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ANBNTIUNIYAAR (Philip Kotler, 2541:48) uﬂnmnﬁummﬁqwa‘lqﬁqLﬂummiﬁn
(Feeling) fmruguiialdFunudienmarunjimng aowdadnis uTausNqela
(Wolman, 1973: 304 $1alunlaar? Bamfu 2526: 23) SR T Ne 1S e aULAtR
1. snmnandinamnfmssadhulunsiyaasldanmia vle
2. sziumrndrdaiiihulumudents v
3. m?ﬁmu‘lﬁtﬂu'lﬂmuu?amauauam’aqmﬂ'wamﬂﬂﬂ (Stuart
Oskamps (1994) )
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IUINNIALBIMELIANABINS LB IS
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nA" (Customer Satisfaction) Taiflusziumanafdntesgndfiifiunaniaannas
Wisufisurzwinuals lanissnuanifndniusiianisitueawdasusitiunis

AANTITEIgNAI (Kotler.1994: 98)
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Boauimelaresgninesintuliiaadiediitnalatinninadudniu uds
wuindudniuliusauiiaiaivleiiundtiinald (Positive Disconfirmation or Simple
Confirmatory) 3ufinanuivanels (Youiiesi Favmsznana :2539)
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Fradu éiinesamsiiationsazairraiaela itugna s
o yaA AR sTuaTA NN InelaveagnA (Product Value and
Customer) Tasraumnenddtyuda gnébilddeduduasiingg usigndringsde ms
witloywn nsdszauuadSamuanudioinns uas Arusuiiine
2. mﬂﬁuﬂwm'\uﬁq'vvﬂ'lwmqnﬁ'\ (Improving Customer Satisfaction)
nfudgaranuanelasesgndminldlag AuusseAn WAL NsAaIA uasns
yeendnfusT AT Faennsussquadinfigndadioanisdnlulududn Faguiuns
aansadiiunsliih 5 fumeu
SUABUT 1 ileAauAranTiveagndn (Understand  Customer
Expectations)
FuABu 2 et muaeLYR unzmsiessdhvngaa e laves
an‘h (Define and Communicate Customer Satisfaction Goals)
sumaui 3 ﬁmo%m?ﬂan?:ﬁu‘[ﬂ5\1a?qaﬁugwuuaqéaénmammn:mn
(Establish or Upgrade_the Infrastructure)
suAnui 4 n1inAuNInelaLegnAi (Measure Customer
Satisfaction)
Tuaaui 5 nmnlssdiunadnsuaznsufiidnsudludogun Evaluate

Results and Take Corrective Action)
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The Consumer Decision Making Process

e ™~

Environmental influences

Stimuli Marketer Problem Recognition

Culture Social Class

Activities Other

Reference Groups Personal

Characteristics

Extemal Search < Search
y A
Internal Search Evaluation of
7 Evaluation Criteria
4 Alternatives

' Formation of intentions
Attitude Formation

A 4

Purchase

Consumption

!

Outcomes
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(Product) 31A1 (Price) N33R MUNE (Place) UAZANTAILATNNNIAAA (Promotion) Win
4P's u.ﬁiLﬁﬂamo:mmé’aumqq?ﬁqﬁmnﬂ&"auuﬂmatmmnum Twin Wil denenthy
fladefiushag hdnalszauntmanadinilauddoyiaiu Soluiiesamnsanszany
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(1) udRtu (Product)

(2) 779" (Price)

(3) M3mSMrine (Place)

(4) NMIRAUR/TUNTIAAIA (Promotion)
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uRaiua (PRODUCT)
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>
37M (PRICE) . TeIgnAn . nsdRATUNSARIA
{Customer satisfaction)
(PROMOTION)

msdadamine (PLACE)
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