AL b Hall Jiad 1Y

Al Ll a2 A Jaadl)

FARIA 4@)w\h\m\jcl;j‘;c‘)jd} cM\L@J&}@}AQ\MUJ\QA%\M\d}Uﬁ
Banl) Jlae Y1 & 3 5 e et 3

e il e aal e 2a e Sheall Lia ) o I (Kotler & Keller, 2016) Ll s
ws’_'\:\\.q.ch)ﬁ.d\ ;\)ﬂ\ ua)é'&.l\,}j} e ) "‘YJJ:’J":’@(“AL‘HU—‘P‘@M‘
A 3all 2Ll e Ulayl

ol e Jaasd) il 555 e Aas ga +Slaall Lin , of (Olliver, 2010) gl LS
Ul 3y 55 Sl (5253 Lo el 5 siann 315 el A 611 55003 1 @u\j\uhﬂ

5332 ¢ Dandl Olaa D Loy o) Alaia¥) g dadalll 33 g Cpmaand () iy (s AT A 2 A
3 sl 8 Aald can jliall dpndliall 3l saly ) Uil s a5 sise ad ) )
Adle Audlic 2l

e S JS aaiad Ao slall 5 5 eall ay jliall G sl cilud )l (any ST LS
& soall Jd a5 38 o Dlead) (g )] s Ay ) et lasal ¢ Dlaall L
F A PYN W

L8 Ae dga g o Lale Blal dln o ety Al Clal jall Gl paind JYA ey
ol 13 s i acy Le s g e liiall dalxiad g lad s e Dlandl Ly (s Al



el il QLS (Lt

ST (i e IS aad yall @l Jas

*Kotler, P., & Keller, K. L. (2016). Marketing Management (15th ed.).
Pearson Education.

*Qliver, R. L. (2010). Satisfaction: A Behavioral Perspective on the
Consumer. Routledge.

*Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2018). Services
Marketing: Integrating Customer Focus Across the Firm. McGraw-Hill.

*Gronroos, C. (2007). Service Management and Marketing. Wiley.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A
multiple-item scale for measuring consumer perceptions of service
quality. Journal of Retailing.


http://www.tcpdf.org

