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1.  (Customer Satisfaction Concept) 

Phillip Kotler (2000: 136) 

Victor H. Vroom (1964) 

 (2546: 90) 

2. (Service Quality Concept)

Parasuraman  (  2547: 183-184)  
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  Parasuraman 
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1.  (Reliability) 

 (Accuratr Performance)  (Dependable)

2.   (Assurance)

(Competence)   (Courtesy)  

 (Credibility)  (Security) 

3.  (Tangibles)   

4.    (Empathy) 

(Easy Access)  (Good Communication) 

(Customer Understanding)

5.    (Responsiveness) 

(Promptness)  (Helpfulness) 

 (

 Tangibles) 

 (2546: 19) 
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 (Moment OF Truth,MOT) 
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 (2548)  
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 One-stop Service 
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