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  (Customer Satisfaction  concept)

  (2541:45-48)  (Satisfaction)

 (Product Received Performance)   (Customer’s 

Expectation)   (Post-Purchase Satisfaction)  

  (Product Performance)  

  (Dissatisfaction)  

  Satisfaction)  

 (Delighted) 

 “

”

 “ ”

  7Ps   

 1. (Service Marketing Mix)
   (2541)  

  (Service Mix)  Professor  Philip  Kotler  
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  (Marketing Mix)     7Ps  

1.  (Product) 

  2  

(Tangible Product)  (Intangible Product) 

  (Utility)   (Value)  

2.   (Price) 

 (Value)    (Price)

3.   (Place) 

  (Location)   (Channels) 

4.   (Promotion) 

5.   (People)   (Employee) 

(People)    (Selection)  

  (Training)    (Motivation)  
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6.  (Physical Evidence and 

Presentation)

(Total Quality  Management - TQM)  

   (Customer – value 

proposition)  

7.   (Process)

 (2549 : 172-173) 
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                    1   (Pre-service factors)

                     2  ( During-service factors) 

 3 (Post-service factors)
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(2545)  “
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  (2547)
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