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1—Ishikawa 2 —Ross & Joel
3 — Owlia &Aspinwall 4 — Chua

5 — Customer Oriented
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1 —transcendent quality 2 — product-based
3 —user-based quality 4 — manufacturing-based quality

5 —value-based quality
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1 —Intangibility 2 — Heterogeneity
3 — Inseparability 4 — Customer expectations
5 — Customer perceptions 6 — Service Quality

7 — Parasuraman
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1-Teas 2 — Dutch & Oakland
3 —Carman 4 — Single items
5—Brown & et al 6 — Warn & Tranter
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