11Un1~1,xu1nl~LLVlU1.JflfI~ L"l1U 

m~1,xu1m~~')mfli'fl-:J'fl(;1LU~~"lJ'fl-lDUIf11~ Lilu~u 

(2) LLu-:JL(;1tfHLnrucyf"lJ'fl-:JfI,)I~~'flLri'fl-llum~1,xu1m~ l~LLri 

m~1J1m~dLU1J1n1~LiJlJflf.Jfln'J (Discretely rendered services) Pi'fl ~~n"u1m~~~ 
u1tnfll~ijfl'lI~~ILiJU~'fl-lL-iflfuu1m~'flcil-:Jl1i'flLri'fl-l LUUt1~:;~1 LL~"~~IL-iflfuu1m~LiJuflf-:J 
fI~l,) L"l1U ~luYiIc.J~ m,xu1m~,,:;ijt1ii~lJ~utfnucJu1tnflU'fltJflf-l 

v 4J v 

n1~1J1n1~d1u1J1n1~mh.Jtnf)Ldf).J (Continuously rendered services) f1'fl m~u1m~ 

~0,xu1m~ijt1D~~~utfnu~nr11~Lilfuu1m~'flcil-:Jl1i'flLri'fl-:J ~~IL~lJ'fl Lri'fl-:J"ln~u1tnflijLLU'l 
tUlJ~,,:;~tJ-l~IHu1mfficiLuut1~:;~1 L"l1U D~n"DUIf'11~ LUU~U " . 

mnLU-lt1~:;UlVl"lJ'fl-:Jm~u1m)'tiu~I~I~ClUI1t1Ht1~:;LtJ"lIu1~~fnn~~ltJ l~~I":;LUU 

lU~IUn1 ~') 1-:J LLc.Jun~tJVI tfVlI-lnl~~'fl~I~m~(;1~1 j;) n1~YiI1,xVl nun~ m~uI1t11 -nriucJu1tn fI 
• v 

~ijYl~~m~~LL(;1nvh-lnu "l1')tJl,x~llJl~ClUI1t11i1um~~ILilu,:nun1~U1nl~1~(;w~nUf'1'lI~ 

~'fl~m)' fI'll~fI1~Wr~ ~~I~m~funUflCWJlIYlm1U1nl~ LL~:;~j;)VlltJ~'fl~1~11Cl~~I~f'1,)I~~~ 
v • • 
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odI -._, ,0, ._ d 

~fl t.J~I?}IHU'" (Product), nm (Price), "llfl,:j'Yl1~n1~'"I1\nJ1tJ (Place), LL~:; n1~~~L~n.JI?}~1VlV1~fl 

n1~~fl~1~ (Promotion) mh')tVlm,)~LL~,)~-l 4 ~1Yl')nV1l.J1tJ~-l 4Ps 1Jfl~~')Ut.J~l.Jn1~1?}~1Vl LL~ 

flth~ hril?l1l.J'"I1n~m~ru:;L~U~ LP\~fl,:jn1~ 1 ~1.J1n1~~1~mh,)l.J1,ru Yi11 ~~1 LUU~~fl~ijn1~L~l.J 

fl~rhh:;nfll.J'Yl1~~1'\.m~tJ'Yl~u 1 L·ihhJ1un~tJ'Yltfn1~1.J1n1~ ~L~tJn~1 n1~1.J1V11~1.J1n1~LLl.Jl.Jt.J~l.J 
t.J~1UV11-fll.J~ru1n1~ ;~~1l.J1~nflfi1.J1tJfl~l"l1.h:;nfll.J~~ 7 l.h:;n1~~~1.J1V11~fl-ll"lm~1~1.J1n1~!?1'El~ 

'II 'II 

Yi'"l1~ru1 (Booms & Bitner, 1981, as cited in Parasuraman, 2000; Lovelock & Wright, 2002; 

Zeithaml, 2003; ~l.J,)-lff Yl-l~~mYl~ , 2550) 

1. 'tl,:jfhh::n'tll.J"lI'tl,:jt.J~l?}ilru'" (Product Elements) ~1.J1V11~'"I:;!?1fl,:j~'"I1~ru1t.J~I?}.nru.n 
" 

~~ t.J~I?}.n ru.nV1~n (Core Product) LL~:;fl~ r1U~:;nfll.JL~1l.J 1u~')u~ djU1.J1n1~~'J1.J finl.J c;l') t.J~ I?} 
'II 

l.J1nUfltIL~tJ~1Vl 

2. 'i'lt111JYi, l"J!LU'tl~'i'lLtl"J! (Cyberspace) U,~::L'l~1 (Place, Cyberspace and Time) 

1Un1~~,:jl.Jfll.Jfl-lI"lU~:;nfll.J'Dfl-l~uA'11U~~1.J1tn~,ru!?1fl-l L~m,j'fl,:j nl.Jn1~~Vl~U 1'"1 ~-:J 1 UL~fl,:j L ,)~1 
'II'll . 

LL~:;~mu~ ~,)l.Jlu~,:j-rlfl,:j'Yl1-ln1~~1m.htJ ~-ldjul~~,:j-rlfl,:j'Yl1-li')luLL~:;1~L~n'Yl~flun~~~e;u 

fltlnl.J~U LLUU"lJfl,:jt.J~I?}.n ru.n1.J1n1~~ ~,:jl.Jfll.J 1.J1n1~~,:j,j 1,)~1 ~,j'fl ~,)1l.J LL~:;tlUL 'Ylfl fL UI?} (I nternet) 
'II 'II 

. ,,., 
3. on f')1U,fl::fh 1 ,j't·htJ:au"JI'tl,:jcrL ,j'u~n1~ (Price) fl,:j l"lu~:;nfll.Jil;1~L~U~,:jn1ru1V11~ 

" 
fi11i~1tJ~LnVl;u L~fl,:j'"l1n~1.J1tnFll~fl.Jl"lruu~:;ttJ"ll,r'"l1nt.J~I?}.nru,.,1u~Uu1n1~ ~,)1l.Jfl.JCjVl"llfll.J 

'II' " 
I ~ • ~ 

hj~1nVlfltlYl,:j1Un1~~,:jnI"l1L~fl~11,:j~1~1111tJLLri~1.J1tn~LYhUu U~~fl,:j1?}1:;V1un~,:j'Yl1,:junilli 
~ " ~ 

L~flVl1~fi~Vl~U'YlULLfl:;~,:j~u~~1.J1tnl"lfu;11~:;lnUn1~fl LLfl:;~~t.J~ 1~LnVlliu1n111~ufltJfl~~U . ~ 

4. n1~ff.:JLft~l.J61fl161u,~::n1~1\4n1~Am~n~u~tllf') (Promotion) fl~I"lU~:;nfll.Je):jU'Vl 
" 

1.J1'Vl~1~ru 3u1:;n111~LLri 1 ~,j1,)~11LL~:;ri1 LLU:;U1~~1LUU '"I-l1'"1n~l.J LU1V1l.J1tJ 1~ L~Un-l~,)1l.J ~ .. " . 
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'!Itl~CJ~Vlriru'rl LL~~~~Lt'l1~qu~tnr11,xritlt1nii1[J1L~tl n~L,)~I-aUr1,)1 n11~tlt'l11tll'"1YiI t~[J vi') 

1.Jr1r1~ L"liU.,.nrn~IU'1II[J 0,xn1~tJntlu~~ ".i1tlthu~tlt;jl~ 1 L"liU m '\.nr~~tl~~Yi UVl[Jt'lI~ LL~U 
~U LL~~L'lt11"l1(;) (Web site) 

5. Uflflfi (People) CJ~Vlriru'Y1u1n1~~~V1~I[J;UtlrinUn1~~Urlrl~t1nmiVltlut;jtlnU " ~ ~ ~ 

6. V1~n~1uYiLi1u~')-rr;ttl (Physical Evidence) fi~ii'"l~IUu1n1~~I~tl~u1V11~V1~ntjIU 
.. " , !U 

~ Ltluvi'liVl(ltlril~~tlUrl'ElU L rt'El~'"I1 n'El1'"1n CJ~m~'Y1U'Elril~ LL~~ t;jtl rl'lI~t1~~~U 1'"1 LL~~rl,)I~;:~n , " 

7. n'i~U'lUnl'i (Process) Ltlu1fin1~LL~~~I~u.ff-UVl'ElU~~~~UUn1~u1n1~~tl~(1)ILnult1 

m~U'lUn1~CJ~ Vlu1n1~~tltln LLUU~1 hJ~,rn'"l~t'l;:I~ rl'll~ hJ~tl1 '"I1,xcju1tn Fl Lrt'El~'"Iln'El1'"1nFl,)I~ 
" 

, , " 
hJ~ii~~CJ~m~Y1ULLri~un~luYi1,xu1n1~LLricjU~tnr1 (Front line staff) 1Un1~YiI~IU ~~Lmhih~ 

" 

~.,j .. 
n1mUnUL~tln1~U~n1~ (Service Encounters) 

" " Vltlut;jtlnut~[JVlNnUu1n111uul~mrum~U'lUn1mI11,xu1n1~~~V1~~vi~iUVltlULV1~tlLVim 

n1munuflf~L;imL~tli~~tln11U1n11 n11'i11~L~ULL~~n1~~~n1~~~~tluu1n11 ru '"I~urn~u , 

(Lovelock & Wright, 2002) LLl.Jrll,rn:){[Jul~~I[J'"I~l,xFllrll "~ut1~nu (encounter)" L~[J~L~tl 

tlfiUI[Jn11i1t1nii1[JIVltlut;jtlnU1~V1rll~qu1tnflnUYi,rn~luiiVlI~ LLt;jLnFl'l~FlIU~n~n1munu;~ 

L~m;rtl~nUn11i1t1nii1[JIVltlut;jtlnU1~wh~~u1tnFlnu~t1n1ru1un1~1""u1nl~vi,)Ltl~~')[J Utln 

'"lInd Lovelock LL~~ Wright (2002) tT~'t~LLti~~::~Un1~~rnt;j'Elqu1tnFl'Eltlmtlu 3 1~~U (Three 

levels of Customer Contact) Pltl 



nb'~1-t'Lfl~ 

tLUntl1::t U t'Brt.Lt'L~nB~n~n t n~~~' ~~ L1!f.I1~ t'Brt.ttUU~ b M.t'~ b t L~ '::~"tLUf.l1b~tgt'Brt.~ L~~ 
" " I 

tLUnt'mt'LttLuB~.ItlJ.fll::tflnQ'B~' L,ttn~B~btn~~14ltLUntl1::Wl1llttt'LflBt'L~U~"L~tLUf.11 

B~btn~~14ltLUntl1::Wt'Brt.nB~n~t'~ntt'~tt'~~'mtLttL~t'~ tLUf.l1tLUB~btn~~14ltLUntl1::W 
" " .... 
B~ t'?k1.tLU::tflu ~t L Uf.l1tL untl1::wl1ll w~' bt L)t 1ttLt~ t'L~~t'B~nlJ' L~Lb' ~fU~L~~t'~ t~" 

L,ttn~u Lbt'L~ U~" ~tLUf.l1t LU t'Brt.::LM.G' ::ru-RU ~::~" flLttk1.ttLt~ fU~L~ttLt~ b t L~ 1 B~1 , , 

L~I114::tnt B~~~tLU~~tLUf.11 , , 
~ ~ 

nQ1nfl ~fl' U U::bU ,.ttt'L ~UnLfll114::.m t nll B~ ~~t LU::~" Nm14 ::tnt B~ ~ ~::rmM.tLu ~~tLU~l1flL~ , , 

~~ ~Utt'L~~n¥ntL,ttU~~flt~UUBtIA.U~p~~Utt'LlA.tLU~l1tLUnIJ1B';'k1. tLU~I1~tB~'t'~~t'Efltt'~ 

bLB!1tLU~l1nlJ' (saJ!l\Jas 6u!ssa::>OJd ~ UO!SSaSSOd) t'BIT.L~mlJ1ttLt~l1llt'B~W~'tLUntl1::W 
, , 

. ~ ~ 

ttlAtLUtl1 B~Uflt~f1BttttlAt'~ tL~tLrt.~ttBrt.I1Ut'BIT.Wu'tLuntl1::WttlAtLUUl.::~" f1LI1~ 
fOP "'=" 1="= '" I f'CI' ~ , '" -" P'=" "'f'=!""" I I , I I 

Ut~::~ttLt~ I1BIJ.~tt~t'~nt t~1~ttt'LflB~111~1tLUttr:l tn" ~~~f1L~U b"tLUt'LIAt'B!l.Bik1.~UU 

BblA~~'~t'LIAB~nLf:lf1~ln~tt~'B~~~tLU bLUf.I1~llmLt'U.ttM.l1ll~L1!~I1~t'L~k1.::WLttflBr:nllB~ 

~~bLU!:S~bLUf.l1bLUnr,p (sa:J!l\Jas peluoJ -MOl) L~fl~::1n1.B~l4~1LU~~1LU~fl 
, .. 

f1Br:U~'t'f1~'bLU~I1~UmLt'U.ttM. 

I1llB~~~tLUr:!bLBBik1. bLU~I1I1Bttt'~tLU~B~~nb~B.!ftrctnLt'U.ttM.~" (UOn8::>01 AlJ8d -pJllU) 

t'Uk1.~~t~t'ELk1.flt Bik1. nL,CLt'~tLU~I1~ tfltnLt'U.ttM.~bLBBik1. bLU~I1~Wt'BIT. L t'L~.tUWfl@H , . , 

flt t'B~ ~ VJ.f.I1~ ~.tUb LUnL U ~l1ll t'B~W~' L~U f1Br:nllI1B~~l L f1B!gfl~bLUf.I1~W I1lltL Uf.I1I1:f~ ~ 
" . 

tLU~l1tLUB~ (sa::>!l\Jas pelUOJ -Wn!pa~) t'L~unq·m~::1n1.B~l4~1LU~~1LU~11 

t'~n~L-RU~tLu::~"U~flL,ttnL~B~1L,ttn~B~tLU U~flL,ttnL~I1I111tL~Ln!J 
" '" 

tLUt'~ttttt'~ ~~lnl ~1A.'::LbM.' L~I114::tB~~~tLUnQmL~UnDbbClnt~" t'~I1~::tnt B~~~bLUnQ' 
'" , 

tt ~1 ~" l1b L Uf.11 t'B IT. t'L r1 Bt14l .tUb I1tt~n~ b~~' tt Lt ~ !:bLU~ I1I1B tt t'~t L U t'~::Wnbn.tt~~ B:: ~"b LU~ 11 
I ... • I. 

8~ 

t'~k1." flt ~ LI1~I1~ jllAM.'1tLUt'LlAbLUtI1Bik1.f1t~ttf.~'tLUf.11 nj!.' bLUf.I1I1Bttt'~bLU~ B~~ ~Lr:k1. 

L~1::~1'bLUf.I1~WIA.~f.l1l1llULttt'LflBt'B~W~mt~!:~LI1f.I1~ t'Bm~f1t.!f L t'L~.tUbUflBHfltt'B~ 

l!lLl1f.I1~~tLUf.mLUB~ (sa:J!AJas P81uoJ -4fi!H) t'~fl~::1n1.B~l4~1LU~~1LU~fl 
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., 
n~~U'l'\.ml~~~~ul~~'tlu1nl~-zqI).JI~mLtJndju 3 ~'lU (Lovelock & Wright, 2002; 

"''' ... I I . 
...... I dI .........:aI '" .... d 

White, 2003) f'I'tl "U(;)'tlun'tlum~"ll'tl (The Pre-purchase) -nU(;)'tlUVl).Jm~'YiU~UlnUL'Yi'tl"ltJ 
., ., .- .... _ ... 

u~m~ (Services Encounter) LL~~"U(;)'tlUlH~..:Jm~"ll'tl (The Post-purchase) 

....... I " '" 

i1Jfi1f)1Jrif)1Jn")~f) (Pre-purchase) m~~~~u1~Yl~::~'tlLL~~Hfu1mm~::\'h1uiU[;1'tl'\.l 
". '" I '" 

ri'tlUnl~'tl ;..:JLiluiU[;1'tlUYl~'l).J 3 iU(;)'tlULLm PlfJ m~(;)~::~unn..:Jt1'mn m~ln;r'tl).J~).JI~UU-zqUU 
~ ~ . 

).Jln1uiu(;)'tlU~ L'Yi~I~~I,rui1~Vlfi'Yi~~fJVlI..:JL~'tln(;h-31 ~~u1tnf'l~~Vilm~~~I~rul nln1~~'tl 
djuii~t)[;1~~ViI1.h~~1 (Routine) LL~~jP)'tl1J'1l1..:J~~i1f'1'll).J L~tJ,nJ'tltJ ~u1tn f'I'tl1~ Ltl~tJU h.IL~'tln 

~ 

. .., 
f'I'll).J L~tJ..:J-n'tl-3LL~~::VlI..:J L~'tln ri'tluYi~~~~~uL~f'lf..:J~vl'vhtJ . 

i1Jfi1f)1JmrrilJn1JL~f)mrlJJn1r (Service encounter) nfJ LUU"ll'l..:J L 'l~1 LL~-3f'1'll).J~1-3 

(Moment of Truth)L'Yi~I::~~..:J~lnm~~~~u1~~fJu'1m~ m~~~ui'tl'tlI~Luultl1u~tl-n'tl..:Jn1nL~n 
~ 

1 u~::~~I..:J~i1m~~..:J).J'tluu1m ~~~'YiU'tl-3 Fltl~~n'tlu).Jln).J1 tJ ;-3'tl-3 Fltl ~~n'tlu LLui~ ~'tlth-3'tl1~ LL-zq~..:J 

1~Li~un..:Jf1ruJlIYl"'tl..:Ju1m~ (lovelock & Wright, 2002) 

1. ~..:JLL'l~~'tl).J-n'tl..:Ju1m~ (Service Environments) ~'l).Jltln-3f'1ru~).Jmi~~utX'tl..:JltX~..:J • . .., 
~).J~Yl~u1tnPl).J'tl..:JLl1uYiVilm~Yl..:J111t.JU'tln 111t.JLU. ~111'Yi"'tl-3m~(;)mLui-3 LL~~'tltlmnr. f'I'l1).J 

~ . 
-zqntlm. n~u U~~L~t.J-3 viIVlI-3LL~~'Yi'l~n~~).J"'tl..:J~u1tnPl~ltJ~U ~..:J~).J~~~~LUU~'ltl~..:JLL~..:Jf'I'll).J 

f'l1~~).Jlt.J LL~~m~funUf'lruI11WllfJ..:Ju'1m~"'tl-3~u'1tnf'l 
~ . " . .., 

2. 1.Jf'lf'I~lm';huu1m~ (Service Personnel) Lilut1~~t.J~If1C1!Yl~~ 1uiu(;)'tlun1n~;C1! 

mJlnUL~fJ~~uifJ~fJ"ltJu1nl~ nl~YlU~tJlnUL~fJ"lt.Ju1mnilultlfJtil-3iitl~~~VlfiI11'Yi 

3. u1m~~I~fum~~uu~uu (Support Services) tl~~nfJu~'lt.Jt)~~uil..:J 1 LL~~Lf'l1'tl-3 • • 
;jfJ~).J n-3 n ~~U'lUm~ViI1 ~Yl un-31u~ViI..:J lufJ~t'hu~tJltlllmi..:J IU l~fJ ti 1-3 tJ n tXfJ..:J 'tl..:J Fltl~~n'tlu 
" ... ... . 
UiiPl'lI).J~ll"iru).Jln Yl..:JUL Yll1~YlUn..:JIU~IU'lU).JlnYl~(;) ui'tl nu ~u'1tn PI hj~I).JI~C1ViI-31U l~~ nl 

~ ~ 
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U1-l Flf-l ~u1-Ln FI~1U~'W~i1Yi~ ~mnJ hj~~'WVi11lX Ln ~ FI,)1~ L~m.nu 1 um~u1n 1~ ~U1V11~FI,) ~Fl1 Vl 

LV1(;Jm~ru LL~:::FI'l~i1LLC.J'W~m~'WL~'tlLLnU'l!V11j;j1-l 1 ~m~LnVl~'Wlv1 

'" '" 
iUVlfJW71E1Ufi"mnfl (Post-putchase) ~1J1-tnFl~:::Vi1n1nh:::Lij'WFlru111Yi'll'a-lu1-m~ 

L~umm.J1uuLYlu1J~-l~m~V1~1un1J~-l~fu~V11fl~-.l~1v1fu n1c!u1tnFli1F1'l1~~-.lYi'al~nLL~~-l("h .. " 

~m'Wn1~ruLL~:::U~r.rU~')'WlJFlFI~~'W 1 n~:::d:I'Wh.n'WL:n-.l1J'Jn L~'a~1J1tnFlLn~FI,)1~~-.lYi'a 1~ n~::: 

Yi1n1~'a~1~n LL~:::~:::n~1mtJ'Wc!u1tnFl~i1F1'l1~nn~ 'atJ1-lhnm~ n1th:::~um~ru1'W1J1n1~ .. 

Traditional model Service model 

Problem recognition 

I. Information search Pre-purchase 

Evaluation of alternative 

Purchase decision Service encounter 

Post-purchase behavior Post-purchase behavior 

.J 
Y1~1: White, L. (2003). Buyer behavior. In McColl-Kennedy, J.R. (Eds.), Service 

marketing : A managerial approach.p.27. Singapore;John Wiley & Sons.p.27. 
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m11J1n11~uLt}~t.hUL'Y1F1LuL~U (Self-SeNice Technology) 

Ldt}~~1n~mUmmrm1LL'ii~iu"lJt}~~1n~j;h~11ui1~~Uut!UL~~n.J1n;u L(1)tJkm1tmJLuu 

m1LL'ii~iu~:a~'fl~ri1J111"l1 ~~Ltlum1L~lJLLNn(1)~ULLri1J1';'Y1r;i1~11~y'hm1tlf1J1J~~tJ~tJ~j;]1~~ 

;U L~t}1,n~f1JtJ~~t}1JLL'Y1U~A'lJ~1n~1 un~~'Y1U~1J~11l1,)::L-rlui1LtluLLNtJ~n~u~~1~iJ011L~1:: . . 

LL1~~1W·1U~1t}1~~1J111lf"l1~1J1011(;],)Lt}~ i1Ltlu~n~U'Y11~~n~~~::~v}j;lu'VJulv) O11tl!i~~1'fl 

Ltl~tJULLtl~~ltlLL1J1J (Reengineering) m::1J')U011 1tnJ LtlutJ~Yh 1 ~01n11~1u1,) (1) L~,) ~~;u 

'flU 1~ hri~ ~1J 1~11~ ::~'fl~~~ 1::~ n~1 01 1~ (1) ~U'Y1U L(1)tJ llJ Fi1U~ n~ f"l':l1lJ ~'i'l~ n 11"lJ'i'l~ ~1J111l1"l,1u 
~ . ~ 

m11J1m1~uLt}~t.huL'Y1f"lLUL~U (Self-SeNice Technology, SST) Ltlum11~1J1011~ 

Ltl~tJU~1 n m 11J1011L(1)tJ~un~ 1u~1t}1J f"l FI~ ltlLtlu~1J111l f"l LUU~ ~1 L UU0111J1011v)') tJ j;]UL 'i'l~ 
• ~ OJ 

(Curren & Meuter, 2003) LL~::~1J111lFlij~,)UL~m;rt}~1um::1J,)U011tJ~~1u'i'lj;]~1~m1lJm1 
OJ • 

1J1m1 LL~::~~lJt}1J1J1m11~~,)~1J111lFlL'fl~ Toffler (1982; 1990, as cited in Annam & 
OJ 

Yallaprag~da, 2006) 

Ut}n~1 ni1u~ij 0111 ~Fl,)1lJ~lJ1tJ"lJt}~ O111J1m1~uLt}~ t.i1UL'Y1 FlL U L~U1.) 

~n~1 SST Pit} O111J1m1~~1J111lFliJ:aM::1u011H'1J1m1LVltJhj~t}~iJm1tl!i~lJ~ufi~1t}011 

-rl')m~~t}~1n~un~1u1un111~1J1n11 (Annam & Yallapragada, 2006; Meuter, 2000) L-rlU 

ATM ~lJ~1,rUt1~ LU~ 1::1J1JL'Y11~~Y1t1~ LU,m LtlU~U ~~L'Y1FlLUL~U~U1lJ1 H1U0111J1011n'fl 

lV)~1LtluL'Y1FlLUL~um1~t}~1~tJt}lJ1~~1J111lFl~~1~0111J1m11v)t}u1~ij:a~1::LVltJhi~t}~ .. , -' t,I _ _ 

Lnm"lJt}~n1J~Um1U Bitner (2001) 

mr 1~Fl,)1lJ~lJ1tJ"lJt}~n1ru1n11~uLt}~t.i1UL'Y1F1LUL~U (SST) ~ l"it}u;r1~iVl L~ULL~:: 

L;r11~~1tJLVltJ Zeithaml U~:: Bitner (2003) 1~nfi1')Hrj1 Luun1ru1011~t1n~~1~L(1)tJ~1J111lFl~~ 
~ ~ 

~lJ VlLVltJ hiij Fl,)1lJ L~m;rt}~ LVltJ ~N~1t}iitl5~lJ~Ufi1Vl1ri1J~Un~1U1J11i'v1 ~1t} ~un~1u0~ 
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, " 
ri'WnLLfiLYlU-1Li~'Wm1U1m1Y;()n~11~;uLVlU~U1-tnl")~1'f)~fuu'im1 

" " " 

~lnm11,x1"),)1l-l~l-lIU'lJ'f)~m1u'im1c1l,)UVl'WL'f)~thtJLVlFlL'WL~U (SST) ~~mh')-nl~~'W 

~1l-l11()Mtllc1lrJl Li~J'Wm~U')'Wm1u'im1~()nril~'WVl LVlU~U'itnFl~1'f)~nFh ~-1Ll~L~l-lL-nll-llijfi')'W 
l1li "'U,, 

1'm 1 'Wm n ;hfuu'im1"'Wn~ m1fi-1l-l'f)uu'im1 L~'lU hiij f)') 1 l-l L~m-n'f)~ nU'YiUn~ 1'W 1 ,xu'im1 LL~"::; 

L~m;J'f)-1 nu LVI I") L'W L~U~~U1-tn I") Hf ;~()'f)LU'W~'f)n~I~1~~rJl~ ~U 1tn I") LL~~U1-';VI~Il-lI)'()Mtllc1l~~ 
, .. 

LLt.lWll'YiVl 2.2 

" " . 

LL"-I'W1l1'YiY1 : 2.2 LL~Vl~m),LmuuLliuum::;u')'Wm)'fi~th'Wm)'u1-m1LVltJ~')ltlnum::;u')'Wm)' 

fi~th'Wu1-mnLuum1u1-m),Vl'WL'f)~c.iI'WLVI I") L'W L~U (SST) 

Company Employee c=:) Customer 

Company Technology c=:) Customer 

L~'f) 1,xL;Jl1"LL'W')~v'lnl1u1-m1Vl'WL'f)~th'WLVlI") L'WL~U ~1'f) SST 1,xiVlL~'W~~~'W ~~I")'))'lil 

1"),)1l-lL-ih 1~FI')Il-l~I~tlJ'lJ'f)~ LVII") L'W L~m'Wm1Ull-ll1-ii1'W~)'n" c1l')u ;~ 1"),)1l-l~l-lIU'lJ'f)~ LVI I") L'W L~U 

Vlll-l'Yi"'Wl1.fml-l~UU11"lluru~Vlu~m'W 'Yi .Pl .25421c1luml-lHrJl LVIFI L'WL~U ~'f) ~VlUlm),~U1L'f)1 

1"),)Il-llVll~~YlUl Pll~ Vlfl-ll H1,x Ln Vltl)'~ LU"ll'W1 'WVll~tl5u~ LL~ ~f.lVl~I~nnl-l 

~m'Yi1, 2550) 



23 

John LL~::flCU:: (1999) l~,xfl'"nlJtUJ1U"lltl-lLVlflLUL~U H11Lilutl-lr1fl'lllJ!~Lnlfl~ln 

~VlmPlI~V1f (Scientific Knowledge) ~-l~fl'lllJfl~'el1Jfl~lJhJ~-l1.h::LU"1!u1-if~tlU"ll'B-lc;l'l~ft(;1JlCU'Yl 

LVlflL'l.IL~U1'l.1m~~ftVl U~::fl'lllJn'l.lm~"llIU .. 

Tayley (1988 t11-l~-llu PlfCUtJfi~ fII~fi'l.llnnLll'l, 2547) l,xfl'lllJ~lJIU"lltl~ LVlflL'l.ILftU H 

11 Luum1 Hi'tl1..lnmr Lfl1-tl-lntll um~4' IflmritllJ~,jI'l~I~'Btil-liJ1..l~::~VlfiIl1Yi . .. 

LVlflL'l.IL~u1..l~::ntl1J11..l';l'lmVlflL'l.IL~U~~II9'1! 2 ~1"ll1 (~ln(;1tJ mm~11fl lLft::flru::, 

2543) ~tl LVlflL'l.IL~UfltllJ~'lL(;1tlf LL~:: LVlflL'l.IL~U~tl~I~LVl~fllJ'l.IlfllJ ~-l~-l~'B-l~I"llliJn1~ 
I o ~ _ _ .. _ 

VlI-l1'l.1Vl~lJYi'l.lfin'l.l 

itllJ~~~Utl-lfl'lllJ~tl-lm~"lltl-lcn-if~::1..l~::ntl1J~'lum~)J~fi 31..l~::n1~ ~tl m~UIL-nI-n'B)J~ n1~ .... " 
I " 0-

1..l1::)J'l~~~itl)J~ u~::m~u~Ifl-l~~itl)J~ ;-lm~lJ~fi~~ 31..l~::m~il ~tl~m~mVlfl L'l.IL~U~I'l.1 .. " 

L'YIFI fl.l ffi;;~f1f11rFlJJ1.I1F1JJ Hl'l.1nI1~tl~11 ~1tlm ~L~U LLYi*tl~~ 11..lU-l0-if LL~fi-l ~1-l1 
LiJ'l.Il1..ltltil-l~::Vl'ln 1'lIflLi'l \!n~tl~ fl1Un'l'l.lli'l.l~tlmf;Jm~ru LL~::lu~mfru::::uuUU~I-l1 L'li'l.l 

itl~~ (Data) tll~LiJU::UU1J1Jc;l'lL~'1I ~1tlc;l'lflnmitlfl'll)J (Text) 1l1Yi (Image) U~::L~U-l 

(Voice) ~~LVlfl L'l.IL~u~1-if1'l.1nI1~tl~lffi1-tlLtmUYi*tl)J~ l~LLri LVlfl L'l.I L~u~1-if1U1::1J1JLVl~fl)J'l.I1 
Of 

fl1rli(;1 )Jlim-lf4" (2535 t11~n-llu fllfcutJfi1 fII~fiUlmLLn'l, 2547) 1~LLtJn1..l1::L1lVl'1ltl-l 

L'YlflL'l.IL~UVlI)JimfCU::'1Itl-lm11-if~lu L~UUti~Lil'l.l61..l1::L1l'Yl fitl 



, 
" • -=I.., _ .., .. r 

nfi'il~mtl')~VlPlU Lf1~'il~L'iln'!lL~U '1~·1 

2. LVll"1tUt~u~1-numnriu-if'illJ~ "~lUU~'el~H'uuVin L"llU LVltJLllJm~n 91ULLlJLVl~n ., 
... .. _ q a 

91ULL~~~Vl~'il91UL~L'lI'il~ U(;In'ilVlL'ellJ '1~'1 

3. LVI 1"1 tULfiU~1-num~tJ~~W.l~~~-if'illJ~ 1~dJU~1J~ULVlPI 1~LLn LVlI"1 tut~~ 
'IJ 

l"1'illJ~,) L(;I'ilf ~1U~l1f~LL')fLL~::"ll'il~ (;]LL'~f 

4. LVI 1"1 tut~u~1-nUmnL~"'~~~-if'ell.J~Vl1'el~1J~ULVlPl1~LLn ~l"1i'il~YilJvrLLUU~h~1 
, ... .. 

9'elfl1~ ~~'el(;lL(;I'ilJ LL~~'ilU1 

5. LVll"1tUt~~~1-num~~~vi1~1LU1~1J~ULVIPI l"llU lrli'el 'H"hm'eln~1~ L~i'el~'hU 

1lJ LrWvhf lJ '1 ~ '1 

6. LVI 1"1 tUt~u~1Vlfun1UVl'el"'~'el~1J-if'ellJfi LL'i'l::mJ~'W LVlPl H1LLn J~UU LVl JrllJU1 rllJ ., 

[;j1~1 L"llU ~VltJhiPl,r~VltJm~91m~m LVlJiPl,rLVln~"lI LVI~~1J LL~::J::;UULI"11'el"li1Url'ellJYi,)L(;I'elf 

~~J::;U:: 1n~ Ll~~J::;U~ 1nfi 

lri'ili1mJ~1LVlI"1 LUt~UI"1'illJYi,)L(;I'elf lJ11-D'i,)lJnULVI rl L 'WL~mVlJrllJU1rllJ9~vi11~Ln"'J::;UU 

LPl1'il"li1UI"1'illJYi,)L(;I'elf (Computer Network) vi11 ~1"1'ellJYl,)L(;I'elf~L~'ellJ Lu~nULVl~1,r'W~1lJ1n) 

vi1,nui,)lJnu1~ LL~mtJ~uu-if'illJ~nu 1~ LL~~vi11 ~Ln"'J~uu~i1tJJ::; LU"ll,r[;j'il~1UfiJn9'elth~ n~1~ ., . 

Us. Department of Commerce (2000, as cited in Curran & Meuter, 2005) 1~n~1')n~ 

LVI 1"1 LUtfiU1tii199UU~1 i1m~fi~VlUL~u')nULVlI"1 LULfiU~1J~'WLVlPI L~lJlJ1n;Un~ 2 Lvh 1u"ll')~tJ • • 

cJ1ULVlI"1LUL~U L"lluL~mriu~ Fisher (1998, as cited in Curran & Meuter, 2005) n~1')r)1 

LVI PI LU Lfim~fun11U'il2.Jfu LLfi~tJJ~~U 1"1,)1lJ~1 L~9'ilth~ lJ1 n 1 um J~1lJ11 ~u 1mJ 1 UVlfi 1 U1~Jn9 

U1n11 Lrt'il-391nLVlI"1LUL~Un'ilr)1Liju(;],)·lhu1umJ~~[;j'ilnucJu1tnl"1~2.J11-nu1mJLVli1'eluriumJ1~ .. 

m1L~2.J~,)L~tln1Un111,xu1n1~~,)U (Curran & Meuter, 2005) m12.J~~~')n~U1U n1J1-D'~~1U 

n~1V11~L~tln~U1 ridjumVJtJfi~LVI f1 LU LfiU~12.J1~rI~-3 ~~ 19 ~u1tn 1"11~Un1JL~'iln 1-D'u1mJ 
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(Meuter et aI., 2000) L'J~1 LL~~m~1.h~mT~~'UVJ'U m~~~L'J~11'Um~ffifuu1m1 Fl'J1lJ~1lJ1~n 

l'Um~Fl'JuFllJn1ru1n111m~lJ1Vl~~1'U LL~~L~lJ~::vlumnu1Fl'J1lJ~tHm1"l1fl-ltJu1tnFll~ 
" d ~ '" , , 

1 ... ... 
(Meuter & Bitner, 1998) FI'J1lJ~::~'Jn 'UL~fl-l"tltl-l~m'UVi (Kauffman & Lally, 1994) LL~:::Fl'J1lJ 

L~~~L~~'Ul'Un11H'1J1m~~1mVlFlt'Ut~~ (Dabholkar, 1994, 1996) u~~ttJ"lIt1j;j1-l1 m',hO~'J'U 
, " " 

LLr;lLU'UFlru~lJ~VlLU'UU1:::ttJ"J!t1'11tl-lLVlFlt'Ut~~j;jtln11l11lJ11-nWl1Flfi1ii~u1m~'~-l~'U , . 

'Ufln~1 nOLVI Fl t 'U t~~tT-l Li1'U~ULL1J1J~nflVlfi~~ j;jtlm1u!jillim~ l'UVl~1~1J1n1~ ~-l 

LYlFlt'Ut~~Lu'Un1nu~tJ'ULLU~-lftmiru~n1~1J1m~1~tlt.h-lU1~'Ul~ LLfl:::n~nUI11~lJ1nr;ltlmn~'Utl 

m1u1n11~uLL1J1JlmJ~hJl-rlLLl"im~'4'U(;1'U1m~tlu1-l~c.h'U1lJ1 (Zeithaml & Bitner, 2003) LL~:: 

f1'J 1lJ ~1lJ1 ~n 1 'Um ~~1 (;11lJ f1'J1lJ ~tl-l n1~'1Itl-l tJu 1tn Fl C1tl Li1'UU~::: tU"llt1~ft ntlU 1-l~i1-l'1ltl-l n 1~U1 
" 

LYlflt'Ut~~L-if1lJ11fl'Un1~1,xu1n1~ (Quinn, 1996, as cited in Annam & Yallapragada, 2006) 

~~1U1 ~1ii~1J1n1~ ~'Juu~:::tU"J!'U1'U~~1U1 ~1'Uvl-l~mh'JlJ1LL~'J"lItl-lLVIfI t'Ut~~ Normann 

(2000, as cited in Annam & Yallapragada, 2006) 1~~!1l5 mf;Jc..J~~u1m,1J1m~L~tlnH'm~ 

U1n1~~nLYlFlt'Ut~~Lij'U~'U'n'UH ~tl (1) n1~~~~'UVI'U (2) n1~FI,)1JfllJflruI11~n1~1J1n1~ (3) 
~ "" " 

n1~L~lJ~:::vlUflruJl1~n11U1n11 (4) fl')1lJ~1lJ11nl'Um1~~r;ltln1JtJ1J1tnFll~~u(;1NlJ1nnt)1 , " 

LL~:: (5) LVlfl t'Ut~~~1lJ11nfl'J1JfllJLL~::~~mlJ~~~m~lJ'1Ifl-lqu1tnfll~ 

Fl,)1lJn1')mJ1'11tl-lLVlflt'Ut~U1'UiJ~,u'UOiiL~lJlJ1n;'UL~U11'Um11,xu1n1nL~:::i1 
:aVlfi~~tlU1-llJ1 n~-l n1J n11u1m1(;1'UL tl-l LL~::n11~U1J~'U'Um11J1m~ tJ1J1tn Fl~1lJ11n L~fl n H' n1~ . " 

H'-l1'U~~~1n~~1U'1Itl-lLVIFl t'Ut~Ul'Um11,x1J1n11(;1'ULtl-l"fl-ltJ1J1tnFlLtl-l Zinn (1993, as cited in 
" 

Annam & Yallapragada, 2006) ~1J1tnFl~1lJ11mi1t1-litll;!~'Yi1'J~11 ~'UFhlULL1J1JlmJ LL~::: 

m:::1J'J'Um1~-l~1'Uti(;1t'U~ ~tJ1J1tnFlt'l1lJ11nfh~'U~ 1'l'J1JFllJ LLfl::Li1n-l~'UFh~Li1'U~'UA'1L~Yn::: " , 

~1~fuqu1tnFlLLr;l~::f1'Ul~lJ1n;'U (Sheth & Mittal, 2004) LL~:::1'U"lIru~L~u'Jn'U1J1~Vl1J1ri11j;j1-l1 
n~::: H' L VI Fit 'U t~ul 'U~'Ui;]tl'Uj;j1-l1 "tltl-lm::1J'J'Um1m11 ,xu1m1LL~~ 1 'Un11~uU~'4'Um1u1n 11i'JlJ 

nUn11tlfutll-lflrun1~LL~::m1c..J~(;1m1U1n11 Blumberg (1994, cited in Annam & 
" , 

Yallapragada, 2006) 'Utln~1ni1I'l'J1lJn1,)~U1"l1fl-lLVlI'l t'UtflutT-lU1lJ1;-l~lJlJfl-ll~lJ1 t~m~Yn:: 

LVI Fl t 'U t~Ufl'UL(;1flfLilV1~~1lJ11n L ;ht1-ln11~1-l1'U 1 'Um11 ,xu1m1V1'UL fl-l 't~tlU1-l n')1-l"ll'J1-l LL~:: 

Fl1flUFl~lJ Li1'Uc..J~ l,xLVlI'l L'U t~Uiil'l'J1lJlJ-l,r'U~~::"u1Un1a-lflfln 'tUflU1-lj;jfl Lrtfl-l ~-l'ttlnt)1t!'U , , 
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m1u1L"'PlLlJLflthJ1HllJn111~ujm1,rlJ ~1~11nflVl~u"'lJ~~1~F1'l1~LLr;]n(;h~1~num:;u'llJm1 • 
" . 

m1CJ~m;~~lJf~'1LLfl:;ujn111~t:lth~;:jlh:;~."fifnYi Yi~t:l~nudjlJm1L~~tlt:lIf)'JJ1t1 ~~1~r"l'l1~Vi~ 

Yit:ll~lum1ujm11~nucJu1LnFlLLfl:;Ltlum1fm~1cJujLnr"l~n~'lti Annam LLfl~ Yallapragada 
" " 

(2006) 

Meuter (2000) 1~vi1m1~m~1LLfl:;LL1j~'lIulf)'JJt:l~m1u1m1r;]lJLt:l~~1lJL"'r"l LULfl~ Llf)mLti~ 

~1nnJLLUU'JJt:l~L"'F1LlJLfl~~u1MYll-num1~lf)vit:lnucJujLnFl (Interface) nUFI'l1~~~~~1t1 
" ". 

(Purpose) 'JJt:l~~ujLnr"l~1nm1H'L"'F1LULfl~ (m11~~ 2.2 ) 

~ 
Telephonellnteractive Online/Internet Interactive Video/CD 

Purpose Voice Response Kiosks 

Customer • Telephone banking , Package tracking 'ATMS 

Services • Flight information • Account information ' Hotel checkout 

, Order status 

Transactions • Telephone banking • Retail purchasing • Pay at the pump 

, Prescription refills • Financial transactiom • Hotel checkout 

'Car rental 

Self-Help • Information telephone • Internet information ' Blood pressure • Tax preparation 

lines search machines software 

• Distance learning • Tourist information ' Television/CD 

based training 

, ... 
"'~1: Meuter. M. L., Ostrom, A. L., Roundtree, R. I. & Bitner. M. J. (2000). Self-Service 

Technologies: Understanding customer satisfaction with technology-based 

service encounters. Journal of Marketing. 64, 50-60. 

LLmUU'JJt:l~V1111~~:;LL~IMn~nJLLUU'JJt:l~L"'F1LlJLfl~~um.,,1-nlJn11~1f)~t:l~t:l~11nUcJ 
w " 

u1tnPlllJm1~~~t:luu1m1 tlf)tlm1~VI~t:l~t:l~11"'1~L"'F1tlJtflU;1t1t:l~1~cJu1tnFlCJ~r;]LLfl:;fu 
" 
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r;]uLtl~,hULVlPltUt~[J Yen (2005) lh~n'fluhJti\''lU 1~uutYl1~Yil'11~UUL~tI~r;]tlufu 1~UU 

tltlul~u ~uLr;]tlfLUr;] n11~r;Jvitlt.iIU~€r;] tu~ (Kiosk) LL~~VlI~ VDO v;~tl CD ~'lULLvidJU1ULLUU 
~ ~ 

n11u1nI1~l'lmVlPl tu t~[J~u1';VI vil~11~UI~IHLtlU~~ n 1Un111~u1n11~~tlLUUVlI-l L~tl n 1 Un11 

1~u1n11 Meuter (2000) LL~~UI~Plf-l L'Vlf"l tut~[JL~fhnu~nn 1'nAtl~tu-lnu~'lU (;]')tlri1wriu 
~ 

l'I!~'Iltl-lu1';VlL~tl~loitl~~L~~L~~~~tl~-l~tll~uliuYi ~,)Url,)I~~-l~~IU (Purpose) Ju~~ 

u1~ntlulu~'lU 1) n11u1n11~nph (Customer Services) Fitl 1ULLUUn11U1n11~~fnn~~ltl~ 
~ . ~ 

1~UU~ULr;]tlfLUr;] LiJU~U 2) n11~ILilUn11V11~fi1ii~ (Transactions) LiJUn11U1n11'Vl1'1 , 

LVlrl tut~u~1~~u1tnrl~I~11n~ILilun11vil~1 ~fJ 'Illtl LL~mU~tlunuu1';VI t~tlhj~tl-li1n11~~ 

vitl t~tlr;]NnUYiUn~IULrltl L-rlU Amazon.com n11~fJ'Ii,)VlI~~ULr;]'[JfLUr;] n11L-rl1 1n tlUvlt.ilu~ 
~ 

tlnrJUr;]ULtl'l LLrl~ril~U~n11U1n11~'ltlr;]ULfJ'Ir;]I~rl'lI~~~~')n'lltl'l~nPlI L-rlU n1 J~I-iftl~rlVlI'1 

~l.!Lr;]tlfLUr;] nIJ~m~IV11'11nrl -iftl~rln1JvifJ-lL~m Ltll.!~U 
~ 

Dabholkar (1994) L~Utll'h cJU1tnrl~I~IJniJn1~~~vitl~tl~IJnUm,xu1n1~ t~tln1J 
~ ~ 

~ ~ 

U1n11r;]UL tl'l t.i IUL VI rl t U trl m~li-lVlI~ r;]~~ LLrl~VlI~tltl~ t~tl;Utl ti nu ml~ ~~~') n'lltl'l cJu 1tn rl LUl.! 
~ ~ 

ATM ~fiUlrll~ Lrlitl~"ltli'lflr;]tUl-I"il LtlU~U nJLLUU~ 2 n11~~vitlfuu1n11t~tlr;]~'1t~tl~cJ 
~ .. 

, 'I " 

u1tnrlH LVlPl t U t~[J~lnYiuIU~-;tlYivil-31UL~tlfuu1n1~ L-rlU n1~tl~UPlIV11-l~ULr;]tlfL Ur;] n1~ 

L~tluVlI-31nrl n11~loitl~rlvil-31V11-l~ULr;]tlfLUr;] LtlU~U lULLUU~ 3 LUUn11~~vitlfuu1n1~VlI-l 

tltl~ ~tl~~UU t Vl1~YiY\flr;] tu~ cJu1tn Pl~~1ti\'fuu1n1~ujtlluu-3~~iJnI11~u1n1~LLrl~ Hh~uu .. 

~tl ~u1tnf"l~~1.jfu1n1~tVl1~YiY\flr;]tu~"ln~UIU~ffi~vil-31UL~tlfuu1n11 L'liU u1nl~fiUIf"l11 

VI 1-3 tVl~~Yil'1 LtlU~U 



At service site At customers' place 

CELL 1 CELL :2 

Customer goes to service site and uses Customer uses technology from 

technology to perform service. E.g home/work to perform service. 

ATMs, automated ticket machines .. E.g. Internet shopping, interactive 

Direct self-scanning at retail and library TV-shopping, reservations and 

Contact checkouts, automated recipe guide in information seeking over the 

reta il store, self-gas pumps, blood internet, account information, financial 

pressure machines, tourist info. transactions, distance learning. 

CELL 3 CELL 4 

Customer goes to service site and uses Customer calls automated telephone 

automated telephone system to service from home/work to perform 

Indirect perform service. service. 

Contact E.g. automated wake-up calls at hotel E.g. telephone-banking, automated 

room, telephone banking at bank, telephone-banking, automated ticket 

account information at libraries an ordering over telephone (airports, 

retail store. ferries, cinemas), automated time 

schedule (e.g. buses, trains). 

, .... 
V1lJ1: Annam, B. & Yallapragada, N. R. (2006). Understanding customer attitudes 

towards technology-based self-service: A case study on ATMs. Masters Thesis in 

Service Management Research. Karlstads University. Adapted from Dabholkar 

(1994). 

, ~ 

Rogers (1995) mh'li1,m~~1J'lun1~~(;l~ul~tlfllJfuut)(;Im'~lJ ~-31.h~nfl1Jltl~'lti 5 iu 
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1. -KUPl,)1).Jl (Knowledge) Luu,Tu~1.JPlPI~"'l::U1fl-1iJPI,)1).J!L~u')rilJui(;lm'~).J~-1m1).Jl 

mJuuu 3 l.h::Ul"t1 ~fl 

... 
LL~::ui(;lm~).JuuVi1fl::hl~th-1 
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1.2 P1,)1).J~L~mrilJ;Sfin1~Hlut)(;lnn).J djuPl,)1).J~~1~"'l1nn1~~~j;Jfl~fl~1~).J,)~"llU n1~~(;l 
~ ~ 

" (;lfl-1 

1.3 P1,)1).J~L~mrilJ~~nn1~ P1,)1).Jhh::Ul"t1;1djuFl,)1).J~n-1~~n n1~~~n;-1~ LtJuLi~fl-1~~-1 
~ ~ ~ 

2. -Kun1~~-11"'l (persuasion) LiJU~U~1.JPlPI~ Lil(;lPl,)1).Jl~n"llfllJ'I-11flllJ"llfllJut)I1l m'~).J,Ju 

lJPI Fl~"'l::Li).J LL~,)-1'1-11-nfl).J~flEh-1 m'::~fl1fl ~U 'I-11-nfl).J~ L~).J L~).J LL~:: HI n ~::lJ,)Un1~~~).J1nn~1~U . ~ ~ 

~ ~ t ~ 

3. ,rUn1~~~~ul"'l (Decision) LtJu-nuV11(;li(;l~fl-1~1"'l::ufl).Jruui(;lm~).Juu~~1flllJ ~')u 
I "t I " 

n1~-1U1~um::~~1-1ifl ~-nfl L~U LiJflu1).J11i LL~,)"'l::LtJUth:: LU"llU'I-11flllJ LL~::th:: LU"llUV11~flJUU 

).J1n~fl~"'l::ufl).JflJhhJBmi'l-11flllJ 

" .... I " 

4. ,rUn1~U11UUB~ (Implementation) LtJu,ruV11.JFlrl~"t1~~fl-11iui(;lm~).JuurilJ 

~rnUn1mr'lJfl-1(;lU ~-1LUUn1~"t1~~fl-1rilJt'buufluriflu~11~~~~'I-11flllJ LL~::U~::LU"llu~l~ru,Ju 

).J1n~fl~"'l::ufl).JflJ1UUDmij;Jfllu~1fl'l-1tJ~n1~1iui(;lm~).J,Ju 

5. ,TUn1~UUUU (Confirmation) LiJu,TU~lJFlFl~LL~,)-1'1-11'h,)~1n~).JL~).J ~1flLLNL~1-).JL~fl • 
~UlJ~uu~1fl~UUUn1~~~~ul"'lL~mrilJui(;lm~).J~m'::Vi11uLL~,) ~1n~lJitl,rC;}LLU-1lJ1-1flth-1tl1"'l • 
Vi 11 ,x LU~UUf'l,)1).J ~~ 1 "'l"'l1 n L~).J~ Lf'lUUtl).Jru).J1 LUU llJutl).JflJ ~1tl"'l1 nn1 ~ llJUtl).JflJ).J1 LUUUtl).Jru 

"t1qMDn1~Ufl).JflJL"t1PllUl~ti (Technology Acceptance Model, TAM) 
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Technology Acceptance Model (TAM) (Davis et aI., 1989) ~~LLtJtNLL~:;lh:;~mhJ1 

• 9') n'Yl(p~tB'!Itl,m')~m::yi1 ml.J~ft nL ~ f;J LLfl ::tJ~ ;-l9 ::L~EJ');rtl'Hiu m~Y1,)Fl'J,)l.J L;') 19 LLfl:; m ~Fl,) ~ 
0-

Fl:;L'W~~~m5'l.J'lltl-ll.J~~t1 (Ajzen & Fishbein 1980, Davis et al. 1989) ltJLLUU'lltl-l TAM u'W 

t)'Ylfi~~'!Itl-l ~'J LLUU)')t1'Wtl m::iitJfl ~tlm,)l.JL;tl iPl'WFl~ LLfl::m')l.J~'W 19~9:: H L'Yl Fl L'W LflU ~1tl 

fltll.J~'JLVltlf (Davis et al. 1989) Fl'J1l.J L;tll'Wi'W~'W 2 tlth-l~~-ltJfl~tlmnj')~::uul.J,) l-D'~tl 

H5'::UUL'YlFlL'WLflU~1~~'WL'YlPi LVlm~tl~1 9::Y1')1~ Job Performance iju~::~'Ylfin')~ 

n1~.ru';fl'l1l.J~1!.1t;j'iln1~1,r-l1\.1 (Perceived Ease of Use) ~1l.J1~Cl1~~::VI'Jn~U1t1 
" 

aI., 1989) 

'Yl~~{jIf1-ln~1'J\lnU1l.J')Hn'Wmh-lnt)1-l'll'J1-l LiJ'WLLuuLLtJ'Wlum5'~~~u19~u~::~UtJfl 

~') L~91um5'Fl1 VI Fl::LUm5't1tll.Jfuv),)'WL'YlFl LU Lfl U~15'~'WLVl PI LVltI~l ~L ~U~-l~')mVl~ L~EJ')..ntl-lnu , 

-l1'W~~1t19:;ritl1~LnVl~~~m~l.Jlum5'~u19~9::HL'YlFl LULflU~1~~UL'YlPi ~-3tJfl1~ijm5'u1l.J1 H 

LLfl::t1tll.JfulULVlfl LULflU (Davis et aI., 1989; Venkatesh & Davis, 1996) L~~1::Fl'J1l.Jii 

tJ~:: LtI,!!,r9::LiJU~'Jri1~u~m~funu~::~UUFl Fl~ Fltl LL~fl:;FlUfi9:;funv)~') L'Yl Fl LU LflU~1~~'WL'Yl PI 
~, ~ 

9:;ii~'Ju-rl'JtI 1um~~ j;J.Ju')tJ~m~tJDU"]~1U'lltl-3L'!I,) 1V)tlth-l hU1-l ~'JUFl'J1l.J~1t1 1 'Wm~ 1-D' 9::LUU 

~'Jri1~u~m~fun ULL~'1Jtl-lml.J,) nm1tl m1l.J~,) L~9~9:: 1v)fu~') VlN nu~ ~tl-l m~~1tl hJ -l1U9:: 
~ 

o .. ..J 1" ... 1 ' ~,)L~9VlNVl1l.J'Ylfl,)VI 'J~~tl l.J (Davis et aI., 1989; Venkatesh & Davis, 1996) 

tJ9~t1~iJt)'Ylfi~~~tlm~~~~'W19t1tll.JfutJ~lilliru"t1L'Ylf')LUL~U'1Jtl-l~u1tnFliJtl~ 5 tJ~::m~ Roger 
... 

(1995) fltl 

1. Relative Advantage LiJUtJ9~t1~~u1tnf')l~n~1'htltll.Jfu~uA'') 1~~9::1v) 
tJ~:: LtI,!!,r~~n~1 Lri') ~1tl L~ntln~')PiLL,j-l L~tlLYitlU~')f')1 tJ~Vlnru-nL'Ylf') L U L~U~UU::U1~ Vlfl1VI f')f-l 

~ ~ 

LL~mrn9:;d:luL'Yl f') LuL~U~1~LFltliJl.J1ritlU Yi11~Ln~f')'J,)l.J1~uu19r;itlcJu1tnf') ;-3tJ~li1nru,,1~~ 
~ 
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~u1tnl"l hjrflfl-lI"l'flU~'lL~flL~UUjn1~Yil-l1U'!Jfl-lr.J~~111ru'Yl1lUjn~ln'"luLiiuh.l ~-lI"l,)I~FlULI"lU .... . 
., ., I 

mfilU'"I:::;Ufltirlu tJIij,JUfi~~~'!J'fl-lLL~f'l:::"lI~"lIU l"l'lI~L~fl I"lruFh LLf'l:::th:::~Um1ru1ufl~tn'!J'fl-lLL~f'l::: '" .. 

... I _ 4 _ ~_ 0 cI " 

Ufl~~Ur.Jf'ltnl1ru'YlUU1 tnl"'~fl"ll1 

4. Tria/ability m~ltXYlVlf'lfl-lH'r.J~tnJ1ru'VI1mJriflu ;-l'"l:::Luum1"lhu1tX~u1tnl"lf'lVl 

l"l'lI~L~U-l'"l1 m Yll"l L ULf'lm",lJ~hJiJ~fl~f'l 'lhuYil1tX~u1tn l"liJ ml~,ru 1'"1 LLf'l:::YlVlf'lfl-l1-if r.J~tn.nru'" 
'" '" 

'"IuiJp''lIl.J~-lYi'fl1'"11Uth:::LU"lIU~1rflfu 

5. Observabi/ity Fl'lI~~1~11C1"11'fl-lr.J~tn.nru"'~'fln1~~fl~11~'lU~'l,rUL'fl-l1tXnu 

~u1tnl"lfun~~IU ~u1tnI"l9:::u'fl~fU~UFll1",lJLi'l LYi~I:::~u1tnl"l~fl-lL~U",1flj~n1~n-lFlru 
... '" " "'" '" 

LLft'l n'"l:::Yil1tXu1~Yl~Il.Jl1ml-lnf'luYlfim~ltXu1n11~'lmYlFl LULf'lU "'1'fl r.J~tn.nru'Yl1",lJ1~tnN • 
I ., ... 

ml.JYi~~nnl.J"1I'fl-l~u1tnI"lYiLiiVl;ulum:::u'lUn11Ufll.Jfu~uA'I"11fl-l~u1tnl"l Ufln'"llni1'"l4'm1-l 

5 ~iit)YlfiYif'l~fln1~Ufll.Jfu'!Jfl-l~u1tnl"l~-lmh'l~I-lrflULLft'l n1~Yill"l'lIl.JL~11'"1~fln11LLtl-lnfil-J '" . 
~u1tnl"l",1'fl~nFll1un11Ufll.Jfu~uA'11"'lJnLUU~-l~I~'1J1un1~nl"'UVlnf'l~Ylfin1~ltXu1n11"11'fl-l 

U1~YlL'liunu ~-l~ Roger (1995) LLf'l::: Assael (2004) 1~LLtl-ll.h:::L11Yl'!Jfl-l~Ufll.Jfur.J~tn.nru'" 

l",lJ ",1'fl utJtnm1l.J tnll.J~:::~UI"l'lIl.JLi'llUn11Ufll.JfULUU 5 l.h:::L11Yl fiifl 

l"li-l11"lftLYll"l LULf'lU LUun~~L~n1iJi(Mhulh:::l.Jlru 2-3 % Lvh~u LL~FlUn~l.Jd4'Vl~lii 
1"l'l1~~I~'1J~ln L'ri~I:::'"I:::LUUn~l.J~u1tnFl~~Il.Jl1C1UUUU~ILYlFl LULf'lU~U11-nth:::LU"lIU 

1~ LmuuL~ijflU~Fl'lUFll.Jtl1:::~~'"I:::t1fiflU ltXLYlI"l L U Lf'lU LL'ri1"1JUlm~11t1u-ln~l.J~U1 ~fl1t1 

1~ (~l.J'l'lpf 'ri-lpf~m'ri1, 2550) 

2. Ear/y Adopters ~fl ~~L':;ULLU'lLUl.J"1Ifl-lLYlFlLULf'lm"'lJ~ILtlutI~:::LU"lIu1unl1Hf-llU1u 

flUll"lVi LLf'l:::LL~ Vl-l1". L ':;U~1 L Yll"l L U Lf'lm",lJ L"'fhnLijutl1::: LU"lIu1 UYll-lfi~ii'"l ~-ll"lunfil.Jn'"l::: . . 
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........1 ........ ... _ . ". 11 .... 
3. Early Majority fltl ~Y1Utl),JruU')(;1mnmfW"1nYi91~n.l1tlU'N1tlUPltlULLfl,) Plun~),Ju),Jn 

9 ~Utl),JfUU11li(;) '11 U'1Itl-ltf-lPl),Jt)1ij fI,)1),J~1 ~ru),J1 n ~-l,rUL ')£'119 ~~ (;)~U 1 9~tl~1tl1 if u ~ 

., 
mu 

4. Late Majority ~tl djun~),J~llJ'jjtlUfI,)1),JL~U-l 9~u'tl),Jfuu1'(;1m'~),JriLYi~1~fI,)1),J~1LtJU 

Y11-lLPlm'lii9~1tlLLNnVl~UY11-ltf-lPl),J Fluni'i),Ji1,rnLtJUcJ~i1Pl,)1),J~~LLrN ~Ntfu ~-lLfl 19 
u ." 

5. Laggards ~tl n~),Jvtutl),Jfuu1'(;1m~),J-n1~~Vl1U~-lFl),J LtJUYi')n(;]'tl~1UL'YlFl LULflutlJU'tl),J 

fU~-l1~lJ~1-tlmntl~uuLLlJfl-l~1U1 ~~JUtl~nutl~~LYinh.lEh-lL~WU,)LLUU llJ~u19Lfln 

111UUtln 

m~tl1~un(;11ifL'YlFlLuLflunum~u')um~1~u1m~ (Applying Technology to Service . 
Processes)(Lovelock & Wright. 2002) 

....I.. .c!iI .., ,.", .. 
U'ln1'lVl)Jn'l::U'lUn1'lLntJ'l"JI'il-lnUUflflfl (People - Processmg Services) • 

L~'tl-l91n\ln~hijtl5mU1(;1tlU(;]tlnULVlU(;1~-lnU~,)tl-lrrn~ U1m~~1Yi')ni1,rnL~m-ntl-lnum~tltln 
LLUU1' (;1 n'1ltl-l LFlitl-ltl1U,)U Fl,)1),J~ ~ Vl')n ~,)U~tlti (;1tlU~U1 LLfl~LPl itl-lijtl~H ~t!U~UU~')),J~-l1'~ (;)~ 

4IJ '" "II Of 

u~n1'lv1ijn'l::U'lUn1'lL~tJ'l,j'il-lnUfI'l1)JLUULi1"J1'iloil (Possession-Processing 

Services) u1m1mfh;1LUUfI,)1),J~1~C\!~Yi~-l-l1U LLuu1'~VlLLfl~~fim1Y11-lLY1Fl LULflU L~tl~U~1 
I I .. 

~~mrnLnm;rtl-lnUii9m~),JY11-l1'(;1n L1),J91nm~'1Iu~-lltl9uii-lmnriufn1i1 91nm~~(;)~-lltl9u • 
n-l mni1 FI,)1),J~~tl1(;) LLfl~91n m1L~),JJ1lTu ltl9un-l m1'rltl),J LL 'jj),J l' (;1 n~i1 L ~1'11tl-l~1),J11nu11tl • 
tltln LLUU 1~lJ1A' L~tl~"~n11~n1ru1n11Li1ultltlri1-l~1U(;)1U 

....aI... .. .., ...,...,.., ... 
U'ln1'lVl)Jn'l::U'lUn1'lLntJ'l"'il.:JnU(;l')n'l::9lUVl1.:JfI'l1)Jfl9l (Mental Stimulus • 

Processing Services) n'lLUVl),J191nL'Ylfl LULflUA'1U1i1,)~11 (IT) Fl,)1),Jn1,)~U1Y11-l L'Yl1Fl),JU1Fl),J 
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Q~" d ... .... • . . . 
tJ'in1'iVlJJn'i~tJ'l'Un1'iLntJ'l"JI'il,mtJ"JI11~1'i (Information - Processing Services) 

I • " II 

m1JJn"1'"nnj11um~u1m~Ylijn~::;U'lUm1Lnm;r'fl'lnu'll1'l~1~U'U~Utujnu IT Li:iU'fl£h'lJJ1n L'liU 
" 

m~fm~n~"1I1l1"'fYl1'llnrl Telemedicine 'fl~C1J1(;l1,x0,xm~fm~1~"1.IllTYn11m~~'l~,hu'll1'l~111u 

~uYh1u1(;) ~'lJJn'lm1~LLnu liin'lll~tJ Llrl::;;r'flJJrl'"l1mri~'fl'lij'fl(;l1'l'"l~'flU hJU'l~l~m"l!1CU~'fluvi1'l " " ..,,, 

n1'iVi1 LVI Flt'U tflii (;\1'U"li1'l~1'i 1 \.1llvl?! (;l (Making the Most of Information 

Technology) m'flm~vi1ri1hl~JJ1n~~(;)'"l1nFl'l1JJn1'l'vnj1'i''fl'lL'V1F1tutrlU~1u'll1'l~1~ lti'fl'l'"l1n 

Li~h.n"U'V11'l tl5llii m~~~ 1JJ 11t1lL£Jn f;\'l'fl'fln'"l1 n ~ u1tn rl t 'V11rlJJU1 rlJJ LLrl::; l'V1 rl t U trl U rl'fl JJYi'll(;l'flf~ 

~u~~tJ vi11,x~u1tnrl~1~1~t1l~'flJJttJ'l~.hUFl'flJJYi'll(;l'flf~')m::;uu"1l'fl'l0,xu1m~1u~rnu~~u 1 

f;\'l'flU1'lL'liU m1r.r(;)m1nU'l1UL'fln~1~~1'l11~;r'fl~rl~1i'l~'fl - "1I1tJ~ufh'"l1mrli'fl'lrl'flJJYi'll(;l'flf 

U1m1~rl1tJtl1::;1ll'V1~~nfh Hluum~tl~::;tJn~'V11'll'V1rl tu trlU;r'fl~rl'll1'l~111~fum~'fl'fln 

Lluuhjl~.,.n::;LL~m1L~'flJJttJ'lnu~u1tnrl1u~rnu~ ~~li'lnuffi,xu1m~1u~rnu~~u LL~U'l1,x~ 
" " " 

-a(;l tu~ ;'lijfO),)1JJ~1 Fi'cu ~'flnrltJ'V1fim1(;lrl1(;)u1m1JJ1n;U'V1nYl 
~ . . 

iJ'"lr.rtJ~vi11,x~u1tnFlL~'fln1-nn11U1m1(;lULtl'l~1'UL'V1F1t'UtrlU (SST) (Meuter et al.. 2000. as • 

cited in Zeithaml & Bitner. 2003) 

bail them out of difficult situations) Lrl'fl'flu1u~rnUn11nr~d'liu LLrl::;ijL,)rl1~"'hn(;) L'liU .. 
m~~'fl'lm1HL~'U~'lu1uL'lrl1~fiU1f')11iJ(;\,,;"m11LL~,) n~1JJ11t11tn-nu1m11~~~ ATM .. 



better than the interpersonal alternative) LYi~1::: SST ihh:::~'YlfiIl1Yilumnl~:::~tTI'I 

L'lfl1LLri~u1ml'llh:::~tTVlL~U LLfl:::Litl-3'Yl1-3~ln1VlU1 L'liU ~u1ml'l~~tl-3m~nulJL~ur,nn " .... 
fiU1 fOl1~ nfq1lJ1~Clliu1n1~r.i1uVl1-3tlULlnflfL illn lc1iLl'lu hI ~tl-3 hJYiurlUYiUn-31UfiU1 m~ 
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3. L'YlfOlLULflmum~u1m~lnuLtl-3Yi1-31ul~~ (SST work) ~u1mfl~LfOluihh:::t'lummr~tlm~ .. 
" limru1m~n1LLuuu Yiu~1m~li-31U~1U t'l:::I'I'ln ~'ll'lLi'l u1hJ~fOl'l1lJ~-3Yitll~'lItl'l~ .. .." 

1. L'YlfOlLutflmum~u1m~lnuLtl'liJiftltjl'lYifl1Vl (SST fail) Luuiffltjl'lYifl11'1~Lnl'l~1nfOl'l1lJil'l 

iftl'l'lltl'lLfOlitl-3flln Lum; ~1-tl ~:::uum~Yi1'11U 

2. LVlfOl LU Lflmum~u1m~lnuLtl'lCJntltlnLLuu).)11lJ~ (SST are poorly designed) luiftli1m~ 
"" . _ _ 0 _ ~ 

tltl n LLUUUU~'llJ m~tltl n LLUUVl'l'llfl'l~:::uum~'Yl1'11U LLfl::: LLUU'lItl'l In'l LfOl ~tl'l m~tltl n LLUU 

m~Yi1-31U'lltl'l LfOlitl'lJu~tl'lllJU1nLnu hJ~UYi1 1 tX~u1mfOlllJ Lif11~ LLfl:::f.11'1~1~U llJf>1lJ Fi1 " , 

rlum~li L'liU ~u1ml'l~tl'lm~LY;u'InVl 2-3 fOlf'l LL~'lm~Yi1'11Un~1Li~ LL~c11LnuhJ~1ni1 
" 

riLuuhJl~~1~u1tnfOl~:::L1.J~uul1.Jl-ifm~u1n1~n1LLuu~ULL'YlU .. " 

3. ~u1tnfOl~llJLuu~:::LiJUU (The customer messes up) Pitl LtJu~u1tnfOl~llJ"lItlUtl:::h~iu 

-iftlU llJ"lItluliL'Yl1'l LU LfiU LLfi:::~'lU fOl'l1lJLtJufOlullJiJ~:::LijuU~-3d:Ju~fi ltXluU1-3fOlf-31lJ 

t'l1lJ1~Cl~1~~t'lr.i1ul~ 

4. llJt'l1lJ1~(l1~fum~u1m~~ulJ11~lJl~ (There is no service recovery) LrifliJiffltjl'l 

Yifi1@lLn @l;U L~ llJt'l1lJ1~(l~~ :::~ilJ ~um~u1m~ 1 ~lJl~ L dtl-3~ 1nn1~U 1mnuun 1 ~ 

u1m~~llJt'l1lJ1~(lrlnlnul~ , 

• n'LUn,t"oJUfJUn,nBn1tLuUU,{;/t!,U tV,j"tVUfJ (Consistent Delivery for 

Standardized Services) j;j1-3I;nnm1ri-3lJtluu1n11LVluYiun.nuu1n1~~n~:::ijfOl'l1lJeiVl 

Yifi1@l'Dtl-3I'lU~LnVl'"l1ntl11l.Jnr t'l1l1'YHL'lVl~tllJ ~-3~1-3'"l1nm1~-3lJtluu1m~r.i1u 
~ ~ ... ..1... .J..I .. ~ ::. 

L 'Yll'l L U LfiU'YllJlJ1 1n1~1Un1~~-3lJtl1J'Yl L ~lJtlUnU'YlnPlN U , 
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• gvnl4'''JiJf't'J'IJ.Jt'9::WJnfW'ItJ (Customer Convenience) ~nfh~1~1j'Cl~~t;jtlLL~~fuu1n1j' 
~ . 
lv1(;1~t)(;l 24 i'lUJ~ 7 iu hjiJiul-'U~ LL~~12J~tl--lL~uVl1~hJu~~mu~,rut~U(;1N , 

• iJifJ.JYI'I.J iUn'lrM·::'i'ltJ~ul4''ILL~::1J1n'lrdn1''I.Jni'lL~J.J (Wide Distribution) U1MVl 

~1).J1 j'Cl~(;lt;jt)~t)i'l1j'thu 1tJu~ (;]'l LL VlUr.';1l-'"h U lv1Yi ~t)~1nuthU'rltl~Vl1--l;sUL(;1'il fL U(;1 LUU 
, ~ 

n1nyj~1.h~~VlfiI11YiLL~~i'l1~1j'Clm~r.nun1j'u1n1j'1v1nt)1~~1n-nu 

• fJnrht'9'1J.J'Irf1L~fJn1J1n'lrdtf(fJ.Jmrltf(r;)'JtJvi'JLfJ.J (Customer Choice & Ability to 

• lr;)fl1LLu::U'I'i'lngvnl4''Ir;)'JtJF1'J'IJ.Jr'J(1IL7'J (Quick Customer Feedback) Jl'JUn1j'l.jf'li'il~ 
~ 

Vl1~ lUn11~~ t;jtlthUVl1--l1~UU~ L~nVlj''ililntf ~~Vi11 ~n1j'~~thuif'el~~ t;j1~1 LUU 11J v1'JtJ 

fI'J1~i'l~~'lm'J ~L~'J umVli'l1~11CllJlfu fi1 LL U~U1 LL~~U1 h.hJf1JU1~if'elC3 ~Yi~1 ~ lv1~uV1 , 

, _ .:J _ <Q, 

LLU'JfI~LntJ'Jn1Jflrun1Yin111Jm11 • 

Kotler (2003) mh'J~1 n11Vi1n11(;1~1~u1n111~U1~i'l1JFl'J1~~1L~'i~t)~iJ'il~~U1~n'ilU 

Vl1~v11Un11(;1~1(;l~~1~C1! 3 Uj'~n11 ~t) n11i'l~1~Fl'J1).JLL(;1nt;j1~lun11LL'li--liu (Competitive 

differentiation) f"l'l1~i'l1).J11CllUn11tJ~(;1 (Productivity) LL~~FJCWI11Yin11U1n11 (Service 

quality) 

1.jfu1n11"11t)~tJu1tnf"l (Brown et aI., 1999; as cited in Partrico, Fisk & Cunha, 2003) flCW111Yi .. . 

~1~rulufi1ii~uln1j'~Vi11~i'l1~11ClLL1i~iunuI"iLL'li~1v1 (Zeithaml et aI., 1990) i'l~1~f"l'l1~~~~1 
~ . .. 

, ~ ~ 

1~nutJu1tnf"l L~~tJ~n1 h LL~~U~Vi11~n11u1n1j'"lJt)~t)~~muuiJu1~~VlfiI11Yi).J1n-nu (Lovelock .. 
& Wright. 2002) 
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I I _ d _ , 

Boone LL~~ Kurtz (1998) n~1(Yn FlruI11Yim~Um1~ tn-ntln\l 1"l')1lJI"l1I?lWNIWtlFlru 

111YiLLfl~flrun1Yi~fu~r.nnmnl1L~uf)m~u1m~ ~\lfl,)1lJmI?lW)\I'lJf)\I~u1tnI"lLiil?l'"l1m.h~~u . ~ ~ 

~\lmnu1F1run1Yim~u1m~djumm.~tlUL~tlU~~td1\11"l,)1lJml?l'wr\llul"lruI11Yim~U1n15''lJ'el\l 
~ . . 

, " 
~u1tnFlLLfl~m~fu~m~m~.yi1~Liil?l;u'"l1\1 tl?ltl'el1~tlLLuur.i1~'el\lFl,)1lJhJi'l'elI?lFl~'el\lnUFI')1lJI"l11?l 
~ ~ 

, 
W)\I (Zeithaml et al.,1990) '!Jru~~ Parasuraman LL~~Flru~ (1985) Li'lU'el~1I"lruI11Yim5'u1m1 · • . " 
(Service Quality) ~f)~Plurl~~Lnl?l~u"'l1nmm.ntlUL~tlU~~~~1\11"l,)1lJf;)1I?lW)\llu'1run1Yim~ 

u1m~ LLfl~m~fu~~1~fU'"l1m.h~~um~ru'"l1\1Lum1L.jhfuu1m~ tl?ltl~m~ru~~1flru'!J'el\lFlru " ~ , 

l.h~LijUrlruI11Yi'!Jf)\I~UFh (2) m~fu~FlruI11Yi'!JtNm~u1n11LUutJ~lJ1'"l1nm1LmtlUL~tlUFl,)1lJ 
~ . .. , 

1"l1I?lW)\I'!Jf)\I~u1tnl"lnUm~L~u1m~'"l1\1 LL~~ (3) m~tJ~~LijUl"lrun1Yi'!Jf)\lm~u1n1~hJUlLiil?l~u " . 
" "'... '" '"l1ntJ~i'Yifi'!Jf)\lm~L~u1n11Lyh,ru ~1nLLvim5'tJ~~Lijuflrun1Yi,rU"'l~Lnl?l;uYlniu[;lf)ULU . . 

" I " " 

'!J'el\l m5'~\llJf)Um~U1n1 riu~ 1?l~1t1 ;\I~\I tJflL ~U"'l4'tI L um 5'tJ~~LijUrlrun1Yin1~u1n1~,ru;Uf)U . . " 
I" I " 

nUvl')~u1tnrlLLvi~~PluYldhfuu1m5' ~\I,rum~U1n15'~\I~f)\lri1il\ln\lYln1 u'"l4'tlYlLnl?l;ulu .. " . 
m~u,)un1~L~u1m~Luu~1~ruLUn1~tJ~~LijUPlrun1Yin1~u1n1~'!Jf)\I~u1tnl"l 

~ . " 

"lrun1'Yin1~u1n1~ I?l Li~Juf)\I FltJ~~nf)U~1~'1! ~\lq I?lL un1~fuf1!f)\I ~u1tn PI LI?l tI L 'U'Yi1~ 

f)ti1\1~\lLufi~n'"lu1n1~hi~1'"l~Luufi~n'"lu1n1~ij~')utJ~~nf)u'!Jf)\ln1~u1n1~LYitJ\lf)U1\1L~tI') • • 
(Pure service) ~1f)fi1ii'"lu1n1r~nml1L~uf)I"l')ufiltJnu~ufh~4'u~f)\ll~ I"lrun1'Yin1m1n1rn'"l~ 

4Ij "'.. , . 

LUU~')utJ~~nf)U~1 ~ '1! ~"li')tI 1 Un1~tJ~~ LiJu"l run1'Yi n')mln')~ LLfl ~n,)~ul?l~~ ~U PI')') lJ~\I'Yif) 1 '"l 

'!Jf)\I~u1tnfll~ (Zeithaml & Bitner. 2003) .. 
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ti~L11F11~U1'Ju11..U.J1n;\.mt)'nJn~ -rl'JtJL~lJt.J~ri1hlum~th~n~um~ LL~~-rl'Jtlvhl~m~u~t.n~ 

-l1U~~-l~-lFlnntJuhJ1@l~th-lij1.h::~'YlfiI11~lJ1n~-l;u (Lovelock & Wright. 2002) mnJfuu!--l 

FlruIl1~LtJU~-l~ih~fufi1n~'Ylnth::L11'Ylhn-rlLL(;]L~~1::nUfi~n~u~mnvi1~u LL~::tJ-ldJu~-l~1LtJU 
~ " ~ " 

~-lFl1.h::n~u~~-lFiruIl1~n1~U~n11 (Dimensions of service quality) • 

1993; Gronroos. 2000; Parasuraman et al.. 1985) 1~LLri 

1. fJ.Jrflh::nf1IJvil1.JtJfi"fJ.Jn1nBnt~ (Technical or outcome quality) ~~ flruI11~m~ 

U~n11~c!u~L11F1fu1t~~1nn1~ijtJn~lJ~U1fnum~U~n1~ LL~::~-l~c!u~L11F11~fu~::LtJU1'(;1C1 
., " :J" " " 

2. fJ.Jrfl.l~::nfJUvil1.Jnr::U'J1.Jnt~LUu1nl~ (Functional or process-related quality) ~~ 

n1ru~:: LijUt.J~~~-l c!U1L11 FI~fU~~1n1fin1~t'l-llJ~UU ~n11 ~~~::i1 t.J ~ c;i~ n 1~fU~"ll~-l c!u ~L11 FlL u 
" " " ... 

111~n11U1n11~-l 2 ~-lFlu~::ntlU ~-l~-l 2 ~-lFltJ~::n~u;j ~1lJ1~C1'Yl"'LL'YlUnu1~ tlnvl'Jtlu1-lL-nu 

L~tl1tJH'U1n1~tl-lfiU1F111LL~'J~ut)1~Un-l1U~~-lfiU1F11~ hiL~11~ It'l~n Fl1 li1vl'J hhtJuij(;11 LLc;i 
" 

lu,ru(;1~un11L~u1n1~nLtJu1tJ~U1-l~::"''lm'J'''L~'J L~1tJ-lFl-lijFl'l1lJ~-l~tll~lun1~1~u1n1~~1n 

fiU1F111tl~ (Technical) n-lLUJt)10~U1n1~ (Functional) ~::vh 1~Lii"'FI'l1lJhj~-l~~ 1~nJ;]1lJ 



,,,. , 
n11u1n11YlLnV);u~1-3 ~~YltltlmJ1nPitl PlCUfl1"n11u1n11Vlc.Ju1L11Plfun11~fu~1-3~1nn11 . " .. 
U1n11~U1;-3 Parasuraman LL~~"l(1J:: (1985) 1~vi1n1~~m~t1~4'mL~~~~U1lULLUU"1Jtl-3n1tlU 
LLU,)~v)"1J'tl-3PlruJl1'Yin11U1n1nL~~LLti-3i1~4'tln11fU~PlruJl1'Yin11U1n11tV)tlHfn11~4'tlLLUUn11 . .. . 
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~UYlU1n~)J (Focus group Interview) ~1nn11~mj-1~4'tllUFI¥-3~ 'YiU~1i1'"l4'tl~~U1L11F1 H1Uni1 

u1~LijUFlCUfl1'Yi"1Jtl-3n11U1n11'tl'tln)J11~~-3~U 1 0 i1~4'tl H1LLri . 

1. ~-3~~1)J11Cl4'uUltl-31~ (Tangible) ~tl ~')u~~)Jcr~l~ LL~~fui1~Yl1-3n1tlJl1'Yi L"lIU 

~unmrj;j1-31 ~Hfihu,)tlrl')1)J~~V)')n 'YiUn-31U ~tl~H1Un11~'tl~11 

2. F1,)1)Jl . .hL~tln'tl (Reliability) ~'tl FI,)1)JL~tln'tll~uPlru~n1;'ru::"f~'tl)J1[;l1'i1Un11 . ~ 

1~U1n1~ 

3. FI,)1)J'Yi1tl)Jlun11V)tlU~U'tl-3j;j'tl~nA'1 (Responsiveness) ~'tl n1~(;I'tlU~U'tl-3j;j'tlFl,)1)J .. 

5. F1,)1)Jn)J11tJ1Yl (Courtesy) ~'tl FI,)1)J~Jl1'Yi LFl11l"lUUU'tlU titluu'tl)Jl~LntJ1~ F1,)1)J 

Ltluij(;lnL~~FI,)1)J Ltl11'"l1~"1J'tl-3l"lun-31U 

6. F1,)1)Jl.hH,)1-31~ (Credibility) ~'tl FI,)1)Jl.hL~'tln'tl F1,)1)J~'tl~(;Iuj;j'tlm11~u1n1~-3'"l:: 
, 

I ,.... .., 

~-3 ~~ (;Itl"1J'tl L~tl-3"1Jtl-3'tl-3 Fln1 

7. FI,)1)JU~tl(;lntl (Security) ~'tl FI,)1)J,j-3F1-3U~'tlV)ntJ U11p\'"l1nfl,)1)JL~tJ-3LL~~rl')1)J 

~-3~tl"1J'tl-3~nA'11u"1Jru:: HfU1n11 .. 

9. n11~tl~11 (Communication) Pi'tl PI,)1)J~1)J11CllUn11~V)j;j'tl~'tl~11 LL~~~~1-3 

FI,)1)J~)J~ufinu~nA'1 vi11~~nA'1Yl11U LL~~L~11'"llU~'tl~-3~tlj;j1~11~tlth~iv)L'"lU 
<J " 

j;j'tl)J11~nn11~4'tl 1"..l.i LL~~ l~~ 1U1')).Ji1'"l4'tl~ ilflYl fi'Yi ~ j;j'tl n11fu~FlruJl1'Yin11U1n11~i1 . " . 
" 

FI')1)J-n1;tlUnU "..1tlii11tl~~LfltlV))J1n'"lUtJ1nLLrin11u1~Liju1~L""~tlL~tl~ 5 i1~4'tl lc1lLLri FI,)1)J 

d~lulUfi11)J"1Jtl-3n11uln11 (Tangible), PI,)1)JU1L~tlntl LL~~H,)1~1~ lc1l (Reliability), FI,)1)J'Yi~tl)J 

lUn11VltlU~Utl~~tl£jnA'1 (Responsiveness), PI,)1)JL~'tlntl,juhl~ (Assurance) LL~~FI,)1)Jdhl'"l 

Ltl1hl~lUn111~u1n11 (Empathy) "..1tl~rrnnulu~'tl"1Jtl~)J1(;11~V)r'JruJl1'Yin11uln11 

SERVQUAL (Parasuraman, et aI., 1988, 1990; Lovelock LL~~ Wright, 2002; Zeithaml et 
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, 
LihUll~!lEh~i"'L"'U ([;lln~Yl 2.4 ) 

-if!l~ (Meuter et aI., 2000, as cited in Partricio et aI., 2003) L-DU m1t)"'Plrunl~m1U1m1"IJ!l~ • 

L()Ul'l!~lc1lLLfi WebQual, SiteQual LL~~ e-Servqual (Loiacono, 2000, as cited in Partricio et 
, , __ qO .. .:SI _ 

aI. , 2003; Zeithaml et aI. , 2002) LL~~"'ln~lu'),..tI'1I!l~ Annam (2006) YlYnm1P1m~IL1!l~YlPlUPl 

~'1I!l~cJu1tnPlIPi!lm1U1m1[;lUL!l~r.hULYlPl tut~u mru~m~ILPli!l--l ATM L~!lU1LLU~~"'C?1~mh') 
" 

~ILtJUU",9t1~1-num~t)"'PlruJ)l~nl1U1m1"IJ!l~m1U1m1[;lUL!l~c.hULYlPltut~u (Meuter et aI. , • 
2000 ; Loudon & Bitta, 1988; Dabholkar, 1996; Annam & Yallapragada, 2006) ~~l.h~n'tluhJ 



4>1 
9I1'i'N VI 2.4 U~~-3t1~r.ru~;jtJ~j;j'tln11th:;uhJPlruJl1Yin1nJ1n11UUUL~hJ~-3 1 0 t1~r.rU LL~:; . . 

SERVQUAL ~1~fUn11tJfutJN1~m~'tlL~U-3 5 t1~r.ru • 

Original Ten 

Dimensions for Tangibles Reliability Responsiveness Assurance Empathy 

Evaluating 

Service Quality 

Tangibles 

Reliability 

Responsiveness 

Competence 

Courtesy 

Credibility 

Security 

Access 

Communication 

Understanding 

the Customer 

. 
~hJ1: Zeithaml. V. A.. Berry. L. . & Parasuraman, A. (1990). Delivering quality service: 

Balancing customer perception and expectations. NY: Free Press, p. 25 

Speed of delivery fi1'tl Pl,)1lJ1,)~Ln1'Un111~u1n11~'U~1L;~(;l1lJm1lJ~'tl-3n11'11'tl-3q 

u1tnPl ti'tlLiI'Ut1~r.ru u1n~cJu1tnPl~:;L~'tln Hi' U~:;Yi1n11tJ1:;Lij'UPlruJ11Yi (Dabholkar. 
~ . 

1996; Foley et a/.. 1990. as cited in Annam & Yallapragada. 2006) 
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Enjoyment fi1'tl Pl,)1lJ~~n~'U1'U LYi~~LYi~'U 1'Umrun'tl1~L;r11~ 1~~1LtI'UPl,)1lJutJ~n hnj 

'!J'tl-31:;UULYlPl t'Ut~uril~ (Dabholkar. 1996) 

Control Lrt'tl-3~1nn11~')UFJlJi1'tld1'Ut1~r.rU~~1~qjt1~r.rm~rt-31'Un111-ifn11U1n11Vl'UL'tl-3 

c.i1'ULYlFl t'Ut~u'!J'tl-3~u1tnFl (Langeard et a/.. 1981. as cited in Annam & 

Yallapragada, 2006) i:i qu1tn PI~1'U,)'UlJ1n~ ~'tl-3 n11LtI'Uq PI,)U FJlJn11u1n11 L Yi11:;,r'U 

~1lJ11Cl U~ ~-3i1-3 Pl,)1lJ;jti~1:; 1'Un11L~'tl n 1-ifu1n11'!J'tl-3 cJu1tn PI m;J'tl'ULiI'UcJ Pl,)U FllJ'tlU 
.. .,.. 'II 
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(1984, as cited in Joseph et 31.,1999) 

Reliability ~'a ~'1~1~r.nnm1H1J1'n'w SST ~i:1fl')1l-JU1L~'aii'a fY.l1l-JtI~'a~llmL~::rl,)1l-J 

~l-JtJ1nrLLtJ1J ;'11U1J1'1 rlf'l'tn"'l"'l::i:1rl,)1l-J L~U'I L -n1l-J1 L~tJ')-n'a'l ~')tJ LL~::djur.J~vh 1 ~ rl,)1l-J ... 
, 

I odI .. _ ~ 

U1L"lI'an'a'1l'a'l1J1m1~~U'atJ~'1 Ram (1989, as cited in Annam & Yallapragada, 2006) 

1~L~U'arl,)1l-JL~tJ'I 4 'a£l1'1~li11~Ln~m1vl'a~1uut)~nnl-J 1~LL1i 1) rl')1l-JL~tJ'I1ud'a'lm1 

H'I1U (Functional risk) 2) rl,)1l-JL~tJ'I'Yl1'1~1ULPI1'rttin"'l (Economic risk) 3) rl,)1l-JL~tJ'I 
&.I 

, - ... '" --'Yl1'1~'1rll-J (Social risk) LL~:: 4) rl')1l-JL~tJ'I'Yl1'1~1U"'lm'Ylm (Psychological risk) "'l1n 

'11U~9tJ'1l'a'l Parasuraman LLft::rlru:: (1985) ~tJtj1 l-nn(;],)'1l'a'lfiU1 rl11L'a'l LtJUfiU1rl11~ 

i:1rl,)1l-JtI~'a~lltJLL~,) eJtJ1'Glrl~l-J1HtJ1n11ih::~~n1J~'a~lltJ LL~::n~1~"'l::L~'anH~ 
... 'U ... 

& Yallapragada, 2006) 

Ease of use ~'a m1H'I1U~~1tJ eJ1J1'Glrlhj~'a'lHfl')1l-J~mml-Jl-J1n1un11H1J1n11 n'a ... 

L'YlrlLUL~~~')tJ (Dabholkar, 1996; Bateson, 1984, as cited in Annam & 

Yallapragada, 2006) 
, 

.... 1"" Communication/Education rl'a m1~'a~11LL~:: ",m1P1n1f1 Parasuraman LL~::rlru:: 

(1985) 1~rl,)1l-J~u1"'lvl'am11~f),)1l-J~LLfitJrlrl~ 1Um1f1J~rlruIl1Ym1ru1m1~~'1~U m1 
" " "'II " 

1~rl,)1l-J~LL~::n11'tJntlnmi"'l::-rl')tJ1~~nA'1~1l-J11nfutJ1m11~~ntj1 LL~::"'l::U11t1~m1f1J 
" 4J" " 

Personnel-based support ~'a m1LLU::U1t"'tJtJrlrl~ Chase (1978, as cited in Annam • 
& Yallapragada, 2006) L~U'atj1 LLl!"'l::i:1m1 H L~i~'a'lij'a LL~::m1i:1~')ui,)l-J'1l'a'leJtJ1'Glrl ... , 

'" ... _ _ • 0 _ _ c;_ ,q . " 

L '1l1l-J1 LL 'YlU'Yl m1tJm11'1l'a'l~Un'l1U LLIfIFI,)1l-J~1 ,"lCl! '1l 'a'l~Un'l1untJ'I rl'll-J'a\j L ~11::~ n rl1 

tJ1'111tJnvi'a'lm11-ntJ1m1"'l1n'Y'nrn'l1ui,)l-JntJLf")1'a'lfllfltUl-J"iiL~'a~'a'ln'i11~fu1J1m11u 

LL~'1l'a'l F1,)1l-J~1l1~ LL~::m11f1'atJ~U'a'l ~'1Lf")i'a'lfllfl tUl-J"iivl1'11 hJ~1l-J11nli11~ 

Physical appearance ~'a in1!tru::'Yl1'1mtJIl1~~t111n!ln'aLuui1"'l9tJ1umJt)"''"lrun1~ 
~')tJ hjtj1"'l::Luuin'rtru::1l1tJU'an'!l'a'l(;],)LFl1'a'l m1'a'anLL1JtJ~l1U~~tJ'1l'a'lLFli'a'l 

Parasuraman LL~:: Berry (1991) 
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Speed of delivery 

Enjoyment 

Control 

Reliability 

Ease of use 

Communication 

Personnel-based 

Service 

Quality 

of SST 

Intention to use 

SST option. 

, .... 
'Vll.JI: Annam, B. & Yallapragada, N.R. (2006).Understanding customer attitudes towards 

Technology-based self-servive: A case study on A TMs. Master Thesis. Karlstad 

University. 

f'lruI1TrmI1U1m1'tl-lLfi~tl-lih)l.~1tl~tlrimrL'Vlf"ltutflU~U1 ~t11l.JIHlun111,xu1n11 LLPiL~tlt11 
l.JILmtlULYitlUnuLL~,) YiU1,i1f"l,)Il.Jf"l~,tlnU (Partricio et aI., 2003) 

1. fI'JIULUupifirrUl1fJ.Jn"lr1J1nlr (Tangible) t'l1l.J11mi,1" lC;)11LUU~-l~tl11n!l YiU 

L"'U 1~ tlI"":::LUUn11tltln LLUU Lf"l~tl-ltl Vl t U~~-l111tl 1 ULLfl::: 111 tlUtl n ",ul"tl~H1u 
nI'11,xl1tlfl:::Lt1tlj;l LUU~U (Cox & Dale, 2001; Norman, 1998; Szymanski & Hise, 

2000; Yoo & Donthu, 2001, as cited in Partricio et aI. , 2003) 
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2. fl'J1JJti1L:ifJnfJ LLtv~H'J1.J h 1~ (Reliability) Luui1~4'u~1-nJlrluvT-ln1~u1m~~::"'~1-l 
UFlFlfl (Interpersonal) LLfl::m~U1n1~~lL~flVl~'tlnn~ (e-service) LLr;im~u1m~~L~Fl 
• 
Vl~tlnn~d:lum~u1n1~~c!u1LnFlt'l1lJ1~nLihn-lm~u1m~1&iLt1lu(;1N ~-lJUFl,)1lJ~t1l .. 

Shneiderman. 1998. as cited in Partricio et al.. 2003) 

3. fl'J1JJwffJJJ7un1'(;Jfl7J~UfJ.Jvi'iJfjnA'1 (Responsiveness) lum~u1n1~~::"'~1-l1JflFlfl 

(Interpersonal) Ju~'tl fl,)1lJYi~'tllJ LLfl::m1lJ L~lJ 1 ~ LUn1~')m"'~tlLLfl:: 1 ~u1m~LLri~ 
U1LnFl ~-llulJlJ'!I'tl-l m~U1m~:a L~FlVl~tlnn~ (e-service) LUUi1~4'U~ L~tJ')-n'tl-l rlU L~tl-l . 
'!I'tl-l1..h::~Vlfil11Yi (Zeithaml et al. . 2002. as cited in Partricio et al.. 2003) L-nU 

fl')1lJt'l::Wlnt'lU1U (Convenience) ,TU(;1'tlULUn1n-n11iu1m)' (Accessibility) 

fl,)1lJL~,)'!I'tl-lCJfl~1~ (Speed of performance) LLfl::fl,)1lJL~,)'!Itl-ln1),L~U1n1), 

(Speed of delivery) (Cox & Dale. 2001 : Dabholkar. 1996: Joseph et al.. 1999; 

Shneiderman. 1998; Szymanski & Hise. 2000: Van Riel et al.. 2001; Yoo & 

Donthu. 2001. as cited in Partricio et al.. 2003) 

4. fl'J1JJL:iflnf)Jiu7~1~ (Assurance) lu~lJ'!Itl-lm),u1m)':aL~FlVl)'tliln~ (e-service)" 

Luui1~4'U~L~tJ')-ntl-lrludtl-lmnUUc!Fl,)UFllJ (Control) (Dabholkar. 1996; Norman. .. . 
1998; Shneiderman. 1998. as cited in Partricio et al.. 2003) LLfl:: fl,)1lJ1.Jfltlt1lnU 

(Security) fl,)1lJLUU~,)U~,) (Privacy) (Cox & Dale. 2001; Szymanski & Hise. 

2000; Van Riel et al.. 2001; Yoo & Donthu. 2001; Zeithaml et aI., 2002. as cited 

in Partricio et al.. 2003) ~-li1~4'ui'tlQntl Luu"'~n lUn1)'t'l~1-l m1lJ~-lYitll~LLric! .. 

5. fl'J1JJL~1L'iLfJ1 h 7i4Lun1, LU7Jrn1, (Empathy) lu~lJ'!Itl-lm~U1m~~L~FlVl)'tlnni 

(e-service) LUUi1~4'U~ L~u')i'tl-lrlUn1~ 1~fl,)1lJ~1~ry LLri~U1Ln fl L~Yi1::FlU Lt1lU ~1U 
" ~1.J LLUUn11~ ~~1 LLfl ::~Fl,)1lJ litl-l n11'!ltl-l c!U1Ln FllJl n1~t'l ~1-l~UlJ 1 L ~Yi1::U Fl Flfl 

" "'" 'II 

(Customisation) (Joseph et al.. 1999; Van Riel et al.. 2001. as cited in 

Partricio et al.. 2003) 

Ut1 n'"l 1 nQu-llitl-lij n11L ~lJi1'"1~u~ L~U'};rtl-l~n 2 i1'"1~u ~tl n11fu~ii-l1.J1:: LU'lIU .. 
(Perceived Usefulness) n1~fuif'l,)1lJ~1ur;itln1~1;r-l1U (Perceived Ease of Use) '"I1nVl(p~'D 



iln~ (e-service) iln~')u (Partricio et aI., 2003) 

n1~1Ii1fltu1l1v."lI'tl~n1~U;n1"i (Service quality measure) , 

",1'tl U.,ju91~'tl~ml~hJ~'tl~fl~'tl~nUfl,)I'-JflllPlWr~ Disconfirmation (Gronroos, 2000; 

Parasuraman et al.,1985; Zeithaml et aI., 1990) £uri'tll,xlnlPl~rnumJ'ru 3 'tlth~f)'tl 

~ , 
- ..... - - - -'Q • 1. n1J'J'UJ'UU(;1NnUfl,)l~fll~"',)~Yl~'tlU 

" " 
~ - ,,-, -

2. n1J'J'UJ'UU~1nmlml~fl1C;m')~ 
" 

~1~1~IJ'Cl~~Yl'tlUI'11rn~L"'~t)LYiU'l 22 it) 5 iJ~C;)'1~mh,)~ILL~,) L~ul.jfmJ't)~u.uu 7 fl::LLUU 

(Seven-point Likert Scale) LL~::1.h::LiJUl"Jru1l1~mJ'u1n1J'"llt)'1~J'n"lu1mJ'tiu1 LlPlumnl1,"h 
, ,~ 

fl::u.UUL~~tl1Jt)'1mJ'1u¥~'tlflruJl1~mJ'u1mJ'Yil~1u"l1~dju~')~'1 LL~')~U'tl'tln~'ltll"ilfl::LLUU 
v • 

" 
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u1mJ'lruii flru1l1.,.. LL~"'1 nfl::LL uum1~ fl1 Vl"'t)~ ~'1 nrh mJ'1uM"I ::Vj, 1,x Ln Vl'lit)~tjl'1 (Gap) LL~:: 
• v v 

" "'~1t1fl,)1~tjl mJ'u1mJ'uU"1I1Vlflru1l1~ • 

, " 
f'lru1l1~n1J'u1n1J'Ln~"I1nmmh-UU L V1UUJ'::",tjl~ fl,)1~ fl1lPl"'t)'1 LL~::tJ~V1 Ln Vl~u"I1'1 LL~ 

tl1"1"1::LnVl'lit)'1tj1'1~U 1~ LL~::Yi11 ,xLnVl fl'lI~~~ L "'~') 1 Uflru1l1~~ Lrl~'11utT'I cju1tn fl LJ'1~ 1~1J'Cl . ~ 

, " 
~~'lit)'1tjl'1YiLn~~ul~VlumJ'~mfi"l1nLLU1.J'~1~t)'1'litl'ltj1'1"11t)'1f'lruJl1.,..n1J'u1mJ' (Gaps model) 

.J 
LLtJU1l1.,..Yl 2.5 (Gronroos, 1990; Kotler, 2003; Lovelock & Wright, 2002; Parasuraman, 
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1985) L'lhJL~mn1J~ Zeithaml. Parasuraman U~::: Berry (1990) ri1~L~UflLL1J1J~I~fl~~LL~'Mii~ . , .... .... 

'lifl~~I~"i1fl'atlt'l11~Yivh 1,x ~f1J1J1n111~ n~I1J1n11Yi1~f1Juu hj m~n1J wnlJ ~1 Vlt-ltJ~~~ 5 
• ~ v 

.dI • I. _ 
1. Consumer expectation-manager perception gap ~fl "llfl~'J1~1:::wn~fl'JllJ~IV1WN 

~fl~cJ1J1'ln~n1Jn11f1J~~fl~~1J1t-l11t-l'1'aunn11rMilV1ii~~'JllJrnVlt-ltJ~~fl~cJ1J1'ln~ n11hj 
" " 'U 'U 

odI 'I t _ 

2. Management perception-service quality specification gap fl'a "llfl~'J1~1::t-l'JI~n1n1J 

~"lJfl~ cJ1J1t-l11L~tI 'J nu fl'J 1lJ fl1 Vlt-ltJ~~fl~ ~u1'ln ~ LLft :::n11Tllt-lUVI ~ nMCU:::"lJ'a'! fl CU111Y1 n11 
'U " " ~ 

odI I I 1_ 

3. Service quality specifications-service delivery gap fl'a "ll'a'l'J1'11:::t-l'JI'1ftnMCW:::"lJ'a'l 

fl CW111Y1 n111J1n11~1~ r11t-lUVI H n1JU1n11~ ~'1lJ'aU 1,x n11~ 1:::UU n11~'1lJ'auu1n11 hi . 

4. Service delivery-external communication gap fi'a 'lifl'l~1~1:::t-l~1'1n11~'1lJ'aU1J1n11 

n1Jm1~'a~1m1t1u'an 1,x~u1'lnflf1J1 n11irunn~lJl'"l1nnI1~'a~lmlt1u'an L'liU n11 " " ...... 
t '-IMCW1 tl1:::"lllilJ~ufi hi [;11'1 n1Jn11u1n11'"l1'1~ ~u1tn fl1~fu 

" 
5. Expected service-perceived service gap fll'a 'li'a'l~1~1:::t-l~I'1~'1~~u1tnflfl1V1t-ltJ~hj 

[;11~n1J~ft~LiiVl;U'"l1'1'"l1nn11U1n11~~u1'ln~f1J~ 
" " 

111Y1 m~ [;11lJ~ cJ1J1'ln 1'1 ~1 c;mtJ'I1 t) '"lULiiVlLflUI'I'JllJ~'1Y1fl1'"l LLft:::nftlt1 Lilufl'JllJJln ~ f1i'a n1 ru1n 11 
" 

• I • ... " 

1 UYl~ VI ~'1 m1fu?~~Yi1~lJl~fl'l ~u1tn ~,rUiifl Lilui1'"l4'tlt-l~ n 1 Un11i1tJ VlI'I'JllJ LL[;1n f1i1~~fl'l1:::UU . " " 

(Parasuraman et al.. 1988. as cited in Patricio et al.. 2003) 
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Ur..IU1l1ViYl: 2.5 LL1J1J~1fl'fl,m1~~LfI~1::,r,j'fl-.3~1-.3'\,i~'fl'r.ltlM~fI'Il'fl-.3f"Jrull1~m~1J1m~ (Quality 

Gap Analysis Model) 

Consumer 

Word of Mouth Personal Needs Past Experience 

Communication 

+ ----------------------- ....... ----;r---------' 

.......................... J. ..................... ~.~p. .. ~ .. .. .......... : ......................... ......................... .. ......................... ...................... . 
: T 

Marketer 

, , , , , , 
Gap 1 i , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , , 

, , , 

Gap 3 

Gap 2 

T ___________________ ______ _ 

.J 

• 

Perceived Service 

Service Delivery 

(Including Pre- and Post-

Contacts) 

t ~ 

• 
Translation of Perceptions 

into Service Quality 

Specifications 

t A 
, , .. 

Management Perception 

of Consumer Expectations 

~ 

Gap 4 Extemal 

+----. Communicslion to 

Consumers 

.... ... 

'Yll-J1 : Zeithaml, V. A.,Parasuraman. A. & Berry. L. L. (1990). Delivering quality service : 

Balancing customer perceptions and expectations. New York: Free Press: 46. 



(Rust et al.,1996) 

mll-J!~nhJ~tJl'"l ~-1tJfHLl-i-1n1~u1n1~,rk! '"l~~-1tJ~[;]'Umll-J!~mik!'"l~~-1[;]tJhJ~~~~nnl-Jlk!n1), 
L'ihl-Jlfuu1n1~~f-1 [;]tJ hJ1(;) 
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." " I"'" ... 
LYltl-11~ LL~~LijtJUk!n1~tJ ~1tJn1~Hfu1n1~'"l~ih.fil-JlruL~l-Jl-Jln~k! LL~~titJtI~f-1;k! t~tI'"l~iin1~ 

utJn[;]tJ1tlu-1u~~~~lnM~ L-rlk! ~k!lk!mtJu~f'l L~tJk!~il'V1 [;]tJhJ lk!"1Iru~~cJu1tn~~hJ~-1~tJl'"l . ~ 

1~riu~k!~14'nYl-1~-1~n'"l~d~Jk!r,hk!,)k!~l-Jlnnilnl~UtJn[;]tJ~,)1l-J1~n lk!n~ril~Ln~~,)Il-J~-1~tJl'"l 
~ ~ 

L~tltln L-rlk!L~mriu Assael (2004), Moven LL~~ Minor (1998) n~I')il ~,)Il-J~-1~tJl'"lLii~~k!L~tJ 

qu1tn~ihh~~un1~nr[;]tJj;Jn~k!~1 ~1tJ n1~u1n1~m-1j;JIl-J~~I~Wr-1 ~1-tJLiik!nil~,)Il-J~I~Wr-1 

t~tlmll-J~-1~tJh'"l~~-1tJ~'V11-1u')n~tJY\Plk!~~ulhJ~nIJtJ~11k!'V11-1n~urik! ~lmn~~,)Il-JhJ~~ 
~ 

~l-J,)~pf ~~pf~m~1 (2550) ~,)Il-J~-1~tJl'"l'1ltl~qu1tn~ (Consumer Satisfaction) ~l-JIt1 
~ , 

n~n1nh~Ujk!~k!~1~1tlu1n11Uk!1 iI1~j;Jtlu~k!tl~~,)Il-JUltl~n11'!1tl~j;Jk!1~ml-JYl~I~Wr~~ffi'W 
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ti11v)1n1).J~Fl1~t-lt)-3 H c.Ju1-trH'Ii:i::ijrl,)1).JYi-3Vit'l11i:i ti1 hj1v)tn1).J~ m ~t-lt)-31t)1urM)\.lLlm c.Ju1-tn",ri 
~ ~ 

Ii:i::Ln~FI')1).Jhj~-3Vit'l lli:i 

Satisfaction) 1.)l'hLilu1::c;iuFl,)1).Jffin'1Jt'l-3c.JultnFl~iJ~~li:i1nn11LlliuuLYhJu1::~~1-3~~th::tU"llU .. .. 
0-__ _ _ ..... 0 .. _ ..-_ _ _ _ _ 

Ii:i 1 n FlnJ£q).JU (;1 ~~ tnmU'Yl t-l1'fln11Yl1-31U"llt'l-3 ~ fi (;111 nJ'Yl nu m1rl1 "'~,)-3'1Jt'l-3U rl rl~ "'-3UU 1:: V'lU rl,)1).J . . 

Albert (1985 t11-3n-31u Vi1Vi11CU 1.h::4'mhu(;11, 2544) 1v11,xFl')1).J~).J1U"ll'tl-3m1).J~-3Yl'tl 

h CU li:i",fuU1-n11H~1 Moment of Truth (MOT) F1t'l 'li,)-3L,)~1t'tlm£q~c.Ju1-tnrl1v)).J 1 ~).J cr~ nu . .. 

Vi'tll~ 

2. Negative MOT ~~Yl1-3~U ~'tl 'li,)-3L,)~1~~).Jcr~u1-m1LL~')~u1-tnrl Ln"'rl,)1).Jhj~-3 

Vit'l lli:irl,)1).Jhj"llt'lul~ 

;-3 Moment of Truth (MOT) ~it'lIi:i"'~).Jcr£qu1-m1LL~::~U1~~1~ru '1J'tl-3m,xu1-m1ri~t'l . ~ .. 
~t'l-3~11,xVJn1 Moment of Truth ~~ultnFl1V)fuli:i1nm1~).Jcr£qu1-m1Ltluu')n Ltlum1).J~-3Ylt'l11i:i 

Ufi::u1::~ulli:i).J1n~£q'" • 

dt'l-3"11t'l-3f'1,)1).J1~nnn~~lLvhJu uvifi-31')).J1un-3Lit'l-3'1Jt'l-3f'1,)1).J~).J~ufinuuoo t-lit'lt'l-3rln1 LLfi:: .. 
rl,)1).JFl1{;\~t)-3 (Expectation) '1Jt'l-3c.Jultnf'l~Ii:i::1V)fu91n~uA'1LLfi::ulm1t1nv)')u ufi::L~t'l1,x~u~1 .. 

Fl,)1).JL'ih 191Uf'I,)1).Jf'l1{;\~t)-3'1Jt'l-3~u1-tnFlrit'lUL£q).Jt'l Terry (1992) 1v)n~1,)L~).JL~).J~1 f'I,)1).J~-3Vit'l 

lli:i"1lt'l-3~ultnf'lJu li:i::ij"1lt'lUL'DtnLVh 1 nUf'I,)1).Jf'l1f)t-lt)-3"11t'l-3~ultnFl1~rivit'l Lrlt'lij~fiU1:: LU"llU~ Lilu 

li:il-3 (Actual Benefit) 1V)Lii{;\~unu~ultnFl ~-3iJ'1!t-l1~1~'1!Ii:i::t'l~~~1Fl,)1).Jrl1{;\t-lt)-3"11t'l-3~ultnf'l 



tLU'~ . .rltLU MLtJru~ f11l t.fl~1tLU ~ }tLUtt t L~;:b~tLUT1.t ru~L~t'~T1.!;P bt GMt'~I1Lt.l-JI f11lt.fl~1 ~~t.T1." 

t'~btLJ:1tLU L~btGMt'~I1Lt.l-JIt'GlI.fu~L~I1Lt.~t'G~I1~m~1t.L~U (v66~) Ja"!IO ::~" lsn~ , , 

t'L~tt'L~Gl-JIU1~f1~t'GlI.btGM 
~ ~ 

t'~I1Lt.~ULbf1IA.::W~~~f1~.\tItlA.~f1t'GlI.flLII.T1.Lt'U.!\ML~GI1~1~Gf1G~bt.t~tLU!:!t'G.\t' .£ 

T1.T1.LIA. 1 t.fl~1 t'LI1G~ L~~tLUT1.L~ 
- I ... I <"& .. 

AI "'II' .. 
T1.~t'''' 11t LUt'G.\t' ll-tftt t'~bJf'1 t'L~G~U1~f1~ t'G II. bt GMt'~I1Lt.~~~GI1LI1k1t'ft~ b~t'G.\t' 'l , 

tLUf.f1 

" .. 
::~" L,!tT1.~I1LII.~ f11l ~ U1-tf1~ t'GII.JT1.~I1~I1Lt.~ t'L~it::l~ t'L~GT1.fJ1T1.llbt L~ 1 I1Lt.l-JI!:!t'G.\t' . ~ 

Dt'~.\tIt L~::WljtLI1L~ T1..!\~ U1-tf1~f11l~~1ttl. bl. GMt'~ .. .. .. ~ 

I1Lc.,Ie!t'L~~lLUt'~ t'GD1G~t'L~GIe!U1£f1~f1lllL~G~ G~~~tLU~t'G.\t'::b~L~~lLUU.!\ T1.~l-JIll1-tf1~t'9 
t , I I .. " ~ 

flt G~ L~' U Gf1lLU ~t'~I1t.l L,!tT1. ~Lt ~T1. t~ U .vI1Lt.~ ~~~ U1f.f1~T1.fJ' I1L~U ~G~~~ U1-tf1~ttVLUt'G.\t' .. , , . " 
:::~11 MLlJrule!~~L,!tT1.~~~~tLU~tt1.lLUt'G.\t'ULk1 T1..!\tLU£f1Gi,k1 L~T1.~G~Lk1:::bL,!tU~~lLUnt.f1:::tu 

I ",. I 

t'1A.11t.l lA.-Rlf1t'GII.tLUtf1Gtk1 L~n~f1Ut.flU1t'tblI1Lt.~I1t'G~:::b~L~~tLUUnlA.lLU G~Ufu~L~IA.t'~ 
..... -~ - pr ,,-- ,.. -'" fia"'" -roo.,..D - .,.._ 
" I 'I I 

t'~ U LI1T1.GJIof1!>f1~~I1Lt.1e! ~~t'~T1.fJ1~ U1f.f1D t'G II. bt GM.t'~I1Lt.~ L~Hfll~!t't (Z66 ~) AJJa 1 

lLUf.f1:::~"L!i'n~t'GII.MLtJru~G~~~t'l-k1~L~I1Lt.Ie!f1lllf1~~ll1f.f1D , 

~l L uf. r1::: ~" L!i'n~ t'GIT.M.LtJru l!l t'L~k1:::t t'L~t'G Jr.t'G rT.t'Lrt:::fl:::t f11l ~Gn~::: b~ Db t GMt'~I1L c.,~ t'GIT.t't" 
, .. .. 
nlI1Lc.,~ f1~:::l t'~l.J U1f.f1D t'GIT. L~ f1~:::lnt bt GMt'~I1Lt.~nfJ' ~U~lI1Lt.~ t'~n~ 'ttt t'~ ~":::b~~l-tLU 

t'GIT.~~ Ht'l-k1~L~~L~UL~ n!tlr1~~U1£f1D~lLUf.r1:::~'1L!i'n~t'GrT.MLL!ru~LJ}I1L~nllt'l~t'LlA.nt 
I I" • 

l.J U1f. f1D t'GIT.~ ~t'~bt GM.t'~I1Lt.le!nfJ' ~U~lI1Lt.1e! t'~T1.~ , ttl. t'~ ~":::b~~ l-tLUt'GIT.~~ ~ t t'l-it~ Ll<JI~L~U 

t'~n!tlf1~l.J Ll1f.r1D ~tLUf.r1::: ~m"'!i'n~t'GIT.MLlJru~ LJ} Ie! U1£f1D t'GIT.L n~l1tw~b M:::~1' Ie! U1f.r1D t'GIT. .. , , 

bt GM.t'~I1Lt.Ie!r1~:::tt'~m:::Ie!~Ll.JtLUnt ULI1t'L~G ~M~IA.~~~t'~nlJ'L~ tLUf.f1:::~"L!i'T1.~t'GIT.MLlJ 

rul!l G~~~t'l-k1~ Lie! I1Lt.1e! r11l r1~!t't Ie! U1f.r1D~lLUf.r1:::~1'L!i'n~t'GIT.MLLtru~ t'L~it:::t (Sd88) t'L~t'GJr. 

t'~I1Lf1~G!t'tfl~l bl. GMt'~I1Lt.1e! ~k!1tLUtLU t'GIT.Ut ~Ut'~flLr1~GLI1 (UO!l8WJ!JUO~S!P ,bU8Padx3) 

t'l-k1~LIe!I1Lt.1e! t'Grr.IlGtt'~fttI1Lt.1e! ~-RbIA.LG'L!l!t't (966 ~) :::ru~:::~'1 lsnB ~f11lt.fl~1T1.ll-1 l-JIl11f.f1 

D t'G IT. bt GMt'~I1Lt.~ t'~IlLr1~GGik1T1. ,:::~ ~L~tLUT1. t ru~L~Ut ~unfJ' g~t'l-k1~L~ I1Lt.~ 

fltn~,uLl1fttniAt'~lLunl.niAn.\t'H~fl~l ttt'L~G 

!t't ~ ~~~bt GMt'~I1Lt.~~~'tt 1. L~g~ 11d U1£f1D t'GIT.t'l-k1~L~I1Lt.~ t'gn~r1G~ljlLI1L~:::b G~~lA.fL-tr1 

. t'gIT.LitruIJnt.~ n!tL!A'~~I1~~n1.t'G~~'1t'1l~1T1.fJ1Gi,k1 fttGi,k1t'f.bn[JmLt.~t'GIT.~a.msll.n1..IlG n.!\ ..' .. 
617 
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l~fu (Relative Perceived Quality) Hl~ i-l;1L~11::tJ~LLt.i-lfl')'UJL~U')~uluVlI-lu')nt!u"\::ri'illtX 

Ln~1.h::tu"llULLricJ1.h::n'ilUn11 ~-l;1 .. 

1) ~;:I-lfl,)I}JJln~luIn11~U~'l ~1'ilu1n11t!u 

2) Lii~n11~'il~'l~iJili}J'lru"J'ln;u 
3) ~~uru~I~IU11f11~LLlnn~h~,,\lnI"iLL"ll~1~ 

~ .. 

In~'l~ 

5) L~'il~,)ULLtJ-lVl'l~n111n~1~ ltX~~;u .. 

U~')rilnl}J CJ~~InI}J}J1 (Outcome) 'il1"\"\::ri'illlXLii~n11fuz~nUl1~n11U1n11 (Service Quality) 
I ... " t I 

:n-l,,\::~-ltJ~j;j'iln1~'il;j1 n11U'ilnj;j'il U~::fI,)I}JJln~ ;iLijul~ LLj;jnILij'ill~rim}JVicJu1LnflLii~ .. 
fI,)I}J'W~-l~'ilh0lXu1n11~'il-lllXfI,)I}J~'l~cylum1unucyW) (Recovery) ~Lii~;unu~u1tnfl 

Lti'il-l,,\lnfl,)I}JhjY4~~'il h'ilI"\"\::UlhJ~n11LtJ~UU;:IU ~1'il~c;)m1Hf~-l U~::'ilI"\"\::LiiC;)n11U'iln .. 

(Boshoff, 1997) 



1J1m~~1~f1J,,1~ (Consumer Perception) L"liUL~tI')rl1J Rust LLfl~ Oliver (1994) ~"~lh~LijU 

m1).J~~Yl'a h t~u 1mfi m H1nu 1J L YlU1J fl'l1).J fl1 ~'I-lr)~~ririflun1j'~fl rl1J mn.J!)llii~1U~ f1Ji1 U 

~~'I-l~1~'I-l1fl'l-l~~"1nLn~tJ5'~~1Jmmrm5'1J1tnflLL~'l 

, 
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.. . . . ~ .cI _ '" .dI _ '" 

2. Positive dlsconflrmatlon fl'a m5'Yl~Ufl1'1-l5''a1J5'm5'fl1).J1~()~'a1JflU'a~m1).Jln'tl~m5' 

'!J'a~cj1J1'tnfl1~).J1nn~1~cj1J1tn flfl1~'I-lr)~H Ln~m1).J~~Ylfl1" 1U~~~1J~~~ 
~ ~ ~ 

, 
. . dI ..:IIi. '" 4IdII _ "" 

3 . Negative disconfirmation fl'tl mj'YlflUfl1'1-l~fl1J~m~lnfl1JflUfl~fl'l1).J~fl~n15''1I'a~~ 

1J1tnfl1~u'aun~1~cj1J1tnflfl1~'I-lr)~H li11lXLn~fl'l1).Jhj~~Yl'tl1" 
" 

0-

'a~ pf m'l-l1fl~tJ~~nfl1J m5'~fl~ 1lX~'l1).J~ 1 I'1qJ'a ~ Lfl).J'tl 'I-l1n ~'tl~ mj'fl11~ fl'l1 ).J~~Ylfl h 1lX Ln VI~ULLri 

cj1J1tn fl L rtfl~"1n fl'l1).JYi~l'l'a 1 "'!Jfl~ cj1J1'tn ",rim ~LtJ~ UULLtJfl~ Vlflfl VI L 'lfl1~~"1 mJ,,4'wl1u 1 ULLfl ~ 
~ " 

1l1UU'tln ni~1J'lum~ 1 umj'tJ5'~LiiUfl'l1).JYi~l'lfl1 ,,~~ d~u~~~r.h d~Uflth~~~ 1 Um5''l1~ 5'~1J1J ~ VI 

J;l1).J Vln"flfl·1J LLfl~tJ5'~Li1UCJfl~1U~li11tJlnfl'tlVlL'lfl1 ~~fl1).J1~()LLti~1~d~Ju 3 iu ~~e 

1. mrL;11'if'l'J1J.J/;/fl.Jn1r1Jfl.Je]1J1fnl'l (Understanding Consumer Needs) ~'auj'tlunmj' 

j;Jfl1~l'lU1U1).J~" ~tJ1~Li1U"''l1).J~~l'lfl1'''!Jfl~ cj1J1'tIl ~ "~~'tl~1~~ n 1 t) Lfl).J'tl~1i1,j'tl~~1~ 
" 

" ...... •• .J.... .... ..J1"~ -).J1n).J1U LLfl::Vl'tl~~1U~()~1'I'l1).JLLVlnVl1~1::Wl1~~CU1l11'1Yl~1~'I-l'l~n1JI'lCU1l11'1Yl ~ru"N , , 
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2. n1~f1JrI.Jn1~lWiH..Jf9tJf).J'ilnrJ'tiH17f1 (Obtaining Consumer Feedback) Fi'tl n'Wrl1Jrll-J 
I I I "" '" ... I 

~'tl);jf'lYl~1J1'tn ~ Lrn(;1'tl1Jnft1Jl-J1 Lnm n1Jm1tl~mi"lJ'tl-l'tl-lrlm' ~-li'Uun'tlLtI'Uu'Ul",i'UYi 2 

"lJ'tl-ln1~1J1'UnI1LtI'Ui'U~~1l-J11n~11~~111J~I~1J1tn~l-J'tl-l~11l-J~1l-J11nl'Unl~(;1'tl1J ., 

~'tl 1 )m~~~1~~1J1tn~l-JI'lhutl1~Lij'UtJf'l (Reactive Method) L'lI'U i:iL1J'tlfl~1PTY-n'~~ 
~ ~ 

1J1'tn~~Il-JlmL~1l-J1~'tl~L1-U'U~1'tlLL~"'~~11l-Jf1"'L~'Ulv1m 2) mn~I~I~1J1tn~L"'U(;1N 
~ 

3 . n1~iVltJfif)dl.J{1i?JLiif).J (Ongoing Measurement) LtI'Uu'U1Vli'U~VlYlIU"vIft-l'"lln~1J11i~ 
L onl h~11l-J rn'tl-l m~"1I'tl~~1J1'tn ~ LLf'l~~n1Jii~ n1~(;1'tl1J~'U'tl~"1I'tl~ ~1J1tn ~~Ii:imll-J~~~'tl .. " 

1~(;1Nn1J~11l-Jrn'tl~n1r1J'tl~~1J1tn~~uI1tl~mll-J~'l~'tll"1'U'lI1~L1f'l1,r'U1Hitinv11U L~'tl 
1~L~11"m'~1J1t.im11'Umru~~Lij'U~11l-J~~~'tl1:""lJ'tl~~1J1tn~~-l 3 i'Ulv1i"'L"'U~~;'U 

" , 
.. 1" .... ~1l-J11nfllmil "'''lmLtJ'UflI~~ 2.6 

"'l1nfl'l1~~1"'t1I'Ilfl .m1nb-::Lijtifl'l1~Yi~~tl t"'li1~ ~"'~~nft1'lluuf\''l Gerson (1993) tJ~nft1'lL~~ L~~ 

n~L'I-lj;)CJ~~U~1u~;i'tl~;:jmnh-::Lijuflrun1~U~::fI'l1~Yi~~flt"'l'llfl~~u1tnfl H 7 U1::m7 Rfl 
., ... " " 

1. L~'tl~"~L1U'U~L~U1n1Jm1f1J11I'tl~~1J1tn~ (To Learn about Consumer Perceptions) 
" ~" 

Lti'tl~"ln~1J1tn~LLvif'l~~'Ui1~11l-JLL(;1n[;h~n'U m1f1J~~~j;h~19~LL(;1mh-ln'U ~~I"~'tlU 
~ " " 

" l'U~m'Un11ruL~u1n'Uriml-J C;;~t!'Um1tl1~Lij'U~ruln~~1'tl~11l-J~~~'tll"9~~111h~Lij'U • 

Consumer Needs, Wants, Requirements and Expectations) l'UnI1tl1~Lij'U~11l-J~~ 

~'tll "''tl~ ~1J1tn ~ 1l-J"t,j LLfiL ;:jU~~~1 ~1J1tn ~ffin'tlUI~ hn1Ja'UPiI~1'tl1J1m1~~'tl~1'tll~fu 
v • v w 
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Fl')1~ rX~-.l n1~ 1 UiJIiIIiIUULl~~ 1'U~Ul PI Vl"DfN ~lJ1tn r-l L ~~~IiI~ l~Yl~llJn-.l PI,)I~ Pll ~~t)-.l~ ~ ... " 

lJ1tnPlrX't)-.ln1~1iI:;1~fu1u~ulP1(;J 

Measure Consumer Satisfaction) 

Consumer 

Satisfaction 

Ongoing Measurement 

Consumer Feedback 

Understanding Consumer Needs 

~~1: Boone. L. E & Kurtz. D. L. (1998). Contemporary marketing wired. (9 th ed.). 

Orlando.FL: The Dryden Press: 52. 

3 . L~'t)flVl'li~W)I-.l (To Close the Gaps) n'li~-.l~I-1~ln~IU~LnVl~~~~I-.l~lJ1tnPlnlJ~,x 

lJ1n1~ d:Ju'li~-.l~I-.l~LnVl~uliI'nPl,)I~LLVln""-.l~~~~I-.ln1~flJrvl~-.lf1m~1't)~1.h~n~lJn1~ 
" " 

1~~-1~~1.J1,xn1.J~1.J1tnPl nlJ~-3~~1.J1tnPlf1.Ji~11~flJ't):;hIil1-.l1 ;-.ln1~1.h~LiJUFJnJfI1Yi 

LLfl:;PI,)I~~-.lYi~ llilnlil~Ul hJ~n1~Yln1.J~IL ~[;J"D~-3n11Lii~'li't)-.l~I-.l ""-.l11~~th-3iVlLIiIU 

11i1"D't)-.l~lJ1tnPl (To Inspect What you Expect in order to Improve Service Quality 

and Consumer Satisfaction) n1~IiI:;Vl1,)IiI~~lJl~J-urX~-.lnn1~til~uVl~IVl1~IU"D~-3n1~ ... 
" . 

1.J1-n1:i'1,x n1.Jfi~iilil tVlunr;u ~lu~tiVi PI,)I~ Pll Vl~t)-.l Llfl:;PI,)I~ rX~-.l nl1"D~-.l ~lJ1tn PI Llfl~rX~-3 
" ill W 'V 

Vhn1~~~~1:i'1,xYiun-31Ulu~-.lf1mLl~:;~1.J1-tnPlYl~I1.Jn-1~IVl1~IUJ-U~')U IiIlnJ-u~-3Ii1~ .. ... 
l.h~LiJul~liIln1mEulJLViulJ~IVl:i'~lu~tilwuVll1n1.Jn1~m~Villi11--.l~LiiVl~U 



Bi" n.rJUtLul1~~lf1UL~14\;!'~JUtLUI1~~tf1!-t~~1l141 fCtBi."~tBMt-~ttLC,I!It-~~plLU-ll1tLUL~ 

nt!1~lf1~~" lLU-lmLUMLlJfUtln~l4~tLUnUt~ntIlLt.mLrll*'Lttnl:p (uO!lepadxa s,JaWnsuo8) 

1!I1I1-l11~t-BU,t-~"t4L~ttLC,1!I Btt~'lLU-tm"t;f~~~nB~~tntt-~"t4Ll!lttLc,l!!~~~n~uiA.l!IlI1-tl1~ 

(uonepadx3 s,Jawnsuo8) l!!lI1-lI1~t-B~f~"14Ll!lttLC,l!! 

(uonda:)Jad JaWnsuo8) 1!I1I1-t11~t-B~l1.flLUI1YW~'t4~c,n" ~~1' (uO!lepadx3 
, 

Jawnswo8) ~lI1-lI1~t-BU,t-~"l4 L~ ttLC,~ I1YW~'l4~ c,m, B~ ~t BMt-~ttLt.~nt!1~lf1lLU 

nUt~LiJ.-lI1~~rn~L~~l4~C,n"z: l1yt-BJtw~mLc,~~l!!lI1-tI1~t-BU,~tBMt-~ttLC,~L~I1M n!ln~t-LJt 
'f' " 

t.L ~ Ut-~ l!!1I1-t11~ t-B u,~ t BMt-~ttLC,l!! t-BU,rn ~ L~ttLC,l!! :::~11 Il L tt"ttLt.l!! ttLIlU~ t lLU U L~ 

t-B?' B~ t-LflBl!!lI1-tl1~ t-BU,l LU t-B~ 

ttLC,l!! ~ ~1' t-~"l4 L~ ttLC,l!!I1Y t-ll*'~ t lLU-tl1lLU MLlJfU~ t-lf1I1~f1LttL!tB~ 1 .L~ t. 1 l4 B~l*' ~B 
.. . l!!1I1-t11~ t-@,u,!!., t BMt-~ttLC,l!!~~"lLU-ll1lLUMLlJfUl!!n~~lf1lLU~t'B~nlJ' L~t-~n!lt-~ !t't t'!lo" 

" 
~ t-BU,lL U-tl1lL U J!-tf1t nil ~f1'~~!!"LB~l!!lI1-tl1~ Il ~'l LU-tm LU MLllttJ ~ LntM ~lLU ~!1t L,l} 

:::LlM1 t'@,mBl*'t'W@'lLu.mlLUMLlJfU~LntMMlLUttlC,~!!"Ulg (luawat\OJdWI SnOnu!lu0:J 
r" f --P=I" -

JO ssa:)oJd a41 AlddV 01) t-B?'B~t-LflBLntM~lLUlLUnc,l1:::wnU1..l*'utl:::lf1LttL!t@,~' 'L 

ltt'Lfl@, 

L!:\t'@,~ ~ !!"L~l*' ~ LnBn t nLt-nn' L~lLun t t-L Uc,m1 l4n"L~lLU Q.~nlJ' L~~l4 tt"t-~~~mJtttc,t . 
, " 

l1c,ll1~1bLUnlJ'@,~UL~"'t-~ !!.,t BMt-~ttLt.~t4~'~ lI1-tI1~~t It t-Lfl@'L!:\:::~m t-~"l4L~ 
" , 

ttLC,~ lLUt'@'~ ttLC,~ B~lt :::BL~I1LlUt-B~Lt' t'~ttC,l n!lL~" m~t4\;!1 ~t'L~t'@,!l-t4~lJlLttL~:::!!" 

" '" .. .. . @,~, lLU-tI1~UlI1Y~lI1-tI1~t'L~":::ln~t4~'~t'L~t'@,!l-t'~I1LtUt'B~~~~nlJ'L~Ll':::LlM1 l4~ 
I " I • 

~rn~L~~~~t!l"mlJ'L~!t'tB~!!"L@,U@,Jt~~~"' (aJaH WOJJ 08 no" aJa4M pue 5u!oO aJe 
" " 

no" MOH uJeal 01)t4tt-LUItl~ntf1tB~c,L,V:::!!":::~"~Blt:::BL!:\t'~L~Lt'L~~nlli'~!!"~B~' '9 

~ ~l LU-tl1lLU l1yu~" B~ m~u Lttnt.' Il ~1 tt@'1l LttttLl!!!!" t BMt'~ttLC,~ t4~' :::!!.,~ ~ 1I1-l11 
. , " 

~ n~t-~~tMLlJfU~LntM~lLU~L,l}L~@'~'~ Lt'L~!!"~lg~Lt.mt~" ltL~~~t-BU,tt~'lLU " , , 

t'~LttL!t:::!!"MLlJfU~tt~1bLUL~nBn!11'!t'tnEn~lJlLttL~!1tt'EUB!:nt (Sl!JOJd paseaJ:)ul 01 
" " 
speal a:)uewJojJad paAoJdwl asne:)ag) ltL~t-Bu,n~tt~'lLU~f1tL!tMLlJfU~tt~'lLU ·S 

" . , 

vS 



tl199:;Lilu1.h':;~Un11nrL~hJ~t!u1tni'lLi'liJl~1u9~men~u1n1111iJ~uril~ (Lovelock & Wright. .. .. 
2002; ~lJrNpf Yi~pf~t11Yir. 2550) 

. 
~u~ruJl1Yin1ru1n11 n11li1~,)1lJL'ih19fi1rlJ'lI1~LLf'I:;t199iJ"lJtJ~m1lJ~1Vlwr~Lilu~~~1Lilu . 

Christopher. Payme LLf'I:; Ballantyne (1995) 1~mh')H~1 iJL~~~f'I~~1,",C1J~1li11lJ1u 

VJn1 ~¥~ ~1m1Un11(;)f'l1Vl Yi,rn~1U"lJ1iJ LLf'I:;Yi,rn~1U1J1n11 ~~~,)11~m1lJ~u191Un11li1n11 

(;)f'l1VlL;~~lJ~utfn1Yi ~1(;)tJUri~tJ ~1u')'W~u1tni'l~iJ~1U,)U~~~ULitJiJ 1 Ju ~~~f'l1~i'l,)1lJ~1Vl 
. ~ ~ 

wr~VliJ(;jtJu1';"'~~tJtJ~~m~~;Uvl1lJhJ~,)iJ ~~i1 
'II 

lh'::LiJ'lIU LLf'I:;(;)1~~1lJ~,)1lJ~tJ~n11'lJtJ~(;)U 91nu1';"'~-;:tJtJ~r1m~1~u1n11 

2. Li1tJt!u1tn~~tJ~n11~Ur11~~tJu1n1r rilJn9:;m VlWr~~19:; 1~1u'1i1,)~1n~mnu~~ .. 

5. L~tJ~u1tn~1.h':;~unui1C1J~1(;j1~ 1 fjn;hlJn9:;mVlWr~~1Fl,)1lJ~lJ~utf~cJ1UlJ1 

nuu'hlYl9:;li11~u1';""rl,)iJLLfi1-ni1C1J~1(;j1~ 11~L'/11~ 

6. ~U1LnFl~iiFl,)1lJnn~(;jtJ(;)11~Ur11~ffiu1n11tJtJLL~,) lJn9:;i'l1Vl~t)~~19:;;J~lJ~utf .. .. 

55 

~U1tnFlWl19:;;JFl,)1lJFl1fl~t)~tJtJ1~h fh~u1LnFlLiifliii1C1J~1nU~Ur11LLf'I::u1n11Ju 1 ;~Fl,)1lJ 

Fl1fl~t)~~191ntJ~~u1:;ntJu ~~tJi199iJ(;j1~1~ii~~(;jtJFl,)1lJFl1Vl~t)~-ntJ~~u1tnFl;~~1lJ11n 
tJfiU1iJlc1l(;)1lJU~Wl1Yi~ 2.7 
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LL~UIl1V4V:: 2.7 The Formation of Expectations 

r11'YiC;\ (Word of Mouth) .. 

(Advertising) (Product) 

,--_IJ_"' WJ_U_fi_),),_lJ_(C_u_lt_u_re_)_-,1 ~ ~I L-_n_1_n_J~_n_1_)'_~_~_~n_1_),_'1J_1_tJ------, 
(After marketing) 
n 1 ~ 'lJ 1 [J (Sales) 

, .. 
YllJ1 : Vevra , T. G. (1992). Aftermarketing : How to Keep Customer for Life through 

Relationship Marketing . New York: 140. 

Utlnr,'I1niJ,..4'tJr;h~ 1 ~iit)Ylfi'Yiflr;itlFlIJ'UJFl1~~t)~'1Jtl~~ultnFl~iir;itl~uFh LLfl:;ulm)' ~~ 

~n~1IJlJ1LL~IJt!U FlIJ1lJFl1c;\~t)~'1Jtl~~ultnfltl1,..,..:;iiFlIJ1lJLLf;\nr;i1~nu1t1 ;utl~nuiJ"'4'tJ~u 1 tin 

nl~ (Kotler, 2003; Zeithaml et aI. , 1990; ~lJ'Npf 'Yi~pf~m'Yi1 , 2550) L-riU l.h:;~un1HW1utl~f;l 

m)'ru1 ~1tH;)IJ1lJdh 1,.. h.lLtl~ (Perception) 'JJtl~c4'ultnFl ;~tl1,..,..:;tl:;tlUlJ1~'ltJ L'Yi11:;n11Utln 
" " , ~ 

L~1 (Word of Mouth) ~1tl;rtllJflV1c4'ultnFll~fu1'JlJnu~tnummrLlIJ~~tllJ1ULIJfl1UU tl1,..vi11~ .. " 

c4'ultnFlLn~FlIJ1lJ L;r11'"11tlLtl~~1m~Ulm1~tl~iJm1uln1~~tlth~~f;\u~tl~m1 ~~ritll~ Lnc;\ " . .. 
FlIJ1lJ Fl1c;\~t)~ (Expectation) ~~~ Lnun'htln~~1tl Lnun~1Fl'J1lJ LtlU"'l~ Terry (1992) n~1IJL ~lJ 

L~lJ~1 ~~ c4'ultn FliJ FlIJ1lJ Fl1 ~~t)~ r;itl~uA'1~ffiulm1lJ1 m vh l1c4'ultn Fl n,..:; Ln ~ FI'l1lJYi~'Yitll,.. r;itl " .. 
~uA'1~1tlulm~U11u1:;~u~UtltJfl~Lvht!u m~L111~~'l~ft1~1:;~UFI'l1lJFl1vmt)~lufiJru1l1'Yi 
'JJtl~auA'1Llfl:;ulm1 ~~LUU~~~~1,.yC1l~~~1~fum1'l1~Ll~UYl1~n11f;\fl1C;\ Ltitl~"'1n"':;LtluLFl1tl~ 

ijtl~;j~~,..:;,btJl~fi1n,..tl1:;~UFI'l1lJ~1LN L'Yi11:;~1lJ11t)~"'~~Iij.JU1ruLluuauA'1Llfl:;uln111~ . .. 
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~,)UL,"Vld"::L~k11~~'w::~U'll~-lrl,)I~~-l~fl1'"l.ju "::~k1fltinU~::~UMI~rllV'lWr-l'll't)-l~ . ~ ~ 

u1tn Fl Lilu~1 A'ru ~-l~:: ~U'tJfl-l Fl,) 1~ I'll V'lwr-l1 k1~k1~1 LLf'l ::U1n11'!lfl-l ~U 1tn Fln UU-lfl't) n 1~\ukl 3 w ~ . . 

~ .. 
~::V'lU (Rust et aI., 1996) Flfl 

1. Fl')1),JFlIVlWr-l1k1~::~U1.Jn~ (Will expectation) d~lklrl,)l),JrlIVlWr-l1k1~::~u 

~IVl~~Ik1,"1flrlCWlI~1k1~::~utJn~~-lrllV'lLV'l11~'"llnciffl~f'l~-l,"~V'l~~u1tnFllJFl,)I~FlIV'lWr-l1k1 
U .. '" '" 

~::~Undjkl1::~U'llfl-l Fl,)I~ FlIV'lWr-l~~u1tn Fl-rf') 11tJ "::~-l H un':l{u ri.,::m Pit] Fl,)I),J rll VlWl-l1 1.1 

~::~U~IVl~~Ik1nLUklLnCW"f11k1n1~~{u 
4J 

3. Fl,)I),JFl1V'lWl-l1k1~::~U~V'l~Fl~ (Ideal expectation) ~flFl,)lw't1V'lwr-l1k1~-lJkl1 'il 
UILUkl1tJ't)th-l~~~V'l ,"1flnlu1~~mklmmr~~~~Vl 1k1~::~u~~L~mJ~~V'lLyh~,rkl'"l::Lukl1tJ1~ . . . 

ufl~fu1~~,)~Lukl 3 fl-lliftJ~::nflU Fifl 1) Desired Service ~flFl,)I~rllV'lWr-l~~u1tnrlWl-lH~I'"l:: 
~ 

1~fu ~-lLUkl~-l~~u1tnFli1Fl,)I~~fl~m~LLf'l::L~fl~li1rl,)I~LUkl1tJ1~~'"l::1~fuu1n1~ ,"1't)rl')~.,::1~ 
~ 

. " . , 
fuu1m~ 2) Adequate Service ~fl~::~uikl~I'l1fl-lm~u1n1~V!~u1tnrlFl1V'lwr-lHLLf'l::~I~I~fl .. 
ufl~fu1~ 3) Zone of Tolerance ~fl~::U::v11-l~::,"~I-lFl,)I~FlIVlWr-l~~u1tnFl~fl-ln1~1~fun1J 

. ~ 

'" . " 
~::~1Jikl~I~Vlv!~1J1tnFlUfl~fu1~ k1fln'"llni1rl,)I~LLVlnvil-lm.,LiiVl"lnFl,)I~hjLLUkl't)k1'l1't)-lm~1~ . ~ 

U1n1~fl-l~Un-llk1 ,"1fli1,,{u~k1~L~u')cif't)-ln1Jnl~1J1m1fi1~ 

~'lUL,"Vl~Fl'lI~~I(;1Wl-l~LiiV'l~k11k11"'lI't)-l~u1tnFl~I~I~fli11~,"f'llm::~UnLtN ~-lYiI1~ . . ~ 

Fl'lI~~-l~fl1.,~ LiiV'l~k1LLVl n vil-l nkl1~ k1~1J1tn Fl LLvif'l ::Flkl ii-l w4'h.,:: 1~f1Ju1m~,"1fl~k1~h~ 
~ 

" , , 
mijtlklnklriVlI~ ~-lUklFl'lI~FlIVlWl-l~-l LUklnf'l1n~IA''1!Ylntl1~LiiV'lrl'lI~~-l~'t) 1., V! UVln vil-lnkl'lltl-l 

~1J1tnFlUvif'l::Flkl .. 

Zeithaml & Bitner (2003) nfh'l~1 nl1L;hl"Fl'lI~FlI~Wr-lvitlFlCWlI~mru1m~'lIfl-lcJ . .. 
u1tn Fl titl LilkI"l (;1 G~ ~k11 k1m1~-l~tlUnlru1nl~ l~iJtJ'1::~Ylfinl~~ln~k1 Uf'l::uI1tJ~ Fl')1~~-l~tl . .. 
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1~~~-l;U(;11l.UJ1 LYf11::L~t1~u1tnFlVi1n1)'~t1~1tl HU1n11,rU1LL~'l t.lfi~1~~::(Jnu1l../1Llliuu 
L Viuunu Fl'l1l../ 191 VlW)-l ~-lfl1l../11()t1 flU1 u Pl'l1l../~l../~U1f~ 'El'l Pl'l1l../ 191V1~t)-l LLfi:: Fl'l1l../~'1'W'tl1 ~ 1~ 

~1n'Yl(p!t!J The expectancy disconfirmation model ~'El'l Oliver (1980) ~LLtJ'ILUU 31.h::Ul'Yl ~'1 
~1~t1fiu1u 11J LL~'lif 1-1 ~u 1 uL1'tl-1 n111.h:: Li1um1l../~-1Yf 'Ell ~ LLfi::fl1l../11()~~11N 1 Fl'l1l../~ ZJ~ufil~ 

, .... 
~1nLLt.lW11Yf'Yl 2.8 

d 
LUJ'Ull1~VI: 2.8 Disconfirmation Model of Customer Satisfaction 

Expected 

Performance 

.. Disconfirmation 

Perceived .. 
r 

Performance 

.. Satisfaction 
r 

, .... 
'Yll../1: Oliver, R. L. (1980). A cognitive model of antecedents and consequences of 

satisfaction decisions. Journal of Marketing Research, 17,460-469. 

~-1Yftl1~~tl-1~u1tnFll~~1 L~'tl~u1tnFlii19'l1l../ Fl1 Vll6'1l../1nL l'h LVlriii LLU'l LUl../~~::LiiVl Negative 

disconfirmation ~t1 19'11l../hJ~-1Yf'tl1~l../1n;ULl'h,ru LLfi::n1 cJu1tn 19~-1ijFl'l1l../ 191 VI~t)-1u'Elml'h 1V1 .. 
, ~ 

<i'''''' - ... - .. 1 a ... .. 
LLU'l LUl../'Yl~::Ln(;l Positive disconfirmation ~1tlLnVlFl'l1l../Yf-1Yftl ~n~::l../l../1n'llU(;11l../l../1 

n11fu1-nt1-1cJu1tnFl (Consumer's Perception) 
'D ii 

Kotler (2003) mh'l n-l n11fu! ~1 LtlU(;\'l m::~u 1 ~1..J Fl Flfi~it1l..1~~::LLfl fMt1t1 n ~-1~::LLfl VI-1 

t1tlnt1th-1h~utl~nUn11fuiL~mnUflmUn1mr,rU1 ~1t1t11~~::fll1.l1~~1 n11fuiLuum::u'lu 

n11~1..J 19 19fi LLvifi::1..J19f1fi l~L~tln 4' Vln11 LLfi:: LLUfi Fl'l1l../ift1~fi'h'lfl11L Y7tlfl11-l LilW11Yf~ ij 19'11l..1 

~l..I1u1utfin 19~1unu Assael (2004) m~ilU1l..1 n11fui H~1 Lilun11L~t1n n114'Vln11 LLfi::n11~ .. 
~ " ..: ".oJ n " .oJ" 1 - " -~-19'11l..1~l..I1Ufl-1 L11'Yl1-1n11f1fi1V1 LLfi::fI-1 L11'YltlU Uflll1~ LL'l Vlfit1l..1'YlL 't.I1l..11 U19'l1l..1 Fl VI 'lIt1-lt.lU1 U 119 .. .. , .. -- -."" ,,- . . 'iI-lUU1l..1Vl-1nfi1'l'll1-1f1Ufltlfl19fit1-1nU'llt1-l Moven & Minor (1998) Schiffman & Kanuk 
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t-1;j~~";tJ t)fiUL'lf.1U (2546) 1~~~tJfPl'l1~V.~ltJ'1i'il,m11f1Ji1t)mh~A1'el1JA~p,J'i1 t-1~ltJ(i~ 

m::1J'lun111un11L~'elmtJ~f1Ji'el~flllXA'l1~~Ul'"l 9~n11fl1J~~L11~Lihl-J1Yn~tJ1::~lYl~l-Jcr~~~ .. 

t-11'el~11~A'l1~t-1~ltJ'iI'el~~~L11JU1 t-11'elt-1~ltJn~LnL~U~~al1J1~'lL11'elth~h l~tJ~lL~fl::1.JAAfl . 

'"l::i:Jn11fu1~u(;)n~1~nultJ LL~'"l::Ltl~f1J~~L11LLU1JLiiitJ'lnu 1l1tJhi~mUn11ruL~tJ'lnU 1'l~(i~iJ .. 
n11L~'eln~ul" 9~n11 Ufl::~A'l1~U(;)n~1~nultJm~A'l1~U1'el~n11 m1~~ul'"l ~hiltJ~Llfl::A'll·~ 

A1 ~t-1t)~'iltl~ U~fl::1JAAfl LLfl::L~tlllXL-n11'"lm::1J'lun11f1J1'i1'el~~1J1ln A~l n~u 9~ U1'el~~1 m1).J Lih . .. ... 

'el~f'1tJ~::ntl1J~U~1'W'1l'el~n11f1J1 (Assael, 2004 ; Schiffman & Kanuk, 2000, 2007; Solomon, ., . 
2007) 

1. n11f1J1A'l1l-J1~n (Sensation) t-1l-J1tJn~ n11(;)'el1J~U'el~'elth~il1Jyj~U'lI'el~tJ1::~lYlf1J11~ ... ... .. 
Lui (;)1 t-1 ,,~n tJ1n ~'l;;tlluru'll'el~n11~tl~L~U n111~n~u n11f1J1~ n11~l-Jcr~~'el~~L11 .. .. .. 
~U~lU ~~ltJhJrK1J.n'elU L-rlU l'-J1!tCW11J11'"lnCW"Yl (;)11~lXtlLUUU1U 

~ . 
2. 1::~1J~1~v)~1JAAflf1Jn~ (The Absolute Threshold) ~'el '"l~~AU~1).J1Hn'J'el~nUA'l1~ .... " " 

L~mnultJ"u~1J1lnf'1hj~1~lHm'el~L~ut-11'el'thul~ rihii1tJ1::ltJ'D'Ir 

3. A'l1~U(;)n~h~r.i1U'lUU'eltJ~1Jf'1Afl~1~11C1f1J1A'l1l-JLL(;)n~1~1~ (The Differential . .. . . 
...... I d d I 

Threshold) t-11tlL1tJn'l1 J.N.D. (Just Noticeable Difference) 'D~t-1l-J1tJC1~A'l1~LL(;)n(;)1~ 

~d~t{~Lnj;ll~ 

4. n1f1Jflu~(;)lU1~liln (Subliminal Perception) ~tl n1~1.Jf'1f'1fl~1~11C1f1Jl~'lm::~U~'l 

lv)~'lt-1;j~t~ltJhj~~'l ~1).J11Cluti~tltlmUu 3 'DUv) ~tl 1) ~'lm::;]U~LUU1l1yj~U1L~U'el .. . 
" .. 
~U1 (Briefly Presented Visual Stimuli) 2) fi1~~Yii:Jt1j;l11d~~~lu'1i1'l~11Y1tJ1::~lYlfu 

n111t1ffiu~1 (Accelerated Speech in Low-volume Auditory Messages) 3) 1l1Yfn"tI 
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Imagery or Words) 

I . I I I 
_" 40Q0l.l d d ... 

1. ~~L~1V11,:m1~liI~1'" (Marketing Stimuli) fltl ~~L~1V11~n1tJJ11'Yi l-1~tlVl1~n1~~tl~1~V1'iltln 
, I I "" I 

LLUUlJ1 L ~tll ~i1;SVl fi'Yi ~ vltlr!U 1'ln fI ;~ ~ miCU::'lItl~ ~~ L11 L l-1rhil~ ::~\'l'flrJ nu~ niicu::Vitl~ Fl 
OJ OJ 

n~u L~tJ~ fI,)1lJ1~n 2) 'il~Fllh::ntlUVl1~~hutflN~h~ lc11LLrl 'lIU1'" ~1LL'1.nl~ fI,)1lJLLliIn 
OJ 

r;i1~ LL~::; fI,)1lJLLtl~nll-1l.i 

2. ~m~cu::;'lItl~r!u1'lnfl (Consumer Characteristics) ~'il r!U1'lnflLLvl~::flun~::i1~n1:tcu::~ 
OJ OJ 

1" ... I ... __ _...... .. ... .., ...... '''' "' ...... , _ 
liIL"lI~U')n ~1neJ~V1Ln"''1IU~1nn'W"lltl~Ufl1l-1ffilJn11li1tlU~U'il~liItl~UFl1V1Ln",n'ilU'1IUliitlUn1~ 

u1'lnfl ~~ Lilur;i'ln'mU"'L~mnu fI'l1lJ~~'Yitll~~~1~ru l-1lJ1tJFI'l1Wh r!u1'ln fli1lJ1li11~1U"D'il~FlCU 
.. " ... <III 

~~ Ln liIfl1~tl5lliifl11 LL~::Yh n1~LmtJu LVi tJunUlJ1li1~~1U ~1nt!u~~ lc11~ 11~ n1~r;iVl~U 1~ c11'l tJ FI'l1lJ 

~~'Yi'ill ~~1n n1nmtJu L VitJu t11 FI CUfl1'Yifl1~u1fl1~fu~~1n~1F1'l1lJ Fl1 "'l-1lJ1tJ LilueJ ~ 1 ~ FI'l1lJ 
• OJ 

~~'Yitll ~tltlnl,J11 UVl1~~U (Negative Disconfirm ation)t11 n,.ru.~FI CUJ11'Yi"Dtl~ fl1~U1n1~~fuhJ1 n . .. 
n~1~Fl1Vll-1lJ1tJH n~::~~eJ~ 1~LnVlFl'l1lJ~~'Yitll~ luvn~u'ln (Positive Disconfirmation) LL~:: 

~1lJ11Cl~~::i1 FI'l1lJ~~'Yitll ~ 1 u,.::~utln~ (Confirmation) 1~t11 eJ~flflnlJ1 (;IN liI1lJ FI'l1lJ Fl1f1l-1lJ1tJ 



3. LL 'l.I'lftVlL~'t)-3R'l1)J.nn ~en't).:Jcru~tllR (Consumer's Loyalty) .... 

Lovelock & Wright (2002) 1~mh'l(i-l Fl'l1iJJln~ ~1'il Loyalty ~1LtlU~1~iiiJ1U1U ~-l 

~llrtlri'iluH''ilfilntl(i-lR'l1iJ~'il~(;1U n15''il~f'lr;l'lLL~~rJf'lfVlD1'ilt.h-llLNn~1~'ilth~LVlf'i'l!1~ LL~lu . 
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~'l1).JJln~lu(;15'1~U~1 ~).J1t1(i-l m1).J~-lYl'il19~~~1L~iJ'ilLL~~n15';'il(;15'1~U~1L~iJlu 

CJ~(;1Jlru" "lJ'il-ltJ1-';Vllc;)tJ1-';Vl~~-l (Schiffman & Kanuk. 2007) Lc;)mi'il-l"lJ'il~nR1 (Price) LL~~l,!~ 

~1 (Value) ~'il nruLl9~1~ruluLL~"lJ'il-lR'l1iJ9-lfnJln~ ~1~ftJli'il-l"lJ'il~R'l1).J~~1l~).J'il . ~ ~ 

(Consistency) LL~::fl ruJl1Yl (Q ua I ity) fhtlU'il-l pflh~n'iltJ~ rJtJVltJ1Vl ~ 1 ~ ry L -DUnU 1 Un15'~ ~1-l Ll~ ~ 

fmj1R'l1).JJln~lu(;15'1~u~1 U'iln91mrU U-)(;1n5'5'iJ (Innovation) fhtluih9t1~~1).J15'nCJ~n~ul~ 

• 0-

Schultz (1998) 1~n~1'l~1 m1).JJln~~'il(;1n~uA'1VlLLVl91--l9~~'il~iJ~Utl1U).J191nFl'l1iJ 
d 

~miu~iJ~'il(;15'1~uA'1 (Brand commitment) hi1-DLLrlL~t.J-ln1J'il(;15'1~UA'1,rUL~t1-l'ilt.h~L~tI'l 

LC;)t1m1iJCJn~u,ruiJ'il~pflh~n'iltJ~~nmj 4 lh~n15'~'il (1) m1).J~-lYl'il191u~uph~1~uA'1 .. .. 

LL~~~lh~L1lVl~UA'1~iJ~'il~tJ1-U1F1 (Involvement in category) (3) PTntlIl1Yl"lJ'il-l(;15'1~uA'1~U~ 

~1iJ15'n~~1-lFl'l1iJth~uh~'ilcJtJ1-U1R1~ (Attract of alternatives) LL~~th~n15'~~Vl1t1~'il (4) cJ .. . .. 
tJ1-U1F19~L~m~t1~'il(;1n~uA'1~ulti'il-l91mnC;)FI'l1iJ~n~U~'il(;15'1~uA'1L~t.J'l (Intensity of 

ambivalence to change or alternatives) 

, , 0-

tJ'ln~'il(;15'1~uA'11~(;111~uA'1~il-l :n-lCJ~91m;f'lUFI~~mi1'lnR'il n1~'il(;111~UA'1L~iJ'ilt.i1-l~'il 
, , .. ~ 

LU'il-lUUL'il-l 



Aaker (1996) mh)~1 mr~~1~f"lrufi1~r1~Uph 1~flt.rlu1,,~u1-tnr)\rU ~fl~i1fl~rr 
l.h~nflu~~1~rul~LLri mr~4'n~n~Ur)1 (Brand awareness) mnUnUFlruIl1Yl~Ur)1 

... " '" 'II 
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(Perceived quality) mr~~1~FI'l1)..JL~~lJLtJ~nu~r1~uA'1 (Brand association) LLft~FI,)1).JJ1n~~~ 

~n~'Wph (Brand loyalty) 

.. 
Moven & Minor, 1998) Flfl 

1. c4u1-tn FI hjiiFl,)1lJI1n~1 'W(;1r1~'WI!)11"'L~mi~fln1~~"~Lu~tJU~~1~'W~1 V)'lmJ,,4'tJ 
" 

2. ~u1-tnFlLn~FI,)1lJ~~Ylfl1"LL~~llJ~~Ylfl1"LYh 1 n'W1'W~r1~ur)1 ~~~1lJ1rrl~~1~mr 

m~~'W 1 ~Ln'" mrLu~tJuLLU~~ ~n~'Wr)11v) "1nL~lJ~;fl~U~1 LYl~1~FI'l1lJ LFliJ:nU "" ni1m~u1 . 
L~'Wflifl ~"lJfl~~'W~11~ Lt1'Wdj'WlufirrlJlv)n~1lJ1rrl LU~iJU 1 ~ L '1l1lJ1;fl~u~1,,'Wu11u~Yl~~ 
mrlJ m~~fl~11v) 

3. c4u1-tn FlLn", FI,)1lJ~~Ylfl1" Lti~~"1nu~~"nT '" L ,)~11 um~mn~U~1 ~1 FI1~iJfllJfulv) 
" 

LL~ ~ L~fl~'1lfl~ m~~flU~'Wfl~ 1 'Wm r 1-if~1'W'lIfl~ ~'Wr)1,r'W~llJv'h 1 ~ Ln '" m~L~iJ~"n n" ~~fl~ LU~ iJ'W lu 

1-if~~1~Ur)1~'W 1 ~~,r'W 1'Wmr~~1~Fl'J1lJtl1~'W1"~fl(;1~1~'Wr)1,r'W ~~r,hLij'W~"~~fl~~~1~mr'hJlJ 

i.h') 1" 1~ Lt1'W~1~'Wr)1 Ln~1lJ1~rlYl~LLYlU~~1~'Wr)1~ L'1l1L~fln 1-if~~L~lJlv)djuflth~~ (Switching­

cost loyal) 

4. c4U 1tn FI Ln '" FI,)1lJ~'W'l!flU 1 U~~1 ~'Wr)1 L tifl~" 1n L~lJi1 Fl'J1lJ r)ULFliJ LLft:: L~iJ')-nfl~ nu m1 " . 

'" , '" 
5. c4u1tn Fli1~~~u FI,)1lJ c.J n~u~~~ ",1 'Wm~fl~u~1 L~iJiJfllJ~1 iJL~'WL ~fl~fl~UA'1flth~ 

" " "''' 



(Lovelock & Wright, 2002) ~nliru::"1I!)-lPl')1~.nn~ ~::iJn1nU~UUU1.hNVI~'ilt1lL'l~11Uil~'iUun 
Pl'l1~.nn~~::LnVl~1nn11~L11~-lPlru,"h (Value) ~~1~LLric:ru1ln,",'il81-lvitlLti'il-l tl1~"'I::d:luL1tl-l 

• 'II 
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"1I'il-l Pl'l1~~J1 L~~'il (Consistency) ",1!) L uG'il-l'lJ'el-lFJruIl1Yi (Quality) "'Iuvi11~r!u1lnPl Liit1lPl'l1~ 

.nn~1u~uphu~::n11U1n11 (Schiffman & Kanuk, 2007) 

LL~::Vl11~U~1,JuilPl'l1~"'~1U1'l~~-l~uphu~::n11U1n1~;-lLUUc.J~~1"'11nm::U'lUn11U1::Liiu 
Vl11~Ur.h LVlU~cjU1lnPl~::urtl-lilPl'l1~c.Jn~u (Commitment) LL~::iluu'l LU~n1~'il1u!)U1PlVltl81-l 

'II 'II 

& Miner, 1998) 

Schiffman LL~:: Kanuk (1997) 1~mh'lii-lLih"'~1u"'~n"1l!)-l,rnn11V1~1(il 11~!)n11~11-l 

LL~::fn1i1Pl'l1~.nn~vitlVl11~uph1~'ilU1u1"'1cju1lnPlVl~'ilVllU Lti'il-l'"l1nPl'l1~.nn~vi!)m1~UphLUU 
'II 'II .. , , 

~u tJ1U 1 Un1nYi~ ~'lUUti-lVl1-l n11V1~ 1 VI LL~ ::LUUVI fYi ~U"1I'il-lU1';V11 UnJU1~fi11~Ylhj ~1 ~11Cl 
d 'II 

n11t) c;t Pl'l1~.n n~ vi'il Pl11~uA'11 U~ nliru:: LL m Luun11~nli1"'11nYi ~ ~m1~ n1~'il Lvh,ru 

Vl1~V1~1:i'D Instrumental conditioning approach nfi1'l11 Pl'l1~.nn~vi'ilPl11~uA'1"'1::~1~11Clt)VI 

1~"'I1nVi~~m1~n1~'ilL~U-l!)U1-lL~U'llu"li'l-l1::U::L'l~1",ti-l ;-lc.J~~t)c;ttltln~1m"'l"1l1V1Pl'l1~LLlJu 

ih Liitl-l"'l1n llJ~1~11CluunPl'l1~LLVlnvi1-l1::",rj1-l ~U1lnPl~i1Pl'l1~.nn~"'I1-l (Real brand loyalty) 

nu~u1lnPl~i1Pl'l1~.nn~vi!)Pl11~uA'1uuullJu~"'I1-l (Spurious brand loyalty) 

lu"1Iru::L~mnu Keller (1998) 1~nfi1'ln-ln11t)VlPl'l1~.nn~vi'ilVl11~uA'111 n11t)VlLm=B-l 

Yin ~m1~~1~ 11Cl c;t 1~"'I1n~1u'luPlf-l~~'il41 ~'1 cjU1ln Pltl1"'1~tl~uph ~'lU L "'VI c.J~ ~')u~')",1tl~'il -I w ~ , 

Lt1lU llJl~~~ lPl1Plffi'l'ilU1'1~n'lU~1nnrj1~"'I ::~tl LVi 11::Pl'l1~"lI 'ilu~il vi'il Vl11~U~1 ~-l,ru L~'il ri U,j-l 
'II 
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~1t-'ftJn11r)~fI'l11.111n~ [;jfl (;J11~UA'11 U~ m~n.!!;~~fl-l LUUn11Pin1!n 1 UL:n-l~ f'lUPl ~ 
(Attitudi nal) L rtfl-l"llnn1rl~ lu~ m~n.!!; LL1mrULuun 11~-l Ln(;Jr.nnY4C]~n 11l.1n11~fl~1 L ~ [J-lfl[h-l 

L~mLvh,ru ~-lviI1~unn11(;JaIVlllJ~ll.11nl'Y111tJn-l~f'lUPl~ LLfi!;Pl'lll.1emvTu1!;wil-lcJtJ1-tnPlLLa:: 
" " 

(;J11~Ur111~ (Brand commitment) ;-lun n11(;Jal~L~fl~1 Pl'lll.1~nvTuvifl~11~uA'I"1lfl-l ~tJ1-tn Pl,ru 

nflLUUn11LL~Vl-lflfln~L~ui~ (Clinch facet) ~-l,ru n11~mnn11r)Vllu~'lu~~fl-lml.l Cognitive 

learning theory ,rU~-lLUUn11~m~ln-l~f'lUPl~LVl[J1'll.l~~tJTtnPliJ[;jfl(;Jn~uA'1 hJ~un1!;i-ln-l 

LLU'lLi.!l.Ilun1~fl(;Jn~uA'IPlf-l[;j'tlhhnnn~I~~!;~n1!nn1~'tl'tl[h-l[;j'tlLrtfl-llu-rl'l-l1!;[J!;L'lalt-'l1-l 

1. n11r)VlL:n-l~C]~nnl.l (Behavioral measurement) Ltlu~fiLVl[J(;JNlum1r)VlPl'lll.1J1n~ 

[;j'tl(;J11~UA'1 LVlm~~I!;flth-l~-l~C]~n11l.1~LUuil~[J (Habitual behavior) nfh'l~'tl m1Yi~11n.!1 

n-l1ULLtJtJm1~fl~1--l L~[Jm~ If)fimriVl'ti(;J11m~fl~1 (Repurchase rates) r)VlLU'tlfLoDUl1I'lI'tl-l 
" 

~ ,~ 
.... _ 0 .. " .... 

m1"1!fl (Percent of purchase) LLa!;'lVl"lIU'lU"1lfl-l(;Jn~UPl1'Y1'i!fl (Number of brands 

purchased) ;-lcJtJTtnPlm~iJPl'lll.1J1n~[;j'tl(;J11~U~ILL(;Jn[;jl-lnulu(;Jll.11!;~tJ'lI'tl-l~UFh (Produch 
" 

~ ~ .. 
class) LVl[J~-lU;ufltintJ91U'lU(;Jn~UFh"1lfl-lFiLL~-l LLa!;fi11l.1'l11~"1l'tl-l~U~I~'l[J 

" " 

- U1u'Ylulum1Lu~[Ju(;Jn~uFh (Switching cost) Luum1r)Vl~viI1~'Y111tJn-l~UtjIU"1l'tl-l 
• U 

Pl'lll.1J1 n ~[;j'tl Vl11~U~11~ L ilfl-l~1 nt-'1 n LUUnI1fi-l'Y1U~~-l LLfi!;Ln Vl Pl'lll.1 L~[J-l~It-'ftJtJT';'Y1t-'1fl cJ 
• v " 

... " " .J ...J ... ,," ,,_ _.. ..J.J .. '" 
tJ1 tnPl Cl1t-'ln Vlfl-lm1'Y1~!; LUfi[JU(;J11~UPlI LLfi'l eJtJ1 tn flm~~!;fi-l La r1-l Pl'lll.1 L~[J-l'Y1~ !;~tJ~UPlI 

" 

- mrl~Pl'lll.1Yi-l~flh (Measuring satisfaction) ~-lLUUfl'1lLL~~~I~'1Ilu'1n 11!;~tJ1Jfl-l 

Pl'lll.1J1n ~[;jfl (;J11~U~,1U'1I n.!!;L~[J'lnUfll~~tJ Pl'lll.1llJYi-lY4fl l~1Jfl-l cJtJ1-tn Pl~~ll.111mjI1u~m1 
- I..J 1- 11" ...".J 1 " Lufi[JU u 'lI(;J11~UPllflULL'Y1U Vl 

" " 
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- Pl1'UJ'l!'f)ul'WVl~1~'WA'1 (Liking of the brand) wniJJi'n~t;j'f)ml~'Wfh l'W~:::v\ul1~ 
u1-tnPl~:::~'W'l!'f)U~'W~lVl~lti'W n'f)~lVln~'W~lti'WdJ'WL~~'f)'WL~'f)'W ijmliJA''WLPlrJ cju1-tnPl~ijiPi , .. 

L(;lm:::~UPl11iJ'l!'f)U~liJl~mLtl-ll~dJ'WPl11iJ;'W'l!'f)U (Liking) Pl11iJLPll~Yl (Respect) i1VlUllYl 

(Friendship) ~'WulhJ'ZlPl,)liJH,)1-l1~ (Trust) .. 

~'WA'1 ;-l cju1-tn Plm~ij Pl11iJ1n LL~::: Pl,) liJ L ;'f),J'Wl'l'f) m1~'W~ 1ti'W ~-liJl n l(;l rJij (;]') tl-l;~~ 1 rl ru ~'f) .. ,,~ 

" . 
~lU,)UPl1-lVl~u1-tnPl~(;lt;j!l~1-'f)t1Ii~iJ~'Wfinu'f)-lrlnnL~:::nU(;)~1~'WA'1 

" -'_~ ..... ......ctJ, ..:::.,. 
'W'f)n~ln'WrJ-liJn1n~'W'f)m~')(;lPl11iJfln(;l(;)'f)n1~Uml~ (Measures of service loyalty) 

L(;lrJ Pong LL~::: Vee (2001 ill-ln-l1'W ~(;lc.i'f)-l (;)1~UCJ1, 2547) mh1~1Pl11iJJi'n~l'l'f)m~lJjm~ 

LU'W~-l~Lii(;l;'W~lnYln~m~iJ iPi'WPl~ LL~:::Pl11iJf ~-l~~tJ~r.rrJ~H1(;lPl,)1iJJi'n~l'l'f)n1~ujm~1~ 
"I " , 

• Yl~~nniJm~'f)~l (Repeat purchase behavior) Lu'Wm~LL~(;l-ln-lPl,)1iJ~n~'W~~u1-tnPl 
ijt;j'f)cn,xu1-m~ .. 

• ~lU'f)m~l (Words of mouth) Lu'Wm~1VlCJ~~'f)-lmliJJi'n~~~LL~:::ijtl~:::~Ylfifl1Yl 

(Koskela, 2002 ill-ln-ll'W CJVlc.i!l-l Vl1UUCJ1, 2547) mm'f)m~1ti'W~1iJ()-lmnL'W:::Ul~,)rJ , , 

• I II f 

Pl,)liJ t;j'f) Lil!l-l~1-'f) hi ~1-'f)1uu1m~L~'f)'W~:::nPl1-l ~-l~liJl~C1~:::Vl'f)'W~ C11'Wmmrm~ 

u1-tn Pl~1~:::LtI'WPl,)1iJJi' n ~1 'W~:::rJ:::rJl1~1-'f) hi 

• Pl,)liJhi~~'Wl~')~'f)nPll~LtI~rJ'WLLtI~-l (Price tolerance) ~'f) L~~1~:::ijn1~LtI~rJ'W~lPll 

~-l;'Wcju~tnPl~ijPl,)1iJJi'n~ri~:::U-l L~!lnm~u1-m~~'f)-l Ln'f)U \'i1l,x L~'W~l n f11 hi1~'Zl-l CJ~ 
~ ~ ~ . 

t;j'f)m~L~'f)nn1~u1-m~~'f)-lcju1-tnf1 
" 

" "" ... 
• Pl11iJvi-ll~;jtl"lh (Repeat purchase intention) Lu'Wmn~'f)n;j'f)u1-mn~iJLtI'WtI~:::~l 

• Pl,)liJ'IItlUiJlnn~l (Preference) Fi'f) cju1-tnf1~ijf1,)liJJi'n~~LLVl~1--l~:::LL~(;l-lf1,)liJ'II'f)U 
" 

iJlnn~ltl'f)niJltlUl-lL~'Wl~iVl 

• m~~Vl~,)L~tln (Choice reduction behavior) f)'f) cjU~LnPl~;:jPl11iJJi'n~~:::i1m~~1;r'f)iJ~ .. " 
"" .., ~ 1 ., 
LYltlm~VlVl¥'l'W ~'W'f)rJ~-l 



• mntlutlu~uLLmlul~ (First-in-mind) ~'fl m~u1m~,ru~~Ltlu~'lL~'flmLmL~lJ'awm~ 
u1tnl"l;jI"l'l1lJJin~ 
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Zeithaml LL~:;I"ln.!:; (1996) lJi'Mut19{t1~H't)~1"l'l1lJJin~~'flm~u1m~ tV'ltil-nmn.!ovl91n • 
" " " ~~~m~lJl"l'l1lJ~~1~~'fl'1f'fl~~u1-tnl"l (Consumer behavioral intentions) ~~~'flluil(Bloomer et 

aI. , 1999) 
_, ~ d ~ 

wq(;1MmWIT1JfJn(;1f) (Words-or-mouth communications) I"ltl m~~fI~~ 

1~u1m~ ~1fJm~u1n1~lU(Jhuu'ln LLu:;u1LL~~m~c;lu1~l"lu~uLn~I"l'l1lJ~u1~LL~~1-n • 
~ 

u~m~ 

- fI'J1',Jli..Jh:fffJ (Purchase intention) flfJ n1n~'flnn1~u1n,u,ru1Ltlu~'lL~fJmLm 
- fI'J1JJf)'fIlJLU'J{jjfJT1f11 (Price sensitivity) flfJ n1~~~u1tnl"lhJ;jt1qj~11uLi'fl~'JJfJ~ 

~1m LL~t)1cn~u1n1~9~;U~1mlJ1nnt)1~~u LL~cl1n1~U1-n1~,rU~1lJ1~fI .. 

- wq~MmmTff)..JL-;'mJ (Complaining behavior) flfJ m~~fJ~L1-t1uLijfJLn~t1qj~1 

fJ1'"l9dfJ~L1t1ut~t1(;l~~'1fru:;,rUflu0~u1-n1~~uVi ~1fJ u'flmifJI"lU~U1 ~~~fJ~luu~ 
~fJ~U~~'flYilJvr LUUc;lU 

'"l1mJu1-tnI"lLn~I"l'l1lJffimtltl~thtlLL~:;hJ;jI"l'l1lJ~~~'fl19nu(;ln~uFhL~lJ~(;luHfJU m1~uFhl"i 
'" 'U 'U 'U 

" I " , 

LL'1i~lJtluitlL~UfJ 1~~ 11~Llri~u1tnl"llJ1n;U n1nYilJ;U'1ffJ~~11"l1~UfhVi~u1tn I"l H'tl~ LL~~m~ 
...... "..J" I J' ..Jo ""... _ 

(:J~(;l~UI"l1V1(;ltl~.n1~L91~L ~~1~n~lJ(;l~1 ~lJ1n"1lU (N iche market) V1V111~~u~ tn I"lm~n1~V1V'1~tl~ 

H(;l~1~UA'1~U UfJn'"l1nQ U~~ut)1L~1'1ffJ~~uA'11Ji'H'L~ur.hu,)UlJ~1f'11~ L~tlm~~~L~1lJn1~"1I1t1 

lJ1n;U L~fJLmtiULVitiunUn1~HfL~UL~fJn1~t'JJ~ru1 ~~~V1~1unU~~1t'JJ~ru1LuuLmfi~itl~~ 

~trn"1ltl~~u1tnl"l LiifJ~91nm~~~L~1lJn1~1t1,rU ~1lJ1~t1L~lJ~'lULLU~V11~n1~(;l~1~lJi'LUUfJU1~ 
~LL~~~d~luLY;t1~'1i'l~~:;t1:;L'l~1iU1 n(;l1lJ 

~~,rU Schiffman LL~~ Kanuk (1997) lc;lnfi1'l~ruii~m~j;JJu11~Ln~I"l'l1lJJin~~tl(;ln • 
, " ... 

~uFh t~m~tl~1LtlU(:J~lJ1~1nn1~VI r;,~tl~ 1.jf~uA'11u~f~ Llm Ll~'lyj11~Lnr;,~'l1lJ~~~tll'"ltln~~~~ • 
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fl')1~~-lYi~ 19"jJ~-l~tJ1-tnrl,r'WijU9{U~1firu~U~Flru1l1Yin11tJ1-n11 rlruJl1Yi~'WFh LLft::: " ... " ~ .. 

111"11 t~m~Yi1:::~ci1-l~-lrlruJl1Yin11tJ1-n11 ;-lLtJ'W~-l~fI')tJrl~l~U1n~~(;'I Lti~-l91m~m~~-lntJ . .. 
YiUn-l1'WtJ 1-n11 rl,)1~~-lYifl19"jJ~-l ~tJ1tn rl LL Yl91--l LL~,)9 :::ih lt1~ fl')1~Ji n ~"1I~-l ~tJ1-tn Fl~lJ c;i~-l1'W 

" "'" 

Fl,)1~~-lYi~ 19~1 n9:::Sjrl,)1~Jin~~1 ~-l'hSjm1aJ~-lYi~ 19~-l~1n1 ~tJ1-tnFln9:::~-lSjm1~Jin~~-l 
"''' " 

;-l Fl,)1~Jin~'llfl-l ~tJ1-tn Fl~Sj c;i~-l1'WtJ1-n119:::ib lt1~ ~ft n11~~-ltJ11iVl1'W1:::u:::U1,) ~,)U L-n'WL~m 
" " 

ntJ Anderson LL~:::Flru::: (1994) n~1,)~1 vnnUnn11(;'1~1~~1~11Cl~~1-lFl,)1aJ~-lYifl19"';!-flL~aJ 

Fl,)1~~-lYi~ 19 1 ~LLri~tJ1tnFln9:::LtJ'W~~ ~~9:::u11t1~~ft n1 hL~~;'W~,)u 
" " 

, 
.- ". - ..- - ~ - q 

fJ'W1Fl11Yi1ru"ll U fl')1~~~1U (;'I1~Yi1:::n"lltJ'1!'1! (;'I n11fJ'W11"111Yi1nJ"lIU (~tJtJVI l!J) 

Yi.PI.2522 ~1(;'111<L Ururu~H~1 "n11fJ'W1Fl11Yi1ru"ll£J ~~1Ufl,)1~~1 n11t11:::nfltJfJ1n9t11:::LflVl 
~ ~ . 

I I .... + t I '" 

Vl1-l~U-l~1~~~1UVl1-l L-n'W (n) 1~~'WL~~ ("11) ;j~'ll1u~,)LLftnL~'W~1~(;'I11~11LtI~U'Wij~~tJ1~ (1'1) ;j~ 

'll1U L~'Wili,)11(;'1 c;i1-ltl1::: LVI PI" 

1'W~1(;'1n <L ')nrl~~-l u-ll~n1~'W~H~1 "fJ'W1rl11Yi1ru"ll£J ~~1Url,)1~~1 fJ'W1rl11~1~ftJ 

~'Wru1 (;'11 ~t11:::n~tJn11fJ'W1 rl11Yi1ru"ll£J LL~ :::~~1U Fl,)1~ 1,)~ n-l~1111"jJ~-lfJ'W1 Fl11c;i1-ltl1::: LVI PI~l~ . ~ 

fJ'W1 Fl11Yi1ru"ll £J{ (;'I djtJ~mU'Wn11L~'W~lJtJVltJ1V1 LL~:::Sj Fl,)1~~1 fi ru~ 1 n~~ ~"jJ~-ltl1::: LVI PI .. . 
;-l L ti~-l91nfJ'W1 rl11Yi1ru"ll£JdjtJLL ~fi-l1:::(;'1~ L~tJ~~~ LLft:::LL mi-l L~'Wn LL ~fi-l~1 ~ ru~~ ~"jJ~-ltl1::: LVI PI " ~ . 

... " 
'W~ n91nU'WU-llJtJVltJ1V1 c;i~n11n1~'W(;'I1:::tJtJn111 -if L~tJ n1n ~~~1~ft ~iliaJ1 nJL~'W LLft:::djtJLrl1~-l 

... 
)j~~11'l'1!"1I~-lf~1'Wn11~1Li'l'WtJtUtJ1UVl1-ln1n~tJ (Yi1tJYi l1nn:::rrtJ~, 2548) ~1~11Cl~~1~ ~-lU 
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1. filJlflln'flru'iltlLtllJLL"H~~ 1:;1f)).J L~lJtl'fl).J LL'vI~~ l'v1cY"tl~1.h:;L'Yl fII LL,jrJl~mUlJn11 

L~lJ 1 U1.h:; L'Yl Pl1 'YltJ'"I:;i:itlti~llJ'lU).Jln'Yitl~).J PI '1 1 filJl fl11'Yi1 ru'ilULtllJ~ mUlJn11L~U~ Uil LLri LLfl:; 1~ 
" 

UUn11L~U~~:;Wlnlun111~u1n1~~'YlI~tJhUn11fu~lnLLfl:;n11CltllJL~U Llf)tlL~'YiI:;lUil'"l'"lUU~ • 

UI1:;UU fl'fl).J~'J LJ;J'flf).J1 H1Un11U1'vIINIUfiUlflI1 ~~liI1 ~n11~lm~ULLfl:;n11Cl'flUL~ULtluhJ 

rlU).JLLri1.h:;'lII'l1U m..i'Jtlfi1ih LLfl:;'vItl')mPl11jfiii'"l~U11(;)).Jln~~v)1.h:;).Jlru~'fltlfl:; 70 "'fl~L~lJ1~ 
'\J "I ..., " .. ".. ~ ntl).J'Yl~'vI).J'" .. 

3. fiUlflI1'Yilru'ilUi:iU'YlUI'Yl~lrlC1J1Un11f11'v1U"'1::UUn11Hr.hm~u lu~,rtlri'flU 

l.h::'lII'l1Ui:in114'U91tlH~'fltlL~UL"'tl1-DL~U~'" ;~1(;)LLrifiUUJ;J1LLfl:;L'vI1myn1jluru L~'flii'"ln11"'fl~ 

fiUI fl11'Yi1 ru'll U'lltJ1tl vi') filJl flln'f1 ru'll tl1(;)i:i Lfl itl~;:j'fl Lfl1~ [;]~U).J1 L ~tl LilU~'fl nfll~ 1 un 11LLfl n 

LU~tlU~n'llU",'vI~~ L1tlnrJ1 L-Dfl (Cheque) L-Dfl1(;)nflltl).JILtlu~'flnfll~~lrlC1J lUn11~1~~~1ii'"l11tl 
lm1i 1'J).J~~11tlti'fltl(;),)tl 

L'Yi11:;fiUlflI1~1).J11Cl~~I~L~lJJ;J11LLfl:;fl"'L~U[;]111(;) t"'tlL~UJ;J11~~Ulfllmlru'llU~~I~~U).J1 L11 

L'1tl nrJl LtlUL~U~ In L~tl ~tl n ~1-infin11 L tllJ~'Yl tLLfl:; LU~tlU;:jtl nU(;),)tl L-D fl 'viI nfiUI fll n'flru'llU 

'fl~C1JIJ;J l~~n~1 L;tllJi~91tl L-Dfl1(;)).Jln m).JlruL~u lUJ;Jfll",rl'"l:;).Jlnm).J1u(;)'Jtl 

'fl1'"l ~1 L ilU).J1 [;]1n11vh~11lJn11P1,)u fl).J m).J 1 ruL~ULLfl :;Lfl1~ J;J llJ1:;uu LPl11jfiii'"l1 ~i:i L~t1m 111'Yi~ 
• U 

I ..." + 

LmJ1::~).J1(;) L"liU n11L~).JLLfl:;fl"''''fl~L~lJ~ "'~11'fl~ "'fl~t1J;J11"''flmiitln11fu"li'J~~'flfl",vi,)L~U n11 

~'fl"ltl'vl~n~f'Yitl1u[;]fll"'LtlU(;)U 

1. ~tl~~ILilUn111lli~CJflrhh (Profitability) fiUlflI1'"l:;~tl~~ILilU~1ii'"l1~i1rhh 

L'Yi 11 ::CJfl'!ltl~ nl h'"l:;~tl~91 muu(:3uiluCJfll ~nu mitl~lJ LLfl:;LUlJl1tl91tl 1 Un11~1 L UU~luii'"l n11 " . 
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2. ~fl'lC;hN~1)1YiPl~fl'l (Liquidity) lUn1~4'~n1~~UYlf.,..tJ'Jlfl'lfiU1P11~""1ru'JltJIOl:; 

~fl'l~1U'ln'l~1)1""PI~fl'lLilu~1f'i'1J~~c;, n1fiU1f')1~""1ru'llU'Jl1~~1)1""Plfifl'l12J~1).J1~C1r.i1tJL~ultX 

t'lnr'h~~fl'l n1~C1flU 1~ f')'l1).JL~fliifl~;1r;iflfiU1 fl1~""1 ru'llunlOl:;"').J ~ 11.1 .. 

3. ~fl'lU~"'~nf')'l1).JUt'lfl~ntJ (Safety) (;11).Jun ~ ~ ~hnL~UIOl:;~fl'l ~1U'ln'l fl'l1).JUt'l'a~ 

ntl'Jlfl'lfiU1 fl1~""1ru'lltJ~1~ Lfl1 L~U lu~hn 1 t) Lilu~1 ~'1J 

4 . ~'el'lU~~~nfl,)1).JJufl'lYl1'1n1n~U (Solvency) t~t1fiU1f')1~IOl:;~fl'l.,..t11tJ1).J 

1..h:;F'1l.JU1:;flfl'l ~1U:;n1n~U'Jlfl'lfiU1 fl1~ ltXJufl~~~ ~ ~'el'l"" tI1t11).Jvi11 tXYlf.,..~ui:l).Jt'l fOi1).J1 n n~1 
~ . .. 

~d~U'Jlfl'lfiU1 fl1~ l~fl~~1'1fl')1).JJufl'lltXnl.Jfiu1 fl1~""1ru'lltJ 

~1).J1~C1~!Un1~1.J1n1~~~n11~ 8 U~:;n1~ (.,..~u.,.. ~nn:;~u~, 2548; ~).J1fllJ~C11UUn1~ 

~m~t1n1~fiU1fl1nlt'l:;n11l~ulyltl , 2547) 

1. n1~fl.Jc.hnL~U LLti'l(;11).J~m~ru:;'Jlfl'l~:;t1:;L')t'l1'Jl'el'ln1~c.hnl~ 3 u~:;L1l'Yl ~'el 

- L~u~hnflfl).J'YlfYitJ 

- L~uc.hnm:;LLM1t1iu 

- L~uc.hnu~:;~1 
" + 

2. n1~ltXnu).JLLt'l:;n1~'elt'l~r;l,)L~U .. 

.... co_ 

4. n1~L~t1nLnl.JL'IU(;11).J(;1~1~1~ 

5. n1~fU~fl'lLLt'l:;~1u~:;nu~') L~U 

6. n1~t'l'l'Vlulu"'~n'YlfYitJ1uu~:;L1l'Ylr;i1'11 

7. n1~fl'Jl1mLt'lnL1..I~tJUL~U(;1~1~:;~~1'1U~:;L'YlP\ 

8. n1~ltX1.J1n1~~U1 L"liU n1~ltXL"li1~ijsntJ n1~ltX1.J1n1~1~:;fOi1~1fi1~n:utnPl Lilu~u 

n1 ru1n1 ~ luc:hur;i1'11't1fl'lfiU1 Pl11Yi1 ru.'IltJi1'1 ~U LilulU LLl.JUn11U1n1 ~~ Ln ~;U ~:;"'~1'1 ~ 
1~1.J1n1rnffiYiun'l1u'Jlfl'lfiU1f')1~~U1nl.J~fl.J1.J1n1rnffi~nA'1~luHf1.J1n11'11fl'lfiU1f')11~U1 ~'1 
~'1~fl'l ~htJ;1 n1 ~~VI r;itl~fl~1~ ",iflii n1 ~m:;vi1 nlOl nn).J~ L~tJ')ifl'l nUfiU1 Pl1~Yi1ru.'JltJ1~tJ c.i1ULf')1f 

L(;1flf'tlfl'lfiU1f')11 n111.J1n1'jlunJLLl.Jut1LilUn1'j1.J1n1~'juLLUUL~).J'Jlfl'lfiU1f')11Yi1ru'JltJ(Meuter, 
" " 

2000; Prendergast. 1994) 
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1 UU"l"lUU nJ UUU n1 ~u 1n 1'1"D 'a~ fiU 1 rl1 m 1 ru'i! tJ1~iJ n111.J 1U ~') 11.J ~nJ UUU n1 n; 1 fi ~n"l 
" " '''' " 

U1n11LLUU1\uj~H'L'Y1rltUt~Ul-J1LtlULFl~fl~;jfl~1FlC\!1Un1~"1ltJ1tJn1~1tXU1n11 U~~L~fl1tXn1~ 
U1n1~,rU~,)C;}L~,) ~U1,)l-J1n;U (~~~Yi1 P\1~1th. 2548) fi~n"ln1ru1n1~"1lfl~fiU1rl1~~~iJn111.Jfu . 
~tJLLUUn1~U1n1~L~fluriuru\nLL~~l1lflU~Ufl~rl,)1l-J~'a~n1~"1lfl~~n")1),J1n~U (Meuter, 2000) ;~ .. ~ .. 
n1~U1n1~'a~fiU1rl1~~LnC;}"l1nn1~~~U1LYlrl tut~u~1l-J1~n~1LLunflflmtlu 5 U1n1~ (y.j~Yi~~ru 

tJ~~4'mfLul1l~, 2544; ~),J1rll-J~mUUn1~j!jn1=t1n1~fiU1rl11LL~:;n11L~u1YltJ, 2547) 

1 . U1n11LI'\~fl~ chnn'aUL~U, t'aUL~U, ~'auml-JtJ'aC;} L~ULL~~-n1~~l"h~u")1'tl11l tu~ 

(f\utomatic Teller Machine/ATM) 

2. U1n1~fiU11'\11Yl1~tYl~PlYiYr{Phone Banking) 

3. U1n1~fiU1rl1~Yl1~tYl~Ply.jvl;j'elii'el{Mobile phone Banking) 

4. u1n1~c.hUYl1~fiU1rl1~'tl11l tUl-J~{Self-seNice corner) 

5. U1n1~fi'U1rl1~Yl1~;a'ULYl'elfLill1l{lnternet Banking) 

1 .lJ"in17Lf11fl.J th n n'e)1JL'SU. r flW'SU. iVfllJ mJJ~fl~ L'SWLfI::i17::f1'1~ufi1fl'" r Um7 

(Automatic Teller Machine/ATM) 

Automatic Teller Machine ~1'a ATM LtlULrl~fl~;jfl'atJnmr~fiU1rl1n11l-J11tXU1n1~ • 
~1~fu~n")1~iJuru;'a'al-JYlmu~1'auru:nm~UM1tJi'UnUfiU1rl111tXU1n1~~1UL~U~C;}l1u1"l tc;}tJ . 

.. w ~ 

fi'U1f'l1~1~iJn1~~~U1tJ1~~Ylfifl1y.jn1~1tXu1n1~'ath~[;jflLti'a~ L~l.J"l1nn1~~U1Lf'i1'el'htJ1tXLtlu 

n1~H'Lf'ijfl,j1tJi'll-J (ATM Pool) ~n,,)1~1l.J1~nH·u1n1~ Yh~1tJn11[;j1~1Yl1~n1~L~uc.hULf'l~f)~ 

ATM ;r1l-JfiU1rl11n'U1~ "l1m~flri'aU~1nc;}uI"iL~tJ~Ll"i~'a~'tJ'a~fiU1f'l1~~~n")1iJuru:nLYh,ru n111tX .. ~ 

U1n1~'el~ ATM iJn11~~U1'aUI1l~flC;}L,)~1"lu1UU"l"lUU~1l-J1~n 1tXU1n1~1~l-J1nnrhn1n)'aUL~U .. . 
t'l~ t~tJu1n1~~~n1'tJfl~Lrl~'a~ ATM ~Ltl~1tXU1n11UYlU"l~YlnfiU1f'l1m1ru'i!tJ1utJ~~LYlPl1YltJiJ~~ .. ... 
U 

1. U1n1~n'a'UL~'Ut'l~ 

2. U1n11t'aUL~U i1vT~n11tflUL~'U~~~~1~UC\!; t'elUL~UL;r1Uc\!;l.!rlf'l~~u~iiuC\!:n'a~1u 
fiU1f'l11L~mnu tflUL;r1UC\!:n1.!I")rl~~u~i1UC\!;~1~fiU1f'l1~ t'aUL~UL~'el-n11~tJ'aC;} 

Ul1ln~1~(;1 t'aUL~UU1"l1f'lL'ihuC\!;t'l1fi11ruflPl~~1~1 

3. -n1~~ph~u")1Ufl~U1n1~vh~1 L~U Pi1 tYl1P1Yil'1;j'atl'a Pi1~U")111'a~Um1l1tJV1N 1"i1 

U1n11tlULI1l'afLill1l fOhtJ~~nwltJ 1"i1fl~Yl~LUtJUL1tJU "1fl"1 



2.lJrn1~ffl.l11'l1rn1.J fnufwn (Phone Banking) 

mnJin11l11.:JL111~Ynmtldlu"litl.:JYl1.:J~~nA'1~1lJ11(1~(;1~tlnUfi1 . .nf'l111~~:::(;1')n .. 

., ., 
(Phone Bankingffele Banking) llXiif'l,)1lJ~~1n~~1tJl.nn~u L(;1tJU1L~Utll1.:Jlul1.JLLuuu1m1 

(;1'tJUfUfl(;1Lumi(fnteractive Voice Response : IVR) LL~:::f!!uuu1m1fiU1fil11Yl1-.ltV11~ .... n1(Ca" 

Center) ~.:J~:::ih91~u1~llXu1m1(;1~'tJ(;1 24 -F')LlJ.:J m1u1n11Yl1-.lLm~""fYm11tJ~:::L~tJ(;1m1 

., 
<Q _..::.1 __ ..::.1 .... ___ CiiI _ 

1. Um11~tlUmlJtJ'tJ(;1u'Y'lI Yl.:JU'Y'lItltllJYl1YmLL~:::U'Y'lIm:::LLM1tJ')U ~'tlumlJ 

'" ... 11tJm1L'lIf'lf'l'U 

2. u1mmlJyf~1L'U1ntJmnL~:::;rtllJ~~1.:J1~1ULf'litl-.lLL~n~ L"liU ~'tJ11tJm1L~'UU'Y~ 

11tJm1LtlUL~U 

3. -ii11:::Pi1~'UA'1LL~:::u1n11 L"liU Pi1~UA'1~'tJ.:J1J1Ml1~1tJ(;1N Pi11.J1:::nu Pi1~.:J11:::LijtJU 

IStJU Pi1 L111~YnHjtlC1'tJ 

4. U1m1LtlUL~'U LtlUL~U~1nU'Y=iitltllJYlfYm11.Ju'Y=iim:::LL~11tJ1''U LtlUL~U~1nU'Y=ii 

n1:::LL~11tJ1''Ul1.Ju'Y=iitltllJl1fYlU 

5. u1m~')11.J L"li'U L1.J~tJ'U1,r~ ~tlUmlJfl(;111LL~m1.J~tJuL~um11:::~~1.:J1.J1:::LYlPl 

u1m1mtJil U1m1~tlUmlJfl(;ln(;1tlmntJ u1n11~tlPiiJtlm11iu1m1fiu1f'l11~1U .. 

3.lJrn11ffl.l11'l1rn1.J fn1lfwnUfJOfJ (Mobile phone Banking) 

mru1n11l11.:Jmn~uchuL111~YlyfLf'l~tlU~(Mobile Banking) Li'Juu1m~~llXfjnA'1 

~1lJ11m11fi1n11lJ111.:Jm1L~'Ul~~')tJ(;luLtl.:Jl1n~l1nL,)~1chU111.:JLYl1~YlyfLf'l~tl'U~1:::UU GSM • • • 
Advance '!Jtl.:Ju11ffi utl(;1,)1ui flUL~f L'lItlfl~ ,;hn(;1 (lJ"'1'l1U) ",ffi LtlltlLtl~ [l1tJl~u1n11 

Mobile Life ;.:JliLYlf'ltut~u SIM Tool Kits (STK) LL~::: WAP (Wireless Application Protocol) 

71 
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u~~~.hut'Vl~~"'W1Lf"1~tlU~1~UU Digital 1800 ~tl~U1M'Vl t'VlL~~ LLilf"1L-n~ f"1'EllJloJn~~iu ~1n~ 
(lJ~1'11U) ~1tl ~U'VlFl ~'lm'Vlf"1tut~u WAP L'Ilunu lu;'Elu1n1~ Djuice t~t1li1~1t1n1~C.hULlJ\1~U1 

"tlt'Vl1~Yil"Lf"1~tlU~ L~t1~n11~lJcr~~~lJt'Vl~~~wa~"~LtlU(;]'l~~Fi1i~u1n1~~h~1hJu~fiu1Fl1~ ij 

a .. 
~tlUmlJ~1t1n1n'1l~f"1U 

2. -n1~~Fh~UFhU~~U1n1~ L'liU Fh~uA'1'1Jtl~U1M'Vl'1J1t1I1lN Fl11.h~nu 

Fl1~~'Vl~LUtlUL~t1U Fl1 t'Vl1'~~l1iitlntl 

n~~LL~~1t11'uhJutl.J~'EltllJ'Vlf~6 

4. U1n1~~'l11..l L'liU L1..l~t1U~~~ ~tlUmlJfll1lT1 LL~nL1..l~t1UL~U~~1~~"d1~ 

1..l~~L'VlPl U1n1~~'ElUmlJfll1l~1~'ElnLntl 

4 .v1muJ,lJYlI.JfilJIFlITfJliI TWJ7i (Self-service corner) 

t1",UUfiU1 Fl1~~1ril"lltl1~tl1~~UUL'VlF'l t Ut~UlJ1'li'lti L~1lJu1n1~~h~1 L~'El dJum ~ 
CJ~n(;]ul~Ln~n1~~~n1~li1fi1'm~lJ'Vl1~n1n~u~u~1u L'liU n1nhnL~U n1H1'ElUL~U m~t'ElUL~U 

, d 

LL~~u1n1~t;j1~1 ~~1'1J11~utltl~q~ L~tlLtlUn1~~11~ ~'l1lJ~~mn 1 ~nu~nA'1~1niJ ~lJ1 Hfu1m~ 

~~1'1J1~1U'lUlJ1n"~ lt1lt~ Iiltl~ 1'tl fuu 1n1r-11n~,rn~1U LL~~U~ LUUn1~~ ~ Fl1 H'r.l1t11il1U~ 1'1J1'1Jtl~ 

fiU1f"11~Ltl~ 1~L~~tlL~mu1n1~~1u~UL~tlU~~~1U'1J1t1CJ~l1lnru.n'1Jtl~fiU1f"11~LUU~~n ~1~fu . ". 
fiU1F'l11'~'lul~nJ,,~iJ~,rn~1uf"1tltll~Fi1uu~tl1nu~nA'1Vlliltl~n11'liu1m~~utJ1uVl~-nu-ntlU 

~ ~ d ... , , 
L~t'i1il L iltl~"1 n n1~ 1 -nu1n1r-11n LF'l1'El~t111l t u~,,~ 1 ~ F'l'l1lJ~~~'l m'l ~ L~ n~1n1 ~~tlli 1~1t1 n1~nu 

~,rn~1UlJ1n (n1~L~Un1~fiU1 F'l1~, 2002) ~1t1~~L~t1 ~'1Jtl~U1m~fiu1 f"11~t111l t u~iJ ~~n 
1. Lf"1itl~t'Vl~~'Yil1L~tlH'u1n1~ 

2. LF'litl~ehnL~ut1l1ltUlJ~ (Cash Deposit Machine) 1~u1mnhnL~u~~Li1Utl.J~L~U 

ehn ~~Lf"11tl~,,~ii1'~umhuLL~~V1r'l"~tlUfiUUV11' t~t1iJluuul1m1t1n1~dJU 

~~n~1U ~tr~"1n,ruLflitl~,,~Yi1~t1n11l1uYilu~~uu Real-time 
d 

3. Lf"1itl~1..lfu~~~L~Uehnt1V1LU~ (Update Passbook Machine) 1~u1n1~1..lfutltl~ 

t'l~~L~uchn~1~fun1ruuYiniftl2;!~~uCluwJm~nL~tl~nA'1LtJ~Utl.J;ju~'l L~t1LF'litl~ 
,,~li1n11'V1r'l"U~~~lJyfS'1t1n11'~~lut'llJ~L~uchnLLlJLuu1n11'~~nA'1L~~li111t1n1~ , ~ 
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4. Lri1'a~fuchm-DPI-a~tul-.jii(Cheque Drop Box) Ltluu1'n1~fuchm-DFl;(;lPli'a~L~'a 

u1L'ihuCU;l t(;lU~U1thnm'am1ufi::LilU(;lfi~lUluu1thmLfi::'lI'a~u1c.hn L~'aU1L-DPI 
~ " 

5.1Jrnlffi1.l1f11ml..Jfl1.lLYIflfLi1(;1 (Internet Banking) 

1 uif~~UU~1U,)U'1I'a~ ~~UL Vl'afL il(;JiJ L ~~~1 n;u(;J~'a (;l L ')~ 1 fiU1 Pl1~Yl1 ru"ll tJVlfi 1U , " 

LL~-3~-3~1 LijU~'a-3 d-3~ ~U1 m ~ llXu 1'm~c.hULPI~'a,)1 UflUL Vl'a fL il~~ ISU n~ 1 fiU 1 PI1 ~Yl1~~UL Yl 'flf 

L il~(Jnternet Banking) llXiJlh::fqYlfiI11Yl~1n~~(;l L~'a llX~nFh lrJlfuPl')1~~::(;l') m.hu-rl'fl~Yl1~ii 
'" I "' . 

U'an~1 nUfiU1 PI1 ~Yl n LL 1A-3V11lXu1'm n.hufluL Yl'a fL il~ lrJlYi 1 m~ti (;l r;l-3 ~::UU Pl')1~ tl fi'a ~lJl tJV11rJl , 

... ~ '"' 2. um1~~'aum~u'fl(;lu'1!"ll 

3. u1'm~'1I'anumn~Uu'1!;I(Statement) 

4. u1'm1 t 'aUL~U~ 1~1 m t'aUL~U~1 nu '1!;I'a'fl~Yl fYltJVI~'aury:n m:: LL~ 11U'1U ~-3~::VI~1~ 
U CU;l'1l'a-3 ~-nu1'm1 LLfi:: t'aUL~Ur;i1-3fiU1 PI11 

~ " 
.. 0 ...." ... 

5. um1~11::PI1~UPl1LLfi::U1n11 

6. u1'm 1L-D PI ~~i-3~'a~~(;lL-DPI ~1,)~~'aum11ifL-DPI , 

;r1-3~U ~::ilL~U-3 2 u1n11~Ltlun1ni1~~m1~Vl1-3n11L~U"lI'a-3~u1-tnPl'ath~~1U1 LLfi::~1l-J11ClYlU 
L~U l~ti'au ,rU;;)'a u1n1nri1fl~ cJ1 nClflUL~U. tflUL~U. ~flU m~u'a (;l L~ULLfi::ii11::rh fqU~1t1Vl t u~ 

(Automatic Teller Machine/ATM) LLfi:: u1n11thuVl1~fiU1P111Witu~ (Self-service corner) 
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111Yi'lJ'El~n1ru1n1rijm1l-J~l-J~ufiL=n~u')nnum1l-J11n~(;]'Eln1ru1mr'Elth~ijutJ~1i9ClJVl1~~n~ lu 

Vlnfirn~u1n1r , , 

\1rt~~iu 1'fiUL,)~U (2546) ~~m~nL~'El~ ~,)1l-J~'lYi'Ell~'lJ'El~~u1tn~(;]'Elf1ruI11Yimru1mr 

'lJ'El'l~1Uf'11tl~n~,rtJlmJ L~mLti~~1Uf'11tl~n~,rulm,iLtlu 2 tlr::Ll1Vl ~'El ~1U~~L~1Uy]~tj;Jf nu 

lX1~MrYi~Uf'11 YiU11 cJU1tn~ijm1l-J~1/?m1'~~~~1nlX1~~rrYi~Uf'11LL~::~1U~~L~1UY]~Lj;Jf~~ 
~ ~ 

~1U~r.rU'lJ'El~ Annam LL~:: Yallapragada (2006) ~1n1r~mnd-'El~~,)1l-JL'ihl~ip\u~~'lJ'El~ 

cJu1tn~vitln1ru1mrj;JULtl~tJ1ULVl~ tUL~U mru~m~nL~i'El~ ATMs t~u~1n1r~m~n~1n~ruI11Yi 
~ , 

mru1n1r L~Un1r~l-J1111inrLL~::n1n;1LLUU~tlUml-J YiU11 iJ~r.rtJ1U~tl~'lJ'El~iuj;J'ElumrHf~1u~ 

~1tJ ~,)1l-Jr,)~L~,) LL~::~,)1l-Jt1n~tl~Luu~ru~l-J~\1~nvitl~run1Yin1ru1mnL~::m1l-J~~Yitll~ 
~, , 

LL~:::~'l1l-Jnn~vitlj;Jr1~Uf'11 nu~uA'1tJ1~r:::tm LL~::: LVltlLtl~1 YiU11 ~'l1l-J~l-J~ufir:::\111~~,)1l-J 

~~Yitll ~'Dtl~ ~u1tn ~ LL~ :::PI') 1l-JJln ~vitlVl11~UA'1t!"U hilrfl LtlU ltll un P\Vl1~ L~tJ')nu 1 UU1~ Plf~ ~ 
u1tn fOl LL~ ~~ PI 'l1l-J~~Yitl htltl nl-J1 LLvi n ~ u hiij fOl 'l1l-JJl n ~ (;]tl j;W1~ uA' 1t!"U 



Cronin llf1:; Taylor (1992)~m=t1dtJ'I n1~fc;)'1run1~n1~u1n1~Lc;)tJU1'11U19tJ~~.hl..I1 

l.J1l.J1Llm"1lufU1.h'l Llf1:;~"l1~ru11~~ vhn1~~mj1~'Ill~m:::U,)Un1~~C;)llf1:;1fin1~r)C;)flrun1~ , , 
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Joseph LLf1:::flru:; (1999) ~m~t1L~'tl'lf'lrun1~n1~u1ri1~"1I'tl'lfiU1f11~ lull~"1I'tl'l:aVlfi~f1"11'tl'l 

LVlflLUL~ulun1~1,xu1n1~ LC;)tJvhn1~~m=t1nUfiu1f11~luu~:;LVl~tJtJ'ClL{;1n~tJ H'LlUU'Cl'tlUtl1l..J 

~1U,)U 300 'l!c;)lun1~1LfI~1:;"HftJl.Jf1 ~U~1 Uu1LnflU'l1~nfl,)1l..JL~'tl~ulul;!'tl'lm1l.Jtln~'tl~"1I'tl'l 
, "" \i 

n1~;11'11U"1l'tl'lLfI~'tl'l~{;1Lu~lufiu1f11nYh~m~ ll~~1"l:;nm1l.JYi~~tJl"lnum~')h~1u"1l'tl'lLfI~'tl'l 

Lc;)m,)l.Jrl{;11l.J 

Pikkarainen LLf1:;flru:; (2004) ~m~t1d'tl'ln1m'tll.Jfu"1ItJ'Iuu1Lnfl~tJm~u1n1~fiU1f11~ .. 
tJ'tlU 1f1U L ti'el'l"l1 m1"l"lUUn1~;11 fi~n"lfiU1 fl1~ar n"l :;;11 cJ 1U~:;UU'tl'elU 1f1ULL~ :::ij~ {;1 ~1 L ~ l..Jl.J1 n;u , , 



..,j 

UYIYI 3 

€[;1LU~~" LtlUn1~~4'm:n~m~1ru (Quantitative research) L[;1tJHn1~~4'tIL:n~~1~'J~ (Survey 

research) LLUui~~f~L~m (One-shot study) LL~::HLLUU~'tlUm~ (Questionnaire) LUU 
1 I" ... ... 

L~1't)~ij't) lUn1~Lllu~'J~1'J~-n'tl~~ ;~n1~~4'tJi1rhTu[;1't)un1~c;i1Lilu~1U(;h~ 1 ~~i1 

(Payme.nt), L~1'tl~thm1u~~€[;1Lumi (Cash Deposit Machine) ,L~1'tl~tJfu~~~L1ut,hn 

€[;1LUmi (Update Passbook Machine), LL~::L~1't)..:Ifuthm-n~€[;1Lumi (Cheque Drop Box) 
, , ... 

u~::Lil't)~~1muun~~ [;J'J't)th~Vln~1t..!1~ 1 Un1~:n't) LL~::~1t..!1~ It..!n1~[;J~~t..!l~ L~'il n Hu1n1~~1n . 

lUL'1I[;1~u~L'tl[;1tJn~~'t)~ 50 L'tl[;1'tl't)~nNLVlY4~~1UFI~ n~1U'Jt..!~~~U 2.442.553 FIt..! (m~n1~tJn • 
FI~'t)..:I m::Vl~'J~~~1~1vltJ, 2549) 

n11ri1~U~'tlU1~'tl't)~n~~~'J't)[h~1t..!n1~~4'tJFlf~~1in1~Fi1t..!'Jru'~hU~[;1~ ~~~ (t)L:Jlm . ~ 

Ln[;1~~lf, 2541, ~ih 22) • 

r = 



, .. 
L~~ 

.. 
n fl~ .. 
N fl~ .. 
e fl~ 

r = 

r = 

~1U,)U"v1t.i,)tI~'l"v1~~ "v1r'tl 'IlU1~'II~'l1.h::;'111m 

fl,)1~t.i1'"i::;dju"lI~'lfl,)1~~~~f'l1~~tI~~1~Ln~L~ 

2,442,553 

1 + [(2,442,553) X (0.05)2] 

399.9 
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0r.1t11.jfmj'~~ j;j'l~ti1'l LL1J1J"v1f'l1t1.jU[;1~U (Multi-stage sampling) ~'l LL1J1J~HYl'l1!tD 
fl'l1~t.i1~::;LtlU (Probability sampling) LLf'l::;LL1J1J~hi1-DYl'l1!tnfl,)1~t.i1~::;Ltlu (Non-probability 

sampling) t~tln.frU[;1~U;'ln 

lu,ruum~1nmnLtJ-lL"lI[;1mnJnfl~~~"lI~'lm'lLYl~~"v11Uflj'~1J~11.h::;n~1JhJ~')tI L"lI[;1Un . 
flj'~'l~'l~U 50 L'II[;1 (~1Umr-lLl1~'l m-lLYl~~"v11Ufl~, 2542) tcntl~'l 50 L"lI[;1t!UL~utJ-l~~mtlu 10 . 
~'lU[;11~i[;1t1uj'::;~-l~mj'H~~uuj'::;n~1J~'lti (1) ~u~l'inm~tI (2) ~U~~1ru'lltlm~~ (3) ~U~ • 

... , '" I " I '" I 
dI"_ ~ '" 4 .. · _ .d4c1 _ "CII 

tl[;1~1"v1mj'~ (4) Y.iUYlflf'l'l~Ufl1 (5) ~uYl~m1JU~1'11mr (6) ~UYl~m1JUPl1~U1 (7) ~UYl 

~muumj'~n1!t1 (8) ~U~UUYlU1n11 (9) ~U~Ln1!t[;1~m~~ (1 0) ~u~t~'l ~~1-l 
" • "," I I 

~r.ltlvi1mj'La~nL~Yi1::;YJuYil'inm~tlUf'l::;~1ru'lltlmj'~L'Vhuu LU~-l~1ndju~uYiYi .. 

iu ~'IILYl~ 1J1~fn 1J1-lnflmlfltl1J1-'l~~ ~~VI Yit1J1LYl ~1Yl11J1-lflflU"v1f'l~ ~~r.lm 1J1-lLLfl 

U~::;L,)PI f"lf'lfl-l~1U ~fl~Ylfl-l 111!t!J1\!nu::; i-lYlfl'l"v1f'l1'l f"lf'lfl-lL[;1t1 fiU1.j1 U-l~~ ~,)U"v1f'l,)-l f'l1f1Yi 
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o 

"'~n~ Yi~::t'1lU'l U1'lU1 LL~::Jl1ML'~1-ru Luun~'tlu1um~~hJr;l')'tlU1'l '" . 
"'~'l"l1mruih;1m~~lJr;l')'tlU1'lLLUU~1t1 (Simple random sampling) tl'ltlm~U1~'tl'1l'tl'l 

L'1II1I~1'1 1~'l 36 L'1II1Il.J1L~tlU~'tl~'l1um::I'I11fLL~::li1m~~U~~1ntl(tlnlJ1~1U,)U 1 0 L'1l11l1~'LLfi 

(1) - (6) L'1II1II9~'tl'l~1U L'IlI1II'IULLI'I'l 

(2) L'1Il1ItlYll.J1U (7) " L'1lI1l~11'1Yi~1,) . 
(3) L '1II1IU1'l LLI9 (8) L'1II1IU1'l1n 

0 

(4) L '1I11Ii:J'tll.Jtl~1U~ l1I~vhtl (9) 
.. 

L'1lI1lU1'l'1l'tl 
'IJ 

(5) 
... 

(10) L'1II1I"I~~m L'1II1IU1'ln'tlnU'tltl 

"I1mrun1.jf1fim~~lJ r;l')'tlU1'l LLU1JLllYi1::L"I1::"'l (Purposive sampling) tl'ltILnu-if'tl~~ 

11I1lJ~ l.l1U~~1fi1~ru::~1'l 1 ~ ml'l~1"1::YiUn~lJ r;l')'tlU1'l~n '1ru~lJ~11I1lJ~n1"'UI'I H L-DU ~1'111 

~1'l1 '1Itl'lfiU1191~ ~1Un'l1U ~uum~A1 ~l.l1u~n1f11uL,)~1~LLl1In~1'lnu~'l'tl~1u 1 0 L'1II1I~l~ 

li1m~~lJL~tln"lUm::~'lI9~U~'l 400 r;l,)tlU1'l • 

...." I , I 

1 um~~~tlI91'lULI91'tl'liltlYl1-n Lnu~')u ~,)lJ;r'tllJ~ fitl LLUU ~'tlUl.l1lJ (Questionnai re) :D'l 
'IJ 

o " 

LLUU~'tlUl.l1l.JYl~11'l;ULUUUUU~tlUmlJtl~1t1tll'l (Closed-ended questionnaire) tl'ltILLUU 

~tlUmlJLLU'ltl'tlmUU 3 ~')U ~'ld 

• .col 
~'lUVl 2 

• .col 
~'lUVl 3 

LL~::Yi ~ ~ m~lJ m ~ 1-nu1-m ~fiU1191~tl 111 t UlJ~ 

~1 Cl1lJ L~m nun1~tJ 1'1 19'11lJ~'lYitll "I 1 um~U~n1~'ltl~::ntlu ltl ~'ltl 

19'11lJ 191 I'I"'tJ'l LL~::m1fu1~1~fu"~'l ~tl m~u~n 11iit.!11911tl 111 t t.!~ 
" 
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'il'fl~cJu1tnPlmlJlJ1Vl~fVl SERVQUAL 'Il'fl-.1 (Parasuraman, et aI. , 1988, 1990) LL~~ i1~r.rtl~l-n ... 

~fVl~ruJl1~m~u1m~'fl~m~u1mS'Vl'UL'fl~th'UL'VlPlt'Ut~uvi1-.11 (Annam & Yallapragada, 

2006; Oabholkar, 1996; Loudon & Bitta, 1988; Meuter et aI. , 2000; Patricio et aI., 2003 ) 

~h'Ul'Um~fVlwl1lJnn~viflmru1m~ (Service loyalty) J'U0r.rtll~-n~1'U~r.rtl'ilfl~ 

Bloomer LL~~Plru~ (1999) i'llJllU Pong LL~~ Yee (2001, tl1~[i-ll'U ~Vlt.ifl~ "i~1.JUtJ1, 2547) 

LiJ'ULL 'U'l'Vl1~ 1 'Um~fl ~1~ LLUtJ flflUrl1lJ 

n171{;lfl11)Jw~~'tll~"lI'tl-l~tJ~tl1fl~'tln17tJ~n17(;\'UL 'tl~thUL Vlfl t lJ t~ii (Lfl~'tl.:J .. 
i'(;\tlJ~) "lI'tl.:JfilJ1fl17 fl1lJ1~Clfrnl~~'ltllJ1Vl~fVl SERVQUAL ;~yi1m~fVll'U 5 i1~ r.rtll,J1 

l.h~tlnvH'llJnui1~r.rtl~l~f Vl Plru1l1~m~u1m~'il'fl~m~u1m~Vl'ULfl-lt.i1'UL 'Vl Pl t 'U L~U (Annam & • • 
Yallapragada, 2006; Oabholkar, 1996; Loudon & Bitta, 1988; Meuter et aI., 2000; Patricio .. 
et aI., 2003 ) Plfl 

1. ~-l~fl1l,J1~Clr.rur;l'fl~1~ (Tangibles) iiFi1rl1lJ 4 'll'fl 
, 

I ... d _ 0 '" 

2. Pl'l1lJ'U1L'IlflClfl (Reliability) lJPl1rl1lJ 3 'ilfl 

... . ... 
3. m~VlflUfl'Ufl~ (Responsiveness) lJf')1rl1lJ 4 'ilfl 

I .. 0 '" 

4. Pl'l1lJLL'U'Ufl'U (Assurance) lJPl1rl1lJ 3 "llfl 

5. Pl'l1lJLml~1~ (Empathy) iiFi1rl1lJ 5;J'fl 

mnrnLLUU 7 f')~LL'U'U (Semantic differential scales) Lu'Um~frnLLuu 5 Pl:::LL'U'U (5-points 

Likert scales) tVltliiLnru-nm~ltXf')~LLlJ'U ~~O 

5 

4 Pl~LL'U'U 
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3 

2 
, 

" .. UflUVlf'lV) • 

n1~t)v)PI'l1lJ.nn~~fln1~u1n1~ (Service loyalty) Lilun1~~m~nVl1'l~1U~~~m~lJPI'l1lJ 

~'l1"l~fl"lJ'el'l~u111lfil (Bloomer et aI., 1999) i'llJnu Pong LL~~ Yee (2001, t11'lt1'llu ~V)cJfl'l 

(;l1-uuc.n, 2547) 1Un1~~mt1P1f'lnvhn1~Pimt1 4 U"l4'u ~fl • 
_ I _ 0 '" 

1. ~~(;lm~lJn1~Ufln(;lfl (Words-of-mouth) lJPI1Cl1lJ 3 "lJ'el 

2. PI'l1lJ~'lh~fl (Purchase intention) ii~1Cl1)..J 4 i'el 

3. PI'l1)..J~flul"''l~fl~1P11 (Price sensitivity) ii~1Cl1)..J 3 ir'el 
_ '" _ QO" 

4. ~~(;lm~)..Jn1~~'el'lL~UU (Complaining behavior) )..JPl1Cl1)..J 3 "lJ'el 

, 
a '" 1_ 

5 L"'Uv)'lUflU1'lU'l PI~LLUU 

a " 4 L",UV)'lU 

L'UU 1 3 

hiL~U~'lU 2 

hiL~U~'lU'elti1'l~'l 

ri'elU~"l~U1h.Jvhn1~Vlv)f'lflU (Pre-test) Wj4'uu1LLUUf'lfluCl1)..J~f'l~1'l~unh.Jl~fl1"l1~tJ .. , ., , 
vh.I1mt1 r;J~'l"l LLm"1l "'~'l"l1 nuuu 1 h.1Vh n1~Vl v)f'lflUnU n~)..J PlUYlii Plruf'l)..J~1n~ LFiu'l nu n~)..J r;l'l •• • 

PI~fl'l111ulu (Internal consistency) tV)ul-if~(;l~~)..Jlh~~VlfiLLfl~Yh (Corfficient Alpha) "1lfl'l 
., 

Cronbach r;l'lil 

( = 

( 1 - k ) 
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. . 
... ... I I .d ... 

L~t) a. l"lt) fl1fl,)1~U1 L'!I{)()'a 

k 

Vi 
... 
flt) 

(Reliability) '!It)~LLuu~t)um~L~mriUn1~-rV'lfl,)1~~~.,.,t)191un1~u1-n1~~th:::n'aul~)')tI fOh 

fl,)1~t..i1L~t)nt) (Reliability) '!It)~LLUU~t)Um~fl,)1~fl1V'1t.1-r~f1it)n1~U1-n1~fiU1fl1~'el(;1tum; ~{) 

0.92 1"11fl,)1~t..i1L~t)iit) (Reliability) '!It)~LLuu~'aum~n1~fui~1~fu91-~f1i'an1~u1-n1~fiU1fl1~ 

'el(;1tu~~ 0.88 LL~::: ri1fl,)1~t..i1L~t)iit) (Reliability) '!I'a~LLuu~'aum~L~mriUn1~-rV'lfl')1Wln~ 

f1i'an1~U1-n1~fiU1fl1~tl(;1 tum; 0.65 

" " t.1~~'"l1nvhn11LriU1')U~')~;rt)~~uf\'') n1nJ~:::~,)~c..J~-if'a~~ljiu(;1'au~~i1 
~ ~ , 

.., ... ~ t" 

1. (;1~,)9~t)Ufl,)1~(mVlt)~'!It)~UU1J~t)UC11~L.,.,t)fl,)1~~~U1ru'!l{)~'!It)~~ 
~ ~ ~ 

2. ~~~~ (Coding) 1~fl1Ufhu(;11~91U,)l.m~~r;i')t)th~ 

3. U1;r{)lJ~ hhh:::~')~c..J~ L~'aFi1U')rut.111"11'Yl1~~ii~f1i1~1 ~Hi1Un11~4'tI tV'lti Hi1thum~ 

~1L19pJ SPSS for Windows (Statistical Package for the Social Science) L~'aU1 

L~Ut)LL~:::~nJc..J~n117j4'tI • 
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LUUFh~'EltJ~:; (Percentage) 

2. ;r'a~~L~mnU~:;~UFl,)1~Fl1Vl~t)~ U1~1Fi1U')ru~1r)1L'U~tJ (Mean) LL~:;~,)UL~mLUU .. 
~1[;W~1U (Standard Deviation) 

u 

L'U~tJ (Mean) LL~:;~,)UL~tJ~LUU~1(;J~~1U (Standard Deviation) 
u 

, 

LUtJ~LUU~1(;J~~1U (Standard Deviation) 
u 

5. LmtJuLYitJuFl:;LLuuL'U~tJm~ulm~~uulLnFlI'11Vl~t)~num~ulm~~uulLnFlfU~~11J1 .. "" 
fU!Ojl~!Oj1nm~ulm~fiu11'11~'tl(;J lumi (T -Test) 

6. I'1~LLUUl'1ru1l1~m~ulm~(;J1~m~fu~ Fi1u')rulvmu1r)1L'U~tJ"1J'El~m~fu~I'1CU1l1~m~ 
411 " " "' 

U lm~LuuvT') ~~ ~ U'a'El n JI,)tJ 1'1:; LL UUL 'U~tJ"1J'El~ 1'1,)1~ I'll Vl~t)~ !OJ:; 1J1 c.J ~ 1'i1~ LUUI'1:; LLUum ~ 

fU~I'1CU1l1~m~ulm~fiu1m~'tl(;Jlumi lVltJ'"l:;~Fhm~fu~FlCU1l1~LUU 3 ~:;~u 
" 'II " "' ... 

(parasuraman, et aI., 1988; Oliver, 1980) wa 

5.1 Fl:;LLUUFl,)1~Fl1Vl~t)~~~n'h~:;LLuun1~fu!m~ulm~ c.J~1'i1~;:Jr)1LUU~U 

LL~Vl~~1 uu1'Ln Fl hj~~~'El1'"lPi'aFlCU1l1~m~ulm~"1J'El~fiU1m~'tl (;J lumi .. . 

'tl(;Jlumi 

7. Fl:; LL uui1'"l4'tJ~;:J~'Vlfi~~ 1'i'El n1 ~fU~Fl CU1l1~m~uln1~"1J'a~ m~uln1~fiu1 m ~'tl (;J lumi .. . 
1Uij~1'i1~1 U1~1Fi1U')ru~1fhL'U~tJ (Mean) LLfi:;£4,)UL~tJ~LUU~1(;J~~1U (Standard 

Deviation) 

8. 'Vlrn~'ElU~~~~~1U lrntJ1;rFi1~(i~~~~~~ufiLLuuL~tJf~u (Pearson's product 
u 

movement correlation coefficient) L~'El~1~,)1~~~~ufi"1J'El~~:;~UFl,)1~~~~'El1!Oj'!l'El~u .. 
U1LnFlI'i'Elm~u1'm1LLfi:;1:;~uFl,)1wln~I'i'Elmru1'm1'!l'El~cJu1'LnFllrntJri1~urn1:;~u,rtJ 

" 
~1A't1!'Vl1~~n~1t)~1:;~UO.05 



.J 
UVlVl 4 

'rllntu~"1ufilf~ddjum1~9m:n~~11,)~ (Survey Research) t"'tJH'LLUU~'ilUm~LtJULfiI~'il~ij'il1u 

m1Lriu1,)U1')~-if'il~~91U,)U 400 'II'" iin~~1Vl')'ilth~Ltlu~ujtnfil'il1m:;'\.d1~ 20-45 n 'il1P1tJ'ilULU 
., .. 'II ".. 'U 

fl')u~ 2 -if'ill.!~Yl~~m1~m1H'ujm1fiu1fi111t1lntu~'1.I'El~n~~1Vl,)'Elth~ 

fl')u~ 3 ~~m1t)"'fiI')1~l"l1",~t)~LL~:;~~m1t)"'n11fu~'1.I'El~m1ujm1fiU1l"l11 
" 

fl')u~ 4 ~~m1t)"'fiI')1~nn~~'ilm1ujm1fiu1fi111t1lntu~ 

fl')u~ 5 ~~Vl"'~'ilU~~~~~1U 
d 

L~fI 

~1nm1~'jJ')~n~~1Vl,)'ilU1~91U,)U 400 l"lU Ylu(hn~~1Vl,)'ilu1~~vhm1~m~nfl')ulmu 

..J 
1n111~Vl 4.1 

'111tJ 

. . ... 

180 

220 

400 

45.0 

55.0 

100.0 
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'inti • 
oJ 0 • _ • 0 , I _ I..JO d I 

UJfl"'l1Lll.mmUJ(;l,)fltJ1~"'I1U,)U 400 FlUmlJtl1tJ YlU,)1n~lJ(;l')tltJ1~VlVnn1~p\m~1~,)U • • • 

1~qjiltl1tJfl~1u-li')~ 26-30 11 ~~lLtJU~tltJ~~ 27.8 ffi~~~lJ1~tl'lh~tl1q 20-25 n ~~LUU~tltJ~~ 26 

mlJ~')tJ-li,)~fl1tJ 31-35 n foi~LtlU~tltJ~~ 16.5 ~1tJ~~L~tJ~~~(;l1~~~ 4.2 • 

411J11J 
..-

'il1t1 ~'iltl~~ 
• 

20-25 n 104 26.0 

26-30 n 111 27.8 

31-35 n 66 . 16.5 

36-40 n 62 15.5 

41-45 n 57 14.3 

~1lJ 400 100.0 

~~r;lUn1~AnH1 

"1nn1~~1~')"n~lJj;J')tlrh~~1U1U 400 FlU YlU~1 ~')u1",nJiJn1~~mn 1u~~~umruru1 " ........ ... 

., "........ . 
lJfitJlJVlU~~tl LVltJULVl1 

,rfitJlJtl~1tJ"'1fl LntJULVh 

m'l!'l!1V11 

~~n~1mruru1(;l1 .. ... ... 

20 

13 

31 

34 

237 

65 

400 

5.0 

3.3 

7.8 

8.5 

59.3 

16.3 

100.0 
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'iI';'" 
"l1nn1~~1~'l"ln~)J~'lflth.:J~"'Il..!'lU 400 fOlU ~Url1 n~)Jr;T'lflU1.:J~'luhmhh:::nflUfl1;~ . . ... 

~n~1.:JV11flLilu~un.:J1uuml'lLfln"llU ~1U'lU 216 flU Fi(1)LtlU~flU'«::: 54.0 ~fl.:J'«.:J)J1FiflUn~m~1 

LL~::: fu~1"l1n1~1fl~un.:J1uf~~~1V1n"llu~1u'lu~ln~L~u~nu ~fl 62 fOlU U'«::: 61 PlU ~(1)Lilu 
d 

'il1:n,.. 41U'lU " ~'iltI'«~ 

- .. 62 15.5 unp\m~1 

~1"l11U/firn"l~'lur;T'J 51 12.8 . 
" - --~nt;n~/~un~1UU~1jl'lLfln"llU 216 54.0 .. 

fUn"lln1r/~Um1Uf11~~1V1n"l 61 15.3 
d 

, ... 
flU1 10 2.5 

~'l)J 400 100.0 

~1 tI hl't'l '1 UU FI FI~,;i'il L;j'il U • 
n~)Jr;T'Jflu1.:J~'lulV1qjii~1u1~t)~~r:::~u 5,001-10,000 U1l'l ~1U'JU 111 PlU ~(1)LilU~flU 

'«::: 27 . 8~fl.:J~~)J1fit)~1U1~~~:::~u 10,001-15,000 U1l'l ~1U'JU 84 PlU Fi(1)LtlU~'f)U'«::: 21 LL~::: 

[;11)J)J1~'JUr1U1~~)J1nn~1 25,000 U1V1 ~1U'lU 83 FlU ~(1)LilU~flu,«::: 20.8 r1U~:::L~U(1)~.:Jm~1~ 
..J 
VI 4.5 

9l1~1.:JYI 4.5 U~(1).:J~1U'JULL,«d'f)u'«:::"1Ifl~n~)Jr;T'Jt)U1~~1LL Un[;11)Jr1U1~~'JuUPI PI~ (;]'f) L~'f)U • • 

~1tJ hit'l'lUU FI FI~ 6\'iI Lfl'ilU 41U'lU " ~'iltI~~ • , 
(;'hnrl1 5,000 U1V1 26 6.5 

5,001-10,000 U1V1 111 27.8 

10,001-15,000 U1V1 84 21.0 

15,001-20,000 U1l'l 47 11.8 

20,O01-25,OOO111l'l 49 12.3 

)J1nn~1 25,000 U1V1 83 20.8 

~'l)J 400 100.0 
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"'tl1U1l1Yin17tUJ'l'" 

~1nn11~11'.l~n~)..I~'.ltlrha~'.lu1~qji1~m'\.Ul1YiL~~ 91U'.lU 284 FlU ~~dju~'tlUfl:; 71 i1 

~m'\.Ul1Yi~)..I1~ 91U'.lU 94 FlU ~~Liju~'tlUfI:; 23.5 ~rJ1~1'tlLLUnnU'tlrJ 91U'.lU 20 FlU ~~dju~'tlU 

4.7 

" 

r.i1U'lU 
.., 

"'tl1U1l1Yi 'l'iltJ~:: 

L~~ 284 71 .0 

~)..I1~ 94 23.5 

~rJ1/LLunnU'tlrJ 20 5.0 
" , .... 

'tlU1 2 0.5 

1'l)..l 400 100.0 

Yiq;n'l'l)Jn1'l1 ,r1J~n1'lfiU1 fl1'l'fl61 t U~Ur;i~::fiU1 fl1'l 

~1nn11~11'.l~n~)..I~'l'tlrJ1..:191U'.lU 400 FlU Yi1J~1 n~)..I~'.l'tlrJ1..:l~'lU1~ruH1J1n11fiU1Fl11 . . ~ 
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. ... 
fiU1f11'i ~1U'lU 'iiltlft~ 

D.m~h1tJ 117 29.3 • 

D.m~LV1~ 204 51.0 • 
... 

D .m~MmJDm 140 35.0 • . 
D.n~mlYIU 169 42.3 

...... 1 
D-"IUL'tl~ YlUYlU 6 1.5 • 

D . Ylln~1vlt.l 43 10.8 

D.1YlU~lru"ll~ 215 53.8 

D .Ufl~·MI'l~lYlU 33 8.3 

D.UL'tlU 24 6.0 .. 
'" 18 4.5 D.~LLlWW~I~~'1 UfOl~DU 

... 
D.L'tlL"lIU 16 4.0 
, ... 

fl1.!1 42 10.5 

~'llJ 1,027 256.8 

\UJ1U\ll'l: lumn4'tJflf~i1 ~1lJ11matm"fllJl';;~J1nn11 1 ,h61tllJ 

~'tl fl'lllJ~~~'ln ~'l~Lj'l'1l'tl~n1~u1nl~ r.ilU'lU 199 flU ~~LtlU~'tlU~~ 49.8 1fl~~~lJl~fl LtlU-rl'tl~ 

'Vn~lun1~fUL~UL~t1U r.ilU'lU 68 flU ~~LtlU~t1U~~ 17 (;lllJlJl~l'lUiU(;lt1U~fin1~H'~IU hju~mn • 
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u1n11fiU1~11€~LU~~ 

41\.11\.1 
., 

L~~r..t~ ~'El!l~:: . .. 
,rU~'tJUn11H'-l1U~1tJ hJu-ltJ1n 62 15.5 . .. 
1~fu L~UL~tlUthu'liil-lYl1-li1 68 17.0 

a 
199 49.8 ~~(?I')n 1')(?IL1,) 

nJLLUUn11U1n11iim1~l1U~,rtJ 22 5.5 ... 

fl,)1~1..lf'l'tJ(?I.ntJ 5 1.3 

ii~n1U~1~u1n11~1n 44 11.0 

1,)~ 400 100.0 

~:::tJ::L1~11. un1~1.,r1J;'n1~6u1fl1~i' (;I L U~ 
r,nnn11~11').,n~~(;helU1-l~1U,)U 400 ~U YiU~1 n~~(;],)ilU1-l~1U,)U 223 ·flU ~(?IltlU . . 

;:tltJf'l~ 55.8 H'U1n11fiU1m1€~ LUm;~1nn~1 5 n 1tl-lf'l-l~11-nu1n11~1U1U 3-4 iJ ~1U,)U 107 

flU ~(?ILtlU;:iltJf'l~ 26.8 t;iil~1H'u1n11~1U1U 1-2 iJ ~1U,)U 56 ~U ~(?ILtlU~tltJfl~ 14 LLf'l:;~(?IVhtJ • 

41U1U 
., 

~::!I::L1~1 ~'EltJ~:: 

UtltJn~1 1 n 14 3.5 

1-2 iJ 56 14.0 

3-4 iJ 107 26.8 

~1nn~1 5 iJ 223 55.8 

1,)~ 400 100.0 
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fI'l1)J~"lJ'f),m1~1,rt.J~n1~fi1J1f11~'£l(;1 'h.!~"1i'l-3 1 L~'f)1J 

r.'l1nn1~~1~'l~'Yi1Jtj1 n~lJvl'l'elth--1r.i11J'lU 144 flU ~VlLUU~flU~:: 36 lJ11.jf1J1-n1~fiU1fl1~ • 
'tl[;J tu~ 4-6 flf--1t;iflL~flU ffi--1~--1lJ1~fl n1~1.jf1J~n1~ 2-3 flf~t;iflL~flU r.i1U'lU 130flU ~~lLUU1flU 

~:: 32.5 mlJlJ1rJbun1~H'1J1-n1~lJ1nntj1 1 0 Flf-.3t;iflL~flU r.i1U'lU 64 FlU ~~lLiJU1flU~:: 16 LL~:: 
1i1J1-n1~ 7 -9 Flf-.3t;iflL~flU r.i1U'lU 62 FlU ~VlLUuffiu~:: 15.5 ~--1V11~1--1~ 4.10 

. ~ 

jij1~1-3Yi 4.1 0 LL~Vl--1~1U'lUU~::1'elU~::"lJtl,m~lJvl'lflU1--1r.i1LLUnmlJr.i1u'luflf--11Un1~lJ11i . 

- ~11J'lU 
, .., 

fI'l1)Jtl ~'f)tI~:: 

~ 
~ 41 

2-3 FI~-.3/LVlflU 130 32.5 
~ 
~ ... 

4-6 FI~~/LVlflU 144 36.0 
~ 
~ .. 

7 -9 flN/LVlflU 62 15.5 

" . ~ ... 
lJ1 nm1 10 flN/LVltlU 64 16.0 

~'llJ 400 100.0 



911"i1~Yi 4.11 L1~IM~1U'lUL1~:;1'tlUa:::'1J'tl-lmh.j~'l'tlUI-l~ILLUn(;l1~nJL1UUn11U1nI1 . ~ 

fiUIF111tlr;] tu~ 

- LFli'tl~Cl'tlUL~U,t'tlUL~U, ~'tlUm~U'tlVlL~U, 
L1a:::-n11:::FiI~UFhtlr;] tu~ (ATMs) 

- LFli'tl-lchm~utlr;]tu~~ 

(Cash Deposit Machine) 

- LFli'tl-ltlfu~~VlL~Uchntlr;]tu~ . 
(Update Passbook Machine) 

- LFli'tl-lfuchm-iFltlr;]tu~ 

(Cheque Drop Box) 

i1CY~1n1'5"li1J;'n1'5" 

378 94.5 

266 66.5 

290 72.5 

83 20.8 

1,017 254 .3 

90 

r,nnm1~11'l"l'YiU~1 n~~~'l'tlUI-lLFlrJ'Yiutlru\.n"llnnT1H'u1nI1fiUIF1I1tlr;]tU~~~IU'lU . ~ 

u1nI1fiUIF111tlr;]tu~ 

0 ... . 
~1U'l1J '5"'il tlfl::: 

LFlU 255 63.8 

hiL~u 145 36.2 

'5"'lJ.! 400 100.0 
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71.4 ~fl~~'UJ1~fl UqJt.nUVl1 ATM 'Jnu~ ~1U'lU 88 flU Fi~LijU~flU~:; 34.5 UqJt.n(;]fl~1~fl 

n1~1,x1J1n111Jfl~LFlifl~tiVlLu~~-n1 ~1U'lU 73 FlU Fi~LijU~flU~:; 28.6 LL~=UqJ~1~1nn1i~~rr[;J'l 

tin~lu~~~f"ithni1J.jJflunu ~1U'lU 71 FlU Fi~LUU~flU~= 27.8 ~~~1U~=L~u~1U1ww1~~ 4.13 . " 

- 'LFlifl~tiVi LumilJn~:;L~mjflu 

- n1~1,x1J1n1~'1l'tl~LFlifl~tiVlLU~-n1 

- hjl~f1JL~U~~Vl1~~1U'lU~nflU 

- tlf1J~~~f"ithnhjnn~'tl~ ." " 

r.i1U'lU 

182 

73 

88 

43 

18 

31 

71 

31 

21 

558 

71.4 

28.6 

34.5 

16.9 

7.1 

12.2 

27.8 

12.2 

8.2 

218.8 

1J1n11fiU1F11ffiViLUmi ~~~1~1~ClLLti~1~Liju 5 ij~ ~fl ~~~t'l1~11n4'1J~fl~1~ (Tangible) FI'l1~ 
• .I ... 1" 1 'I" " 1 ." U1L1Jflnfl U~= 'l'l1~ ~ L~ (Reliability) FI'l1~~~fl~ Un11V1fl1J~Ufl~Vlfl~nFl1 (Responsiveness) 

" 
FI'l1~ut.iUflU(Assurance) LL~=FI'l1~Lfl11~1~lUn1~1,x1J1n1~ (Empathy) t~uuti~n1~u1L~UflLiju 

2 ~'lU ~fl tJ~n1rlj;lFl'l1~Fl1~Wr~"1Ifl~n~~[;J'lflt.h~ U~= tJ~n1rl~n11fu~1~fu~1~"1Ifl~n~~[;J'l . ". 
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~~vi~1lJ1'iCliu~-a~1~ (Tangible) 

"lnn11~11'lr.mfilJ[;]'lflril~~IU'lU 400 rlU ~U~1 rl'lllJm(;l~t)~'ilfl~n£ilJ[;]'lflril~(;]fl[;]'l • • 

I 

L~~tI'ilfl~n11Lflufltlmru~~1t1~llJ 'l..h~~(;lVl1" 3.82 vl-.lm11-.l~ 4.14 . ~ 

fl'l1lJU1L;-atl-a LLft::11'l1~"l"tlr;l (Reliability) 

Mean 

4 .34 

3.82 

4.25 

3.99 

4.10 

so 

0.60 

0.72 

0.74 

0.72 

0.49 

"1n11~11'l" ~U~1 rl'lllJrlIVl\.6~"'fl~n£ilJ[;]'lflril~(;]fl[;]'lLLlh~IUrl'lllJUIL~fliifl LL~::H • 

'l1~1" '~'Jlfl~fiUIf'l11t1j;1 tU~~i:ll'hL~~tI~~~Vl 4.40 ~fl "::Ltluu1m1~i1rl11lJUIL~fliifl u1ln" .. . 
1fl~~~lJl~fl I'hL~~tI~IUlJlj;11~IU1um11~u1m1 4.33 LL~::t1UvlU~(;lvhtl Rfl riIL~~tl1U~fl~ 

d • 



• .col 
fI'L'ilStJ"i'UJ 

fI'lI)J~~'mll1J nl"i~'il1J~1J~.:JGi'il ~1 ,r1J~n'''i (Responsiveness) ... 

Mean 

4.40 

4.33 

4.20 

4.30 

93 

so 

0.70 

0.71 

0.81 

0.6 ·1 

91 mr~,r'J9 Yi1J~' fI'Jl).1 fll @l~t).:J1Jt)-l nfi).l ~'J'fl UI-l (;]'fl ~'J LLtI r~hWfl'JI).1Yi ~'fl).l 1 wm rl1l'fl1J . . 

).11 ~'fl riIL'U~mi'fl-l1J~Nmrhj~'fl.:Jr'ElLLCl'JWTW 4.31 ~Wc;\1J(;]t)).I1 ~'El riIL'U~U1J'fl'lmr~Lfli'fl'l 

t1(;1tW~hj'li@l-H'fl'lU'flU Yi~'fl).ll~1J1mrL~).I'fl 4.23 flW;l1J~@lYlIU ~'fl riIL'U~UV)lwmn::1Jr :: u:: • • 

~'l~U"i~'1JfI'l1)J~;'il)J11Jn1"i~'il1J~1J'il.:J Mean SO 
I 

1 1" - ... I 1" • 9::r::1Jr::U::L'Jfi1 umr ~1J1nlr'VILLUW'flW @l 4.13 0.72 
• 

• 9:: 1~1J1mr 1v)'flU1.:Jr'J @lLr'J~u 19 4.42 0.67 

• 9::Yhl~yhuhi~'fl.:J1'flLLCl'JWIW 4.31 0.77 

• 9::hii@l-H'fl'lU'flU ~~'fl).ll~1J1n1n~).I'fl 4.23 0.76 

. .col 
fl1L'ilStJ"i'l)J 4.27 0.57 
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fI'l1111.L\lU~U(Assurance) 

~1nn11~11'l~nfill r;l'lflfh-l~1'U'lU 400 f'lU ~urh Pl'l1l1f'11Vl'W)-l'tlfl-lnfillr;l'l'tlU1-l [;]'tlr;l') . . 

Mean so 
4.28 0.75 

4.12 0.74 

4.41 0.68 

4 .27 0.58 

fI'l1111.~"l~"l~1 un1~"l~u~n1~ (Empathy) 

~1n11~11'lr.t YiU~1 f'),)1l1f'11Vl"t'J-l'tlfl-lnfill r;l,)'aU1-l[;]'a r;l') LLlh&i'1Uf'I,)1l1 Lfl11 ~ 1~lUn11 • 

~111Yi U.'lVlt\'flllu.~~t'lrnU~~tJ~flVlnui1 U.~~t'l~1~ (;1~fl Vl 24 "JIll. 4.34 Fi1 L ~~U &i'1Ul11 L~~~-l~"li')u 

1,xen-ifu1n11L~tln 1-n~flU1-lt'l~Vl'lnt'ltJ1u 4.32 LL~~flU~U~ VlV11U Flfl Fi1 L ~~m~fl-l~1U,)UL .. i~'a-l 
~ . 



~t)1~(;l~'El(;l 24 "lllJ . 

• 9~L1J(;l1~u1m~(;l~'El(;l 24 "lllJ. 

• 9~n9Tu,}uLfil1'El~1~u1m~~L~u~Y'l'ElnucJu1tnfil 
" 

~U1U 

• 9~n.n-U(;l'Elulum~H~1u~L-n119~1u 

fh L 'll; £116\ t1~'l).J"iJ'Cl'lfl'l1).J fl1 (;I~r'l r;i'cln1~u-;'n1~fiU1 fl1~.a (;11 u~ 

Mean 

4.34 

4.40 

4.24 

4.32 

4.4 5 

4.35 

SD 

0.74 

0.69 

0.69 

0.63 

0.62 

0.50 

rh L~~U t(;lm,}lJ~'El~ FI,}1lJ fil1 (;l~t)~"lJ'El~ n~lJ r;l,}'Elth~ ~'Elm~U1m~fiU1fil1~.g (;l tum; L~'El 

, 
cl 

VI 4.19 

• 
• 
• 
• 
• 

, 

...... 
).J(;I 

~~~~1lJ1~rl4'u~'El~1~ (Tangible) 
, 

f'l'}1lJU1L;'ElG'El u11.rt9 (Reliability) 

m~(;l'Elu~u'El-3vi'ElcJHfu1m1 (Responsiveness) • 

FI'l1lJUUU'ElU (Assurance) 

FI'l1lJL'El1191~lum11~u1n1~ (Empathy) . .." 
fl1 L'll ft t1~'l).J 

Mean SD 

4.10 0.49 

4.30 0.61 

4.27 0.57 

4.27 0.58 

4.35 0.50 

4.26 0.45 

95 
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~~~~1)J1'it1..rU';'cH'i (Tangible) 

~1nn1~~1~')~nfil-Jl;T')tlth~r.hu')u 400 flU Y1U~1 n1~fu~~1~fu~1-~~1u~~~~1~1~Cl{U . ~ 

~l!1~tl~L~~1:;~~ ti1U~1tJ i~L~U 3.68 iU~UJ;itl~1A'fl fi1L~~tJ~1u~unmr~L~m~tl~lun1~1~ 

u1-n1~~1~fun1~tltlmLuu~1tlth~m~1:;~~ 3.59 LLf'l:;fi1L'il~mrU~u~~Yf1tJAtl fi1L~~mJtl~n1~ 

" ~ ~ 
~U1~tl "1JU1~(;1,)'fln'!;'~ 

• ;1tlunmr~L~m~tl~lun1~l~u1-n1~~l~fun1~'fl'flnLLUU • 

fl11)J,hL~'ilti'il LLft::l-r11~t~'i (Reliability) 

. 

Mean 

3.92 

3.48 

3.68 

3 .59 

3.67 

so 

0.72 

0.79 

0.73 

0.66 

0.53 

~1nn1~~1~')~nfi~(;\')tlth~~1U,)U 400 flU Y1U~1 n1~fU~~tl(;\,)LLU~~1UFl,)1~1l1L~tlCltl . ~ 

1" 1 1 "..J .... ,..J ...,..J 1 " 1 1" .. ... LLf'l:; ,),)1~ ~ ~Yl~Fl1L~fW~~MI Fltl Fl1L~f'ltJ U~1U~1(;1~ti1U Un1~ ~um1~ 3.58 ~'fl~f'l~~1Fltl .. . ., 
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1J1m~fiU1Fl1~'tlffl LU~ 

9l'lLl tJ~r;l1Ufl'l1 )JU1 L ~'il tl'tl Mean SD 

• i1Fl,)1)J1.hL;'tln'tl / 1.h1.n~ 1Un1~1,x1J1n1~ 3.52 0.80 

• ih.nffl~~1u1um~1,x1J1n1~ 3.58 0.77 ... 
• hlLFlUtjVlY'lf'l1Vl1Un1~1,x1J1m~ 3.29 0.83 

. ~ 
fl1L 'ilfl tl~'l)J 3.46 0.66 

o 
~ ... 

L~i-J'tl 3.43 Vl~ffl1~1~Y1 4.22 

Mean SD 

3.65 0.77 

• 1,x1J1m~1cJi''tlri1~~,)VlL~l1u1~ 3.78 0.74 

• vh1,xvhuhj~'tl~~'tlLm,)u1U 3.48 0.81 

• hjiVli'tl~ti'tlU Y'l~'tl)J1,x1J1n1n~i-J'tl 
3.43 0.88 

. ~ 
fl1 L'il fl tl"i'l)J 3.58 0.57 
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FI'l111 U U1J'tl1J(Assurance) 

r.nnn1~~1~'l~n~lJ[;j''l'tlth~~11J'lU 400 flU YltJ~1 n1~ftJ~j;j'tl[;j''lLL1.h~1Ufl'l1lJLLtlU'tlu~ii 
• v 

FI'l1lJL'tl1l~ 1ft' 1Jn1~1 ,rtJ~n1~ (Empathy) 

Mean 

3.54 

3.74 

3.90 

3.73 

so 
0.80 

0.73 

0.74 

0 .57 

~1nn1~~1~'l~n~lJ[;j''l'tlth~~1U'lU 400 flU YltJ~1 n1~f1.J~j;j'tl[;j''lLLU~~1Ufl'l1lJLmh1~1u 
• v 

n1~1,xtJ1n1~~ijri1L~~U~~~~~'tl ri1L~~U"1l'tl~m5'ijiuL'l'tlu1Un15'H'~1U~Li11~~1U 3.92 5''tl~~~ 
v • 

lJ1~'tl ri1L~~U"1l'tl~n15'LtI~ 1,xtJ1n15'L'l~'tl~ 24 "JIlJ. 3.85 ri1L~~U"1l'tl~n15'~~'tlu1U~1l1YiLL'l~~'tllJ 
v 

I I I . " • 

LL~:::~rnuViViu~'tl~1iuijLL~~~~1~L'l~'tl~ 24 "JIlJ. LL~:::ri1L~~U"1l'tl~n15'ij~1L~Vi[;j'~Vi-rl'lU1,xvi1UL~'tln 

1-HtJ1n15'1~'tlU1~~:::~'ln~tJ1uijri1L~~u~Lvi1nu 3.63 LL~:::~~Vi1U~'tlri1L~~U"'tl~n15'ij~1U'lU • 



~~'-lIMl~Vl 24 'lIl-!. 

• Lurn 1,xtJ1n1~V1~~Vl 24 'lIl-!. 

• ij~IU'lUL~i~-l1,xtJ1n1~~L~tJ-l~,tHltJ~tJ1Lni"l 
'IJ 

0" 0 

• ijYiIL~Yi~-lYi'li'ltJ l,xviIUL~~n H'tJ1-m~ 1c1lmh-l~::rfl'm 

~tJltJ 

• 9::ij,rUV1~U1Un1~H'-lIU~L.jh19~ltJ 
o .,j 

FlIL';lfUI~1l-! 

Mean 

3.63 

3.85 

3.46 

3.63 

3.92 

3.70 

so 

0.73 

0.89 

0.82 

0.78 

0.75 

0.53 
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l-!1~~~IL~~tJtVltJ~'ll-!'!I~-l~'lLLlh~,)Il-!L~1191~ 3. 70 I"11L~~tJ tVltJ~'ll-!"1l~-l~'lLL1.h~-l~~I~I~C14'tJ . 

vi~-l1c1l3.67 tlU~tJ~~l-!I~~~IL~~tJtVlm,)l-!'!I~-l~'lLLlhm~V1~tJ~U~-l 3.58 LL~::I"11L~~tJ~U~tJ~ 

~ VI ~~ ~1 L ~~tJ tVlm'll-!'JJ~-l ~'l LLU ~~'l1l-!\11 L~~ Of) 3. 46 Li"li~-li1~~l-ifl um ~LlitJ';i~l-!~ij 1"11 ~'lI~1..h 
• 'IJ 

o 0 0 .. ... .... - ... 
L'lI~C1~ (Reliability) ~~Vl 0.88 Vl-lm~I-lVl 4.25 
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--).Jj;J Mean SO 

• ~-l~~1),J1~rl4'u~'tl-ll~ (Tangible) 3.67 0.53 
, 

• , ... ... 
f1'J1),JU1L'lItlrl'tl (Reliability) 3.46 0.66 

• m~(;l'tlU~Utl-l (Responsiveness) 3.58 0.57 

• f1'J1),JLLtlUtl~ (Assurance) 
3.73 0.57 

f1'J1),JL'tl11~ 1~ (Empathy) 
3.70 0.53 • 

, ...; 
Pl1 L'iUUI 'l'l ).J 3.63 0.44 

LVltl~n~UUU Paired Samples T-Test L~tlLmtlULVitlurl'J1),JLL(;lnr;i1-l ~-l 5 ij~ ;-l1.h~n'EluhJ~'JtI 

~-l~~1),J1~rl4'u~tl-ll~ (Tangible) PI'J1),JU1L;'Elt1tl (Reliability) f1'J1),J~1'El),Jlum~(;l'tlu~U'El-l 

(Responsiveness) PI'J1),JLLUU'ElU (Assurance) U~~f1'J1),JL'tl11~1~lum~u1m~ (Empathy) 'tlth-l 

ijUtl~1y)'1i'Y11-l~n~~~~r;)u 0.05 (m~1-l~ 4.26) nu'h n~),Jvl'J'tlth-lijfl1L'U~tlLVltl~'J),J"lJ'tl-lrl'J1),J 

f11(;lWr-lr;i'Elm1U1m~fiU1P111tl(;lLU).J~ 4.26 fl1L'U~tlL"'m'J),J'lItl-lm~fu1~1~fu~1~~1nm1u1m1 
" 

L(;ltl~ fl1 L 'U~tI LVltl1'J),J PI'J1),J f11 "'\-t.r-l'llfl~ vl'J U1.h~1UfI')1),J Lfl11 ~ 1~1 un 1 ~u1n 11ij fl1 L 'U~u 

~~~'" 4.35 1fl-lfl-l),J1~tl ~1L'U~tlt"'U1'l),J'lIfl~r;l'JU1.h~1UfI'J1),JU1L~'Elt1'El 4.31 LVlU~fl1L'U~ULVlU 

~'l),J'lIfl~ vl'J U1.h~1UfI'J1),J~1'El),J 1 un11V1flU~Ufl~ Ufl~~1 L 'U~tI LlnU~'J),J'lIfl~ vl'l LL1.h~1UfI'J1),J U UUflU 

ijfl1L'U~ULYhriu 4.27 tlur;)u~"'vhu ~fl fl1L'U~ut"'m'J),J'lIfl-lvl'JLL1.h~1U~~~~1),J11rl4'u~'El~1~ • 
4.10 

~'JU~1 L 'U~U L"'U1')),J m~fU1'1lfl~ r;l'l U1..l1t1i'1UPI'l1),J U UUflUij fl1 L 'U~ U~~~ In 3. 73 ~fl~fl~),J1 
" " . 

~tlfl1L'U~uL"'U1')),J"lIfl~r;l'lU1.ht1i'1UPI'l1),JL'Ell~ 1~um~u1m1 3. 70 r;i'tl),J1~'El fl1L'U~U Lin m'l),J'lIfl' 
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Iff'l LL1.h~1U~-l~~1lJ1 ~(1r.rU ~'a-l1~ 3.67 rh L 'U~U L~m'llJ 'll'a-l Iff'l LLth~1UFl'l1lJ""1'alJ 1 um~f;1'au 

~U'a-l 3.58 LL~::~~vhu~'a ~1L'U~UL~m'llJ'll'eNr;l'lLLtJ~~1UFl'l1lJU1L~'an'a 3.46 • 

m~L m£l1.n YitlUfl1111 fl1~~-r.:t~il n1~u~m~ fl'l1).Jfl161",-r" n1~~1Ji 

fi'U1f11~-a~t'U~num~.ru.rV:l.,).ru~~.:t~1n t p ~flA1" .. 
m~u~m~fi'U1f11~-a~ t 'U~ Mean SO Mean SO 

• ~-3Y1~1lJ11C14'u~'f.l.:tlr;) (Tangible) 4.10 0.49 3.67 0.53 12.47 0.00 -0.43 

• FI'l1lJ,.l1L;tlC1tl (Reliability) 4.31 0.61 3.46 0.66 18.88 0.00 - 0.85 

• n11(;1tlU~'Utl.:t (Responsiveness) 4.27 0.57 3.58 0.57 17.79 0.00 - 0.67 .. Fl'l1lJUU'Utl'U (Assurance) 4.27 0.58 3.73 0.57 15.10 0.00 - 0.54 

• FI'l1lJLtl11~ 1~lun1ru1n1j' (Empathy) 4.35 0.50 3.70 0.53 19.16 0.00 - 0.65 

. "" fl1L'i1't1tJ~'l1i 4.26 0.45 3.63 0.44 20.89 0.00 - 0.63 

;-l~1lJ1~mLtl-l1~dju 4 ij~ ~'a .... ~~m1lJm~1J'an~'a (Words-of-mouth) Fl'l1lJ~-l1~1-nu1m~ 

(Intention) R'l1lJfl'au1~'l~'a~1R1 (Price sensitivity) LL~:: .... ~~m~lJm~1tl-lLjtJU (Complaining 

behavior) L~UU1L~U'aLLUn(;]1lJFl'l1lJ.nn~~-l 4 ij~ ~-lm~1-l~ 4 .27 

V4 t'J ~ n'l'llJn1'lU'iln 1R'il (Words-ot-mouth) 

r,nn(;]1~1-l~ 4.27 .... U~1ri1L'U~U'lJ'a-lm~~uu~uu1~L~'aULL~::FlU1nM~lJ1Hu1m~ • 



1. 'Yiq~n~~~n1~tJ'iln~'il 

• f'lru'"l:;Vi",lu~~~;i'1l'fl,m1nj1n11fiU1Fl1ffij;1lU~ritJf'lU~U , .. 

~ .... ., -2. ~'l1~[;l~ L~ L"IItJ~n1~ . 

• fi'Jru'"l:; HU1n11fiU1f'111fij;1lU)J"iivi'fl hJ~n lU'flU1f'1(;1 

• fi'Jrut;l",~ul'"1Lfl'flnn1ru1n11fiU1f'111fij;1lU~djut;l'lLfl'flmLmL~)Jfl 

• fi'JruHU1n11fiU1f'11'lfij;1lW.ji'flth~~,j1L~)J'fldjU1:;EJ:;L'l~1U1U 

• fi'Jru'"l:;HU1n11fiU1f'11ffij;1lU~vi'fl1tl L~t)1'"1:;iJifl~"'Vif'l1'" 

3.~'l1~~'ilul~'l~'il~1~1 

• n~LL~t)1n1ru1n11fiU1f'11'lfij;1lU~'"I:;iJfi(;1'l1Fl1fil1)JLilm;J~~~nt)1 .. 
m11~u1n11'"11nVi,rn~1ul~u1m'lf'lruri'"l:;tT~Lfl'flnHmru1m~ , 

vi'fl1tl 

• n1ru1n11fiU1f'11ffij;1lU~LLj;1nvi1~'"I1nmru1n11'1lfl~Vi,rn~1u 

fiU1Fl11 

• '\.l~~'"I1mf'lEJHu1m'l1N1f'111fij;1lU)J"iiLL~'l f'lruri'l:;n~u1tlHu1m1 

'"I1nVi,rn~1UfiU1f'11ffin" 

4. 'Yiq~n~~)Jn1~i''il~L~tJU 

• f'lru'l:;1il~LffiuriuVi,rn~1U'1l'fl~fiU1f'111l1uVi'\.l1nViuilry'\.l1'l1nn1'l 

U1n11fiU1f'11'lfij;1l~" 

• ' f'lru'"l:;Ltl~EJu1tlHu1m'l'"l1nVi,rn~1ul~u1m1l1uViti'1I'1ruViu , , 

i1ry"n'"l1nmru1n1ffiU1fl1'lfij;1lU~" 

• f'lru'l:;uflnvifli1~i1ry'\.l1~Viulum'lfutJln11fiU1fl11fij;1lu~riUf'lU . 
t1U 1" 

• :J 
~1L~UUI"i'l~ 

Mean 

~ 

3.77 

3.85 

3.86 

3.93 

4.25 

4 .00 

4.09 

3.41 

3.18 

3.45 

3.40 

2.72 

2.29 

2.01 

2.69 

2.18 

3.36 

1 .. ~.:"I - tl oJ. -. ~ _ oJ ; 
•• UlItlULuUI'I'l1L n1lJn1mftUrl1 ~tJrI::ILUUYI 1 = rI::ILUUt3.:1t!" ILft:: 5 = rI::ILUUI'I1t!" 

so 

0.55 

0.65 

0.64 

0.68 

0.54 

0.60 

0.76 

0.66 

0.97 

0.46 

0.71 

0.77 

0.77 

0.67 

0.87 

0.93 

0.84 

0.32 
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fI'l1)J~-31~1,ru~n1'i (Intention) 

r,nn(;l111-3~ 4.26 ~u~l~hL ~~rJ'D~ ,mI1 H'U1-011fiUIf111tl(;l tumir;i~ hHln lU~UIf1(;l 

4.25 1~~tNlJl~~ riIL~~rJ'iJ~~0111-ifu1-011fiUIf111tl(;l tu~~th~~~IL~)J~Li]U1:;rJ:;L'l~IUIU 

4.09 ri1L~~tJ'iJ~'1011(;]~~ulr,H~~n011u1-011fiUIf111tl(;ltu~d:lu~'lL~~nLL1m~)J~ 4.00 LL~:; 

tlU(;)U~~VllrJ~'il riIL~~rJ"lI~'1011,,:;HfiUIf111tl(;l tu~r;i~ hJLLl!~I,,:;i1;r~~~,"~I~ 3.41 . 

fI'lI)J'fl'Uul\t'lt;i'U'i1f11 (Price sensitivity) 

"'mnn~~ 4.26 ~U~lriIL~~rJ~'l~~C;)1UfI,)1)Jtl'ilul\t')r;i~11f11 fi~f'lIL~~rJ"lI~'l 
v • 

O11H'u1-011fiUIf111tl(;ltUlJ~LLl!~I,,:;i1tl(;l111"iIfi11lJLutJlJ~~'ln~In111~u1-n11"'n~un~lul~ 

U1n11I"1run,,:;tT'lL~'iln li011u1011nr;i~ ltJ 3.45 1~~~~lJl~~ ril L~~rJ"lI~'101ru1-n11fiUIf111 . 

yftl~n'i'i)Jn1'if'U-3L~t1u (Complaining behavior) 
o 0 0 

Q ., .. oCII _ .... _ "4'" 
",n(;l11''lYl 4.26 ~U,)If11L~~rJ~~~~LL~:;lJ~'l(;lm1:.Jn'W1~~L1rJUU~rJYl~~~IU 

~'l~m1lJ011~'il'lL1-rJu"'n011H'u1nI1fiUIf1'~tl(;ltu~ ~'il riIL~~rJ'iJ~'1011~:;Ltl~rJuhJ1i 

u1-n11"ln~Un'lIUl~u1nI1Y1UYllhflru~UtJru\tI"'n011u1-011fiUIf111tl(;ltu~ 2.69 1~'l~'llJl . ., 

~~ riIL~~rJ'D~'ln11U~nr;i~n'ltJq)\tI~~ulunI1fuu1011fiUlf111tl(;ltu~nUflU~U 12.18 LL~:; 

~~VllrJ~'il riIL~~rJ'iJtl~n11~~'lL~rJunU~Un~IU'iJ~'lfiUII"1'1Y1UYl\tln,"utJq)\tI"'nn11u1-011 

fiUIf111tl(;ltu~ 2.01 

~'lLLt.I'iiIUfl'lI)JJin~"t1'i'l)JJ'-3 4 ij61 Mean SO 

• '"'l~nnlJ011U~nr;i~ (Word-of-mouth) 3.82 0.55 
., 

• fI,)llJ(;]'l1"Hu1nI1 (Intention) 3.93 0.54 

• fI,)llJtl~ul\t'lr;i~11f11 (Price sensitivity) 3.18 0.46 

• ~'l~nnlJm1ffi~!SrJu (Complaining behavior)* 
2.29 0,67 

. "" filL gS t1'i'l'-l 3.36 0.32 
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fi1L~;!.ILfI!.I~'nl"JI'il~fI'l1'JJln~"JI'il~n1~'li11-;'n1~fi1J1f11~-aj;\L1J~ 

r,nn(;11~1-3~ 4.28 ~U~1Pi1L~~utVlUn2-JcJhufOl,)12-J~-31 ... 1-ifu'1n1~i:iPi1L~~U~-3~Vl 3.93 ~fl-3 " , 

~N2-J1~fl Pi1L~~UtVlU~,)2-J~1U~tl~m~2-Jm~Uflnul'El 3.82 €Ur;lUulfl2-J1fi'El Pi1L~~utVlm,)2-J~1U 

fOl,)12-Jtl'ElUl~,)ulfl~fOl1 3.18 LLfl::tlU~U~VlVhUfi'Elri1L~~utVlm,)2-J~1U~tl~n~~2-Jn1~~'El-3L1UU 2.29 

~ 2-J 2-J ~ ~11J vi 1f1 'l12-J ~ ~ Vi 'il'l -'"JI 'il~ rr 11 -;'LI1 fi1 ij fi1 'l12-J ~ 2-J ~ 1J fi vn~ 11 '1 nfl11 YH) &1 ... " 
n~~2-Jn1~li11~n1~fiU1f11~-aj;\LU~ 

1U~1U~9U;ud 1~i:im~u1eJfln1~~m=tTVl1~~1UWl12-J~~~fl1"'"lJ'fl~~u11nfOlnu~tl~ 
m~2-Jn111-ifu1m1fit.nfOl1~tl(;1tumi~~u~::n'Elulu~')u~tl~nn2-Jn1~d'2-J1-nu1n1~fiulfOl1~tl(;1tU2-J~ 

(m~1~~ 4.29) LLfl::fOl,)12-J~1Un1~1-ifu1n1~fiU1m~€(;1tumi1u"1i')~ 1 L~'flU (m~1~~ 4.30) l.J1vh 

n1~Pim=t1~1fOl,)12-J~2-J~ufi~::~~1~nutVlu1-if~n~~~~l.J~ufi (Pearson's Product Movement 

Correlation Coefficient) 

~::U::L'lfl11un1~~2-J1-nu1n1~ 

(;]'l LLU~ 
r p 

fi1'l12-J~~~'El t... tVlm,)2-J'1Ifl~eju11nfOl -0.11 0.04* 
to 

u11nfOlnU~tl~m~2-Jn1~~2-J1-ifu1n1~fiU1fOl1~tl(;1 tu~ ~U~1 fOl,)12-J~~~'El1 ... tVlm'l2-J"lJ'El-3~u11nfOl 

n11~ tl~n ~~2-Jn1~L~2-J 1-ifu'1n 1~fiU1 fOl11tl (;1 t umi i:i fOl'l12-J tf2-J~ufinu 1 UYl1~ (;1N nUi12-J LLfl::Pi'Elu;h~ 

~1 tVluiiPi1~~~2-J~ufiL'Yhnu -0.11 ~~LtJuPi1~i:ifOl,)12-J1n~Lf)U~nU 0 LLfl::iiPi1umh~'1!Yl1~~n~~ 

~::r;lU 0.05 ~-3U5L~fi~2-J2-J~~1U~ 1 
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911'i1~vi 4.30 Ut'l 1M 1"l,)12J~2J~Utf1~""~I~ 1"l,)I2Jyj~Vi~ 1 ~ l~U1,)2J1I~~ ~ul'in I"lnu fl,)I2J~l U 

m11iulm1fiUlI"l11tS"f;]lUmilU'lI,)-l 1 L~~U 

1"l,)12J~lunl11~ulnl1 

~,)LL1.h 
r p 

1"l,)I2Jyj-lVi~ h l~U1,)2J'1J'il-lcJul'l1ll"l -0.06 0.22 .. 
-

1"l,)12J~1'Wm11iulm1fi'Wlm1'tlf;]L'W2J~ hji1ml2J~2J~'Wfin'W l~ui1,"h,ru~I~t1!'Yll~~i1~~1~~U 

0 .22> 0.05 tJ~L~fi~2J2J~31'W~ 1 

u~nl~fiU1R1~~91LU~ 

l'W~I'W~r.rU~'W~ 1~i1m1-ul~~n11~m~n'Yll-l~I'WI"l,)I2J.nn~I?i'iln11Uln11fi'Wlm1'tlf;]l'W2J~ 

L~u1,)2JnuViCJ~nn2Jn111~uln111)'WlI"l11'tlf;]lumi ;-ltJ1~n'ilu1tJ~,)uViCJ~n112Jn1ni2Jl-nulnl1 

fi'W1Fll1'tlf;] l'W2J~(m11-l~ 4.31) LL~~I"l,)I2J~lUn111iuln11fiUlI"l11'tlf;] L'WmilU'lI,)-l 1 L~'ilU (m 

n-l~ 4.32) 2Jl~In11~n1!t1""11"l,)12J~2J~ufi1~\-d1-lnl.!l~ul~~n~~""~2J~'Wfi (Pearson's Product 

Movement Correlation Coefficient) 

1~u~L,)~11'Wn1ni2Jl~uln11 

~,)LLtJ1 
r p 

f'1,)I2J.nn~l~U1,)WlJ'il-lcJul'inl"l -0.06 0.28 .. 

~1nf;]111-l~ 4.31 LL~'Mnl1Y1~~~UI"l,)I2J~2J~ufi1~""~I-lml2J.nn~vi~n11Uln11fi'W1Fll1 

tS"f;] l'W~l~Un2JnUViCJ~m12Jn11L42J l-nulnl1fiU1Fll1tS"f;] lUlJ~ ViU~1 1"l,)12J.nn~vi'iln11ulm1 
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fiU'1fl'1~tl(;1LU~L~m'nJnu~~~m~~011Li~1-nu101~fiU'1fl'1~tl(;1LU~~ hJijfl,)'1~~~~ufinu 

L~uij .. huU~'1l"lruYl'1~~n~~1::~U 0.28 >0.05 UfiL~fi~~~~tj'1U~ 2 
~ ~ ~ 

fl,)'1~~lun'1~1-nu1n'1~ 

r;l') LLU1 
r p 

fl,)'1~n n ~L~m,)~"1Ifl~ cJu1'Ln fl -0.03 0.57 .. 

"'1n(;11n~~ 4.32 LL~~~01~Y1~~tlUfl')1~~~~Uth:::~~'1~fl,)1~nn~r;itlO1~u101~fiU1fl1~ 

tl(;1LU~~L~m')~nufl,)'1~~lUn'1~Hu101~fiU1fl1~tl(;1LU~ Y-IU~1 fl,)1~nn~r;i'e)n'1~u101~ 

fiU1fl1~'tl(;1LumiL~m')~nUfl,)'1~~lu01~Hu1n'1~fiU1fl1~'tl(;1Lumi hJijfl')1~~~~ufinu L~uijfi1 

UU~1I"lruY11~~n~~~::~u 0.57 >0.05 UfiL~fi~~~~~1U~ 2 
~ ~ ~ 

~~)J ~~11Jvt 3 fl11)J~-3,"'£ll~"lI'£l~~u-;.tll fI ij fl11)J-i)J111J finu fl11)JJln ~"lI'£l~ ~ .." " 
U-;.tllfl~1nn1~l,ru-;'n1~fi1J1f11~i'(;I t 1J~ 

1 U~'1u7)4'u~un 1~iin'1n11 CJ~ 011Pi m~'1Y1'1~ ~'1Ufl,)'1~n n ~ r;i'e) n1 ~u 1n'1~fiU 1 fl1~tl (;1 LUmi 

L~m')~nu fl')1~~~~fl h L~un~"1n 011U101 ~fiU1fl1~tl(;1 L u~"i~ 1vh01 ~Pi m~1~1 fl,)1~~ ~wufi 

~::~~'1~nut~ul-n~n~~~~)J~ufi (Pearson~s Product Movement Correlation Coefficient) (~m .. 
..J 

~1~Y1 4.33) 

fl,)1)J~~~'Bl~L~u~,)~"1I'B~cJu1'Lnfl .. 
r;l,)LLU1 

r p 

fl,)'1)Jnn~L~U11)J'fl~~u1'Lnfl .. -0.04 0.40 
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r.l1nVl1r1-l~ 4.33 LL~"'-ln11Vl"'~tlUFl'l1lJilJ~\Jfi1~~~1-lFl'l1lJJin~r;jtln11u1'n11fi\J1Fl11 

'tl'" L\JmiL"'tJ1'llJriuFl'l1lJ~-lYitll" L"'tJ1'llJ"1nn11u1'n11fi\J1Fl11'tlVl L\J~ YiU~1 f'l'l1lJJin~r;jtln11 

U~n11fi\J1f'l1ffi", L\J~L"'tJ1'llJriUf'l'l1lJ~-lYitll'"l L"'tJ1,)lJ'"l1nn111iu~n11fi\J1Pl11'tl'" L\JlJ~ hiii 

m1lJil-J~\Jfiri\J L"'tJiJri1UtJ~1~ruVl1-l~n~~1~c;lU 0.40 >0.05 tJf1L~fi~l-Jl-J~'i1\J~ 3 
w ~ U 



UYlYi 5 

. I Q _ _ _ _ " -. 

fl'lUVl 3 CJ~n11'l~PI'lI).JI'lIV1~'l-lLL~::CJ~n11'lVln1nU1"1lfl ,m'Wu1n'WfiUII'l11 .. 

~lnn~).Jr;i'lflth-l~IU'lU~-l~U 400 I'lU LLti-lLiJULYHI\~cY-l~IU'lU 220 PlU (1fltJ~:: 55) LYlPI 

"lIIU~IU'lU 180 PlU (1flU~:: 45) n~).Jr;i'lfltil-l~'lU1~cYiJflltJ1::wh-l26-30 11 (1flU~:: 27.8) iJ 

flCl1U111YlLflVl ~IU'lU 284 PlU (1flU~:: 71) iJ1::;Un11~nWlfl-lfl~1u1::;umrurul(;'ii ~IU'lU · '" " ., ... 
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~~ 27.8) 

'ti(;ltU,milJlu,lu,,.nnn~l 5 n ~1U,t"JU, 223 fo)u, (1tltJ~~ 55.8) LL~~iin1~H1J1'n1~ 4-6 fo)¥~(;)tlL~tlU, 

lJln~~VI ~1U,t"JU, 144 fo)u, (1tltJfl~ 36) ~tlLL1J1Jn1~1J1'n1~~n~lJr;lt"Jtlth~L~tlnHlJln~~VI ~tl Lfo)itl~ 
.. 'U .. .. 

C1tlU,L~U,. ttlU,L~U, . ~tl1JmlJtJtl VI L~U,. LLfl~-nl~~!Oil~U,~h'ti (;l t u,lJ~ (A TMs) ~1U,t"JU, 378 fo)u, (1tltJ~~ 

94.5) u,tlnr,nn~iin~lJr;lt"Jtlth~~Lfo)tJ~1Jt1ru~l'"llnnl~H1J1'n1~fiU,lfo)l~'ti(;l tu,mi~l'W,)u, 255 fo)u, , ~ 

(1tltJ~~ 63.8) t1ru~l~~1JlJln~~VI ~tl Lfo)itl~'ti(;l tu,mi,rn'"l~L~tJUtltJ ~1U,t"JU, 182 fo)u, (1tltJ~~ 
~ , 

71.4) 

lJl(;l~r)VI SERVQUAL ;~~llJl~C1LLU~1~d1u, 5 mi fltl ~~~~llJl~C1~1Jl1itl~l~ (Tangibles) fo),)llJ 

l.hL~tliitl LLfl~H,)l~l'"ll~ (Reliability) fo),)llJ~1tllJlu,n1~(;ltl1J~u,tl~(;)tl~n~h (Responsiveness) 

f'I')llJLLUU,tlu,(Assurance) LL~~fo),)llJLtll1'"l1~1u,n1~llX1J1'n1~ (Empathy) ~llJl~C1~~tll~~l 

i-3Y!~1)J1'in..rur;l'il-31r;l (Tangibles) 

f'I,)llJf'llV1~r)~~tlr;l,)LLtl~~1U,~~~~llJl~C1~1Jl1itl~1~ (Tangibles) ~ii!OilL~~tJ~~~VI fltl !Oil 

L ~~tJ'1ltl~fiU,lf'1l~'ti(;l tu,~'"l~LiJu,tltlm'nr~iif'l,)llJYiU,~,rtJ (4.34) ~tl~fl~lJl fltl !Oil L ~~tJ'1ltl~m~ , 

tltln LL1J1J,"U1'"ltl~L,"lJ1~~lJ fl1U,~1tJ i~L'"lU, (4.25) ")1L'tl~tJ'1ltl~~tlm'nr~ L~tJ');rtl~ lu,n1~ llX1J1m~ 

~1~f1Jm~tltlnLL1J1JlJ1tlth~m:.J1::~)J L,ju,11Juu,lim'1tJn1~ (3.99) LLfl::r;l,)LLtl~~1U,~~~~1lJ'WC1 



110 

4'1J~tl-l1v)~iiFl,)1)JFl1r;rWr-lUtlU~~(;) ~tl ri1L~~Ulltl-ln1~Lth..!~tlm'nr~~,)U-l1)J "h~-l~C;) 1" (3.82) 

LLfl::ri1L~~Um1)JFl1(;)~1'-lV)1U~-l~~1)J11Cl4'1J~tl-l1~(;)U~)J P;tl 4.10 

n11fu1~1v)f1J"1-lV)1U~-l~~1)J11Cl4'1J~tl-l1v) (Tangibles) ~i:iri1L~~U~-l~(;) ~tl dju 
" .. 411 . • 

tltln1nr~i:im1)J~u~)j'U (3.92) 1tl-lfl-l)J1~tl ri1L~~Un11tltlnLL1J1J~U1"tl~m)J1::~)J ti1U~1U i(;) • 

tlt.h-lL~)J1::~)J (3.59) LLfl::ri1L~~m)uvl1J~(;)Vi1U~tl ri1L~~UlItl-ln11LUUtltlm'nr~~,)U-l1)J \b~-l • • 

(;)(;)l'l (3.48) LLfl::ri1L~~Un11f1J1~1v)f1J"1-lV)1U~~~~1)J11Cl4'1J~tl~1~(;)U1'))J ~tl 3.67 
~ ~ 

R'l1)J1l1L~'rlil'rl ufl::l1'l1-l1"l~ (Reliability) 

Fl,)1)J Fl1(;)~1'-l(;]tl~') mhV)1uFl,)1)JU1 L;fl ntl LLfl:: H,)1~ 1" 1v) (Reliability) ~ii ri1L ~~U~-l 

~(;) ~tl ,,::dJU1J1n11~iJFl,)1)JU1L;flntl u11.n" (4.40) 1fl-lfl-l)J1 ~fl ri1L~~UV)1U)J1f;11~1u1Un11 . ~ 

1,x1J1n1 ~ (4 . 33) LLfl::flUvl1J~(;)Vi1U~ c!1J1LnFl Fl1(;)~1'~UflU~~ (;) ~tl ri1 L ~~u 1 uC;:tl-l'lJtl-l":: hi LFl uti (;) . ~ . 
Ylfl1(;) lun111,x1J1n1~ (4.20) ;-li"i1L'U~U Fl,)1)J Fl1(;)~1'-lv'l1UFl,)1)JU1L;tlnfl lLfl::H,)1-lh 1v) L(;)t.J 

d 

1'))J Flfl 4.30 

lItl~n1~hj~tl-l1tlLLmU1U (4.31) flUvl1J(;]tl)J1 ~tl ri1L~~Ulltl-ln11~LFl~tl-ltlf;1LU~1~ic;);rtl~titlU 

Yl1tl)Jl,x1J1n11L~)Jtl (4.23) fluvl1J~(;)Vi1u ~tl fhL~~u~1Un111::1J1::u::L,)fl11Un111,x1J1n11~LLU • • 
utlu1~ (4. 13) ri1L~~uFl,)1)JFl1r;m1'-lV)1uFl,)1)JYl1tl)J1un11f;1tl1J~utl-lvitlm-n1J1n1'l L(;)U1'))J ~tl 

~ 

4.27 
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R11).JLL UU'ilU(Assurance) 

fI'll).J fll~~t5'~"1J'il~n~).J r;i'l'ilth~ ~'ilr;i'l LL1.hJl'UfI'll).J LLtlU'ilu~il fll L ~~tI~~~~ f1'il fll L~~tI . " . 
L~'il~n1~'ltlth:::mr~L'l~1 (4.41) ~'il~~~).Jl ~'il fllL~~m~'il~n1~1~u1-n1~~Cln~'il~LLlJuihL~).J'il 

" 
(4.28) LL~:::~~yhtl f1'il fllL~~tl1uJllu~cJ1-ifu1-n1nth.J~fI'lUfl).Jn1~u1-n1~Jl'ltlr;i'lL'il~ (4.12) U~::: 

.. . " "l1li 

u1-n1~Jl'ltlr;i'lL'il~ (3.74) LL~:::€Ur;iu~~yhtl ~'il fllL~~tl1uJllUn1~1~u1-n1~~Cln~'il~LLlJuih . " 

(3.54) flIL~~tln1~fu~~lJlfu91-~JllUfI'll).JlLtlU'ilut~m'l).J f1'il 3.73 
" 

R11).JL'il11"l1~1un1"i1~u~n1"i (Empathy) 

fI'll).Jfll~Wr~"1J'il~n~).Jr;i'l'ilt.h~~'ilr;i'lU1.hJl'UfI'lI).JL'illh1~1Un1~1~u1-n1~"1J'il~DUlf11~ . 

fllL~~tlL1'il~n1ntJ~l~u1-n1~I11~'il~ 24 'lI).J. (4.40) fllL~~tI"1J'il~n1~~~'iltl1u~111YlU'l~~'il).JU~::: 
" 

~Cl1U~~U~'il~JitlilLL~~~r)I~I11~'il~ 24 'lI).J. (4.34) fllL~~tlJllul'ilL~~~~~"li'ltll~cJ1-ifu1-n1~L~'iln 
" 

l-nJl'iltll~~:::~'ln~Ulti (4.32) LL~:::€U~u~~Yhtl ~'il fllL~~m~'il~~IU'lULfI~'il~l~u1-n1~~L~tI~ . 
Yl'ilnu~u1-tnfl (4.24) LL~:::fllL~~tlfI'll).Jfll~~t5'~JlIUfI,}I).JLm 191~lUn1~1~u1-n1~t~m'l).J ~'il ., 

4.35 

il,rUI11'ilulUn11H~lu~L'ih19~1t1 (3.92) ~'il~~~).Jl~'il fllL~~tI'lJ'il~n1ntl~l~u1-n1~I11~'il~ 24 'lIlJ. 

(3.85) fllL~~tI"1J'il~n1~~~'iltllu~J)IYlU'l~~'illJLL~:::~Cl1U~~U~'il~JitlilLL~~~r)I~I11~'il~ 24 'lIlJ . ., 

U~:::fllL~~tI'jJ'il~n1~iiyhL~~~~~,j'ltl1~vilUL~'iln1-ifu1-n111Jl'iltll~~:::~'ln~ult1ilfllL~~tI~Lvi1nU 

(3.63) U~:::~~YfIt1Fl'ilfllL~~tI"1J'il~n1~il~IU1ULfli'il~1~u1-n1~~L~mYl'ilnU~u1-tnfl (3.46) fll . ., 

L~~tln11fu1~1~fu91-~~IUfI'lI).JL'il1191~1Un1~1~u1-n11 t~m'l).J f1'il 3.70 ... 
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. " . 
L~'flLmtJULYltJUPl'.l1lJLLVln~h~ ~~ 5 i1~ ~U~1 n~lJ[;]'.l~th~iin1~fU~Yll~fU'"l1~'"l1n1~U1n1~ . ~ 

~Ml~fl [;]'lLLtl~~1UPl'l1lJt.hL~'tlCl'tl (-0.85) ~~~~~lJ1~'tl [;]'.lLLtl~~1UPl'.l1lJ~1'tllJ1Un1~V1'tlU~U'tl~ . 
LL~::[;]'.lLLlh~1UPl'.l1lJL'tl11~ 1~lun1~u1n1~~iirt'.l1lJLLVln~h~'lJ~~fl1L~~tJln~L~tJ~nu (-0.67 LL~:: -

0 .65 VI1lJ~1C;)U) €UC;)Uui'tllJ1~~[;]'lL~tl~~1UPl'l1lJLLtlUflU (-0.54) LL~::~~Yf1tJ~fl [;]'.lLLtl~~1U~~~ • 

~1lJ1~()4'u~fl~1~ (-0.43) 

;~~1lJ1~mLu~1~dju 4 i1~ ~'tl ~~~m~lJn1~u'iJnui~ (Words-of-mouth) rt'.l1lJ~~1'"lHu1n1~ 
(Intention) PI'.l1lJflflul~'.luim1rt1 (Price sensitivity) LL~::~~~mnm1~~~~L1tJu (Complaining 

behavior) ~1lJ1~()Mtll~~1 • 

~q~n~~lJn1~U'iln~'il (Words-of-mouth) 

fl1L~~tJ'lJfl~n1~~l!u~uul~L~fluLL~::Pluln~~lJ1Hu1n1~fiu1m~€V1tUlJ~ LL~::fl1L~~tJ . 

3.85 VI1lJ~1C;)U) U~::~~Yf1tJ~fl fl1L~~tJ"1Jfl~n1~~~ lU~~~~"1Jfl~n1~u1n1~fiU1m~€V1 tu~nUrtU . ~ 

~U (3.77) LL~::iifl1L~~tJt~tJ1'.llJ~1U~~~m~lJn1~Uflnuifl 3.82 

::'11---~11).J91~ ~ "jfu~n1~ (Intention) 

fl1L~~tJ'lJfl~n1~Hu1n1~fiU1P11~€VI tU~uifl hl~n lU~U1rtVliifl1L~~tJ~~~~ (4.25) ~'tl~ .. . 
~~lJ1~fl fl1L ~~tJ'lJfl~n1~ Huln1~fiU1P11~€VI tUlJ~'tlth~~~1L~lJ~LtlU~::tJ::L'.l~1U1U (4.09) fl1 

L~~tJ"Dfl~n1~[;]~~ul~L~flnn1~u1n11fiU1P11~€V1tU~Ltlu~'.lL~flnU1nL~lJfl (4.00) LL~::€UC;)U~~ • 
Yf1tJ~fl fl1L~~tJ'lJfl~n1N::HfiU1P111€VI tU~~flltlu,j'~1~::ii;rfltitn~~1~ (3.41) U~::iifl1L~~U 

t~tJ1'.llJ~1UPI'l1lJ~~1~Huln113.93 
~11).J'ii'ilul "'161'il'il~1 (Price sensitivity) 

fl1L~~mlfl,m11Huln11fiU1f')1ffiVltU~LL,j'~1~::ij€V1~fl1finlJLi1UlJ~~~n~1n1~1~ .. 



n'yJn~tt~ttLr..~~ftt ~n1 ~~~L~Ln!J.tLuf.I1!-VLUuL~ttUI1141 ~t BMt'~ttLr..l4I1'y 

no 
ttr..~11141~n1 ~~~Ll4Lng~LUf.rnLUB~~U.vttLr..~ L~I1M £ ~nL~~ttttb3I1Bb3l4lAtLUL~B~' 

n,YJn~tt~ttLr..l4!:Sr:t ~n1 ~~~Ll4 Lng~LUf.I1!-t SLUn t~ttLr..l4I1,Yttr..~ 

11141~n 1 ~ ~bLl4 Lng~ LU~l1bLUB~ ~U.vttLr..l4::~m ~n 1 ~ ~bL~ LngtLuf.I1H tt~'bL UttU u~b MI1'y 

no 
ttr..bI1141~ttn1 ~~bLl4LngtLUf.l1bLUB~~U.vttLr..l4 L~I1M G ~nL~~ttttb3I1Bb314lAbLUL~B~' 

(9£ 

::~mBk) nl4 vv~ nr..nL~nB~'B~t'.f~ 9-v bLUf.I1!-VLu~ttLr..l4~::~m (goSS ::~mBk) n~ £GG nr..nL~ 
" . C1 S L~uuLttnLnLtt~n1~~bLl4LngbLu~l1!-t!1mtnr..~t'L[lBr..~tt~U ~BbLUf.I1HtLUttbw~bM . 

!:S t'l4 t'11~" bLUf.l1bLU B~ ~ t BMt'~ttLr..l4 !:Sfttr:t'.fl4I1}~bLUn l.H~t'L[lBr..~ tt~U L~ttLr..l411 Ltt11.B~nl\ 
" ". I 

. " l1~nlJ' L~!:S t'L[lBr..~ tt~ U t'B II. t'f. ~11.f~t~kl1.fbLU::~" t'~11.14 L~ ttLr..l4 t'L~11.::bl1l1~' I1I1W'b LUUL~~t 

~~t BMt'~ttLr..l4I1~~' L~UL~t'BU' n,YJn~tt~ttLr..l4 ~ftt n~~n1 ~~bLl4LngbLuf.I1~VLun1.~ttLr..l4 
I • I " I 

.. .. 11'yl4 Lllf.l1tl t'B 1& ttr..bI1 141 ~1. BMt'~ttLr..l4t'L~11.::bJn~tt~ttLr..l4nr..~ Sooo 11~::b~~~b3t'LlArn~L~ 

I1~L~!:S::~" L~t'LJ:nB~::~"ttLJ:n,Yt'b~t'LlAn1.n,YJn~tt~ttLr..l4~ ~n1~~bL~LngbLu-tI1Htt£1 
. . 

bLuttuu~bMI11ll4Lll~I1~t'Bl&ttr..bl1141 ~1. BMt'~ttLr..l4 L~I1M ~ ~nL~~ttttb3I1Bb314lAbLUULb 

~ 

nL~~tttt~I1@'~~Lum S IAnr..~ 
-I'" • 

6GoG nl1b1t'BbbLuttbW 
... " 

~ bMnL~ ttr..bl114111~~ 'L~ !:S::~" (~OOG) ~nl ~~bLl4 LngbLU~l1bLUULbL11.ruDI1MUL11.~n~ 

bLl4Lngt'Bl&nLt'unMl1unl1b't'BbbLUt'BII.I1~~'Ll4 Bl4 1!I~t'~nl1b't'BbtLUttUu~bMtt~"l4~L~I1~~' _ _ ,.." ~ I P p;." ... /W. 0,... . . . 
L~::~'1 (g ~ °G) L n~nl!1I1,Y~nll4~bLl4LngbLU~I1I1.fbLun1.I1M~L11.ruDt'~B~UBl1bLUt'BI&I1~~'L~ . .. 
B~Lttt'~t'Bb (69°G) ~ttnl ~~bLl4LngbLUf.l1tLuULbL11.ruDI1Mru~L,I}~n~bLUf.I1~1.nLt'u~MuLb 

bLu-tI1Hl1tnl1~I1'::~bLUt'Ba.I1~~'L~ B~ I!I~L!!lnl1£.'t'BkbLUttUu~bM!:S~"l4~t'~I1~~'L~ • I I I 

(JO!l\e4aq 6u!u!erdwoJ) nB~'t'@,,f!.Lutt!.!.u~llt.1. 

g ~ O£ Ll!1LbB~r..11.tnB~ttLr..l4nL~ttr..bI114111~~'L~::~" (u °G) U~bLl4Lng 
. 

nLt'U~MUL~bLU-tI1~1.l1tl1~U::~~ru~ r..~"~nl~~bLl4LngbLU~I1~1.I1l!1'UL~t'~11.I1~~'L~ B~I1L~ 

l4 ~1114n~ (Ot'£) nLt'u~Mt'GILtLU-tl1bLUU Lbt'L~u~"~ttnl ~~bLl4LngtLuf.l1bLUt'BI1.I1~~' L~ B~ 

Ol 
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" >-

m ~~ n1!t1~4' til UI")1\lU LtlUn1~~ n1!t1n\l fl')1l.J ~l.J~ufi'll'a\l fl')1l.JYi\l~ 'a l~ LL~:; 1"I'l1l.JJl n ~'lJ'a\l 

~u1tnl"l~iJr;i'a~~~nnl.Jm~1iu1n1~fiU11"111fl(;1LU~ 1'll.J1tJn\l~n1!t11"1'l1l.JYi\l~'al~'lJ'a\l~u1tnl"l 

~1~~1nmmEtiuLYltlu~~r;i1\l1:;~~1\lfl')1l.Jm~~1'\lnum~1u~~1~1u~1\l~1nn1~U1n11fiU11"111 
" 

" l.J1'ajhJntl~~ l~~\lu 

o 

~'lUYl2 1"I'l1l.JJln~'lJ'a\lc!u1tnl"lr;i'an11H'u1n11fiU11"11~,g(;1LU~ 
" 

fiU1m1fl(;1LU~ L(;1m'il~1:;~1UI"I'l1l.JU1L~fln'a (Reliability) ~\l1.h:;nflu1tJ~'lti n11iJl.J1(;11~1ulu . u 

n11l~u1n1~ 1"I'l1l.JthL~'anfll.hlt)1~lUn11l~u1n11 LL~:;n11hiLl"ltlt3~~~1(;11Un111~u1n11 

L ~fl\l~1niJ 1"I'l1l.J LL(;1 n r;i1\l'llfl\l ~1 L 'il~ tll")'l1l.J 1"11 (;1~1'\l LL~ :;n111u~~1~1u~ 1\ll.J1 n~~ (;1 LL~:;~1 n LL U'l " . 
~(;1"nfl\l Lovelock LL~:; Wright (2002) ~mi1'ln\lfi1ii~fiU11")1~1 fi1ii~fiU11"1114'(;1Ltlun11U1n11~ . . . 
iJ~n1!tru:;~4'u~fl\lh.jl~LL~:;rifll~Lii(;1t.1~t~tI(;1NnuYlm~u~hj~1l.J1~[l4'u~fl\l1~'lJfl\lc!Li11U .. 
u1n1~ ~\ltiU~\liJl")'l1l.J L~tI\llUn1~~ (;1~U 1 ~ 1ifu1n1~~flUi1\l~\lc!u1tn 1"I~\l fhu\l n\l fl')1l.JU1 L ~fl nfl .. " 
'IIfl\l mru1n11L~fl~ (;1 Ft'l1l.J L~tI\l~~::Lii(;1~uLrifl ~ (;1~U 1 ~ 1~u1n11 h.j~1~:;LtlU~1U'lJfl\l n1 ~iJl.J1(;1~ 

~1ulum~1~u1n1~ n11hiLl"ltI~(;1~~1(;11Un111~u1n1~ (Kotler, 2003) Ufln~1n;1(;11l-JLLU'l~(;1 
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"lltl~ Ram (1989, as cited in Annam & Yallapragada, 2006) tT~1~mi1'ln~i1"9mifl~fI'l1;JL~tJ~ 
~11uu1~flf~mjJ;](;l~ul"H'u1mjtl1"'"l::i1f1'l1;JL~tJ~Lil;JIL~mitl~~'ltlLLf'l::djut.Jf'lYi11~m1;J 

thL~tlntl"lltl~U1mjf'l(;lUtltJf'l~ Ram tT~1~L~utlm1;JL~tJ~ 4 tlth~~Yi11~Ln(;lmjc;itl~huut)lnmj;J 

H~'ltJ Fltl m1;JL~tJ~lu~tl~mjli~1u (Functional risk) fI'l,;JL~tJ~vn~~1ULp\jM~n" 
4!1 

..J .... -: "" __ 
(Economic risk) fI'l1;JLfW~Vl1~fl~fI;J (Social risk) LLf'l:: fI'l1;JLfltJ~Vl1~(;l1U"In'lVlm 

(Psychological risk) ~~"1n t.Jf'l c;i1~~;J1 nnritl1"" ::d]ut.Jf'l ;J1"1 n mj hi L ~11" fI'Y~ ;J fI'1 (;l~t)~'lltl~ ~ 
u1tnfl'lltl~~U1~1j~~d:lut.Jf'l1~n1j~~;Jtluu1mjhjm~riufI'l1;Jfl1(;l~t)~ ~1tltn""::Ln(;l'"l1nmj~ ., 

(1990) Lovelock LLf'l:: Wright (2002) Parasuraman (1985) ~1~nft1'ln'Hifl~'llfl~-rifl~~1~"llfl~ 

flNJlTrimjU1mj LLf'l::~'ltJmj~mjU1mj~L~flVljtlumqdjumjU1mj~~u1tnfl~1;Jlj()Li1n~ . ., 

Uflflf'l (Norman, 1998; Shneiderman, 1998, as cited in Partricio et aI. , 2003) . 

~1U~~~fl1;J1j()9Ur;ltl~1~ (Tangibles) ;~th::ntluhJ~'ltJ mjLUu~tlnn-w~i1f1'l1;Jiufl,rtJ mj 

fltlmLUU~U1"tl~m;J1::fl;J thU~1tJ -D(;lL"U i1tltlnmr~L~tI'litl~lumjl~u1mj~1~fumjflfln • 

nLUUL ~ijtlUJ;]'l LL VlU 1 Umj~tl~1j Jl1tJUtln d:lU~~~~1;J1j() L i1 n~ ~U1tn fll~"1 n mjfu~Fl'l1;J ~~ n ., ., .. 
~ ,~ 

11~"1nmj;Jtl~L~U mji;J~~ mjl~u ;~iitlLUUtl~Fltlj::ntluYlu~1U'lltl~mjfu~ (Assael, 
4!1 .. 

2004; Schiffman & Kanuk, 2000, 2007; Solomon, 2007) LL~::ntlLuu-ritl~Vl1~LLmlumj~~c..hu 

mju1n1jLLri~u1tnfllui1""uun~~L~ul~~1fijn"fiu1f11jc;i1~~~LuULLf'l::~mtJ1;Jlumjfl~1~~~ .. , , " 

~fl1;J1j()9Ur;ltl~1~tltiL~;Jtl i1mrufutlNtltlmnr ~mu~lm(;l(;lLviuLL~::l1Ufl,rtJtltiln~tl(;lL'lf'l1 .. , " '" 

. Lntl~"1mtl~m~tnrLflu'litl~Vl1~u.jn~~nA'1;J1i;J~~ (LLU~rl1V1tJ~~1~"~"ll1tJ, 2537) ~nMN::Vl1~ .. .. . 
mtJJl1~~tl11n!)~~ntld]ui1"9t11umJt)~flNJl1~~'lti hi~1,,::Li1u~nMru::Jl1tJUtln"ll'fl~J;]'l 

Lrl1tl~ mjtltlnLLUU~l1'U~,rtl"lltl~Lrlitl~ LuultlVl1;JLLU'l~~"lltl~ Parasuraman LL~:: Berry (1991) 
" . ......... -..... ... ... 

Utln"1nUtI~;J~1U'l"tI"lltl~ Athanassopoulos, Gounaris u.~:: Stathakopoulos (2001) Vm~1'l()~ 

J;]'lu.tl1~1u~~~~1;J1j()9ur;ltl~1~wn~1 ~u1tnrl~1;J11(),,~r.l1~~~fl1;J1j()4'Ur;ltl~'l~r;l;J1nn~1 .. 
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~'lU~'lLL1.h~hUPI'lI~~~/m.Jlum?(;l~u~U~-.1t;j~cn-nu1-m? (Responsiveness) ~-.1 
" 

u?~n~uhJ~'ltJ m?1,xu1-m?1~mh-.1?'l~lL1'lnul'"1 ~1~I?m~U?~tJ~L'l~11um~1,xu1-m?~uuu~U , 

1~ vii l,xhir;l~-.1?~ LLCl'lUIU ?'l~ 1 un-.1 Ll"i~~-.1 hii ~-n~-.1U~tJ ~~~~ l,xu1'm?L~~f) U~~~'l UU?~IU 

FI'lI~Lml'"ll~lum?l,xu1'm? (Empathy) ~-.1u~~n~u1u~'ltJm?51iu(;l~ulum?1-n-.11U~L;hl'"1~ltJ 

m?LtJ~ l,xu1-m?(;l~~~ 24 "l!~. m1~-.1~tJlu~111~LL'l~~~~LL~~~rnu~~u~~f;I.ntJiJLLf'l-.1f'l~I-.1(;l~~~ .. 
24 "l!~. 51y'h L~~~-.1~"li'ltJ l,xvhuL~~ n Hu1nI'11~~tJl-.1 ~~VI'ln~ultJ51~IU'lULfi1~-.11,xu1'm?~LY4tJ-.1 

~~nu~u1'tnFl 51,",IL~~tJ-n~-.1~~t;jI-.1?~~~I-.1F1'lI~FlI~~t)-.1U~:ml?fu~~1~fu'"l1--.11n~L~tJ-.1nu linn .. .. 

u1-tn Fl9-.151 FI'l1 ~ 1"11 ~~t)-.11 U?~ c;iu~hi ~ 1 n Ln~ L YltJu nu ~'l uU?FI'li~ l"11~lMt)-.1 ~IU~U1 ~1'"1 ~ 1Jlfu 

Pilllim~nLL~~mmU~Ulm?u1-m?t;j1~11~'"IlmPli~-.1€(;ltum; '"Iln~~m?~4'm)~~ ~~~~~ (;l1-1.JU 

~1 (2547) tT-.1n~I'l~Ie4u1-tnFli1F1'lI~FlI~~t)-.1t;j~m?Lml'"11~'"Iln~lJn-.11ul,xu1'm1"1J~~fiUI1"111 
" 

lum1(;l~u-n~inrn~ LL~~LL11tJC1!~IL~tJ'lnU~mn~t;j1~11u1~c;iu~~~n~I~1ii'"lm1u1-nI1~u1 
u~n'"lln;1 mmu~ult~tJUFlFl~ m~LLU'l?1~"1J~~ Chase (1978, as cited in Annam & , 

Yallapragada, 2006) tT~1JlL~U~rjl LL~'"I~51m?HLPli~~rJ~LL~~m?51~'lu1'l~'1I~~~u1-tnFlL-nI~1 

LL'YIU~m?u1-nl?-n~-.1~lJn~lu LLt;jFl'lI~~h~ru'1J~~~lJn~lwitT-.1F1-.151~tJ L~11~e4u1-tnFlul~~ltJn 
~ " .. 

r;l~-.1m~Hu1-m~'"Iln~lJn~IU1'l~nULFli~~€(;ltU~L~~r;l~-.1m11~fuu1-m11uu~"1J~-.1 FI'lI~~111~ 

LL~~m1(;l~Uf'lU~~ ;~LFli~-.1€(;ltU~t;j1~1 hi~I~11Clv'i11~ L"liuL~tJ'lnUUU'lRf;I"1J~~ Zeithaml LL~~ 

Bitner (2003) ~mh'lrjl ~u1tnFlr;l~~m1PiILLu~UI FilmnMl LL~~11tJ~::L~tJI"~U1 ~L~tJ'l;r~~nu 
" m1u1m1 ~~lJum11~fuu1-m1'"11n1JFlFI~9-.1~1~11Cll,xFl'lI~~~~~ 1'"Iuri~u1'tn Fl1Jl~lnn~1 , " 

U~n'"ll n;1tT-.1iJtJ'"Ir.rtJ~U1 ~51 ~~ t;j~ PI'lI~~-.1~~ 1 '"I-n~~ ~u1-tn PI vi~ ~'l UU1~IUPI'lI~~~~~ 
lum1(;l~u~u~-.1 u~~ JlluPI'lI~Lml'"11~lum11,xu1'm1~n~'ltJ L"liU LLU'lR(;I'II~~ Zeithaml LL~~ 

Gilly (1987) YltJmll-.1ti-.11U~lu~4'tJ'1J~~ Curran LL~:: Meuter (2005) ~mil'l~1 ~U1'tnPlUI-.1F1U51 

FI'lI~~~~~1 m1~UnU"1J~-.1m1u1-nl~n~LtluU1::f'lUm~nr'YII-.1~-.1P1~ u~::Ltlum~~~vi~~~f'l11nu. 

~~~~I-.11.JFlPI~LVh~u L'YIFltut~uv'i11,x~'4Mu~C1!L~tJm~iJu~~~~ufit;j~nulu~nHru~"1J~~m~ 
L~~C1!~UI ;-.1m~51ull~~~ufinu~::~~I~1.JFlFI~n~Ltlu~rul"il"1J~-.1m1u1'm1 (Bateson, 1985; 

>-

Oabholkar, 2000 as cited in Curran & Meuter, 2005) u~n'"llnil Zeithaml u~:: Bitner (2003) 

tT-.11~nfil'lL~~L~~~n~1 L'YIPltut~ULtlu~~~FlnFlI~FI'lI~LtlU~'lU~'l'1Jf)~~u1tnFl ;~f'l~~FI~~~nu , .. 
~IU~4'tl''1If)~ Mick u~:: Fournier (1998 as cited in Curran & Meuter, 2005) ~~u~lm~l-n 

L'YIFI tut~U1um? 1,xu1'm?v'i11,x~u1tnFlul~FlULn(;lFl'lIl.Jn~'l~ u~::LFlffi"num11-nu1m1 t~tJ 
" 
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~'lLLtl1~1um1~LLl.lU'flU (Assurance) ~~tl1~n'flultl~'ltJ n11tl1~l-1tT~L'l~1 n11 

1~u1n11~nnl11'fl~LLlJuu1L~~'fl LL~~cn-nU1n11LtJUr!PI'lUPI~n11U1n11~'ltJ~'lL'fl~ nrhL~~mJtl~~~ 
" "" 1 

LVlPltut~~~LtJuU1n11~~U1LnPln:a~1~lUn11HU1n11t~tJllJl11'fl~nn11tllj~~~ufil-11'fln11 

"li'lml-1~'fl'"l1n~un~1ulun111~u1n1~~LtJultl(;11~LLU'lf)~'lJ'fl~ Meuter (2000) L"liU 

ATM E~~1,rU-rr(;1tU~ 1~UUtVl1~~vl€(;1tU~ LtJU~U ;~LVlPltUt~~~U1~11-n1Un11U1n11i1'fl 

1~r)1LijuLVlPl tut~~n11~'fl~11~tJ'fl~1~r!u1LnPl~~1~n11u1n111~'flth~iJ:a~1~t~tJllJl11'fl~ 
" , ~ 

~ ~ - - ..:.I oQ_ . . 
Lnm'lJ'fl~nU~Un~1U U'fln'"l1nU~1U'l'"ltJ'lJ'fl~ Bitner (2001) LL~~ Bateson (1984, as cited In 

Joseph et aI., 1999) tT~~Ur)1 iJ~U1LnPl~1U'lU~1n~~'fl~n1ntJu~mUI"J~n11U1n11 L~11~ 

~1~11n LL~ ~~ n~ PI'l1~nilM~ lUn11L~'fl n l-nu1'n11'1J'fl~r!U1Ln PI mil'flULuur! mUPI~'flti mu'fl 
" "., " 

n11fuiVil~fU'"l1~iJri1L~~tJ~~1nr)1P1'l1lJ~1~~.r~luVJn1 ~1U L"liuL~mnULLU'lf)~'1Jtl~ Terry 

(1992) ~1~nfi1'lr)1 ~'l1~~~~'fll'"l'1J'fl~r!U?LnPltJu '"l::iJ'1J'flUL'1J(;1LVi1 1 nUPI'l1~Pl1~~.r~"Dtl~r! 
" " 

• I ." 

u?LnPlllli1 [;)'fl Lil'fliJ~~tl1:: ttJ'I!UYldju,,?~ (Actual Benefit) LL~::~~tl1:: ttJ'I!UYhUU"l1~n1~Ln~;u 

nur!u1'LnPl ;~~~~1~rutlti~r)1P1'l1l-JPl1Vl~.r~1I'fl~r!U1LnPltJU 'flti1U1JtlUL'1J(;1"D'fl~PI'l1~LUU"l1~~1tl " ., " .,,, 

'W ~1tlLuuLY;tJ~LL[;)~~lU~~~Fl~LvhtJu ~~~'l1~~1~~.r~lu1::~u~~~PI~ (Ideal expectation) 
• " , • I • 

~'flFl'l1~Fl1~m.r~lu~~uu 1 r)11.l1Lilultltlti1-l~Yl~rn ~1tl111tJ1Ui'~mun1nuYl~Yl~rnlu1::vluYl~ 

L~tJ~~~rnLYh~,ru"l::Lilultll~ Utln"l1ni1LLU'l~rn"D'fl~ Oliver (1980) tT~1Ilnfi1')n~PI'l1~Pl1Vl~.r~r)1 • 
~-l~U1LnPliJFl'l1~~1 Vl~.r-l~1mvh lrni1iJLLu'l tw.,~"l::Lnrn Negative disconfirmation ~tl Fl'l1~llJ 
... J".~ "'" .. .:.... _" I ".,J ... ~-l'Yitll"l~1n1JULVl1UU LLfl::mtJU1 LnFltJ-l~Fl'l1~~1rn~'l-lUtlmVl11rn LLU'l t U~Vl"::LnVl Positive 

" 
~ " ~ 

disconfirmation ~1'fl LnVlf'l'l1~~-l""tll"li1"l::iJ~1n;iu£;n~~1 "l1n~1u~m~n,;)4'tJPlf-ln tn4'tJ~Ur)1 " . 
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~~ UfllJru lwut)(;lm~lJl~lJ1 L~fllUth::;~VlfiI11~'lJfl~~UmnrVn~LVlI"l LULflU flfl~l"l~fl~ntJLLU,)~~ 

'lJfl~ Roger (1995) ~mh,)~1 ~tJ1'l11I"l~fl~lutJl"l'lJfl~iffl'.Jfl,j1,)fl1~~1"l,)1lJL"1ryn1')"n!1'lJfl~ 
LVlI"l LU LflU LL Vlm~lJflt.ilun1~~1 L UU~~U1 ~~Yi11~~~n~1tJ~U1Jlru'Yl1~lJ;1Lif1nu l~~ntJ~nm U1'lJfl~~ 

~ ~ ~ 

n1~Lnrnl"l,)1lJllJ~~~fll,,~ul~ U11lJLLU')~~'tIfl~ Meuter LLfl::;l"lru::; (2000 as cited in Curran & 

Meuter, 2005) ~nrh')(i~~fl~f'lru111~'tIfl~n1~tJ1n11~1 ;j~,)u'lhulUn1~L~fllJLU~~~~m~lJn1~Hf 

LLfl::;I"l,)1lJ~~~fll,,'tIfl~ ~tJ1'l111"l llJ~1,,::;Li~luu1::; LU"l!,r~~tJ1'l111"l1~ru n1~ l-n~1u~~1U 1"l,)1lJiJU~::; 
~ ~ 

(63.8%) ~tJi1ry~1"1nn1~1-ntJ1n1~fiU11"l1~t1U1 LU~~~~U ~~LtlutJfll~Lnrnl"l,)1lJllJ~~~fll" lu 

f'lru111~n1~tJ1n1~ LL~n6~I"l~iJ~~~m'~lJn1~HtJ1n11fl~ ~Li:lUL'liunm"~::;LtluL'liU~1U~r.rU'tIfl~ 
Zeithaml LLfl::; Gilly (1987 as cited in Curran & Meuter, 2005) ~~tJ~1 ~tJ1'l11l"ltJ1~l"luflul" 

Lriu~LL~U1::;LU"l!,r~,,::;1~"1mVlr1Lutflu LLfl::;n6~r1~i1~~~m1lJn111-iff)nvifl'uLuJ,,::;iJ;rflij~~fl1~ 

U1~ LLvin(ifl~11~u1::; LU"l!,rlJ1nn~1~~lJfl~;r1lJ;rfl Cj~Yifi1~,rU11u 



~1n~lJlJ~~1U~ 2 1"l'l1lJn n~iJl"l'l1lJ~lJ~ufinul'l~~m1lJm1 H'u1m1fiU11"l11'tl~ tUlJ~ 

YlU~1 Yl~ ~mnm11Ut)nuit) LL'C'l::1"l'l1lJ ~~ 1~ lum1 H'lJ~m1'lJt)~~u~tn l"liJ Fi1 L il~u~ln~ L~U~ nu 

9~t)1"l"l::n~1'l1v1rj1 ~u~tn l"liJ 1"l'l1lJ ~~ 1"l~"l:: H'u~m1fiU11"l11'tlf;1 tu~uit) hJ LL'C'l::"l::ut)n uit) n~ .. 
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~t)~'lJt)~m1U~n11nUI"lU~U1 t'i'lUv11Um1lJtlt)ul~'luim11"l1 YlU~1~U~tnl"liJLLU'l tUlJ~"l::n~u1tJ 

l-nu~n11~1nYlUn~1U~n ~1nm1u~m11ul"l¥~,juLuum11UU~n11'Vl1~n1n1u~(;]t)~m1.-i1~LL"l~ 

LLU::U1 ~1t)1"l'l1lJ,ruh~~~"l1n~1v11uu~m1U~'l LL'C'l::~@lVhu ~t) Yl~~m1lJn11jt)~LtUu~iJFi1 

Lil~UUt)U~~@lLLI1i~lJ1Um1lJrj1iJYl~~m1lJn11~t)~L~UU~~~ t@luLilYn::t)th~~~~u~tnl"l"l::ut)nuit) 

n~i1C1J~1~YlU 1 um11UU~n11fiU1m1'tl~ t ulJ~nUI"lU~u1 LLuiCJ'C'l~t)~ ~m~1t)~lh::nt)un111v11u 

lJ'm::LuuCJ'C'l1u(;]1U'C'lU L"liuL~EJ'lnU~1u~9U"lJt)~ Boshoff (1997) ~YlU~1 Lnt) 1@lri~1lJ~~u1tnl"l .. 
Lii@lI"l'l1lJhJYi~Ylt)1"l0lXu~n11(;]t)~llXl"l'l1lJ~1~C1JlumnLni1C1J~1 (Recovery) ~Ln@l~UrlU~ 
u~tnl"l Ltit)~"l1nl"l'l1lJhJYi~Ylt) 1"lt11"l"l::u1 hJt'imnu~uu~1U ~1t)'C'l@lm1H''C'l~ LL'C'l::t)1"l"l::Ln@l . .. 

. . _ ." • ~ _41 __ , <ICIIt. ",lOll "'. 

"l1mLU'lI"l@l'lJt)~ Schultz (1998) 'Vln'C'l1'ltNI"l'l1lJJln@li"J1 1"l'l1lJJln@l~t)~11~UI"l1'VlLLYl"l1~ 

"l::v1t)~iJ~Uti1UlJ1"l1nl"l'l1lJCJn~u~iJuit)~11~U~1 (Brand commitment) hn..nLLFiLYlu~m~t) .... .. 
f;111~U~1tiULYlU~tlth~L~EJ'l t@lum1lJCJn~utiuiJt)~~U'l::nt)u~~nt)ti 4 U1::m1~t) (1) 1"l'l1lJYi~ .. .. 
Ylt) h lu~u~1~1~U~1~1lJ11Clf;1t)u~Ut)~1"l'l1lJ(;]fl~n11'lJtl~~u~tnI"l1v1 (Needs satisfaction) (2) .. 
91U'lUI"l'l1lJth~ul"lluuui'C'l::u1::LJlYl~U~1~iiuitl~u~tnl"l (Involvement in category) (3) ~nu 

Jl1Yl'lJfl~f;1'l1~U~1~U~~1lJ11Cl~11~ 1"l'l1lJl.h~U l"luifl~u~tnf") lv1 (Attract of alternatives) U'C'l:: .. 

L~EJ'l (Intensity of ambivalence to change or alternatives) "l1nm1U~m1'lJt)~fiU11"l11flf;1tu~ 

tiUYlU~1 fi'ln~fiU11"l1'l1v1iJmnL,)~iurlun~"litl<l'Vl1~lum1u~m1'C'ln~1v1'lun'C'lu'Vlfi~'C'l1n~'C'l1U iJ . .. . 
m1H'LYlf")tut'C'lUlJ1LUULl"litl~;;t)~1~cylumnU1um11lXu~m1 u~::L~tlllXn11u~m1,ju1')r;)L~ 

" ~ul,)lJ1n;u (1::~Yl1 fII"H1U1. 2548) fi1n~m1U1m1'lJtl~fiU1f")1~~iimru1u1uLLuum1u~m1 . .. 
...; "11 ...... J' !:. .J !"l 

LYltlUn CY~1U~::f;1tlU~Ufl~f")'l1lJf;1tl,m11'lJtl~~nf")1lJ1n'lJU (Meuter. 2000) 'Vl~'VlLuULilYl1::'lJtl~ 

fiU1f")1'lLtl~U~::LUUf"),)1lJi,)lJ;;tl1::~~1~fiU1f")11 ~::L~ul~ir;)~1nmn;IijJU1u1::~'VlfiJl1Ylm11lX 

u~m'ltlth~~tlLrltl~ ~lJ~1nm1~lijJu1Lf")1tl'hullXLtlum'l1-nLf")1tl'hui,)lJ (ATM Pool) ~n~1 .. 
~1lJ11Cll-nu1m'l Yi1'l1Um'l~1~1'V11~m'lL~UthULf")itl~ ATM ;J1lJfiU1f")1'lrlulv1 ~1m~tlritlU 

91rl@lUFiL~U~Lf")itl~'lJtl~fiU1f")11~fjn~1iiuClJ;jLvhtiu (~lJ1I"llJ~mUUm'l ~m~t1n11fiU11"l11U~:: 
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n'wL~u1vltl, 2547) r,nnm~~iJm~~w.JUI~:;UULL~:;'lifl'lVlI'11unl~fuu1-m1~~~ln~~ltJfll"dJU 

tJ~ l~nfilJ~'lflth-3 hi Ln ~FI'lllJ tJ n~u~flm~u1m~fiUI FlI~tl r;) L U~ LL~:;~-31ui1""uufi~n" 
"" " " 

fiUIF11~niJn.hLuumru1m~~FI~ltJnu ~-3ViI1~~u1-tnFlhiiJFI'lllJIln~lur;)11~uFhl~L~tJ~1fl":; 
" " 

LtI~tJUr;)11~U~11~r;)~fl~ L'l~1 cJhtJi1"9tJVlI-3m~r;)~1 ~ ~1-3 1 ViI1~~u1-tnFl h.iL~UFI'lllJ LLr;)n~I'1 

~:;~~I-3LL~~:;r;)~I~U~11um~~~~ul"L~'Eln~fl~U~1 (Aaker, 1996; Maven & Minor, 1998) u'Eln 

"1 nl11 UL1fl-3"11fl-3 L 'l~Ifl1" LilU~'luViI1 ~m 1~9 tJ FI f-3nYiU~1 fl'lllJIl n ~hiiJ FI'lllJ~lJ~ufinuYi ~ ~ 

m~lJm1H'u1-m~"1Ifl-3nfilJ~'lflUI'1~-3~ Maven LL~:; Minor (1998) L~Ufl~1 m~~~u1tnFlLn~ . " 

FI'lIl.J~-3Yifll" LL~:;iJn1~ H'flUI-3 ~flL tifl-31 u~U~I~1'E1u1-m~ Ltifl-3"lntl~:;~u~ L 'l~11 Um~'EI~I~U 

~11~ ~fl-3 L~tJ-3Vilm~~~~u 1" 1 ~~ LL~:;~t1 LLUUm~u1n11fiUI FlI~ lui1""uunflIU'ltJFI'lllJ~:;~'ln " . 
LL~:;iJm11~u1-nT1r;)~fl~ 24 "lllJ. n1~U1n1~fiUIF11n.huVlI'1 LVl~PfYivl~'1 LVl~PfYivlfi1~lJm LL~:; 

LVl~PfYivl;jflnfl nl~u1n1~rJIUVlI'1~ULVl'ElfLUVl YJnVi'YJnL'l~1 ~-3 LilutJ~ 1~~u1tnI"lU-3iJYi~~ 

m~l.Jm11-n~~ltJ~t1LLuu~flm~u1mru~:;L11VlL~mnU 
" 

"lnn1~~nM1~IYi~~m1lJn1~1-nu1n1~~liJFI'lllJ~lJ~ufinul"l'lIl.JIln~lJlmJ'EltJL~tJ-31~ 

ViI1~~9tJYiU~1 FI'lllJ~lUn11 H'u1n111~1~iJFI'lllJ~lJ~ufinu FI'lI~Iln~"1Ifl-3 ~u1tn I"l ~-3"ln 
" " 

LLU'l~~"1I'EI-3 Keller (1998) l~mh'ln'ln1~i~FI'lIl.JIln~~flr;)n~U~I~1 m~t)~ luL=n-3Yi~~m~lJ 

~1l.J11ClVll~"1 n91U'lUI"l f-3~~fl~1 ~-3 ~u1tn Flfll"~fl~U~1 ~'l tJ m r;) tJ ~ ~'lU~'l~1'E1~'EI LVl tJ 1~1~~ ~ 
" " . 

nI1~nM1~9tJU-3YiU~1 nfil.J~'lflUI-3iJLLU'l LUlJ~":;nftult1Hfu1-n1~lnYiUn-31Ul~u1nl~tln ~ft-3 • 
"ln~LFltJH'u1n11fiUII"l11flr;)LU~ LL~~In1~14fu1n1~fiUIF11~tlr;)LU~,,:;~iJi1ClJ~lnr;)ll.J ~Liju 

L"liunm"":;LiluLYi11:;L1'E1-3"11'E1-3i1"9tJ~IUftmtnJ:;t1~:;"llln1 "llil~"1Ifl-3n1~viILilun1~I-3nl~L~U ~-3 
., 

''In-31U~9tJ"1Ifl-3 Patricio, Fish LL~:; Cunha (2003) YiU~1 i'lftn~nJ:;th:;"lllm LL~:;"llilVl"1lfl-3n11 

vii Lilum~l-3nl1L~U iJ~'lulun1~LL~ Vl-3flflnVlI-3Yi~~n11lJ"1Ifl-3~u1tnFllum1L~fln H'U1n11 Ufln 
., , 

"lnilu-3iJ~IU~9tJ"fl~ Solomon LL~:;FlnJ:; (1999) Yi~I-3n-31u Patricio LL~:;FlnJ:; (2003) -)1 "llilVl 

"fl-3~U~1 LLfl:;iur;)flulum:;u'lunI1~~~ul" ndjui1"9m~lricylun11L~fln1-ifu1n11~:;~~I-3 
LFl1fl-3tlr;) LU~nUYiUn-31Ul~U1nI1~'ltJL'liunu LLfl:;U-3iJ-31U~9tJ"fl'l Levinthal LLfI:: Fichman 

(1988 as cited in Eriksson & Nilsson, 2007) ~YiUrjI1::tJ::L,)flln111-i-31U~tJl,)UIUl~1~iJtJfl 
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Ji'1UI"l')1~ ~~ 1", H1J1n1~;~11~:;n'tlu 111 Ji'')tJ n1~ Hu1n1~fiU1m~'e1f;l t u~"i1'tl[h~~~1 L~~'tl LiJu~:;tJ:; 

L ,)~1U1U n1~r;ltn~U hL~'tlnn1~u1n1~fiU1Fl1~~f;l tu~ LlJUr;l') L~'tln LLm L~~'tl LL~:;n1~"':; Hi' 

fiU1Fl1~'e1f;l tu~(;]'tl111LL~~1",:;iHf'tl~tnYl~1tn i1r11b~~tJ~~~tn .. . 

5 i1~ YlU~1 r11L~~tJJi'1Un1~fu~i1r11L~~m!'tltJn~1Fl,)1~mtn~1'~~~ 5 i1~ 9~mh')1Ji'~1 n~~r;l,) .. . 
'eltJ1~ hJiJFl,)1~~~Yl'tl1", (;]'tln1~U1n1~fiU1Fl1~'e1f;l tu~~ LL~:;L~'tl ~m~1Li'tl~ 1"l')1~.nn ~'1I'tl~ n~~ r;l') • 

'tlth~ ;~11~~n'tlu111c1i'r.Jt.J Yl~~m~~n1~U'tln(;]'tl (Words-of-mouth) m1~~~1",1-nu1n1~ 
(Intention) Fl,)1~~'tlu1~,)(;]'tl~1Fl1 (Price sensitivity) LL~:;Yl~~nn~n1~1'tl~L1-t.JU (Complaining 

behavior) YlU~1r11L~~tJttnm,)~'1I'tl~Fl,)1~.nn~'tlci1u~:;r;lu111Un~1~ (3.36) .. 

Un~'lI1n11Ji'1Un1rf;l~1tn 1Ji' L~U'tl LLU')f)tnL~mnu m1~~~~ufi'lJ'tl~Fl,)1~~-3Yl'tl1", LL~:; 

Fl,)1~.nn~'1I'tl~t7u1LnFlHr.i1U,)U~1n ;~LLU')f)tni'i')u1~nJLL~tn~1~L~U~1 ~~Fl,)1~~~Yl'tl1"'LL~:; 
v ~ 

fOl,)1~.nn~rliJFl,)1~~~wufinu r;T~LLU')~tn'lJ'tl~ Irons (1997) ~1Ji'L~u'tl~1,rnn1~f;l~1tnfOl')~m:;~,rn 

ii~n1~~~1~ Fl,)1~~~Yl'tl1", 1~LLrit7u1Ln Fl ttntJn1~~h~ fOl,)1~ L~m~u 1UFlCWl1Yl~t7u1LnFl1Ji'fu 
.. • v 

(Relative Perceived Quality) 1mJi' LYl~1:;'-I~LL~~Fl,)1~L~mwu1uVl1-3u')mru"':;ri'tl1~Liitn 
111:;ttJ'lIuLLrit71.11:;n'tlun1~ ~11~Fl,)1~.nn~1uf;ln~uA'1~1'tlu1n1nrU Lntnn1J'tl~1~i1m~1ru 

" 0-

~1n'u LL~:;u'tlnvi'tln-3;r'tl;;'lI'tl~j;J~1t;uFhLL~:;u1-n1~(;]'tl111 L-rluL~mnuLLU')f)tn'1J'tl~ ~~,)-3pf Yi~pf 

~Cl1Yi~ (2550) ~n~1,)~1 Fl,)1~~~Yi'tl1"''1J'tl~c4u1-LnFlLLVl",1~",:;u1111~Fl,)1~.nn~'1J'tl~c4u1Ln Fl~ilvi'tl .. .. " . 

-31\JU1-n1~ L n'tl-3",1 nFl,)1~~~Yi'tl h LL~:;Fl,)1~.n n;\'1J'tl~c4u1Ln Fl dJUFl,)1~~~wufi~ LL1.hcrUf;l1~ nu .. 
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nn~~1 ~~t'hijf'l')1lJ~~~fll"~~lJ1n1 ~u~tnPlri,,::~~ijPl'l1lJnn~~~ ;~f'l')llJnn ~'1Ifl~ ~u~tn fil~ij 
"" '" " 

~fl~1uu1m~,,::u11tl~CJ~ih 1~fl~u1';Vll U~::t1::t11'l ~'ltl ;~~fl ~filafl~nU~1u~r.rtl'lJ'tl~ Pong LL~:: .. 

"1nCJ~m~VI~~flU~lJlJ~~1U~ 3 ~U~1 PI'l1lJ~~~fl hLL~::fil'l1lJnn~'1Ifl~~u1tnPl hJi.1 
d .. 

,'" I ... 

f'l')1lJ~lJ~ufi nu Vi LuuL'liuum" LUUL ~ n:: f'l')1lJn n ~Vi Ln ~~u 1 um~u~m~fiu 1 fil1~if) (;l t u~l u 
" " , 

Pl1~ilm"~::LUUf'l')1lJnn~hVitllJ (Spurious loyalty) Lnfl~"1n~~n"m~u1m~ij~n~ru::'1I'fNm~ 

LUU~~ ~hJ ~ 1lJ 1 ~(lr.ru ~fl~ 1~ ~~li1l ~m::u'l um ~(;] ~~u h'lJfl~ ~U 1tn fil,rUi.1 PI'l1lJ L~t1~ l.J 1 n ~~,ru .. 

u1tn filU~fil~~flm1~uPi1 L~lJ luPlf~ r;lflltl L~'ilij fil'l1lJ ~fl~ mJfl~uPi1t)n filf~ ufln"1mi'il~'lJfl~ 

f'l')1lJnn~LLa'l Bloemer LL~:: Kasper (1995) u~l~ LL1j~fil'l1lJ~~~fll"flflmuu 2 tl~::L1lVl ~fl 

PI'l1lJ~~~fl h~ LL Vl"1~nuPI'l1lJ~~~fll,, LLflU LLcJ~ ;~ PI'l1lJ~~~fl h LLUULLflU LLcJ~dLUULLPln1ffifllJ 

1U 1 U(;l~1~UPi1 LL~::u~mn vh,ru hJij fil'l1lJ CJ n~U~fl (;l~1~uFh LL,j'~1 fil'l1lJ~~~fll" LLflU LLcJ~i1~::i.1 .. 

ufln"1 ni1u~ijt1"r.rtl~U1 ~li1l ~ fil'l1lJ~~~ fll" LL~::fil'l1lJn n ~l un11l.jfu~m~fiu1 Pl1 ~ 
if) (;l t u~hJi.1 fil'l1lJ~lJ~ufinut) n ~'ltl hj~1":: LUU~U ~tn I"l ~U~ filU"::~" 1 ~ru1n~ ~UVlU lum~ .. . 
L'1t1UlL VI fil t u t~ uhu.i1 LL~::" ::~fl~ Ltl~t1Um~ 1.jfu1n1~fl~ (;l~fl c;) L 'l~ 1 "un~1"::~U~1 LUUnl~~lJ 
Pl1 ~lJL'l~1'11fl~(;]'l~U~tnfilL'il~ (Gatignon LL~:: Robertson, 1991 as cited in Curran & Meuter, 

I " " • 

2005) ;~lu~1uPin~~r.rtlI"l1~il ~u1tnl"lfl1""::flt.ilu'li'l~'1Ifl~m~l3-lJ~um~1.jfu~m~nuLVlPI tut~u .. .. 
1~~1 ~~vi11~ijn1ntl~t1u~~~m1lJm1l.jfu1n')11tlL1fltl1 ~1lJmm[ijJU1'lJfl~~tlmruLVlPltut~u 

, , , .... ......, f'" .... .... .- .... 
L~fl~1"C;)Vll"llJI"l1V1~C;) LL~::mlJ~1U'l"t1'fl~ Meuter LL~::l"lru:: (2000) Dabholkar (1996 as cited •• • 
in Dabholkar & Bagozzi, 2002) ~nri1'lCl~t1'"l~t1~~u1tnI"lLaflnl.jfu1m1fiu1fil11t1(;ltu~LLr;il~ 

L~t1'l;rfl~nUfil'l1lJnn~tj1 ~u~tn I"lUl~ filULafln 1.jfu1n11fiu1fil11t1~ tUlJ~ L~11::tj1 fl1'"l"::LiJUVl1~ .. 



L~tln~~n~1'Vl1-lL~tln~U1 LYl~1:;~U1-tnrlU1-lrlU~;nL~tJ-lmnCJ~cymJ1nU1.JrlFl~ (Ylun-l1ul~ 

u1-m~) lum~Vi1fi~mnJu1-lth:;IJl'Vlnufiu1F11~ • 
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1",i1n1~~ I1J.JU1!tJ LLuum~u1-n1~LtJum~u1-m~fiu1F11~€(;11 umi fiU1 Fl1~~U1 n,,:;i1n1~~ lij.JU1 

ml-J~n 9-lVi1L ~m(;1~~ 1 umn~tln Hfu1-n1ru~:;IJl'Vl~'lltl-l~u1-tn FI hi1~UtlrJnUFI':l1l-JYi-lYltlL"'lltl-l . .. .. 
~U1tnFlL'VhJ'u LLr;lU-li1L~~CJ~~U1 ~nl-J1nl-J1tJ 1"'m'tlYl1:;L4'fl-l'lltl-lFl':l1l-J~:;"'':ln ~':l"'L~':l LL~:;iJ"9tJ 
U-l~U Fl'fl LtJu"li'fl-l'Vl1-l1un1~fuL~uL~tlu"lI'fl-l~u1tnrl ~-lJ'uYl~~m~l-Jm~l-D9-lLtJuYl~~m~l-J~Ln'" 
"1nn1~u-l~uHf hi1~Ln"'''1nrl':l1l-J~n~Unum~u1n1~L~tJ ~-lJ'Uhj~1~:;~un1~fu1~1~fu"1--l .. .. 
"1nm~u1-n1~fiU1rl1~€(;11umi":;LtJuL"liuh9-lhji1~~r;l'flYl~~m~l-Jm~Hf"ll'fl-l~u1-tnfl ~-l'fl1"":; 
LiJum(;1CJ~~ n~1':l1~~1 rl':l1l-JYi-lYl'flL" LL~:;m1l-JJl n ~lItl-l eju1-tn rlr;l'flm~u1-m~fiu1 fl1~€ (;11 umi~ . .. 

iJ"9tJ~UU-l~U L"liU LiJu"litl-l'Vl1-l1um~fuL~uLt)'flU LiJu;rtlU-l~U'lJ'fl-ll-JW1~'VlmtrtJ LL~:;'fl1"":;LtJU 

iJ"9tJ lu~'fl-l'lJtl-l~rnu~~-l~'flrJln~ Vi11 ~ m.jfu1mnn"'rl':l1l-J~:;"'':ln ~-l'fl1",,:;Vi11~;rtll-J~~1~ .. .. .. 

. " -ml-J'flm-lLL'Vl"~-l 

m~~9tJ rl f-l~l.jf LLUU~'flU(11l-J~ LtJum~~ I1J.JU1l-J 1" 1 nl-J1(;1~t) "''lJtl-l r;l1-ltJ~:; L 'Vl ~ ~-lJ'Utl1" 
,,:;i1m~HfIl1M1~i1rl':l1l-J~l-J1tJLn~L~tJ-lnuluU1-l;rtl Vi11~ej(;1'flULLUu~'fluml-Jhjdhl"rl1ml-Jlu 

'II 

~'flUFI':l1l-JFI~U~':lU"ll'fl-lrl1(;1tlulULLUU~tlU(11l-J~1~fu~u 

U'fl n" 1 nn~ (;1 'flU LLUU~'flU ml-J tJ-l Ln '" Fl':l1l-JtfU~U 1 uehu'll 'fl-l Fl ':l1l-J Fl1 "'~r)-l LL~:; m ~fu 1~ 
'II 'II 
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. 
_ .. d odI • .dI 

Research) ~lJIl1~ruLLUUL~1:;'Cln (Depth Interview) ~)''tl m),~UYllnn~lJ (Focus Group)LYi'tl 

1 ,n~i'tllJ'Cl L=n~~n ~~nuc!1.h:;n'tlUmnL'Cl:;c!u"il1l ~ L~'f) l,xYl ),1un~n'CltJYl fiLiJ1~lJ1tJ'1J'f)~ m),9'" m)' 
'" '" '" .. 

M1.hJfuLtJ~tJul,xLi1nuLLuU~'f)urnlJ L~'f)u11tJdJulJ1[;])'i"'L=n~~1),,)~I1l'f)ltJ ;~m~~:::l~i'f)lJ'Cl~ , " 
" nn~'f)~lL'Cl:::LiJu~1~lJ1n~U 

" 
lU'tlU1~[;]~'))'i1m)'~m~1L~lJL~lJL~mnum)'u1m),[;]uL'tl~cJ1ULYl~tut'ClU (Self-service 

technology) t"'tJ~n~11u~)'ii~u1m)'tJ),:;L1lYl~u~i1m)'u1mn-rlu~ L~'f)1,xi1~,)1lJ~'Cl'f)U~~lJ 

fi)'ii~u1n 1),~ i1 m :l'LtJ~tJu)'tJ LLUU m)'u1m),~1 n L~lJ 1 ,xlJ1 n~u LL'Cl :;'tl1~~ :;vi11,x L ~U1l1Yi'1J'f)~ ~ 'l1lJ , " 
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'fl(;ttu~lu@huFl'J1~L'il11"l1~lu01~1~u101~ (Empathy) ~1n~~Vl ~-:lth:;n'tlu1tl@l'JU -Fu(;t'tlulu 

01~H-:l1U~Lihl"l~1U O1ntJVll~u101~(;t~'tlVl 24 'l!~. 01'l~-:l'tlUlu~111 ... m'JVl~'tl~LL~:;~tl1U~~ 
v 

~U'tl-:l ~1UFl'J1~~:;Vl'J nLiju~~ n ~'JUFl'J1~ Fl1 ",wr-:llu~1uFl,)1~\,h L~'tln'tl \,h 1.rl"l ~1U01~(;t'tlU 

~U'tl-:l(;j'tlm.jfu101~ ~1W4,)1~LLUU'tlU LL~:;~1U~-:l~~1~1~Cl4'uv1'tl-:l1~Ju nn'tl~1;jfl,)1~f11",~-r-:l 
v 

U101~t",uHLfli'tl-:l'fl(;ttu~~luYJn1~1U'1l'tl-:l'1ruI11~01m101~lmn~LflU'lnU01~u1O1~~1~fu 

r.nn~'Wn-:l1ul~~~1n~~'" . 

A'tl fl')'mU1L~'tln'tl LL~:;H,)1-:l1"l1~ (Reliability) ~-:ltl~:;n'tlu1tl~')u 01~;j~1m~1ulu01~1~u1n1~ 

;jFl,)1~U1L~'tln'tl u11rt"llu01~1~u101~ LL~:;01~hiLFlUCj"'~~1",lu01~1~u101~ LL~(;)'l1~L~u~1 

cJtl~:;n'tlU01~~'tl-:l~1~~'tl~1I"1ru~~ "''1l'tl-:l01'lu1n1~fi'ln''lfiU1 Fl1'l ~v1'tl'l~~1'l fl,)1~U1 L~'tl n'tl LL~:; 
~ ~ ~ , 

11') 1-:l 1"1 1 ~ nu cJu1tn FI L C'tl-:l"l1 nfi'ln"lfiU1 f11'lLijU01'lu101~~4'U v1'tl-:l1m~ LL~:;;j ~ ~ (;j'tl'Vlf~ ~u~ 
v • 

4'uv1'tl-:lhj1~'1l'tl-:lcJu1tnfl n'tlLijufi'ln"l~1I~~1tl~,)uFI,)1a.JL~U-:l ~'lJucJtl'l:;n'tlU01'lv1'tl-:l~~1-:lFl,)1~ v. v 
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