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1. Lord Kelvin.
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1. Toepfer.
2. Sebastian Paffrath.
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1. Event oriented methods.
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1. Blueprint.
2. Stauss.



VY JJO[{%&&M&L{L\&JWd‘J;JJﬁf\JbJu{}ﬂ

LS 51 S ize as 53 b 5 Ob i O Jold 0o oL ST ais”

Olitde @)l (A i ipgd plS
10 S Syl (s Ly 03l 5 La les 3 48T U1 o 5 4 i g o6
Jsmane Gl o b alaily pl 53 il oo biles ST 4 2 1) Lt dlab 0T 0L 2t
333510 i Jgors sl (AST w6l sskte pb ) BB LS Jgene 8
ol (S e (5l 5 3 e e3lil (o 5 sl By o el (8
0345 358 g olitel DL oS 5 42 5 e 651 553 51 DL jike Jsens b

3y g0 4155 085 ol 51 ESG a5 4 sl

sdalice ()

o el I ghalie Ol e (5558 35 Ot L Dlanaseie bl (a3
5305 0Laj 4 lam Ol ik Sl wanastalin (g1, Bl wils OS5 L 0L ke
Gt 5a 4 ot ha) sl o 3O .l SCen b SDeles 4a oalis Shes g o
28 5 Al Lo G b g Wl g e S mmen 5358 0 635

codalie 3 b 5l DledicaS L ey 5o MBI 55T e sl S s
SLeS o B1 b Cal (i O i b 5 5n po OLI 5 b Ol Ol 5 gl
Sy s o Jualse gty 4 5 L pd oo alh CST 0 ole Ol s Ol g 4 S Az
LS o glaliiiias o 53U oo |y Sledst S oS 0L zie L OLST,IS
(Vo]

\ ““A‘ ES ‘4
st Dol g, (
J"_n:lk_sdOv\:.«ﬂﬁg)t.l‘);&ﬁ)‘gaﬁdbtﬂQ\i}&sﬁ&‘f&“\ﬁwjicu;))d‘)b

bl OLas )l o 25 gl ) Wbl b o055 L S0 Lo o uled S

1. Sequential Events Method.
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1. Critical Incident Technique.
2. Flanagan.
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1. Service Quality (SERVQUAL).
2. Parasurman.

3. Berry.

4. Zeithaml.
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. Reliability.

. Responsiveness.

Competence.

Access.

Courtesy.

. Communication.

. Credibility.

Security.

. Understanding/Knowing the customer.
10. Tangibles.
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1. Service Performance (SERV PERF).
2. Service Importance-Performance (SERIMPERF).
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