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arunr:fiufi inlddrrfi uaronr:u'ufi fi : rRrdurrurcau lfi rfiaronrru'ulnu'o{roriu

arunr:iulvruuofroriuinltlnnriu,u'omrn,fl udlunuu'uiuquArfi i:ml:'unld
dr "gn"rdoltrnandurlulurlniinr: uncrildn:lnanouu?runpdrl:irilldurndqa 6nrir
inut::lnrlowfn:dfinr:uinr:uuotirrl'oorin rfirhfarunr:u'ulnu'ofroriu rfiulnld
odrl: anrirlrnnrulu:swnarhiffi , unr',ndnunrru'ulmuuofioriuft ldin,r'rja n
lrri uasrrlunr:ldrnnIuIa0nrraorfr-:rnofiiluotirrurn Inunndurlue rnnr:1#rru
rlnaln, }llfirurirutsuuooulnridrfinrlurrcR2nr?ndrurnndr ua;finr:e o.rfi,i.rri*
tl1{,suuooularfirfourf.rdrudeutin:tn:n'nldodNacnrn :rnrir mcilaonrio Inunr:ror
iirilirunrl:cuuooularifihinrrr'ouln: rulomrnli:JUUnlr0o{fifiuuu:au g.rrorriou
alrirugn unt0lrouru &riruqn luurufiuru'rrrnrfirftf,ognum Inornilrcorroorrizrrfr
tflutrarrau1ta'ou rddrrrnroIlnddriurn'unrrfirciir',o,,,no duflund.rlunngn,il1{
n',:ra1.dlrirrfioula: uifnldriuthirqriruagiouon drufliuinrrfildiudn:rrir
rla
tnufl1rltu,.tR1gn

dunuu'uttofioriu arunr:fiu:rnrJ:cilf,niuriruriuoriu ldiunr:rinm'onornanru
rni n u d rul r u u r u u rn'ffi f,u q n dl il n : : x n r : ri o l rd u?ua g Rr : u'u l #rfl u ar o n r r fi u : r n r
il:crdnuonfiuuu?iiloriuil:; irfl n.fl. 2s5o



2

ululif,na rutallaC il:srrutf,rufiriiuiur:arunrru'ulnuuofroriu ri]nraruudrorn

iun:runr:il:cnra:1rin'ir *rfluarrunrn4filo({rlnm{lr.rfildiun.,ruoriuornururm6

lrtrfluarunr:u'uuonr0uluiluotiu doo.lroloqfihdrvrirb?r:rriuufirua;durdnfioc
uouuinr:fi 6fi qnlu: rnrrJ:;ndnfi qnurifrInuar:tou:rislil nufindrr:rldiuriu:6d
lll:.!JR2'lurauiioiruletoltfnlrumrlnuuofroriurlnnu. il:cr urf,rilr?rfi uiu r: a1unt:
-lJariiulnuuoiroriunrirreiodr "r:rdolnr:airuru:udlyruuofroriuh?rfluuu:udarna dsr:rld

., Jruruulinagnf,nmnt:natnrlnuu hidro;rflunrrrflu{ariuarlufiurururrarnofglurdn
riofiuiordoud fiurinurir:ognrrutr rn'ofio;h?rialnnldffinr:r nr:lCi1:xinlunirfi
qao.4au

liJunltUuuuirt: rtiluarunr: u-u: rnril:yudnfurirfiovr6uurirrinrurqornrnlunr:
tiu?nr:hlHftr dutl"

Je
mornu fi 1 un r : u'u lnuuo froriu

aronr:u'ulnorrofrodurfluaunrru'u:rnril:crdnrfiu:rurfiuriilr?uin.,:durrwir

lurrnsirlrlrllllfrt1nf,uruu'uurutnn'qlrrorqu'b?uinr:druraforfiu*uuludr B7-3w
turn las fif'l dlilrlriufirniolu'u tl drnfiouh?uinr:1urJ:crnfl ll rdunm lduri
.l a !-riurlrri riouru qun:unfi qn:mfi rrnluoj gfin urrizra n:;iiq:ruqftrfi toulriu
unsunraittrltt'|, rtac6n g rdunnluirsJrcrnalCuri filntjf rrrfir rdu;rrl'u ihir
JJaJ
d'rard'unJoi aruou nuuulo; ftnri ururfuriu

arunr:fiulnouofioriuldnr:iu:o{rrmriru ISo 9000:2001 luqn:;uu*u1ufl
zseg uacfudl,r{aronr:u-urilnhluinr:rrriu fi6lrunrr,n'unrrlilfiudrunr:u'ulnouof
toriuurnndr o drunu luts,rdarunr:uulnuuofroriorirft:oiuraioru'u'ofiia iu agzo
iiwrirrdrurl#uinr:flnucrrdr,,rirn'ouqarRrfl zsso rfludulrJ ,i.d;;rrrrorlrr,r;
roriolddrdorndolfuuo iia ljJzo rfl ,trrrrfo#, oo dr uacarndrescrrr:olfiuinu
fl aoarrdautndolu'utrofiiaiu arzo odr.rrfi utrrluuuld nrulufl zsse aouorrdoua
aatJ-.t

rfiuriunlonfinio qtr.rdinri qu::orinf, qiarrr innruurf flrurj:cfiri,r[uf, arunr:fiu
lnurrofioriu Inr o zTgt 457o(www.ryg.com)

druil:;aun1{rorrnalR (Marketing Mix) rru6q raio.rfonr:namdq:6rdar1s
rCoh?u::qinqrJ:;auinr:narnlunarnrflruuru (Kotter. 2000 : ra) riorfluriruil:;noufi
rhfio4rolnagnf,nr:nara e Jr;nr: ilr;noudru

( I ) fl a'nriorcf (produc0

(2):rar (price)

(3) nrrfrnirrilu(ptace)

(4) nrrdlraiun'trnam (promotion) iiq: fitdolldirlfrurnonouduo{nltdolnr:



xo{nalalfllilu'lu (Bovee,Houston and Thill. 1955 : G-8) uiorfluilofruvrr{n1:na1nfin?ilqu

ld druifndorl{irufiudunruoo.rudolnr:tolnarnnlruuru (Mc carttry and perreault.

I99I : szz) rirurJ:udunl:na1n ortr:'un6nodr.rrdldr iloilunrolunl:nntn uisilrfrunrl
Aari

nrr naln 6qilu rniolu'0fi uifnn 2uqrld

dlriu {f, nu rt Iii n :IIauItfi tc;lnu rnrrlfi In ohfi fi nnioit r fiudau narmr r
nlrnalat olnulYrufl{uinr: arunr:fiunrulurJ:rtllf,iro.rrdrunr:fi ulmuuofrsrf,u l{rfl u
ttuanrslunr:6inurnarldolnr:to.tnriufliuinlrdlun'l:R'ru1uil:crilatord1un1:fiulyru

Jaieouoinriu rfior{orurf,nunrnlunr:1fu?nr:m{dtun1:u'u unun0uduorn?tudo{nr:lunr:
rdun m lnuarunr : u'u lnuuo froriul#gndod olrJ

1.2 inqrh;a.rdnr:iftr

lunr:f,nu rnaruf; rr ohfi fi naioilriurirunerunl{n1, narntornu lnufl {uinr:
fl 1un1ru-unru1uil:;rnatordronuu'ulnouofroriufi inqrft ;a.rridlfi

t.2.t rf,oilnurntufilnolodfinaioitriuriaunarnllnlrnamro.rnr:liuinlrfllo

n r : u'u n rolu il : ; mat o r nr u n r : u-u ln urrofiorio

t.2.2,iioflnurnqfin::rnr:l{uinr:tornulnoflduinr: erunr:fiunruluil:s11rfl
toraronr: fiulnouofioriu

iayrJtaao6t.2.i rn- o fr nu rR u r r dl r{u i : s r{ d 1 { fl 2 1 u n-l r oI r riu n q 6 n : : u n r : ldui n r : { o {t R u
lnufl #uin r r d'rs'r: u'un ruluil: corflxo{c[1ufi.r: u'u ln u'ofrorf, u

rJ ouufigunrridu

1.3. l rqin::unr:liuinr:fiarrurYrriuf,fiua:ruffurohnr:l$uinr:roraulmu

{lduinr:arunr:u'unruluil:Eryrruornrunrrf ulmuuoirofiu

t.3.2 il r f,oriau erd!il l{nlt n nm drusrdnfiorqi fi neru rYur{uf,fiun q6n: : u nr: ld
u?nr: t or fl duinr: arunrr u'un uluil: ;mrto{d1un1:u'u lnuusfroriu

r.3.3 ilt f,udaunrrrnl{r nl:nnrn dru: mr fi nluduriuffiunqin: : u nr:ldu?nr:
to.rfl #uinr:arunr:fi unruluil:crilfl r,o{dun1:u'ulnuuofioriu

t.3.4 ih ilu ri zu n fl uyr 1 { n 1 : n a rn dr u rro ru fi fi n rru iyu fru ffiun q n'n r : u n r : ld
uinr:tor{lduinr: arunr: fi unruluil:;rmarorarunr:fiulvruuoirorf, o
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1.3.5 iltf,ucirundril1{nr:nnrn drunrrtirraiunl,na1n finerudufruffiu
rq6n::lnr:l$uinr:tol{^l#uinr:erunr:fiunruluil:crilf,r,o{dlunl:fiulnuuofiorf,u

t.4 rrourunro{nr:flnur

1.4.1 il:cnn:

6lnurtomc{iil{u;nr:crunr:fiunruluil:;rnf,ro{drunr:fiu'lnuusfrorf,uryirriu

Inu ,ilrnrr rilf, o1q doluRrilnl:dxrd nr:Flnur orin rrulfiqdudodou

1.4.2 aorufiifiu{oqn

aoruddH,fi udoqa a'o crunr: fi u lnuuofroriu

1.4.3 ,Juil2n]

:custaarlunr:rfiudoqa il:;ursr t80 iu InolftirlnarfirfiudoXadrldrfiou
xn:lRlt - nrnalnx il.?l. 2552rrirriu

r.4.4 r,oulrnro{dur't
ary !!,.

nlt ?0 uni {il rl {flnu m ruf, lt o lt fi fi n nioil o f,utiru n aun 1{ n 1, n o ta r o r nu'[m u
!,!|t, a a
{liuinr:arunr:fiunruluil:srmato{drunlru'ulmuuofroriu il:cnoudzo dzunfluyrlr
ntrnam (Marketing frrixl dliolrJd

t.4.4.t ihf,udrundnrior#

1.4.4.2 ilofiudru:rnr

t.4.4.3 ilof,udruaorufi

I A.4.4 ilr f,udrunr: riuciunrrnarn

ls fiurdildiillilunrrif,a

n r : f, nu r n fi dldfi u r r, #n rf,d l{rfi udruil : 1u n r : i ilu nr'o r{ r r u n R ? r x r l r u lu n r : fi r
azrrr{rhfauf,u ftd

r.s.r nr:douiuua;nr:lfuinr:towfnrru uurudr nr:douiuua;drurunrru
a;nrnirll taltfnlru n rruidt ur#uluniiifi mcnr:1#uinr:irq odrudrlo : enria
uacilrc?iulr

t.5.2 R21rd3n?nlunr:.ir:cr3u ulru6l n.,:fil#uinr:ertr:o,ir:srirlnuar:



-4---e- -r, e 4 a . .mio{ilui1uyt1{lieixo{Du1a1:rioaur:or1uJ}r1udlt1rro{ru'lR1:ldotir.rnlr{ir2rrrc

1.5.3 421uf; lnolot o.r fl #uinr: toldunlru'ulnuuofrorf; u r urudr nluf, u olr
, -t io e9 atolfuilnnfifintrnnr:I{uinr:tordrunl:u'ulnouofiorio druqornilnl:l#uinr: uas

n?1ufr{il01oInu:auto{drun1:u'ulnuuofroriuludruna'nfisre{ :1fl'r dorud ,,u,n',,
dqaiunr:narn (4Ps)

t.s.+ nq6n::r ulrudr 1iluuu dnuorsnr:lduinr:ro.rflf,uinr:torerunr:fiu'lvru
J a a t c a -_j4_ ! o - e ,llo:lolsu:2lto{ro{vt'trtn'ltfl't:ut{u unslilqHnmtd0nio.tvtrlnlril:urJud'snrir:

t.s.s qndr urrudr fl {uin r: t o{d1unl: u'u lnuuofioriu

t.s.6 raioduf,lt't mrnudl dowmartrionrccrulfiuinr:rorerunr:fiulvruuof
a

roltu

t.s.z iloigeirunaumr{n1rna1n ilurudl ninfisrqf (product) :tnl (price; nr:f,n
6rudro (Place) nr:dlraiunt:narn (promotion) d1:6odor1#ufiurfionoufluorrn?.ur
Colnr:tolnarntfl rnrru r,rioriluitr ilunrrnr:nar.fi o:uqutiddsqalolrt{d1iu;n1: dlu
nt:u'untulurlrctilatolnrunr:u'ulnuuofroriu ludruninrisrci lrnr flolud ,,urn-,,
dqaiunr:nara (4ps)

1.6 rhslunifinroiroclfiiu

1.6.1 firh?nrruo'liltiloriaunduTrNnlrnaln (4ps) t o{drunlrfiunruluil:rlnflro.r
-tJaflunlruu llturo:lorio

1.6.2 rirl#n: rudlnr: uinr: erunrru'unru1uil:cmatorarunr: fi u lnuuofioriu

1.6.3 rirh?n: rudr nau riuriu f,:sudrd o ilodru nauill{nmn am fiufl {uinlr dlu
n t t u'u n ru1u il : c ril gt or or u nr : u'u ln urrofioriu

t.6.4 rirdoqait'uiitdtrtt*nrirusufi riurdorldlunrr?1{unumlrnrrnnlnro{

fl duinuarunr:u'unruluil:;rmatordrunlru'ulnuuofiorfr u
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uu? noilqsailau{lu? ([urimuzciiort

nr:iilnu'riilu tfsl "iltiufi innsionrrlf,rnolrtorflduinr:rordlun'r:u'ulnuuof
lotf,u- fifluldnunautturinmqufi ua;nnuuifrufirfiordorfiuds.tdifru rfi'orirurlfrfirnun
n:outtur6nllnJuu2m't{lunr:if,u Inuiuurfinuavnqufiua;sruif,ufirfiurdo.r6'.rd

2.1

z. t uueinua;vrqufi rfi oafrurirunarill{tn'rrnaln

z.z uuefinuavnqufi rfiorriuriurfiunr:uinr:

23 uuen'nuavnqufi rfi uadun arrfi uroln

2.4 uu2n?luinua:n qufi r6urriunqe'n: :u{uilna

z.s {ortrardurfiu lmuuofrorf, u

z.o ruif,uiirfiuador

2.2 nrouuueinlunrriinur

il n f,umrlnlrnnm ultudl riau nelnr{ n1:noln (}vlarketing uix) d.rr u rudlnr: fi
a'y j
dufirfinouauomtrudo{tnlrxo{Qnfirnriurflruurold trulu:rnrd{uilroruuiu'ld 1oc

6? a a. d a ) a d g . au, lRRUun01ulilt1!uoltiiui'ti[t :ru0riinr:ilnirnrirsn:corufrudrl#aoondolfiu
nq6n: : unrrdun rCohfnlua:nanuriEnd'r d:un runororu grlohirfi nn arr roulu
6udrunsrinrqin::uotirrgodor oaE ardu0r$1. 2546o : tr)daunarnl{nl:na1n
(tlarketing Mix) rlrudl nr:firuunrniorfomr{n1rnalndsuifyrlilunl:u::n
utJ
inqrl:;adnmnr:narnlunarnrfl ruuro (Kotler. 199? az 92)

riaunclnr'qnltnntn uurudr druilrvrrrnr:onrndnauquld druifyrlddurfiurfio
auomrruf,rnolourinrirrflrurro (fiiz:ror raiinri. zyr6a: sr) dr cp,s rj:cnoudru

l. ninriorqi (Product) rurudr firfirauotrulnq:fiordoduolnludornr:to.r
qndrh?f,lno1t Hinfiociii16riloxl0oloociidenuuiolrifidrnufild na'nrisr.r{6.r

il:cnoudru fiudr uinm R2tun'n aorufi orrfn:uio {nnn Hinriorcidorfio::oJ:clumf
(utility) fiqorrir (Value) luarunrtorqndr 6rnsinarirl#Ha'nriorsiaur:otruld nr:druun



JAaoJJ.aaqoe!
naqntnluirnnR0lqrn0{Ttult'tuR1u,io{ilcnun{u

I . I fi?lrltnniutol Hfi nrisrci (product differentiarion) ua; uio a 21il un ni 1{

il1{n1:llr;{tdil (Competitive differentiation)

t.z fi or: u'ttmo{riil: s nou (Qsdrrrih) to*rinfiusi (product componenr)

niu rJ:slurtiit gl, gilfndnuore qunrn nuu::lriolqin:rfiudr {a.r

1.3 nlrdliluodruuil.tninfrorsi (Product positioning) rflunr:oonuuu

Hinfiorciroruifn tnioucrnrdruurirdunnrirura:fiqorrirluinlmorqndrnlrrrru

1 .4 n l t tiet u r n in risr d (Product devetopmenO rfioh?n fi Er fiorc{fi frnu nr ; lr ri

ua;iliurJ1llt?fidu (New and improved) ddoqiriildqnruarur:otunl:nouduoln?ru
tv ) rv.i J
no{nlr1o{onfll lnnu{xu

1.5 nagmf,rfi urriuriauerauninlisrci (Product Mix) ua;arunra'nfisrsi

(Product Line)

fla'nriorci (Product) nurudl fiudr uinr: fl?luin ufoalrinr:fifirnr:rirrfluo io
{uilnndrtrudrqornrttorfiudr nrroonuuu trildnuor; nrrfiudr uavu::yiorci(roil"r.

1997c:93)

n a'nrisrqi (Produc0 r u ro dl dnu orsurril : ; nr: t or n nqil f,r o { uifyr fi o r r n: Enu
r a- t y il 4 q . o e I )ionq6n:run1:6otor{uilnn6o nauluri n2tudriu{u{ouua;qunrrnfinuiufld

to{flenfioci Hanriolqiluriuasnerladufudouoredorfinr:dnf,ulootir!n{'l{r2rr lrJir.r
ayJd.tl .a-a'

rro{flAni'oldnaannufruriouasflruqorn dlulrofioomtnaion:;u?un1:60tol{uilnn

fiudrqornrugruiofiudrfirJiur{rfrun:rldo,inr:u'r,rodxtor{doi6nr'naisn',,.fu
(oQad rq:raQa. 2545n : t29)

fl infisrci (Produco wdsrfi nu f, t r: onoonuuu uisrlau rduu rl#ldn: r fiun arr

domr:tornnraualqndr ntuuurmorflinriercirvuurodr uuulrliryuou6nriurtdt,
rurudl uuutrrlirrto$rinriorci uacilio:ruhldsuinurfiuariuninfisrr{riur riruridq
fi qnto*rdnfisrqiddo nr:riwiaurl#fi dldraMronoufluomarudo{nrrro{Qnd11fild

(rrfru rYuirrd.2533n : 36)

2. :1n1 (Price) ttutu6s qorrirninfiorrilufldariu :rnrrflu p drficolfi,findulr

dntrn Product:rnrrfludu{u (Cost) uo{Qnfil {uilnnwnliuurfiuu:srirqouir (vatue)

nfinriorqiriutln'r (Price) ndnriordriu drqouirqmdr:rnr rurfiwdnfiulnqio i'rriu {rirrun
JtJoQAaeJ-

noqntnlu:lflmorfllu{or (f,:?::01 ldt:nu. 25461 : 53)

z.r qorrirfiiu{ {n"r""ived value) luarunrtolEndr dldolfirr:on'irnr:
uorirt or qndrluqoui rt o*rinfiord'ir gr ndr: rn rndn fisrd



z.z durlufiudrunvrirlstirufi riua{os

z.g nr:urirdu

- -A2.4 Uo$UOU1

:rnrfi nauclrdo;fiunr:narnrujolrrRrrqnndliolild

: m 1 (Price) u u u6{ 6 ru :uriufi {uilnn rirurfiofi udr (Kotlerb. I 997d: 93)

t1n1 (Price) rfluqorrir (value) tolfiudrluillto.liun:r (rai rlJrorqlr.z542n : 68)

: 1n 1 (Price) rfl u nn qn f,fi fi 6n Gn a ri o n', r dofi ri u,iio{uilnnri rnr: il : ; ru-um x ro' o n uavri r

nr:dnfiult laurJnd{uilnntounfinfisrqidfi:rnrir rinnr:narnirna:nn:rnrfiou no

duqunrrdouiorfi rlfi{uilnndnduhdrudnusrs 6ut (aQad rq:{nQa. 2545r, : I 30)

3. nr: inirrrilu (Place) uurudr In: rairrtorriornrrdril:cnoudauaorriuunc

fion::uldrnfioudruninfisrciuasuinr:rrnsrrinr:tJ&narn aorrjufirirHfinfiordoon{

narnrfl ruurufi fioaorriunmnam rirufion::ufi dulunr:n:;oudrfiudril:snou#ru nr:
!9Q',Ce-l,e--a-Jxuf,{ n]:ao{flufll ltornl:mu:nu1flun1fl{an{ (f,r?r:0l rflttnrl. 2546n : 53)

n m f,n fi u riru (Place) rfl u n o gn f,t or rin nr: n arnlu nr: rhh{fi ninriorqtlln lou
ollaililuru dtultonoonGtaionr, 'ntu" ninriorsi uriuoudrf,udriifiiruriruuniraruunt

irufitrdo fiwrfirhi{uilnnrirtJrl:cru'uil::mntosriowrr.drir,auoororvrio6ninado
o l) J - u J- J

nlt:UlRlrlTloutlo{Hannufl (oQnU ilq:{flq0. 2545n : 130)

.aaoJiar. l.a-1"
nal?Ro Hanrlolfl nR rln ludlxl:olrjft riunaruaclurlorufi fi inludolnr:udr

nn'nfiorcidur fiwllarluflu1u drriuludruru.ao',udtcdorfinr:fior:on6.rao1ufina'l
i-)a.t.

uarqafl afi fr ufrrua;uinr: Rar ns gnri rlrJ rau ot ruhi (r rfu rYun'arf. 2533r, : 36)

4. nr: dlta?unlr na1n (Promotion) rfl u nr:6aiodoa',r,6oeriu{oun: vrir.r fitrut ' lrcl{nrino',ir',uri',n'rlr'r,fru {do rii o air r riau a fi ua v n q 6 n : r, n u du n r : a'ni o d oa r : r

(Penonal selling) ua;nr:6niodoar:Inulrildnu (Non-personal selting) rniou'olunr:
6niodoar:fiilaruil:cnr: drorora'on1{udruiouaruratou'o loudorl#rdnnr:r6on1{

A ai
mioul-ofodmuuurJ:3Cuil:scruriu (tntegrated Marketing Communication - IMC) Inu

f,rr:Erdrn?lunrulicttriuEndr Hinriore{ {udrdu Inuu::qpriruuruf rrfiuld (ffi:::or

raiinrf.2546rr :53)

nr: rilta?tnltnaln (homotion) trrudl rniodiomrrirunaunl{nl: naln : arl6{
- I i -- o , j r
nnn::rfr'rrunfruifir6adodoar:rmgdqeirnrrtruiiudrtl&n{urfllxuru (Korler. 1997d

:93)

nt: riuaiunl:nn1n (Promotion) rfl unagnffi rio6ninaio{uilnnldlu4nniruu,
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rolnrru2unr:dnfiulodo rirrar:firinnr:narndr'liloro 16iouh,, 1#{uilnnf.irrui
ilqrlr frudrtouinnltnnlad'lur:oudltilqrrh?rtrld uaEriuaur:oricuouqorrirlfild

urnndra'udrtolqiuril rfioldrirrar:rf,inr:dorflunr:duf,udrnr:dnfiuhdoro.rondr
u-J

Qn6o{ (oQnu 0qr{nQa.2545{ : 130)

nr:tn'ondoorronlrduar:n'nio Inuiinr:orfiu nr:uonrrirornilrnsiorjrn rsrflu
riolnrtfifidninnlunr:Ifiirirr{uilnnurnfiqn un;rciinmudrdqodn0leionr:{nrru

l#finr:uoliuluna'nriorcilrdfirauouu ruqfirflurriud,rrrlrdolndrear:firiru}Jnru
, ! lA ,t a e e o t

,uo{tltlrru Elnuai,o{rosrn?lu{nilunulumrrdlnrrilluilJro.nr:,fluryroou uaunl:rfiurdor
fiulunmdu.l (mfu rYu6a.rf. 2533n : 286)

dourrnr:doar: drunrrdoln:riarf rcrfl u Aofi alr.,r oor ounQln arnu.lnu'ldd
(coverage of rnass marlce0 In:rirriarur:of rrirrar:r{16.r{nurfluiruruurnldotirl:rnr5:
m:r:ilrpiuaiarioudruluajfiIn:riarfl#uasrflnIn:riarirCoau:un1:Inurn6uurnndr z

i:'ludoiu tfirtrn iirhrho.2545 : 152)

nr: dlrailnl:n a1n (Promotion) rfl u nr: uilr nr: uanrira uagnl: r'tuaruinnrrl
r{rlthiurigndrldi nr:duaiunr:ilniruilruwrfiur{orriuiiirrl dl{arriuduor',u
(communication) 1fi61narntflurru lfldyr:rud*r6nfiorciddornr:dri,irrrjru or filn sl

:sdu:rnrln nr:tilraitnr:6ruilrutsil:;noudeunr:urulnurrinuu.uru nr:trulnurillil
uasnr:riltaiuntrr,lu dl{uirr:nr:narnrEdorf,ousnm'onlfiiiu1nrirdrJrcnourdl
drufiu riiol#rfl u nr: riwiunr: iru ri rufi irJ: ; fi ninrnfi qn lr .tfu riu6ad. 253 3 r : 37)

tlnltu2n2'tufiaua;nqufi rirunaunatndr.rdu fi fruldrirurl#rfluuuanrllunr:
Y-.----.---- i - ?--!t u , ja o v . -nuilmmoumutnuiloeud2unaluyttlnr:nnrnfi linrrudrdqeionr:uinr:

dulRrnltnarnsruidu lffh?altrtrutorrirdr uinr: uurodl ficn::lil:;Iucf
rionarrrolofi HrauorCotruniofi m: :ufi ilndu: rufiunr:uufiudr

6n6riuri rnwqrJi estg z e) ldnrirrjr nr:uinr:rflufion::urion::u?unr:
o a t . r ---.1-^.- ..4_.-!_. j I Anruunltoul{ lnoul{uu{to{qnfla?rtoo{Rn: lfi'onouduolRrrufiolnl:ro{UflRaduuas

riolfrina rrunolo o rnfl aro{rnr: n: cfi rtfu

rnf,fi nd'ur1ai Qvo: zr) l#lfn2lrr4l,lurorrirdr nr:uinr: uurudl nr:rlfrrifiiu
l{iunuuinr: rdu nr:6rurun?1rflJn?n nr:h?nrrurirumdo rfl udu

fiia: r u raiinrfun;nsr (2s4 1 : 334-336) ldnrirtir uinr:rfl u60nr :r $rnrjrc luflf
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Aaajg.ys€auionarl*lttolofi auornrudornr:uriqndr Inuq:fi ouinlrdlul:of,nld I il:crnn R'o

r. fr{iorfl urf,rrorfiudrua;rirfiufirhhoiuuinrrrrn{tru niu uinr:.ior:o

z. {rrurilur$rtorf,udrun;truuinr:h?fiu{do riu u?nr:rniordrursnar: uinr:

1{raiomorfilnof

r. rfl unr:douinr:racfi fiudrnrurrd:u niu iruorrrr

a.,ilunlrdouinrr Inuhifi defiudrr{rurriuar?oudu aorriuanrirrrin

i:;nrf rnfiri:;ini esqt : o) ldnrire.irnr:uinr: urrudr n:vueunr:rio
n:cueuhrn::l1unr:dsrouuinr:rrnfl#uinr: (uinr:) lrlft{iuuinlr (Qnrir) r,rio
ta y a
E tTU:nlt

so6u lla;flort (2539 :338 - 33e) ldoiurunrrlduinr:dr rfinornnr:fi{iuuint:
6ntrnnr:tiuuflunr:uin',rrf, nr:6uuf rurudr nrlrJiiuuurJauqfin::ufirioudr{o'r2:

dlnr:nJ6uuurlautq6n::uriurfinrrnnr:ldiuil:crrunr:of drriunr:Guufiurindrdq r
il:cnr:6o

I . n r : 6 u u fifl u rr q n'n : : u I a u uJ 6 u u r r n n r : hi rn o {inuin r : u r ril u !frn ui n', r ri,
njduuernnr:titauuinr:llflurouuinr: njiuutrntirnulduinr:riuurliuinr:rfu

2. nr:6uuf,rfl unr:ril6uuurJarfi riou{rrorrr riioffrnlfiuinr:udarfinn?ru
rl:criultuinrrrfufirrnduurl{uinr:riuoaonhluacldl{uinr:dhild,nfuorr',oyrl,qn1:
,t a ae aRllt:ou:uilln!

l. nr:rioufrfintrnd{iuuinr:ldiurJ:vaunr:sfrfiuafiunr:uinr: hidrrslnucr:.!
lalAu-
n?unuro'ttf rofl ouuonanuuslto{tt1uurn1:

a4-..nr:uinr:dlunrEulunl: n:su2ufim::rlunr:druouuinr:rrnfl#uinr:hJfri

{iuuinr:riotrndr Inunr:uinr:,fludrdrir,fra iudorldurnuaclnurirlrJnrruinr:fi
- i. - - !
anusuTrst'rnq n{u

t. hiaru r: o fludol ld (Intaneibility) uinr: hi ctur: ou ol rfi uriorfi nldri ou fi o c i
-- i- ,--l- 4- a ' ti- t,i-e y tA rnr:fi0 dsriurfiorilufll:anfl?turtiultol{cuo E.uo0{no{Ttulu1u2l{namorqunu2nuqunru

a i rrr j y ) I . ! ^ . -lun;ctnuinrrfr rtrwld ru'oafrmzrurioriulunrrdoluuitooaorrd drqnna rnforf o

iaqdlflunminiodoar: dqdnuoiuas:1n'r dr{truwdocinulfl uu dnJ:;fiurfi ohir{t tatfisaru:odnfrulc16rirtu

t. t ao rrfi (Phee) dol arur: o air.rn rrurduriruurn.rrl dcnrnl#fiu{urn'nei o
. t a. --.-i-4^y_ ilra r e ty a . aj& olru nulfl1rno{rdo1ilnmn11{x21{r oonlluulrlrnnRetuRdo$euri{urnneio iifrfqfiulno

a ; -t ya Aa 3oo a .ilu:rulnlftytrcdil{R?utidniln :rurillJrdulnun5rurl il:cnou
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1.2 qnna (people) nfnlrufi truuinr: dolfi nr: rrild:fi ,rrl, a, r1n fi nd ufirn r

dlufuuriula rlnuhr:u rColfiqndrrinnarurJ:criulilracrinn:rurfioriudru?nrriiordu
a9
nn?u

AA
t : raialiio (Equipment) qrln:oinruludrfnnuwdo.rriuariuirj:cfiilinrrfi nr:

o, € i a zi
hiuin r : fr : an ri r rfi oh?Endrn'lr olo

-At.c iaq6lod1r (Cornmunication Materiat) dohunnunslondl:nr: Iuuonrixl
. Y_._.___rt. 9, !-_ a j o Iicno{ fl onfl ao{fiunnuslJto{u:n1:iltrtuolrluuacdnuuu,uol qn6't

r.s dqrinuoi (symbols) don: rfiudrriornioururon:rfi udrfi ldlunr:h?uinr:
.re d iai e € i

R?: reranuusftonaluliltluilnmu?nuurfilrrilduortu

1.6 :1R't ipri"") n'trri'tilun:rnrnr:1#uinr: n::in?1uu,m.t;eudu:;dunr:
tr 9-- .a r . . e 6 j
luu: nulntou llog{lunonlt cluunr;nuurnl: fi lfl uotlu

z. hiarlr:ouilluunnr:lfuinr:1d (rnseparabitiry) nr:hiuinr:rflunr:n6nun;nr:

uilnnlutsrcrdurriu n'o{trurrorulnrrr:otiuinr:qndrlutor;riuldildsrru rfonrn

{truudn;:rufi dnuotcrsnudrldarur:ohlnu6utiuinr:unuld nr:rcdorer6nunc

uilnnnrulutaart6uzdu rhb?nrrtruo{luarirfinlu6orro{r?a1'lnonagnf,lunr:
hTuinr:riloudilolrr{oirfiatznrarrr:orirld'lnudruunurn:grudrur:ar nr:l#uinr:
sdu:rari:rioiiwl#uinr:lCrrndu nr:ilnEndrlupJtornrlrrf,nununr:hluinr:r6ur

a rv i a .niolirniolu-odrll rdrdrulunr: uinr:

l. hirniuou (variability) dnuostolnr:uinr:hi,,riuoutiuo{fiufifttuu?nr:riiu
ln: ocl#uinr:rl'01: dluu uacodrql: drriu{truuinr:tcdosinraruqrqornrulunr:

a J .r u

u:n1: ${fllulrortr tdz dunou n'o

3. I n: 2ecrourinuus riardon fl nou:uminolufi ltiuinlr r.r#orrluuduriu f,
tornrinuufi tiuin't: rioriolfirinnr:uinr:fi 6

g.z dol afr{fl 2uiloltlrtEnfir Inurdu nr: iufl rdruuc f rua;dorcruouust o{
9otgndr nr:drrrodoXatolEn#rua;nr:nJiiuurfiuu rirl#ldiu{oXarf,onr:uffltrliurllr

a tlolu:nl: tilntu

e. hicrlr:orfiulfld (Perish abitity) uinr: hiartr:nrfiulfldruiioufiudrdu dr
Ua:

R?tu6o{nlriia:Elato nrrh{u?nr:wlrifiilgur uidrdnuu;aerucioqnr:hiuiluou rcrir
l#rfinilErruiouinr:hiriuufohifiEndr drorim :oil:;{rmrrludrurarririrufifi

flnuarrurndo.rl{:olunrrhluinrrrrnr', eoruriurfirluiuqnf ra# iififlrJlf;uinr:
u r nri rh?rfi n il qu r n r : l#uinr : hirfi uwr s r dn n r : h?uin r :
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f,ia::or raiinri(2s380 : 146) nrirlir nr:1fruinr:ar:il:snoudru s il:cnr: 6o

t . u dn n a r l a on n do l riu n e r r do r n r : t o r q n n a rfl u ri r u lu qi n ri r rn' o rJ : c'l uiliua c
--e---:i- ! - cyJ ,tuinr:fro*inr:iahiriu ocdomouauornrudo{nr:xo{tqRarn:riruluojufo#rrrn l'ld
rflunr:inbTrrrirlanan{llnnriuudrlnumnrv fio;riuudruonrrnrclirier1rclu6iq.rqn
lunr:roio6ruruil:;Iunfira;u?nr:udafr.rhi{rrrirriunr:irru'uuuriuld:u

2. r dnaaru atil,oru nrir:6o nr:h?uinrrrirr dorrirrfi u lilotixriorujorlra g

adlato n:u?{0:tolnr:u3nr:udeiurildfi ,iir,"rirrror,,6r,"

l. rdnnrutduoRln nrirrfio uinr:fi f,nrfurydosl#uri{urlduinr:qnnuotim
tauomrhtta;rrirrfiulriu hifinr:lidnif,rauurirlnnnuion{ulnludnuucfi,nndr{trn

.j
nQrtouu]n

l. r rinn aru il : ; rf,a ndtaR'o ri rldd ruiidorlf;hJlu n r: uin r : ocdo r lriu r n ourfi u
ndrnnfiwldiu

s. ufinn:rudrn?n nrirrfio uinr:fi f,n1f,uri{iuwiouflulrJludnuor;rlflrihld.iru
,

dsR2n frunJiiowrilrurn:hiurnrin uacd.rldrilun,:aflnnr:rqlrumln1lurifl#u?nr:ria
lxty 6
{ ttu:nl:

QoDu ultlrf,rr (2530 : 303-304) nrirrlldr udnnr:1#uinr: lduri

t. udnnruaonndolduarrudolnr:rorqnnarfl uriruluqi nrir:6o il:;Iurfirac
uinr:fiolrinr:f,nlfirfu rcdornouauornarudo{n1:r,o{qna.,nrriaulrqiuforftrun fi1i
rfl unr: frnl#udqnaanrirlnnrluudrlnursnls

2. rdnnrrrla,fil,ara nrirlR'o nr:t?uinr:rfurdo.rrirru'ulilotirriorfio.rlnr
ai',,arurr'ldrir1uqnln,,fl 2rrrohtor{uinr:rio{rl1'ri6*u

a. r dnnrulrruoRln drlddruddorldtJlunr:uinr:rlnnuodruaroufruacoir
rfiulfru hiinr:l{frnifirruurirlnnnrionriulnludnuauunnirrornnrlunu6u1 otimuiu
a9o
lnan

e. u dnnaruil : suf,n drldriroiiforl#lunr: uinr: wdor hiu rn eurfiundrnofi os
h tlstnril

5. udnneruntn?n u?nrrdf,nl#urif,iuuinr: rcdsufl ulrJludnuourl6'rialdiru
fl ua ?n dulu uavhidunJa'owirum:rrnfn

r dn rJ fr rin'l u n r : uin r : d il r t arn.r u dr ri r i d.r d tirf, u : riu r rin ri. 2 sao; dr 6m r n
d;a
?:!iln louu ldRl.2547 :25)

t. aorufi dsorn d;n?n dulu lrosd?ul.tu
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z. rniurderorhlnlouqndru qtnrndrrnru qtnrnin rm;qnfinnru

l. n:rior:ar

e. fi nlrn:;iilofoiudwuinr: du rinnru

s. a u r : oh?: r ua s r6un rri q n drodr.rrau on r n rri rrfi uu tiu

o. h?n:rravnanuriEndr

7. n ouduo{nlrdomr:r orqndrlno'hjuanrornr:rfi on ri rul#qndrnlu

a. rfioi.rruun:ntdrlr:vudruJfi'ri6.rru drdorniruuuinr:fi,irfrirfi.,1#qndr dor
uilrh?q ndr drln : w rfl u fl #uinr: unudrror

s. rfiofigndn{riuuinr:nflolfiu lfiuuurntnrrrirduriou-udr ua;rirRarrorn:
ft qndrdrird.r: oo{Inurirdu uiorinr,ru,Couardr0u6uinr:

t o. n : d rinilopnrinrr&fiuEnfir drhiarur : n udltilqu rrfu lddrud:ror l#ri rrdr
rurirr riruion uruufn gr tl&r?or6u,ioaft rnrnn orffi fi lfiuin rjau ru

na gn dn u n o re rhriuq:fi olrtuinr:

fria::or raiinri (zs 4tr.: 2t2-2to) ldnrira6lnaguf,nmnr:narnrirriuq:6ouinr:
tfro r f ri
t?nlno tuu

q:fi odhiuinl: wldti?unf,uillrnlrnaln (Marketing mix) uio ap,s r,iur6urfiu
fiudr d.rrj:snsudru

aoJ
l. flanRuqt

2. rml

l. nr:ilnirrilru

l. nr:riqaiunrrulu

rua r u o n r 1 nriu & do r orf,orniodo oru 1 riuriu duj : c n ou deu

s. qnnarfonrinIrudldoIorfiunr:dnra'on nr:fl nou:u nr: gr1o rn'ofuTarur:n
oirlRtrln'lnoltt#riuqndrldunnirwu'o{rnirriu minrrudorfinlu6r11lro fifaune'd
6 arur: onouauolioEndr fi nartn'aiGu fi narucur: olunr:ufiilqil 1 ua' du r: oalr
rirfiurlfriuuifyr

o. eorufiuinrr dodnrraftluagrirrauodnuggilr{nluRlTr Inuyruuruaftr
qornulau:2lr (TeM)

z. n:rurunr:lfuinr: fi n:;urunr:rfiorirrouqunlfl lunr:ltTuinr:fiuqndrld
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: rnri arnsil: ; riulo qnrirqomrruinr:

ornnr:f,nurr6o:riuqornrtuinr: (Service euailty) tolfinloax il1:tq:lllJulla;
A

tuoiE (Zeithmal; Parasuraman;& Berry. 1990: 18-23) ldndrrir Service euatity lunarun'nrfiu
tolEndr{ur1{uinr: ilr,uiir nr:lfiuinr:iin:rfiuazluf, rnili{r.rioriuntun.rn?rirto{t
qndr Inugndrldfi nr:il:;fiurfi o:riug0rRrrnl:uinr: dld

r. d*ild;rfllrrnqnna6u (word of Mouth communication)

z. nludolnr:roluciaJqnna (personal Needs)

g. il :; aunr: sifi riruurluodn (past Experience)

r. n',r6ioc',:rrnfl#u?nr:lilftEndr{lsuinr: dr:rro'.rnr:ri.rdonr',r#,n.,.oro

uacilrldor,firiltrnfl#uinr:lrJftflduinrr rriu nr:IEuurdqntrurflul'n:tornrinuu
lunr:}?uin',, *,ina communications)

rnordiillillunrnh sfi uQ om rilm{ nrr ui nrr
- iaY anr:uinr:fr fido$ineruaoandosriunarudosnr:roulnaadaulnqi fi rJ: ;Iumfirac

A Ao tti y
uEnr:frinlr{riudomounuo{tRa'rudornr:tosEnfirldrfludruluoj ihii'al#uriqnnnnriu
lanrjrndrlaurorls rnsrqidlflunr:il:sfiuqomrnuinufi ft ii

t. drudnusufiil:rnnrorfirdrurarrra;nanirq rniorfio giln:o[ qnnrn: ras
qrJn:oflun'r:doal,

z. drunruorl r: olunr:h?uinr: nrudqqrldotirrgndoum;uriurir

l. dru a rrl 16 u 1 olu nr: lrtuin r : un ; d:uru n'o En dr
- Y ae_ ) e a 6

4. nlunl:rlnfiuJ a?trluasn2udtul: oxo{ilrln{ulunr: uinr:

s. drunruqRlil n?rurfl ufin:tolrrinlru

o. Crunturirrf, o uuror',rdodndtorfrh?uinu

z. drunarurj n onrYulunr: l#uinr:

s. drunr: d16rnr: uinr: torfl iuinr:
g.drunrruarur:olun',riiualruuciufl mrrun'nrfi utorfl duinr:

10. drunr:rdrdlnrrrdolnr:tolEndrlnudoldNufonaruunndrs:crd1{n1,

nrnrillunmuinu (Expected service) fiudliiqndrldiuornnr:uinr: (perceived Service)

wrfl uqornrntolnr: uinrr fi gndriu{ (perceivea Service enality)
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n2ruh frqro.r nr:l#u?nr:

aufi 6 6ru: : ur (2s36 : r s) ndre.ir nr:tiu?nr:fi 6ua:fi qornrrrrnfirqnna drdor
otfrutmau-R nagnf, rilnu;unsazrruuurfi uuirq fi rcfi rhlru:hEndr {fi 6neioq:fi ouio
q nn ariztJfi u r l#uin r : ir 6o lcd rfi a r,r d rriqo ti n grlu il r lriu

nr:lfiuinr:d'lul:on:;rfirldri.rriounrr6ncio lu:cildNnr:n'neiorionruudrnr:
6nsio Inuldiunr:uinr:rrndrqnnnrln:;duruowfn: ,rrrio6rinr:tororr{nrrfrl n.,,
uinr:fi6t;rfluraio.rfioriru1fi{6nisriuo.rrin:q:firrfina.,i,fuo'u afntruavafir
nrndnusidlo;finalunrreihrioriol#uinr:6ut lulonranrir druin.,ru.,oor*rldlu
giluuuirq a'o

r. nr:douiuiracnr:rorhld

z. nr:lfuinr:vrrrln:#nr{

l. nr:uinr:trunfiriru

a. nr:h?uinr:nroludrfnuuuiofrudr

5. nr: uinr:nrur drnrruu

6. nr: uinr: e?rn iunrinuudrr

z. rinu ; lu n r : il n-rifi r rurn'ouinr: I u drrinuu

2.t uu:houasnqufiriuzfrunerrf,uolo

R 2 lu lr l, lut o r R lun'rt o1 t
nrruflltolo dln:lriuritnrurdrnqudr satisfaction Inuldi{1fin21ur.ru1u

ftiohJd
a.alrufilnolo nlun?.lrtrururolfnininur urnrjiu (Chaptin. 1968 : agz) n.irrdr

rflunrrlffntol{fiuriuuinr:ioaoruuinr:nurl:scunr:oidld;u o..nn.,r,{.,liln-nio
t o iu uin r : 1u ao ru uinl r tirl

aonmsf (Kotler. zoog dN6{1u rqdi dun'rfrrsi, unsnoc ,2s46: z)nriredr
nzrutalrtolqndr (crstomer satisfaction) duogjdurJ:cluiltilfoqorririiiuftdtrnnr:ld
n dn rior si rfi orfi uu fiu dr d q nrir n r n n ir dr u r n rJ : c l urffi ldiu r r n na'n ris,siA r n d., ii {du
n rn u il 1{ {do ov {dn hin ohlu ninriorqirfu lu n mn : rfru r?ruu rnil: ; trmid li;u
ao n n douiorfiu n d rii {,{f,on rn u i.r fiL w f dnn ol e niorj : c ful r

rgu (vroorn 1964 : s) ncir:dt nrrufrlnolo ruruo'l nrafi ldrrnnr: fi r1nn ar{r}Jfi
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!^-^r^--.t^.1^-i-.-r--- -^t, crd a o e
riauiatludltiufaunn-druuenosucrn{lfiriludn1iln?lufilnololufrrriu uo;riaun6dru
n u wudn{rlfirfi u an rnnrrl hif, lnolefurol

uorl (Mone.1958 : tg) n.irrdr n:uf,snole uurodl anrrstnfirj:lf,tlnn?txrn5un
,iod,rr',rn::ullatoruqutifinarudornr: drnmudosnr:riuldiunl:nouduuorionro
riourlrirunrrlrniunfiocfiounramufrrnoln6rcrfindu uaclumrrndufiudrnarudornr:
riuhildiunl:nouc,uornruraiuoua;hin'ruohfi wrfi ndu

Je c
ruuri 6uuia mnd Qraaynara W.Shelly. I 9 64 : 9) ldf, nu ruu rfinrfi ur riun l u n'lu slr

d.raqrllddrnluf;.rnolorflunluidnfiurirldrfludo{il:rmn n'o narr{dnluilr{u:n uac

narlidnlunl{au nllidnlun mu:nrilun aru{dnfi rdarfi nduudrrirl#rfi nn ?ru qlt
!anllqtfirflun?llqr,fiunniutrnnlufdnnrourn6ul nrirrdo rflunrrl{dnfifi :sutr

doundu n21!qxdlur:orirlfirfina?ruqxilionluftlnn',ou.ndr1 aaruff;nnrrnu
narlfilnnr{tu?nlta!fl?utdniifinarurYrriuf,riuotirraduf,udouuac:cuunrrrriur{uf,

tomaru{dnrfoa',rd,iundt :;uunrrulnoh Inonaruf,rnolnrcmndurfo:cuunrrufll
rolofi n:ufiinnrurnurnndrnrufi?nnnau

nz rurirf,qt om rurf I uolo

narufrltolcrfl uiloiludrfrqrJ:;nr:ndriirirurirl#rrudrrit Inurorrvod1.t6.rdr
4 ji o .rilulrufrr6urf,unr:h?uinr: uontrn{uiur:r:rirrfiunr:ti{rfiruurinnrrrf;rnohnr:
riruuudr ft irrfiufi o;doqilfiunr:dwrir1fi{rrlduinr:rinnllf,wolodeu rn: rsn?lu
roiqdrtrrirtowruuinr:iltf,ufidrfra4J:;nr:urtofi,flufrrriodfifiu iruru{fiurlduinr:
ftriu{uiurrfitrqnnrn6.rnr:odm0rfirc;inurhidndrftilof,uuasorriil:vnoudrq firir
1firfinnarufirnolcrf.rfrrlq'riftruun;{urliuinr: (arl:r 1cuarffi.z534 : 15) d.rndlriu
n r : hiu i n r : u o n t r n ! s ri r lfi E n dr ri a n n r f dn du 6 ei o fi u dr ft t u r u o'r a r r u {i?n du d i o
uifnqndro;6nnaruil:vriultdrqnuifmwl#nlu auh rCoii w ldldrituuurnrrlunr:
uir,n : owin:l#iirj: s Eninrnuacfi nrh r lunigr {n (lnurJ: vfiuiin irrin.zslg : z)

vaal-
nlt2oa?utiltlilo lonou: nlt

o r n fi n ri r :t r{r I du n r ruf; w o1 t w rfi n tiu rio hiriu du o { fru n r : 1 fuin r : t o r
orrin: iltcnoufiu:cdunrrlfdntor{uriuuinr:1ufi6irq touiavqann drrfulunr: in

aaa-aaruinroltdouinr:orrwn:;fi rldnnroiid.riotjdtorl:l lauourjfi .2534 : 3e)

r.nrrl#uuufl ouo'urdufl uiifi u'uuldurnotimuniuaroiir,ruf, r

z. nr:rYlnrusi dlrfluiifido.rorfiurmnu'fluagfl2'ru.irurqn'rnutor{dlnruoifiovn.r



t'l

q qrrt - c Y C -t0 lx {nouR 10 lllnllltt oln i n: {

3. nt: d{lnn tfl u nr: rYrrnnnqfin: : utriou nr: iuuinr:tou iuuint: uasu drnr:
iuuinr: oErfiulddrnr:innrrrn'rnohcionr:hTlinr:riuarur:ofir:ialdrnruffi tf.rfi
t .e
Tuo{fiunr1udln?n R?luluul! dr naonou priruururiorfl ruurutor nrr indru 6mc

ri*rah?nr r inrfufi rJ: c fi ninrnrirrdodo

ilo duiifi r1#rAo a z uf, uo'lolun r :'b{ui nr :
iltfruiirdor{olduntufiutolnriucrrr:on'or:onldnrnuura'nrfiorriurdnnr:ror

.l , - t !
n'rt lr,tUtnl:f,1t1ril; n{u

t. anurfiuno,uornr:uinmdfi og frunrrldornr:roiuuinr:

z. nr:rdrft uu du?nr: ldodNecnrnlnudru'rft anrriidr uasnr:riumm

3. R?ludgnan uacAl6luaun2ludsn?nro,ullf riwinr:
4. Rirrldl!r: otor{iiuuinr:lunr:fi wdouf,urirldirudruiunr:uinr:

5. nr:uouiuqsRilrto{uinrr drhiid:rudrnr:oouiudnuor;torflr?uinr:dau

nuof (weber.f 1966 : rz) ldhifr'auc6o:fiunr:hfuinr:dr nr:hiuinr:fitj
rirfilo'ldaqnnauiont:1fiuinr:drJ:ffie'rno1:uoi lrifinrrurourorflun-ffiu qnRuwldiu

nr:rJn'rihuirrfi uufiunruildnrnorcio{luanrnfi mf oufiu

a a rufi lrr olocio n r :biu? n r :
fiatan (Millet.1954 z 397) lf,lfirruncr6onrfiuedunluf;lnohionr:hiuinr:

(Satisfactory service) uionrrucrrr:olunr:cirrnerufilnotoh?riu{iuuinr:Inunl:
fi o r: ur c rnorrirj:cnou s druft d n'o

at, a tnlr llru: nl, oul{lduoR'tfil. nltlrlilinr:otirstauoRln (Equitable Services) utrudl nluqit::t1unr:
^-i--^- -: A<.-^-^1,-.i^,^-- i a - - I .lttl't1r{'lulolflfrlilruaFfrirnuqnnunirrfrurfiu dlriurJ:!r1ru{naurcldiunr:rlfl'ri6

a
l.nJluo{

otirlrilrriiurrduluu.irllxo{nAruro hiinr:uriurunfinfiulunr:tiuinr: il:clruw
ldiunr: rJfr ffi lug rwfi rfl uil on nrlnaafi ldrrn : g runr: hluinr: rdueriu

z. nrrh?uinr:otiruiut?n1(Timety Services) utruo'l lunr:uinr:lvdowoldrnrr
h?uinr: rrrt r: E;ocdo{tn r {l?41 nanrr rl6'ri6uut orr riruuunrnig rE 6odrhifi
rJ:cEilinrilraudrtinxdonar dr ncalNntuhif;.nrohlfiuirj:cfl ru

a. nr: hiuinr: odmriiu{Tto (6rro1" Services) ulrudl nr: h?uinr: art rr orcdolfi
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finuuc fi 6rurunr:h?uinr:unc aorufihiuinr:odrltuxudu

a. nr:hluinr:otirliorfiol (conrinuous services) ?tulufl nr:hiuin',:arrr:o,rd
rflulilodrlairrauo InudaJ:;Iumfilorarnrorcrfluildn hihidanrrrrolotouldruuu
fi tiuinr:'irccl#ilioilqnuinr: dolnfi ld

s. nr:hiuint:otirlfirrurh (progrrssive Services) rtrudl nr:l#uinr:nrtr:or;fifi
nr:rJiuil1{quR'tillla;Hanr:rl2'ri6nu nrira6nriuuuf,r6o nr:rfiril:sfinf;nrvrrio
Raludlu'r:ofi o;rirufi rdldrlndrInol#ninurn:rilln-r

J J - i^--_-^j,--^!. . . J t atlluul:n naluag lraa (r?nn liln1l{n10J01i.2538 : g;6NOlnrfl Maynard w. Shelty)

ldf,nuruu :6nrfi u:riunrrufi uolt dra1il 6o n arrfi srnolosion r: uinr: osrfi ndu ldt-

uiohiriuocdou-et:otr6ldnusr;tornr:hiuinr:tororrin: rJ:cnoudu:cdunrruliin
. ) r a t i3-.-- . - i o - ^ '{o{{ultuuinr:lunddrll toltteia;qnna drfunr:ianaulillrohdonr:uifl1ro1i0i
n:;rirlduaruiiftriotjd arl:r lauarrih. 2sta : 3e )

t. nr:l{rruudouollt dlrfi uiinr:fiu'ouldriuodrurriuaruiiudr Inunr:roior
rioton:rlirufiotrnnrjurlnaofidolnr: in udn{a?lu6'arflunlluluurloiufi 6rrun
rirnoulflfiidonnouriorflurirnouda:: Inoriloluornoluiirnruf;ua6ludruirq fi
u ilruuu ri rft hiuinr: nrin.rrufi lfuinr: rfl udu

z. n r : ril n ru oi dl rfl uii n r : u dr 1, n r : fi ld, : ru 6r : s du A 2 r u n'{ n o 1 o t o r {u r 1#
uinrrdufluiiddolotfrutvtRu'Run;nrrrirurqfirrutor{riunruoiiiovgrlolt?{qn
rilnruofnouri'roruh?n:Ifiu{orfiroir nr:inR?run'{ilo1tlnuiinr:rTunruol riudrrflu
iinr: fi il:Erdnuacfi J:s fininurrniiudr

3. nr: drmn rfl u6niiudofi tirlt?rr',u6u:dun:rufr1uo1otor{ur1#uinr: ldlno
.-9-'
iinr:rYlmnttntqn-nr:urilriourriuuinr: rorc:oiuuinrr uacildrernnr:urroiu
uinr:rfl udu nr:innarunluohlnuiidrcdorn:cfirodrmirirun;fi uuuunufi uiluou 6c
oEarur:oil:;liudl:;dunarlnauf,rnotrtol{rrlduinr:odrrgndol rcrfiuld.irnr:in

4ortnIlfilnolo'donr:uinr:fuarurrorirnr:inldr,raruii #.drrduodro{riunrruc:nrn
filllltl'lll'l;6lll naoniu!arilruruuiotflruurwolnr:indru 6lrgrilTtal#nr:inriufi
rJ: cf, ntn ril,fl udrirrdo6old

uuu aaufi oua;nqufi rduu frunq6nr:u{uilnn

{uilnn (Consumer) uurudl qanaudlmionarunufi ,,enooondlfint-dosdoqnr:
rracuilnnndnfietcidrauotrulunarndrorrnrireld'ir4nnun'o{uilnfluau{nnu1i6rrflu
jgaeJ
frocaislnl:naniorqimfioufiu {uilnnorrdornr:arfin;srctdA.rhifitrulunarn *ei{uilnn
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wldiunetunoloficioriiofionr:ldn:cilfndraerudornr:uavninriorcfiiuoonf rrilru
,--:t^^^^^-{^--r-p---!=j t- e .^-^---!,- . i. t A{ut lRflo1r'roHanRuflilnoudu0{fi2'tlt6o{tn1:xo{6?lo{lla;R:ouni2 riofiodudrriio
airmrrunotolfiriunriurYrnrfinuorf,uo{ uiodml:6nruluuimrrinnr:nnrn'hiarur:o
walrldrrlnflu R'o {uilnnto{n'enu drriu6rirrflurcdsrririlunorrfil:vnoutorduilnn
;-&t
fi rv m'onrf, u n cirna rnul rr{ u lu

ordrJrvnoutol{uilnaiilrfl uncjlnarorfl ruuru

owfiJ:;noutor{uilnnfi rilunrlmnrnrfl rnuru a il:;nr: do

{uilnndo.rrfl u{fi nlrdomr r (Needs)

{uilnndolrfl uffi 6rumdo tp,*r,rring power)

{uilnndolrfr u{finqinrrrnlrdr (purcrusing Behavior)

{uilnndoldu{fi nq6nr :unr:uilnR (cors,mption Behavior)

, r. {uilnndoqilu{finrrudornr: (Needs)nrrrdornr:iidrddo.rrflunludornr:

durllu4u' (Primarv needs) R'o tf,uRtrudornr:fifio{ludr{uilnnlnuhiirrflufircdoufiu
dandnfisrciriou uiru'o1:fi{uilnnfiarrldornrruaEua:rrrfiufirurnourruo{R2.ru
y^-^--iv-q v ! a ano{nltu 0nlilua2lx6o{nu.[u{6ugn (Seconaary needs)

z. {uilnndouflu{fi ,irurtdo (Purchasing power) ntrdornr: orjrqiurhirfi rh?rfin
nlrdu uri{uilnnosdolfi6rurrdodauriu 6o firiurfio.fonanfiorsirrauornrrudornr:

-!to{nu d'lriunr:er{tltflun1rnaln{o{firn1:nsdolfirnr:nin r.l6nfisrcil#lulrsalfiu
nriurilruuru drwrfi unr:aft rlonrdnNnunaradir?rniufi rnr: dau

r. {uiln ndoufi u{fi nq6n: : u nrr du t*ur"n""ing Behavior) u qn-n: : lnr: do 6odr
rfluolrirl:;nurfidldq'uol{uilnaril:rcfnnr:noraecdorinurdrn:rurfiu6 rion,r
nolefiwdoninriorcfto.r{uilnn lil:1lo'r0rrdoninliordto.r{lrirriuriadoninfiorc{
da6u1dft riufi rnr:dou:rurqn'n:runr:dotor{uilnn6o

3.1 ln:rflu{do rflu{iirirnr:.foninriord rio6onrrarurrorirnr:2.r{unu
nr:nnrnlddrfi rnr:dorrilnlrdocrrnrrnarnlilft nrlunlrnuroln

g.z doriioln rfiunr:uordrlonralunr:dotor{uilnn dsduo{fiudn:rnr:
uilnnqqnrnriomrnra niu rurnr:ogluTnuinr:nourfiu{urrlsrulnr:n:udrEndru'u,

., a j
u't lrutnlrnoulYtu{

3.3 dou',nr?ourflmln tfl unr: n'tr: ondrrjir rorarrudorn rr n6nrisrq{tor
,As . a t aA
4ui lnn rdu,uurntoudndEqifirruuatdunr:uilnn
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r.o duduu,rrilnu rfl unr:f,rr:s,nrru6lrnlrduruo{uilnn

l. s rn orcfl u n r: dn fi ul oti n'o o c l : r,f u q or n rrr : rn r nii o r u r n ua ; fi r r n : n r : rf l in
uruln

r.o 6 ru r t dot o I {uil n n rfl u n r : iinu r dr{uilnni riu d w do nn'n risrciuSo lil
liuri :ruldto.r{uilnn

c.. {uilnndolrfl u{inq6n::unr:uilnn (Consumption Behaviorl nq6n: :urol
{uiln ndw rfl u nr: iilnu rdrdnu or; nr: uilnn n'o

a. t ln: rfl u fl d rfl unrr f,nu rdrln:6o{uilnnriol#na'nfiuq{riu 11iu rdn ilogrj
o qy

nutil tr

l.z l{ruroln rfl unr:fr-tr:onlonralunr:uilnaniolsHdnriorci rdu l#rfl u
qanla

l.r liurnfiourflulln rfl unr:fi errr',rforjSr,ornr:uilnnuionrrlf;ndnriord

a.a l{iiluu rfl unr:n'rr:uriirn:ruruurcallunuuilnauf onr:ldninfrorci

- 4.s u:l gl1elunrrdo,fl , nr: itnuro'rnqn'n: runr:dot or {uilnndrfi uqinr : r
n.r:do,ruul{omroirforilqnom: lcdnuu;nr:dato{uilnnocJ: cnoudrudrn:;{u'a;
u:rgr1rlfidona-nrisrcinrluiluluto{nq6n::rnr:uilnn

J

-. oqad o'tqt{flQa (2543: z) nrirrlldr{uilnn doqnnairq fiinaruarur:olunr:.! -t- - ,
6o (auffitv to buv) niorlnnufifiliu uonornrfuluriru;torrinnr:narn{uilnnrcdorfi
nrrrrfirlolrnlrdu (wiuingness to buy) fiudruiouinrrdrudnuor:du1 rio{uilnnfifio
{uilnnurrnusioEudr}Jriiolf;rJrclurfriauda urulutorc6urfiufi&fi{uiinn6nraru
iootnrofun#io}Jriiotruioriol#lunr:nfindronarr{rdurdu{uilnnrfluununn^ro{

nr:ilnur::uunaln uasor:riaurnqufinr{nr:na1n unu1ilr,o{r{uilnnfiorrudrdqlu
iltlriulrnndrfirnorfluurdluiriou #odru'uo.rnnam fiuaruriauiunnirviu,ilu2uu.rfl
t a .J. g -!., ^- tiuqnfi nr:narnriuduracruaod{u;Ioorrur"u.,rrf.:suuccduqnr'nanrurflruuro dr
ctlr: orirh?aonndol fiunrrtn rnulrulnonr: f,n airl fi udrriouinr: uas rilhi'ri
{u?Inn Inunr suiunrrill{nlrnam

rriu riuiurf (zs+o : zg) }?nrruuuruq6n::u{uilnalldr rilunr:n:;rirror
qnnalnqnound.dorfiuadollnonrrfiunr:inrrlrtlduruacnr:lddla'udruncuinrr#od

rlru:eudl n:cu2unudntuhdrfiuro{riouuda ua;dririeulunr:r1uun1?finr:n:Erir
d.rncira nq6n:ru{uilnaoro}?ririrdnnlulddrrflu .rlfi6iurtoulnnafirfiuz{orlnun:l

fiunr: ldiuua;l#f,udruaEuinr:mrw:ugfi t:.rri,nrrr.unr:eirq roqnr:finfiu1odr
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qrdlvot-€.''J
tfrnriouuacrilud'rrirrunrJiifiiurirrl rrairriu" drirfinnrrrfinriraurfi r:rorruriroonrilu
r riru 6o

ra€^_^^^J-46.r-
t. tJfr diurto{{fl fl a fil:rudlfi tn: ruirq du nr: riumrrlilunsnfiurrnirudr nr:

drutorlul',udr nrrdo nr:.uurir nr:lirj:;lurfua;nr:rjr;riurirfiudrua;uinr:fii
oato
0ll,tuluog lunaln

z. q n n a fi rfi u:{o l ln un : l fru n r : ldiu ua ; n r : l#fi u dr un ; ui n l r n'r {ua: u 1 n' r d.r

ulrodl{ui lnanuqnfru t:rrjlfrdzqnna{[fiofrudr uosuinr:utorir'hjlduilnnro{uas
aiae.a-r?odionr:uilnntslrilruuilnns{r.r1 fifidnuorcndrunfi.rriuniu n:ouni? r:.rn'tr:0r1

rriruuilnndr:al6luririrulugrucfirfludr,,rrduru.n:ouRiaun;qnnafidotourity
hifiu{dud:u otirrlifi6r:rhifitr:orfirnr:fiqnnadsl#fiuorrinr:q:fio rioaorriueir.rl

g. :rudrn::uaunr:iu1,uomr:dnfiulodqinriouuavrfludrfi ruunrjn'ffiurirq
.iI . o. r

ruritii fruauolnrrn:surino'lnturlrdo;tolfirnr:rnrr6otol{uilnnfin:;nulnun:$io
aa&

rJiifiiurnrlnltnaln tdu nr:n'niofiuminuuuu ilolfluol'r racn'r:ritaiurirrar:IEuo,
nltrlouolllotirllilrfl unl{nuclnogriu'n: nlr fl31{n?ruft?ur6ulriornsrdlunmil:vrfiu

d.r--ri-J
nrltd'oneirll ua;ilfinTurdrll rfiurfiunr:dnfrulofiorrir01nn1::squovlr'1ugr.ryrrlrn'on

irrl rfluodrrdudr .a1rlluddfio'u nq6n::u{uilnnrduedorflunr:f,nurdrdrrlnnn

{uilnnuilnn o: 1: ;ilnu riouuri lnu uacnuldaorunr: oio; l:fiNii fi udr*a;uinr:
lfiiunr:uilnn rririoutrfnnr:narnriaurrnfnrcaultuirorrvrq6nrrrn.,:do,fio{r1n
rinnr:narnlduontrorfludainazrudrrirnnnrrnaln odrsl:fialuilo1riudrinn1:Ro.rn
.! q . i .t- - o r i u ofl?u ll'loJtillaallault ttacuoufuitnr:frrcinur:sduuontru|1?n.ro{ldrflu:;uul2a1
o',.r1uriu fnnr:narntcdarfirr:onrqn'n::rnr:dolfn{rrndrriu ;u darf,or:srr
firnr:urioudorfinusjouavnq6n::rn',rdur.rrdrtjduu ,iodrnr,rfion::urudrdnrr,
iooontrulnunr{t rfiorflurdudnl:riorioituiluuirfiuodr"urrdrtourqEn::u{uiInn
,i

trirliu R2'tultulut ouq6n::u{uilnndgndomsdorfiurdun:curunr:dnfiuloInuld
6!16-.o

nru6n: rurirrlfr n-iurn rr irmrudau (oq o6 rrq, {n qn. 2sa3 : s-6)

ntrurirfiqtouq6n::u{uilnn (consumer behavior)

in q rJ : ; a wit o r fi o n : : r n 1 {r n 1, n a 1 n A'o n 1 r n u 1o r r n : ; {u h?g n drr d o n.do fi u dr
niouinrrtolfionr:umufitvtJrdondoroqiurirdu narudrrirtornr:ru.,.or,irduldfi
Inunr:itn:rs#6lnarudosnr:tor{uilnnua;nr:r;ria:cirlunr:njrrirunnrnrf,orn'on

norntflruuruldotirlgndol {uilnnurin;nufinrrlunncimfruunuq?1uunnsir.rdur{uf,
Inun:lfiunarudolnr:lunnrn drriunr:finurrq6n::r{uilnnwrir'Sirinnr:nnrnrdrlo

fllN o

69V,gr4L98Y.l
4v9bqmtil! rfi uu..9.1.1 11.3. k...... .9. :-!.
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lddrnqfin::u{uilnnrfinduldotiml:uncfirlu unsd1l,1:ol{rnorcifirilrrcaurfludrurir

rinrieutol{uilnnldgndouracrdrhd{nrruaunl:dnfiuluilowl#hJrirrfiunr:narnh?

conndoltiunludolnl:uavR2luf,urolttol{uilnn Inur::um6.uarur1u60cudn{
nqn-n::totirlnurlstitllnoonur wfipruqfircfirhtinuqin::uralo dolu,rqdrnriraos
rfiudtn:;{urilririnltrith?rfianludomr: ua!r1nfl21udornr:ecrfirlfirfiou:rg.r1o1#

a o i,^)^sp- - J --4- a r atlf,n{ilqnn::u tuilEa cr{uanuilctunourign:Ju?unl: rEunirn:cu?unl:ro{Ttqn-n::l
(Process of behavior) lta;ntsu?unr:towqdn::xro{xr{udocfidnusr;ndruriu 3 il:snr:
A
RO

t. uq6n::ltsrn'ndulddolfiarruqrirhirin (Behavior is caused) uurualu.ir nr:fi
Rul:'l0stldnlrrq6rn:todrludlodxlaoonu',riurrdo.fiarurqrirl#rfinuacfildl,flu

rnlr ? a'o n arudoonr:fi ,fi nduludanuriuror

z. rqfin::uocrfinduHdoddlgllo riio urm:c{u (n.h"rior is motivatedl riufio
uJonuinarudornr:riaduudenufirtrrrouriirrrrrqd.o.*duon.,rrir.unu.,orfluu:r

n:;{uuiou:rgrhh?uanuqn'n::uirs1,nto"ouf, uomrudornrrd,fi rdrti,
l. tqdn::liitfindudourhlilqidrurlo (Behavior is goal - dir€cred) drrurunmudr

nrrdouuanltqin::locl:oonurriu fildn:crh}Jorirqdauaoulnuil:raornpri{ilu.ru
riollfianrm:uiu{ru od'urhlilqitf,ruurufiuriuouriiolfiu::qr.radr6ouilrnludornr:

t,0,tnu

_- a J a i, a<Dlt2m:lsltilqonrrqiuilnn (Anatpe Consumer Behavior)

rfl u n'r:dur rnioif,urfi ozf,unqinr rrn.,rdu,rncnr:ldtor{uilnnrf, on: ru6.r
dnuorca:rucomr:ua;nq6n:runrrdruurnr:lf;rror{uilnnrirnouiildrcdeulfirinnr:

na1nd1u'l:oldnagnf,n1,nam (Marketing straregies) fia',ur:no,nouduo{Rarlf,lyro1o
tor{uilnnldsdruurr=au (f,irr:s uaJaor! 2546 z t94)
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nuNd 2.1 rnn{d1olu z rirolr (6ws uaslH) rf,ourrirnou 7 il:cnr:rfiurfiunq6n::u

{uilnn (zos)

drorl(o ws uo! _ t jj y
noqilrnrrnamnlno2to{

t.ln:o{lunarn

rflrnlru (Who is in

the target market ?)

z. {uilnndoo:l:
(What dose the

consumerbuy ?)

rrD riroouddomrrnrru (z,os)

dnuor;nriurfl ruuru (occupants)

nrrdru

t. il:snn:aranf

z.4u'nrani

l. ininurrioinirn:rsrf
,-J

4. nqnnt:umf,n:

dod{r;Inodornm do (objects)

do ii {uilo odor nr : r rnninrisrqi
E4- Y- € a
nflo no{nltqolfluun?lto

lt a e J
o{RU:JnOU1o{flAnRUqt

(Product componen$ llaga 21ll

,--r,ia..trunnnNilMuon2lgurtt{u

(Competitive differentiation)

nagnf,nr: norn(4Ps) il:snoudru
art a e J v

nnqmtnlur{anRucut :'tfll n1:0n
...-j
011{U1U llAJnl: d{rd:UnlrnalnYt

rulrl;du uacnl:nouduo{tR?lx

fiuolwornrjunhuuruld

JJaeJ
n0qiltn1Ufl AnRUfl (Product

srategies) il:cnoudru
-oJo1.9{annuflilan

z. pJ dnu oinanfiorci lfi rri

nr:U, : lfiusi n: rfi udr lrluuu
aoo

u:n'r: qoln1il anuuuu?nn::x
aqJ

3. HAnRUflR2lr

aeJAo
4. HnnRuflllfl]nil2{
eaol
finunrn ndnriorqi n rrlunn gi 1{

ilNnl: ltii{ fu (Competitive

differentiation) rj:snoudru fl 21u

.9aeJg
[nnnl{nlunnnRufl flun{luuau

eJ
RilONUOI
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nl:1{fi 2.1 (gio)

riroulo ws uoc tro rirneuddornrrn:ru (z,os) r jj y
noqxtnl:somnmu?ton

.h rai at
3. nl lu{u: lRfi0ttlro

(Why dose 0re

coruiumer buy ?)

inqrl:vasrilunudo

(obj ectives) {ui In a iL a'u drrfi o

nu o,i fi ? 1rJ gio { n 1 t t ol lr, i dru

:'l{nlullavolu nn2muTr{t60{

1- 1q e iao o .
flfl u'to{tu0 0uIlx0m[ilagio

rq6n::unr:rio 6s

t. ihdunruluilioilrfruilt

0n?mu1

z. ilcdunrlrft nuuaciauD::u

E. ihflurqilEqnfla

naqlilfdldu'tn fi'o

t. nagnf,drundnriorc{

(Product strategies)

2. naqYrf,nt:dlraiunr:nnrn

(Promotion strategies) il: cnOU

9Ja
n2unaqlntnl: l!ilu011 n1:r'tu

Inul{nrinl lu,r, ru nr: d.rrairnr:

tru nr:lfiiil2 nl:rj: Jmriuriuf

3. nagnf,dru:1a1(price

suategies)

4. nagilf,dludolyrnf,n irrriru
(Disribution channel srategies)

l. ln:firiauieulunr:
--.inadu l0$o

(Who participates in the

buying ?)

uilu1ilrlo{rnrjl,irq

(organizatiors) fi 6n t'n a1u nr:
I

dnfruhi'o il:;noudru
rsi

r. Efl:u
,a- a

2. qllloilrila

l. {dnfiuhdo
ti

4. E$O

s.{If;

naqnf,fil$um fio nagnf,nl,

huonuas (rfo) nagnf,nl,

ristcilnr:no1fl (Advertising and

Promotion straregies) Inuldnrju

olltilo

s. {uilnndariioln
(Whendose the

coiltumerbuy ?)

Ionralu nr: do (occasiors) du

riaqfioulntorfl r,rio daqqnm

lntoril desiulntou6ou

drsnarlnt oriu Ionr an'mu

riormanraiur?rda;im 1

nntprf,fi l$urn 6o naq;nf,nr:

dlrciunr:no1ff (promotion

strategies) rriu f rnr: ri{l6ri!

nu namrujoln 6raon n doq fiu

Ionralunr:do



nl:r.rd z.r (io)

r rD riroroudciornr:ntu (?,os)

dourmr: frn irrri'ruuiourdr

(outlets) d {ui I n a tfii r n r : Eio

.-!-.Ja9otlu ?ll{lfl::ildufl1 aeutqin:

,4rJnJ ofi rfrfi n fiut rulr o.r,ir

ut.rd t1 nrrlin fl uuauRzf "r a"l

,iuuoulunr:6nfiu1odo

(Operation) il:cnoudru

r. nrriufilqrr

z. nr:tlurrdop
g. nr:il:;liunanrlrdon

c. nudafiulodo

s. nrrufdnnrurdrnr:
tA.ro
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drorqo ws uas

,ar Ji.
6. EUt lnncuolt luu

(Where dose the

consumer buy ?)

z. {uilnadoadml:
(How dose the

consumerbuy ?)

nagndnrrnorofirduedos

n a gn f,iio wr rm r : iln 6 ru riru

(Distribution channel strategies)

uifirri rnfi n riord{n a rn rfl ru u r u

Sa.t
lnufl 01r0t1210sH1uRunn1{

otirl:

naqilfdld 6o nagnf,nr: riuair

n1, nAln (Promotion strategies)

il:vnoudru nr:IEuon flr:r,lo

Inul$nrinrlutlo nr:lfrrirr uac

nr: rJ: cnduriu f, nr:n arn

mNni {t rdu rrrinuurruoe

ri rr uninqrJ : s alr{lu nrr uulf
aonn dor fiu in qrJ: v e.rrilu nr:
--olnRclu tocuo

;€
Y[t't : flr2rr0l;uasnstv. (2546).decisionmaking. Ufir tgC. (drlfurrn Schiffman;&

Kanulc (20001.P.71

rqBnr:unr:domr{uiloa

Iltnatqn'n:rI{uilna (consumer behavior mdel) rflunr:ilnuro'lruqglhdrnlh?
rfinnr:dnf,ulodona'nrisrd Inufiln6rduornnrrfiriafirn:c{, (s,irnur*l;irn.,iri,nro.ru
dol n r: e'l n r :{u dr u rdrt tlunzrr {tlnu'nrr'nr o{{du ("ur"r,, ul""t box) f l rilE ou miiou
ndo*irdr{ndnrio{truhiarrr:oarnn;ruld nlu{ilniinfiator{doccldiu6?,iila01n
dnuouir'r1 tol{da,rdeo;inr:nouauau,or{do 

lauyers response) rionr:dnfiulotor{
6o (Buver's purchase decision) p6udutorlurnado{dfidrn:;{u (srimutus) 1?r6nnerr
dolnr:riou ud:rir1#rfinn1:IRouduor (Response) drrfulurnadftorr,iundr s-R Theory
l- a d on!
taolr r 1 unulount ouqu Q6.ril
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l. dln:v{u (stimulus) filn:u{uororfinduromrnnroluirlnro (Inside srimutus) uovj)
dln:v{uornRluuon (Ortside stimulus) fnnr:natnocdolauhrmcfrnf,ln:;{unruuon
rfio lrf,r{'uiln n rfi n n ?lr,dor nu n fi nriorsi ar n : ;{u 6o drrilurr q g r I ol*d,, a, a.1 (Buying

motive) dloroldnrqgrlc{iodrurxqnn ua;ldrrqgrhlfidodru6ninur (or:ro[1 fiH d;
n: v{unruu onil:;noudru 2 drun's

--i y
t. t filn:;{un1{nlrnnm (Markering stimulu) rflufi.rn:;{ufi rinnr:nnrnn1u1:o

n2uqrllnsdolf,nh?fitiu rflufiln:v{ufirfiu:{ordudauncrnr{n1:naln (Markering mix)
il:cnoudao

t . t . t fi s n : s {u dru n n'n riorri (proaucO ni u o o mu u n fi nrior cihia aw rl rfi o

n:;dun:rrdornr: '

t.t.z filn:c{udru:rnr (price) niu nr:rirrua:rarfiudrlfiulrvalfru
Hdnrisrciln ufi r r r on q ndrrfl ru uru

t.t: filn::{udrunt:frndaurrnr:6rrriru (Disribution lio ptace) rdu f,n
iruri,unfinfiorcil#fadlrCoh{nrrua;nrnuri{ui'lnno'odrrflunr:n:;{un,udomr:rio

t. t.a filn:c{udrunr: riltnilnr:naln (promotion) niu nr: Irruu rej.,,a,u
nr:ldnzrlilu'luluxo{tnrinlrutru nlran uan uen uou nr:airmartdur{uf,duafiuqnna

rirLJ,r drddodrrfl u fi r n:;{unr.,rdoo n.,, do

r.z firn:;{u 611 (*", stimurus) rfl udrn:v{unlrdornr: {uilnnfi o{n rouon
o vin r : dr uifyr n eu qu hi ld a:r n : ; du rr cir d lduri

t.z.t frln:;dunrua:ug6o (Economic) niu nre;ra:uXfir :ruldro.r
{uilnnru rildfi 6, iruioa:udornl, r,o{{ana

r.2.2 filn:c{unrunnlulat (recrrnotogical) niu rnnlulnElnridrunr: drn-
oouriudnluffi arur: o n: ;{un,rdornr: l#lduinr: tornr.,o.,, ulnrJ,

t .z.r ir n: E{u n r.rnl r ! IUUA J nl rU'Or (raw and poriticar) r,f u nn n r rurfi r
uiannndl fi udrln fi u du urr wfi Enin odonr:rn'unioana,ucor nr: t or {.f,o

t.z.a filn:s{unrliaurr:u (cuttural) niu tuur::urfi u!il:;ur6lnolu
manrairq winnnrvdul#{uilnnrinnrrrdornr:dof,udrlu,r,anmrfu

z. n rio$ r rioa r ru fdniinn'n t or {do (Buyer,s black box) n rufdnu.n 6n t o {do ii
tiliiuutru'ounriolir (Bhck uorl dl{nfinuio{truhiaur:nn:ruld fcaioutururrfrur.r
R rruu'nintor {do ntuftiniinfi n ro.{rjoldfiu 6n inu o.,ndnr rr;r. {d, *ns
fl ,su ?u n1:dn fi u lt ror{rio
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z-t dnusrcnruo{do (Buyer characteristics) dnuorcl,oo{doffininotrnilof,ueir.rl
6o ih iludru iruu r : : r il e fiudru d.rn u il o frud:u{n n n .acit r frudru6ninur

2.2 n: JU ?u nr: da fi ul o#u, oo {du (Buyer decision process) il : ; n ou drori, o u,
n'o nr:iu{nrrudalnr: (itqrr) nr:durr{oXn nr:il:vlfiuaranrlrfion nr:finfiulodo uasaoi
ilqnn: :uR1uila{01nnl:so

3. nlrnouduo.rtro.r{uio (Buyer,s response) uionr:dnfiufudoto.r{uilnnuio{.#o
(Buyer's purchase decision) {uilnn wi n m da fi ul nrj: ;rfi udrq ft d

3. I nr:rf, onna'nriorci (product choice) drodrr nrrrdonninrisrqforu r:r{rfi
mrudon 6s uuannrior wufidrrirpJ turilr

l.z nr:tdonn:rfiufrr (Brand choice) drodrr dr{uilnnrn'onuudnnrior wrdon
Er?olrtilunCrui {o.a

l'l nr:6an{tro (Dealer choice) firotirr {uilnnwriiontrnrTrrn: rnfiudrln
uioftufrrlndrhulruln

3.4 nr:ra'onnarlunr:du (^r"n." dmind drotirl {uilnno;rdonnar r{rUad.J
nn miu rEor[ulunr:doutannrior

l. s n r : dio n rJiu rsr n r : do (purchase amoun0 dao ti t.l {ui I n n o : ra.o n j r o c do u urr. a J-nao{xrouur liln

il n f,ufi i6n in ni on qn'nr r r n',r riutor {uilnn (Facrors Infl uencing consumer,s
Buying Behavior)

ilofranrolu il I f,unrulurfl uih iuii wfi 6ninnionrrdnfi u lot or {uiInn do
nq6n::u{uilnnoc6utrnfirn:;{urfodufi ir.r1 drtrl#6uilnam'nR,udornu itofru
nulutoulnnalduri

narrdoqnr: u:rgrlt {Ra'nn1il. uoznr:nr;rrinf

r. Rerudornr: R'o RrudoonrrriodlriNnrguncinh drarur:orni.rldd.rd

t. t aludomr:firiuf;a rfl unrrudomr:fi rcfi rb?rinnq6n::unr:dold.iru

t.z naudolnr: n llirlnru tfl unarrdornrrrdonrruogi: on lduri o1r.r 1, fru or
inu r lr n uionrrrCorn r: n mdru6nh niu nrruilaonfiu

t.l narudolnr:fi rfinduorndt{uilan rf,uarrudornr:fi rirnrdornr:ldrfinriu
a u ir-a
lun?{!ur tnn

dlriu rinnr:nnrndoqirfrll{dmrrudornrrrfl udrdafi rhild ueinrudornr:rfl u
fi , fi al, r, nrlq nrfin : v {u ld
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2. u: { g{10 rfluatu$rdr6.dro',no'rrluqnnnuaundndul#rfinnr:n:crird, uur,fl ,
u:rgrhfiafr.ro{uu:rnluto{R2rudomr: riiol:d{u;Innfiu:rgrlcudrarrudornr:fiw!!

ldiunr:nouduo{ ru:rcdrauldofinrmrgrle fi o:finanrashiauruh (oiscomort)

r. qainn rn il: c noulrJdrudnuoufisunfiua;qilfi dut oqnnufi ori6ninnsi o
Jc . aaaaiJc

il q n n: : u n 1 : cu o x o { rl R R n n lt Tr t'r : 0t 1 1 1n{ n afiR ln r c ri r r : 0l r r r n R a r u rio rlulu n u ro.t
o 4 t. &d'nuorsnlurilu{rir R?luuunrwrmor:lof nr:r{rdrnr nr:iliudr narufi:;rfiuuiriu uasi

€a
R21lnJ01U10

e,,a
a. n r : il i r s rin r r n n r: fi qnn a g n n : ; {uh?dn fr u 1 ul fi-ri6 q n n a w fi n r : iu ir rn n ci r r

9 1 ,-. y _. 4 ., - J t a o e e ) i rynUO{ltlJ?10!Qnn:JquOU'l{lnu2nu uAvdolUn'l:0rOU1{lnU2tiU dnUU;nr:iuIrvtuOgirIU

dnusr: tor dln: :{u tduiu narr ciurfu f,t or fi r n r, {u fiu dr : oudaq nn a anru n rulu
qnna nr:iu{tol{uilnauiarautlunni1{fiu rr:1r{uilnnfia?uunnil{rriulurforto.r
irmru drriufilnr:'irrfludowr:ruiirnr:iuftos{uilnn InurtelrJudrfimr:rinaultnr:
c, ! - --1l-3i- j--rr--e- y a e J - r - - d r : , !:uIlO{{U' lRRtnU?RUlUnR1il111{nlUnAnRUfl UAsntnlr 2lUR2lltRnlliUnOdililnlU

odml: or:rc6unnrne;riaohfiuilnndnfiulrldftnarrdo{n1:t o{nu 6unnrnfi rfi urdor

rionr:irtlduri

n. t iunnrtntdruninriorci dunrrrrfi utor{uilnadfi iondnrisrsiun;rirhi

{uiln n arl l: ol u nR 2uril ! ru1u n 1: do n 6n risrcfl d

c.z iunnrilto{n:1eudr rfluarrrfdnror{uilnniifiion:rfiudruasd1u1:o

aina arurf; oriulunr:dn fi ulodrmuun;dnfi uhn r rfi udrln

s. riauna' rflunr:il:crfiunnnr:iu{dnolouiohinolcniororqnnafirflu
ta ) J d rr, ra€r a a i r : A o a a

n2lulAnnluolrUor UAsCsUlrU? l[llnlru0unnofl2luflRilrofl{ tnfl{ilU{ ltflunn0Jrt

6n 6n ni on rru6nrfi uua;t q6n: r,n',, du, or{uiInnm: r:riaunfi inan: ;nud o
alallua

n:3u?ilnur6on6o nr:riuu{unsnudnfrulo rirunfi rJ:snoudru

s. t rirurJ:lnouxo,rnnlf rfl unr: iu{6r{ogarirrar: rfi oafiuninfiorqi un;dr

{uiIn ni riau n6fi gndor wrirh?u rriapfi g ndo dro

s.z tiauil:;nouro{nlruanmerufiinfi fi ionin;orqiiildrrnnr:il:cru'unn ung

drdor nrrhfiuilnnfi rirrunn'fi fi 6cnr: 6rrfl udouauodrdsqnfi gndouravdorf,n grhl#
A .9 tA ,
nonl: tilnuflilSnno{

5J ilqan:ru rilunr:uen{0onxo{rlanalunqfin:rui'n1 msogfinruunneirr

luuda;qnna m:uuqfinr:lwrfinduHosdoddrirq ft ii
s3. l 6rmrqdri,tr?,aotfu6ontudornr:tor{uilnn
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s.r.z fi.r g.rloiliofirn:c{ul#rfinnq6n: :u

s.r.l rfl rrurufufioarrm odu o{nounarrdornr:tar{uilnnld

o. nr:tiuufwrfinduriiorlnnarfulduanrnqinr:uudu ua;rfindulnurirufirir.rl
6o u:rdunrulu fiqir darirt?r6nrqn'n::un1:nouduorua;uruiuraiu6ut nr:Euu{rv
rirltlrfinnr:nJ6ouuilnwqin::r uacil:ceunr:oirirhi{uilnnrinnrrriuufldlu 3
eA
ANUilg RO

o. t dr u n a r u { rfl u n r : nl 6 uu uil o r u q a' n : : u r r n n r : hi ido 1 a l r rfl u n r : iu f{o ry 
a

d Ae 9) 4 u rt !
l,r : o 0 lnil : u Iu ouultuu: ululnru

o.z drunrrlfdn rflunr:nJiuuuilnrRrru{dnrrntivourflurouriounsou
i4uouu'lluu,roilrln

e.r drurinuc dunr:uJduuuilnwq6n: : urdurdunaru,iru rq 6o trnfi rfi rirhi
lflulrrirrilurioornfirflur?ouurrirh?ariordu niatrndhiooufirocl:urrflunrn'orir

ilof,anrsuon itoiunruuonrfl uilriu;ifi 6ninaionq6n: : unr:dotor{uilnn uns

rfluiloioiihiarur:onauquld iloiunruuonil:;riluluojiifi6ninnionr:dnfiu1odo.,or

{uilnn 6o

t. dyrinanrlra: u g fi o tfl unr:r't'r: uro.l lonrnnlrffiru! 6r osrirlfinr:,a'ondo
ninrisrcfto.r{uilnnrflulilnruaoluR'rrn1{ua:ugic racwfidilGraianr:rfionuosnr:
-ociarJa',.nnflu te.roHanRilil lnlrn

t. t :ruld rfl uiltf,uiincfi 6ilGilaionr:doHdnriordtor{uilnniidrriq!1n rr{:'rg
ard..J
fiodliluuurisuasdrurffio rdu :rolddauqanawrflu:rolft o$uilnR uasnr:rfiunrE

t.z uurlfiulunr:uilnRuarnr: oouto.r{uilnn rilunr:fi rr:ondururlfiutor
-<l a a ) a r t .-

nr: uilna ociiurnilioriourfi ollaiu o{fiu: ruld

1.3 rlulntola: ounir: rold rfl unrr n-tr:snifu iruaunulun: ounia ril: r; rcfi
naiodn:rnuuilnnnionr:1f;ndnfisrr{uacftdo*iriiriir:ruldfin:ounirld nr:rEoEfinn,
ionr:6old

t.l nr:rflur$rtornilrdfiufiarrr:nfrurril6suriluriuldlnu.iru riu da, {,
o 4 l "mold r rilu du tn : rcf,'uil.irdwdtolf{uilnnfi lonralun r: uilnnuioldnin dorqfd

do r nr : ld.i rundr {ui In ad hifi , i, rifi u o g 1:

l.s nr:lfif,uria rflunmrflnlonrnh?nuilnadnfiut*iota ua;dsd:ul#d

6rmiruuu8udrldurndu

2. EnitanrrrYrnr rfluiltf,udfi dninariowrdua{orfiunqfin::rnl,duruo
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uilnn lduri

z. t n riu dx6r riu n cirouii i {,0lniu odr rriofi oururoulu rio r : au'or n r: uei r
nu nr:l#nr:fiu nr:orfru narufinrfiu uncsruon'r:n riludu nrirdrr6r lduri

z. r. r {finurhfiurflurJ:cir lduri arouair rf,ou

z. r.z nrilfi fi nntrYtr{ufodmtirfl uilnnl: lduri nr:rnrruunf rinfinrdfi
ia
T0ldu{

z. r.r nriufiinrrufiurdsrryrr{uf,rioriluarrf;n

z. r.a nriudfi {dornr: wrduiluuu

z. r .s' n rirfi i {rlflrar n qn'n: : l
2.2 n:ounia il:;noud:u ria uri uarqn uinr:dnfiulorcirrnilfofiouduo{fiu

lfi ntolna'nrisrc{uilurilungR2T,rTrriuf,nrulun:ounia

g. dniilailmiruut::r rfl uniugrulunr:drrunarrudo.lnr: ua:rq6n::r{uilnn
. I a I.drgndorrislil nrunrrurio uuunrrilfiuiin nr:uirnru rfludu rcil:snaudru

g. t imut::ltiou i:rnJruulrln

r.r.r nrir,,tn6 rriu lno 6u drnqu rhh?fion::u R?.n rou :afiuu uns
-Qa-nl:u: mRnNnu

r. t.z neimraur uia;araur ocfi nrrrtrou uacdorlrueirsfiudr tc ciuaio
alaoJ

n1:u: lflRflanRotqt

t.r.r ilfi: rdu firtrr dr rfludu rcfirruu,oriaut::ui*fiu

3. 1.4 iufi nrqu'ar an f tvfi liluuurirru-uiinfiunnci m fiu 1acfi rh?fi
AaaCttt)
oTrtilononl:u: lRRnl{dU62U

r.z iu n r.r rir n u rfl u fi: ri r r u n d r {uil n n fi R aruR'n n.., udo riau n a' n rt u a u 1 r
nrrlidruriuuo;rqn'n:rrndruriuqnaa6ulludrnurdurfiu

a. 6nGnanrlq: fi 0 rfl ufi .rn:;{urfi uufiurirunrrrnlrnalnfi nft rnr:drEnlt{uilnn
Inudunrrltiluorl nutrulnuqnno uarnl:riuairnr:uuuage!'o'ur d1{rfionr;{ualu
dornr:tor{uilnn

trnil t f,un ruuontu ri',d6riloohiarur: onauqu 6n ifl ail1{rrR.rr;u:ndon
triuriuzdufi{uilnahiat!1:on?uQrilrfrunrulu {uilnnhiarrr:om:rudrd:luurror

a a .l_ _- _ e . e J o r
ilqnn::ux0lnlrinlun:ouair nritd'rnu ua;iruurrru lursusduoronrirrld.ir {uilnn
ldiunan:silut1nGrR1?curndoufiouum dR'r2curndourEfi 6ninnodnurndofiuilnnfi
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foprmtu' milng -
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Rlrun'ltslo ui:cdunr:iilnur uavorf,nfi unnimfi nnionnuifinolo riru6rurqn'n::rtt .tolqnfirriu lrudr orinuac:rolfifiunnirrfinadonq6n::unr:1{uinr:torqndr drurua,

eat-
orq;, ::6unr:tnur unJrroluRlneurafi unninfiuriuhifi naionqfin::r

rrrr lrrriutl uaraur.(2s4z z ?6 - sr)ld;lnurilof,uludrueinl fifinnio
nq6nr:u1unr:1du?nr:aurunodr'l lunlunmrrillar ua;il?uorcla Inunrrfnurtrnnrjr
deodn 6ruau 384 au Inuiinr:rilnruofuacuonruudououh?ronrcrlnaafiraulduinr:

aurlnodrluirriu trnamnr:if,uvrudr Inulddaurj:tiaunrrunl{nlrnaln nNdrundnfiorci
iltilufifinaIrnfiqniorinnodvllunr:finsr6onoon:oursuriauduru n'o Rl11f,ur1:ofiror
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du1u, niu, urlfirti il0i'udfinaurnfiqnro{ta{rul 6o nmtrJnondulumilrdfiuuasirrnru
tolrinnorfr,l uruiltfrudfinatrnrflududuaru6o ludourorqrRlil n1:uinr:rourinmu
auru dauilefrudfinnr?oudqn 6o forfiurtor{oonuuurrulr :rnr riroonrurriolriu
rtrrnilasiutgnfinnionr:oon:outorfnnodr{ Inuluiur::unrrinnodr{riruurnrTnos
tJoon:oulucurldfi:rarriruinr:o{luritrirndr sgg u1il uncluiurgno{1ud^:rnr
:vudrl 60G899 urn nr:fiomonludruxo{qnfl a:oudru,uolfnnodr{ lrifi nadonl: oofl
:outolrinnodvl rra;ludruirurunsfa toreurlnodr{ fi 6nirnionr:dnfiuhlduinr:
aurunodr{ Inufiulnr:oon:oulueurunodllfiiiruru I nofa firurJ:drunqn'n::rlunr:
rriunodr{ ittfroiifina'donr:dnfiulooon:ou o;riurfrorriu:;ucrrnrfild6luiuuroudr
iltlriu Inunriudfinr:triulrnfiqac{ordou n'o n{ufifurinuiu rudril:v1ror z il oro
rfroltrn{iildiiurinrciunodrlf,.rrfiurflutorlnriuacdoldaor6urciufirsldiun,un'rnolt

uaclfinna1rln'ah turorudccilrlonralrjriuurnrju tieuiu - nariifnnodr{ecu'ur,tjoon
:su doiuuqlnrlinlrrnnndriut::unr uacr?ardrinnodr{nololunrroon:ou'crflurrar
ln fi l d uo g u'ur o o n : o u du u r : n t tf, o u cu'n uac ld ldfi a o { fiu au rula au rl u dr ui o s u'u r
rdunorfrlraurfulu rfionl6uuut:urnlfl druil:drurJrlrlnrrncnf Inunramuo;liuinr:
aurlnodr{urnndrtnml{l orgtolrinnodr{rirulrnrvo{1udrl:;duoq 2o-4e it orf,n fi
naionr:oonrou ,rto.ornrflulurior.uolnr:finaludllnroiunr:Edorirliri.,ri,fi"d,

nqunl ilnuratr Q542:64 - 77) ldiinurifrudol nqinr:uflduinr:auru?lndou
nodrllurtn:ru6un:r ua;qtrfiura Inurrnnr:itnurdoqatrnnrludaod66ruru z7o
drotirr ua;1{nr:ira:uridoqadaulil:un:u spss d1u.r:na1rl{oqarir a dru du
il:snoudau drufrnuqcrtztJtorflduinr: nudr fliuinrr rirulrojrfl ugra,u uavfi orq;

:;ndrl rt - cofl :ruldrniuo{::tdrr 20,ooo urndr 4o,oo0 urnioriiou uaErflufiilrdrmn
dr flduinr:curu?lndounoddrfu nrlulr{iiqnlrildflilnria urnuirilu{draolduinr:
rrrrdzriundr r fl mcluirurunriudaodnfi iirSoun r 7 6.7 fi rdufi rnnodr{lJeudr:cdu
oon:auurirriuluaurunorir{ drurqn'n::urorflduinr: Inurirulnajflduinr:rflu{
{urnufiunr:lduinr: ua;o{lnf,aurl Inutizulnojl{uinr:1uiur::uarrrnndriurgn
Inulirzarrqeuluauru l-2 ialu.r uaslurirurq6n::unr:lsuinrriruirrilruqrln:oi
nodrl rudr louru s8.e rnuliuinr:un;a'udrfifinrruluriuuq{ela 6o q.riionodr{

ca al
:o c nlrrfi n-o fi dl 

E n uruu?nt:.iou h?n odr{ dru a erudor nr: t or fl #au uiNndor n s dr{
J a ,, .bd^. )
fruatrnnr:f,nurRrrtdornr: alrJldftfi arrudornr:druuinr:raiuiiriua{orfiuq:fir
'lnun:l nrrudolnr:tol{uilnno{'lu::fiuilrunam nrrudomr:druuinr:raiufiriur{or
duq:6tlnudouflduinr:rirulrqiinarrdornrrfou azrudornr:dru:rnr nu.ir
flduinr:ciauluqiu'uldoqrJol rfluuiuldri?uan unsuuunnlrln rqv{rrki nludornr:
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druaoufi nudr{uilnnfi a:rudornr:ludrudqo donrr{unr.rnr:narnfi fi Emiraeionr:
dnfrulo nudrfl{uinr:riruluqjo'rioun; zr.s ldrauldiunrrf,nyludruiloln uanrlf
rfiudrnr:ldnaqvrf,nr:narndrudo,u'oafisnr:iu{fifioorrn rmclu.iuufiln:;{unrrnr:
nnrndruuinffitlrr'r uataolud nudr rfiohT{lfiuinr:findrduileiludfidvrina rirulnnjl#
narrddqfiu:Eu;nrrlndrflududurrto o.,rr.,dronr:6un1{t6r3a?n ,1n1gn uinr:6 

'asn:rlvroltludRlndult 6lrfir1#rJ:crr'ulddr ,rq*uii{rl:;nsunr:ftildrurolunrrafi.:
ru:rgr1o rfiamrnficdfidniuaeionr:dna'uhfnornfirmii#.r nr:l,ildog.rltorohjldnnnrn

{lfirinrr aurlilndornody'l hiasnrn'n; hi{urirfi osr6unrurlduinr:

orouuuzfiolunrriinur

clnuu?R'nmqufirra;nalruiilufirfiurr?orriuuuif,u rfor.narrf;urolofifinarioilrfru
riruneunr{nlrnamtomulvrofl#uinrr aronr:fiunruluil:smrtorarunr:fiulnuuof
totiu- fi iuarlllofiruunn:ouuu 2R'n riruundeuilr uasuuenrllunr:inda1il: druiu
nr:f,nurifruofodtt;od

frrrnlrEorc Qndependent Variabtes) frludrnru @ependent Variabtes)

arruf, ualo .uornulnufl fui nr: aru

oufi unralurjrumf, ro{rcrunr:fi u

lnuuoircrf, ofi fi uiutlodrdrunaun r.r

ol:ooto (Marketing Mix)
-oJ- flOnnUfl (product)

- tlRl(price)
- aorufi (flace)

- nurilraiunl:natn (promotion)

nq6nrrunrrlfu?nr:tertomulns

fliuinrr msnrriilDrolurhcmaro.t
a-rsnrrfiulnuueirorf,u



,rii s
q{. a au
?DO'UUUn1la[u

nlr if,onfidlfl unr: ;lnur nr tuf,utoh fi fi naioil o iociauHtrrTrl{nlr n alnx olRu
l vr u {1 #ui n r : a r u n r : u' u n r o l u rl : ; ln f, t o { fl 'r u n r : u' u ln u u o fio ri u I n ul$i i n r : i fi ur6.r
rJiursr (Qnrantitative Research) 'lnu1{uuuaouorurflurniorfiolunr:rfiu:eu:ru{ouarrn

nrlrdrodn *Hrirrfiunlr",rrirooudrd --t-'-'-'

-J:cnn: ua;nrjueirodu
J air

- lnro{ro?t t#lunr:iilu
a

- nr:fiurrureu{oqa

-nrrim:rcrf{op

- aAadHunrrim:rsrfdop

rhcnn: uavndufiaodn

3.1.1 il:cfin: ilrrfin:nriudaodudrfluil:crrnraulnuflsuinr:aronr:u-u
nroluil:smdt o{flr,nr:fiulvruuofroriu lurfiou xn:mu - nrnaln, il .rt.zss2drfi{ruru
urnluuiac6ou

3't'2 n{udrodrr nriudrodnfil#lunr:i;oofodtd,ui nulnufliuinr:aunr:
u'unrulurj:grila1ur6ou rn:1RU - nrnalnr il.fi. zssz dr{iilurirnur6snuuu.ol;0{r
(Purposive Sanrpling) iruru l5O nu

s.z raiolfiolunr:rdudoga

3.2.t #ododldlunr:ifru

ffi f,uldafi {lluudouorrdrr', riloilnurilr f,uriaunauilNnlrnnlnfi fi nnionrrrils
rrolttolnulnufliuinr:cronr:fiunruluil:slnflro{f,'runr:fiulnuuoirorf,u 

Inuuil.r
oonrflu 4 nou R'o

3.1

40
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noufi t tfl uriro rtrfi urfiu{oxail ofrodruil:slrn:aranft o.r {nouuuunouo 1lr

dnuouuuuaouourfluuuunr2rdurr'ron,, (check Liso fi o lduri

- TIIf,

- olrl

- do1uRliln1:dx:fl

-:cdunr:finur

- orf,yr

-:ruldrniudordou

noufi z rflurirorurfi urfiu:;duarrlirlnol.dfiioilof,uriruHeumr{nlrnaln ro.t'u
lnufliuinr:crunr:funru1uil:clvrf,to{rfl1unr:u'uluuuofiorio finuor;uuuaauorrrflu
uuulrn:rriauil:criufil (Ratins Scate) s :cdu fi tS do Inuldrnorrint:hln;uuulu,
luuurrouolu drfi

:vdunrrudrdq nr:hla;ruu
- fisrixrrn s

a-n 4

- ilrunarl 3

lra-un z
I.d .- luaoul{tjln I

,fiuraurrr{oqnrm;u0nuo{R?lu6udr ldrf;nr,,ru,s6ou.tn'r.r:or.r:sdunrrudmiry
dr iirnEqilu n r : u' r r: ondr d

,j
- rirrndu 4.21 - 5.oo rrrudr finaruchdqlu:;duodrurn

.j
-ri,cdu 3.4t -4.2o urrudr fin,udrriqlu:cdufi

.j
-rilniu 2.6t-3.40 rurudr iarruc?rdqlur;duilrunarr

,j
-rirrsdu l.8l -2.60 urrudr finrrudrdqlu:cdulili

.j
-rirmiu r.0o- 1.80 rrrodr fiaardrf,qluxduhidotirunn

n oufi r rf, urirnrlrfi urriun qn'nr u romu lnofl duinr: n u u'u nrulu rJ: 
'ryrflr, 

0{
arunr:fiulnuuofrariu f,nuorvuuuaouorufl uuuun:eniou:1unr: (check I_is0 fi s do
t, .
tnrm

-inqrJ:varrirornulyru{l#uinr:aronr:u'unruluil:srma
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- drrrnil Lfl . zs s2ilru ldliuinr: erunr: fi unruluil: c,ro doio

-IaurJna'riruu'uu1{uinr:erunr:fi unruluil::maiulnrrniiqn
rati

- riruuutfiorsrfi :;dntorcrunr: fiulyruuofioriouiohi

- Iaurjn6dnusr;nr:lduinr: aronr:fiunruluil:cmarowirurfl u sdr.rln
;

noufi 5 rirorlttuuilaruriln (open ended Questions) rfiutfiu{oreusuuclfiurAulol

{lf,uinr: mrlmuiilfruinr: nruluil:uryrf,i,o{f, runr: fiulnu'ofrorf, u

!
3.2.2 irunoulunr:efiluttudouolx
tAo Itlo
8200 rnnlnr: airrurueouorulnoitfunouft d
(l) ilnurir:r londlt ultn?lr nqufi udnnr: uaclruif,ufiriurdolrf,orirnun

-elAaa-etoulunto{nlt2tula3ltu2lrNnl: di 1{lRro{tuo luRlraso

(z) ilnuriinr: niruruu aouolu 01nlond1r rColfifi arruf,Rrounruinorj : ; arri
--iJt,o{nm2cu0{rru

(3) rir{ogafildlrairufluuuurrouolu

(4) ti'tuuurrounruqliur'mlrjtodrrjinulrmolrlrdiiilinur nriofr'rr:snnrun:qir

,rtn't (Content validity) uavtoriruuvritlunr:utlt rliurlllriiah?tiruudrinrrlrdrtrjru
lua J {nli un ru in q il : ; awit omr: i ilu

(5) nltilndounzrurfadold (nai"uitiry) r,o{uuuaouorlfi f,uldriruuudouolu

iruru 60 In lrJnaaoufiunrir6ufiffinusulndrdurfiunrildrodrr mdorirurrJiurl:..rrflu

uuuilnflouiruau l5o Ia
(6) rliurJluruuaouorrb?fi qunil ua;riruuuaouorunriu auq: oi\lldlunr: rfi u

doqaf,un{ufrroriNciolil

I

3J RrrdurzunudoXa

3.3.1 {oqatrnroner: iinurorndr:r londlr uilR21u mqufi rdnnt: uaclruif,ufi
ie
mu210.l

3.t.2 doqnriurduarunr:fiulvruuoiroriu ffii'uldtoa?lroqrn:l;rilnurfirurirdo
,unl:rlnrurinordu ft{dr'dulilor1unr:rfiu{o4n rflomdoqarfiurfiuaronr:u'ulmuuof

A
tortu llaJl0ou0Jmunnlluucr0uollt
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{
mou

Ylo J
E2oun: 2! fl ouR ?'tu duu, 0I1, o rtnl : n ou

a
lu0 P

I
n

P

uYru

uYtu

ultu

A
ulr

riruduquurmr!lu (sranaara Deviation) ldrn'guea.rn1:n:ctlut,ol{ouo Inul{
t!9Aqn:n{u

nEf - (E>o'

3.3.3 ffi i'oldrirnr:urnuuudouorrdrunurol uncrfiu: ru: ru{oqnnrulupar 6

3.3.4 ruio {i fru : zu : ? lllu u 6rou o rr ldrfi r un uda ri r n r : n : a r ao u n r r u g n do r
. J -^----j--!- - J) I . rnlrpoitoluuuctouolu tfrorirnrrTm: ufidoXanrldunouiotJ

3.4 iiira:rc#doua
I

ffi f,oriruuuaouoludr.u: el ldu rrirrfiunr:ft d
3.4.1

3 A.2 n r: al : ria (coding) f ruuu couorufi gndolG uulouudaura.r: riao rrfi lC
firrunrielurir rhriuruuflouo'tlfirflurjarufln (crcs.-ena"a) riruuuuaouorufirilu
rJarurf,n (open-ended) fiiloldf,nnrlurirnauudrirn:rcfir0nro{R2luduacririouas

a6n'Cu5ruil:cnoudeu

nr:nrririouas (Percentage) rndolilu nr: o iurodnu or; {o X a rir lrJ t o r {n o u
lluuf,ouo'ru Inolign: ftd

= /* too

ririoua; nio njofifiu#
.!

nlud fidr:mld
tJa ao a a I u .0ru?un2]uoil{ltrn ris,[rurunriud'rodr.r

drrsdo (Mean) rioldoGurunator{o1a Inuliqn:ftfi
;=Et

n

o r u?ru rirnsuuursdu

E* unu flor2rxo{Rruuu#onr"

n u?ru urRtomriudrotir.r

n1: n12o dou{a1n (Edirind)

n (n-l)
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S.D. =

a rllllo s.D. uytu drriiulruuumr!turornuuuun(iud:otirl

Ex' uyru ,{araurro{Rsuuuuiaudrunfirdraor

(Xx)' unu nnrauro{fl;uuurirurnundld{do{

n ultu rrumxo{ndudrodr.r

3.4.3 n1:ilrv!?aHa{o{adolafiarrriaudzldrirurriufinrdrnr" Inuld
nslfilnoirilorirnr:il:;u?ana drlf,hj:un:ua66rlrriuil rfionr:if,unrrdrnlaranf
ualnu u0 nuooorlrd, owlndzurhudrrirurorrirloonc (percentage)

3.4.4 n r : irn : u #do 1 n iii nr : dr d n r r ira r u rf{oq a ri 2u qfl fl a t o.r n cir de o d r r
urudolnnr:tolaulnofl#uinr:arunr:iunrolurl:crilflrolarunr:u'ulnuuofroriu Iau
1$46fi iio drSoua; {ol adrunduyr l{ nl r n a rn lirirro6u riau rfi oo,rrr.,r : ! 1u un r

ooJiladoun?1lduriuf:cudrldeurJ: drurir lnaunaf (chi-square) Inorirraun:sduaarufi
ry.sa-ifudrfiqnrIaofifi:sdu .os



Iaulllt 4

Haorrim:rur{doga

fi i'uldrirrauonnnr:irR: uri{oplnuurhoonlfl u s noudrd
j

noufi r nnnr:irn:urf{oqnrirtltor{nouuuudouo.rx

noufi z nanr:ita: rcfidurdu: cduaaruffu n olo fi idail o fruri?u ndxml{nl: noln
t omu lnufl {uinr: crunr:u'unru1uil:;rnntoreiunr: u-u lno'oiroriu

noufi g nanr:im:rcfi6urriutq6n:: u toraulnu{liuinr: nrrfi unrulurl:ayrfl
toqcrunr:fi u lnuuofroriu

i)-
noufi r nanr:irn: r!r{n:ru durTuf,:;udrurq6n: : unr: liuin r: riunzrufi rn 06fia! q o a

unoili0uri2ufl dllyr1{nrrnam riurqfinr:rnr:lf;uinr:tornulnufl duinr: cronr:iu
nruluil: ;rnf,x o{ illunl:iu lnuuofrorf, u

; )-
noufr s nnnr:im: rcfiirorurJnrurfl ar6urfiu{orauouu;m'urautorfl{uin1r6?

lnudBuinr: nruluil :rllrflt o{dlonr: fi ulnu*ofrorio

45
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4.t noud l Hanlrernt

,r:,od e. r uanrdogarirhJtor{nouuuudouolu

doq ofi'rlrlt o r{n ouuuu dou o.ru oru?u (nu) v
:ouav

l. Iilfl

x1u

r€r

2. orrl

zr - gofl

Ir - noil

nr - sofl

sofl du}J

3. coruniltolfio

Ian

f,urf,

l. :vfrunrrilncr

fiuuilnurnouilaro uio ilu.
oqrliagErraisrfiuunir

rJiagqrni

grndrrJiqqrni

s. orin

nrinluuifruonru

drr unr:nrrinuu iJiau fi r

u'frnniniinur

57.33

42.67

86

a

38

57

3r

24

25.33

38.00

20.67

16.00

39.33

@.67

t2.67

t8.67

46.00

22.66

59

9l

l9

28

69

34

il
30

l0

46

42.67

20.00

6.67

30.66
J:vnouq:firrirueir

150 100.00
:2lt
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nl:l{fi4.l (gio)

doprirlJtor{nounrucouolu ,iruau 1au;
tv
,ouos

o. :ruldrs6usiarfiou
j,
nm?l20,000 u'tlt

20,001-30,000 ulYt

30,001-40,000 uln

40,001-50,000 ulYt

so,ool rryrduLj'

t2

34

3l

2t

52

8.00

22.67

20.67

14.00

34.66

,?U
150

0rnfl anlrilnrr;rf{oga"rrud 4. 1 ilud1 flduinr: arunr:u'uR.ru1uil:crilato{n1u
nufiulvru*ofroriufinoulruunouorralun1lnuloiitruAoilof,orirunfl,,il1{n1:nn.raro{

nulnofl{uinr:crunr:fiunrulurjtsr?rf,r,o{dronufiulnuuofroriu ,irueu rso nu riiu
trtarruiru2u E6 nu n'ntflufo oa:- s1.33 fiorq; rt - eo fl irueu 5z Ru n'nrfluiouas 38.00
doluRlrrdr:e {ruru 9r au finrflulouns 60.67 runr:iilnuril3qqrn; iruau og nu 6n
rfluiouac a6'oo rfluurin'ruuifirnnru 6rueu 64 nu a-nriluioun J 42.67fi:sdu:rold
rsduiom'ou so,ool uurdulil 6uru s2 au finrflurooa c,34.66

v



48

4'2 noud 2 flanrtitrl:rvrirdsuffu:vdunzrlfl.rnolofifisiorlloft,.faucunltnrrflam

, o.rnulnufl dui nr: arunrrfi un uluilr;mata{crunr rfi ulnouoiroria

. r r',.r d 4. 2 udn { nan r: irR : ur{r ;du n r r r f; .r n o h fi i i o il o f,uri ru fl dlm l{ n r : n n1 n
tomulnufl duinr:crunr:u'unroluil:crilato.rdlunr:u-ulnu'ofiorio

(n: 150)

(rv,
uoouc2u&tgunNRl:9lalo :vduneudrfrq

x s.D. urjano
aoJ

HANRflqI

,m'l
;

floluyt

nr:riqailnrrna.ln

3.73

3.63

3.73

3.81

0.86

0.78

0.88

0.87

ar
ROU't{u1n
ar
ROUl{tll1n
ainoul{llln
.ll
nool{rln

,aurodo
3.72 aa

noo't{u1n

ornnrrllfi l'2 nuir nrruc?rdEio:sdunrrrf;urolndiioilrioriruncum^
nltnam'uo{nulnuflduinr:nrunr:u'unruluilrJrTrf,ro{dronufiulno,ofrorfiu 

Rrrr,2uo{1ur;du6odxurn (f = 3.?z) riioiruunrflu:rudru nuir nrurr?rriqdruitrf,orieunar

:]:i::lIl,r,.{ldrt:r:aronrrfunroluil:crnnrordlun.,rr-rtrr,,ui,l,U, irrrUrUodrrrrn lduri drunr:riqaiunr:naln ( X - 3.8t)

orno'rr',od l.z



49

nlr l{d 4.3'dn{Hanr:irn:Ef:sduRlrun'rmhfi 
fi iailef,uriuunauilNnlrnam

to.rnu lnuflduinrr au nr:fiunru1uil:vruato{drunlru-u lnuuof
rorf,u dtundnfiorri

(n = 150)

tlodr,ciaufl cunrrrRl rn oro druninryord
:gffunrruchfiq

x uJaem
R2'urdun?nau rutorfi fi uaEnr:1#uinr:

n ruila onfiulu n r : rdu nrr f nuerunr: u-u

R2rud?u{lrrolnroluuasRruuontoundolfiu

nzrufiforf,u{arunrrfiu

3.72

3.81

3.75

3.A

0.86

0.77

0.89

0.91

dr
nouNxln
ar
aou'trtuln

-t
ROUl{U1n

ar
n00NU1n

r.r,odo
3.73 aa

ROUl{ll1n

ornnr:rlfi 43 tuir a:rlrlrriqio:cdunluf;.rnolefifiioilrfrurirunflril1{
n1:naln tolnulnuflduinr:arunr:funruluil:crilsrrorerunrrfiulvru*ofrariu 

dru
fla'nriEcinrnralogilu:cdu6sdNurn 

1f,=3.23) riio6rlunrflu:ru{o nudr Rrudrrlo$a
iloilorirund,,vr{rn1rnaln ro{Rulnufliuinr:flr,nr:u-unruluil:crilf,rrordlunr:fiu
lnu'afioriu drundnriorsitcfiufiodl{rrn lduri aururjaoariulunr:rfiunrrlnuarunr:fiu
(f = 3.97)

ornnr:rlfi
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nr: Nd 4.4 [dn{rHanr:im:urf:sduaarrffumlofifi ioirnfiuriruaralm}tnlrnnm
'uorau lnoflluinrraru nr:funulurj:;rnarorarunr:u-ulnu'of
rorfru dru:rnr

(n = 150)

ilofrsdauruilnnNol:narn drutn r
:cduaatu3irffo,

x urJaHa
:rardrrnio{fu

: rRrt o lfi r s 6nr or c.run r : u'u

: rarrir oru r: n rulu rniolu'u :cr dmnr :rduilrc

3.97 0.78

3.68 0.66

3.23 0.90
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nou't{u1n

€t
noul{u1n

ilrunam

trrrooto
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Aa
nou'}ilIm

r'tnmrrrd a.c nudr n:rrdrriEio:cduarrunrnohfifiiuflo6,udrunaunrs
nl'nn1n tolnulnu{liuinr:arunr:fiunru1uil:crnr,orcrunr:fiulyru,ofrorio 

dru
,1R't R'Dr:?uo{lu:;iu6odrurn (f =3.63) uljoiruunrflunodo nudr Reruar;Mole to
dauatalmr{n1'nam tosnulnufliuinrrarunrrfiunruluil:;rmrro,rflrunrru-ulvro,of
rariu dru : rn r: cdil6 odNuln lduri : rnrdarnf oru-u ( I = 3.9?)
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nrr l{d 4.5 udn{Hanr:in:rsf:cduR:ru'rnolodicioilrfrud:unauilr{rnrrnam

to.rnulnufl{uinr:cu nr:fiunruluil:yrnatorerunr:u-ulnuuof
al'

rotiu druaorufi

(n = 150)

ilodsdrunsuilTtmrnom druaoud
:vfiunrrurhfiq

x mJoro

R?'rxdsn2nlunurlunr{oXatorarun.r:u'uymrlyr:f, nf
Im:ar: unc6urnofifin

R 2'u, f, Jn 2nlu nr: 6n cioarunr: u'u

n?'rudJn2nourulu nr:.irr crirlnuarr

fi uin u uuc ri rn u ri oqfi or Inumunu u'u
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3.65

3.63

0.89
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dru
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In:#nri In:ar: un;Eurnofifin 1 f =3.s71
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nlrl{d 4.6 uf,o{flanr:im:rc#:cdunaruf;utohfifi doiloilurieunarnl{nlrnam
tomu lnufl{uinr: aru nr:fiunuluil:crmar or arunr:fi u lvruuof

a,y.a
roltu nlun1rfl{ldrunl:na1n
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:;fruaarurirfiqtul
iloffrrciruHcrnr,tnl:oarodrunrrdlriunrroaro

x mJaHa

ilr;uf,nuacriruan uf ofi tJ: Ilfuirq
looJ
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nr: ilnfion::ufirruirldl to{drunl,u'u uagililuuuu
jj y !
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n r : h?{o I a rfi o r riu a r u n r: u'u
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3.68 0.83

3.72 0.82
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aa
nou't{u1n

aa
noultuln
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riuoilnr:natn n1il: rlo{lu::du6otirlltn ( f -3.81) rfi o6ruu nrfl u : ru{a uudr
narudrfinlioilofroriaunduYtNnl:na1n ro{Rulnufliuinr:erunr:u'unruluil:clnfli,o{
arunr:u'ulno[ofroriu drunr:rilraiunr:nnrn:cdufiodrunn lduri il:Erdnua;riruan
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4-t noud 3 flanr:arn:rv#rduzfrunq6nrru .uamu'lnuflfluinr:arunrrfiu

n ruluJrv rnf, ro{r cun ufi ulnuuaf rou'u

nr: rrfi 4.7 udnrnanr:im:rcfidurfiunqn'nr:uto{Rulnu{lduinr:arunr:fiu

n ruluil: ;rnflro.rd1un1: fi u lnuuofroriu

(n = 150)

nsnr:rirorurdu:frunq6nr:u.uoraulnafl duinr:orsnrrfi u druau iosa;
n ru'luJ: vmfl ro{r cruorrfi ulnuuo jrorf, u

l. ierqrlrv a.rdto mulnuflfutnr: orunr:fi un ruluilrvma
-A- - . 'i -lil on 1, lnuil't{ tuuxoJln

rn'a nr : r6u n r.r lrj co ru iirin ri ou u riou 1 r

rnio n r : riu n r r lrJrTru c ;lnu r

rionr:r6unrrlil franrr 6orq:irriaudz uasdut

hiuiluau

r.- i ;
uruuucuotou:vdn

s. Iosrlnfi dnuorsnr:liuinr:cronr:fi unrulurJ:smatosrirurflu

odrslo
aY a .

lrl lrurnl:u1nn21 2 au

rrlduinr:hirfiu z nu

25 10.00

6 4.00

8 5.30

t2t 80.70

z. #{rrciil t.?t. zsszrirulfiliuiorr araor:fi unruluJ:crna 6ni.r

lduinr:rfluoi.,,rn 23 15.30

l{uinr: z-, oio 6g 45.30

liuinr:urnndr s nfi s9 39.30

3. IosJnfidrufisulfiuiorrcruorrfiunrsluJ:smaiulo,rndqo

iur::rnr frunf-qnf 32 21.30

86 s7.30

32 21.30

iun gn rarf-orfi nri I iu n gnrinrinqnf

-ra84. rirufrsuf,otorfir;6ntorornrrfiulnauairorisiliold
-ii.uou.roto{1l:can 67 U.70

83 55.30

44 29.30

106 70.70

:2lr 150 100.00



01nnr:1ld 4.7 iludl ilqAnrrutornulnufl#uinr:arunr:u'unrulurJ:elnf,1o{fl.ru
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riunmlrjf,nnr:riorq:fiorirudr,,nrotu1(loua; 8o.zo) riudruiit n.?t.2sszlduinr: z-s

afo (fluuu, 4s.30) InuJnn'u'urlduinrraronr:funru1uil:;rnaluiurgn rarf-orfind l
iungnrinrinqnfi,nfiqn (ioua;sz.ro) lriu'uldotorfi:rdn (iouav s5.30) un;dnuounr:
aY a a'lf uinr: arunr: fiunrulu J: ;rnaurliuinr: hiriu z nu (ioua; 7 0.7 o)
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4.4 noufi 4 3{anr:ira:urinrrufiuriud:vninnq6n::unrrliuinr:f,unzruf,uro'lofiii

t ort sl u nl : fi ulmouof iorr'u

j
nr: rrfi 4.8 udn{ta2rudur[uf,:sudrurqn'n::rnr:liuinr:fiunrrufirnofu fi fi sio

ilof,uri:unaxnl{tn1:narn f ruundrunanfiorci duuqn'n::rflduinr:

nrlvrufi lduinrr nrulurj: crilflrro{tdrunr: u'ulmuuofrorf, u 6 ruu ndru

inqrl:;nrri

ilodgd:ffian

il1{nunam

inqrlrv arCtomulnufliuinrr manr :fi unrsluJ : ; ms

:?lr
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at
utonlt
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a
Ern

Aaltlonumilill{t
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{rooc2iln2

aalroroul

dru
aua

9looRofn

v
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I

(100.00)

I

(loo.oo)

rJrunars
2

(5.60)

2

(5.60)

2

(s.60)

30

(83.30)

36

(100.00)

rln
4

(s.e0)

5

(7.,t0)

2

(2.e0)

57

(83.80)

68

(loo.oo)

j
rlrnilqo

2

(4.40)

8

(17.80)

2

(4.40)

33

(73.30)

45

(100.00)

,ztl
8

(5.30)

l5

(10.00)

6

(4.00)

t2t

(80.70)

ls0

(100.00)

Chi-Square = 5.102 Sig = 6.320

o'rn"',r,.fi l.g rudr fl Suinr:trrlnofilduinr:nrulurJ:crmAi,orarunr:fi ulmu
a 4 t a .a a d rrrofrotioriruluojiinrrunnrfiuionrurYrrtuf,r;n'irrnq6n::unrrlf;uinr:riunrruf,r

noleiifirioiltf,urirundrytl{nr:narn druninriorcir;duurn fiinqrlrcarri,fionr:r6unr.r
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lrjilnnr:riorq: fi nriaufrr uacdu"l (fouac 83.80) : orarulduri nurrinrfi uioilrf,u
a e u ar a u n 1 {r n 1 : n a 1 R Cr u n a'n ris rfr c iu il r u n a r r
nruluil:crnfli,o,irrlunlrfiulnouofrorio (3ouac 83.30)

fi in qil : ; a r rilu nrr liuinr :

a-aloJtalg.tr6_
tii o n- o r : u r a a r u du riu'i rt u d r il t fu ri r u n fl u r 1 { n r r n n 1 n n'r u }r a n n or q{l d fi
tl ry Jo qY - tnrruduriudfr'unr:1f,uEnr:tolyrelnuuinr:nruluil:crmf,ro{tf,1unr:u'ulnuuofrsrf,u

6r*undruinqrJ : r asrito.rnulnuflduinr: erunr: fi unruluil: cma
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n1t1{ni 4.9 udn{R2'rudur{uf, :vndrurqn'n:runr:l#uinr:riuRrruu'utolocio
ihf,uriundln1{nlrnnrn iruundrun6ndsrd fiunqn'n::u{lduinr:
mzlvrufiliuinr:nruluil:cmrtolaronr:u'ulnouofioriu *udduil
t.?r. zssziruundru,irr.rofo

olnrrr rofi l.g nudr fl #uinrrmrlnudlduinr:nrulu il: ;rmatordunr: u-u lnu
rrofioriu *udduil tt.?t.2sszriruluqiinrruinrfiuionarurirriuf:;udruqin::,nr:1{
uinr:riuneru'qmlodfi ioiloiurirulr.ruill{nlrnarndrun6nrisrqf:cduurniiqnfi nr:li
uinr:friudduit n.a. zssz 6uru r-r ofo (ioua;sr.to) ro{a{rllduri nzrufinrfiuioilrilu
rirunarnrlnr:narndruflinriorcircduurn finr:lf;uinr:druridufl r.?t. 2ss2 6ruru z-s

air (foua;44.10)

rfi o fi o r : E r n r u riu riu f, n u i r il r f,u ci r u H 6ru n 1 { n 1, n a r a dr u n 6n fi'sr q{hi fi
e o Jo a,

nerrduriuf dunr: lduinr: irrundruirurunir#.ruridufl Lfl . zssz

{ul
uooua?uflorlnl{nl:nalo

n r rlfu? nr: oru n r :fi un rslurJ: s m srl o.i cr u R l :
t. rr I a It ty a.
uu tilutlorrorJuo{ugtduil il.fl . 2552
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RT{[:N z-s oi.t urnnir s ni.r
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flonoofm
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I

(100.00)

I

(100.00)

ilrunou
7

(1e.40)

l3

(36.10)

l6

(44.s0)
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(100.00)

il1n
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(16.20)
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(44.10)
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(3e.70)
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(l0o.o0)

;rlroilqe
5

(l l.lo)

24

(s3.30)

l6

(35.60)

45

(100.00)

f2il
23

(ls.30)

68

(4s.30)

s9

(3e.40)

t50

(100.00)

ChFSquare=3.893 Slg=9.6*
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n 1, r { d 4. l 0 uf, n { n ? 1 u dx riu f,: ; u d r r n q n' n : r r n r : lf; ui n r : fiu n r ru n' { u o 1 o ci o

ilrflurirufl dunr{nlrnarn iruundruninriorci fiurqfin: :uflduinr:
nelnofi l$uinr: nrolurJrllnrto{tdrunr:fi u lnuuofioriu iruundru
nr:r6oniulunrrlduin'r:nrulurj,srnrn o{fl runr:fiulmuuofrorio

orn"lr',.d l. ro nudr fliuinrrmzlnuiilluinr:nru1uilr;rlrf,r,o{drunr:u'ulmu
rrofroriodruluqifioarun-atfiuionrrurluriuf,:;n'irurq6n::unulsuinr:riunar,flr

noltdiioittiuriaunaurl{nrrnarndrunfiafiEqi:cduum finr:lduinr:nruluil:crma
t o{fl1unlru'ulnouofioriu luiurgn rm;iuuqarinfnqnf (ioua; 58.80) :omrurlduri
aaru6nrfi uioil r ioriau Hdun1{nrrnarndrun6nrisrr{:ciuu rnfi qn inr: liuinr:
nruluil:crnato{r.run1:fiulnouofiorio luiuuga ua;iuugnrindnqnf (iooaE s5.60)
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rii o fr r r : E r a r r u rir fiu f n u d r il r fu ri r u n dr il 1 { n 1, n a r n dr u n o'n rior qil d fi

n e r u riurlu dfiu n r : liuin r : n t o lu il : ; rn at o l c r o n t r u'u ln o u o iro ri u lu iu u gR'n 3

oul
uoot fl ?il3tailnl.{nl:fl alo

nr:r6oniulunr r'lfui n r :
:?lr

o/o2U[rrllet iuntlo lriuriuou

Yava
eluflonRofur

v
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I
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I
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rJrunorl
7
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9

(36.10)
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(2s.00)
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(s8.80)
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(16.20)
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a
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8
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(21.30)
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150
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ChFSquare =3.243 Sig = 9.7r,
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--- 
j - -- u o J .nr: 1{tfr 4. 1 r udn {R ?1u drr{u i : cl.r'i x n q6n: : un r : lduinr r fiuR rrun'lu oh si o

ilef,urirueraunl{nunarn druundruninfiorci fiunqn'n: :ufl{uinr:
nelnufilduinr:nulurl:llnflro{drunr:u'ulnuuofrorf, u 6ruundru

ai;a
nr:rn-snfr orolfi :;6nrorcrunrriiulnuuofrorf, u

trnor: rlfi l. t t uudr fl{uinunzlnudliuinr: nruluil r ;ryrflr, o,idrunr: u'u lnu
_! - e f t .a a d tttoitotiudauluojiinrruFnrfiuionrruduriuf,:;ndrrnqFn::rnr:lduinr:riun,rfrr

nolodfiioilof,oriauoauill{nlrnamdrundnfiorqirsduurniiq, lrir'rrduruoirlan e*
ac 68.90) :olawrldrrri neruinrfiuioilriudauncunr{n'r:nom druninriord:;durjru
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na'n uuufrotorfi:siin (iouac 63.90)
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tiiofr r t : st tn a u rYtfu f, n u dr il c fu riru n duil 1 { n 1: n a rn dr u n a'n riu cf fi
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-e- eoJ.
n1r1{fr 4.12 udn{tRa'rxduriuf:ctldr.rnqn'n::lnrrlduinr:fir.rnrruf;luolrrio
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uoogd?ufl oltlnrtol tnalo
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Yaea
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urrioqfi urirlriuunndl 2 Ru (fouac 72.t0)
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lnoiiliuinr: nroluil r clilfliro{ rnunr: fi u lnuuofioriuiruu ndru
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fiunulurJ:31ilfl1,0{dlontru'ulnuuofrorio nudr flSuinr:arunr:fiunrulur1r!,f,r,o{
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R lldo l nr : t ol E ndrh?iilnolt ninrisrciiirdu ot ruo l o rcfi danu rf shifi drnu fi ld
Hiafisrciftil:cnoudru fiudr uinr: R21uR'R cnrufi owin:nio unnn n6nriorcidorfi
o::oil:;Iumi (utititv) fiqorrir (vatue) luorunrto.rEndr irwfinorhl#ar6nrisrsialu.r:o
truldnr:rirr,runnoq;nf,drundnfisreidoriluruu,riru'rn1ilof,uft d

(l) Rarlttnnitwouinfiuti (produ"r differentiation) ua;uio ntrlunnrir{tilrrn1:
rnidu (Competitive differeoriation)

(2) fier:ErolnolrfiJ:cnou (qorarrifil to*rdnriorr{ lrroau"t componenr) rdu
rJ:; Iucfiul ru illiudnuu,s q,nrr nr: u: : lriuci n: rfi u dr c nc

(3) nr:riruuair[rrhnfinrisrqi(noau", positioning) rflunuoonuuuninriordtos
rifn rflouen*iruurirfi unnirurovfi qouirluinlotor Enfirrfl rnu.ru

(4) nr:riruurnfinriod (product devetopment) riio}lndnriorqifidnuorslilri unc
rliurJlrl#fitJu (New and improved) dldolriru'.riirnzucrur:olunrrnounuo{a21u
domr:torEndrlddihdu

(5) nognf,rfiorriurirurJ:gcuflfinriots{ (prodr"t Mix) uasdluHinriorqi tproduct Line)
j

dloauomrlldolnr:tomu lnufl iuinr: arunr: u'unruluil:crnar or arunr: fi u
lnuuofroriuh?rinneruifunohluninfiorcidf,udsrhild do,flrn.,rdouinrr q:6t6rrlo.r
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l#nrrrr?lfiqfiuqornrrnr:lfruinr: riorinnlurJ:cfiulc *nr$duinr: arunr:fiu
nru1uil:vtnflrro{td1on1:u'ulmouofioriu ldrirf,nunulunr:u?nr:ua;trilrinusfirorcrunr:

fiu naonru8ufirtoldtndr;iin drrdorrqldurnrfl ulluuunnrcuruinr: rCol#,innrrl
rJ:cfiulo:rurisfinrrriaurunciliuilI{qonrnnr:douiurmcnr:uinrrdruirq aoandor
r a 4.6r6^--ar ,^..^ <^- - i- - cnunonlrflnulro{ luqr2rrol uytu::ruqr eS43 : g7) tnurrio,r nerlfinrriutol
flduinr:ionr:h?uinr:Iaoar:tomr:roly{uyiril:;rnalmurdunrrflluu,ru'o : n:fiFtnur
:oirufirauun:fiwi tudr nr:uinlriildir,flutjnrufinrnuirlu:sdurrnrfluriaulrai

rrJltt
ri:unrndnue'i'uolnr::oh{uri.rrJ:crnrlnu 6s iaturlnoafiu rrJn?nflulu uirinririra{
rauo Inuflf,uinuriruluqiriunt,dunmdriolrJ rionduornfi ruurfl udrulrnj uasld
uinr:rornr: : oh,lurfu il:crnrrlilu,utooo.,nr.,orgnua;ilnoafiuurnfi qn

4.2. 3 Hnn1:ilnurnrr irn: rcfrTor1n nxCruatuf,lnohiiinniodaunarnrr
nltnamlomulnofliuint:aronr:fiunru1uilrclilfli,o{rr10nr:fiulnouafioriu mmdru
rml(price) Iaofirrquiinmdru :rar dld(roder. l9e7 dnfulu ffir:rs raiinrf. zs46 :

s3) :lfil (Price) ulroiil qorrirninriordlutrrldrriu rrnrrilu p driinodrfintiuurdaern
Product :rnrrfiudurlu (Co60 toltrndr {u?Innwuliuurfiou:gildrqorrir (Vatue)

nfindsrcifiu : rar (kice) nfinriorcfifu drqorri r gr n dr : rn r rr r fi rcdn f u 1 o do ii rf, {ri r r u n

na gnf,dru: rnrdodrifu iir

( I ) qordrdiuf (pc,rceived varue) lu arunrror pdr drdowr'rr: ondrn r: uouiu
torEndrluqordrto*rinriorridrErndr:rnrfl a'nfiorci

(z) durlufiudruacrirlddrufi rfi urdor

(3) nurnhfu

(e) iltiuojul

nanrrilnurnfidnudrfl {u?nrtalunr:u'unrulurlrgm;r,0rfl lunr:u'ulnulof
.-.s-. -^--i---{- --+ A .loliu rlaldzrRiolilu (X= 3.92) ,o{a{u'l:rartolfi:c6nulcrunr:fiu (X=3.68)uas

:rRrrirorrr:nrolurniolfiu:cildNnt:6unrl (I=3.23) nrudrdu aonndoriunr:ilnur
to{ nqunl ilnumtr (2542 zoc) ldilnuriiujfor nq6n::ufr1iu?nr:auuilndounodrllu
nnnu6un: 1 rffi quR'ura druRrrudornrrdru: mr nudrfl{uinr: drulu qifi u#io
grJor rf, uuiuldriauaa uasruur lnrrrurqrln{i

4.2.4 nafil: iinu r n r r irn : r v rfdoq n a r r r f, I r o h d fi na i on I I dr u ri? u H fl 11 il -r {
n1:nnlR1lolnulnunl#u?nt:srsnrrfunrulurJrJrilf,t,o{dronrrfiulyrouofroriu tor
flduinr:ar0nr:funruluilrgmrr,0ldunr:u'ulnuuofroriu nmdrucnrufi (phce) Inufi

4lAa-..tnquflnmdru aorufruiontrinirrriru (ptace) dlfi aorufinionr:f,a6rrilru (ptace)
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il!u6{ Ia:'rafiwouiolnrldlil:cnoudruanrriuun;n-onr:rldrndoudrunfinfisrdua;

uinr: ornowinr: hldlnarn eortiuiirirndnrisrdoonqinarnrfl rrurufi fi sanrriunl:no.r.
riaufi en: : ufi drulun m n:strudrfiudril:cnoudzu nr:tu rir nr: adr f, urfi racnr rrfi u
inurfrudrn'rndl (rouet- t997 dndllu itrrru raiinri. 2s46: sr)dudon'trrorlfla
nr:iilnsrnf.d nudr Inunrt:runciudrodrriiarrrR'nrt:iurfiorfruf otoe.rofllrlr.r.{r
fl lrnarn dru aorufi nrn: euo{1u:cdu6od1{1,1n ( f :g.zg) rdo,iruunrilu:ru{o rudr
nrrudrrisg'doilof,uriaunfluvtl{nlrnora tomulnuflduinr:dron1:u'unruluilrcma,or
cunuu'ulmuuofiotiu Cruaorufi:sdudorirunn lduri R?lucrrn2nlunr:fiurr{oqator
f,'tunr:u'uyrxlm:finri In:ar: unc6urnofifin (f =3.87):0{tn{r1 ldurinrua;nrnlu
nrrfinioarunlril'u (f =3.29) Riludcn2nCurulunr:.ir:srirlnucr: (f =3.65) ua;fi
uinr:uunirnr:riolrfioafaoarunr:fiu 1[=3.6s) nludldu dlaonndolrium:iilnurtol
nqunl ilnltatr (2542: oo) ldiinuriiorior nqinrrufliuinr:auruiNndornor(r{1unn
: ru6unr r ua; qttn'urn drucorufi nudr rdohfiliuinr: iadrduih frudfi 6nirra dau
lrqit?afiudrfrqriu:;ocnNlnfifl ududuudr nruurdrunr:r6unma;a?n : m1gn uinr:
6 uagnarlnolt lu an 1il nu lu 6rri rh?rJ:cuju ldir,rq nad{il rc n au nr: 1il#iolu nr:
afiur:lgllo tutoootnd*iidffinaionrrdafiulorfinornrllra1ili.r nrrldJogiloortli
ldnat rnfl duinr r au ruilndounodr{hiasaanua;hi{udrfi rcduil Nr rliuinr:

4'2'5 fl anlrilnurnrrirnnvrfdopnruf,rrolofifi nnnndruriaunauml{nlrnaln
iotolnulnuflduinl:crunr:fiunroluilrcrilf,r,o{fllunrrfiulnuuofroriu 

mrrdrunr:
dlrc?Inrrnote (Promotion) Inufinqufinrrdru nr:riua?rnlrna1n drd nr:riuaiu
nltnam (homotion) tflunr:n'niodoar:riurfiudoqa:;ndufiirudu{doaioalrrlaunn-
ua;nq6n:rrn.,rdu nr:iniodoar:orrlinfnlrutrufilntrr.tu (personat sening) uasnl,
n'niodoar:Inuhildnu (Non-personat selting) miou.olunrr6niodoal,fi,urrirntr dl
srrdionldndrriounrorniolfi o Inudaslirdnnr:raonldrndorr'odr";r;;;J:cnu
ilrgarufiu (ntegrated Markering communication - IMc) Inun-tttgttdlnaul'lurcaufiu
qndr na'nriorri{urhdu lauu::qprjwuroiuriuld(rotl er. t997dr.rfu1u f,ia:ror rci_
i ai. zva : sr) dufl urnf odoii rhfiollu nrr doar: fiurriu{oq a : ; r d* fl luin r:'a; {
bluinr: (drunr:u'ulnuuofrariul InufiinqrJrcaffililiouilrirrauriofngrhlrfinriruafi
uasnr:finfrulordonlduinrr Inofier:oniirRaluunJlsfludunr:lf;uinr: d.rrfion'r1ror.l
nnnr:f,nulnfod rrfi arrurhdo$oitof,udrunflunl{nrrnaln ro{raulnoflduinrr6rlu
nrrfiunrotuil:;tnatolnlont:u'ulnuuoiro6u drunr:riucirnr:nnrn:;du6otirurn
lduri rj:srf,nua;rizuan uioihj:Iufuirq (f = 3.e7):o{a{ul nr:tir?o1arfiurfiucru
nrru'u (X-= 3.g7) uacnr:f,nfirn::urr'rf,uirq tolclunl:u'u locililrolrridr.{^ rio
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nlnillrnslonxu (X = 3.72) uarnrril:cndtriuf,rolarunl:u-u ( X =3.68) nruiirdu
oiurolddr {rJ:vnouq:6onr:h?uinr:hmarunr:fiuldrfiun:rurirfiqtsriloiludrurlnna
(People) rio nrinlru (Employec) dsdolorfrunt:dRta'on (selection) nr:ilnou:u (Training)

nr:gllo (Motivationl riol#aru1tod3l{nlru'lrohuriflduinr:cronr:u'u laofinr:
$r u uu i lu 

tr rJ uu u l o l do d r l l ua c.iau lil r luiu i rl l t o r n r : l#ui n r : a r un r : u'u r1lfi
fl duin r r rfi n n e t l fi l u o l t uo ; fi n r :iln o u r uh?du {rl : ; n o u n r : uin r : r fn r ru do u iu i
R?1rrfllu1:olunr:l#uinr:uriEndt fineruartr:olunr:ufiltilnlur ilr:urn inerlrflu
fiu ror fi n e r u n : ; nooiolu lu nr :l#uinr: unraunloll okiEndrd:un ru rish (service

Mind) doa,r',roafrlrirfiuub?dunr:uinr:Inuarunr:fuld aonndorfiunr:Flnurtor
ruE02: :or uilu: r0uq t (2s43 : ez) ;inurdol nartinr#uto.rflduinr:ionr:1fruinr:
Inoar:toln'r::ob{rniuj:soralnurdumrrnromu'o , n:diinurroiaufirauun:firrinudr
nrrciuailnl:nnlntosnr:rnh{uriril:crralnuio{lu:cduilrunarl gasnr:uinr:fi
ldiurflulrJnrudnrnuillu:;duurnrfludruluaj drunrrdnuoirornr::olrllriq1:crna
lnu iio fineruilaonfiu a:nrnauru uirinririro{uruo Inufliuinr:ri:ulnojfiuurr
rdunmfi,iiotJ niondutrnrirlrutfludeuluoj uncliuinrrro{n1:rolr{1riflJ:crilalilu
-.i- --- t e ;

lu or I 1n, mlQnrn Jil a onfl uurnfr qa

r r n n r : iln u t R 2 ul n' { il o h d fi n a i o dr u il o f,u d r u er a r n r {r n 1 : R a r n r o r n u I n o

fl {uinr: alunr: fiunruluil:cmffi orcrunr:fiu lnouofioriu flSuinr:iinq6n: : rtiru
luojfi inqrl:salrilunrrlduinr:aronlru'unluluil:;mato{dronl:u'ulnuuofroriorio

nr:rf,unmtjf,nnr:riorq:fiodaudr uor6u1 (foua; 80.20) riudrunTt fi.?t.2sszlduinr:
z-s oio (fouas 4s.30) InurJnn'fiuulsuinr: erunr: fiunrulurj:crilaluiuu gn rarf-orn'nd
I iuugnrindnqndurndqa tlooa;s7.3o) lrifiordororfi:ciin dounc ss3o) ua:dnuor;
nr:liuinr: arunr:fiunro1uil:gmaurlfiu?nr:Lirfiu 2 nu (looa r, 7o.7o) oonndorfiu

-o-qfinr lruriufiqa Q54t: rrr) ilnurrior *naruinriiurosil:cnruio:cuu:ohlflTuudc

u?aru t fnurtotrcnrdln:rnrrrolrlflru[1uar- nudr atun'arfiuionul#uinr:
flltrlrorr durflurj:cloniiorirurau riioliuurinim"r rril:snoufiunr:ilnurquRlilnu
l#uinu*ncnrruf; {ilslworfl #uinrrfi fi iorrnrfi r o h{rTrrir Inr

- --- a J v o J .nanr:itR:rcfinrtrrrYuriuf,r;udrrnqfinrrunr:lluinr:riua:rufrsnolefifiioiloflu

dru nau m 1 { n r r n a 1a fiunq6nr : u n rrliuinl, r 0 { a u ln o{lduinr : ar u nr: fi u
n rolu il r g rnflr o{ 6run1r u'u lnuua fro6o nudr

(l) nqinrrlnr:lf;uinrrtiunrruf,rnolofi fi ioillfiorirunduTrl{tnlrnarndru
na'nrYEcifi nrrur?triuf,riunr:lsuinrrnrulurlrgrnf, ro{rrlunr:fi ulnuuofroriuiruun
e,rtidrunrr6on6otoqfir;6nto{d1un1:fiulnouofroriulu:;dur?ou otir.ririsdrdapr*adn'fi
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o ) a irr ta, a a a . a t J ':sdu o.os firoGuru'lddrfl{uinr:crunr:fiunruluil:smato{f,lun1:fiulnuuofrorf;uriu

fl{uinr: fi nllil: s arrid rr,dondotorCrntorarunr: u'ulnuuofroriuriou

(zl rq6n::unr:lduinr:fiunerrf,rnolrfi fi ioilof,uriaundrlilr{n1:narndru

aorufifialurYuriuf,fiunr:1{u?nr:nruluil:smfit,o{6r1unr:u'ulnouofroriu orirr

riudrfrqnnafidfi:cdu o.os droiurolddrfrlduinr:arunr:fiunrulurJ:lmflt o{nrunl:

u'ulvrouof,s,iorfu flSuinr:fiaeruil:cerriiitcrdsndoto*hntorarunr:u'ulvruuof
rodurisu aonndolriu nonmof (rorbr.2003 dtldllu rr16i duderdrrfir uasflorg, zs46 z

z) n ri rlir narr n ol t t or Endr (customer satisfaction) du o{ durh ; Iumirioq or rird ;ufld
rrnnr:ldnfinriorsiru'orfiuuriudrdqndrnrnuft drnrnrJ:clumidHiurrnninriordrirndr

ii{duol"rirlt {dorvfdnlrinolrlunfinriorcifu lunun:rriuduilrnil:clunidHiu
y - a ,Ali u li

aoon dorr?ofi undrfi {ifi onrnr ir {ifi oevftlnnolcuiorj: sriulo

nanr:irn:rcrfdroruilaurf, nriurfiudorauouu;rfi ur6utorfl iu?nr:aronr:u'u

nrolurl:crilf,r,o{rrlunl:fiulnuuofroriuriauluqildhido,arouur,f,ure'utorflluinu

aronr:u'unru1uil:ctmf,to{fllunr:fulnuuofiodu lduri nr:ilnfion::ufirduadorfiu

Iil : Iuiulfiu lnunc il ounfi (loua g 27 .t0): o{ a{r 1 nrinnuuin r : qnrui uulou uinr :
uaclfinr: ru cf r6urn (louac 25.00) nmdruorur: fi uinr: uu,nf uoorr : uo{lu: rnrdr
rnisrfu (3ounc 18.23) lriirrfludodornr:fi1dril:rvalunr:fiunrulurh;rnaldrrnrfiou
(loun; 16.67) uasn2:anrrar.,oofi:riiniif,nIrnri,uur,oiuo (iouac I2.so) nruiirdu

a, as
torolrotluuolo{lu2ou

rr n n r : itnu r ar ruf, I tolo ii fi n ai odru il r iu riru nou u r { n 1, n a 1n rl ol nu ln u

fl Suinu cunr:fiunruluilr gtnarrormunrrfulnuuofioriu nudr : rnrrirorur:nrulu

tRforu'u:Eudrmr:fiunmfiarrurlrdq:durtrunal{ ftfi{orauouuEdr na:fiocfinr:rJiu
. a a aga I jA . a o ra . e:tRrrirorur: uioiiorurrh{raonurnndrfirfluo{ rioin:rro{lu:rnrdrlauar:rniou'u

niofinr:IrJ:Iunlurfo{xo{ormruurnforfiut0{drunlru'ulnouoiroriuh?qndrfiaaaru

damr: iurj, uyr ru o1r 1: uurniouuto{fl lunl, fi ulnuuofroriu

dorououuv ri ru iu nr r ii nu ra irsiolJ

l. nr: fi nr: iilnu rrf or tnnarunrur: olunr: : olfu {lduinr: arunrr fi u

nruluil:Eurflro.tdlun1:fiulnuuofioriu
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2. na:fi nr:flnur6.rnzudornr:torfl#uinr:orunr:fiunruluil:slilflro{rfllunr:

u' u l vr o uo fi o ri o rf, o a r u r r o d r u u R uu ? r 1 { n r : h?ui n r : ri o a ir r n a r u f, s n o h l #fi'u

{liuinr:arunr:fiunruluil:cmntarflrunr:u'ulvrouoiroriu ua;ltlrriaurufirfiua{or

riunr:tiuaiuracriaurnrrrioudurrirdoladsnrirrlilriauruaciliuillrnr:innlrnl:
uinr:io}J

-dlatac63. nr:iinr:f,nurdstrrluuunr:uiur:finnr:nr:uinr:erunr:uunrolurJ:vlnf,ro,rt

arunr:u'u lnuuofroriu rfiorirtJ qinrrrfriduun;il:saunadrri r
aaq-liat4. n r : ii n r : f, nu r ih f,u 6u r fi fi n a i o n r : frn fr u h t o r {l#ui n r : e ro n r : u'u

nruluil:srilrtto{d10nr:fiulnuuoiroriu rflorfirr6ulufl21!du1:sfto.rriordiinur niu

il t frudr u ra: u J 6 r rY{ a u uac n l : rf or d r i n lu dufu f,un ; fi n n n : c il u o dr q l: dr l ei o n r :
dnf,ulworflf;uinr:dton1:u'unrs1uil:Ernf,ro{flruRlrfiulnuuoiroriu riorin?opfi
ldiuhhiaurgJrruunr:1#uinr: riiol#rfi nnarriluolouri{liuinrdotJ

5. n.:;lnurafiii6l,Uenurtiauncuil'r{R1:narn tolfliuinr: arunr:fiu
nruluil:;tilf,xo{tltoRrrfiulnuuofioriolfiur e p's uirColfrfinnturfihluilriu
daunaudru6ul tolfrlluinrrflluR1:u'unroluil:grilflto{fllunr:u'ulmuuofroriurn'r

tJ,

l rnfu fu nr:if,uniliohlifu nr:l# mqufi drundrnl{nr: naraqnluri tor : f,.Rr. 6run2:

niw iildrnisiruncumNnunaln oonrflu 9 p,s R'o

Product ih iudru nfi nfiorci

nice ilriudrurml

ptace ilof,udruaorufi

Promotion ilriudrunr: riuailnrlnunam

Potitics ilr f,udruuluuuuosfl 1: rfi os

Public Opinion ilriudrurJrcfi 116

People ilrf,udturlnnn

Period -Timing ill iudtunar

Psycbolory il e dudrue'ninur



Rmflu?ft
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lluuflouo'nrorrifrg

ttuudouolrd,flu,i.rndltolar:finuf,riol.nlruf;lnolofifinaioilofrucirunflryt.t{r
nlrnalntolnulnuflduinr:aronrtu'unrulurj:ulmdt,o{rrrunrru'ulnuuofioriu,' fnfnur
artrnr:rioufi olrncliurfir rrrinurdurnin

ilrrumE truudouolr,dhiinnrio{nouil:rnr:1n {o1afildlrrirlill#lunr:f,nurrrirriu
.! lodriuur uuudouolufiii a nou iru:u n lo:ru c nfir

j
naufi I douo 1utfi uefiuilo iudrurJ:;Tln: f,rdnftor{n ouuuil 6rou oru dnusrc

luuuflouollrfl uuuun:ao;ou:runr: (Check t iso i o {o
- i- e u -noufr 2 nouo lurfi uafiunqEnr ru rro{rAulnufl iuinrr nr:iunruluil: ;rnflr,o{fl lun1:

fiulnorofrorf,u (ctrect r.is0 i s do

-^--d^ i - o -noufr 3 crouoturfrurdu:cdunrrufirnohfifiioilrfruriaunsrur{n'rrnoln tomulno
flduinr:crunr:fiunruluJ:;rnato{rIlonlru'ulnuuofroriu dnugtJuuuf,ouorurfluuuu
urn:rdzuil:;riurir (Rating Scale) fi rs {o

i..
noufi c droruuuurJarorin (open ended euestions) rfiuafiudororourrrirfiutor

fl duinu,rlnufi lf;uinr: n ruluil: lurf,x o{r6rrunr:u'u lmo*ofrorf, u

:fa{nouuuu.rouollr

noufi t dogartrlrltor{nouuuufl ouolrr

nlonrirrnio{}llllu y'allurioldrriuunrud,flurir 
uionnnrunrrrfiariiutorrirurf,ur r dor

ilnriu
rlnlrird

01. 1ilf, Emu E u{r

02. o1!l E zr-roil E rr.aofl [ nr-soil
flsofldulrj

03. no'ruRlilnlrnurd I laa E aurc
tr 6ur thhn::q).

04.
oa

,JAUn1,flnUl E rhuuiilnu rnouduuiodrndr

fl orpJioJqr uiorfi uuuir

E rJio;qrni gr ndrrliqqrni

E rir uuf,nurnouilnrunjrr
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05.

06.

.a
o1ilr E nrin.rruuifnronru

E fifinniniilnur

I dur (IrJrn:;r1).

E {r:rrnr: I igiernfit
E rJ:cnsuq:iorirudr

:rol#rnduiordou E irndrnionirf,u 2o,ooo ulyr

f] zo,oor-go,ooo u'ryr

E ro,oor- 4o,ooo u1n

D co,oot -so,ooourn

E so,oor urndulrJ

)a
nsufi z tq6n::ttomulnu{1$u?nr:srunr:u'unruluilrcmf,rordlunr:u'ulnu'ofioriu

nlorrrlrraio{l{ulu / alludolii rnduu mldrilurir uioarmruRrruinrfiutorriruurniign
duiu
rlurhf

07.

08.

(B.

10.
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