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45. Security.
46. Access.
47. Communication.
48. Understanding the Customer.
49. Tangibles.
50. Reliability.
51. Responsiveness.
52. Assurance.
53. Empathy.
54. Theodore Levitt.
55. Honda.
56. Guarantee.
57. Cronbach’s Alpha.
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63. Order Scale.
64. Wilcoxon tests (Nonparametric
Methods).
65. I-P Chart.
66. Friedman Test.
67. Two Way ANOVA.
68. Quadrant Chart.
69. Supply Chain Management (SCM).

70. Customer Relationship Management
(CRM).
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1. World Trade Organization (WTO).
European Foundation for Quality
Management.
Total Quality Management.
Quality Function Deployment.
Lord Kelvin.
Offensive Marketing Strategies.
Defensive Marketing Strategies.
Reichheld & Sasser, 1990.
Association for Consumer Research,
2004.
10. Melinda Godderd.
11. Positive Word of Mouth.
12. Lingenfeld.
13. Rapp.
14. Topfer.
15. Juran.
16. Richard Oliver.
17. Emotional Construct.
18. Cognitive Construct.
19. Wirtz.
20. Bateson.
21. Simon.
22. Kramer.
23.4-Ps.
24. Marketing Mix.
25. E. Jerome McCarthy.
26. Price.
27. Place.
28. Product.
29. Promotion.
30. Booms.
31. Bitner.
32. Physical Evidence (Physical Assets).
33. Processes.
34. Lovelock.
35. Wright.
36. Productivity & Quality.
37. Parasuraman-Zeithaml-Berry (PZB).
38. SERVQUAL (Service Quality).
39. Tangibles.
40. Reliability.
41. Responsiveness.
42. Competence.
43. Courtesy.
44. Credibility.
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