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2.7 u'urrliulg'ffinu

2.8 nrouuu:naruinlunr:itnur

z.s alrf,lrulunr:iilnur

z.r uurf,nuwnqufnqf, nrarro{uilna

2.1.1 alrmurnouqirnruro$lilon
nnnr: fiun{rronmr driuadsl ldfi fl finmuilr,lutorrrrqfin: ru{uilnn llu aruriru

du

il t u 1{ nt ! n tiunnio fi nuao ru i.d.zs2s hln lur uroto wqn'nr rl d r u u rudl nr r

nrcrhilf onqn'nr:rduaaroonnmndrr,ruionaruR'aua;nnrdiln,Co.ourrrurduft

oq ari r rq : rnQo (2sto: sl ldhi6 rtrrinnrrurqn'n: r u{uilnndr r u rudr rl$fi?orm r

rlnaadrdudorlnun:rfiunr:ldiuuocldf,udrun;uinr:nnu:u1fi0 ,rrf,nrrrrunr:irq
tomr:dnf,uh dufindouuncrflud:firrunrJfiffiurrirq rrdrrfu

l4
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loulfin ; luoRt2a : rasluumf tgn: rrriinri. 2s44: 6 r dm6lrrn Engle; Btachvcll; &

Miniad l9e0: 3) neirzdr nqf,n:ruf,uilna nurodr nrrntgilrirqdr'dor{ollaonxflunrr

ienrhlldrrdrnr:uilnn uacnr:sudrolfiaoudrf,ufiiuosuinrr rurrfrRrsurunlriafiuhd
oti,u

lflnruilrtRouuolrf o{Rl:rhdlnsirrdro

Isnn; l:erfnt rmc iu.lu (nf,u rYuf,rrd. 2s46:27 drr6mrn HoE Rincharq & tvinson.

le68: 5) ndrrdr nqi'n::u(u?Inn nuroiir nr:nrcrlrtoulnnnlntlonnnrtlCorduu{orlaun:r

fiunr:daurtflduilacnrrlldrf,ud[ruacuinu d.drr',or2uo'{ nrru2uolrf,nf,uhdrfiu
a. , a I

o{riouudr uagfi drulunr:fi rruntlfi Rt, nrsilr drndrr

frtuuu; ua; Rl{R (fiirr:sr rciiiai.2s46: t92 t dHdtrn schiffinan; & Kanulc 2000:

et) hfnauilulr,ro{lqn'n::u{uilnn (Consumer Bchavior) ulruiil nqa'n::ldl{uilnnrh
nr:duur nr:64 nrr{u nr:li nt:il:gru'una luiuthuaEuinrr dmradrrsnourruorrn2'rx

Cornr:roqtr

z.r.Z luaonqf,n:flr{ullno (Consumer Behavior Analysis[Kotler, 20o2 : 9t-t t2)

rf, unr:dfur rrfoiiorduzfiunqn'nr r llu nr: do uo;nr:ldtor{uilnn rCon: ru fi r

frnusrcazrudornrruavngn'n:runuduuu,nl:ldtor{uilnn ihnoudlCrsdruhirinnr:

nolnatlulrof,nnognfnlriam (Markeing sttarcgies) figrrr:onouduo{R?tun'uolwold

uilnnldotir{nf r,lsrn Inufi : ruacr6unft d
r.lnro{lunarntf,rulru (who constitutes the nartcet r) rf,ufirournronnuiilf,nuopto

mrjurf, rruru (occuponts)

z. {uilnndoocl: (wh"r does thc marker buy ?) rfludroruurlorrrudodrul.6

l. rtrlu{uilnaftdo (why does the martcet buy ?) rflufirortrConruiaqrl:;aldlunr:

do 1oul""tiroy

l. latficfruirulunrrfiaiulcdo (who participares in the buying r) rf,udrortrdon:u
o'{ unurnrornajrdrq dfi 6ninauiofi ti:u jrulu nrrf,nfulcdo (<rreanization)

s. {uilna{ootirllr (How does the market buy ?) rfluf,roruConrruo'rdunounl,

iniuhdolop"r"tio*)

o. {uilnn{oulroln (whcn does the market buy ?) rfludrorunrrulonrcnr:{o
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z. {uih#odlu, (wherc does the ma*et buy r)rflufirorr,Cunrrroruln:lafildol

,mdf;uilrncclildoludowrmrr infi urirmiur (outlets)

z.rs mqufinqf,o::urc{uilnn

nqinr:uro{uilnn trrudr unurntorfruilnndrdua{srfrunr:iaf;uhdo{uilnn

damrrJrcloniocbrrnf;ufirmcuinr: rrrrnroiinurldrrndruuutamzrudomr:mruqud

uruf,rn:u{udrdor{ordunr:{ofiudrdduon',, nmilnsrduuqtrrhdrtrlfirfianuf;aEultdo

f, ufirufouinr: Iaoiinr: fiuduundr n:c{u(sti.rl*) lunrr ufdnu'nfi ato l{uilnn Cr

nliourrru'su ntio $ r (Buyer's black box) nf on: r u{ilniinfi nt ol fiuilnndrl#iu 6nir a r r n

-r)ai[nuordtq udmgnnr:nouaruo{oont1 (Buycr's rcsponse)

dmrvdu il:snoudzudrnr ;du rrnnrolu irmlruorf; o orrdu rrnnruu onfi r n: l{uo'o

drrfludrlrhhfrfienrr{o8udrnfouinrra*rn:;{urunrrnnrR 6o irn:;duiirdordorriu

dzurrcrnr{n1rno'ln dr,ilu,nq1rhhl{uilnafi nzrudornr:dof,ufir rdu :rnr fiztudr
).-

flo1uil lla3nffi ff{lffrlrnuuu

drn:;dudu fio irnr;{udo{uonrriio tlnn'rrn?uquorordn: Iduri nrtn: ug 6e

nqilrluuarnr: dior inurr: r rnn Iu In0 rfl uCu azufi?niininur{u3lnn rio ndo$r dr

firnrrarurronrrulddrarrudornrr iuururrfinrrirnrwrinrrufilnu'nfintor{uilna dr

rlrcnoulildzo

ilc{onrulu niu nrrudomm u:qrlc nr:iuf
ihf,onrmron niu isur::r n:ouniz

nrEU2un1, f,n iulrdoto r{uiInn iio nr:iufilgr r nr: dlur r{oqa nr: il:sriu
nru6on nrrfinf,ulcdu o',rrurauortorfrdo firuorldrrn rliursrlunrrdu,rro',1unr:do,

ninfisrqiddorlonrrudlunrru?Ino
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ar.4 ttuulmaltrqirnurrclflrfiIna (Modcb of consumcr behrvlor)

luuudlao{rqf,n::uror{uilnn (ffia::or raiinrf, 2538: 68) rf, unr:iilnurruqyle{

uilnn lunr:finfiuhrfiondondnfiorqi Inururiudurrnnr:rfiaatrn:;{u (stimulus) d.

rJ rc nouCro dr n:v{u nrou onlCuri irn: :{u il 1{ n1r nn1" uura'. nr;{u otu 1 o rfi nr r;
rru1 fi r rnalulat nrliior iour r r u .r n.r ir nr;durrrirdriohfrfi nn rrufisrnr: irur{rrrlu
nzrufilniiniatoffo niodriundrndo$ttolndo tnuy.,'s black uox) dl,Jiouraiioundol

Crd{nfinniofrtrulriciruonmoauldnarufilniinfinro{darcldiu6ninamnilrionrolu

uagilrionruuonto.r#sdnEfinoionlrnourruo{ (Buyer's rcsponsc) uionr:daf,ulrro{do

rdorerofinr:f,ndrn:cdu {stirrt*) t{rfinn:rudornr: rCohfrinnl,noufluo{ (Response)

-l.!aa.--Ai'lfuuuulraolfrilotrriundr Model of buycr behavior dwrunufi t

Buvcr's bleck bor

urrolrd t uuuirnswrgufi ngn'nrrrnrrdu"uofiuilnn

i.r*4rlarrr-

ir"*i"
<rru1fir

rnaIuIa6

-nudol

-lrurrru

iur*{ununrraarn
-trlinoa
-rri1

-nuiitiluD
-nudrrriunrrno

{o.l

ouacumom{lc
.lr-nl'monroflaioon

-oum'orurar

-nurn'on{rro

rrarlunrrt
-r6uronutft,cs{il

- ilrlonrfourrru
-ilrSonxrftru

- ilrlodanpan

-f,lionmhtlnn

orcuxnrurhadro{S
-nufu{ilqur

-nrrr(uur{oq;a

-nurlrcrir'unonutn'on

ouiniulrt
I-rqinrrunurlatnuio

)-aorilll : ftr2rrsr raiinrf, 2538: il
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r . il n: v{u (stimulus) r urodl drdndndutfrl nna rfi anlrn ou du o urioin ilu h dr
t-l ..

nr g{u o l rlfiat'utol or nnruluirlnt0 (Insidc stimulus) uo;El nr;{u r lnR luuo n(outside

stimutus) rionrrnararcfiorrrultuocindrn:;dunrouon ,rtot*6uetnarfianeruCo{n1rflo'n

riorqiimrcdurf,umqlrhhfrianr:doiudr (Buying rnotivc) drorrliruqyhdodrumqna

uovliruq $h{odruininn (o u mf) fi H dr nru{u nrouo nil: cnsudru 2 ciru n'o

r. t iln:;dunttn1,natn (Ma*etiry stimutus) rf, uimrvdudd,fiqumdrinnr:narR

ecColflnhifi C,,nr rr.rnftrhirfinnrrrCor nr:ninfisrqi rf, uiirnr;rfuiirdorf,unr: in ciau

d:cflrnNnunom OL*etiog mix) ufo lp,s dlil:cnoudeo

t. t . t io nr tdu dru nfi nrisr qi ftoaoo rdu oonuuu na'arisrdhiarol.rr,Cu or rdulrt
finnzrudornrr

t. t.z dl nrc{uCru : rnr (price) riu nr: fi rrun r mrfi u drhlruurc rrufiunn'nfior#Iao

n'r r: onI ndrncjuri rr lro

r.r.r a'ln:c{udtudoumnrrf,nirtriro (Distribution uo3 ptace) rdu nr:Snfrrduna'n

fisrdl#rfrft rdohln u rr a;a rnuri{uilnn

t. l.l ionrt{udrunt: dltr?tRr: nnrn (homotion) rru nrr Ifl uu raf rrauoinrr an

t.z iilnr;dudr.l (*., stimut,s) rf, udrn:ldunrrldolnr:ror{uilnndo{nrouon

owinr: druifnn zuqu hi ld dr n: ;du,n cirdlduri

t .2. t ionrrdunrum u! fi r (rcmonric) rdu n rr;ra: ug fi er roldrol{uilnndqr duii
6nina ioazrudolnuro{{ono

t.z.z dln: gdunrlrnnlu Int (recnnobsr) rdu rnn Iu la0lr riCru nr: Crn -oauriu
dnIuffi mu:nnruduarru#omr:blliuinrrtuorr.,orrr.rnC,

t.z.r iiqnrc{unrlnguu'ruuoEnr:ru'o{ (uw and potiticat) rriunqnururniuannriiiiu

fi rla8udrrutsfi o'ninoionr:urtuuf onnnluCoon',rruofl du

t.z.l iln:r{unrriour r r! (cutturat) rdu ruul::lrfi uuil rcrrdlnulurnanrairrl
cviinanr;duhfiuilnnrfi nRluCornr:dofi ufi rlurroo.,orf,
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z. ndo$rrfonrrlfilniiniato{do (Buycr's black box) ruo6r nnu{f,nu'niaror{

do njiourrriiounriodr (Bhck toxl drftrfinufo{rrohinrurronrrulfiirdornororuduur

nrruff,niininto{do arrufdniininm{dolCiudninarrnilriuir.rl dfi Aninaionlrf
dnu'niator{douurwuronr:riafi uh{oInufi no:cl6uaft d

z. t dnuEcto{d{o (Buycr characteristics) rinuorru.ffi Hir6ninarrnilriodrq ld
uri

z.r.r ilrisdruisurrrr (curturat facrors) iour::urf,urnfoqnriurlnnolunrjulfCas
JAJ-
fiu tlnnnr:fiuufioutrruto{rimrulCnrcurunr:nrrrYrRr iourrruriluirdfirrunnruC
o{nltuasilginrrlroltlnna inut::rmiroonrf,u irur::uCulruirurr:tncjudou uio
tuurrrufi u!il: grnd uor*fr 

"rr 
rirnr

z. r .z il c iudru dlnu(sociar hsrtrs) rfl ufl riodrdordol luiiml r cl riu un gi6n iil o
r-Iiotqinr:unr:io iinus;nmdrauilrcnouCau nciudtdl lCuri ncjurlluqfi nrjrrlf,o4i

n: ounir u numrar durrrruo(#u

z.t.g iloiuti2u{nRo (p€rsonat factors) nrrfrnilulrmffoldiu6ninnorndnuuc.f:u
qnnantlCtuirll lCrrri org funouiqinriinn:ounir otin lonrcnrla:ugfio nr:iinur

trrlrruunr:Crxiin r1nfi nnu ravuu2n2luindrurlnnn

z. r .l fl rionrlininor (psychotogicat facrors) rf, uil r f,untului:{uilondfi 6nin n
relionq6n::unrriioracnrrlliufrr lCuri nrrgrh nrriuf nrrr:'uuf alurdori;uni rac

tlninnrn

22 tttJtlilunrriailuhm{do (Buycr's decisio prooess) ilrcnoudrudunoudliolrJ

d(r) nrriufnlrfiomu (flEilr) (2) nr:dum{o{a (s) nr:ilr;dunanr*don (n) nr:inf,uh
r'u tsr ua:rgn'n:rurorift nrrdu orr',roliouriluuuufi aorldft urrunrrrd z
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ffirunild z ltrna draor*rrzunr:dniuhdo (rive - stage of the consumer buying process)

dur, Ko,lo, 1997:192

z: uu:f,nuenquiinrrryle

nqufirdurfiunr:plr (Thcories of motivation) fiurnuro uiluddwrirundrerfiorurl
nqufiii{uSiltrnlrnatRn?rnrru riorsldr{rhnqf,n:rrur{uilnaf,tiu uasrntooclftirlil

rh:gnillhlruurErruriunrrcrru'ununqufi drduiunlucunffi ro{umlo{

lralaf Omrtow) rdsdrnqn'nt t utoruqudrfl uf ru2uumfl rrr:ooiurulaolfuuzldu
roulanalunrrfiurrrf, ruurodruilr}l?inroutrldiuntuf,smrr Rmuil:r:our uasldiu
ildiinrrrnurorionuror tflunerurirfircffimdr n:curunlrro{unirhrflurizhtougufi
qninnrnm{ Maslow Iaortrrdodrurludrflu ttaidfianudolRu- (rvanting animal) racrilu
n'trrrndrtludrgtJiiliutoraar!n'rnole odrrcutlroi lunqufiihduiuarruCornrrtor
Maslow uiorlanorJrrrourdrsldiunrruf;rnoloua;,r,toqannldiunzruf;wohludrudurda

fi rc & n l 6 o n lo l n e r u n'w o l c d r otu r d o tJ dl6 o rfl u q o i[nu s s t o r u rl u d du fl u {d fi n z r u

dor nrr ocldiu irirq o{raro

rlralai nrimdr a:uil:r:ourtoruquririuf,ndruuinlfinuacaluil:r:ourrrdrir

orrfulfurr
(Problem

recognition)

nurlurt{oqa

(Information)
nudt:uiunrln'oo

@valuation of
altermative)

ouftfiuh{o
(Purchase

decision)

nqinrrunrorftnrr{o
(Post-pnchase

behavior)

rc6uldrdudunu,o.lril: rr ou r druiduu: nlileinrrrrlr',rurlirc.du lrjrf, u drdufunlr

|1
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ColnrttolurludtThe Nced - Hicrarchy Conception of Humao Motivatioo ) Maslow rifithdu

n?1r#o{nlrtoruqudrrniuCuhl{n2uCo{ nuiiudolilllrfl udrduft d
t. arruCornr:nudruir{nu ( physiotogical neods ) riunrrtCoonrrdudrl*dfi

.).orurturnil{auosrftlnariiuldiadqln rlnn2'ruCornr:riruuariunluf,ornr:di:onr:

Cr:6ia lduri nluCo{nltotfrr rirdu oon6,ru firinorf;u nr:riodouuouufiu nrrrCornr:

nluiltt n:rudornrrnluoutiu hdudlrn::duh?rianlrCsror:lutiudg.rndrua;drrlnna

lnilrsaunarudrruozdrrrruo{R?lrCornr:fu1rudfiwtilf,iunr:nr;duhfrfinn:rudornr:

lu:;dudqr{u

z. aarudornr: Rluil oonriu tsarety noeds) rdontrdor nr:druirrnruldiunrr
noilfluorurd: fiwrfinn:rudornr:Rarrilasafiu narldornrrnrdrdrflun:rrdornrrdwriu

6rr;rrndun:runmirrnlu rosn2lrndrionugErf,uru riunludoonrrnrrrriunrlunr:
rlHru Rrudolnrrldiunr:rJnflordun:or o:ruCornrrnrruilaoariorrndunrruirq riludu

t. nrrudolnlrn:tlinua;nrruflurdt{o{ (Bclongingness and Love needs) nzruColnr:
v4fl2lutnuasn:rurilur{rtortilunu ruCornr:dud I nrrrCornr:d0crfindr,rtuo.rrCornr:

nrldruirlnu rarfl2'n CornrrnerrrJnonliuldiuRt:noufluowdu qnaaCotnrr!#iunru

inuncalrurilurfitorlaonr:ahrnrrrrfuriuf,fiu{du rdu nlurYrriufnrulun:ounizuio
fru{du nu rucornr:rf, urlaurdrtou{nou aarucornrrhildiunr:usuiu rfl udu

l. nrrrColnr:ldiuallriudoundol (setf-Estecm needs) uliontrdornr:!#iunuruin

rmsnrrhfn:uinuri$urflutJodnimqnn ururhhfrlnnofian:ruilushuf,znrilnrindulu

ird I fircanorrosfinrudornrrluiufohJurunud nrirriiouquddomrrdrcldiunlufu

o'auntioloonrf,u z finusrc iio rinuusu:nrflunzruCornr:riuo'onulo{ (setFrespoct) tiru
dnucrcd z rf, unurudomuldiunr:untiouiudo.rosu (estee,m fr,om orhers)

4.ll nludolnrrfuiioauto{ (setf-respect) 6o nzruColnr: fi 6rure iiarru
rCoriulunutol iRaruuiur:r finluarrrrolunuror finarluqnihidordrnrorf;u{oru un;fi

nrurf,u6rr; qnaudolnr:dw{f,ndrruiiqordrmcfiar'rrarr',rufi.cil:caunrrudrrirlu

uunrrfioirq ua;iiiiadriudr

l.z) nrudomrr ldiunrrundolfuilorrn{o'u (esteeur fr,om others) iilo neu
Calnr:iiriu:fioa nr:ldiuuntior ldiunr:uouiu ldiuarucuh fiaorunrr idordurilud

iufi*-J..][fl*ffi
tn ure rfiJu . -gl lS ! -, -.-.--.

.Ild o

4lo.Qt I

n3Y5n
$l r fiS rt)6'lJ o

,A
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uuuturnlo,ruunrcucnnmBIDE3rrcrnLgg3ruropfuuuh ng}nprgrbrcu1plF1.trop,tg3rn

erru gliluroolnusr sFrsrru ]got nB]p (nodu) rDgnnernrg3ru]oprrcugpuuuh .e

nrllorc gtrpnrcuogugseprpuum nrlrrsrunlelorfrll
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bof,rBugsruure Lu.urnlbgpnrr.unlrcruun;rLcurnssun egnpnrcuDpl$oprmomurrru

lllsc rFn]rlFlcrpopr]l.urnnrn]r.un:c (qcw) sEegrrpuunpssF3t u]oppuuuh 
. 
r

(89 t -t 9 r :866r .rouln pus uer$or{) p}*lelnpmpogg3ruuuplupl
8utl CrUU*t 3t U:3[r € ry13ru]Opnrcu]of,us,lttucntr]rru0lgsrurFpl runulluuutuFll

,unonouugnneropg rupnbu

ruuouplorubsDutrybs s r:epuuuhmrlpnsr.0o3rulopnL@ng lEeprnroolornuelry 3ru

og plttoulttt u sotnullpn;p:rptno313lurrulrux rit]olr.ru0up:unusrnurtrruoLu

$plgn$npl$olptrt1:rpubrDnpnlesrrpu]rrlssFpuuuh np:tnnrrryonlplsro3r,rrrr

uuuhlprtoouhrguhnltn0srs[tnLcun$r ]Eogn]rno]onuelrlitsru]oprrrru npugt:cg

!3rl|ll]r0o]olnuelqilsru]oIfrlcu ruugrg:3FINpoelor]gm.cuugrlrlrFpl Lnounl,nprp

stulolilttcutp (sneeu uoqszttBnlcvdtos) lEc1tttlr0olotnuelq,t:epsru]ol,ntcu 'g

n$uur$noosru nlpprrloro3r,u.Dnuurgrprobgmrnurcuglpl

tlf lft}tt3urrrrlgnlerr]rf ]oou0nrr.uB:pl3eg3ru]olifircu! gngrrnFpnF:ur nurt ruu

cz



noyms r*0r3 [rt]og3t ugtr

np n lll ]opB] ]8 rtg ] olcoprstu ns Bs3u nPp 3rugB oEr.r e 3uF 3ru 3n 3ru mr p[ ] o]a!:uil
0ugngrprgngrsrus,fl,3ru stu3nsruncn:3ulotl1tq]o1,fl,loEnpl]ol,nllrunp.s 'r

3rugn3tuunmg3ru l.az

ngtsnrnl blruuut: 3lrcru 3nuruu]otrjB 3runLop

fl,uloluuolrsuil sruEr*rl3ruBp:3ngnD3tnllllllscurur sun tlrg 3ru (y{Id) rur 3 
.9

otronptp3ugrngcryrgporn nnrcug 3cu u0plopuoguuprfl

l.rtoprsrugBglsrunu;lprpngr3uornB]opuroEttrpngr3uoF (sro$&(slpnuplbp .s

tpu0sor:nnuptuxouro nprg3ru 3lrsru]oi:ronup ng]opuuot,

!ol,:e Llrurnnnl 3ru suruotsulluofl,Elo#] (tBr.. t4sn uosscFnEuoc) cruopbug't

e1orugru0plrpsur clturspsru sn$tsLun1ruurtrg:3[r

E e$sn$turrnr,ilrprt uunlilosopnrlufrpnlor,uprupb (ruaudlnbsy og]oput 
.€

nrpgreopp sru s ru n$oprsulr olflgnsprsrcuugqruOplopr greuh n3nol, nfl I

ttoLut$n ntuupuh nB*nnuoruluntrutrlott3rulnorr[tululttr (eFoed) uuuh'z , r e i----i' ----- -J-----------ts-----
uqgn$ngplucu:pnrcutun moptnrcuu luo srnur]of (eould rnrup 

. 
r

plp npc grpl cprg uln,smrl opf1rl ng: 3 
lrup rngrc]r 3r u u!

!op3e sruEnnrr[prgnErprpnng Lut s:ull pnu.ulbp 3lltopolrug$ung;1pbup o$]olut

uuuhe3r gntoplof,lrnlop3tunlelng]rucu]rllropr Briplsct trtpsrugnsl.u]otrIrr0l:3F

:unnrunbngc0ppnur0uircrr.er.onmpop,p o;fi lorloprrrcuuuopr1lt!-u opsrugsrpno!,

pluplntcututogl$tg[]onoslnrpnl3ruEn npnE r3n]s[ r3un0[Lu]31 neg']s[ rcl]roorp

tguDuncuulol,nrculonpp elor]$mcuogr rtrols3frurtr33ucgnp 
(aonres) 3t ugn

3ru gnf lcg3lngruputor3ru]r usguu Ez

srulopmu$3[r

rsttultEr ru lLrn[ogn pytlnoomu0o]u][ngpelurun$us:urncrlbgro cutrn g sLr

87,
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z. {iun:;urunrruinrrlnun:l (Dircct Rccipieot of servicc Process) rriu nrrdqndrrol

finorurursrrcuruinr:rnrodoruruniorliurllrf,ufirrouuhfnf,udu{anrnd uiqndfrfiftlr;

rfilrlrdurtorfiiln:cueunr:tiruouuinr: uuhilduilnnqonJrclofiirrnfiufirrundl?am,

drulilnnrnrornr:rurlErrionr:uinr::;rdrrfiiarruinr:fiuqndrfinluunniufiuurnrlou

nruuinr:rdriauroqndlrlu orrh?uinrr

l. aorrduoctzarlunr:dluouu?nr: (Place and Time of Scrvice llelivery) nrrdfinl,

oonuuursuunr:riuou rinnr:narnuinuComrunumrrioudrtrndrdornr:lrJftaorrdtoo

o'rrin:dhfuinr:rioiri ufodruinr:azr$ndurhftrnfirrioumfiorrfnnrrrlg'rihnoulf,iiru
. r a t -C a J

,o{rN2nqiltoio{nlrolonr:ounfl

c. nrnliuuciruinr:1#armrrnrruColnr:fiuRzrutflulm:1ru (crrstsnization yercus

standardization) r:rore f ruunuinrroon}Jarl:;dutornr:iliuuiruinr:hlrdrfiunlu

dornr:rortrndrrioinlfiuinrrrfl urmrt rurfior f,ulunrr duouuinr: ldd:o nudaiult
jo - dr 9 arto q j a v a l. a q I

ill{nunnmnarnq;nilo pdrrln:rorcldiunrruinr:iiulu'ouf,urioti niofrnusunl{1to{

nrr uinr: ocCouJiulfir{rfiun:rudornr:toqnd[rui wnu

5. flnlilR2rliYuriuf,riuqndfr tN*ur" of Relationship with Customer) uinr:urmtirl

rdor{srfiunrrrtfu riufodrqilun mnr: InodEndruiruaurfi ud finto uifnrfl u otirf, ua;

,ron.rrrf.nuetorqnfirwgntiun'nlifia::ru uiluuSnr:druoru qndrhilducaraursrh

:ronr:i'aioodrumrilrncnaratjtlnnlunrrowifnluriufi

o. nuu,*dqilauiua;qrlnruo{1un21u3ruqn (Eirent to with Demand and supply are in

Batanoe) qf,dlilnrrrruinr:urrorirrrJ:cnufiuqrlcnidf;unrurfiuorirlurn rliogrlcrritor

uinr:frunrurllnnaonnarwCorfinrnJiuina2luclu'rrorriohfr{rfiur;duqrlrndrlolri

natlmfnrmr:narnrcdorrhhhh:gnirdolflunrrn'rnncluuncilrlfl:cduqrlard:ruri- ,Cu

rhlrl{nmrcuqotortnn2rualulro nlufiunrutoqrlrndlurroofo6nduurqnr:oidrinnrr

nnrnlriorrnruqrld

z.rur,rrdqnnauru,nf oru'omiorlirfl udruuu4rtoril:caunr:sfrdurfiunr:uinrr

(Extent to which Facilities, Equipnent and Poople are part of the Service) il:caunrroirdurfiunr:

uinrrrorqndrringnrliiluirhlfiahl InudrdruldnunolulrJordiJ:cnoudrfluingiuun;

f,uCorld
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zs: o#dr;ocrrrc{olrtfui nrr

nialnu{of rfir{non (toveloclc zoor) nrirzdr il:ccunrroirolqndrdrdrurliuinrrrfia

emorrfihcnou s rizu iio

nn fin f,rio narh v lonid g ndr

ldiurrnnrru?nrr

rJ:gcunr:sf'

; r.
urnrnrnfi I orriil:cnourolnrrlfiuinr:

dur, nictlnrrlof rfir{oofl (tovelock 2ool)

olriil: snoutollr 6ruinr:iiarurrsaft rilr caunrrsfuncneruil:criulehfrfinuri

qndhldriu rcCoril:cnou}Jdu u:cuu nr:uinrr s dzu iilo

r. ddruauniudln2nrdu riaau #oujiuornrarndowrr ti,r1, fii dd,
z. qrlnroibluinrldu Ift {rfiur nrinuudouiu

r. rrinuuhiuinrr 6o r{rrrhdroqr firdilrnr?rdquouachfuinr:qndfrdr{rurli

uinr:

t. pdrdrror 6o {rfiuliuinr:o{odmrrrirraua
l. gndrnudurdrdrr',liuinr:nfoulriu ilo qanadr{rrlrfiafiurruuinr:roq:fic

a&
1il0{rli0tg

tuaolerndtrrntfiuu iaofn rinur rf,ulrirnrruinrrdrrfu irldrirlurnrr
nr:anrarhuiul:firuinr:trld rCoocldrf,uuurnrrlunrrilnur drrir}ifdrnrrulndia
rvrdrlflrlfiu{iuuinrrrcflrurroafirR?uln'{nohhlrfiadu racluRrcuzunuiilrCorfiru'r

i.- fr{olu2rnt2utd3R2o

- grlruoihfuinri

- nrinrrutfuinr:
- pdfiirror

- gndroru r dr&urliuinr:

rvuuouttuiorr
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Qomrrrnltrh{luto{ilrin{rurnsqndrdrdrlrl#uinr:rf,udrdq rColfirfinn:ruil:cfiuhuos

r{rrrlfiuinr:dr

zr uuzf,amqufidrrnhrouoltiola gurrtcdng ML)

ru rf, aracnqufi rizurh!fi rnun o rn toqad r rq:rdqn. 2s43 : 3t2-3ll dr lo'trnphilip

Kottcr. 20032 e2) ldoiurodr riruil:;ill,ntrnu',ndaMron2uqlldd.rB;ufiurConouauol
aarr

Rr un'u oleurinrir rfl m uroilr cnoudru

r . nf,nriEqi (pmducr) 6o iirln irrdrdrl ucu ourharn,Curounu urnrrudornuio{

trnfirua;ilornftqorrir lvatue) bfrfinCunrrafiruinr:rCatfuinr:dnr.rqorrir u3fndor

rJiuuiluinrrlrtrdrfiuntr#omr:roqnCrmru:rouncdornftqorrir (vat,e) lfrindudao

2. t rn1 (Prioe) itoCurlurfirurad trndrda r drulunu uannjdou fiu f, udrufouinr:
:efiiltrar R21unu1u1u1unr:l$nlufiaua;nr:riong6n::r drwdordrunlsr:rortorf,udr

drfl udrr-r'u nr:dlr rnrriruinu inrr6on: rnrtow?nr: ldnnruuuu,,orr rnrddrdu drriufia
riruinr: riuldiuntroonuuuhfnrounqr#uquua:chrfirlr rdsrunuiRr:uorlrirfiu nrr

fitrnrurwiaudorhffrroua;{dor{rledrfioclrflrrzuo{ludrdnrfirdrdotrouannJCuuriu

nrrdlrrnrfidninnionrrd{dor*ufuinr:dro ihtrndhfirnorfiunr:finfiuqornrnfoornsrqi

tuccrl:cfiuuinrrdronor,door',nuinrrurndrcilrcru'urrnrilrinfiunurnthdqllunrrd

qunlil

l. dourrnrrhfuinr: (place) rfl un:curunr:rlruudrcilrhfiurirnfouinr:tld
narn,Cohfiuilnnlduilnniudrniouinr:nrrfidornrrtiu?nr: naqnf,nr:h{uinr: riu
rdolddo.rfirrroninhlirJrcfin!'nr, rf.ddru{riunnrntoluinrruavirdtrnfirhlqorrir

rinnr:na rRrcf,nnr:hiiinrr iuuinr: ldlnucca:nhfurndqnuirdrcilrld

l. nr: duriunlr n om (Prrornotim) rfl u nrr do a',r nrr r ora ddounih drn ornrfl rruru
rdrh ua;hlqEriruriiirdrnuotun'rrdwirnrrnarnuinrr dtrutrdrhnrrnr:doa,rnlrnam

tolu?nrrfiiio nr:ddounihdrnararf,rrmurdrhuruh{qouuifirdrauotru RzruLifiiuau

toruinr:riurhhfrfrutJtritddrcfiilrcaunr:oirioudrcfmrr{odoriu nr:duciunlrnnla
uinrr d rrf, udooiurudruinrriiloocl: ua;b?qonj rclunirdffi otiml:



fllpuuurpu0pnrunb
Iil.usLuloltnLculont,rtouo3tttut n9ttr30u[FLnEr3runcf]83u!o[nr}t[r3Luplofl ngocli

tllptPlllstunt tts3uucnHlopnElt9lrrruglg noFnFllPt nrru!3ruEn3ru]or3runrB83u

utclopr stuEttttt!9lt$p:un onBrrlr3ru]rr:3nlrylnpcut]F,,l3lueg]of, (,hotc) 0gnoput

3tu3u[ (sursrsrqcet{) uluu (sampemro ggfl,ofu:g og (sseoord) gtunctt:3u 'L

plsugr]ornrunblgnf rslno$:uo3r,tur*urtn rrrplngrNgepl

stugrttgntpuDpl:unrr.usrnLlsuropsrunlogr,rnnggr$pnunlurustlmrBorrugorp niu*
p[ nppmug L utrnou: spnrp]g,tc sneru*nfnupuDprc lptnugnnunpr rmrrgopl (s r

:stsz FubunuS lnnbu) 3tuEr*tgunnphunrrrunrulruonurltnlgncp surulolorucnlru

stuttgonu-untulglngn uugrr,pu0ppp ruluuhmrnruroBnl[lelror3rusur orumgtp3rugr

outnt[tutuu stu,u]o]of,otnruFr rlbrgpnprsr.nopr]ulrx ]r$nr]nrpru]oclrpEr]Bstr
ru !0t 3u! 3tu ttpl p[E 1. r.luotu]Lno n,ilr n]g 0Prooulpruol]rlD erourus3l.uult p[ 3rugn

lsrntuntngnftplnopslu3rmt Etpmlp nltnEr pnrottsrut olof,uro:lrrrcu:ux 3ruEr*r[

us orlururEt e:sulo& uofl,Elnun 0rF rosulrb oglo;ur nrt lt33llrlngnupopl3LuEn

n gntpuOpllurtxlpplg stu 3rru! 3ur op 3runlogr,r nrlggr$lrsrunlucuarrrcuoc]rr gnc$p

neru!,p[nfpnrugulrou:spnrp]gnr3 ng,rnpnp$pgrpuDngcrueg]ppruo!:un 3rugn

onprrlrsrunlurnryuropwrnrurrngr$rruoru]rronrrrf]g netutplnprrpu0pnrrlpl

nEl3tuEtt3tu!0ionDlols[t!l]ol,]9 p[]ol,B!usrlrurrl rssrmnnErBonpro]nEr3ruEfr

3ruureloFu (aouaprag pqMqd 3Lu3n$lslunnnpt:urBluoLu]L[onp[Fp]g'9

lorngocprpu0ngryu0rr g r:sng,ln$rrp$pgnuogn tngnuugru0upUf$ft

srubgnr stpu0sorrru rnnu n$n; nuo!rurgrg!nop nrlulrrlorr *ugbrsuxuunslt

orulurtsru nruuguhpureuon sru3rluruu3runns3nlngupu0:urr upu0n uglrplpnuupn

;lrrp1 rpuDlorln;nuopurgrg!!p 3ruEnonprr[rsrunlunn]$]ol,cagrptr]g0rnr]g

nu ltngureuoo3r.ugrn;p:unp$u0rosrrrufl ngcngsn]nlnpugrseuulgtt3tuturuur

sru oulEnngng sru! Bb of, !r uuuxusnnu.u crugnp$ ntlup r.oEn (eFoed) uuuh's .? - - e . f

UL
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2s uu2fuiovrqufiddodc$funrrf,eiule

2s.l a2ruilurmomrrf,ntule

fi rdrnrrdniluh (docision making) fi flrfnrruulrolluaroriru;ft iotjd
6u fuuac6zru trir (Gibson and lvaooevicn) ldl#azruil l,10ro { nrr dn iuhlldr rfl u

flrsu2urllrrhfiqtololrinr:d{uinrrecdorn:crtro{uunrugrumldoqadraar: (inforuratim)

drldiuurrnln:wfirordnrrrqn'n:rurlRnaua;nrirluowinrr

hucl(ro,*)ldh?a:ruruloio{Rlrdan'uhorrfnrrdrrfl uorsu2unl,fi wufl ltilEur
tslouinr launr:fiurrnruiiommgra'onnru6onuiouurnr.rrJfrihdf,dqa ,ntour:qrflruuo

rourdnr:dldfirrunll

riaf,nailsrfi u{{zszo:sa)ldn.irrdrnr:iafi uhmrqnandrcn:cfi rdrladrrutrrfu
Cuo{riurflrrurorfonlurjrrirdrtr#rrorlldro drnlurjrrirriorfl'rnrlod,fl,norrn
ri;un6didortnlilu2Rrlsu rio6iuftdrfiur{orriunr:f,nf;uhrfu1 uacrTaunidrndrzd

riaifnn" I$u rfi u i ldrfiu d rr6n r r nnr : 6 uu $ rn:rl r v cu n r r si

Inin ft criu i Qsn, t) h?azruruotornrrdafiuhdr nr:iaiulcrf, unr:acfiouhf
rfiuiillanrr;f,dnfuhifrrriiontnrul f,r rasfrzrurcdoqiliuuriiounadrfinorniurdonirq

rioudrgdniu1rrdor6onfrzodxInotirrmdr rdarirLJariiorlg--fn'hlur:qrflrruurfo
inqrl w rwiu r mtiHfi n rdo mr :

oiad rrmrrlf, rlf tzsro: z) ldtla2rurruiornrrda iluh lldr rfl un:;u eu nrlfion
uunrulq'rihodtllnotitrttutrttnu:rnrnruiloniml uriolfiu::qingrl::a.rdddo.rnrr Inu

aJJt
orifu rdnmEqiuNil:gnr:il:;nounrrr'nrErlunr:dafr uh

ua:l inuurnar ra (2s36: 82) hfnrruilulolo{nlr in f, uh lldr nr: dn a'u lrr uroiir
nrrdionuunrlrfion (choice of attcraative) dlnruiionrfurcCod

t. nmriionrauill{ urniinrun'onrdurlddodrrfl unr:finfiulc

z. dollirrqnail:cnounr:firrrsr laulsUopiaarirq rur'rrrordnfiulrdro
t.prjomufi rniuounrrinfi ulrrfun:gilrltJurtowl:



(srolc"J qsnd) uuuore[ (slol.ql IFU) ]g0geE rut:3[r € ]g u ]rurut:3F,nEruooo!38]Fllp[

(Iepsex),3out3 nu$,!rB,r33ugbru$:3u:utr elnge!,3ruug*ltuHlppffitrFt s 
T{rurrrusull

rrfuryt or optlrrruolrEnEtuoopcrpu*t*c[]fr,mu[ ogoFt,lrcufrgn]c0ptp0!38 sr ncrus

b uuogegsorlnytoptntculgngryrlluun3Luouprcuglrnnlope$g3ru]Lrcnrsuneunrcu

onp|}ll (ropoeu),3our9 nllelngup3LuBgroprpuuuhlsDngsugbu:rnumcl sLpu]p$,![:u,
oprnrcugpsruurerrurrngtlglogruhuuuhmrru$tlrrfiscurbrup:ruuogrlngcpsrun[

opop b npsgnloprtrloEuoptnrcuguuuhpsruurerruungnlruuuhmrup:cusru rcngu1rl

luturplrurr uuuhromcrugbn rnugl[ (ren,reu) 
r3eug]etcptgqpnungrogtpnbu

ogngup3t utryeagprb L rsr,

nrgqnouno r,rrosuilonn:r 3urr iuntlnryloru ilo t7 . 6, ! I
lsuoprlr[nnubgnu:rnnu]t Bnt,tuogrsru ]gornrulngepsru rcplcruuuon$]p ,7 e f 7 a - - I --- .

sruloli

pglu:sttbugbrcnploprgp$pcrunlulrggprguogropr rounoslroouosrcroul fioggrru
Lauunuueub ggrgnppgpEpsruuogtsLu lgmnr elngu!,sru (e :8Nz) sr!:sg ulc

3tun$rr9sLuloiuHnm:3F,3uxnruuu3ru'9

eurge!,3rulorurrruuFlnEll1l3run$rp3lu'9

cogrggrgprunmyubpgpgf$nuogr3ru',

elngu!,sru Bour3popruft op:unnucrllmL Burr sru'€

olngcp3runou:3lroguuft op:unntrctprctrrr $La'z

Lsr.ulgecpop,:ururlbgqelrymcuirsru' r

p*teln8cpstunounl,

Eou[ ]tr botunuognruulrulrpcurognulrpgrpnfrg st,ungrrgrrlogn3runsrrguoursLu

nErpll (supt8nr uolslcep) elngup3ru]o,rouurnrcustpl @ot. cisa);ubulbrgp ng

uognlngup cruppp pn-ol$u p Lngnou*rprg

,r:unu.n0ruruogrlrrg uftopngr:3lr:uffrr3ncs3rugoul mprnupplupruuuhpnu ]goutt{

tpeln8upstulgctPu (tol :086I 'uo8,nsBd utrlgltg 9: 0}6,Z 'nBltfsl,t r.f) nPouurn

6Z
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unJilcf,ua2rudunro (Able frctors) ftd(nocn::unr:uitr:rringn:uirrrlrfiruurisqr'n.

2il7)

r. ilrioiir (hlt facbr)

t.t rf, ril:cawi nrrurinlrcriddrchlur : qua;hftiluqnflailr gard lunr: n:gfi rdr

trfidrhrfu (n:vrhwfinr:firruarflru,u nioprl:;adllriourirurh uov{nrcfrnororu

n: ;r'l rr1ni6 nrqnroblu r : qrfl rrh vcrd

t.z o..rrdo o.rrdutfrrfr unorrernnr:dqnnaldiuflridrrcrfl ururinnmuf dr

aeuldorrdrdicfiHaionuinfiulrro{rlnnoravilqn'nr:unrrfiaulunrdiddrrlnnorcdilon

t 3 ri r u'ou,f, u ir d q nn no'n ilo ril u rnio r,ir of,a iu h unc fi 1 il u a n l r R r ; rl r t o r n u r o r
. - , C I , 2 te r - J o -RlUoUUUllJUn?lUrrOOUlllrU{!AnDOr012t RlUUUtOrun{Uor3lldnroonil1{rifiUnn unJ

rqf,nr:utoruqudlurfiouqnlrluuu driiorinndonr:daf,uh1un:6iddrnr:nrcrhnrrrftnr

ro{tlRfl ail0'rarrd.cn:srhhlaoandoldurirfi ouddn6oo{

-? a - . - j.
t.l ii rYur n ct u u t r : r rfi uu fi o ru u o ri r r r q n- n: : u fi dr A r n 1 r u a u dr it u i o fiu dr u

rlrcril6 ua;dlrfinr:miafiwgnrirfiudrunr:dthnrhirfiuroudrulunr:iafuhdcc16on

nr;rlrnqf,nr:uodrrlnotirrrdwourqudriu druuuiriiurtorrrrrn,,uuodrrnqinrrrfif,oo,

firuualftludr

z. ilriunrin (hrsh hctor)

2.1 R2luolRuir a's rirfitoulnnaiifiionqn'nrruror{aaadrdor{oriaorlnunrnrir

uisComrrlfirlnnarfudorlfrffi uacnrcrhluirdnuCornrr ftrfulunrrriionn:;rlrrqf,n::u
(sociataction)drunu'riltJuo{riunrrnrnililracrirfi toupaadudro

z.z {o6nriu (commitme,m) iio drd {n: vrl rrdo drrtrgngnriad rvdornr crhl#
) r 13 ) I .r.

aonailoldunorunrrsifu 1 {o6nriurcio'niilaionr:iailuh unsnunrcilr$ldlnulrrtJ
(n:;rfi rdrhfi rcnr;ilrdotf, r rdomrnnrfdrrtrfi dogmYufi rcdsm:;rlr

z.l nrr tirfiu (Forcc) iilo dedzunl;{u hfin: vrl rda iu h nr srh ldri rdum r ursr; fi

{n:vfrdrhrcnrcfririr. t tiu nrorrrcdrlriurihdrrcn:;rluqf,nr:uriuduiohi uirdofi

nrrrft tlufi cghliniuhn:vrlrnqf, n:rrrfuldrirdu
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Dsg uubnrrbulorntlnsnftr[ssusru]uprrosB etnBuu:osruu]oot,[uuuh'1-, a7rl.-aD--r-a
qrs3u srurtclnguli3runl]mo:uurruubnrg:rg nu:u

rnlpnuotunuuuhlorncrugbnnglolcopnerulplrrulrssu3ruloilosrunrnunl' I

Elp nu$,!r Brlf : BU nuopurggbr,uur

ognolc[npmprugntrurnx]gourEolil (Iepueu) 
rsourg srussF or rylnou:rp,usouue Lngt

tpf su sruur c nlpl:erccgogn n3!1:er.c[r p: cuf p lg ou (rroddnsl nhlnpt ruu e'e

nouogl

lornuloou3urrpnrruuo3re$scuuuh L ulnruglrnrp:ruuuuhp3lurpxplc$oel nu]p

!tBt[rs3usrufun elngup3rupFl$:eposr]rruruu]gulur:3u3ru lilryl]ogrnleltrpuH
ugrtr[op]p]orcr,]o,ro3rrr!nrr.ulg[up:lupusru og (drnnv) osrnrpnrcu e€

rF:3uuogrrtruol

Elt[o$npugtpP 3tuntuDtpoprpr. p:ru[loruu]tttunpr (&pnuodoD Etu o[ I't
o3lrurnttuo]leE 'E

I€
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n r r fin iu I r ra' o nn r c rl t n q n' R t r u r 6n du r r n it r f,o rfi g il : c rn n 6o il r iudr il r flo n dn

ilrionruatutto Inuruqnnlunrrdnfiu'heurnniNriuoonlrJuiwnutiuo{fiunr:hhirrrin

lunr:16onlrqnailasRerunoendorfiuilqnriocorunrrsits,cdu do,rqrod,iionorcrflu
eo

ruqnnfi ariurrqu nrrdnfuhrf oiodru nrr f,n f, uldld

nquiirdurfiu nrrfinfi ubdu*oour,n of (oQ ati rrQ: {qa. 2ss0: t3-26dr$r c rn Kotler.

2003) ilrcnoudton:curunrrinf,uh s duaou 6o

r. nr:iufilq;uuionmufrrilu (probtem or Neod Reoognition) lrjnoh rtruiil nrrfi
rlnoaiufnuruColnrrrooru,oodorfinduroruforiarrnirnrvdu nlrf;ornr:rliorfino'r:gfru
ildlrcdudlnrtduqanariuufoiiidrcinnr:fiudrn:vdurrmJrssunrroiluoinnrhirx1fdr

eJrouduo{rodHl:

2. nlllrt2rml{o{a (Ioror."ti* s€arch) rdoallCo{RltQnnrsduurnnouord.d

.rlrlronoucuom2llCalnrro{lnd{u?Inntcnrru'unr:rdonoufluo{R2lrrColnr:rTufilidr

RzruColnrrldnrur:onoucruomludsrnr:wqnrnorlifinrrudornrriigonrrdulda;ar

llurnno
g. nr:ilrcfiunuriion (Evatuation of Atternatives) ruio{uilnnlddagaemduii z iotJ

fru?Irmwrfinnrlfi lurogil rguiun ruiionirq
l. nrrfin iuhdo tpor"n"r" Decisioa) rrnnr: il :cru'unan ruito nludunsu d I fiu?Inn

wdoldaf,uhdoninfiEqidrtrmurrnfi rln ilrf,udrq drindu:crdNnrril:crfiunauncnr:
--rinnflu lclro

5. lqa'n:runrordlnrr{o (poct purchase Feeling) rflunllfilnnsloniotjnolo
nrsrfrinr:doro'nfiorqflrJliuf,r rnimonrilunnlfilnroluracldilofu lufufirr,ruu?nrrrfu
nrrlnolefinduuiorodnfirnnuldnr du{uilnnn rnr ft ll urudrmn{uilnnfinn ft fii nr r
liro'nfisrqirio uinrr rfu fi wff, ntin o le



33

nuilrlfiu{a
a

tlNIOOn

(cvalrutiqr of

alternarives)

nu#urt{oqo

(infomotion

searctr)

nrriu{ilgur
(pmblem

rcoognition)

nrrf,niuh

(pttrdosc

decisioo)

Rlrtjtsurufla
-lnuilo{nl,io

(Poct Purchrse)

ffiunild 4 nr3u2u;uinf,uhdotol{uilnn (Consumer buying decision process)

253 otsu2unufreaderramqfluilnn

nrgu2unudnf,uhdoro{uilnn (Schiftrm and lonuk t994:659) ilu1u6{ furu,
a a I - ? J . Jr. - ,aa
lunrrm-onnBonaafoqiclnfio{n1{lfioniulrJ nqf,n:rufruilnnr:firrrsnlud:ufirfiuudodu

Rr;il2unufiaf,uh fidruinlc (nlrfdniinf,ay urunqn'n:rlnmntonlil nr:riorflufitnrru

dru in h un J n 1 0n 1 il du fi n du 1u dr r : c uc n a r u ulr fi r n: : u nr ri r drhhfi fi n n r : do u a c rfi n
-lailqiRrrrlnlrronlu{Rnnou

dunou 1u nr: f,a a'uhdo (Buying decision prooess) rfl ud rf,uifunou lu nm f,a iuhdo
m{uilnn nudr(uilnadru n: cu ruRu 5 du.u, iio nu iufoln2u,do{ n1 r n r : du u rdoqa

n r r il r ctr,'u n a n r r t6o n nr : da fi u h do uo c il q fi n r r r n r ou frl n r : do dur a n r hlrri u d r
-lAt, l-.r-l

nr3u2uo1r.ilolrrfi unounutotr{ 1 llo![Hanrsnur|drnuto

. t. nr:iufdlneudolnrr (need rccognition) rlonrriufilqrr (problem recognition)

ilrloiirtRlrdrlnnaiuf6{n21rdo{Rrrnuluromudroror6e{urorrforfiarrndrn::du niu

n2uttt'? o2utnrlr1o n?1rldo{nunr{rilrr neruriurjra { 0.! dlrrtolnurldolnr:tolimnru
(physiologicat needs) unsnzruColnrrdrflun2lrilrlrour durf,unmldolor:druininur
(psychological needs) d.rrrrirdr6n{u,doii.rrcdurdrecnaroriludrnrcdu qnnnw6uufo'riid

rgsnnr:fiuirn:;{urrnrl:ccunrroi^luo6n rhhlnrfdrwnou.ruo{irn:;{uotiul:
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nrrfu{iftarudomu (nccd remeDirionl n:'onmiuf

ilqnr lproUtan rcoognirioo)

nrrdurrto{n (information search)

nttil:gttl'unont{tiion (evalrution of alternatives)

nrrdnfrulc (purchase decision)

nqn'nrruntuuft nr:do fuost purchase)

munild s mu0ftrnnrluno s duaou lun:curunr:f;nf,uhdoror{uilnn
lJ
ilU'l: OQtl0 rrlr{Rq0, 25392 4849

2. nu fiuill{o{ a (lnormatlon search) dlrnrudor nrr gnnrvdurlnil o ua gild aru rr o

cuornluColnr:o{lndriufruilnn {uilnnwdrrfiunrlCohfrfinnarunolrrluiiCo{nlrii
oJr.rnaiulriaulto.ruo{tR21uCo{nlrldriufi Rzrudornr:wgnoadrlt rCorrnr{iluorrR?'rl

Colnr:lunuilf,{ ruronrrudornugnn:;duldasarlfurn ccfrtrlnr:rlfriiilunrr;odnudr
n'o nrrldlhhlldiunrrrruo{a2u,Comm lnnnurouduur{oqor$ouilr1{rruo{atu#ornr:
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dgnn:;{u ftrfu rinnrrnorairdortinrrurruhrdurfiuurrirdoqoii{uilrorgrdrliluflNilr

duj: cnoudru s ur drr finn'o

z.t uudrqaoo (personal sourccs) ldrrrinrouniz tnJou mrouthu nufdn.ro.r

z.z uu cilnr:dr (conmcrcial souroes) lduri Conr: I$uor'r nrinlrutro drrmu

nr: fir n r:ur : 1 fiorri nr : iaucn r iufir
z.r uuriquril (public sources) lduri Counnr oldnr:dtnrol{uilnn.ta.l

z.t unduh;nunrroi l"rprri*tial sonccs)

z.s rtuduaoo{ (erycrirncatat sourccs) l{uri uriru.ruddr:rrqornrnrn'nriod

riorriruiit nrrcaarnm*rfiafisrrf ilrcrrunrroinrrror{uilnalunrrnnaorlfino'ndsrci

{ n{ dniilnmumsirdogartunninnrul0nto$rinfisrci uncfinuoc.i2uqnnoto{uilnn

Insrirlil {uilnawr-u{opin 1 rr nur dr nr: Cr drrinnu na mfl 2uqunrr hf{o gnld uf ar

ruuurciiGn ir af onr: f,n iuh{omr{uilnaunnin fiu nr: fi mr onRrrudrdqlrourrdl{op

lnuflunrusf {uilnadr{uilna{inna'nfisrcildodnl: uwuudr{oryao;lrdfidrirournis

{uiInn

l. nrril:cdunnnrltiiort (evaluatim of attcroativel rdo{uilnnlddorjaurufirrrndud

aol {u3lnnesrfinnerutdrluracil:cm'unanuro'onit 1 fnnr:narnftlfludolfiiriinr:irq
dfruilnnldlunrril:cfiunnnndioR Rrru?unlnlrcru'uflalrildii.rdiruua;hiltin:su2unr:

rfiozdB;ufluilnnq nnuuactil*fl utor{donulnauudrhq nro runuslnrrdo

nrsu?umrilrco?uflonruilornorfiuilnn fiftd
r.t qoralriiina'ariEci(producr auributes) nrdd{uilnRrsfiu:Erno'afietcidrfi

qotcltin'o;1:rlmno'nfisrriodrrtaodrrudrwfi qornurifinrjururrqorauria'muf, nfiEdlu

r.z {uilnnrcthfi ufnnrruthdq rlrriuqor auffi nfiafiorqfi rnninfiu rinnr:

narndourururudurruaginddurlrniuqoarf iiHinriEqi

r. r fi u ? I n n fi n t : rin u r n r r r r Co 6 o rfi u z f,u n : r iu ifr ruro r c r o n r r u,do o' o I o {

{uilnnCuo{fiurlr;aunrrofto.rfru3lnflrncnzrurdoo'ordurduarrninfisrdrcoJCouurlor!f,
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r.l {u?Innfi rimrcnfrlu nr:dionnniudr Inoiru Rrsu2un'r:ilrcr!'unniiudu

Caanufiruuaqorauriiiro$rfinlisrcifirtrruh uacnliuuffiouqoarilFtorflfinfisrqfn:rdm1

4. nr:daf;uhdo tpn"k decision) rrnRrrilrstfiunonmrn'onluiud r rcr;roh?

u?InnfirnuaortrnohrcrdNniariordirqdrflunrqilonlaorie 1 tJ {uilnnocdaf,ulwio
nn'arisrddrtrrourrodqn nrrfiniuhdoiufiadu rfiiunilrcriuflruiionpr"lu"tioo of

atternative) urlaimnmud.rtadu burcbase intention) [acfinnr:dfciuhdo (purchase decisionflu

dqa udriouiaf,uhdo{uilnnrcfi rfriirilrf,o r il:cnrrito

4. t rilruRn't o I qn na otu (anitudes of o6ers) riru n n'ro I qana d rfi udo I esi nn

rf.dlur.o mgdru ou ionrrdnfi uh{o
e.z ilriororunr:oidnrancrull (anticiporcd sinr,ationat factors) {uilnnw

arancruilrdoirl r drdurCsl rdu rruldfinrnasru.uornrouniu nr:Rrnavrudurluror
nfi ariEqiroJnlramf, slufl arjrclorfto*rfi nfisrqi

l.l ilriurrounr:s[dLildnrnncrull (,r"oti"ipurca sinrationat facrors) mrcfi

{uilnnirdlf,niulodorfu ilriurrorunusidtildnrnffirurcrirurrdur{ordrfinan:cnuio

orrrrfol.{u riu {uilnnhiroudnusr;rorrrin{rurlo rfo{uilnarfinor:usirtluuioinn
fiirarrn:ruld rinnr:narnrdodrilriufihinrnacrurcfidninoodmurnionrrdndul.dunu

iaiuhtolniruqnnarcf,olfinrriliurllr rioujdouurJarl# rinnrraaradsrllnzrururorr
rCofi rnzrrr{rhionqa'nrrrnrr"t,Cuu.or.rorrr,C^

5. lqn'nttlnrsrdlnrrdo (post prcnase foeling) nrilnndouocnnasrldndnfiorrfitj

udr {uilnnrciiil:caunr:sirdurf,unrrunohrlolriiuohrfinrisrrf nrrnrnnsluiorr

{uilnnrinrrnrmdlirzar: trinuuuouasurei$niodocrrdu 1 dhuifnliluE fudrrfiu
nzrulrrilu {uilnnwdln:rlrillfEurasrdotirf,unarpissfnarrrfiins6 druruarrn
lrinohrcdufiuturarornerurnnin:cildnnrrnrnrir urunr:rliiriiiri$o$r6nlisrqi
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zs.r ile&dibninoionrrfinidc{ncrf,uilna

ilriuttrdqdfi 6ninaionqin::unr:r6ondoml{uilna{ror ter, xfr2:gr- r r z) l#uri

t . fl r iudr u { nfra (Pcrsonat facrqs) nr: iaiu h"u o 6tiu l#;, 6n in o r r nfinu otc dru

rlnnoto{Runmdrudrq ldrri org igflrn*in orin lonranrurrulfic nr:ilnurpluuunl,
a---l

f, 1r{r2fr lloglru?Rnrl2uuf,fl a

I . I o'tg (agc) uo;lq int ro$in o rqiiunnim fiu rs#oliRzudol nr: nn'arisrdd

ua ndrr fiurrtuo o.n*hn;oddff Inariiondsu uruilnn Cuo gjfiuo rqtor{uilnn rdu

finusrcrdodrdl#,,ionl, dorf,unrrnfiBrdofirrtrriurfintiou rlror{r{ioniuarrfildrdofir

rhuiuiuiudriiurnuruxolnilolu rf, uCu uonrloolqudr iginrroliinfi i6ninorrfo
Rrrudornr:tor{u?InnCeu InsnzruCornr:nfinfisrqiuasnqf,n::udorcmniNfiutlluui

rsfa-
agJ2lrorr20rnrt2n

t .z rl r : iinn: ou nir (Family life cycte stage) rf, udunou nr:C r r liiato lrlnaalu
JA
onuorrto{nrruR:ouRir nr:Cr:riialuuiacdunou,f,udrdfi6ninodonarudornrrriruan'

rncf irfi orlto{Ufl nnrhtirfi anrrrComr:luna'nfiarcf un;nqn'n:ruRr:6duanrirdu

t : oril (occryation) orintoudavqanac;rirhl{nrrulrrf, u uacRaruColnrr

iudrunvuinrrdunndmfiu

t.e lonrcnrur:u1fir (Econoaic circumsranoes) riorruld (Income) Ionrrnrl
ra:u1firtorqnnafiiilo noldtoulnno drinaio6rrr.nrrdu,ra;rimnfirfioufiunrrdrtniu

t . s nr r ilnu r(Etucatim) ifd fi n r: ilnu r gr fi uu r hlu r guil nn nen fiorinifi qor n rn i
unndr{dfinrriilnurdr

t.e rirfiotrioqordr Oahre) ua;lrluuunr:Cr:riia (Lifestyte) rirfiourfoqo

drruruiirRzrru'urludrrowiontun-nluriorlnrio*rutrrf oruru6rdn:rduuto$rnil:clu

nid;u f*or rariiudfr dzutrrluuu nrr Cr: liin (Lifestyte) il u 100'l liluuuto mrr 6rr liinlu
Innuqutilnounnlsonlupltol t. 6rnr:u(activiries) z. narutruh (Intcr€sts) l.nzrufinrfiu

(Opinion)
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z. ilriunt#ruininor (Psychological factor) nr:rdsndotoulnnnldiu6nirnln
flrioCruirinor Cro'oirrf,uflriunroluir(u?Iandfio'ninniong6nrrrn,rduuacnr:1f;

iufir Inoilrionroluil:;nouduu

z. t nrr glh(Motivation) ilu luo'r iil n:s{u@rir") do{nroluirrlonado nrr{ulfi
rlanorJq'riiinr:phrfindunrului:{ano uioron:cnuilrionrouon rdu isur:rt rrirr.p
drau rioirnr;dudfnnr:"arallrniodiordonr;dubfrfiaorurdsmr:

z: rlninnril ua![u2nzrlfierfiuro{iulo{ (personality and Sctf Conce6) ruroo'l
dnuEcdruiainorniolumrqnnaCrrirufirrun mcacfoudriinr:drqnRarnutrrourruo{r

iodunndouroqr,l

z: nr:iuf (perception) rfl unrcuzunr:durriacrlnnolCiunr:rilonc:ruacfra

:cdiw6nrruruudoqarntodrcaft oo',nfi in.ruf lrlu

z.+ nr:riuuf tr-o-iog) ruruiil nrrnliuuurJalludrunqa'R::u riodrunru
hlur6uqtouqfin::rmnilr;sunr:oidiruur ufonrrrfdrfine rnnr:iufdriilrmooriadu
lrriourfurol dlrfunarnliuu rfindrrrfl urlrcloili#:ohuondrlrdobfrinux grhdo

z.s a.rrrdauncrirruni (Belief and Attind€s) iluruiil nlufilnu.nfinmqnaadil
ioillaiwurrrirruairfl u doii fi 6ninnionrrrda lutsrsrdurfiunmurdofi fi oninaio
tTfitaa' nrrlrCorf,unlun'ndrlanafno'orduafiuiirlnitrutr dgf,unaurcrnrl:;rrunnr:silu

al
ona

2.c ttu l6nro{ nutoil (&lf conccp) r uroiir az u fi?nu'nf, adrlnnaiionurswf s
nnun'ndr1naaf, ndrrlnnoolu(rft nu)fi nzruf, nrfi uionuoutiul:

r-ilrlunrrdruiautr:lrfl uiilqdnuoidurludafndulnurfl ufi uoriurrniuuurrlrJ{

iuudr dsfludafirilun ualn2uqunqn'nra,la{r,qudluflinruuf,r rniufluinrrrrrfug.,u
(Culture) tmciour:rujou (SuUculture)

l. r ieur : : rdrglu (curtur€) ruuo'r ful rrru orlnnalu rft nu du tinuEcu'flu

mmulno dlrfinrrnnr:udouaornqf,nrrrtordmrlnu rhhiiifinuorwqf,nr:riindroniir
du

g.z isur::utioo (Subculture) rrroiil n{uinurr:1fi unnimf,u dlrfl urirud
rl :mgf,nrculu finutu rnlnqid.fiu{ou
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l. ilrionmfrinl ( sociat frctors ) rurodl flriodrdor{olluiinrlrg{riu un;fi
a-.-lor
o-nttaionqn'RrruRuf, odfnuounNrft nuil:cnoudro

+. r nrildrldl (Referc,oce Group) u urudr tlnno rion{urlnaadrliriuundrdrGr
rlrriurlanalaqnnnrdrlunr:firuundrfiur f,auai un;rqinrrrotirrlcodrrruf,rrfo
nga'nrrurirtl

4.2 orounia (Fanity) ru'toiir rlaaadrui z audulrJ CqdoedolfiunmCru

arofioa nrruirlru uionrruoriutfo{orf;u#rofiu

o.g irr rif,onu(sociat class) rl rudl nr r urh n{unrulu finudurulu nritilr ;no
--t--- ---jrr r a - . a o
ue2orlnf, onuoluou n2ludult ua;nq-n:rlotirq6ozfru

ft tdioniraio nrr dafiu le (ieqnli rwn: r-rinit, zslz) mu r: fl rdrfl r iooonrfl u

z Cru iio

t ) ilriunrouun dfidrirnionrrf,n8uhdo aoo ilriunmiautr:u uacileiunrrflinu
(l) fltiodruinuttru (cultue Facrors) rflud.riinrhfiu?Innuflnlrqn'n::uduanirlfiu
oon!1 ururfiauniurdrhl6A niuruir cu rrouriroonrfl u r deu il'o

- iru r : :u (curt.re) rfl u f,nusr;t'ui1uno{{nnad ldiu nr:tirunonriur rer n

R: ouaiamcanrilr:Rfiorludrnu uruduohfnqn'n: : ufi nr rrndroaifu fiu

- isurr:tn{udou(Subcutture) ilurudl isur::ltoludacn{udfi
iinu s ;rn r rcrn nf,iN fiudo fi o6r,fonrru rnlr qi

3--,'- frttol f,inu (socisl class) r lruiir nr:uillcurinlu f,iauoonrilu: rdu$rd
unnsiruiu Inunurioluuiagiud{auwiiaorucrdoaflu uncauriolrfudonrduanirrfiuw
fi dnusr ;njua ndrulu rtiu r uld nr : iilnu r o rin rf, uCu

(z) ilrludrudlau (sociat Factors) rf, uileiodrdor{olluiinrhcfi iumcfi
6ninniongn'nrru{uilnn Cmcd:cnoulildeunriuduft nrouniz uiluln uo;rrorwtor{
Ito

z) it r iun ruh d io'nin aio nr: f,n fi u h dotor{uilnn ito

(l ) ilriodzu{f,fl o (P€rsonat ractor) nrrdailulrror(uilnod.rldiuo'niilot1n
rinus;deuqnaodrucirq lduriorq orin iloruRlr triluuunrrCrru'uiin rlnfinnrnriludu
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(z) ile ian xininur (psychotosicat racmr) nr: riio ndoto otlanod ldiu dnina

rmilr$udruininur dul:gnou I ilris rfuiio dqrh nrriuf nr:6uuf nrrurCoua;rirruni

ac roou?*nidr"fro

rigru.r f,nu;sr: rrfii; (2ss2) ldrlrnr:iinu,,foo ilriodfi rnuanurdondrYnror

rinriouduar:iNilrcrn;dnf,uur,dr.{rlrioninriulrri nonr:ilnurnudr nriufrrodrrrfi
. .la r endlfira'onrinlrlu:ruacrncrirfrf tiruluqifiiilqn6o{1uniil{I:rJ cunrritnur:;durliqgr

nl J:cnsuotinddo.rllrinucrnilrcrfluriuulllqi fi:rold:;udm zo,ooo3e,9e9 Rooorfnrig
iofl rinriolrfiurti:uluqiurrduzriurlnrirfluof.finoo ,,urofodr',rduu ronrcrlrcrndnu
nirrfu fiinqrl::alrinfinntrou'tf,ndou uuo.rndfionudrnriuf;rotirdrir'onrinlrurrurizulrqi

rflurnnn{l oq 3l-40fl fircwrzarrin g 6u ur.hdololuRrrn'aiodfnlduriuifnrirrdotrn
rl:crnf,wlfnriouduemr drlsirudrdf,no{dfoua 2,zl-soruroriiuuriudrlfidruolulluuiaclu

luror;dnrili:odrldriionrYnrnrrrfrdrrfrirulrqirflurnarro orq; zr-rofl i:cuiluorrinrrnndr
zo fiuutcir{oqalunrtiaiodf,nldurirCou4lri rirll[roririirinqidfouar ro2s u'orfiuufru

drlliroorulluuio;iu trnnrrilnurilriudfio'nirnionr:riiondrintornriuf,:oti6rudr

ilriudrufi;o fiar;raglqeionriufizotirrdriionrinl:ruru ro{a{rrlduriilrf,udrurrnr

lildnuoirnr:uinrr uncnrrdusriunrruuarurhdu lursrcdilriodi6ninaqrqnionriu
e t Ja -i:oth$r6onf,nrnarir&rflduri ilriudrunnl ,o{o{r,rlf,uriilr5uf,rudir lrlfrnusfinr:uinrr
mgnrrdlrairntrrlo nrufi rfiu

n!: qiniqrasoos (2ss I )ldillnr:ilnurrfor nr:itnur:sduilriolunr:rdondrin
ilrcmnrnctilhrfuinqouudrzrrr:rsuinrioudurnzou?rlu nnnr:ilnurnudr flrfluddua
hilinrioudurrrroruifiudniulrrf,onrindouudrrar:u',odqn 6o nrui$orfl urrorouu
drrau tn:rEouudrrrrrrtf,uaoruddfiiolu#rudrinuuurlflrgn finzuilaoariu 6nrir&rifu
draoruduri.r'iAudrrarooruhlriiondo,ilutordrciin uiraorouudrucrrfifrudrrrrirdurn
lrilrtinriiorluuirzonuuCrrmruirrfu ui:rulilftuiraElndrfim rdu uulrrSdrflu'nrir{o
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