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(Customer Satisfaction Concept)  

 

(2541 : 337) 

(Customer Satisfaction) Philip Kotler 

(Perceived Performance) 

(Expected Performance) (Product Performance) 

( Dissatisfied Customer) 

(Delighted Customer) 
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2  

1) 
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2) 

( ) 

1 
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( 2543 : 341-343) Philip Kotler 

7Ps 

1) (Product)

(Reliability) 

24 

 

2) (Price) (Cost) 

3) (Place) 

 (Access) 
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4) (Promotion) 

(Communication) 

( Tangible) 

 

5) (People) (Employees) 

(Selection) (Training) (Motivation) 

(Competence) 

(Courtesy) 

(Credibility) 

(Responsiveness) 

(Understanding) 

 

6) (Process) 

 

(Responsiveness) 
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7) ( Physical Evidence) 

              

(Credibility) 
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(2545) 

 
(2549) 

 
146 144 

290 

21-30 

/
10 Hp 
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3-4 Hp 3,000-6,000 

4 

21-50 

( Original) 

1-2 (Telesales) 

24 

30 

 

 


