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1969 

Parasurman,

Zeithaml & Berry, 1985, 1991 2002 1 tangibility

2 reliability

3 responsiveness

4 courtesy

5

competence

6 credibility

7

security

8 access

9 communication

10

understanding / knowing
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Kotler 1991

2000

Kotler &

Anderasen, 1995 Kotler & Fox, 1994

internal marking

2000

Piercy & Morgan, 1991

Taylor & Cosenza 1997

2002

1. 
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2. 

3. 

4. 

5. 

external marking

McCarthy 4ps marketing mix

product price place promotion Booms & Bitner

1981 7ps

marketing mix

2000 1 product

2 price

3 place

4 pro-

motion 5 per-

sonnel 6 physical

facilities 7 process man-

agement

4Cs

consumer wants and needs cost to satisfy convenience

to buy communication 2000
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interactive marketing

technical quality

functional quality 2000

Blackwell & Miniard, 1991

2002
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3E Economy; Effectiveness; Efficiency

Kindred, Bagin & Gallagher, 1984

2000

2003

e-mail
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2002
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