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Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.
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29, Quicome Quality or Technical Quality

30. Physical Quality
31. Interactive Quality
32. Corporate Quality
33. Kano

34. Basic Factors (Dissatisfiers. Must have.)

35. Excitement Factors (Satistiers. Attractive.)

36. Performance Factors

37. Albercht & Zemeke, 1985
38. Armistead, 1990

39, Gronroos, 1990

40. Walker, 1990

41. Parasuraman-Zeithaml-Berry (PZB)

42. SERVQUAL (Service Quality)
43, Tangibles

44, Reliability

45. Responsiveness

46. Competence

47. Courtesy

48. Credibility

49 Security

50. Access

51.Communication

52 Understanding the Customer
53.Tangibles

54 Reliability

55. Responsiveness

56. Assurance

57. Empathy

58. Functional/ Technical Model
59. Gronroos

60. Gronroos Model

61. Technical Quality of Quicome
62, Functional Quality of Quicome
63. Corporate Image

64, Johnston, et al., 1990

65. Access

66. Aesthetics

67. Attentiveness/Helpfulness
68, Availability

69. Care

70. Cleanliness/tidiness

71. Comfort

72. Commitment

73, Communication

74. Competence

75. Courtesy
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1. Leasing
2. SERVQUAL
3. Gronroos
4. Johnston
5. European Foundation for Quality Management
6. Total Quality Management
7. Quality Function Deployment
8. Malcolm Baldrige
9. Service
10. Philip Kotler
£ 1. Pure Tangibie Good
12. Tangible Good with Accompanying Services
13. Levitt
14. Hybrid
15. Major Service with Accompanying Minor Goods and
Services
16. Pure Service
17. Search Qualities
18. Experience Qualities
19. Credence Qualities
20. Intangibility
21. Inseparability
22. Variability
23. Perishability
24. Turben Hansen
25. Lewis
26. Moore
27. Creedon
28. Process Quality or Functional Quality
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17.Aczel,Amir D, Complete Business Statistics, Srded, India,
Tata McGraw-Hill, 2002,
18. Hutt, Michael D. & Thomas W.Speh, Business Marketing
Management, 7Th ed, Printed in the USA, Harrourt College
Publishers Inc, 2001
19, Jobber, David, Principles & Practice of Marketing,
England, McGraw-Hill Ltd, 2001.
20. Kerin, Roger A. AND et al, Marketing, United States,
McGraw-Hill Ltd, 2006.
21. Kotler, Philip AND Gary Armstrong, Principle of
Marketing, India, Pearson Education Ltd, 2006.
. 22, Kotler, Philip AND Keller, Kevin L, Marketing
Management, India, Pearson Education Ltd, 2006.
23. Thomson, Wendy (2002), Public Service Reform:
Measuring and Understanding Customer Satisfaction, MORIT;
Social Research Institute.
24. Valarie A.Zeitham AND Mary Jo. Bitner, Service
Marketing, 3rd ed, New Delhi Tata McGraw-Hill Inc. 2003.
25. Vavra, Terry G Customer Satisfaction Measurement
Simplified, TATA McGraw-Hill Inc, India, 2003.
26. Wong, Amy (2004), the Role of Emotional Satisfaction in
Service Encounters: Managing Service Quality, Volume 14,
Number 5
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76. Flexihility

77. Friendliness

78. Functionality

79. Integrity

80. Reliability

81. Responsiveness

82. Security

83. Applied Orientation

84. Exploratory

85. Survey

86. Realism {Post-Positivism)

87. Longitudinal Studies

88. Cronbach's Alpha

89. Krejcie, Morgan & Cohen

90. Exploratory Factor Analysis (EFA})
91. Spearman

92, Confirmatory Factor Analysis (CFA)
93. Stevens

54, Nunnally

95. Construct Validity

96. Gerbing & Hamilton

97, Principle Component Analysis (PCA)
98. Rotation of Factors

99. Varimax

100. Kaiser Criterion

101. Cottell Scree Criterion

102. SPSS (Statistical Package for Social Science)
103. Eigenvalues

104. Measure of Sampling Adequacy
105. Construct

106. Mean
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