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Total Quality
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Technical Quality
of the Outcome :
What
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How
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4. AUMWYBINTUININGNATIASY (Perceived Service Quality)
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Expected
Quality

Experienced

Quality

Total Perceived

Market Communication
Image

Word-of-Mouth
Customer Needs

Functional
Quality:

How

Technical
Quality:
What

Source : Gronroos, C. (1988): Service Quality: The Six Criteria of Good Service
Quality. Review of Business 3 (New York: Sr.John’s University Press): p.12
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) anwiidede (Reliability)
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5) 950 lupsveaniinau (Courtesy)

6) 09 Hoers (Communication)
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8) anwuifunglasasy (Security)

9) mmﬁﬂwiagﬂﬁ'w (Understanding / knowing the customer)
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