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1. Leasing

2. SERVQUAL
3. Groénroos

4. Johnston
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3. Categories of Service Mix

4. Pure Tangible Good

5. Tangible Good with Accompanying Services

6. Levitt

7. Hybrid

8. Major Service with Accompanying minor Goods and Services
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1. Added Value
2. Philip Kotler
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5. Intangibility

6. Inseparability

7. Variability

8. Perishability

9. Ownership

10. Turben Hansen
11. Lewis

12. Moore

13. Creedon
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1. Pure Service

2. Search Qualities

3. Experience Qualities
4. Credence Qualities
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3. Physical Quality
4. Interactive Quality
5. Corporate Quality
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1. Process Quality or Functional Quality
2. Outcome Quality or Technical Quality



(5290 4xllian) 9095 <y 3 Lo 38 Dhoas ot dlal (Lol

‘Mé_..:)‘;.wo Slaslol e a s a 5o ,Sa sl

ORI [P < SO C NS DA R S g
SNECEV A P ST BRSSP VS
5 Mo bl e S s
s il e sl g ool Sols
ONFCINE < SRS\ PESON L ARERS
(YO 3 V) el sl slazel

St G S 5l il slal (A o5L3l oS & S0lea
3 i pladdag b 5 il b o
U5 0T 31 SG zn Ll aolodd Ll Olaetils
AS U1 Jdos i I | il oS Sy
a8 pps b e 50 ) mles 51 ey i
S b Sl o 3 OF el 80 0 pSles
il et re i ol 5o 10T el
ool el i slal gl Jie el s ws =l
s by sl s Kol Cas

G gR9)

@ e 5 Goosd Ay s 4 dllie 5l il o
Sl ol G 5 et edeslizal Lo
L alisst G Bld 55 7 6,8 ws S
S ol by aS oy ilen 5,50,
Lo g b aS 5l e a0 Supd S s Sl
it B G nl 3 Gl b 8 S S g s
S5 G ) 2 05 e s B 5 AL
Al e 5505 S Cis 53 Sledt iS sl

18. Access

19. Aesthetics

20. Attentiveness/Helpfulness
21. Availability

22. Care

23. Cleanliness/tidiness
24. Comfort

25. Commitment

26. Communication
27. Competence

28. Courtesy

29. Flexibility

30. Friendliness

31. Functionality

32. Integrity

33. Reliability

34. Responsiveness

35. Security

36. Applied Orientation
37. Exploratory

38. Survey
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. Albercht & Zemeke, 1985

. Armistead, 1990

. Walker, 1990

. SERVQUAL (Service Quality)

. Parasuraman-Zeithaml-Berry (PZB)
. Tangibles

. Reliability

. Responsiveness

. Assurance

10. Empathy

11. Functional/ Technical Model
12. Gronroos

13. Gronroos Model

14. Technical Quality of Outcome
15. Functional Quality of Outcome
16. Corporate Image

17. Johnston, et al., 1990
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5. Krejcie, Morgan & Cohen

6. Exploratory Factor Analysis (EFA)
7. Intercorrelations

8. Stevens
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1. Realism (Post-Positivism)
2. Longitudinal Studies

3. Cronbach’s Alpha

4. Internal Consistency
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1. Principle Component Analysis (PCA)
2. Rotation of Factors
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Extraction Method: Principal Component Analysis.
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4. Eigenvalues
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1. Kaiser Criterion
2. Cottell Scree Criterion
3. SPSS (Statistical Package for Social Science)
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2. Measure of Sampling Adequacy
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Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
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