
 

2

 

 

     

  

 

1.
Kotler  Keller (Kotler and Keller 2009,  164)  (Satisfaction) 

  

   

  

   

2.
Howard  Sheth (Howard & Sheth, 1969  , 2550) 

    

   

1.  

 

    

  5  

         

  

2.   

  

  

 



5 

3.     

    

 

  

  

3.
  

  (TQM: Total Quality Management) 

  (  , 2545) 

  

1.  (Product)  (Service) 

 (Intangible product)  

     

   

    

  

 (  , 2546,  63) 

2.  (Price)  

  

    

 (  , 2546,  81) 

3.  ( Place) 

 

  

   

  (   , 

2541)    

4.  ( Promotion)      
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5.  (People)      

  

    

    

  (   , 2541)    

6.  (Process) 

  

 

    

   

   (  , 

2546,  76) 

7.  ( Physical Evidence and 

presentation)       

  

 

 (  , 2546, 

 82) 

 

 (2548)  
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   200    

   

  31-40    
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  10,001-30,000  

     

   

  

 

 ( 2551)  

  

    2551   366    

   

  21-30    /

/   10,000-20,000  

 

(2553)  

   

   

  300      

   31-40  

  20,001-30,000    
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