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w u=} QDWt |Q=O=iw 'u=} QDWt C}=[Q w pwYLt C}i}m 'C=tON C}i}m u=}t
C=k}kLD R= |O=OaD xm u; ut[ [23w22]"OQ=O OwHw u=} QDWt OOHt O} QN s}tYD
Q=DiQ QO syt |xOvvmu}}aD pt=a wO Ct}k w C=tON C}i}m xm Ov=xO=O u=Wv
'Qo}O |D=k}kLD QO xD@r= [25w24'19]"OvDUy u=} QDWt \UwD pwYLt ?=NDv= w O} QN
xOW xDiQo Q_v QO x]@=Q u}= |x]U=w Q}eDt u=wva x@ 19xOW l =QO= VRQ= =} VRQ=
w pwYLt C}i}m |wQ VywSB |xk@=U 'OwW|t xOy=Wt xm xvwo u=ty [27w26]"CU=
C=tON C}i}m |wQ VywSB |xk@=U R= V}@ |}xv}W}B u=} QDWt |Q=O=iw w C}=[Q
|xYNWt xU R}v [28] Lefko�-Hagius & Mason "OQ=O Q}eDt wO u}= w
�22pwYLt R= |QDWt Q} wYD� w �21pwYLt O}=wi� '�20pwYLt |=y|oS} w�
s=v pwYLt C}i}m R= u=} QDWt Cw=[k QO syt pt=a xU u=wva x@ ?}DQD x@ =Q
pwYLt |i}YwD w |Qy=_ |=yxYNWt x@ Q_=v �pwYLt |=y|oS} w� "Ov=xOQ@
|Di=} QO C=m =QO= w C=U=UL= 'C=aq]= x@ �pwYLt O}=wi� xm u; p=L "CU=
xmu; ut[ "CU= |OQi w |YNW |twyit w OQ=O xQ=W= pwYLt R= u=} QDWt
u=tR pw] QO xm CU= |a=RDv= ,qt=m |twyit 'u=} QDWt uyP QO �pwYLt Q} wYD�

=@ |QDWt C}=[Q w |Q=HD u=Wv |xS} w VRQ= u=}t |x]@=Q |x}[Qi "5 pmW
[16]"Qm ; pOt R= xO=iDU=

=@ pwYLt l} R= xO=iDU= w O} QN R= TB x@ QHD T=U= Q@ xm Ovm|t h} QaD xOvvm
u=} QDWt C}=[Q [12] Tes & Wilton =} 'OQ}o|t pmW xOvvm hQYt QO CtON
w |r@k C=Q=_Dv= u}@ xOW l =QO= Cw=iD |@=} RQ= x@ |QDWt MU=B CQwY x@ =Q
h} QaD =@ 'h} QaD u}= xm OvQ}o|t Q_v QO hQYt R= Oa@ pwYLt |ak=w OQmrta
C}i}m VN@ QO w xt=O= QO "OQ=O |O=} R |v=WwBsy 'C}=[Q R= Zeithaml[13]

"OW Oy=wN KQ]t u=} QDWt C}=[Q R= ptO} R h} QaD 'C=tON
|O=} R Cq=kt �u=} QDWt C}=[Q� Q@ QF-wt pt=wa uDi=} |=Q@ VywSB u}= QO
`H=Qt w `@=vt 'Cq=kt C=a=HQ= R= xO=iDU= =@ =D OW VqD w OW |UQQ@ w xar=]t
xOt; CUO x@ |k}irD pOt Q=@Da= =D OvwW G=QNDU= C=}[Qi xOvvmO=yvW}B |rY=
|iQat x@ xt=O= QO "OQ}o Q=Qk O}}-=D OQwt Cq=kt u} QD`=HQ=QB w u} QD|rY= |=v@t Q@
`HQt Cq=kt x@ xHwD =@ �u=} QDWt C}=[Q� Q@ QF-wt pt=wa R= l} Qy QYDNt

%s} R=OQB|t C=}[Qi xOvvmKQ]t
'|Q=HD u=Wv |xS} w VRQ= =} 11|Q=HD u=Wv Q} wYD %10|Q=HD u=Wv |xS}w VRQ=
|xv}W}B QO "CU= u=} QDWt |Q=O=iw w C}=[Q Q@ QF-wt pt=wa u} QDsyt R= |m}
Q@ |Q=HD u=Wv |xS} w VRQ= Q}F-=D |wQ |O=} R u=QoWywSB w u=OvtWv=O ' ẁ[wt
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|=yxHvU w pt=wa OQwt QO ẁ[wt |xv}W}B QO %u=} QDWt =@ QF-wt\@=wQ |Q=QkQ@
pOt w CU= xOW KQ]t |irDNt pt=wa w =ypOt '�u=} QDWt =@ \=@DQ=� Q@ QF-wt
"OQ=Ov OwHw x]@=Q u}= C}i}m w u=} QDWt =@ x]@=Q VHvU w |@=} RQ= |=Q@ |at=H
Vy=m Q}_v 'u=} QDWt |=Q@ \=@DQ= 48|Di=} QO |=}=Rt 'u=kkLt R= |O=OaD ,qFt
'u=} QDWt V}=U; 'CmQW =@ \=@DQ= w O} QN Ov}=Qi QO xOW hQY |xv} Ry w u=tR

[42]"p=wmwQU pOt T=U= Q@ C=tON C}i}m u=}t |x]@=Q |x}[Qi "7 pmW
'C=tON C}i}m u=}t |x]@=Q OQwt QO xOW KQ]t C=mv s=tD x@ xHwD =@ p=L
u=} QDWtC}=[Q w Q}eDt u}= u=}t \=@DQ= 'SERVQUAL pOt w u=} QDWtC}=[Q

"CU= xOW s}UQD 7 pmW QO
'|Q=H VywSB |=wDLt QO QF-wt w syt |=yQ}eDt R= Qo}O |m} %42C=tON Ow@y@
QO C=tON C}i}m h} QaD Ovv=ty "CU= �CtON u=Q@H� =} �CtON Ow@y@� Q}eDt
OwHw |a=tH= OQwt w OL=w h} QaD R}v C=tON Ow@y@ swyit |=Q@ ' ẁ[wt |xv}W}B
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|=yQ}eDt R= |m} 'Q}eDt u}= O}=W pw= x=ov QO "CU= �u=OvtQ=m C}=[Q� 'pt=wa u}=
|wQ Q@ u; |Q=PoQ}F-=D Q=mwR=U w OwWv |krD �u=} QDWt C}=[Q� |wQ Q=PoQ}F-=D w syt
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1. customer relationship management=} CRM
2. satisfaction-pro�t chain
3. customer insight
4. Swedish customer satisfaction barometer (SCSB)
5. American customer satisfaction index (ACSI)
6. European customer satisfaction index (ECSI)
7. European organization for quality (EOQ)
8. European foundation for quality management (EFQM)
9. European academic network
10. brand equity
11. brand image or corporate image
12. brand awareness
13. mere recognition
14. dominance recognition
15. brand association
16. perceived quality
17. brand loyalty
18. product quality
19. perceived value
20. product characteristics
21. product bene�ts
22. product image
23. functional attributes
24. characteristic demand theory
25. consumer choice of quality
26. cost-bene�t analysis
27. shadow prices
28. value map
29. service quality
30. reliability
31. responsiveness
32. competence
33. access
34. courtesy
35. communication
36. credibility
37. security
38. understanding the customer
39. tangibles
40. assurance
41. Empathy
42. service recovery
43. Service Failure
44. compensation
45. service recovery speed
46. apology
47. Perceived Value
48. relationship bene�ts
49. companionship
50. employee satisfaction
51. cognitive moral development
52. role conict
53. role ambiguity
54. employee job satisfaction
55. employee commitment

56. intent to stay
57. physical environment
58. physical design
59. atmosphere
60. physical surroundings
61. d�ecor and artifacts
62. interior design
63. spatial layout
64. ambient condition
65. distribution channel
66. usefulness
67. ease of use
68. information search theory
69. navigation structure
70. information content
71. graphic style
72. construct validity
73. convergent validity
74. discriminant validity
75. multivariate regression
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