
                                     
  5 

 7p’s 

  300 

 1
 30

  2,001 – 2,500   US$ 

 2 - 4 

  2 – 4

 177  183 

  6 1– 3

  4 – 7 



153

 2    

Likert Scale  7p’s 

(2.1)
2.1.1

/



154

2.1.2

 2 

 2 



155

  147

4.10 4.07 4.10 4.07 
4.23 4.14 4.23 4.14 
4.10 4.09 4.12 4.09 

 (e.g. Tour 

Guide, Laundry) 

3.96 3.98 4.10 4.07 

4.12 4.07 3.96 3.98 

3.98 3.88 3.98 3.88 
4.08 4.01 4.08 4.01 
3.94 3.83 3.94 3.83 
3.92 3.80 3.92 3.80 

4.11 4.09 4.11 4.09 
4.17 4.18 4.17 4.18 
4.11 4.12 4.11 4.12 

/ 4.08 4.07 4.11 4.07 
4.11 4.03 4.08 4.03 
3.95 3.85 3.95 3.85 

 guide book  internet 3.96 3.88 3.99 3.91 
 high/ low season 3.99 3.91 3.97 3.88 

 low 

season

3.97 3.95 3.96 3.85 



156

 check out 3.87 3.77 3.87 3.77 
4.06 4.01 4.06 4.01 
4.04 4.03 4.13 4.04 
4.13 4.04 4.09 4.04 
4.09 3.99 4.08 4.03 
3.98 3.95 4.04 3.99 

4.08 4.04 3.98 3.95 

4.08 4.05 4.08 4.05 
4.24 4.18 4.24 4.18 

4.20 4.15 4.20 4.15 
3.93 3.94 3.94 3.94 
3.94 3.92 3.93 3.92 

3.94 3.93 3.94 3.93 
 check in  check 

out

3.97 3.99 3.97 3.99 

3.96 3.91 3.96 3.91 

3.89 3.90 3.89 3.90 



157

 20-29  2 

/

 30-39  2 

 40  2 



158

  148

< 20 - 29 30 - 39 40 - >60 < 20 - 29 30 - 39 40 - >60 
4.05 4.36 3.79 4.05 4.36 3.79 

1) 4.11 4.42 3.98 4.11 4.42 3.98 

2) 4.08 4.39 3.76 4.08 4.39 3.76 

3) 3.96 4.28 3.58 4.04 4.36 3.85 

4) 4.04 4.36 3.85 3.96 4.28 3.58 

3.89 4.2 3.64 3.89 4.2 3.64 
1) 4.03 4.28 3.78 4.03 4.28 3.78 
2) 3.83 4.18 3.60 3.83 4.18 3.60 

3) 3.82 4.15 3.55 3.82 4.15 3.55 

4.03 4.42 3.82 4.03 4.42 3.82 
1) 4.06 4.44 3.98 4.06 4.46 3.98 

2) 3.97 4.46 3.85 4.05 4.44 3.85 

3) / 4.05 4.37 3.73 4.03 4.39 3.73 

4) 4.03 4.39 3.71 3.97 4.37 3.71 



159

< 20 - 29 30 - 39 40 - >60 < 20 - 29 30 - 39 40 - >60 
3.80 4.25 3.60 3.80 4.25 3.60 

1)  guide 

book  internet 

3.85 4.21 3.65 3.86 4.31 3.65 

2)

high/ low season 

3.86 4.29 3.63 3.85 4.29 3.63 

3)

 low season 

3.74 4.31 3.63 3.75 4.21 3.63 

4)  check out 3.75 4.17 3.49 3.74 4.17 3.49 

3.91 4.32 3.84 3.91 4.32 3.84 
1) 3.91 4.30 3.84 4.00 4.37 3.92 

2) 4.00 4.37 3.84 3.91 4.37 3.86 

3) 3.86 4.37 3.86 3.90 4.33 3.84 

4) 3.87 4.24 3.74 3.87 4.30 3.84 

5) 3.90 4.33 3.92 3.86 4.24 3.74 

3.97 4.35 3.83 3.97 4.35 3.83 
1) 4.13 4.39 4.08 4.13 4.42 4.08 

2) 4.06 4.42 4.01 4.06 4.39 4.01 



160

< 20 - 29 30 - 39 40 - >60 < 20 - 29 30 - 39 40 - >60 
3) 3.87 4.27 3.60 3.87 4.3 3.60 

4) 3.82 4.30 3.60 3.82 4.27 3.60 

3.88 4.24 3.63 3.88 4.24 3.63 
1)

check in  check out 

3.95 4.28 3.64 3.95 4.28 3.66 

2) 3.84 4.24 3.66 3.84 4.24 3.64 

3) 3.84 4.20 3.58 3.84 4.20 3.58 

 2 

 2 
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  149

4.09 4.09 4.09 4.09 
1) 4.11 4.20 4.13 4.20 
2) 4.09 4.09 4.11 4.09 

3) 4.02 3.96 4.09 4.09 
4) 4.13 4.09 4.02 3.96 

3.79 3.96 3.79 3.96 
1) 3.96 4.07 3.96 4.07 
2) 3.75 3.93 3.75 3.93 
3) 3.67 3.90 3.67 3.90 

4.05 4.12 4.05 4.12 
1) 4.22 4.16 4.22 4.16 
2) 4.09 4.12 4.09 4.12 

3) / 3.96 4.09 3.96 4.10 

4) 3.93 4.10 3.93 4.09 

3.73 3.94 3.73 3.94 
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1)  guide book 

internet

3.82 3.95 3.85 3.97 

2)  high/ 

low season 

3.85 3.97 3.82 3.97 

3)

 low season 

3.67 3.97 3.67 3.95 

4)  check out 3.58 3.88 3.58 3.88 

3.96 4.06 3.96 4.06 
1) 3.95 4.05 4.18 4.09 
2) 4.18 4.07 3.95 4.07 

3) 3.95 4.07 3.95 4.07 
4) 3.80 4.00 3.93 4.05 

5) 3.93 4.09 3.80 4.00 

4.03 4.07 4.03 4.07 
1) 4.22 4.21 4.24 4.21 

2) 4.24 4.16 4.22 4.16 

3) 3.85 3.95 3.85 3.96 



163

4) 3.80 3.96 3.80 3.95 

3.81 3.97 3.81 3.97 
1)  check in 

 check out 

3.91 4.00 3.91 4.00 

2) 3.78 3.97 3.78 3.97 

3) 3.73 3.93 3.73 3.93 

 2,000 US$  2 

 2,000-2,500 US$
 2 

/

 2,501 US$  2 



164

  150

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

4.23 4.15 3.88 4.23 4.15 3.88 
4.35 4.20 4.00 4.35 4.20 4.00 
4.24 4.16 3.88 4.24 4.16 3.93 

 (e.g. 

Tour Guide, Laundry) 

4.08 4.14 3.73 4.24 4.14 3.88 

4.24 4.10 3.93 4.08 4.10 3.73 

3.96 4.12 3.76 3.96 4.12 3.76 
4.15 4.12 3.88 4.15 4.13 3.88 
3.89 4.13 3.73 3.89 4.12 3.73 
3.84 4.11 3.69 3.84 4.11 3.69 

4.15 4.23 3.96 4.15 4.23 3.96 
4.22 4.22 4.07 4.22 4.25 4.07 
4.11 4.22 4.04 4.14 4.22 4.04 



165

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

/ 4.12 4.25 3.87 4.12 4.22 3.87 

4.14 4.22 3.85 4.11 4.22 3.85 

3.90 4.12 3.76 3.90 4.12 3.76 
 guide book 

 internet 

3.91 4.16 3.82 3.94 4.16 3.85 

 high/ 

low season 

3.94 4.16 3.85 3.91 4.16 3.82 

 low season 

3.80 4.10 3.78 3.88 4.10 3.78 

 check out 3.88 4.05 3.58 3.80 4.05 3.58 

4.05 4.18 3.91 4.05 4.18 3.91 
4.04 4.17 3.93 4.12 4.26 4.03 
4.12 4.24 3.92 4.04 4.24 3.93 

4.04 2.26 3.87 4.04 4.17 3.92 
4.01 4.11 3.80 4.04 4.13 3.87 

4.04 4.13 4.03 4.01 4.11 3.80 

4.10 4.16 3.95 4.10 4.16 3.95 



166

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

4.23 4.29 4.12 4.23 4.29 4.12 

4.19 4.19 4.12 4.19 4.19 4.12 

4.00 4.04 3.75 4.00 4.13 3.78 

3.96 4.13 3.78 3.96 4.04 3.75 

4.03 4.10 3.69 4.03 4.10 3.69 
 check in 

 check out 

4.12 4.11 3.72 4.12 4.11 3.73 

4.00 4.08 3.73 4.00 4.11 3.72 

3.96 4.11 3.64 3.96 4.08 3.64 

 2 

 2 
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  151

4.43 4.56 4.43 4.56 
4.57 4.69 4.57 4.69 
4.38 4.56 4.45 4.56 

 (e.g. Tour 

Guide, Laundry) 

4.45 4.43 4.38 4.56 

4.30 4.56 4.30 4.43 

4.03 4.12 4.03 4.12 
4.13 4.21 4.13 4.21 
3.93 4.02 4.03 4.13 
4.03 4.13 3.93 4.02 

4.44 4.30 4.44 4.30 
4.57 4.39 4.57 4.39 
4.56 4.36 4.56 4.36 

/ 4.26 4.23 4.38 4.23 
4.38 4.23 4.26 4.23 

4.00 3.98 4.00 3.98 



168

 guide book  internet 3.85 3.99 4.11 4.04 
 high/ low 

season

4.09 4.04 4.09 4.03 

 low 

season

4.11 4.03 3.97 3.99 

 check out 3.97 3.97 3.85 3.97 
4.22 4.06 4.22 4.06 
4.34 4.09 4.40 4.15 
4.40 4.14 4.34 4.14 
4.34 4.12 4.23 4.12 
3.91 4.05 4.21 4.09 

4.21 4.15 3.91 4.05 

4.33 4.18 4.33 4.18 
4.24 4.18 4.24 4.18 

4.20 4.15 4.20 4.15 
3.93 3.94 3.94 3.94 

3.94 3.92 3.93 3.92 

4.02 3.99 4.02 3.99 
 check in 

check out 

3.99 4.15 4.04 4.15 



169

4.04 4.02 4.03 4.02 

4.03 3.99 3.99 3.99 

2.2
2.2.1

/



170

2.2.2

 2 

 2 



171

  152

4.48 4.54 4.48 4.54 
4.63 4.67 4.63 4.67 
4.56 4.52 4.56 4.52 

 (e.g. Tour 

Guide, Laundry) 

4.34 4.42 4.50 4.52 

4.50 4.52 4.34 4.42 

4.02 4.15 4.02 4.15 
4.16 4.20 4.16 4.21 
3.92 4.05 3.98 4.20 
3.98 4.21 3.92 4.05 

4.34 4.37 4.34 4.37 
4.46 4.46 4.46 4.46 
4.46 4.42 4.46 4.42 

/ 4.23 4.25 4.23 4.35 
4.23 4.35 4.23 4.25 

3.96 4.02 3.96 4.02 
 guide book  internet 3.82 3.98 4.04 4.05 

 high/ low 

season

4.04 4.02 4.03 4.02 



172

 low 

season

4.03 4.05 3.97 4.01 

 check out 3.97 4.01 3.82 3.98 
4.09 4.16 4.09 4.16 
4.12 4.22 4.26 4.28 
4.26 4.28 4.20 4.23 
4.20 4.23 4.12 4.22 
3.86 3.95 4.01 4.13 

4.01 4.13 3.86 3.95 

4.22 4.25 4.22 4.25 
4.37 4.35 4.37 4.35 

4.35 4.34 4.35 4.34 
3.91 4.04 4.25 4.29 

4.25 4.29 3.91 4.04 

3.94 4.07 3.94 4.07 
 check in 

check out 

3.95 4.03 3.98 4.13 

3.89 4.13 3.95 4.05 

3.98 4.05 3.89 4.03 
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 20-29 
 2 

/

 30-39 
 2 

 40 
 2 



174

  153

< 20 - 29 30 - 39 40 - >60 < 20 - 29 30 - 39 40 - >60 

 4.47 4.59 4.44 4.47 4.59 4.44 

1) 4.58 4.71 4.65 4.58 4.71 4.65 

2) 4.42 4.66 4.35 4.49 4.66 4.47 

3) 4.40 4.43 4.29 4.42 4.58 4.35 

4) 4.49 4.58 4.47 4.40 4.43 4.29 

  4.04 4.16 4.05 4.04 4.16 4.05 

1) 4.15 4.23 4.15 4.15 4.23 4.15 

2) 3.89 4.15 3.88 4.07 4.15 4.10 

3) 4.07 4.10 4.10 3.89 4.10 3.88 

  4.25 4.39 4.44 4.25 4.39 4.44 

1) 4.34 4.46 4.60 4.34 4.46 4.60 



175

< 20 - 29 30 - 39 40 - >60 < 20 - 29 30 - 39 40 - >60 

2) 4.30 4.45 4.58 4.30 4.45 4.58 

3) / 4.16 4.33 4.22 4.20 4.33 4.35 

4) 4.20 4.32 4.35 4.16 4.32 4.22 

 3.89 4.11 3.97 3.89 4.11 3.97 

1)  guide 

book  internet 

3.88 3.94 3.86 3.91 4.22 4.03 

2)

high/ low season 

3.88 4.19 4.01 3.88 4.19 4.01 

3)

 low season 

3.91 4.22 3.95 3.88 4.07 3.95 

4)  check out 3.88 4.07 4.03 3.88 3.94 3.86 

 4.07 4.13 4.19 4.07 4.13 4.19 

1) 4.09 4.16 4.28 4.19 4.27 4.37 

2) 4.19 4.27 4.37 4.13 4.20 4.34 



176

< 20 - 29 30 - 39 40 - >60 < 20 - 29 30 - 39 40 - >60 

3) 4.13 4.20 4.34 4.09 4.16 4.28 

4) 3.92 3.95 3.81 4.02 4.06 4.14 

5) 4.02 4.06 4.14 3.92 3.95 3.81 

 4.21 4.16 4.36 4.21 4.16 4.36 

1) 4.30 4.25 4.57 4.35 4.25 4.57 

2) 4.35 4.22 4.50 4.30 4.22 4.50 

3) 3.96 3.96 3.98 4.24 4.20 4.40 

4) 4.24 4.20 4.40 3.96 3.96 3.98 

 3.99 4.01 4.00 3.99 4.01 4.00 

1)

check in  check out 

4.01 3.98 3.97 4.01 4.03 4.02 



177

< 20 - 29 30 - 39 40 - >60 < 20 - 29 30 - 39 40 - >60 

2) 3.98 4.02 4.02 3.99 4.02 4.02 

3) 3.99 4.03 4.02 3.98 3.98 3.97 

 2 

 2 
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  154

4.54 4.50 4.54 4.50 
1) 4.71 4.63 4.71 4.63 
2) 4.55 4.47 4.55 4.51 

3) 4.36 4.38 4.53 4.47 
4) 4.53 4.51 4.36 4.38 

4.01 4.10 4.01 4.10 
1) 4.13 4.19 4.13 4.19 
2) 3.84 4.02 4.05 4.09 
3) 4.05 4.09 3.84 4.02 

4.44 4.34 4.44 4.34 
1) 4.58 4.43 4.60 4.43 
2) 4.60 4.40 4.58 4.40 

3) / 4.24 4.24 4.33 4.28 

4) 4.33 4.28 4.24 4.24 

3.85 4.02 3.85 4.02 



179

1)  guide book 

internet

3.76 3.92 3.93 4.06 

2)  high/ 

low season 

3.93 4.05 3.93 4.05 

3)

 low season 

3.93 4.06 3.80 4.04 

4)  check out 3.80 4.04 3.76 3.92 

4.13 4.12 4.13 4.12 
1) 4.22 4.16 4.29 4.27 
2) 4.29 4.27 4.22 4.22 

3) 4.22 4.22 4.22 4.16 
4) 3.87 3.91 4.07 4.07 

5) 4.07 4.07 3.87 3.91 

4.33 4.21 4.33 4.21 
1) 4.58 4.31 4.58 4.31 

2) 4.53 4.31 4.53 4.31 

3) 3.93 3.98 4.29 4.27 



180

4) 4.29 4.27 3.93 3.98 

4.06 3.99 4.06 3.99 
1)  check in 

 check out 

4.07 3.97 4.16 4.02 

2) 3.95 4.02 4.07 3.98 

3) 4.16 3.98 3.95 3.97 

 2,000 US$
 2 

 2,000-2,500 US$
 2 

 2,501 US$
 2 



181

WiFi net

  155

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

4.56 4.50 4.46 4.56 4.50 4.46 
4.69 4.58 4.65 4.69 4.58 4.65 
4.54 4.46 4.52 4.54 4.50 4.52 

 (e.g. 

Tour Guide, Laundry) 

4.46 4.46 4.25 4.54 4.46 4.50 

4.54 4.50 4.50 4.46 4.46 4.25 

4.05 4.10 4.12 4.05 4.10 4.12 
4.17 4.12 4.24 4.17 4.12 4.24 
3.89 4.08 4.04 4.10 4.09 4.08 
4.10 4.09 4.08 3.89 4.08 4.04 

4.31 4.29 4.43 4.31 4.29 4.43 
4.38 4.36 4.59 4.38 4.36 4.60 
4.36 4.32 4.60 4.36 4.32 4.59 



182

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

/ 4.27 4.24 4.19 4.27 4.25 4.33 

4.25 4.25 4.33 4.25 4.24 4.19 

3.89 4.13 4.00 3.89 4.13 4.00 
 guide book 

internet

3.85 4.04 3.84 3.90 4.20 4.08 

 high/ 

low season 

3.90 4.17 4.06 3.90 4.17 4.06 

 low season 

3.90 4.20 4.08 3.89 4.09 4.00 

 check out 3.89 4.09 4.00 3.85 4.04 3.84 

4.10 4.09 4.16 4.10 4.09 4.16 
4.14 4.11 4.22 4.20 4.24 4.36 
4.20 4.24 4.36 4.14 4.21 4.30 

4.13 4.21 4.30 4.13 4.11 4.22 
3.96 3.87 3.84 4.04 4.01 4.10 

4.04 4.01 4.10 3.96 3.87 3.84 

4.27 4.16 4.25 4.27 4.16 4.25 



183

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

2,000
US$

2,001 – 
2,500
US$

2,501
 US$ 

4.36 4.24 4.25 4.37 4.25 4.42 

4.37 4.21 4.42 4.36 4.24 4.31 

4.27 3.95 3.86 4.27 4.21 4.25 

4.06 4.25 4.31 4.06 3.95 3.86 

4.03 3.92 4.02 4.03 3.92 4.02 
 check in 

 check out 

4.05 3.83 4.02 4.05 3.99 4.02 

3.98 3.99 4.02 4.04 3.93 4.02 

4.04 3.93 4.01 3.98 3.83 4.01 

 2 

 2 
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  156

4.43 4.56 4.43 4.56 
4.57 4.69 4.57 4.69 
4.38 4.56 4.45 4.56 

 (e.g. 

Tour Guide, Laundry) 

4.30 4.43 4.38 4.56 

4.45 4.56 4.30 4.43 

4.03 4.12 4.03 4.12 
4.13 4.21 4.13 4.21 
3.93 4.02 4.03 4.13 
4.03 4.13 3.93 4.02 

4.44 4.30 4.44 4.30 
4.57 4.39 4.57 4.39 
4.56 4.36 4.56 4.36 

/ 4.26 4.23 4.38 4.23 



185

4.38 4.23 4.26 4.23 

4.00 3.98 4.00 3.98 
 guide book 

internet

3.85 3.99 4.11 4.01 

 high/ 

low season 

4.09 4.04 4.09 4.00 

 low season 

4.11 4.03 3.97 3.99 

 check out 3.97 3.97 3.85 3.92 

4.22 4.06 4.22 4.06 
4.23 4.09 4.40 4.14 
4.40 4.14 4.34 4.14 

4.23 4.12 4.23 4.13 
3.91 4.05 4.21 3.98 

4.21 4.15 3.91 3.90 

4.33 4.18 4.33 4.18 
4.24 4.18 4.37 4.29 

4.20 4.15 4.35 4.26 



186

3.93 3.94 4.25 4.18 

3.94 3.92 3.91 3.97 

4.02 3.09 4.02 3.09 
 check in 

 check out 

3.99 4.15 4.04 4.01 

4.04 4.02 4.03 3.99 

4.03 3.99 3.99 3.99 

2.3

2.3.1

 4.51 

 4.36  

 4.24



187

 4.12

 4.08

 4.00

 3.99

2.3.2

 4.48  4.34 

 4.54  4.37



188

 20-29 

 4.47  4.25

 30-39 

 4.59  4.39

 4 

 40 

 4.44  4.44 

 4.54  4.44



189

 4.50  4.34

 2,000 US$

 4.56  4.31 

   

 2,000-2,500 US$

 4.50  4.29 

   

 2,501 US$

 4.46  4.25 



190

4.44  4.43 

 4.56  4.30

   

 30

  2,001 – 2,500   US$  2 - 4

  2 – 4 

  (2542)



191

 (Markrting Mix) 

 (Service Quality)  (Philip Kotler 

,2547)  (Customer Satisfaction)  

(Perceived Services)  (Customer Expectation)  

 (Dissatisfaction) 

  (Satisfaction)  

(Delighted Satisfaction) 

  (Product)

 4.09 /

 4.51 

  (Delighted Satisfaction) 

 4.65 

(Satisfaction)  4.49 

 4.38

  (2542)



192

 (Price)

 3.93 

 4.08 (Delighted Satisfaction) 

 (2542)

  (2545) 

 (2542)  

 (Place)
 (Location)  

 4.11 

 4.36 ( Delighted (Satisfaction) 

  (2548)  

 (Promotion)



193

 3.90  3.99 (Delighted Satisfaction) 

  (2548)  

 (People)

4.04  4.12  (Delighted Satisfaction) 

 (2542)    

  (2548)  

/

 (2551)  

    (Process)  

 3.94  4.00

 (Delighted Satisfaction) 

 (2542)    



194

 (2551)

  (Physical Evidence)  

4.07  4.24  (Delighted Satisfaction)  

  (2548)

 (2542)    

1
 4.11

4.09  4.07 

 4.04 

 3.94  3.93 

 3.90

2



195

 (Satisfaction) 

  (Delighted 

Satisfaction)

3
 4.15  3 

 6 

(Delighted Satisfaction)  

 (Satisfaction) 

 4.22 

 7 (Delighted Satisfaction)

 20 – 29 
 4.13  (Delighted Satisfaction) 

 30-39 
 4.22  (Delighted Satisfaction) 

 6 

 40 
 4.21  (Delighted Satisfaction)

 (Delighted Satisfaction)  4.19 



196

 (Delighted Satisfaction)   4.18 

 2,000 us$
 (Delighted Satisfaction) 

 (Satisfaction)  

 2,000-2,500 us$
 (Delighted Satisfaction)  

 (Satisfaction)   

 2,501 us$
 (Delighted Satisfaction) 

 (Delighted Satisfaction)  4.21 

 (Delighted Satisfaction)    4.17 
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  ( )

 11 

 31.0  Walk in   24.0

 4 

 2  1

 1  4 



198

 37.0  149 

 4.0  33.3

 52.7 (  1)

 Positioning   Quality & 

Price /

 True Vision 1 

 (Lobby) 

 4   28.0   1 



199

%  3 

 3 

 3 

    

 (Policy Price)  

    

 4.0

 10 

 8 

 16.7 

 Business Center  Oversea call/ Fax 

 2 

 40  28.7  



200

 Web Site  

 17

 58.3  21.0   

 / 

    

    



201

,

 3 

 web site 

 30-39 

,

    

 3 



202

 5 

 3 

 5 

 3 

(Delighted Satisfaction)  3 

(Satisfaction)  (Delighted Satisfaction) 

(Brand Loyalty)


